Best Buy Concierge Journey Map
Guiding Principles

Online descriptions can be generic and may not provide Many customers value tactile and visual interaction that
the specific details users need to understand how an allows them to experience a product's features so they can
appliance fits into their lifestyle. fully understand what they are buying.

Users often feel overwhelmed by the sheer volume of text

and specifications available online.

Customer Journey

STAGES Awareness Engagement Exploration Decision-Making Post-Interaction

Select Appliance Purchase Additional Services

Sign-in?
Warrant Credit Card Total Tech
Touch/Navigation . . .
Ca" to ACtiOn User initiates interaction by

touching the screen and begins

A call to action
located in the main

navigating the menu to understand
the options available.

menu entices the

DOING user to engage with
the interface.
Approach
Enticing banner image .
drives curiosity, causing Research Features Check Price
customer to move closer to
get a better look.
Notice Kiosk
Customer notices the kiosk
through a combination of in-
store signage/strategic .
placement. Look at Specs View Appearance
What is this kiosk for? How do | start using this? Where can | find the type of appliance I'm Which features does this appliance have? « Should I just order from here or ask a | should check if everything works out as
Can this help me find what | need quicker Let's see if this is easy to navigate. looking for? Do these specifications match what I'm salesperson for final advice? expected when the appliance is delivered
THINKING than waiting for an available salesperson? | hope this can guide me to the right | need to find different models from different looking for? o | think I'm ready to make a purchase, can | and installed.
This looks interesting, maybe I'll be able to product quickly brands to see which one | need. How much does this one cost? just order here? | wonder if the warranty and Total Tech
find out some information right away. Let's see the specs of this model. - Let me review everything before | buy. Support would be worth buying,.
 Curiosity: Intrigued by the presence ofa  Anticipation: Feels hopeful that this tool WI|| - Engagement: Becomes more engaged as - Anxiety: Feels a bit of pressure and anX|ety - Determination: Feels determined and - Accomplishment: Feels a sense of
= new, potentially helpful tool in store. - simplify their shopping experience. EE they discover the depth of information about making the right choice. EE confident about proceeding with the accomplishment for efficiently using the
FEELING : « Interest: Grows interested as they beginto :: . Mild Confusion: Initially unsure about how ::  available. :: + Relief: Experiences relief when they finda ::  purchase. ::  kiosk to make a well-informed decision.
: understand what the kiosk can offer. 11 to navigate the interface but eager to learn i . Empowerment: Feels empowered by the if  product that fits their needs and ;1 + Satisfaction: Satisfied with the ease of i1 Reflective: Reflects on the overall
e merras s sasmsmerr s aeanasmsmsEas s anasasmsmraras R Lo i1....3bility to independently access information; i | expectations,  _.....cceeieiseseeeeseenns i....completing the transaction. | ......ceeeueee e SXREIENCE, e :
Opportunities
Simplify the initial interaction by using clear, Simplify the initial interaction by using clear, Add in a comparison tool in future iterations that Include digital signage for after-market

Add functionality that gives the user a way to

Attract users by integrating digital signage and a intuitive touchpoints on the home screen, using intuitive touchpoints on the home screen, using not only displays the differences in Urchase items throuah the kiosk once thev've purchases like warranties, credit cards, tech
powerful hero image. a call to action and large icons that invite a call to action and large icons that invite specifications but also visualizes cost benefits P g. .. y support etc. and give users the option to add
: : : : made their decision. . :
interaction. interaction. and features. these services onto their purchase.

Add feature that allows users to scan a QR code
that transfers their kiosk cart directly to their
Best Buy account so they can purchase/
research without having to sign into the kiosk

Implement voice recognition to allow users to
Provide tutorial functionality engage with the kiosk through voice commands
to enhance accessibility.

Integrate customer reviews and testimonials
directly beside product details to provide real-
user feedback that can aid in decision-making.

Personalized recommendation system based on
browsing behavior

Allow users to save and email information about
products they are interested in, which they can
review later or share with family members for
further discussion.

Implement augmented reality so that customers
can visualize how appliances might look/fit into
their own space.

Expandable information sections that allow
users to delve deeper into features of a specific
appliance.



