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Digital E i J

i igital Experience Journey
Semmy comes acrais 3 new Chocolate

store which s opened at i local

shoppieg centre. He bs impressed with the

Digital Media displays In the stow

showing how the chacolate i made.

- *Digital Signage - * Marketing Automation
I The Digitat Signagein ©  Customers are being segmented and

\eam more where he sees great the steeg stans 1o targetod with automated emails which

FScooumendutions from osher refloct comments made | Idoncies Sammy as a Datk Hat Chocolate

peaple including 2 of his friends by Soyal customen. |over thereby automatically joining him to

He I8 viry plaased 10 eam sbout his groeg "

s sustainaility program *Mobile Technologies/WEB
Sites/eCommerce

The next tinve Sameny visits the shopping
Ceotre the app offers hitm the opportusity
0 re-prder what he purchased Last time
before getting to the store o that his
favourie hot chocolate i3 walting for fim

*Experience Engine
Wit The stare now has 3 single view
% ) of Sammy by ringing together
w data from e3ch of the toush points
e with Sammy. Thwy greet him by
- < s fiest e and have
extablishes 3 hgnly layal
QuUstomers who beings his friond)
In 10 the store 5o that they e
Qe U Save expedience
Sammy vy the store, The

stoce stalf know that Sammy Gomification i wied 1o drive
has Doen past (1w stoee Increased soles tough loader
provasly via e wireless boards and Badging which shows
tracidng of s smantphono b3 the mast popular chocolate Rems
Byt 00 Pat know anything and the nickngme of cusomers
5@ abiout Sy yet Lo"ny ngm . who have visited the most number
They offer Sammy the of viores
Chance 10 39N up 1o thelr Mobile Technologh
loyalty program where he o . xd
setexdadt with & e bot Marketing Automation
Cacalate afer his T visi é Sy AAAN N (O Sty
reader via the store app to scan
Mobile Technologies the peoduct he has purchased
Sammy loads » Smartphane app v then raee [t which |5 posted
which enables him 10 ack s directly to Faccbook.
Loyalty progress and penoralive
his requicements. The app enables
the store 16 start bullding & profie L7
of Sammy theretsy snabling hghly - «Social Media/Marketing
targeted and relevant offerings 2
Samimy 18 30 irpressed with the expetionce
thit e gets in 50re 4G the oxciting offery
aigeted 1o him through the App and
utomated emalls Nt he SEats posting on
Facebook and encouraging his friends 1o also
isit the store and purchuse products.
n
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CUSTOMER EXPERIENCE s
JOURNEY

U NEED
sage
GENERATION
Proactive maintenance @ Initial Consideration
Follow up on trouble ncket@
Trouble ticket generation &) Calls contact centre @)
Cydling billing © Calls a channel partner (©)
Starts using the service @) GONSIDERATION
Delivery / Installation
Training ©)
Testing ©)
Invoice Raise (&)
installtion ©) ENGAGEMEN]
Actual delivery ©) Engagement
First Interaction © @
A OF PURCHASE Subsequent Interactions (=)
Moment of Purchase EVALUATION Solution Presentation ) ©)
Signs contract ©) Submission of Quote @)

Final Presentation ©)

Studies proposal )
Calls in case of a query )
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Customer
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.. Management
Lapsed i Re-evaluation Coexistence
Customer 7 \/
El Sales
< Encounter
o
L In-warranty
& ~ Servicing
Reconsider

o' 4 ..‘.
Warranty End 2 :'
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Disability Employment Services (DES)
Customer Journey Map

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

https://contentsquare.com/blog/digital-customer-

[journeys
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