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Highlights
Concept
« Initial objectives around keeping
customers and employees safe as
covid pandemic and lockdowns
ramped up
« Evolving to focus on meeting
customers where they are, meeting
customers in the moment
« Providing true experts in their product
categories to help customers
throughout their shopping journey

Literal
« Remotely connect with blue shirt for
the same in-store experience
« Employees work in a physical location
complete with demo staging areas for
each product category and mini-office
spaces

Focus from initial MVP
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Problems and use cases

"I'm uncertain of what to purchase and need reassurance."

Sales Associates offer customers a video link to connect and offer
expert advice and/or demo from an existing chat experience.

"l don't feel safe in big-box stores.” Or, "I'd like to save myself the
drive time."

Customer creates sales appointments through dotcom/app scheduling
workflow and selects "virtual" as option vs. forced in-store only option.

"I need help in answering a question, and | know the knowledge is
not in my store."

Leverage SME that exists in parts of the company across the company.
Eg, Auto Techs, VPL and PAC/MDC.

Warehouse

Blue Shirt Content Stage




Highlights

.

Chat Idea Factory was a cross-
functional collaboration team created
to bring all of the chat experience
designers together (at the time, we
were more splintered)

Our primary initial objection was to
create a service design blueprint of the
full dotcom experience to help identify
gaps or collision points.

This blueprint demonstrates our
customer's journey, our employee's
journey, and the system events/tech
that make this all happen.

We've since added screenshots to help
make the journey a bit more visual.
We're now starting to add customer
feedback onto this.

Our Customer

@ About Eve

Scenario: Eve Is just about ready to make a
purchase on a new camera. Typically, she'd g0
102 Best Buy store to see the product and
maybe ask a few questions, but with Covid,
she's not quite as comfortable doing that.

Shevisits bestbuy.com and navigates to the
product page of the camera she wans to get.
She really would love that extra purchase
confidence a Blue Shirt would give her. She sees
the Help icon in the lower right to see what her
options are.

Virtual Store: Service Blueprint - Current State

Ccustomer Journey

Customer Feedback
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https://miro.com/app/board/o9J_ljQM_X0=/?moveToWidget=3074457367673958759&cot=14
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Virtual Store Dotcom Audit

SWAE Entry Point Analysis NPS Analysis EX- Transfers Information in Chat Pre-video chat form
Virtual Store.
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VIRTUAL STORE - TIMELINE OF EVENTS - 2022
- Blue Assist Entry Point Entry Point A/B Test
E - The Audit.

related to VS but did take up a lot of
NPS Analysis

the teams' time)
+ Virtual store launched in app
Entry Point Research Entry Point Expansion Employee Experience Updates
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Virtual Store Agent Interviews Virtual Store Creative Brief Exercise MVP VS Entry Points (PLP, PDP, Landing Page)
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Virtual store

employee deep dive
Experience Insights.
v = | —  mmes e T me )
: B e
. R . : .
{reiy e e s ein e grn o i S Custor ot SRR T e ————

e
. blue box = code release
" e o discovery evert
et ol I o
. o e [ — PR e e s
o Descrption Descrption :‘:;:N':ﬁ‘.:,n :
the o reaure ot keaviays [ ot

« B> =major code release (o) o=

Sk
psters

Feature TR
Description



https://miro.com/app/board/uXjVOamDcYI=/?invite_link_id=605589499256

