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Digital Transformation Program

CONTEXT

The company Fast & Move works in the railway sector and it is a Transport
industry leader.

They manage both long haul and regional routes, working on two different
business lines.

During the last years, new competitors are born and entered the market.
The difference is that the new competitors work on only one specific
business line providing targeted services for their customers.

In addition they provide also alternative transport services (e.g: Flixbus,
Blablacar, etc.).

Fast & Move has decided to hire you to define a medium-long term strategy
in order to maintain its leadership in the sector and also manage to attack
the new emerging markets.



What should you do?

Define the Persona you are analyzing, his/her general needs and Pain Points

Define initiatives that aim to improve customer experience

Design a Customer Journey (for Long haul or Regional passengers) that show:

« The steps that involve the passenger in the interactions with Fast & Move (considering the initiatives
you are proposing)

« Adetailed description of the step

« The emotional curve

« Adescription of the emotions experienced by the client in all those points where the emotional
curve reaches the enthusiasm



Result to Show

You have ~ 10
minutes to show
your results

The Persona characteristics, needs and pain
points

The initiatives you want to propose,
highlighting their strengths

What are the main moments of the
Customer’s Journey where your initiatives
have the greatest impact

A Plan that shows “when” and “how” you
want to develop your initiatives: try to justify
it with numbers and metrics (eg: costs,
economic benefits)
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How to build a Customer Journey

Some suggestions on how to think and build a customer journey in the proper way

To BE - Customer steps: These are the moments of interaction between Business and the Customers.

O

& Pain points: These are the critical aspects that each phase inevitably brings with it.
N Which activities, actions, operations could be changed with a focus to improvement?

Initiatives: All possible solutions in terms of options that support the Journey and that will shape the strategic roadmap.

©

Touchpoints: Interaction channels between the business and the customers according to the new initiatives.
Think out of the box and from different perspectives ( A Digital touch is appreciated)

®



Persona Description

Deloitte.
Digital

I would like to have clear information on
the delivery status / times of my car.

I need an efficient and fast service. Tn“c“
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[ need an efficient experience,
without wasting time.

7

PAINPOINTS | ;O NILT
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adlml l. many and | lose a lot of time t:)hf;r: wl."' PnSSIB“
- SEASONAL NBT

There are too much information on |
internet about the car rentals.

34 years old, young business man, he rents
. I am forced to call because | do not
for his personal usage know how the car is delivered. | | ECOIMMErce & Store




To be with Option On

As is with Option Off
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DISCOVERY

| did not expect to
. discover Blu, while
i | was reading the
 list of luxury
i restaurants in
i Romel!

1. Digital Campaign
Vladimiro visualizes the
BLU Car rental ADV on
websites of interest to
him.

2. Web research

He finds out BLU, on
the web by searching
through the browser.
He decides to call the
BLU.
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OFFER
CONFIGURATION

The user friendly

configurator allows me to

easily choose the car I'm
looking for

3. Blu Website

On the phone a
consultant helps
Vladimiro in the website
navigation.

4. Configurator

With the help of a
consultant, Vladimiro
starts to configure his
luxury SUV.

Customer Journey

5. Documents upload
He uses the form in the
private area to send the
necessary documents.

6. Email & Notification
Waiting for an e-mail with
information about the
car, and an invitation to
visit the Mobility Shop.
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WAITING FOR
DELIVERY

7. Mobility shop
He goes to the
Mobility Shop to see
the car through the
Digiwall.

8. Contract Sign
He decides to accept
the contract.

(D)

9. App download

He downloads the app to
monitor the progress of
the delivery. He also
receives info and photos
on car customization.

10. Notification &
Push

He receives a
notification when the
car is ready.
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DELIVERY
Wow! They

J— anticipate my
H needs!
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11. Delivery

The car is ready, BLU
takes care of the
delivery directly to
Vladimiro's home.

POST
DELIVERY

My golf club is a Blu

partner

12. Ambassador
During a party with
friends at the golf club,
Vladimiro recommends
Blu as very satisfied.



Next steps and due date

See you on 9th of December for Business plan presentation

Create a Business Game Squad (Max 5-6 px) and share the team details to Mr Cerruti

Send your proposal (Persona, To Be Customer Journey and impacts) to Mr Cerruti within 4th of Dec EOD

Prepare your Pitch (ppt/video) and share with Mr Cerruti before the 8t" of Dec EOD.
-, On 9t Dec the proposal will be presented to Deloitte Digital jury



