getting a
haircut

Michelle searches
for styles she wants
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Michelle calls
the salon to ask

guestions She books an

appointment
and pays a
reservation fee

starting point

]
$

Michelle starts

o researching on

Instagram

She finds a stylist ‘
she likes and goes to

the salon’s website

' add Q&As to website

=
thoughts/expectations:
* | need to make a hair appointment
before it's too late!
* | wonder if anyone around here does
alternative hairstyles?

actions & channels:

Its time for the appointment!
Michelle goes to the salon

thoughts/expectations:
* | hope the stylist can do what I'm
looking for
* |t's kind of awkward to sit in silence,
but she’s focusing so | understand
* | hope she tells me what products she

actions & channels:

e | feel so beautiful! | can't wait to
show my fiance and friends

* posts areview

* shares salon on social media

* recommends salon to others

uses so | can recreate the style

Michelle talks with
the stylist about
what she'’s looking for

Michelle walks to the
front and pays for the
rest of her service

A e

glve clients samples

_ of salon products

Michelle gets her
hair cut, washed, - '

dyed, and styled >

I

Ae stylist hands her a

mirror - she LOVES it!

ask the client
what music they
want to listen to The stylist asks if she
wants to schedule her

next appointment

offer a discount for
scheduling a
follow-up

* asking friends/co-workers/clients NP 51 D ) 0o ) o > <
¢ searching on social media D\ o~ /N Vs A / v/
' visiting salons angry frustrated upset disappointed nervous  neutral happy excited SymbOl key

meet michelle

Michelle is a 26-year-old tattoo artist looking to refresh her
look for her upcoming wedding. She is relatively new to
Knoxville, Tennessee and hasn’t gotten her haircut in over a
year; she prefers to cut and dye her hair at home. She wants
to find someone who does alternative styles and could give
her a look she's comfortable and confident in for her wedding.

Michelle books her next
appointment for 6 months later

D mobile app D internet

social media

Q @ in person
(. phone call $ payment

Michelle walks out of the salon

. i ing!
' area of improvement feeling ready for her wedding!



