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Philosophy

4   SENSORY CUES 
What sensory cues do people 
associate with these features?

3   FEATURES 
How does the product 
deliver the benefits?

2   BENEFITS
What does the product 
provide to make people 
feel this way?

1    EMOTIONS
How do people want to feel?

Ideal experiences look beyond today.
Focusing on pain points and barriers of today 
limits innovation potential.

Ideal experiences are aspirational.
Leverage people’s dreams of a perfect future 
to build strong relationships with consumers.

Ideal experiences are actionable.
Understand how the design of things can 
make an emotional connections with people.



I feel... 

I am...

It is...
It has...

Emotions

Benefits

Features

Sensory Cues



A CASE STUDY 
IN URBAN PLANNING



DEEP-DIVE RESEARCH
2016–2017

         

COMMUNITY EXPERIENCE
PROJECT 

CREATE COLUMBUS 



The Millennial generation’s young 
professionals will significantly reshape the 
economy and our society for decades to come.



Lextant + NBBJ + Create Columbus Commission

What drives young professionals when 
deciding where to settle?







ANALYSIS & SYNTHESIS



Organize Data



Identify Patterns



“Bucketing”



Synthesis Workshop



INSIGHT TRANSLATION



Framework Development



Desired Customer Experience Model



a brief intro to modeling...

the human experience firm



“If you can’t tell the story 
on one page then you don’t 

understand the story.”

the human experience firm



A model is a framework that 
organizes all the insights and 

their relationships to one 
another. 

the human experience firm



  3  FEATURES   
 

How does the product 
deliver the benefits?

 BENEFITS   2 
 

What does the product 
have to provide to make 

people feel this way?

EMOTIONS   1 
 

How do people want 
to feel?

www.lextant.com

4   SENSORY CUES 
 

What attributes do people 
associate with these features?
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Creating Diagrams     53

Without a core: Implies that elements connect through proximity or mutual attraction. They are tied to one central area.

You’ve noticed that the abstract concepts are usually shapes 

that are combined to show relationships. In this next section 

you’ll see a sampling of diagrams that are realistic. It is by  

no means exhaustive. There’s no limit to how you tell your 

story visually.
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Creating Diagrams     49

Layers: Structures that show elements that stack or build on each other. They can depict both hierarchy and sequence. 

50     slide:ology

Closure: Clusters that emerge when shapes combine to create another shape. This principle of Gestalt psychology can be  

useful when expressing the idea that “the sum is greater than the parts.”

Overlapping: Clusters that overlap and indicate shared sets, interest, or responsibility. Sometimes they form a new shape 

or area within the overlap.

Abstract Concepts: Cluster

52     slide:ology

With a core: Creates a parent-child relationship. The outer elements connect with a central element to hold the family together.

From a point: Occurs when a single directional “burst” emerges from either a graphic or point that has a clear point of origin.

Abstract Concepts: Radiate
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Without a core: Implies that elements connect through proximity or mutual attraction. They are tied to one central area.
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that are combined to show relationships. In this next section 
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no means exhaustive. There’s no limit to how you tell your 

story visually.

Layered
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Without a core: Implies that elements connect through proximity or mutual attraction. They are tied to one central area.
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story visually.

Radial
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Thank You.

the human experience firm



the human experience firm




