
Customer journey map
Walk one person’s experience from first notice to first use. Write what they do, think and feel at each

stage, then mark the moments that matter and the smallest change that would make the next step

easier. S T U D I O  TO O L K I T  ·  T E M P L AT E

P E R S O N A S C E N A R I O T H E I R  G OA L T E A M  /  DAT E
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Doing
What do they actually do?

Thinking
What are they asking

themselves?

Feeling
Plot the emotional high and

low points

Touchpoints
Where does the business

meet them?

Pain points
Where does it go wrong?

Lever
What small change would

make the next step easier?
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