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Discover

Engage
Buy

Explore

Shop
View online
banner ad

Watch
tutorial

Purchase
through

View

Compare/shop
online

Post Q

reviews

Purchase via
mobile

View
YouTube ad

Watch video
on mobile

Watch
YouTube ad

m Purchase
in store
@ Read

reviews

Like on
Facebook




Understanding the Customer Journey
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[
. Browse

Community Forum

Social .f v

Tweet

® Yf
. Browse

Facebook Page

= =
Web . Browse
Company Website

® Y °
. Visit an In-store

Sales Agent

In Person

WA
Contact center @ :mai.a '@‘ T:gsfema

Service Agent Service Agent

@
Navigate anIVR

Via a Smartphone

Receive Information
Via SMS

Mobile
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CUSTOMER EXPERIENCE D i

JOURNEY

Usage

Searches internet &) @)

NEED

Proactive maintenance @
Follow up on trouble ticket @
Trouble ticket generation ()

Cycling billing )

Starts using the

Delivery / Installation

GENERATION

Initial Consideration

Calls contact centre @
Calls a channel partner (©)

service (©)

Training ©)
: DURING
Testing © DELIVERY{)
Invoice Raise () INSTALLATION R Eraraas
Installation ()
Actual delivery @ Engagement
MOMENT First Interaction © @
OF PURCHASE Subsequent Interactions ()
Moment of Purchase EVALUATION Solution Presentation ) )

Signs contract ©)
Final Presentation @

Submission of Quote @)

Evaluation

Studies proposal ()
Calls in case of a query ()



Purchase

Customer Lifecycle
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Channel / Canal

Interaction de la marque

Décalage avec le
positionnement voulu






