RUSTY MONKEY

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 omimaking 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.

A O
= T
CilAr N
I O .
HoOMM B OWN 7
City/suburb/country resident? ...
What other brands do they like? ...
What do they like about those brands? ...
What challenges do they face? ...



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 New touchpoints or
exposure touchpoints... touchpoints you'd like
to improve...



What's your favourite brand?

Why did you choose this brand? ...



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.
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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.



FIRST EXPOSURE
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THANKS FOR READING




