
Customer journey

Capture your end user's wants and needs

60-90’

Instruction�
�� Use the insights that you gathered through research and map the 

whole process in different phases. Write the phases down on post-its�
�� Add the actions corresponding to the phases step by step�
�� Which devices, persons, products, etc. do users come into contact with�
�� Indicate how the users experience the actions and touchpoints.

P
h

a
se

s
A

ct
io

n
s

To
u

ch
p

o
in

ts
E

m
o

ti
o

n
a

l c
u

rv
e

W
h

at
 a

re
 t

h
e

 d
if

fe
re

n
t 

e
m

o
ti

o
n

s 
th

at
 

p
e

o
p

le
 e

xp
e

ri
e

n
ce

 d
u

ri
n

g
 a

ll 
th

e
 

ac
ti

o
n

s 
in

 t
h

e
 jo

u
rn

e
y?

F
o

r 
ea

ch
 a

ct
io

n
, w

ri
te

 d
o

w
n

 w
h

at
 t

h
e

 
u

se
r 

in
te

ra
ct

s 
w

it
h

 a
n

d
 w

h
at

 t
h

e
y 

n
e

e
d

 
to

 u
se

, e
.g

. o
n

lin
e

 lo
g

in
 w

it
h

 s
tr

o
n

g
 

au
th

e
n

ti
ca

ti
o

n
 o

n
 m

o
b

ile
 o

r 
d

e
sk

to
p

W
h

at
 s

te
p

s 
m

u
st

 t
h

e
 u

se
r 

co
m

p
le

te
 t

o
 

ac
h

ie
ve

 a
 s

u
cc

e
ss

fu
l r

e
su

lt
, e

.g
. s

ta
rt

in
g

 
u

p
 c

o
m

p
u

te
r 

an
d

 s
p

e
ci

fi
c 

so
ft

w
ar

e
 

p
ro

g
ra

m

W
h

at
 a

re
 t

h
e

 la
rg

e
r 

d
iv

is
io

n
s 

w
it

h
in

 w
h

ic
h

 t
h

e
 

ac
ti

o
n

s 
b

e
lo

n
g

, e
.g

. 
p

re
p

ar
e

, v
al

id
at

e
, f

o
llo

w
 u

p


