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Bcem npuBeT .

JNlaBanTe 3HAKOMUTDLCS,

A Makcum Kopcakos




O yemM cerogHA NOroBopumMm

1. W3 4yerococTtout nyrtewlecreue

2. Yepes KakKue 3Tanbl MPOXOAUT YenoBek, Korga 3aHMMaeTcH
opraHusauuen nyTewecTBus

3. Kak unckaTb HALWLW Ha 3TOM MyTU

4. Kak NpUMEHSATb 3TU 3HAaHMSA Ha NoNb3y 6M3Hecy
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U3 yero cCoOCTouT nyreiwlecTB

MyTelwwecTeme — nepeasuXKeHne No Kakom-nmbo TeppmuTopmn NAn akBaTtopmm
C L,eNblo UX U3y4eHUs, a TakxKe c 06L,eobpasoBaTenbHbIMU, MO3HABATENbHbIMU,
CMNOPTUBHLIMU U APYTUMU LLENAMN.

(c) Wikipedia




N3 yero COCToOMT nyTeLlec

MyTelwlecTBMe — nepeaBuXXeHUe No Kako-nnbo Tepputopun nnm aKkeatopum
C L,eNblo UX U3y4eHUs, a TakxKe c 06L,eobpasoBaTenbHbIMU, MO3HABATENbHbIMY,
CMOPTUBHLIMU U APYTUMU LLENAMN.

(c) Wikipedia
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UYTO cKa)eTe?




CJM = 3T0 BUu3yanusauua
NOJIb30BATE/IbCKOro NyTH
B paMKaX peLueHus ero
npo6nembl Yepe3 TOUKM
KOHTaKTa C Ballum
NPoAYKTOM

Ka>kabin CJM yHUKaneH,
CTPOUTCSA NOJA Bally 3a4auyy.
B 3TOM ero cusa u ero cs1abocTb.

AT,

CUSTOMER JOURNEY MAP

Example of an online grocery store

W

AWARENESS CONSIDERATION DECISION DELIVERY & USE

www,columbiaroad.com

Hear from friends, Compare & cvaluate Add groceries to ; Makc an order Receive or pick up Contact customer Enjoy groceries Order again andfor Share
CUSTOMER  scc offline or online altermatives shopping cart : on order service order more cxperience
ACTIVITIES 2 read from i
newspapers
No goals Find the best solution : Find and setect Order effortiessly Receive of pickup an & Get help if Have the right Repeat good Share feelings,
CUSTOMER & this paint o buy food products easily, order effortiessly problems appear, and good quality in-  § customer give feedback
GOALS getinspired and when needed request for refund gredients experience
Word of mouth, word of mouth, Website, app, Delvery service, Phone, Food products, Word of mouth,
traditional media, website, 3 order confirmation packing, messages emall, packages, other social
TOUCHPOINTS  social media Dbrick & mortar store, i email (emall, SMS, phone chat materials media @[
social media : call)
EXPERIENCE e .__/ \’/
] LS e it dut eacied Bived Pupntens & pona™ e rr(r.w.J FRustrated Sooghed “ThS IS sy 7 hone fo share thie”
Increase awareness Increase number Increase shopping Increase anline Deliver on time and Increase customer Make products Increase retenton Tum customers
and interest of webs|te visitors cartvalue & sales and minimise the delvery @ service satisfac- o match rate and order into advocates,
BUSINESS GOAL conversion rate conversion rate window tion, minimse expectations value and/or turn negative
H walting time requency experlences into
i positive
Number of New website Shopping cart i Online sales, On time delivery Customer service Product ¢ Retention rate, Customer
people reached visitors value, conversion rate rate, average SUCCess rate, reviews order value and satisfaction
KPls conversion rate delivery window waiting time frequency
Credte marketing Create marketing Optimise grocery Optimise onfine Pieking & Organise Develop products Targer marketing, Manage feedback
ORGANISATIONAL  Campaigns and Campaigns and shopping experience  : purchase funnel, delivery custonmer & product range make re-ordering and social media,
ACTIVITIES content both offline content both order handing Seqvice i easy, upseliing and! develop sharing /
and online, PR offline and online i Cross-selling inviring possibilities
Marketing & Marketing & Online development, : Online development, Warehouse, Customer Product Marketing, Customer service,
Communications Communications Customer service warehouse, logistics loglstics service development, online online
RESPONSIBLE purchasing T pment
CRM, analytics, CRM, analytics, CRM, analytics, CMS, 3 CRM, analytics, CMS, CRM, analytics, CRM, analyrics, CRM, analytics, RM, analytics, CRM, anatyics,
TECHNOLOGY  programmanc CMS, marketing ecommerce platform, : ecommerce platform, : order & delivery help desk, vendor management : marketing automarion,: marketing automa-
SYSTEMS  buying platform, auromation PIM  PIM, Inventory system, & system, marketing Ticketing system, chat: system, PIM ECOMMErce platform & Bon, ECcommerce plat-
soclal media  marketing automanon @ automation < form, sociat media
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: analytics
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[MyTb KJINeHTa Npu opraHusauuu
nyrewiecreus

BneyaTtneHuva mn
BOCNOMWUHaHUA

3ambicen, naes, MOTUB

MNyTewecTBuUe
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Kak MOXHO
MUCMOJIb30BaTb «LUKJ
nyTewwecTBun»?
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I na noncka HULWIU CBOero cepBuca
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YTOo Haao 3an0M|-|

1. Baw NPOAYKT He AB/1deTCd eJUHCTBEHHbIM Ha NYTU KJTUEHTA

2. YeM nydule Bbl NOVMETE, KaKyto NOTpebHOCTb B MeTa-3aJaue «opraHmn3auus
nyTelwecTBMA» Bbl 3aHMMAETE, TeEM KaYeCTBEHHee 6yAeT Ball NPoAYyKT U
NO3ULMOHUPOBaHME

3. CepBUCbl Ha cocegHUX Warax — Balliy Apy3ba U napTHepPbI



bynemM Ha CBA3MU

Makcum KopcakoB
Product lead B TyTy.py

+ @maximkorsakov

- /maxim.korsakov




