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Inquiry into Intent







inquiry intentinsight



1.Experience Mapping
2.Understanding needs
3.Refining Insights
4.Defining Requirements
5.Specifying Design Intent





Practical Process



‘intuitive splash down’



‘structure research findings’



‘iterate analysis add detail’



‘deep dive with users’



‘publish & deploy’



10 criteria 
- for building an effective and 
usable user experience map



1. Represent your user’s …
… perspective

The user experience map needs to represent the interactions as your user 
experiences it. It often includes interactions that happen outside of your 
control – with secondary and tertiary stakeholders.



2. Use primary research and 
corroborate with secondary 
research
Do not use only your intuition and secondary research to build these – that 
just makes a process flow

Depending on the scope, the user experience map process can involve 
interviews or ethnographies, possibly combined with surveys. Some 
projects bring in users and build them interactively with design team staff. 

Ethnographies can create a very powerful experience, although the small 
sample size can create bias. Better to do the research first then bring in your 
users to build the detail to your map.



3. Represent user experience 
segments. 

Your different segments typically have very different user experiences –
each segment becomes a focus for detailed research, extracting insights and 
developing an understanding of user needs and related design 
requirements



3. cont. Analyse the user 
experience segments
Break these segments  into phases. In a longer experience, users are accomplishing 
different things at different times. For example, early interactions phases typically 
involve trying to figure out where to go, what needs to be done. Whereas later 
phases are more defined and purposeful. 

By understanding the user’s mindset at each phase, you can begin to identify how the 
user experience needs to be re-designed around  their relevant needs.

Bring in user verbatims. While not strictly required, verbatims bring the user
Experience map to life ‘user interviews

Include users and Non-users. A user experience map should always include non-users, 
as they may follow a different path to make a decision.

Use the empathy map methodology to develop the analysis of segment

Keep looking sideways and maintain the flow of the user experience map.







4. Include user goals
A great user experience map shows your user’s goals at each  stage of the 
process. Goals can change as the process unfolds.



5. Focus on emotions
Emotions are critical to any experience, whether B2B or B2C, and a great 
user experience map communicates these emotions.



6. Represent touch points
The user experience map is often built to communicate the order and type 
of touch points – including those not in your control.

Place / Context
Objects / Props
Relationships
Behaviours / Interactions



7. Highlight moments of truth
Some interactions have more impact than others. Great experience maps 
separate those critical moments of truth from the rest. For example, when 
visiting a hospital, a bad check-in taints the rest of the patient experience.



8. Measure + Prioritise the users 
expectations, desires and needs 
against what actually happens 
The variance between what the user needs and what actually happens is 
the ‘design space’ which your design process needs to redefine to resolve 
this variance.



9. Include time + engagement 
Experience length provides important context. Does the typical interaction 
last 30 seconds or 10 minutes? Did the users spend 20 minutes or 40 hours 
deciding how to undertake a task or overcame a problem?



10. Develop the publication of 
user map
Cotinine t0 refine the content and also the presentation of that content.



Note: 
Actively use the concluded user 
experience map as a navigation aide 
when developing, refining & 
evaluating your design thinking

• authoring the design brief
• undertaking concept proposal generation
• directing the design proposal development
• specifying the product proposition 



These 10 criteria will help to 
ensure you have a rich user 
experience  map that can serve 
as the foundation for your 
understanding of the users 
experience  and identifying 
relevant design criteria + design 
intent



These ‘elements’ and related 
‘touchpoints’ of the user 
experience represent the 
‘design space’ which shall be 
the focus of your project 
activity 



As the designer you re-define 
the ‘touch points’ in order to 
‘reprogramme’ the ‘elements’
of the user experience’





Design Space

Design Intent

Design Brief
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