CUSTOMER JOURNEY MAP
.{ Switching Mobile Carriers & Plans

CUSTOMER PERSONA: Millenial EXPECTATIONS:

Jamie woudld like to switch her current mobile carrier. She wants - Will be able to find clear, easy-to-find information online and/or on carrier’s sites
a carrier where she can upgrade her phone and save money - Ability to compare plans side-by-side

without having to sacrifice usage or device limitations. - Friendly customer support online and/or from store sales rep
- Willingness for new carrier to negotiate
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