CUSTOMER JOURNEY MAPPING

Write a vision for your program:
[image: ]

What do you want your customer to “think” as they experience your service?







How do you want the customer to “feel” about their experience with the services?






Who is Your Customer?
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(Very Abbreviated) Customer Journey Map:  
[image: ][image: ]Touch Points:
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Emotion:
Thoughts:


[image: Crying face outline outline][image: ]
1.  __________________________       4.  __________________________  

2.  __________________________       5.  __________________________  

3.  __________________________       

List your 
pain points:





 	

Set Priorities
[image: Crying face outline outline][image: ]
    Which pain point is a high priority to fix?
     _______________________________________________________ Select one
 pain point

     _______________________________________________________



Develop Solutions
Review customer thoughts, analyze the problems based on the impacts, and brainstorm possible solutions.  
	Customer Thoughts:
	
	


	Analysis of the Problem:
	



	Solutions:
	










Experimentation
Which solutions will you move forward with? Create hypothesis statement for each of the concepts that you want to pursue:

	Hypothesis
Template:
	We believe that [SOLUTION] will likely result in [DESIRED OUTCOME]. We will know that when [RESULT/MEASURABLE IMPACT].



We believe that… ___________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

______
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Goals:                          

Fi nancial Situation:  

Challenges:                

Name:   Demographics:             Education:         Work History/Work Values                  

Persona  


image3.emf
Ricky   Age 24   2 children by 2 women .  Age 8 and 3   Minor criminal background   Couch surfing at present     Education   Has high school diploma   Reading/Math below level   Not interested in training,  wants job   Work History/Work Values   Has held entry jobs before   Longest job retention 9 months   Quits jobs and has been fired   Not sure about career path   Interested in immediate job   Avoids jobs where drug testing is part  of application process      

 

Goals   Wants immediate job   Expects job to pay   him well   Wants better relationship with his children   Needs to make a plan to catch up on his child support   Expressed no  interest in improving his academic skills   Can’t see future    


