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5. Outcome

Empowered
Confident

I’m ready to start 
integrating digital 
into my marketing 
plans/strategy.

Excited
Motivated

I’m ready to tackle 
the new topic and 
deepen my learning. 

4. After3. During/Usage2. Awareness

Overwhelmed
Frustrated

Reassured
Intrigued

MotivatedRelieved
Happy

Anxious
Excited
Apprehensive

Reassured
Motivated

Engaged
Interested

Happy
Engaged
Energised

Engaged
Happy
Interested

I need to understand 
DM, but the current 
resources are too 
complicated.

Could be useful
‘Just what I need’

I think my colleagues 
will benefit from this 
as well.

This feels simple and 
intutive to use.

How much do I need 
to learn.

OK, I did pretty well, 
but I definitely could 
improve my skills 
using this.

This content is 
interesting, easy to 
digest and I can fit it 
into my busy day.

I’m looking forward 
to the next topic.

This is pretty fun

Key steps

Emotions

Thinking

Feeling

1. Pre

Amina, Marketing Manager
Context: Busy days, planning marketing budgets, strategy
Understanding: Expert in traditional marketing, but limited knowledge of Digital
Emotions: Apprehensive, not confident, frustrated with format of current resources

Repeats over the 5 week course

Feels frustrated with 
current resources

Receives eDM from 
Google.

Completes the pre-
quiz.

Takes the first topic 
quiz.

Shares the web app 
with her colleagues.Visits web app on 

mobile device to 
sign up.

Takes the pre-quiz 
to see how much 
she knows.

Selects the first 
topic and reads the 
content.

Receives email 
about new topic 
being avaiable.

Contacts Google to 
see how they can 
help.

Completes quiz, 
sees dashboard 
and when next topic 
is available.


