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l Digital Journey Mapping
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CUSTOMER JOURNEY MAI

Static maps vs. Digital maps



Customer Journey Mapping Tool (cE

0 CEMantica is a cloud-based Customer Journey mapping solution that
allows you to create and customize high-end engaging journey maps
to detect and solve customer pain points and better understand their

needs and expectations.

O Providing the ability to integrate with Voice of the Customer

platforms, CEMantica’s Customer Journey Mapping tool together
with power Bl analytical dashboards will bring you one step further in

the implementation of customer experience.



Persona Builder (CEMantice

Bring your personas to life!
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Customer Journey Mapping
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3 models of journey maps adapted to any type of business

Select the map mode

Simple

R
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Stages
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Define the different stages of your customer journey
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Map your Customer Interactions (CEMa

CUSTOMER EXPERIENCE

Typical customer journeys
across Channels For each stage defined, a detailed

description is allocated explaining the

(cEm
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process = ACTION
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Insights

As a visualization of the customer experience interactions,
the emotion map summarizes the emotion levels of the

current persona, the average emotion level of all related
personas to the journey map and the target that was set for

The Insights section is managed on the Stage level and its each stage

objective is to record the conclusions that are drawn from

the interactions of the different personas associated to the
customer journey map.
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We should invest more time on

connecting with celebrities that
are interested in cooking. This will
help us get to a larger audience

We should provide more means
for gathering information about
our products so that we will be
able to articulate the message in
the way we would like to be
perceived. We also need to work

The purchase from the website
can be optimized. It would be
good if we can catch potential
customers when they are moving
through the purchase process
but not completing it. The

We should work on increasing the
size of our delivery network so we
Can propose to our customer &
wider variety of delivery drop-offs.
In addition would be good to
package the productsin a

The products are heavy to maove
from place to place, we need to
check if we can use lighter
materials. Customers cannot use
a dish washer to clean the
cookware, we need to see ifthis is




Backstage swim lanes
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Map your Customer journey against your internal systems and
departments
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We should invest more time on
connecting with celebrities that
are interested in cooking. This will
help us get to a larger audience

We should provide more means
for gathering information about
our products so that we will be
able to articulate the message in
the way we would like to be
perceived. We also need to work
with our wholesaler and reguest

The purchase from the website
can be optimized. It would be
good if we can catch potential
customers when they are moving
through the purchase process
but not completing it. The
purchase from the store is pretty

We should work on increasing the
size of our delivery network so we
can propose to our customer a
wider variety of delivery drop-offs.
In addition would be good to
package the productsin a
manner that is simple to carry

The products are heavy to mowve
from place to place, we need to
check if we can use lighter
materials. Customers cannot use
a dish washer to clean the
cookware, we need to see if this is
something we can solve

There are too many calls that
require an escalation. We need to
empower the service agents to
take decisions and provide
support that is comprehen

We also need to improve tl
interaction between the fa
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VoC Integration
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Integrate Voice of the Customer data with your journey map!
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Sentiment Analysis (CEMantica

CUSTOMER EXPERIENCE

Artificial intelligence mechanism analyzes the customer
Interactions and produces a sentiment score for each interaction
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Analyze your customer experience data
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Analyze your customer experience data
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CX Program Management
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CUSTOMER EXPERIENCE

Manage the full cycle of a CX Program defining your strategy, brand

promise, pain points, ideate solutions and build an action plan
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Ll
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- Number of tickets opened at the service center
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Solution ideation

CUSTOMER EXPERIENCE

-
CEMantica
s

Ideate & rank solutions that will address the pain points detected

during the journey map process
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Tablet for case reception in stores
Solution

General Related

Solution Description

Install tablets in retail stores to allow customers to create a new case regarding returns, general questions and complaints

Impact

Impacted Values
- Satisfied: higher level of satisfaction due to smoother RMA processes
- Trust: customers will gain more confidence in the brand as we allow more transparency in our claim processes and
product catalogue
- Special: the ability to have in-store technologies produce an innovative image and differentiate Master Cook from the
Impact en Processes
- New case creation processes from the store will require the data to be visible also for the call center representatives
- Changes to the product catalogue will need to take into consideration the publishing on the information to the stores
- Ul design of the ticketing system will need to produce layouts also for tablets

Ranking

Benefits for the

5 Complexity Ranking 5
Customer Ranking

Impact on Customers Implementation

Ranking 5 Duration Ranking

Key Metrics
- Case lifecycle duration
- Customer satisfaction
- Sales revenue
Implementation Duration
2 months for the application development.
3 months for the installation and training in the stores
1 month for advertising
Complexity of Implementation

Complexity is medium because on one side the application is not very difficult to develop and the interfaces to the existing
system but then there is the logistic effort to distribute and train dozens of retail stores and maintain the devices operational

Impact on People

Store representatives will need to take into consideration the existence of the tablet channel and raise the awareness of
customers. They will also need to gain some technological comp ies ing the devices

P

Impact en Technology
- Tablet devices in the stores
- Interface with the CRM system for case creation
- Interface with the PIM DB to fetch the product catalogue and visualize it on the tablet
- Upgrade of the Wi-Fi connection in the stores
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Potential | i

otential Increase in s £ Ranking Score =

Revenue Ranking

& Save
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ACt'O N P I ain CC:EMantica

Define action items to employees in your organization to execute the

measures that will improve customer experience
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