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CUSTOMER JOURNEY
MAPPING STEP BY
STEP
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Customer Journey Mapping IS a
visualization technigue that lets you see all
Interactions customers have with your
services or products.
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- Better understanding of the end-to-end customer
experience (CX)

= Improving cross-functional processes

-> Eliminating corporate silos

- Marketing efficiency improvement

- Retaining customers

- Getting a single view of your customers
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Gather as much data as you can

Define your customer persona

Set customer journey stages, customer goals, and
touchpoints

. Map your persona’s experience
. Add the rest of your findings
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LET'S GO OVER EACH STEP

Suppose we have a pizza restaurant
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Gathering data

- Use whatever customer data you already have
- Make hypothesis

- Get all web data analytics

- Conduct interviews & context inquiries

- Ask customers to take surveys

-> Let customers participate in CJM workshop!

- Check out what’s going on in your rivals’ labs.



Persona is a collective image of a particular group of your
customers which describes their background, goals, motivations,
pain points etc.

Demographic

Our persona will be Eva Molin.

@ LA

She’s 29, works as a journalist in LA,
USA.
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Eva Molin - Pizza Lover
1

Background

Eva is 29 and she works as a journalist, She has a boyfriend and they both share their love
for a finger-licking pizza

Skills Frustrations

Eva is afraid of gaining extra weight
because she's always on TV

Tech Savvy

5 50

Goals

Find a new pizza house with tasty pizza, nice atmosphere and acceptable prices




The number of stages will differ from business to business.

For our pizza restaurant, we’ll take 9 stages. They are:
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Aware

Research

Arrive at the restaurant
Order pizza

Wait for the order

Eat pizza

Leave the restaurant
Leave feedback
Return
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RESEARCH

Get to know some new Find out what people say
place to have pizza about that new pizza

User goals
place

Find out if the pizza was worth all the
money and pains
Enjoy pizza!

ARRIVE

Quickly locate the cafe
Find a convenient parking

« Pay using a contactless
payment

« Find the car in the
parking
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« Try something new
« Make custom pizza

FEEDBACK

Share impressions with
friends and followers

« Wait for pizza
« Not getting
bored

RETURN

Decide whether to
visit this place again
or look for
something else
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Define touchpoints

Touchpoints are encounters that happen between your business and customers
In the case with the pizza restaurant, touchpoints might be:
Aware: billboard, friends, Internet, signboard
Research: website, Yelp, friends
Arriving: facade, signboards, parking, staff
Ordering: waiter, menu
Walting: restaurant interior
Leaving: paying terminal, waiter, other staff
Feedback: website, Facebook, Twitter etc.
Return: promo email from your company




Touchpoints

AWARE

Signboard

In

Friends

Ads on facebook and
other social media
Billboards

= RESEARCH ARRIVE

Info on the website cating the place « Waiter
= Menu

A%
yelp<”

Asking friends
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» Waiter
- Staff
- Parking

FEEDBACK RETURN

+ Review on the ite » Bonus prograrr

« Yelp and other - Receive
feedback services t




You may want to include these to see what channels your persona

uses and what types of processes are in her journey

Find some new pizza place Find out what people say about this restaurant

. Signboard

« Internet

» Friends

- Ads on facebook and other social media
- Billboards

+ Company's website

gaogles

Quickly locate the cafe.
Find a convinient
parking. Get a nice table

+ Try something new
+ Make a custom « Not getti

« Locating the place + Waiter
« Parking « Menu
» Staff

+ Wait for the orde
red

« Find out if the pizza was worth money, time « Pay with contactless
and pains payment
« Enjoy delicious pizza + Easily locate the car
on the parking

- Waiter
+ Staff
+ Parking
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Share impressions with
friends and followers

+ Review page on the
website

« Yelp and other
review platform

« Friends

Decide whether to visit
this place again or look for
something else

program
ial events
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. lack of info, few reviews, ads don’t show uniqueness of

your offer
troubles locating your place

nothing about calories and poor pizza descriptions

troubles finding restrooms
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Emotional graph

Never underestimate the power of visualization. UXPressia CJM tool offers a nice-looking graph to map
the emotional journey of your customers!
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WHAT'S NEXT?
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Time to create a yourself with

Maria Sitva AWARE SEARCH WAY TO CAFFEE

Customer .. ——

Meet Marla
I have 15 minut

Marla is a mid QLIOt.E I right, ne ant and return to
level manager
ELELTT

company. Her
working hours
are from @

a.m. til 6 p.m.

|
She goes to
n I n e O O 2y whan process
a year when
having a

vacation. Her 4. Maria headed to tha
Income Is
quite good so
Marla can
afford simple
little
pleasures
{and dellcac

les} Experience

Maria lives
with her
flancée and
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