Redesign the experience
of SCAD Film Festival
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How might we help customers to

In an easier way at the
SCAD Film Festival?



Select Film and Events
that you want to attend

| want to watch
a Film with my
friends

documentar | Q

Go to website
and Search Film and
Events
that you want to attend

3 END
1 : HERE
0
Buy Ticket/pass
and Check Out

Add the film in my
calendar, set reminder

Compare Ticket/pass for
best deal

Send invitations to
friends







Clearer Information Architecture

More appealing visuals

| User friendly features

| Improve overall satisfaction
rate and pleasure!
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Primary Research Ideation Concept Dev. —( Prototype

Topic Exploration

Explore 9 broad
topics and narrow

down to 1
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Ideation Concept Dev. —( Prototype

Topic Exploration Primary Research

3 rounds of survey, 84
responses

Interview with 9
students and 5 design
experts (Tintern)



Research Goal:
To discover students’ experience with purchasing

tickets, attending events, expectations of the events.




Senior Student

| want to see films witk
film festival after clas:

to make sure | have a goo
t and watch films with good

. content, especiall
films that are un

hoseunique

As a staff member | had access and
was given priority to all different

events, any screening and could talk
guests at hangout room,.
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previous

bad virtual not connected
experience with the

not too many

diversity on film
genre and topics

Quality becomes lower just like watching
maybe bc GA abortion regular movie
law

Buy online and get ticket
uncer when at box office,
actor shows (inconvenient bc of time

and parking space)

Low Frequency

High Impact
Problems

Too many people
show up creating
time inconvenience

no detail about film
information, schedule

Tickets sold oversold tickets,
out fast lower pass holder has
to leave
time conflict

not sure how

no good seat

location/cannot
choose

bad website
experience

the platform
works

Problems

[ awkward gap between films ]

oversold

events

[ limited ticket purchase ]

— High Frequency
website design

is not user Problems
friendly [ Lack of interaction and

"m't?fi t.lme to see supporting facilities
specific independent for virtual one

/exclusive film content
cannot get close to
celebrity

would only or rely on
going with friends to

Don't have a career fair
for film & performing
arts

attend film/activities

no souvenirs

Low Impact

Problems b



previous
bad virtual
experience

not connected
with the

not too many
diversity on film
genre and topics

Quality becomes lower
maybe bc GA abortion
law

uncer when
actor shows

Low Frequency

just like watching
regular movie

Buy online and get ticket
at box office,
(inconvenient bc of time
and parking space)

High Impact
Problems

Too many people
show up creating
time inconvenience

ticket
management and
information

oversold tickets,
lower pass holder has
to leave

Tickets sold
out fast

no detail about film
information, schedule

no good seat

location/cannot
choose

bad website

experience

time conflict

not sure how
the platform
works

Problems

oversold

events

[ awkward gap between films ]

[ limited ticket purchase ]

website design

is not user
friendly

High Frequency
Problems

limited time to see
specific independent
/exclusive film content

supporting facilities

Lack of interaction and
for virtual one

Don't have a career fair

for film & performing
arts

cannot get close to
celebrity

would only or rely on
going with friends to

attend film/activities

no souvenirs

Low Impact
Problems
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Touchpoints Channels

Stakeholders

Customer Journey of Buying a Ticket

SCAD Faculty

After purchase

Box Office

Email

Ticket
sale staff

Advisory .E
board Event
Manager
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Topic Exploration Mearch

Ideation

Focus group
interview with 7
participants
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m
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Mev. e Prototype
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Emotions

Touchpoints

Gain points

Pain points

Updated Journey Map of Buying A Ticket

@] Excited for the
events

@ Excited talk
with friends

not very
interested

@ Excited for the
events

Nothing to do Don’t know
® but wait ® details until
the unveiling
day

Uncertain of
getting the
ticket or not

1
() Excited to see
what’s on the
schedule

@) Go through all
film list, click
through each
one

® Overload with
information

I
saw some
interesting films
and is excited-
Plan activities
with friends

Take time to
decide film to
watch

there are not
specific
information

I
Pass options
and add ons

Not many
interactive
group activi-
ties available

) Agree on what
to do

|
@ Cheap for

SCAD
Students

Ticket sold out
fast, have to
change options,
don't know what
ticket is avail-
able.

May conflict with
class or personal
time

it's easy to get
the ticket
onlines

Buy last resort
film slot, always
sold out

Make changes of

plans with
friends

I
® Excited for the

events,It's
great to have
the ticket of
the film i like.

Don’t get
reminder of
bought film
screening

don't want to
pick up
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Gain points
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Updated Journey Map of Buying A Ticket

1
I

@ Excited for the
events

@ Excited talk
with friends

not very
interested

Excited for the
events

Nothing to do
but wait

Uncertain of
getting the
ticket or not

1
() Excited to see
what’s on the
schedule

® Overload with
information

I
. saw some

interesting films
and is excited-
Plan activities
with friends

|
Cheap for
SCAD
Students

@ it's easy to get
the ticket
onlines

I
® Excited for the

events,It's
great to have
the ticket of
the film i like.

don't want to
pick up
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Updated Journey Map of Buying A Ticket

1st

Look for the
| scheduleoffilm ___ Look for film
festival on oct information

Schedule is very
important. without that

people can’t
To

like different
movies, actors.
It’s very important bc
people will know what

this events do,

help ppl to get
interest in it
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1.  Frame
Ticket management
and information problem of SCAD Film

Festival

Advisor board, event
coordinator, students, professors, staff

2. Reframe

Looking for film schedule
and film information

What's Your Problem?: To Solve Your Toughest Problems, Change the Problems You Solve. - Thomas
Wedell-Wedellsborg

3. Moving Forward

Define
the actionable design strategies for
next step

Research in whole customer experience

Doing workshop with students to discover to find
the specific pain points and measure emotions

Solve the pain points which are higher impact
and higher frequency

Look at what current website is doing
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Eliminate

-Lack of options for reminders
-Confusion of difference between

Raise

- like film posters with
brief introductions

-Have a

provide how to guide

!

- New Value Curve -

1

Reduce

Create

-Have a
-The platform to
-Can

to notify

-Inconvenient website design
-Create

- display
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Topic Exploration

)y

Primary Research

W,
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Ideation

Concept Dev.

Card sorting with 6
participants

A
R
M

Prototype
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Recommendation

Top Events

logo

Emal Address
Pickupatbox office

MasterCrectCard ending 1234

And Ancthee

Recommendforyou

logo

WengiZn

Send Inviaion

e Friencs

number

Ticke Plicy

By ket

policy
where to buy
how to guide

PromoCode

Checkout

number

3lett

Stoctinto

WonderVimen i
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Ideation Mev. —

Prototype

User testing with 4
participants
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SCAD Savannah Film Festival Home

WE'RE GOING VIRTUAL. The SCAD Savannah Film Festival returns in its 23rd year as an all-virtual presentation.

OCT. 24-31, 2020 B

(=) (=) =)=

Days Hours Minutes »,'Ii\geconds
! & |

Crystal, Delroy Linc
Steven Yeun, and

e el
g d TELFAIY
ARTIAR
Y
A




SCAD Savannah Film Festival "o Festival Info

About the Festival

Guests

SCAD

SAVANNAH

FILM

About SCAD Savannah Film Festival

The Savannah College of Art and Design presents the annual festival, celebrating cinematic
creativity from both award-winning professionals and emerging student filmmakers. Each
year, more than 63,000 people attend the eight-day SCAD Savannah Film Festival. The
festival is host to a wide variety of competition film screenings, special screenings,
workshops, panels, and lectures.



SCAD Savannah Film Festival - Festival Inf Schedule

-

In Conversation with Samuel L. Jack___ e g J\
Oct 24 at 6 p.m. | | |

' -
Hear about Samuel L. Jackson'’s rise to universal fame, becoming one ofthe .o
most influential actors of our era and the highest grossing movie star of all time.

| Conversation

s =

Oct 24th
e 8:00a.m. Recommend for you on Oct 24

Far From Home




SCAD Savannah Film Festival

One Night in Miami

IFiIm 110min

( Drama ) Lv Black Experience | [ Female Filmmaker ) k
-

| Social Issues |

Tags:

2020 films | English-language | Biographical |
Drama | Films about Malcolm X | Films about
Muhammad Ali | Set in the 1960s |

Director

Regina King

Producers

Jess Wu Calder, Keith Calder, Jody Klein

Home Festival Info Schedule Ticket & Pass :: _
C— b
p
‘ - 4
Knd - - .
J— .

A~ ‘

SATURDAY Oct. 31at 7:30 p.m.

One Night in Miami is a fictional account of one incredible night when icons Muhammad Ali,
Malcolm X, Sam Cooke, and Jim Brown gathered to discuss their roles in the civil rights movement
and cultural upheaval of the 1960s.

Note: This film has a live Q&A with actors Eli Goree and Aldis Hodge immediately follows the scheduled screening.

Ben-Adir, Eli Gor

Cast: Kingsle

2e, Aldis Hodge, Leslie Odom Jr. , Joaquina Kalukango, Nicolette Robinson,

Save to List




SCAD Savannah Film Festival Electric Jesus

Oct24 5p.m.
© Vvirtual

$5.00

Gold Pass

® Oct24-31 Any time
Virtual

Parasite

Wonder Women

th 10 a.m. | 103 min

$150.00

Add to cart




* If you select this, pick up all Ticket/Pass at box office

Payment Method

(O MasterCard ending 1234 (® And Another $150.00 9 | &

2 left

Check Out

Recommend for you

Electric Jesus 83min  Far From Home ¢0min  Samuel L. Jac... 30min  Francesco nemin - SCAD Alumni Q.. 30min  Millie Bobby Br... 30 min

I Comedy Southern I Documentary Southern Conversation I Documentary I Student Block I Panel Conversatior

Oct 24th 5 p.m. Oct 24th 8 a.m. Oct 26th 6 p.m. Oct 25th 3 p.m. Oct 26th 5 p.m. Oct 27th 5 p.m.



SCAD Savannah Film Festival Ticket & Pass

23 SCAD

SAVANNAH

The Savannah Box Office Scad Film Festival Website By Phone at 912.525.5050

FESTIVA

Policies

Pass and ticket policy

* Compare Ticket and Pass
Access to the SCAD Savannan Fim Festival requires a ticket or a pass. SCAD Savannah Film Festival passes are
non-transferable and nan-refundable. Allsales are final. Due to audience capacities, only purchased tickets wil be honored,

Ticket/pass Comparison Gold Pass Silver Pass Bronze Pass Ticket

You cannot swap tickets. It that you familia s the online tothe start of
the festival. Using a festival pass or ticket signifies your agreement to all terms and conditions.

4 BRONZEPASS N,
]
L =

Additional policies h 4 = (L
2020

Screenings access policy

2020
Media policy

0ct24-31.2020
Security policy

Any Single Event

How to Guide
All Film screenings

Before 7 p.m. ET Before 7 p.m. ET

dd the fim i my
calandar, sot romindor
Select Film and Events

e s ons All Panels , @
(V)
vV_

‘aFilm with my 6

Buy Ticket/pass 8 - E
and Chack Out Before 7 p.m. ET

All Gala Premiere Events

0 to we Price $100.00 $75.00 $5.00
o et Pl nd Sendinitationsto
‘that you want to attend L

Select Select Select




SCAD Savannah Film Festival Festival Inf hedul Ticket & Pa o ©

Profile Schedule

My List
Oct 24th Oct 25th Oct 26th Oct 27th

‘ Invitation you sent

s \ Far FromHome  8am.
(a f have accepted the invitation. . Global Shorts Forum
&’ Virtual =

LY Eekis Southern Voices  10a.m.
= Electric Jesus I Film 83 min (‘“ .3431;'3 Southern Stories
~ 0 — Virtual
[ Comedy ) ( Southern ) E
‘ €
\n £ reacher's daughte < o
ur 1Irng
Oct 26th at 5 p.m.
b
Francesco 3p.m. SCAD Alumni Q&A 3p.m.
Invitation you received Documentary Panel
" Virtual 5 Virtual B
-
1’:\3\5 Laura sent an invitation. ‘ Samuel L. Jackson 6 p.m. B3
- Conversation (1 !'i
‘ Laura Virtual i)
Electric Jesus 5p.m.
Far From Home  |Forum 60min i : ;
Comedy, Southern Stories
Documentary Southern Virtual E
3 Millie Bobby Brown 7 p.m.
Filmmakers reckon with ideas of (‘“( N Conversation
homeissuds QhEispIaRermpnt Virtual E
1*
¥| Oct24that8am. >
<

Accept Decline



Emotions

Touchpoints

Gain points

Pain points

Pleasure

Final Journey Map of Buying A Ticket

@ Excited for the
events

@ Excited talk
with friends

not very
interested

¥
Follow the
Countdown
for the events
to start

Take time to
open website
and see
coundown

I
® Easier to find,

I
@ Easier to find,

1
|

I
¢ ¢ saw some @ sawsome Can see @ itseasytoget @ Excited for the
Visual \EE]] interesting films interesting tickets/passes the ticket events, It's
strucutre strucutre and is excited films and is left onlines and great to have
Information Information Plan activities excited to plan Canbickb the ticket of
with friends activities with @ Canpickbest g oo RSVPto the film i like
friends feciaiiests my events
choice at the
best price
Don’t know Take time to @ Agree on what
details until decide film to to do
the unveiling watch
day
Physio & Physio & Physio & Psycho & Ideo Pleasure Ideo & Physio
Psycho Pleasure Psycho Pleasure| |Psycho Pleasure Socio Pleasure Pleasure
Easier and faster ) ) ; Sustainable ticket
navigation with Visual strucutre Trailers and Can connect with Transparent purchase and
e lower stress in descriptive info friends and plan ticket/pass price physical option for
oUseinforest search and set clear together value ticket format for
film/event pick expectations souvenir

After purchase

@ Make changes
of plans with
friends and
add to my
calendar

Ideo & Socio
Pleasure

Can crerate a
group or join my
friends to see film
or events that are

interseting
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Emotions

Touchpoints

Gain points

Pain points

Pleasure

I
® Easier to find,

Final Journey Map of Buying A Ticket

I
@ Easier to find,

saw some
Visual Visual interesting films
strucutre strucutre and is excited
Information Information Plan activities

with friends

Don’t know Take time to
details until decide film to
the unveiling watch
day

Physio & Physio & Physio &

Psycho Pleasure| |Psycho Pleasure| |Psycho Pleasure

E:;I;t?:: vaaits;er Visual strucu_tre TraiIer ?"d.

visual that can lower stress in descriptive info

search and set clear

arouse interest

film/event pick

expectations

After purchase




Emotions

Touchpoints

Gain points

Pain points

Pleasure

Final Journey Map of Buying A Ticket

After purchase

1
|

@ sawsome
interesting
films and is
excited to plan
activities with
friends

@ Agree on what
to do

Psycho &
Socio Pleasure

Can connect with
friends and plan
together




Emotions

Touchpoints

Gain points

Pain points

Pleasure

Final Journey Map of Buying A Ticket

After purchase

1

1
Can see
tickets/passes
left

@ Can pick best
tickets/passes
choice at the
best price

Ideo Pleasure

Transparent
ticket/pass price
value




Emotions

Touchpoints

Gain points

Pain points

Pleasure

Final Journey Map of Buying A Ticket

After purchase

I
it's easy to get
L the ticket
onlines and

@ CanRSVPto
my events

Ideo & Physio
Pleasure

Sustainable ticket
purchase and
physical option for
ticket format for
souvenir




Emotions

Touchpoints

Gain points

Pain points

Pleasure

Final Journey Map of Buying A Ticket

After purchase

@ Make changes

of plans with
friends and
add to my
calendar

Ideo & Socio
Pleasure

Can crerate a
group or join my
friends to see film
or events that are
interseting

37



Thanks for Watching!
Q+A




