FUTURE CUSTOMER JOURNEY MAP

PERSONA

Chou from China, first
time to the U.5, Master
In Human-Computer
Interaction Institute

ORGANIZATION

Carnegle Mellon Unlversity

SCOPE OF EXPERIENCE

The customer’s Journey starts as he
recelves the admission letter from
CMU, and ends after he arrlves on
campus and starts classes.
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Sign Enrollment Contract,
Receajve Receive Andrew ID
Admission Letter g @,
' Look for Classmates
join social media groups

Arrive at Building
Scope out Neghborhood for 1st Class

for nice Restaurants ®
Rent House @ o

Mowve in to New Home

Buy Ticket
L

Take Uber to

Transitory Housing ° ®

Request [-20

CUSTOMER —
ACTIONS LJ Apply for Visa

Find Bus Station on
the way to Campus

Attend Orientation,

i
S submit documents

Buy pre-paid Phone Card,
Register for Transitory Housing

Journey Starts Journey Ends
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Continue to utilize PAC
to remind student to

Provide student with Andrew |D Keep students updated

through SIC/HUB on

Consider assigning Provide a sharing platform Offer compelling

student mentors to for coming students to talk reasons for students as soon as they sign enroliment

PROPOSED
CHANGES

SCENERIOS

answear questions they
may have before they
malke a decision to
attend CML.

Chou Is thrilled to recalve
the admission emall from
Carnagle Mallon University
(CHUY. Though he has
already gotten saveral
offaers from other
Institutions, CHMU has bean
his top cholce from the

baqinning.

and rmake friends. It includes to choosa CMIL

information about renting
houses, buying flight ticket,
how to get a visa and some
restaurants around the CHLU
campus. Students can
choose their personal
school and major. Prograrm
Director should notify
students of this platform.

Chou was able to connect
with upper-class mean and
learn more about thelr
experience at CMU. This
has conflrmed his Intention
of choosing CMU over
other schools,

Chou has found
TartanConnact wery helpiul
and enjoys sifting through
the information with his
spara time.

In about a week after he
gets the admission letter,
Chou receives an emall
Infarming him of 3
discusslion platformm to
connect with prospective
and previous studants In
the MHCI program. With a
temporary usernams and
password, Chou logs In to
the platform namead
"TartanConnect",

contract,

Chou gets his Andrew 1D through
amall. This will be the single account
Chou uses throughout CHMLU's systams
and resources. His temporary account
on TartanConnect will explre after he
sats up Andrew 1D In addition, this
emall also notifles Chou that he can
use TravelMate to personalize his
Journay.

Chou knew he should register aarly
and all the popular coursas tend to Tl
up really fast. He also has a good 1dea
of which courses he wants through
talking to people on TartanConneact
and looking at student's reviews.

[-20 Status,

Chou was notilled by TravelMata
that he should start his Visa
application procass, as he
Indicated ha was an International
student whan satting up Andraw
ID. Ha followad Instructions, and
had no problem to send the
necessary Info to CMU for the
schoaol to Issue his 1-20. He was
later notifled on PAC that his
docurments have arrived, and the
I-20 will arrive In 10 days.

look for housing, apply
for visa, and buy plane
ticket.

Chou follows the tasks
outlined by TravalMate to
find hiousing, apply for visa
and buy ticket. Resources

ara linked with the to-do list,

Thare wara reviews for
properties/dandlords on
TartanConnect, and studant
discount on tickets, Chou
Teals evarything Is under
cantrol

Rermind student of
last-minute logistics.

Chou enters his flight Info
Inte HUB, and TravelMats
suggests that he register for
transitory housing since he
will arrive after business
hours. In addition,
TravelMate offers hirm an
In-app purchase of 2
pre-pald phona card to be
used once landad In the US,

CHU can partner up
with Uber to offer $10 to
students traveling
between the airport to
CHLU area.

Chou arrives at Pittsburgh
International Alrport. He has
declded on taking an Ubear
to CHMLUL He prefers the
company of a friendhy driver
and would ke to learn more
about Pittsburgh through
good comversations (Plus,
TravelMate says a5 a CHMLU
student, you get an
additional $10 offt). He has
downloaded the Uber app
during his layower, and
requests an Uber once he
steps out of the alrport. Ha 15
also prompted to antar
promotional codes during
this process. An uber stops
right in front of him In less
that & minutes,

PAC should provide
students with a "Move-In
Cheacklist",

The next day, Chou movas
Into his new home, He
opanad HUB on his phona
and accessed Mowve-In
chacklist within TravalMate
Following the Instructions he
checkad the Interior, haating,
and water faucet, etc. He
noticad one of the windows
does not close all the way
and Informs the landlord.
The landlord says he will
send someona to fix it the
next day.

Integrate post-arrival
checklist to SIO/HUB for
students to aasily keep
track of their post-arrival
tasks.

Chou double-chacks he has
everything for the upcoming
International student
orlentation. He follows diraction
to the orlentation site, attend
orlentation, and submits
Imrmigration documeants to
ensura he 15 In good standing.
Hea then was reminded that he
can plck up his student 1D at the
ID office.

Integrate interactive
campus map with
TartanConnect, make
resources easy to search
and find (academic
buildings, administrative
buildings, dining
options, etc.).

Afterwards Chou feals a bit
hungry. He remarmbers thera's 3
nica burger place mantioned on
TartanConnact, 50 he pulls out
his phone and parforms a quick
search In the discussion forum.
He found the thread, clicked on
"take me there" link, and was
directad to the Interactive map.
He had a great cheessburger at
Buttarjoint.

Present interactive
transportation map. Give
specific instructions on
taking the bus {a video
would be good). Offer
more accurate timetable.

Some of Chou's classas ara
located on the different campus
50 he needs to take the bus to
get there. He reads about tips
for taking the bus on
TartanConnect, and follows the
Interactive map to the bus
statlon. Though the bus came a
bit late, ha still made It to his
first class on time.



