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ABOUT

Hi there! I am Marco
I am a UX + Service Designer with a strong passion
for User Research + Behaviour Design
I'm attending the specializing Master in Service
Design at Politecnico di Milano
And I do love questioning complexity
My background is in visual communication and story-telling (editing ad video
production), project management and co-creation (cultural management) and
UX design (freelancing for websites and digital platforms).
I’ve previously worked at Teatro Sociale di Como closely with children and
teachers for Opera Education, at Milano Film Festival and Milano Design Film
Festival as a programmer, at Lake Como Film Festival and Lighting Design
Festival as head of programme, project manager and artistic director.
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WORK

EDUCATION

UX Designer (2020 - 2022)

Specializing Master in Service Design

Festival del Cinema Africano, Asia e America Latina)
Alessandro Gandolfi
Letizia Cariello
Lake Como Film Festival

Politecnico di Milano

Cultural Project Manager (2014 - 2020)
Lake Como Film Festival
Milano Film Festival
Milano Design Film Festival
8208 Lighting Design Festival

Video Producer (2005 - 2015)
OLO creative farm
Opera Domani - As.Li.Co.
Paranoid Film Studio
Chaosmonger Studio
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Co-creation for policymakers: an introductory course
MOOCs For Professionals - SISCODE

UX Foundations | UX Research Methods
LinkedIn Learning Certification Courses

IBM’s Enterprise Design Thinking
IBM Certification Courses

Economics and Management of Arts and
Entertainment
Università Cattolica del Sacro Cuore, Milano

Liceo Classico A. Volta, Como
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Prototyping &
Iterating
Testing ideas and
systematically
improving them

STORY

Creative
Facilitation
Creatively processing
different perspectives
and deliberating
multiple options

If Service Design means build product and strategies
by turning research insights into meaningful ideas
and solutions, I tried to do it even before through my
previous jobs, developing projects that combined cultural
opportunities with the needs of the communities.
What attracted me to Service Design is the deep
understanding of people, the mission to address complex
social challenges by mapping complexity.
By trying to question this complexity, putting yourself
in the shoes of others, I always discover something new,
after every encounter, after every story.
The common thread of my work has been and will always
be to try to influence about a significant, even if small,
change in the world we want to live in.

Information
Architecture

Empathetic
Considering people’s
feelings and ways of
thinking to develop
a solution that is a
better ‘fit’ for all.

Recovering quickly
from difficult
situations, setbacks
or failures.

Having the desire
to explore multiple
possibilities and
learn more about a
situation or person.

Outcomesfocused
Committed to
real world effects.
Motivated to create
the change or impact
I want to influence.

Curious

SERVICE
DESIGN

Citizens &
Stakeholder
Engagement

Agile

Enhancing community
collaboration and
engagement

Able to react flexibly
and to adapt
plans in response
to unexpected
circumstances.

Envisioning alternate
future scenarios that
address current and
future problems.

Intrapreneurship
Being insurgent
and use business
acumen to create
opportunities

Using narratives
and media to
articulate vision
and information in
compelling ways

Thinking structurally,
organize things
well, and really care
about labeling and
language

Resilient

Imaginative

Storytelling

UX DESIGN

VIDEO
PRODUCTION

Political &
Bureaucratic
Awareness

CULTURAL
MANAGEMENT

Operating political
dynamics and
bureaucratic
procedures to ensure
strategic support

Research
Mediating contrasting
interests and
reducing friction
between multiple
stakeholder

Brokering
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Understanding the
many ways to liberate
and use financial
resources
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USER RESEARCH

Villa Necchi Campiglio (2022)
THE CHALLENGE

The first workshop of MSD IX at POLI.design was focused
on user research and explored the potential of ethnographic
research applied in business, in collaboration with FAI (Fondo
per l'Ambiente Italiano), the National Trust of Italy. As it was
presented on the first day, FAI aimed at redefining and
redesigning the visitors' experience at Villa Necchi Campiglio,
with a focus on the touchpoints available in the reception area.

Villa Necchi Campiglio reception area

THE METHOD

We applied a series of methodologies discovering the
principles of qualitative methods such as ethnography,
netnography, and semi-structured interviews. We then
analyzed and interpreted the data collected during the
fieldwork at the Villa to define potential pain points as well as
future opportunities to develop. After the qualitative analysis,
we transformed the findings into relevant insights and put
them into a meaningful narrative.
WHAT COULD HAVE I DONE BETTER

My team focused on a solution aimed at redesign the
reception area making the visitors more autonomous, through
an improvement of the information visibility and availability. I
would have liked to have been even more pointed in asking
questions of visitors.
discover more
— Marco Pepe

workshop moments in classroom
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UX DESIGN

FESCAAAL (2020)
THE CHALLENGE

FESCAAAL is a film festival in Milan with screenings, meetings
with the authors, special and cross-disciplinary events inspired
by the 3 continents’ cultures. Following changes due to the
Covid pandemic I designed and developed with them the
whole website, redefining both the entire architecture and UI
of the website.

THE METHOD

As UX Designer and Information Architect, I learned how to
organize a complex system of information so that users could
find exactly what they’re looking for. As regards my attitude,
I learned how to not cling to my ideas and conceptions and
know who I was designing for. Considering the historical
period, adapting plans and reacting flexibly to the unexpected
situation was a great proof of resilience.

WHAT COULD HAVE I DONE BETTER

Prototypes can be difficult to produce, their costs can often
make them impractical. if I had prototyped more I would have
identified better the main trajectory of the design, minimazing
errors and saving time.
discover more
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FESCAAAL platform - film and home page
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PROJECT MANAGEMENT

Milano Film Festival (2015 - 2019)
THE CHALLENGE

As part of the biggest cinema event in the city, I tried offering
the city a plural, diverse, international programme, resulting
from a year-long research to experience places through new
visions and give new visions to the urban venues. One of the
toughest parts of this role is that curation of a festival isn’t just
a case of selecting a number of individual titles, but rather
about creating a programme as a whole.
THE METHOD

I watched a lot. Watched as broad a range of content as I
could get access to and, watched films that fall outside of my
immediate comfort zone. But most importantly, knowing my
potential audience was the difference between programming
for myself and programming for the audience. However, it’s
never just a numbers game, their engagement and satisfaction
were the real gold medal.

MFF at Teatro Strehler, Milan IT

WHAT COULD HAVE I DONE BETTER

Be a good programmer means reaching a balance in terms
of diversity in representation on screen through different
genres and tones. Sometimes it was hard to interpret the
expectations of the audience while having the ambition to
stimulate new interests and renewed passions.
discover more
— Marco Pepe

MFF at Parco Sempione, Milan IT
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PROJECT MANAGEMENT

Lake Como Film Festival (2014 - 2019)
THE CHALLENGE

I was one of the founders of the film festival dedicated to
the investigation of man’s relationship with urban and natural
landscape. I followed the ideation of the format in detail,
from the choice of locations to the head of programme,
from the definition of the budget to the dialogue with the
administration.

THE METHOD

As head of the programme I have constantly involved some
associations and citizens of the city in a series of participatory
activities that were unusual for a Film Festival. I have acquired
bureaucratic awareness and understood many ways to
ensure financial and strategic support thanks to private sector
and public service. Through this experience I discovered my
interest in transformative city innovation.

Guerrilla Cinema site-specific performance

WHAT COULD HAVE I DONE BETTER

I would have liked to dare more with citizenship. Sometimes we
take for granted people's aspirations. An in-depht research and
even more participatory design activities with other social and
cultural associations would have been appropriate.
discover more
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"Le Stanze di Luchino Visconti" theatrical performance
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VIDEO PRODUCTION

Opera Domani (2008-2013)
THE CHALLENGE

Opera Education wants to bring opera closer to children
by giving them a musical education that enables to
comprehend and appreciate it. I supervised the whole
video communication of the project, taking care of the film
production and articulating a shared story-telling process with
both theatre and schools.

THE METHOD

As one of my first working experiences, I learned how to
be insurgent and use business acumen to create more
opportunities. Here I developed my attitude for telling stories
through the use of images and understood the power of
visualisation as a tool for education. The partecipate work with
children and teachers through the workshops was an opener
for the following years.

A participatory interactive workshop

WHAT COULD HAVE I DONE BETTER

Working with children is as wonderful as it is complicated.
Storytelling is a very powerful communication weapon, but
sometimes in my video editings I got the language wrong,
sometimes the focus, sometimes the images.
discover more
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Kids in the theatre during an opera concert
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" If I knew where I was going, I wouldn't do it.
— Marco Pepe

"

— Frank Gehry
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