Customer Journey Mapping Worksheet
Instructions:
Use this worksheet to map the experience of your selected persona across the five stages of the customer journey. Work with your group to fill in each section. Keep it high-level — focus on emotions, pain points, and opportunities.
Step 1: Persona & Scenario
Persona Name: ________________________
Scenario / Customer Goal: ______________________________
 
	Journey Stage
	Touchpoints (Actions/Interactions)
	Emotions & Pain Points
	Opportunities for UX Improvement

	Awareness
	 
	 
	 

	Consideration
	 
	 
	 

	Decision / Purchase
	 
	 
	 

	Retention
	 
	 
	 

	Advocacy
	 
	 
	 


 
Step 2: Key Insights
1. Biggest pain point identified: ______________________________
2. UX improvement(s) proposed: ______________________________
3. Moment of delight (positive experience): ______________________________
Be prepared to share 1 pain point and 1 proposed improvement with the class.
