Customer

Customer Phase

Customer a
Customer

Journey steps
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Explanation | am experiencing a Consider different Searching for a variety Deciding on giving this | understand the value | am exploring the | am trying to fit I log in frequently to By using the product | | am looking for ways | consider this product | am happy with the @ | have an emotional | am proud to be an
need that | have no ways to solve the of products to solve product a go | can get by using it features and service into real work use the product and to find additional ways to expand the use of essential in my work way things are. And connection to this advocate for this
solution to need my need this product and how functionality of this situations and existing explore it's features to solve my needs the product, so | can and would be very | do not appreciate product product and would

it may solve my needs product to see how tech stack get more value from disappointed if | changes in the and would like to love to tell others
they make sense to it. couldn't use it any product contribute to its about it
my work more success as it has for
me

Development , ,
Customer needs

Customer

Customers @ “, “\
Emotional State A

online purchase /.7 —‘\ ‘ '/ N\

Quote

Experience

Thinking

Feeling

Insight Evidence

Analysis

Main challenges

On Stage Interactions D Website Product Website Pricing page Onboarding online
Touchpoint pages
Webb

Development D in app signup Onboardning in app
Touchpoint App

On Stage Interactions Frequently Asked
Touchpoint Questions
Support center

Explanation

Context Vo
(

Competitorsand ™
Substitutes

Other CRM systems

N/

Explanation

Backstage

Our
organizational
objectives

Description

Deliever an AHA-moment Get users to fully adopt Get users to enjoy working with product Enjoy feeling like a partner

Development

Product
focus areas

Development
Marketing
focus areas

Development
Customer
Success
focus areas

Backstage

Metrics and Data

Explanation

Backstage

System
CMS

New Sub-lane

Development
System
CRM

Development
System
Market
automation

Development
Development
Priority

]

Explanation Low priority Neutral priority Hight priority
because.... because... because....

Development

Objective / Vision

Development Q
Solutions and

Ideas
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