WHAT DOES IT REALLY MEAN

O BE A DESIGN-CENTRIC

COMPANY?
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Speaking The Language
Adapting Design Thinking
Serving vs “Right Fighter”
Empowerment Over Control

Give it all away

Crafting narratives

Roadmap Delivery
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It actually starts much earlier...






"Managed” care



Growth in Physicians vs. Administrators

3,500%

3,000

Administrators

2,500

2,000

1,500

PERCENT GROWTH

1,000

500

1970 75 80 85 20 95 2000 05 09

SOURCE: Bureau of Labor Statistics; NCHS; Himmelstein/Woolhandler analysis of CPS



Number of prescriptions for ADHD drugs 2000 - 2012
1,100,000

1,007,020'

929,839

1,000,000

900,000

800,000 751,347
700,000

700,000 601,011

|519,406
458,200

600,000

500,000 398,4oo|

335,2oo|

400,000

300,000 269,300|

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012

290,000




£
©
©
i
"
e
o
=
.
2=
2







Y e

N | e

'f) ll//







— &
“SJTRAVELERST ., x Golden Eagle
N [aE f Insurancc

‘\\\ ) HARTFORD Member of Liberty Mutual Group é;fiﬁeer&?:\' ,"
\ s.\ g TN
N g A\
APPLIED f b\ A PHILADELPHIA ©H 7 -
U"'{mmi{‘ws - _— INSURANCE COMPANIES INS u%'EB SafeCO Insurance (’

ATAIN

P

7

\\\\W/ Th; \‘ \_\\\ » /( !\ //,.’ s
/SE{}RRNIA (Republi®ey. PROGRESSIVE SEHRERCURY (@ Companion pac

/'
4

N > ’ /Q- .
CH AR1'|SC’ &F:{ﬁma"s g PR g Q¢B>E Alllanz@

CENA

pUr MPANY WORKERS' COMPENSATION SPECIALISTS

BERKSHIRE HATHAWAY lll TheZenith
@ HOMESTATE COMPANIES o] RANCE T

:::F&ERI;MA Nationwide’ @, Brington insurance EMPLOYERS ~ R

On Your Side”

’ AmTIOS
7 / > ‘5 The
SCOTISDALE ~& COLONY sPeCIALTY  GREATAMERICAN, LIG Insurance (—\QHP“O‘G’Q[

INSURANCE GROUP
COMPANY *

f



Many UX years later...
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‘All bets off” for safety in joint nurses & doctors strike-healt...

BUSINESS

Meta to axe hundreds of jobs
in London in fresh cost-
cutting measures

= VIEW COMMENTS

By Simon Hunt
20 April 2023
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...then layoffs
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WORKING IN SWEDEN

Sweden's tech
workers launch push
for union deal with
Spotify

Three of Sweden's leading white-
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Will you replace humans at their jobs?

As a language model trained by OpenAl, | am not capable of performing physical tasks or
taking on the responsibilities of a human. My purpose is to assist users in generating
human-like text based on the input provided to me. | do not have the ability to interact
with the real world or take on the roles and responsibilities of a human. While
advancements in technology have led to the development of machines and algorithms

apable of performing certain tasks more efficiently than humans, it is

Did | mention Al?

dJ






What about "beauty”?



LINGOKIDS



THE BEAUTY... BEYOND “UX"
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| know what you're thinking...



@ "beauty” Q s

Q Al (JImages [ Videos [EDNews Maps  (®) Shoppin: Chat 25 Settings
g pping

Spain(ca) v Safesearch:off ¥ Anytime v Wallpaper v Allcolors v Alltypes ¥ Alllayouts v All Licenses v

3061 x 2553 1280 x 1920 4898 * 3266 P, 1920 ~ 1080 1920 = 1080 1920 x 1541 1600 * 1570

Natural Beauty Beauty Parlour Wallpapers - Wal...  Beauty Portrait Fre...  Free stock photo of adorable, beautiful, ... 15 Everyday Beauty Tips Every Woman Needs To ... Wallpapers Natural Beauty - Wallpaper Cave Beauty Free Stock Photo - Public ...  Healthy Life tips: Ancient ...
arinspiredpencil.com wallpapercave.com publicdomainpictur. pexels.com wforwoman.com wallpapercave.com

publicdomainpictures.net goodhealthylives.blogspot.c...

G
2560 x 1600

:
3

1920 x 1080 R % 1920 > 1384

Lens Rentals | Blog Beauty And Fashion ...  Natural beauty wallpaper - Girl wallpapers...  Beauty Parlour Wallpapers - Wallpaper Cave Beauty Salon Images Hd Rare Beauty review: the 5 products from Selena ...
com public tures...  suwalls.com wallpapercave.com arinspiredpencil.com beautynews.uk

Beauty Parlour Wallpapers - Wallpaper Cave Beauty And Fashion Free Stock Phot...
wallpapercave.com publicdomainpictures.net

2560 x 1600 3358 x 1889

Ayurvedic Beauty ..  Beautiful Women Images All Cosmetic Products - Beauty & He...  It's Official: Fenty Beauty by Rihanna has launc...  Artist shows modern beaut..  Beauty And Fashion Free Stock Ph..  These 4 Organic Beauty Brands Are Eco-Friendly A...
tte.ca blogspot.com beautyhealthstuff.com mariefranceasia.com reddit.com publicdomainpictures.net

Pretty Beauty Parlour - Beauty & Health
allure.com beautyhealthstuff.com

2000 1833

: re WY .
A o o e
1920 x 1200 = 1280 = 1920 _ 1920 x 1080

RARE BEAUTY =SEPH..  Rare Beauty Positive Lig... Kashee's Beauty Parlour - Compl...  File:india - Delhi Beauty - 6005.jpg - Wi..  Beauty Backgrounds - Wallpaper Cave Beauty And Fashi..  Beauty and the Beast (2017) | Movie Reviews | P..  Emma Watson Beauty B...
sephora.de temptalia.com pinterest jp commons wikimedia.org wallpapercave.com publicdomainpictur...  popzara.com

-,/ FHc 30
o/ He 3ums

How The Beauty Industry Is Adapting To Change - ...
aiophotoz.com mexicom.org




@ "beauty” Q @ =

Q Al (9 Images [ Videos News  Maps (% Shopping @ chat S5 Settings

) Spain(ca) v Safesearch:off v Anytime v Wallpaper ¥ Allcolors v Alltypes ¥ Alllayouts v All Licenses v

’ |
3061 2553 Ol 1280 x 1920 4898 * 3266 1920 * 1080 1920 x 1541 1600 * 1570
Hannah | Beauty P...  Natural Beauty Beauty Parlour Wallpapers - Wal...  Beauty Portrait Fre...  Free stock photo of adorable, beautiful, ... 15 Everyday Beauty Tips Every Woman Needs To ... Wallpapers Natural Beauty - Wallpaper Cave Beauty Free Stock Photo - Public ...  Healthy Life tips: Ancient ...
i arinspi com wallpapercave.com publicdomainpictur..  pexels.com wforwoman.com wallpapercave.com publicdomainpictures.net goodhealthylives.blogspot.c...

A -

¥/

- £ <
1606 1920 1920 x 1080 ey 1920 x1384
Lens Rentals | Blog Beauty And Fashion ... Natu Ibe: tyw: sper-Gir va sap 1s.. cau can Ir' aip. er wa' ape Tave B W e B aa KRe 'b autyrev w: e p Juc fr (> na.. Be ty uno. W pap. s .an. vel lave Beauty And Fashion Free Stock Phot...
com public es.. suwd icom fallps ercay ¢ n ari pi dpen .c¢ | ~ uty wsuk wal 3¢ . publicdomainpictures.net

{ : :
2002 x 3000 2560 x 1600 \ 4000 x 2413 1920 x 1508 3358 x 1889
Ayurvedic Beauty ..  Beautiful Women Images All Cosmetic Products - Beauty & He... It's Official: Fenty Beauty by Rihanna has launc...  Artist shows modern beaut.. Beauty And Fashion Free Stock Ph..  These 4 Organic Beauty Brands Are Eco-Friendly A..  Pretty Beauty Parlour - Beauty & Health
ca blogspot.com beautyhealthstuff.com mariefranceasia.com reddit.com publicdomainpictures.net allure.com beautyhealthstuff.com

(L "'

AN

57 Y 3504 % 2336 1920 x 1200 1280 x 1920 1920 % 1080
RARE BEAUTY =SEPH..  Rare Beauty Positive Lig... Kashee's Beauty Parlour - Compl...  Filetindia - Delhi Beauty - 6005.jpg - Wi..  Beauty Backgrounds - Wallpaper Cave Beauty And Fashi..  Beauty and the Beast (2017) | Movie Reviews | P..  Emma Watson Beauty B..  How The Beauty Industry Is Adapting To Change - ...

sephora.de temptalia.com pinterest.jp commons wikimedia.org wallpapercave.com publicdomainpictur..  popzara.com aiophotoz.com mexicom.org

Vel He 3uAss e §T o8 T




i i
! J '}‘l{, b

Gdet) ,..»; ‘L.h ';‘-‘!‘\tl
n-h' S8 !J?

;\.'- l‘ (5“ ‘( \ '1 .

ihcrea; e
' 1'| ':r\.v.

That's what | learned...



http://www.cocacola.com/
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UX goes deep



- Paul Fu, Director of user experience at alibaba.com
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Why will users want to use the feature/product?

To solve their problems?
To achieve their goals?
To feel something?
Other?




Will users be able to use the feature/
product to solve the problem/achieve their
motivation? How will using it feel?




desirability - Does the user enjoy using the feature/product?
% Does it feel better than the alternatives (including
usability not using the product at all)?

utility
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Diego Martins
Principal Product Designer
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Unlock your pential

Join a community of over oomers

worldwide
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+7k reviews on ¥ Trustpilot

Get started

| already have an account

9:41 ol ¥ @ 9:41 all T @ 9:41 wll T @

C :9 Preply learners Find the perfect tutor for
feel their language skills your needs and book a

improve trial!

Learn with the best
verified online tutors
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! AL

RN : "t
{ ) Carolina

Spanish tutor

300k 5-star tutor reviews

@ assw  $14  212Q

verified ating perhour  reviews

~* 21 lessons booked in the last 48 hours




Preply B

Get fluent
with the
best tutor e o

Q Search specialti

foryou.

Business Spanish

Succeedinyour
language goals

Chilean Spanish

Colombian Spanish

Conversational Spanish

Cuban Spanish

DELE

European Spanish

General Spanish

50k+ 5 star reviews
50k+ 5 star reviews
50k+ 5 star reviews
50k+ 5 star reviews

Find a tutor you
connect with

Spanish ~

Price Country of Birth Native

Sart by relevance |

Pedro ==
o5 s *495

Spanish tutor with 5 years of experience

AlexsandraP 11 V]

Super Tutor

$18 *5
50 min lessen 24 reviews

ELF/DALF examiner for 10 years,

Correct your
mistakes instantly

r
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El

Tutor chat

Fri, 16 Sep

Emily 4:58 PM

Can you send me some
exercises to practice
pronunciation?

Pedro 21171
Sure!
>
0:03



a-version * June 2021
Based on research insights, this customer journey map is a simplified linear

representation of the steps a successful customer makes on Preply.

Preply Customer Journey Map (CJM)
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\

g C
118 ) ]
\ l e L
N [
1 use the language n

I start my class
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- They need native speaker with
clear English and price is also

"' E important.

- Itis easy and quite fast to find a

NEGATIVE =5
EXPERIENCE

o - Variety of tutors makes it
complicated to find 'the right

. Lack of filters.
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Find the right tutor
foryou.

Tell us how you'd like to learn to get a
personalized choice of tutors.

[ Get started > ]

Choose by myself from 15,779 tutors
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What's your goal?
[ Career and business >
® Lesson for kids >
2 Examsand course work >
(D Culture, travel and hobby >

Skip this question
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What's your English level?

I'm just starting >
| know the basics >
I'm conversational >
I'm fluent in most situations >

Skip this question
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Looking for a specific
culture or accent?

You can select multiple options
Only native English speakers

B ireland

: = United Kingdom

EE  United States of America

Spain

|

Brazil

Show all

Skip this question
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Any specific interests?

You can select multiple options

Business English
Conversational English
IELTS

English for beginners
English for traveling

Show all

Skip this question




Raising amazing kids
through play

1600+ educational games, songs, video
lessons, and fun activities with no ads
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Raising amazing kids
through play

1600+ educational games, songs, video
lessons, and fun activities with no ads




Raising amazing kids
through play

1600+ educational games, songs, video
lessons, and fun activities with no ads
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Raising amazing kids
through play

1600+ educational games, songs, video
lessons, and fun activities with no ads
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What if your "user” can't read?
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Pick Your Age

CANCEL
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How old are you?

Personalize content for age. You can
change this later in Settings.

This information is confidential and will

\never be shared. /
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It's time for an upgrade



beauty

operations

craft

user-centric
innovation




Identifies and solves users problems with
ambition and creativity, despite the
constraints of business, technology and
humans

user-centric
innovation




Provides an experience where every
surface is well-crafted, emotionally
engaging, “on brand” and consistent

user-centric
innovation




operations

craft

Delivered at scale via excellent
management, systemization and
resource allocation

user-centric
innovation




beauty

operations

craft

user-centric
innovation

Unlocks a deeper essence that reflects
truth, authenticity and produces pleasure



Ode on a Grecian Urn

BY JOHN KEATS

Thou still unravish'd bride of quietness,
Thou foster-child of silence and slow time,
Sylvan historian, who canst thus express
A flowery tale more sweetly than our rhyme:
What leaf-fring'd legend haunts about thy shape
Of deities or mortals, or of both,
In Tempe or the dales of Arcady?
What men or gods are these? What maidens loth?
What mad pursuit? What struggle to escape?
‘What pipes and timbrels? What wild ecstasy?

Heard melodies are sweet, but those unheard
Are sweeter; therefore, ye soft pipes, play on;
Not to the sensual ear, but, more endear'd,
Pipe to the spirit ditties of no tone:
Fair youth, beneath the trees, thou canst not leave
Thy song, nor ever can those trees be bare;
Bold Lover, never, never canst thou kiss,
Though winning near the goal yet, do not grieve;
She cannot fade, though thou hast not thy bliss,
For ever wilt thou love, and she be fair!

Ah, happy, happy boughs! that cannot shed
Your leaves, nor ever bid the Spring adieu;
And, happy melodist, unwearied,
For ever piping songs for ever new;
More happy love! more happy, happy love!



"Beauty is truth, truth beauty,—that is all

Ye know on earth, and all ye need to know.”



THE BEAUTY... BEYOND "UX"

Chris Grant
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