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PROTOTYPE: MINDSET
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What is a Prototype?

A prototype is something used to test your ideas/

concepts in the early stage of your service creation.

* You can prototype anything
e Prototypes are disposable - kill and rebuild

e Build just enough to learn, but not more

 The prototype must appear real

Realness




PROTOTYPE: MINDSET

Why Prototype?

e \alidate or pivot your idea to in a low risk, low

investment way

 Get feedback and learn (measure + learn)

e Co-create and get customers involved
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SELL AN IDEA USER TESTING
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PROOF OF CoNCEPY TECT LOGIC

Source: Fabricio Teixeira

https://www.smashingmagazine.com/2016/06/picking-the-best-prototyping-software-for-your-project/



https://www.smashingmagazine.com/2016/06/picking-the-best-prototyping-software-for-your-project/

PROTOTYPE: MINDSET

How to Prototype?

Your prototype, just like your service concept should
have a reason to exist. Start by knowing why you're
making the prototype then planning what you want to

achieve with It.

1. Where are you focusing on in the customer journey?

2. What are your prototyping (touchpoint)?

3. Why? What do you think about the experience and
what needs to be learned?

4. What does the prototype look like?

5. What is happening? What do you need? What is

your plan?

JOURNEY STEPS
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TOUCHPOINT NAME:

HYPOTHESIS

PROTOTYPE SKETCH

PROTOTYPE REQUIREMENTS







PHYSICAL PROTOTYPES

Physical Prototypes

Physical prototypes are tangible touchpoint that exist
in the physical space. This can range from single

touchpoint to entire systems and service flows.

Consider:
What need does it fulfil? What purpose does it

serve?

How does this touchpoint differ from digital?

What can they do in this context that they can’'t do
online?

Is there a relationship between online and offline?
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PHYSICAL PROTOTYPES

Environments &
Spaces

* Prototypes that exist in the

context of a design space or

In the path of the customer

e Help guide your customer

towards your service through

direction or navigation

Examples:
e Way-finding /maps ' L , -»~

e signs, posters, pieces of

evidence left by service

provider

- '«"_'—_ . - . -
http://designerly.ca/design/edmonton-wayfinding-

http://envelopegroup.com.au/work/alfred-hospitai/

project-prototype/ T
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http://envelopegroup.com.au/work/alfred-hospital/
http://designerly.ca/design/edmonton-wayfinding-project-prototype/
http://designerly.ca/design/edmonton-wayfinding-project-prototype/

PHYSICAL PROTOTYPES

Spatial Interventions

Spatial interventions are like highlights of your
service or concept that lead up to the main event.
This can be signs, ads or pieces of evidence left to

attract your customers/user about your service.

Consider:
* Imagine this is the awareness and consideration
phase, how would you grab your customer’s

attention?

https://www.denverpost.com/2007/11/14/signs-escalating-use-of-stairs/



https://www.denverpost.com/2007/11/14/signs-escalating-use-of-stairs/

PHYSICAL PROTOTYPES

In-venue

In-venue is a spatial experience of your service. It's
a place within a larger context where your service
can stand out. Imagine a pop-up or concept store, or

like those people giving out free stuff in Kamppi.

Consider:
What props are needed and where?
How do your actors play a role in the context?

How do you explain your service clearly and where?

How do you get engagement?
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Service prototyping (University of Lapland

https://timreview.ca/article/793



https://timreview.ca/article/793

PHYSICAL PROTOTYPES

Environments & Flows

The environment and flow is about how your concept
Is translated to steps and props in a physical space.
Imagine that you have a store, this prototype aims to
identify the people flow and direction of traffic, and

what your customers could find there.

Consider:

e \What's going on there?

 What are the steps your customers/user take
inside the environment?

 What do they expect to find and where?

e How can you support them?
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PHYSICAL PROTOTYPES

Dialogue & Role-play

Being prepared with a dialogue is an important way
to practice and test the your concept. Role-play
helps you act out the situations that could happen

when you start talking to your customers.

Storytelling is a key skill Service Designers should
have and telling a good story about your concept will
help your customers/user not only remember your

concept but also make it interesting.

Role Play #1
Student:
Teacher:
Student:
Teacher:
Student:

Role Play #2
Student:
Teacher:
Student:
Teacher:
Student:

Role Play #3
Student:
Teacher:
Student:
Teacher:
Student:

Role Play #4
Student:
Teacher:
Student:
Teacher:
Student:

Excuse me, Mr./Ms.

Yes?

| don't understand the test directions. Can you or my partner read them to me?
Yes, that would be fine.

Thank you.

Excuse me, Mr./Ms.

What do you need?

| am having trouble finding this answer in the textbook. Can you help me know where to look?
Certainly. Look for ____

Thank you.

Excuse me, Mr./Ms.
Yes?

| know | can finish this assignment, but | need more time. Can | have extra time to finish?
Yes, you can have until Friday to turn it in.

Thank you.

Excuse me, Mr./Ms.
How can | help you?

| am having trouble concentrating sitting by the window. Can | move to the front of the room?
Yes, move right over here.

Thank you.




PHYSICAL PROTOTYPES

Paper Prototype

Paper prototypes are quick and easy ways to
validate what kinds of forms, screens, or content is
needed to deliver your message. It doesn’t always
have to be digital or a website, it can be a signup
form for a newsletter, a survey, brochure, poster, or

sign. This can also be done quickly with post-its

Consider:

* The messaging and intent




PHYSICAL PROTOTYPES

Accidents - Incidents ¢%

Accidents and dealing with service failures is also an
important situation to consider. How do you expect
to serve your customers if your service is broken?
Handling these are also an important phase and can

result in very fun or surprising prototypes!

Consider:
e How do you handle unexpected situations or

service interruptions?

Maintenance break!

Sorry! Habbo is being worked on at the
moment.

We'll be back soon. We promise.

What's going on?

Merge preparations are underway! We hope
to be back up socon. Wow, all this Furni sure
is heavy...

COM + CA Poll Results http://bit.lv/9glsY4

Your Thoughts on New HC http://bit.lv
[amuGgz

The Winning Entry is... http://bit.lv/9UHAKD

Fashion 101 http://bit.lv/9MkHFU

© 2008 - 2010 Sulake Corporation Oy. HABBO is a registered trademark of Sulake Corporation Oy. American Idol™ 19 TV Ltd &
FremantleMedia North America, Inc. Licensed by FremantleMedia Enterprises. www.americanidol.com All rights reserved by their respective

right holders.

https://habbo.fandom.com/wiki/Maintenance Break



https://habbo.fandom.com/wiki/Maintenance_Break

DIGITAL PROTOTYPES

!!!!!

Digital Prototypes

Digital prototypes are touchpoint that exist online or
on a digital interface/screen. This can range from

online marketing channels and campaigns, websites,

portals and platforms, social media, apps and

features like chat or forms.

Consider:

e Why is it digital vs physical?

 Consider the user’s context

e How do you leverage digital presence in your

concept/ is it needed?

https://www.invisionapp.com/inside-design/wireframe-examples/



https://www.invisionapp.com/inside-design/wireframe-examples/

DIGITAL PROTOTYPES

Campaigns & Interactions

You should be able to explain your service so clearly
and the value proposition should be so obvious that

IS hooks your customer/user to find out more

Questions:

e \What value do you deliver in one sentence”?

 What is your service promise?

Google
solar panel X n
ALL MAGES VIDEOS NEWS MAPS
Top stories

China 250w solar panel Wholesalers |
Aliexpress.com
L] www.aliexpress.com/

1M+ Products Up To 50% Off. Free Shipping

Available. Order Online!
Buyer Protection - Safe Payment - Great Value

Cheap Solar Panel - Wholesale Suppliers
—

/\
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DIGITAL PROTOTYPES

Facebook / Service Page

Facebook page or service Homepage shows the

why, how, what of your service is a familiar and easy

to understand way

Questions:

 \What can customers/user expect to get from your
service?

e \What information or content (text, images, etc)

about your service is needed?

Your Page &
:j;‘_z.gyc arpage
| Home
About
Submit a viden!
Videos
Lkes
Youlube
Photos
Video Channel

Posts

il Liked v Messoge Morc ~
# Status
t thing o Pag
Yeur Page

Ju y 22 &1 68.31pm

Lorem io3um dolor st amst.

il Like Camment Share
D50z

175 shares

Top Comments ~

Home Find Friends

Sign Up

Publiz Figure
! SearchlorpcstsenthsP

IO PUsis © 'S Fage

9,658,521 peopls ke this

Irvite inends 10 ke th s Page

ABUUT

Yaur Infe
Larem psum dolor <it amet

ntip:yatuba'yaurpage

IMpressum

VIDEOS



DIGITAL PROTOTYPES

Digital Dialogue

Build a conversation by using sequences. This
would be a conversation you have with your

customer/user.

Questions:
e Why are they asking me on this channel
e \What kinds of questions would my customers
want to know?

e How can | support them through chat?

mastercard

o
e
1 esacn ATET < 216 PM F 100% .
( Lome Mastercard KAl > Manage

How much did | spend on
restaurants in Sept

Let's se€2. You spent
$649.32. | searched for:
Categary: restaurants
Date: between 09/01/2016
and 09/20/2016

Want to see the
e ransactions?

shovs my offers

Go Greek with a Three-Caourse

Lunch for Two at Kefi
Savur favoere of the Mediterranezn Enjuy 3
with a 3 coaurse lunch 2t Manha2ttan's u
l 7N !
' I
\
\\ \_/ ///
— L

POWERED BY

kasIsto

https://newsroom.mastercard.com/wp-content/uploads/

2016/10/30270931092 7092¢cd6235_0.png
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DIGITAL PROTOTYPES

POP - Interactions

e Building paper prototypes with digital interactions
e Build use-cases step-by-step

 Take photos and upload them to the add

 Add interactive areas

* Link screens together to make a flow

Questions
e \What steps do | want my customer/user to

experience?
e \What would be the most common use-case for

them using this touchpoint

https://marvelapp.com/pop/

16:49

Share your prototype

-



https://marvelapp.com/pop/

igitalist




FEEDBACK

Test

The participant knows that the situation is a “test” and
an organised way of getting feedback

There is a clear purpose of doing the test

The customer/user goes through a series of use-cases
and be asked questions about their thoughts
Examples: usability, features, pain points, suggestions,

feedback, improvements




FEEDBACK

Test

Feedback Notes:

W

W
W
W
W

nat do people think, feel, say, do on the prototype”?
ny do they interact with it?
nat do they try to do with it?

nere does it fit in the whole journey?

nat actions does it support?

https://medium.com/nona-web/5-steps-to-better-user-testing-2a0ef8cOeccc



https://medium.com/nona-web/5-steps-to-better-user-testing-2a0ef8c0eccc

FEEDBACK

Experiment

Measurement Notes:

Who is visiting my experiment?

Which value proposition are they interested in”?
Which content speaks to them?

Why are they there?

Example:

You can create Websites for free on wix.com

How to Create
a Free Website

Create a website with Wix’s free
website builder in just 5 easy steps:

. Sign up for a free Wix account.

Choose what kind of website you
want to create.

. Answer a few simple questions to get

a site created for you with Wix ADI. Or
you can start by choosing a designer-
made template you like.

. Customize anything on your site. You

can add videos, images, text & more.

. When you're ready, publish your

website to easily share it with the
world.

. Add more as you grow, like your own

online store, booking system and
more.

Get Started> Learn More>



http://wix.com

FEEDBACK

Measure & Learn

Firstly, set up the goals and steps for your test

and the plan.

Test Notes:

Why am | measuring this prototype?

How do | plan to measure it? Which method will |
use?

Who do | intend to target?

What do | need to validate and how?

How do | know if it has worked?

Hypothesis

What | think the
service should
achieve

The service
should fit this
need and add
this value

What is the goal

Questions

What | plan to
ask to validate
the hypothesis

Customer
Interaction

What | ask the
customer/user
to do for the
test

Experiment
method

How | set up the
test environment

What is the
prototype

Success
Metrics

How | know
there is a need

How | know
there is value

Did the
customer/use
complete the
goal?

What was not
successful?

How could this
be improved?

Should | pivot
or persevere?













