
Developing your 
customer journeys
Your customer’s experience of your brand doesn’t start and finish with the purchasing stage. There are 
hundreds of little touchpoints all across your brand where you can focus on making their experience 
with you as positive as possible. This will encourage brand loyalty and help you to build your tribe.

The prompts in this document will help you to understand your customer journeys, and think of 
innovative ways you can develop them to create something remarkable.



Your customer profile template
We recommend printing this and filling a copy out for each of your typical top-priority customers.

This will help you to create customer journey maps for individual customer profiles, and also to 
measure your brand output against these customers to ensure you're always meeting their needs 
and expectations.

Name:..............................................................................................................................................................

Age:.................................................................................................................................................................

Married?..........................................................................................................................................................

Children?.........................................................................................................................................................

Income:...........................................................................................................................................................

Homeowner?...................................................................................................................................................

City/suburb/country resident?........................................................................................................................

What other brands do they like?.....................................................................................................................

What do they like about those brands?..........................................................................................................

What challenges do they face?.......................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

What are their pain points?.............................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

What objections do they have about us/our product?...................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

What questions do they have about us/our product?....................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

What are their goals?......................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

What are their values?....................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................



Your first exposure touchpoints
This is the point of the customer journey where your audience is first exposed to your brand. Before 
this, they have never heard of you. List your current first exposure touchpoints, then list some 
more touchpoints you’d like to improve or introduce into your customer’s journey to make their 
experience better.

Your current first 
exposure touchpoints...

New touchpoints or 
touchpoints you’d like 
to improve...



What’s your favourite brand?

Why did you choose this brand?.....................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................
Can you describe a remarkable touchpoint you’ve experienced with this brand?.........................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................
Can you incorporate any of the things you like about this brand into your own?..........................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................
What action points would achieve this?.........................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................

........................................................................................................................................................................



Your customer journey maps
You can use the template that follows to sketch out your customer’s journey from first exposure. Each 
business has a different customer journey, with different steps after first exposure, so we’ve left these 
steps blank for you to fill out.

To guide you in this exercise, we’ve provided a real-life example on the following page.

One of the most important components of your customer journey map is noting how you think your 
customers are feeling. Don’t worry if you identify areas where your customers are experiencing negative 
emotions - that’s a pain point that you can improve.

To develop your journeys, you can create ‘before’ and ‘after’ maps, describing your current customer 
experience followed by the experience you want to provide. Do this for each customer type until you 
have a complete model of your brand experience.
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 LIST YOUR 
TOUCHPOINTS

WHAT IS YOUR 
CUSTOMER DOING?

WHAT IS YOUR 
CUSTOMER THINKING?

WHAT IS YOUR 
CUSTOMER FEELING?
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