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The Client: Large online consumer retailer considering 
creating a desktop-launched portal.
My concept: A cloud-based hub for all customer devices.



People buy when presented with something they 
want or need from someone they trust, in the right 
context and at a fair price.

How can we leverage that truth to sell more 
products and services to those who have bought 
digital devices, and in so doing, also increase 
customer satisfaction and loyalty?



Business:
Discover the opportunities to 
grow our business.
• What business unit do we want to 

grow?
• Where do we want to grow our 

revenue?
• How can get users to find and 

purchase more of our digital content 
— software, e-books, music, video, 
etc?

Users:
Discover our customers’ pain 
points and solve for them. 
• Why and how are customers using 

their device(s)?
• How do they want to use them?
• What do they find frustrating about 

them?
• How comfortable are they with 

technology?

Product
Sweet 
Spot

UserBusiness

Business + user goals



Novice Intermediate Advanced Expert
“If I have a technology 
problem, I’ll ask 
someone to help me.”

“If I have a technology 
problem, I’ll try to fix it 
myself and if that doesn’t 
work, then I’ll ask 
someone to help me.”

“If I have a technology 
problem, I’ll try to fix it 
myself and if I can’t, 
then I’ll search for 
other solutions.”

“If I have a technology 
problem, I’ll only ask 
someone to help me 
after I’ve exhausted all 
other possibilities.”

Example
behaviors

Tailored to the customer’s comfort and behaviors with technology



Purchase Setup Getting Started Everyday Use
“I need to find and buy 
the perfect  laptop.”

“I want to get my new 
laptop configured and set 
up so that I can start 
using it.”

“Now that everything 
is set up, I want to sit 
down and start using 
this new laptop.” 

“I have some spare 
time, I’m going to check 
out what’s new.”

Example
scenario

Tailored to where a customer is in the lifecycle



Frictionless Social Everywhere
Allows the customer to 
discover and purchase the 
most relevant offers 
anywhere, at any time, 
completely on their own terms.

Offers customers  ways of 
sharing products with friends 
and family.

Provides customers ways of 
interacting with your brand and 
products across different 
channels and devices

Tailored to how users want to interact with technology



[This concept] is a hub for all of a customer’s devices.
It enables frictionless, social and pervasive ecommerce transactions. 
It intelligently offers products & solutions tailored to customers throughout their lifecycle, 
becoming a powerful tool for customers and [client]’s business alike.

It’s a hub that evolves with the customer and their needs



1. I lost some of my files the last time I got a new 
laptop because I forgot to back them up and 
move them over.  I’ve been dreading upgrading 
because of this very reason.  [This concept] is 
preloaded and to the rescue!  I simply answer a 
couple of questions about my current setup and 
needs, and not only does it walk me through 
the process, but it automatically moves my files 
to my own personal virtual drive.

2. If I want, it can also analyze my current setup 
(router, printer, wireless phones, media servers, 
etc) and make a recommendation for all the 
peripherals I’ll need, and I can purchase them, 
plus it will  tell me how to connect them all up.

3. If I encounter any problems, [this concept]  also 
offers me one-click virtual assistance through 
its online community, or I can “pay per 
question” for help from a certified  [IT] member.  

4. And because it’s tied to my [customer reward] 
account, [this concept] also allows me to accrue 
points for different activities.

1. Data Backup & Syncing

frictionless

Setup [IT team] [rewards card]

intermediate

purchase

social everywhere

novice expertadvanced

getting started everyday use



2. Analyzing my Setup

frictionless

Sync 

purchase

social everywhere

novice expertadvanced

getting started everyday use
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preloaded and to the rescue!  I simply answer a 
couple of questions about my current setup and 
needs, and not only does it walk me through 
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to my own personal virtual drive.

2. If I want, it can also analyze my current setup 
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etc) and make a recommendation for all the 
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intermediate



3. [IT team]
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laptop because I forgot to back them up and 
move them over.  I’ve been dreading upgrading 
because of this very reason.  [This concept] is 
preloaded and to the rescue!  I simply answer a 
couple of questions about my current setup and 
needs, and not only does it walk me through 
the process, but it automatically moves my files 
to my own personal virtual drive.
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1. My son Brian just bought Final Fantasy XI 
to play on his Xbox. While the game 
downloads, a message from [this concept] 
shows him related expansions and add-ons 
for the game.  He can see that his friend 
Dylan recommends trying the “A Crystalline 
Prophecy” add-on. 

2. He clicks on the add-on thumbnail shown in 
the message and gives it a quick read. 
“Yup, this sounds like it’d be really cool.” 

3. Then he clicks the “Save to my wishlist” 
button because he has no credits left on his 
account. But since we’re all linked together 
on [this concept], I can see it on his wishlist. 

1. Related products

frictionless

Product Info

intermediate
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social everywhere

novice expertadvanced

getting started everyday use
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1. My son Brian just bought Final Fantasy XI 
to play on his Xbox. While the game 
downloads, a message from [this concept] 
shows him related expansions and add-ons 
for the game.  He can see that his friend 
Dylan recommends trying the “A Crystalline 
Prophecy” add-on. 

2. He clicks on the add-on thumbnail shown in 
the message and gives it a quick read. 
“Yup, this sounds like it’d be really cool.” 

3. Then he clicks the “Save to my wishlist” 
button because he has no credits left on his 
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3. Saved to Wishlist
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Add-ons

1. My son Brian just bought Final Fantasy XI 
to play on his Xbox. While the game 
downloads, a message from [this concept] 
shows him related expansions and add-ons 
for the game.  He can see that his friend 
Dylan recommends trying the “A Crystalline 
Prophecy” add-on. 

2. He clicks on the add-on thumbnail shown in 
the message and gives it a quick read. 
“Yup, this sounds like it’d be really cool.” 

3. Then he clicks the “Save to my wishlist” 
button because he has no credits left on his 
account. But since we’re all linked together 
on [this concept], I can see it on his wishlist. 



1. My family is in the airport waiting for a flight.  
There’s at least another hour of waiting, so I 
decide that it’d be good for the kids to have 
a new game to play while they wait.  I open 
up [this concept] on my laptop, and ask it to 
make a recommendation for a multi-
platform game for 12-15 year olds. This 
way one of my kids can play on the laptop 
while the other plays on the iPhone.

2. [This concept]shows a shortlist of 
recommended games, and together the 
kids look for a game that they will both 
enjoy. 

3. I buy the puzzle game they agreed upon . 
Moments later, Brian gets a message on 
his iPhone that says the game has been 
downloaded and is ready to play.

1. Product Search
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2. Recommendations
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platform game for 12-15 year olds. This 
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recommended games, and together the 
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his iPhone that says the game has been 
downloaded and is ready to play.
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1. My family is in the airport waiting for a flight.  
There’s at least another hour of waiting, so I 
decide that it’d be good for the kids to have 
a new game to play while they wait.  I open 
up [this concept] on my laptop, and ask it to 
make a recommendation for a multi-
platform game for 12-15 year olds. This 
way one of my kids can play on the laptop 
while the other plays on the iPhone.

2. [This concept]shows a shortlist of 
recommended games, and together the 
kids look for a game that they will both 
enjoy. 

3. I buy the puzzle game they agreed upon . 
Moments later, Brian gets a message on 
his iPhone that says the game has been 
downloaded and is ready to play.



1. I’m in the mood for watching a movie, so I 
open up [this concept].  While I’m making 
the purchase, I see a message about a 
movie a watched a few nights ago -- “Don’t 
forget to rate Inception.” I know that if I 
recommend it to friends, they will also get a 
discount on it, and I’ll get a discount toward 
my next rental.

2. My friend Joanne is part of my 
[concept]network.  While browsing books 
on her iPad, she sees my review in our 
media pool, along with a 20% discount.

1. Recommendation prompt
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2. Friend Discount
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1. I’m in the mood for watching a movie, so I 
open up [this concept].  While I’m making 
the purchase, I see a message about a 
movie a watched a few nights ago -- “Don’t 
forget to rate Inception.” I know that if I 
recommend it to friends, they will also get a 
discount on it, and I’ll get a discount toward 
my next rental.

2. My friend Joanne is part of my 
[concept]network.  While browsing books 
on her iPad, she sees my review in our 
media pool, along with a 20% discount.



* Informal survey conducted among 50 [company]employees and friends
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