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Occupation:

Time lived in
Edinburgh:

Needs:
Desires:
Limitations:
Motivations:
Goals:
Thoughts:
Feelings:

Pain Points:
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Cuntomer Chat. | Hbe the
pervanyd grestng

Cuntomer Chat | Wie that
someane i theee in cave | bave

P DA
Cuntomer Chat: Urs, iy asysoe
here?

Cunnomer Char: | don's
undertand reipame.

Cuntomer Chat: That response
ARt seally answer sy
question

A
Fd bhr moce sppoeriments
available for the phane mestings.

Mot sare whas to fas and wha is
tevewing my documents.

1 wonder il may retumn ih accerate
and i | estered wvy infosmation
warectly.

¥ anadous to find out how
wvwch | owe of f TN 9ot & refund.

AmaT

| wonder il Shey got my L.

Do | noed 8o be near my
compuner bar the phone
mertng’

o sot sure what 80 expect lor
The phare meetivng

L wonder il the pro will phane &
The Fuact appantEent time

Da | have ewerything | seed for
The phare meeting’

1 got the se-asiarance | nesded
Ay The phars et that
Wy LA PRI I A CURate.

Freceived the wuact caloslasons
Tt the peo wved to detesmane
The amount swed of refunded.

745 ol customens rated the
phose meeling as 4 posiiee
eupesence.

SO ol customany rated the
enporiae/browledge of the Lax
910 in the Excelient cange.

ST of oustomars. raned Wl of
thelr quEbiom were ammered
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Cops! | need 10 Lax mone decs.

Aara
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completion!
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Heathrow express train to Airport expedited security & passport checks for frequent flyers @
check-in at Paddington train station T @ waltlnq to board plane in comfortable lounge

receive tickets (¢ l
@ book tickets Q
LB

Contact travel dept,

board plane

@hotel reconfirm flights bac & K ~\ safety procedures

(o 0

get to LEGO fresh ~ ® take off
L

@driver checks into hotel for me : ' E P seating - wide comfy seats @

met by driver @ ‘é sleep in fold-out beds

business lounge for shower > ( read/work in quiet with internet connection

@ customs fast track 5 ( watch a movie

luggage collectior @h c oice of mealtimes
g, —~
@passport&im nigration fast track{€, 1) slpin fold-out beds

short walk in airport = disembark - reserve seat
for return flight @




