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Keep staring.

I may do a
trick.
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Heathrow express train to Alrport expedited security & passport checks for frequent flyers @

check-in at Paddington train s

receive tokets
@ book tickets @

Contact travel dept. : @

@ hatel reconfinm flights I}ac@

get to LEGOD ftesh@

@dnver checks into hotel for me @
met by driver @

business lounge for shower

@ customs fast track @
leggage collectic

fﬂﬁﬁ @ @ :wanim; to board plane in comfortable lounge

BEFORE
board plane

.;:-B”’ilh&&"n‘%&ﬁ @ safety procedures

Flight to NYC *

Wha? @ take off
Descrigtian

@ seating - wide comfy seats @

Fachard = & tall se=nion
axacutive travelirg
ey ittt Wk @slaep in fald-cut beds

&

g‘" readiwark in quiet with intermet connection

@ wateh a movie

@ [« +) choice of mealtimes
@pas.spnn & immigration fast track@ @ @ @. slieep in fold-out beds

L W b disembark - reserve 555'@ @ Use the Experience lcons:

for return flight
How can this be & positive
exparanca?

Make or break moment -
what can we do to make
aure consumers come back
tirme and tirme again

‘Where do we need data to
help delver the experience?






%o

o

End 2009-03-23

Start 2009-02-23

1,856

22 B
12 1eW
02 Tel

5T TEH

- 5T JER

L /T 1el

- 0T e

9T e
. ¥I e
Let 1ep

21 e

1T 1E

0T TEW

RGO
k20 el
L /0 Tel

- 90 TeEW

k50 Tel

k0 el

kE0 1eW

20 el
SORE
8¢ ded

Lz opg

Loz g

-S4 UPd

L vz cpd

~

1,392 4

EC dad

454
|:'| _—

(Different colours are different sources)
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Sequential [A) vs. overlapping (B and C) phases of development

Type A

Fhase 1 2 3 4 5 E
R D O O G G

Fhase 1 2 3 4 E 13
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1) Ford - Edsel

Theyll know you've arrived when you drive up in the 1958 Edsel, the car that's truly new!
| guess in 18958, new was slang for ugly. The front of this car bothers us, as it looks like an angry mechanical face.

> @ 0:00/0:00 | ag | @9

Why it failed: A small army worth of factors came together to curse the Edsel. A name that didn’t resonate with
the crowd, a bizarre pricing strategy, and a national recession have all been cited as factors by those who use the
Edsel as an example of how not to market a product.
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