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“It's not the customers job to know

r

- Steve Jobs
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Guess the mind of customers

| J Suggestion Box

Suggestion Observation New consumer
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Student Officer worker Owner business Old senior
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- Satisfaction

- Perception

- Opinion

- Experience
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Satisfaction

Rate your experience about using our products

1. Please rate your overall satisfaction:

Product packaging

Highly Highly

Dissatisfied Satisfied @ @ ® @

1 2 3 4 5 Very Unsatisfied Unsatisfied Meutral Satisfied Very Satisfied
Product design
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Very Unsatisfied Unsatisfied Neutral Satisfied Very Satisfied
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JOBS TO BE DONE"

Customer Insight Problem Solution
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Old Solution New Solution

Machine wash

JTBD

Hand washing

Problem

Clean clothes

Dirty clothes
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Problem

JTBD Old Solution New Solution

Vehicle Destination Cart Car

2w




DRMOOKTRA THONGVES

Problem JTBD Old Solution New Solution

Route Destination Map Google map
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Old Solution

JTBD

Vaccine

Medicine

Problem

Get well

sick
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Expectations + Experience

Satisfaction = User Experience - Expectation

Company

Experience communications
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Measuring satisfaction
and finding opportunities for improvement

1 2 3

4

O O O O
Customer Observation Call Center Net Promoter
satisfaction survey Technique Score

and On-Site Survey
face- to-face Recored voice Customer loyalty
Call phone Up-to-date feedback
Email information

Online Survey //////
S S
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Measuring satisfaction
and finding opportunities for improvement

< 7

6

Focus Group Social Media Live Chat
Moderator Top trading Facebook Messenger
Insight viral social media Line

Feedback (deep) Text analytics
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Customer Journey

Purchase

Awareness Loyalty
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Consideration Usage
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How to create a customer journey

Target group
(Set Personas) Revised

e Goals
e Touch Points
e Pain Points
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Q& A

ESM3304 Lean Start-up Methodology
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1. AcuMmwuovdum (Quality)
2,57 AKUN:aU (Reasonable Price & Price Down)
3.ADIUSDQLSOKSDIDVIDIUNISEVUDU (Delivery / Speed / Agility)
4.MslKUSMs (Service) nu?urms AQUYDYNISDIKUNUTUM
5. msuaumthUsmsnhamhawua auisawaalatukudenian (Product Variety & Small Lot)
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