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Welcome to a new era of business in which your brand is defined by those who experience it.
Do you know how your customers experience your brand today? Do you know how they really
feel? Do you know what they say when you re not around? In an always-on world where
everyone is connected to information and also one another, customer experience is your
brand. And, without defining experiences, brands become victim to whatever people feel and
share. In his new book X: The Experience When Business Meets Design bestselling author
Brian Solis shares why great products are no longer good enough to win with customers and
why creative marketing and delightful customer service too are not enough to succeed. In X,
he shares why the future of business is experiential and how to create and cultivate meaningful
experiences. This isn’t your ordinary business book. The idea of a book was re-imagined for a
digital meets analog world to be a relevant and sensational experience. Its aesthetic was
meant to evoke emotion while also giving new perspective and insights to help you win the
hearts and minds of your customers. And, the design of this book, along with what fills its
pages, was done using the principles shared within. Brian shares more than the importance of
experience. You’ll learn how to design a desired, meaningful and uniform experience in every
moment of truth in a fun way including: How our own experience gets in the way of designing
for people not like us Why empathy and new perspective unlock creativity and innovation The
importance of User Experience (UX) in real life and in executive thinking The humanity of
Human-Centered Design in all you do The art of Hollywood storytelling from marketing to
product design to packaging Apple’s holistic approach to experience architecture The value of
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different journey and experience mapping approaches The future of business lies in
experience architecture and you are the architect. Business, meet design. X
Digitizing the Customer Journey is a book emphasizing the need for companies to convert and
integrate all their customer service and marketing data into a system that is optimized for an
excellent user experience. In today’s times, any business that wants to compete will have to
consider the advanced technologies available and implement them as soon as possible, or be
left behind! Stephen J. Wright, CEO, COO, and CIO at numerous multinational companies,
provides many examples from various types of industries, and gives clear steps how to get
started, as well as making major arguments for the effectiveness of this type of change in any
business-to-consumer company. You will get the answers to the following questions: ? What
are some of the ways technology has brought change to the economy? ? What is a customer
journey? ? What are the three most important processes in every business? ? Why is a
business that has digitized its processes likely to do better than one that hasn’t? ? What are
the best ways you can use technology to digitize the customer journey? ? What is a circular
economy?
Are decisions made in a timely manner? What should be considered when identifying available
resources, constraints, and deadlines? How would you define the culture at your organization,
how susceptible is it to customer journey map changes? What details are required of the
customer journey map cost structure? What is your organizations system for selecting qualified
vendors? This instant Customer Journey Map self-assessment will make you the established
Customer Journey Map domain auditor by revealing just what you need to know to be fluent
and ready for any Customer Journey Map challenge. How do I reduce the effort in the
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Customer Journey Map work to be done to get problems solved? How can I ensure that plans
of action include every Customer Journey Map task and that every Customer Journey Map
outcome is in place? How will I save time investigating strategic and tactical options and
ensuring Customer Journey Map costs are low? How can I deliver tailored Customer Journey
Map advice instantly with structured going-forward plans? There's no better guide through
these mind-expanding questions than acclaimed best-selling author Gerard Blokdyk. Blokdyk
ensures all Customer Journey Map essentials are covered, from every angle: the Customer
Journey Map self-assessment shows succinctly and clearly that what needs to be clarified to
organize the required activities and processes so that Customer Journey Map outcomes are
achieved. Contains extensive criteria grounded in past and current successful projects and
activities by experienced Customer Journey Map practitioners. Their mastery, combined with
the easy elegance of the self-assessment, provides its superior value to you in knowing how to
ensure the outcome of any efforts in Customer Journey Map are maximized with professional
results. Your purchase includes access details to the Customer Journey Map self-assessment
dashboard download which gives you your dynamically prioritized projects-ready tool and
shows you exactly what to do next. Your exclusive instant access details can be found in your
book. You will receive the following contents with New and Updated specific criteria: - The
latest quick edition of the book in PDF - The latest complete edition of the book in PDF, which
criteria correspond to the criteria in... - The Self-Assessment Excel Dashboard - Example prefilled Self-Assessment Excel Dashboard to get familiar with results generation - In-depth and
specific Customer Journey Map Checklists - Project management checklists and templates to
assist with implementation INCLUDES LIFETIME SELF ASSESSMENT UPDATES Every self
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assessment comes with Lifetime Updates and Lifetime Free Updated Books. Lifetime Updates
is an industry-first feature which allows you to receive verified self assessment updates,
ensuring you always have the most accurate information at your fingertips.
In this book is described one of most powerful tools available to craft a superior experience for
your customers and end users. Credible studies show that organizations that focus on
experience optimization perform dramatically better than those that do not. In the 20th-century
product styling like advertising was about making people want things. Service blueprints are a
response to the realization that it is more efficient and successful to create new services and
experiences that people want and need. The service sector makes up nearly 70% of most
western economies and more than 50% of the Chinese economy, yet customers are often
frustrated by their service experiences. Customers choose products and services that deliver
the best experiences. Designing your customer's entire experience is key to differentiating your
designs from competitors in an increasingly crowded competitive marketplace. Through
applying journey mapping organizations can deliver a more compelling and valuable
experience. Experience maps build consensus across your organization with stakeholders, to
positively impact your entire organization and your bottom line. This method is a core strategic
tool for all design and I believe it will become a required skill for every working designer and
manager.
The Journey Mapping PlaybookA Practical Guide to Preparing, Facilitating and Unlocking the
Value of Customer Journey MappingWalter de Gruyter GmbH & Co KG
A radical shift in perspective to transform your organization to become more innovative The
Design Thinking Playbook is an actionable guide to the future of business. By stepping back
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and questioning the current mindset, the faults of the status quo stand out in stark relief—and
this guide gives you the tools and frameworks you need to kick off a digital transformation.
Design Thinking is about approaching things differently with a strong user orientation and fast
iterations with multidisciplinary teams to solve wicked problems. It is equally applicable to
(re-)design products, services, processes, business models, and ecosystems. It inspires
radical innovation as a matter of course, and ignites capabilities beyond mere potential.
Unmatched as a source of competitive advantage, Design Thinking is the driving force behind
those who will lead industries through transformations and evolutions. This book describes
how Design Thinking is applied across a variety of industries, enriched with other proven
approaches as well as the necessary tools, and the knowledge to use them effectively. Packed
with solutions for common challenges including digital transformation, this practical, highly
visual discussion shows you how Design Thinking fits into agile methods within management,
innovation, and startups. Explore the digitized future using new design criteria to create real
value for the user Foster radical innovation through an inspiring framework for action Gather
the right people to build highly-motivated teams Apply Design Thinking, Systems Thinking, Big
Data Analytics, and Lean Start-up using new tools and a fresh new perspective Create
Minimum Viable Ecosystems (MVEs) for digital processes and services which becomes for
example essential in building Blockchain applications Practical frameworks, real-world
solutions, and radical innovation wrapped in a whole new outlook give you the power to
mindfully lead to new heights. From systems and operations to people, projects, culture,
digitalization, and beyond, this invaluable mind shift paves the way for organizations—and
individuals—to do great things. When you’re ready to give your organization a big step forward,
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The Design Thinking Playbook is your practical guide to a more innovative future.
Do you know what makes your customers tick? This book is about understanding your
customer - how they view your brand, how they make choices, and how the customer
experience shapes their purchase decisions. In this book, the author explains how to create
the most useful research tool in business - the customer journey map. Complete with
templates, example journey maps, checklists, and step-by-step instructions, this book will help
you understand how to build and apply a customer journey map in any organization. NEW TO
THE SECOND EDITION 1. Bonus Customer Journeys Examples 2. Bonus Persona Examples
3. Even more bonus content including, "The Ultimate Guide to Running a Brainstorming
Session That Works", and "How Amazon Uses Psychology in their CX to Drive Sales" CX That
Sings is divided into three parts: 1. Understanding the Customer Journey Map 2. Building and
Using Your Customer Journey Map 3. Examples, References, and Bonus Information Table of
Contents: 1. The Customer Empathy Gap: Why Customer Journey Maps are so valuable 2.
The Basics: What makes a killer Customer Journey Map 3. Marketing Personas: Your Journey
Map's North Star 4. Think, Do, Stop: The brain of your Customer Journey Map 5. The
Emotional Journey: The heart of your Journey Map 6. Introduction to the Process of Building a
Customer Journey Map (with step by step use case) 7. Step 1 - Research 8. Step 2 - Define
your Persona 9. Step 3 - Populate the Think, Do, Stop Model 10. Step 4 - Create a Hypothesis
Map, Stress Test, and Design Your Map 11. Step 5 - Identify opportunities based on your
research Bonus 1 (NEW): Journey Map Example #1 - Fast Food Customer Journey Bonus 2
(NEW): Journey Map Example #2 - Rail Tickets Booking Customer Journey Bonus 3 (NEW):
Journey Map Example #3 - eCommerce Athletic Shoe Journey Bonus 4 (NEW): Persona
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Example #1 - The Palmer Family Bonus 5 (NEW): Persona Example #1 - The Palmer Family
Bonus 6 (NEW): Persona Example #2 - Katie Voase Bonus 7 (NEW): Persona Example #3 Sam Carter Bonus 8 (NEW): Persona Example #1 - The Palmer Family Bonus 9 (NEW): The
Ultimate Guide to Running a Brainstorming Session That Works Bonus 10 (NEW): Three
Critical Checklists for Customer Journey Mapping Bonus 11 (NEW): Avoid These 7 Decision
Traps by Thinking Like a Scientist Bonus 12 (NEW): The Psychology of an Unforgettable
Customer Experience Bonus 13 (NEW): Why Simplicity is the Key to Winning Customers
Bonus 14 (NEW): Why Personalizing Your Customer Experience Will Make it Irresistible to
Customers Bonus 15 (NEW): Customer Experience Case Study - Amazon Bonus 16 (NEW):
Customer Experience Case Study - Starbucks Who will benefit from "CX That Sings"? Are you
a marketer who wants to know how to improve your customer experience? Maybe you're
agency or consulting side and are looking for an introduction on how to build a customer
journey map? No matter your reason, "A CX That Sings: An introduction to Customer Journey
Maps for marketers" will help you get to the bottom of building an industry-leading customer
experience.
What if you could use Nobel prize-winning science to predict the choices your customers will
make? Customer and user behaviors can seem irrational. Shaped by mental shortcuts and
psychological biases, their actions often appear random on the surface. In Choice Hacking,
we'll learn to predict these irrational behaviors and apply the science of decision-making to
create unforgettable customer experiences. Discover a framework for designing experiences
that doesn't just show you what principles to apply, but introduces a new way of thinking about
customer behavior. You'll finish Choice Hacking feeling confident and ready to transform your
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experience with science. In Choice Hacking, you'll discover: - How to make sure your customer
experience is designed for what people do (not what they say they'll do) - How to increase the
odds that customers will make the "right choice" in any environment - How to design user
experiences that drive action and engagement - How to create retail experiences that
persuade and drive brand love - How brands like Uber, Netflix, Disney, and Starbucks apply
these principles in their customer and user experiences Additional resources included with the
book: - Access to free video Companion Course - Access to exclusive free resources, tools,
examples, and use cases online Who will benefit from reading Choice Hacking? This book was
written for anyone who wants to better understand customer and user decision-making.
Whether you're a consultant, strategist, digital marketer, small business owner, writer, user
experience designer, student, manager, or organizational leader, you will find immediate value
in Choice Hacking. About the Author Jennifer Clinehens is currently Head of Experience at a
major global experience agency. She holds a Master's degree in Brand Management as well
as an MBA from Emory University's Goizueta School. Ms. Clinehens has client-side and
consulting experience working for brands like AT&T, McDonald's, and Adidas, and she's
helped shape customer experiences across the globe. A recognized authority in marketing and
customer experience, she is also the author of CX That Sings: An Introduction To Customer
Journey Mapping. To learn more about this book or contact the author, please visit
ChoiceHacking.com
4.5/5 star rating on Goodreads Do you know what makes your customers tick? This book lays
out, in actionable detail, the process of creating a Customer Journey Map - a visual story about
how people experience your brand. A bridge between your business and its buyers, Journey
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Maps can empower your team to understand customer motivations, fears, and challenges. CX
That Sings will guide you, step-by-step, through the mapping process. You’ll finish feeling
ready to engage stakeholders and design a Customer Journey Map that makes an impact. In
CX That Sings, you’ll discover: - Actionable advice, checklists, and tactics that will make you
confident to start journey mapping right away - Customer Journey Map Examples including
eCommerce, Mixed Retail and Fast-Casual Dining - How to create user and customer
personas, with examples, and a “how-to guide” for creating supporting user and customer
personas - Free bonus material, including customer experience case studies - Free access to
online resources What readers are saying: - "Very clear with lots of useful online resources." "This is a great step by step guide that anyone can follow with some really solid logic behind
why each element is important." ?About the Author Jennifer Clinehens is currently Head of
Experience at a major global experience agency and holds a Master's degree in Brand
Management as well as an MBA from Emory University's Goizueta School. Ms. Clinehens has
client-side and consulting experience working for brands like AT&T, McDonald's, Adidas, and
more, she's helped shape customer experiences across the globe. A recognized authority in
marketing and customer experience, she is also the author of Choice Hacking: How to use
psychology and behavioral science to create an experience that sings. You can learn more
about CX That Sings and the author at CXThatSings.com

34 percent of all companies currently engage in the process, popular companies
like Starbucks and Uber depend on customer journey maps to convey the
importance of their customer's experience at all levels of transactions to the
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entire company - cmnty.com If, as a business, we are to benefit commercially
from being more customer-centric then it goes without saying that we need to
understand our customers better. We need to empathise with how we fit into their
lives, not how we want them to fit into our processes. That's what journey
mapping is all about; documenting and acting on what it's really like to be a
customer. It's a simple and effective tool used by organisations throughout the
world and across every sector. Done effectively and strategically, its influence
can be significant. It's a tangible, very relevant way to capture what customers
are doing, thinking and feeling as they interact with us. And by overlaying what
else we know from our operational metrics and existing feedback and then by
validating it all with customers, we create compelling reasons to change what can
be improved and celebrate what's already great. 34 percent of all companies
currently engage in the process, popular companies like Starbucks and Uber
depend on customer journey maps to convey the importance of their customer's
experience at all levels of transactions to the entire company - cmnty.com If, as a
business, we are to benefit commercially from being more customer-centric then
it goes without saying that we need to understand our customers better. We need
to empathise with how we fit into their lives, not how we want them to fit into our
processes. That's what journey mapping is all about; documenting and acting on
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what it's really like to be a customer. It's a simple and effective tool used by
organisations throughout the world and across every sector. Done effectively and
strategically, its influence can be significant. It's a tangible, very relevant way to
capture what customers are doing, thinking and feeling as they interact with us.
And by overlaying what else we know from our operational metrics and existing
feedback and then by validating it all with customers, we create compelling
reasons to change what can be improved and celebrate what's already great. A
journey mapping workshop is just the start. It can be a fantastic catalyst for
driving a customer centric culture. It involves people across all functions who can
then act as your customer champions wherever they work. It means business
decisions are made in full knowledge of the direct and indirect impact on
customers. We can prioritise changes to be the ones that will help us
demonstrate our brand promise most clearly and deliver on our purpose. And we
can measure how well we do what's most important to our customers, not just
carry out a mechanical audit of our processes. Journey mapping is a hugely
versatile tool that will benefit any organisation of any size and complexity. It can
be used to establish the starting point; a common understanding of what today's
experience is really like. Beyond that we can use the frameworks to design futurestate and innovative experiences, we can map the journeys of other customers
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personas and employees. So if we get it right and make the right, empathetic
changes, customers will buy from us again, they'll be prepared to pay more, buy
more and they'll tell everyone to do the same. We can communicate with them in
their language and in a way that's more relevant and timely. And those involved
will learn more about their own business; they will establish informal and formal
cross functional working relationships. It stimulates excitement and stories within
the business where everyone wants to get involved and support the drive for
greater customer centricity. What then follows is simple: better experiences mean
better business. Companies that transform how they grow and are deliberate
about it, do so because they think about the people at the end of their decisions.
The intent of their work is to "earn the right" to grow by improving their lives. A
journey framework, even in its simplest form when used with consistency
provides rigor to understand where the priorities in customers' lives are. - Jeanne
Bliss
Customers who have inconsistent, broken experiences with products and
services are understandably frustrated. But it’s worse when people inside these
companies can’t pinpoint the problem because they’re too focused on business
processes. This practical book shows your company how to use alignment
diagrams to turn valuable customer observations into actionable insight. With this
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unique tool, you can visually map your existing customer experience and
envision future solutions. Product and brand managers, marketing specialists,
and business owners will learn how experience diagramming can help determine
where business goals and customer perspectives intersect. Once you’re armed
with this data, you can provide users with real value. Mapping Experiences is
divided into three parts: Understand the underlying principles of diagramming,
and discover how these diagrams can inform strategy Learn how to create
diagrams with the four iterative modes in the mapping process: setting up a
mapping initiative, investigating the evidence, visualizing the process, and using
diagrams in workshops and experiments See key diagrams in action, including
service blueprints, customer journey maps, experience maps, mental models,
and spatial maps and ecosystem models
Finally-a book that shows marketers how to truly achieve real results from their
websites. Brian Massey, The Conversion Scientist, takes the mystery out of how
to create high-performing sites. By walking the reader through five online
formulas-aka "customer creation equations"-he shows you how to determine the
best formula your own particular business structure and how to optimize it for
stellar results. Key to this process is setting up a "digital conversion lab," and
Brian shows you how. Jam-packed with easy-to-understand equations for things
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like increasing your conversion rate and decreasing your abandonment rate-as
well as practical strategies for attracting prospects, turning buyers into triers, and
morphing buyers into loyal brand advocates-this book will enable anyone to stop
hoping for success and start enjoying higher profits. The Advanced Curriculum in
Visitor Studies gives readers additional guidance on how to really understand
their targets and customers-an understanding that is at the heart of all successful
websites, and businesses, everywhere.
Customers who have inconsistent experiences with products and services are
understandably frustrated. But it's worse for organizations that can't pinpoint the
causes of these problems because they're too focused on processes. This
updated book shows your team how to use alignment diagrams to turn valuable
customer observations into actionable insight. With this powerful technique, you
can visually map existing customer experience and envision future solutions.
Designers, product and brand managers, marketing specialists, and business
owners will discover how experience diagramming helps you determine where
business goals and customer perspectives intersect. Armed with this insight, you
can provide the people you serve with real value. Mapping experiences isn't just
about product and service design; it's about understanding the human condition.
Emphasize recent changes in business using the latest mapping techniques
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Create diagrams that account for multichannel experiences as well as ecosystem
design Understand how facilitation is increasingly becoming part of mapping
efforts, shifting the focus from a deliverable to actionability Explore ways to apply
mapping of all kinds to noncommercial settings, such as helping victims of
domestic violence
Two research analysts describe how companies can truly understand the real
needs of their customers by seeing a business through their eyes and enforcing
the concept of “customer service” through every facet of the company, from
finance to legal to marketing.
Like a good story, successful design is a series of engaging moments structured
over time. The User’s Journey will show you how, when, and why to use
narrative structure, technique, and principles to ideate, craft, and test a cohesive
vision for an engaging outcome. See how a “story first” approach can transform
your product, feature, landing page, flow, campaign, content, or product strategy.
Increasingly, business leaders are either looking to start a new developer
program at their company or looking to increase the impact of their existing
DevRel program. In this context, software developers are finally recognized as
legitimate decision makers in the technology buying process, regardless of the
size of their organization. New companies are appearing with the sole purpose of
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making tools for developers, and even companies whose primary focus was
elsewhere are waking up to the developer opportunity. Even as the need and
demand for DevRel has grown, there are still re-occurring challenges for DevRel
leaders. It is these challenges that this book addresses, covering all aspects of a
DevRel program. It is an essential reference to professionalize the practice of
developer relations by providing you with strategic, repeatable, and adoptable
frameworks, processes, and tools, including developer segmentation and
personas, and developer experience frameworks. In Developer Relations, you’ll
find the answers to the following questions: How do we convince stakeholders to
support a program? How do we go about creating a program? How do we make
developers aware of our offer? How do we stand out from the crowd? How do we
get developers to use our products? How do we ensure developers are
successful using our products? How do we measure success? How do we
maintain the support of our stakeholders? After reading this book you’ll have a
clear definition of what developer relations is, the type of companies that engage
in DevRel, and the scope and business models involved. What You Will Learn
Discover what developer relations is and how it contributes to a company’s
success Launch a DevRel program Operate a successful program Measure the
success of your program Manage stakeholders Who This Book Is For Those
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interested in starting a new developer program or looking to increase the impact
of their existing one. From executives to investors, from marketing professionals
to engineers, all will find this book useful to realize the impact of developer
relations.
How can you establish a customer-centric culture in an organization? This is the
first comprehensive book on how to actually do service design to improve the
quality and the interaction between service providers and customers. You’ll learn
specific facilitation guidelines on how to run workshops, perform all of the main
service design methods, implement concepts in reality, and embed service
design successfully in an organization. Great customer experience needs a
common language across disciplines to break down silos within an organization.
This book provides a consistent model for accomplishing this and offers handson descriptions of every single step, tool, and method used. You’ll be able to
focus on your customers and iteratively improve their experience. Move from
theory to practice and build sustainable business success.
Customer Experience (CE) is becoming seen as a key component of business
strategy, yet knowing the practical steps of what to do can be tricky. The
Customer Experience Book helps you understand where you are now, what to
do, and how to improve for your business. From Customer Journey Mapping to
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using Big Data, this is the ultimate Customer Experience manual for businesses,
whatever the size of your company. Split into two parts, you’ll discover: • Why
customer experience is so important in business – and how it applies to you •
How to use customer experience tools in your business – step by step guides on
how to use CX metrics and how to learn from them Alongside the theory and
practical how-to guidance, there will be a range of examples of ‘thinking
differently’ about everyday situations to engage the reader. Plus, with case
studies from International Companies, readers will discover not only what works
well but also the hard lessons they have learned. The Customer Experience
Book shows you how to understand, measure and improve customer experience
in your business, whatever your level.
B2B Customer Experience shows readers how to deliver the very best customer
experience (often referred to as CX), within the business-to-business realm. Marketers
have long known that emotions are important in driving our experiences, and the
subject is now high on the agenda of B2B companies who want to deliver a 'wow' to
their customers. Achieving this 'wow' factor helps organizations distinguish themselves
from their competition, while simultaneously winning new business and retaining
existing clients. B2B Customer Experience is the essential handbook that guides the
reader through the process of creating an exceptional customer experience. Intensely
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practical in its approach, B2B Customer Experience is divided into five parts to walk
readers through the journey of planning, mapping, structuring, implementing and
controlling an effective customer experience, all bespoke for the B2B environment.
Clearly argued and supported by real-world examples, this text will help readers
understand critical features including the difference between customer experience,
loyalty and inertia; how to use journey maps to establish strengths and weaknesses in
an organization, and how to ensure that sales teams are engaged in the customer
experience programme. Discussing some of the best known examples of consumerfocused customer experiences from companies such as Zappos, Nordstrom and John
Lewis, B2B Customer Experience is the must-have text for any marketing professional
working within a B2B environment.
Is your organization prepared for the next paradigm of customer experience, or will you
be left behind? This practical book will make you a winner in a market driven by
experience, enabling you to develop desirable offerings and standout service to attract
loyal customers. Author Simon Clatworthy shows you how to transform your
organization into one that aligns your customers’ experiential journey with platforms,
organizational structures, and strategic alliances. Rather than treat customer
experience as an add-on to product and service design, you’ll discover how experiencecentricity can drive the whole organization. Learn the five steps necessary to transform
into an experience-centric organization Explore the underlying structure needed to
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design and deliver memorable experiences Understand how customers and clients
experience products and services Develop experiential DNA as an extension of your
brand DNA Be proactive by translating cultural trends into experiences
Real-world tools to build your venture, grow your business, and avoid mistakes Startup,
Scaleup, Screwup is an expert guide for emerging and established businesses to
accelerate growth, facilitate scalability, and keep pace with the rapidly changing
economic landscape. The contemporary marketplace is more dynamic than ever
before—increased global competition, the impact of digital transformation, and disruptive
innovation factors require businesses to implement agile management and business
strategies to compete and thrive. This indispensable book provides business leaders
and entrepreneurs the tools and guidance to meet growth and scalability challenges
head on. Equal parts motivation and practical application, this book answers the
questions every business leader asks from the startup ventures to established
companies. Covering topics including funding options, employee hiring, product-market
validation, remote team management, agile scaling, and the business lifecycle, this
essential resource provides a solid approach to grow at the right pace and stay lean.
This book will enable you to: Apply 42 effective tools to sustain and accelerate your
business growth Avoid the mistakes and pitfalls associated with rapid business growth
or organizational change Develop a clear growth plan to integrate into your overall
business model Structure your business for rapid scaling and efficient management
Page 20/37

Read Online Customer Journey Mapping Guide For Practitioners
Startup, Scaleup, Screwup: 42 Tools to Accelerate Lean & Agile Business Growth is a
must-read for entrepreneurs, founders, managers, and senior executives. Author
Jurgen Appelo shares his wisdom on the creative economy, agile management,
innovation marketing, and organizational change to provide a comprehensive guide to
business growth. Practical methods and expert advice make this book an essential
addition to any business professional’s library.
Overall WINNER - CMI Management Book of the Year 2014 WINNER - Innovation &
Entrpreneurship Category at the CMI Awards 2014 Create a great customer experience
whoever you are. Customers are powerful. They have a loud voice, a wealth of choice
and their expectations are higher than ever. This book covers ten principles you can
use to make real world improvements to your customers’ experiences, whatever your
business does and whoever you are. For managers, leaders and those starting a new
business, the book shows that making improvements customers will appreciate doesn’t
need to be complicated or cost a fortune.
Lewis makes a compelling argument that businesses must look beyond their own
internal view of how something is sold, to the external reality of how customers actually
buy. He asserts that no one buys anything because of a sales process; customers only
buy because of their own buying process. And so, for all those whose livelihood
depends upon successful revenue generation, the only rational course of action is to
positively influence and effectively manage the end-to-end customer-buying journey.
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The simple failure of mousetrap logic—that is, the quality of the product or value
proposition of the service is sufficient to convince customers to make a purchase—is at
the heart of most revenue generation challenges today. How Customers Buy...and Why
They Don’t shows that vendors are too often trying to solve the wrong problem,
because customers actually do “get it,” they just don’t buy it. The book starts by
explaining Outside-in Revenue Generation. It then decodes the six elements of the
Customer Buying Journey DNA. It defines the nine Buying Concerns, any one of which
can derail a purchase. It unveils the deceptively simple and elegant 4Q Buying Style
Quadrant that unlocks the intricacies of how buyers actually think. The second section
of the book explains what you can do about customers not buying your products or
services. It reveals that there are only four things—Sales and Marketing
Imperatives—that can be done to positively impact the market. It goes on to walk the
reader through the development of the Market Engagement Strategy. The final section
of the book translates the five components of the Market Engagement Strategy into
actionable sales and marketing behaviors.
The Journey Mapping Playbook is an accessible how-to toolkit aimed at customer
experience and marketing professionals looking for ways to improve customer and
employee experience. Using visualisation, templates and case studies this is a practical
guide to planning, facilitating and delivering a strategic, supportive and effective journey
mapping workshop. The Journey Mapping Playbook is based on the author’s realPage 22/37
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world experience of running hundreds of journey mapping sessions. Understanding the
priorities and pain points in customers’ lives is critical to achieve business success.
Helping you to nurture better and more profitable customer experiences, this book will
help you to: Define journey mapping Understand why it is commercially important
Prioritise which journeys to focus on and how Decide who to invite and which tools to
prepare Plan for an effective session Make every stage of the journey relevant and
purposeful Build an ongoing programme The Journey Mapping Playbook shows you
how to understand your customers better, whatever the size or sector of your business.
Jerry Angrave, Founder and CEO of Empathyce, UK
Offers an organizational design model for service organizations, covering such topics
as funding mechanisms, employee management systems, and customer management
systems.
Increase profits and reduce costs by utilizing this collectionof models of the most
commonly asked data mining questions In order to find new ways to improve customer
sales and support,and as well as manage risk, business managers must be able to
minecompany databases. This book provides a step-by-step guide tocreating and
implementing models of the most commonly asked datamining questions. Readers will
learn how to prepare data to mine,and develop accurate data mining questions. The
author, who hasover ten years of data mining experience, also provides actualtested
models of specific data mining questions for marketing,sales, customer service and
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retention, and risk management. ACD-ROM, sold separately, provides these models for
reader use.
Did you tackle the cause or the symptom? How can skill-level changes improve
Customer Journey Maps? What is the scope of the Customer Journey Maps effort?
What are you verifying? How do you verify and validate the Customer Journey Maps
data? This breakthrough Customer Journey Maps self-assessment will make you the
accepted Customer Journey Maps domain auditor by revealing just what you need to
know to be fluent and ready for any Customer Journey Maps challenge. How do I
reduce the effort in the Customer Journey Maps work to be done to get problems
solved? How can I ensure that plans of action include every Customer Journey Maps
task and that every Customer Journey Maps outcome is in place? How will I save time
investigating strategic and tactical options and ensuring Customer Journey Maps costs
are low? How can I deliver tailored Customer Journey Maps advice instantly with
structured going-forward plans? There's no better guide through these mind-expanding
questions than acclaimed best-selling author Gerard Blokdyk. Blokdyk ensures all
Customer Journey Maps essentials are covered, from every angle: the Customer
Journey Maps self-assessment shows succinctly and clearly that what needs to be
clarified to organize the required activities and processes so that Customer Journey
Maps outcomes are achieved. Contains extensive criteria grounded in past and current
successful projects and activities by experienced Customer Journey Maps practitioners.
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Their mastery, combined with the easy elegance of the self-assessment, provides its
superior value to you in knowing how to ensure the outcome of any efforts in Customer
Journey Maps are maximized with professional results. Your purchase includes access
details to the Customer Journey Maps self-assessment dashboard download which
gives you your dynamically prioritized projects-ready tool and shows you exactly what
to do next. Your exclusive instant access details can be found in your book. You will
receive the following contents with New and Updated specific criteria: - The latest quick
edition of the book in PDF - The latest complete edition of the book in PDF, which
criteria correspond to the criteria in... - The Self-Assessment Excel Dashboard Example pre-filled Self-Assessment Excel Dashboard to get familiar with results
generation - In-depth and specific Customer Journey Maps Checklists - Project
management checklists and templates to assist with implementation INCLUDES
LIFETIME SELF ASSESSMENT UPDATES Every self assessment comes with Lifetime
Updates and Lifetime Free Updated Books. Lifetime Updates is an industry-first feature
which allows you to receive verified self assessment updates, ensuring you always
have the most accurate information at your fingertips.
A practical guide to impact mapping, a simple yet incredibly effective method for collaborative
strategic planning that helps organizations make an impact with software.
IDEO founder and Stanford d.school creator David Kelley and his brother Tom Kelley, IDEO
partner and the author of the bestselling The Art of Innovation, have written a powerful and
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compelling book on unleashing the creativity that lies within each and every one of us. Too
often, companies and individuals assume that creativity and innovation are the domain of the
"creative types." But two of the leading experts in innovation, design, and creativity on the
planet show us that each and every one of us is creative. In an incredibly entertaining and
inspiring narrative that draws on countless stories from their work at IDEO, the Stanford
d.school, and with many of the world's top companies, David and Tom Kelley identify the
principles and strategies that will allow us to tap into our creative potential in our work lives,
and in our personal lives, and allow us to innovate in terms of how we approach and solve
problems. It is a book that will help each of us be more productive and successful in our lives
and in our careers.
Increasingly, customers choose products and services based on the quality of the experiences
they have with them. To prevent those experiences from breaking down, and to help
organizations navigate cross-channel complexity, you need a map.Experience mapping is a
strategic process of capturing and communicating complex customer interactions. The activity
of mapping builds knowledge and consensus across your organization, and the map helps
build seamless customer experiences.New challenges require new approaches. Map the
experience to:>Make smarter decisions>Bring teams together>Build deeper empathy>Clarify
the big picture
User story mapping is a valuable tool for software development, once you understand why and
how to use it. This insightful book examines how this often misunderstood technique can help
your team stay focused on users and their needs without getting lost in the enthusiasm for
individual product features. Author Jeff Patton shows you how changeable story maps enable
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your team to hold better conversations about the project throughout the development process.
Your team will learn to come away with a shared understanding of what you’re attempting to
build and why. Get a high-level view of story mapping, with an exercise to learn key concepts
quickly Understand how stories really work, and how they come to life in Agile and Lean
projects Dive into a story’s lifecycle, starting with opportunities and moving deeper into
discovery Prepare your stories, pay attention while they’re built, and learn from those you
convert to working software
This book, assembled to describe and illustrate the emerging field of service design, was
brought together using exactly the same co-creative and user-centred approaches you can
read and learn about inside. The boundaries between products and services are blurring and it
is time for a different way of thinking: this is service design thinking. A set of 23 international
authors and even more online contributors from the global service design community invested
their knowledge, experience and passion together to create this book. It introduces service
design thinking in manner accessible to beginners and students, it broadens the knowledge
and can act as a resource for experienced design professionals.
Mapping out a diverse journey through documentary distribution, this book is a comprehensive
global how-to reference guide, providing insights into the landscape of documentary
distribution; targeting the right audiences to expand the reach of your documentary; and
building a sustainable career. Detailing how to prepare your documentary, strategies for
crowdfunding, working with documentary organizations and online platforms and outlining the
channels to consider, The Documentary Distribution Toolkit demystifies the process of
distributing your documentary. Featuring case studies and interviews including filmmaker Alice
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Elliot, representatives from public television stations such as ARTE, ZDF, Al Jazeera, TRT
(Turkey), NHK, as well as drawing on author Rachel Gordon’s over 20 years of experience
working in documentary distribution. Foregrounding documentaries for non-profit and
educational purposes, each chapter gives guidance on how to think locally and globally, on
money matters to consider, and personal questions to answer before proceeding to help
filmmakers manage their time, money and energy wisely. This book empowers the filmmaker
to distribute their documentary in an effective and strategic manner. Providing concrete advice
on how to navigate the documentary ecosystem beyond the classroom, this is the ideal book
for professional and emerging documentary filmmakers, as well as students who are looking to
distribute their documentary films.
Struggling to ensure that the customer is at the center of all your business does? This book is
your guide to putting the "customer" in customer experience. Not sure what that means? Well,
for starters, too many executives believe they are delighting their customers. Why wouldn't
they think that?! When they focus on growth, those customer acquisition numbers are pretty
sweet, but they don't tell the real story. Prioritizing customer retention is critical. But you can't
just throw technology at it, give it some lip service, and call it a day. Retention is hard work!
You've got to understand who your customers are and what problems they are trying to solve
or what jobs they are trying to do. Then you've got to use that understanding to design an
experience that helps customers achieve their goals. That's the key to putting the customer in
customer experience! Ultimately, you need to bring the customer voice into all meetings,
decisions, processes, and designs. The customer must be at the center of all you do. After all,
it's all about the customer! In this book, I cover the three approaches to customer
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understanding: surveys and data, personas, and journey mapping. I could've written the whole
book about journey mapping, but there's so much more to building a customer-centric business
than journey mapping. The culture must first be deliberately designed to put the customer at
the heart of the business. And all foundational elements of a CX transformation must be in
place to make that happen. With that knowledge, read this book and: Learn about the three
approaches you must use to understand your customers, why you must use them, and how
they work together. Create an action plan to ensure insights gleaned from these three
approaches are implemented in your organization. Develop and assign personas to your
customers in order to better understand their needs, goals, problems to solve, and jobs to be
done. Learn the difference between touchpoint maps and journey maps and how touchpoint
maps can still be a valuable asset in your customer experience toolbox. Understand why
journey mapping is called the backbone of customer experience management - and how to
make it so in your organization. Set up and facilitate your own current-state and future-state
journey mapping workshops with customers. Set up and facilitate service blueprint workshops
with internal stakeholders. Find out how to put the customer at the heart of your business. And
more!
Is Your Marketing as Simple, Effective, and Affordable as Duct Tape? Let's face it, as a small
business owner, you are really in the business of marketing. The problem for most small
business owners is that they suffer from "marketing idea of the week" syndrome instead of
implementing a systematic approach to the problem of small business marketing. In Duct Tape
Marketing, renowned Small Business Marketing guru John Jantsch shows you how to develop
and execute a marketing plan that will give your business the life and longevity you knew you
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could have when you made that decision to go out on your own. CAREFUL! Duct tape is a
serious tool... it sticks where you put it. So are the ideas in this book. If you're ready to make a
commitment and are willing to make something happen, John's book is a great place to start.
--Seth Godin, author of Purple Cow For all those who wonder why John Jantsch has become
the leading advisor and coach to small businesses everywhere, Duct Tape Marketing is the
answer. I have never read a business book that is as packed with hands-on, actionable
information as this one. There are takeaways in every paragraph, and the success of John's
blog is living proof that they work. Duct Tape Marketing should be required reading for anyone
who is building a business, or thinking about it. --Bo Burlingham, editor-at-large, Inc. magazine,
and author of Small Giants: Companies That Choose To Be Great Instead of Big Duct Tape
Marketing is a worthy addition to the growing library of how-to books on small business
marketing -- concise, clear, practical, and packed with great ideas to boost your bottom line.
--Bob Bly, author of The White Paper Handbook With the world suffering from depleted
reserves of trust, a business that sells plenty of it every day tends to create the most value.
The great thing about trust as a product feature is that it delivers exceptional returns. With this
book, John Jantsch has zeroed in on exactly what small businesses need to sell every day,
every hour. --Ben McConnell, co-author of Creating Customer Evangelists: How Loyal
Customers Become a Volunteer Sales Force John Jantsch has provided small businesses with
the perfect perspective for maximizing all marketing activities - offline and on. Jantsch has the
plan to help you thrive in the world of business today. Read it, all your competitors will. --John
Battelle, cofounding editor or Wired and author of The Search: How Google and Its Rivals
Rewrote the Rules of Business and Transformed Our Culture Duct Tape Marketing is a great
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read for anyone in business. It has fresh ideas laid out in a practical and useable way. I highly
recommend this book for growing any business. --Dr. Ivan Misner, Founder of BNI and Coauthor of the New York Times bestseller, Masters of Networking
Innovate your way toward growth using practical, research-backed frameworks The Art of
Opportunity offers a path toward new growth, providing the perspective and methods you need
to make innovation happen. Written by a team of experts with both academic and industry
experience—and a client roster composed of some of the world’s leading companies—this book
provides you with the necessary tools to help you capture growth instead of chasing it. The
visual frameworks and research-based methodology presented in The Art of Opportunity
merge business design thinking and strategic innovation to help you change your growth
paradigm. You’ll learn creative and practical methods for exploring growth opportunities and
employ a new approach for identifying what “opportunity” looks like in the first place. Put aside
the old school way of focusing on new products and new markets, to instead applying value
creation to find your new opportunity, craft your offering, design your strategy and build new
growth ventures. The changing business ecosystem is increasingly pushing traditional thinking
out to pasture. New consumers and the new marketplace are demanding a profound
adjustment to the way companies plan and execute growth strategies. This book gives you the
tools to create your roadmap toward the new state of growth, and gain invaluable insight into a
new way of thinking. The Art of Opportunity will help you to: Start looking at business growth
from a new perspective Create value for the customers, company and ecosystem Innovate
strategically and design new business models Develop a new active business design thinking
approach to innovation Your company’s goal is to grow, and to turn non-customers into
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customers. The old ways are becoming less tenable and less cost-effective. The Art of
Opportunity outlines the new growth paradigm and gives you a solid framework for putting new
ideas into practice.
Have you ever felt stuck with methods, tools and skills that do not match the increasing
complexity you are part of? Would you like to work in new ways that strengthen thinking,
communication and collaboration? Visual Collaboration introduces a new and innovative way
of working and collaborating that will help you successfully manage complexity for yourself,
your team, and your entire organization. The method of this book unlocks any team's ability to
collaborate in complex projects and processes. By using a systematic and proven approach to
drawing and visualizing. Visual Collaboration is a unique visual business book that will enable
you to develop visual languages to fit any scenario, create engaging and powerful questions to
assist your visual process design and turn a white canvas into a visual template that can
improve any meeting, project, or process. The core of the book - a practical and easy-to-follow
method - THE FIVE BUILDING BLOCKS will most likely become your preferred way of
working. The method is supported by plentiful examples, 4-color drawing, chapter summaries,
and clearly defined learning objectives. Enjoyable and powerful, this book will help you: Use
visualization as a tool to explore opportunities and challenges Translate complex concepts into
easy-to-understand actions Engage employees and team members with effective strategic
processes Incorporate drawing into your strategic organizational toolbox to strengthen
communication and collaboration Develop and apply powerful visual literacy skills The authors,
internationally-recognized experts in strategy communication and visual facilitation, have
helped incorporate visual collaboration into more than 500 organizations such as LEGO, IKEA,
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the Red Cross, the United Nations, and many others. This book is the must-have resource for
you to follow their example.
You can launch a new app or website in days by piecing together frameworks and hosting on
AWS. Implementation is no longer the problem. But that speed to market just makes it tougher
to confirm that your team is actually building the right product. Ideal for agile teams and lean
organizations, this guide includes 11 practical tools to help you collaborate on strategy, user
research, and UX. Hundreds of real-world tips help you facilitate productive meetings and
create good collaboration habits. Designers, developers, and product owners will learn how to
build better products much faster than before. Topics include: Foundations for collaboration
and facilitation: Learn how to work better together with your team, stakeholders, and clients
Project strategy: Help teams align with shared goals and vision User research and personas:
Identify and understand your users and share that vision with the broader organization Journey
maps: Build better touchpoints that improve conversion and retention Interfaces and
prototypes: Rightsize sketches and wireframes so you can test and iterate quickly
How to use the Design Thinking Tools A practical guide to make innovation happen The
Design Thinking Toolbox explains the most important tools and methods to put Design
Thinking into action. Based on the largest international survey on the use of design thinking,
the most popular methods are described in four pages each by an expert from the global
Design Thinking community. If you are involved in innovation, leadership, or design, these are
tools you need. Simple instructions, expert tips, templates, and images help you implement
each tool or method. Quickly and comprehensively familiarize yourself with the best design
thinking tools Select the appropriate warm-ups, tools, and methods Explore new avenues of
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thinking Plan the agenda for different design thinking workshops Get practical application tips
The Design Thinking Toolbox help innovators master the early stages of the innovation
process. It’s the perfect complement to the international bestseller The Design Thinking
Playbook.
playing to win -- were you generally playing defense and have now gone of the offensive?
Mass customization; what customers need a lot? What are the difficulties marketing faces with
this approach? Which are the most frequent journeys? How can you identify and remediate
gaps in customer experience and pave the way for active, loyal customer relationships? This
premium Customer Journey Map self-assessment will make you the principal Customer
Journey Map domain veteran by revealing just what you need to know to be fluent and ready
for any Customer Journey Map challenge. How do I reduce the effort in the Customer Journey
Map work to be done to get problems solved? How can I ensure that plans of action include
every Customer Journey Map task and that every Customer Journey Map outcome is in place?
How will I save time investigating strategic and tactical options and ensuring Customer Journey
Map costs are low? How can I deliver tailored Customer Journey Map advice instantly with
structured going-forward plans? There's no better guide through these mind-expanding
questions than acclaimed best-selling author Gerard Blokdyk. Blokdyk ensures all Customer
Journey Map essentials are covered, from every angle: the Customer Journey Map selfassessment shows succinctly and clearly that what needs to be clarified to organize the
required activities and processes so that Customer Journey Map outcomes are achieved.
Contains extensive criteria grounded in past and current successful projects and activities by
experienced Customer Journey Map practitioners. Their mastery, combined with the easy
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elegance of the self-assessment, provides its superior value to you in knowing how to ensure
the outcome of any efforts in Customer Journey Map are maximized with professional results.
Your purchase includes access details to the Customer Journey Map self-assessment
dashboard download which gives you your dynamically prioritized projects-ready tool and
shows you exactly what to do next. Your exclusive instant access details can be found in your
book. You will receive the following contents with New and Updated specific criteria: - The
latest quick edition of the book in PDF - The latest complete edition of the book in PDF, which
criteria correspond to the criteria in... - The Self-Assessment Excel Dashboard - Example prefilled Self-Assessment Excel Dashboard to get familiar with results generation - In-depth and
specific Customer Journey Map Checklists - Project management checklists and templates to
assist with implementation INCLUDES LIFETIME SELF ASSESSMENT UPDATES Every self
assessment comes with Lifetime Updates and Lifetime Free Updated Books. Lifetime Updates
is an industry-first feature which allows you to receive verified self assessment updates,
ensuring you always have the most accurate information at your fingertips.
Understand your users, gain strategic insights, and make your product development more
efficient with user experience mapping About This Book Detailed guidance on the major types
of User Experience Maps. Learn to gain strategic insights and improve communication with
stakeholders. Get an idea on creating wireflows, mental model maps, ecosystem maps and
solution maps Who This Book Is For This book is for Product Manager, Service Managers and
Designers who are keen on learning the user experience mapping techniques. What You Will
Learn Create and understand all common user experience map types. Use lab or remote user
research to create maps and understand users better. Design behavioral change and
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represent it visually. Create 4D user experience maps, the “ultimate UX deliverable”. Capture
many levels of interaction in a holistic view. Use experience mapping in an agile team, and
learn how maps help in communicating within the team and with stakeholders. Become more
user focused and help your organisation become user-centric. In Detail Do you want to create
better products and innovative solutions? User Experience Maps will help you understand
users, gain strategic insights and improve communication with stakeholders. Maps can also
champion user-centricity within the organisation. Two advanced mapping techniques will be
revealed for the first time in print, the behavioural change map and the 4D UX map. You will
also explore user story maps, task models and journey maps. You will create wireflows, mental
model maps, ecosystem maps and solution maps. In this book, the author will show you how to
use insights from real users to create and improve your maps and your product. The book
describes each major User Experience map type in detail. Starting with simple techniques
based on sticky notes moving to more complex map types. In each chapter, you will solve a
real-world problem with a map. The book contains detailed, beginner level tutorials on creating
maps using different software products, including Adobe Illustrator, Balsamiq Mockups, Axure
RP or Microsoft Word. Even if you don't have access to any of those, each map type can also
be drawn with pen and paper. Beyond creating maps, the book will also showcase
communication techniques and workshop ideas. Although the book is not intended to be a
comprehensive guide to modern user experience or product management, its novel ideas can
help you create better solutions. You will also learn about the Kaizen-UX management
framework, developed by the author, now used by many agencies and in-house UX teams in
Europe and beyond. Buying this map will give you hundreds of hours worth of user experience
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knowledge, from one of the world's leading UX consultants. It will change your users' world for
the better. If you are still not convinced, we have hidden some cat drawings in it, just in case.
Style and approach An easy to understand guide, filled with real world use cases on how to
plan, prioritize and visualize your project on customer experience
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