STORY:

John is a garage owner.

Until now the garage was a small business and he was the only mechanic,
however, the customers are happy and the number of vehicles incoming has
increased drastically.

John already admitted two more mechanics to help with the prompt delivery of
the vehicles but the management of all the vehicle services is becoming a
very hard task.

To keep the quality and customer satisfaction, John would love to have one
application to help him with the work assignment and dispatch.

This app will allow him to assign the mechanic, provide expected delivery
dates and to keep good control on the services pipeline.
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31 years old; Married; 11 years working as
mechanic; Very professional and responsible
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satisfied.
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Main tasks and frequency:

Receive and deliver vehicles
serviced/repaired
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Reduce service timings
Increase productivity
Increase cash flow
Increase organization
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* Customers have to wait more than needed for
the vehicle.

e Mechanics need to talk to me each time they
complete one task.

e Customers have parts replaced before they
approve the repair (for customers without pre-

* Employees/Mechanics

. Order necessary parts for services
. Service vehicles
e  Assign work to the mechanic employees 1
e  Help on complex problems
MEEDS
* | need to be able to assign several
tasks/vehicles to a mechanic creating =
pipelines. 1
« | need to be able to give a delivery date
to the customer. Casual Liser
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“ Reactive
% Lone Fighter |
“ Local focus
Conservative




User Experience Journey:

User Experience Journey
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Current User Experience Journey

What is on the Persona’s mind

while taking the actions of their
Jjourney? How do they feel each
step of the journey?

Actions

What actions and activities
does the Persona fake while
going thru the journey fo
achieve their goal?

What touch points does the
Persona have?

(Tools, channeis, devices,
conversations, and 50 on.)
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Duration of the Journey:
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Current User Experience Journey Duration of the Journey: 8 hours
while taking the actions of their
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Actions Agriving at the Assign a ‘Assign vehicle Crder part for
Garage vehicle to each f(rranb service repair.
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going thru the journey to wvehicles to be with vehicles ready ~ asks for with the armives and customer
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What fouch points does the
Persona have?

(Tools, channels, devices,
conversations, and so on.)
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Current User Experience Journey Duration of the Journey: 8 hours

What is on the Persona’s mind

while taking the actions of their
Jjourney? How do they feel each
step of the journey?

Actions

What actions and activities
does the Persona take while
going thru the journey to
achieve their goal?

What touch points does the
Persona have?

(Tools, channels, devices,
conversations, and so on.)
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Point Of View:
PoV #1:

John, the Mechanic needs a way to quickly assign vehicle services to an employee so that he
can increase productivity.

PoV #2:

John, the Mechanic needs a way to be able to inform the customer of the expected delivery
date for his vehicle so that he increases customer’s satisfaction.

PoV #3:

John, the Mechanic needs a way to quickly identify if for a specific vehicle part substitution is
pre-approved by customer so that he can reduce service timings and increase productivity.

PoV #4:

John, the Mechanic needs a way to have more free time so that he can help his employees on
complex problems.
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Develop Challenge Screenshots:

App opens with first service selected, then we selected the second one:
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