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w— Customer

= Employee

PeleHne: Customer Journey Map

Customer
Touch
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Customer
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Actions

Back-Stage
Employee
Actions

Support |
Processes

Mel Edwards, 2011)



http://desonance.wordpress.com/

- |03BOSIAET HAMIAOHO YBMOETH NMOTEPU
10/1b30BaTENIEN

2. Registration

Social network

2.1 Reqgistration
(standard)

authornzation
o

1% )

2.1 Landing page with
registration

2. Registration

2.1 Landing page without
registration

2.2 Reqgistration
Activation

Social network

(17)

2 1
(standard)

2.1 Landing page with
fegistration

2.1 Landing page without
fegistration

2.2 Registration
Activation

34 Links for Download

1. Acquaintance

3.2 Web Installer
downloading

1. Decision to try
the game

4.1 Install of Web
Installer

3.1.1 Thank you

5.1.1 Launch The
Game Directly

3.3 Full client
downloading

3.1.2 Download

—L page

59

|

4.2 Install Full Client
Installer

Downloading in external
torrent client

Launcher
3.3 Full client torren =

downloading

3.3Patch
duwmaamng‘

4.3 Install the
Patch
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2.1 Registration

2.2 Registration Activation

desktop browser, mobile browser:
[worldoftanks.com]

[Landing Page]

desktop email client, mobie email client

31
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The customer entered the data needed in the registration form,
sent the form to the server

The customer went to an emad chent
and found the activation email

Clicked the link in the email or copied it to a browser and entered
It

Concentrate on data entrance (forms are inevitable evil)

Slight annoyance that the email must be verified

1. Decision to try the game (create an account)

2.1 Registration

2.2 Registration Activation

Channels

desktop browser, mobile browser:
{worldoftanks.com]
llanding page for coming from a search system]

desktop brawser, mabile browser:
tworldoftanks.com]
[Landing Page]

desktop email dlient, mabie email client

‘Artefacts [numbers of images]
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“deal scenario

The gamer learnt about the game and went to the registraton
page.

Entered the site by: drect ink (learnt from friends), searching in
brawser, transferring from banners or other advertsing,
transferring from a shart domain (e.g., tankisu), type-in.

The customer entered the data needed in the regstration form,
sent the form to the server

The custamer went to an emad chent

and found the activation email

Clicked the link in the email or copied it to a browser
it

* General annoyance with the form

* Doesn't want to fill in the form

* Doesn't have an email, has to create it

* Nickname is taken

* The email is already registered (the user has registered before)

* Email didn't reach the clent (was sent to spam, or failure
happened)

* User can't open the email now (doesn't remember the
password, a user is not at home, etc.)

* Entered a wrong email in the registration form

*D
dow
“N
*D
dow

* User may be on a Mac system;
* May be accessing via mobile device:
* English may not be easily understacd by

* Quality of forms (clarty, reglonal formats); language throughout

NA:
* (See 2.1 Regstration for socal

il regions; qualty
facebook

have 3 hig

* Site banners look like web advertising

e

* Many anguages spoken, 7 currently, 18 at a
* Some of our pictures looks cldschoolish and

one-click
(same for OpeniD ar any ather network); mobile phane number
25 part of registration/authentication

U

(play for free, gift shop)
* The first icon on the carousel is about the d othy

: process,
the page can have some pictures of maps, showing strategis
roads, actions, vehicles

going events..s it relevant for new visitors?
SEA:
VN:

validates

may end

folder and user never

provide NA has the highest population of Mac users, of these users, the

information abaut the game. majority are males, 18-45 of age (our target)

eu:
* We like the idea of Gaven, which consist in trying to make the
game installation and downloading process quicker.
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St iy o e 14 | * lrritated by captcha * Didn't understand that he should enter the email to complete
it andartant, hat the e v nct e (sulcy |- Ooeamtuan i o ey e .o * Advantages of registration via social network are not clear stration and dick on the ial link
[ Didr et d, what 36 m
know this term) * Doesn't have an email, has to create it * User can't open the email now (doesn't remember
~ i e ol ok T el e et e s egscedefr], |- et s aror e e gt * Scared of registration via social networks (something unknown | * Forgot to activate the registration;
* Found it suspicious, that the site has *Play for free* banner, and | * Irritated by captcha * Didn't understand that he should enter the email t
Gt ks ey Ao of trtion o socal ek et e |t ek o the sl ek asks for access to the list of friends and contacts) * Users can't send request to support service if the account s not
* [LP](landing page] The banner he moved from implied :mirx access to the list of friends and contacts) * Users can't send request to support service if the at .
‘Daubulhnlhr:;vm!nw\llwuhxm because of: - - Won‘::ll in /, when came :"”‘“" ter 7 days now) Passww can u fofmen xtMat:d
- Technial characteristics from an ad) * Misprinted/ miscopied the activation code . B - >
Ukl et 21 Moo s r o dowe (it |+ Celet it | [LP - [andiing page] Won't fill in the form {espedially, when came | * Activation link expired (the term is 7 days now)
* Lang ~tired of it rarefy change design of the landing * Didn't find where and how to create an account at the site * The emads are inplain text — users have to copy the ' 1 2
m.::;::::f;kheutr:emwhmex,l:kd:"xrihﬂﬂm‘;n :z;x:nw;n::.::«::;umhm.mah.lum‘m can't just click t. from an ad) - MlSDl’lﬂtEdf "“smued W activation me
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War 1: Hayartb urpy. |

Hl dAHJTOKOB

lWar 2: Beimrpars okono 20-25 TypHMpoB.

LWar 3: OTKpbIThL BCe

aHNOKWK. N

http://steamcommunity.com/sharedfiles/filedetails/?id=141640109
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SaLle COOOLLECTBO 3TO MOLLHBIN MCTOYHNK
IOLOEOXKKIA,

HO B TO XXe BPEMSA APOCTHbBIN MOOTUBHUK
THOObIX N3MeHeHN!
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