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This book constitutes the refereed proceedings of
the 31st International Conference on Advanced
Information Systems Engineering, CAiSE 2019, held
in Rome, Italy, in June 2019. The 41 full papers
presented in this volume were carefully reviewed
and selected from 206 submissions. The book also
contains one invited talk in full paper length. The
papers were organized in topical sections named:
information system engineering; requirements and
modeling; data modeling and analysis; business
process modeling and engineering; information
system security; and learning and mining in
information systems. Abstracts on the CAiSE 2019
tutorials can be found in the back matter of the
volume.
This book presents state-of-the-art intelligent
methods and techniques for solving real-world
problems and offers a vision of future research.
Featuring 143 papers from the 4th Future
Technologies Conference, held in San Francisco,
USA, in 2019, it covers a wide range of important
topics, including, but not limited to, computing,
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electronics, artificial intelligence, robotics, security
and communications and their applications to the
real world. As such, it is an interesting, exciting and
inspiring read.
jian·Ao si ding wen ji shi you ao man yu pian jian nuo
sang jue si quan dao li zhi yu qing gan ai ma man si
fei er de zhuang yuan zu cheng.Zhei xie xiao shuo yi
qi li xing de guang mang zhao chu le gan shang,Ge
te xiao shuo de jiao rou zao zuo, shi zhi shi qu rong
shen zhi di, cong er wei ying guo 19 shi ji 30 nian dai
xian shi zhu yi xiao shuo gao chao de dao lai sao
qing le dao lu.
??????????????????C???????C?????????????????
??C ???????????????????????????????????
???????90?????·????????????????????,?2018?????
???????,???????.??????????,????????????????????
?????,?????.????????????,????????????????.?????
?????????,????????????????????????.
Traditional Chinese edition of Made to Stick: Why
Some Ideas Survive and Others Die, a Business
Week bestseller. An entertaining examination of why
some ideas stick to people's consciousness and
others don't.
Traditional Chinese edition of The life changing
magic of tidying up illustrated edition. It teaches how
to organize and clean, 108 KonMari (Kondo Marie)
techniques illustration book.
Expert guidance on the art and science of driving
secure behaviors Transformational Security
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Awareness empowers security leaders with the
information and resources they need to assemble
and deliver effective world-class security awareness
programs that drive secure behaviors and culture
change. When all other processes, controls, and
technologies fail, humans are your last line of
defense. But, how can you prepare them? Frustrated
with ineffective training paradigms, most security
leaders know that there must be a better way. A way
that engages users, shapes behaviors, and fosters
an organizational culture that encourages and
reinforces security-related values. The good news is
that there is hope. That’s what Transformational
Security Awareness is all about. Author Perry
Carpenter weaves together insights and best
practices from experts in communication,
persuasion, psychology, behavioral economics,
organizational culture management, employee
engagement, and storytelling to create a
multidisciplinary masterpiece that transcends
traditional security education and sets you on the
path to make a lasting impact in your organization.
Find out what you need to know about marketing,
communication, behavior science, and culture
management Overcome the knowledge-intentionbehavior gap Optimize your program to work with the
realities of human nature Use simulations, games,
surveys, and leverage new trends like escape rooms
to teach security awareness Put effective training
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together into a well-crafted campaign with
ambassadors Understand the keys to sustained
success and ongoing culture change Measure your
success and establish continuous improvements Do
you care more about what your employees know or
what they do? It's time to transform the way we think
about security awareness. If your organization is
stuck in a security awareness rut, using the same
ineffective strategies, materials, and information that
might check a compliance box but still leaves your
organization wide open to phishing, social
engineering, and security-related employee mistakes
and oversights, then you NEED this book.
??????:?·?????????????????????????????????????
?????????????????????????????????????????????
??????????????????????????????????
In this book are described the most powerful tools
available to craft a superior experience for your
customers and end users. These powerful and
flexible methods are collectively known as design
mapping methods. They can be used to optimize the
design of goods, services, architecture, spaces and
interactions and to plan business strategy. The
service sector makes up nearly 70% of most western
economies, yet many people are often frustrated by
their service experiences. Customers choose
products and services that deliver the best
experiences. Designing your customer
Better Learning Solutions Through Better Learning
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Experiences When training and development
initiatives treat learning as something that occurs as
a one-time event, the learner and the business
suffer. Using design thinking can help talent
development professionals ensure learning sticks to
drive improved performance. Design Thinking for
Training and Development offers a primer on design
thinking, a human-centered process and problemsolving methodology that focuses on involving users
of a solution in its design. For effective design
thinking, talent development professionals need to
go beyond the UX, the user experience, and
incorporate the LX, the learner experience. In this
how-to guide for applying design thinking tools and
techniques, Sharon Boller and Laura Fletcher share
how they adapted the traditional design thinking
process for training and development projects. Their
process involves steps to: • Get perspective. •
Refine the problem. • Ideate and prototype. • Iterate
(develop, test, pilot, and refine). • Implement. Design
thinking is about balancing the three forces on
training and development programs: learner wants
and needs, business needs, and constraints. Learn
how to get buy-in from skeptical stakeholders.
Discover why taking requests for training, gathering
the perspective of stakeholders and learners, and
crafting problem statements will uncover the true
issue at hand. Two in-depth case studies show how
the authors made design thinking work. Job aids and
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tools featured in this book include: • a strategy
blueprint to uncover what a stakeholder is trying to
solve • an empathy map to capture the learner’s
thoughts, actions, motivators, and challenges • an
experience map to better understand how the
learner performs. With its hands-on, use-it-today
approach, this book will get you started on your own
journey to applying design thinking.
This e-book brings together a collection of hands-on
Service Design-related activities. This collection was
assembled with a view to take students across the
process of designing a service, from the early stage
of exploratory research to the service blueprint
phase. Besides providing step-by-step instructions to
each activity, the e-book introduces students to a set
of digital templates specifically created to support
each of the activities described in the e-book.
??????????? ????50????????????????????
???????????????????????????1962-1976?
2016?????????????? ?????????????????????
???????????????
???????????????????????????????? ?????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
????????? ????????????????????????????????????
????????????????????? ???????????????1962-197
6????????????????????????????????????????????
??????????????1962?1976??????????????????????
?????????????????????????????????????????????
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?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
????????????????????????????????????? ????????
?????????????????????????????????????????????
?????????????????????1958????????????????????
?????????????????????? ???????????????????????
???1966??????????????????????????????????????
?????????????????????????????????????????????
???????????????????????? ?????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
????????????? 1968???????????????????????????
?????????????????????????????????????????????
??????? ??????????????????????????????????????
?????????????????????????????????????????????
??????????? ????????? ????????????????????????
??????????????????????????????????
????????Kirkus Reviews?
??????????????????????……???????????????
???????????New York Times Book Review?
?????????????????????????????????????????
??????????Wall Street Journal? ?????????????????
?????????????????????????????????????????????
?????? ???????The Guardian? ??????????????????
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????????????????????????????? ?????????The
Times? ??????????????????????????????……??????
?????????????????????????????????????????????
???? ????????????Sunday Times?
The 3 volume-set LNCS 10901, 10902 + 10903
constitutes the refereed proceedings of the 20th
International Conference on Human-Computer
Interaction, HCI 2018, which took place in Las
Vegas, Nevada, in July 2018. The total of 1171
papers and 160 posters included in the 30 HCII 2018
proceedings volumes was carefully reviewed and
selected from 4346 submissions. HCI 2018 includes
a total of 145 papers; they were organized in topical
sections named: Part I: HCI theories, methods and
tools; perception and psychological issues in HCI;
emotion and attention recognition; security, privacy
and ethics in HCI. Part II: HCI in medicine; HCI for
health and wellbeing; HCI in cultural heritage; HCI in
complex environments; mobile and wearable HCI.
Part III: input techniques and devices; speech-based
interfaces and chatbots; gesture, motion and eyetracking based interaction; games and gamification.
??????????????????????? ?????2018?????????
????????????????????????????????????
????????????Amazon?????????
?????TED??????????????????????? ?????????????
??????????????????????????????
??????????????????????????????? ????
???????????????????????
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???????????????????????????
??????????????????????????????????
??????????????????????????????
?????????????????? ???????????????????????? ??
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????? ???????????????????????????????
?????????????????????????????????????????????
?????????? ???????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
???????????????????????????????????????? ?????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????? ????????????
????????????????????????????? ??????????????
???????????? ?? ??????????????
??????????????PaGamO/BoniO????
?????????????????? ???????????????
????TEDxTaipei??????????? ?????? ?????????????
?????????????????????????????????????????????
???????????????? ?????????????????????????????
?????????????????????????????????????????????
???????????? ?????????????????????????????????
??????????????????????????????????? ??????????
?????????????????????????????????????????????
??????????????????? ??????????????????????????
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?????????????????????????????????????????????
?????????????????????????????????????????????
????……??TED?????????????????????????????????
????? ????????????????????????????????????????
?????……??????????????????????????????????????
?????????????????????????? ???????????????????
????????????????????????????????????????????T
ED ????????????????????????????????Nature?
???? ?????? Hans Rosling ??????????????????????
??????????????WHO???????????UNICEF????????
?????????????????????WEF???????????
2005??????????????????????????Gapminder Foun
dation????????????????????????????????????????
?????????????????????TED????????????3,500???
?????????????????????????????????????????????
?????????Fast Company??????????? ????????????
?????????????????????????????????????????????
?????????????????????????
2017??????????????????????? ?????? Ola
Rosling??????? Anna Rosling Rönnlund ??????????
??????????????????????2010???????????????????
???Trendalyzer?Google?????????Google?????????
????????????????????????????????????? ???? ???
?????????????????????????????????????????????
?????????????????????????????????????????????
????????????????????????????????????????? ??
???? ? ? ??????????? Chapter 1 ??????? ??????
??????????????? ?????????? ???????? ???????????
?????????????? ?????? ????????????? Chapter 2
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??????? ????? ???????????????? ?????????
???????? ?????????? ?????? ?????????????
????????? Chapter 3 ??????? ???????????
??????????????????? ?????? ????????
????????????? ?????????????? Chapter 4 ???????
?????? ???????? ?????? ?????????????????
?????4000???? ?????? ??? ??? ??????? Chapter 5
??????? ????????? ?????? ????????????? ?80/20??
????? ?????? Chapter 6 ??????? ????? ??????
????? ???????? ??????? Chapter 7 ??????? ??????
?????? ??????? ????????????? ??????? Chapter 8
???????? ???????? ??????? ???????? ??????
??????????? Chapter 9 ??????? ?????? ??????
????? ??????? ????????? Chapter 10 ???????
?????? ?????? ???????????? ????????????????
Chapter 11 ????????? ?????????????? ??????????
????? ? ? ? ? ? ?
???PMBOK??(?5?)?????,???PMBOK??(?5?)????,??
?47????????????????????????,?????.????????????
?,??????,??????,???????.
Increasingly, across the system, people are talking
about knowledge and curriculum. In this timely new
book, Mary Myatt is at her brilliant best as she
passionately argues that the solutions to overcoming
achievement barriers lie in understanding the
curriculum and in what children and meant to know.
In order to reach coherence on the curriculum, it's
going to require teachers in schools to engage in the
conversation; it's a journey we need to share if we're
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going to deliver a curriculum we understand and
believe in. In a series of crystal clear chapters, Mary
guides teachers and school leaders through one of
the most important debates in education.
Customers who have inconsistent experiences with
products and services are understandably frustrated.
But it's worse for companies that can't pinpoint these
problems because they're too focused on business
processes. This updated book shows your company
how to use alignment diagrams to turn valuable
customer observations into actionable insight. You'll
learn how this unique tool helps you visually map
your existing customer experience and envision
future solutions. Product and brand managers,
marketing specialists, and business owners will
discover how experience diagramming can help
determine where business goals and customer
perspectives intersect. Once you're armed with this
data, you can provide users with real value.
This book constitutes the refereed proceedings of
the First International Conference on Artificial
Intelligence in HCI, AI-HCI 2020, held as part of the
22nd International Conference on Human-Computer
Interaction, HCII 2020, in July 2020. The conference
was planned to be held in Copenhagen, Denmark,
but had to change to a virtual conference mode due
to the COVID-19 pandemic. The conference
presents results from academic and industrial
research, as well as industrial experiences, on the
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use of Artificial Intelligence technologies to enhance
Human-Computer Interaction. From a total of 6326
submissions, a total of 1439 papers and 238 posters
has been accepted for publication in the HCII 2020
proceedings. The 30 papers presented in this
volume were organized in topical sections as follows:
Human-Centered AI; and AI Applications in HCI.pical
sections as follows: Human-Centered AI; and AI
Applications in HCI.
Customers who have inconsistent experiences with
products and services are understandably frustrated.
But it's worse for organizations that can't pinpoint the
causes of these problems because they're too
focused on processes. This updated book shows
your team how to use alignment diagrams to turn
valuable customer observations into actionable
insight. With this powerful technique, you can
visually map existing customer experience and
envision future solutions. Designers, product and
brand managers, marketing specialists, and
business owners will discover how experience
diagramming helps you determine where business
goals and customer perspectives intersect. Armed
with this insight, you can provide the people you
serve with real value. Mapping experiences isn't just
about product and service design; it's about
understanding the human condition. Emphasize
recent changes in business using the latest mapping
techniques Create diagrams that account for
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multichannel experiences as well as ecosystem
design Understand how facilitation is increasingly
becoming part of mapping efforts, shifting the focus
from a deliverable to actionability Explore ways to
apply mapping of all kinds to noncommercial
settings, such as helping victims of domestic
violence
This book reports on interdisciplinary research and
practices in communication, interior, fashion and
product design, highlighting strategies for
systematizing the design approach in a global, digital
world. It gathers a selection of chapters written by
the authors of the best articles presented at the 7th
EIMAD conference, held online on May 14–15, 2020,
from Portugal. The works were chosen for their
particular link to contemporary concerns in terms of
identity, health and well-being, social inclusion,
sustainability, education and environment and,
among others. They cover and bridges between
important aspects of design education, research and
practice, as well as creativity and emerging
technology, offering a timely perspective and a
source of inspiration to researchers, professionals
and educators in design, product development and
related fields.
?????????:??????;???????;??????
Creating tours, school programs, and other
interpretive activities at historic house museums are
among the most effective ways to engage the public
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in the history of their community and yet many
organizations fail to achieve their potential. This
guide describes the essential elements of successful
interpretation: content, audience, and methods.
???????????????????????????
???????????????????????????
????????????????????? ???????????????????
????????????????????
???????????????????????????????????????
??????????????????????? ??????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
??????????????????? ??????????????????????????
?????????????????????????????????????????????
?????????????????????????NHK ???BBC ????????
?????????????????????????????www.JusticeHarvar
d.org?????????????????????????? ??????????????
?????????????????????????????????????????????
???????????????????????????????????????????? ?
?????????????????????????????????????????????
????????????????????????????????????????
?????? ????????????? ??????? ??????????????
???????????????????????? ?????????????????? ?
????? ?????????????? ?????? ???????????????
??????????? ????????????????? ?????????? ??????
????????????????????????????????
????????????????????????????????? ????????????
?……??????????????????????????????????????????
???????????????????????
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?????????????????????????????????????????? ???
?????????????????????????????????????????????
?????????????????????? ???????????????????????
?????????????????????????????????????????????
?????????????????????????????????? ???????????
??????????????????????????……?????????????????
?????????????????????? ???????????????????????
??????????????????????……?????????????——??????
?????????????????????????????????????????????
???????????????????????????????? ????
???????Michael J. Sandel?
?????????????????????????????1980 ???????????
?????????????????????????????????????????????
????????????????????????27 ?????????????????
?????????????????????????????????????????
???????????????????? ?????????????????????????
?????????????????????????????????????????????
?????????????????????????2009 ??BBC
???????????????? ?????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????? ???? ??? ???????????????
?????????????????????????????????????????????
????33??????????? ????????????????????????????
?????????????????????????????????????????????
??? ?? ??? ???????????????????? ??? ???
???????????????????????? ??? ???
??????????????????????? ??? ???
?????????????????? ?? ??? ????????????? ??? ???
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????????????????????? ??? ??? ???????????????
??? ???????? ?????????????????????? ??? ?1. ????
?????????????????????????????—???????????????
?????????????????????????????????????????????
???????????????????????????? ? 2. ??????????? ?
?????????????????????????????????????????????
????????????????????????????????????????? ? 3.
???????????????????? ??????????????????•??????
?????????????????????????????????????????????
?????????????????????????????????????????????
???????????????????????? ? 4. ?????????? ??????
?????????????????????????????????????????????
??????????????????????????????????????? ? 5.
????????? ????????????????????????????????????
?????????????????????????????????????????????
? ? 6. ????????? ??????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????? ? 7. ?????? ????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????? ? 8. ???????????? ??????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
? ? 9. ????????????????? ??????????????????????
????????????????????????????? ? 10. ????? ?????
??????????????????????????????????????? ?? ??
??????????? ????????????????????
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????????????????? ????????? ????????????
??????????????????? ??????????????????
????????????????????????? ??????????????
??????????????? ??????????????????????????????
?????????????????????????????????????????????
?????????????? ???????????????????????????????
?????????????????????????????????????????????
????????????????????????????????…… ???????????
?????????????????????????????????????????????
???????????????????????????????????? ?????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?? ?????? ??J.K.??????? I Love It!
????????????????????????? ????????????????????
?????????????????????????????????????????????
?????????????????????? ???????????????????????
?????????????Mary Renault?????????????????????
?????????????????? ??????????????????? ???????
?????????????????????????????????????????????
?????????????????????? ?
??????????????????????Helen Simonson??? ?????
????????????????????????????????????????????
??????????Donna Tartt??? ?????????????????????
?????????????????????????????????????????????
???????????????????????? ????????????THE
LOST BOOKS OF THE
ODYSSEY??????????Zachary Mason??? ?????????
?????????????????????????????????????????????
?????????????????????????????????????????????
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???????? ?????????????Joanna Trollope????
????????????????????????????????????? ??????
????????????? ?????PChome Online ????
???????????? ??????????????????????
??????????????? ????????????
?????????????????? ?????? ?2012???????????????
?????????????????????????????????????????????
?????????????????????????????????????????????
?? ??Vogue?? ????????????????????????? ??USA
Today ?????????????????????????????? ?????? ??
?????????????????????????????????????????????
??????????????????????? ??????? ??????????????
?????????????????????????????????????????????
?????????????????????????????????????
???????????????? ?????????????????? ???????? ??
?????????????????????????????????????????????
??????????????????????????????????? ??????? ??
?????????????????????????????????????????????
????????????????????????????????????????????
??O magazine ????????????????????????????????
?????????????????????????????????????????????
?????? ??????? ???????????????????????????????
???????????????????????????????????
????????????? ????????????????????????????????
??????????????????????????????????
???????2012???????????
????????????????????????????????Mary Renault??
????????????????????????????????????
??????????? ??????????????????????????????????
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?????????????? ??????? ???????????????????????
?????????????????????????????????????????????
????????? ???????????????????????Catherine
Conybeare? ??????????????????????????????????
???????????? ????? ???????????????????????????
?????????????????????????????????????????????
??????????????? ???? ???????????????Mary Renau
lt??????????????????????????????????????
??????????
??????????????????????????????????????????
?????? ?????? ????????????????????????????????
?????????????????????????????????????????????
???????????? ?????jrue ????????????????????????
???????????????BL????????????????????
???????? ?????????????????????????????????????
???????????????? ?????????? ??????????????????
?????????????????????????????????????????
??????? ??????????????????????????????????????
????????????????????????????????? ??????? ????
?????????????????????????????????????????????
??????????????? ?????MRT ????????????????????
????????????????????????????????……???????????
??????? ?????elish ????????????????????????????
?????????????????????????????????????? ???????
?????????????????????????????????????????????
?????????????? ??????? ???????????????????????
??????????????????????????????????????????
?????MRW ???????????????????????????????????
????????????????????????? ?????vernier ????????
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????????????????????????????????????????????
??????? ??????????????????????????????????????
?????????????????? ??????? ???????????????????
?????????????????????????????????????????????
?? ??????? ???????????????????????????????????
???????????????????????????????????
?????Astraes ?????????????????????????????????
??????????????????? ??????? ??????????????????
?????????????????????????????????????????????
?? ??????? ???????????????????????????????????
??????????????????????????????????? ??????? ??
?????????????????????????????????????????????
???????????????????? ?????Heero ??????????????
??????????????????????????????……?????????????
?????? ???????? ??????????????????????????????
?????????????????????????? ?????Enzozach
This book presents the proceedings of the 20th
Congress of the International Ergonomics
Association (IEA 2018), held on August 26-30, 2018,
in Florence, Italy. By highlighting the latest theories
and models, as well as cutting-edge technologies
and applications, and by combining findings from a
range of disciplines including engineering, design,
robotics, healthcare, management, computer
science, human biology and behavioral science, it
provides researchers and practitioners alike with a
comprehensive, timely guide on human factors and
ergonomics. It also offers an excellent source of
innovative ideas to stimulate future discussions and
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developments aimed at applying knowledge and
techniques to optimize system performance, while at
the same time promoting the health, safety and
wellbeing of individuals. The proceedings include
papers from researchers and practitioners, scientists
and physicians, institutional leaders, managers and
policy makers that contribute to constructing the
Human Factors and Ergonomics approach across a
variety of methodologies, domains and productive
sectors. This volume includes papers addressing the
following topics: Ergonomics in Design, Activity
Theories for Work Analysis and Design, and
Affective Design.
This unique book comprehensively presents the
current state of knowledge, theoretical and practical
alike, in the field of business-to-business (B2B)
marketing. More than 30 of the best and most
recognized B2B marketers address the most
relevant theoretical foundations, concepts, tried and
tested approaches and models from entrepreneurial
practice. Many of those concepts are published for
the first time ever in this book. The book not only
builds on the existing classic literature for industrial
goods marketing but also – and much more
importantly – finally closes the gap towards the
rapidly growing ecosystem of modern B2B marketing
terms, instruments, products, and topics. Technical
terms such as Account-Based Marketing, Buyer
Journey, ChatBots, Content AI, Marketing
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Automation, Marketing Canvas, Social Selling,
Touchpoint Sensitivity Analysis, and Predictive
Intelligence are explained and examined in detail,
especially in terms of their applicability and
implementation. The book as a whole reflects the
B2B marketing journey so that the readers can
directly connect the content to their own experience
and use the book as a guide in their day-to-day work
for years to come.
A good product roadmap is one of the most
important and influential documents an organization
can develop, publish, and continuously update. In
fact, this one document can steer an entire
organization when it comes to delivering on
company strategy. This practical guide teaches you
how to create an effective product roadmap, and
demonstrates how to use the roadmap to align
stakeholders and prioritize ideas and requests. With
it, you’ll learn to communicate how your products
will make your customers and organization
successful. Whether you're a product manager,
product owner, business analyst, program manager,
project manager, scrum master, lead developer,
designer, development manager, entrepreneur, or
business owner, this book will show you how to:
Articulate an inspiring vision and goals for your
product Prioritize ruthlessly and scientifically Protect
against pursuing seemingly good ideas without
evaluation and prioritization Ensure alignment with
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stakeholders Inspire loyalty and over-delivery from
your team Get your sales team working with you
instead of against you Bring a user and buyer-centric
approach to planning and decision-making Anticipate
opportunities and stay ahead of the game Publish a
comprehensive roadmap without overcommitting
This book constitutes the refereed proceedings of
the 9th International Conference on Design, User
Experience, and Usability, DUXU 2020, held as part
of the 22nd International Conference on HumanComputer Interaction, HCII 2020, in Copenhagen,
Denmark, in July 2020. The conference was held
virtually due to the COVID-19 pandemic. From a
total of 6326 submissions, a total of 1439 papers and
238 posters has been accepted for publication in the
HCII 2020 proceedings. The 40 papers included in
this volume were organized in topical sections on UX
design methods, tools and guidelines, interaction
design and information visualization, and emotional
design.
?????????????? ?????????????30?? ????????? ???
?????????????????????????????????????????????
?????????????????????????????????????????????
???? ?????????????????????????????????????????
?????????????????????????????????????????????
???????????? ?????????????????????????????????
?????????????????????????????????????????????
????????????…… ???????????????????????????????
?????????????????????????????????????????????
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If you want to create products and services that
provide real value, you should first identify
touchpoints--areas where business and customer
needs intersect. This practical book shows you how.
Using various mapping techniques from UX design,
you'll learn how to turn customer observations into
actionable insight for product design. Author Jim
Kalbach, Principal UX Designer with Citrix,
introduces you to the principles behind alignment
diagrams--a class of deliverable also known as
experience mapping--using several examples. You'll
learn how to visually map your existing customer
experience, based on user research, and
demonstrate how and where customer perspectives
intersect with business goals. Using alignment
diagrams, you'll not only be able to orchestrate
business-customer touchpoints, but also gain
stakeholder support for a product or service that
provides value to both your business and your
customers. This book is ideal for product managers,
marketers, customer experience professionals, and
designers.
?????????????????John Truby??????????,
???22???????, ????????????????, ???????????????, ??,
?????, ????, ???????.
????????:???????;????????;????????;????;????????;???
?;??;?????
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Mr. and Mrs. Mallard proudly return to their home in the
Boston Public Garden with their eight offspring.
This conference proceeding LNCS 12203 constitutes the
refereed proceedings of the 12th International
Conference on Cross-Cultural Design, CCD 2020, held
as part of HCI International 2020 in Copenhagen,
Denmark in July 2020. The conference was held virtually
due to the corona pandemic. The total of 1439 papers
and 238 posters included in the 40 HCII 2020
proceedings volumes was carefully reviewed and
selected from 6326 submissions. The regular papers of
DAPI 2020, Distributed, Ambient and Pervasive
Interactions, presented in this volume were organized in
topical sections named: Design Approaches, Methods
and Tools, Smart Cities and Landscapes, Well-being,
Learning and Culture in Intelligent Environments and
much more.
How can you establish a customer-centric culture in an
organization? This is the first comprehensive book on
how to actually do service design to improve the quality
and the interaction between service providers and
customers. You’ll learn specific facilitation guidelines on
how to run workshops, perform all of the main service
design methods, implement concepts in reality, and
embed service design successfully in an organization.
Great customer experience needs a common language
across disciplines to break down silos within an
organization. This book provides a consistent model for
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and offers hands-on descriptions of
every single step, tool, and method used. You’ll be able
to focus on your customers and iteratively improve their
experience. Move from theory to practice and build
sustainable business success.
This book frames business analysis in the context of
digital technologies. It introduces modern business
analysis techniques, including a selection of those in the
Business Analysis Body of Knowledge (BABOK) by the
International Institute of Business Analysis (IIBA), and
exemplifies them by means of digital technologies
applied to solve problems or exploit new business
opportunities. It also includes in-depth case studies in
which business problems and opportunities, drawn from
real-world scenarios, are mapped to digital solutions.
The work is summarized in seven guiding principles that
should be followed by every business analyst. This book
is intended mainly for students in business informatics
and related areas, and for professionals who want to
acquire a solid background for their daily work. It is
suitable both for courses and for self-study. Additional
teaching materials such as lecture videos, slides,
question bank, exams, and seminar materials are
accessible on the companion web-page.
???????2011????? ???????????
????????????????????? ???????????????…… ??????????
?????????????????????????????????????????????????
?????????????????????????????????????????????????
?????? ??????????????????????????????????????????
???????????????????????????????????? ???????????
????????????????? ???????????????????????????????
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