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(from foreword by B. Joseph Pine II) 
Three key elements of experiences: 

1. being intentional 
2. orchestrating elements 
3. designing time 

 
(xi) 
“Nice, easy and convenient are service elements, not experience characteristics.”  
B. Joseph Pine II 
 
(7) 
“… investing in experiences leads to increased returns because memories of positive 
experienced ripen and become even more important when recalled and reflected on 
over time.” 
 
(9-10) 
Experiences are multi-phased: anticipation, participation, reflection 
 
(12) 
“Designing experience requires an intentional, tested process to create experiences 
that will lead participants through a sequence of interactions across all three 
experience phases, interactions that produce results desired by the participant and 
intended by the experience designer.” 
 
(14) 
“Experience design is the process of intentionally orchestrating experience elements 
to provide opportunities for participants to co-create and sustain interactions that 
lead to results desired by the participant and the designer.” 
 
(18) 
Mihaly Csikszentmihaly’s characteristics of/for flow experiences (verbatim terms): 
clear goals, immediate feedback, balance between challenge and skill, merging of 
action and awareness, loss of self-consciousness, time becomes distorted, your 
participation is intrinsically motivated. 
 
(21) 
PERMA model from Flourish by Martin Seligman 
suggests that “people live more fulfilling lives when they have experiences that 
produce the following results”: positive emotion, engagement, relationships, 
meaning, and accomplishment 
 
(26) 
“Our speculation is that experiences likely to be remembered are those that occur in 
unique spaces and have specific memorable engagements as part of their design that 
will facilitate future recall.” 
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(29) 
“Ultimately, the participant is a partner with the experience designer when the 
experience is staged, and this role needs to be anticipated and accommodated in the 
experience design.” 
 
(29) 
“A service is delivered in real time; 
an experience is co-created in real time.” 
 
(32 …) 
Five experience types (key characteristics, p. 40). #3-5 are “higher-order” 
 

1. Prosaic (autopilot) 
2. Mindful (effortful mental engagement) 
3. Memorable (emotion) 
4. Meaningful (discovery) 
5. Transformational (change) 

 
(33) 
“… well-designed prosaic experiences help end users avoid negative memorable 
experiences because they eliminate touchpoints that consume mental energy 
unnecessarily.” 
 
(34) 
framework from Bill Nye, The Science Guy 
ABC: action before content (moves experiences from prosaic to mindful) 
 
(36) 
“Emotions change mindful experiences into memorable ones.” 
 
(37) 
“Part of the experience design process should include speculative forecasting about 
things that may go wrong and the response that will be provided if they do.” 
 
(37) 
“Meaningful experiences teach us something about ourselves or expand our knowledge 
about the world.… Meaningful experiences are important because they serve as the 
building blocks of our identity and worldview.” 
 
(37) 
about meaningful experiences:  
harder to design, require reflection, often the result of co-creation 
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(38) 
“… transformational experiences lead directly to [significant] personal changes born 
out of the experience.”  [noted in a later sentence] 
 
(38) 
“It’s important here to note that transformational experiences contain all of the 
elements associated with the nonprosaic experience types reviewed thus far: 
reflection, emotion, and discovery. 
 
(40 …) 
 
Experience attributes: 
 

1. frequency and impact 
2. novelty 
3. engagement 
4. required energy 
5. results 

 
(41) 
“Higher-order experiences require increased levels of participant buy-in.” 
 
(my connection: moving people from passive spectators to engaged actors) 
 
(43) 
“Novelty can be a useful experience design strategy, but it should be used judiciously 
and holistically.” 
 
(46) 
“Every experience has an emotional, mental, and physical price tag, the ‘cost’ of 
participating in the experience.” 
 
(52) 
“Keep in mind that time can change one’s perspective of experience types. The 
categorization of any experience you have is fluid because your perceptions of a 
completed experience can change over time.” 
 
(59) 
“Delivering a successful experience depends on engaging the right people as 
participants.”   
 
(my connection: marketing and/or selection implications) 
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(60) 
The Six Elements of the Experiencescape 
 

1. people 
2. place 
3. objects 

4. rules 
5. relationships 
6. blocking 

 
(62-62) 
Three object types:  
(1) physical, (2) social (other people), (3) symbolic (concepts or ideas) 
 
(67-68) 
Four types of rules: 
(1) laws of nation, state, local; (2) general social norms,  
(3) specific to experience, (4) individual social roles in an experience 
 
(68) 
Three relationship characteristics 
(0) everyone knows each other; (2) no existing relationships; (3) mix of each 
 
(69) 
“The first question to settle is whether relationships have any bearing on the 
experience.” 
 
(69) 
“A second point to consider is whether the experience ill be enhanced by participants 
getting to know each other.” 
 
(70) 
Blocking “involves structuring how people in the experience will move through 
chronological time and physical space.” 
 
(71) 
“Experience designers must intentionally structure the blocking of an experience to 
influence the sequence and flow through time and space to put the experience in 
motion.” 
 
(78) 
d.school five stages for design thinking 
(1) empathize, (2) define, (3) ideate, (4) prototype, (5) test 
 
(my connection: empathy and curiosity about participants helps inform the JTBD) 
 
 
 



Notes from Designing Experiences by J. Robert Rossman and Mathew D. Duerden 
page 5 

 

 
(89) 
“As a designer, you should make sure that all microexperiences receive the same degree 
of intentionality to provide uniform quality across your designed experiences.”       
Disney: “everything speaks” 
 
(91) 
“Great experience designers employ the principle of heterogeneity by implementing a 
variety of microexperiences drawn from across the experience-type framework to create 
diversity in macroexperiences. The sequence and type of microexperiences are 
intentionally arranged to positively engage participants throughout the course of the 
macroexperience.” 
 
(92) 
On experience mapping: “To be a proficient experience designer, you need to be 
comfortable with the following experience-mapping elements: personas, intentionality, 
touchpoints, reactions, and front- and backstage contributions. 
 
(93) 
“Personas are simply a graphic representation of a participant or a synthesized 
representation of multiple participants.” 
 
(93) 
Jim Kalbach, author of Mapping Experiences, suggests gathering the following types of 
information to create a persona: demographics, psychographics, relevant behaviors, 
needs and pain points (more info on each at p. 93) 
 
(94) 
“Personas can serve as a helpful design tool to keep you focused on designing for others 
but are never a replacement for continuous efforts to empathize with your participants.” 
 
(my connection: this is why facilitators and presenters want to be present … so you can 
refine and call audibles) 
 
(95) 
“What results will you need to target for them within each microexperience so that 
together these experiences will culminate in a specific macroexperience outcome? 
 
(95) 
“In mapping vernacular, we refer to microexperiences as touchpoints,. A touchpoint 
represents a specific time and place during an experience in which a participant interacts 
with designed experience elements.” 
 
(97) 
Reactions: “How do you want people to respond to each touchpoint?” 
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(98) 
The Color Run Event Model’s four questions (cycle), John Connors 
 
(1) What do customers want? 
(2) What do we want customers to say*? 
(3) What is our experience saying? 
(4) What are customers actually saying? 
 
*What stories do you want customers to tell about your experience? (p.  126) 
 
(99) 
“… you need to explicitly state the types of reactions you want people to have during 
each touchpoint along your experience map. These represent the keywords essentially to 
designing your experience as well as to interfacing through the web with customers who 
are searching for the types of experiences you are providing.”  (me: keywords, SEO) 
 
(101)  
sample Oracle experience map with reactions, touchpoints, frontstage contributors and 
backstage contributors 
 
(102) 
“The best experience designers are able to seamlessly switch between the big picture of 
experience maps and the details of each touchpoint.” 
 
(103) 
“An experience journey is like a pointillist painting: it is formed by combining a series of 
touchpoints designed to elicit specific reactions and to ultimately achieve the intended 
results of the macroexperience.” 
 
(107) 
blank touchpoint template 
 
touchpoint title and sequence number, experience type (of the five), desired reaction, 
desired results, experiencescape elements, designed interactions, contributors, desired 
co-creation level, enhancements, transition 
 
(110) 
“… think about ways you can invite your end users to participate in designing (anticipation 
phase), actualizing (participation phase), and curating (reflection phase) their 
experiences.” 
 
(112) 
Affordance definition: “The number of different types of interactions a product or 
experience offers.”  Examples: sandbox (many); wind-up monkey (few) 
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(112) 
“High affordance in an experience makes customization more likely and easier to 
achieve.” 
 
(113) 
“Affordance built into an experience by design can solve the problem of customization 
because multiple interactive options are present for the customer’s taking. Customers can 
interact with the object or in the environment in multiple ways with no other intervention 
or provisions needed from the experience designer or stager.”  
 
(my connection: i.e. the Learning Pavilion/Exhibit Hall I designed for the Next Level 
conference, 2012 clients) 
 
(114) 
“But the space between touchpoints should be examined to determine whether a 
designed transition is needed.” 
 
(117) 
registration touchpoint template example 
 
(120-121) 
“Think of the experience map as a roadmap to your desired destination, and your 
touchpoint templates as detailed directions about how to get there.” 
 
(126) 
“The best experiences offer participants a chance to play a participatory role in an 
unfolding story.” 
 
(my connection: I would replace offer with enable or make it easier) 
 
(127) 
“Narrative frameworks for experiences provide form and convey meaning to your end 
users, much as cardboard frameworks for piñatas provide form and convey meaning to 
kids at birthday parties.” 
 
(130) 
Five phases of dramatic structure and experiences: (1) exposition, (2) rising action, (3) 
climax, (4) falling action, and (5) denouement. 
 
(132-133) 
Joseph Campbell and the Hero’s Journey 
 
(138) 
implementation fidelity defined: “how well you executed on a design” 
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(140) 
Technical factors for executing experiences (table): 
communication, competence, courtesy, credibility, recovery, reliability, responsiveness, 
security, tangibles 
 
(148) 
Artistic factors for executing experiences (table): 
characterizing, customizing, empathy, experience deepening, memorializing, sensitizing, 
theming 
 
(152) 
“Departing interactions will be the last contact participants have with each experience 
you have designed, and these interactions are likely to influence the resultant memories 
they take away.” 
 
(my connection: Delta first class attendant thanking you by name and offering chocolates 
at the end of the flight) 
 
(153) 
“Recalling an experience is enhanced when there are objects that cue recall and 
innumerable artifacts are available as cues.” 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


