Customer Journey Map Canvas - Title:

Summary of Persona Canvas

Step by step
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Create Persona
To map the journey of a customer it is crucial to create a persona, which is a
realistic depiction of your target group.

Create Journey Stages
The Journey Stages are actions your persona makes to reach a goal (out-
come).

Customer Activities
Now that the journey stages are defined you can start to connect the actions
your persona does during every stage.

Emotional Status
Every journey stage and customer job comes with and underlying emotional
status of your persona.

Customer Context

Define the environment in which the persona operates. While filling in the
emotional status and customer’s jobs of your persona try to constantly think
of the context this is happening in.

Touch points
List the contact points where your persona interacts with a service.

Data
List relevant information that can be used to improve the journey of the
customer.

Opportunity Areas
Describe what you can improve in the journey of your persona.

Explain the scope of your journey mapping
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Customer context

Define the environment in which the persona operates.
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Customer emotional
status and importance

Depict the emotions he/she feels during the journey
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Angry Sad Happy

Customer activities

Describe what the persona is trying to get done.
It would be the tasks helshe is trying to perform,
the problem he/she is trying to solve or the need
he/she is trying to satisfy.

JOURNEY STAGES

Touch points

List the contact points where users
interact with a service.

Data

List the relevant information that can be
used to improve the journey of the customer.

Opportunity
Areas

Barrier

Describe what you can improve in the journey
for your persona.



CEC I I I I I O I I B O O B O N N B B N N I O I O O B I I I I N O N N N N B N N N O N N N O I O I O NN O I N N N A N N CAC A O I I O I I O I B N A B A N N B N N N N I B O B N I I I IO B O O A A LA I I IO I I B O O O B N B B N N I O I I I I I I I I N B B N N A B N N N O N N N I N I O NN O I B N N A N N A B O I I I I O B N B N A A B N A B A N N N B O I O I B O I I B N B N B N N N N A N N N B B B I I I O N N B O B N A A LAC B O I I I I O O B O O O B N N A A N N O O O I O O O I O B B B O N O B N N N A N N O B N I I S S S E S S SRR RS RS RS S S SRS SRR E S SRR RS R EEEEEEREREEEE SRR RS R RER SRR REEEE
FEE S F S SSS S EEEEEEEEEEEEEEEFESSSSSS S SSEEEEEE R R R SRR S EEEEES I B O I I O I O A O B N A B N B N N N N N N N N O N I BN N I IO O O N A A FEE S EE RS EEFEFEFSFSS S SSSSSEEEEE R R RS RS E S S FEE S S S S S EEEEEE SRS E RS RS E RS SRS EES EAC N O I O O O O O B O O A B N N N B N N I O O O O N N I O N N N N N N B N N N N N N N N N I N NN A FE SIS S S SRR RS RS R RS FE S S S S S S SEEEEEEEEEEE S ESSS S SSSSSEE RS E R R R RS EOE S S S S S S A N O A O O O O A N A O N A N N O O N N N O S O O O A A A A N N N N N N N N O A O O N
N
a
n
a
C
p
a
M
)
)
n
r
u
O
-
()
m
0
t
N
u
C




Customer context Emotional status Customer activities Stages
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