Julie’s User Journey | Tech Savvy

Leaves Store

Post Purchase

At Home In-Store

Awareness Research Discovery Recommendations

Purchase Decision

Tasks Activities Smart Assistant Customer Satisfaction
PWA Push Notifications .
: : Julie hasnt purchased. PWA Upsell . SMS
Tasks E Social Influencers E Social Influencers NFC Code . F:!UShE'E notifications to create Social . Julie decides to get the E Julie shares her [JLII'ChaSE
Reviews finances : Text friends for laptop advice : Continues to text friends Sends QR code to her phone to : sense of urgency @ Julie sees what other peope have : computer bag in demo, with her friends over text
Blogs : while analyzing different options during her experience, sharing save for purchase in store ' share through social media. She : too cute!
Browses for purchase inspiration E online what she learns and likes SO0 also is able to share from the PWA :.‘ :
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Rate Experience
Julie gets text, asked to rate

: : A— Aethetics :
: ; [;Lb 64 Julie uses keypad, picks up to feel : )
' : T e ' weight. Likes color choices and ; experience to be used for social
: : — ‘ sleek design. : __I_EJ validation in store demo a=a
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| —— Arrives at the Store
z Julie is triggered to go to store ~ y A= N
\ b with phone in hand to go look at NFC :
S - : . ‘-,‘ the Lenovo laptop Julie uses NFC tecnology : g : .,
‘ ¢ e . “’.“'HE" . Lenovo Detail Results ‘ code to activate her personalized ‘ d . "u‘ ’ ,
- Online Research ‘ e G“C"‘EIE on widget from Lenova Reviews Lenovo details demo on the Lenovo ®@ Trigger ‘ ‘ -
:  Browses social sites and favorite T : details page to go to page with QR code (I The new Photos app lets Jullie 'll
Julie realizes she needs Retailers websites researching ™ : Microsoft Smart Assistant PWA T “ share pictures via social networks
to update her computer to different \laptops trying to find ‘
a modemn style that fits her lifestyle - best deal hat fits her lifestyle . (@
and has better performance : Retail WebSite : PWA :
: Discovers Lenovo laptop she : Smart Assistant Results are cached for future : Personlized Demo : . .
likes on the Website. : Julie uses tool to compare and reference and access to : Julie interacts with personalized : SMS Notification : Social
Clicks on laptop : build her personalized laptop in-store content via QR code demo that to fit her lifestyle : : - : Julie shares on social media
to link to product details page based on her lifestyle criteria. - R R ifie with lapt
Sevice amarenocs S _ from OEM for her purchase. 2HES L L2 B B
Interaction Windows10 SKU of product : Capabilities Lifestyle attributes
Compares features, specs, Office installed Demographics : Reputation Laptop color choices
price. Chooses laptop color RAM Sales trend correlation : Great performance Beautiful selfie photos
Storage Targeted content and messaging ‘ Security with Win 10 Reviews from similar personas
Computer Generation Deep level analytics Excellent screen display Price and coupons
Confirmation %ﬁgﬁﬁﬁf& : Upsells that meet her lifestyle
Decides on the Lenova laptop Memory
based on her comparison results
Attract Engagement Trust Self Fullfillment

Social Validation

Julie shares on social media
a selfie with her new laptop
she likes

Product Advisor
Compares buidl you own

laptop Features, Specs,
Price to others

SMS Communication

Julie text back and forth with
close friends to help her
make a decision

Build Your Own Uses
“Build Your Own”
personlization tool
found online

Arrives \Walks in store with

Performs basic tasks |
phone in hand

' Social Media

Checks her business finances Blogs, YouTube Influencers
Online research Location Uses phone to
Bing and Google Images locate PC area in store

Performance Issues
Laptop very slow, irratating,

Confirmation

@ Build your own technolgy _
Decides on a laptop based

Face to Face Interaction
personalized to Sams persona

@ Friend groups send likes and

@ Clicks on laptop images Interaction Sales rep

sing trust in her computer to link to product creating an easy engaging on her comparison results busy so finds laptop choices Sales rep approaches Julie oS
| | landing page on Best Buy experience that is asthetically on own she tells him she Is going to
Aw(ajrenesst}ll ghe realizes she Website pleasing, and builds trust. Sends to Phone buy laptop SMS Communication
needs sometning Sends results to phone by . Julie texts close friends
. . Transparency Julie uses .
more powerful and while she is Mobile QR code for in store X y Add-ons thanks to helping her

at more modern

Utility

Why she wants it?

Does she need it?

Does it get the job done?

Safety Julie is looking for
laptops that offer security per
her profile

Facelbook, Instagram

Verify
Text friends for validation

Review Continues to
analyze all collected data
till bed time

Effectiveness
Does it do the job?
Does it work?

Effectiveness offer up coupons
to Julie (She is practical)
ebates.com if buy online

experience

Confirmation Checks from
phone to see If Best Buy
has In stock

Social Validation
Shares on social media
the laptop she likes

& Friend groups send likes and
emojis

Efficency

Will it support my needs?
IS It fast to use?

Can | learn fast?

by Apple laptops

Sidetracked Julie has to pass

her QR code
to start personalized demo

Demos use Al technology
QR code / facial recognition to
recognize Karl’s profile

Demo Personalized demo
shows performance, Security,
pbeautiful selfie photos
capabilities, simplicity of
design, and social media
reviews from similar
personas

Aesthetics

Julie uses keypad, picks up
to feel weight, likes color
choices and sleek design.

Sense of Urgency
Demo shares how many
people are looking at this
laptop. (Social Trigger)

Social Validation
Julie shares on social media
a selfie with laptop she likes

Friend groups send likes and
emojis

Satisfaction

Do | perfer it?

Can | operate it”?

Can it do things quicker?
Will it fit in with my style?

Persuade Include emojis in
experience

Safety Julie is looking for
laptops that offer security per
her profile

Julie also decided to get the
computer bag, too cute!

Up Sell

Julie buys the warrenty
since she isnt the best when
it comes to computer
problems.

Transaction
Julie uses Apple pay to
make her purchase.

Notifications and SMS
Julie receives a thank you
confirmation with rate your
experience which can e
used for personalized demos

Notifications
Julie recelves personalized

make a decision

emails and SMS notifications

Blog

Julie about her great
experience and her new
swank laptop




