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1. INTRODUCTION TO THE TOLERANCE PROJECT DESIGN STUDIO 

The Smithsonian Institution’s National Portrait Gallery (NPG) plans to host a summer-long event called 

“The Tolerance Project” in the Washington D.C. area in 2013. The goal of this project is to commemorate 

the 50th Anniversary of Dr. Martin Luther King’s “March on Washington” and his famous “I Have a Dream” 

speech. The “One Life: Martin Luther King” Exhibit will take place along with the Tolerance Project. The 

administrators of NPG came to Auburn University’s design department, seeking innovative and durable 

ideas for the Tolerance Project. The directors of NPG also hope that the Tolerance Project can be 

successful enough to increase the publicity of NPG bringing more traffic from the National Mall area. 

2. THE DESIGN CHALLENGES 

Before the beginning of this design project, one initial idea was roughly proposed at the first meeting 

between the leading professors and the NPG representatives. This idea suggested the use of color-coded 

wristbands for the venue of this Tolerance Project. Upon entering NPG, the visitor will be handed an 

envelope. In that envelope will be a wristband that is one of two colors, perhaps green or orange. If the 

visitor received a green wristband, he or she will have all the privileges of the gallery. If the visitor 

received an orange wristband, he or she will not.  Orange wristband visitors will be restricted from certain 

bathroom stalls and water fountains, and have limited access to the exhibits. This idea sounded 

promising to us because it provides the chance for the participants to experience the feeling of injustice. 

However, the curator of NPG didn’t feel comfortable about this idea because she didn’t want any NPG 

visitor to encounter an unpleasant experience during his/her visit at the NPG. The feedback from the 

curator rejected our first design proposal and pushed us to explore more facts of tolerance and potential 

design solutions.  

 

Following our initial meeting with the NPG curator, the design studio class was brought to the Civil Rights 

Memorial Center in Montgomery, Alabama, for a better understanding of the feelings of justice and 

tolerance. At this Memorial Center, the stories of Civil Rights Movement back to 1960s were introduced to 

the students. Consequently, students developed a better understanding of the consequences of injustice 

or intolerance in our daily lives. To ascertain a more complete idea of how much understanding a person 

has about the meaning and feeling of tolerance and how they define the term, informal surveys were 

distributed to other visitors at the Memorial Center as well as students’ friends and family members. The 

survey results revealed interesting evidence that the survey participants who are younger than 30 years 

old have no association between the idea of tolerance and the Civil Rights Movement in 1960s. Some of 
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them mentioned the problems of modern tolerance, such as school bullying, gender or racial 

discrimination. The results indicate that most survey participants are willing to learn about the facts of the 

Civil Rights Movement and other stories of modern injustice or intolerance if the information is delivered in 

a fun way.  

 

After completing our investigation through the Civil Rights Memorial Center in Montgomery, the students 

and professors decided to expand to the environment in which the project will be displayed. To better 

understand the limits and resources we might have for the Tolerance Project, a field observation was 

conducted at the National Portrait Gallery in Washington D.C. We interviewed the curators, exhibition 

designers and some staff members, who all mentioned that educating visitors is the most important goal 

to the NPG.  Taking all the suggestions collected from surveys and interviews into consideration, we 

decided that the design of the Tolerance Project has to be educational, entertaining, and effective at the 

same time. These three optimal objectives led us to two major design challenges:  

 How to raise participants’ awareness of tolerance while engaging them in the Tolerance Project? 

 How to teach tolerance so that the learning will be effective? 

 

To rise to these challenges, the professors and students launched a series of design exploration and 

experimentation to ensure our final design solutions would be relevant and effective. 

3. THE USE OF SERVICE DESIGN THINKING 

With the understanding that our design outcomes should not be limited to the creation of physical 

products only, the professors sought for an ideal design method to help students tackle both tangible and 

intangible design solutions with a focus on designing for the public.  

 

Through intensive searches and many discussions between the two leading professors, we found that the 

service design methodologies may help us achieve our design goals because their approach involves not 

just the creation of artifacts but also the considerations of communication, environment and user 

behaviors. Stickdorn and Schneider (2011) in the book This is Service Design Thinking lay out five 

principles for Service Design Thinking: 1. User-Centered, 2. Co-Creative, 3. Sequencing, 4. Evidencing, 

and 5. Holistic. Service Design Thinking allows services to be experienced through the eyes of the 

customer, and hence it is user-centered. Service Design Thinking also invites all stakeholders to explore 

needs and new processes for a service design project, and hence it is co-creative. Sequencing focuses 

on how the rhythm of the service impacts the mood of the customer. Evidencing is something we don't 

commonly think of with services, but a good service design will make customers aware of intangible, 

sometimes "behind the scenes" services. Holistically, Service Design Thinking keeps the mood and 

feelings of the customer in mind throughout the service journey (Stickdorn & Schneider, 2011). Several 

research studies have revealed the evidence that service design is an activity that suggests behavioral 

patterns to the actors interacting in the service, providing a higher level of freedom to the customers’ 

behavior. With the needs of customers or participants in the center of the design consideration, the 

design solution will continue improving the quality of a service and the interaction between service 

provider and customers, making it user-friendly, competitive and relevant to the customers (Hollins & 

Hollins, 1991; Normann, 2001; Morelli, 2002).  



IDSA 2013 EDUCATION SYMPOSIUM                
August 21, 2013 - Chicago 

 

 

3 

Because the backbone of the Service Design process is to understand the customers’ behavior, needs 

and motivations, Service Design requires methods and tools to control specific design elements, such as 

the time spent and the interaction between actors. Morelli (2006) proposes three main phases for 

applying Service Design methodologies into a service design project:  

 Phase One: Identification of the actors involved in the definition of the service, using appropriate 
analytical tools. 

 Phase Two: Definition of possible service scenarios, verifying use cases, sequences of actions and 
actors’ role. 

 Phase Three: Representation of the service, using techniques that illustrate all the components of the 
service, including physical elements, interactions, logical links and temporal sequences. 

 

By following Morelli’s suggestions, we went through an iterative design process with different types of 

Service Design methodologies. The following paragraphs illustrate the objective of each design phase 

and the design methods used for achieving our goals: 

 

1. Understanding the culture and the goals of the NPG and the nature of the Tolerance Project:  A 

field observation was conducted in the National Portrait Gallery to better know both the interior and 

exterior environments of the NPG. An interview with the curator who will be in charge of the Tolerance 

Project helped us see the whole picture of the plan for the “One Live: Martin Luther King” Exhibit, and the 

NPG’s expectations of the Tolerance Project (Figure 1).  

 

 
Figure 1: Field observation in the National Portrait Gallery, Washington, D.C., and interview with the leading curator of the NPG. 

 

Some interviews with staff members and the visitors at the NPG were held to gather customer insights 

and design inspirations. We learned that the visitors are always expecting a considerable variety of 

activities while the NPG leans towards activities that are more static and education-oriented.  

 

2. Identifying the major factors of this design project: Many service design professionals have 

believed that central to designing services is understanding the value and the nature of the relationships 

between people and other people, between people and things, between people and organizations, and 

between organizations of different kinds (Morelli, 2002; Sangiorgi & Clark, 2004; Pinhanez, 2009.) Hence, 

it is very important for the designers to identify the major factors in a service design project. We identified 

the roles of the Tolerance Project participants, the role played by the NPG, the role of all the 

stakeholders, and our role as service designers. Some potential touchpoints between the participants and 

the NPG, and the service evidence (tangible artifacts) for pre-service, in-service, or post-service period 

were also designated through intensive brainstorming exercises. The brainstorming results led us to the 

outline of the Tolerance Project Blueprint, which was the focus of the next phase of design development. 
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3. Visualizing the findings and underlying the structure of the intangible services: After exploring 

many design possibilities, we tried to understand how all the "touchpoints" added up, how the customer's 

senses react to the physical environment, and how the design considerations will be cared for before, in 

or after the service period. The service blueprinting technique was utilized to help us visualize the whole 

picture of the Tolerance Project. Part of the structure of the Tolerance Project Blueprint is displayed in 

Figure 2. 

 

 
Figure 2: Layers of interaction in the Tolerance Project Blueprint. 

 

The Tolerance Project Blueprint describes all the activities for designing and managing the Tolerance 

Project, including schedules (e.g. pre-service, in-service, post-service), project plans (e.g. visual identity 

design, games, events, etc.), detailed representations or design plans, and service platforms (e.g. on-line, 

in-store, etc.). It built a solid foundation for the following design development processes and served as a 

guideline for future project implementation. 

4. ADOPTING THE THEORY OF MULTIPLE INTELLIGENCES TO TEACHING TOLERANCE 

The first section of design exploration was very productive, bringing many imaginative ideas about how to 

raise participants’ awareness of tolerance and engage them in the Tolerance Project. However, we 

needed to ensure that the information would be delivered to the participants effectively and in a 

pleasurable way. Knowing that our targeted audiences are from different backgrounds, we decided to find 

a versatile teaching strategy that will meet different learning styles and needs. 

 

Learning styles are collections of personal characteristics, strengths, and preferences, describing how 

individuals acquire, store, and process information. Learning style factors include information processing 

modes, environmental and instructional preferences, cognitive capabilities, and personality features. 

Individuals may demonstrate a balance among the dimensions of a learning style, or they may show 

strengths and weaknesses only (Anderson & Adams, 1992). To meet the special needs of students with 

either special gifts or learning disabilities, many educators and schools have applied Howard Gardner’s 

Theory of Multiple Intelligences to their classroom teaching and even curriculum planning (Davis, 

Christodoulou, Seider & Gardner, 2011). Silver, Strong, and Perini (2000) believe that one of the greatest 

challenges faced by every school and every educator is encouraging and accommodating a full range of 

student diversity while simultaneously promoting a uniformly high level of academic achievement for all 

students, and the best means of rising to this challenge is to integrate Gardner's multiple intelligences 

theories into a school’s curriculum plan. 
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Our research findings led us to adopt the Theory of Multiple Intelligences for teaching tolerance because 

it provides constructive suggestions for educating people from different backgrounds with different 

learning styles. The Theory of Multiple Intelligences was proposed by Howard Gardner, originally in his 

1983 book, republished in 2011 and referenced here, Frames of Mind: The Theory of Multiple 

Intelligences as a model of intelligence that differentiates intelligence into specific (primarily sensory) 

"modalities," rather than seeing it as dominated by a single general ability. This theory represents a 

definition of human nature from a cognitive perspective, ie, how we perceive and how we are aware of 

things. This provides a pivotal and inescapable indication as to people's preferred learning styles, as well 

as their behavioral and working styles. The type of intelligence that a person possesses indicates not only 

a person’s capabilities, but also the manner or method in which they prefer to learn and develop their 

strengths (Gardner, 2011). The following grid diagram illustrates Howard Gardner's model of the seven 

Multiple Intelligences and suggested ideas for applying the underpinning theories to optimize learning, to 

design accelerated learning methods, and to assess learning suitability and effectiveness (Figure 3). 

 

 
Figure 3: The tasks/ activities and learning style clues suggested by Gardner for designing accelerated learning methods. 

 

Inspired by Gardner’s suggestions of tasks, activities and learning style clues for meeting learners’ 

diverse needs, we developed the ideas of the activities that need to be incorporated into the Tolerance 

Project. These activities utilize multimedia to present both the facts and stories of tolerance. Project 

participants will be exposed to a wide variety of media such as text, audio, still images, video, or 

interactivity content forms. These media will also promote the activities of logic thinking, way finding, body 

movement, human contact, communication, teamwork, and even self-reflection. Therefore, we are very 

confident that these ideas are suitable for all types of participants because they consist of the activities for 

people with different preferred learning styles. Based on these activities, we proposed design ideas to the 

NPG, detailed in the next section with examples. 

5. THE FINAL DESIGN PROPOSALS FOR THE TOLERANCE PROJECT  

Putting together all the research results, consumer insights, design strategies and ideas, we proposed 

five major touchpoints and the service period structure for each touchpoint. The five touchpoints are 

1.Visual Identity (V.I.), 2.Scavenger Hunt, 3.APP, 4.Projection, and 5.Website; the three periods are pre-

service, in-service, and post-service. The diagram below illustrates these five touchpoints and their 

relationship with each service period (Figure 4).   

 

http://en.wikipedia.org/wiki/Writing
http://en.wikipedia.org/wiki/Sound
http://en.wikipedia.org/wiki/Image
http://en.wikipedia.org/wiki/Footage
http://en.wikipedia.org/wiki/Interactivity
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Figure 4: The five major touchpoints and the service period(s) where each touchpoint should take place for the Tolerance Project. 
 
The design intentions of each touchpoint are described as follows: 
 
Visual Identity (V.I.): We use the Lincoln Memorial Reflecting Pool and the Washington Monument as a 

visual and spiritual representative of the “Tolerance Project” in 2013, so that this logo will become a 

reminiscence of the “March on Washington” in 1963. Some poster and banner ideas proposed also reflect 

the serious nature of this project and enhance its visibility The V.I. elements are applied to the design of 

gift shop items, event prizes, educational kits, and other touchpoint materials, reflecting the concept of 

portraying tolerance while promoting this event in many different ways. The logo, poster, banner design 

and some examples of gift shop items are shown in Figure 5.  

 

   
Figure 5: The logo, poster and banner of the Tolerance Project, and some examples of gift shop items. 

 

Scavenger Hunt: The goal of the Scavenger Hunt is to engage project participants through the activities 

of tolerance fact and story finding, space exploration, data collection, teamwork, and so on. A pamphlet 

with nine or more tasks will be given to the participants at the entrance of the NPG, so that the 

participants can collect stickers of tolerance facts while exploring the galleries in the NPG. The intention 

for participants to finish this game promotes the participants to experience not just the tolerance stories 

but also the whole National Portrait Gallery, effectively increasing NPG’s publicity and bring it more traffic. 

After completing all the tasks, the participants will receive a free gift from the gift shop of the NPG to 

remember this Tolerance Project. The figure below shows the cover and the inside design of this 

pamphlet (Figure 6).  

 

 
Figure 6: The cover and the inside design of the Scavenger Hunt Pamphlet. 

 
Projection: The goal of the Projection for the Tolerance Project is to attract more public attention. The 

idea is to reach out to as many individuals as possible through project promotion and material collection 

processes. The “Call for Entries” information will be posted on personal blogs, NPG’s website, Tolerance 
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Project website, and even mass transportation systems. NPG will have the chance to interact with the 

content contributors through material selection process, and the contents will be projected to the walls of 

NPG on N street and 7
th
 street all day during the Tolerance Project. This Projection project will bring many 

benefits to the NPG, including opening NPG to the public, attracting attention both nationally and 

internationally, increasing NPG’s publicity, establishing sponsorship and advertising levels, and providing 

future exhibit opportunities. Some promotion ideas for this Projection event are shown in the figure below 

(Figure 7). 

 

 
Figure 7: “Call for Entries” for the Tolerance Project Projection on a blog, website and bus. 

 

APP: The Tolerance Project APP features four major functions: Audio Tour, Games (Scavenger Hunt and 

Trivia), Map, and What’s New. Project participants can use their smart phones as a communication 

platform to participate in this project. The audio tours are available for all the galleries in NPG; the 

Scavenger Hunt is from the same as the game mentioned before except that it is presented in digital 

format; the Trivia game is a virtual video game that is tied to some Civil Rights Movement stories back to 

the 60s; the Map provides the digital layout of the NPG and information about the exhibit in each gallery; 

and the What’s New button will lead APP users to the most updated information of the Tolerance Project. 

Some examples of the APP screens are shown as follows (Figure 8). 

 

    
Figure 8: Examples of the Tolerance Project APP screens. 

 

Website: The Tolerance Project website serves as an information hub for this project, featuring a detailed 

project statement (ABOUT), upcoming event information (EVENTS), and digital contents of  “One Life: 

Martin Luther King” Exhibit or other Tolerance Project-related exhibits (GALLERY), real-time updates of 

the Projection contents and contest information (PROJECTION), and the digital catalogue of the gift shop 

items (GIFT SHOP). Everyone can find information about the Tolerance Project in Summer 2013 from this 

website and use it as a communication platform to interact with others or NPG personnel. The web pages 

are displayed in Figure 9. 
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Figure 9: The web pages of the Tolerance Project website. 

 

These ideas have been presented to the administrators of the NPG and delivered further to the 
Smithsonian Board of Trustees. We believe that our ideas will achieve the following three goals: 

1. Expand the Tolerance Project from beyond the confines of the NPG’s walls. 

2. Engage the guests and participants in a holistic way. 

3. Bring more traffic to the National Portrait Gallery. 

 

Much positive feedback and compliments have been given to these design solutions and the students 

who participated in this project. National Portrait Gallery has decided to implement these ideas into the 

upcoming Tolerance Project in the summer of 2013.     

6. CONCLUSION 

Because the NPG has not yet implemented our design proposals and will not until the summer of 2013, 

we are not able to validate our design solutions for the Tolerance Project at this time. However, this 

project brings a valuable and realistic opportunity for us to explore different design methods, to examine 

our knowledge of information collection and analysis, and to collaborate with students from different 

design fields while meeting the experiential goals of the Tolerance Project. The learning experiences 

gained from this project will equip students with the abilities to tackle both tangible and intangible product 

design while enhancing their abilities to work with people from different backgrounds, also promoting the 

idea of tolerance far beyond the original scope of this project.  
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