MENTAL MODEL & USER JOURNEYS




USER JOURNEY MAP - BETTINA

Scenario: Bettina is a well-balanced person,
who works as a life coach. From her three P!I_ase 1_ Phase 2_ Pnase 3 Pnase 4_
daughters c:jnly oner:iveﬁ alt( horge, the”other: Get familiar with the Choose an artisan for Get the needed help and Rate the artisan
two are studying. She thinks about selling her = g= =
house, therefor she looks for artisans to get allll tne I'BIIIIBSIGII Il|'0|l|em ne sa“s"e“ w“n tne
some smaller things repaired in the house, so
that she can sell it for a good price. ne"orma“ce
- Download - Choose the right theme - Contact the artisan and speak - Click stars (1-5)
- Open app you're looking for to him about the specific - Write a review about the
- Sign in/ sign up - use filters to find the problem performance
'as.s - Onboarding suitable provider - Get good advice - Upload fotos of the work
- Use the searchbar - Make an appointment if
- Compare several artisans needed

,, THat was really quick and by
testing this service, the first
advice was even for freel”

@ — ®

Wow, what a great

1 'm a Newlie with using ,, This is easier than |
Tllllll!lllls service”

Anps*“ thought”

o

Unsure If able to operate the Satisfied with all the
app and navigate through it. Feeling of success. All expectations exceeded. experience
Build the service as easy that Costumer loyalty Offer first advices for free or offer ~ Good ratings from satisfied
: Eas also unexperienced users a deposit for downloading the users lead to good
Age: . i 0'“""‘““““03 have no problems, points of app. Also a good promo detail. recommendations.
Family: married, mum of three fricti . int
Education: University rictions or pain points.
Occupation: Life coach Get along with using the app Find a suitable artisan and Receive a good advice/consulting  Easy way to rate and use the
Location: Burghausen Gnals & and navigate through it. book it for her needs. and see the hogh-quality results.  service again.
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USER JOURNEY MAP - ALEX
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Scenario: Alex is a very busy father of Phase 1 Phase 2 Phase 3 Phase 4
three. Now the flat is too small for SR ——— A e — = S a——— q e
N 12 wife are Searchforartisans | Looking at the portfolio | Scanratings and decide | Contactartisanand
relocating in a house. Both for the old services for a provider determine the :
flat and the new house he needs =,
several artisans doing different works. I]l'ﬂmem

- Browse for specific theme - Check if skills fit to needs - Filter by rating stars (only >4*) - Decide for way of contact

- Filter for availability - Align if provider even could - Check the suggested price - Reach for a call-back

Tasks - Filter for local providers cover more needs / help

with further problems

Mayle the relocation _
Tnougnts ~Hopefully somebody is provider also offers up- uns”/%gfprgr%%iﬂ% o L meed to trust and rely on '
available amd canhelp us.“  amd down movemennt of the - P the artisan“ A%
_ P nrce gouging =
Kitchen <
—@— -
Emn‘inns Not sure if somebody is Satisfied with good ratings and Pleased that he found a ;
available in that short-term. Make the best out of it reviews or even photos of works  suitable artisan for his theme.
Offer adequate number of Artisans covering several Offer a broad range of filters. Making a cost estimate is
it providers. tasks (e. g. everything with possible by depicting the
pporuniues
Age: wood) are a big benefit. problem by photos or video.
Family: married, dad of three -
Education: University ﬁﬂals & Find an artisan in this short- Find somebody, who offers an ~ See several ratings of providers Find reliable artisans. L
Occupation: Food industry term. all-in service for the kitchen and have a choice. .y

Location: Wasserburg Exneclations incl. Water connection.




USER JOURNEY MAP - TOM

s.‘y~“. '

ScenayloL Tomis 23 s ok, He jus Phase 1 Phase 2 Phase 3 Phase 4
moved from the outback to Munich in = A = .
L Tt o T T e Getfamiliarwiththe | Choose anartisanfor | Getthe needed helpand Rate the artisan
responsible for taxes at municipality. ann connecting the he satisfied with the _
It’s his first time booking an artisan. dishwasher nermrma“ﬂe oy
- Download - Choose the right theme - Contact the artisan and speak - Click stars (1-5)
- Open app you're looking for to him about the specific - Write a review about the
-I-as.s - Sign in/ sign up - use filters to find the problem performance
- Onboarding suitable provider - Get good advice
- Use the searchbar - Make an appointment if
- Compare several artisans needed (or watch Tutorial) ;
. /1 hhope, the application is ¢
L meverliooked an artisan ” ¢ - Jbetter trusta 2
-I-Il n - it s al completed and the artisan A I capalile to do the work fessional N v
0“g ts - Sﬂlll;lllillﬂs O doesn tneed additional on my own2“ ”;.” il
the first time. o ) xperiments A
6 1S 6. material R “
Really quick help for a good
How much will that cost? Are there additional costs? Tutorials are a good feature. price.
Technically unexperienced Choice to ask the artisan to Tutorials with a rating of needed Several standard works like
o 23 e users can get "quick help. bring own material (tubes, skillset in a way of traffic lights connecting washing mashine
Fgm"y; single 0““0"““'“08 clips, seals, etc). and recommendation.. or dishwasher have a lump o
Education: Bachelor sum. 2
(o] tion: icipality (t =
CCUPa |.on mun.|C|pa 1y (taxes) Gnals & Quick help for a good price. Getting an appointment within  Use the dishwasher the same All expectations exceeded.
s LA a week. day the artisan was here.




