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Name:

Demaographics:

Key features:

Other pertinent information:

Phase of Purchase
Jgurney Need/Awareness Research Consideration Purchase

® Touchpoints
Moment of Truth Touchpoint

@® Critical Touchpoint

Persona

Customer Actions

Thoughts + Verbatims

Pain Points

Positive
Customer

Reactions/Feelings Neutral

(current)
Negative

Opportunities for
Improvements




Name: Jane

Demographics: 22 years old, female, single

Key features: health conscious, price-driven

Other pertinent information: familiar with online shopping

Persona

Phase of Purchase

Need/Awareness Research Consideration Purchase Support/Renew
Journey

Touchpomts
Moment of Truth Touchpoint

. Critical Touchpoint

Customer Actions

Thoughts + Verbatims

Pain Points

Positive
Customer

Reactions/Feelings Neutral
(current)
Negative

Opportunities for
Improvements
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Customer Journey Map: In Search of a Book

PHASE 1: Initial Search PHASE 2: Investigation PHASE 3: Retrieval PHASE 4: Completion
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PMRASANE

TEAM
Nickname
persona Faculty
Year
Journey to get information  Need> Search> Make Decision> Acquire

1 Touchpoints
Moment of Truth
Touchpoint
Critical Touchpoint
2| Customer Actions
3| Thoughts + Verbatims
4 Pain Points
5 Customer
Reactions/Feelings
(current)
6| Opportunities for

Improvements
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