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Journey maps tell us the ‘journey’ or path taken by the client / customer as they use your product / service. Mapping a customer journey allows you to 
understand how your product / service plays out and is particularly helpful in identifying points of pain ( PoP). (Many times these PoP are not part of the 
product or service but nonetheless become a critical part of using your product or service)

You can use words, images, shapes and arrows to mark the journey and draw between and use different colors.

Let’s continue the same example from the Storyboard phase - a 3-day incubator/accelerator program for women entrepreneurs which 

could be online or in-person. Let’s call the organization ASR

Sees it online

Fills form, pays fees

She can also call ASR for 
details

Upon selection 
shows up at ASR 
premises on 
appointed day, 
parks car and gets 
inside.
Or logs in to see 
live streaming of 
sessions

Payments can be 
made online at 
time of registering 
or in-person on 
arrival of day 1

End of day 3; Summarize 
what was learnt and what 
ASR will do next to help 
them in their journey as 
entrepreneurs

Client leaves.

Day 2 and 3 rolls 
out the same way 
as day 1 

Day 1 content 
rolled out , split 
across 3 sessions.

Last session is for 
networking.

Program developed and 
promoted via various 
channels.

Whilst this looks OK overall, it misses several important and 
key elements that you need to pay attention to. It misses 
several customer touchpoints as well as nudge you on making 
better decisions. 

JOURNEY MAP EXAMPLE 1 OF 3 

A lot happens in those arrows. It is not just a mere moving 
from one step to another–unpack it! See how the ‘real 
journey’ plays out.
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Sees it online

Fills form, pays fees

She can also call ASR for 
details

Has calling hours been made clear?

Is there someone to take the call?
Is the cost same for both? 

Is the website secure to take 
payments? Will it accept all cards? 
What about international cards?

Upon selection 
shows up at ASR 
premises on 
appointed day, 
parks car and gets 
inside.

Touchpoint: Arriving 
at your premises
How will she arrive? 
Is there enough 
parking?
Is there a bus stop 
nearby?
Is there a pedestrian 
path for walking?
Is there Uber and 
other cab services?

Payments can be 
made online at 
time of registering 
or in-person on 
arrival of day 1

People attending to 
registration give 
materials, take 
payments, give receipts 
and badges
They also direct client to 
room where session is 
being held.

Customer touchpoint: your 
website and social media 
channels**

Touchpoint: Making the call

Make sure both experiences 
are smooth

Touchpoint: Can you 
ensure personnel to 
make registration 
smoother?

BUSINESS ALERT: Payments 
are critical, even and esp. for 
smaller outfits and nonprofits.
Have you provided multiple 
options to ensure people pay?
What about paying in multiple 
instalments?
What about check or cash on 
the day of the program?

Program developed and 
promoted via various 
channels.

** Social media can be very useful or a time suck!  It is dependent on the type of business. Have you done your homework on w hether you can generate new clients this way? If 
you’re running on meager resources, maybe spending money, time and personnel crafting social media messages is not helpful. B rainstorm quickly to decide!

Or logs into the ASR 
website / link 
provided for live 
streaming of 
sessions.

Is your video 
interface stable? Is it 
secure? Can the 
women feel safe 
using this service? 
What will you do if 
there is a glitch or 
errors? Are you 
recording sessions to 
make available later?

Journey maps tell us the ‘journey’ or path taken by the client / customer as they use your product / service. Mapping a customer journey allows you to 
understand how your product / service plays out and is particularly helpful in identifying points of pain ( PoP). (Many times these PoP are not part of the 
product or service but nonetheless become a critical part of using your product or service)

You can use words, images, shapes and arrows to mark the journey and draw between and use different colors.

Let’s continue the same example from the Storyboard phase - a 3-day incubator/accelerator program for women entrepreneurs which 

could be online or in-person. Let’s call the organization ASR
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End of day 3; Summarize 
what was learnt and what 
ASR will do next to help 
them in their journey as 
entrepreneurs

Client leaves.

Was there someone to see 
her and other attendees off? 
Or say goodbye? (Is that 
important to the program you 
are rolling out?)

Did you tell them what’s 
coming next?

Do you have a system to get 
people to sign up then and 
there? Is that important?

Day 2 and 3 rolls 
out the same way 
as day 1 

Touchpoint: End point 
touchpoints are critical 
because you want repeat 
customers; make sure you 
have a solid plan to 
ensure ‘brand’ loyalty and 
that they will come back 
soon.

Touchpoint: Is there 
someone to see them off 
each day? 

Day 1 content 
rolled out , split 
across 3 sessions.

Can you ensure proper 
networking? Everyone has this as 
an option and most sessions 
leave attendees far from 
impressed. Have you worked out 
how to do this? Or are you just 
looking to fill time?

How will online networking 
work? Is there a moderator?

BUSINESS ALERT: How have 
you ensured she and others will 
show up tomorrow? Have they 
paid for all 3 days upfront? 

BUSINESS ALERT: Is there any merit in 
allowing the client to choose which  
sessions to attend? This gives them 
more flexibility? Can you come up with 
an attractive price point? 

Does this mean you have to rethink 
ideation and content building the 
sessions? 

Clients have desks, chairs, 
places to keep bag, 
laptop, water etc. 

Are there printing 
facilities? Is it required? 
Can you charge for it?

Is there Wi-Fi? Is that 
required? If there is no 
Wi-Fi, can your 
program still be rolled 
out?

Last session is for 
networking.

Journey maps tell us the ‘journey’ or path taken by the client / customer as they use your product / service. Mapping a customer journey allows you to 
understand how your product / service plays out and is particularly helpful in identifying points of pain ( PoP). (Many times these PoP are not part of the 
product or service but nonetheless become a critical part of using your product or service)

You can use words, images, shapes and arrows to mark the journey and draw between and use different colors.

Let’s continue the same example from the Storyboard phase - a 3-day incubator/accelerator program for women entrepreneurs which 

could be online or in-person. Let’s call the organization ASR
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Use this template to create a journey map of your product / service. This allows you to see how your venture plays out step by step and allows you to 
identify PoP (Points of Pain) as well as see how your venture rolls out from the client’s point of view (See example on previous page for help)

DO NOT EXCEED 12-15 JOURNEY POINTS WITH AN ABSOLUTE MAXIMUM OF 25. YOUR JOURNEY MAP WILL GET OUT OF CONTROL 

BEYOND THAT!

Also, journey maps are for one persona type going through one journey or interaction. REMEMBER THAT ALWAYS

MVI here: 

What’s missing? Make notes here

A lot happens in those arrows. It is not just a mere moving 
from one step to another–unpack it! See how the ‘real 
journey’ plays out.

JOURNEY MAP TEMPLATE 1 OF 4

CONTINUE ON THE NEXT PAGE

JOURNEY MAPS
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Use this template to create a journey map of your product / service. This allows you to see how your venture plays out step b y step and allows you to 
identify PoP (Points of Pain) as well as see how your venture rolls out from the client’s point of view (See example on previous page for help)
PRINT AS MANY AS YOU NEED OF THIS PAGE TO MAP YOUR JOURNEY

What’s missing? Make notes here

A lot happens in those arrows. It is not just a mere moving 
from one step to another–unpack it! See how the ‘real 
journey’ plays out.

MVI here: JOURNEY MAP TEMPLATE 2 OF 4

JOURNEY MAPS
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JOURNEY MAP TEMPLATE 3 OF 4

Use this template to create a journey map of your product / service. This allows you to see how your venture plays out step b y step and allows you to 
identify PoP (Points of Pain) as well as see how your venture rolls out from the client’s point of view (See example on previous page for help)

COLOR CODE THESE BOXES TO INDICATE DIFFERENT THINGS- TOUCHPOINTS, BUSINESS ALERTS, IMPORTANT INTERACTIONS, HUMAN SKILL ALERT … AND THERE WILL BE SOME UNIQUE TO YOUR OWN 

COMPANY / PROGRAM…

We’ve limited the template to 10 journey points, feel free to print more of this page to add more. If you need more color-coded boxes, add physical or virtual post-its!

JOURNEY MAPS
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JOURNEY MAPS

JOURNEY MAP TEMPLATE 4 OF 4

Use this template to create a journey map of your product / service. This allows you to see how your venture plays out step b y step and allows you to 
identify PoP (Points of Pain) as well as see how your venture rolls out from the client’s point of view (See example on previous page for help)

COLOR CODE THESE BOXES TO INDICATE DIFFERENT THINGS- TOUCHPOINTS, BUSINESS ALERTS, IMPORTANT INTERACTIONS, HUMAN SKILL ALERT … AND THERE WILL BE SOME UNIQUE TO YOUR 

OWN COMPANY / PROGRAM…

We’ve limited the template to 10 journey points, feel free to print more of this page to add more. If you need more color-coded boxes, add physical or virtual post-its!
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JOURNEY MAPS FEEDBACK Use this template to gather feedback from your journey map presentation. Number each of your journey points (the yellow blocks from the 
template). Assign same numbers to the boxes in the template below. Get participants to scribble, sketch, doodle or use words to jot down their 
thoughts. Print enough template sheets to cover all (yellow) journey points in your map.
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