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m TOUR SCENARIO PERSONA

Season Time Weather Group size  Mode of transportion

Abby Pa rker a About Abby 3 Personality
Spring 3.5 hours 85, Sunny 2 Walking - $ " A\ )
Adventurous

Favorites

Anything on Netflix

History Teacher at

Fletcher High School J Down-to-earth Trying new cuisine

"""" i i Yoga
Jacksonville Beach, Florida O Authoritarian g

Traveling

&> h{ €

Newlywed to Derrick Parker w Empathetic

What is Crazy Dash?

B B2 Ml

&
$51k E/ Meticulous Q.‘.O Her dog, Berkeley

Crazy Dash is more than a walking SERVICE PACKAGE

tour, it's a wild sort "outside the box" Goals: E:gsctatlon::t TR
i ' . . -Visit & explore Savannah -Abby expects to spend time together with Derric

t(;lnd OfEITIded Dlg:a_l Adsventl:reh -Visit new restaurants while exploring -Abby hopes to find some “hidden gems” of Savannah while learning the local history
ame. you nee -IS a smartphone -Stay active while on vacation and folklore

and a sense of Craziness. These _Spend quality time with Derrick -Abby wants her time in Savannah to be memorable and fun with the potential to

adventures take place in the cities AT FEATURES/ BENEFITS -Learn local folklore and history of Savannah  take it back to her students

you live or visit, and allow you to see _ _ _ : ) o ) , .

familiar or new sites and have fun in :Iczlrszy %lts tops_ ptlcture :(P;ICtureuS ;D_f eV|d?nce ' Favorites :‘ Personality About Derrick Der"Ck Pa rker

FACILITATING .b evidence picture anceilation policy
a Wh0|e new Way. upload - F&Q Comedy and Suspense shows A\ Adventurous 31

: : - Interact with local business - Feedback accepted
CORE SERVICE = Oilne ESEnEel: + vendors - Tour at your own pace

- Phone reservation
- Deal websites

Business Technology Analyst o i :
at CSX Transportation Ak o o
¢ y
s Q% 4
Jacksonville Beach, Florida @

Newlywed to Abby Parker

Trying new cuisine e Humorous

O,
Being on the water ’ Frugal

®
Traveling w Kind-hearted

Historical walking tour in Savannah

- Dual platform - Priced well / Discounted
- Tour confirmation

- Local interaction with residents

+ tourist

Objective:

&b &

The object of the game is to have a - No tips

a
=
T
1
%
a

blast with your friends and/or family, O i dog.seretey @ T —_—
explore the city, & learn a little. Each
Dash has 10+ checkpoints. At each :
e "l ti Goals: Expectations:
¢ ) ec pom_ el el el lila -Save money any chance he can -Derrick expects this tour to be engaging and interactive to keep him
with the given clues or perform a -Visit & explore Savannah and Abby entertained
Crazy Dash Task. Be prepared to -Learn interesting history of Savannah -Derrick is hoping he won't have to spend superfluous money while on
perform crazy taskS, photograph -Spend quality ti.me with Abby . . the t.OUT . -
yourself doing them and then send -Explore any available waterfront areas while on vacation -Derrick is hoping to see the waterfront at some point

that “selfie” in to us so we can share!
Form teams, race your friends, or
just have an afternoon of fun with
fam,lly or friends. Oh,'and remem!aer STAKEHOLDER MAP
you’re not alone; you'll have a guide
just a call away, that can help you if
you get stuck

SERVICE ENCOUNTERS MAP

Searching for tour
Smart device Check pictures on . T .., g
' ot rigger t., :
Social media sites manufactures website & Facebook 9g ._Select discounted tour

‘® Purchase tour

Fluid survey
company

. Participant meet up + Launch Dash

Completed feedback ¢

Smart device
browser

Crazy Dash company

company Participant meet up + Launch Dash

Phone Sign rules waiver

carriers Completing requested task & Take pictures
Third party
discount sites Arriving location, Answering trivia questions 7-9

Pre-tour launch

) Arriving location, Answering trivia questions 1-3

Completing requested task & Take pictures Completing requested task & Take pictures

FRONT STAGE Arriving location, Answering trivia questions 4

Arriving location, Answering trivia questions 6 .0
L Completing requested task & Take pictures

Completing requested task & Take pictures Arriving location, Answering trivia questions 5

Web developers

BACK STAGE

% MAPPING METHODS

ENHANCED JOURNEY BLUEPRINT

Positive Emotion bubble < = Negative Emotion bubble & Customer )LL Local residents @ Painpoint
gfnsumer Search, Select and Purchase tour Meet up, Sign waver, Pre-tour Arriving location, Answering trivia questions, Taking pictures
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‘Historic’ steps and cobblestone v Dead smartphone could end
street(s) not ideal for young children, Could not preview the photo’s uploaded for the “crazy pit stops” tour
Pain the disabled, elderly, or customers who
points have not properly dressed (i.e. high

heels, uncomfortable shoes, etc.)

CUSTOMER JOB MAP DECISION MAKING MAP

Active Evaluation

CUSTOMERS r - Information Gathering and Option Selection <€ == 1
EXAMPLE

Evaluation of Options

Trigger -Foodie tour Moment of Purchase
-Riverboat Cruise

-Savannah Dan
Walking Tour

Determine appropriate

DEFINE social outing Catalyst for purchasing

Add “Crazy Dash Digital Adventures” tour to more tour
search engines, web engines, and discount sites Seeking Exploration
Opportunity in
SEVELLEL

Selection Process

-Price
-Tour goals and objectives

Make locating tour easier

-Reputation
-Time and location

LOCATE Find tour that matches personal Making tour options more simple and provide “Walkin
g
-Engagement

goals and interests more options Adding additional location options, time options, e !
and form options to tour option details to better -=hgagemen
accomodate customer needs -Affordab|l|ty :

-Time & location

-Historical
Select date, time, and location of

o o : -Memorable and fun
PREPARE tour Providing easier In:ra]gadcee:[aticl)sselect tour options Create a better interface for tour survey to be delivered

to customer Post Purchase Experience
Ongoing exposure

Would recommend service to others and explore other tour
options in Savannah

Evaluation of Services J
- Pleased with ability to enjoy
tour at “your-own-pace”
- Appreciated nice weather
- Enjoyed high level of
unexpected local interaction

Review and confirm : : : :
4 reservation details Provide multiple confirmations to ensure

details were received by customer Sending multiple confirmations to customer will ensure

that customer has received, understood, and is ready
to participate in tour

- Not pleased with exhaustion after
tour experience from environment
- Enjoyed level of tour engagement
and level of fun

Participate in tour tasks

throuahout downtown : e : Provide inclement weather options and options for
gSavannah Provide poor weather and non-digital options non-digital users will open tour up to more participants

generating more revenue

TOUCHPOINT CARDS MAP

MONITOR Assess whether tour is

enjoyable Allow updates to be made in real-time Taking customer suggestions throughout tour and

updating tour accordingly to provide a more enjoyable
experience.

Preview photos taken on

MODIFY tour before uploading Take feedback information in and apply Processing feedback received from previous
necessary changes after each tour participant customers to improve experience for following
customers in real-time will create a better experience
for future customers while also allowing customers to
feel they have been included and listened to

'7 (oooo..... --i-q:.‘, (ootasIRR/eor%toooooooooooooooooooooo'" ¥ LY

CONCLUDE Complete tour and Delivering follow-up information about tour
leave feedback g details E:o customer Sending follow-up information to customers about their

experience, where tour photos have been posted, and

East Bay st.

asking for feedback if it has not been updated already .
will be a post-purchase touchpoint and potentially o
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Call to
activate

Phone

Crazy dash +
Fluid survey

Living Social | Isiebatliy
for tour

S EXPECTATIONS MAP expectation
An?qvgrsiﬂgntgwa, fePerg\t/)igCek v reality
HIGH FAIR LOW

Abby expected to be really engaged.

v

Face to Face

Engagement

CUSTOMERS GOAL MAP Abby hoped tour would be creatively designed.

Creativity

MOTIVATORS MOTIVATORS v
r e - Lack of engagement in personal life r - - Passion for history

- Wanting to grow with new significant other - Oldest city in the state of Georgia
- Discovering new ways to engage students - Adoration for travel and learning

I I Abby expected tour to have a high historical value.

v

Historical Value

LEARN LOCAL

] HISTORY I

Abby was expecting to walk a fair amount.

I I Walking v
FACILITATORS FACILITATORS
Adventrousporsoraty b and oy rootea ocaltory |

- Financial ability

- Available tour options - Encouraging and equally interested husband

Abby was hoping the digital tour was easy to use and follow.

Tour Medium v

RESEARCH PURCHASE ARRIVE COMPLETE TOUR & FEEDBACK

CUSTOMERS CONTACT MAP

| will find all available tour options | will successfully purchase | will successfully find the start | will successfully complete the

Expectation Crazy Dash Digital Adventures. location for the tour. tour and leave positive feedback.

in Savannah.

_ _ : Website issues or credit card The arrival location will be confusing The survey used for feedback will
Threat Tour options will not be in my budget processing issues may prevent me to find or the weather will be poor. not submit my tour data or survey
or of interest to me. from purchasing the tour. information.

Opportunity to exceed Tour will pleasantly surprise me with
physical expectations content and experience.

Nothing happens. Lost opportunity to Nothing happens. Lost opportunity to

Received email confirming my

upcoming tour. interact with and retain customers. interact with and retain customers.

] ) Email is personalized and it's The arrival location is beautiful and Nothing happens. Lost opportunity to
Opportunity to exceed emotional Tour will be personalized based on suggesting tips. I'm eager to scenic and makes me excited | interact with and retain customers.
expectations provided personal information. experience the tour. came.

Emotion evoked Indifferent Anticipation Joy, Anticipation Satisfied, Content

Beginning of Completion
customer of customer
. | will select a tour that is both Nothing will happen until | arrive for the | will successfully enjoy the tour. i
experlence affordable and interesting. tour. _ expe”ence
Expectation
Tours that match my budget and : . The tour will be confusing or the
interest will not be avilable for my time N othing hgppens. oSG el weather will be poor.
interact with customer. Threat
and date. rea
Tours that match my budget and interest : " : S
wiILIJ be personalizedybause% on myI personal Recelved additional emall reminding Photos taken on tour will be momentos - :
references provided in my reservation 1S @] Uil LeNTr el of my experience later through means Opportunity to exceed physical
P P y : suggesting tips. other than my device. expectations
Tours that match my budget and Email is personalized and it’s Nothing happens. Lost opportunity to
interest will send me a physical suggesting tips. I'm grateful and interact with and retain customers. Opportunity to exceed emotional
confirmation. excited. expectations
i Grateful, Excitement - :
Excitement Intrigue, Thrill Emotion evoked
SELECT WHITE SPACE TOUR
: : : : » Partnering with Savannah Pedi-Cab to offer _ i i
Creating partnerships with local businesses and hiring dded di g Wit £ riding to task sit Pedi-cab partnership fpr some or parts of tour
e : _ agded dimension Ot rding 1o task sies or - Inclement weather options
individuals to add to the tour experience at the task sites. adding tour assistants at task sites. - Disabled, elderly, or unable options and routes

for tours
- App creation
- Non-smart device option
- Picture preview options
- Task & pit stop accuracy verication
- Incentivize users
- Role-playing actors

Creating packages with popular hotels and lodging
options that include this “fun” outing as part of
various packages as well as having a presence on
Yelp, albeit not physical.

Partnering with popular local lodging locations as well
as common entertainment search apps and engines.

A weather application plug-in will afford customers

the option to instantly select a Friday because it will
assist customers in the selection of their tour. be 75 and sunny.

Include weather plug-in during reservation to better

Sending initial review multi-media messages

(MMS) to customers smartphones for easy A multi-medi ¢ onlv include text
reservation retrieval and a 24-hour reminder muiti-media message can not only inciude text,

call that will leave a reminder voice mail but pictures, sound, video, audio, and emoji to
i . confirm and review reservation details. This could
DerrICk Parker !f unan§wered. Qustomers can opt-out show tour starting location, introductory video, or _ i
immediately, during, or after. Should customers Walking

) _ even a link to FAQ or company site. : :
choose not to, this may an opportunity for - Time spent outside

FULFILLED FULFILLED promotions, marketing, and repeat business.

Abby Parker

- Number of “Crazy pit stops”
- Historical tour “dashes”

Building an app that directs and guides tour
: participants would also allow common user needs
Windows Phone). such as introductory launch to begin tour, FAQ,

Creating app for major platforms (i.e. iPhone, Android,

Visit & explore Savannah Save mone
! XP Y Y y links to social media, feedback survey, and more.
Staying active Visit & explore
Spending quality time with Learn interesting history Creating more “Crazy pit stops” not only speaks to the tour
Derrick Spending quality time with Abby namesake, but will also allow customers the change to step outside
Learn local folklore and history Explore waterfront areas More crazy pit stops of their comfort zone, increase their fun, and potentially learn
something along the way. A “pit stop” will ask the user to pause - Difficult walkways
the tour to perform a “crazy” task such as pretend to be an animal - Historical tour
or hug a stranger. These could be more thoughtful, engaging, and . ,
UNFULFILLED UNFULFILLED could interact with the local community even more. dashes
Visit ¢ t Allow tour customization based on Tour customization has the potential to include local history while also
ISitnew restaurants speaking to the users individual interests and keeping their attention
user interests. longer. This could include food, monuments, movies, architecture,
gardens, and more topics of interest in Savannah. REFERENCE

If a customer has just completed one tour and has enjoyed there is
Upsell second tour location or partner service while the potential for them to be interested in another, either immediately or
soon. This is an opportunity to upsell another tour or a partner service.
Additionally, this is an opportunity for customer to “share” their positive
experience with others via a Facebook “share” plug-in.

including social media plug-in for marketing and promotion
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