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[ lpnBeT!

A Onbra KacbsH.

[unpekTop no cyactbto KnneHtoB SmartMotion.

3 hakTa 0060 MHe:
- Moo posikHoCTb npuayman KnnenT.
- [NoBbicuna NPS B SM no 87%.

- OgHaxkgbl obegana TeT-a-TeT ¢ [JJoKTOpOM
AON3ecoM.
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FTrPYNNA KOMMOAHMUN

FOBaJ1b HoM Xapapu

ABTOP BECTCEJUIEPA SAPIENS
BIG IDEAS

KPATKAIJI
NCTOPUI
bYAYHIEIO

MpeaynpexneHue o becnpeueneHTHbIX BbI30BaX, CTOALLNX
nepen 4enoseyecTBoM. ITa KHUra — eule bonee 3axsaTbiBaloLasn,
eule Bbonee BaxHas, 4em BenukonenHasa Sapiens.

8(926)286-38-12
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YTO Takoe cyacTbe?

CocToAHMEe YenoBeka, KOTOPOe COOTBETCTBYET
HanbosiblleN BHYTPEHHEN YyO0OBNETBOPEHHOCTI
YCNOBUAMU CBOEro ObITUA, MOTHOTE U
OCMbICNIEHHOCTU XXU3HWN, OCYLLECTBJIEHNIO CBOETO
4yeJsI0BEeYeCcKOoro npu3eaHuA, camopeannsaunn.

': ;’ ' 8(926)286-38-12
FE >martiotion FB/olga.vepretskaya
smart-motion.ru
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[ lonb3oBaTenu NokynarwT, TO eCTb «HaHUMAIOT
Ha paboTy» Ball MPOAYKT, YTOObI OH caefas CBOLO
paboTy — n coenan XXuU3Hb Nosib3oBaTenAa HEMHOIO

cHacCTtJinBee.
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YTO Takoe cyacTtbe?
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% Customer Journey Map

Example of an online grocery store

Delivery & Use Loyalty & Advocacy

Awareness Consideration Decision

Hear from friends,

. : Compare & evaluate Add groceries to Receive or pick up Contact customer : : Order again / :
see offline or online ad, : : Make an order : Enjoy groceries Share experience
alternatives a shopping cart on order service order more
read from newspapers
Find the best solution RN ang seact iRceve [ pickup an et e b proviems Have right and good Repeat good Share feelings,

products Order effortlessly order effortlessly appear, request for

to buy food easily, getinspired SRR raind quality ingredients customer experience give feedback
— 1 Word of mouth, Word of mouth, website, _—. Website, app, Delivery service, Phone, Food products, = Word of
e traditional media, brick & mortar store, . order confirmation packing, messages email, packages, other o mouth, social !
social media social media : email (email, SMS, phone) chat materials - y media

Requires effort, happy when received Frustrated Satisfied “This is easy”

Increase awareness and
interest

Create marketing
campaigns and content
both offline and online, PR

Marketing &
Communications

Increase number of
website visitors

Create marketing
campaigns and content
both offline and online

Marketing &
Communications

Increase shopping cart
value & conversion rate

Shopping cart value,
conversion rate

Optimize grocery
shopping experience

Online development,
Customer service

Increase online sales
and conversion rate

Online sales,
conversion rate

Optimize online
purchase
funnel, order handling

Online development,
Warehouse, Logistics

Deliver on time and
minimize a delivery
window

On time delivery
rate, average
delivery window

Increase customer
service satisfaction,
minimize waiting

Customer service
success rate,
waiting time

Organize customer
service

Make products
to match expectations

Develop products &
product range

Product development,
Purchasing

Increase retention rate
and order value /
frequency

Retention rate,
order value &
frequency

Target marketing,
make re-ordering easy,
upselling / cross-selling

Marketing,
Online development

Turn customers to
advocates, turn negative
experiences to positive

Viral coeffient,
customer satisfaction

Manage feedback and
social media, develop
sharing / inviting chances

Customer service,
Online development

www.columbiaroad.com

| 8(926)286-38-12
\g g/ smarttotion FB/olga.vepretskaya
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Customer Happiness map
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Customer Happiness map
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YTO TAKOE

JTBD?
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Customer Journey map
LONGFORM

Information gathering, shopping

Initial

vl LONGFORM 40% S
SHORTFORM 60%

Trigger

Ongoing exposure S ¥ O RTE O =1y

8(926)286-38-12

Ygf:" SmartMotion FB/olga.vepretskaya
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Customer Journey map
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Jranbl
JTBD

Lenb

TOYKM KOHTaKTa

YT1o oxupaer?

Kak MOXHO yauBUTL?
bapbepbl

Upeun

Customer Happiness Map

CUSTOMER HAPPINESS MAP

NepBUYHOE OCMbLICNIEHUE

OueHka u BbIOOp Cpoenka CX
OpraHu3oBaTtb 3 PEKTUBHbLIA U 3aNOMUHAOLLUUNCH TUMBUNAUHT

OpraHuaoBaTb

BbibpaTb camMbi HageXHbIN TUMOUNOUHI = Ha4yaTb [MpoBecTy TUMBUNONHT U
Hantu napTtHepa no opraHu3auum BapuvaHT, KOTOPOMY MOXHO nony4arb Bbirogy oT ybeauTbcs, YTo CepBuc
TMMBbunauHra 0OBEpATb cepBuca = paccnabutbCsi COOTBETCTBYET OXUAAHUAM
1. PeutuHr Adindex
2. Npemun
3. Yyactue B BbiCTaBKax
4. NpodunbHble nybnukauum B
npodgeccuoHanbHbIX U30aHUAX
5. BbICTynneHunsa cMapTaHLeB
6. PekomeHgauum B 4arax 1. Canr
npodpeccunoHanbHbiX (Hanpumep, 4yatr 2. Cou.cetn SmartMotion
aAMUHUCTPATUBHbLIX AUPEKTOPOB) 3. Odbuc Ha PnakoHe
7. bnaHec-knyobl 4. PEUTUHr
8. Facebook, Instagram 5. PekomeHgauuu KnueHToB 1. IlnyHbIn MeHeKep 1. OToen kayecTBa
9. SEO vnu [upekT B AHQekce 6. lNpeseHTauus (noptcponuo) 2. Action-plan 2. Paboyas rpynna
10. CapadaH 7. K 3. HoroBop ... 3. Yar B mecceHaxepe




Customer Journey map
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* How rmuch wil this co=t? * Aro thoy fable? Can | st show up? * |5 & cnsy to find and get thore? * What can | do whil | weit? * Wil a madhanic tall mo axactly did thoy did? » Whara is my car7 Is it in the same spot?
» What's near me? *» What's tho fastost way o book an » Whom do | park? * Would | ruthor wast here or coma back: ketor? * Wil | undarstand what s/'ho i toling me? » Whan will | noad 1o being my car n again?
* How can | contact tham? sppontmant? * Whom do | go? Who do | talk ta7 « Wil & bo dona on timo? How wil | know? o Whit &= tha cost braskdown?  What soquiros mochanic, and what can | do
THINKING » Why Groon Garage? ® Can | canod ar machaduba? How? * How long wil tha wast ba? » Can | watch what thoy am doing to my car? * Ara thara othar tips for mantaining my car? an my owl?
* How much wil this co=t? * How is my sarvico eco-fnondy?
* Approharaia - Don™t want to spond a lot. e Frustratiod - don't wart fo pamp through so * Anxous - If I'm keto, wil thoy stil ko ma? * Surprisad - t's specious and comfortablo. * Raioved - It's firally dond * Hopoful - Will rvy car run battar?
* Annoyad - Car trouble & nconvoniant. many hoops st o got an sppontmant. * Uncortan - Am | in tha nght placa? * Borod - No magannas/TV7 But thor's Wik * Rdioved - Tho cost is as axpoctad. * Optmissc - Doas my car facl any dificront?
» Cluoioss - I'm clucloss about cars. * Hapakd - Ihopalg:lﬁuﬂn_;lm. ﬂlslodsdibvlﬁmdhamc.ndnpa * Skoptical - Is all this gran stuff for roal? * Despportad - Didn't meat my mechanc? » Cautious - Asa thay going o spam my nbox?
FEELING * Skaptical - Wil this raslly holp the planat? * Foliaved - now that the appointmant is st “""’{‘::;n"gﬁ“"m « impationt - how much longar wil this taka? » Chucloss - Dot undarstand what thoy did
Tham's lots of competition so knowing who o Apportrmonts can be bookad by phore or Chack-n is fast and fnandly but & doasn't focl Weaiting arce i moro cormfy than most but Checkout & fast an painioss but it docsn't GG i on soonl natworks but them's no eason
trust is mportant. onine but 1% todious cithar wey o the car is getiing hugped. reading product and groan facts gots old fst. repro & huge dasino 1o retum. to stay cornoctod batwoon visits.
* Sia is overwhaiming and herd to nawgate » Onfino form aske for 2 kot of nformation * No adnowiedgoment of finst-time customar o Artincts ara not rolovant o my sarvica * Knowlodga and pamsion only came * Nood bettor romindor than a sticker
CUSTOMER EXPERIENCE » Broken Inks * Larga cradt car imaga at tha fop is alerming *» Phone ninging constantly and loudly » No ndication of my estimated complation ::’:TF"G- . e *» Ermasiod recopt & a doad and.
* Qutdated Info * Oniino booking stll requires omai and * Custornar not informed that check-up is * No entortainmant ® No claar beaslaiown o - Nothing to sham or connact with
phona. lﬂ&dhﬁddmuﬂhuzd = - how it svwas monoy, of tha planat mmunodoua ——
) * No acknowledgoment .
* Friondly attondant on the phona, but have * No reason fo stay connactad botwaon vists
to go through automatad voioa first.
* Do-chstar the wobsio * Stroamiing appointment form and process * Display signago for parking. * Provida status updatos. * Give he and disact tham 1o thair * |n tha car =sanice documentation, nchudo
* Concess mosmsging « Custornor profiies 50 ropoat appontmants « Idontity # customr is now or rauming « Simpity tho display of tho arfiacts. profio for mom datells shout what wes dono diagrms and usar-bindly fonms.
- - 2o casar to st (for mpport). - * Empower customens 1o vest the sto to M.ﬂwl“‘!h
» straight -lorwerd navigation. * Mom staff infarnction. its 1o hear from = thor =niaga custornar halpod tha erviranmant with
* Uso phone for gathorng additional dotals: * Acknowladga grean thinking in staf who ara pamsicnate sininebilty. P —— — for the
OPPORTUNITIES . cormarsiion. * Show prica comparsons for difioront parts: Garngo, tips s, rormindans,
- s valat aquirad? ) : ) * Space is too opan - diferantato botwaan GG v, avornge auto shop. and itations o spocial avents.
> What is going on with tho car? © Provico & s of sarvioms with pioos. public and privelo specos. « Customer proflo for long-torm mistiorship,
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YTO NEPBbIM CJIbILLUNT KITMEHT, KOI'JA 3BOHUT BAM?

A HEI'O OH OXXKNOAET YCJIbILLATB?

A KAK EI'O INPNATHO YOANBUTB?

| 8(926)286-38-12
\gg/ smarttotion B/olga.vepretskaya
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OTOoen KOHTPOS
KayecTBa
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Bunetb 6apbepsbl

& @ https://festival-timbildinga.timepad.ru/event/932265/

Bbibepute Tun ounera:

Twun buneta

© nNocewenue c 10.00 go 20.00

3akpbiTue peructpauum yepes 3 gHA

NoceuweHue ¢ 10.00 go 14.00
buneTbl He NpegHa3HayeHbl 4NA Npoaaxku.

3aKkpbiTUe perucTpauum Yyepes 3 gHA

MoceweHue ¢ 12.00 go 16.00
Bbunetbl He npegHa3Ha4YeHbl 4714 Npoaa>ku.

3aKkpbiTUEe perucrpaumm Yyepes 3 gHA

MoceweHue ¢ 14.00 go 18.00
Bunetsbl He npegHa3Ha4eHbl 18 Npoaa>ku.

3akpbITue perucTpauumn Yyepes 3 gHs

MoceweHue ¢ 16.00 go 20.00
Bunetbl He npegHa3Ha4eHbl OJ18 Npoaa>ku.

3akpbiTue pernctpauum Yepes 3 oHA

LleHa

6ecnnaTtHo

becnnaTtHo

6ecnnaTtHo

becnnaTtHo

6ecnnaTtHo

8(926)286-38-12
FB/olga.vepretskaya
smart-motion.ru
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