[TyTb noTpedbuTens: Customer Journey

32 BebunHap UX Russia

Omutpun CaTtunH, AHOpewn
Cunkopckmnm



XN3Hb — 310 XKU3HbL

e )XN3Hb — 3TO ONbIT
 OnbIT —3TO COObLITUA

e CobOblTNa — 2310
KOHTAaKT

e KoOHTaKT —3T1O0
nepexmBaHue

* [lepexnsaHune — aTo
pasBuTme

e Pa3zsutne —ato >KusHb




IINnaHnpoBaHue XU3Hu? 1 ipoekTupoBaHue

KoHCcTpyunpoBaHue
onbiTa?

[TnaHnpoBaHue
COObITUN

OpraHusauus
KOHTaKTa

YnpaBneHune
nepexmBaHNSAMU

HanpaBneHue
Pa3BUTUSA

[loBbILLEHME KavyecTBa
YXN3HU




Customer Experience

Uszabilty cntena
Nawigation, Interachon
Weording. ete,

Usability
Usabliry plus
Luility, Rediabibty,

e l Parformancs,

Emction, Trust etc

User Experience plus
Pricing, Advertisement.
Brand Image, etc,

MNcToYHMK: http://www.cure.at/userexperience




[lpoeKkTpoBaHMe onbiTa

e JTO NnaHupoBaHue
nyTu

* [lyTb COCTOUT U3 BEX-
COObLITUN




Customer journey maps

* MeTtopq Bnsyanusauum
N CTPYKTYPUPOBaHUSA
OflbITa
— Kaprta nytu
— YYeT ncxoaHbIx

npeacraBneHumn
nonb3oBaTens

— nocneaoBaTenbHOCTb
B3anMOOENCTBUN

— TOYKMU
COMPUKOCHOBEHMUS
yeroBseKka u
cucTembl/On3Heca




NUcxogHble AaHHbIe

* [1podunb
rnonb3oBaTeneu

« CueHapuu
MCNofb30BaHNSA

* [loTOKM 3aga4




[TnaHupoBaHue pa3BUTUA

 [1lyTb NnOTpebuTENS

(Customer journey) — ' E—
onbIT NOTpedbuTens B 3
KOHKpEeTHOW cpeae Mindset
noTpebneHuns &

Trigger
* [1lpoaBuXeHne no

3TOMY MYTW BbI3bIBAET 1
N3MeHeHNe COCTOSHUS Acquisition
noTpedoutens

Investigation

Retention

Loyalty



Touch point — Touka KOHTaKTa

« [1na BbICTpanBaHus
KOMMYHUKaLnn
HeobxoaMmMo 3HaTb
npegnonaraemyto
nocneaoBaTenbHOCTb
TOYeK
COMPUKOCHOBEHMUS C
noTpebutenem




bapbepbl

« CyllecTBytoT
€CTECTBEHHbIE
bapbepsbl Ans
nepexoga n3 ogHoro
COCTOSIHMS B ApYroe:

— Ta4uynouHT MOXeT
oKas3aTbCH
HenpoWuaeHHbLIM.

— KOoHTaKT paspyLumrcs.




MoTuBaTopbI — peweHue npoodnem

* [1lpeogoneBatb
bapbepbl nToMoraroT
MOTMBATOPbI

« Cuna moTtmneartopa
NOrmkKHa ObITb OonbLUe
oTTarikmBarLLen cunbl
bapbepa




Customer Journey

« OTO Npouecc
OTCINEXUBAHNA U
OornncaHunsa Bcero
OnbITa, KOTOPbLIN
nepexuBaeTt
noTpeouTens,
CTankKmBasCb C
ycnyrou

 Bo BHUMaHue
NPUHUMAETCH He
TONbKO
npoucxogsaiiee c
notpebuternem, HO n
ero peakumm Ha 310




[lpuMep: nonet

Getting to
the airport Check-in
« Stressful * Long, frus-

« Complicated

g  Parking * Only nec-
c essary to the
o *Heawy airline

@ luggage

W agag

Customer Experience

g « Transport « Faster

o toairport check-in

-g provicied « Airline knows
o * Driver where you are
o handles

O luggage

-

-

@

N

trating queues

Comfort
until flight

* Want/need
to work

« Want/need
to relax

* Area with
Internet
access & fax

» Salon,
massages,
beauty

« Entertainment
facilities (e.g.
dnving range)

inflight
comfort

* Planes are
uncomfort-

able by nature

* Long time
spentin a
seat

» Boredom

* Full sleeper
seats

» Mood lighting
* Bar

* You decide
meals

Armrrival

* Unkempt

* Unshowered

» Clothes a
mess

« Arnival valet
» Showers

* Makeup &
shave

» Ciothes
pressed

* Hot & cold
breakfast

Gefting to
destination

* Traffic

» Unfamiliar
place

* Chauffeured
delivery to
destination

» Comfortable
nde door-to
-door

» Knowledgeable
local dniver



[Mpumep: StarBucks

elements at steps of cycle
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* HayanbHaga To4ka — HESHaH
He3HaHune s

« KoHe4yHada To4ka - TauNouH
NMPUBEPKEHHOCTb .

TaynoumH

TayvrnoumH

o

TayrnoumH
T

L 4

YRR

XEeHHOC
Tb




BopoHka npoaax

* OPPEKTUBHOCTL
busHeca namepsieTcs
OeHbramu

* HeycnewHoe
npoxoXxaeHune
Ta4YNoOUHTA —
NOTEPAHHbIE AEHbLIN

e OObIYHO OEHbLIN B
KOHLE NYyTW

— [NyTb foMmxkeH ObITb
ynpasngeMbim




Tpyb6a npopgax?

* B ngeane BopoHKa —
9710 TPYybOa

— Ho moryT 6bI1Tb 1

apyrue doopmeil,
Hanpumep

pacLUNpPSOLLAasaCcs BHU3




[IPUMEHUMOCTb TEXHUKU

* [1pOEKTUBHO (On3anH)

* PeTpocneKkTtuBHO
(pegnsanH)




Oco0eHHOCTH peTPOCNEeKTUBI

* YnydueHune
9(PPEKTUBHOCTU
onpeneneHHoro
TaurnonHTa MOXET
NPUBECTU K CTPeccy Ha
cregyroLwmnx atanax
— HepocTtaTok

NpPOnyCKHOW
CNocoBHOCTU

— VMHepuuna nsmeHeHnu




A yTO panbLue?

* YnydueHune
B3anMOOENCTBUSA C
noTpedutenem
NPUBOOUT K
HeobxoaMMOCTH
yIy4yLlEeHUS
BHYTPEHHMUX
npoueccoB




[Mpmep: CTyAeHTbLI TBOPAT

U of M Magic Bus - Customer Journey Map

=3 —
. -
P
S -3
\t

Access

Feelings
*Simpler interface *Display bus location and/ ;
Sol sImproved time algorithm or ETA :zs:;?n::x:ei?:mp
olutions *Alert widgets *SMS access to Magic Bus
sImprove browser stability, *Cleaner shelters *Increase buses durlig peak

compatibility *WiFi e




Bonpochl?

Obcyxaoaem?



