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Affinity Diagram
Customer journey
Personas
Know Know Frame Explore Frame Realize
Context People Insights Concepts [/ Solutions Offerings

Ethnography: Observation Prototyping

Contextual Inquiry, Interview, FGI Wizard of Oz

Think-aloud Meth
Self-reporting, Survey, Diary method ink-aloud Method

False belief Technique Heuristics

Predictive Analysis
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Schedule (¢F)

Xt Uy | ek
Week 1 9= 7Y Course Orientation: AI-CX Issues 20101
Week 2 9= 144 Know Context Data literacy, Data Driven Decision =02l
Week 3 92! 21 AL JIH0IEN PIIo]
Week 4 92l 28 Know Context Exploratory Data Analysis = el
Week 5 102 5 Know People Ethnography: Observation Self-reporting, Survey, =010l

Diary method. Contextual Inquiry, Interview, FGI

Week 6 108 12Y Frame Insights (Personal + Journey map) (18} 2 2 — SURi=S
Week 7 102 192 Field Visit 1 LN =2A)
Week 8 10& 26
Week 9 N False belief Technique 2011
Week 10 = 9 Prototyping & Wizard of 0z =011
Week 11 NERE Think-aloud Method 2011
Week 12 & 234 Heuristics 2011
Week 13 & 30 Realizing Offering + Field Visit 2 + Team Tutoring FURE 2 UM =N
Week 14 =
Week 15 128l 144 ML J|IA0|E 2 ASEE QLRI






