
Depict goal-oriented scenarios and enhance customer journeys

Strategies for 
E�ective Journey 
Mapping

Journey Mapping is a strategic approach to enhancing your customer experience by 
identifying pain points and uncovering opportunities for improvement. Visually illustrate 
customer's processes, needs, and perceptions throughout their relationship with a 
company and deliver personalized experiences that exceed customer expectations. 

Research: 4 weeks to 4 months

Validate: 
1-6 weeks

Plan: 1-4 Weeks

Gather 
current 
data

Identify 
gaps 

Create a 
research 

plan 

Conduct 
interviews 
for initial 
insight

Understand 
context 
overtime

Dig deeper 
with further 
interviews

Validate with 
larger group 
of customers

Assemble 
representative 

customers

Recruit & 
schedule: 
weeks to 
months

Typical End to End Journey Research and Testing

Envisioning 
the Future

Inspire purpose and 
form a  co-creation 
pod

Uncover opportunities 
for high impact

Creating the 
journey map

Prioritize and plan

Map the journey

Validate the journey

Delivering 
Outcomes

Deliver quick wins 
with visible impact

Extend and aim 
higher

Three Key Steps to E�ective Journey Mapping



Rapid Action Journey Mapping

Align your processes and strategies with customer expectations, you can increase 
customer satisfaction, drive sales, and foster loyalty. This strategic approach not only 
builds stakeholder trust but also opens up opportunities for customization, ensuring 

every customer's unique needs are met.

Outline 
the scope 

Identify cross-
functional team

Map the 
journey

Ideate 
solutions

Implement 
and validate

Identify and 
prioritize 

improvements

• Define the 
  scenario and 
  scope of the 

  journey

• Align roles 
  and teams 
  responsible 
  for journey 
  design and 

  delivery

• Gather any 
  existing data 

  about the 
  journey

• Onboard 
relevant “back-
end” and “front-
end” employees 

to help map 
the experience

• Socialize the 
  journey mapping 
  process, benefits, 
  and exceptions 
  of participation

• Schedule a 60–
90-minute session 

with your cross-
functional team

• Map the journey

• Build out with any 
  existing data to 

  proactively identify 
  pain points

• Assess the 
“consistency” of 

the journey – 
experience highs

and lows

• Identify needed 
experience 

improvements

• Ideate and 
prioritize design 

solutions

• Create an 
implementation 

and measurement 
plan

• Track 
performance 
and iterate

Benefits

Minimizing Future 
Roadblocks

Anticipate challenges, 
reduce assumptions, and 
prioritize improvements, 

leading to increased 
e�ciency.

Improved Customer 
Experience

Identify customer drop-out 
points and bottlenecks and 
prioritize improvements to 

provide a smoother 
experience.

Real-World 
Insights

Dig deep into how 
customers interact with 

the brand, making it 
easier to empathize 

with their experience. 

Contact us at marketing@tvsnext.com or visit us at tvsnext.com


