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Customer Journey Map (Experience
\YETe),



Llenb Experience Map

TeEXHUKa BU3yaM3aLMm npoLlecca B3aumoaencreus
Nno/sb3oBaTesNA C BallMM NPOAYKTOM

N OLLEHKM «CYMMbI BCEX BNEeYaTIeHUN»
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Experience Map coaeput

[NpyvMeHeHWe KoHTaKTa B
ObMeH KoHTakTamu CoxpaHeHWe KOHTaKTa P

Byayiiem

[lo copuzoHmanu: «/leHma spemeHu »
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TouyKa B3aMmoaeuncTBums

Llenu 6u3Heca
[TompebHocmeb
nosb3o08amensd

Toyka se3aumoodelicmaeus
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Experience Map coaeput

MPOLECC M
OEWCTEWA
NonbL30BATENA

TOYKH KACAHWA M
KAHANGI
E3AMMOOENMCTEMA

NPOBNEMBI W BAPREPBI

MOMEMNTS OF TRUTH
(MADMESS & MAGIC)

[lo sBepmukanu: e3aumoodelicmaue

8 «Pa3pes3e»
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Experience Map coaeput

BHympu:

Llenn nonb3oBaTtena (4ero xouet obutbea);

Llenn 6usHeca;

Kputepuu ycnexa, oxmaaHus;

Mpouecc u AencTBnA Nonb30BaTeNS;

KaHanbi;

Mpobnembl n 6apbepsbl;

MomeHTbl nctuHbl (MoT: Moments of Magic, Moments of Madness)

dMoUMKU, HaCTPOEHME, LUTATbI;

O 0 N o U B W N e

CreneHb KPUTUYHHOCTUN U NMPUOPUTET,

=
o

Naoen n ynydweHums.
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Experience Map coaeput

BHympu:

Llenn nonb3oBaTens (4ero xoueT 4obutbea);

Llenn 6usHeca;

Kputepuun ycnexa, oxxmaaHus;

Mpouecc n gencTena Noab3oBaTens;

KaHanbi;

Mpobnembl n Bapbepbi;

MomeHTbl nctuHbl (MoT: Moments of Magic, Moments of Madness);

dMoUMKU, HaCTPOEHME, LUTATbI;

O ©® N o U A~ W DN BRE

CreneHb KPUTUYHHOCTUN U NMPUOPUTET,

=
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Noen v ynydweHuna.
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Moments of Truth
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Experience Map coaeput

MepcoHa CueHapui

BaaumopeicTBMe BO

OBMEHATbCA KOHTAKTAMW HA PABOMEN BCTPE

BpemMeHu - LLarun

Mpeanoxexne oBMeHATbCA

O6MeH KoHTaKTanM S Coxparenite konTakTa Mpiiekesie KoHTaKTa 8
KoHTaKTaMH

Eynywen
LENKU NONb30OBATENA

OXMOAEMbBIA
PESYTLTAT

I KOHTAKT
KOHTAKT

NPOLIECT U
DEACTBUA
NO/b30BATENS

TOYKM KACAHMA N
KAHATbI
B3AMMOLENCTBUA

Mpobnembl
MPOEEMbI U BAPLEPbI o W " aK o B3a“M°ﬂeﬁCTB“ﬂ

MOMENTS OF TRUTH
(MADNESS & MAGIC)

B3saumopgeiicteue B
pa3pe3e HACTPOEHVE

OTOMEHHOE Ha

TpOeHHIl &
NEPCOHANBHOCTb

MbIC/IM M YYBCTBA,

Henoruuubii @Hb 1O HHbIN
LUHTATBI

HecnoHTaHHbIA J4eHb CrIOHTaHHDIH
WOEW 1 VIIYHUIEHAS
HeTpeGosarentHblii DBaTeNbHoIA

HeTepnenuesii Hb Teprenussii
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Sarah's Broadband Provider Journey effective

Thoughts
& Feelings

Emotional
Experience

Go back

Phases of

vescription

MW (nquiy | Comparison Installation

esc escription

Recommendations Recommendations Recommendations
Recommendations




CUSTOMER JOURNEY

Plrting Poials

SUNRUN OPPORTUNITIES
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What opportunities exist to impact the experience at scale?

Sense of wonder

No awaren Parking Confusion Too long of a wait much to deal v 1 didn’t know that!
Too many other options Too many people il tootavd Stunning view
Can't get inside Low blood suga Fun suspicion: "Are they
How can | find my friends? What do | do first? tricking me

Alcohol (for local adults at

evening events)

Artifacts of tinkering and Leave your mark

o, age racting with exhibits (digital and physical
hotos ortunities for visitors
and comment)

Clear indication of ayfinding signage Mobile app for purchasing
ide ticke! nd learning about
real time events - il s view (
atry & orientee \ est with a view
chpoint exhibits Expedited entrance for Gifting covorbin Clear meeting karidmarks * Multi-touhpoint exhibits
r mobile mbers and those who Azl include physical and to guide S
through the store it interactions
purchase tickets via app Ui 1634 digital interactions that visitor gh the 3
Explainers or mobile exhibits extend pre and pc SoH oy i
s = = via emai

n line




Bapum - 28 ner,

Au3aiHep MHTePLePOos.

He mewar, HeT neTe.
KmBeT OTAENLHO OT
ponTEnei. Pofou K3
MuHCKa.

ABLLKAMY U

nezamu. Haxo.

B
aKTyansHy
MHODOPMALHIO O CBOMX
KOHTaKTaX

Wmets

User goals

Text section

User expectations

Text section

Text section

Experience

Quote section

Problems ¥

Text section

Ideas ¥

= BO3HWKNAMOTPEBHOCTb

HaifTH KO exa, Ko

= CKAYUBAHWE MPUNOXEHWS

auaTh npuno

PETMCTPALINA

HAATH KOHTAKT

CBA3ATBCA C KOHTAKTOM

OT3blBbl

Uenu 6uskeca
- yBEnmErME KONMECTEa C
senmers

Lienu 6usneca

KaHane! 6uaneca

Play Marke

KaHanel 6uaxeca
Play Market/A

Kaxane! 6usHeca

usneca

cmapTipo

Kakanel nonesoearens

Kasane! nonesoeatens
mapTdion

Kawanel nonesoearens

Kakanel nonesoeatens

KaKane! nonesosatens
oTamiEE N satens 5 Pla

m. capa

npUNOwEHH #HO HaifTy
Market/App S
ryxy

oTCyTETBME OT3:

LLKOM MHOTD

Moments of truth

Moments of truth
e ¥

Moments of truth
A HEKOTOPE

Moments of truth

HTaKTOB Go
HTYWTHEHD A7
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«Cuna» Experience Map

/ KomnneKcHbIM 1 HenpepbiBHbIN UX;

/ [Monck npobaemHbIX TOYEK B3aMMOAENCTBUSA;
/ JloAnbHOCTb NONIb30BaTENEN;

/ OTBETCTBEHHOCTb M BOBNEYEHHOCTb KOMAHAbI;
/ [MoBbIlIEHNE KayecTBa pa3paboTKy;

/ HoBoe un YHUKAJ/IbHOE B38VIMO,£I,€I7ICTBVIE.
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Expéerience Map B Rocketbody

l ROCKETBODY



Experience Map B Rocketbody

Llenb:

* cobpaTb Backlog 3apa4 Ha JopaboOTKY M ynyylleHne NpoayKTa.

KoHTeKcT:
* NPOAYKT cyuecTtsyeT B Bepcumn 1.0;
* Yy MPOAYKTA HE aHaNNTUKW;

* eCTb BO3MOXHOCTb MHTEepBblOMPOBATb Hawly LUA yaanéHHo mn3
LLiTatoB 1 cobupaTtb UHPY.
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Experience Map B Rocketbody
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Experience Map B Rocketbody
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Experience Map B Rocketbody

TpyaHOCTMU:

* AKTYa/ZIbHOCTb
* CTa/In Nnonb3oBaTbcA Google Sheets;
* pa3 B CMPWHT;

* BoBneyeHne M sSMNATUBHOCTb KOMaHAbI.
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Experience Map B Rocketbody

OCHOBHbIE MHCaUNTDI:

* cKopocTb co3aaHmsa backlog

* CWU/IbHOE yBe/InYyeHne BOBNEYEHHOCTU N OTBETCTBEHHOCTU 3a pe3yabTaT
* eAunHbIN GOKYC KOMAHAbI

* HarnAgHbIM NPUOPUTET 3a4au

* HarnagHas AeKomnosuums stories B 3aa4m
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Experience Map

productcamp



K UCNO1b30BaTb KOHKYPEHTA A1A
3KCNOHEHLMANbHOTO POCTa.



Benopyccknmn putHec-bpacneT: TEXHONOrUS,
KoTopasa «nobbet» Apple
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OCEHb 2016 MOZA, KOH®EPEHLIMA «EU3HEC BYAYLLEMO»
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APPLE WATCH 4

ROCKETBODY
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BbiBOAbI

ManoBepoATHO, YTO NHBECTOPbI 3aMETAT TEXHO/IOTULO;
Kntam — 6bIcTpbIN NOCTABLUUK XKenes3a;
OT npocToro K cnoxHomy. OT nynbca K IKI.

NrpoKn Ha pbIHKE MUHUMU3UPYIOT PUCKN.



Arpa no npasuaam Kopnopauumu

CNOPT
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22 — 23 ceHTAbpPSA

Cuna CJM B npoaykre.

BoHyc: NCMO/Ib30BaTb KOHKYPEHTA A/19 SKCMOHEHLUMANbHOIO POCTa.

)’ ROCKETBODY

CPO

AHacTtacua Kosanésa-lenmsep



