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We completed another energetic customer journey mapping workshop recently. So many of my clients want
to utilize this process to convert volumes of research or institutional knowledge into a concise, yet visually
compelling story that benefits their business.

Once the journey map is created, stakeholders across many levels of an organization can easily understand
customers’ pain points.  

You might think it seems simple to document the customer’s steps through the company’s process. But it’s
not. Following are the top three mistakes companies make when trying to map a customer’s journey.

Unclear Persona  
When you can’t clearly define the customer you’re targeting, you won’t get the level of detail needed to help
you correct the customer’s pain point.Go as deep as you can to define the persona.

For example, does the persona prefer a phone call over email to communicate with your organization? This
small detail can make a big difference in your ability to meet that person’s needs and successfully address
any issues they may experience.

Undefined Journey Beginning and Ending Points
Before jumping into the customer’s journey, you should clearly establish a beginning and ending point for this
journey.

Most of my clients choose to map a certain point of interaction with their client versus mapping the
customer’s full lifecycle. This more targeted approach will identify many short-term tactical areas for
improvements, such as behavioral changes and process changes, and long-term opportunities for change,
such as technology enhancements. 

An example of a clearly defined point in a customer’s journey could be limited to the account-opening process
versus the full journey of product selection.
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In this example, in order to focus on the first transaction conducted with the product following the account
opening, we would exclude the marketing material received before the customer selected the product and the
related product-selection decision-making process. Mapping this specific customer journey allows us to
identify opportunities to interact with the customer in the first 30, 60 and 90 days from account opening.
These milestones are some of the most critical interactions to build customer loyalty.

Not Thinking Like the Customer 
It‘s hard to think like the customer because no one thinks more like the customer than the actual customer!
The challenge here is you may find yourself thinking about all the internal processes required to meet the
customer’s needs or of all the system limitations within your organization. But you need to realize, none of
this matters to the customer. They simply want their request fulfilled or their problem solved

The customer journey mapping process is an extremely valuable visualization tool. 

It brings customer needs and emotions to light by guiding stakeholders through the entire series of
interactions a customer has with your company, and helps you to pinpoint areas for improvement.
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Coalition Greenwich, a division of CRISIL, an S&P Global Company, is a leading global provider of strategic
benchmarking, analytics and insights to the financial services industry.

We specialize in providing unique, high-value and actionable information to help our clients improve their
business performance.

Our suite of analytics and insights encompass all key performance metrics and drivers: market share, revenue
performance, client relationship share and quality, operational excellence, return on equity, behavioral
drivers, and industry evolution.

About CRISIL

CRISIL is a leading, agile and innovative global analytics company driven by its mission of making markets
function better. It is majority owned by S&P Global Inc., a leading provider of transparent and independent
ratings, benchmarks, analytics, and data to the capital and commodity markets worldwide.
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CRISIL is India’s foremost provider of ratings, data, research, analytics, and solutions with a strong record of
growth, culture of innovation, and global footprint.

It has delivered independent opinions, actionable insights and efficient solutions to over 100,000 customers
through businesses that operate from India, the U.S., the U.K., Argentina, Poland, China, Hong Kong, and
Singapore.

For more information, visit www.crisil.com
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an offer or invitation to subscribe for, underwrite or purchase securities in any company. Nor should this
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