
So often, as digital leaders and marketers, we get so close to the digital experiences 
we have created for our customers and so entrenched in delivering the latest phase 
or feature that we seldom step back and take a walk through our holistic customer 
experience we’ve created.

By stepping into your customers' shoes and navigating your digital journey as they 
would, you can uncover valuable insights into both the strengths and weaknesses of 
your current setup. This exercise is crucial for identifying actionable areas for 
improvement and setting the stage for a truly transformative customer experience.

  EXPERIENCE THROUGH EXPERIENCE

  STAGE

  CUSTOMER ACTION

  CUSTOMER GOAL

  CUSTOMER EMOTION

  CUSTOMER TOUCHPOINT(S)

  OBJECTIVES

  KPIs

  TEAMS INVOLVED

  OUR RESPONSE

What is the customer doing?
(e.g., hearing from colleagues, seeing an advert)

What does the customer want?
(e.g., current contract coming to an end and needs to find a 
supplier, needs to find a professional service

  STAGE NAME 
  (e.g., Awareness)

What is the customer doing? What is the customer doing?

What does the customer want? What does the customer want?

What is the customer doing?

(e.g., conducting research, viewing competitors, 
comparing features and pricing)

What does the customer want?
(e.g., find the best partner / supplier)

  STAGE NAME 
  (e.g., Consideration)

What is the customer doing? What is the customer doing?

What does the customer want? What does the customer want?

What is the customer doing?
(e.g., signing a contract, making a purchase)

What does the customer want?
(e.g., seamless and effortless purchase / procurement journey 

  STAGE NAME 
  (e.g., Decision)

What is the customer doing? What is the customer doing?

What does the customer want? What does the customer want?

What is the customer doing?
(e.g., receiving product / service, speaking with customer 
support, reading documentation) 

What does the customer want?
(e.g., easy onboarding, get help quickly)

  STAGE NAME 
  (e.g., Service)

What is the customer doing? What is the customer doing?

What does the customer want? What does the customer want?

What is the customer doing?
(e.g., looking for another product / service, making another 
purchase, sharing their experience) 

What does the customer want?
(e.g., continued high standard of customer  experience and 
service, give feedback

  STAGE NAME 
  (e.g., Loyalty & Advocacy)

What is the customer doing? What is the customer doing?

What does the customer want? What does the customer want?

How are they feeling?
Describe the customer's emotional state, e.g., interested, 
curious, excited, frustrated, satisfied. 

How are they feeling? How are they feeling? How are they feeling?
Describe the customer's emotional state, e.g.,  interested, 
curious, excited, frustrated, satisfied

How are they feeling? How are they feeling? How are they feeling?
Describe the customer's emotional state, e.g., interested, 
curious, excited, frusttrated, staisfied. 

How are they feeling? How are they feeling? How are they feeling? How are they feeling? How are they feeling? How are they feeling?
Describe the customer's emotional state, e.g., interested, 
curious, excited, frustrated, satisfied.

How are they feeling? How are they feeling?

Where are they performing these activities?
List channels where customer is operating at this stage, e.g., 
social media, website, app, offline.  

Where are they performing these activities? Where are they performing these activities? Where are they performing these activities?
List channels where customer is operating at this  stage 
e.g., social media, website, app, offline.

Where are they performing these activities? Where are they performing these activities? Where are they performing these activities?
List channels where customer is operating at this stage e.g., 
social media, website, app, offline. 

Where are they performing these activities? Where are they performing these activities? Where are they performing these activities? Where are they performing these activities? Where are they performing these activities? Where are they performing these activities?
List channels where customer is operating at this  stage, 
e.g., social media, website, app, offline.

Where are they performing these activities? Where are they performing these activities?
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What objective are we addressing at this 
touchpoint?
Think back to the KPI tree and your key objectives. Which 
ones are being addressed at this  touchpoint? 

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?
Think back to the KPI tree and your key objectives. Which 
ones are being addressed at this touchpoint? 

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?
Think back to the KPI tree and your key objectives. Which 
ones are being addressed at this touchpoint? 

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?
Think back to the KPI tree and your key objectives.  Which 
ones are being addressed at this touchpoint?

What objective are we addressing at this 
touchpoint?

What objective are we addressing at this 
touchpoint?

How will you measure progress against the 
objective?
Which KPIs do you need to track here, e.g. number of 
people reached?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?
Which KPIs do you need to track here, e.g., new visitors 

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?
Which KPIs do you need to track here, e.g., customer service 
success rate 

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?
Which KPIs do you need to track here, e.g., CSAT?

How will you measure progress against the 
objective?

How will you measure progress against the 
objective?

Which teams are involved from the business to 
power this touchpoint?
e.g., marketing, sales, development

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?
e.g., marketing, sales, development

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?
e.g., marketing, sales, development

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?
e.g., marketing, sales, development

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?
e.g., marketing, sales, development

Which teams are involved from the business to 
power this touchpoint?

Which teams are involved from the business to 
power this touchpoint?

What do we need to do to enable the 
customer goals?
e.g., marketing campaigns, content

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?
e.g., marketing campaigns, optimise web content, 

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?
e.g., create self- service functionality

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?
e.g., manage feedback

What do we need to do to enable the 
customer goals?

What do we need to do to enable the 
customer goals?
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Within the template to the right, we have layered in the questions you need to 
consider under each stage and against each row to help guide you through 
constructing the customer roadmap.

In addition, you must also consider:

1
Within Row 1, consider your own customer lifecycle and amend the stage names, 
and number of stages if necessary, to reflect your own customer lifecycle.

2
Within Row 2, consider the steps within every stage. Some stages may have just one 
step while others will have multiple steps. While the template maps out three, you 
can have as many steps as you need under every stage. But be careful to not go too 
granular too quickly. This is intended to be a high-level overview. 

3
Wherever possible, leverage analytics and customer research to guide your inputs 
for Rows 2 to 5. You need to write this from the view of the customer, not from 
traditional perceptions of the customer.

4
Ensure you have already established your Objective & KPI tree so you can layer this 
information into Rows 6 & 7.

  INSTRUCTIONS

User Testing Resources
https://www.usertesting.com/resources/library/guides
Practical guides on how to gather customer insight. 

User Testing Templates
https://www.usertesting.com/resources/templates
Templates and tools for capturing feedback and insight.

  ADDITIONAL RESOURCES

1
UNDERSTAND THE 
CUSTOMER JOURNEY, 
STEPPING THROUGH THE 
JOURNEY FROM THE 
CUSTOMER PERSPECTIVE.

2
MAP THE CUSTOMER 
JOURNEY, DOCUMENTING 
YOUR FINDINGS AT EACH 
STAGE AND TOUCHPOINT 
INTO THE MODEL.

3
VERIFY YOUR FINDINGS BY 
ENGAGING WITH REAL 
USERS, LEVERAGING USER 
TESTING AND SURVEYS TO 
GATHER VALUABLE INSIGHT.

4
CONTINUOUSLY 
BENCHMARK AGAINST  
COMPETITORS, ADOPTING 
THE LATEST & GREATEST 
THINKING.

e.g., optimise lead generation funnel, optimise purchase 
journey

curious, excited, frusttrated, staisfied.
Describe the customer's emotional state, e.g.,

 
 interested, 

social media, website, app, offline.
List channels where customer is operating at this

 
 stage e.g., 

ones are being addressed at this touchpoint?
Think back to the KPI tree and your key objectives.

 
 Which 

Which KPIs do you need to track here, e.g.,  conversion rate?

https://www.usertesting.com/resources/library/guides
https://www.usertesting.com/resources/templates
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