running a customer journey mapping
workshop

Running a Customer Journey Mapping Workshop: A Step-by-Step Guide to Unlocking
Customer Insights

Running a customer journey mapping workshop is an invaluable exercise for
businesses aiming to deeply understand their customers’ experiences and improve their
service delivery. This collaborative process brings together cross-functional teams to
visualize the entire customer lifecycle, from initial awareness to post-purchase interactions.
When done well, it uncovers pain points, emotional triggers, and opportunities for
innovation that might otherwise remain hidden. Whether you're new to journey mapping or
looking to refine your approach, this guide will walk you through the essentials of planning
and facilitating a successful workshop.

Understanding the Purpose of a Customer
Journey Mapping Workshop

Before diving into the logistics, it’s important to grasp why running a customer journey
mapping workshop is so effective. Unlike traditional data analysis that focuses on numbers
and metrics, journey mapping centers around storytelling and empathy. It helps teams step
into the shoes of their customers, uncovering not just what happens during interactions, but
how customers feel and think at each stage.

This immersive understanding drives better decision-making. For example, marketing
teams can tailor campaigns based on real customer motivations, product teams can
prioritize features that address actual pain points, and customer service can proactively
solve problems before they escalate. The collaborative nature of the workshop also breaks
down silos, encouraging communication between departments and aligning everyone on a
unified vision of the customer experience.

Preparing for the Workshop

Define Clear Objectives

One of the first steps in running a customer journey mapping workshop is setting clear
goals. Are you looking to redesign the onboarding experience? Or perhaps identify friction
points in the checkout process? Having a focused objective helps keep the session
productive and relevant.

Consider questions like:



e Which customer segment is the workshop focused on?
e What part of the journey needs the most attention?

e What outcomes do you expect after the workshop?

Defining these upfront ensures that all participants are aligned and prepared to contribute
meaningfully.

Assemble the Right Team

The power of a journey mapping workshop lies in the diversity of perspectives. Invite team
members from marketing, sales, product development, customer support, and even
executives if possible. Each role interacts with customers differently and brings unique
insights.

Including frontline employees who engage directly with customers is especially valuable.
Their firsthand knowledge about customer frustrations and questions can reveal nuances

often missed in high-level discussions. Additionally, consider involving actual customers or
using customer feedback data to enrich the conversation.

Gather Essential Materials and Tools

To run the workshop smoothly, prepare the necessary resources beforehand. This typically
includes:

e Large whiteboards or wall space for mapping out the journey stages.

e Sticky notes and markers for capturing ideas and feedback.

e Templates that outline customer personas and journey phases.

¢ Digital collaboration tools if the workshop is virtual, such as Miro, MURAL, or Microsoft
Whiteboard.

Having these ready ensures the session flows naturally without technical distractions.

Facilitating the Workshop



Start with Customer Personas

Kick off the workshop by introducing detailed customer personas. These fictional yet
research-based profiles represent your target users, highlighting demographics,
motivations, goals, and pain points. Personas provide a shared understanding of who the
customers are and ground the journey mapping exercise in reality.

Encourage participants to empathize deeply with these personas, imagining their emotions
and needs at each interaction point.

Map the Journey Stages

Next, collaboratively outline the main stages of the customer journey relevant to your
workshop objective. Common stages include:

e Awareness

e Consideration

e Purchase

e Onboarding

¢ Usage

e Support

e Loyalty/Advocacy

Depending on your business model, some stages may be combined or expanded. For each
stage, invite participants to note down customer actions, thoughts, and emotions on sticky
notes, placing them along the timeline.

Identify Touchpoints and Channels

Incorporate a layer that highlights all customer touchpoints—points of interaction between
the customer and your brand. This could include website visits, social media engagement,
in-store experiences, customer service calls, or email communications.

Understanding which channels customers use at each stage helps pinpoint where
experiences excel or falter. This awareness can guide decisions on where to invest
resources for maximum impact.



Highlight Pain Points and Moments of Delight

A crucial part of running a customer journey mapping workshop is uncovering pain
points—moments where customers face frustration, confusion, or obstacles. Encourage
participants to be candid and draw upon real customer feedback or data.

Equally important is recognizing moments of delight—interactions that exceed expectations

and foster loyalty. Identifying these positive experiences can inspire strategies to replicate
or amplify them.

After the Workshop: Turning Insights into Action

Synthesize Findings into a Visual Journey Map

Once the workshop concludes, compile all notes, observations, and insights into a clear,
visually appealing journey map. This document should capture the customer persona,
journey stages, touchpoints, emotions, pain points, and opportunities.

A well-designed journey map becomes a powerful communication tool across the
organization, making customer experiences tangible and understandable.

Prioritize Improvement Opportunities

With pain points and opportunities identified, the next step is prioritization. Not every issue
can be tackled immediately, so assess them based on factors such as:

e Customer impact
e Feasibility of implementation
e Alignment with business goals

e Resource availability

This prioritization ensures that teams focus on changes that deliver the highest value.

Develop an Action Plan and Assign Ownership

For the prioritized initiatives, create a clear action plan with timelines, responsibilities, and
success metrics. Assigning ownership fosters accountability and keeps momentum going.



Regular check-ins and updates maintain engagement and allow for adjustments based on
feedback or evolving customer needs.

Tips for Enhancing Engagement in Your Workshop

Running a customer journey mapping workshop can sometimes feel overwhelming due to
the complexity of customer experiences. Here are some tips to keep participants energized
and productive:

* Encourage open dialogue: Create a safe space where everyone feels comfortable
sharing honest opinions.

Use storytelling: Ask participants to narrate customer scenarios to bring the journey
to life.

* Keep sessions interactive: Incorporate group activities, breakouts, or
brainstorming exercises.

Limit session length: Avoid fatigue by breaking the workshop into manageable time
blocks.

e Leverage real customer data: Use quotes, survey results, or analytics to ground
discussions in reality.

Common Challenges and How to Overcome Them

Even with careful planning, running a customer journey mapping workshop can encounter
obstacles. Some common challenges include:

e Overgeneralization: Avoid vague or overly broad personas and journeys by basing
them on solid research.

e Siloed thinking: Combat departmental biases by encouraging cross-functional
collaboration and empathy.

e Lack of follow-through: Ensure that insights lead to concrete actions by involving
leadership and assigning clear responsibilities.

e Information overload: Keep focus by limiting the scope to specific customer
segments or journey phases.



Being aware of these pitfalls helps facilitators steer the workshop toward meaningful
outcomes.

Why Running a Customer Journey Mapping
Workshop is Worth the Effort

At its core, this workshop is not just about creating a pretty map on the wall—it’s about
fostering a customer-centric culture within your organization. When teams visualize the
customer’s path, they develop empathy and a shared commitment to improving
experiences. This holistic perspective often sparks innovation, whether it's redesigning a
product feature, refining messaging, or streamlining support processes.

Moreover, journey mapping supports data-driven decision-making by combining qualitative
insights with quantitative metrics. It enables businesses to anticipate customer needs,
reduce churn, and ultimately build stronger, more loyal relationships.

In a competitive marketplace, understanding the customer journey is no longer
optional—it’s essential. Running a customer journey mapping workshop equips your team
with the tools and mindset to meet that challenge head-on, making it a worthwhile
investment of time and resources.

Frequently Asked Questions

What is the primary goal of a customer journey
mapping workshop?

The primary goal is to collaboratively visualize and understand the customer's experience
across all touchpoints, identify pain points and opportunities, and align teams on strategies
to improve customer satisfaction and business outcomes.

Who should be involved in a customer journey mapping
workshop?

A cross-functional team should be involved, including representatives from marketing,
sales, customer service, product development, UX design, and any other departments that
interact with customers or influence their experience.

How do you prepare for a customer journey mapping
workshop?

Preparation involves gathering existing customer data, defining clear objectives, selecting
the customer persona to focus on, preparing materials like templates and sticky notes, and
ensuring participants understand the workshop’s purpose and process.



What are the key stages to cover in a customer journey
map?
Key stages typically include awareness, consideration, purchase, onboarding, usage,

support, and loyalty/advocacy, though these can be customized based on the specific
customer journey being mapped.

How long should a customer journey mapping workshop
last?

Workshops can vary in length, but typically they last between 2 to 4 hours to allow enough
time for discussion and collaboration without causing fatigue.

What tools or materials are recommended for running
the workshop?

Common tools include large whiteboards or wall space, sticky notes, markers, journey
mapping templates, customer personas, and digital collaboration tools like Miro or MURAL if
running remotely.

How can you ensure actionable outcomes from the
workshop?

To ensure actionable outcomes, define clear objectives beforehand, focus on identifying
pain points and opportunities, assign ownership for follow-up actions, and schedule post-
workshop reviews to track progress.

What challenges might arise during a customer journey
mapping workshop and how can they be addressed?

Challenges include differing perspectives causing conflict, scope creep, or lack of
engagement. These can be addressed by having a skilled facilitator, setting clear rules and
objectives, maintaining focus on the customer, and encouraging open, respectful
communication.

Additional Resources

Running a Customer Journey Mapping Workshop: Unlocking Deeper Customer Insights for
Business Success

Running a customer journey mapping workshop has increasingly become a pivotal
exercise for organizations seeking to enhance their customer experience strategies. As
businesses strive to create more meaningful interactions and tailored solutions,
understanding the customer’s perspective through journey mapping provides a structured
yet creative framework. This approach helps illuminate pain points, moments of delight,
and opportunities for innovation that might otherwise remain obscured. In a market driven



by customer-centricity, such workshops offer essential tools to align teams and drive
actionable insights.

The Strategic Importance of Customer Journey
Mapping Workshops

Customer journey mapping is not a new practice but has gained significant traction due to
its ability to reveal the end-to-end customer experience across multiple touchpoints.
Running a customer journey mapping workshop brings stakeholders together—from
marketing and sales to product development and customer support—to collectively
visualize the customer’s path. This collaborative effort often uncovers gaps in service
delivery, inconsistencies in messaging, and overlooked customer needs.

One of the core benefits of these workshops is the ability to foster empathy within teams.
Instead of operating within departmental silos, participants step into the shoes of the
customer. This shift in perspective encourages more holistic problem-solving and
innovation. Moreover, journey maps created during workshops serve as living documents
that can be revisited and refined as the business evolves.

What Makes a Customer Journey Mapping Workshop
Effective?

The effectiveness of a customer journey mapping workshop hinges on several key factors:

e Diverse Participation: Including cross-functional team members ensures that the
journey is examined from multiple angles, incorporating technical, emotional, and
operational viewpoints.

e Clear Objectives: Defining the purpose—whether it is to improve onboarding, reduce
churn, or enhance digital interactions—helps focus the session.

e Data-Informed Insights: Integrating customer data, feedback, and analytics
grounds the workshop in reality rather than assumptions.

¢ Facilitation Skills: Skilled facilitators guide discussions, keep the group aligned, and
encourage open communication.

e Visual and Interactive Tools: Using templates, storyboards, and digital mapping
software enhances engagement and clarity.

Without these essentials, a workshop risks becoming a theoretical exercise rather than a
driver for tangible improvements.



Planning and Preparing for a Workshop

Before running a customer journey mapping workshop, thorough preparation is critical. This
phase often dictates the quality of outcomes and participant engagement.

Identifying the Customer Segment and Journey Scope

Not all customers or journeys require mapping at once. Selecting a specific segment—such
as new customers, loyal users, or churned clients—and defining the journey’s boundaries
(e.qg., initial contact to purchase completion) focus the workshop. This focus prevents scope
creep and makes the process manageable.

Gathering Relevant Customer Data

Effective workshops rely on insights from surveys, user interviews, web analytics, and
customer service logs. Incorporating real data helps validate assumptions and reveals
nuanced customer behaviors. For instance, analyzing drop-off points in a sales funnel can
pinpoint where customers face friction.

Setting the Agenda and Logistics

A typical workshop lasts between two to four hours, depending on complexity. The agenda
should balance time for mapping exercises, discussion, and synthesis of findings. Logistics
such as venue, digital tools, and participant materials must be arranged in advance to
ensure smooth execution.

Facilitating the Customer Journey Mapping
Workshop

During the workshop itself, several best practices help maintain momentum and achieve
meaningful results.

Creating a Safe Space for Open Dialogue

Encouraging honest and respectful communication is essential. Participants should feel
comfortable sharing observations, even if they challenge existing processes. This openness
often leads to discovering root causes of customer frustrations.



Building the Journey Step-by-Step

The journey is typically broken down into stages—awareness, consideration, purchase,
retention, and advocacy. For each phase, teams identify touchpoints, customer actions,
emotions, pain points, and opportunities. This granular approach uncovers specific areas for
improvement.

Using Visual Aids to Enhance Understanding

Visual representation helps crystallize complex ideas. Workshops often employ large
boards, sticky notes, or digital mapping platforms like Miro or Smaply. Visual tools make it
easier to spot patterns and align perspectives.

Post-Workshop Actions and Integration

The value of running a customer journey mapping workshop extends beyond the session
itself. The post-workshop phase involves synthesizing findings and embedding insights into
business processes.

Documenting and Sharing the Journey Map

A comprehensive record of the journey map, along with identified pain points and
opportunities, should be distributed among relevant stakeholders. Digital versions facilitate
updates and wider access.

Prioritizing Improvements Based on Impact and
Feasibility

Not all issues uncovered will have equal importance or be immediately solvable. Using
frameworks like the Impact/Effort matrix helps teams prioritize initiatives that promise the
greatest customer value with reasonable resource investment.

Embedding Customer Journey Insights into Strategic
Planning

Integrating journey insights into product roadmaps, marketing campaigns, and customer
service protocols ensures that customer-centric thinking influences decisions. This
alignment can lead to measurable improvements in customer satisfaction and loyalty.



Challenges and Considerations in Running
Customer Journey Mapping Workshops

While the benefits are clear, running a customer journey mapping workshop is not without
challenges.

Risk of Oversimplification

Journey maps can sometimes gloss over complex customer behaviors or ignore less
common but critical scenarios. Ensuring depth without overwhelming participants requires
careful facilitation.

Balancing Diverse Perspectives

Conflicting viewpoints among departments may arise, especially when identifying pain
points. Facilitators must navigate these tensions constructively.

Maintaining Momentum After the Workshop

Without clear ownership and follow-through, insights risk becoming stagnant. Assigning
responsibility for action items and setting timelines is crucial.

Technological Tools Supporting Customer Journey
Mapping Workshops

Modern workshops increasingly leverage technology to enhance collaboration and
documentation.

Digital Collaboration Platforms

Platforms such as Lucidchart, Miro, and Smaply enable teams to co-create journey maps in
real-time, especially useful for remote or hybrid work environments.

Customer Analytics Integration

Linking journey maps to analytics dashboards provides ongoing validation and monitoring
of customer behaviors post-workshop.



Automated Journey Mapping Solutions

Some advanced tools offer Al-driven journey mapping that can complement manual
workshops by analyzing large datasets to detect trends and anomalies.

Running a customer journey mapping workshop, when executed thoughtfully, serves as a
catalyst for customer-centric transformation. It brings clarity to customer experiences,
aligns teams, and inspires actionable strategies that resonate with real customer needs. As
businesses continue to compete in increasingly dynamic markets, the insights gained from
these workshops will remain invaluable in crafting experiences that not only meet but
exceed expectations.

Running A Customer Journey Mapping Workshop
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running a customer journey mapping workshop: The Journey Mapping Playbook Jerry
Angrave, 2020-09-30 The Journey Mapping Playbook: A practical guide to preparing, facilitating and
unlocking the value of customer journey mapping A valuable guide in helping you build stronger
customer experience programmes by developing effective customer experience strategies. Customer
journey mapping is a vital tool used by Customer Experience professionals around the world. The
journey map is crucial in understanding and managing the customer's perception of your service or
brand at critical touchpoints and prioritising how to improve that experience. Journey mapping also
shows where great experiences currently exist within the company and how they should be
celebrated or protected. The danger in not journey mapping or getting it wrong is having no
meaningful purpose and no consensus around what actions to take or why. At best, you risk wasting
time, and effort or, at worst, handing your advantage over to your competitor. What should a
customer journey map envisage? How should you use it? And how do you plan, facilitate then
demonstrate the value of journey mapping by providing a compelling argument within the
organisation to make changes? The Journey Mapping Playbook is an accessible how-to-do-it toolkit
aimed at customer experience (CX) and marketing professionals who wish to improve their customer
and employee experience. Jerry Angrave, a Customer and Passenger Experience Director who works
across many sectors, including aviation and travel, financial services, professional services, and
manufacturing, provides insight and practical guidance on planning, facilitating, and delivering a
strategic journey mapping workshop. In this playbook, you will learn how to: Define journey
mapping; Understand why a journey map is commercially important; Prioritise which journeys to
focus on and how; Decide whom to invite and which tools to prepare; Plan for an effective session;
Make every stage of the journey relevant and purposeful; What to do at the output of the workshop
to ensure you get the most out of them; Build an ongoing programme; Nurture better and more
profitable customer experiences. This book is for you if: You are a customer experience or marketing
professional; You are in the early stages of building a rewarding career in customer experience; The
Journey Mapping Playbook is a practical guide, presented in striking colour, with downloadable
worksheets and frameworks to help you prepare, plan and run your workshop. Events around the
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Empathyce, together with Ian Golding, Global Customer Experience Specialist; Sarah Corney, Head
of Digital Experience, CIPD, London; and Nathalie Wickens, Customer Experience Manager, Cardiff
Airport, discuss how business professionals can develop confidence with Customer Journey Mapping
by making business decisions which are aligned with the experiences of the people they serve:
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running a customer journey mapping workshop: Customer Experience visualisieren und
verstehen James Kalbach, 2021-11-30 Mit Mapping-Techniken zu einer erfolgreichen
Kundenausrichtung Fur alle, die an Planung, Design und Entwicklung von Produkten und
Dienstleistungen beteiligt sind wie Designer, Produktmanager, Markenmanager,
Marketing-Manager, Unternehmer und Geschaftsinhaber US-Bestseller und Grundlagenwerk zu
Mapping-Techniken Starker Praxisbezug durch kommentierte Beispiele, Case Studies und
Praxistipps Mapping-Techniken unterstutzen Unternehmen dabei, den Status quo, wichtige
Zusammenhange, aber vor allem Sicht und Bediirfnisse ihrer Kund:innen zu verstehen und zu
dokumentieren. So entsteht ein teamubergreifendes Verstandnis - beispielsweise auch von
Multi-Channel-Plattformen oder Produkt-Okosystemen. James Kalbach vermittelt in diesem
Standardwerk die Grundlagen dieser Mapping-Techniken - z.B. welche Aspekte und Dimensionen
visualisiert werden konnen - und beschreibt den Praxiseinsatz von Service Blueprints, Customer
Journey Maps, Experience Maps, Mentalen Modellen oder Okosystem-Modellen.

running a customer journey mapping workshop: Mapping Experiences Jim Kalbach,
2016-04-25 If you want to create products and services that provide real value, you should first
identify touchpoints--areas where business and customer needs intersect. This practical book shows
you how. Using various mapping techniques from UX design, you'll learn how to turn customer
observations into actionable insight for product design. Author Jim Kalbach, Principal UX Designer
with Citrix, introduces you to the principles behind alignment diagrams--a class of deliverable also
known as experience mapping--using several examples. You'll learn how to visually map your
existing customer experience, based on user research, and demonstrate how and where customer
perspectives intersect with business goals. Using alignment diagrams, you'll not only be able to
orchestrate business-customer touchpoints, but also gain stakeholder support for a product or
service that provides value to both your business and your customers. This book is ideal for product
managers, marketers, customer experience professionals, and designers.

running a customer journey mapping workshop: Making Workshops Work Penny Pullan,
2021-07-12 Do you face the challenge of running really effective meetings, facilitated sessions or
workshops as part of your role? Would you like to feel more confident when working with
challenging groups or senior participants? Do you want to deliver lasting results collaboratively, in
virtual, hybrid and in-person environments? Making Workshops Work takes you from an initial idea
or brief, through step-by-step preparation, to an engaging, well-run and effective session, resulting
in agreed actions and clear follow up. You'll feel confident, creative and competent as you deliver
great results. Everyone will be committed to their actions and afterwards, whether you meet
virtually, in-person or mix the two. Penny Pullan is a pioneer of virtual working and one of the
world’s leading experts on running effective workshops. Her expertise and candid stories will inspire
at every stage, to ensure that you are fully prepared to make the best use of your own and your
participants’ valuable time. Discover: A practical step-by-step guide to get the most out of group
sessions quickly whether virtual or in-person Memorable case studies, stories and examples to
highlight what really works and what doesn’t Downloadable tools, templates and checklists to
reduce your preparation time and enhance your effectiveness Reflective questions and exercises to
help you develop your own approach, building on what works for you and adapting what doesn’t, so
that each workshop is better than the last Dr Penny Pullan is the author of several books including
‘Virtual Leadership: Practical Strategies for Getting the Best out of Virtual Work and Virtual
Teams'(Kogan Page, 2016). She works with people in multinational organizations who are grappling
with tricky projects: uncertain, with ambiguous requirements, stakeholders who need to be engaged



and virtual teams dispersed around the world. When they work with Penny, clients notice that
communication, collaboration, clarity, commitment, connection and confidence grow, and change
doesn’t seem quite as tricky as before!

running a customer journey mapping workshop: Mapping Experiences James Kalbach,
2020-11-23 Customers who have inconsistent experiences with products and services are
understandably frustrated. But it's worse for organizations that can't pinpoint the causes of these
problems because they're too focused on processes. This updated book shows your team how to use
alignment diagrams to turn valuable customer observations into actionable insight. With this
powerful technique, you can visually map existing customer experience and envision future
solutions. Designers, product and brand managers, marketing specialists, and business owners will
discover how experience diagramming helps you determine where business goals and customer
perspectives intersect. Armed with this insight, you can provide the people you serve with real value.
Mapping experiences isn't just about product and service design; it's about understanding the
human condition. Emphasize recent changes in business using the latest mapping techniques Create
diagrams that account for multichannel experiences as well as ecosystem design Understand how
facilitation is increasingly becoming part of mapping efforts, shifting the focus from a deliverable to
actionability Explore ways to apply mapping of all kinds to noncommercial settings, such as helping
victims of domestic violence

running a customer journey mapping workshop: Quick Guide UX Management Steffen
Weichert, Gesine Quint, Torsten Bartel, 2018-08-20 Dieser Quick Guide bietet konkrete
Empfehlungen, wie der Wandel zu einem nutzerzentrierten Unternehmen gelingen kann. Die
Autoren bringen zunachst Klarheit in den Begriffsdschungel der Usability- und
User-Experience-Welt. Danach stellen sie unterschiedliche UX-Reifegrade vor - inklusive Check fur
das eigene Unternehmen. Uber die Entwicklung der eigenen UX-Vision geht es dann um den Kern
von UX Management: Welche Rahmenbedingungen sind im Unternehmen notig, damit Produkte und
Services mit guter Experience entstehen? Welche Rollen und Kompetenzen braucht es? Wo sollte UX
im Unternehmen verortet sein und was bedeutet das fur die Zusammenarbeit zwischen den
Abteilungen? Und: Wie kann UX Management dazu beitragen, die Faden zusammenzuhalten und
Silos aufzubrechen? Aus dem InhaltBegriffsklarung: User, Usability, User Experience und UX
ManagementUX-Management-Framework: Was gehort dazu, wirklich nutzerzentriert zu
sein?UX-Reifegrad-Check: Wie bereit ist meine Organisation fur User Experience?Menschen: Welche
Rollen spielen Teamzusammensetzung und Kompetenzen?Prozesse: Was wird sich verandern?
Kultur: Der Einfluss der Unternehmenskultur auf den gewunschten Wandel.

running a customer journey mapping workshop: Transform Customer Experience
Isabella Villani, 2019-01-18 Your customers are your future. Smartphones, social media and the
internet have given customers access to more information than ever before. If your business fails
them, they will switch to your competitor and never return. So how do you keep them? By mapping
their journeys, identifying potential hazards and reshaping your business with customer experience
(CX) at its heart. From services to products, online to in-person, small-scale to multinational, your
customers’ loyalty depends on how you interact with them. Transform Customer Experience is your
ultimate guide to putting your customer first. Author and CX expert Isabella Villani shows how you
can implement a customer strategy from planning to execution. Transform Customer Experience
offers real-life insights into effective strategies for developing and implementing Customer
Experience (CX) programs in a range of corporate, governmental and non-profit environments. ¢
Shows you how to address dimensions of diversity in the customer base ¢ Outlines customer journey
mapping * Discusses the implications of customers’ omnichannel engagement ¢ Addresses the
importance of positive employee experience in establishing a supportive CX culture. Transform
Customer Experience explains why you need to embed customer experience in your organisation and
shows you how to do it.

running a customer journey mapping workshop: Crafting Customer Experience Strategy
Sapna Popli, Bikramjit Rishi, 2021-05-04 Crafting Customer Experience Strategy: Lessons from Asia



looks at how Customer Experience Management can be vital in providing a competitive advantage
for businesses. This is essential reading for marketing scholars and practitioners looking for insights
into improving their customers' experiences.

running a customer journey mapping workshop: B2B Customer Experience Paul Hague,
Nicholas Hague, 2018-06-03 B2B Customer Experience shows readers how to deliver the very best
customer experience (often referred to as CX), within the business-to-business realm. Marketers
have long known that emotions are important in driving our experiences, and the subject is now high
on the agenda of B2B companies who want to deliver a 'wow' to their customers. Achieving this
‘wow' factor helps organizations distinguish themselves from their competition, while simultaneously
winning new business and retaining existing clients. B2B Customer Experience is the essential
handbook that guides the reader through the process of creating an exceptional customer
experience. Intensely practical in its approach, B2B Customer Experience is divided into five parts to
walk readers through the journey of planning, mapping, structuring, implementing and controlling
an effective customer experience, all bespoke for the B2B environment. Clearly argued and
supported by real-world examples, this text will help readers understand critical features including
the difference between customer experience, loyalty and inertia; how to use journey maps to
establish strengths and weaknesses in an organization, and how to ensure that sales teams are
engaged in the customer experience programme. Discussing some of the best known examples of
consumer-focused customer experiences from companies such as Zappos, Nordstrom and John
Lewis, B2B Customer Experience is the must-have text for any marketing professional working
within a B2B environment.

running a customer journey mapping workshop: Leading Lean Jean Dahl, 2019-12-20
Companies from startups to corporate giants face massive amounts of disruption today. Now more
than ever, organizations need nimble and responsive leaders who know how to exploit the
opportunities that change brings. In this insightful book, Jean Dahl, a senior executive and expert in
the Lean mindset and its methods, demonstrates why you need to embrace Modern Lean principles
and thinking to redefine leadership in this age of digital disruption in order to continuously evolve
the Lean enterprise. Drawing on nearly three decades of corporate and consulting experience, Ms.
Dahl lays out a new holistic framework for developing Modern Lean leaders. Through personal
experiences and compellingreal-world case studies, she explains specific steps necessary for you and
your company to proactively understand and respond to change. Understand the leadership
challenges Lean leaders face in our 21st century global economy Explore the six dimensions of the
Modern Lean Framework™ Learn and apply the nine steps necessary to become a Lean leader Use
Modern Lean methods to build a culture of continuous learning that can be sustained and
maintained within your organization Seize competitive advantage by embracing Modern Lean to
tbuild an enterprise that understands how to respond to disruption

running a customer journey mapping workshop: Create a Revenue Playbook You Can
Rely On: Repeatable Steps for Consistent Income Simon Schroth, 2025-04-08 Revenue
generation is the lifeblood of any business, but without a reliable system, it can be unpredictable.
Create a Revenue Playbook You Can Rely On teaches you how to build a repeatable, scalable system
for generating consistent income, allowing you to stabilize your revenue and build a solid foundation
for growth. This book walks you through the process of creating a revenue-generating playbook,
focusing on customer acquisition, retention, upselling, and creating passive income streams. You'll
learn how to design sales processes that convert, build long-term relationships with clients, and
optimize your pricing strategy to increase profitability. The book also covers how to track your
performance, measure your revenue goals, and adjust your strategies as needed. With a reliable
revenue playbook, you'll be able to create a consistent stream of income, making it easier to forecast
and plan for growth. Create a Revenue Playbook You Can Rely On provides you with the tools to turn
your income into a predictable, sustainable force that powers your business forward.

running a customer journey mapping workshop: Handbuch Marketing fiir Juristen Marion
Halfmann, 2018-12-17 Das Handbuch bietet einen umfassenden Uberblick iiber das




Marketinginstrumentarium fiir Rechtsdienstleister. Marion Halfmann vermittelt
betriebswirtschaftliches Know-how und umsetzungsreife Konzepte - ohne bei den Lesern
Vorkenntnisse vorauszusetzen. Aktuelle Herausforderungen wie Social-Media-Kommunikation,
Online-Rechtsberatung, Legal Tech und Guerilla-Marketing kommen dabei nicht zu kurz. Zahlreiche
Beispiele und Praxisinterviews illustrieren den Stoff. Der ideale und zugleich praxisnahe Einstieg in
das spannende Thema , Marketing fiir Juristen” fiir angehende RechtsanwaltInnen.

running a customer journey mapping workshop: UK Trade & Investment Great Britain.
National Audit Office, 2009 UK Trade & Investment (UKTI) is three years into its five-year strategy
to deliver improved support to UK exporters, and it is close to meeting most of its performance
targets. UKTI has extensive arrangements to obtain regular and systematic feedback on the quality
of its services. Some 52 per cent of businesses receiving support reported that their performance
improved as a result of receiving support, exceeding its 50 per cent target. Users are also asked to
estimate the financial benefit arising as a result of its support, and a 2008 figure of £229,000, on
average, per business is used by UKTI to calculate its reported benefit to cost ratio of 15:1. But the
underlying survey data shows that 29 per cent of users either did not know, or declined to provide
an estimate, 30 per cent forecast some financial benefit and 40 per cent forecast no financial benefit.
The survey focuses on forecast impact rather than actual financial impact. UKTI has sought to
improve efficiency by shifting resources to better performing markets and services. In the year to
March 2008 expenditure on trade support fell by 4.5 per cent while the number of businesses
supported rose by 35 per cent. UKTI does not have a full picture of the costs of providing the
individual services. It is not in a position to gauge reliably the efficiency of its activities, the
contribution of different parts of the organisation to these services, or the relative costs and benefits
of the different services it provides. In 2008 UKTT established a model for cost assessment, but this
is not yet sophisticated enough to demonstrate whether value for money is being optimised.

running a customer journey mapping workshop: The Business Models Handbook Paul
Hague, 2019-01-03 Enhance your business and marketing planning and overcome common
challenges, with this collection of the most valuable and reliable business frameworks and models.
Business frameworks sit at the heart of every successful business. They add structure and clarity to
business problems and can help practitioners overcome the everyday challenges they face. The
Business Models Handbook brings together the most helpful and widely used templates and
frameworks into a single, invaluable resource. Each chapter focuses on an individual business
framework, giving an overview of 50 of the best known frameworks and how it will help an
organization grow and be profitable. Each supported by a real-world case study, these include
ANSOFF matrix, Price-Quality-Strategy model, Stage-Gate model, Service Profit Chain and many
more. Authored by a leading global market researcher with a background working on over 3,000
different research projects, The Business Models Handbook is an invaluable resource for any student
or professional. Online resources include lecture slides that align with each chapter.

running a customer journey mapping workshop: The 5-Star Customer Experience Dr. Janne
Ohtonen, 2017-01-05 Boost Revenues with Top-Notch Customer Experience! Get the digital version
of this book for FREE when you purchase a paperback copy! Do you know the value of exceptional
customer experience? Do you want to optimize your customer experience blueprint? Would you like
to streamline your operations with customer journey mapping? When you read Dr. Janne Ohtonens
The 5-Star Customer Experience, youll discover the three secrets of providing a phenomenal
customer experience. This fascinating guidebook helps you understand your current level of
experience and what you can do to improve and excel! Secret 1: Create a Customer Experience
Blueprint Develop a Customer Experience Strategy that boosts revenue, profit, and customer
satisfaction. Secret 2: Map Your Customers Journey Learn how people interact with your business,
weed out frustrations and time-sinks, and increase cost efficiency. Secret 3: Experience Stunning
Results Take your strategy and plans into action and see your revenues grow, cost base decrease
and customers smiling! With your purchase of this book, youll also get FREE digital downloads of
the authors other two books! Inside The 5-Star Customer Experience, youll discover: Why innovative




and constantly improving customer experience creates sustainable revenue growth A practical way
for creating a customer experience blueprint that wows the customers and brings in the profit for
the business How to use customer journey mapping tools, including step-by-step guides and
examples with illustrations to optimize cost efficiency If you want to ensure long-term business
success, then you will find Dr. Ohtonen's book invaluable--a must-read blueprint for putting the
customer at the heart of your organization (Marcos Moret, Managing Director). An awesome read.
You will find yourself inspired to approach the challenge of becoming more customer-centric in a
structured and methodical way (Anthony Pearmain, Customer Experience Consultant). I realized
how important it is that the whole company works together to achieve more customer centric
approach. This is not a book to be read just by the business owners or decision makers; it is a useful
book to be read by people at all organizational levels in all industries (Jenna Heinonen, MBA). Do the
right thing for your business, your customers, and the world Dr. Ohtonen donates part of the
proceeds from every book sold to charity! This essential business guide includes practical, how-to
steps for optimizing your customer service. Youll discover a wide variety of real-world case studies
so you can benefit from the hard lessons experienced by other companies. By understanding,
designing, and improving your customers experiences, you can see dramatic growth in your sales
and revenues! Dont let your competition get an edge on you Order your copy of The 5-Star Customer
Experience TODAY! Its quick and easy Just scroll up and click the BUY NOW WITH ONE CLICK
button on the right-hand side of the screen.

running a customer journey mapping workshop: Process Mining Workshops Marco Montali,
Arik Senderovich, Matthias Weidlich, 2023-03-25 This open access book constitutes revised selected
papers from the International Workshops held at the 4th International Conference on Process
Mining, ICPM 2022, which took place in Bozen-Bolzano, Italy, during October 23-28, 2022. The
conference focuses on the area of process mining research and practice, including theory,
algorithmic challenges, and applications. The co-located workshops provided a forum for novel
research ideas. The 42 papers included in this volume were carefully reviewed and selected from 89
submissions. They stem from the following workshops: - 3rd International Workshop on Event Data
and Behavioral Analytics (EDBA) - 3rd International Workshop on Leveraging Machine Learning in
Process Mining (ML4PM) - 3rd International Workshop on Responsible Process Mining (RPM)
(previously known as Trust, Privacy and Security Aspects in Process Analytics) - 5th International
Workshop on Process-Oriented Data Science for Healthcare (PODS4H) - 3rd International Workshop
on Streaming Analytics for Process Mining (SA4PM) - 7th International Workshop on Process
Querying, Manipulation, and Intelligence (PQMI) - 1st International Workshop on Education meets
Process Mining (EduPM) - 1st International Workshop on Data Quality and Transformation in
Process Mining (DQT-PM)

running a customer journey mapping workshop: Subject-Oriented Business Process
Management. Models for Designing Digital Transformations Matthes Elstermann, Anke Dittmar,
Matthias Lederer, 2023-07-31 This book constitutes the refereed proceedings of the 14th
International Conference on Subject-Oriented Business Process Management, S-BPM ONE 2023,
held in Rostock, Germany, during May 31-June 1, 2023. The 10 full papers and 9 short papers
included in this book were carefully reviewed and selected from 24 submissions. They were
organized in topical sections as follows: management issues and people; development and
requirements; modeling, technology and infrastructure.

running a customer journey mapping workshop: Design, User Experience, and Usability
Aaron Marcus, Elizabeth Rosenzweig, Marcelo M. Soares, 2023-07-08 This 5-volume HCII-DUXU
2023 book set constitutes the refereed proceedings of the 12th International Conference on Design,
User Experience, and Usability, DUXU 2023, held as part of the 24th International Conference, HCI
International 2023, which took place in Copenhagen, Denmark, in July 2023. A total of 1578 papers
and 396 posters have been accepted for publication in the HCII 2023 proceedings from a total of
7472 submissions. The papers included in this volume set were organized in topical sections as
follows: Part I: Design methods, tools and practices; emotional and persuasive design; Part II:




Design case studies; and creativity and design education; Part III: Evaluation methods and
techniques; and usability, user experience and technology acceptance studies; Part IV: Designing
learning experiences; and chatbots, conversational agents and robots: design and user experience;
Part V: DUXU for cultural heritage; and DUXU for health and wellbeing.

running a customer journey mapping workshop: The Customer Catalyst Chris Adlard,
Daniel Bausor, 2019-10-21 How organisations can drive growth in the Customer Economy The
Digital Revolution has changed the business landscape in remarkable ways and will continue to do
so. Organisations across industries and around the world are being disrupted and digitised at
increasing pace - putting far more power in the hands of both customers and end-consumers. The
traditional inside-out, functionally-siloed business model, typical of the product and sales-led growth
era is over. The Customer Catalyst shows how organisations can put customers truly at the heart of
their business and catalyse genuine, sustainable growth. Future business models are no longer
about functions - they are beginning to revolve around customers. Customer-led companies will,
over time, unpack their static functional activities and transform their structure. Customer
advocates already wield massive influence in a customer’s buying process, and this is only set to
increase. This is already changing the role and nature of business functions and Sales is no longer
seen as the only source of growth. The Customer Economy is placing greater demands on businesses
and offers greater rewards to the businesses that meet and exceed customer expectations. This
invaluable book will enable readers to: Lead their organisations to more profitable and sustainable
growth Transform their organisations to become truly customer-centric with the C-change growth
engine Explore in-depth stories from leaders of companies such as Zoom, Signify, Starling Bank, Ritz
Carlton, Microsoft and Finastra with frank advice and practical steps to achieve success Help their
companies adapt to, and profit from, the new realities of the Customer Economy Gain important
insights from business leaders on best practice in key customer-centric growth areas The Customer
Catalyst shows businesses how to survive the transition to the Customer Economy, transform to
align around today’s dynamic customer needs, and ultimately, drive sustainable business growth.

running a customer journey mapping workshop: This Is Service Design Doing Marc
Stickdorn, Markus Edgar Hormess, Adam Lawrence, Jakob Schneider, 2018-01-02 How can you
establish a customer-centric culture in an organization? This is the first comprehensive book on how
to actually do service design to improve the quality and the interaction between service providers
and customers. You'll learn specific facilitation guidelines on how to run workshops, perform all of
the main service design methods, implement concepts in reality, and embed service design
successfully in an organization. Great customer experience needs a common language across
disciplines to break down silos within an organization. This book provides a consistent model for
accomplishing this and offers hands-on descriptions of every single step, tool, and method used.
You'll be able to focus on your customers and iteratively improve their experience. Move from theory
to practice and build sustainable business success.
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