From The Screen To Your Stomach | The Journey Map Behind A Student Ordering Dunkin

Ty GOALS & EXPECTATIONS

« Order and customize items quickly and easily
« Pay through the app and earn rewards points
« Pick up the correct order quickly and on time

SCENARIO

Morgan uses the Dunkin app to order coffee
and breakfast before her class, hoping to
save time and avoid waiting in line

MORGAN RODRIGUEZ

Busy college student who wants
a quick, convenient breakfast
before her morning classes

STAGES NEED APICKMEUP » CUSTOMIZE ORDER »p CHECKOUT > ORDER PICKUP > REVIEW EXPERIENCE

Collect the correct order
without being late to class

Find and customize breakfast
items quick and easy

Decide what she wants to
order before class

Enjoy breakfast and get to
class on time

Confirm the order, price, and
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1. Show a clear itemized
total when checking out 1. Make sure issues with

order are easy to report

1. Provide more clear pickup
instructions

1. Offer quick access to 1. Make favorite items easier

recent or common orders to find on the app
OPPORTUNITIES 2. Confirm rewards and

2. Display estimated pickup 2. Simplify customization payment information
times on the app and order details before submitting thr
order

2. Encourage feedback and
repeat orders

2. Improve order-status
updates in the app



