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Understanding Customer 
Journey Mapping



What is a journey map?

A visual documentation of our customer 
journey from end to end. 

More importantly, this journey map is a tool 
that we can use to improve our customer 
experience. 



Why do we journey map?

● To understand the real journey of our customers

● To uncover friction points for customers

● To identify duplicative efforts or inefficiencies

● To stress test new products, processes or services

● To identify potential changes to improve the 
customer experience  



The Results of Journey Maps

● Improved customer experience

● Increased customer loyalty

● Increased conversion rates

● Better communication

● Greater cross-functional collaboration



Keys to Journey Mapping

● Set parameters, build your plan

● Get buy-in from leadership

● Assemble the right internal team

● Leverage customer feedback 

● Create clear & actionable outcomes



Building Your Map
(or at least how we did it)



Building Our Map

● Leadership conversations

● Frontline Sales/CS Workshop

● Explore real customer journeys

● Customer Interviews 



Our Mapping Team

Product 
Marketing

Sales 
Enablement

Customer 
Success

Relationship 
Managers

Customer
Support







Onboarding Adoption Upsell Renewal Advocate 

Account 
Executive

Closes deal, 
identifies 
onboarding 
contacts

Identify 
potential 
advocates

Support
Replies to tickets, provides self-serve 
content in community, monitor support 
CSat responses

Customer 
Success

Kickoff call, 
bi-weekly 
onboarding 
training 
sessions (SMB)

QBRs, supports campaigns, main POC 
for issues

Identify 
potential 
advocates

Account 
Manager

Kickoff call, 
support during 
onboarding

QBRs  introduces new products, has growth 
and renewal conversations

Identify 
potential 
advocates

Product In-app product messaging, monthly user 
digest, NPS, in-product feedback

Marketing Onboarding 
nurture stream

Adoption content/campaigns, customer 
newsletters, office hours

Product announcements, webinars, 
content

Celebrate 
renewal, 
Automated 
renewal 
sequences (as 
needed)

Approach 
for case 
study, CAB 
or PAC



Milestone

Advocacy

Onboarding

MILESTONES & FRICTION POINTS

Milestone

Low Adoption
Friction point / opportunity

New Admin
Friction point / opportunity

Anniversary
Milestone

Renewal 
Milestone



● Updating the Profile

● Gathering a customer list 
for the review campaign

● Bringing in new POCs for 
Integrations

● Learning about profile tools

● Attending kick off call

● Integrations install/training 
as needed 

Doing Thinking

● Excited

● Overwhelmed

● Annoyed

● Curious

● Confused

Feeling

● Which customers should I 
reach out to for reviews?

● How do I log a support 
ticket?

● Did I complete my profile?

● Who can I talk to for help on 
strategy?

● How much time will this 
take?

Customer: Onboarding



● AE and customer > close deal 

● AE and RM/CSM > AE to email all + 
customer to set up KO call 

● CSM +RM run KO call 

● CSM set up the next 2 onboarding 
calls and kickoff review campaign

● Marketing - Welcome email 

Touchpoints & Owners Opportunities

● There is a lot of scheduling and subsequent calls that 
sometimes fall through the cracks alongside follow up of 
getting a review campaign up and running. Need to find a way 
to streamline 

● Onboarding should be a firm 30 days - what can we do to make 
sure customers KO a review campaign? 

● Revamp onboarding survey - capture customer goals, track in 
Salesforce

● Build onboarding nurture stream 
● Revamp kickoff call deck
● Automate onboarding comms (SMB) 

G2: Onboarding





“Spot check” with real 
customers

● Does their experience match what’s on our map? 

● What does the timeline look like? 

● Are there things we missed? 



Customer Interviews

● 2 from each segment

● Validate/disprove findings

● Uncover what you may have missed



What does our map look like and 
how do we use it?







Adoption: Content

● Monthly User Digest
● Office Hours
● Customer Playbooks 
● G2U Onboarding Courses







Let’s Try It
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Doing Thinking Feeling

Customer: MILESTONE
TEMPLATE



Touchpoints & Owners Opportunities

Customer: MILESTONE
TEMPLATE



Anyone willing to share?



https://www.linkedin.com/in/katlinhess/

Thank you

Let’s Connect!


