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What is a conceptual model? 

A representation of  a problem, system, 
or opportunity 

Ideally highlights possibilities for action 



What we’ll look at 

Map 

Timeline 

Landscapes 

Experience model 

Customer journey 

Touchpoint matrix 

Experience map 

…Whew.  



Spatial map: paths, regions, points 

Incontext design 

paths 

regions 

points 



An artifact map 

Incontext design 



Health  
timeline 

http://www.adaptivepath.com/blog/2007/11/05/visualizing-stories-from-research/ 



Grocery shopping 
landscape 

http://incontextdesign.com/articles/beyond-the-tower-of-babel/ 



Jens Jenason 

Gossip website 
experience model  



Online dating 
experience model 

Goodman and Churchill, Yahoo!, 2008 



Home heating experience model Lextant 

sequence 

disparity 

magniitude 



Touchpoints matrix 

http://www.slideshare.net/frogdesign/brugnoli-system-ux-1061731 



Building from a touchpoints matrix 

http://www.slideshare.net/frogdesign/brugnoli-system-ux-1061731 



Customer journey map 

Touchpoints How and where people encounter 
service, product, or company 

Desires What they want from those encounters 

Emotions How they feel about those encounters  



Making a customer journey map 

Write down basic steps or phases in simple words 

Use scenarios to identify detours or alternative 

Map and label touchpoints or channels 

List triggers for each encounter 

Consider pain points or good moments 

Consider how many maps you need 

http://customerexperienceplanning.com/2012/04/11/
customer-journey-mapping-part-i-the-basics/ 



Customer journey + persona 

http://www.uxmatters.com/mt/archives/2011/09/the-value-of-customer-journey-maps-a-ux-designers-personal-journey.php 



Gaming experience map 




