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Recipes for Creating Happier
Customers and Healthier Organizations

The Experience 
Design BLUEPRINT

Gregory 
James 
Olson

updates at bigideatoolkit.com or delightability.com/blog

Delight by surpassing expectations at touchpoints

Balance the 3 legs of the stool to stay on top
Know your funnels and work your ABCs

Make a flight plan so you know where to go

Use the Big Picture if you get stuck

Update your flight plan daily from the PlayBook

Guiding Principles

Big Picture

big idea
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