Customer Journey Map

From bad day to new TV

Touchpoints

CHANNELS

CLIENT INTERACTION

COMPANY INTERACTION

THEY FEEL

SHOULD FEEL

SOLUTIONS/
OPPORTUNITIES

Title of touchpoint

Channels over which the
touchpoint happens i.e.
phone, email etc.

How/why the client
becomes involved
regarding the touchpoint.

How/why the company

responds or initiates the
client interaction during
the touchpoint.

What the client is feeling
at this specific touchpoint
I.e. confused, frustrated,
surprised, excited etc.

How the company wants
the client to feel during
this specific touchpoint.

What are possible
solutions or opportunities
that could improve the
interaction and benefit the
client during this specific
touchpoint.

Social Media

Internet, Facebook,
Instagram, Cell Phone,
Tablet, Computer

Views Ad, Remembers
want/need for a new TV,
Clicks Ad

Runs Ad Campaign,
Creates Landing Page(s)

Frustrated, Irritated,
Wound Up, Stressed Out

Relaxed, Happy to find a
solution to their bad TV

Increases Social Media
presence, Makes it easy
to contact the company or
follow, Keep social media
accounts up to date

Website

Internet, Cell Phone,
Tablet, Computer

Views Landing Page,
Selects product, Adds to
Cart

Easy checkout

Excited, Relieved

Excited, Ready to buy

Improve product pages,
Improve campaign
landing pages

Organic Search

Internet, Cell Phone,
Tablet, Computer

Performs search for "best
TVs," Reads product
reviews from Consumer
Reports, Reads customer
raviawe nn waoaheita
Includes customer
reviews on website,
Includes product
information on website

Curious

Confident

Improve SEO, Include
product reviews on
website, Improve
customer service to
increase positive
company reviews

TV Ads

TV, Mass Media

Views Ad, Remembers
need/want for a new TV,
Visits website, Performs a
Google Search

Runs TV ad, Website
content up to date,

Interested

Interested, Ready to take
action

Focus on customer wants
in ads

Physical Store

Face to Face, Signage,
Product Displays

Walks into store, Views
product displays, Talks
with sales representative

Knowledgeable sales
representatives

Curious, Ready

Excited, Impressed,
Ready to buy

Good product displays
with information, Good
product selection, Good
signage of products and
promotions, Customer
service training, Product
training

Customer Reviews

Internet, Face to face
(WOM)

Talks with friends about
their TV, Talks to sales
representative, Consults
Consumer Reports

Turned off or Happy
(depends on the review)

Happy, Impressed,
Ready to buy

Increase good reviews,
Improve customer service
to prevent negative
reviews of company,
Select good products

Mobile App

Cell Phone, Tablet

Open app, Searches for
product, Adds to cart,
Checks out

Creates easy to use app,
Shortens account setup
process, Shortens
checkout process

Annoyed or Happy
(depends on how long it
takes to checkout)

Excited, Relieved, Happy

Improve ease of use and
product search, Improve
customer account
creation, Improve
customer checkout
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