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CARDHOLDER CONSUMER EXPERIENCE MAP 
New Cardholder Acquisition Process
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Finding a great credit
card is such a hassle.

��/RRNLQJ�IRU�D�ILUVW�RU�DGGLWLRQDO�FUHGLW�
FDUG�
��:DQW�WR�ILQG�EHWWHU�ZD\V�RI�HDUQLQJ�
´VRPHWKLQJµ�EDFN�
��([LVWLQJ�&RPSHWLWRU�&DVK�%DFN�FDUG�
KROGHU�ORRNLQJ�IRU�EHWWHU�SURPRWLRQV�
��&KDQJH�RI�OLIH�QHFHVVLWDWHV�JHWWLQJ�
FDUG�
��*HWWLQJ�D�FDUG�IRU�D�IDPLO\�PHPEHU�
��7DNLQJ�FKDUJH�RI�VSHQGLQJ�KDELWV�
��&RQVROLGDWLQJ�ILQDQFHV�	�FUHGLW�FDUGV�
�IDPLO\��FRXSOHV��IULHQGV��

��)ULHQG�UHFRPPHQGHG�&KDVH�)UHHGRP�
&DUG�
��8VHU�KDV�VHHQ�	�KHDUG�&KDVH�WY�	�
UDGLR�DGV�
��5HDG�PDLOHU�
��5HDG�DG�DW�&KDVH�$70�
��6HHQ�VLJQV�DURXQG�WRZQ�
��2YHUKHDUG�&KDVH�FXVWRPHU�WDON�DERXW�
WKHLU�)UHHGRP�&DUG�	�SRLQWV�
��6ZLSHG�D�FXVWRPHU·V�)UHHGRP�FDUG�
��6HHQ�DGYHUWLVHPHQWV�DW�3DUWQHU�EULFN�
	�PRUWDU�DQG�RQOLQH�VWRUHV�
��&KDVH�%DQNHU�KDV�UHFRPPHQGHG�
)UHHGRP�&DUG�
��8VHU�KDV�VHHQ�6RFLDO�0HGLD�SUHVHQFH�

��8VHU�KDV�YLVLWHG�&UHGLW&DUGV�FRP�
��8VHU�KDV�UHVHDUFKHG�FUHGLW�FDUGV�	�
RQOLQH�GHDOV�
��8VHU�KDV�UHDG�SDPSKOHWV�DW�&KDVH�
%UDQFK�
��8VHU�KDV�FRPSDUHG�)UHHGRP�FRPSHWLWRU�
VLWHV�
��8VHU�YLVXDOL]HV�VSHQGLQJ�VDYLQJV�	�
UHZDUGV�XVLQJ�&KDVH�)UHHGRP�
9LVXDOL]DWLRQ�WRROV�

��&DVK�%DFN�3URPRWLRQV�PDWFK�
XVHU·V�JRDOV�
��$SSOLFDWLRQ�SURFHVV�LV�VLPSOH�
��8VHUV�XQGHUVWDQG�KRZ�
TXLFNO\�WKH\�FDQ�HDUQ�
WDQJLEOH�UHZDUGV�

��$SSO\�2QOLQH�
��$SSO\�DW�D�ORFDO�&KDVH�
%UDQFK�
��$SSO\�DW�D�.LRVN�
�IXWXUH��
��6LJQ�XS�LV�D�VQDS�

��8VHUV�SODQ�WKHLU�VSHQGLQJ�
KDELWV�
��8VHUV�FDQ�GHWHUPLQH�ZKLFK�
TXDUWHUO\�JURXSV�PDWWHU�WR�
WKHP�
��8VHUV�SODQ�WR�NHHS�FDUGV�WRS�
RI�ZDOOHW��YE

��$FWLYDWH�RQOLQH�
��$FWLYDWH�RYHU�WKH�SKRQH�
��$FWLYDWH�YLD�WH[W�PHVVDJH�
��$FWLYDWH�LQ�EUDQFK�

��5HFRPPHQG�&KDVH�)UHHGRP�WR�
IULHQGV�	�IDPLO\�
��6LJQ�XS�DGGLWLRQDO�IULHQGV�	�
IDPLO\�
��6HW�5HPLQGHUV�IRU�4XDUWHUO\�
DFWLYDWLRQV�

��7RR�PDQ\�RSWLRQV�WR�FKRRVH�IURP�
��8QGHUVWDQGLQJ�&UHGLW�&DUG�
%HQHILWV�LV�FRQIXVLQJ�
��1RW�HQRXJK�WLPH�WR�FRPSDUH�	�
FRQWUDVW�DOO�RIIHUV�

��7RR�PXFK�PHVVDJLQJ�FDQ�EH�
RYHUZKHOP�WKH�SRWHQWLDO�FXVWRPHU�
��4XDUWHUO\�FDWHJRULHV�GR�QRW�PDWFK�
WKH�XVHU·V�JRDOV�
��1RW�HQRXJK�PHUFKDQWV�LQ�WKHLU�
JHRJUDSKLF�DUHD�
��4XDUWHUO\�$FWLYDWLRQ�VHHPV�RYHUO\�
FRPSOLFDWHG�

��8VHU�KDV�D�EHWWHU�V\VWHP�WR�PHHW�WKHLU�
&DVK�%DFN�JRDOV�
��6ZLWFKLQJ�WR�&KDVH�FUHGLW�FDUGV�LV�QRW�
ZRUWK�WKH�HIIRUW�
��8VHU�LV�FRQIXVHG�E\�WKH�EHQHILWV�
��8VHU�

��&DVK�%DFN�3URPRWLRQV�GR�QRW�
PDWFK�XVHU·V�JRDOV�
��1R�UHJLRQDO�SDUWQHUV�ZKHUH�
XVHUV�FDQ�JHW�ORFDOL]HG�
EHQHILWV�

��$SSO\LQJ�WDNHV�WRR�
ORQJ�
��,�GRQ·W�NQRZ�LI�P\�
FUHGLW�LV�JRRG�HQRXJK�
��:KDW�LI�,�DP�UHMHFWHG"

��:DLWLQJ�IRU�1HZ�&DUG�WDNHV�
WRR�ORQJ�
��:K\�FDQ·W�,�JHW�D�FDUG�DW�D�
ORFDO�&KDVH�EUDQFK"

��4XDUWHO\�$FWLYDWLRQ�LV�D�
KDVVOH�
��8VHUV�IRUJHWV�WR�DFWLYDWH�
��8VHUV�EDFNODVK�DJDLQVW�
DFWLYDWLRQ�UHTXLUHPHQWV�PD\�
OHDG�WR�FRQWULWLRQ�	�
GHIHFWLRQ�
��$FWLYDWLRQ�WDNHV�WRR�ORQJ�

��8VHUV�FDQ�IRUJHW�WR�DFWLYDWH�
��/DFN�RI�ORFDO�TXDUWHUO\�SDUWQHUV�
PD\�QRW�NHHS�)UHHGRP�WRS�RI�
ZDOOHW�RU�PLQG�

�����&DVK�%DFN�RQ�DOO�SXUFKDVHV�
ZLWK�QR�OLPLW�
�����&DVK�%DFN�RQ�TXDUWHUO\�ERQXV�
FDWHJRULHV�
��([LVWLQJ�&KDVH�FXVWRPHUV�FDQ�
FRQVROLGDWH�DFFRXQWV�
��&DVK�%DFN�PHDQV�PRUH�WKDQ�
3RLQWV�
��8SVHOO�RSSRWXQLWLHV�H[LVW�IRU�&KDVH�WR�
VWUHQJWKHQ�UHODWLRQVKLS�ZLWK�FXVWRPHU�

�����&DVK�%DFN�RQ�DOO�SXUFKDVHV�LV�
DOZD\V�DFWLYH�
��&DVK�LV�.LQJ�

��([LVWLQJ�&XVWRPHUV�FDQ�DSSO\�WKHLU�
SRLQWV�GLUHFWO\�WR�UHWDLOHUV�OLNH�
$PD]RQ�FRP�
��8VHUV�XQGHUVWDQG�WKH�&KDVH�)UHHGRP�
YDOXH�SURSRVLWLRQ�EHWWHU�WKDQ�FRPSHWLWRUV�

��&DVK�%DFN�3URPRWLRQV�PDWFK�
XVHU·V�JRDOV�
��

��$SSO\LQJ�RQOLQH��DW�WKH�
EUDQFK��RU�RYHU�WKH�
SKRQH�LV�HDV\�

��:DLW�RQOLQH�IRU�DSSURYDO� ��$FWLYDWH�RQOLQH�RU�YLD�WH[W�LV�
D�TXLFN�SUFRHVV�

��5HFRPPHQG�&KDVH�)UHHGRP�WR�
IULHQGV�	�IDPLO\�

I’m gaming the system and 
getting the most I can.

I love free money!

This was a great experience!

Freedom is my go-to card!

I feel really smart for making 
the most out of my card.

This is really convenient.

I wonder how much I’ve 
earned.

How much cash back 
have I earned?

I’m taking advantage of some 
really good offers.

I can’t wait to get my 
cash back!

I’m reluctant to cash in and 
have to start all over.

This is kind of a hassle!

I’m excited to learn 
about new offers.

When will my 
Freedom Card 

arrive?

How long will 
this take?

What if I am 
rejected?

I can use this offer for 
things I buy all the time!

I can’t wait to use my 
card benefits to buy X!

It’s nice that I’m always 
earning at least 1% no 

matter what!

How can I make my 
money work for me?

Earning benefits is confusing. The Ultimate Rewards 
mall is a hassle.

I need to just pay 
my bill.

Planning can be 
overwhelming!

“I can’t find offers that are 
relevant to me.”

Offers aren’t at any 
retailers near me.

This seems like 
a lot of work.

How does this work?

What is the best 
redemption option to 

maximize my cash back?

Which card will give me 
the most advantage?

Freedom looks easy!
I want to get more from

my Credit Card.

The Chase ads resonate
with me.
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3DLQ�3RLQW
$QQR\HG�E\�KDYLQJ�
WR�FRQVWDQWO\�NHHS�
WUDFN�RI�QHZ�RIIHUV�
DQG�GHDOV

FREEDOM CONSUMER EXPERIENCE MAP 
 Identifying Opportunities - Customer Acquistion

3DLQ�3RLQW
,W·V�XQFOHDU�ZK\�,�
QHHG�WR�DFWLYDWH�
TXDUWHUO\��7KLV�FDQ�
EH�SHUFHLYHG�DV�D�
KDVVOH

OPPORTUNITY:
��6KHG�PRUH�OLJKW�RQ�WKH�
UDWLRQDOH�EHKLQG�
DFWLYDWLQJ�
��,QFHQWLYL]H�DFWLYDWLRQ�E\�
SURYLGLQJ�DGGLWLRQDO�SHUNV�
DQG�EHQHILWV�DQG�FRQWLQXH�
WR�PDNH�WKH�SURFHVV�DV�
VHDPOHVV�DV�SRVVLEOH��

3DLQ�3RLQW
&RQIXVLRQ�
DURXQG�V\VWHP�
RI�HDUQLQJ�FDVK�
EDFN����������
VWDFNLQJ��HWF��

%RQG
)UHHGRP�LV�KHOSLQJ�
PH�OHDUQ�DERXW�WKH�
SXUFKDVHV�WKDW�DUH�
LPSRUWDQW�WR�PH

%RQG
/RRN�IRUZDUG�WR�
OHDUQLQJ�DERXW�QHZ�
RSSRUWXQLWLHV�WR�VDYH�
DQG�HDUQ�FDVK�EDFN

%RQG
(QMR\�ILQGLQJ�
DGGLWLRQDO�ZD\V�WR�
HDUQ�DQG�´JDPH�
WKH�V\VWHPµ
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3DLQ�3RLQW
)HHO�OHW�GRZQ�ZKHQ�,�
ILQG�JUHDW�RIIHUV�WKDW�
,�GRQ·W�OLNH�RU�DUHQ·W�
UHOHYDQW�WR�PH�

3DLQ�3RLQW
6KRSSLQJ�DW�WKH�
8�5��PDOO�LV�D�
KDVVOH�DQG�,�
RIWHQ�IRUJHW�WR�
GR�LW�

3DLQ�3RLQW
8SVHW�ZKHQ�,�
ILQG�JUHDW�GHDOV�
EXW�WKHUH�DUH�QR�
QHDUE\�UHWDLOHUV

3DLQ�3RLQW
&RQIXVLRQ�RYHU�
ZKLFK�FDUG�WR�XVH�
WR�PD[LPL]H�
UHZDUGV�	�FDVK�
EDFN

3DLQ�3RLQW
3ODQQLQJ�ELJ�SXUFKDVHV�
LV�WLPH�FRQVXPLQJ�DQG�
UHTXLUHV�DGGLWLRQDO�
UHVHDUFK�WR�HQVXUH�,·P�
PDNLQJ�WKH�ULJKW�FKRLFH

SAMPLE TACTICS:
��)HDWXUH�PRUH�GHDOV�DQG�
RIIHUV�GXULQJ�DFWLYDWLRQ�
��&DVK�EDFN�ERQXV�MXVW�
IRU�DFWLYDWLQJ�FDUG�
��8VH�WKLV�DV�D�FKDQFH�WR�
OHW�XVHUV�FXVWRPL]H�WKHLU�
SUHIHUHQFHV�IRU�8�5��
RIIHUV�

OPPORTUNITY:
��&UHDWH�IXQ��HDV\�WR�XVH�
SODQQLQJ�WRROV�WR�IDFLOLWDWH�
WKH�FUHDWLRQ�RI�D�VKRSSLQJ�
VWUDWHJ\�

SAMPLE TACTICS:
��&RQWHQW�SDUWQHUVKLSV�IRU�
IXQ�',<�SURMHFWV��VKRSSLQJ�
WLSV��RU�VHDVRQDO�JXLGHV�
��%XGJHWLQJ�DQG�SODQQLQJ�
WRROV�WKDW�VXJJHVW�UHDO�
RIIHUV�DQG�GHDOV�
��3DUWQHUVKLS�ZLWK�´0RP�
EORJJHUµ�WR�SURYLGH�
VKRSSLQJ�WLSV�JXLGHV�
��3URSRVHG�´VWUDWHJLHVµ�IRU�
PD[LPL]LQJ�EHQHILWV�EDVHG�
RQ�NH\�WKHPHV��NLGV��KRPH�
LPSURYHPHQW��HWF���

OPPORTUNITY:
��)LQG�ZD\V�WR�NHHS�
FDWHJRULHV�WRS�RI�PLQG�
ZLWKRXW�EHLQJ�LQWUXVLYH�
��'R�WKLV�FRQWH[WXDOO\��DW�
WKH�DSSURSULDWH�WLPH�DQG�
UHTXLUH�PLQLPDO�HIIRUW�
IURP�WKH�XVHU�
��)DFLOLWDWH�WKH�VKDULQJ�RI�
LQIRUPDWLRQ�DERXW�VDOHV�	�
VWUDWHJLHV�IRU�HDUQLQJ�WKH�
PRVW�FDVK�EDFN�

SAMPLE TACTICS:
��,QWHJUDWH����FDWHJRULHV�
ZLWK�GLJLWDO�VKRSSLQJ�O LVW�
��5HPLQGHU�DOHUWV�IRU�
QHDUE\�UHWDLOHUV�RU�RIIHUV�
��5HPLQG�XVHU�RI�
FDWHJRULHV�DFURVV�VRFLDO�
�H�J��3LQWHUHVW��ZKHUH�
XVHUV�DOUHDG\�JR�IRU�
LQVSLUDWLRQ�
��3URYLGH�D�IRUXP�ZKHUH�
FRQVXPHUV�FDQ�VKDUH�WLSV�
	�WULFNV�IRU�PRQH\�VDYLQJ�
VWUDWHJLHV�

OPPORTUNITY:
��:LGHQ�WKH�UDQJH�RI����
FDWHJRULHV�DQG�DOORZ�
XVHUV�WR�FXVWRPL]H�
FDWHJRULHV�WR�JHW�PRUH�RI�
ZKDW�WKH\�ZDQW�
��*R�EH\RQG�HDUQLQJ�FDVK�
EDFN�E\�IRFXVLQJ�RQ�
OLIHVW\OH�HOHPHQWV�DV�ZHOO�

SAMPLE TACTICS:
��/HYHUDJH�FXUUHQW�VSHQGLQJ�
EHKDYLRU�WR�SURPRWH�RIIHUV�
XVHUV�PLJKW�OLNH��
��$OORZ�XVHUV�WR�FKRRVH�
IURP�D�UDQJH�RI����
FDWHJRULHV�
��$ELOLW\�WR�VZDS�RXW�D����
FDWHJRU\�IRU�DQ�DOWHUQDWLYH�
��3URPRWH�FURZG�VRXUFHG�
FDWHJRULHV�

OPPORTUNITY:
��0DNH�LW�HDVLHU�IRU�XVHUV�
WR�QDYLJDWH�WKH�8�5��PDOO�
DQG�WUDFN�IDYRULWH�
UHWDLOHUV�RU�GHDOV�
��(PSKDVL]H�KRZ�UHZDUGV�
UHDOO\�DGG�XS��

OPPORTUNITY:
��,QFUHDVH�RSSRUWXQLWLHV�
IRU�DZDUHQHVV�WR�NHHS�
)UHHGRP�WRS�RI�PLQG��
��$XWRPDWH�)UHHGRP�FDUG�
XVH�DV�PXFK�DV�SRVVLEOH�
��%HFRPH�D�SDUWQHU�LQ�
RYHUDOO�VDYLQJ�

SAMPLE TACTICS:
$OORZ�XVHUV�WR�VHOHFW�
WKHPDWLF�SUHIHUHQFHV��NLGV��
HWF���
��,QFRUSRUDWH�LQWR�
RQERDUGLQJ�SURFHVV�IRU�QHZ�
FDUGKROGHUV�
��6HW�DOHUWV�DQG�UHPLQGHUV�
EDVHG�RQ����FDWHJRU\��HWF�
��8VH�DFFRXQW�LQIR�WR�
SURPRWH�PRUH�UHOHYDQW�
RIIHUV�

SAMPLE TACTICS: �
��,QFUHDVH�SDUWQHUVKLSV�WR�
LQFOXGH�PRUH�´VHW�LW�DQG�
IRUJHW�LWµ�RSSRUWXQLWLHV�WR�
OLQN�D�FDUG�WR�D�UHWDLOHU�
��([WHQG�SDUWQHUVKLSV�WR�
GLDO�XS�ZD\V�WR�VWDFN�FDVK�
EDFN�ZLWK�LQ�VWRUH�VDOHV�
��/HYHUDJH�ORJJHG�LQ�VWDWH�
WR�SURPRWH�QHZ�RIIHUV�
��&XUDWH�FRXSRQV�	�GHDOV�
IURP�SDUWQHU�UHWDLOHUV�WR�
GULYH�WUDIILF�RQ�DQG�RIIOLQH�
��3DUWQHU�ZLWK�UHWDLOHU�WR�
SURYLGH�H[FOXVLYH�GHDOV�YLD�
&KDVH�0RELOH�$SS�

OPPORTUNITY:
��(PSKDVL]H�KRZ�UHZDUGV�
UHDOO\�DGG�XS��ERWK�
XSIURQW�DQG�WKURXJKRXW�
WKH�VKRSSLQJ�SURFHVV�
��0DNH�LW�VLPSOH�WR�
FDOFXODWH�HDUQLQJV�DQG�
WUDFN�SURJUHVV�

SAMPLE TACTICS:
��3URPRWH�PRUH�ZD\V�WR�
FRPELQH�8�5��ZLWK����
DQG�UHWDLOHU�VDOHV�

OPPORTUNITY:
��3URDFWLYHO\�KHOS�XVHUV�
LGHQWLI\�PRUH�UHWDLOHUV�
QHDUE\�
��%ULQJ�WKH�8�5��PDOO�LQWR�
WKH�SK\VLFDO�ZRUOG�E\�
LQFRUSRUDWLQJ�LW�LQWR�WKH�
LQ�VWRUH�H[SHULHQFH�

SAMPLE TACTICS:
��3URYLGH�OLVW�RI�QHDUE\�
UHWDLOHUV�IRU����FDWHJRULHV
��3LFN�XS�ORFDWLRQV�IRU�
8�5��SXUFKDVHV
��'LJLWDO#VKHOI�VROXWLRQV�
WR�UHPLQG�XVHUV�RI�
FDWHJRULHV�DV�WKH\�VKRS�
LQ�VWRUH

OPPORTUNITY:
��&UHDWH�D�ZD\�IRU�XVHUV�
WR�WUDFN�WKHLU�JRDOV�DQG�
SURDFWLYHO\�KHOS�WKHP�
DFKLHYH�WKRVH�JRDOV�
IDVWHU�
��5HZDUG�FRQVLVWHQW�FDUG�
XVDJH

SAMPLE TACTICS:
��$ELOLW\�WR�WUDFN�\RXU�JRDO�
RQOLQH��PRQLWRU�SULFH��VHW�
DOHUWV�LI�SULFH�GURSV
��$OORZ�JURXSV�WR�FRQWULEXWH�
WR�VLQJOH�JRDO
��&UHDWH�D�WLPHOLQH�IRU�
DFKLHYLQJ�\RXU�JRDO��ZLWK�
WLSV�RQ�ZD\V�WR�GR�LW�IDVWHU
��6XUSULVH�DQG�GHOLJKW�
FRQVLVWHQW�FDUG�XVDJH�ZLWK�
ERQXV�FDVK�EDFN
��'ULYH�OR\DOW\�E\�SURYLGLQJ�
WKH�FKDQFH�WR�ZLQ�FDVK�
EDFN�ZLWK�D�VLPSOH�JDPH�
�H�J��*UXE�+XE��

%RQG
3URFHVV�RI�UHGHHPLQJ�
FDVK�EDFN�LV�HDV\�DQG�
VWUDLJKWIRUZDUG

%RQG
0\�VWUDWHJLF�
VKRSSLQJ�SDLG�RII�

%RQG
)UHHGRP�PDNHV�LW�
HDV\�IRU�PH�WR�
PD[LPL]H�FDVK�EDFN�

3DLQ�3RLQW
5HOXFWDQFH�WR�VSHQG�FDVK�
EDFN�EHFDXVH�WKDW�ZLOO�
PHDQ�KDYLQJ�WR�VWDUW�DOO�
RYHU�ZLWK�HDUQLQJ�PRUH�

%RQG
)HHO�VHFXUH�
VWD\LQJ�RQ�WRS�RI�
P\�ILQDQFHV�DQG�
FDVK�EDFN�

%RQG
/RYH�PD[LPL]LQJ�
FDVK�EDFN�E\�
VWDFNLQJ�RIIHUV�Z��
����8�5��PDOO�DQG�
UHWDLOHU�VDOHV

%RQG
)HHO�VPDUW�WKDW�,·P�
PDNLQJ�P\�PRQH\�
ZRUN�IRU�PH�DQG�
H[FLWHG�DERXW�KRZ�
PXFK�,·OO�HDUQ

%RQG
(YHU\GD\�VKRSSLQJ�
LV�HDV\�EHFDXVH�QR�
PDWWHU�ZKHUH�,�
VKRS�,·P�DOZD\V�
HDUQLQJ���

3DLQ�3RLQW
)UXVWUDWHG�ZKHQ�,�
IRUJHW�WR�XVH�P\�
)UHHGRP�FDUG�RU�PLVV�
RXW�RQ�DQ�RSSRUWXQLW\�
WR�HDUQ�FDVK�EDFN�

3DLQ�3RLQW
0DQDJLQJ�P\�
DFFRXQW�FDQ�EH�GXOO�
DQG�WHGLRXV

OPPORTUNITY:
��&OHDUO\�FRPPXQLFDWH�
WKH�HDVH�RI�UHGHHPLQJ�
FDVK�EDFN�DQG�ILQG�ZD\V�
WR�DGG�HOHPHQWV�RI�
VXUSULVH�DQG�GHOLJKW�WR�
WKLV�SURFHVV�

SAMPLE TACTICS:
��3HUVRQDOL]HG�VKRSSLQJ�
JXLGHV�WR�JR�ZLWK�FDVK�
EDFN�FKHFNV�
��/HW�XVHUV�NQRZ�H[DFWO\�
KRZ�ORQJ�LW�ZLOO�WDNH�WR�
UHGHHP�

OPPORTUNITY:
��+HOS�XVHUV�YLVXDOL]H�
WKHLU�HDUQLQJV�WR�
HQFRXUDJH�IXUWKHU�FDUG�
XVDJH�DQG�LGHQWLI\�ZD\V�
WR�HDUQ�PRUH�

SAMPLE TACTICS:
��3HUVRQDO�)LQDQFH�
0DQDJHPHQW��3)0��WRRO�
IRU�FDVK�EDFN�WKDW�
YLVXDOL]HV�WRS�HDUQLQJ�
FDWHJRULHV�DQG�UHWDLOHUV�
��7LSV�DQG�WULFNV�WR�
PD[LPL]H�FDVK�EDFN�
��,QIRUP�XVHUV�ZKHQ�
WKH\·YH�HDUQHG�FDVK�EDFN�
YLD�DOHUWV�DQG�UHFHLSWV�

OPPORTUNITY:
��0DNH�XVLQJ�\RXU�
)UHHGRP�FDUG�D�VHDPOHVV�
H[SHULHQFH��DOORZLQJ�
FDUGKROGHUV�WR�XVH�WKH�
FDUG�ZLWKRXW�HYHQ�
WKLQNLQJ�DERXW�LW�

SAMPLE TACTICS:
��*HW�LQ�VWRUH�UHPLQGHUV�
IRU�VDOHV�RU�HYHQWV�
��6KRSSLQJ�EURZVHU�
H[WHQVLRQV�WR�LGHQWLI\�
RIIHUV�

OPPORTUNITY:
��'RQ·W�UHVWULFW�XVHUV�WR�
WKH�8�5��PDOO��DOORZ�WKHP�
WR�YLHZ�)UHHGRP�RIIHUV�
WKURXJKRXW�WKHLU�QRUPDO�
RQOLQH�VKRSSLQJ�
H[SHULHQFH�
��3DUWQHU�ZLWK�UHWDLOHUV�WR�
SURYLGH�UHPLQGHUV�IRU�
XVLQJ�)UHHGRP�

SAMPLE TACTICS:
��$OORZ�XVHUV�WR�VKRS�ZLWK�D�
EURZVHU�H[WHQVLRQ�WR�UHPLQG�
WKHP�RI�RIIHUV�
��&XUDWHG�VKRSSLQJ�
H[SHULHQFH�YLD�)UHHGRP�
KLJKOLJKWLQJ�SURGXFWV��QRW�
MXVW�EUDQGV�
��5HWDLOHU�VSHFLILF�SURPRWLRQV�
�H�J��$PH[�GLVFRXQWV�RQ�
)RXUVTXDUH��
��(�SHULPHWHUV�DW�VWRUHV�
SURYLGH�SXVK�QRWLILFDWLRQV�

OPPORTUNITY:
��%ULQJ�)UHHGRP�LQWR�WKH�
VKRSSLQJ�SURFHVV��/HW�WKH�
XVHU�QRW�RQO\�HDUQ�ZLWK�
)UHHGRP�EXW�VKRS�ZLWK�
)UHHGRP��WRR�

OPPORTUNITY:
��(QFRXUDJH�FDVK�EDFN�
UHGHPSWLRQ�E\�VKRZLQJ�
ZD\V�XVHUV�FDQ�XVH�FDVK�
EDFN�DQG�HPSKDVL]LQJ�KRZ�
WKH\�FDQ�HDUQ�PRUH�FDVK�
EDFN�HYHQ�DV�WKH\�VSHQG�LW�

SAMPLE TACTICS:
��&UHDWH�PRUH�SDUWQHUVKLSV�
OLNH�$PD]RQ�ZKHUH�XVHUV�
FDQ�VHDPOHVVO\�VSHQG�FDVK�
EDFN�DW�WKH�FKHFNRXW�

SAMPLE TACTICS:
��%URZVH�LWHPV�\RX�FRXOG�
SXUFKDVH�ZLWK�FDVK�EDFN�
��8QORFN�PRUH�VSHFLDO�
RIIHUV�ZKHQ�\RX�UHGHHP�

OPPORTUNITY:
��3URYLGH�XVHUV�ZLWK�PRUH�
ZD\V�WR�VKDUH�WKHLU�JRRG�
H[SHULHQFHV�ZLWK�
)UHHGRP�DQG�WR�VKDUH�
RSSRUWXQLWHV�WR�HDUQ�ZLWK�
IULHQGV�DQG�IDPLO\�

SAMPLE TACTICS:
��5HZDUG�VKDUH�EHKDYLRU�
ZLWK�H[WUD�FDVK�EDFN�RU�
SRLQWV�
��5HZDUG�VKDUH�EHKDYLRU�
RU�WHOOLQJ�D�VWRU\�ZLWK�
HQWU\�LQWR�VZHHSV�

REDEEM 63(1'�&$6+�%$&. EVALUATEACTIVATE 3/$1�	�5(6($5&+ SHOP CHOOSE FREEDOM MANAGE ACCOUNT

%RQG
(QMR\�WKH�
LPPHGLDWH�UHVXOWV�
RI�VDYLQJ�PRQH\�
ZLWK�FRXSRQV

3DLQ�3RLQW
:DLWLQJ�WR�VHH�
EHQHILWV�,·YH�HDUQHG

SAMPLE TACTICS:
��)HDWXUH�QHZ�RIIHUV�DQG�
GHDOV�LQ�ORJJHG�LQ�VWDWH�
��6XUSULVH�GHDOV�DQG�
UHZDUGV�WR�NHHS�XVHUV�
HQJDJHG�DQG�FRPLQJ�EDFN�

OPPORTUNITY:
��(QKDQFH�SURFHVV�RI�
DFFRXQW�PDQDJHPHQW�E\�
LQMHFWLQJ�HOHPHQWV�RI�
VXUSULVH�DQG�GHOLJKW�
DURXQG�HDUQLQJ�FDVK�
EDFN�

CONSIDERATION EVALUATION  CONVERSION EXPERIENCE $'92&$&<�	�/2<$/7<PRE-IGNITION
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STARTUPS

Monday, August 12, 13

McGARRYBOWEN - CHASE.COM

STEP BY STEP

Monday, August 12, 13

DASHBOARDS

Monday, August 12, 13

VISUALIZATIONS

Monday, August 12, 13

CONTACT
@msantram

mohit@santram.net
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AUGUST 14, 2013  |  UX STRATEGY  |

MINDSET

16

“Earning benefits is 
confusing.”

“I’m frustrated when 
I forget to use my 
Freedom card to 
earn cash back.”

“I’m gaming the 
system and getting the 

most I can.”

“It feels good to know that 
I’m making progress.”

Wednesday, August 14, 13

AUGUST 14, 2013  |  UX STRATEGY  |

TACTICS
Planning Partners & Content

Actionable Shopping Lists

Curated Categories

Calendar Shopping Tools

17

- Get inspiration from content partners and other 
Freedom users
- Tracking tools to visualize cash back
- Contextual tips and advice for maximizing cash 
back
- Account analysis for customized ways to earn
- Share goal with others and work towards goals 
together

Wednesday, August 14, 13

AUGUST 14, 2013  |  UX STRATEGY  |

OPPORTUNITIES

Call out Seasonal Promotions

Content Partnerships

E.G. Back To School, Summer BBQs, Road Trips, 
Special Occasions

- Tracking Tools
- Visualizations
- Aspirational Emotions / Desires

18
Wednesday, August 14, 13

McGARRYBOWEN - CHASE.COM

AUGUST 14, 2013  |  UX STRATEGY  |

Q3: TRAVEL / SUMMER
UX STRATEGY

August 14, 2013 

1
Wednesday, August 14, 13

CONTACT
@msantram

mohit@santram.net
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