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Customer Journey Map
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Persona Details Scope Summary Goals
Bio of key attitudes and Detail the scope of the journey List the motivations driving this particular
behaviors being detailed below persona within the scope detailed
Vanessa Smith
RESEARCH APPLICATION ENROLLMENT ONBOARDING ACTIVATED

Vanessa's sister tells her to

Completes and submits
look into XYZ

application

Vanessa visits website and

location “Excited to get started and be

more productivel!l”

Visit XYZ.com

“There are too many options. | don’t
know where to start!”

“The application is sooo long. |
dicin’t think I'd ever complete it.

Completes in-persom requirements, speaking with
customer support once per week.

Long wait of one month in this process.
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[ Automated Response ]

®

Watches tutorials, reads boards and

Uses product for 2
speaks to existing customers/co-workers.

weeks steadily then
slowly falls off.

Approval Received

Evaluates
competitive tools

Troubleshooting Call

“The tech support team
was very helpful”

WAIT FOR APPROVAL
1 month

Relieved that's done!”
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Opportunities

Improve information on website and
customer service.

Streamline process. Reduce
steps and take online.

Reduce wait time by optimizing internal processes.
Improve wait communications.

Accelerate time to get to first
successful goal.

Improve the contextual
help and cues for
taking next steps.
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