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Feb 22 - Mar 14

Nilakantasrinivasan J

Welcome to 

Design Thinking and Customer Journey Mapping Course
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CJM Steps

1. Decide on agree on Business Objectives

2. Define the CJM scope

1. Which parts of Journey – Start & End?

2. Which Customer Persona

3. Team formation

4. Pre-workshop data – Sensitize the teams for customer needs and current state

5. CJM Creation by Team members (Hypothesis)

6. Post-workshop validation – Data and Customer Interactions/Ethnography

7. Big Picture Summary to management

8. CJM Revision (As-Is/To-be)
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Customer Journey Map - Healthcare

3
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file:///E:/Design Thinking/2 - 6 - 1.6 Journey Mapping Tool (16_18).mp4
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Source: Visual.ly Norah Han 

https://norah.com.au/


No 

motivation 

Resource 

and Time 

Constraints

De-motivated and 

target seems too 

far off 

Reluctance 

and 

Laziness

Decision Map with Bottlenecks Identified

All rights reserved. Copyright @ 2015 Nilakantasrinivasan.

Bottlenecks



Obese Employee 

meets the company 

expert

Obese Employee 

& expert create a 

personalized plan

After a month, 

Employee is de-

motivated wants to 

quit the program

“That’s me” 

inserts is 

introduced to the 

employee & he 

uses these in 

several places

After few months, 

employee achieves this 

goal (likely outcome)

1

2

3

4

5

Obese Employee’s Journey of BMI reduction 

All rights reserved. Copyright @ 2013 Nilakantasrinivasan.



“That’s Me” Inserts in use

Wallet insert

Table Top Photo

Placed in dressing 

table

Screen saver in 

computer

Screen saver in 

mobile phone

All rights reserved. Copyright @ 2015 Nilakantasrinivasan.
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Table 3.  The Highland Park Mall customer journey map: Service period 

Toucpoint/ 

Strategic Action 

Use the parking lot Advertised 

incentives/coupons 

In-store special prices or 

discounts 

Receive comments from 

others during shopping 

Mall shopper 

requirements 

Ample parking spaces.  

Clean, safe, well-lighted 

parking lot 

Advertisements must be 

current, visually creative 

Advertisements must be 

current, visually creative  

Ease of communication 

with others, physical 

and virtual 

Employee actions Designate mall 

employees responsible 

for parking lot 

maintence. Parking lot 

attendant during mall 

operating hours 

maintains customer and 

ensure video monitoring 

of all cars 

entering/exiting the 

mall.   

Mall marketing 

managers works with 

retail tenants to obtain 

promotional strategies 

six to nine months in 

advance.  Mall 

marketing manager 

must approve all co-op 

advertisements and 

promotions that feature 

the mall logo.   

Mall marketing 

managers works with 

retail tenants to obtain 

promotional strategies 

six to nine months in 

advance.  Mall 

marketing manager 

must approve all co-op 

advertisements and 

promotions that feature 

the mall logo.  Rotate 

signage frequently.  

Mall install ample 

seating in common areas 

throughout the mall.  

Operations  responsible 

for maintaining 

complimentary WiFi 

throughout the entire 

mall.   

Employee support Parking lot attendants 

are trained on mall 

satefy, video 

moniotring, and parking 

management software 

technology. 

Mall marketing manager 

and advertising agency 

work together to ensure 

consistent message 

across all channels.   

Mall marketing manager 

and advertising agency 

work together to ensure 

consistent message 

across all channels.   

Mall cleaning services 

ensure that seating areas 

are clean.  Operatoins 

works with WiFi 

technology vendor. Mall 

management approves  

Source: How to make realistic Journey Maps - Mark S. Rosenbaum

Alternate Journey Map
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Source: Podium
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Level 3 - Customer Journey

11
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Chain of Buyers in Customer Journey
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Role of Emotions in Customer Journey

13
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Barriers & Levers in Customer Journey
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Putting it all together
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rs

Inability to 

inspect in a 

systematic 

manner

Lack of 

benchmarks

Internal 

Experts don’t 

have 

exhaustive 

knowledge of 

what will work?

Lack of 

ownership 

and 

accountab

ility 

Lack of a 

good 

facilitator/ 

guide

Inability to 

build 

credibility

Inability to 

relate solution 

to client’s 

situation

Inability to 

give accurate 

ROI

Inability to 

communicate 

about issues on 

time

Unstructured 

implementation

Inability to 

measure 

benefits 

accurately

Adoption issues

Inability of 

internal experts 

to convince on 

large scale 

implementation

Facilitate 

Inspection for 

clients

Provide 

credible data of 

industry 

benchmarks

As a guide.

Share 

information and 

case studies,

Share info 

anticipated 

failures 

Program 

management 

support

Act as a guide.

Share visibility 

of roadmap for 

client after 

assessment

Demonstrate to 

client your 

deep 

understanding 

of client 

business needs

Credible 

computation of 

ROI

Regular update 

on progress

Proactive 

communication 

of delay

Rigorous 

tech enabled 

data 

collection 

mechanism

Support in 

computation 

of ROI

Sustenance 

program

Ability to 

convince 

senior 

management 

on roadmap
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Deliverables for Next Week

1. Presentation of Customer Journey Map
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