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Strategic Goals

Touchpoints

Infrastructure
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ROUTES

Journey Map [ Persona Narrative

To and from campus via
the Green

To and from Hanover via The new mein entrance from the
Lebanon Streat Green will be below the flexible
Visitors can enter and exit theatre {discussed later in this
through the new Spaulding repart). Visitors will arrdve at
lobby next to Lebanon Street, a new vertical organizer in the
Darling Courtyard, where they
ca&n go up to the flexible theatre

or Top of the Hop.

Repeat visit

Precinct local

To and from the Arts District Old entrance

via Maffei Plaza

A new route to and from Maffei

Plara and the arts district New entrance
through the Crossroads and

Discovery regions will be

emphasized.
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CX Principles

Accessible & Inclusive

Efficient

Human centred

Future-oriented

Authentic

CX Categories

DE-BOARDNG
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FIETIME

Digitalised

WAITING LINES
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Key needs by stages

n

Magda

lasper

from car park to
the terminal

support
Information
for planning her
journey

Infrastructures for
reduced mability
users

" Dedicated lanes

(&g
fiight information ickly and
display efficiently

Clearwayfinding

process

Going through
the

process
efficiently

Accessible facilities

Affordable retail
offering

Accessibility to
restaurants and
airport attractions

Kids entertainment
> "

Simple and
traditional
process

Going through
‘the pracess
efficiently

Accessto fiight Simple and efficient
information transfer

Spaces which aren't
crowded

Clean nursing -
g Faily friendly
facilities and places to e .

Kamil, 31

The Time Keeper

Dedicated
premium check-in
lounge

Separate VIP security
lines

A customer with young
family.

Kamilis travelling with his young family. He
pays attention to hyglene and access
basic amenities such as fresh, healthy food
and water. He uses his phone and apps as
efficient tools to check everything without
having to walk around and looking for what
he needs. He requires space for nursing,
feeding and calming the baby. He will often
belooking for spaces to refax. Alrport
attractions for kids such as playgrounds are
important for him and his partner.

In situations of unplanned instances (delays,
weather breakdown) he s in a high need for
support. He is stressed when his children
disturb other passengers so he will search
for places with fewer people or
spaces/activities to keep his children
occupied. He is nervous about transferring
with luggage and children so aims to reduce
the number of connections even f that
makes the joumey longer.

local retail offering

Luxury shopping
experience

@

Transport mode of access stions s

Car

Special journey requirements
Q0
0
Children

OQutstanding

Feeling 2 sense of
place digital solutions

Retrisving
luggage quickly

Airport assistance
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Good connectivity

Discrete mobility
support

Retrieving
luggage quickly

Accessible
connecti

Quick acoess to the

car park

EFFECTS ON PASSENGERS.

HOW TO ACHIEVE THIS?

\

| Sandard s pase
tternational reeds e et o0s EXPECTED

REQUIRED

Public

transport

PROCESSES

PREMISES | =+

+ PEOPLE
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ROCKEFELLER CENTER
USER JOURNEY EXPERIENCE

) Top of the Rock Observation Deck

Ausctons Fasan ok shovona  samin @ Scan QR Code for App
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Main Street Cafe ¢

Main Lobby
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1111 | | | N
Now Forecast

,9;;. Occupancy =>| Entrances

323 823

& Dwell Time

®

Spaces




Key points

* |Immersion depends on overall
experience design

 People - first interactivity
deepens engagement

« Adaptive, data - driven systems
sustain connection
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