
P A U S E   &   R E S U M E



Make it seamless, 
effortless and smart

➔ Give reassurance that 
everything is saved (peace of 
mind, all it’s taken care of)

➔ “What you were looking at, is 
now on offer”

➔ “Last time you were looking 
at, still interested?”

Re-immerse the customer 
(and the colleague) back 
in the journey 

➔ Pause, recap and resume

➔ Take customer back to the 
moment when they went 
through the experience

O B J E C T I V E

Allows customers to step away from a journey and pick it up 
in any store again without having to repeat the whole process

P R I N C I P L E S

Make it feel personal, 
human

➔ “Last time you were here you 
talked to Mike”

➔ Has anything changed for you 
since you were last here?



F U T U R E   V I S I O N

Omnichannel pause and resume
Paused journey summary screen as navigation



Omni-channel Approach

UCP

Our initial effort in retail will allow us to develop the core functionalities of Pause & Resume

Retail Retail

E X A M P L E

honeyBee will ensure optimal in-store experience by allowing customers to pick up their existing journeys in any store, seeing 
their answers and recommendations on tablet, without having to redo previous steps 
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P A U S E   J O U R N E Y R E S U M E   J O U R N E Y

Captured 
Data



Omni-channel Approach

UCP

The UCP will integrate data captured in retail in our client’s other channels

E X A M P L E

honeyBee could integrate with:
- Telesales journeys by integrating the information captured in retail into cards and recommendations on the Ziggy platform 
- Existing websites by using a pop up screen that summarizes data captured in retail journey
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Online / Call Centre
R E S U M E   J O U R N E Y

Retail
P A U S E   J O U R N E Y

Captured 
Data



Omni-channel Approach

Our clients will also be able to transfer journey information from their call centre and online 
channels into retail

E X A M P L E

honeyBee could collect the data captured across channels, and plug it back where relevant within retail journey, allowing 
customers to view or modify previous answers through the retail journey flow
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Online / 
Call Centre Retail

P A U S E   J O U R N E Y
R E S U M E   J O U R N E Y

UCP

Captured 
Data



M A R K   2



Features

➔ When pausing, ask customer permissions to save data and to be 
contacted (i.e. email)

➔ When pausing, notify the customer that a price is subject to change

➔ Provide a resume summary screen that is a credible reference to the 
previous journey:

◆ Showcases factual data points of the previous journey
◆ Used by the colleague as a static historical cheatsheet 
◆ Up to 10-12 data points displayed (client configurable)
◆ Any data captured should be able to resurface in this screen 
◆ In the event of a business unhappy path (e.g. product not available/OOS/not compatible in 

resume journey), the summary screen should be able to flag if a change occurred to aid 
colleague conversation (this flag may be implicit i.e. change in colour)

➔ As a Customer, I can navigate back through a journey, after resuming,
where my answers will remain prepopulated

➔ Tech unhappy paths: when resuming, the product should be able to 
isolate/detect what has changed and immerse any data that hasn't 
changed in resume journey (as a minimum, the product should 
resurface the basket content if populated)

➔ Business unhappy paths: when resuming, the product should detect 
changes in product availability/compatibility, stock, price change, 
eligibility, credit check



Things to consider

➔ How do we phrase the concept of pause and resume journey in a customer facing way (journey 
doesn’t make sense to a customer)
‘Pick up where you left off’ / ‘Pick up later’

➔ If in ‘resumed journey’ mode, top nav should accommodate the bookmark icon to allow colleague to 
access cheat sheet at any point

➔ In situations where the customer has paused at recommended results, how can we guarantee the 
same choices will appear again if the MNO is supplying the recommendations?

➔ We have been told that we cannot save data due to data protection restrictions so credit may 
have to be redone with each visit.



Pause journey

Notify price might change, end 
of promotion and for how long 

journey will be saved for

Save Choice

Identification Info

Logged in?

Colleague Evaluation

Save confirmation

No

Yes

No

Yes

Save Journey

Welcome Screen

Burger Menu Pause Journey



Welcome 
Screen

New or Resume journey

List of paused 
journey(s)

Journey Detail 
View

New or
Resume 

Log in Screen
(New/Existing)

Resume
Journey

Choose Mission

New
Journey

Basket Builder

No journeys
available

Resumable 
journey

New or 
existing 
cust.

New

Profile

Existing



Burger Menu - 
Resume Journey

Resume journey 
burger menu

Logged 
in?

No

List of paused 
journey(s)

Yes

Detail Journey 
View

Choose Mission

No journeys
available

Resumable 
journey

Log in Screen
(New/Existing)

Basket Builder
New or 
existing 
cust.

New

Profile

Existing



Unhappy use cases

No longer available 
message

(overlay on basket)

View 
recommendations

(if available)

Product no longer available

Find the right 
device for you

(explore needs)

Paused journey 
summary

Price change
message

(overlay on basket)

Price change

Paused journey 
summary

Basket builder 
(ignore message)

View 
recommendations 

(if available)

Find the right 
for you

(explore needs)

Tech unhappy

Paused journey 
summary

Basket builder

Start from scratchFlagging that there 
has been a change 

and journey can’t be 
rehydrated

If possible

Out of stock 
message

(overlay on basket)

Back-order 
option on PDP

Product out of stock

View 
recommendations 

(if available)

Find the right 
device for you

(explore needs)

Paused journey 
summary



M A R K   2

Pause journey



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

End journey

Search

Devices

Plans

Accessories

Trade-in device

Port number

Coverage map

Scan item

W I P

FIRST 
THOUGHTS

Resume  journey



M A R K   2    PAUSE AND RESUME Pause & Resume |  Pause journey

LOGO

Save for later

Save your details today and pick it up again when you are ready

SAVEDON”T SAVE

W I P

FIRST 
THOUGHTS

We just need some details

Raph

Phone Number

Finnes

Colleague
You spoke with Andy

In your basket so far:
Google Pixel XL
Honeybee super plan

Journey name

  Oxford Street, 15/03/2017 - 3:15

CANCEL



M A R K   2    PAUSE AND RESUME Pause & Resume  |  Pause journey (reminder of price changing)

LOGO

Journey saved

It’s all saved!

You can pick up where you left off in any 
of our stores in the next 3 months.

Beware that prices might change and 
promotions end, so don’t wait too long!

Journey ID: 123456789
Continue

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R Colleague Shoutout |  Drop-out reasons

LOGO STORE NAME COLLEAGUE NAME

Customer wants 
to think about it

Product not 
available yet

Better deal 
elsewhere

Journey took 
too long

Tablet error Not eligible for 
financing

Product out 
of stock Other reasons

Continue

What was the customer’s reason for 
not completing the purchase?

W I P

FIRST 
THOUGHTS



M A R K   2

Resume journey



M A R K   2    PAUSE AND RESUME Pause & Resume   |  Resume journey

LOGO

Resume a  journey

Search

Devices

Plans

Accessories

Trade-in device

Port number

Coverage map

Scan item

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Pause & Resume |  New or existing journey

LOGO

Welcome

Already started?

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Identify customer  |  

LOGO

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R

LOGO

Pause & Resume  |  Choose Journey

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R

LOGO

Pause & Resume  |  Choose Journey

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R

LOGO

Pause & Resume  |  Resume Journey Details

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R

LOGO

Pause & Resume  |  Choose Journey

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R

LOGO

Pause & Resume  |  Resume Journey Details

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R

LOGO

Pause & Resume  |  Resume Journey



R E S E A R C H



Pause & Resume

Spotify

Seamless, effortless and smart between channels Personalised to you and what you might 
want to do: jump back in or explore new 
stuff, recommended just for you



Pause & Resume

Netflix

➔ Snapshot of what you could be 
resuming (summary as navigation 
into the different sections

➔ Resume or play from beginning or 
back to browse (recognising that 
things may have changed for 
customer - different use cases - 
and offering all possible next best 
actions)

➔ Making download or pausing very 
easy and seamless, customer does 
it often without worrying about 
losing progress



Pause & Resume

Google Now

➔ Smart, personalised cards 
to hint at what is relevant 
to you or what you might 
want to do next

➔ Clear statements and next 
best actions (get 
directions, view email)



Pause & Resume

EasyJet

➔ Email reminder to complete booking
“Don’t miss out on your trip to Verona”

➔ Summary of basket 
“We’ve saved your latest search so you’re 
only a couple of clicks away from booking”

➔ One clear CTA button to book flights and 
complete purchase

➔ Cross-sell opportunity to catch customer 
even if no longer interested in paused search 
“Or why not turn your flight into an…”



Pause & Resume

Updates



Pause & Resume

Nintendo Switch

➔ Seamless and effortless switching 
(regardless of channel)



Pause & Resume

Three



Pause & Resume

Online shopping



Pause & Resume

Facebook

➔ Taking you back to that moment



Pause & Resume

Progress

➔ Clear next steps on how to 
complete profile (as well as 
highlighting benefits of doing so)

➔ Fast track complete compared to 
more detailed completion



Pause & Resume

Kindle

➔ Showing you progress on all books (steps) to 
choose which one you want to resume



Pause & Resume

Summary

➔ Summary as dashboard and then 
in more detail each step how far 
through it



Pause & Resume

End of promotion message



Pause & Resume

Overlay as hint tips (next best actions)

➔ Used to indicate if something has changed, 
or need to re-rerun credit check, stock etc



Pause & Resume

Summary

➔ Summary as sentences (You are on an 
upgrade journey) with option to change or 
add details



Pause & Resume

Nike Run



Pause & Resume

Argos

➔ Super easy and seamless pause 
and resume (click and collect)

➔ Personalise experience by letting 
customer choose random name / 
nickname for pick up



Pause & Resume

Slack / Whatsapp

➔ Unread messages (resumes experience and same 
screen but let’s you know that stuff has changed or 
has been updated since)



UNUSED



M A R K   2    PAUSE AND RESUME Customer Profile   |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile   |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile   |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile   |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

Would you like us to send 
you a summary of your 

choices?

email text call

Don’t worry we won’t send you any spam

Continue

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

email text call

Continue

Would you like us to send 
you a summary of your 

choices?

Don’t worry we won’t send you any spam

CANCEL 



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

0783 456 6789

Is this the phone number
 we should use?

ContinueCANCEL 

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

Send a summary of 
where you’re at

email text call

Don’t worry we’re not sending you crap

ContinueCANCEL 

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

  harry.elliott@demo.com

Continue

  555-555-1234

Are these the email and 
phone we should use?

CANCEL 

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

  harry.elliott@demo.com

Is this the email address we 
should use?

ContinueCANCEL 

W I P

FIRST 
THOUGHTS



M A R K   2

New customer
Pause journey



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Pause journey

Search

Devices

Plans

Accessories

Trade-in device

Port number

Coverage map

Scan item

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

0783 456 6789

Is this the phone number
 we should use?

Continue

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

Send a summary of 
where you’re at

email text call

Don’t worry we’re not sending you crap

Continue

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey

LOGO

Save for later

  harry.elliott@demo.com

Continue

  555-555-1234

Is these the email we should 
use?

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Navigation   |  Pause journey (reminder of price changing)

Journey saved

It’s all saved!

You can pick up where you left off in any 
of our stores in the next 3 months.

Beware that prices might change and 
promotions end, so don’t wait too long!

LOGO

Journey ID: 123456789

W I P

FIRST 
THOUGHTS

Continue



M A R K   2    E X I S T I N G   C U S T O M E R Colleague Shoutout |  Drop-out reasons

LOGO STORE NAME COLLEAGUE NAME

Customer wants 
to think about it

Product not 
available yet

Better deal 
elsewhere

Journey took 
too long

Tablet error Not eligible for 
financing

Product out 
of stock Other reasons

Continue

What was the customer’s reason for 
not completing the purchase?

W I P

FIRST 
THOUGHTS



M A R K   2    E X I S T I N G   C U S T O M E R Colleague Shoutout |  End of journey message

LOGO STORE NAME COLLEAGUE NAME

No worries. 

Do you know that you can use a fast track journey if the 
customer needs to leave earlier?

How would you rate this journey?

1 2 3 4 5

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Customer Profile   |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



Burger
menu

Pause journey (no restart button)

By clicking on pause 
journey

Confirm details 
and permission 

Drop-out
reasons

Name the 
journey

Saved journey 
message

Saved journey 
drop-out 
reasons

Notify price might change, end 
of promotion and for how long 

journey will be saved for



M A R K   2    E X I S T I N G   C U S T O M E R Colleague Shoutout |  End of journey message

LOGO STORE NAME COLLEAGUE NAME

No worries. 

Do you know that you can use a fast track journey if the 
customer needs to leave earlier?

How would you rate this journey?

1 2 3 4 5

W I P

FIRST 
THOUGHTS



Pause & Resume

Fast-track

➔ Thinking of this feature as a time machine 
which allows you to fast forward back to 
this step (accelerator)



Pause & Resume

Cheatsheet for colleagues



M A R K   2    PAUSE AND RESUME Customer Profile   |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME Customer Profile  |  Resume journey summary

LOGO



M A R K   2    PAUSE AND RESUME

PHONE

PLAN

AVERAGE
USAGE

LOGO

Select mission

 ESTIMATED  TRADE-IN  VALUE  $100

Pixel Phone by Google 
32GB Silver
24 month loan contract  $40/month

4GB Super Plan
24 month loan contract  $15/month

per month Included EU Roaming calls & texts

500 minutes

1200 texts

DATA

4.5GB
MINUTES

720
TEXTS

391
BILL

$50

Harry Elliott 555-555-1234 Your Profile

THIS MONTH

ON AVERAGE

GOOD TO KNOW

You’ve been going 
over your monthly 
data allowance by 
0.5GB

You have 200MB of 
data left for the 
next 10 days

Upgrade early
Upgrade before 
25/05/2017
for a fee of $100

Customer Profile  | Choose journey

Pick up where you left off

Cancel Resume

Journey name

Tottenham Court Road
You spoke to Roselle

Mission:
Upgrade

In your basket so far:
iPhone 7
Honeybee super plan

5 days ago
Tuesday 15/03/2017 2:35PM

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME

PHONE

PLAN

AVERAGE
USAGE

LOGO

Select mission

 ESTIMATED  TRADE-IN  VALUE  $100

Pixel Phone by Google 
32GB Silver
24 month loan contract  $40/month

4GB Super Plan
24 month loan contract  $15/month

per month Included EU Roaming calls & texts

500 minutes

1200 texts

DATA

4.5GB
MINUTES

720
TEXTS

391
BILL

$50

Harry Elliott 555-555-1234 Your Profile

THIS MONTH

ON AVERAGE

GOOD TO KNOW

You’ve been going 
over your monthly 
data allowance by 
0.5GB

You have 200MB of 
data left for the 
next 10 days

Upgrade early
Upgrade before 
25/05/2017
for a fee of $100

Customer Profile  |  Choose journey

Pick up where you left off

Cancel Resume

Journey name

Tottenham Court Road
You spoke to Roselle

Mission:
Upgrade

In your basket so far:
iPhone 7
Honeybee super plan

Journey name

10 days ago
Thursday 10/03/2017 5:00PM

Tottenham Court Road
You spoke to Henry

Mission:
Upgrade

5 days ago
Tuesday 15/03/2017 2:35PM

W I P

FIRST 
THOUGHTS



M A R K   2    PAUSE AND RESUME Pause & Resume   |  Pause journey 2

LOGO

Save for later

We just need some details

Continue

  Email address

Raph

PIN Number

W I P

FIRST 
THOUGHTS

Choose your pin number

We will email you your chosen pin number for future reference

You will need your pin number if with you if you return to a shop and want to continue with this journey.

Finnes



Welcome Screen

New or Resume journey

List of paused 
journey(s)

Journey Detail 
View

New or
Resume 

Log in Screen
(New/Existing)

Resume
Journey

Choose Mission

New
Journey

Basket Builder

No journeys
available

Resumable 
journey

Device only Plan onlyDevice & PlanLog in Screen

View Profile

New Personal 
Details

New Customer / 
Existing 

Customer



M A R K   2    PAUSE AND RESUME

PHONE

PLAN

AVERAGE
USAGE

LOGO

Select mission

 ESTIMATED  TRADE-IN  VALUE  $100

Pixel Phone by Google 
32GB Silver
24 month loan contract  $40/month

4GB Super Plan
24 month loan contract  $15/month

per month Included EU Roaming calls & texts

500 minutes

1200 texts

DATA

4.5GB
MINUTES

720
TEXTS

391
BILL

$50

Harry Elliott 555-555-1234 Your Profile

THIS MONTH

ON AVERAGE

GOOD TO KNOW

You’ve been going 
over your monthly 
data allowance by 
0.5GB

You have 200MB of 
data left for the 
next 10 days

Upgrade early
Upgrade before 
25/05/2017
for a fee of $100

Customer Profile  |  Choose journey

Pick up where you left off

Cancel Resume

Journey name

5 days ago
Tuesday 15/03/2017 2:35PM

Tottenham Court Road
You spoke to Roselle

Mission:
Upgrade

In your basket so far:
iPhone 7
Honeybee super plan

Journey name

10 days ago
Thursday 10/03/2017 5:00PM

Tottenham Court Road
You spoke to Henry

Journey name

14 days ago
Sunday 1/03/2017 9:25AM

Tottenham Court Road
You spoke to John

Mission:
Device only

In your basket so far:
iPhone 7

Mission:
Upgrade

W I P

FIRST 
THOUGHTS


