
CUSTOMER JOURNEY MAP
Follow one real customer from first contact to review. Write what happens, not what should happen. Then mark the
places it breaks.

Stage
What the
customer doe s

What we
do

Who
owns it

Tool  or
system

Where it
breaks

How we
fix  it

Inquiry

Follow-up

Estimate or quote

Purchase
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Stage
What the
customer doe s

What we
do

Who
owns it

Tool  or
system

Where it
breaks

How we
fix  it

Delivery

Payment

Review and repeat

What is the single biggest leak in the journey?

What will you change first, and by when?
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