
What other 
high level 

information 
would be good 

to see here?

PREPOPULATION INITIATION & INQUIRY CLIENT ORIENTATION CLIENT DATA ENTRY CLIENT EDUCATION COLLABORATION CLIENT DATA ENTRY PROFILE FOLLOW- UP TRANSACTION DATA

I wonder if I 
have the DBA 
or their actual 
business name

That is 
easy

Is this 
secure?

How can I 
tell if this is 
accurate?

What will 
happen when I 

enter the 
company 

name?

Wow, that is 
pretty 

comprehensive 
information

I wish i could 
batch import my 
clients from my 

accounting 
platform

That's 
pretty cool

That's a drag 
that it only pre- 

populated a 
few fields.

This was able 
to save me 
some data 

entry

Nice to mark 
and return to 

later

Oh! This will 
make me look 

like i'm on top of 
things with my 

client

I like being able to 
track status all in 
one place. That is 

handy!

I wish there 
was a way to 

gauge accuracy 
of the data

I'm not sure what 
this means or 

what will happen 
when I mark them 
as "Need Clarity"

There's not 
much left to 

complete

Where does 
this info 

come from?

Can I remove 
an or edit an 

item?

I wonder if 
Cathy will 
open this

Helpful to have 
something I can 

tailor to my 
needs

I hope this 
doesn't go to 

Cathy's 
spam folder

Who is this 
email 

coming 
from?

Does this explain 
who LumaTax is 
and our firm's 

relationship with 
them?

I wish there 
was less 

work left for 
the client

Glad I don't 
have to explain 

this to Cathy 
myself

I'm relieved that 
Cathy was able to 

get into the 
system without 

incident

Am I going to 
get an email 

every time she 
edits data?

Wow, 
that is 
easy

I hope this 
doesn't take 

very long

Glad to know 
why they are 

asking for this 
stuff

That was 
useful 

information

I wonder what else 
they can help me 

with now that they 
know my business 

location and 
industry?

I have no 
idea what 

this means

The 
explanation 

was very 
helpful

That wasn't 
clear 

enough for 
me

I should 
probably ask 

my accountant 
for help

I didn't realize 
how important 

that designation 
was

How 
neat

I wonder how 
long it will 

take Aaron to 
respond

slick, I didn't 
realize so much 
information was 

available

CATHY: I hope 
I don't have 

to do 
anything else

AARON: Shoot, 
how many emails 

is this system 
going to send me

Glad this 
is all in 

one spot

Both: This is 
a nice and 

concise email

Oh - there are 
only a few items 

Cathy needs 
help with

Happy to 
review one 
at a time

WOW! 
There's 
Aaron!

BOTH: This is 
too much 
stimulus

Both: This is so 
easy. I'm glad we 
don't have to do 

this in email

Why is so much 
time and 

energy spent 
on NAICS

AARON: This is 
important and I'd 

like to have recevied 
this via Slack/Teams 

so I can respond 
there

WOW! 
There's 
Cathy!

Why is 
Cathy 

watching 
me?

AARON: Oh, I've 
used this type of 

commenting 
system before. 
This is familiar.

How 
embarassing

CATHY: This is really 
cool. This is how my 
accountant SHOULD 
be working with me.

Everything 
is so 

organized

Oh, now I 
understand 
what this is 

about

AARON: Why is my 
client asking me 
questions about 
other services in 

this forum?

Way too many 
emails. Why did I 

get an email 
about this?

If I had to step 
away, it would be 
helpful to know 

Aaron was 
working on it

Glad I was 
able to fix 

that

Are we 
almost 
done?

I would prefer to 
click on a "Yes" or 
"No" or "Not Sure" 

then type

Is Cathy going to 
use this chat to 

ask me other 
questions 

unrelated to SALT?

Glad we got 
this resolved. 
That was easy

This is easy 
to track, 

resolve, and 
follow

Maybe I should do 
this later when I 

can be 
uninterrupted by 

other question

This is so simple 
that I can handle 
the rest on my 

own

Aaron: 
Relieved she 
doesn't need 

more help

Cathy: 
Bye 

Aaron!

Aaron: I'm glad 
I was able to 

help Cathy out 
so easily

Cathy: 
Aaron is 

a pest

Activity stream 
and reminders 

are piled up 
after I return

This is 
straightforward

I feel like I'm 
getting close. 
Not too much 
more to do!

Another 
email?

LumaWhat?
Why didn't 
my CFO get 

this

 Why do I 
need to 

povide data

too bad this is 
not directly 
integrated

This is 
straightforward

We need to 
finish this 
up already

Happy to see the 
progress bar and 

know where we are 
in the process

That was a 
pain in the 

ass

I want to be 
reminded to 
return and 

complete but I 
don't want to be 

constantly nagged

I did it! That was 
easy

Gosh, I hate to bug 
her again ... I feel 
like a pest ... but 
we need this info

Cathy: But, Aaron is my 
accountant and I am 

reluctantly pleased with 
his persistence and 

professionalism.

MORE F'IN 
EMAIL???

Uploading the 
data was 

simple and 
easy

This email is so 
helpful and 
insightful

Cathy: My 
score is 

low! Yikes!

I hope Cathy's 
profile data is 

accurate

Cathy: When are 
we going to take 
care of this low 

score?

What will I be 
reviewing if I 
click "Review 

Score"?

What does 
this score 

mean?

What am I 
supposed 

to do now?

I feel like a 
pest with all 
this back & 

forth

This  detail on 
what to do 

next is helpful

how long 
do I have 
to wait

That template was 
nearly perfect. I 

couldn't have said it 
better myself

I hope Cathy 
understands 

what is 
needed

How do I 
get this 
data?

 Couldn't I 
just email you 

the data?

Cathy: These results 
are visually 

appealing and easy 
to understand

very slick...data 
notification helps 

me stay timely

Going back to 
2017? That's a 

lot of data

The instructions 
to get my data 
were clear & 

concise

Cathy would like a bit 
more info on how this 

results were determined 
so that it doesn't feel 

like a "black box" 
solution

I love the 
premapped 

templates for 
common files

That is an easy 
mapping tool

That was 
easy 

enough

I wish there had 
been a remindeer 

after I forgot to 
map her data

Can't I just have 
Aaron do this? 

How often 
do I need 

to do this?

I hope this 
is a one 

time thing

I want to send a 
photo of this data 

that I took with 
my cell phone

I hope Cathy 
gave us what 

we need

I like that I can 
specify a path for 

data input needed 
for each 

deliverable

ACCOUNTANT ORIENTATION

Oh, this is the 
product 

Penelope was 
telling me about

Curious

That email 
invitation was 
very easy to 
understand

Appreciative

This is 
visually 

appealing 
and clean.

I hope this 
is easy to 

use

Great, yet 
another tool 

I have to 
learn

I wonder 
whether 

this email is 
authentic

Impressed

How might we 
convey LumaTax's 
ease- of- use before 
Aaron ever logs in?

How might we 
reduce frustration 

about having to use 
yet another tool?

How might we 
convey LumaTax's 
authenticity in the 

Accountant 
Invitation email?

Aaron receives invitation to
LumaTax from Partner in firm

AARON
the ACCOUNTANT

CATHY
the CLIENT

AC
TI

O
N

S

GAINS

PAINS

EMOTIONAL
JOURNEY

MESSAGING
OPPORTUNITIES

Another 
password I 

have to 
remember

This seems 
straightforward

Relief

This 
product 

looks legit

Easy to 
access

What do 
we use 

this for?

Comfort

Reassured

How might we 
articulate what 
LumaTax does 

before Aaron logs in 
for the first time?

FrustratedUninformed

How might we ease 
the pain of having to 
create yet another 

username and 
password?

Aaron logs into LumaTax
for the first time

Aaron sees a pop- up prompt directing his attention 
to "Add Client to Get Started"

what client 
is best to 

start with?

I'm familiar with 
this but is it okay 

to share my 
client's data 

here?

Ooh - that 
prompt  is 

helpful. I know 
exactly what do 

to

That's 
convenient

Looks 
simple and 

clean

Pleasantly 
suprised

Confident

I have 
600 

clients

Appreciative

Overwhelmed

Concerned Skeptical

How might we assist 
Aaron in deciding 
which client is the 
best one to start 

with?

How might we 
inform Aaron that it 
is secure to enter his 
clients information 

in the portal?

How might we 
convey that 

LumaTax will not be 
a laborious chore if I 
have 600 clients to 

add?

This is not 
helpful...what 

info am I 
going to need

There 
are a lot 
of fields

What 
modules 
does this 
apply to?

Aaron arrives at "Add a New 
Client" landing page

Overwhelmed

Unsure Risk- aware

How might we 
provide clarity of 
what information 

Aaron will need 
before he adds a 

new client?

How might we 
reduce 

overwhelming Aaron 
with too much 

information at once?

How might we make 
clear what module 
the data relates to?

Confusion

Unprepared Overwhelmed

At least it 
looks nice

Comfort

Aaron enters the Company Name of 
his client

Concerned

How might we 
lookup DBAs from a 

business name?

Curious

Concerned Tedium

Relief

Aaron notes that the Client 
Profile is 50% complete after 
the pre- population

Curious

Nonplussed

Impressed

Interested

Happy

Mildy
Disappointed 

Distrust

How might we 
inform Aaron what 
will happen before 

he enters his client's 
company name?

How might we 
demonstrate that 
any information 
entered is being 

done securely

How might we allow 
Aaron to batch 

import clients from 
his accounting 

platform?

How might we show 
that the data 

imported from a 3rd 
party is accurate?

How might we 
provide insight into 

where we get 
company 

information?

How might we 
ensure the company 
data we import from 

a 3rd party is 
robust?

How might we 
provide insight into 
the accuracy of the 

company 
information?

LumaTax pre- populates Client's 
information based on Company Name

Aaron enters what he knows about his client 
but there are several fields that he does not 
know. He marks these items as "Need Clarity", 
adding a comment for each one.

Confused

Proud

Pleased

How might we be 
clear about what it 
means to mark an 

item as "Needs 
Clarity"

As Aaron is selecting items for 
clarity, a running list of items 
for the client to review appears

Aaron clicks "Prepare Client 
Inquiry" at the bottom of the 
running list

Aaron verifies/edits the client inquiry correspondence -- which includes a 
personal message, an explanation of nexus, and the importance of 
completing the profile --  before clicking "Send Client Inquiry"

Why doesn't 
my accountant 

know this 
already?

Who the 
heck is 

LumaTax?

Where is the 
email? Oh, 
its in my 

spam folder

Glad we're 
getting this 

sales tax stuff 
figured out

Can't I just reply 
to this email and 
provide this info 

to my 
accountant?

This is a nice 
looking 
website

 I think I 
understand 
why this is 
important

Is this email 
authentic? I get a lot 

of training and 
receive a lot of 

warnings regardnig 
fishing, etc.

There are some 
terms here 
that I don't 
understand

I like being 
able to see 
where I am 

at

Is it ok to 
put my 

information 
here?

Looks like 
most of this 

is done 
already

 Oh, there 
isn't a lot I 
need to fill 

out

I hope I have 
the right 

information 
handy

I'm glad the 
system is telling 
me exactly what 

to do

Didn't I already 
give this info to 

my 
accountant?

This is not like 
other software 

... this is simpler.

Cathy receives email outlining the missing items for the profile and a 
call to action to assist the accountant in completing the profile

Cathy clicks on link in initial 
email and arrives at the client 
portal without having to log in

Cathy reads what this 
is for and why she 
should take the time

Cathy sees a percent 
complete towards a set of 
tasks, and the remaining 
tasks grayed- out

Cathy is presented with only the 
items the accountant flagged as 
"need clarity"

Cathy sees an overlay 
directing her to click the 
first "need clarity" item

How might we make 
it simple to edit or 
remove items from 
the "Needs Clarity" 

queue?

How might we 
determine what the 
ideal information is 

to display on the 
running list of 

"Needs Clarity"?

How might we 
ensure that the 
client opens the 

initial email?

How might we 
ensure the client has 
the least amount of 

work to do as 
possible?

How might we clarify 
to the client the 

nature of the 
relationship 
between the 

accounting firm and 
LumaTax?

How might we 
prevent the initial 
client email from 

going to their spam 
folder?

How might we be 
clear about who the 
initial client email is 

coming from and 
why?

How might we 
prevent the initial 
client email from 

going to their spam 
folder?

How might we 
clearly articulate 

who LumaTax is to 
the taxpaying client?

How might we 
convey the 

authenticity of the 
initial email to the 
taxpaying client?

How might we clarify 
the reason why the 

accountant does not 
know this 

information about 
the client?

How might we 
articulate the 

dangers of the client 
providing the 

accountant with 
information over 

email?

How might we 
convey the security  
of LumaTax to the 
taxpaying client?

How might we help 
the taxpaying client 

understand the 
definitions of what 

LumaTax is asking of 
them?

How might we help 
the taxpaying client 

prepare the 
information they 

will need to enter, 
prior to entering it?

How might we 
articulate the 

difference between 
information the client 
has already given the 
accountant and what 

is being asked for?

Client enters information about 
their business in a wizard that 
uses simple, easy to understand 
questions to capture data

How might we 
articulate the time 
commitment it will 
take to complete 

their tasks? 

Aaron is notified via 
[email/slack/notification icon] 
that their client has begun 
entering data in their profile

Client gets insights as they populate their data (i.e 
NAICS Info, Address/location info)

Cathy does not understand NAICS 
designation and revenue estimates so 
looks for a help icon to get clarity

Cathy reads tooltip content but still 
needs clarity on NAICS designation

How might we allow 
the accountant to 

control the volume 
of email 

communications 
between LumaTax 

and the accountant?

How might we 
provide information 

to the taxpaying 
client in the easiest 

to understand 
terms?

How might we provide 
a way for a taxpaying 

client to gain 
understanding about 

information their 
accountant is asking 

for? 

How might we make it 
easy for a taxpaying 
client to ask for help 

from their 
accountant?

Cathy flags the NAICS designation 
element as "Needs clarity", enters 
a brief comment to the 
accountant, and clicks "Send to 
accountant"

Cathy receives email confirmation that the accountant has been 
notified that they have questions waiting to be answered

Aaron receives email confirmation that the accountant has been 
notified that they have questions waiting to be answered

Aaron sees a running list of 
"Comments" and reads Client's 
comment about NAICS

How might we 
articulate how long it 

will take for an 
accountant to 

respond to a client?

How might we reduce 
the volume of emails 

coming from LumaTax 
to to the accountant 

and the client?

How might we reduce 
the volume of emails 

coming from LumaTax 
to to the accountant 

and the client?

How might we convey 
to the taxpaying client 
how far along they are 

in the process?

Aaron clicks a link next to the 
comment and jumps to NAICS

Aaron clicks a link next to the 
comment and jumps to NAICS

Cathy sees Aaron's mouse move 
around their screen, ultimately 
focusing on the NAICS

Aaron sees clients mouse hovering 
nearby - and sees that Cathy is in 
session via a bubble at the top of 
the screen

Aaron clicks "Reply", enters a response to 
the client's question, and clicks "Post"

Cathy sees accountant answer 
their question in real time

Aaron's 
comment 
appears under 
the clients 
question

Aaron notices a typo in 
their response, clicks the ✎ 
icon, fixes the typo, and 
clicks "Post"

Cathy sees accountant fix 
their typo in real time

Cathy is notified via email 
that the accountant has 
answered the question

Cathy understands NAICS and is 
now able to self- select the right 
NAICS designation

Aaron marks comment as 
"Resolved"

In a chat window, Aaron asks if the 
client needs further assistance

I feel like i'm 
providing 

good service 
to my client

Cathy responds "No thank you"

Aaron closes the browser session after 
a courteous "good bye"

Cathy sees Aaron's mouse disappear

How might we help 
the accountant 

understand that 
understanding of 

concepts and terms 
differ per client?

How might we 
prevent any anxiety 
about watching each 
other's activities in 

real- time?

How might we help 
clients stay focused 
on the task- at- hand?

How might we make 
accountants (and 
clients) feel more 

confident in 
themselves during 

real- time 
collaboration?

How might we reduce 
the volume of emails 

coming from LumaTax 
to to the accountant 

and the client?

How might we let the 
client know how far 
along they are in the 

process?

How might we help 
the client stay focused 
on the task- at- hand?

How might we help 
the accountant 

determine the ideal 
time to chat with the 

client via Client 
Connect?

How might we provide 
chat shortcuts to help 
all parties save time?

Cathy continues to complete 2 
more "Needs Clarity" items 
independently and in doing so, 
sees the "Percent Complete" 
meter at 85%

Aaron receives an email 
digest informing him of 
updates made by Cathy

Cathy is distracted by something 
at home. Her session times out 
and she doesn't return for days

2 days later, Aaron hasn't received any 
additional notifications about Cathy's 
profile. He arrives at her profile and sees 
that it is 85% complete with 4 more 
items remaining on the "Needs Clarity" 
list

Aaron sends the link to Cathy 
again with a gentle reminder to 
complete the profile

Cathy 
completes 
profile 🏆

How might we reduce 
the volume of emails 

coming from LumaTax 
to to the accountant 

and the client?

How might we 
reinforce the 

relationship between 
the accountant, the 

client, and LumaTax?

How might we strike 
the right balance of 

notifications vs. 
annoyance

How might we provide 
tools to help speed 
the process along?

How might we strike 
the right balance of 

notifications vs. 
annoyance

How might we strike 
the right balance of 

notifications vs. 
annoyance

Aaron is notified via email that Cathy has completed their profile and 
has identified that Cathy's company has a low estimated score. 

CTAs in email:
Review Profile,
Review Score,
Request Client Data

Cathy reviews her score, LumaTax insights, 
and waits for next steps from Aaron.

Aaron is on vacation and does not 
check his email for a week. He is 
notified again via email with an 
option to silence email

Aaron clicks the CTA in the email to "Review 
Score" and lands on the Client Dashboard 
following logging in to LumaTax - There he 
sees that Cathy's estimated score is low and 
CTA to Request Client transaction data

Review what LumaTax thinks I should do next 
based on the results. One CTA is "Request 
Client Data" which Aaron clicks

Aaron lands on a prewritten - but editable - 
template explaining Nexus and the estimated 
score in easy terms. CTA within template 
requesting transaction data. Aaron edits the 
template, verifies the email of his client and 
clicks send

Cathy receives email and clicks CTA to 
upload data

Cathy lands at the 
data upload page for 
her company without 
having to log in to 
LumaTax.

Cathy reads information on why transaction data is 
important and is provided instructions on how to 
export data from Amazon, where she sells.

Can't we just 
connect my 
Amazon to 

LumaTax so I don't 
have to do this?

Cathy downloads her CSV 
from Amazon to her 
desktop

Cathy drags the CSV from her desktop onto the 
"Drag CSV here to upload" box (which also 
contains a button to "Browse for file") and 
clicks the "Upload file" button (which goes from 
inactive to active once a file is selected)

Cathy lands on a thank you page that verifies the file has 
been securely uploaded, that her accountant has been 
notified, and that she should wait to hear next steps

Aaron receives email that Cathy's data has been 
uploaded. It contains a CTA to map/validate the data Aaron maps the data

How might we help 
the client understand 

what a low score 
means?

How might we provide 
insights into how 

LumaTax arrived at 
their LCS?

How might we reduce 
the volume of emails 

coming from LumaTax 
to to the accountant 

and the client?

How might we 
manage the 
accountant's 

expectations before 
they review the LCS?

How might we verify 
that the client's 

profile information is 
correct and 

communicate that to 
the accountant?

How might we keep 
reminders to a 
minimum if the 

accountant does not 
view them?

How might we keep 
the client informed of 

the accountant's 
progress after the 

client has completed 
the profile?

How might we best 
explain what the LCS 

means?

How might we best 
inform the 

accountant of what to 
do after the client 
profile has been 

completed?

How might we provide 
tools to the 

accountant to help 
explain what is 

needed following the 
completion of their 

profile?

How might we foster 
communication 

between the 
accountant and the 

client without making 
the accountant feel 

like a pest?

How might we ensure 
that the right person 

at the taxpaying 
client's company is 

the one 
communicating with 

the accountant?

How might we explain 
the importance of 

providing transaction 
data to the client?

How might we provide 
clear instructions for 

the client to download 
their transaction 

data?

How might we inform 
the client of the most 
appropriate / secure 

formats for their 
data?

How might we take 
the burden of getting 
transaction data from 
the client and place it 

on the accountant?

How might we best 
integrate transaction 

data so the client does 
not have to upload it 

by hand?

How might we 
articulate to the client 

the importance of 
having transaction 

data going back a long 
way?

How might we 
alleviate the pain of 
having to manually 

download transaction 
data?

How might we keep 
the frequency low of 

downloading 
transaction data for 

the client?

How might we best 
convey the risks of 

sending transaction 
data through email?

How might we convey 
to the client how long 

it will take the 
accountant to get 
back to them after 

they upload 
transaction data?

How might we keep 
the frequency low of 

downloading 
transaction data for 

the client?

How might we 
validate the 

transaction data that 
the client provides?

How might we best 
inform the 

accountant that the 
client has uploaded 
transaction data?

How might we best 
integrate the mapping 

of transaction data?

CLIENT CONNECT JOURNEY MAP - Q1 2022

Pleased

Missing 
Something

Relieved

Concerned

Empathetic

Satisfied Pleased Accommodated

Concerned Hesitant Concerned

Distrust

Not sure Distrust

Rushed

Thankful

Impressed

Concerned Uninformed

Motivated Informed Relieved

Concerned

Hopeful

Irked

Relieved Pleased

Annoyed

Pleased Relieved

Motivated

Informed

Impressed

Curious

Uninformed

Informed

Frustrated Irritated

Pleased

Iritated

Blood boiling 
frustration

Iritated Spent

Informed Hopeful Relieved

Happy

Baffled

Impressed Impressed

Self- 
concious

Smart

Annoyed

Amazed Confident

Embarrassed

Glad

Annoyed

Grateful InformedPleased

Impatient

Pleased

Impressed Valued

Concerned Concerned

Confident

Inconvenienced

Pleased

Of 
Service

RelievedRelieved Relieved

Annoyed

CATHY the CLIENT

Curious

Concerned

AARON the ACCOUNTANT

Distracted

Perplexed

Impressed

Impatient

Happy

Troubled

Annoyed

Reluctantly 
pleased

Accomplished

Confused

Worried

Curious

Irate

Informed

Confused Concerned Buried

Worried

Confused Lost

Satisfied

Concerned

Impressed

Shame Overburdened

Uninformed Clueless Frustrated Impatient

At ease

Questioning

Overwhelmed

Informed

Frustrated Fearful Frustrated

Relieved Relieved

Impatient Confused

Grateful

Worried Iritated

Appreciative Appreciative

Hopeful

Why am I 
being 

asked to fill 
this out?

Impatient

Informed

How might we draw 
attention to the 
users' next task?

How might we 
provide Aaron a 

landing page to add 
a new client?

How might we 
provide a way for 

Aaron to pre- 
populate the profile 
based on company 

name?

How might we allow 
Aaron to mark items 
for "Needs Clairity" 

from the client?

How might we 
provide a running 
list of items that 
"Need Clarity"?

How might we allow 
Aaron to edit a 

prewritten template 
with a personal 

message before asking 
client for items that 

"Need Clarity"?

How might we deliver 
an email to the client 
with a call to action to 
complete their profile?

How might we allow 
Cathy to view the 

items that need clarity 
without having to log 

in?

How might we provide 
insights as the 

accountant or client 
populates their data?

How might we allow 
the client to mark 

items as "Need 
accountant assistance" 
along with a comment 

for each one - and a 
running list of their 

comments?

How might we notify 
the accountant and 

client that they have 
items to review?

How might we allow a 
user to jump to the 

field that needs follow- 
up from the running 

list?

How might we provide 
a way for accountants 
and clients to see each 
others' activity in real- 

time?

How might we allow 
accountants and 
clients to reply to 

comments about on 
each item that needs 

clarity?

How might we allow 
for accountants and 

clients to edit or delete 
their comments?

How might we best 
inform all parties of 

recent activity on 
Client Connect?

How might we allow 
for comments to me 

marked as "Resolved"?

How might we provide 
a chat service within 

Client Connect?

How might we provide 
an email digest of all 

activity that has 
transpired since their 

last notification?

TECHNICAL 
OPPORTUNITIES
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