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Designer :

Experience Design

| learned from Disneyland!”

world inside. Upon reaching the hub
of the site, or application, users can
then follow an implied story, when
one exists, or choose the nodes that
interest them within possibilities pro-
vided by the application. In most
other types of web sites users can
enter at any point as long as they
know the address, or are able to click
on a button that is connected directly
inside. This negates the possibility
of a transition from the outside to
the inside or the establishment of an
overall experience. The user is at-
tracted to a single element of the
experience with no particular refer-
ence to the site, application or expe-
rience as a whole. There is limited
possibility for the development of a
unified story or other attributes that
would solidify the experience, increase
usability and leave a strong
impression.

The separation of the infrastruc-
ture of Disneyland with the guest ex-
perience is also a significant part of
this principle. Every attempt is made
to keep the “backstage” areas of
Disneyland beyond the view of guests.
The core experience is one of diver-
sion and entertainment. Watching a
movie the filmmakers invite audience
members to join in the process by
“suspending their disbeliefE about the
reality of the experience. As a film-
maker Walt Disney understood this
concept and brought it to the design
of his amusement park. The guest
as voluntary participant does not want
the experience to be broken by ex-
posure to the mechanics and routines
of the park’s operation. This prin-
ciple is so strong that the Magic
Kingdom, “Disneyland,” at Walt
Disney World in Florida has a mas-
sive network of passageways and
transportation resources underneath
the park so that the business of the
park can be carried out efficiently and

beyond the view of guests.

Looking again to the digital
realm, this aspect of computer-based
experiences can be controlled with
the use of Java, Flash or Shockwave.
With these technologies, the user does
not have access to the mechanics of
the application, unless there is a cod-
ing problem that crashes the entire
application. When other authoring
schemes are used to develop a web
site, users can have of access to the
underlying structure of the site, which
will undermine the continuity of the
experience and the engagement of
the user.

Emotional Design

Another principle, which can be
gleaned from the Disneyland
experience, is the role of emotional
design in the creation of an interest-
ing and memorable experience. It is
possible to talk at length about the
use of fully saturated-color, simple
and pleasing shapes and forms, and
the connections these and other de-
sign factors make with the emotional
state of guests at Disneyland. It is
also possible to talk about the reli-
ance on childhood stories, memories
and themes to create an emotional
connection between the attractions
and the guests. But here I will touch
briefly on the navigational aspects of
emotional design in Disneyland.

Standing at the hub of
Disneyland is Sleeping Beauty’s
Castle. It faces south to catch the
light of the Southern California sun.
It also faces the entrance of the park
and is in nearly constant view as
guests make their way down Main
Street. This is what Walt Disney
called a “Visual Weenie” — a sau-
sage at the end of a stick used to
attract the attention of stage dogs
during filming. He wanted the park
to have something beautiful and at-
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tractive to draw guests to the hub
and then into the park. In this single
example is seen the need for attrac-
tive elements within experiences, el-
ements that draw the user to the next
area or aspect of the experience.
These attractive elements are also
meant to drive the underlying story
and give the guest a sense of where
there is something interesting to see
or do. They create the possibility
for navigation without the need for
complex decision-making. Attractive,
well-designed, elements by definition
draw the attention of users to what
is interesting and possible. Attrac-
tive elements also make the user feel
good about their choice of experi-
ence and make them more tolerant
of any problems they may encounter
in the experience. Disneyland con-
nects very strongly with the emotional
state of guests. Digital experiences,
depending on their function, should
not emphasize the emotional at the
cost of other considerations, but to
ignore this aspect of an experience
will make it more difficult to attract,
engage and keep users over the long
term.

Fifty years of first ime and re-
peat visitors testing and evaluating a
single evolving experience design
seems to indicate that the “superior
experience” of Disneyland contains
principles worth identifying and
replicating. Creating experiences
using principles from this type of suc-
cess will not guarantee the quality of
an experience design but it is cer-
tainly a good place to start.

M Russell B. Williams
Assistant Professor

Digital Graphic Communications,
Department of

Communication Studies,

Hong Kong Baptrst University



Experience Design

Confessions of an Experience

he year 2005 will see the comple-

tion of the first phase of Hong
Kong Disneyland and the 50th an-
niversary of the opening of the origi-
nal Disneyland in Southern
California. Walt Disney did not in-
vent the modern amusement park,
or even the themed amusement park;
he brought organization and design
to the creation of the amusement park
experience. Disneyland is a signifi-
cant achievement for visual design,
information design, interaction
design, and communication design,
and it is a key precedent for the com-
bined discipline, which has rccently
been labeled “Experience Design.

Design Principles

Considering the factors that
make a Disneyland experience an
enjoyable and proven entity will lead
experience designers in other media
forms, such as digital and interactive
media, to some important design
principles. The design creation of
Disneyland combined lessons learned
from storytelling, animation, amuse-
ment parks, urban planning, model
railroading and architecture. The
practice of experience design is char-
acterized by this integration of pre-
viously isolated areas of interest.
Now, Disneyland informs the expe-
rience design process at a minimum
of three points: structural design, the

b .
Disneyland is a key precedent for
"Experience Design".

separation of experience, structure
and reality, and the use of emotional
design.

Structurally, the original design
of Disneyland incorporates a story
path to connect the various lands and
attractions and lead people through,
while also allowing the guests--the
Disney word for a client, customer
or user--to choose their own path
through the park. Information de-
signers can recognize the basic net-
work structure of the original itera-
tion of Disneyland as a hub and
spoke. There is a hub at the center
of the park from which pathways
extend into each of the five themed
areas, or lands. There is an implied
story in this non-linear design that
takes the guest from the Entrance
down Main Street, U.S.A. to the hub
and then through Adventureland to
Frontierland then Fantasyland and
finally Tomorrowland. Each land is
a self-contained area where attrac-
tions fit within the theme, but the
story connects the areas and unifies
the experience. The guest has the
power to choose their pathway once
they are at the hub, but the implied
structure exists for those who have a
limited interest in making naviga-
tional choices while they enjoy their
day. This basic structure has also
allowed the park to grow and de-
velop over time.

Story Structure

Providing a story structure with
interactive opportunity translates
quite easily to experiences in the digi-
tal realm. Creating an underlying
story in computer-based experiences
provides a simple navigational struc-
ture for novice users. The non-lin-
car attributes of the hub and spoke
also accommodates users with higher
levels of experience in the space and
varying degrees of interest in indi-
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"Everything | needed to know

vidualized way-finding.

Disneyland also teaches that
there needs to be a separation of the
experience from its internal structure
and operation, and from reality or
the world outside the borders of the
designed space of the experience.
This separation is absolutely neces-
sary to engage the guest in the total
experience.

One way to implement the
separation of the space inside the ex-
perience and outside the experience
is the creation of a single entrance
and exit. Most amusement areas de-
signed before Disneyland had mul-
tiple entry and exit points. They were
designed to fit on the available real
estate and draw potential customers
from every possible angle, not unlike
many web sites today. The single
entrance/exit of Disneyland makes
it possible to create and control the
experience of each user in the park.
Each guest steps inside the imaginary
and physical barrier between the real
world and Disneyland at the same
point and their transition from the
outside world to the inside world is
emphasized by moving down Main
Street to hub of the park and Sleep-
ing Beauty’s Castle.

A digital example of controlled
transition from the outside to the in-
side and the function of the single
entrance is the difference between a
Java, Shockwave or Flash-based web
experience and most other web site
designs. When a multiple media tech-
nology such as Java or Flash is used
to create a web experience then a
user has a single point of entry into
the information, tools, games, or com-
munity found there. Sites using this
type of technology bridge the out-
side and inside with an animation that
introduces the user to the experience
within the borders of the site, they
are drawn down Main Street to the
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1. AWAKENINGS : NEW APPROACHES TO COPYRIGHT
Industry drives to get tough on copyright theft are being matched by the rapid rise of new legal
instruments which encourage the remix culture. Technology of the Internet and digital technologies
have enabled people technically to remix material in a way which is having dramatic impact on
the way we understand and develop our culture. In response, the Creative Commons licence is
launched and yet to be encouraged in the legal system as well as the social sphere.
INTER MEDIA November 2004

2. BRINGING IT ALL BACK HOME
The next broadband frontier is the home, thanks to the rise of the high-speed Internet and the
growing popularity of Wi-Fi. Most of the hardware (and some of the standards) to make it
happen is already here, and home networking is seen by many analysts as the next step up the
broadband value chain.
TELECOM ASIA November 2004

3. TELEVISION ON DEMAND - DEFINING THE RIGHT PROGRAMMING MIX
As Television On Demand has evolved from transactional video-on-demand (VOD) offerings of
movies and special events to encompass subscription video-on-demand (SVOD) and "free-on-
demand" content, programming the on-demand platform has become a challenge..
TV ON DEMAND SUMMIT November 2004

4. BE INNOVATIVE ; DO NOT IMITATE
The challenge to differentiate a programme schedule or channel has never been more intense.
Across the region, maintaining reasonable audience share in the face of increased competition
is the number one priority for marketers, with the current challenge from the multi-channel
environment, and with digital homes prevailing in the very near future.
ASIA-PACIFIC BROADCASTING November 2004
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