
Steps

What does the person (or group)

typically experience?

Interactions

What interactions do they have at

each step along the way?

Things: What digital touchpoints or

physical objects would they use?

Places: Where are they?

People: Who do they see or talk to?

Document past experiences

Narrow your focus to a specific scenario or process within a past experience with the topic of privacy. In the

Steps row, document the step-by-step process someone typically experienced, then add detail to each of the

other rows.

✴

SCENARIO

Privacy of Internet

access (or take

Facebook- there's a lot

there)

[ step ]

Enter

What did people

experience as they

began the process?

Exit

What did people

typically experience

as the process finished?

Extend

What happened after

the experience was

over? (take a years or

decades view)

[ Interaction with a

person ]

As you add steps to the

experience, move each these

“Five Es” the left or right

depending on the scenario

you are documenting.

TIP

[ step ]

[ caption describing

what someone

typically experiences

during this step ]

[ caption describing

what someone

typically experiences

during this step ]

[ Interaction in a

place ]

[ Interaction with a

thing ]

How might we make each step

better? What ideas do we have?

What have others suggested?

Areas of opportunity

What steps does a typical person

find enjoyable, productive, fun,

motivating, delightful, or exciting?

Positive moments
[ Description of a

positive moment ]

[ Description of a

negative moment ]
What steps does a typical person

find frustrating, confusing, angering,

costly, or time-consuming?

Negative moments

[ Idea ] [ Idea ]

Engage

In the core moments

in the process, what

happened?

Entice

How did someone

initially become aware

of this process?

At each step, what is a person’s

primary goal or motivation?

(“Help me...” or “Help me avoid...”)

Goals & motivations
[ Goal or

motivation ]

[ Goal or

motivation ]

Backward journey

map

Use it to gain a historical lens on

customer pain points. 

Use it to rectify injustices and

historical inequity. 

Use it to make sure mistakes of

the past have been properly

addressed. 

T
e

m
p

la
t
e

Share template feedback

See a finished version

of this template to

kickstart your work.

Need some

inspiration?

Open example

Steps

What does the person (or group)

typically experience?

Interactions

What interactions do they have at

each step along the way?

Things: What digital touchpoints or

physical objects would they use?

Places: Where are they?

People: Who do they see or talk to?

Document present experiences

Narrow your focus to a specific scenario or process within a current experience with the topic of privacy

(products and services). In the Steps row, document the step-by-step process someone typically experienced,

then add detail to each of the other rows.

✴

SCENARIO

Privacy experience of

websites and mobile

apps. 

Read about it in a

magazine or blog

Do something!

What do people

experience as they

begin the process?

Exit

What do people

typically experience

as the process finishes?

Extend my protection

What happens after the

experience is over?

As you add steps to the

experience, move each these

“Five Es” the left or right

depending on the scenario

you are documenting.

TIP

A tech friend gives

me the steps

How might we make each step

better? What ideas do we have?

What have others suggested?

Areas of opportunity

What steps does a typical person

find enjoyable, productive, fun,

motivating, delightful, or exciting?

Positive moments
[ Description of a

positive moment ]

What should i do- i

feel stuckWhat steps does a typical person

find frustrating, confusing, angering,

costly, or time-consuming?

Negative moments

Show a protected

browsing experience

vs a hacked or tracked

one

Clearly explain why

privacy features are

important

I'm Protected

In the core moments

in the process, what

happens?

Figure out privacy

How does someone

initially become aware

of this process?

At each step, what is a person’s

primary goal or motivation?

(“Help me...” or “Help me avoid...”)

Goals & motivations
learn about privacy

Act on a prompt from

my current software

or site

use defaults

provided to

me

Find out if I

have been

hacked

Do a

privacy

check (tool)

Enable 2 factor

authentication

Many users

dont

understand

privacy v

security

Like to customize

setings

I do not

have any

privacy

apps

User felt wary

when

downloading

an app

want ease

of use

Desire

automation

in setup

i am being careful

with apps,I

download, but I

know I could do

more for privacy

Downloading

app

configuring

app (easy)

Enter

credentials

i have Norton

security and

equifax

protection

Putting my

social media

profile on

private

Bank hacks seems

unavoidable

Creating online

account on a bank

website

Enable a

new

setting/

featire

Scan- gives

a report
Scan- gives

recommendations

Find out what

Tracking or

Fingerprints

are

I like that it

can store info

for multiple

profiles

Friendly

design (like

Jumbo

privacy app)

Onboarding

suggests

defaults for

me

What's

bothering me

now and what

should i do

about it?

"You're

protected"

message

Instruction

"this will

happen next"

message

Auto-

tracking and

monitoring

Autopilot mode

Don't want to think

about it  Get a scan (free)

Show me what it

cleaned or Privacy

Scorecard (like

AntiVirus model)

Nothing to

worry about

message

Tell a friend

Clear info and

transparency related

to Privacy and Security

of my data 

Get a report

on what is

being

protected

Learn about privacy

threats- tell a friend

Email report

of

prevented

attacks

Real time

threat Text

and Email

Keep customer

informed of Latest

Threats and learning

I just felt that it

didnot do enough

and wasnt

information using

the free Track off

app.

Keep the

app (or

solution)

Pay for it becuase

understand its value

(demonstrated)

1 month 3 months 6-12 months

Current journey

map

Use it to gain a present state

view of customer pain points. 

Use it to correct broken journeys,

touchpoints or moments of truth. 

Use it to make sure current gaps,

barriers and obstacles are

removed and opportunities

addressed. 

T
e

m
p

la
t
e

Share template feedback

See a finished version

of this template to

kickstart your work.

Need some

inspiration?

Open example

Steps

What will (best case) the person (or

group) typically experience?

Interactions

What interactions do they have at

each step along the way?

Things: What digital touchpoints or

physical objects would they use?

Places: Where are they?

People: Who do they see or talk to?

Document future experiences

Narrow your focus to a specific scenario or process within a future experience with the topic of privacy. In the

Steps row, document the step-by-step process someone typically will experience, then add detail to each of the

other rows.

✴

SCENARIO

Protected privacy in the

Metaverse

[ step ]

Enter

What will people

experience as they

begin the process?

Exit

What do people

typically experience

as the process finishes?

Extend

What happens after the

experience is over?

[ Interaction with a

person ]

As you add steps to the

experience, move each these

“Five Es” the left or right

depending on the scenario

you are documenting.

TIP

[ step ]

[ caption describing

what someone

typically experiences

during this step ]

[ caption describing

what someone

typically experiences

during this step ]

[ Interaction in a

place ]

[ Interaction with a

thing ]

How might we make each step

better? What ideas do we have?

What have others suggested?

Areas of opportunity

What steps does a typical person

find enjoyable, productive, fun,

motivating, delightful, or exciting?

Positive moments
[ Description of a

positive moment ]

[ Description of a

negative moment ]
What steps does a typical person

find frustrating, confusing, angering,

costly, or time-consuming?

Negative moments

[ Idea ] [ Idea ]

Engage

In the core moments

in the process, what

happens?

Entice

How will someone

initially become aware

of this process?

At each step, what is a person’s

primary goal or motivation?

(“Help me...” or “Help me avoid...”)

Goals & motivations
[ Goal or

motivation ]

[ Goal or

motivation ]

Future journey

map

Use it to gain a historical lens on

customer pain points. 

Use it to rectify injustices and

historical inequity. 

Use it to make sure mistakes of

the past have been properly

addressed. 

T
e

m
p

la
t
e

Share template feedback

See a finished version

of this template to

kickstart your work.

Need some

inspiration?

Open example

3. Basket of Insights

All journey maps are grounded on user insights and observations. The correct technique is Ethnographic Field Studies (observations and interviews). 

1. What/Why is Journey Mapping?

CJM is a story... for influencing decisions about products and services. 

Sticky Activity: What else is Journey Mapping? Why use it? (what to tell your org)

2. When should we Journey Map?

Journey maps can be used to kick-off new projects; inject into existing projects; kick-off a Service Design blueprint (ground it on the journey + touchpoints)

Sticky Activity: What pre-requisites are there for Journey Mapping?

0. Warm-up: UX Inner Circle- Journey Mapping Workshop

Sticky Activity: Biggest questions you have or that you get from colleagues related to journey mapping (CJM)?

How soon/

fast can we

do one?

You can use Diary Studies (1-2 week probes starting with a 30 min interview). You can do phone intervews/ Zoom or in-person "show me" chairside visits. 

4. Types of Journey Maps

Current (present state)- what's wrong now? Future (ideal state)- what should happen instead?Backward (historical lens)- what really happened to our users?

4 types of lens you can add or combine on an existing CJM:

1 STRATEGIC view: A high-level (zoomed out) view of the

overall topic, tasks, goals and journey. 

2 TACTICAL view: A (zoomed in) feature or product view.

A task flow. Narrow.

3 PERSONA relevant: relevant to these personas (just add

that persona to the map at that spot). Remember the

personas! 

Note these deliverables are combined in user research,

"Personas then Journey Maps". For Service Design,

"Personas + Journey Maps, then Touchpoint mapping

then Blueprints".

There are 3 types and 4 lens in CJM. 

4 TEMPORAL view: A 24-hr or week or month long view

of the activities and experiences to get a sense of time

(stress and "Extreme User" view). 

Sticky Activity: Review these field data artifacts and start thinking about if they are Past, Present or Future journeys. 

15 min

5 min

10 min

5 min

3 PRIVACY PERSONAS 

(research based)

Sticky Activity: Using artifacts above and any of your own insights (or Google search), fill in the Current State Journey. 

30 min plot it 5 min check-in 15 min finish up

5. Disecting Journey Map inputs

Start with user Tasks. Add pain points (pains but remember "joy" - Brenda Laurel)

Add quotes from ther user "this is hell", photos, personas, any other emotions (list with MINUS OR PLUS icon or whatever)

Temporal- list time frames (2 weeks later); "That evening"

Channels- and channel breaks or switches (broken channels)

Touchpoints- information or communication exchanges (and breakdowns or sore/ joy points).

Moments- in-between points of an experience (eg Waiting) or MOT= Moment of Truth (BAIL or RETURN FOR MORE). 

Stages- add and keep refining if better word for "Rebound" vs "Return purchase"

Example complete map

How long

does it take?

Which types

is there

Have you

done journey

mapping?

What tools

do you use?

What type of

data do you

need

do you want

us to

participate

Are you

doing this

alone

Do you need

one from

marketing

team to help?

How do you

convey the

customer

journey through

a website?

What is the

difference

between the

different

journey maps

Is Journrey

mapping

similar to

Service

Blueprint?

What are they

for? What can

you get of vaule

from mcreating

these?

How long does it

usually take you?

Where does

journey

mapping fall

in the design

process?

What tools

are you

using? 

Do you ned a

graphical

designer? to

make it

pretty?

How do

personas fit

in to journey

maps?

Do we have

one /more for

each

product?

(Personas?)

What's the

difference of

journey

mapping and

customer

journey?

Which maps

have touchs

points and

which

doesnt?

When do we

design a

CJM

Which are of a

human

experience and

which are

experience

around a product

What's the purpose of

journey mapping?

Which are for

one person

and which

mapsare for a

wider group

Why is there a

quote and what

is it used for?

and for which

maps do they fit

in?

which is the best

Journey Mapping

process because

there is a lot of model

This is a title...

What details

are captured

in the CJM?

Are they done for

personas or you can

do one with a real

user?

What are the

basic pillars in

journeymaps?

Where is a

phase being

used and is that

for all journey

maps

It allows for

unobstructed focus

on the essential

journey without

unnecessary

details standing in

the way

When to

Persona vs

CJM?

Concept to

show feeling

of the user in

every

process

It's an overall

picture of what

happens during

the experience

+ where it

happens.

Helps to

validate

against clients

deliverable

goals.

Helps

stakeholderds see

opportunities to

improve customer

journey

a tool to

identify pain

points and

what is

working 

Helps to use

to write

requirements.

We need to

understand

what's going on

across

channels-

across time!

Gets client

sign off.

Sets a

benchmark.

Helps prioritize

business

actions that

affect sutomers

The interaction

between a

product,

service  and

human

Once pain points are

detected, give us option

to further ideation and

iteration which we can

explain stakeholders

Shared

understanding

among

stakeholders on

what's working

and what is not

Oppportunity

to detect

possibilities 

See

opportunitis

to scale with

HCD strategy

Detect

patterns on

where certain

painpoints or

wins occurr 

Saves time

and money!

A resource

to guide the

design stage

At least one

phase of of

Research

being

complete

Stakeholder

involvement/

invited ot the

meetings

Enough data

(collected) to

analyse

Use cases

User rearch

done on the

different

instances

Customer

research

Bussiness

goals clearly

determined

Access to

users or

target users 

Understanding

of the product

and industry 

project goals

and

objectives

Target users

and their

needs and

pains as well

Stakeholder

ownership

(identify

steward)
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