
Uncovering business 
opportunities at pace

Karl Randay

EXPERIENCE DIRECTOR
383

—







AVAILABLE TIME CHANNELS & 
SILOS STAKEHOLDERS AUDIENCES



JTBD & tasks

STAGE 1 STAGE 2 STAGE 3 STAGE 4 STAGE 5

Customer pains & gains

Channels & touchpoints

Thoughts & sentiment

Opportunities & themes



JTBD & tasks

STAGE 1 STAGE 2 STAGE 3 STAGE 4 STAGE 5

Customer pains & gains

Channels & touchpoints

Thoughts & sentiment

Opportunities & themes

LINE OF INTERACTION

Frontstage

EMPLOYEE ACTIONS

TECHNOLOGY

Backstage actions

Support processes

LINE OF VISIBILITY

LINE OF INTERNAL INTERACTION











The process
FRICTION MAPPING

01 02 04

Immersion & 
Stakeholders

Customer Experience 
Exploration

Synthesis & 
Ideation

Refinement & 
Validation

Proposition Design & 
Prototyping

03 05

🏋

🏋



The process
FRICTION MAPPING

01 02 04

Immersion & 
Stakeholders

Customer Experience 
Exploration

Synthesis & 
Ideation

Refinement & 
Validation

Proposition Design & 
Prototyping

03 05

🏋

🏋
IMPROVED 

IMPACT 

FORMULA

SECRET SAUCE



The process
FRICTION MAPPING

01 02 04

Immersion & 
Stakeholders

Customer Experience 
Exploration

Synthesis & 
Ideation

Refinement & 
Validation

Proposition Design & 
Prototyping

03 05

🏋

🏋
IMPROVED 

IMPACT 

FORMULA

SECRET SAUCE



The process
FRICTION MAPPING

01 02 04

Immersion & 
Stakeholders

Customer Experience 
Exploration

Synthesis & 
Ideation

Refinement & 
Validation

Proposition Design & 
Prototyping

03 05

🏋

🏋
IMPROVED 

IMPACT 

FORMULA

SECRET SAUCE



The process
FRICTION MAPPING

01 02 04

Immersion & 
Stakeholders

Customer Experience 
Exploration

Synthesis & 
Ideation

Refinement & 
Validation

Proposition Design & 
Prototyping

03 05

🏋

🏋
IMPROVED 

IMPACT 

FORMULA

SECRET SAUCE



The process
FRICTION MAPPING

01 02 04

Immersion & 
Stakeholders

Customer Experience 
Exploration

Synthesis & 
Ideation

Refinement & 
Validation

Proposition Design & 
Prototyping

03 05

🏋

🏋
IMPROVED 

IMPACT 

FORMULA

SECRET SAUCE





01
Start with 
stories, not 
data



02
Cluster for 
clarity



03
Measure 
impact, not 
noise



04
Blend 
qualitative with 
quantitative



05
Use AI to 
empower humans 
not replace



06
Prototype 
fast, learn 
faster



Thank 
you
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