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Customers who have inconsistent experiences with products and services are understandably frustrated. But it's worse for companies that
can't pinpoint these problems because they're too focused on business processes. This updated book shows your company how to use
alignment diagrams to turn valuable customer observations into actionable insight. You'll learn how this unique tool helps you visually map
your existing customer experience and envision future solutions. Product and brand managers, marketing specialists, and business owners
will discover 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.
Provides information on how to create custom maps from tools available over the Internet.
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 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 inhouse UX teams in Europe and beyond. Buying this map will give you hundreds of hours worth of user experience 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
Learn how to create journey maps that actually get resultsNearly two out of three journey maps fail to drive customer-focused change. Find
out how to make your initiative successful, and avoid the pitfalls that doom so many others, with this authoritative new book. With insights
from dozens of CX pros, extensive research, and real-world case studies and examples, How Hard Is It to Be Your Customer will help you
understand why some maps drive action - leading to an improved customer experience, greater customer loyalty, and impressive ROI - while
others just gather dust on a shelf.
Thoroughly rewritten for today's web environment, this bestselling book offers a fresh look at a fundamental topic of web site development:
navigation design. Amid all the changes to the Web in the past decade, and all the hype about Web 2.0 and various "rich" interactive
technologies, the basic problems of creating a good web navigation system remain. Designing Web Navigation demonstrates that good
navigation is not about technology-it's about the ways people find information, and how you guide them. Ideal for beginning to intermediate
web designers, managers, other non-designers, and web development pros looking for another perspective, Designing Web Navigation offers
basic design principles, development techniques and practical advice, with real-world examples and essential concepts seamlessly folded in.
How does your web site serve your business objectives? How does it meet a user's needs? You'll learn that navigation design touches most
other aspects of web site development. This book: Provides the foundations of web navigation and offers a framework for navigation design
Paints a broad picture of web navigation and basic human information behavior Demonstrates how navigation reflects brand and affects site
credibility Helps you understand the problem you're trying to solve before you set out to design Thoroughly reviews the mechanisms and
different types of navigation Explores "information scent" and "information shape" Explains "persuasive" architecture and other design
concepts Covers special contexts, such as navigation design for web applications Includes an entire chapter on tagging While Designing Web
Navigation focuses on creating navigation systems for large, information-rich sites serving a business purpose, the principles and techniques
in the book also apply to small sites. Well researched and cited, this book serves as an excellent reference on the topic, as well as a superb
teaching guide. Each chapter ends with suggested reading and a set of questions that offer exercises for experiencing the concepts in action.
This Is Service Design Doing
Web Mapping Illustrated
Concept Mapping for Planning and Evaluation
Value Stream Mapping to Add Value and Eliminate Muda
Learning to See
Breaking Through the Invisible Boundaries of Global Business

Mapping ExperiencesA Complete Guide to Creating Value through Journeys, Blueprints, and Diagrams"O'Reilly Media, Inc."
Value-stream maps are the blueprints for lean transformations and Learning to See is an easy-to-read, step-by-step instruction manual that teaches
this valuable tool to anyone, regardless of his or her background.This groundbreaking workbook, which has introduced the value-stream mapping
tool to thousands of people around the world, breaks down the important concepts of value-stream mapping into an easily grasped format. The
workbook, a Shingo Research Prize recipient in 1999, is filled with actual maps, as well as engaging diagrams and illustrations.The value-stream
map is a paper-and-pencil representation of every process in the material and information flow, along with key data. It differs significantly from
tools such as process mapping or layout diagrams because it includes information flow as well as material flow. Value-stream mapping is an
overarching tool that gives managers and executives a picture of the entire production process, both value and non value-creating activities. Rather
than taking a haphazard approach to lean implementation, value-stream mapping establishes a direction for the company.To encourage you to
become actively involved in the learning process, Learning to See contains a case study based on a fictional company, Acme Stamping. You begin by
mapping the current state of the value stream, looking for all the sources of waste. After identifying the waste, you draw a map of a leaner future
state and a value-stream plan to guide implementation and review progress regularly.Written by two experts with practical experience, Mike Rother
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and John Shook, the workbook makes complicated concepts simple. It teaches you the reasons for introducing a mapping program and how it fits into
a lean conversion.With this easy-to-use product, a company gets the tool it needs to understand and use value-stream mapping so it can eliminate
waste in production processes. Start your lean transformation or accelerate your existing effort with value-stream mapping. [Source : 4e de couv.].
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 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.
Why do some innovation projects succeed where others fail? The book reveals the business implications of Jobs Theory and explains how to put Jobs
Theory into practice using Outcome-Driven Innovation.
This new Handbook unites cartographic theory and praxis with the principles of cartographic design and their application. It offers a critical
appraisal of the current state of the art, science, and technology of map-making in a convenient and well-illustrated guide that will appeal to an
international and multi-disciplinary audience. No single-volume work in the field is comparable in terms of its accessibility, currency, and scope. The
Routledge Handbook of Mapping and Cartography draws on the wealth of new scholarship and practice in this emerging field, from the latest
conceptual developments in mapping and advances in map-making technology to reflections on the role of maps in society. It brings together 43
engaging chapters on a diverse range of topics, including the history of cartography, map use and user issues, cartographic design, remote sensing,
volunteered geographic information (VGI), and map art. The title’s expert contributions are drawn from an international base of influential
academics and leading practitioners, with a view to informing theoretical development and best practice. This new volume will provide the reader
with an exceptionally wide-ranging introduction to mapping and cartography and aim to inspire further engagement within this dynamic and exciting
field. The Routledge Handbook of Mapping and Cartography offers a unique reference point that will be of great interest and practical use to all
map-makers and students of geographic information science, geography, cultural studies, and a range of related disciplines.
How to use psychology and behavioral science to create an experience that sings
Customer Experience Field Manual
A Step-by-Step Project Guide
A Guide to Curriculum Mapping
Mapping Experiences
Align Your Markets, Organization, and Strategy Around Customer Needs
Choice Hacking
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 hands-on 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.
Mapping the Total Value Stream defines and elaborates on the concepts of value stream mapping (VSM) for both production and transactional processes.
This book reshapes and extends the lessons originally put forward in a number of pioneering works including the popular ,Value Stream Management for
the Lean Office. It reinforces fundamental concepts and theoretical models with real-world applications and complete examples of the value stream
mapping technique. To educate VSM mappers on the specific mechanics of the technique, the text provides in-depth explanations for commonly
encountered situations. The authors also provide a more complete perspective on the concept of availability. While they discuss availability of equipment in
transactional processes, they extend the concept by elaborating on availability as it applies to employees. The calculation of process lead time for work
queues is taken to an advanced level – not only is the calculation of this lead time explained, but the text also covers the very real possibility of having more
work in the queue than available time. While previous books have focused on only production process VSM or transactional process VSM, this work meets
the real needs of both manufacturers and service sector organizations by dealing with both types. It goes beyond explaining each scenario, to teach readers
what techniques are commonly applicable to both, and also explains areas of difference so that mappers will be able to readily adapt to whatever unique
situations present themselves.
This practical, step-by-step guide examines the stages of contemplating, planning, and implementing curriculum mapping initiatives that can improve
student learning and create sustainable change.
#1 NEW YORK TIMES BESTSELLER • In her latest book, Brené Brown writes, “If we want to find the way back to ourselves and one another, we need
language and the grounded confidence to both tell our stories and be stewards of the stories that we hear. This is the framework for meaningful connection.”
In Atlas of the Heart, Brown takes us on a journey through eighty-seven of the emotions and experiences that define what it means to be human. As she
maps the necessary skills and an actionable framework for meaningful connection, she gives us the language and tools to access a universe of new choices
and second chances—a universe where we can share and steward the stories of our bravest and most heartbreaking moments with one another in a way that
builds connection. Over the past two decades, Brown’s extensive research into the experiences that make us who we are has shaped the cultural
conversation and helped define what it means to be courageous with our lives. Atlas of the Heart draws on this research, as well as on Brown’s singular
skills as a storyteller, to show us how accurately naming an experience doesn’t give the experience more power—it gives us the power of understanding,
meaning, and choice. Brown shares, “I want this book to be an atlas for all of us, because I believe that, with an adventurous heart and the right maps, we
can travel anywhere and never fear losing ourselves.”
In an increasingly experience-driven economy, companies that deliver great experiences thrive, and those that do not die. Yet many organizations face
difficulties implementing a vision of delivering experiences beyond the provision of goods and services. Because experience design concepts and
approaches are spread across multiple, often disconnected disciplines, there is no book that succinctly explains to students and aspiring professionals how to
design them. J. Robert Rossman and Mathew D. Duerden present a comprehensive and accessible introduction to experience design. They synthesize the
fundamental theories and methods from multiple disciplines and lay out a process for designing experiences from start to finish. Rossman and Duerden
challenge us to reflect on what makes a great experience from the user’s perspective. They provide a framework of experience types, explaining people’s
engagement with products and services and what makes experiences personal and fulfilling. The book presents interdisciplinary research underlying key
concepts such as memory, intentionality, and dramatic structure in a down-to-earth style, drawing attention to both the macro and micro levels. Designing
Experiences features detailed instructions and numerous real-world examples that clarify theoretical principles, making it useful for students and
professionals. An invaluable overview of a growing field, the book provides readers with the tools they need to design innovative and indelible experiences
and to move their organizations into the experience economy. Designing Experiences features a foreword by B. Joseph Pine II.
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Mapping Meaningful Connection and the Language of Human Experience
Storymapping Products That People Love
The Journey Mapping Playbook
Customer Experience Strategy - Design & Implementation
Adaptive Path's Guide to Experience Mapping
Optimizing the User Experience
CX That Sings: An Introduction to Customer Journey Mapping

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 real-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
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 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
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 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
Developed for district leaders, curriculum directors, principals, and teacher leaders,
this book shows how to lead a collaborative and sustainable curriculum mapping
initiative.
Noise mapping is the first tool to effectively assess noise exposure, communicating
information to citizens, and defining effective action plans for protecting citizens from
high noise levels and preserving quiet areas in urban European Community environments.
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Indeed, strategic noise maps are now required in the European Union for all population ce
Patterns for Effective Interaction Design
10 Big Ideas about Applying the Science of where
Customer Understanding
Models and Procedures
User Experience Mapping
Designing Web Navigation
A Digital Designer's Guide to Agile, Lean, and Continuous
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 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!
This is a hands-on book about ArcGIS that you work with as much as read. By the end, using Learn
ArcGIS lessons, you'll be able to say you made a story map, conducted geographic analysis, edited
geographic data, worked in a 3D web scene, built a 3D model of Venice, and more.
Customer experiences are increasingly complicated—with multiple channels, touchpoints, contexts, and
moving parts—all delivered by fragmented organizations. How can you bring your ideas to life in the face
of such complexity? Orchestrating Experiences is a practical guide for designers and everyone struggling
to create products and services in complex environments.
Designing for Growth: A Design Thinking Tool Kit for Managers (D4G) showed how organizations can use
design thinking to boost innovation and drive growth. This updated and expanded companion guide is a
stand-alone project workbook that provides a step-by-step framework for applying the D4G tool kit and
process to a particular project, systematically explaining how to address the four key questions of the
design thinking approach. In the field book, Jeanne Liedtka, Tim Ogilvie, and Rachel Brozenske guide
readers through the design process with reminders of key D4G takeaways as they progress. Readers learn
to identify an opportunity, draft a design brief, conduct research, establish design criteria, brainstorm,
develop concepts, create napkin pitches, make prototypes, solicit feedback from stakeholders, and run
learning launches. This second edition is suitable for projects in business, nonprofit, and government
contexts, with all-new tools, practical advice, and facilitation tips. A new introduction discusses the
relationship between strategy and design thinking.
Provides information on designing easy-to-use interfaces.
The ArcGIS Book
Atlas of the Heart
Designing Interfaces
The Basics of Process Mapping, 2nd Edition
Using Journey Mapping to Drive Customer Focused Change
A Complete Guide to Creating Value Through Journeys, Blueprints, and Diagrams
Designing Experiences
This is a reference field guide for customer experience management professionals to use
in their work. It discusses a customer experience management program as a holistic and
integrated set of six core functions and offers frameworks for creating a new, or
refining an existing, customer experience (CX) management program.
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The bestselling first edition of this influential resource has been incorporated into the
curriculum at forward thinking colleges and universities, a leading vocational technical
institute, many in-house corporate continuous improvement approaches, and the United
Nations’ headquarters. Providing a complete and accessible introduction to process maps,
The Basics of Process Mapping, Second Edition raises the bar on what constitutes the
basics. Thoroughly revised and updated to keep pace with recent developments, it explains
how relationship maps, cross-functional process maps (swimlane diagrams), and flowcharts
can be used as a set to provide different views of work. New in the Second Edition: Four
new chapters and 75 new graphics An introduction to the concepts of flow and waste and
how both appear in knowledge work or business processes A set of measures for flow and
waste A discussion of problematic features of knowledge work and business processes that
act as barriers to flow Seven principles* and 29 guidelines for improving the flow of
knowledge work A detailed (actual) case study that shows how one organization applied the
principles and guidelines to reduce lead time from an average of 28 days to 4 days Unlike
"tool books" or "pocket guides" that focus on discrete tools in isolation, this text use
a single comprehensive service work example that integrates all three maps, and
illustrates the insights they provide when applied as a set. It contains how to
procedures for creating each type of map, and includes clear-cut guidance for determining
when each type of map is most appropriate. The well-rounded understanding provided in
these pages will allow readers to effectively apply all three types of maps to make work
visible at the organization, process, and job/performer levels. *The Seven principles are
integrated into Version 3 of the body of knowledge used for Lean certification by the
ASQ/AME/SME/SHINGO Lean Alliance. This is the first publication of those principles and
guidelines.
Designing experiences for humans requires balancing many needs, including business,
behavior, technology, and aesthetics. The Practical Guide to Experience Design focuses on
the entire process of design, from research and discovery to actual production and
choreography of an experience. Design and strategy consultant Shannon E. Thomas leads the
reader through the process in four phases: discovering, defining, refining, and building.
Each chapter covers a single methodology, providing insight via detailed descriptions,
step-by-step guidance, and high-fidelity examples. The book can either be read front to
back or by following along with one of the sample designs. With an emphasis on empowering
the reader to find the most appropriate method based on context and desired outcome, goaloriented descriptions help readers understand the big picture of how design processes
work together and inform each other. Whether you're well versed in the field of
experience design or just getting started, this book will support you in your practice as
you make decisions, influence stakeholders, and bring experiences to life.
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.
An international business expert helps you understand and navigate cultural differences
in this insightful and practical guide, perfect for both your work and personal life.
Americans precede anything negative with three nice comments; French, Dutch, Israelis,
and Germans get straight to the point; Latin Americans and Asians are steeped in
hierarchy; Scandinavians think the best boss is just one of the crowd. It's no surprise
that when they try and talk to each other, chaos breaks out. In The Culture Map, INSEAD
professor Erin Meyer is your guide through this subtle, sometimes treacherous terrain in
which people from starkly different backgrounds are expected to work harmoniously
together. She provides a field-tested model for decoding how cultural differences impact
international business, and combines a smart analytical framework with practical,
actionable advice.
A Practical Guide to Preparing, Facilitating and Unlocking the Value of Customer Journey
Mapping
Jobs to Be Done
The Designing for Growth Field Book
Theory to Practice
Service Design for Business
An Educational Leader's Guide to Curriculum Mapping
The Experience-Centric Organization
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
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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 experience-centricity can drive the
whole organization. Learn the five steps necessary to transform into an experience-centric organization Explore the
underlying structure needed to 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
Engage hearts, minds and organizations to make customers happierWe will show you howYou probably have lots ideas that
will make things better for customers, but you don't have the time, money or people to implement everything. How should
you go about choosing the best ideas? How can you secure the resources you need to be successful? How can you bring
more customer focus to your entire company? I want to help you to make all of that happen. Three keys to successI learned
about customer experience in the clothing industry, and went on to lead it in three of the largest high-tech companies.
Three things remained constant throughout that time. First, you are probably wrong if you think you know what customers
want, but have not actually asked them. Second, it can be really hard to get the people and other resources you need to
improve things for customers. Third, unless you take a systematic approach to creating and implementing a customer
experience improvement strategy, you cannot possibly be successful. Use my experience to accelerate yoursWhether you
are starting a new position in customer experience or have many successful years behind you, I believe I can provide new
insights that will help you to get things done quickly. I have made many mistakes over many years. I learned from them,
and have now documented what I learned. I have faced all sorts of problems. I have solved almost all of them, perhaps not
perfectly. Hopefully you can learn what I learned, and do even better. Strategy is all about resource allocationI have
learned one fundamental thing about designing business strategy and customer experience strategy. It is all about
allocation of resources: people and money. Any investment you make in people and money must return more than it costs.
If you don't already have the people and money, you have to ask for them. The people you ask will want you to justify your
proposal, based on facts. You will also have to appeal to their emotions. I will show you how to do that. Engage both hearts
and mindsI have also learned one thing about persuading leaders and employees to adopt, fund, and implement a customer
experience strategy. You can only be successful by engaging people's emotions, rather than simply presenting the facts. My
work was far more successful once I understood exactly how to engage both hearts and minds, based on the principles of
behavioural economics. Artwork that makes it memorableI have the good fortune to have a brother who combines two rare
talents. He has an Oxford doctorate in cognitive psychology, and he is a successful artist. He also has a weird sense of
humor. He has used this special combination to make many points in the book far more memorable. You won't find this in
any other strategy books. Updated in March 2019I updated my research on the relationship between customer and
employee satisfaction (now covers 398 large businesses selling to US consumers) in March 2019, and updated the
corresponding section of the book. This and a series of other minor improvements brought new versions of the Kindle and
print editions of the book in early March 2019. Now what?So, how do you go about deciding what to do next? That is what
this book is all about. It provides a straightforward methodology for studying what your customers and partners want, and
other major factors that drive decisions. There is a special focus on communication. I have used it successfully at large and
small scale. I have used it at HP to drive country strategies, business unit strategies and M&A strategies. I have used it for
a small software company with only four employees. It scales well. I believe it is the best possible way of developing a
customer experience strategy in a short time. It does work. You do need it. You are just a click or two away. You know what
to do now.
This is a complete guide to the concept mapping methodology and strategies behind using it for a broad range of social
scientists - including students, researchers and practitioners.
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 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
A practical approach to better customer experience through service design Service Design for Business helps you
transform your customer's experience and keep them engaged through the art of intentional service design. Written by the
experts at Livework, this practical guide offers a tangible, effective approach for better responding to customers' needs
and demands, and provides concrete strategy that can be implemented immediately. You'll learn how taking a design
approach to problem solving helps foster creativity, and how to apply it to the real issues that move businesses forward.
Highly visual and organized for easy navigation, this quick read is a handbook for connecting market factors to the
organizational challenge of customer experience by seeing your company through the customers' eyes. Livework pioneered
the service design industry, and guides organizations including Sony, the British Government, Volkswagen Procter &
Gamble, the BBC, and more toward a more carefully curated customer experience. In this book, the Livework experts show
you how to put service design to work in your company to solve the ongoing challenge of winning with customers.
Approach customer experience from a design perspective See your organization through the lens of the customer Make
customer experience an organization-wide responsibility Analyze the market factors that dovetail with customer experience
design The Internet and other digital technology has brought the world to your customers' fingertips. With unprecedented
choice, consumers are demanding more than just a great product—the organizations coming out on top are designing and
delivering experiences tailored to their customers' wants. Service Design for Business gives you the practical insight and
service design perspective you need to shape the way your customers view your organization.
Agile Experience Design
Applying Service Design Thinking in the Real World
A Comprehensive Guide for Production and Transactional Processes
How Hard Is It to Be Your Customer?
Planning, Implementing, and Sustaining the Process
How to Win Through Customer Experience
The Customer Experience Book
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Agile development methodologies may have started life in IT, but their widespread and continuing adoption means there
are many practitioners outside of IT--including designers--who need to change their thinking and adapt their practices.
This is the missing book about agile that shows how designers, product managers, and development teams can integrate
experience design into lean and agile product development. It equips you with tools, techniques and a framework for
designing great experiences using agile methods so you can deliver timely products that are technically feasible,
profitable for the business, and desirable from an end-customer perspective. This book will help you successfully
integrate your design process on an agile project and feel like part of the agile team. do good design faster by doing just
enough, just in time. use design methods from disciplines such as design thinking, customer-centered design, product
design, and service design. create successful digital products by considering the needs of the end-customer, the
business, and technology. understand the next wave of thinking about continuous design and continuous delivery.
Choice Outstanding Academic Title for 2015 Sex in China introduces readers to some of the dramatic shifts that have
taken place in Chinese sexual behaviours and attitudes, and public discussions of sex, since the 1980s. The book explores
what it means to talk about 'sex' in present-day China, where sex and sexuality are more and more visible in everyday
life. Elaine Jeffreys and Haiqing Yu situate China's changing sexual culture, and how it is governed, in the socio-political
history of the People's Republic of China. They demonstrate that Chinese governmental authorities and policies do not set
out strictly to repress 'sex'; they also create spaces for the emergence of new sexual subjects and subjectivities. They
discuss the complexities surrounding the ongoing explosion of commentary on sex and sexuality in the PRC, and the
emergence of new sexual behaviours and mores. Sex in China offers clear, critical coverage of sex-related issues that are
a focus of public concern and debate in China - chapters focus on sex studies; marriage and family planning; youth and
sex(iness); gay, lesbian and queer discourses and identities; commercial sex; and HIV/AIDS. This book will be an
invaluable resource for students and scholars both of modern China and of sex and sexualities, who wish to understand
the role that 'sex' plays in contemporary China.
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 decisionmaking 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 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
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 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
These days, consumers have real power: they can research companies, compare ratings, and find alternatives with a
simple tap. Focusing on customer needs isn't a nice–to–have, it's a strategic imperative. The Jobs To Be Done Playbook
(JTBD) helps organizations turn market insight into action. This book shows you techniques to make offerings people
want, as well as make people want your offering.
User Story Mapping
Sex in China
Discover the Whole Story, Build the Right Product
The Practical Guide to Experience Design: A Guidebook for Passionate, Curious, and Intentional People who Enjoy
Designing for Humans
Collaborative Design for Complexity
The Routledge Handbook of Mapping and Cartography
Creating and Sustaining Collaborative Cultures

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
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How to design, measure and improve customer experience in your business
Noise Mapping in the EU
Mapping the Total Value Stream
Using Open Source GIS Toolkits
The User's Journey
A Complete Guide to Creating Value through Journeys, Blueprints, and Diagrams
The Guide for Building Your Top Performing CX Program
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