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4 p’s are now 7
+people
+process
+proof

Marketing Has Changed



The Modern Customer Journey

Image & content credit: 1boldstep.com 



Top 
Takeaways

Key points and 
considerations for your 
customer journey

How and what to 
create at each stage of 
the journey

Considerations to 
connect the dots 
across multiple 
touchpoints



Considerations 
for Customer 
Journey 
Mapping

5 W’s

Who

What

Where
When

Why. 



What is the 
experience like for 
your customers?





How to Build Your 
Map
• Set your map goals
• Create your buyer 

personas
• Label customer 

touchpoints
• Map their journey
• Determine customer 

needs



SOURCE: Data: SalesForce | Image: WordStream



By providing a roadmap 
of how customers 
interact with your 
brand—from initial 
research and discovery, 
to purchase and 
retention—customer 
journey maps demystify 
the customer experience.

Hanover Research



Why Go Through This?







What is 
Your 
Customer’s 
Experience



Positive interactions 
lead customers to 
spend as much as 

140% more

Abtasty.com













Create Your 
Customer 

Journey 
Map



Components of Customer 
Journey Maps

Identify key 
customer 
personas

Map the different 
touchpoints of 
the customer 

lifecycle

Conduct customer 
interviews to 

gather insights

Document pain 
points and 

moments of 
delight

Outline customer 
steps, thoughts, 
and behaviors

Highlight areas 
for 

improvement



Identify Key Customer 
Personas

Who is your ideal customer
What is important to them
What is their pain point
How do they find you
What else will they find



Buyer & Customer Touchpoints
Website 
SEO/SEM
Social 
Email
Direct Mail
Sales Team
Store

Word of Mouth
Vehicles
Door Hangers
Local Search
Online reviews
Retargeting
Network







Jot Down 
Your 
Ideas



Awareness
How and where to buyers find you?

What are those touchpoints?

What are they thinking

What is the content goal

Possible solutions to improve 
awareness

Barriers – what is keeping you from 
competing

Measurement – how will we measure 
buyer awareness



Considerations
Your buyer is weighing options

Looking at reviews

Asking friends for advice

Searching for other solutions
They need or want what you offer

Are your reps informed, helpful, 
experts, building relationships

Is it worth their time



Purchase
How easy is it to make the 
purchase
How fast is their delivery or 
service expected

Do you overwhelm them with 
communications

Do they feel good about it – is 
this something they wanted or 
something they HAD to do 



Use
Buyer realizes value

User guide or follow-up from the 
company 

Demos

Training – who does it

Case Studies

Onboarding

Welcome



Engage
The customer is happy with the 
purchase
How/where do you thank them 
or follow up
◦ Emails, notecards, phone call, 

surveys, What will you say

How can you improve it
Barriers – do you have time, the 
right service people
How will you measure repeat 
customers or loyalty



Connect the Dots
• Look for gaps, inconsistencies, or 

opportunities along the way
• Ensure marketing, sales, and 

product experience are all 
connected

• Optimize transitions in the 
journey for a smooth customer 
experience – remember, your 
goal is a loyal, happy customer 
advocate



Tips for Successful Journey 
Mapping

• TLC – think like a customer and put yourself 
in their shoes

• Involve more of your team in the mapping 
process (sales, service, marketing, others)

• Stay mindful to update regularly based on 
changing customer behaviors

• You can use maps to align your departments 
and team around customer needs



RECAP

Key points for your 
customer’s journey

How and what to 
create at each stage of 
the journey (buying 
process)

Considerations to 
connect the dots across 
the most important 
touchpoints



Be Relevant to Your Buyer. Don’t Over Market



rebecca@red66marketing.com

Visit red66marketing.com/isbdc
for a copy of this presentation & 
worksheets

616-490-1068Rebecca Dutcher
@rcdutcher
@red66marketing

mailto:rebecca@red66marketing.com


Resources
miro.com
Google Image
zendesk.com.
https://asana.com/resources/customer-journey-map
https://uplandsoftware.com/kapost/resources/blog/6-different-types-of-buyer-journey-maps/
https://www.techmarclabs.com/blog/customer-journey-mapping-to-improve-customer-
experience
https://www.wordstream.com/blog/ws/2022/09/19/customer-journey-map-templates
https://neilpatel.com/blog/buyer-persona-map/
https://uplandsoftware.com/kapost/resources/blog/6-different-types-of-buyer-journey-maps/
https://www.freshworks.com/freshdesk/customer-journey/journey-mapping-examples-blog/
https://www.techmarclabs.com/blog/customer-journey-mapping-to-improve-customer-
experience
https://www.userinterviews.com/blog/best-customer-journey-map-templates-examples
https://www.questionpro.com/blog/car-buyer-journey/

https://miro.com/aq/ps/customer-journey-map/?utm_source=google&utm_medium=cpc&utm_campaign=S%7CGOO%7CNB%7CUS%7CALL-EN%7CCore-Exact_%7CVoyantisEXP1&utm_adgroup=&adgroupid=147606498903&utm_custom=20106780405&utm_content=672782085317&utm_term=buyer+journey+mapping&matchtype=e&device=c&location=9017518&gad=1&gclid=CjwKCAjw9-6oBhBaEiwAHv1QvFwJgFavDhz3Ite0Syw8JW7rOv5FmdY4qtOinyXWMxsmk8Wsr5QeWhoCAR0QAvD_BwE
https://www.google.com/imgres?imgurl=https%3A%2F%2Fuplandsoftware.com%2Fkapost%2Fwp-content%2Fuploads%2Fsites%2F37%2F2019%2F10%2Fdigital-touchpoints-customer-journey.png&tbnid=9RVXAmTbjnBJvM&vet=12ahUKEwirreOm6tmBAxUcFN4AHQLjAUYQMygDegQIARB7..i&imgrefurl=https%3A%2F%2Fuplandsoftware.com%2Fkapost%2Fresources%2Fblog%2F6-different-types-of-buyer-journey-maps%2F&docid=0h2HH2F3_sHLtM&w=970&h=727&q=buyer%20journey%20mapping&ved=2ahUKEwirreOm6tmBAxUcFN4AHQLjAUYQMygDegQIARB7
https://www.zendesk.com/blog/buyer-journey/
https://asana.com/resources/customer-journey-map
https://uplandsoftware.com/kapost/resources/blog/6-different-types-of-buyer-journey-maps/
https://www.techmarclabs.com/blog/customer-journey-mapping-to-improve-customer-experience
https://www.techmarclabs.com/blog/customer-journey-mapping-to-improve-customer-experience
https://www.wordstream.com/blog/ws/2022/09/19/customer-journey-map-templates
https://neilpatel.com/blog/buyer-persona-map/
https://uplandsoftware.com/kapost/resources/blog/6-different-types-of-buyer-journey-maps/
https://www.freshworks.com/freshdesk/customer-journey/journey-mapping-examples-blog/
https://www.techmarclabs.com/blog/customer-journey-mapping-to-improve-customer-experience
https://www.techmarclabs.com/blog/customer-journey-mapping-to-improve-customer-experience
https://www.userinterviews.com/blog/best-customer-journey-map-templates-examples
https://www.questionpro.com/blog/car-buyer-journey/

