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Where We Left Off

_ o Value .
[ Research ]—)[Transcnphon]—)[Utterances J—).—).—).—)[ Principles J—)[ Promise ]—)[ Stories J

Immersion in the cultural context Making meaning through Hypothesis validation through
of a wicked problem inference and reframing generative, form-giving activities

RN

Affinity Visual Modeling

(grouping data by similarity & (interpreting relationships of data with
extracting new meaning) a focus on layering visual information)
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What is a Customer Journey Map?

A visual model that describes touchpoints between
the system and the people using the system.
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What is a Customer Journey Map?

A customer journey map forces you to think about
sequence & the details that happen over time.

Start -0—e—e—0—0—0- .
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The details reside in people & the system...

People
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Thinking about people...

Thoughts / Perceptions

How do users understand what is going on?
| What are they aware of? What information do

. [ they need?
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Thinking about people...
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Thoughts / Perceptions

How do users understand what is going on?
What are they aware of? What information do
they need?

Feelings & Reaction

How do users feel? What kind of reaction are
they having to the system?

Actions & Behaviors

What are the users doing? What do they
perceive that they should be doing?
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Thinking about the system...

Environment

’ Where is the system taking place? What
implications does the environment have on
users and the system?
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Thinking about the system...
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Environment

Where is the system taking place? What
implications does the environment have on
users and the system?

Recognition & Response

Does the system identify what the user
needs? How is the system responding?

Affordance & Indication

What is the system expecting from users? Is
the system providing an indication?
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“Getting people together to make Austin a
petter place to bike is really what it’s all
about.”

Volunteer Coordinator
Founder YBP



“It's my reason for getting up in
the morning...”

Volunteer Coordinator
Founder YBP



How they think their business works...

Customer journey maps can be used to clarify the perceived state of a system...

AU e gl Walk through the door Sign up & set up Get hands dirty Clean up & Go

0 Bike Breaks down ———— / g . e @ Q
/ - Sign in to the computer Gela 1ed a plac Work on bilke., — g e Happy
Community Service —- \, Know what to do. to e1 na d W ork
\
t Want X Become an Apprentice
JOURNEY ° twent A g

Greeted by a volunteer
Think it's Cool _/ \ Y
Buy Cheap Parts ---/ o —/ “We e o empower paople to
out."

Nove thel awn franspoaanion.”
“Kinda figur

“We dont want 1o belittie peaple
Sevousie ey don? 0w dnyiing
aouf biey”

LEARNING TRUE TRUE TRUE TRUE
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How it actually works...

When used with a perceived state, the juxtaposition with the actual state gives a
Clear direction to areas of improvement.

Sign up & set up Get hands dirty Clean up & Go

TGRS Ja gl Walk through the door

W my Friemd wesen't hese, | would bave “They do? moke ¥ yery clear, these wos
backed oo and eft” 0 dot of s standing arumd amd deing
Wee, wedl. 50" "
) fn ‘Here's an Allen Xey, m ke maybe it ity
(& idated hese 50 m gaing to spin 07 Oh o, [ dow't
ik [ s seppesed fo do thed, bot |
dont know who I'm suppased to ask.”
Not sure what to d i at houste
prierhl )| T .
L > Given some guidance
> e on how to start fixing bike
Not sure
-~ who 1o talk ¢
i No ident| e 2 Shop closes,
o v bike doesn't get fixed
j: 9 * ) ancowsaged
,/ o *  Notlce a computer Bike gets fixed
- - % 1o sign in on ontused
'OU RNEY ¥ ) Intimidated 220 Feel goad and want te come Back.
== y After completing first
My bike broke down, .. Magi & going on bock there, bt steD, NOE Sure what 10 60 next “3) Foul discouraged
e there’s some kind of secret handshake Wat around
ES o gef there” ets put |
=5 Who do | talk 1o? place to fix bik
e L e mmcious, Intimidated,
s N ealing of sot beleaging
s s fernitying. . {don) bnow
= what's gaing on! don’t know
| want to volunteer, == el
- GO confeved & tarrified
N ﬁ - ﬁ Q ® ® Q
SIGNAGE DISPLAYING HOURS SIGNAGE EXPLAINING WHAT TO DO COMPUTER TO SIGN IN ON COMPUTER TO SIGN OUT ON
Sm NOT VISIBLE ;!5 NOT VISIBLE 5!5 NOTVISIBLE @ visisie @ s

@ vismue

LEARNING FALSE FALSE TRUE FALSE



Customer Journey Maps represent...

Perception

Based on the thoughts of
those who have knowledge
of the system.
(usually stakenolders)
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Customer Journey Maps represent...

242

Perception Reality
Based on the thoughts of : Based on personal
those who have knowledge : experience & or field
of the system. : research. Using data from
(usually stakeholders) : people who are using the
: system.
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Customer Journey Maps represent...

Based on the thoughts of
those who have knowledge
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Perception

of the system.
(usually stakenolders)

202

Reality

Based on personal
experience & or field
research. Using data from
people who are using the
system.

|[deal

A vision for what the
system should be.
Most effective when based
on inspiration from the way
the actual system works.

29



Our focus for today...
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|[deal

A vision for what the
system should be.
Most effective when based
on inspiration from the way
the actual system works.



Create a timeline.




Add utterances and observations, in time.
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Define major journey sections.
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[dentify areas that your value promise breaks down.
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Fix it, based on your value promise.
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Keep asking: how does this relate to my data, and
fulfill my value promise?




Fnhance the visualization

AU a gl Walk through the door Sign up & set up Get hands dirty Clean up & Go

Bike Breaks down — —-_,\.. y g q a o

Sign in to the computer Gel assigned a place Work on bike,
to set up and work,

ﬁ e Leave Happy
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“Kinda fgure it out."

“We don ¥ wovt to beltte people
Dvciie ey doo? o T
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