
Figure 5-2. Customer persona template



Figure 5-3. Sports coupe owner persona



Figure 5-4. E2E CX journey map template



Figure 5-5. Service vehicle customer experience journey map



Figure 6-9. New Horizons service department strategic planning canvas



Figure 8-1. The Leading Culture dimension



Figure 8-9. New Horizons Service Department strategic planning canvas



Figure 8-10. New Horizons service department investment strategy by theme



Figure 8-12. New Horizons Service Department Culture Gap Analysis Worksheet



Figure 8-14. New Horizons Service Department Culture Gap Analysis Worksheet (revised)



Figure 8-15 New Horizons Service Department Culture Gap Analysis Worksheet by theme



Figure 8-17. New Horizons service department Quarter 1 strategic planning canvas



Figure 8-18. New Horizons service department Quarter 1 OKRs



Figure 9-7. Jannie Peterson’s individual �rst-quarter OKRs



Figure 9-9. Jannie Peterson’s individual �rst quarter OKRs (revised)



Figure 9-10. Jannie Peterson’s Q1 Lean leader’s self-development canvas


