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Vacations aren’t what they used to be

'fIlHIS 1S THE LIFE, NOTHING TO DO, AND ALL DAY TO DO ITIN !
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Gluten-Free Blondies with
almond Butter and

Chocolate Chips

Measurement Conversios

Tables

Ingredient Substitutions

Chickesn and Couscous

Moroccan Couscous with
Soup

Vegerables

I'm a Moroccan expat
Oon a mission 1D Save
the warld with
wholesome recipes

Wealcome!

Select Manth =

Couscous Stuffing Fish Balls-in Tomato

sauce with Couscous

Couscous Salad with
Almonds and Raisins

Enter your Emall Couscous ;I
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Catch a baseball game

in Chicago, lllinois.
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Morocco sahara desert trip report

il

Hi !

Apr 15,2012 7:22 AN

bl After reading and get more in LP (http:/fwww.lonelyplanet.com/thorntree/thread.jspa?
osts:

threadlD=2114859) we book the desert tour with Moroccoe Excursions Company (www_Morocco-
Excursions.com) so we met Hassan (our guide} in Merzouga. He took us for 2-day adventure in a dessert of
Erg Chebbi. It was fantastic to sleep in a tent and see all the stars, white sunrise and orange/red sunset. to
eat breakfast on a dune. and spend evenings eating delicious meals and drinking berber whiskey Hassan
was very open-hearted and helpful with everything. Children loved him a lot! We can highly recommend
Hassan and his Morocco Excursions Company: 1. he gave immediate response to our hooking request (in
contrast to others tour-operators). 2. he answered all our questions before arnival, about the current weather.
conditions for children, and many more: 3. he didn't demand any advance payment (whole price after the
service) or formal confirmation - only & wordl; 4. everything went due to a plan and the offer - all attractions
were delivered; 5. tents were clear and warm; 6. meals were delicious and fresh: 7 views and atmosphere
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Search All Ferums

Advanced search

Saddle up in Sedona,
Arizona.

i Explore More

\DVERTISEMENT

Discover
America
«COm

Get the best in travel,
straight to your inbox

Sign up and get 20% off

Lonely Planet guidebooks

Lonely Planet (lonelyplanet.com/thorntree)



.l f Connect with Facebook | Signin | Join

. Askﬂuesﬂunw morocco Q, Search Tell us what you think!

We'd lave ta hear what you

Home Bl Morocco change Open Most discussed think abaut our rew look.

Send Feedback

Flaces Your seatch found 58 rasults. Community Guidelines

Africa 1  Is it safe to hire a car and drive through Morocco? Help keep our QA useful and
aNSWEr 3 days ago about Moroceo relevant - see our guidelines.
Asia = )
driving safety

Caribbean i 2
horoceo has a very bad road safety record. Accidents are common and fatalities Ok & Wehsiveoribiog?

Central America are too. There's a good netwark of motorways (expressways) between major cities, Create a free widget with aur
but expect to see some driving which is best described as “free form". Even if partner toolkit

Europe others arent, ...

> Middle East Asked by Safiya via EjAsk a Homad iPad app News from the Travellr Blog

Morth America Announcing YWorld Nomads
% Answers
Pacific 3 what should | pack for Morocco. warm or cold? Announcing badges

. B AnWErs 41 days ago about Moroceo
) South America Mew release of Travellr!

packing Travellr in MY C

Travellr listed in Best Travel-

Hi Cynthia, "Moroceo is a cold country where the sun is hot." You should expect Advizary Websites list

different temperature from an area to another and all depends on the season. Many g
people think that Maroceo is a warm country while it is not. Morocco has Travellr student project in the news
registerad the Travellr gets a mention in the Irish

’ Tirnes
Asked by eynithia lou stafford via ¥ WorldHomads.com

Google Dev Fest Wrap up!
Explore. travellr web-rmashup demo
Is wifi widely available in Morocco for my iPad? telcused

|5 the valcana in lceland erupting?

HEADLIHES EY
FEEDEURMER

1 days ago about Morocco
wWifi
Any McDonalds has wifi and also many cafes do too. Hotel lobbies and even some

shopping areas in The bigger cities. Mot too hard to find some places. You can
usually find wifi in the larger cities or nicer hotels.

Asked by obrushil via Ej Ask a Homad iPad app

1 How much would it cost from nador to Sahara dessert or
—mem Nearesttown to getto Sahara desert 12 says ago shout llador, Meroceo

8
Source: Travellr (travellr.com)
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Connect & Wielcome, Jonathan

©Otripadvisor.co.uk

La Maison Arabe Hotel Reviews, Marrakech
Marrakech hotels

Marrakech-Tensift-El Haouz Region = Marrakech =

Home = Africa = Morocco

La Maison Arabe Ol

1 Derb Assehbe | Bab Doukkala, Marrakech 40000, Morocco

KL Hotel website  [5 E-mail hotel & Hotel deals  [E¥ Hotel amenities

Offers & Announcements 3 nights = Free Brunch

Ranked #29 of 437 hotels in Marrakech
@@@ @@ 299 Feviews

Show the lowest price for this hotel*

Check In Check Out Adults

25/5/202 2752012 2 j
Show Prices |

v Booking. com 4 Splendia.com

v Expedia.co.uk

*from our partners

159 traveller photos

Trawvallar ratina

299 reviews from our community

What travvvallare eau ahant thie hatal

© 2012 Forrester Research, Inc. Reproduction Prohibited

* Your TripAdvisor

City, hotel name, etc

La Maison Arabe

Signout [ FREE Mobhile App |~ 5

SEARCH

All 437 Marrakech hotels »

Travellers also viewed...

4 ¥ Riad Kniza Show Prices
4 UL @®EEE 610 Reviens
....,_.q! Marrakech, Marrakech-Tensift-El Haouz Region

Hotel Kasbah Dar
g llham
@EEE 650 Reviews

Show Plim

Marrakech, Marrakech-Tensift-El Haouz Region

2] s % -
"y W Dar Ayniwen Villa Show Prices
N Hotel '

i EEEEE 2495 Reviews

B Marrakech, Marrakech-Tensift-El Haouz Region

mrandmrssmith.com
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SeatExpgrt

all seats mﬁmalnd equal

S
FU(NCf

A HAMPER TD BE
WON EVERY WEEK
FOR 10 WEEKS
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SEARCH BY FLIGHT | BROWSE BY AIRLINE HOW [TWORKS  COMMUNITY | (&8

BMI British Midland
Airbus AEH 200

Ir leww B

Businaszs

Mona
+ Increased legroom

+ Bulkhead/Seat in front doesn't recine

- Reduced storage spacs

- Heavy traffic area

H888 88

(YT W

Z'3||.=|':' this seat map on Facebook

Marrower than average seat in this cabm

The Ajirbus A330-200 plane is the new Nagship of
the bmi fleet, configured with three classes of
senvice

Bugines Class has lie-flat sleeper seats ina
cocoon design Uising a similar design as other
slanted lie-fiat Business Class seats, bril's seat
achieves a fully fat recline by having additional
space to install e seat

e T e e T T L ra:\*nrno b ot dﬂlnr\-ho:_ |'|I'
Pl i) Sl tdrrey Tl e Pk T 1 e

pitch, prabably the most spacious inthe world, z2nd
onhy about 10 inches or so less than most other
Busineas Class products. The Premium Ecomamy
seals an this plane are actually the old bmi
Business Class seats, re-pitched to fit into this
cabin

L FL ] f ey P, Ot P L

CAN NOWY TAKE A HEAYENLY TRIF TO
‘0 HANEDA WITH THE 787 DREAMLINER.

Fiy Iot, 787 - -‘E' j“-
- -
. m

Source: Seat Expert (seatexpert.com)
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A
jonathanbrowne Jonathan Browne

? #expedia Uk schedule change team doesn't answer the phone

. number in the "flight cancelled” email... Channel transition fail
1 hour-ago

upe:l_ia Expedia
Expedic (@|onathanbrowne Hi Jonathan-We're sorry to hear about this
| situation. Pls follow & DM us your itin® & other case info so we can

Investigate.
21Cel Favorite ©1 Retwest ¥ Reply

jonathanbrowne
. http:it car®viesUN ltinerary Number:

. Expedia schedule change team 1s not answering this
phone +44{0)2031065260/61

e Expedia Epedia W
Expedic @Jonathanbrowne Thx for the details. VWe will forward to our svc
T team for review and they'll reach out to you directly when complete.

21 Oct

— ’-?.:?f



- N 4

From: travel@support.expedia.co.uk Sent: Mon 24/10/2011 09:59
Ta: Browne, Jonathan
CC
Subject: Schedule change complaint = |
il

ODear Mr Browne

I am in receipt of your complaint via our media team and I would like to assure you
that I will be investigating your case personally. I have asked that a2 member of
the specialised Schedule Change Department contact you as soon as possible to
discuss your options.

As soon as I have an update I will be in contact to advise, or if I can be of any
assistance, please let me know.

Kind regards

|
Priority Customer Care Manager
Expedia.co.uk




Customers expect seamless journeys
across an increasing range of channels

Store Chat
h Web
SMS =8

E '

Multi-channel customer experiences cut across the organization

Customers feel frustrated by uncomfortable leaps between stovepipes

Call Center



Use customer journey maps

to get an Outside-In perspective of how

tN |mnrn\ln clictnmar avnarianeca and
L\J IIIIPI \JV WVUWDLUIITIUI DAP\JI INVT IS, CATL T

achieve your organization’s objectives

© 2012 Forrester Research, Inc. Reproduction Prohibited
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Agenda

What are customer journey maps?

© 2012 Forrester Research, Inc. Reproduction Prohibited
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Definition: customer journey maps

Customer journey maps are documents that
visually illustrate a customer’s processes, needs,

and perceptions over the course of her
relationship with a company.

- " NS 5 - e - -

Companies use customer journey maps in two
ways:

To plan customer experience projects

To communicate with employees across the
organization

© 2012 Forrester Research, Inc. Reproduction Prohibited



Lego's standard format clearly shows
the phases, steps and moments of truth

@ Designing the Experience - Example WOW

8 ﬂ‘. the EJ;DG
@hotel reconfirm flights bac g & ’}'%c,
~ Flight to NYC
< Who?

J:I & Description;

Richard is a tall, senior

get to LEGO fresh C
@ executive travelling

@driuer checks into hotel for me
as part of work

met by driver @ .
R

@Fm:pul'. & irmmigraticn fast rac F.Ei @ @
disambesk - reserve seal Use the Exparence lcons
D ® e

short walk in grpor
for e
@ Howi can Bhis be & positne
B M =k

o




Some maps describe customer needs
and current quality of interactions

t

Awareness

A friend
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EffectiveUl’s journey map for an ISP
conveys her emotions as a “wave”

Sarah's Broadband Provider Journey i } L) b ol
y b -..-L: | " i . ..-I'\- e .-...|_- .-'F: . i
} . a2 y
o -_-"‘::-
II d' ! I.
= 2 - S =

Ermutimnal
Espariance

k; =i Ak
Recaiuandesions Purchasze Insta
; i Recomme s ] a1 ey

Description Descrip




Virgin Media’s map facilitates
collaboration and communication




Reporting Police Before the
the crime investigation trial
" g
entified attacker
(<%} Identified attack £
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crime straightforward’
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rove around looking . witness .
v D) for attacker — ‘waste reassurance wouldn't \‘ abouaL;;g:jcess room — Little contact Jury is a ‘sea of
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—= Po”gce Smiony statement. Few days ’\ Food terrible —
q.) ‘disconcerting’ Worried beforetrial, had to go out
> whether stillno Called Witness
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be done. onprocess  wanted to speak I Barrister not
| Detective to barrister. Told Didn'tsee Witnesses very confidenc Accused
seemed ‘dim’. to arrive early barrister, have to be inspiring gotoff
Changed the onthe day. and flexible but
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into hlsdown ‘disorganised’ ate (lunch 12-1). Asked to
words i
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UK Ministry of Justice mapped crime
victims’ journeys and jurors’ journeys

Detective gave him
background to
accused: first offence,

Only communication with

had been held since

arrest. ‘Felta bit
better’

detective. Happy to explain

Got off because he had been

system before line-up (which

Would report a crime again, because found
outdefendanthad been held for 5 months.
But court experience was a ‘waste of time’

Worried attacker could
come to house

Detective told him “You should
have said..." Too late now

Other reason was that a
detail of appearance had
changed. Frustrating, ‘knew
itwas him’

identified on computer

made evidence invalid.

Police knew this was a

problem, so why didn’t
victim?

March
Source: DCA



UK Immigration maps show “out of
country” and “in country” phases
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Software applications let users assign
color codes and icons to touchpoints

PREPARE RECEIVE
(Informed) (Recognised)

A————

_L._-I_
B

[ | [ I [ | AECEIVE TECH. SUPPOAT N i mETUEN
i | '*”“"”” ) | mspdys |y sty Technical & Wetkome)
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Agenda

How do organizations use journey
mapping? What are the benefits?
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Follow a five-step process to create
journey maps

Insights Hypotheses Research Analysis

Output

« A central repository of internal insights about customers

- An inventory of customer touchpoints

Key activities

« Collecting siloed views of customers and their experiences

« Compiling existing customer research and data sources
Obstacles to avoid

« Failing to include stakeholders across all functions and channels
« Failing to include frontline employees

Step 1: Collect
internal insights

) 4

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



share how !
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The first-person narrative
comes across as realistic by
conveying Lucy’s lifestyle and
attitudes. Details of her
favorite sites hint at the kinds
of experiences she enjoys.

Insights can be found Iin personas, call
center logs, previous research
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fe and wiar Im dorng
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The document informs design decisions without being prescriptive.

Source: AKQA

September 2010 “Persona Best Practices Of UK Interactive Agencies”
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Follow a five-step process to create
journey maps

Hypotheses Research Analysis

v Output

- An “assumption” customer journey map based on internal insights

Key activities

- Synthesizing internal views of: customer processes, needs, and perceptions; customer
experience strengths and opportunities; customer segments

- Identifying gaps in existing customer research

Obstacles to avoid

« Assuming stakeholders share unified views of customers and customer experience

Step 2: Develop
initial hypotheses

) 4

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Engage cross-functional teams to build

hypotheses




Follow a five-step process to create
journey maps

Hypotheses Research Analysis

v Output
- A central repository of customer research
Step 3: Research Key activities
customer « Filling gaps in existing research
processes, needs, Using multiple research methods to gain new insights
and perceptions Obstacles to avoid

« Focusing on demographic and transactional data rather than ethnographic and voice
* of the customer data

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Combine Qual. and Quant. insights

Diary/journal studies Video ethnography
o User interviews Field studies
Qualitative o _ - :
Participatory design Usability testing
Card sorting
Customer support Eye tracking

data analysis Automated usability testing

Quantitative

User surveys Site traffic analysis
A/B Testing
Goals and attitudes Behaviors
(What people say) (What people do)

Adapted from: Steve Mulder and Ziv Yaar, The User Is Always Right, New Riders Publishing, 2006



Follow a five-step process to create
journey maps

Hypotheses Research Analysis

v Output
« Clearinsights about customer processes, needs, and perceptions
« Research-based personas
Key activities
Step 4: Analyze - Synthesizing multiple sources of customer insight

customer research .Validating initial hypotheses

« Distilling customer segments into personas

Obstacles to avoid

« Getting lost in the academic exercise of segmentation

« Dismissing contextual data that doesn’t achieve statistical significance

)\ 4

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Follow a five-step process to create
journey maps

Hypotheses Research Analysis

v Output
« A document or series of documents illustrating customers’ processes, needs, and
perceptions throughout their relationships with a company
Key activities
« Visually charting customer processes and touchpoints
Step 5: Map the Defining customer needs at each touchpoint
customer journey

- Identifying whether current experiences meet customer needs at each touchpoint
- Organizing insights by persona

Obstacles to avoid

« Adding too much detail

« Ignoring graphic design best practices

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Challenge: Dramatically improve
satisfaction with the range of services
offered by the utility firm’s shared
services group.




E.On measures the health of experience
companywide with NPS surveys

@-0m |

7

E.ON UK CEO

Business Services MD

Head of Customer and )

Change Services

NPS & Stakeholder
Manager

[ NPS Analyst ]

NPS Engagement
Manager

\

)

[ Stakeholder Manager ]

_[

Stakeholder Management
Project Support
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In 2009, The shared services team at
E.On faced a crisis: NPS score of -32

Shared services is responsible for services including:

Human resources

Facilities management

Travel (including corporate rental car agreements etc.)
Company cars

Procurement

In 20009, the shared services team at E.On faced a crisis:
NPS score of -32. The organization perceived that its
survival was at risk.



E.On started with a high level overview
of the entire employee lifecycle
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Problem: High Problem: Low
churn of new satisfaction with car
employees rental arrangements




E.On interviewed users of car rental
services to discover expectations:
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Shadowing users showed the reality

Booking

Online
booking

Builders Easy

Confirmation

On time

Clean car

Correct spec
(or higher)

They did not attempt to pick the car
up until 8am on Tuesday — when |
was at work. | had not left details
on the form that the keys would be
in Newstead as | thought they
would pick the car up on Sat (they
have previously). | assumed they
would give me a call if they wanted
to pick it up during the day.

[ Blockers ] [ Confirmation ]

Only realised when | received the
confirmation that the 15t
confirmation was just that the
request had been sent. This could
be clearer to avoid confusion.

Rental agreement/
Damage sheet

)

There was no rental
agreement/damage
sheet with the car

/

7

A\

Picked up on Sat or
a phone call if not

7

\,

Polite ]

Driver

was rude to my husband — he leaves

shortly after me and just so happened to be
in when they called but | had the keys in
case they called wanting to pick them up.



High rates of new-employee churn also
emerged as a big problem for E.On

*Candidates changed their minds about accepting job offers

*Poor employee retention rates during the first 10 weeks

*Incoming employees felt unsupported: "I got the job but I didn't feel
that you cared."

*E.On identified specific moments of truth where new hires needed to
feel engaged and reassured.

24 September 2012, E.ON, Page
41



E.On used journey mapping to improve
onboarding of new hires

Job offer First day at work Follow up

Periodic
Check ins

New hire Improved first day
portal communications




E.On Shared Services group achieved
Improvements at interaction level and
delivered business value

Process Area
Business Resilience

Key Service Volume  April YTD Target
Business Resilience

People Process

HR.One Delive =

People Process

e overall NPS improved from -32 to +67

Engineering Academy

UKL&D within three years

Engineering Academy

Engineering Aca

Asset Management

Facilities Ma mprovements In muitipie areas

Asset Management

Travel delivered improvements in key metrics

Asset Management

Hire Cars — such as reduced employee churn

Asset Management

Facilities Restaurants

Asset Management

Supply Chain

SWEWAEL The organization is now learning from
Central Purc Shared Services to apply journey

Supply Chain

Finance

ABBUEL  mapping to customer-facing services.
Accounting Serv

Total responses




Challenge: Get a diverse, multilingual
workforce to deliver a consistent
customer experience across a complex
range of touchpoints.
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With rapid growth, Emirates needed to
renew Its focus on customer experience

To turn around a deteriorating experience, Emirates:
* Gathered existing customer insight

 Documented the people, processes, and technology
that supported each customer interaction

e Further researched the customer experience
e Built a detailed map to analyze root causes of problems

* Developed a set of highly visual journey maps and flash
cards to support staff training
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flight E=T=Ra Lo

transfer

Whether a short or long connection, our
customer needs a fast and efficient transfer to
the next flight, lounge or waiting area.Time is
important. Accurate information, clear
signage, courteous and helpful staff are key.

time of tension
time of frustration

relationship breaker

disembark KRa

TR

transfer QD

Whether a short or leng connection, our
customer needs a fast and efficient ransferto
the next fllght, lounge or walting area. Timels
Imiporant. Accurate information,clear

signage, courteous and helpful staff are key.

time of frustration

baggage

Thank yeu b
respuniding be my

omplairt.

Our customer has valuable feedback of
thelr good and bad expeariences.We listan
and leam. Customer issues are handled
with empathy and are resolved quickly.

An upfamiliar place. Our customer
mowves onto the next phase of their
Jjourney. Freedom and control become
important

time of frustration

contact

FErvVIices

drepou n ¥ kpri
T W
our R plasssT

A point of contact for our

= Taadb k.
customer to question, @
comment or comglain /{é
A vital source of information

rafunds

for Emirates to understand, FTILY
adjust and improve $



Customer journey maps can have
tactical and strategic objectives

 Communicate broadly across a e Drive multiple “find and fix”
diverse organization. programs to iImprove Services

* Reinforce a customer-centric » Improve satisfaction with
culture. services (as measured by NPS)

* Give guidance on how to deliver Identify moments of truth and
the airline’s brand promise what to measure in employee
journeys

© 2012 Forrester Research, Inc. Reproduction Prohibited



Agenda

How can you get started?

© 2012 Forrester Research, Inc. Reproduction Prohibited
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Journey mapping has three phases —
work starts before maps are created
and continues after

0 0



e Secure cross-functional commitment

* Virgin Atlantic journey mapping for airport experience involved
the head of airport development as well as front office and
back office roles

* “You've got to take journey mapping out of the marketing
ghetto” (Aviva)

« Define objectives and how you will measure success

 “Don’t start a project until you connect it with a number”
(Strativity)



e Put personas at the heart of journey maps

« “If you base journey maps on the idea that customers are a
single entity, [the initiative] is bound to fail” (B&Q)

e Keep your end objectives in mind

A A AAAALAANA

 We tried to do too much for too many people over too many
channels. This is about handing over to the guys in the
business change team to design a process.” (CX Exec.)



Prioritize

Es

When multiple ideas emerge from a customer journey map,
use standard criteria to determine which ones to pursue first

SCAAAAN SRALAANA ALANNJAAN -/ A A WA

tablish teams and incentives to ensure lasting

impact

Aviva’s subsidiary in China established a Customer Council to
ensure that insights would be acted on, measured and
reported back to the organization

E.On shared services group changed employee goals — 30 to
40% of targets are now customer-centric goals (not financial)



Thank you

Jonathan Browne

jbrowne@forrester.com

wwuw.forrester.com
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