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Before getting started

Set the objectives, scope and
journey type

Customer journey 
mapping definition
The process of creating a

customer journey map, a visual
story of your customers'

interactions with your service

Which customer?

Choose single customer or
segment

Why is this important?

It is a tool that helps design
user-friendly services tailored
to meet the diverse needs of

the users, ultimately leading to
better service delivery and
higher satisfaction among

citizens.

Opportunity points

The specific moments or areas
within the customer journey
where there is potential to
make improvements that

enhance the service, thereby
delivering more value to the

users/customers.



Example of a customer journey map



Positive moments of Truth =
moments of glory

Negative moments =
moments of pain

Key journey steps Moments of Truth

Touchpoints Track customer 
experience

The point in their journey
where your clients either fall in
love with your product or turn

away and leave

Identifies key interactions and
touchpoints with your service.

Describe in detail the
customer's goals, motivations,

and feelings at each step

Any time a customer, or
potential customer, comes into

contact with your service –
before, during, or after

Capture actions,
feelings,

thoughts and
reactions at
each step


