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Mapping how Emily and Mark will encounter getxpert App.
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Mark’s 
Journey 
Map
Journey 1 helps us 
see the path that 
Mark takes after he’s 
exhausted the easy 
& free options for 
finding solutions. 

It offers us a bigger 
picture into the 
mental mode he is in 
before he comes in 
contact with the App 
for the first time
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Mark’s Mental 
Model Map

Mark’s Mental Model Map for a similar 
problem seen in Journey 1, zooms into 
his actual first time use of the App.

This Mental Model Map gave me 
insights into a possible feature to 
separate users into an “emergency” or 
“urgent” path. It also solidified the 
option of offering tips for 
communicating with the expert during 
the wait for connecting with 
the expert.
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Emily’s 
Journey 
Map
Emily’s Journey 2 map 
shows us a zoomed in 
encounter with the App.

It shows us she is 
already at in low place 
when we approach her 
with paying and her 
expectations for getting 
a solution.

Many insights about 
onboarding and gaining 
trust and hopefulness 
can be seen.
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