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overview

customer & stakeholders

art speaks

for itself
for the

elevator :
artist

speech

environmental

nationally
recognized museum vs
gallery

image perception
advertising
market conditions

experience
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environment

reside/work in

multiple buidlings
rough & room-sized workspace

experience

PNC Park
Mexican war streets

Pittsburgh
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process diagram: visitor | artist

VISITOR

SR Travel to MF See piece Spread the
name word

Submission Accepted to Work on
to the MF MF piece

Display piece

ARTIST

M Designing for Service Spring 2006




customer typology

Characteristics

Expectations

Goal

Tasks

Not Visited

Not interested

Likely to not know or care
what the MF is and will not
go unless if the incentive is
strong enough

Not expecting correlation
to a positive related
experience

None

Go for the sake of having to

go and may not make an
effort to explore the place

Indifferent

People who may have
heard what the MF is, but
needs other incentives to
visit

None

None

May or may not make a full
course according to the
suggested path

Passively interested

Curious people who have
heard about the MF who
want to visit

Open-minded and hope for
a great experience

Explore a new place

May follow the suggested
path or take their own path
Visits the resource room

Actively interested

People who know about the
museum and want to know
more and explore it to the
fullest extent.There may be
external factors that may
prohibit them from visiting.

Expecting correlation to a
related experiences or to
what you know about the MF

Do whatever it takes to
maximize their experience

Likely to take their own
path and thoroughly
examine every exhibit
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customer typology

Visited

Not interested Indifferent Actively interested

Passively interested

Characteristics

Expectations

Goal

Tasks

Not satisfied customers
and may not want to
return

Previously has had a
negative experience and
does not expect a good
experience

None

Go for the sake of having to
go and may not make an
effort to explore the place

Did not have a specific
reaction to the MF previ-
ously and may or may not
revisit

None

None

May or may not make a full
course according to the
suggested path

Had a moderately positive
experience previously and
revisits once in a while

Open-minded and hope for
another great experience

Explore the new exhibits

May follow the suggested
path or take their own path
Visits the resource room

Has had a great experience
with the MF and remains

gung-ho

Expecting to find out more
than the previous visit

Do whatever it takes to
maximize the experience

Likely to take their own path
and thoroughly examine
every exhibit
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customer typology: secret decoder website

we're designing for actively and passively interested customers who have visited the mattress factory before

Characteristics

Expectations

Goals

Tasks

Had a moderately positive
experience previously and
revisits once in a while

Open-minded and hopes
for another great experi-
ence

Explore the new exhibits

May follow the suggested

path or take their own path
Visits the resource room

Has had a great experience
with the MF and remains
gung-ho

Expecting to find out more
than the previous visit

Does whatever it takes to
maximize the experience

Likely to take their own
path and thoroughly
examine every exhibit
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customer journey & touchpoints

Visitor
MF Website Visitor’s Guide MF Staff Installation Resource Visitor
Other MF Visitors  Artist's Articles ~ Signage  Room  Leaves MF
Artist’s
Installation
Artist
Application Residency Create Finish Artists
Accepted to MF View Space Installation Installation Leaves MF
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customer journey & touchpoints

Visitor
MF Website Visitor’s Guide MF Staff Installation Resource Visitor
Other MF Visitors  Artist's Articles ~ Signage  Room  Leaves MF
Artist's Secret Decoder
Installation Website
Artist
Application Residency Create Finish Artists
Accepted to MF View Space Installation Installation Leaves MF
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customer journey & touchpoints

Visitor
MF Website Visitor's Guide MF Staff Installation Resource Visitor
Other MF Visitors  Artist's Articles Signage ~ Room Leaves MF
Artist’s Back- _—
ground iﬁ\rtls’ils _ »|Secret Decoder
nstallation ;
and Processs Website
Artists Comments,
Feedback
Artist
Application Residency Create _ Finish . Artists ME Website
Accepted to MF View Space Installation Installation Leaves MF
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customer journey & touchpoints

Visitor
MF Website Visitor’s Guide MF Staff Installation Resource Visitor
Other MF Visitors  Artist's Articles ~ Signage  Room  Leaves MF
L Secret Decoder Card|— gﬁtstallation __y| Secret Decoder Card w/ Stamps!
amp
Artist’s Back- _—
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and Processs Website
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customer journey & touchpoints

Visitor
MF Website Visitor’s Guide MF Staff Installation Resource Visitor _
Other MF Visitors  Artist's Articles ~ Signage  Room  Leaves MF|  MFWebsite
L Secret Decoder Card|— gﬁtstallation __y| Secret Decoder Card w/ Stamps!
amp
[
Visitor Com-
ments, Feedback
A4
Artist’s Back- .
ground iﬁ\rtls’ils _ »|Secret Decoder
nstallation :
and Processs Website
Artists Comments,
Feedback
Artist
Application Residency Create _ Finish . Artists ME Website
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moment concepts

At the Front Desk:
The visitor picks up the mysterious and
fun “secret decoder” card.

Welcome! You've Selected Artists - PMTE

GETINTO THE ART

Aty wrtedd I Endve rions Bboul ha ATTRIT WEAE 10 98t I kicrw tha Erbs
Oong DeRing ha asT? CONMAch with oiner wenors frnm th Matness Faci
Chance i Ihs par o T weosne

Faawred Vigtor for D3008/0S
Pertad By: Raging

Tl Py of Wit i) Seve ek el sl 84 F - L
T way | s waking, wilong skw'y pax' e giobea Fat dctes yown

Tt

At the secret website:

Visitors w/ similar interests in the same
installations at MF can find each other
w/ the secret decoder card.

At the Artist’s Installation:

“This installation is so interesting, | wish |
could find out more about it. What
was the artists thinking and what
process did he /she go thrug”

Comments

(L AmachiFie ) Fie SawLoma Lipm FM8

Poise By Scaian

2

At the secret website:

Visitors post their impressions about
their visit to MF and their opinions
about specific installations.

Vara'n oy mony of S M- Tha addses of tha MF my
wdy who g, 50 down the sley T8 & P and of F
i could B the mupsusry rient. | was waling lor |
v jusl e b, HA! GoteRa™ So yeah. Mhough ina
rrarvpuiated SghE T WP Exed was sssscea | By

2P Cowsapeeeres b A6

—— e mer e
i =S

At the Aist's Installation:

“This is fun, | can stamp my “secret
decoder” card. | wonder what I'll find
on the welbsite.”

ARTISTS & EXHIBITIONS

Jason Peters

At the secret website:

Visitors can view background info and
the process the artist followed while
creating the installation.

Place Stamps Hero

JYE

Lher your secret code fo discover more
hite vwsratmattness.argf

Leaving MF:

I've got my “secret decoder” card
stamped w/ all of the installations that
interested me. | can’t wait to go home
and read more about it.

Hello, Ethan El
New Messages
Updated Exhibitions GE
Members News Al
Update Personal Info b
dor
y = che
ey “"-“_-_5"‘ )
\& Fo
Jason Peters Pos

At the secret website:
Paid members can membership
events with the artists.
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process blueprint

physical entry way to greeter greeter walk through  stamp pad exit pastfront =~ web broswer secret click the link email and entry way to
evidence front desk hands out hands out installations next to wall desk website to become a online front desk
materials materials text member discussions
customer enter the pick up pick up experience stamp leave MF enter secret| | experience become a participates i return to M
actions mattress visitors secret exhibits decoder decoder URl | online MF member special onling
factory guide decoder with other events
postcard visitors and
i 1
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L ]
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installation
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cost | value model

9 9 @ @ secret decoder take-away

@ don’t sign in (tier 1)
@ free account (tier 2)
@ paid account (tier 3)
value value @ artists’ bio

6 @ artists’ comments
0 behind the installation
@ visitors’ pictures

6 @ visitors’ comments

$
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Place Stamps Here:

OOOOO

Use your secret code to discover more:

http://www.mattress.org/ OOOOO




secret decoder website

Place Stamps Here:

OOO0O

Use your secret code to discover more:

http://www.mattress.org/ OOOOO

click here to go to the website
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