User Journeys ;.

Mapping how Emily and Mark will encounter getxpert App.
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Mark's
Journey
Map

Journey 1 helpsu
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 heisin
before he comes in
contact with the App
for the first time

Mark

Search Google for clogged toilet

Text Dad

Thoughts:

This should be easy, why isn't it
easy?

Who do | know who could help me?

Emotions:

frustrating, but hopeful

Mark's Toilet has been blocked up and he's exhausted his

knowledge of solutions

Search more Terms

Read blogs

Thoughts:

Ask question on Quora

None of these really describe my
situation

This chat will never get back to me
quickly

This is taking too much time!

Emotions:

annoyed, anxious, busy

Begin with Free Sour > Exhaust Free Help > Look For Paid Help >
of Help
Tasks: Tasks: Tasks:

Search for expert plumbing help

Choose a result that looks
promising

Thoughts:

Goals:

Tasks: Tasks:

Tasks:

Find an Expert in plumbing

Determine if I'm smarter than this
guy

Diagnose problem
Confirm steps already taken
Find out further actions

Unclog toilet

Connect to the Expert in the most
efficient way

Get validation for my steps

Weigh cost to expected outcome

Thoughts:

"Receive feedback about the
problem
F

twhat else | can do

“Communicate the problem and

context

Thoughts:

Find a plumber to come route my
pipes

Call Plumber set up appointment

Thoughts:

Well the whole water is turned off
to the Laundry right now so we
need to figure out if | can solve this

| hate paying for help with this easy
task

ot

doubtful, some hope coming

I have to know I'm getting clear
value from this expert and benefit
me right now

I'm so busy, I've got to get help

Emotions:

hesitant, hope being restored

I'm not an idiot, | know what I'm
doing, let's get to it, here's what I've
done, here’s what | need.

I know | got the correct answer
because | feel | know this expert
well.

Emotions:

1 did everything to make my family
more comfortable.

relieved, validated, affirmed,
satisfied

in control, gripping with cost
coming
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marketing

SEO

branding, presentation
SEO

marketing

Quick on board that takes directly
to categories and top experts

give reviews of plumbing success
as sort of second intro

emphasize profiles to experts

organize profile information for
importance

quick stats on the main browse
experts view

Intro screens ask about emergency

intro screen copy assume they're
not happy about being there

free call

favorite or select expert on browse

Video and Audio Chat options
while waiting tips on
communicating to expert

teach experts to not bull, but
instead ask questions

push for rating

offer the chance to follow up with
chat if something was off or fishy
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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.

Needs a quick solution to problem (mental space)

Download and Open App

Searches for Topics or
Problems Words

Chooses Video Chat

Waits to Be connected

Communicates Problem

Tells Context

Explains Steps Taken

Browses Experts

Asks Questions

Evaluates Expert

Listens to Responses

Weighs Cost per
Expected Value

Asks More Questions

Learns what app can do

Chooses Expert

Listens to Responses

Ends Call

Doesn't enter payment
information

Evaluating App as Tool

Expert App

Enters Payment
Information

Organize Experts into
problem topics

Ask and Receives Final
Solutions

Video Chat

Closes App

Browse for Experts Get Solution “

Quick request for ratings

Introduction Screens

Quick view of Expert to
pick a few of the

Onboarding quick

Top 5 available for
Emergency

Emergency function?

Available Experts only

Straight to Topic and top
available

Trial Use

Quick view of Expert to
pick a few of the

Expert Suggestion for
Emergency

During Wait time give
Tips

Sign up, payment info
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Get her paint to set the way she wants it
Emily can't figure out how to get her paint to set the way she
wants it on her vanity. Even after extensive research she
couldn't find answers and has just found the Expert App.

Give up and move on or get real hard concrete ways to get it right
Goals: & o s

Leamn what supplies or techniques she needs to plan for tomorrow

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 abou
onboarding and gaining
trust and hopefulness
can be seen.

Tasks:
evaluate the capabilities of the app

Tasks:
Browse the kinds of experts that

Tasks:
Research the top rated experts in

Evaluate App > Explore Possible Help > Choose an Expert > Connect with Expert > Video Chat Expert 1 Plan for Fixing the Project
Tasks:

Tasks:

open chat with expert

Get better at home decor projects

Tasks:

show problem Remember what supplies she

before investing time in it may help diy category needed to get
: i Determine if the experts she finds . n : 5 determine when she has time to
Find out what it will cost are "experts” read reviews, resume, bio type and send the problem receive advice Siniehift
: 3 consider reviews, ratings, resume, 3
Find out if they have chat other fields, cost send picture
narrow down the top 3 candidates read reply
confirm they are friendly and
choose the bestexpert expert and then escalate to call
Thoughts: Thoughts: Thoughts: Thoughts: ‘Thoughts: Thoughts:
I don't like paying, but I either have I don't want an idiot or some I have to get the right person, I don’'t want canned responses, | I'm don't like the way I look. I'm satisfied because I know I could
to give up or find help general expert otherwise | won't get any help want the right answer quick % i trust her, she knows her stuff

I don't want to call, its
uncomfortable and they will speak
down to me

I need this to be reasonably priced

I need to ask her a few questions to
make sure she knows her stuff.

I know exactly what | need to do

This is really helpful now oW

Emotions: Emotions: Emotions: Emotions: Emotions:
frustrated, exhausted skeptical anxious, hopeful, in control hesitant, self concious self concious, reenergized on to the next

Opportunities: Opportunities:

intro speaks to the skeptic, and
exhausted

intro has range of pricing?

search function that helps direct to

category of expert

don't allow profiles to link outof
the website or they may seek to
contact them outside the app

allow three texts before charging?

quick view of experts in each
categore needs # of times helped
with the rating average

favorite, select, and/or compare
function

personality in the bio will help ease
previous experience fears

how does pricing for chat and
video work? flat fee chat, option for
fee + per minute for call

Expert asks the right questions,
presses, gets context, before
asssuming the answer or the right
question is even being asked

attachment, camera function
push notifications, send expert
reply as text?

communicate how much longer
jillian is available to chat

terms of service about pushing
personal products

allow for experts to send to
chatters follow up info

push for reviews
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