
ʆʜʠʥ ʚ ʧʦʣʝ ʥʝ ʚʦʠʥ ï
ʩʪʨʦʠʤ CJMʢʦʤʘʥʜʦʡ



1. ɽʉʊʔ ʉʆɹɸʂɸ 

ɼʘʚʘʡʪʝ ʟʥʘʢʦʤʠʪʴʩʷ J

2. ʀʅʉʊʈʋʂʊʆʈ 

ʇʆ ʉʅʆʋɹʆʈɼʋ

5. ɸʃʃɽʈɻʀʗ 

ʅɸ ʄɪɼ

3. ʆɼʀʅ ʈɽɹɪʅʆʂ

4. ʇʆ ʇʈʆʌɽʉʉʀʀ 

ɾʋʈʅɸʃʀʉʊ

6. ɿɸʅʀʄɸʖʉʔ 

ɺʆʂɸʃʆʄ



ʆʩʥʦʚʥʳʝ ʧʨʘʚʠʣʘ

ʇʨʠʜʝʨʞʠʚʘʝʤʩʷ ʪʘʡʤʠʥʛʘ

ʋʚʘʞʘʝʤ ʜʨʫʛ ʜʨʫʛʘ, ʥʝ ʦʮʝʥʠʚʘʝʤ, ʥʝ ʢʨʠʪʠʢʫʝʤ

ʇʨʦʷʚʣʷʝʤ ʘʢʪʠʚʥʦʩʪʴ ʠ ʚʦʚʣʝʯʝʥʥʦʩʪʴ

ɺʳʢʣʶʯʘʝʤ ʪʝʣʝʬʦʥ, ʩʪʘʨʘʝʤʩʷ ʥʝ ʦʪʚʣʝʢʘʪʴ ʜʨʫʛʠʭ

1.30 ʤʠʥʫʪ



ʏʪʦ ʪʘʢʦʝ Customer 
Journey Map (CJM)?



CJM ïɻ ʪʦ ʠʥʩʪʨʫʤʝʥʪ ʘʥʘʣʠʟʘ ʧʦʣʥʦʛʦ ʧʫʪʠ ʧʦʢʫʧʘʪʝʣʷ 

ʦʪ ʟʥʘʢʦʤʩʪʚʘ ʜʦ ʦʢʦʥʯʘʥʠʷ ʚʟʘʠʤʦʜʝʡʩʪʚʠʷ ʩ ʩʝʨʚʠʩʦʤ



ɻʣʘʚʥʦʝ ʚ CJM ïʢʣʠʝʥʪʳ ʠ ʠʭ ʦʧʳʪ!



ɿʘʯʝʤ ʩʪʨʦʠʪʴ CJM?



ʋʤʝʩʪʥʦ ʠ ʧʦʣʝʟʥʦ ʧʨʠʤʝʥʷʪʴ CJM

Åʧʨʠ ʘʥʘʣʠʟʝʪʝʢʫʱʝʛʦ ʩʝʨʚʠʩʘ(ʥʝ ʠʥʪʝʨʬʝʡʩʘ)

Åʧʨʠ ʧʣʘʥʠʨʦʚʘʥʠʠʥʦʚʦʛʦ ʩʝʨʚʠʩʘ



ʆʩʥʦʚʥʳʝ ʙʣʦʢʠ CJM

Åʇʝʨʩʦʥʘ

Åʇʫʪʴ ʢʣʠʝʥʪʘ

Åʊʦʯʢʠ ʩʦʧʨʠʢʦʩʥʦʚʝʥʠʷ

Åʇʦʩʪʘʚʱʠʢʠ ʫʩʣʫʛ

Åʕʤʦʮʠʠ

Åɺʦʟʤʦʞʥʦʩʪʠ






