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Feb 22 - Mar 14

Nilakantasrinivasan J

Welcome to 

Design Thinking and Customer Journey Mapping Course
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Deliverables for Week 1

1. Complete Quiz

2. Watch Videos

3. Think of a wicked problem in your organization related to customers. Write 

it down from your perspective and from customer perspective
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Business Objectives of CJM

What are the 

business needs 

to do CJM for 

your business?
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Journey to SEARCH 

for Solutions

Journey to 

SELECT 

Solution

Journey to 

BUY
Journey to USE

Journey to 

DERIVE 

MORE

Level 2

Level 1

4

Customer Journey Maps can be created at various levels of detail

Level 3

Journey Drill Down
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5 Canopus Business Management Group  - India

Episode Management

• When customers have a task to complete or a need to fulfill through the 

company, that’s an episode. 

• Has a clear start and end, marked by the customer completing what he or 

she set out to do. 

• Range from a single interaction (such as paying a bill online) or an 

intricate series of interactions spanning weeks (getting fixed broadband 

service moved to a new home).

Source: NPS & CX Benchmark report 2018
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Key Elements of Customer Journey Map

Customer Journey

Detailed Journey with 

scenarios

Customer Persona

Emotions of  

Customers

Barriers for 

Customers

Levers for Customers

Moments of Truth

Opportunity for 

Creating WOW!

Unique Journey/concerns 

of each customer profile

1

2

3

5

8

9

4

7
6

6
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Detailed Journey

• Find out about  

school, office 

and family 

commitments

• Speak to 

family 

members 

about their 

interest to go 

on a vacation

• Discuss with 

family members 

about vacation 

options

• Discuss with 

friends

• Review travel 

websites/ 

newspaper/ 

magazine/ travel 

websites

• Get a sense of 

possible 

locations and 

costs

• Seek out for best rates for 

travel

• Seek out help on itinerary

• Finalize itinerary with family

• Make payment and book 

tickets and hotel

• Arrange for Visa if required

• Research in the web and find 

out interesting things to do

• Figure out what 

to pack 

(essentials, 

FOREX, etc)

• Print tickets/ 

boarding pass

• Reach airport

• Take the flight

• Reach 

destination

• Reach hotel

• Get acclimatized

• Figure out Mobile 

Number to use 

locally

• Arrange for all 

activities in Hotel

• Have fun

• Don’t miss out 

Shopping

• Keep up schedule

• Manage food 

preferences

• Take care of 

health/safety of 

family members

• Keep track of 

FOREX

• Download photos 

from devices

• Share photos in 

social media 

• Share 

gifts/goodies with 

friends

• Tell friends about 

good and bad 

experiences

• Relish the 

experience within 

family

• Discuss with 

family 

members in 

narrowing 

down the 

options

• Search online 

for options/ 

packages

• Reach out to 

travel agents 

for information/ 

suggestions

• Finalize 

Vacation spots

• Figure out 

what to pack 

(essentials, 

FOREX, etc)

• Print tickets/ 

boarding pass

• Reach airport

• Take the flight

• Reach home 

city

• Plan for meals

7
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What are Personas

8

• Buyer personas are fictional, generalized representations of 

your ideal customers. 

• Help you understand your customers (and prospective 

customers) better, and make it easier for you to tailor 

content to the specific needs, behaviors, and concerns of 

different groups.
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9 Canopus Business Management Group  - India

Persona Example

Source : Xtensio Source : CleanPix
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Tips to Writing down Personas

10

• Background (Job, career, family)

• Demographics

• Identifiers (Demeanour, Personality, Preferences)

• Quotes

• Goals and aspirations

• Challenges, Common objections and Frustrations
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Customer Personas for Customer Journey

11
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Role of Emotions in Customer Journey

Source

• Customer Sentiments Data 

• VOC

• Complaints

• Interviews
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Moment of Truth

Magic

Misery
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Barriers & Levers – Process, Tech and Capabilities


