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Introduction

Journey Mapping is a powerful tool that visualises a customer’s interactions with a
brand, from initial awareness to advocacy. By understanding customer needs, emotions,
and pain points at each stage, businesses can optimise their strategies to improve
retention, enhance satisfaction, and drive long-term loyalty. This guide provides a
structured, actionable framework for conducting journey mapping effectively.

Why Journey Mapping Matters

Journey Mapping enables businesses to:

« Identify Pain Points: Pinpoint and resolve obstacles affecting customer
satisfaction.

« Enhance Customer Experience: Improve processes across touchpoints.
« Align Teams: Create shared goals between marketing, sales, and customer
support.

« Drive Revenue and Retention: Increase loyalty by addressing customer
frustrations.
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Understanding the Customer Journey

Each journey consists of multiple touchpoints across different stages. Understanding
these helps businesses create a seamless customer experience.

Key Stages of the Customer Journey:
1. Awareness: The customer realises a need and discovers your brand.
Consideration: They research and compare options.
Purchase: They make a buying decision.
Onboarding: They begin using the product or service.

Retention: Actions taken to keep them engaged.
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Advocacy: Loyal customers promote the brand.

Implementation Steps:
« Map out interactions at each stage.
« Identify key customer needs and expectations.
« Document pain points and areas for improvement.

Example: A SaaS company found that customers hesitated during onboarding due to
lack of training. By introducing step-by-step tutorials, onboarding completion rates
improved by 40%.
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Mapping the Customer Journey

Creating a journey map requires gathering data, visualising customer interactions, and
identifying opportunities for improvement.

Steps to Create a Customer Journey Map

1. Define Customer Personas:

o Segment based on demographics, behaviours, and goals.
o Use surveys, CRM data, and focus groups for validation.

2. Outline Journey Stages:

o Break down the customer’s experience from awareness to advocacy.

o Include digital and offline touchpoints.

w

. Identify Pain Points and Emotions:

o Track frustrations that customers experience at each stage.
o Assess emotional highs and lows.

4. Map Improvement Opportunities:

o Highlight areas where the experience can be improved.
o Prioritise actions that have the highest impact.

5. Visualise the Journey:

o Use a structured table or digital tools to illustrate the full journey.
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Example Customer Journey Map Layout

Awareness Social media ads, | Clicks on ad, reads Discover a new Limited brand Curiosity, Targeted ads,
blog posts article product or solution visibility interest influencer
partnerships
Consideration | Website, product Browses products, Detailed information | Confusing product | Confusion, | Add comparison
pages, customer reads reviews on product features details or lack of hesitation charts and FAQs
reviews reviews
Purchase Website checkout, | Adds items to cart, Quick and easy Slow page load, Frustration, | Optimise page
mobile app completes purchase | checkout complex checkout | relief speed, simplify
steps checkout flow
Onboarding Welcome email, Opens welcome Clear instructions on | Lack of guidance, | Excitement, | Provide a step-by-
tutorial video email, watches getting started overwhelming overwhelm | step guide or
tutorial features onboarding call
Retention Loyalty program, Reads email, joins Incentives for Irrelevant offers, Satisfaction, | Personalise offers
re-engagement loyalty program continued infrequent indifference | based on purchase
emails engagement touchpoints history
Advocacy Social media, Refers friends, posts | Easy way to share Limited referral Pride, Offer rewards for
referral program positive reviews experience incentives enthusiasm | referrals and user-

generated content

Recommended Tools:

« Miro: Visual collaboration for mapping customer journeys.

o Lucidchart: Diagramming tool for structured journey visualisation.
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1. Use Real Customer Data: Base insights on surveys, feedback, and analytics.

2. Involve Cross-Functional Teams: Engage marketing, product, and customer

support.

3. Focus on Emotional Impact: Track satisfaction and frustration points.

4. Update Regularly: Customer behaviour evolves, so maps should be reviewed

frequently.

o Run quarterly journey map reviews.

« Use A/B testing to validate improvements.

o Regularly gather new customer insights.

Measuring journey mapping success requires tracking key performance indicators

(KPIs).

Metric

Definition

Why It Matters

Customer Satisfaction
Score (CSAT)

Measures satisfaction at
key touchpoints

Identifies service
improvement areas

Net Promoter Score (NPS)

Gauges likelihood of
recommendations

Assesses brand advocacy
levels

Customer Effort Score
(CES)

Tracks ease of interactions

Highlights friction points

Churn Rate Percentage of lost Indicates retention
customers challenges
. : Create real-time dashboards.
. : Track NPS and customer interactions.
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Continuous Improvement Framework

Journey mapping is an iterative process that evolves with customer needs.

Framework for Ongoing Improvement

1. Gather Fresh Insights:
o Run biannual surveys to track shifting preferences.
o Use analytics to monitor evolving behaviour.

2. Test and Validate Enhancements:
o Implement A/B testing to compare touchpoint performance.
o Measure impact using real-time KPls.

3. Refine and Update:
o Adjust the journey map quarterly based on findings.
o Introduce new strategies based on customer feedback.

Example: A financial services firm refined its onboarding by replacing dense text with
video tutorials. Customer retention increased by 22%.

Common Pitfalls and Solutions

1. Ignoring Negative Feedback — Solution: Use sentiment analysis to track customer
sentiment.
2. Inconsistent Data Collection — Solution: Standardise data collection processes.

3. Lack of Cross-Team Collaboration — Solution: Schedule alignment meetings.
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