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Definitions and use cases

Industry 4.0
Internet of Things

Industrial Internet of
Things



Industry 4.0 - Defintion

Industry 4 O is the current trend of automation and data exchange in manufacturing technologies.
It includes the internet of things and cloud computing.
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Industry 4.0 - Defintion
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Industry 4 O is the current trend of automation and data exchange in manufacturing technologies.
It includes the internet of things and cloud computing.

10.04.17 CX for 14.0 4




Where do we find CX/UX Use Cases in 14.07
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Consumerization

2o DATRON AV ¥7.038_MO0000_Projekt0 [gast] -10f x|
Datel Fenster

oS8 |60

MLl §T+Hwos

[0 R 5

b | X | 0000,000 -
T —" \“’ Fammr e s/ || Y | 0800,000 =

(TR i 74| -0040,000

B T —
e r— e | (LI XTI
K Kreis
:s Senkung e s W 0,000 (el
# G Gewinde ) 000 | eschwindigkett-
| m::it” ﬁlum \Gm Versatz [ | ’—G —‘M
Modus 1 17} Mnmszyi“ ‘zsn [ 000000 | ‘

it Lauf I

’71::6::\“" s ‘

iz
Tastenschrittweite |

Letzte Bewegung 000,000

@ O Al |Proekosesdrebing [ [ 7

&
reddot award 2016
winner industrial design

10.04.17 CX for 14.0



New Services through Augmented reality
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Human-Robotic-Interfaces
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Security by Design
Machine Learning e
Industrial Internet of Things Franka Emika - http://www.franka.de
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What is good
user/customer
experience and why
does it count?



Experience is more than Usability

BEFORE USE DURING USE AFTER Use
,digested use”

yanticipated use” ,actual use”

— Anticipation of product usage, = — Effective task fulfillment — Mental processing of the
without having actually used it  — FEfficient experienced use
— Satisfying — Emotional retention (or distance) to
the product
| USABILITY |
I 1ISO 9241 - 11 |

USER EXPERIENCE |
| ISO 9241 - 210 |
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1. Better acceptance

“70% of IT products that are
eventually delivered are unsuccessful
because users don’t adopt them”

Info-Tech Research Group, 2015



2. Higher revenues
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3. More customer satisfaction

Customer High Features and
satisfaction performances

Features raising excitement

implemented quality features

—

few many

Basic functions

Low Kano Model of customer satisfaction, 1980
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4. Often Emotions decide (also in B2B
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Rider: Our conscious, rational brain that
tries to rein in the elephant (instinctive
desires) but more often simply
post-rationalizes emotional impulses

Elephant: Our intuitive, emotional mind
that often drives decision making,
overpowering the rider’s efforts

Source: Jonathan Haidt, The Righteous Mind: Why Good People are Divided by Politics and Religion (New York: Random House, 2012); FILE:Bombay road elephant.jpg, Wikipedia,
21 January 2006, http:/simplewikipedia.org/wiki/File:Bombay_road_elephant.jpg; CEB analysis.

Whitepaper: ,From Promotion to Emotion - Connecting B2B Customers to Brands “ from CEB Marketing Leadership Council in Partnership with Google



CX for Industry 4.0

Why designing for
Industry 4.0 is
different



When we talk about Experience Design...

O i .;? - = B ' VISUAL DESIGN
INDUSTRIAL DESIGN
INTERACTION DESIGN




Experience Design for [4.0 is multilayered

Ul/ Visual Design Industrial Design

Interusability between multiple devices

Conceptual model

C
>

Productisation

Product Life Cycle Mgm Service design

Platform design

Source: Designing Connected Products, 2015 by Claire Rowland, Elizabeth Goodman, Martin Charlier, Ann Light, Alfred Lui
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The Functionality of hidden parts can shape
the experience

Rules in the cloud Local Rules

ules in cloud “Turn on light at 8pm”

.ocal rules

_’ Internet \J,’ p—
Nothing happens v \: n I Internet \J’ >

/)

Lamp turns on

®

=)

Passes instructions to
lightbulb, may run
rules locally

“Turn on light at 8pm”

Source: Designing Connected Products, 2015 by Claire Rowland, Elizabeth Goodman, Martin Charlier, Ann Light, Alfred Lui
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In 10T you often deal with Ecosystem...

Which piece does what?

Source: Designing Connected Products, 2015 by Claire Rowland, Elizabeth Goodman, Martin Charlier, Ann Light, Alfred Lui
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Connectivity matters
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Industry 4.0 today - A hybrid world N
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Industry 4.0 is an interdisciplinary challenge

o

Mechatronic
Engineering

N/ N/ N/
e v‘\
A9 ‘/
=t
= "‘ ([
System Smart Virtual
Engineering Engineering Engineering
Development processes, methods and tools are not aligned yet
AN AN AN
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Industry 4.0 can not rely on standards yet

IoT SDOs and Alliances Landscape
(Technology and Marketing Dimensions)
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IPv6 Forum Logo is considered to be included in Release 3.0 of loT landscape
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Human acceptance and well-being
with new technologies is not experienced yet
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Human acceptance and well-being

with new technologies is not experienced yet
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CX for Industry 4.0

Recommendations



Think in ecosystems rather than interfaces

Channels Categories Q Search 2 Settings
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Think of innovation in customer experience

Innovation Methods + User experience
(e.g. Design Thinking) methods

User Put the User in the center

Process Iterative design process

Methods Similar methods from the UX toolbox

Goals Innovations Good usability, UX

Scope Solutions, broad field of Screen, Webs, Apps,
applications Ergonomics

Team Interdisciplinary Usability Experts, IA, Industrial D.
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Work in interdisciplinary teams
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Focus on value creation for the customer
*

Customers use
new services and
communication
tools and smart
things

Ask Why and Who...

before What and How!

[ ]

F—
Employees use
mobile devices,
collaboration tools
and cloud services
to be more
productive

4

]
Managers use data
and predictive
algorithms for
better intelligence
and better services

Study Customer Insights:

Learn about emotions,
Behavioral patterns and
the context of use
Customer Journeys

Q

Workers get
support (physical
and monotonous
work) and better
service

See Microsoft example: link
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Use rapid prototyping early and iterate often

In practical agile development it’s always a mixture of methods composed to the special situation at hand.

[223] Es gibt nichts zu A [500] Maschine- gestartet. Programmname_lorem_ipsu ...
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e.g. Balsamiq, Marvel

e.g Expression Blend



Be the customers advocate in every step

10.04.17

Customer’s
value and needs

IObject'ves I
Tech Business
possibility needs

CX for 14.0
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Recommendations

Think in ecosystems rather than interfaces
Think of innovation in customer experience
Work in interdisciplinary teams

Think of value creation for the customer
Use rapid prototyping early and iterate often

o Uk wh e

Be the customers advocate in every step



Key take away

Experience is about
Emotions

Sp[‘i » DlSl-le'N;i&CA/\

By Erika Merz, Twitter: @ErikaMerz360i
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