Forbattra kundupplevelsén med hjalp av
Customer Journey Mapping

@ camilla@thisisbetty.com

IIIIII



Min resa

IIIIII



KUNDUPPLEVELSE

Den kansla som uppstar hos kunden
som ett resultat av samtliga interaktioner

med en organisation.
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Kalla: Forrester, The Six Disciplines of CX Maturity
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Visuell
storytelling

Utifran-in

Kundens
interaktioner

Emotionell

End-to-end

Office lady feels

stressed by very
busy working
schedule. Starts
looking for place
to relax during
lunch time,

She checks her
mobile and finds her

tavorite restaurant. B

She isirritated by
unfriendly website,

Mobile APP, site

restaurant

She finds great
menu inchuding
local ingredients

and health package. :

Feeling happy.

fobile APP, menu
walthp g

Disappointed
to have to wait
inline inthe
healthy menu restaurant.
and free -
massage.

Mabile APP,

received her

menu and

guidedtoa
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getthe free t
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quality time, \ and refreshed
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ordering module

l 1Pad available at the table
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Syfte och scope

Samla interna insikter

Kvalitativa kundintervjuer

Workshop - mappa kundresan

Sammanstalla kartan
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Kundresekartan
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UTVARDERA
Testa

RESEARCH

Personas
Customer Journeys

Strategi
roadmap

DESIGN

Innovation
Koncept/Prototyp
Forbattringar
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Framtida lage

Eliminera painpoint
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Senaste handelser
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Behdver du hjalp?

Chatta med kundtjanst

BANGERHEAD

EXPERTS IN BEAUTY

| samarbete med

budbee

/Budbee

Dina varor fran Apotea har
levererats. Betygsatt
leveransen och chatta med

Budbee pa: https://bdb.ee/
ZK5Wa

/Budbee

Dina varor fran Bangerhead har
levererats. Betygsatt
leveransen och chatta med

Budbee pa: https://bdb.ee/
BlLl1an

/Budbee
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Dina varor har levererats
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Framtida lage

Starkt slut
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Framtida lage .

Datadrivna upplevelser
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SAMMANFATTNING

NOJDA

MEDARBETARE
OCH KUNDER

DEFINIERA OCH BYGG STORYN ACTION
SYSTEMATISKT LEVERERA KUNDENS PERSPEKTIV
RATT UPPLEVELSE WHY
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TACK!
FRAGOR?

@ camilla@thisisbetty.com
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