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If you want to create products and services that provide real value, you should first identify
touchpoints—areas where business and customer needs intersect. This practical book shows you how. Using
various mapping techniques from UX design, you’ll learn how to turn customer observations into actionable
insight for product design.

Author Jim Kalbach, Head of Customer Success at MURAL, introduces you to the principles behind
alignment diagrams—a class of deliverable also known as experience mapping—using several examples.
You’ll learn how to visually map your existing customer experience, based on user research, and
demonstrate how and where customer perspectives intersect with business goals.

Using alignment diagrams, you’ll not only be able to orchestrate business-customer touchpoints, but also
gain stakeholder support for a product or service that provides value to both your business and your
customers. This book is ideal for product managers, marketers, customer experience professionals, and
designers.
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From reader reviews:

Mona Savoy:

Do you have favorite book? If you have, what is your favorite's book? Book is very important thing for us to
learn everything in the world. Each guide has different aim or even goal; it means that e-book has different
type. Some people sense enjoy to spend their time to read a book. They can be reading whatever they take
because their hobby will be reading a book. Why not the person who don't like studying a book? Sometime,
man or woman feel need book if they found difficult problem or perhaps exercise. Well, probably you will
want this Mapping Experiences: A Guide to Creating Value through Journeys, Blueprints, and Diagrams.

Tom Johnson:

Have you spare time for the day? What do you do when you have a lot more or little spare time? Yeah, you
can choose the suitable activity to get spend your time. Any person spent their spare time to take a walk,
shopping, or went to often the Mall. How about open or even read a book called Mapping Experiences: A
Guide to Creating Value through Journeys, Blueprints, and Diagrams? Maybe it is being best activity for
you. You realize beside you can spend your time with the favorite's book, you can wiser than before. Do you
agree with the opinion or you have other opinion?

Ariane Gray:

Do you really one of the book lovers? If so, do you ever feeling doubt if you find yourself in the book store?
Make an effort to pick one book that you never know the inside because don't evaluate book by its deal with
may doesn't work the following is difficult job because you are scared that the inside maybe not because
fantastic as in the outside search likes. Maybe you answer is usually Mapping Experiences: A Guide to
Creating Value through Journeys, Blueprints, and Diagrams why because the wonderful cover that make you
consider with regards to the content will not disappoint you actually. The inside or content is definitely
fantastic as the outside or perhaps cover. Your reading 6th sense will directly direct you to pick up this book.

Herman Pendergrass:

What is your hobby? Have you heard that question when you got pupils? We believe that that query was
given by teacher to the students. Many kinds of hobby, Everyone has different hobby. Therefore you know
that little person including reading or as looking at become their hobby. You should know that reading is
very important in addition to book as to be the issue. Book is important thing to include you knowledge,
except your current teacher or lecturer. You find good news or update about something by book. Numerous
books that can you choose to use be your object. One of them is Mapping Experiences: A Guide to Creating
Value through Journeys, Blueprints, and Diagrams.
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