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Approach

As a basis for the analysis of end customers, 12 personas were developed using a life cycle model, which visualized
potential customers in various life situations. Subsequently, new ideas for services (revenue sources) and relevant
Customer touchpoints (media) were generated. They were intensively tested and validated in customer experience labs.
Based on this a prioritized digital service solution was designed and modeled. An omni-channel marketing concept
complemented the digital service concept.
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Design, concept and rough business model for new digital service as well as further ideas tested in
Customer Experience Lab
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