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Some Things

Don't Change




Meet Randy Pausch

Dad
Husband

Scientist
Author

Recently passed away
from pancreatic cancer




Disney’s $100,000 Salt + Pepper Shaker




“If | sent a child into one

. / N
of your stores with a y €
broken salt and pepper LAST LECTURE

Shaker today, would your
policies allow your
workers to be kind
enough to replace it?”

~Randy Pausch



“ ..the executives 5 X

- V... N
SqUIrm at the LLAST l‘lljlﬂ(."l‘l.'l{li
question. They
know the answer:
Probably not.”

~Randy Pausch




Some Things

DO
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Consumer Behavior is

Changing




From Passive Consumption To Active Participation
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Technology Has

Changed Too




From Front + Back Ends...

Server
call application initialize
functions template block
Application Functions
Initializes Template Blocks;, Queries/Updates DB
returm return
Server-Side et ALk Templating
Script Engine
Handles initial User HTML, CSS;
Request; Security; Javascript
Sends initial UI to References
Client
e
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user sand UI i i
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interact update
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User Interface

’ Contains Elements

for user interaction;

User actions trigger
Javascript calls

http://www.flickr.com/photos/borkweb/113862641/sizes/o/




.To Endless Fragmentation of Services
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Services Which Can Be Mixed + Mashed Like Melodies
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The End
Result Are
Touch
Points

Which
Seem

Infinite

Finite Touch Points

o Infinite Touch Points



We Influence

Each Other Differently




From Celebrities + Public Figures
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...10 Anyone + Everyone



We Broadcast
to Each Other

LIVE
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LifeStreams

Junctions

Lifestream Aggregation
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b Share something » Import » All services
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We Trust People Who

are LIKE US




FIGURE 7-1

How much online North American consumers trust sources
of information about products or services

Note that friends’ opinions rank higher than reviews in a newspaper, in a magazine, or on TV.
Note also that 60% trust reviews on a retailer’s site—reviews from people whom they have
never met.

Opinion of a friend or acquaintance 839
who haa used the product or service i
anewspaper, in amagazine, or on TV i
Information on the 69
N . o
manufacturer's Web site
Consumer reviews by B
" _ g 52%
users of a content site
consumer opinion sites )
An online review by the -
- p : 49%
editora of a content site
Information in online chat -
y : 37%
rooms or discussion boards
An online review by a blogger _ 30%

Figures include respondents who answerad 4 or 5 on a scale of 1 (do not trust) to 5 (trust completaly).
Base: Online North American consumers.
Scurce: Forrasters NACTAS QG 2006 Meadia & Marketing Online Survey.

From Groundswell: Winning in a World Transformed by Social Technologies
by Charlene Li and Josh Bernoff Copyright 2008 Forrester Research, Inc.



A Brand Is Not What
YOU Say itis. It's

What THEY Say itis.




csmpar__\'b 1 g big big and cold big business big company
bigbrother bizarre new p&g logo bland blue bmw bold

b .
O rl n g boring! borng bowring brand engine brand

management branding brands brazil brian boitano c+d calidad cancer catering cautious
cereal and soap operas change of logo chemical engineer

hemical

C eml Ca S chiatday cigarettes ciggeretes
. . .

Pé ClﬂClnnatl class great brands premium classic

Cl e an cleaners CIeanlng cleaning products cleaning supplies

cleaning supploes cleanproducts climb clinical cluster coach cold commercial commodities
v concer condoms

S O a conservative consulting CONSUMeEer consumer gOOdS consumer
products cool cordis CO rp O rate corporate crap

COI'pOI'atlon corrupt cosmetics cotton Cpg crap cream crest

Source: brand tags (http://www.brandtags.net/)



We Want More

From Brands




Less Promises




“Companies stage
an experience
when they engage
customers in a
memorable way”

The Experience
Economy

Work is Theatre ¢
Every Business a Stage

B. JOSEPH PINE 11|
JAMES H. GILMORE




Interactions Which

Engage, Enable, + Empower




The 3 U’s

A Model for "Advertising" in the Application Economy

© David // Armano darmano.typepad.com



From Brochure-Like Websites...

Website (1999)

NKEgoddess

If you're looking for =n intense way to spend an aftemoon,
. All the action wilt definitely gat your heart pounding.
For more Ideas on staying ravvad up, saa how the queen of anergy,
» stays focused and positive.

‘. pearaoavolmteer

Nmegoddess * see a different side of

registertoday = %95 magazine? % : NYC
try a free issue of Sports Illistrated Fop - ’ check it out now * check out the city profile

© NIKE Retail Services, Inc. 1999-2001 nike.com



...10 Everyday Experiences + Interactions

RUN TOTALS /08/07 at 6:54 PM
147km 12'38" 8'33
ASTANCE L A

Community f‘ Sport Music - ﬂ
38493.04;km / [} \




And Brands That Merge Personality With Utility

PEPPERON

HAND-TOSSED CRUST
SAUCE (EXTRA)
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PPERONI
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BLACK OLIVES
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FLAT RATE BFD. YOU CAN 4 / e ‘ " . $1

CHOOSE FROM A REGISTERED g : & 7 £ - 0

BFD BELOW OR CREATE AND o Ak 3 . S g FLAT RATE
NAME YOUR OWN. EITHER WAY, %

AS SOON AS YOU ORDER, 4 = X0 . : +ADD TO CART
YOU GOT 30 MINUTES? : 4 Ee g

SEE ALL REGISTERED BFDS

(BI6& FANTASTIC DEAL)

Privacy Policy // Terms of Use // Gift Certificates // Mobile // Contact Us
ULAITUN

PIZZA TRACKERS S8 eemsinis ot
st b vy Now, you 399 aching whare n= bacisty s e gre ek

f.MmIN0e

2reacy Policy ¥ Dsmrmaef s 0 Gift Cocificaten 7 Mobde ¥ Sontect Us



Site Search: [IT7  Weicome to the Official Las Vegas Tourism Web Site Espallol > B
Enter Keyword %M- brought to you by the Las Vegas Convention and Visitors Authority p

Las Vegas Business
Advenced Search STAY | PLAY | SPECIAL OFFERS | FEATURES | MY VEGAS  vsers visk LVCVA.co
Site Map

Home > My Vegas

MY PROFILE | MY RECENT ACTIVITY Edit My Profile | Customize My Layout | Logout

< Rusty Armano

A, Uy

¥ MY TRIP GALLERIES view all | edit | ? |

Select Trip Gallery | People, Places + Vegas

"HOWDY" Displaying 10 of 10 photos

~ MY FRIENDS view all | edit] 2]

Displaying 4 of 32 friends

s

Upload More | Rename this Gallery | Delete this Gallery

~ MY FAVORITES view all | edit| ? | ~ MY RSVP edit] ?|

™oy e® & < o S Click on the drop-down below to view your trips. <
Hotels & Resorts My Trips: pl .._Q; ; p

REALLY SIMPLE VEGAS PLANNER
MIX 08 B (e

Accepted Trips:

Select below ~ AR OR [PLANANEWTRIP &




Engagement is the

New Sticky




Welcome!
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Your Brand Is The Sum of its

Interactions




“We live in a world where the little things really do
matter. Each encounter no matter how brief is a
micro interaction which makes a deposit or
withdrawal from our rational and emotional
subconscious. The sum of these interactions and
encounters adds up to how we feel about a
particular product, brand or service. Little things.
Feelings. They influence our everyday behaviors
more than we realize.”

- David Armano inspire UX




Stairway to e €
Brand Heaven & Hell

trust — gm
L—
'il
authenticity
credibility ——
consistency
positive

interactions  _

© David // Armano darmano.typepad.com



“Micro-interactions”
Are Fast Becoming The

Building Blocks of “Brand 2.0"
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® Anna
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G Max
@ Max
‘ L Cail & SendFiles ;
Anna: Hey!

| heard you can call and IM for free
a Max: Yeah, and send files 100!
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you took
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Search Preferences
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Quotes of the Day

When everyone is against you, it means that you
are absolutely wrong-- or absolutely right.

- Albert Guinon
This is like deja vu all over again.

- Yogi Berra
What we anticipate seldom occurs; what we
least expected generally happens.

- Benjamin Disraeli

Top Stories
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Want To Get

“Googley?”

Get The Basics Right




Useful

Is there a
reason
to use this?

Does it serve
a purpose?

Does it satisfy
needs?

Useable
Is it intuitive?

Is it easy to
use?

Is it accessible?

The Basics «

Taking it further

Foundation



...And Embrace

Change




A Business Model That Didn’'t Adapt




One That Did



From Websites
To

Web Applications
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Distribution is the

New Centralized
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The Social Experience
Is Composed of Millions of

Micro-interactions







Examples:

Linked [{}}

Evolved from forums

“Mainstream” Networks

L Karevas

O @RLD W

. \
NS Kl GQECOND
N\ e Wl 20 - -

\ U = N | I

tumblr.

“Virtual World” Networks Blogging, “Micro blogging”
and “Lifestreaming”



Communication

+

Facllitation
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BRAND brand as broadcaster

TN




influencers

friends




Some Brands Are

Adapting
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companies help address
climate change? Login | [Register |

User name:

click here to read Dell's point of view | |
Password:

I™ Remember me
moderator update | terms of use | about S|gn in I
Forgot password

J U m p into the eye of the storm

"

Top Contributors

iy I categories
. < ’ all
Post your idea for a new Promote interesting ideas Discuss with Dell and See what we are
Deil product or service. you want to see other users. planning to deliver. Broadband
) ) p ) g Dell
The Dell Community has contributed: © /'~ ideas | promoted 2o times | comments
— Desktops and Notebooks
i Environment
popular ideas | recent ideas comments ideas in action all Articles Eicatin
Yesterday
Gaming
115316 Pre-Installed Linux | Ubuntu | Fedora | OpenSUSE | Multi-Boot Healthcare

Dasktops and Notebooks submitted by dhart Feb 16 Servers and Storage
LR Offer the 3 top free Linux versions for free pre-installation on all Dell PCs. Service and Support
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Dell to Expand Linux Options Tue. Mar 13, 2007

Matt Domsch, Linux Software Architect

Your feedback on Dell IdeaStorm has been astounding. Thank you! We hear your
requests for desktops and notebooks with Linux. We're crafting product offerings in
response, but we'd like a little more direct feedback from you: your preferences, your
desires. We recognize some people prefer notebooks over desktops, high-end models
over value models, your favorite Linux distribution, telephone-based support over
community-based support, and so on. We can't offer everything (all systems, all
distributions, all support options), S0 we've crafted a
survey (www.dell.com/linuxsurvey) to let you help us prioritize what we should deliver
for you.

Taking a few minutes to complete this survey will help us define our forthcoming
Linux-based system offerings. We will close the survey on Friday, March 23. From there,
we'll take some time to analyze your feedback and work to provide the platforms and
options you choose.

Thanks in advance for your participation. More details soon.

Update: We're overwhelmed by your responses, and we know the survey server is
overloaded too. We're working on it, and the survey will remain open until March 23, so
you'll have plenty of time to make your vote count.

485 Comments | email this -C";Li::iD,LS di¢

'e]
w




Faceless Companies Now Have Faces




Micro-interactions Become
Especially Important When

Brands Stumble




What If Apple’s “Beige” Period Happened in a 2.0 World?
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Going Back To Roots

Re-Training Staff
Improving Product

Providing Better
Experience

Engaging Customers
Along The Way...




- SHARE.
Vot

my P
STAKBUCKS IDEA %'

Share Your Idea Ideas In Action About This Site

Popular Ideas : RecentIdeas : TopAll-Time : Comments

View Category: | All I '@ search
Got a great idea? B e

— «  Great conversation at Starbucks? **UNDER
s IREVIEW™*

Welcome, Guest 67550
""""""""""""""""""""""""" Points My idea is simple - Starbucks does a lot of things well - good coffee, interesting locations.
Sign In One of its challenges though I believe is to create a sense of conversation and community
to share, vote within its locations.
& discuss

One way of doing this would be to use the power of media and wireless new media in

m particular to foster a sense of conversation about the arts, current events, etc. In other
words to stimulate Starbucks patrons that wish to interact as part of a 21st century "cafe
society” such as they have in Europe traditionally - people gathering together to discuss
the arts, world events and culture.

D S

&2 PRODUCTS I've seen some interesting programs in new media that to me would be a great step
Coffee & Espresso Drinks forward in terms of promoting this kind of engaging conversation. For instance one of
Tea & Other Drinks the
Food
Merchandise & Music -
Starbncks Card %2 Comments [766]] | Posted by conniemx to Building Community , 3/24/2008 8:47 PM

Other Product Ideas



And “Social Media’ Is
Evolving

(Micro Media)




Twitter Evolving Into A Multi-Touchpoint Conversation Ecosystem
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What are you doing? Characters available: 140
Dren :O Welcome back,
3 ,%, David Armano
McLellan
Armano - we i
are Currently. Wow, /justsaw me and
ERA R - arew on Twittervision. Its like
Twitterelebnit being on TV. Himom!
es? lessthan .
a minute ago 11 Direct Messages
inute ag Update | 0 Favorites

s
68 Followers
IM is down atthe moment. We're working on restoring it. Thanks for your patience! 195 Updates
Send Nofifications To:
“ im? phone ¢ web-only

David Armano
So the true

Archive Recent

What You And Y ourFriends Are Doing

Find by name, email, pho &

Scobleizer @ steverubel: early adopters like me and you are transitory, but
everyone else? No way. They stick with brands they know and loveminute acofrom

than a minute
ago

Steve Rubel
@scobleizer
Like Lycos? ;-)
2 minutes ago

Twitter

What are you doing?

web in reply to stevernubel

Armano Wow, | just saw me and drew on Twittervision. It's like being on TV. Hi

mom! 3 minutes agofrom twitterrific

nap. Does TW make you sleepy? minutes acofrom twitterrific

steverubel @ scobleizer That's true, but as you know the web is extremely
transient. Someone comes abng with a better mouse trap and people will leave.

minutes agofrom webin reply to

. DrewMc62 @ community playhouse so daughter can audition for play. Lots of

aspiring the

Web version

Mash Ups

RickMeasham 4 minutes ago :
Testing updates via the Geogle Gadget
=

_Go |

RickMeasham 20 minutes ago
Finishing my Google Gadget
g

Start page / feeds

ﬂ Armano Oh yeah, and strangely everyone on Twittervision seems to want to take a
ﬂ

~utes agofrom txt

734Eﬁ

HHOEW"

Virtual words
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should be better at checking my messages! :) 04:55 PM March 28, 2008
reply

aSouthwestAir Thanks! Let me know if you need any further info! |
i
Y |

' HRBlock

@KatyDidSays If you want to DM me, I'll give
you my contact info and you can tell me what
happened Maybe we can make it better?

about 1 hour ago from tw eply to Katy

¥ Following = Device updates OFF

@ comcastcares

¥ Following —Device updates OFF e

@Neilochka | can tell you that monitoring blogs
is small compared to the large scale effort to
improve Customer Service.

25 minutes ago from web in reply to Neilochka <"~

w Zappos

CEO

zappos just sent you an email, let me know if you have any problems!
03:25 PM April 24, 2008 reply



Positive Interactions

Trust

Loyalty




Welcome To Life Ina 2.0

VWorld




From
Passive
Macro
Fixed
Static
Messages
Formal
Dictation
Finite
Staged
Faceless
Promises

Active
Micro
Portable
Live
Interactions

Informal
Conversation
Infinite
Improvised
Personalities
Actions




Or More Simply,
Put People

First




Treat Everyone
Like An Influencer.

Make Every Interaction

Count.
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