Customer Journey Map  Journey Map Title

Touchpoints Title of touchpoint

CHANNELS Channels over which the
touchpoint happens i.e.
phone, email etc.

CLIENT INTERACTION How/why the client
becomes involved
regarding the touchpoint.

COMPANY INTERACTION How/why the company
responds or initiates the
client interaction during
the touchpoint.

THEY FEEL What the client is feeling
at this specific touchpoint
I.e. confused, frustrated,
surprised, excited etc.

SHOULD FEEL How the company wants
the client to feel during
this specific touchpoint.

SOLUTIONS/ What are possible

OPPORTUNITIES solutions or opportunities
that could improve the
interaction and benefit the
client during this specific
touchpoint.
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