Don’t just ship features,
shape the journey.
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We need to:

remove friction
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EXPERIENCE ATLAS

Fan Experience Defined Touchpoints Signals & Measures
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Experience Atlas
Platform

Experience Atlas

Total users v~

DISCOVERY | want to find a new game that fits my play style
SOCIAL  |want to learn how to add friends to my game
PROGRESSION | want to understand my rank and how to improve it
SUPPORT I need help resolving a billing issue with my EA account

COMMERCE | want to purchase in-game currency or items

SOCIAL
I want to learn how to add friends to my game

A player is new to EA Connect and needs to understand
how to use the friend-adding feature in-game.

EA Connect App Search In-game help
Help.EA.com Account Settings

Game Match screens

Connection Rate: 50%

Friend Invite Rate: 4%

Avg Session Days: 3

Live Cases: 500

Article Views: 1,100,000

Total Unique Users: 2,000,000
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User Story Mapping
Jeff Patton
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VISION DELIVERY
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OUR GOAL IS
COMPLETE @
EXPERIENCES

Value at every step, no dead ends, and no endless loops.



Not like this....
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EVOLUTION MAP FORMULA
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Your Challenges

Complete 5 Squad Battles
Compete In Squad Battles to earn loyalty rewards

750 FC Points

Win 3 Rivals Matches Build a 5-Star Squad

Rare Pack




Q

Your Challenges

Complete 5 Squad Battles
Compete in Squad Battles to earn loyalty rewards

750 FC Points

Win 3 Rivals Matches Build a 5-Star Squad

Rare Pack

NO CONNECTION TO IN-GAME

Q

Your Challenges

Like Us on Facebook
Like our official Facebook page to earn loyalty rewards

100 FC Points

Follow EAFCon X Watch a YouTube video

Gold Pack Rare Pack

Generic actions for
loyalty rewards



v Fan requirements met
v Business requirements met



THE WAY WE WORK

Fan Need Identification  Design sprints Evolution Mapping Measure
Grounding in real fan signals Uncovering a shared north Carrying fan and business Measuring performance
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The mandate doesn’t change
the clarity does



Thank You
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