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() Internal and external in-depth interview
guides and summaries

() Journey phases and other pre-workshop
communication

() Virtual Journey mapping workshop, including
recordings from workshop

Graphic map representation of journey

Executive summary deck
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Overall Findings: Consistency is Key

Providing a consistent experience is
important to customers, which spans
multiple experiences and touchpoints in
customers’ overalljourney.

« Today, the Sales Rep/Customer Service are key
to providing consistency in the customer journey.
Since ExactTech does not have adequate
backend tools and resources to support a more
self-service model, Sales Reps spend more time
on non-growth activities. Therefore, when
turnover happens, it damages the relationship
and takes away customers’ single source of
reference,

« Due to how ExactTech assigns resources based
on business units/product lines, some customers.

have multiple points of contact. Focus on

making it easy for customers to contact

ExactTech without feeling like they are

interacting with different entities. Customers

want a more aligned “One ExaciTech”

Sales &
Education

Apprehension

mmo%ﬂ 5‘,‘35?‘3““’ Quick RESpanses
Easy o Locate Easy o N

£ SpiutionsAnfamaton ExaCiTech Wel
=
= Offe I
5 Technical Support el el
E ExactTech's knowledge
5 ahout Praducts

Abiity 10 Make Mon
with ExaciTech meegs

‘ s =

Ongoing
Relationship

nnayance Apprehensian

Trainingon Howto
Delivering the Full Grder Marketing Recagnitian
ety Install e,
orleieny EW«WMW (e'gs‘“ﬁ"
Inventany Stocking Easy to Read / Identfy Marketing Co-Op
Locations Labels Pragrams
Re Productin Praviging Progucts that Bringing Leads 10
Gacd Conditian Su m‘:ﬂ“m Cantractars (BES)




