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Key Points

» A User Journey Map is a document that visually represents the path a
customer takes from the moment they first interact with a brand to the point
of purchase and beyond.

» When used correctly, it's a valuable tool that helps businesses understand
each stage of the customer’s journey, identify crucial touch and pain points,
enhance the customer experience, make data-driven decisions, and identify
opportunities to reduce costs.

» The best time to begin mapping the customer journey is when you're
launching a new product or service (to understand how customers will interact
with it); to improve the customer experience and pinpoint issues or areas for
improvement; when you're designing (or redesigning) a website or app; or if
you need to align company teams with customer-centric strategies.

» Despite the benefits, 83% of customer experience professionals report that
their company struggles to use customer journey maps to advance their
business growth and customer retention/loyalty efforts.

* The key to developing and implementing customer journey maps successfully
lies in avoiding common pitfalls: confusing journey mapping with process
mapping, finding and fixing problems instead of discovering and delighting
customers with new experiences, neglecting to shape and sculpt positive
memories, and skimming the surface of customer interactions instead of
diving deep.

e Download our User Journey Map template for a plan that focuses on both

customer interaction and your organisational activities - ensuring that


https://www.ignitec.com/wp-content/uploads/2024/08/User-Journey-Map-Template-DOWNLOAD.docx

outcomes are actionable and contribute significantly to business growth.

Do you want to build a prototype quickly, get insightful user feedback,
and develop a market-fit product that outperforms the competition?
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The UK ranks among the top five most entrepreneurial countries globally, yet research shows that
approximately 35% of new and small businesses fail due to overwhelming competition. While fierce
competition benefits customers by driving down prices and improving quality, it’s challenging for
companies to constantly test, monitor, and refine their value proposition and unique selling point. Our
free User Journey Map template will help you make that less cumbersome: map out your customer’s
entire experience, identify crucial touchpoints, objectives, and pain points, and gain the insights
needed to enhance their overall experience—ensuring your product or service withstands the
competition.

If you're a small business aiming to bring your product to market as cost-effectively and thoroughly as
possible, we're here to help. Our in-house services will take you from developing a prototype or
minimum viable product (MVP) to market launch, enabling you to test and gather user feedback to
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help refine your final product and build your competitive edge. Contact us for more information or a
confidential consultation with an expert on our team.

Related services

Ignitec’s User Centred Design - Your Path to Business
Transformation

Minimum Viable Product Development - Get to Market Fast

Ignitec’s User Centred Design - Your Path to Business
Transformation

What differentiates our user journey map template from others is that it doesn’t focus solely on
customer interactions but also includes your business’s activities for each stage (e.g., teams
responsible and key performance indicators). This will help to nurture the interactions between your
company and customers, making your map actionable—and less likely to become a hidden document
relegated to an untitled folder!

What is a User Journey Map?

The User Journey Map is a document that visually represents the path a customer takes from the
moment they first interact with a brand to the point of purchase and beyond. It's a time-consuming
process, but by using our user journey map template, you'll:

 Gain a clear understanding of each stage of the customer’s journey, from initial
awareness to post-purchase interactions.

« |dentify crucial touchpoints and pain points, allowing you to address and improve areas
of friction.

» Enhance customer experience by aligning your strategies with customer needs and
expectations at every stage.

» Make data-driven decisions to optimise your marketing and product development
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efforts, which will improve customer satisfaction and increase loyalty.

* |dentify opportunities to reduce costs by highlighting inefficiencies or redundant
touchpoints in the customer experience, pinpointing where resources are being
overutilised, or where processes can be streamlined without compromising the quality
of the customer experience.

» Have a cohesive document, compiled with input from all the teams involved - that

unites everyone on a shared, user-centric vision and strategy.

By laying out these stages visually, you'll gain valuable insights into how users interact with your
products or services and where your team can make improvements to enhance customers’ overall
experience and increase engagement or retention (e.g. free shipping, early access to sales,
contributions to charitable or eco-friendly initiatives).

When should you start mapping your
customer’s journey?

Use our User Journey Map template when you want to:

e Launch a New Product or Service: Before introducing a new product or service to

the market, it’s crucial to prototype and understand how user-centred design leads to

better products as you better understand how customers will interact with it. This

template will help you identify potential obstacles and opportunities throughout the
journey.

* Improve Customer Experience: If you're receiving feedback that customers face
difficulties or frustrations, mapping out the journey can pinpoint where these issues
occur and how to address them.

* Design or Redesign a Website or App: When launching or redesigning a digital
product, the user journey map can ensure that the design meets customer expectations
and needs at every stage.

e Align Teams on Customer-Centric Strategies: This template can also serve as a
valuable communication tool across teams, aligning everyone on the customer’s

perspective and fostering a unified approach to improving their experience.

Ignitec’s User-Centered Design Services will help you create products your clients will love. Contact us
for more information on how we can help!
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Avoid the pitfalls of using a User
Journey Map template

Creating detailed visualisations that map the user or customer’s journey is time-consuming, complex
(especially for businesses with multiple customer segments or products), and requires regular
updates (customer behaviours and expectations change over time).

Furthermore, a Gartner study shows that 83% of customer experience professionals report that their
organisations struggle to use customer journey maps to advance their business growth and customer
retention/loyalty efforts. Common pitfalls that undermine user journey mapping efforts include:

1. Confusing journey mapping with process mapping

Journey mapping should reflect the customer’s perspective, not the company’s internal processes
(e.g. inventory management or customer support protocols). For example, a fitness smartwatch
journey map should capture the customer’s experience with tracking their workouts, setting goals,
and receiving health insights—elements that may not directly involve the company’s internal
processes. Focusing solely on internal processes might overlook critical customer interactions like the
excitement of achieving a new personal best or frustration with syncing issues.

2. Finding and fixing, instead of discovering and delighting

While identifying and addressing pain points is crucial, it's equally important to discover and create
delightful experiences. For instance, the fitness smartwatch company focuses on fixing syncing
problems but neglects to explore opportunities to surprise customers (e.g. personalised workout
suggestions or virtual badges to celebrate milestones). By adding unexpected value, the company
would not only solve issues but also enhance the overall customer experience.

3. Neglecting to shape and sculpt positive memories

Effective customer experience design involves crafting memorable interactions that influence future
behaviour. If the fitness smartwatch journey map only lists touchpoints like setting up the device or
viewing workout stats, it misses the opportunity to enhance positive memories. For example,
incorporating features that allow users to share achievements on social media or receive
congratulatory messages for reaching fitness goals can help create positive, memorable experiences
that drive repurchases and referrals.

4. Skimming the surface instead of diving deep

Surface-level mapping can miss the nuances of the customer experience. For example, if the map
only outlines basic touchpoints like purchasing and using the watch, it may overlook deeper insights
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like the emotional impact of receiving personalised fitness advice or the frustration of delayed app
updates. Diving deep into these aspects helps uncover hidden pain points and opportunities for
innovation that can significantly improve the customer journey.

User Journey

Map Template

Download now

How to use our template:

Download our User Journey Map template and customise it to suit your needs. The template covers
each stage of the user journey and the actionable business areas related to each one. To fill in the
template, start with the customer stages and move down from there—use the explanations and
examples given at each stage to help you dive deeper.

Remember to share it with your team to get as much input regarding each stage as possible. Ensure
that the map serves as a unifying document that gets everyone on the same page regarding
enhanced user and customer experiences. Avoid the pitfalls listed above so that your map is
actionable, flexible, and adaptable to your business and customers’ changing and growing needs.



A final thought on customer journey mapping

The User Journey Map template is invaluable for startups and small businesses looking to gain deeper
insights into their customers’ experiences. While creating a map requires time and effort, the benefits
far outweigh the drawbacks. By understanding and optimising each stage of the customer journey,
you'll improve customer satisfaction, drive growth, and build long-lasting customer relationships.

Undoubtedly, one of the most secure ways to get your product to market quickly and cost-effectively
- while focusing on enhancing the user experience at every stage of the journey - is to collaborate
with a highly experienced, multi-disciplinary team that knows what to look for and how to design for
differentiation. Call us to enquire!

Share
Share
Tweet
Pin

Suggested reading

A competitor analysis template to fine-tune your unique selling
points

Product testing survey template to help you gain customer
insights

Free product/market fit template to ensure you're meeting
customer needs

FAQ's
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Why is a user journey map important?

A user journey map is important because it helps businesses understand the customer’s experience
from start to finish. It identifies critical touchpoints, pain points, and opportunities for improvement.
This insight enables companies to enhance customer satisfaction and drive growth.

How do you create a user journey map?

To create a user journey map, start by identifying the stages of the customer journey and the key
touchpoints at each stage. Gather data through customer feedback, interviews, and analytics to
understand their experiences and emotions. Visualise these insights in a map, highlighting areas for
improvement and opportunities to enhance the experience.

What are the stages of a user journey map?

The stages of a user journey map typically include awareness, consideration, decision, purchase, and
post-purchase. Each stage represents a phase in the customer’s interaction with a product or service.
Businesses use these stages to identify key touchpoints and opportunities to improve the customer
experience.

When should you use a user journey map?

A user journey map should be used when launching a new product, improving customer experience,
or redesigning a website or app. It's also valuable when a business wants to align teams on customer-
centric strategies. The map helps identify pain points and areas for enhancement throughout the
customer journey.

Which businesses benefit from user journey mapping?

User journey mapping benefits businesses that want to improve customer experience, particularly
those in competitive markets. It benefits startups, e-commerce companies, and service providers who
need to understand and optimise customer interactions. Any business looking to enhance customer
satisfaction can benefit from this tool.



How can a user journey map reduce costs?

A user journey map can reduce costs by identifying inefficiencies in the customer experience. For
example, it might reveal that simplifying the onboarding process could reduce customer support calls.
By addressing these inefficiencies, businesses can lower operational costs while improving customer
satisfaction.

What are the common pitfalls of user journey mapping?

Common pitfalls of user journey mapping include confusing it with process mapping, focusing solely
on fixing problems rather than creating delight, neglecting to shape positive memories, and skimming
the surface instead of diving deep. These issues can lead to an incomplete understanding of the
customer experience. To avoid them, it’s crucial to approach journey mapping with a customer-centric
mindset.

Why do businesses confuse journey mapping with process
mapping?

Businesses often confuse journey mapping with process mapping because they focus on internal
processes rather than the customer’s perspective. Process mapping is about the company’s
operations, while journey mapping is about the customer’s experience. Viewing the experience
through the customer’s eyes is essential to creating a compelling journey map.

What is the difference between customer journey and process
mapping?

Customer journey mapping focuses on the customer’s experience, identifying how they interact with a
product or service. Process mapping, on the other hand, details a business’s internal processes, such
as workflow and operational steps. The key difference is that journey mapping is customer-centric,
while process mapping is company-centric.

How do user journey maps enhance customer experience?

User journey maps enhance customer experience by identifying pain points and improvement
opportunities at each journey stage. By addressing these areas, businesses can create a more



seamless and satisfying experience, leading to increased customer loyalty and positive word-of-
mouth.

What data is needed for a user journey map?

To create a user journey map, businesses need data from customer feedback, interviews, and
analytics. This data helps to understand customer behaviour, emotions, and pain points at each stage
of the journey. Accurate data is crucial for creating an insightful and compelling journey map.

Who should be involved in creating a user journey map?

A user journey map should involve cross-functional teams, including marketing, customer service,
product development, and UX design. Each team provides unique insights into different aspects of the
customer experience. Collaboration ensures that the map is comprehensive and aligns with business
goals.

Why is shaping and sculpting positive memories in a user journey
map important?

Shaping and sculpting positive memories in a user journey map is essential because customer
decisions are influenced by how they remember their experience. Positive memories can drive repeat
purchases and referrals, enhancing customer loyalty. A well-designed journey map helps businesses
create memorable experiences that leave a lasting impression.

How can a user journey map help with product development?

A user journey map can help with product development by identifying customer needs, pain points,
and expectations at each stage of the journey. This insight can inform product features and
enhancements that better meet customer demands. It ensures that product development is aligned
with actual customer experiences.

Which touchpoints are critical in a user journey map?

Critical touchpoints in a user journey map include the initial point of contact, the purchasing process,



and post-purchase interactions such as customer support. These touchpoints are where customers
form critical impressions of the brand. Identifying and optimising these touchpoints can significantly
improve the overall customer experience.

What role does feedback play in a user journey map?

Feedback is crucial in a user journey map, providing direct insights into customer experiences, needs,
and pain points. This information helps businesses refine their products and services to meet
customer expectations better. Collecting and incorporating feedback ensures that the journey map
remains relevant and accurate.

Why do businesses focus on finding and fixing in user journey
maps?

Businesses often focus on finding and fixing in user journey maps because they naturally want to
address problems that impact customer satisfaction. However, this approach should be balanced with
efforts to discover opportunities to delight customers. Focusing solely on fixing issues can lead to
missed opportunities to enhance the overall experience.

How can a user journey map identify opportunities for product
expansion?

A user journey map can identify opportunities for product expansion by revealing unmet customer
needs and desires throughout the journey. For example, it might show that customers want more
personalised features or better product integration. These insights can guide the development of new
offerings that align with customer expectations.

What are the benefits of using a user journey map template?

Using a user journey map template simplifies mapping out the customer experience. It provides a
structured approach, helping businesses to identify touchpoints, objectives, and pain points
efficiently. Templates save time and ensure consistency, making analysing and improving the
customer journey easier.



When should a user journey map be updated?

A user journey map should be updated regularly, especially when there are significant changes in
customer behaviour, new product launches, or shifts in market trends. Keeping the map current
ensures that it accurately reflects the customer experience. Regular updates help businesses stay
aligned with evolving customer needs and expectations.
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