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Anekcen KonbiJyioB

® 17 netT onbiTa B MPOEKTNPOBaAHNI
NoJSib30BaTENIbCKUX NHTEPPENCOB

e OcHoean komnanuto UlDesign Group
(UIDG) B 2003 roay, BbINOSTHUI
COTHIO npoekToB 3a 10 net

e PaboTan B Wargaming, Flexis,
IDecide

e PaboTato B komnaHus Jlabopatopus

Twitter, Facebook, LinkedIn: @copylove

Kacnepckoro : copylove@gmail.com

e [Ipenogaro N TPEeHNpPYHo
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Y10 Takoe KapTa
venyru (CJM)?




Y10 Takoe ycnyra?

Ycnyra — peaysibTar, rno
MEHbLLUEN Mepe, OOHOro
NencTBuA, 0693aTesIbHO
OCYLLIECTBJIEHHOIO MNP
B3aIMOOENCTBUM MOCTaB-
LLIMKA U MOTPEDBUTENS, 1, KaK
NpaBnJIO, HEMATEPMasIbHA.

[OCT-9000-2008
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CoBpEeEMEHHbIE YCNYyrn —
MHOIOKaHasbHbI

COBPEMEHHbIE NMOTPEOUTENN
B3aMMOAEVICTBYIOT C
MODWJIbHBIMI YCTPOWCTBaMMU,
BeO-bpay3epamu, JKoabMN,
cpegamMu 1 NPOCTPaHCTBaMU.

[ToTpeboBancs HOBbIV
MHCTPYMEHT MPOEKTUNPOBAHKS.
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\ 4

CoBpeMEHHbIE YCIYyrn —
MHOIOKaHasbHbI

50% of customer interactions
happen during a multi-event,
multi-channel journey.

McKinsey&Company

‘Transforming Customer Expasionce: From Momwets 1o Joumeys 2013

http://www.exacttarget.com/blog/the-future-of-marketing-is-the-customer-journey
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CoBpEMEHHbIE YCIYIN —
MHOrOKaHasbHbl

4 )
In banking, most consumers

use more than one retail channel

cial Brand

ATM only

Call only

Multichannel
consumers

Web only SEsTi)/A

Source: ClickFox @ May 2014 The Finan

Branch only

https://thefinancialbrand.com/39833/bank-credit-union-branch-distribution-model/
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CoBpeMEHHbIE YCIYyrn —
MHOIOKaHasbHbI

® More than 3 different acquisition channels
W 2-3 acquisition channels

Only 1 acquisition channel

TwenaGa Solutions

https://www.twenga-solutions.com/en/insights/e-commerce-europe-2016-facts-figures/
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icTopus
mﬁ;&wiﬁg - [lepBaga cTtaTbqa Npo
e L E Service Blueprint
I «Designing Services That
L] ep— Deliver» HannucaHa G. Lynn
— g Shostack B 1984 roay

O] -ymngs https://hbr.org/1984/01/

< m‘ i designing-services-that-
@] deliver

o |Sm—IE
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VicTopus

KapTta ycnyr oobeamnHsaeT agBa MHCTPYMeHTA: paboTy C
ncTopmsamm (NOBECTBOBAHME) 1 BU3yannusauuio.

[loBecTBOBaHME 1 BU3yann3auns 3TO OCHOBHbIE
KOMMOHEHTbI KapTbl YCNYI, TaK Kak OHU ABJIAIOTCS
MaKCMasibHO 3PP EKTUBHbIMU NHCTPYMEHTaAMW OS14
nepenavn nHpopmaumm 3anoMmMHaAEMbIM 1 KPpaTKUM
obpa3om, cnocobCcTByOLWMM CcO30aHNI0 OOLLEro BUOEHNS
Yy NtOAeN, KOTOPble MPUHNMAIOT PELLEHUS.

Anekcen Konbinos




\ 4

VicTopus

TunnyHaa cutyaumsa oJis no4Tr Nodon KoOMNaHum 310
tbparMeHTMpOBaHHbIN B3rnsa4 Ha NpogaBaeMyto YCyry.

[TponcxoauT 3TO OT TOro, YTO YCrNeEX KaXXaoro
nogpasfgesieHns N3MePSETCS C MOMOLLIbIO TOKaSTbHbIX
METPUK U HUKTO HE MbITAETCA CJIOXUTb OBOLLYIO KAPTUHY
onbiTa notpedbutens. Co3naHne odLLEero BUOeHUS
SBNAAETCH KPUTUYECKOW LIENbIO KapT YCNyr, Tak Kak 6e3

HEero HEBO3MOXXHO CO34aTb COrflacoBaHHbIV NJiaH TOro,
Kak pa3BuBaTb YCNVYry.

Akob HunbceH

Anekcen Konbinos




TOUKM KOHTaAKTOB

@ Day 0 Day+1 Day+2 Day+5 Day+10 Day+20
!
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Customer Goal Pathway Touchpoints!
Interactions

Mel Edwards, 2011

Anekcen Konbinos

Bo Bpem4
B3aMMOAENCTBUA C
HEKOEN YCI1yron Mbil
B3aVIMOOENCTBYEM C
OONbLUMM KOJIMYECTBOM
PA3JINYHbIX NPOOYKTOB.


http://desonance.wordpress.com/

Cnaboe 3BeHO

Day 0 Day+1 Day+2 Day+5 Day+10 Day+20
@ Camas crnabast Touka
B3aMMOOENCTBIA
onpenensaer

MaKCUMaU1bHbIN YPOBEHb
KayecTBa YyCyru.

Heka4vecTBeHHbIe
B3aVIMOAENCTBISA NPUBOOAT
K MOTEPSaM MnoTpebutenen.

Customer Goal Pathway Touchpoints’
Interactions

Mel Edwards, 2011
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Cnaboe 3BeHO

Day 0 Day+1 Day+2 Day+5 Day+10 Day+20
@ Takxe Mbl Tepaem
==~ ‘, noTpebuTenen npu
' v
- ‘ I _? nepexone OT OgHOWN TOYKM

KOHTaKTa K Opyrow.

Customer Goal Pathway Touchpoints’
Interactions

Mel Edwards, 2011
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Cnaboe 3BeHO

Day 0 Day+1 Day+2 Day+5 Day+10 Day+20

KapTbl YCAYTr MO3BOJIAET

NOCTaBUTb MO KOHTPOJIb
NPOLLECC MPOEKTNPOBAHNS
YCJIyI, KOTOPbIE
peanin30BaHbl C
MOMOLLbIO Pa3MNYHbBIX
NHTEPaKTUBHbIX
NPOAYKTOB.

.
@5 oy . ‘
) @3 &)
- -v - \

Customer Goal Pathway Touchpoints’
Interactions

Mel Edwards, 2011
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3anaum pewaemblie CJM

1. Barnan Ha yciyry CHapy>Kn-BHYTPb
. BbIi3BaTb aMnaT/iio Y yHaCTHUKOB Pa3paboTKIA

2
3. Cosnarb HenpepbiBHbI UX
4

. CUHXPOHM3MPOBATL U CBA3aTb (PYHKLMM NOAPa3OEIEHNN
C YCI1yrou
5. Cospatb 6a3y NPUHATUS CTPATEMMYECKMX N TAKTUHECKUX

OELLIEHNI.

Anekcen Konbinos
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LLla6,10H KapThbl

SCENARIO

GOALS AND EXPECTATIONS

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

QNTERNAL OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

. ZONEA
The Lens

| ZONE B
The Experience

ZONE C
The Insights

—1  NNgroup.com
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Customer Journey Map (CJM)

Customer Experience Map: Getting ‘proof of age’ identification prove eligibility for entitlements (current state)

This Customer Experience Map is a graphical

jon of the service j

of a customer getting a ‘proof of age’ identification card (POA ID).This is the (fictitious, but based on a real

service) scenario where a

channels

passport) needs to prove their eligibility in respect of age. The ‘Agency’ provides a POA ID card so people can use it in lieu of other forms of age proof. This map shows the customer perspective from the beginning, middle and end as they engage our Agency and other services and
to achieve their goal. It shows the range of tangible and quantitative interactions, triggers and touchpoints, as well as the intangible and qualitative motivations, frustrations and meanings that we can leverage, change, improve during the solutioning work for the change initiative.

Experience Trigger " DISCOVER INVESTIGATE
* Need money (e.g. benefit, study c £ o now
enndement) o How dol
* Want to save money (e.g banking) g complete this?”
* Earning money (e-g job) “
i
3 Qo thm_gc-_lm
c o ke o, tobe sent ©
< ' 7
Customer Type _§' o5 8 255
e T
+ Tends to be younger or inexpe- 3 @nlged”
rienced in terms of finances or < Q
dealing with institutions. Contact Contact
Circumstances e
* Doing process for someone else
* Doing process for first time
Biggest Pain
* Never dealt with regulitory H
before. Some fear of process and H
ability to achieve cutcome easily. :
* “Please let this be casy”
Sally starting-Something-New
+ Hashadeg with
= Has a dear goal understands process
bex is frustrated by inefficiencies or :
pressure on her. :
Circumstances E
* Sarting something new H
= New to this type of process H Transition point:
Biggest Pain
+ Doesn't apprecate bureaucracy and Continue Understand enough to progress,
red-tape, especially it looks e it Cl‘::"' Wlbﬂnk:ﬁsﬂu
could be easier. fomcd eptess
* “This should be straj 50 b AL,
I trust | can't gee it wrong” = ‘IO\‘ Q :
w .
§ m seimeon
] 1 think | v :
e what to do’ H
Map Key E “Theresalot =
Service Elements o Jor
Gmdmm&—n g
O oot £ SEmmE—
e 8 - pmcon
= « Bank sites * Bank sites
@TmSpﬂﬁ ) o§. = Plunket.com : Plunket.com
1@1'"'7""""!‘# k= : tertiary instugion sites : tertary institution sites
v
3 == - POAI :
=] umwm :
+ Agency counter E
* Agency cll centre / IVR H
+ Call Centre for above sites  ©
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* Evidence of ID + copies docs

i
i

+ Gall centre for Post, GP

PREPARE APPLY
- - Verifier
aer | — (Pt Ol o P Bk Sociir)
Recelve e N o of
POAO! form | [ pacam
hate
ol e w
| sit—— convenience / such keg
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Locace © @ .. L’Eﬁ? wapn
(Aiready have the 'ﬁl"el.nml § U cost :::‘?:

revasven

Pevervvary ivvvRRYINL

WAIT

©)
P
Wait [0 - |4 working days.

May call to follow-up on
progress

“I really need that
1D, ' have to call them
for a progress update™

Letter
= Proof of Age ID card

USE

———
—
-

Use & credentials

j

process that
ID process application

revasven

revasven

PYTARYTARYTNSYINSEY SEvere Ny PYvILYYY

* Proof of Age ID card

| rvasvvanr e

POINTS OF PAIN
BARRIER TO EXPERIENCE

® Gmmhwkm
2 different application process the

need for a POA ID is not prominent.
This causes real pain and frustration
when it’s dscovered becuse instead
of one process the customer has to
dnun.SuQ

that a whole new process
‘'will ake more time to complete, in
addition to the time it takes for them
0 get their information together.
Makes a real dent in view of Agency:
“It's just red tape and | need that
money!” When they know on
track could aﬁ

High stress due to importmance of
papers not often referenced/used.

Cost incurred for photocopying,
‘addmional cost may be due to accessing
mms.@

Gmm‘mmﬂ
throughout ciuses arodety. See

Not knowing when POA ID will be
received has potental fimancial impact
and stress on customer. Could result

inalls ing reassurance and reso-
15
POINTS OF DELIGHT
OPPORTUNITY TO SUPPORT
EXPERIENCE

Qbmﬂnmmﬁni

available identify apphication touch-
points as well as popuar blogs (and
similar) that provide proactive advice
and 55 1 inde .

To make it easier to decide on best
location prowide list of Verifiers in
Agency site with link to google maps.

and don't realise undil they're in line
this could help pre-educate them and
relieve some anxiety before they get
o the counter.

Consider making the ‘urgency’ process
the actual process. If we can do this in
24 hours and &t costs $12 what is the

cost of clls we deal with when people
ring to find out status.

saving to customer - after all it’s use
that says it should be in paper form.




TOUCH POINTS

|

VISITOR KEY MOMENTS

Exploratorium Visitor Experience Map

Where do you support the paths of different visitors?

Marketing

Digital Media

Pre-visit

Grounds

=

People

GET THE IDEA

Local Adult
A = Discovers Exploratorium on
* travel site
* Discusses with hotel concierge
Tourist
A :
A * Heard about Exploratorium
' on Univision
5 * Unsure if it's the right place
Hispanic for them
Family
a s
. = Is triggered by fond
' memories
* Receives Exploratorium
Member communications

Family

Transit

PLAN THE DAY

Rents a Zipcar

Plans day around visiting
multiple tourist destinations

Talks with family about going
Learns about Spanish options
Considers cost deeply

Looks up member
benefits

At Exploratorium

= Needs to meet friends there

* Asks about Spanish support

= Seeks special member check-in or
benefits

* Wants to skip line
= Feels extra frustration with crowds

Places to Go, Things to See

Mobile Device
B
Orientation /Y,
/,'
’r ’
St
'
’
1
A 1
\\ i !
R @ : People
| WEEEEER T '
Al
A
\
(]
b Y
Y
~
| 7
Arrival & Entry
Places to meet and rest
GET INSIDE DO THE MUSEUM

Seeks alcohol
Buzzed and wants munchies

Feels pleased at the depth of
the content

Needs to keep family together, old
and young

Pleasantly surprised that translation
is free

Feels pride and belonging
Looks for favorite exhibit
Feels frustration if it isn't there

Retail

Mobile Device

Exit

WHAT'S NEXT

expl

Post-visit

Wants to continue social activities .

for the night

Seeks spot to rest and recharge

Gathers the troops

Feels proud of San Francisco

ratorium’

dapti th
map by adaptive pa_w_

Digital Media

People

RETURN TO LIFE

Plans another date

Reviews on Trip Advisor
Crashes in hotel

Shares photos with family

Wants to get more involved




poctoun BapunaHT CJM

Post A Job
® Shopify
® External
Search: “Create an
online store”
Expert’s profile & “What kind of work
Add job details message, original have they done?”
and contact info 24 hr job request
request limit /
) \ :
], )
MERCHANT In Shopify Post a job Thank you  EEEE PP PP PP
{ A {
/ / Add message
“I need “I need help
some help” with..”

Ongoing

/ Respond to job \ communication

SHOPIFY EXPERT  vvveesermsseennnnnm e e e ccicnnn e e e seaa Email: Job request Thank you Email: Response @

A [1 < T
/ / Match!
Merchant info “Do I want “Great! Let’s

Hire a Shopify
Expert

& job details to take this work together!”
job on?”

Get feedback
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Experience Map

Pregnancy Experience Map

Week 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28/29/30/31/32/33|34 35 /3637 38/39 40

]

7

o

- Normal
¥ Infertility
¥ High Risk

Partner Close Friends/Family Other Friends/Work  Obvious in Public

P!

Physical
N Energy
Discomfort

U Weight ..
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Service Blueprint

Service Blueprint of Presby Neuro Clinic

MRI & Door Tag
Chart

Ask

Meet Dr.
Kassam

Check
Patient Dictation
Location

PHYSICAL Front Waiting Front Waiting Front Hallway Exam MRI & Exam
EVIDENCE Desk Room Desk Room Desk Room Chart Room
P . .
ACTIONS checkin | wait | Responas | folowt o s
Line of Interaction
ONSTAGE Call vCheék
& tals &
(}:D%Eg%CNT Patient As;( it
Line of Visibility
BACKSTAGE See Other See Other 0'.9“
CONTACT Patients i Patients Patient
PERSON Location
Kassam
Gets Quick
Roview
Line of internal Interaction
SUPPORT Debbie’ ST : Schedul
TSIl Char Can Database ey

System

Anekcen Konbinos

Waiting
Room

See Other
Patients

Check-out
Room

Check-out,
Pay, &
Leave

Process &
Check-out

Records/

Database
System




O606LeHHasa KapTa ycnayrm

Bbo3oH ApTemunsa MankoBa

[TONHBIM MYTb NOJIL30OBATESIEN B MPOLECCE NOTPEDNEHNSA YCIYT U

3a CYET BMPYCHOro pacnpoCcTpaHeHun
N PEKOMeHAA LN

3a cyeT NOBTOPHbIX
NpoAarK, abOHEHTCKOro

3acyet perknambl U NOCTOAHHOIO 06C]'Iy>KI/IBaHl/IFI

npusiae4eHnNA HOBbIX KTMEHTOB

Anekcen Konbinos
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Co3paHue KapTbl

ycnyru




OCHOBHbIE Warv

1. Onpenensgem Uenn KapTpOBaHUA
BbIisBISEM TUMbI MOIb30BATESIEN

BbisiBIiEM KaHau1bl 1 TOYKW B3aIMOOEVNCTBIS
OnrcbiBaeM BCE TOYKM B3aMOOENCTBUS
Bbib1paem KpUTUHECKIME TOYKU KOHTaKTa

OnMmMMN3NPYEM

N O O &~ W D

HenpepbIBHO yyyLLaeM

Anekcen Konbinos
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Cpasy HY>KHO MMETb YETKNE

1. Onpepgensiem Uenn

LEeJTN N OIPaHNYHEHNA

& ACHIEVE

YOUR
GOALS




Y10 Takoe Customer Experience

OnbIT ABNISeTCA LEeJTOCTHOW CYLLHOCTbIO

CaMOo CJ10BO OrbIT MO CBOEW HATYPE ABJISETCH BCEOXBATHLIBAOLLMM, BKJIKOYAOLLIMM

B cebs OEeNCTBUS, MbICSI 1 YyBCTBa Yes10BeKa Ha MPOTAXKEHUN BPEMEHM
OnbIT 9TO JINYHOE nepeXxxmsaHue

OnbIT OCHOBbLIBAETCA HE TOSIbKO Ha OOBEKTUBHOM CBOWCTBE MPOAYKTa UM YCYIi,

OH, TaKXKe CTPOWUTCS Ha CYOBbEKTVIBHOM BOCMPUATU
OnbIT cuTyaTnBEH

KOHTEKCTHAaA peksiamMa Jiydlle MegnmnHoW, HO TONIbKO KOoraa oHa BoBpems. B
OJHOM CJ1y4ae OrbIT MOXKET ObITb BESIMKOJIEMHbLIM, B OPYIOM, Y>KACHbIM.

ObcTodaTENBCTBA MOIYT 3HAYNTb O4YEHb MHOTOE.

Anekcen Konbinos




OTHOLWIEeHus meXxay opraHu3aunen n KIMeHTo

KnueHTbl

B3aumonoencraune

Ycnyra oCyLeCTBISIETCS
MEXXOY KIIMEHTOM
opraHusaupen,
cnenoBaresibHO BaXKHbl 06e
CTOPOHbI.

Anekcen Konblios

KnueHTbl

B pesynbrarte B3aMoOencTBrS
NPONCXOOUT OBMEH LIEHHOCTAMM.

Kak npaBuio, KIMEeHT noJiyyatoT
YCNyry, a OpraHusaLio —
OEHbI .




Ha3HauyeHue, POKYC U CTPYKTYpa KapT

1. Bbinucatb Luenun KapTbl ycnyru

e [lpomartb pyKOBOANTEO NOAPA3OENEHNS MOS0 HOBOMO NMPOAyKTa

e [lokasatb JI['P, 4yTO 13-3a NPOBJSIEM B NOSIb30BATESIbCKOM
MHTEPdENCE NPOOYKTA, Mbl TEPAEM KIIMEHTOB, MNPV 3TOM, OU3HEC
nokasartesiv noapasaesIEHN KOMMaHn1, KOTOpble oTBeYatoT 3a CX,

HaXOOATCA B MNnonemMsieMoM Onara3oHe

e BbigaBuUTb Hanbonee KPUTNHECKNE TOYHKN KITMEHTCKOIO OrlbiTa U

BJIOXXUTb PECYPCHI B UX YilydLUeHne
e (CNPOEKTUNPOBATb CaMbIV JTYHLLEN KITMEHTCKUI OMbIT HA PbIHKE

e (Co3paTbh 00LleE BYOEHNE COBEPLLUEHCTBOBAHWS HALLEW YCIYT Y BCEX
JIP

Anekcen Konbinos
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Ha3HauyeHue, POKYC U CTPYKTYpa KapT

2. BoibpaTtb onbIT KNIMEHTA, KOTOPbIN Mbl Oyaem onucbiBaTb
¢ [JoKynaTesibCKoe NoBeaeHne
e [loTpebneHne HOBOCTEN
o JleHb 13 XN3HW
e [lepexon Ha HOBbLIV TapUd yCIyr

e KapTa KMEeHTa KOHKYPUPYHOLLEN YCYTri

Anekcen Konbinos




Ha3HauyeHue, POKYC U CTPYKTYpa KapT

3. Kakue gaHHble cobnpaem un paccmaTpmBaem C TOUYKU 3pEeHUs KJIneHTa
o Dusnyeckme: aptTedakTbl, MHCTPYMEHTbI, YCTPOWCTBA
e [loBeOeHYecKuMe: JenNCTBUS, BUAObl AEATENTbHOCTW, 3a0a4m
o KOMHUTVBHbIE: MbIC/IN, MHEHWS, TOYKN 3PEHNS
® OMOUMOHASIbHbIE: YYBCTBA, >Kes1aHNS
e HyxObl: Lenu, MoTPEOHOCTN
e BbI30Bbl: NPOLBIEMBI, OrpaHNYeHVs, DapbePb
o KOHTEKCT: PUBNYECKUN KOHTEKCT, OKPYXXEHNE
o KynbTypa: yoerxkaeHus, LEHHOCTW, dhrnnocomus

o CobbITVS: TPUITEPbI, MOMEHTbI UCTUHbI, TOYKW NMpoBasia

Anekcen Konbinos




Ha3HauyeHue, POKYC U CTPYKTYpa KapT

4. Kakue paHHble cobupaem M paccmMmaTpuBaeMm C TOUKU 3peHus

opraHun3auumu

® [OYKM KOHTaKTa: (PU3NHECKOE OKPY>XKEHUE, YCTPOWNCTBA, MHOPMAaLIMS
e VYTl npoOyKTbl, yCIyru

e []pouecchl: BUObl AEATENIBHOCTU, MOTOK YrpaBIEHNS

e BbI30Bbl: MPOBSEMbI, MHLMNAOEHTbI

e  Onepaunn: posun, NoAPa3AeNEHNS, CTPYKTYPA YyrpaB/eHVs

*  MeTpuku: TparK, PUHAHCHI, CTAaTUCTUKA

e OKCMepTtr3a: CUSIbHblE CTOPOHbI, Clabble CTOPOHbBI, CUCTEMA ODYHEHNS
e BO3MOXHOCTW: NaKyHbl, 6apbepbl, N3ObITOYHbIE OEVICTBUS

e |lenu: npmbblib, SKOHOMKSA, PenyTaums

® CTpaTeFI/IﬂZ MNOJINTUVKA, HarpaBJieHne pa3BuTiiA, NMonHUNNbI

Anekcen Konbinos
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Ha3HauyeHue, POKYC U CTPYKTYpa KapT

5. [nsa Koro genaem KapTy (Ha3Ha4yeHue)
o KTO OYOET MCMNOJIb30BATb KapTy”?

e Kak byOdeT NCrosb30BaTbCA KapTa’?

Anekcen Konbinos
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2. BbiaBnsem Tunbl NoJib30BaTesieuv

KapTa co30aeTcs, Kak
o Q
npaBwWIO O1s OAHOro

The Chatterbox

g i wﬁ-:"?:.,% pEete SIS TYNA MOMb30BATENEeN.

wth Fanbows of avger. maﬁmg - g
P [lepen co3paHnem KapThl,
@ e e HEOOXOMMO CHaYana
SEE. PR S ES. OTPene/MThes O oo

¢ hate him, Bot, oh, he won't slop.
Can't stop.

TUTMNaXKaMN.

Anekcen Konbinos




NCTOYHUKN 3HAHUU O MNoJib30oBaTenax

BHyTpeHHMe
o (ObpalleHns K Cry»xkbe Noaaep XK
e KommeHTapum, Ha dopymax B AppStore, Google Play, B couceTax
e [O3a0MNNTU-TECTUPOBAHNS
® [ NyOVHHbIE NHTEPBBLIO W MOJIEBLIE HADMOOEHUS
e MapKETNHIOBbLIE OTYETHI C ONMUCAHMEM CErMEHTOB MOJIb3OBATESIEN
e  Pokyc-rpynnbl
BHeLuHue
® AHaNIN3 KOHKYPEHTOB
e (OTpacrieBble OTYETHI
e AHaNM3 TEHOEHUMN (TPEHOBOTHNHI)

e basbl Hay4YHbIX UCCenoBaHUM (Hanpumep, acm.org/dl)

Anekcen Konbinos




MeToaounkKa nepcoHaXkewn

[lepcoHaxky 3TO NonyndpHas MeToaMKa onmcaHnsa TMNoB nosib3osartenen. OHa

NO3BOJIAET ONpenesiNTb TUMbI NOJSIb30BATESIEN, ONUCLIBATL UX U UCMOJIb30BATb

NPV MPOEKTUPOBaHNN.

Anekcen Konbinos




[Topmep co3gaHusa nepcoHakeun - 1

[MepemMmeHHble (LuKasbl)

e YacTo /1 BbIBAET 3a rpaHunLen?

® ECTb I (OUBNYECKME OrPaHNYEHNA?

e 3HaHME S3bIKOB

e OnbIT PaboTbl C MOBUIIBHBIMU YCTPOWCTBAMM
e [lnaHVpyeT NoesnKm

e  OnbIT paboTbl B UHTEPHETE

* [lonb3yeTtcsd v ByMadKHbIMU KapTaMu

Anekcen Konbinos
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[Tpymep co3gaHus NepcoHakeun - 2

Habop npoTo-nepcoHakewn

e |llonoronnk e Monogo>keHbl

® [ OPHOIbPKHIK e (CemMbs C PEOEHKOM
® bur3HeCcMeH ® []N9KHMK

® [YCOBLLMK * «AbopureH»

o QoTorpad-nodbutenb ® [leHcroHepbl

o «l/IcTOpUK»

Anekcen Konbinos




[Toumep co3gaHusA NepcoHakeun - 3

Knactepusauyus
1 1 b 1 1 h| 1 1 1
OnbiT Monb3yerca
Yacro s, Ycnosua PaboTbi ¢ KapTamu

HavanbHble boiaeT3a OrpaHuyeH 3Kkcnayatal 3HaHe  ycrporictBa boim3a  Mnanupyer Onbit byMaKHbIM

3HaYeHud rpaHMLEN WA 1 A3bIKOB MM [PaHMLEN? MOE3OKM  MHTEPHETA M
[leHcnoHepbl 1 2 1 1 1 1 2 1 3
MonozoxeHbl 1 1 1 2 2 2 2 2 3
Cembs ¢ pebeHKom 2 1 2 1 2 2 2 2 3
Llonoronuk 3 1 1 2 2 2 1 2 2
TycoBLUMK 3 1 2 2 3 2 1 2 2
AbopureH 3 1 2 3 1 2 1 1 1
[NAKHMK 2 1 1 2 2 2 2 2 1
busHecmeH 2 1 1 3 3 2 1 2 2
®otorpad-ntobutent 2 1 2 2 2 2 1 2 2
cTopuK 2 1 1 3 1 2 1 2 3
[OPHONBIKHMK 3 1 1 2 3 2 1 2 3

Anekcen Konbinos




[Mpumep co3paHUA NepcoHaXkeun - 4

Knactepusauyus

Dendrogram using Average Linkage (Between Groups)

Rescaled Distance Cluster Combine

CASE 0 5 10 15 20 25
Label L i L tm———————- tm————————- +
MonoromMkK 4
T'OpHONMEIRHUK 11 —
BusxHecMeH 8
TyCOBOMK S
foTOorpad-noburens 9 —
VicTopuk 10
MonomoxeHH 2
CemMea c pebexHkoM 3
Inaxsuk 7
ABopures 6
[leHCcuoOHEepH 1

Anekcen Konbinos
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[Toumep co3gaHmnAa NepcoHaKeun - 5

KoHe4YHbI Habop

e [llonoronnk + [OpHOMBPKHVK + BraHecmeH + TycoBLUMK + PoTorpad-

nmodutenb+ VIcTopuk = TyCoBLUMK

e MonogoxeHsbl + Cembs ¢ pebeHKoM + [nsxHrK = Cemba €

pebeHKOoM:;
e AbopwureH

® [leHCMOHepbI

Anekcen Konbinos




® lMepcoHaXku: yeta NeHCUOHEPOB

EsreHui MNMeTtposuy u Jllogmuna AnekceeBHa BMECTE YKe
MHOro net. OHU BbIPaCTUAM NPEKPACHbIX AETEWN U
AOXO3NNCb BHYKa U BHYYKY. EBreHun u Jliogmuna nobar
NyTewWwecTBOBaTb, XOTA 3TO YAAETCA HE C/IULLKOM 4acTo.
O6bI4HO OHU NOBAT NocewaTb MHTEPECHbIE U
POMaHTUYECKUE ropoaa umetouyto boratyto ucroputo. B
3TOT pa3 AeTU NOMOIU KynuTb nyTeBKy B Kutaun. B Kutae
OoHU bonblie Bcero 60ATCA, YTO B peCTOpaHe UM noaaayT
611000 U3 cOBaKU MU KOLLKU

JInyHble uenm

*HaWTU TUXMIA U CNOKOUHbBIU OTAbIX;

*[loBnaatb Mmup;

*[loceTnTb UCTOPUYECKNE 0OBEKTDI;

*OTBeaaTb 611043 3K30TUYECKOU KYXHU;
*[locTapaTbCA NOTPATUTb B OTNYCKE MUHUMYM [EHET;
*BbITb NOHATBIM MECTHBIMU XUTENAMMU;

*He umeTtb npobaem c coBpeMeHHOU TEXHUKOM.



CueHapum
*3aKa3aTb B pecTopaHe MHTEPECHYIO eay, HO He C/IMLLKOM OCTPYIO U U3 3HAKOMbIX NMPOAYKTOB
*[loceTnTb UCTOPUYECKUUN OOBEKT C NPUMEHEHMEM IN1EKTPOHHOTIO rnaa

TpeboBanuna

*YMeHue BocrnpousBeaeHun ¢ppas

*bykBapb, Mepornudbl, KPYNHbIE KAPTUHKU

*[lepekntoyeHmne Ha A3bIK CTPaHbl NOCELLEHUSA

*[lepeBoayuk ans obeunx cTpaH

*Habop TMNUYHbIX Pppas, CNIUCOK TPAAULMOHHBIX BAtoA, € YacTHOCTU (Cc poTorpadmamm, ¢ rpagaumen
No OCTPOTE U T. N.)

*IHbopmauua o0 pecTopaHe (KyxHe)

*[TonyyeHue nupopmaumnm ob nctopmyeckom obbvekTe (CTOMMOCTb, pacnmcaHne 3KCKYpPCUn)
*[1naH noceweHnn Ha AeHb

*«rae A?» U MHPopmaLma 0 4OCTONPUMEYATE/IbHOCTU PAAOM CO MHOM

*BO3MOXHOCTb TUXOro NpocaAywmnBaHuA MHGopmauum (HayLWHUKU U T. 4.)

*[pomKoe BocnpousBeaeHue nHbopmaumm

*PazbueHune nHpopmaumm ruaa no TeEMaTuKe

*KaTanor TpekoB nNo myseto (3KcnoHaTam)

Anekcen Konbinos




3. Haxooum TOUKM KOHTaKTa U KaHaJslbl

*—_

Anekcen Konbinos

®

/.
e

To4yka KOHTaKTa 3TO MOMEHT
B3aIMOENCTBUSA BO BPEMSA KOTOPOIO
NPOUCXOONT YOOBIETBOPEHNE
OonpeaesIEHHOM Ye10BEHECKOM
NOTPEDHOCTU MPOUCXOOSLLEE B

oripenesieHHOM MecTe N BPEMEHN.

Kak npaBuio, B3aMOLOENCTBUE
COMPOBOXOAETCA OOMEHOM LIEHHOCTSAMM
MEXOY KIIMEHTOM W OpraHm3aLmemn

NpenoCTaBNSOLLEN YCYIU.




Bo3amMo)XHble KaHaJ1bl 1 TOYKI

SHOP WINDOW SHOW SPECIAL OFFER CUSTOMER MAGAZINE
INVOICE BY MAIL BILLBOARD
CONTACT BY PHONE AD NEWSPAPER
MULTIMEDIA BROCHURE @ NEWSPAPER INSERT
SMS @ TV COMMERCIAL
NEWSLETTER @ AD INTERNET @
SHOP PROSPEKT EN AD
PUBLIC TRANSPORTATION

WEBSITE PRICE RECOMM.
CALCULATOR @ FAMILY/FRIENDS
INVOICE BY EMAIL @ REPORT NEWSPAPER
WEBSITE LOGIN AREA @ PRICE COMPARISON
PORTAL @

INVOICE INSERT CONSUMER REPORT TV
SHOP PRODUCT ON SHELF REPORT CONSUMER MAGAZINE
SHOP ONLINE PROVIDER @ REPORT TV
SHOP PROVIDER SHOP OTHER
SHOP ADVICE PROVIDER CONSUMER REPORT RADIO

WEBSITE PROVIDER @

Tunbl TO4YeK?

e CTaTW4Hble (HE MHTEPAKTUBHbIE)

¢ [/IHTepakTMBHbIE

e Jltoon

Anekcen Konbinos

Mpumepbl TOYEK KOHTAaKTA:

e [B peknama, nedatHasa peknama,

OpoLUopbI
e MapkeTrHroBble emall'bl, CMIMCKM PACChITIOK
e Beb-canTbl, MPUIOXKEHNS, NMPOrpamMMb
¢ TelePOHHbIE 3BOHKIW, OHIAVIH YaTbl

o CekpeTapy B MPUEMHOW MU HA CTOUIKE,

Kacca, KOHCYJ/IbTaHTbI
e Duanyeckne 0bbeKTbI, 3AaHKs, JOPOru
* VakOBKW, MOCbINIKMN

e Yekun, CueTa, [naTexkHble CUCTEMD




KaHasibl 1 TOYKU B3aMMOOENCTBUS

KaHanbl B3aI/IMO,EI,e|7ICTBI/IFI — 9TO KOHTeVIHepr TOYEK KOHTAaKTAa,

npencrasnaloT cobon ogHy cpeny B3aumMoOevncTBUS.

PHOTOGRAPHY / CONNECTING THE DOTS

persona

MAIN USER ACTIONS / INTENTIONS

CAPTURE MANAGE PUBLISH / VIEW SHARE
,

DIGITAL CAMERA o o 5.on the move
- - - ®

P~

MOBILE PHONE (o)

o

PC APPLICATION

-

WEB SITE / APPLICATION

PORTABLE MEDIAPLAYER

PRINT MEDIA

HOME MEDIACENTER /TV

Anekcen Konbinos
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KaHasibl 1 TOYKU B3aMMOOENCTBUS

Talrbl 1 LWalru, rno ropn3oHTaJ 1/

QD

1.

2. KaHasibl, TOYKN KOHTaKTa

Anekcen Konbinos
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4. OnucbiBaemM TOYKM KOHTaKTa

CobupaemM MakcMasibHO

NOJIHYHO MHOPMAaUMIO MO

JJJJJJ

. T | | KaDKIOM TOUKE KOHTaKTA.

00000000

HaHocuM 3Ty MHdopMaLWO

Back-Stage

“Aetons | Ha Ka
Actions "
= i

Anekcen Konbinos




[Toumepbl onucaHun - 1

Hukonaw, 38 ner
YensnbuHek

nogpsig v GecnnarHo!

KoHcynbraxT (6apbep) YaHan o cepsuce 3axoren NoBHUKaTL Pewwuncs nonpobosarts
Touku B3aUMOAENCTBUA Pexnama (offline) 3HaKoMbIi
(offline) 3HaKOMbIi TenedoHHbIN 3BOHOK
Buantku CortpyaHuxu (offline)
CmaprdoH CmaprdoH
Touku B3aUMOaEHCTBKSA Pexnama online (nepexog ¢ Caiitel naprHepos Caur
(online) KOHTEKCTa, NOCaf0uHas SEo, Cawr MoBuneHas sepcus canra
NEeHAWHr, 8 cou. cetsix, SMM) MmasHasn: Mexio Bonpocs! 1 oT8eTh
Caitrbl NnapTHepos MmasHas: Mogsan Nuurblin kabuHer
Mouckosas sblaava 8 nouckosukax MobunbHas Bepcus canra ABTOOTBETUMK
Mouckosbln 3anpoc MocanouHble crpaHuLbl TexHuueckan noaaepxKa
Car (peknamHble) ONEeKTPOHHOE NUCLMO
masHasn: Mero Bonpocsl 1 oTseTbl (HoTrdKKaums, pACCbINKa, OTi
masHas: Mogsan Cou. cetn: Coobluexune B nuuxy NOAAEDKKM)
DUHAHCOBLIN FKCNEPT B KPYNHOWM MoBuneHas sepcus canrta Cou. cetu: MNocT Ha crpanuue Mpeanoxure naeK/KaTeropuk
KoMnaHuu. Yeran ot apyseit u MocanoyHble crpaHuLbl Cou. cetn: KommeHTapuit K nocry
SHAKOMBIX, 3BOHSILMX K HEMY C (peknamHble) Corpyanukm (online)
NoBLIM BONPOCOM, CBR3AHHLIM C Cou. cetn: Coobliexune B nuuxy TexHuueckan noaaepxKa
AeHexHbIMKU Bonpocamu. OcobeHHo Cou. cetu: MNocT Ha crpanuue Mpeanoxure naer/KaTeropuio
pOCh! Can rarias Konamaauranuii v noers
erov focTanu on crouT nn Lenb wara 1. Hawtv cepsuc. 1. Y3Hartb, KaK CEPBUC PELLUT ero 1. 3aperucTprposarses B cep
Cervac nokynars BankTy U kyaa
2. MNOHATL, CTOUT N CEPBUC npotnemol. 2. 3anonHutb npoduns.
BKNA/AbIBATL [€HbIV. 3BOHAT U B
BHUM3HMWS. 2. BoisicHuTb, kak cepsuc paboraer. 3. Hacrpours yenyry.
pabouee Bpemsi, ¥ BEYEDPOM, U B
3. Y3Hatb npo rapaHTum u
BbixoaHble. OH He NpoTus
OrPaHUMEHMS.
KOHCYNbTUPOBATHL, HO HE BCEX Xe .
. 4. Haittv 0T3bliBbI.
Kputepuit ycnexa MmasHas cTpaHuua caita orsetuna Hawen OTBeTs! Ha BCe CBOM 3aperucTpupoBaHHbINA,

Bapbepsi, npobnemsi

Ha ero Kn:wvyesble s0Npocsl.

1. He NnoH¥MaK O 4eMm 1 NS Koro
3TOT pecype.

2. Kak 3T0T CEepBMC NOMOXET peLunTb

Mot npobnemy?

3. He 3anomHun HassaHve cepsuca,
KOTOPLIK BHAEN NO A0pore.

4., 3abbin Ha3saxue cepsuca/l
3HaKOMbIN nepespan HassaHve.

BONPOCHI Ha CanTe U B COUManbHbIX
CeTsX, NPOHUKCSH AOBEPHEM K
cepBucy.

1. Y10 o1 meHs notpebyercs?

2. Homep tenedoHa 3HawT Bce. He
XOMY NanUTbCs Nepeg Konneramu.
3. Yacrble KoMaHaUpPOBKY U
POYMMHT.

4, CepBuC He nogaepKrBaeTcs
MO¥M ONEepaTopoMm.

5. Kak cmory ngeHtuduumposaTts
3anpoc Ha KOHCYNbTaUMIO.

HaNONHEHHbIA ¥ HACTPOEHHLIL
npocdune. He HanyraxHble po;

Konnerw.
1. HeobxoaumocTb A0Ka3bLIBE'

SKCNEPTHOCTb.
2. OTnyck u oTknoveHune/
NPUOCTaHOBKA CepBuca.

3. Yacrble KoMaHaUPOBKM KU
POYMMHT.

4, Homep tenedoHa 3HaKT BC
XOMY NanuTbCsi Nepeg Konner:
5. Bowcs 3a6bITh yKasars 4TO

BawUAS N rafRS 1 ASABL ALY

Anekcen Konbinos

Customer Journey Map komnaHum Cobaka [laBnosa




[Tpmepbl onncaHun - 2

Exploratorium Visitor Experience Map
Where do you support the paths of different visitors?

expl ratorium’

dapti th
map by adaptive pa_f_

Places to Go, Things to See

[ Pre-visit 1T At Exploratorium
Mobile Device
Digital Media Grounds 6\
Marketing Q
.®. - Q. Orientation 7
. ~. = 3 .
=5 ®. .- e U S N 7S
n AT S Tt =@ N J
-~ \\ 4' /
2 i '
z - . s : .
3 =1 \ _.® ) People A ' Food
=} ‘. -------------- o < 1
1
= People Transit y y

P
' @
’

a‘—

-

~

~

NN

Arrival & Entry

Places to meet and rest Retail

GET THE IDEA PLAN THE DAY GET INSIDE DO THE MUSEUM
() * Rentsa Zipcar * Needs to meet friends there * Seeks alcohol
' * Buzzed and wants munchies
S— Local Adult
< A * Discovers Exploratorium on * Plans day around visiting * Feels pleased at the depth of
5 * travel site multiple tourist destinations the content
g * Discusses with hotel concierge
s Tourist
& a
i * Heard about Exploratorium * Talks with family about going * Asks about Spanish support * Needs to keep family together, old
o ' on Univision * Learns about Spanish options and young
& * Unsure if it's the right place « Considers cost deeply * Pleasantly surprised that translation
= Hispanic for them is free
Family
v . « |s triggered by fond * Looks up member = Seeks special member check-in or * Feels pride and belonging
*' memories benefits benefits « Looks for favorite exhibit
* Receives Exploratorium * Wants to skip line « Feels frustration if it isn't there
Family * Feels extra frustration with crowds

Konblos

Post-visit ]
Digital Media
Mobile Device
_________ o
. o
8 .-®
(G- . People
Exit

WHAT'S NEXT RETURN TO LIFE

* Wants to continue social activities * Plans another date

for the night
* Seeks spot to rest and recharge * Reviews on Trip Advisor
* Crashes in hotel
* Gathers the troops * Shares photos with family
= Feels proud of San Francisco * Wants to get more involved

KapTta Adaptive Path
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Cobupaemas nHdopmauumsa - 1

Ona KaXXoon Toukm cobmpaem nHdpopmauuio

1. MbIc/1 1 YyBCTBa

2. lenctaung

3. /IHCanTbl, KOTOPbIE Mbl XOTVM BbI3BaTb

4. LleHHOCTb 014 MOJS1b30BaTENS

Anekcen Konbinos



NCTOYHUKN nHdbopmaLmn

Ncnonb3ywute Te )Xe caMmble NCTOYHUKWN, YTO U Mbl UICMNOJ1b30BaSIU

0J151 onncaHus nepcoHakewu.
Tak>Xe NoJIb3yUTeCh:
® CaMOCTOATENIbHOE UCMOIb30BaHNE YCYTU
e MeToamka «TanHbI NoKynaTesib»
e Metoguka «HO3abunnntn-TecTtmpoBaHme»
¢ Beb 11 MOBUTbHAS aHaNNTKA

e OdhhnanHOBbIE KONMYECTBEHHbIE MeTOObl cOopa JaHHbIX O

[N0J1Ib30BaATEJIAX

Anekcen Konbinos




KPIl 0606LeHHOn KapTbl yCnyr

Viral coefficient

Revenue

Registrations

LTV -
Lifetime
Value

Activation

CAC - Customer
Acquisition Cost

Retention

Anekcen Konbinos




FO3abunnntn-tectnpoBaHme

«HO3abNNNTU-TECTUPOBAHNEM SBJIAETCS JIFODOW SKCMNEPUMEHT, HanpaB/IEHHbIN HA N3MEPEHNE

Ka4yecTBa VHTepdenca nnm »e NoncK KOHKPETHbIX MPOOIEM B HEM.
[Tonb3a r3abUNINTU-TECTUPOBAHUSA MHOIOrpaHHa. TeCTUpoBaHMe NO3BOJISET:

® [JOHATb, HACKOJIBKO MJTIOXO WM XOPOLLO paboTaeT UHTEPMENC, YTO MOXKET SIMbO
nodyaonTb YNYYLLUNTL ero, b0, EC/IN OH Y>KE OOCTATOYHO XOPOLL, YCMOKOUTLECS; B JIIOOOM

Cliydae JoCTUraeTCy rnoJsib3a.

e CpaBHWNTb KA4EeCTBO CTapOro 1 HOBOrO MHTEePMENCOB 1 TeM caMbiM JaTb 0OOCHOBaHME

N3MEHEHUNAM VJTN BHEOPLEHNIO.

® HanTy 1 onosHaTtb NpobaiemaTnyHble dparMeHTbl UHTEPdENCa, a NP 4OCTaTOYHOM

06BbeEME BbIOOPKU TAKXKE N OLIEHNTb NX YACTOTHOCTb.

B 1O >Xe Bpems 103abnnTu-TeCTMPOBaHNE HE MOXXET cAefiaTb U3 MI0OXO0ro NPOAyKTa NpoayKT

XOPOLUWI; OHO BCEro Nillb AesiaeT NpoayKT SydLle.»

Anekcen Konbinos




FO3abunnntn-tectnpoBaHme

Recommended by Vlad Golovach and 12 others

Vlad Golovach
Partner in Usethics—http://www.usethics.ru. Author of three popular e-books and two children. Mus...
Jul 9, 2015 - 49 min read

K03abunutu-tectTupoBaHue

no AelleBKe
28.05.2008

Basicno: cmamuws nossuaacy ewje 10 aem nHazad (dama ceepxy amo He
dama HanucaHus, a dama nocaedrell pedaxyuw). Cmamovs ysxicacHo
ycmapena u mul He youpaem ee 806ce NOMOMY, YIMO NO HENOHAMHOU
NPUMUHE HA PYCCKOM A3blKe 3a amu 200bl HUKIMO He HANUCAan ayvue u

HoeBee.

H03abunutu-TecTupoBaHue MOSIBUIOCH B KpaliHe GI0pOKPATU3UPOBAHHBIX
06J1aCTsIX—B BOEHHOU MTPOMBIIIJIEHHOCTH U cdepe PUCKOBAHHOTO
IPaX/IaHCKOTO MIPOU3BOACTBA (CaMOJIEThI, JIEKTPOCTAHIIUH | T.11.). Kak
CJIe/ICTBHUE, 103a0UIUTH-TECTUPOBAHUE CaMO OBLIO YPE3BBIUANHO
OGI0POKPATU3UPOBAHO—HYKHO OBLIO HE IMTPOCTO HAWTH MPobIIeMy, HO, YTO
6pLI0 1azke GoJiee BaXKHO, 0KA3aTh, YTO 3Ta IpobyeMa JIeHCTBUTETIBHO
cymectByeT. KpoMme TOro, 103a6UINTH-TECTHPOBAHNE HACIEIOBATIO
[IPUEMBI ¥ IIPABUJIA HAYYHBIX UCCIIEIOBAHUM, B KOTOPBIX HE IPOCTO BA’KHO
0OHApYKUTh (PeHOMEH, HO TaKKe HY?KHO yOeUThCsI, UTO OH HE SBJISETCS
CJIEJICTBUEM ITOCTOPOHHUX 0OCTOSATENBCTB. M3-3a BBIHYK/IEHHOTO
YCJIO3KHEHHUSI IIPOoIlecca TECTUPOBAHUEM 3aHUMAJIHCH 1[EJIble KOMAaH/IbI
Y3KHUX CHEIUAIVCTOB: OJIMH ITUIIET TeCTOBbIE 33/JaHUA, IPYTOH COOCTBEHHO
TEeCTUPYET, TPETUH JaHHbIE AHAJIU3UPYET, A €Ile OJUH ITOTACKHBAET 1

OTTAaCKHUBAET PECIIOHICHTOB.

Jlerxo IIOHATD, YTO TAKOE€ TECTUPOBAHHE, IIPH BCEeX CBOUX NOCTOUHCTBAX,

O4Y€Hb YK JJIMTEJIbHO U HEIIPpUEeMJIEMO JOPOro.

https://medium.com/usethics-doc/103abunanTn-TecTupoBaHne-no-geLeBke-2e853250960f

Anekcen Konbinos



http://www.bawiki.com/wiki/techniques/stakeholder-onion-diagram/

MeTpuKn yooB1eTBOPEHHOCTHU

*\oice of Customer Program (Oracle) =~ = ==

e SUMI (http://sumi.ucc.ie/en)

~NA

Discover three
capabilities for
successful voice of the
customer programs.

e SUS (https://www.usability.gov/how-

to-and-tools/resources/templates/

system-usability-scale-sus.html)

Anekcen Konbinos



https://www.usability.gov/how-to-and-tools/resources/templates/system-usability-scale-sus.html
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Cobupaemas nHdopmauumsa - 1

Ona KaXXoon Toukm cobmpaem nHdpopmauuio

1. MbIc/1 1 YyBCTBa

2. lenctaung

3. /IHCanTbl, KOTOPbIE Mbl XOTVM BbI3BaTb

4. LleHHOCTb 014 MOJS1b30BaTENS

Anekcen Konbinos
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5. llwem KputTnyeckmne ToUKn

He BCe B3anMOOeCTBUS OOMHAKOBO
\o/ BaXKHbI, HEKOTOPbIE ABNAOTCS Boee

KPUTUYHbIMW 0151 BU3HEeca Mo

Maximum Minimum Inflection
\o OO BEKTVBHbLIM NPoNYNHaM
Corner Discontinuity

Anekcen Konbinos




MoOMEeHT UCTUHDI

MOMEHT NCTUHbI 9TO KPUTHYECKast SMOLIMOHAIbHO 3apsKeHHast TOUKa
KOHTaKTa, KOTOpas, Kak MpaBuio, C/y4aeTcsl B TOT MOMEHT, KOroa KTo-TO

TPATUT OOJIbLLOE KOMMYECTBO SHEPrun paay AOCTUXKEHUS pe3ynbTaTta. B aToT
MOMEHT PELLIAETCS CIIOXKATCA NI OTHOLLEHNS C KOMMaHVen npeaoCcTaBAsoLLen

yCIyrn n xxe npepByTca. GyHKUMOHaNbHASA: OAET NOJIE3HOCTL OIS KNIMEHTA
TNNYHbIE MOMEHTbLI UCTUHDI
1. Oco3HaHWe, 4TO eCcTb ONPenesieHHOE PeLLeHe
YTeHre pekoMeHoauum OT Apyroro nokynaTens
[TOKyrnKa ycnyr

[1epBbIV OMNbIT MOTPEDNEHNS YCITYTU

o~

>KenaHne nogenunTbes nHopmMaumen ob yeyre ¢ Opy3bami

Anekcen Konbinos
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Cobupaemana nHdoopmauums - 2

0ns KaXKOoro MomeHTa UCTUHbI cobmnpaem nHdbopmauuio

5. LleHHOoCTV Ons opraHv3aumm

0. Jltogn, BeLy, obopyooBaHME, OKPY>KEHWE

Anekcen Konbinos
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VHCTPYMEHTDI




Excel + cxembl

Y ~ : CNO>XHO COMPOBOXOATb

1.8 News &
Email list

Requests

P b N3MEHEHNA, TaK KaK HY>KHO

2.2 Linkedin
Message

BHOCUTb NpPaBKN B

Touchpoint
1.2 Interactive 1.2.2 Custom I}
— COnyTcTByrOLLIN OOKYMEHT
[T ——— 3 I 3 I 5 y I—|—|| |D| y
MoK wedcpMaLIN O KepTe napons
NoRABHOCTH AORABOCTH nymby nogaepmion
War 1 War 2 War 3 War S War 6 War 7 Wars War 9
Kasan TAIBNGA CARTS MOST. KSMANMN site3.ru - Kowrawru site3.ru - AaTopuasuun dubdukoilry - Ouwbea b dukoiLrs -
PORABHOCTH AORABROCTE SN MACTRMIOS. napons
Ueaesoe ) na Kamkyn
Sannep Kap & i oduces JAPONHMA SHRETY K DOMYNMA JANOAHMA SHEETY M NONMA OmMENOA SSTOPKIALMN POAREDHH
KAPTY NOANBHOCTH KBDTY NORABHOCTH
59500p NOL | Cocwesd t0wATs, 8 Kae0M pi3aste o mocos o capts wamaos
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User needs

Ha4YHatoLWLNX, OYHEHDb

User goals

HeOPOroun.

User expectations

Process

Touchpoints

Experience

Problems @

Ideas @

Pain points

Anekcen Konbinos




touchpointdashboard.com

Phase One
Look for a new bank

(“:5'-’:-

et &) (=
Soclal Media Online Advertising Newspaper
(Banner Ads) Advertisement
.

Marketing

Branch Office

Online Banking

r Service

Become a new customer

s o (
NissNeN
Loan Product Account Opening
Brochure Forms

Loan Applications New Account
Disclosures

Loan Officer New Account
Disclosures

Approval Letter Checks Balance
Online

Loan Applications

Customer Care

Phase Two

Maintain relationship with the bank

N 2 Y ke
i\ ——
A/ y “
Social Media Newsletter Financial Expert
Reports

Email Marketl
Campaigns o

*

Calls Local Branch [ Deposit Receipts Loan Applications
* %)

Financial Seminar Teller withdraw
%) *

Notices Monthly Statements | Loan Applications
Q ¥ * Q

Account Aleris Customer Surveys
* *

Call Center Inquiries

A4

Anekcen Konbinos

Beb-cepBUC, KOTOPbLIV
creyyasibHO paspaboTaH osis
bmkcauym n nsyyHeHns KapT

YCIVT.



mural.ly

BupTyanbHaa Oocka, B
PARTICIPANT 2 o
: | KOTOPOW MOXXHO MPOBOANTb

PARTICIPANT 1

royNnoByto padoTy

b CLUSTER 3 - FEEINGS

basement
. 't
u
out P2 getbike
ot out
P Looking = Some P2 Feek gosd.
e eyl [NESCRY (Retvce
- getting out -:::.‘ emvwonment
Annoyed

auso: —— [ t0.go can
‘spprenensive. ‘cont. gloves.
‘over wh heimet, stc be hassle

‘when tires
nees
pumping up

Anekcen Konbinos




RealtimeBoard.com

I BvipTyanbHas 40cKa, B

KOTOPOW MOXXHO MPOBOANTL

o = == E rpyrnoByto padoTy

a-mnyw um c---m- Ounhldz w-luf Croate baswe: 'M— -
Kyword basicemsl —  omal -  Deleteomai appes appt
bﬂm
Done e
Creste s Send RTF- RTF- montey—  Create RTF- AcceptiReject!
Limit search Send HTML- OpenHTML-  Emptycdeloted  View daly Creale HTML  Fropose naw
one fisld email emai items formst Applt ime
USER
STORI
Limit search Set Open Mandatory/
1+ fiekd eensil prioeity sttachments Optional
Search Got address View woakly Gat address View
attachments from cortacts formats from contacts Gttachmants
Search sub Send Search Add v
fokders attachments

Anekcen Konbinos




OcTasibHble OHN1aH MHCTPYMEHTDI

Ona KapTupoBaHus

https://cxomni.net/editionen/basis-edition

http://www.tandemseven.com/ux360-

customer-user-experience-software-tools

https://www.smaply.com

http://www.ac4d.com/2010/12/service-and-

system-design-toolkit

http://patternservicedesign.com/experience-

mapping-tools

https://www.totango.com

http://www.journifica.com

https://www.blankcanvas.io

Anekcen Konbinos

LLIab610HbI

http://divtoolkit.org/tools/experience-map-2

https://www.dropbox.com/s/

eghttg4n10477c4/Journey%20Map

%20Worksheet.pdf?dl=0

C6op obpaTHOM CBA3N

http://www.experiencefellow.com

http://www.hey.co

http://www.reporter-app.com

https://www.glassboxdigital.com

https://www.ibm.com/commerce/us-en/

campaigns/customer-experience-

management



https://cxomni.net/editionen/basis-edition
http://www.tandemseven.com/ux360-customer-user-experience-software-tools
https://www.smaply.com
http://www.ac4d.com/2010/12/service-and-system-design-toolkit
http://patternservicedesign.com/experience-mapping-tools
https://www.totango.com
http://www.journifica.com
https://www.blankcanvas.io
http://diytoolkit.org/tools/experience-map-2
https://www.dropbox.com/s/eqhttq4n10477c4/Journey%20Map%20Worksheet.pdf?dl=0
http://www.experiencefellow.com
http://www.hey.co
http://www.reporter-app.com
https://www.glassboxdigital.com
https://www.ibm.com/commerce/us-en/campaigns/customer-experience-management

boeBass komHaTa (War Room

[ 103BO19E€T COBMECTHO BECTU

ONNTENbHBIE 1 KPYMHBbIE

NPOEKTbI OOHOV KOMaHOOW.

(B

T3 *ri
Hi

Anekcen Konbinos




\ 4

Yto nanbwe?




KaK ncnoJsib30BaTb KapThbl
YCIyr

KapTa ycnyr BamMm NoMOXKET:

PacnpocTpaHUTb 3HAHKS O PEaUTbHOM MOSIOXKEHUM e C NOTPEOUTENSAMM.

OBpaTTb BHMaHME CTENKXO10EP0B Ha BOMMIOLLME dDaKTbl U MOTEeHUMasIbHbIe

BO3MO>XHOCTW AJ/14 pOCTa.

Paccuutars ROl onmuMmaaumn yenyri.,

PazpaboTtarb CcTpaTero pasBuUTUA YCyrv 1 NPOOYKTOB, KOTOPbIE B HEE BXOOMT.
YyuLmnTb KOMMYHUKALN BHY TP KOMMaHW.

[ 10BbICUTb YPOBEHb MOArOTOBKM MNEpCOoHaUA.

Y YYLLINTD OPraHU3aLMOHHYIO KYIbTYP.
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OREILLY®

R

THIS IS
SERVICE

o

THIS IS
SERVICE

DESIGN

DOING. \

THE USER’S JOURNEY
Storymapping Products That People Love A Rosenfeld

DESIGN
THINKING,

Marc Stickdorn and Jakob Marc Stickdorn and Markus Donna Lichaw, Eva Lotta-Lamm
Schneider Edgar Hormess The User’s Journey

This is Service Design Thinking: This Is Service Design Doing:

Basics, Tools, Cases Applying Service Design and

Design Thinking in the Real
World sbinger B Hosi6pe
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Designing

Multi-Device
Experiences

AN ECOSYSTEM APPROACH TO USER
EXPERIENCES ACROSS DEVICES

Michal Levin

Michal Levin
Designing Multi-Device Experiences

Anekcen Konbinos

Designing
Connected
Products

UX FOR THE CONSUMER

INTERNET OF THINGS

Claire Rowland,
Elizabeth Goodman,
Martin Charlier,

Ann Light & Alfred Lui

Foreword by Tom Igoe

Claire Rowland, Elizabeth
Goodman, etc
Designing Connected Products

PRACTICAL EMPATHY
For Collaboration and Creativity in Your Work M Rosenfeld

by Indi Young Foreword by Tom Gruber

Indi Young
Practical Empathy. For Collaboration
and Creativity in Your Work
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@® Coxpanuts LLY’

Mapping
bExperiences

A COMPLETE GUIDE TO CREATING VALUE THROUGH JOURNEYS, BLUEPRINTS & DIAGRAMS

“—

: James Kalbach
Copyrighted

James Kalbach
Mapping Experiences
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Christopher Risdon and Patrick
Quattlebaum

Orchestrating Touchpoints Blog
BbINOET B 9TOM roay
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CaunTbl n coobLuecTBa

—acebook: Customer Journey Mapping
—acebook: Service Design in Russia
nttp://www.servicedesigntools.org
nttp://www.businessdesigntools.com
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http://www.servicedesigntools.org
http://www.businessdesigntools.com/

Cnacunb6o!

Bonpochb!?

twitter @copylove
facebook copylove
email copylove@gmail.com
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