Customer Journey Map Template

Scenario Provide a brief scenario, task or goal for this persona on this journey.

NAME Persona name.

Provide a brief description of your persona here
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Emotional State )
In all these spaces, you can write, use colour, avatars,

smileys or anything here. You are trying to capture the
customer emotion at this phase, as the goal is to graph
the customer feelings across the journey.

Customer These should be observations, interactions, quotes,

Actions etc, the customer has with you, your product or service.
At the bottom, ensure you take the whole column for
this phase into account and identify opportunities for
improvement or design, as this is the entire point of a
customer journey map ... user empathy and
opportunities.

Customer

Touchpoints

Customer Issues
& Problems

Opportunities
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