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Personas

Journey
Management
Framework

Measurement Journeys

Cemantica covers the end-to-end CX
Program management cycle,
transforming from Journey Mapping Bopoitirities

to Journey Management.

VISIT OUR WEBSITE TO EXPLORE MORE Prioritization Solutions
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Functionalities & Settings

Cs_cemantica

> Home <

» Main Workspace .
Users Teams Transfer Ownership

Q. MNeed Help?

[ Add Folder

Package Seats Used Full Users Read-only Inactive Users
: Enterprise 22 20 / 55 2 9
Would you like to add users?
Expert 3 3/50 0 g
Simple!
p Standard 2 2 /50 1]
1. Go to Settings
2. Manage users
3. Add New User
4. Set up the User Type
(Company Administrator, | Manage Users |
Administrator, Users, Read- Q search
only)
Login Email Address Subscription [ User Type ] Active Activation
7 e jennifer@cemantica.com Enterprise l Company Administrator I Active [ @]
dl Smart Analytics
l @ Settings raphael@cemantica.com Enterprise Company Administrator Active &
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Functionalities & Settings

(7_cemantica

3 Home <

~ Main Workspace

activities.

r

Good afternoon, Esther

[ Access your recent ]

Q, NeedHelp? £ EE

@ Programs
& Personas
I Journey Maps ‘\Ar‘: Ask Alex £ Latest Integrations [I[“] Smart Analytics
€ Insights Create a Persona with Al S+ 2. & Visualize your data, in one place
47 Opportunities
Q Solutions Recent Journey Maps See More
& Actions
% Projects 2 mmuk E2E Customer Journey ” Mar 27, 2024, 16115 Current .
[ Add Folder
Cemantica home page! e s
Quinn Harper Paulina Ferna... Cisco
Healthcare Purchaser Phycologist Qa
{0 Deleted and Archived | OJourneys 0 Contacts | OJoumeys 0 Contacts
. dl Smart Analytics
The Dynamic
navigation bar will e
follow you wherever
you go in the system.
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Cr.cemantica
& Settings

Functionalities & Settings Wyorgnizaton | My Organization

Manage Users

Company Logo
Templates
R _cemantica
Configuration
Integration Center
Preferred Language | English
Before you start, get inspired [ sampte o |
from our Sample Data with Subscription
examples pfjogrney maps » cemantica
across various industries. * s (
Enterprise « Vi Worepace Your Journey Maps
1. Go to “Settings” then “My Sl [ Sample data |
organization” and then Pacass [;:”:; ]
activate / deactivate your Expert Py N — N
sample data. 2 Osportunes
® Deleted and Archived Package e O Credit Cards Customer Joumey - Detalled (CX sample) '}:
2. You Will see Samp|e Mapsl 1N St Anpkytics Standard ;::: a Credit Cards Customer Journey - Detailed (CX sample) &
Personas, Opportunities etc., Lo ses | . . S — 3
appearing in your different . e oo ey s g

folders.
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# C_cemantica Needhelp? A° PB

I Folders é)
<

® Cxprorans Journey Maps
M 1"
, liti , Navigate to the “Journe &, personas
F 1) M
unctlona ItIeS & Settlngs Maps Space and CIICk On _’UJJJourneyMaps
1" 1)
o L
N eW J O u rn ey M a p ° @ Opportunitics D Map Name ~ Personas State Last Updated
©Q Solutions
C] U:_ Cemantica Demo Customer Journey - Detailed ” Current Mar 12, 2023, 17:15
G Actions List
D Credit Cards Customer Journey - Detailed (CX sample) & Current Jun Q9, 2023, 13:52
D E Distribution Customer Journey - Global - (LO) Current Mar 02, 2023, 21:03
D a Employee Journey Map (EX sample) Current Mar 03, 2023, 12:24

A /Zcemantica

& Folders %
(& < Back

@ CX Programs

2 Personas

(l Of 2) I Journey Maps Welcome to the map creation

B Sample Data 47 Opportunities

In Cemantica, you have 3 ways to

Create a neW jou rney: @ Settings 7 pensLs [ Cemantica Templates ]0rganization Templates
1. Copy an existing journey —
2. Create a journey from an existing

Cemantica template /2> =
3. Create a new journey from scratch ( Select the “Detailed maps. —
With the “QUiCk Sta rt" Wlth SWImlaneS already _,_.| Sets of universal swim lanes to

p re- p (@) p u I ate d (yo U can guide you in building a structured

. Journey Map for detailed journey...
always delete or modify o A
them).

Start with a blank journey map or select the template that suit your needs

Q Solutions

% Quick Start

O Trash Bin

Service Blueprint High Level

A diagram that displays the entire Map your journey with a high-level
process of service delivery illustration of your customer’s
reflecting backstage activities interaction points

Preview Use Preview Use

U:, Ce m a ntica | info@cemantica.com www.cemantica.com

Preview Use

In this “Quick Start Guide” we will focus \.
on creating a Journey from a
Cemantica template (Detailed map).
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mcemantica MNeed help? Q' PB

{0 Home L4 < Back

~ Main Workspace Build a customized Journey Map

@& Programs

& Personas
9 00 Journey Maps
€ Insights Journey Map Name (7ecuired)

Give your Journey Map a
name, description and
state.

First, complete the basic information

Functionalities & Settings

«7 Opportunities Customer Universal Journey - LO

© Solutions Description

& Actions

+ X
+
* X
% Projects
—
[ Add Folder ) '
State
Current o

¢X\¥)

@ Deleted and Archived Adding Personas
o
ol Smart Analytics "’;;+ ey
8 Settings e
— Now, choose the Related Personas for this Journey Map, or one can be randomly assigned by Alex.

v Create your journey, give it

a hame, associate a Q sewen

persona profile and you @
dalre ready! Choose or create from

scratch your Persona
profile (all information »:
Amelia Schmi... Dirk Bekker (... John Davis (...

v Your ma p W| | | 3 p p ear | N a inside the Persona profile e - G = G m el

f d | is not mandatory). [r— VAT [ (ST I ——
ew seconas! | |
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7_.cemantica

(O

C7Z_cemantica Q  Needhelp? QA EE
? €& Journey Maps / My map o L e $
) A
My map Details
= Add Tag
Stages ‘ Mew Stage ‘ ‘ MNew Stage ‘ ‘ Mew Stage ‘ ‘ New Stage ‘ ‘ Mew Stage ‘ ‘ New Stage
o
=
Stage
1 Description
© .
- A Lcemantica Need help? £ EE
% > & My journey map / Dirk Bekker (CX sample) ’ ® & £
Dirk Bekker (CX sample) Sentiment Index e
Lawyer ®35 @37 =)
) - v 4
Coming Soan
Persona Profile Relationship Empathy Map
Interactions Details Background PersonalityType
H < Dirk is a lawyer in the field of health claims. He spends his day receiving requests of patients Guardian
Add TOUChpD int e s 5B to sue institutions and performing at court
o Age 35
E Location Munich, Germany
Needs
Gender Male
A simple way to locate medical records and contact the doctors holding these records
[ Add Field
T Text Box [
i= List Items 7
Bectations
G Image Box ExXpeciations
= Sliders EMmsseswlthmlnlmumwﬁtgmbammsﬁeps
¥ Rating
© Tags
@ D i
- emographics
® Quote
v} N
KEl Add Section )
@

info@cemantica.com
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Functionalities & Settings

7Z_cemantica

Q  Needhelp? 4 EE

>

[

v' Ildentity your stages
within your Journey
Map

v Provide a
description and
image for each
stage

7_.cemantica

&« Journey Maps / My map

Details

Stages

‘ ‘ New Stage ‘ ‘ New Stage

Stage
Description

A A

Interactions

Collapse Interactions

Add Touchpoint Add Touchpoint Add Touchpoint Add Touchpoint

Add Touchpoint Add Touchpoil

| info@cemantica.com www.cemantica.com
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Functionalities & Settings

v" Click on “Add
Touchpoint”

v Select one or multiple
Touchpoints

v' Manage, edit and
customize your
Touchpoints

(Only for Admins)

Cr_cemantica

Social Media (11)

‘ ‘ Mew Stage ‘ ‘ MNew Stage ‘ ‘ MNew Stage ‘ ‘ MNew Stage ‘ ‘ New Stage
- - - A
[ Edit Touchpoint ]
[ Touchpoints ]
i Touchpoints ~
. [ Add Touchpoint ] ¢ Libraries | Touchpoints
Cisco
(& New Touchpoint l Q. search
Collapse Touchpoints
@ ‘ Q. search for a Record ‘
n All (85)
Cemantica lﬁ 3rd Party [ﬂ Advertisement la Agent
Sentiment Cemantica (1)
Chart || ©@ Bank transfer
ieation Communication (34) [[j] Application [d;_’;_l Article ['ﬁ‘ ATM
. Cisco
:] {af Point of sale Custom (2) l@ Bank transfer [l’m Blog ln Branch
C] % Phone Finance (5)
3 & Email l['_‘l Broadcast media [ﬂII Brochure l@ Call Center
General (2)
Fax
D ® Health @) lg Cart [i Cashier lD Chat
ealthcare
21 All touchpoints
Human Resources (11) la Chatbot [@ Comparison sites [l;l Customer portal
Retail (5)
[Q Delivery [@ dfddgd o | Doctor
Sales & Marketing (6)
lS Email [9 Employee Portal l Event

7_.cemantica
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Functionalities & Settings

Go to the three dots of your
Touchpoint and hit “Edit
Touchpoint”

Describe the action of your
customer on the Touchpoint
selected, identify the Sentiment
Level of your customer etc.

List your Insights (Gains, Pains,
Findings, Company Insights)
Create Opportunities, Solutions
and Actions linked to your

Touchpoint

7_.cemantica

Cr_cemantica

T < Journey Maps | My journey

MNew Phase [ New Stage
Touchpoint:

@ Website

—

‘ ‘ New S Main Route - Allernalive Route -

Vo

|
l Describe the action on this touchpoint ]

. Cisco

Collapse Touchpoints

# Add Touchpoint

¢ Edit Touchpoint

Stage
Description
& Personas . Cisco
[ B Sentiment Level . ]
i Departments ®  [M Select Departments
l Insights (2) " Opportunities (0) ' l Solutions (0) 'I Actions (0) ]
i Touchpoints @ Add Insight

Page loading issue

—_—Ciseg === Cisco Vol
5

{®) Change Touchpoint
] Delete
(D Duplicate

I Stickers

-@  Great content
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CrZcemantica

= 4 Journey Maps | Master cook E2E Customer Journgy (Demo)
. - : ﬁf Master cook E2E Customer Journey (Demo)
Functionalities & Settings

Q MNeed Help? 4 EE

Stages | Awareness ‘ | Research ‘ ‘ Purchase ‘ ‘ Delivery | ‘ Use | | Post Sale | | Advocacy |
Gains ~
|| The Home Page is colorful and [] The site looks rich in content. [ Email notification received right [| Choosing the delivery [] Clear instructions. Good result [] The support email was visible [] The brand stands for its
inviting to read more Loading time of the pages is after purchase with the timeframe is very efficient immediately on the website promise for good quality and
good attached invoice & great reactions from friends...
&d 3 ® emai &
3 3
@ Website m m
m ["| Beautiful colors. Easy to wash. m
[ Email template is neat and [ Itis convenient to be able to Friends love it ] The phone is immediately
clean [ ] Store is well ordered containing select the timeslot by yourself visible on the website. The [] The quality is good and the
a large variety of products. (| Kind and efficient service. No = Social Network w music played while you are... reputation on the market and
& Everything can be ordered wit... waiting time to pay & e s among friends is well...
3 & % _Social Network £l
(] (]
Create additional = -

[ The site falls on the bottom of
the search list when looking for
cooking recipes

[ The offers are not personalized

&

[ Many clicks to get to the
desired product. There is too
much information on the Hom...

3

“Insight” swimlanes that
you can rename and
classity your Pains,
Gains, Company
Insights, Findings etc.,
however you want
them to appear on your
map.

@ Website

3
Pain)

|| Prices are expensive. Not
enough products in-store, many
things need to be ordered

= Point of sale

3

Pain

[ The shop is often empty,
because it looks too expensive

&

[ | Seems that support is not that
effective

@

You can also drag and drop inside
the Swimlane.

7_.cemantica

[ ] Too many clicks to perform the
purchase. The order screen can
be improved in terms of LI

[

[ ] Didn't receive an email after
purchase, you have to
subscribe before you can...

S

[ | There are not many products
on the shelves themselves

b

£l

[ ] The timeslot is too large
obliging customers to block a
big chunk of the day

[ Downloading an application +

[ ] It takes time to find the recipes
on the website, they don't pop-
up easily. The search doesn't...

b

& Website

d
(Pain]

[] This activation process was

doing the registration is a bit time consuming and not very
slow as a process practical
& (o

12

Pain

|| I'couldn't figure out on the
website how to schedule the
delivery, so had to call the...

&

[ ] It took 3 days to get an answer.
There is no confirmation email
that the email was received a...

h

B Email

[ I'waited 20 minutes on the line.
The service representative
didn't have the answer...

[ The account creation process
was too long and there were
too many details to fill on the...

h

&

@ Website

info@cemantica.com

[] You can't afford much as it is
too expensive

| | Prices are not affordable for
young families

&

El

= Social Network

www.cemantica.com
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Functionalities & Settings

v View the Personas’
Sentiment Level in each
Stage aggregated from
each Touchpoint
Sentiment Level across the
entire journey

Compare it with the
Sentiment Level provided
by your customers via VoC
data

(Automatically generated)

CrZ_cemantica

& Journey Maps | Master cook E2E Customer Journey (Demo)

Q. NeedHelp? £ EE

Stages Awareness Research Purchase Delivery Use ‘ ‘ Post Sale | | Advocacy |
XM Qualtries Integration S+ Sandsiv Integration 4" Survey Monkey Integration [# Manual Feedback Data
@ Website « Social Network T Point of sale = Word of mouth
Mar 28, 2024 Mar 28, 2024 Mar 28, 2024 Mar 27, 2024

Sentiment Map £

@ John Davis (CX ...
@ Maria Arcano (...

—— John Davis (CX sanple:l[ === John Davis (CX sample) VoC ]

5

7_.cemantica

Personas - The Persona’s sentiment level for this specific map.

VoC - Sentiment levels based on data from real customer
feedback.

(Only activated with the “Enterprise Package”).

| info@cemantica.com www.cemantica.com
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The following features are only available
in the “ EXPERT Free Trial ”

Cemantica | CX Platform Pricing

info@cemantica.com
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CZcemantica

> €& Journey Maps / Distribution Customer Journey (CX sample)
FUNCEIONa T S & SN g I R —
@ Distribution Customer Journey (CX sample)
(] High Value x Add Tag
& !
Stages Discovery Consideration Selection ] [ Order
)

Opportunities

J

v Create the global
Opportunities that result
from identifying the
various painpoints when
mapping the interactions.

You can access the

Opportunities from the
map directly or via the
menu on the left side to
prioritize them.

VOC data integration, Analytics, and ROI module are not
available with this free trial.

Contact for more details.

7_.cemantica

Paper catalogue delivery Cross-sell / up-sell recommendations

Add a guided tour in the selection
process

Encourage customers to use the
digital channels

In progress ® MNormal L Q In progress = Low 15 O | o
' | m New & Normal iy = Mew @ High wAY,
Recommendations engine Product fact-sheet
'''''''''''''''''''''''''''''''''''''''' Competitive analysis reports Push the web orders to the ERP
B Mew © Low
____________________________________________ ] =
[ New opportunity item
Q  Default View v O %= R
D Subject Priority Journey Map Owner Due Date Status Quick ... Customer Va...
() e dobbetay e gy s | G @ eeee
D New opportunity without journey map . Low . l 09/07/2023 l - 00000
D ‘Check in’ courtesy calls ‘ High Happy Journey . l 09/15/2023 l In pro... C) 000D
D Change Tablet . Low Happy Journey EH l 09/04/2023 l - C) eee O
D Change Tablet . Low Happy Journey EH l 09/04/2023 l - C) 'YX Yais)
(] Change Tablet  Low Happy Joumey R l 09/04/2023 l  New » see
D Check in store . Low Happy Journey EH l 09/04/2023 l - C) 00000
D Check in store . Low Happy Journey EH l 09/04/2023 l - C’ 00000
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CrZcemantica Q Needhelp? O EE

£

H 1 = :
@ fome Solutions o o= u
I Folders

Functionalities & Settings o s Soluton anw B
rograms

2 Personas C] Subject Journey Map Type Groups Owner Status Last Up
o J M Empl ntation (EX Empl J Map (EX

ourney Maps D s:n?pc::fe persona segmentation s:n?pc:::e ourney Map % Nice To Have . T Sep 06,
%7 Opportunities

© Solutions |

Employee persona segmentation (EX sample)
(3] Add Tag

B Actions List

l General l Impact Rating

ldeate “Solutions”

‘ Employee persona segmentation (EX sample)

Build your business case and R gy ¥
describe the impact of your ot s

Employee centric DNA program will impact collaboration and will break silos. Organizational units will work - On-boarding of new employees will be done via an application with a checklist of tasks that need to be
in communities supporting each others done as part of the process - The retire process will be adapted to every persona profile impacting the
team that will handle the off-boarding - a new HR organizational unit will be setup to take care of

In progress

solutions
: . General Impact Ratin
Connect your Solutions to _. :

mU|t|p|e Opportun|t|es 17 Quick Win % Nice To Have & Complex Project P4 To Avoid

Number of customers affected Cost of Implementation

X JeXo¥e @0 000
Cost Benefit Analysis model T Aaa Gomment ® Show Comment

Rate your solutions with the

U:. Ce m a ntiCa | info@cemantica.com www.cemantica.com
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C7_cemantica

>

& Journey Maps |/ Distribution Customer Journey (CX sample)

Functionalities & Settings @ m

Distribution Customer Journey (CX sample)
High Value x Add Tag

o

@

Stages [ Discovery H Consideration H Selection H Order H Invoicing

B Web ads ~ [ AUU TUUCTTPUITT I A0 ToUucnpoint

Do

©

v Create your list of actions

Actions List I _ o o o o
Catalogue delivery (CX sample) } Website performance (CX sample) } Storage management (CX sample) Order format (CX sample) Trigger for invoice sendin

"""""""""""""""""""""""""""" sample)

= Done © Low B Stuck ® Mormal

v" You can access the

] Actions List o =

[ New action item

Actions from the map

[ New Action Item

d i re C t |y O r Vi a t h e m e n u C] Subject Priority Due Date Owner Status Journey Map Groups
O Chatbot support " Normal l mm/dd/yyyy l . -
O n th e | eft S I d e tO O Action that will be archived  Low l mm/dd/yyyy l EH - Happy Journey
. o, o C] Action that will be archived . Low mm/dd/yyyy EH - Happy Journey
prioritize them | |
C] Action that will be archived . Low l mm/dd/yyyy l . - Happy Journey
[ Action that will be archived . Low l mm/dd/yyyy l . - Happy Jaurney Website revamp | | Omni channel st
. . C] Club membership . Normal l mm/dd/yyyy l EH - Happy Journey
Can be connected to your internal Project Management tool
(JIRA, monday.com and more) — Contact O cusmembarsip ® oma mmilyyyy e R e
fOI’ more detal IS) . [ ] Clubmembership ) Normal l mm/dd/yyyy - Happy Journey
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C7Zcemantica

O Home <

v Main Workspace YO u r P ro g ra m S

® Programs

New Program
& Personas
(0 Journey Maps
rog ra m & Insights

% Opportunities

m a n a e m e nt Q SO]UHO”S
% Actions

Credit Cards CX Program (CX Distribution CX Program (CX sample) Employee Experience Program (EX

% Projects sample) sample)
Add Folder m
> Jen o 2 .f\'__;‘ ) & ~::' (a1)

Healthcare CX Program (CX sample) Insurance CX Program (CX sample)

Deleted and Archived

po

po
a
N

ol Smart Analytics
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Check our
Learning

Learning

Develop your customer

space for experience with our
free CX

CX

© Constantly updated program of Lessons, Bootcamps and
Masterclasses

© Cemantica CCXP experts and respected partners share best
practices

v ‘
www.cemantica.com/learning
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Thank you
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