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Rail Europe Experience Map

Guiding Principles

People choose rail travel because it is

convenient, easy, and flexible. travel process.

Rail booking is only one part of people’s larger

People build their travel plans over time.

People value service that is respectful, effective
and personable.

Customer Journey

STAGES Research & Planning Shopping
Y Emor mp" " Review rares :
RAIL EUROPE Research destinations, routes and procucts g z z
Seie*' passies)
Destination Lock up
b / \ tima tables
( )
\ raileurope.com ,;' ans chat for
Plan with Map itinerary ‘ Questions
interactive map ifinding pass)
DOING
Blogs & Kayak,
Travel sites [0 - gompare
57 airfare
friends Research
hotels
eicas, bul ' wilkng to pay a

THINKING ueh time shoulkd IAwe spend in each * How much wil my whels trip cost me? What are my

or site seeing and actiitias? trad-ofk R

* Are there other actuities | can ade 1o my plan?

Booking

i Paymant
: cptions

—

May call if
difficulties
oceur

\J

shippirg?
.

S, PESSes and resenations
1 this buoking o | den't peay more

e is Nat answ nnq the phona. How

Post-Booking, Pre-Travel

Wait for paper tickets to amive

XX /Q\

Print e-tickets \,_/
at home Paper tickets
arrive in mail

* Do | have everything | need?

* Rail Furope website was easy and frisndy, but
wihen an issue cams Le, | ool 't get halp.

* What vill | do if my tickets don's ardve in time?

VaYaw
Travel Post Travel D

i " gnare exmlien*e
Actwities, unexpectad changes i I
H I‘ollox e cm mﬁmds ror bookng chaﬁges

Share
E-ticket Print _—_ photos
& Station S
Get stamp 4 \
I1 for refund [
\\ '1_\‘ L
| )
A\ _
i Shars ™
experence
Buy ;t:‘dl:;onal (reviews)
ickef
View '\(‘ veb]
{ webhy
maps | [ ] | 5558
N A s
- {
Lookiiip B cznaﬁxn
timetables Arrange sctiviies Request Meail tickets
travel refunds for refund
o | just figurad v

WJ mire tr
Y love these ghotes!
lore routes and availability

* I'm excited 10 g n Eurcpe! « It's hard to trust Trip Advisor. Evaryone is

* Wil | be abla g lean? 50 negative.
FEELING « What it | can't altord this? . g track of all the dferent procucts
* | don't want to make the wrong choce. is confusing.
* Am | sure 1l the trp | want o take?

expenence is easy and frienciyd

and which are peger tickets

. ad to not krovs socnar aoout
lickets are eTickel
Not sure my tickets wil arrive in tims.

* Strassad that I'm about to leave the country
and Ral Euroge won't answer the phone,

© Frustratad that Bail Euroge won't ship tickels
to Europe

* Happy to

seive miy tickats in the mail!

g vulrerabils Lo be in an unkecwn place n
le of the night
tran wien't anive on tme for my.

© Excited to share my vacation story with

h
* Strezeed

ar qo‘,weJ 1o be dealing with tickat rafund
issues when | just got home.

ant 10 show us argund & fun,
cig

ssrendlpitcus, e

EXPERIENCE

Helpfulness of Rail Eureps Helpfulness of Rail Europe

Opportunities

GLOBAL
Communicate a clear value Help people get the help they Support people in creating their
proposition. need. own solutions.
STAGE Inie) vist STAEES: Clota STAGES: Giobal
Make your customers into better, Engage in social media with

more savvy travelers. explicit purposes.

S1ALES: Gioval STACES: Clobal

adaptive patt 2 © Tokyo Online University

Helpfulness of Rail Europe

PLANNING, SHOPPING, BOOKING
Enable people to plan over time.

STAGES: Fienning, Sieppng

Rail Europe

Helpfulness of Rail Eurcpe

Helpfulness of Rail Europe

Rall Europe

Helpfiiiess of Rail Europe

POST-BOOK, TRAVEL, POST-TRAVEL

I the paper ticket Accommodate planning and

Visualize the trip for planning Arm with il
and booking. for making decisions.

ETAGEES: Patnng, Shopping STAGES: Shoppnn, Boclirg

Connect ingand  Aggreg: ipping with a
booking on the web, reasonable timeline.
SISEES: Fenrirg, Sheppng. Baoking S14GE! Backirg

Information

sources

expeﬂence booking in Europe too.

STAGES: Peet-Booking, Travel, Poei-Travel STAGE: Traviling

Communicate status clearly at
all times.

Proactively help people deal
with change.

STAGES: Post-Rocking, Pt Traud

Unear Mo near, but
mrcess time tasad

Experience Map for Rail Europe | August 2011

STAGES: Podt-Baoiing, Travdng

O:

CIMODA

Vavaw

Rosenfeld Medialc
KD
https://commons.wi
kimedia.org/wiki/Fil
e:SD053-
_Figure_5.14_(846
2249080).jpg ,
2013, CC BY 2.0
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Service Blueprint for Seeing Tomorrow's Services Panel
find out more: http://upcoming.yahoo.com/event/1768041

1 8 8 1 0B

Physical Blognbsia ‘Event WEJmme email  Welcome Welcome pack  Displays Twitter monitor ﬁheaway.r
evidence rgglstraﬂon signage

Upmmng.mm mnﬁrmatron
H
i
I

Attendee
actions

LINE OF INTERACTION

Front-of-stage
interactions

LINE OF VISIBILITY

interactions

brandon schauer(C k3K

https://commons.wikimedia.

org/wiki/File:Service_Design
_Blueprint.png

CC BY-SA 2.0




TIME

EVIDENCE

CUSTOMER
JOURNEY

LINE OF
INTERACTION

FRONTSTAGE

EMPLOYEE
ACTIONS

TECHNOLOGY

LINE OF
VISIBILITY

BACKSTAGE
ACTIONS

LINE OF
INTERNAL
INTERACTION

SUPPORT
PROCESSES

16

SERVICE BLUEPRINT Example

5-25 mins Brovsnsennsrcnnsnnnnnnsanas

Website Retail location
Store signage

Appliance signage

Visits website % Visits store,
browses
appliances +

sales

Welcomes to
store

Support chat

Employee's name tag
Product description
Price tag

Discusses features, % Makes purchase

price, availability,
with salesperson

Checks inventory
and delivery times

A

Credit card
Store reciept

M

Provides
delivery time

A

5-12
days

35

seconds

Notified of
delivery ETA

Automated
call with date
of delivery

20-32 mins

Appliance
Delivery reciept

Appliance
delivered

Responds to
chat questions

Analytics logs Foot traffic
visitor scanner

© Tokyo Online University

Inventory manage-
ment system

M

Payment
process

a Point of sale Fullfillment
system queue

Appliance
distributor

Accounting

—

3rd party
delivery service

NN/g

{88 . N/N Group,
https://www.nngroup.c
om/articles/service-
blueprints-definition/
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SERVICE BLUEPRINT 707

A diagram that visualizes the relationships between different service
components (people, props, and processes) that are directly
tied to the touchpoints throughout the customer’s journey.

EVIDENCE

CUSTOMER
JOURNEY

LINE OF
_____________________________ - = = ' INTERACTION

FRONTSTAGE

EMPLOYEE
ACTIONS

TECHNOLOGY é

N LINE OF
VISIBILITY

BACKSTAGE
-
ACTIONS -

LINE OF
—————————————————————————————— INTERNAL
INTERACTION

SUPPORT > i N/N GFOUp, . .
PROCESSES https://www.nngroup.com/articles/service-

18 © Tokyo Online University NN/g blueprints-definition/
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SERVICE BLUEPRINT Additional Elements

ST

FALTA>

RF (BEDY—EXRHAID)

KENZ{ED FeXx=

{88 N/N Group,
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