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A media company’s onboarding journey
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@kerrybodine Source: McKinsey — From touchpoints to journeys: Seeing the world as customers do, March 2016



A media company’s onboarding journey
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@kerrybodine Source: McKinsey — From touchpoints to journeys: Seeing the world as customers do, March 2016



Higher journey satisfaction - revenue growth.

Revenue growth, 2010-11, %
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Average satisfaction with each company’s 3 key journeys (on a 10-point scale), 2011

@kerrybodine McKinsey&Company Source: From touchpoints to journeys: Seeing the world as customers do, March 2016



Higher journey satisfaction = revenue growth.

“A one-point improvement [in
satisfaction] on a ten-point scale
corresponds to at least a three-
percentage-point increase in the
revenue-growth rate.”

@kerrybodine Source: From touchpoints to journeys: Seeing the world as customers do, March 2016
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DISCOVER
the journey



infuit.

TurbOTa)(. ~/ Personal Pro How it works What it costs Request a pro Contact us

We Make House Calls On Demand

A local credentialed tax pro comes to you and does
all the work. Pushing start is the hardest part.

How it works

] o 63

You request a pro Our pro arrives and We efile for you and
when you're ready does all the work get you your refund




(THINKING)
Um.... this looks interesting...
'll try this.

Shop & Try

(SATISFIED)
Customer Chat: I like the
personal greeting.

Customer Chat: | like that

someone is there in case | have

a question.

Data Entry: 48% of customers
responded it was easy to enter
their personal information
online.

(e
Chat/Data Entry
7

(

issue.

ONTENT)
Faxing my documents wasn't an

(DEUGHTED)
WOW! That was cool!

1 got all of my questions
answered.

The pro was friendly and
personable.

1 got the re-assurance | needed
during the phone meeting that
my tax return is accurate.

| received the exact calculations
that the pro used to determine
the amount owed or refunded.

74% of customers rated the
phone meeting as a positive
experience.

59% of customers rated the
expertise/knowledge of the tax
pro in the Excellent range.

67% of customers rated all of
their questions were answered
during the phone meeting in the
Excellent range.

Phone Meeting

(SATISFIED)
Yeah, it's done!

(THINKING) NEUTRAL) (CONFUSED)

(NO EXPRESSION) (CHALLENGED) Oy .
Hmmm, I'm not sure how long Oops! Signed in at wrong place. 5 Oops! | need to fax more docs. I've printed everything out, but
this will take. f,:f,:;m" Chiaks Uy 1s/anyone) D B do | need to mail anything to

Sometimes it was a little the government?

Oops! I signed in at the wrong

@kerrybodine

Customer Chat: | don't
understand that response.

Customer Chat: That response
didn’t really answer my
question.

Customer Chat: Only 38% of
customers responded that the
answers they received from the
chat pro were easy to
understand and follow

Data Entry: I'm not sure where
I'm at.

USTGlug,
0
i

(UNSURE)
1'd like more appointments

available for the phone meetings.

Not sure what to fax and who is
receiving my documents.

| wonder if my return is accurate
and if | entered my information
correctly.

I'm anxious to find out how
much | owe or if I'll get a refund.

WORRIED)

| wonder if they got my fax.
Do | need to be near my
computer for the phone
meeting?

I'm not sure what to expect for
the phone meeting.

| wonder if the pro will phone at
the exact appointment time.

Do | have everything | need for
the phone meeting?

USTOgy

challenging communicating
with the pro over the phone
regarding my tax docs.

| would have liked to receive
tips and future planning advice.

Only 35% of customers
responded that they received
tax advice/planning tips during
the phone meeting.

(CONFUSED/FRUSTRATED)
What's the status of my
return?

When will | hear from the pro
again?

What's the timeframe for
completion?

Ty
0

Source: Intuit



(THINKING
Um... this looks interesting...
Vil try this.

(THINKING
mmm, I'm not sure how long
this will take.

Oops! | signed in at the wrong
place.

@kerrybodine

(NEUTRAL)
Oops! Signed in at wrong place.

(SATISFIED)
Customer Chat: | like the
personal greeting.

Customer Chat: | like that

someone is there in case | have

a question.

Data Entry: 48% of customers
responded it was easy to enter
their personal information
online.

Chat/Data Entry

(NO EXPRESSION)
Customer Chat: Um, is anyone
there?

Customer Chat: | don't
understand that response.

Customer Chat: That response
didn’t really answer my
question.

Customer Chat: Only 38% of
customers responded that the
answers they received from the
chat pro were easy to
understand and follow

Data Entry: I'm not sure where
I'm at.

(CONTENT)
Faxing my documents wasn't an
issue.

Schedule Meeting

(UNSURE)
I'd like more appointments
available for the phone meetings.

Not sure what to fax and who is
receiving my documents.

| wonder if my return is accurate
and if | entered my information
correctly.

I'm anxious to find out how
much | owe or if I'll get a refund.

(WORRIED)
| wonder if they got my fax.

Do | need to be near my
computer for the phone
meeting?

I'm not sure what to expect for
the phone meeting.

1 wonder if the pro will phone at
the exact appointment time.

Do | have everything | need for
the phone meeting?

(DELIGHTED)
WOW! That was cool!

1 got all of my questions
answered.

The pro was friendly and
personable.

1 got the re-assurance | needed
during the phone meeting that
my tax return is accurate.

| received the exact calculations
that the pro used to determine
the amount owed or refunded.

74% of customers rated the
phone meeting as a positive
experience.

59% of customers rated the
expertise/knowledge of the tax
pro in the Excellent range.

67% of customers rated all of
their questions were answered
during the phone meeting in the
Excellent range.

Phone Meeting .
h

(CHALLENGED;
Oops! | need to fax more docs.

Sometimes it was a little
challenging communicating
with the pro over the phone
regarding my tax docs.

1 would have liked to receive
tips and future planning advice.

Only 35% of customers
responded that they received
tax advice/planning tips during
the phone meeting.

(CONFUSED/FRUSTRATED)
What's the status of my
return?

When will | hear from the pro
again?

What's the timeframe for
completion?

Approval

(SATISFIED)
Yeah, it's done!

Finish/E-File

(conuseD,
P've printed everything out, but
do | need to mail anything to
the government?

Source: Intuit



(THINKING
Um... this looks interesting...
Vll try this.

(THINKING
Hmmm, I'm not sure how long
this will take.

Oops! | signed in at the wrong
place.

@kerrybodine

NEUTRAL
Oops! Signed in at wrong place.

(SATISFIED)
Customer Chat: | like the
personal greeting.

Customer Chat: | like that
someone is there in case | have
a question.

Data Entry: 48% of customers
responded it was easy to enter
their personal information
online.

Chat/Data Entry

(NO EXPRESSION)

Customer Chat: Um, is anyone
there?
Customer Chat: | don't

understand that response.

Customer Chat: That response
didn’t really answer my
question.

Customer Chat: Only 38% of
customers responded that the
answers they received from the
chat pro were easy to
understand and follow

Data Entry: I'm not sure where
I'm at.

(CONTEN)
Faxing my documents wasn't an
issue.

(UNSURE)
I'd like more appointments
available for the phone meetings.

Not sure what to fax and who is
receiving my documents.

I wonder if my return is accurate
and if | entered my information
correctly.

I'm anxious to find out how
much | owe or if I'll get a refund.

IWORRIED)
| wonder if they got my fax.

Do | need to be near my
computer for the phone
meeting?

I'm not sure what to expect for
the phone meeting.

1 wonder if the pro will phone at
the exact appointment time.

Do | have everything | need for
the phone meeting?

(DELIGHTED)
WOW! That was cool!

1 got all of my questions
answered.

The pro was friendly and
personable.

I got the re-assurance | needed
during the phone meeting that
my tax return is accurate.

| received the exact calculations
that the pro used to determine
the amount owed or refunded.

74% of customers rated the
phone meeting as a positive
experience.

59% of customers rated the
expertise/knowledge of the tax
pro in the Excellent range.

67% of customers rated all of
their questions were answered
during the phone meeting in the
Excellent range.

(CHALLENGED;
Oops! | need to fax more docs

Sometimes it was a little
challenging communicating
with the pro over the phone
regarding my tax docs.

I would have liked tfheceive
tips and future pla

(WORRIED)
| wonder if they got my fax.

Do | need to be near my
computer for the phone
meeting?

I’'m not sure what to expect for
the phone meeting.

| wonder if the pro will phone at
the exact appointment time.

Do | have everything | need for
the phone meeting?
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Places to meet and rest Retail
GET THE IDEA PLAN THE DAY GET INSIDE DO THE MUSEUM WHAT'S NEXT RETURN TO LIFE
@ Highlight @ Highlight @ Highlight @ Highlight
Standalone online Sense of welcome Amazing exhibits and The recap, "That was cool"

Pain Point
No awareness
Too many other options

Co-marketing with
businesses and educa-
tional institutions

* Tailored outing plans

experience

Pain Point
Parking Confusion

* Clear wayfinding signage
outside, as well as inside
the building

Clear indication of
learning resources vs
marketing on website

* Multi-touchpoint exhibits

Pain Point

Too long of a wait

Too many people

Can't get inside

How can | find my friends?

Mobile app for purchasing
tickets and learning about
real time events

Expedited entrance for

Surprise and newness

* Welcome packet

* Hospitality

= Simple entry & orienteering
.

Pain Point

Too much to deal with
Crowded, too loud
Low blood sugar
What do | do first?

= Tailored Explainers for
language, age, etc

= Areas to rest with a view

o Clear meetine landmarks

programs
Sense of wonder

"I didn't know that!"
Stunning view

Fun suspicion: "Are they
tricking me?”

Alcohol (for local adults at
evening events)

= Artifacts of tinkering and
interacting with exhibits
(photos, etc)

* Multi-touhpoint exhibits

Pain Point
Post-visit burnout
No attempt to keep visitors
connected

Weather and cold

No obvious place to relax
and refuel

“Leave your mark”
(digital and physical
opportunities for visitors
to share and comment)

\o Pain Point

"l wish | had known."
(Free day, closed, etc.)

Retention program

Exhibit follow-up and
discussions

Email artifacts from



DESIGN
the journey
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“the ability to understand and
share the feelings of another”

@kerrybodine Source: Stanford d.School






@kerrybodine Source: Stanford d.School
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@kerrybodine Source: Stanford d.School
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Audi Car on Demand

Driver Dress Code

Audi Soft Shell Jacket
> solid medium grey

> cotton

> rolled-up sleeves

Black Belt
> leather

> modern styling
silver hardware

Grey Dress Shirt
> solid medium grey
> cotton

> rolled-up sleeves

hitpe//bananarepublic gap.com/browse/
product do7cid=567308uid=18p
1¢-611605032

hitpi/fbananarepublic.gap.com/browse/
product do?cid=86017 &uid=18pid=462707
8scd=462707292

Black Pants

»  lightweight wool/cotton
» flatfront

Dress Sneaker » tailored fit

> stylish, impression-maker

ntpbananarepubic go.combrowse/
> dressy casual e
ESass08ea003
tpbananarepublic o combrowse/
OB T ST R4 A35T St

8s61d=429733002

erblack white







PROTOTYPE

@kerrybodine Source: Stanford d.School






PROTOTYPE

@kerrybodine Source: Stanford d.School



@kerrybodine Source: Stanford d.School




@kerrybodine Source: Stanford d.School
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Buying software
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Installing a product .
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Buying software
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Buying software

————
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Buying software

Billboard Website Forms

—_——————

Google Online chat
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WHAT CUSTOMERS EXPERIENCE
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WHAT CUSTOMERS EXPERIENCE
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WHAT CREATES EXPERIENCE
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Buying software

Billboard Website Forms

— — —— — —

Google Online chat

BODINE £¢’CO.

Ad agency
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Journey manager role:

e Understand customer needs — and
identify gaps

Create a long-term vision

Make the business case

e Herd cross-functional stakeholders
to execute on the vision

* Measure the ongoing impact

BODINE £¢’CO.



A major US telecom... Ko

* Uncovered 1500 different tactics for contacting
customers.

* Required 20 different departments to: =
* Plot planned communications against key journeys.
* Think through how various journeys overlap.

 Personalized communications for each user based
on the journeys they were on.

* Saw 3% drop in churn in 6 months!

@kerrybodine BODINE %’?CO



What can you do to
create a journey
mindset today?



What can you do to create a journey mindset?

1. Listen to customer stories.

BODINE £¢’CO.
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The Journey Mapping Process

Create
Maps

Hypothesize (In)Validate

BODINE £ CO.
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What can you do to create a journey mindset in
your organization?

1. Listen to customer stories.
2. Quantify key journeys.

@kerrybodine BODINE %,?CO
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What can you do to create a journey mindset in
your organization?

1. Listen to customer stories.
2. Quantify key journeys.

3. Create value all along the journey.

@kerrybodine BODINE %’?CO
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THANK YOU!

kerry@kerrybodine.com
@kerrybodine

HAPPY CUSTOMERS LEAD TO HAPPY SHAREHOLDERS.
LET'S MAKE HAPPY HAPPEN.

© 2019 ALL RIGHTS RESERVED
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