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CJM Steps

1.

© N o 0 k~ W

Decide on agree on Business Objectives
Define the CJM scope

1. Which parts of Journey — Start & End?
2. Which Customer Persona

Team formation

Pre-workshop data — Sensitize the teams for customer needs and current state
CJIM Creation by Team members (Hypothesis)

Post-workshop validation — Data and Customer Interactions/Ethnography

Big Picture Summary to management

CJIM Revision (As-Is/To-be)
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Customer Journey Map - Healthcare caop®

Business Management Group

PATIENT JOURNEY: CABG PROCEDURE

- caregiver journey
- patient journey
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Your users opened 3 High Interest Saving account at the Fl branch. They Business Management Group

reached the Internet Banking promotion via different platforms, and then
decided to gain Internet Banking access.

INTERNET BANKING APPLY

USER JOURNEY & EMOTION MAP

The effective and contextual factors that will affect your users emotion
towards vendors are: sense of security, simplicity and easy steps to
register
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Awareness Discover Use

the journey

Goal

Your users begin by just
learning about the internet
Banking

Your users are conducting
research to expand their
knowledge of what Internet
Banking can do

The primary goal Is to understand
the differences of Internet
Banking, and make the final
choice.

Reaqister for Internet Banking

Confirm existing customer

At this point the users
have made the decision to
register 1B

Now they focus on going
through the process

Capture user information : Complete the registiation

Your users are conducting the registration process

Their primary goal:is completa the task in a simple and
easy way without spending too much time

At this stage your users have
completed the registration
already, they are expecting an
easy |login to try out their new
Internet Banking
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Decision Map with Bottlenecks ldentified
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Seta goal Make
Appreciate LR Evalua_te l for BMI necessary Stick to Achieve -
the need/ I3 ] °pt|9ns E reduction investments theregime the goal Maklr'_lg s
benefits of = SLate.t — SEI;.ECt Vliﬁle =3 and co- —3 oftime, effort = andstay (= & — DS
being non- OBISITI y OE Io.’: w createa and money self- Celebrate
obese; ( | obesl Iy ) personalized and lifestyle motivated success
value) consultant; plan changes

No Resource De-motivated and Reluctance
motivation and Time target seems too and
Constraints far off Laziness

Bottlenecks
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Obese Employee’s Journey of BMI reduction

9 Obese Employee
& expert create a
personalized plan

“That’s me”

inserts is

introduced to the

employee & he After few months,

uses these in employee achieves this
several places goal (likely outcome)

After a month,
Employee is de-
motivated wants to
quit the program

o Obese Employee
meets the company

expert

All rights reserved. Copyright @ 2013 Nilakantasrinivasan.



“That’s Me” Inserts In use

§

Wallet insert

Table Top Photo

I ——

Placed in dressing
—— A table
Screen saverin ___ . Screen saver in

mobile phone computer

All rights reserved. Copyright @ 2015 Nilakantasrinivasan.




Alternate Journey Map

Toucpoint/

Strategic Action

Use the parking lot

Advertised
incentives/coupons

In-store special prices or
discounts

Receive comments from
others during shopping

Mall shopper
requirements

Employee actions

Employee support

Source: How to make realistic Journey Maps - Mark S. Rosenbaum

Ample parking spaces.
Clean, safe, well-lighted
parking lot

Designate mall
employees responsible
for parking lot
maintence. Parking lot
attendant during mall
operating hours
maintains customer and
ensure video monitoring
of all cars
entering/exiting the
mall.

Parking lot attendants
are trained on mall
satefy, video
moniotring, and parking
management software
technology.

Advertisements must be
current, visually creative

Mall marketing
managers works with
retail tenants to obtain
promotional strategies
six to nine months in
advance. Mall
marketing manager
must approve all co-op
advertisements and
promotions that feature
the mall logo.

Mall marketing manager
and advertising agency
work together to ensure
consistent message
across all channels.

Advertisements must be
current, visually creative

Mall marketing
managers works with
retail tenants to obtain
promotional strategies
six to nine months in
advance. Mall
marketing manager
must approve all co-op
advertisements and
promotions that feature
the mall logo. Rotate
signage frequently.

Mall marketing manager
and advertising agency
work together to ensure
consistent message
across all channels.

Ease of communication
with others, physical
and virtual

Mall install ample
seating in common areas
throughout the mall.
Operations responsible
for maintaining
complimentary WiFi
throughout the entire
mall.

Mall cleaning services
ensure that seating areas
are clean. Operatoins
works with WiFi
technology vendor. Mall
management approves
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% STARBUCKS Canopuf'%

Customer Journey Map

%

- @ Tasty Drink @ Good Drink

E @ Good Temperature
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B @ ~oma @ Freewi-h
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x ‘ Cold ‘ Confined . Closing

| Anticipate | Enter | Engage | Exit | Reﬂectl

Touchpoints Office Car  Walk-in Line Order Pay Sit Drink Work PackUp Leave Car Source: Podium
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Level 3 - Customer Journey

Scenarios:

Disappointed with
business results —
Cost, Service Levels,

etc

Unclear on current

performance of tech

investments or future

foot print
Introspection by org &
reaching out externally
to gain information

about competition

Explore
Improvement
Options

Internal expert team

comes up with solutions

Solutions may involve
internal or external

service parties

Management approves

for implementation
Action plan developed

Monitor action plan

Canop

Take
actions

Results of
actions

» Scenarios:

* Results desirable:
Management
wants to focus on
generating more
results or sustain

results

* Results
undesirable:
Management
unhappy with
results and is
desperate to find
solution to

problem

Exclusively for your use, ng

us Business Management G

Puzzled &
looking for
ideas

+ Organization
experts
reach out to
external
experts to
find out how
to address
the problem

* Unclear
direction and

lack of clarity

t for distribution without

roup - Chennai — India

Finding
perfect
solutions

+ External
Agencies provide
information and
demo

» Experts
convinced and
now
management to

be convinced
* Pilots

+ Computation of
ROI

» Finalize vendor
and terms

+ Agree on

implementation
date

permission.

+91 44 42851080

Implement
solutions

Implementation

and monitoring
Address
implementation
issues with vendor
Training and
education of
internal users
Adoption issues
Measurement of

early results

Measure
results

Find out ways of
translation/
expansion
Create roadmap

for future

Instill governance
mechanism,
service levels,

etc

uoissiwlad Inoyim uonnguisip 1oy 1ou ‘asn INoA 10} A|9AISN|oX3



Chain of Buyers in Customer Journey

Example: Different Journeys of Buyer Groups

Customer . )
Journey Finding perfect solutions ——l
i N
CEO
Decision What will be actual ROI of this investment?
Makers What is the future roadmap for this technology/investment?
CTO

Business . . . . . .
> How will this help me in the business revenue, customer satisfaction?
Regulators

How will this help me in the business revenues, costs & customer satisfaction?

Will this improve my performance at work? Ease/Difficulty
Is this solution goring to give me peace of mind or deprive my peace of mind?
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Functional
Users
Purchase Procurement
Owners Head
Exclusively for your use, not for distribution without permission. P ——
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Chain of Buyers

Is the organization paying a fare price for this solution?

Will there be issues after purchase that can hurt my reputation?




Role of Emotions in Customer Journey

Example: Emotions in Customer Journey

Explors Take of Puzz_led & Einding Implement Measure
Improvement ; : 7 looking for perfect :
actions 4 = : solutions results
Options 55, ideas solutions _

Opportunity of wow
moment creation N

\ Opportunity of reduce

» o — | |
/// \ e s TT—e— &~
o ) \ v ~_
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C
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=
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Barriers & Levers in Customer Journey

EIUES

Levers

Inability to
inspectin a
systematic
manner

Lack of
benchmarks

Facilitate
Inspection for
clients

Provide
credible data of
industry
benchmarks

Explore
Improvement
Options

Internal
Experts don’t
have
exhaustive
knowledge of
what will work?

As a guide.
Share
information &
case studies,

Share info
anticipated
failures

Take
actions

Lack of
ownership
and
accountability

Program
management
support

Results of

actions

Puzzled &
looking for
ideas

Lackofa
good
facilitator/
guide

Inability to
build
credibility

Act as a guide.

Share visibility
of roadmap for
client after
assessment

Finding
perfect
solutions

Inability to
relate solution
to client’s
situation

Inability to
give accurate
ROI

Demonstrate to
client your
deep
understanding
of client
business needs

Credible
computation of
ROI

Exclusively for your use, not for distribution without permission.
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Implement
solutions

Inability to
communicate
about issues on
time

Unstructured
implementation

Regular update
on progress

Proactive
communication
of delay

Measure
results

Inability to
measure
benefits
accurately

Rigorous
tech enabled
data
collection
mechanism

Support in
computation
of ROI

Adoption issues

Inability of
internal experts
to convince on
large scale
implementation

Sustenance
program

Ability to
convince
senior
management
on roadmap
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Putting it all together
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Levers

Inability to
inspectin a
systematic
manner

Lack of
benchmarks

Facilitate
Inspection for
clients

Provide
credible data of
industry
benchmarks

Internal
Experts don'’t
have
exhaustive
knowledge of
what will work?

As a guide.
Share

'mExplor ,. o Take
& :nm’l(gmg y/ actions
Options |

Lack of
ownership
and
accountab

lity

Program
management

information and ' support

case studies,

Share info
anticipated
failures

Puzzled &
looking for
ideas

Lack of a
good
facilitator/
guide

Inability to
build
credibility

Act as a guide,

Share visibility
of roadmap for
client after
assessment

Finding
perfect
solutions

Inability to
relate solution
to client’s
situation

Inability to
give accurate
ROI

Demonstrate to
client your
deep
understanding
of client
business needs

Credible
computation of
ROI

Exclusively for your use, not for distribution without permission.
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Implement
solutions

Inability to
communicate
about issues on | benefits
time accurately
Unstructured
implementation

Regular update
on progress

Proactive
communication
of delay

Measure
results

Inability to
measure

Rigorous
tech enabled
data
collection
mechanism

Support in
computation
of ROI

Sustain
results

Adoption issues

Inability of
internal experts
to convince on
large scale
implementation

Sustenance
program

Ability to
convince
senior
management
on roadmap
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Deliverables for Next Week

1. Presentation of Customer Journey Map
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