JOURNEY MAP

DESCRIPTION

This job aid explains how to create a journey
map to visualize a user’s experience of a
product or service and visualize a new de-
sign.

WHEN TO USE

* At the beginning of the building or redesign
of a product, service or program, to better
understand the user experience and focus
on the right problem to solve.

» After testing prototypes and gathering feed-
back, to record and visualize how the pro-
posed solution meets the needs of users
and addresses the underlying problem.

PAIRS WELL WITH

* Empathy Mapping: Understanding Users
and Prioritizing Their Needs (DDN2-J03)

» User Persona (code TBD)

* Identifying the Problem in the Design Pro-
cess: Two Question Models to Leverage
(DDN2-J02)

* How to Compose a Point-of-View Problem
Statement (DDN2-J06)
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PURPOSE

Journey maps can be used to:

« create a holistic view and a visual
story of a user’s experience

« empathize with users and better
understand their gain points and
pain points, as well as the context
of the problem at hand

DESIRED OUTCOME

The aim of the journey map is to create
a visual representation of a user’s
journey with a product or service. It
allows you to build more empathy with
the user and ultimately to create better
problem, challenge and opportunity
statements, or to confirm whether or
not the proposed solution addresses
these statements.

HOW TO USE

Follow the steps below to complete a
journey map.
1. Scenario and user:

» Define the scenario you wish to
analyze.

* Determine who the user is and
what goal they are trying to
achieve.

2. Journey phases:

* Define the main phases of the
user’s journey. For example, the
phases of someone’s retirement
from the military could be “mil-
itary service,” “transition” and
“civilian work.”

3. User journey:

+ Identify the sequence of ac-
tions taken by the user at every
phase of the journey.

4. User thoughts and emotional curve:

» |dentify the corresponding
feelings and observations. The
user’s emotions, thoughts,
questions and motivations will
be insights that can be refined
later through user research.

5. Opportunities:

» Start listing potential opportu-
nities on the journey map and
map them to the user’s pain
points.
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ELEMENTS OF A SUCCESSFUL JOURNEY MAP:

1. User
The character that experiences the journey is the user you have selected to empathize with and highlight.

2. Scenario and expectations
The scenario describes the situation being addressed by the journey map and associated with the user’s goal or need
and their specific expectations.

3. Journey phases
The different high-level stages that offer structure to the content of the journey map.

4. Actions, mindsets and emotions
During each phase of the journey, a visual narrative highlights the decisions the user takes, along with their corre-
sponding feelings and observations in completing their task.

5. Opportunities
Opportunities are insights gained from identifying user gain points and pain points. They offer an understanding of an
experience and its impact or even provide different solutions.
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