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What is Customer Journey 
Mapping? 

✓ Valuable insight tool

✓ TLC - see the world 
through your 
customer’s eyes

✓ Identify pain points

✓ Identify 
opportunities

✓ Clearly shows 
measures & gaps



Understand the 
journey a customer 
experiences

Recommend 
ways to improve 
the service

Why?



How?
Session #1
The customer’s journey

Session #2
The customer’s 
experience

Session #3
What, Why and How



So what?

19
Workshops

9
Projects

156
Recommendations

210 
Customers 

102
Staff

Since 
September 19


