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visual interpretation of
the full story of an

experience from an
iNndividual’s perspective



doing
thinking

feeling



basic elements

person:
start & end:
emotion:
behaviors:
thoughts:

touchpoints:

needs, goals, thoughts & feelings
timeline (e.g.1 wk or year) or phases
effect of each step on feelings
actions, interactions

why are they doing this?

where (work, home, web, interpersonal)



optional elements

moments of truth: key turning points, good or bad
supporting characters: others involved

paint points: questions & issues
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Emotion

Phases

Behaviors /

Thoughts

Enriched Experience

& starbucks Experience Map
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Date: 3/22/10

Eric - Repeat customer
PUrpose: TO work/drink coffee
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Sarah’s Broadband Provider Journey

Sarahis mov;ng her family of three. She knows she’s going to need phone and Internet service. The effectlve and contextual

ne and checks fferent options
mo

Experience
\ Consults with influencer

| ‘ - “| can't afford what I'm finding here.”

effective®

PRSSESE e vy _ Comparison Installation

Description Description Description

The Inquiry phase features the reasons people are The potential customer comes into the Comparison The Purchase phase involves the provider requiring
shopping around for new service. These are usually phase usually armed with the right info and tech quite a bit of personal info. The order flow tends to be
related to moving and relocation, an upgrade to jargon and is looking for the lowest cost. Customers complex, and the process can be all over the map.

existing service or hunting down new deals. Moving tend to be brand agnostic. If they can't find the right There is a sense of delayed gratification — waiting on
is the biggest reason. price or the right services, they may leave and go back service installation and activation.
to Inquiry.

Recommendations
Reduce the amount of information required by stream-

using industry best practices. Work on setting ex
tions for the Installation phase with phone c
large pnce points with a clear call to action. e to the cart and reflects bundled price discounts ina service reps to improve the overall experienc
points should include keywords that summarize clear and obvious manner. your brand.
options and features typically found in product
datasheets.
© 2010 EffectiveUl, Inc.

lining and improving any areas that contain form fields,

Description

The Installation phase is the handoff from customer
service to the installer. There are usually scheduling
conflicts among all parties involved. This phase can be
somewhat painful for the customer in dealing with the
installer.

Recommendations

Many factors converge to make this phase of the
customer}ourney unpleasant medlng accurate

Touchpoints I\/Iissing!



This sample patient journey map is provided by
Follow us on Twitter: @macadamianlabs

PATIENT JOURNEY MAP

This can't be happening.

PATIENT'S

Trheed to get through 1 just want to get our of here. Iwant Iwant my life to return to normal or

Please let the diagnosis treatment. | need it all to 10 be back at home to find my "new normar’
be wrong g0 well, with no complications -
(o] (o] o [s]
Patient more
Patient becomes
Found a
Patient learning video onfine; Took an & Mmemorts “’wl’"l’f:,’!::vbt,e
new methods 5, teaching the: Patient attends overnight anew SCI normal
Patient met going about patient an daughter’s trip to & hotel patient
CRITICAL with a patient veriiy easier way high school and spa
Patient mentor and activities from  of getting out graduation
EVENTS responding to have mentor of bed
psych formed a
Patient able consults, good bond
LEADING TO A togooutside  bsting anger
in & wheelchair and
Patient experiencing  for the first depression
POSITIVE Patient ost-op
quickly complications,
PATIENT recovered heasling weill
from allergic
Surgery reaction to
EXPERIENCE successfy antbiotic
Patient fused C4 and
breathing Preliminary inserted rods
without results indicate
assistive  no brain demage
actions
Neutral . ,
. L]
CRITICAL ’ Patient finding it
very difficult
EVENTS Fasre st At meanc
of being in & paperwork
LEADING TO A whepichair
Patient experiencing
» fevers due to a
NEGATIVE Patient urinary track infection
Patient overwheimed
PATIENT axparienced by the move home,
L] frusturated
Patient —— Infection by the sfow assimilation
EXPERIENCE " . experiencing Patient lashing t0 new normai
s out at staff,
experiencing Patient depcassion family and
experiencing
il et os | potienthas s mendsdue o
P
realizing sutgery, affecting ~ mild allergic ger
extent of blood pressure reaction to
one of the
injury antibiotics
TOOLS/RESOURCES % ——
= FAMILY/SUPPORT
TOUCHPOINTS QNCMLTEM | G TOOLS/RESOURCES Patient interacts Mentor shows patient FAMILY/SUPPORT ¢ FAMILY/SUPPORT
dm?‘y‘ team. New doctors, Surgery, treatment, Patient gets acquainted with with mentor eSOUr Patient is frusturated e T
., specialists, u"e"p‘m 1 follow-ups the wheelchair. Learns to EAMILY/SUPPORT. with wheelchair mm“’"“u"“mllhl”"ﬂr"
@ Opportunities interact with the phyical [ Patient learns from
world in a new wey CLINICAL TEAM mentor
& roinroi FAMILY/SUPPORT ¢ Patient lashes out at
- oy s ; iy
condition with family FAMILY/SUPPORT | THE CLIFF & way of getting ar:
“atient feaves hospital care and

\LICALCA\ LT LD

arts kife again in & new normal




Exploratorium Visitor Experience Map
Where are you sup : nd actions?

map by adaptive path
- -1 r At Explorotocium r — Post-visit — —
Mibie Devce Ploces 89 Go, Things to See
i\-;vu Messe “Chack-in"™ and photo 2993 Workshep Dgtal Modia
Socil Meda Grownds Theater Photo sites (Mcks, etc)
Capher 1hsrm s mmbiste Ontbocw @1bibte Program Trweed wtas
Laphinatonum eebite
Cnewn blant
Modie Devce
'__.-.'-~ I e Phone te pick
° - renl Meps
=5 “. Oviertsten ," "' B e pman e, (-]
7 Moza hardosts progran ’ b g s
S b A Pecpie . -
Wayfinding ' Information Desk  + S
v Lxplaimers ‘ ' >
_'." - Other vintars : : .~ .
Whonoonmrrenns ' D y O i Peogic
' . o Word of meuth
o ® X . Fos Framds and Fanily
Tichat winbtw % bR Ext sgnage
Sacarty chach . e Mastog bnt
Souft mambers. ._~ C Tahaawary boochure
Tehmtbok | 4 treaciaa- ey des Vintors milling outsde
Bag check Lot vt
o n
Viniters millng
ouiate
ey e Places 89 Meet and Rest

GET THE IDEA

PLAN THE DAY

* Usderstand the options.

Phases

* By tickets onine
+ Print ticket
* Geoup local activities.

+ How do | fnd what | need + Wharels & + Vihere do get tickets?  Wikara are the bathroses?
o know? + Howdo . . Wharels wbibe)? .
Z R e s + What shouid | It everyone together?
- * Wheredo! Wity can't 1find a stalf penson?
g 2 e b Wit else shoukd | see?
2
Qo

= Is thus stef for adelts?
* How mach time wil £ take?

Pain points

WHAT S NEXT

* What dd you think?

RETURN TO LIFE




Ecommerce Customer Experience Map

Guiding Principles

People appreciate an experience that is prompt,

Customers are most apprehensive during
friendly & timely and then talk about it

www_ecommerce.com is only one touch point

People choose online shopping because it is

convenient, easy and comfortable

of an online ecommerce customer experience

this process

Customedourney

Research &Planning

Research products, prices and offers

Product Discovery

Enter product name: - Heview offers

CAddto

Ordering Process

Payment :: Review &

Delivery

Product Shipping & Delivery

Wait for products to arive

Satisfied/unexpected issues with product

I~

" Click on *BUY NOW" bution :shopping "a" options  :: options i confirm Follow-up on refunds
Checkout Flow
Change Check order
plans status Retum the
(] Ta o
another product
. Call up Customer Care . " E
: May callif i
} difficulties :
Blogs & View
Otter sites H H Chock order Paper invoi Betim policy
v v status on the e
= amve with
1 websile the product
Mail lickels
‘Google Research for refund
~ searches products \Y

« What s the easiest way to get this product?
* Where should | order it?

* Which website is giving the best offer possible?
* What are the speciiications of the product?

* lwant to get the best price, but I'm willng to pay a
Iittle more if | can get it fast.
© Will they deliver it at my house.

« Are there any other offers that | can get with this product?

* Can | trust this websita?

* Should | have to pay extra shipping charges?

» Ecommerce is not answering the phone. How
ealse can | get my question answered?

* Do | have everything | need?

* Ecommerce website was easy and friendly, but
when an issue came up, | couldn't get help.

* What will | do if my product don’t arrive in time?

» There were some issues with my product.
What can we do now?

 Did | get the right product? If not, what next?

* | want to make more purchases. How do |
do that?

« Trying to return product | was not able to use. Not
sure if I'l get a refund or not.

* My friends may love to order this product!

* Next time, | will check the prices and product detail
more carefully.

« I want to buy this product

« Will this product offer everything i need

* Will | be able Lo afford this pro?

« Whalt are friends/blogs/google saying about

« The product looks really awesome on the website.

« Specifications of the product seems to be suiting
my requirement.

* AM | suré this is the product | want to buy?

« Website experience is easy and friendly!
* Product is out of stock
* Frustrated to not know sooner that

- The product is not delivered in my area.

« Stressed that [
- My product has not yet coma and Ecommerce
won't answer the phone.
- My order got cancelled without informing me.

« | am happy with the product i recieved.

« The product thal i received is nol uplo my expaclation.

« Interacting with customer service agents was helpful.
« I did not get the Freebie promised with the product.

* Excited to shars my product experience with
my friends.

* A bit annoyed to be dealing with refund
issues and wasling my lime.

Talk with
Iriends

—

merce

ree

this product? - The payment option, | want to use is not available. ~
«Nat sure my products will amiva in tima. I am not aware about the status of my order.
Enjoyability Enjoyability Enjoyability Enjoyability Enjoyability Enjoyability



Have a meeting on the go
Before scene:

- Lisa just came out a of a meeting and realizes it would be great to meet with
Tony ASAP to nail him down on some key questions. She walks back to her
desk, launches the directory on her browser, looks up Tony's info and gives

P~ him a call. He is available so she launches Outlock to look for a conference
v rcom to meet him in. The one she knows down the hall is booked so she
—

brings up a list of conference rooms to see what other rooms might be
available near her or Tony. Finally she finds one that is a few buildings away.
She calls Tony back and lets him know to meet her there. She walks over to
the other building and then spends five minutes looking for the room. Finally
she finds it! Tony is already there waiting. Sigh -- this really took forever.

2. Book conference rooms and
meetings

Tasks 1. Find contact information

Types of Users All employees All employees

Lisa needs contact information for
another employee, a key company
phene number (such as Tech
Support), or a conference room.

Actions

Key Questions What is this person's contact
information?

Where does this person sit?

How can | find phone numbers when |

am away from my desk?

Pain Points & Needs

o Finding company people in your
addressbook on an iPhone when they
are mixed in with your personal
contacts is confusing

o Official phone numbers and
conference rooms can have cryptic
names and aren't always listed in the
corporate direcotry

© Adding company contacts into

Lisa is on the go and wants to book an
available conference room nearby and
invite other people to the meeting. She
also wants to set up a WebEx call in.

Is the conference room | am in
available?

How long is this conference room
available?

Is there another conference room near
me or another persen that is
available?

How do | tell other people about this
meeting and invite them to this room
or this phone call?

o Difficult to find out free/busy info for
a conference room when you're on the
go

o Double booked conference rooms
are a frequent occurance and one
teamn of peopl always gets
shortchanged and has to spend a long
time regrouping

© Meetings that run late want to either

After scene:

Lisa just came out of a meeting and realizes it would be great to meet with Tony ASAP to nail
him down on some key questions. She brings up the company's Mobile app on her iPhone and
quickly finds Tony's contact info. She calls him up with button click and learns that he's free.
While on the phone, she checks if the conference room she just walked out of is free. This one is
not available, but conference rooms that are free nearby are displayed on the screen with no
further searching required. She clicks on the nearest one, books it for an hour and texts Tony the
information. He's still on the phone so he lets her know that he'll meet her there in a few. She
clicks on Directions and gets walking directions and a GPS map to help her find the conference
rcom. Tony in the meantime got a text with a link to the rocm, he clicks it and walks on over with
the directions. Five minutes later the mig has begun.

3. Find conference rooms/cubes 4. Run meetings

All employees All employees

Lisa has a meeting in a conference
room but has no idea where it is.
She wants walking directions
and/or a GPS map so she can find
the room.

What room is my next meeting in?
Where is that conference room?
How do | get there?

How long of a walk is it -- i.e. how
much time in advance of the
meeting should | set out to get
there on time?

Lisa wants to start a meeting including launching a Webex
Meeting, seeing who was invited and contacting late
attendees.

What's the WebEx ID?

Who is attending?

If someone isn't here, what's the hold up?
Where's my stuff?

How does this projector work?

o Need to have the Web Ex ID to connect to the meeting --
on the phone and on the web

o When people are late, have to look up each person's
contact info to see what's up/remind them to come/ and
possibly tell them where the conference room is

o If meeting information changes (i.e. new conference room
or WebEx ID) hard to notify everyone about the change

o Projector doesn't work

o Content needed to present is missing or doesn't lcad

o Easy to get lost finding a
conference room

o Conference rooms are all over
the campus and are scattered
within buildings

o Sometimes you have the room
name but don't even know the
building it is in as a starting point
© Need to know how much time to

can you see the opportunity?




Student examples



Kathy’s Client Experience Map

Kathy is a personal shopper at Saks Fifth Avenue in Boston, Massachusettes
Meeting Client
. AN ; N Annual Feedback

Rl Client Preferences i % ) S
‘ 4 Sl Pulling from Floor ! \

‘ . ! Kathy Online
Meeting Client Unavailabl

Unincorporated Feedback

Acquainting Relationship Building & Personalized Assistance Niche Assistance ion & Improvement
o Being fashion * Determining  Pulling actual inventory for client in correct size « Sees an item, and knows client will * Fills out annual survey for the
o aware client style * Searching store for specific items enjoy it company about what does and
'S *Trackinginventory e Face-to-face  Find additional pieces to complete outfits * Sees accessories to mateh with doesn‘t work
® on-hand communication * Knowing brand sizing and client sizes client's wardrobe * Waits for changes to be imple-
ﬁ * Flipping through  « Personality + Double-check store for specific items « Finds products unavailable in-store mented
0 look-books mesh/clash « Client sees item online she can't get in store, and buys  for cljent * No interaction with tech side
online herself * Uses internal sku search tool {They are never seen in a store)
« Inaccurate invento- » Client/Kathy « Inventory system does not match what's on the floor ~ * S8arch tool does not have multiple « No Indlcation of whether or not
2y personality clash  * Limited sizes carried in store il feedback Is incorporated
«= olackoftrendsin s Unclear « Not being able to see multiple sizes on client + Kathy wishes she could have Inputinto 5 a1 give feedback the
8_ store Preferences « Kathy does not get commission because client the way engineers make the search t00ls  oct of the year
= « Close-minded purchased online herself * Wasted time & unsuccessful search + No way to stress what features
‘© clients « Kathy looses touch with client’s wardrobe when they * Fast-pace environment of floor does 50 rjrca)
Q. purchase online not lend itself to online searches in « No understanding of tech's
« Department lacks in-store scanning current form development cycle/requirements
]
ﬁ * Dropbox for * Email/text with * www.saks.com * Visualization tool of items * Survey itself
S look-books client * Competing online retailers (www.chanel.com, purchased by a client * Managers
Q. *iPads  Dressing rcom www.nordstrom.com) « Computer/iPad search * Recipients of survey
-5 * Internal inventory  « Actual inventory  Cross-store inventory search tools * Search algorithm « Personal shopper network
3 system * Client * Client * Missing touch point: engineers * Potential new features
(=]
-






A typical day in the life of Dennis...

A 52 year-old real estate agent, industry veteran of 15 years, and “slow” with technology.

Homes Discussing Toured
Homes with Clients
e
o 9
. . i Giving Neighborhood @
Coffee and Chat r Meeting New ; et
with Coworkers ot Clients In-Person H Advice to Cowork;r' Lt
. . Asking Contractor ot . Talking t
Checking Office A ] ’ alking to
,‘ .. phoni for Looking at Index Cards Friend about . : a New
3 e, Voicemail with Client Info "y Home Repair Phqne Call with New Client
g . o Clients to ?onﬁrm Editing Contract Terms Referred
3 ¢, L 3 Meeting on a Computer by Past
£ . o 4 & Client on
& & . L £ Phone
3 L] oy . .+ Searching Homes for F % .
[ . A~ . . @ Client Meetings
. ‘@ -
. Turning On L.
Office Arrival Desktop and - 1 Reviewing Books .
Checking 5, & 3 about Permit r
Emails t, & 2 3 Information for .
'.' ® Home Construction 2 8
Searching MLS for L
Specific Home History Updating Spreadsheet %
Writing Emails to Clients Required by Office %
[ ]
Setting Up a Electronic
Signature
) . -
y Day Prep > > Research > > Client Engagement > > Office Work >
° .
2 Coworkers, clients. Office phone, Contractors, clients, coworkers. Clients, other real estate agents, fgﬁfgﬁé!}?iﬁi’ﬁi‘sﬁﬁﬁeof eE)t(sé'el
S Microsoft Outlook, index cards. MLS database, cell phone, books. home owners. Cell phone, buildings. Docusign, cell phone. ’ !
(=]
P Dennis begins his day by catching up on Client engagement is the heart of real estate. Office work entails the miscellaneous tasks

Description

Kendrick Geluz Kho
Prototyping and Rapid Experimentation Lab
Showing Clients Several

messages received overnight. His day
preparation is focused on his client and
coworker relationships. Both are crucial to a
realtor’s success. He prefers talking to clients
through the phone, rather than texting or
emailing. He keeps track of clients and client
information by writing on index cards kept in
folders.

Dennis spends a part of every day engaged in
research. All houses that are listed for sale
can be found online through MLS (Multiple
Listing Service). In the past, this information
could only be found in books printed by real
estate agencies. Some research is related to
the auxiliary functions of a real estate agent
(e.g. staging a home for display, navigating
the issues around building a new home).

Dennis has a mix of buyers and sellers, but
buyers are much more common. Real estate
agents typically plan home tours (where the
clients and agent visit several homes at a
time) around clients’ criteria. Part of client
engagement is helping clients understand the
latent variables behind a home: academic
performance of nearby schools, homeowners
association, etc.

that support a real estate agent’s work. Most
office work is now completed on computers.
For example, the real estate agents’
professional organization recently began
accepting electronic signatures on contracts.
While some of these technological changes
are optional, others (e.g. putting information
on a spreadsheet for due diligence) are
required.



current map
VS.

future map”
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Places where each concept impacts the journey




how do you do it”?



try to understand the timeline of the story from many
angles




person

Key
Point

emotion (feel)

start & end (phases or timeline)

behaviors (do)

painpoints (think)

touchpoints (optional: supporting characters)
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“sketch ways to highlights insights




repeat, compare, pull out needs

Kathy’s Client Experience Map Amanda Heinemann
Kathy is a personal shopper at Saks Fifth Avenue in Boston, Massachusettes Jocelyn Neff
m Prototyping & Rapid Experiment Lab

v Client
' Viewing Trends

Prep Work Acquainting

Behaviors

Touchpoints  Painpoints



you do it

1. Get together with your group and start using the journey map
process to analyze one of your interviews.

2. You can grab large white boards from the d.school to keep
your work. (We have also brought large white post-it sheets).

3. At the end of class, each group will report out some learnings
So far...

4. Wednesday, we will discuss Needs and How Might We
Questions in more detail



