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Vacations aren’t what they used to be

Source: BBC (bbc.co.uk)
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Source: Mail Online (dailymail.co.uk)
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Source: Le Figaro (lefigaro.fr)
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Source: Dinners And Dreams (dinnersanddreams.net)
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Source: Lonely Planet (lonelyplanet.com/thorntree)
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Source: Travellr (travellr.com)
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Source: Trip Advisor (tripadvisor.co.uk)
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Source: Seat Expert (seatexpert.com)
10© 2012 Forrester Research, Inc. Reproduction Prohibited



11© 2012 Forrester Research, Inc. Reproduction Prohibited



12© 2012 Forrester Research, Inc. Reproduction Prohibited



13© 2012 Forrester Research, Inc. Reproduction Prohibited



14© 2012 Forrester Research, Inc. Reproduction Prohibited



Customers expect seamless journeys
across an increasing range of channels

Store Chat

Web
SMS

Multi-channel customer experiences cut across the organization

Call Center

Multi-channel customer experiences cut across the organization

Customers feel frustrated by uncomfortable leaps between stovepipes

Community



Use customer journey maps

to get an Outside-In perspective of how
to improve customer experience andto improve customer experience and
achieve your organization’s objectives
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Agenda

What are customer journey maps?

How do organizations use journey
mapping? What are the benefits?
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mapping? What are the benefits?

How can you get started?
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Definition: customer journey maps

Customer journey maps are documents that
visually illustrate a customer’s processes, needs,
and perceptions over the course of her
relationship with a company.
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relationship with a company.

Companies use customer journey maps in two
ways:

To plan customer experience projects

To communicate with employees across the
organization



Lego's standard format clearly shows
the phases, steps and moments of truth



Some maps describe customer needs
and current quality of interactions



EffectiveUI’s journey map for an ISP
conveys her emotions as a “wave”



Virgin Media’s map facilitates
collaboration and communication
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Before the
trial

At court
After the

trial
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Police
investigation

Reported
crime

immediately.
Police ‘very
good’ – told
him what to
do and who
was coming.
Felt secure

Drove him home - grateful,
but didn’t feel like standard

service

Would report a crime again, because found
out defendant had been held for 5 months.

Received call from
detective

Gave statement
in police car –

felt were ‘helping
him’

Phone
conversations
with detective

– ‘kept in
touch’

Called up to
identify

criminal on
computer

system
seemed

‘efficient’

Identified attacker
– ‘felt good, this

will be
straightforward’

Case
submitted

to CPS.
Unclear

where next

Judge asked if
he would like to

sit – only
introduction

Only communication with
detective. Happy to explain

situation

Detective gave him
background to

accused: first offence,
had been held since

arrest. ‘Felt a bit
better’

UK Ministry of Justice mapped crime
victims’ journeys and jurors’ journeys

Identified attacker – ‘felt good,
this will be straightforward’
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Identity parade. No
coaching, no

reassurance wouldn’t
meet attacker

Barrister not
very confidence

inspiring

out defendant had been held for 5 months.
But court experience was a ‘waste of time’

detective

Drove around looking
for attacker – ‘waste
of time’ as in marked

car
Had to go to the

detective –
‘foreign territory’.

Police station
‘disconcerting’

Gave formal
statement.

Worried
whether

justice would
be done.
Detective

seemed ‘dim’.
Changed the

statement
into his own

words

‘efficient’

Few days
before trial,

still no
information
on process

Called Witness
Service as

wanted to speak
to barrister. Told

to arrive early
on the day.

Seemed
‘disorganised’

Pack from
Witness Service.
Personal contact
became formal.
No information
about process

ahead

where next
contact

from. Had
to ask

detective

Didn’t see
barrister,

and
detective

late

In
locked
witness
room –
‘cut off’

Little contact
with anyone –
only detective

Didn’t go into court
at all on day 1. No

information on
why. Lack of

information most
frustrating thing

Witnesses
have to be
flexible but

judges aren’t
(lunch 12-1).

Annoying

Food terrible –
had to go out

Told to come
back next day.

Not a big
problem

Asked to
see

barrister
again. Did
– but he
wasn’t

informative

Called - court
room an alien

situation. From
a tiny room to a

theatre.
Everyone else in

the know

introduction

Jury is a ‘sea of
faces’

Accused
got off

Got off because he had been
identified on computer

system before line-up (which
made evidence invalid.
Police knew this was a
problem, so why didn’t

victim?

Other reason was that a
detail of appearance had

changed. Frustrating, ‘knew
it was him’

Detective told him ‘You should
have said…’ Too late now

Worried attacker could
come to house

September
March

Source: DCA

Identity parade. No coaching, no
reassurance wouldn’t meet attacker.



UK Immigration maps show “out of
country” and “in country” phases

Sub-maps detail the steps
within each phase



Software applications let users assign
color codes and icons to touchpoints

PREPARE
(Informed)
PREPARE
(Informed)
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(Recognised)

RECEIVE
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Technical
Installation
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Enquiries

Completion
Advice

Completion
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Receive
Handset
Receive
Handset
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User
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User
Presentation

Stmt of Acct
+ Detailed

Invoice

Stmt of Acct
+ Detailed

Invoice

Advice Handset

Installation
Feedback Use Handset

User
Presentation
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Agenda

What are customer journey maps?

How do organizations use journey
mapping? What are the benefits?
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mapping? What are the benefits?

How can you get started?
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Follow a five-step process to create
journey maps

Insights Hypotheses Research Analysis Map

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Insights can be found in personas, call
center logs, previous research … etc.

September 2010 “Persona Best Practices Of UK Interactive Agencies”



Follow a five-step process to create
journey maps

Insights Hypotheses Research Analysis Map

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Engage cross-functional teams to build
hypotheses



Follow a five-step process to create
journey maps

Insights Hypotheses Research Analysis Map

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Qualitative

Eye tracking

Diary/journal studies

Field studies

Usability testing

User interviews

Participatory design

Card sorting

Video ethnography

Combine Qual. and Quant. insights

Quantitative

Behaviors
(What people do)

Goals and attitudes
(What people say)

Eye tracking

Automated usability testing

Site traffic analysis

A/B Testing

User surveys

Customer support
data analysis

Adapted from: Steve Mulder and Ziv Yaar, The User Is Always Right, New Riders Publishing, 2006



Follow a five-step process to create
journey maps

Insights Hypotheses Research Analysis Map

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Follow a five-step process to create
journey maps

Insights Hypotheses Research Analysis Map

Source: February 5, 2010, “Mapping The Customer Journey” Forrester report



Challenge: Dramatically improve
satisfaction with the range of services
offered by the utility firm’s shared
services group.
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E.On measures the health of experience
companywide with NPS surveys

E.ON UK CEO

Business Services MD

Head of Customer and
Change Services

NPS & Stakeholder
Manager

NPS Analyst
NPS Engagement

Manager
Stakeholder Manager

Stakeholder Management
Project Support



In 2009, The shared services team at
E.On faced a crisis: NPS score of -32

Shared services is responsible for services including:

• Human resources

• Facilities management

• Travel (including corporate rental car agreements etc.)• Travel (including corporate rental car agreements etc.)

• Company cars

• Procurement

In 2009, the shared services team at E.On faced a crisis:
NPS score of -32. The organization perceived that its
survival was at risk.
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E.On started with a high level overview
of the entire employee lifecycle

Joining
Other

interaction
Other

interaction
Leaving

interaction interaction

Problem: High
churn of new
employees

Problem: Low
satisfaction with car
rental arrangements



E.On interviewed users of car rental
services to discover expectations:

Booking Delivery Collection

Online booking On time Picked up on Sat or
a phone call if not

24 September 2012,

E.ON, Page 39

Easy

Confirmation

Clean car

Correct spec (or
higher)

a phone call if not

Polite

Rental agreement/
Damage sheet

Polite



Booking Delivery Collection

Builders

Online
booking

Easy

On time

Clean car

They did not attempt to pick the car
up until 8am on Tuesday – when I
was at work. I had not left details
on the form that the keys would be
in Newstead as I thought they
would pick the car up on Sat (they
have previously). I assumed they
would give me a call if they wanted
to pick it up during the day.

Shadowing users showed the reality

Blockers

Confirmation

Confirmation

Correct spec
(or higher)

Rental agreement/
Damage sheet

Picked up on Sat or
a phone call if not

Polite
Only realised when I received the
confirmation that the 1st

confirmation was just that the
request had been sent. This could
be clearer to avoid confusion.

There was no rental
agreement/damage
sheet with the car

to pick it up during the day.

Driver was rude to my husband – he leaves
shortly after me and just so happened to be
in when they called but I had the keys in
case they called wanting to pick them up.



High rates of new-employee churn also
emerged as a big problem for E.On

•Candidates changed their minds about accepting job offers

•Poor employee retention rates during the first 10 weeks

•Incoming employees felt unsupported: "I got the job but I didn't feel
that you cared."that you cared."

•E.On identified specific moments of truth where new hires needed to
feel engaged and reassured.

24 September 2012, E.ON, Page
41



E.On used journey mapping to improve
onboarding of new hires

Job offer First day at work Follow up

New hire

portal

Improved first day

communications

Periodic

Check ins



Process Area Key Service Volume April YTD Target

Business Resilience Business Resilience

People Process HR.One Delivery Centre

People Process HR.One Resourcing

Engineering Academy UK L & D

Engineering Academy Engineering Academy

Asset Management Facilities Management

E.On Shared Services group achieved
improvements at interaction level and
delivered business value

Overall NPS improved from -32 to +67
within three years

Improvements in multiple areasAsset Management Facilities Management

Asset Management Travel

Asset Management Hire Cars

Asset Management Facilities Restaurants

Asset Management Company Cars

Supply Chain Central Purchasing

Supply Chain Procurement

Finance Accounting Services

Total responses

Improvements in multiple areas
delivered improvements in key metrics

– such as reduced employee churn

The organization is now learning from
Shared Services to apply journey

mapping to customer-facing services.



Challenge: Get a diverse, multilingual
workforce to deliver a consistent
customer experience across a complex
range of touchpoints.
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With rapid growth, Emirates needed to
renew its focus on customer experience

To turn around a deteriorating experience, Emirates:

• Gathered existing customer insight

• Documented the people, processes, and technology
that supported each customer interaction

• Further researched the customer experience• Further researched the customer experience

• Built a detailed map to analyze root causes of problems

• Developed a set of highly visual journey maps and flash
cards to support staff training



Source: Emirates (http://www.theemiratesgroup.com/english/)



Title

Source: Emirates (http://www.theemiratesgroup.com/english/)



Title

Source: Emirates (http://www.theemiratesgroup.com/english/)



Customer journey maps can have
tactical and strategic objectives

© 2012 Forrester Research, Inc. Reproduction Prohibited

• Communicate broadly across a
diverse organization.

• Reinforce a customer-centric
culture.

• Give guidance on how to deliver
the airline’s brand promise

• Drive multiple “find and fix”
programs to improve services

• Improve satisfaction with
services (as measured by NPS)

• Identify moments of truth and
what to measure in employee
journeys



Agenda

What are customer journey maps?

How do organizations use journey
mapping? What are the benefits?
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Journey mapping has three phases –
work starts before maps are created
and continues after

Initiate Map Embed



Initiate Map Embed

• Secure cross-functional commitment

• Virgin Atlantic journey mapping for airport experience involved
the head of airport development as well as front office and
back office roles

• “You’ve got to take journey mapping out of the marketing
ghetto” (Aviva)

• Define objectives and how you will measure success

• “Don’t start a project until you connect it with a number”
(Strativity)



Initiate Map Embed

• Put personas at the heart of journey maps

• “If you base journey maps on the idea that customers are a
single entity, [the initiative] is bound to fail” (B&Q)

• Keep your end objectives in mind• Keep your end objectives in mind

• We tried to do too much for too many people over too many
channels. This is about handing over to the guys in the
business change team to design a process.” (CX Exec.)



Initiate Map Embed

• Prioritize

• When multiple ideas emerge from a customer journey map,
use standard criteria to determine which ones to pursue first

• Establish teams and incentives to ensure lasting• Establish teams and incentives to ensure lasting
impact

• Aviva’s subsidiary in China established a Customer Council to
ensure that insights would be acted on, measured and
reported back to the organization

• E.On shared services group changed employee goals – 30 to
40% of targets are now customer-centric goals (not financial)
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+44 20 8323 7652+44 20 8323 7652

jbrowne@forrester.com


