
How does the 
customer 
contact your 
company?

Target group: 
Who is in contact 
with your 
company? Who is 
your customer?

CUSTOMER JOURNEY

PLANNING BOOKING ARRIVAL START  ENVIRONMENT

PRODUCT/SERVICE

ACTIVITY/SERVICE
COMPONENTS/
EXPERTS END SHARING/

REMEMBERING

BEFORE DURING THE TRIP AFTER

POSITIVE

NEGATIVE

Service / product

Support 
functions 

Safety 
issues

VI
SI

BL
E 

TO
 T

H
E 

CU
ST

O
M

ER
CU

ST
O

M
ER

 E
XP

ER
IE

N
CE

IN
VI

SI
BL

E 
TO

 T
H

E 
CU

ST
O

M
ER

SA
FE

TY
 


	undefined: 
	undefined_2: 
	undefined_3: 
	undefined_14: Describe how does what.
	undefined_15: Describe who does what.
	undefined_16: Describe who does what.
	undefined_17: Describe who ends.
	undefined_18: Describe who gives feedback.
	undefined_31: 
	undefined_32: Describe what actions are needed for using the service or product. Describe who are the actors.
	undefined_33: Describe what actions are needed for using the service or product. Describe who are the actors.
	undefined_34: Describe what actions are needed to handle the feedback.
	undefined_35: 
	undefined_36: 
	undefined_37: 
	undefined_41: 
	undefined_42: Describe what actions are needed from external service providers ór product suppliers.
	undefined_43: 
	undefined_44: Describe what actions are needed from external service providers or product suppliers.
	undefined_45: 
	undefined_46: 
	undefined_47: 
	undefined_49: 
	undefined_50: 
	undefined_51: 
	undefined_52: 
	undefined_53: 
	undefined_54: 
	undefined_55: 
	undefined_56: 
	undefined_57: 
	undefined_21: 
	undefined_22: 
	undefined_23: 
	undefined_24: 
	undefined_25: 
	undefined_26: 
	undefined_27: 
	Plan: Describe how the customer finds out about the company. (Marketing, sales channels)
	Target group: Describe the target group. Traveller and/or some other end user, tour organizer or travel agency and the local cooperative partner / subcontractor.
	Positive: Document all the positive issues on each of the actions concerning the product / service.
	Negative: Document all the negative issues on each of the actions concerning the product / service.
	Positive 2: Document all the positive issues on each of the actions concerning the product / service.
	Negative 2: Document all the negative issues on each of the actions concerning the product / service.
	Booking: Describe how the service / product is booked / ordered.
	Who contacts whom: Describe who contacts whom when booking / ordering.
	Actions needed - ordering: Describe what actions are needed for ordering or booking.
	Actions needed - external: Describe what actions are needed from external service providers or product suppliers for ordering or booking.
	Actions needed - external 2: Describe what actions are needed from external service providers or product suppliers for ordering or booking.
	Actions needed - ordering 2: Describe what actions are needed for ordering or booking.
	Arrival: Describe how the customer arrives.
	Start: Describe where the action starts.
	Who starts: Describe who starts.
	Who comes: Describe who comes.
	Experts: Describe what components or experts are connected with the service or product.
	Activity or service: Describe how the customer uses the product. What actions are there?
	Environment: Describe the environment where the service or product takes place.
	Remembering: Describe the channels for receiving feedback.
	End: Describe where the action ends.


