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Customer Journey Map Mokynka HoBbix KpoccoBok ans 6era

O Oner
Oner 3aHUMaETCR 6EroM Ha ANMHHbIE AUCTAHLNM.

Yepes Heaenio oH NOGEXUT Nepsblin MapadoH
Y XO4EeT KyNuTb HOBYIO Napy KPOoCccoBOK Ans 3abera.

06aymbiBaHue UsyyeHune CpaBHeHue
14ac 2 gHA 1 geHb
1. Oner cCMOTPUT Ha CBOM 3.MnéT B «AHAEKCY, 5.Cmotput 0630pbl
CTapble KPOCCOBKM BBOAWUT 3anpoc KPOCCOBOK Ha YouTube,
1 NOHUMaeT, UTo Yepes «KPOCCOBKM AR uMTaeT NocTsl 6rorepos
ABe HeAenu OHY yKe MapagoHar, ¥ CanTbl ANA 6eryHoB.
M3HOCATCA, NO3TOMY CMOTPUT peknamy
AYMaeT 0 NOKyMKe HOBBIX. ¥ U3yuaeT canTol. 6.4uTaer or3visbl
© MarasuHax,
2.CMoTpUT Bn10orepos 4,BuauT peknamy CREnERaaT IR
GeryHo 8 : : YCTIOBUS AOCTAaBKU
1 BAOXHOBNAETCA noHpasuswmecs HAIPHAM9PLIe
X 3KUNUPOBKO. MarasuHbl B 3aKnapKu.

7.Bbi6UpacT 6peHa

OxupgaHus

> BbiGupaTh U3 pasHbix 6PEHAOB 1 UBETOB.
> YBUAET, KaK CMOTPATCS KPOCCOBKM Ha 6eryHax.
> MonyuunTb BbICTPYIO AOCTABKY U NPUMEPKY A0 Onnathbl.

OdopmneHuve 3akasa [locTaBKa U MpUMepKa

20 MUHYT 1 neHb
8. A nap 12.n Kypbep,
B KOP3MHY U NepexoauT Oner mepsieT ofyeb.

K opopMneHnto 3akasa.
Sop! 13. 3a6upaer

BbibMpaeT MeXay NOHPaBUBLLYIOCA Napy-
[OCTAaBKOW KypbepoM

1 NYHKTOM CaMoBbIBO3a.

CMOTPUT, ecTb Nn

fOCTaMaT PRAOM

¢ paboTon, 4To6bl 6bICTPO

3a6path 3aKa3.

0

10. B

v Mopienb

“KnacHble Kpoccosku!
Xouy TaKue xe"

“KpyTo, uTo Ha caitTe
eCTb MHOrO 6peHAoB,
UBETOB 1 pasmepos”

“He noHumalo, kakue
noaxopaT

“MeHHO AN MapadoHa,
HUrAe He HanucaHo™

“310 HOBan KoNneKums,
a BAPYT eé He Gyner
8 MOéMm ropoae”

“Ha caiiTe MarasuHa He yKasaHo,

CKONbKO Nap KPOCCOBOK OCTAaNoCh
8 HANUUMI. HEMOHATHO, HYKHO Nk
CNewnTsb ¢ 3aKasom”

“TMonyy CBOM KPOCCOBKY
3aBTpa, A cyacTus”

KYPbepOM, NoTOMy YTo
TaK MOXKHO NPUMEpPHTL
06yBb U BLICTPO OTAATE
HernopowegHue Mogeny.

. Onnauvsaer 3akas “No6ery MapadgoH

KapToit Ha caitTe. | 8 HOBbIX KpOCCOoBKax!”

“Mpuwnocs seck aeHsb
KAaTh Kypbepa AoMa,
— NoTOMy 4TO He 6bino
BbI60Pa BPEMEHHbIX
cnotos ans pocTasku”

“¥anb, 4To Henbas onnaTUTL
ToBap Npu nonyueHun.

ECNv KPOCCOBKM He NOAOMAYT,
3aMy4aloch BO3BPALLATL AeHBIU"

BOT TAK?
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m NPUMEP N3 NPAKTUKW WONDERFULL l

Ka pTa I-IYTM |'|Of| b30 BaTEHﬂ (CJ M) CueHapwmii: NyTe UHCTPAHHOTO TYPUCTA U3 a3PONOPTA A0 FOCTUHULbI.

@ Keiic ((:‘y Uens npoekta ans komanasl Wonderfull
D mos.ru MNpoekTnpoBaHne NpuNOXeHNs Komanpa Wonderfull Ha 3Tane uccnepoBaHus nsyyana nonb3osatensckme
ANA rocTeii ropoga Mockesbl. cueHapuu rocteih ropoga Mockesl. Mel nposenu 6onbwe 50 BCTpey ¢ rpynnamu
TYPUCTOB ANS NOUCKA KNtOUEBbIX Npo6nem n nepcoHaxeit. Ha 6ase nccneposaHnin
JaKasiiK fon Mbl ONpejensinv 3aaaun NpoAykTa n GopmMupoBan NPoAyKTOBYIO rMnoTesy.
Mos.ru 2016-2017

Tym ecmo WiFi! Cetivac

Bbicmpo u 6e3 npobok
doexan do 20poda.
MHe noHpaeunoce!

Ha uem , 3amemun ykazameno
dobpamecs 00 NOdKAI0HYCh U 8bi30sy makcu! Ha Aapoakcnpecc
20poda bvicmpo (Hadnucu Ha
u Hedopozo? A He Mozy Yeuden 3a3vieéaroujux anznudickom). Motidy
M umobGui He aemopu3o- makcucmoe, myda!
obmanynu! eamocs 6es nonpocunu 5000 pyé.

pyccKkozo Homepa 00 yeHmpa Mockebl —

menecoHa! 3MO CAUWIKOM

dopozo!

Ha anzautickom Hukmo
He 2060pum, CAOHHO

Kynumo 6unem.
O6vAacHANCA Kak Mo2.
. . . o . . o >
° - * - * - - >
12:00 12:05 12:10 12:20 12:35 12:45 13:30
CrapT B asponopTy MonbiTka CpblB cueHapus. Mounck ansTepHaTUBb! Mouck ansTepHaTmBb! Ob6ueHne ¢ Kaccupom. TypucT pobpancs.
Mockebl. BOCNO/Nb30BATLCA BHYTpPM asponopra. BHYTpPW asponopra. 3aseplieHune cueHapus.

MO6MNBHBLIM TEeNehOHOM.

UJInN TAK?
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Customer Journey Map - Music Sharing Experience

STAGE > Visit S>> Listen

Discover

S>> Share

Discuss

Federe D> Fepord >

Opens spotfyon phone

STEPS

1 listen to music to get

THOUGHTS i cugh coding certain

projects”

1 isten to music all the
time. | run to mu

commute te musi

TOUCHPOINTS &

ACTORS

EMOTIONS o

Wants to listen to music
while working

Browses suggestions

and “Discover Weekly”

playlists

Chooses a playlist

“ like the discover
weekly playlist
Sometimes, | just don't
wantto keep searching
for songs and thisis
perfect”

“ usually go to the ‘you

might also ke’ section’
*l would have iked o
have & way o see what
songs were popular at
the moment”

41};9]’\

~ To see all the suggested

playlists

Listens to selectad

playlists

Discovers a familiar

song

“Ilike alternative rock
and indie music, so | like
to discover by genre
generally”

Clicks on three dot
Menu nextta sang

Selects the Share
option in the
dropdown menu

Capies a link and
sends it 10 Grace
through whatsapp

I share music with my
friends by just sending
thema link on
whatsapp

“Ilike that it is pretty
straightforward”

“Ilike that | have share
optians in a vertical
display”

Tafind the translation

of asong froma
different country

To see music
suggestions that don't
fit his tastes atall

To share a nostalgic
sang with his friend

Asks Grace what she
thought of the song

“Iwould send a follow
up to the text after |
shared the link”

© o

To find out what his
friend thought of the
suggestion

Reciaves a text
message

Clicks on link and is
redirected o a
browsar window

Opens with Spatily

Clicks on shuffle play

“Why do | HAVE to
open it on Spotiy.
That's really annoying”

“Why do | need to only
use shuffle play? Its
weird that| can't just hit
play*

To see what music his
friend discovered

To listen to a nostalgic
song friend on what he

Opens whatsapp

Responds with approval
or disapproval

“I wouldn't respond
unlless it was a
particularly nostalgic
song”

I would have fiked to
just add ike an
emoticon or something
to react to the song*

| lappy
To send feedback to

thought of the music

To have ta only select
Shuffle play mode

BOT ELLUE
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wci g Disability Employment Services (DES)

A Customer Journey Map

Employment
Search
Assistance

Review
Joe
PLAN

1to S days
B\ 1to 3 visits

1t not eligible

~2
— '\ Assessment
IcP )

e
Jsci )

Which
Forms
&7 tofil?

We believe everyone should
have the opportunity to
achieve their career goals.

Broader
Life

supports

Extra
Education
/ Upskilting 4

Work-related N
Problem Lnd
Solving Home
Obligations

Search o Wellbeing
Support
for Jobs i

Apply
for Jobs

Onboarding
Super, ATO,
Bank Account

For more information or enquiries, please
Visit Our website St Wwwwcig.org.au

A TAK?
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UTO 34ECb HOBOIO?

CUSTOMER JOURNEY LAYERS

BrightVessel.com

STAGES Awareness Consideration Acquisition

Loyalty

STEPS oo | B gl

the Package  Packa:

TOUCHPOINTS

DEPARTMENTS

& —p—D—c-
&8 —8—®




HeeTonwE

KOI'lA Y)XXE NO TEME
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BoSMaHGE 1

BOT CEMUMAC
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Mbl AEJIAEM TAK

Customer journey map

3TANbI

OMUTENBHI
cueta

TNoPEKOMEHN0BANK -
P n Busimsomene . o sanesioe R— T —
360HOK MEHE/PHEpa — npUCHEHME
BuzuTa
: u orpenetme M
patoroparena Yar npunomeEsne
Mo3sokun lar
Gankom) o
Ofcmymasance kax

KnvewTobpaugaeTca Knnewt npiexogure Knuent npressaer & KNMewT He 3HaeT c: KnuexT 8 M5 Kawewt Knnewt g KnreHT npi
8 BakK Al Boero B " orenexve Gana nepeoanicro et npoBoauT asbieae omenerwe G,
(OHCYMLTA DragonPass
COTPYAHKKOM Gaki I
nonyenwAiapT i e omprTh e
EKAS MMEHHO AEACT 2 =Y 4T SE0HMT uT06H 0o Knvent sa3spare,
COBEpLUGET KEHT) XL _ KOHTAKTHBIA LEHTD yaHaTh P OTKDHEZET obpaujaercas
L ikt 0 caoem MM cuETa MB omenenme
TIEII L E n M 3BOHWT KNMEHTY GaHKa
OTKPHITMIA MPOAYITa M
CO CBOMMM KOHTBKTHHMY nonyeHmA
HaHHLIMM KIHEHTY Ha craTycan
TenedoH YTOUHEHMA
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KNWEHTa)
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NMNNIOC ELUE 3TO

MNpouecc 1\2
3aaeka-cgobpeHre cOenKkm

Ol

3acTPOMLLMK

NMPOBNEMbI MpoueccvHr BhicTaBnsioTCA KnuenTy onobpunm (e Teh
c i T T pazbupaeT 1 AONONHHTENLHbIE KpenuT No oaHoMy CYMMQ WM KNTHEHT
c DL CMECEIT, cHCTeMaTUIMpYeT ycnosus, [OM YCNOBMIO, HO Ha [FEZ3ETHETE
SRy e eog [NOKYMEHTH Nocne OPUEHTUPYACH Ha chenke BLIRCHASTCS, Gy e )
XaHTepa QHKETY, HO AQHHEIE TO OHO BHIND He
MOryT BeiTh YUTEHO U HyHHO
TapTHEPDI NPGCAT HEKOPPEKTHBIM & ybparh ero e
NOMOYb C 3a8BKOH U He xsaTaeT CpasHeHnA C cucTemax
LOKyMEHTaMM Ao e nacnopom
oIS poae . KIMEHTCKMX MK
KaBuHETe NOpTHEPa LOHHBIE HEKOPPEKTHEI
v3-3a uero (HeT nponucku.)
BO3HUKTIOT OLMEKI
HQ CThike Jloprc v
Ilom npo XarTepti
EbIKNAObIEAKDT 04NH 1
TOT He DOKYMEHT 7)

HECKONBKO Pas,
HANP1MEP, 6 GHKeT
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NMNMOKA3bIBAEM CIM

N OOMOSTHAEM €€ OEeNCTBUAMU U LLATAMMU, KOTOPblE
NeXxXaTtT HA CTOPOHE 6VI3H€CCI, HO HEe BUOHDbI KITMEHTY
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HA 3TOM BCE, HAPOLL

[Toka!
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