
CUSTOMER JOURNEY
MAPPING  STEP BY

STEP



What is Customer Journey Mapping?

Customer Journey Mapping (CJM) is a  
visualization technique that lets you see all  
interactions customers have with your  
services or products.



What do I get with CJM?

 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



Here’s the algorithm:

1. Gather as much data as you can
2. Define your customer persona
3. Set customer journey stages, customer goals, and  

touchpoints
4. Map your persona’s experience
5. Add the rest of your findings



LET’S GO OVER EACH STEP
Suppose we have a pizza restaurant



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.



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

Our persona will be Eva Molin.
She’s 29, works as a journalist in LA,
USA.



Set customer journey stages
The number of stages will differ from business to business.  
For our pizza restaurant, we’ll take 9 stages. They are:

 Aware
 Research
 Arrive at the restaurant
 Order pizza
 Wait for the order
 Eat pizza
 Leave the restaurant
 Leave feedback
 Return



Set customer goals
Setting customer goals at each stage is great because you gain the understanding of how your business  
goals align with the customers’ needs. You also see how you can improve your service to meet customer’s  
needs better winning their loyalty.



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: façade, signboards, parking, staff  
Ordering: waiter, menu
Waiting: restaurant interior
Leaving: paying terminal, waiter, other staff
Feedback: website, Facebook, Twitter etc.  
Return: promo email from your company



Put them on your map



Adding processes & channels
You may want to include these to see what channels your persona  
uses and what types of processes are in her journey



Add problems & ideas
Time to explore what problems Eva might have when ordering pizza at our restaurant. It could be:

 Aware & research: lack of info, few reviews, ads don’t show uniqueness of  
your offer

 Arriving: troubles locating your place
 Ordering: nothing about calories and poor pizza descriptions
Waiting: troubles finding restrooms

Etc.



Add ideas on how to fix it and put it all on the map:



Emotional graph
Never underestimate the power of visualization. UXPressia CJM tool offers a nice-looking graph to map  
the emotional journey of your customers!



Be creative!
Keep exploring Eva’s journey to find more insights and then add them all to the map!

If you use UXPressia (which you should!) check out other CJM section like user expectations, images,  
documents, KPI, and even videos!



WHAT’S NEXT?



s
Time to create a CJM  yourself with

UXPressia’s

Customer
Journey

Online Tool
HTTPS://UXPRESSIA.COM/C USTOMER-

JOURNEY-MAP- ONLINE-TOOL
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