
AWARENESS CONSIDERATION PURCHASE USE ENGAGE

Activity - 
i.e. Online Search Look at Reviews Buy in Store, 

Service Done

User guide,
Instructions or 
On Service Item

Thank you Note, Email

i.e, Email, Website, or
Store

Engaged - need
solution

Inform, Education
benefits

Improve SEO, PR, 
New Ads

Competing SEO,
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Web Leads, 
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Customer 

Journey Map 

Awareness Consideration Purchase Service Loyalty

Radio, TV, Print &
Outdoor

Touchpoint

Touchpoint
Chat

Touchpoint
Email

Touchpoint
Call Center

Social Media

PR

Paid Content

Email

Website

Community

Search

Online Display

Word of Mouth Social

Newsletter

Website

Mobile App/Site Promotion

Loyalty Program

Survey

BlogStore/Branch

Another way to think about the customer touchpoints as they move
from looking for what you offer, to becoming a loyal customer.
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