CityNexus - Contextual Future State Customer Journey Map

an Actors: Office Tenant, Team Members, Team leader, Decision Maker (CDL admin)

Scenario: Booking of a meeting room

STAGES

STEPS
Sequence of events,
linear and/or non-
linear and/ or
cyclical
(Factual, As-Is)

ACTIONS /JOBS TO
BE DONE
What steps the
actors take.

EMOTIONS
How the actors feel

THOUGHTS /
PAINS
What the actors say
or think

WITHIN / OUTSIDE
OF CN APP

DIGITAL
CAPABILITIES /
DATA
INTEGRATIONS

IDEAS /
OPPORTUNITIES
FOR CN FUTURE

STATE

Tom wakes up on a
Monday morning. He is
scheduled to work in the
office this week.

Wash up Have breakfast

“When was the
last time | went
back to the
office?”

“Feels strange to
be wearing my
shirt and pants.”

Push notifications e.g.
“WFH is no longer the
default arrangement

Push notifications
({3 Q
starting today. Are you S Headmg to
one of those people
heading back to the
office?”

work? Looking
good!”

Getting ready / travelling to work

While on the train to work,
Tom receives a WhatsApp
message from his leader
asking him to book a
meeting room today.

Received
WhatsApp
message while
using the phone

Taps his phone on
the MRT gantry to
take the train

Sends message to
Tom

“Not sure if the
rooms will be
booked now

people are back.”

“This is quite a
sudden notice.”

“I'm eager to
check in on my
whole team now
we are all back.”

Alights at Raffles Place

MRT. Walks to his usual

coffee stall to order his
usual coffee.

Join the queue Orders coffee

Make payment Wait for coffee

Collect coffee

“Nice, there’s a
couple of new
shops that opened
at RP basement.”

“There might be a
queue now that
people are going

back to the office.”

Order history and Option to deliver

or self-pickup

repeat purchase

Entering the office

Accessing the office
building via the
turnstilles.

Opens app for the
first time in
months

Join the queue

Uses physical
access card to get
through the
turnstilles

Abandons queue

“Been some time,
almost forgot |
cannot just walk
into the building.”

“How do | find the
QR code again?”

“I'll just use my
access card, |
always put it at
the same pocket.”

Automated /
Facial recognition
/ Beacon Tech

Takes the lift to the
office unit level.

Taps access card
on the lift Selects the floor
interface

Looks out for the
lift car alphabet Enters lift
assigned to him

Taps access card

Exits lift to enter the office

“I will use my
access card since |
already have it on

hand.”

Select date and view
all meeting room
options

Use filter option
(capacity, floor,
time)

Select date

“Quite hard to
read the small
white texts on the
black background.”

“I have a specific
time in mind.”

“Are these photos
of our actual
meeting rooms?”

“Almost missed
the filter icon””

Improve interface

to suit user’s
mental models

Select start time and
end time for a
specific meeting
room

Set start and end Click on CTA
time “Book Room”

“Not quite clear
that orange means
not available.”

Offer rooms SUgegst

nearby / suggest
alternative rooms

alternative times

Add other requests
(if any) and confirm
booking

Check team
members
availability /
double booked on
other rooms

Add team
NENLESES
meeting room
occupants

Performing the Booking

Legend:

Actions Actions
Office Team
Tenant Member

Emotions (Office Tenant)

Wait for approval (?)

Send Access code

to team members

Actions
Team Leader

Emotions (Team Member)

Actions 0
. Touchpoint
Decision (Office Tenant)
Maker

Emotions (Team Leader)

Touchpoint
(Team Member)

Touchpoint
(Team Leader)

Emotions (Decision Maker)

Touchpoint
(Decision Maker)




