PAUSE & RESUME



OBJECTIVE

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

PRINCIPLES

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

Make it feel personal,
human

-> “Last time you were here you
talked to Mike”

=> Has anything changed for you
since you were last here?



FUTURE VISION

Omnichannel pause and resume
Paused journey summary screen as navigation
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Our initial effort in retail will allow us to develop the core functionalities of Pause & Resume

EXAMPLE

honeyBee will ensure optimal in-store experience by allowing customers to pick up their existing journeys in any store, seeing
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The UCP will integrate data captured in retail in our client’s other channels

EXAMPLE

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

Retail

PAUSE JOURNEY

DEVICE DETAILS

NEXUS 5X

a

Omni-channel Approach

Captured
Data

Online / Call Centre

RESUME JOURNEY

coo

oco

CALL CENTRE

l CLSTOMER NAME I

I

CROYDEN STORE
e 0N SEPT 20th

CREDAT BXPLOKS
CRECK (N335

FSCOMMENDED OeVICE
CEVIES

WAYS
TO BUY

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

EXAMPLE

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

....... Online/  Captured

Call Centre Data

PAUSE JOURNEY

RESUME JOURNEY
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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/O0OS/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)

LA X X X 2

As a Customer, | 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

Burger Menu Pause Journey

Save Journey

Save Choice

No

Yes

Identification Info

No

Yes
Logged in?

Save confirmation

Notify price might change, end
of promotion and for how long
journey will be saved for

A

Colleague Evaluation

Welcome Screen



New or Resume journey

Resume

Welcome New or Journey Log in Screen List of paused Resumable Journey Detail New or New .
> > - — : : existing Basket Builder
Screen Resume (New/Existing) journey(s) journey View cust
New
Journey No journeys Existing

available

Choose Mission [ Profile



Resume journey
burger menu

Burger Menu -
Resume Journey

Logged

in?

Yes

No

Log in Screen
(New/Existing)

List of paused
journey(s)

No journeys
available

Resumable
journey

Choose Mission

Detail Journey
View

New or
existing
cust.

Existing

New

Basket Builder

Profile




Unhappy use cases

Tech unhappy

Paused journey
summary

If possible

A 4

Basket builder

Flagging that there
has been a change
and journey can't be
rehydrated

Start from scratch

A A

Product no longer available

A 4

Product out of stock

Paused journey
summary

Y

Out of stock
message
(overlay on basket)

Back-order
option on PDP

Paused journey

summary

Y

No longer available
message
(overlay on basket)

View
recommendations
(if available)

A 4

Find the right
device for you
(explore needs)

Price change

Y

View
recommendations
(if available)

Y

Find the right
device for you
(explore needs)

Paused journey
summary

Y

Price change
message
(overlay on basket)

A4

Basket builder
(ignore message)

Y

View
recommendations
(if available)

Y

Find the right
for you
(explore needs)
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Pause journey



MARK 2 PAUSE AND RESUME Navigation | Pause journey

WIP

FIRST
THOUGHTS

Search

Devices

Plans

Accessories

Trade-in device

Port number

Coverage map

Scan item

Resume journey

End journey




Save for later

Save your details today and pick it up again when you are ready
We just need some details
Journey name

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

! '. You spoke with Andy
Google Pixel XL

SAVE
Honeybee super plan




Pause & Resume | 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!




MARK 2 EXISTING CUSTOMER Colleague Shoutout | Drop-out reasons

STORE NAME COLLEAGUE NAME

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

Customer wants Product not Better deal Journey took
to think about it available yet elsewhere too long

Not eligible for Product out

. : Other reasons
financing of stock

Tablet error

Continue
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Resume journey



MARK 2 PAUSE AND RESUME Pause & Resume | Resume journey

WIP

FIRST
THOUGHTS

Search

Devices

Plans

Accessories

Trade-in device

Port number

Coverage map

Scan item

Resume a journey




Beats By Dr.Dre
Synch your sound. And your style.

With up to 40 hours of battery life, Beats Solo3
Wireless are your perfect everyday headphones.
Enjoy award-winning Beats sound with Class 1
Bluetooth® wireless listening freedom.

Already started? Get Started




MARK

2 PAUSE AND RESUME

Identify customer |

Customer login

Welcome back

Please enter your mobile number
to sign in your account.

Send




MARK 2 EXISTING CUSTOMER Pause & Resume | Choose Journey

Welcome back Harry Start a new journey

Oxford Street, 15/03/2017 - 3:15 M You spoke with Robert

0 Your New Phone B Recommended Plan

Super Plan
500 minutes 1200 texts

8gb per month

Pixel Phone by Google
128GB Very Silver

Oxford Street, 10/03/2017 -1:15 M You spoke with Jane

0 Your New Phone

Pixel Phone by Google
128GB Very Silver 15 hours



Welcome back Harry

You haven't saved any journeys.
Start one now!

Get Started




MARK 2 EXISTING CUSTOMER Pause & Resume | Resume Journey Details

OXford Street, ] 5/03/20] 7-3:15 M You spoke with Robert

0 Your New Phone ~
B Recommended Plan

— Pixel Phone by Google Super Plan

128GB 500 minutes 1200 texts

Very Silver 89[) per month

Current Phone Battery Camera Memory Current Plan Text Voice Data
iPhone 7 12 Hours 12 megapixels 32 gb Unlimited Unlimited 5gb
Questions Questions
What do you use most on your phone?  {PEC 0 Do you often need to pay for additional data? - No
And how do you use them? How do you use your data?

[ £] Uploading and Posting €3 uploading and Posting
¢ Streaming on the go, Downloading J Streaming on the go, Downloading
B Selfies, Recording videos B Selfies, Recording videos
What brands are you interested in? ‘ G My Data and Me - Data is my best friend
> >

Basket Builder » Resume point: Choose Plan »



MARK 2 EXISTING CUSTOMER Pause & Resume | Choose Journey

OXfOFd Street, ] 5/03/201 7 = 3] 5 M You spoke with Robert

0 Your New Phone

" Pixel Phone by Google
128GB
Very Silver

Current Phone Battery Camera Memory
iPhone 7 12 Hours 12 megapixels 32 gb N ot sta rted
Questions

What do you use most on your phone? n il O 0

And how do you use them?
(i Uploading and Posting

¢ Streaming on the go, Downloading

B Selfies, Recording videos

What brands are you interested in? ‘ G

Basket Builder » Resume point: Choose Plan »



MARK 2 EXISTING CUSTOMER Pause & Resume | Resume Journey Details

OXford Street, ] 5/03/20] 7 = 3] 5 M You spoke with Robert

0 Phone Comparison B Recommended Plan
No lenger available Super Plan
' ' 500 minutes 1200 texts
J J 8gb per month
$24.08
Pixel Phone XL iIPhone 8
by Google
SRS Questions
Questions Current Plan
4G 5gb

Battery

12 Hours

Camera Text Voice

12 megapixels

M amvn ’
Memaol Y

32 gb

Basket Builder » Resume point: Choose Plan »



MARK 2 EXISTING CUSTOMER Pause & Resume | Resume Journey

Harry Elliott 555-555-1234 Basket Builder

' Pixel Phone by Google
128GB Very Silver $180.00

24 month loan contract Pay today

8 G B Super Plan
24 month loan contract

Per month

Exit EDIT mode $84.98
Pay monthly

Beats by Dr Dre Beats by Dr Dre
Dark grey Dark grey
; ’ Checkout
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Pause & Resume

Spotify

Just For You

DEVICES

Metal Xplorer

\ & ¥

g .9
: B > A

© N $w it
This is: AR o @ i
David Bowie 7 ;

K }‘
by & | /
- i W 4

This Is: David Bowie Metal Xplorer

<r ‘
"’.A
p A

257,910 FOLLOWERS 968 FOLLOWERS

Connect to a device

You are listening on

Jump Back In
Braxton's MacBook Pro

CONTINUE

LISTEN ON THIS IPHONE : Ryan's MacBook Pro
» , ” _—*.A: ‘,':..A.. ..,47 e ———
—
Bone Turquoise Portal of |
Stern Ne Obliviscaris
Tyler's Chromecast

)
Si0iN) . \ i~

Blackstar

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
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Resume ayng '

Start from Beginning

Netflix

-

» ; The Inbetweener
- h“.
NEW EPISODES

Download now to watch offline
later.

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

¢ Season2

o)) Prison Break



Pause & Resume

Google Now

Google now — | —

Commands & Smart Cards

Playlists for you

Soul Thing

Your Zipcar reservation e
35 Soul Classics 1970- RN o ends at 2:00 PM
1975

by Spotify

42 mi‘nut‘es‘, to _Work Unit@ci /\]li Flight 217
SFO » PIT
& APM . => Smart, personalised cards
r—— S e to hint at what is relevant
1246AM - to you or what you might
| want to do next

Fimal. Agm!‘ 11
s San Francisco
o) ~
68 ' - Clear statements and next
best actions (get
Tt directions, view email)

- Clovers




Pause & Resume

FLIGHTS & TRAVEL
INFO

@ DON'T MISS OUT
ON YOUR TRIP TO
VERONA

Oh no - you left your easyJlet basket
without completing your booking. Don‘t
miss out on your trip to Verona and

book now.

BOOK FLIGHTS

YOUR BASKET

Hotels Car rental Holidays Inspire me Business Manage bookings Check-in

We've saved your latest search so you're only a couple of clicks away from booking.

)’- London Gatwick to Verona

-‘( Verona to London Gatwick

Dep 14-Apr-2017

; easyJetholidays

Or why not turn your flight into an
ATOL protected package holiday

o and get £20 off your next
booking with the voucher code
‘nextholiday20’

Book now

BOOK FLIGHTS

HOTELS TO SUIT EVERY
BUDGET

From 5 star luxury to 3 star value hotels
for beach, city or mountain holidays.

ATOL PROTECTED HOLIDAYS
All package holidays sold in the UK are
ATOL protected.

FLEXIBLE PACKAGES
Find the dates, destinations and hotels
that work best for you.

pin-

Easy]et

=> 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

W ® DO & Q i
S &

M: ™MW . W)

Q@@&xq
S

Welcome back.
There have been big changes since you were last here...
Your network brief for today
2 new updates from your
254 connections

Your network brief for today

7 new updates from your
161 connections

Recently published

* Meshak Rao

y Self Employed Your daily network updates - see who changed
jobs, had a milestone, or wants to connect.

See what’s happening

Meshak published a new post:

My Contact Number:- +918121641031 . ’

SEND MESSAGE Swipe to dismiss Swipe for next

Now, Airbnb is more than just homes. Book your whole trip — all from
one app.

People you may know People you may know

Kaspon Techworks
Organization at Kaspon @

Techworks Private Limited




Pause & Resume

Nintendo Switch

-> Seamless and effortless switching
(regardless of channel)




Pause & Resume

35 Pay Monthly mobile phones available.

Get free next working day delivery on all phones.

Sort by. | Recommended v

Filter by. Hide.

Contract type. A

@ Pay Monthly.

O Pay As You Go.

Apple
iPhone 7

00000

£0 - £149 upfront cost
£29 - £86 a month.
Save £100 on selected tariffs.

{~VSALE]| Apple
i ° iPhone 7 Plus
00000

£0 - £149 upfront cost
£39 - £87 a month.

[] sae®

Save £100 on selected tariffs.

Find out more. Find out more.
i |

Manufacturer. AN

[] Awcatel 2
[] Acpie®

Close and return to site

Three.co.uk

Just a second while we load up your recommendation...

I\

se.co.uk/Discover/Devices/Apple/iPhone_7

=
<
)
=
[}
Q@
]
(7]
o=
o
=

Three

Close and return to site

Your closest match Next best match

Apple iPhone 7 Apple iPhone
32GB 6s 32GB
98% match 86% match

. - The Apple iPhone 7
32GB looks ideal.

Based on your answers, here's why:

. 12MP camera with optical image
+ ) stabilisation and 7MP FaceTime HD
camera

\ 4.7" Retina HD LED-backlit widescreen
display for watching TV and video

\ i0S phone with stereo speakers and
EarPods with a lightning connector

Show tech spec. W

Back to last question

Great alternative

Apple iPhone Apple iPhone
SE 16GB 6s Plus 32GB
81% match 77 % match

Your best matching plan.

Three Essential Plan

8GB Data
All-you can-eat Minutes
All-you-can-eat texts

< 24 months contract

Not Included:
X Personal Hotspot Allowance
X Feel At Home

Next
plan down|

£149.00

upfront cost

£42.00

amonth

Add to basket.

Learn more.

Start again

>

More
phones

>

Next
plan up



Pause & Resume

Online shopping

Women's New In

View this in my browser

urban outfitters

Men's New In
Sale

CONTINUE SHOPPING

Home New In




Pause & Resume

Facebook

./

& Your Memories on Facebook
Alex's Year in Review = Ken, we care about you and the memories K
2 you share here. We thought you'd like to look
e m back on this post from 4 years ago.

Miaoging Tan and Boyan Lin commeanted an this

u Miaoqing Tan updated hs probile pcture,
o

P B

= Taking you back to that moment




Pause & Resume

Progress

® UOl_ingo Home  Activity Discussion  Immersion memrise "" careyjaneclark ¥
Linked m PHOF!LE STRENGTH Span[Sh SklllS w UHQOt sore SpaniSh progress 3 1 Courses Languages > Chinese > Mandarin Simplified
All-Star ~ First 500 characters in Mandarin R
:, ‘ e S ' :‘: ':‘ 4 By popular demand - these are the first 500 character in the bz:‘:;:::;y
- order as defined by Patrick Hassel Zein
\\_ } @ 78 %P Q 33 Words Visit the course forum
Basics 1
m 350 /1000 in long term memory 124 ready to water ‘W& Leaderboard
’A& J\\ i : Niiros
i = IS Month | Altime
__] Phrases Basics 2 0/4 t"‘» = K '3 «_‘.,i :‘;—3;:, i )
90% profile completeness ‘ J:!E ‘ ‘ 2o [ notendore
Complete your profile quickly . Compete with your friends v Mol v v v v [ Knicks100...
é _‘] Import your résumé to bui'd a complete profile in : : ‘ This week This month All time 1o 'mm;‘::;:i:“o Plinyinof 4,528 SR=s0 Plyinict 26250 ath . 5959_1983
minUtes' Food Animals Plurals 5th - ?Pﬂ?‘ua""'
o You're alone, Rupichan! o o o o o o [ theladada
Add some friends to B (4 N (4 N N 4 DG4 b
Profile Completion Tips (Why do this?) _ compete with! ‘ ‘ ‘ o [ nuesesey
& Ask for another recommendation (+5%) 2 v v v v 50, [ ChareTruck
Possess. - | 51-75 Pinyin of 51 - 75 76 - 100 Pinyin of 76 - 100 101 -125 '
A | 25% profile completeness
Profile Completion Tips (Why do this?) : , =
® Add a posiion (+15%) PIZZA TRACKER
% Add your education (+15%)
% Add a picture (+5%)
% Add your summary (+5%) ORDER PLACED DELIVERY
& Add your specialties (+5%) ; .
& Ask for a recommendation (+5%)
YOU GOT ORDER ASSEMBLY - vour oRDER WAS BOXED FOR DELIVERY AT 12:37 PM
-> Clear next steps on how to YOUR LOCAL STORE: YOUR ORDER DETAILS: RATE YOUR DOMINO's
; Contact your Domina's with 1. Smail {107} Hand Tossed Pizza When your pizza arrives tell us how it was.
complete profile (as well as sl ol it S P e When your pizza artves
. . . . . | Chicken Kickers
highlighting benefits of doing so) 2282 Scuth Main Street 1) 2-Liter Coke % * * *
'34-332-111 STORE IERATE. 9 r 9 v
=> Fast track complete compared to
more detailed completion



Pause & Resume

Kindle

7:57 PM 70% @}

All Items Books Newsstand Docs - ShOWIng yOU progreSS on G” bOOkS (StepS) to
choose which one you want to resume

13% . % e R
| h The Babyi.

Legends of
i

(kfé-l(‘ e G f I ‘\é LL AL the Creation
./({: mees &:
/

PAMERICAN
GODS®
\

NI A WAL JERNINT ALRL ) NRIGH

CATCHING . A=
GEORGE R.R
TN |
MARTIN Somntoce

b e'3

Black Prism \ ) e —

o ‘ N
BRENT - A
WEEKS oLt < KINGS

‘\v'.
ASH

The Essence §%

CoERe e

The Counc
Monte Cristo

ESERT
JSPEAR'

RETH

R VBRI

e

PETER F. DRUCKER

SUZANNE

Device




Pause & Resume

ss0cs T 10:00 AM
= CONTOUR

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

Summary

5 O o pocket -

Pocket

#2 Low Tarce

o

p—

v]

Stybed Catx Tood for am Cnar Surrrae Advertue Suntairabie Tablo what's on

Onpdoce Move Namt

GCHQ use of Prism was legal

Features

¥l el

Linux Twitter Client 'Birdie’
say MPs Refines Look, Adds New

Chrome gets high-resolution
screen support on Windows,
too

Chromebook Sales to
Rise 300% This Year,
ASUS To Join the Fun

Sales of Windows PCs may be crashing but
Chromebooks are set 10 continue surging
ahead. Analysts are predicting that sales of
Chromebooks, powered by Google's Chrome
OS, will rise by as much as 200% in the later




Pause & Resume

End of promotion message

nnﬂﬂ Hurry, offers end soon.

Days Hours Minutes

We@

Pick up a SIM with 30GB data

and 600 minutes. Just £18 a
month.

Buy now.

12 month contract.



Pause & Resume

Overlay as hint tips (next best actions)

COMMENT MODE
Collaborate easily with your team and clients

NEXT

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



Pause & Resume

| feel like eating

N a

1N

restaurant

= FIND A RESTAURANT

SKILLS

| can  clean flats
deliver coffee
bake cakes

SET MY SKILLS

+Add & @ ...

| need someone to
clean my studio

apartmen today
It's pretty dirty at

Q Fix 126
P

BIZZBY IT

Summary

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

oscar

1-855-OSCAR-88 =] Get in touch

My zip code is 10012 and I'd like to cover me and my spouse -
I'm 32 years old and my spouse is 32.

My family makes $ per year.

There are 2 - people in my tax household.




Pause & Resume

Nike Run

il 4G 7T 10:04 AM 10:04 AM

223,578 ® Q

€ Just updated 2 mins ago

Week Month

Today

10:23

This Day

©4786° &

y Share >
a8 & Pause Run Lh ‘

cb(s@@




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

(c) 2014 www.girlinlondon.com

RESERVE ONLINE FOR FREE,
PICK UP IN-STORE

You can also reserve by calling 0345 640 1010
with the catalogue number, and store number



Pause & Resume

ag

Ft

¢ UNREAD MESSAGLS

ayt

bc
g
pp

cs

Slack / Whatsapp

#general & (B Q Search @ %
August 18th

6 new messages since 11:04 on August 18th Mark as read X

Reviewing cases where residents disagree with a fine, violation notice, or other
administrative decision made by the City of Philadelphia.

- Patrick Mulhern
= Also, link shorteners ftw.

£) Tim Wisniewski
¢

yep @patrick.mulhern it's a code violation notice e 2
youer' not the only one: https:/data.phila.gov/view/uex5-9rng
and that page has a link to dispute CVNs on it

g Patrick Mulhern 1
~u. @timwis Oh, | know what it is. The URL they put in the letter is bad. They need to update the template.

Thankfully, you guys handle the redirect correctly. Guess it's not a big deal.

August 19th

{fn) Amaurys Matos-Reyes 15:
joined #general. Also, @dan.call.phila.gov joined

Yesterday

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



UNUSED



MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry Elliott, you are on an @ Last time you talked to
. . o
upgrade journey for your device and plan. LU ot

0 Explore Your Needs @ Your recommended devices & Co mpare your choices Choose how to DUY
[ Phone Your Choice

Pixel Phone by Google Your preferences
128GB Very Silver Brand Screen Size Storage Budget
Shop for a
’ SV A
$759 ‘ ' 5.5"+ 64 gb ‘?8'3;} phone
Leasing: $40/month
Apple Google




MARK

2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry Elliott, you are on an @ Last time you talked to
upgrade journey for your device and plan. John M. in Oxford Street

Q Y.I(.D|CIC' Your Needs @ Your recommended devices & Compare your cholces Choose how to DUV
[ Phone Your Choice

Pixel Phone by Google Your preferences
128GB Very Silver Brand Screen Size Storage

Shop for a
$759 > o
; 5.5" 64 gb hone
Leasing: $40/month ' ¥ 9 p

Price change + $50 Apple Google




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry Elliott, you are on an @ Last time you talked to
- o . . f
upgrade journey for your device and plan. . o=

@ Explore Your Needs @ Your recommended devices & Compare your choices Choose how 1o buy

[ Phone Closest match for you

Pixel Phone by Google
128GB Very Silver

i 3759

+ 2 other choices View al

Your preferences
Brand Screen Size Storage Budget
’

; below
o e bigo $800

Apple Google




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry Elliott, you are on an @ Last time you talked to
. o . . f
upgrade journey for your device and plan. John M. in Oxford Street

@ Explore Your Needs @ Your recommended devices @ Compare your choices Choose how 1o buy

[ Phone Closest match for you

Pixel Phone by Google
128GB Very Silver

5759

Price change + $50

+ 2 other choices View all

Your preferences
Brand Screen Size Storage Budget
’

; below
o e bigo $800

Apple Google




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry Elliott, you are on an @ Last time you talked to
Upgrade jOUl’ney for your device. John M. in Oxford Street

@ Explore Your Needs @ Your recommended devices & Compare your choices Choose how 10 buy

0 Phone Ourrecommendations — View

Pixel Phone by Google : Samsung Glaxy 8 ’ Iphone 7
128GB Very Silver . 128GB Silver . 64GB Silver

$759 §732 | $§710

Your preferences

Brand Screen Size Storage Budget

- below
9.5+ 64gb $800

Apple Google




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry Elliott, you are on an @ Last time you talked to
upgrade journey for your device. John M. in Oxford Street

@ Explore Your Needs @ Your recommended devices @ Compare your choices Choose how to buy

[ Phone Ourrecommendations — View
Price change + $50 Out of stock

Pixel Phone by Google ' Iphone 7
128GB Very Silver ‘ 64GB Silver

$759 ' $§710

Your preferences

Brand Screen Size Storage Budget

" below
9.0+ 64gb $800

Apple Google




Save for later

Would you like us to send
you a summary of your
choices?

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

email

Continue




Save for later

Would you like us to send
you a summary of your
choices?

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

Continue




Save for later

Is this the phone number
we should use?

0783 456 6789

Continue




Save for later

Send a summary of
where you're at

Don’t worry we're not sending you crap

email text

Continue




Save for later

Are these the email and
phone we should use?

harry.elliott@demo.com

555-555-1234

Continue




Save for later

Is this the email address we
should use?

harry.elliott@demo.com

Continue




MARK 2

New customer
Pause journey



MARK 2 PAUSE AND RESUME Navigation | Pause journey

WIP

FIRST
THOUGHTS

Search

Devices

Plans

Accessories

Trade-in device

Port number

Coverage map

Scan item

Pause journey




Save for later

Is this the phone number
we should use?

0783 456 6789

Continue




Save for later

Send a summary of
where you're at

Don’t worry we're not sending you crap

email text

Continue




Save for later

Is these the email we should
use?

harry.elliott@demo.com

555-555-1234

Continue




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!




MARK 2 EXISTING CUSTOMER Colleague Shoutout | Drop-out reasons

STORE NAME COLLEAGUE NAME

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

Customer wants Product not Better deal Journey took
to think about it available yet elsewhere too long

Not eligible for Product out

. : Other reasons
financing of stock

Tablet error

Continue



Colleague Shoutout | End of journey message

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?




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Phone details

Pixel Phone by Google ©

5in stock

Pixel is the first smartphone exclusively created by Google. The
smartphone features a 5-inch Full HD display, top quality 12.3MP
camera, and unlimited storage for all your photos and videos.

Choose a color and memory size

¥ Add to basket




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Recommended for you

CLOSEST MATCH FOR YOU WE THINK YOU'LL LIKE EVEN BETTER

Samsung Galaxy S7 Edge Pixel Phone by Google Pixel XL Phone by Google

Better /<14 Bigger
camera screen
+$3.99/mo +£5.00/mo

36 hours 5.5inch 5 inch 12.3MP I 5.5inch 12.3MP

£37.00 $40.99 $45.99

Choose this phone Choose this phone Choose this phone




Pause journey (no restart button)

By clicking on pause
journey

Burger

menu

Confirm details
and permission

Saved journey
drop-out
reasons

Name the Saved journey
journey message

Y

Drop-out
reasons

Notify price might change, end
of promotion and for how long
journey will be saved for




Colleague Shoutout | End of journey message

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?




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



MARK 2 PAUSE AND RESUME

Customer Profile | Resume journey summary

Welcome back Harry

Oxford Street, 15/03/2017 ® You talked to John M. in Oxford Street

O Phone

Pixel Phone by Gooqgle Sams ung Glaxy B

128GE Yery Sives o D ""‘; axy o
d S d $732

Sanjey’'s new phone and plan
0 Phone

Pixel Phone by Google Iphone 7

Samsung Glaxy 8
J 128GB Yery Siver 28GE Siver GAGE Sikewr
"
$759 d S$710

BPlan

Super Plan
500 minutes 1200 texts 100

Better Plan Even Better Plan
O manutes 1800 texts 200 minutes 20000 texts
8gb per month 10gb per month

go per mon

$24.95 per month $34.95 permonth

12gD per month

945.95 permonst




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry

Oxford Street, 15/03/2017 ® You talked to John M. in Oxford Street

0 Recommended Phone

Pixel Phone by Google R BT ey '
128GB Very Silver & 5% dg $BOX

§759

Sanjey’'s new phone and plan @ You talked to Robert in Piccadilly Circus

0 Recommended Phone

Your preferences

Brand
Pixel Phone by Google

f>
128GB Very Silver ‘
soogle

§759

B Recommended Plan

Super Plan
500 minutes 1200 texts

8gb per month

32‘495 per month




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry

Oxford Street, 15/03/2017 ® You talked to John M. in Oxford Street

0 Recommended Phone

' Pixel Phone by Google
d 128GB Very Silver
$759

Sanjey’s new phone and plan @ You talked to Robert in Piccadilly Circus

0 Recommended Phone

Pixel Phone by Google

128GB Very Silver

§759




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry

Oxford Street, 15/03/2017 @ You talked to John M. in Oxford Street

0 Recommended Phone

Pixel Phone by Google

128GB Very Silver

$759

Sanjey’s new phone and plan ® You talked to Robert in Piccadilly Circus

O Your New Phone B Recommended Plan

Super Plan
500 minutes 1200 texts

Pixel Phone by Google
128GB Very Silver

$759 8gb per month
32495 per month

Your preferences Your preferences

Brand Screen Size Storage Budge Data Music

I




MARK 2 PAUSE AND RESUME Customer Profile | Resume journey summary

Welcome back Harry

Oxford Street, 15/03/2017 @ You talked to John M. in Oxford Street

0 Recommended Phone

Pixel Phone by Google

128GB Very Silver

$759

Sanjey’s new phone and plan ® You talked to Robert in Piccadilly Circus

O Your New Phone B Recommended Plan

Super Plan
500 minutes 1200 texts

Pixel Phone by Google
128GB Very Silver

$759 8gb per month
32495 per month

Your preferences Your preferences

Brand Screen Size Storage Budge Data Music

I




MARK 2 PAUSE AND RESUME Customer Profile | Choose journey

WIP

FIRST
THOUGHTS

X

A Pick up where you left off

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

Cancel

Resume




MARK 2 PAUSE AND RESUME Customer Profile | Choose journey

WIP

FIRST
THOUGHTS

R Pick up where you left off

Journey nhame Journey nhame

5 days ago 10 days ago
Tuesday 15/03/2017 2:35PM Thursday 10/03/2017 5:00PM

Tottenham Court Road >< Tottenham Court Road

You spoke to Roselle You spoke to Henry

Upgrade Upgrade

In your basket so far:
iPhone 7
Honeybee super plan

X
X
>< Mission: Mission:
X

Cancel

Resume




MARK 2 PAUSE AND RESUME Pause & Resume | Pause journey 2

Save for later

We just need some details

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.




New or Resume journey

Resume
Journey : : .
Welcome Screen g New or | Login Sgrgen g L|§t of paused Rgsumable Journgy Detall Basket Builder
Resume (New/Existing) journey(s) journey View
New -
Journey No journeys

available

New Customer /
Existing
Customer

View Profile

Choose Mission =
New Personal

Details

Log in Screen Device only Device & Plan Plan only




MARK 2 PAUSE AND RESUME Customer Profile | Choose journey

WIP

FIRST
THOUGHTS

R Pick up where you left off

Journey name Journey name Journey nhame

5 days ago 10 days ago 14 days ago

Tottenham Court Road Tottenham Court Road Tottenham Court Road

Upgrade Upgrade Device only

iPhone 7
Honeybee super plan

iPhone 7

Resume



