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How to enhance customers’ pleasurable shopping experience is a new
challenge for stores. While experience is created by the interactions
between customers and environment or users and online stores,
enterprises could integrate communication, visual recognition,
product presentation, web design, and new media to create value for
customer experience. The aim of this course is to let students
understand basic concept of service design. This course includes three
parts: First part is to introduce experience marketing. Second part
1s to learn personalized service. The last part is to practice in
innovative service design.
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1 03/03 | Introduction
2 03/10 | Experience Economy
3 03/17 | Contextual Inquiry
4 03/24 | Customer Journey
5 03/31 | Holiday
6 04/07 | Persona
7 04/14 | Storytelling
8 04/21 | Physical Model
9 04/28 | Blueprint
10 05/05 | Service Design
11 05/12 | Affinity Diagram
12 05/19 | Prototype
13 05/26 | Testing and Refine
14 06/02 | Oral Presentation Team work
15 06/09 | Final Report
16 06/16 | Final Report
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17 06/23 | Final Report
18 06/30 | Final Report
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Course Material

Marc Stickdorn-Jakob Schneider:
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2% 3 p Alexander Osterwalder, et al., Business Model Generation, John
Reference Wiley and Sons.
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