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Today, Citizen as Digital Customers are Super Demanding

« Real Time: The citizen can progress their journey at any time,
anywhere, with responses and updates in real time and
personalized. @>®

« On Demand: The citizen can initiate/join/re-join/comment on the/(."
experience anytime/anywhere/anyplace and tailored in ¢
customizing their experiences.

« All Online: The citizen is able to accomplish all activities and

transactions associated with the journey online.

* Do-It-Yourself: The citizen is provided with the capability, and
has the choice, to complete any activities and transactions. '

« Social: The citizen journey is tightly integrated with digital social

media. o N \'
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Key Design Principle in Driving Successful Digital Transformation
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Citizen Experience Without Digital EA - Wrong View
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Customer Journey Map Video - Mapping Persona is Key

-

Designing with

www.atdsolution.com



Customer Journey Map (CJM) - An Example in Retail Store

‘ ‘ Pleasure Peaks '
Indoor Decoration Product Quality Canteen

Gratify ] ~ ) Ice Cream and Hotdogs
Store Location /N Disnlay Setting
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The FIVE Building Blocks of Citizen Journey Mapping (Life-Event)
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Example of Online Book Store - Customer Journey Map

Browsing for Book(s) Select and Purchase Book(s) Deliveries

Confirms

Before Browse Add to Cart

Doing

Thinking

Feeling

Pain Points

Opportunities

Add Payment

Add Delivery

Order

Receive Order

Receive a EDM
or a voucher

Use the search bar
to look for a
particular book

See recommended
books or navigate

Adds a book(s)
to the cart

Signs in or skip after
receiving a prompt

Add/Verify a
payment method

Add/Verify a
delivery method

Confirms
the order

Waits for the
delivery

Receives the
delivery

« Are there new
books that | like?
+ Can | use this

« I'll quickly look for
a book that | have
in mind.

» What other books
will | be interested?
* What are the

* How much did |
spend?
*Do | have a

* Why do | need to
sign in?
+ Can | purchase it

* Are there any
further discounts
that | can get?

* Are there any
other cheaper
delivery methods?

* The damage is
done.
+ | can't wait for the

* Why are my books
not here yet?

* New books to
read!

voucher online? bestsellers? coupon code? as a guest? » Can | pick up the books to arrive.
item at the store?
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+» Unsure about what
new books are there
= Unsure about the
price of a book

« Regularly update

users on new books,
bestsellers

+ Can't find the book
* No search filters to
narrow the results

+ Visual book
suggestions based
on common search
queries

« Provide additional
search filters

+ Site is difficult to
browse

« Over cluttered
website

+ Customised book
recommendations
on home page to
reduce the need to
navigate

* Reorganise layout

«Can't apply a
voucher on the
page

+ Allow the use of
vouchers online

» Send coupon
codes to members
to encourage
spendings

* Unsure about the
need to sign in

» Suggest reasons to
sign in/sign up for
an account

+ No discounts

+ No alternative
payment methods,
including the use of
a physical voucher

« Promote KPC
membership sign
up to receive a 10%
discount

- Offer alternative
payment methods
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« No free delivery

+ No alternative
delivery methods
* No fast same-day
delivery

« Offer store pick-up

« Offer alternative
free delivery
methods

- Offer same day
delivery methods

+ Unsure about what
to do next

+ Inform user when
the delivery will
arrive

+ Allow users to
modify their orders
* Records user
preference to
personalise book
recommendations

« Unsure about
delivery status

« Delivery arriving
late

+ Display delivery
status when user
visits the site

+ Update users on
delivery status

« New books to
read!

* Follow up on

user's feedback/
review of the book
« Offer return visit
voucher




Example of Service Design (96) Touchpoints - Various Departments

SerVice DESign (96 Touchpoints)
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Modelling Life-Event Mapping With Enterprise Architecture Gaps Example 3td

Phases

Channels

Acquisition

Awareness Consideration

<<Touchpoint>>

Retail Outlet

Online
Kiosk
Thoughts

Emotions

e

Enterprise

Architecture
Gaps
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Heatmapping For Enterprise Architecture Gaps Analysis - Example

Use different colors to indicate availability (Heatmapping)

Available

Business Architecture

Partially Available

Not Available

Data Architecture

Application Architecture
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The EA Components and Layers to Realize Citizen Journey Map
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The Strategic Digital EA Platform For Various Key St

akeholders
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Which applications are at risk from

replaced when?
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End of Slides & Thank You

Driving Digital
Transformation through
Enterprise Architecture
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