
Email & Automation: Customer Journey Mapping
A concise cheat sheet for understanding and implementing customer journey mapping in email marketing and automation. This guide covers key

concepts, steps, and best practices for creating effective customer journeys.

Customer Journey Mapping Fundamentals

Steps to Create a Customer Journey Map

Email Automation & Journey Mapping

Defining Customer Journey Mapping

Customer Journey Mapping is the process of

visualizing the steps a customer takes when

interacting with a company, from initial

awareness to becoming a loyal advocate. It

identifies key touchpoints, pain points, and

opportunities for improvement.

The goal is to understand the customer

experience holistically and optimize interactions

to enhance satisfaction, loyalty, and ultimately,

drive conversions.

Key Benefits of Journey Mapping

Improved

Customer

Understanding

Gain deeper insights into

customer needs,

motivations, and behaviors.

Enhanced

Customer

Experience

Identify and address pain

points to create a more

seamless and enjoyable

experience.

Increased

Conversion Rates

Optimize touchpoints to

guide customers through

the sales funnel more

effectively.

Stronger

Customer Loyalty

Build long-term

relationships by

consistently delivering

value and exceeding

expectations.

Essential Elements of a Customer Journey

Map

Buyer Personas: Representations of your

ideal customers, including demographics,

goals, and challenges.

Touchpoints: All the points of interaction a

customer has with your company (e.g.,

website, email, social media).

Customer Actions: The specific actions

customers take at each touchpoint (e.g.,

visiting a webpage, opening an email, making

a purchase).

Emotions: Understanding how customers

feel at each stage of their journey (e.g.,

frustration, excitement, satisfaction).

Pain Points: The challenges or obstacles

customers encounter during their journey.

Opportunities: Areas where you can improve

the customer experience and drive better

results.

1. Define Your Buyer Personas

Develop detailed profiles of your ideal customers,

including demographics, motivations, goals, and

pain points. This provides a basis for

understanding their potential journey.

Example: ‘Sarah, the Marketing Manager’, who

needs to streamline email campaigns and improve

lead generation.

2. Identify Key Touchpoints

List all the potential points of interaction a

customer might have with your company, from

initial awareness to post-purchase support.

Examples: Website, social media, email

campaigns, customer service interactions, online

reviews.

3. Map Customer Actions & Emotions

For each touchpoint, document the actions

customers take and the emotions they

experience. Use customer feedback, surveys, and

analytics to gather insights.

Action: Customer visits product page. Emotion:

Curiosity, interest.

4. Identify Pain Points & Opportunities

Pinpoint areas where customers experience

frustration or difficulty. Then, identify

opportunities to address these pain points and

improve the overall experience.

Pain Point: Confusing checkout process.

Opportunity: Simplify checkout with fewer steps

and clearer instructions.

5. Visualize the Journey

Create a visual representation of the customer

journey, highlighting the key touchpoints, actions,

emotions, and pain points. This can be a simple

spreadsheet or a more sophisticated diagram.

Use colors and symbols to represent different

emotions and stages of the journey. This visual

representation will aid in understanding the

overall customer experience.

Triggered Email Campaigns

Use customer journey maps to design triggered

email campaigns based on specific actions or

behaviors. This ensures that customers receive

relevant and timely messages.

Example: Send a welcome email series when a

new user signs up, or a follow-up email after a

purchase.

Personalized Email Content

Leverage customer data and insights from

journey maps to personalize email content. This

can include addressing customers by name,

recommending relevant products, or offering

tailored promotions.

Personalization increases engagement and drives

better results.

Segmented Email Lists

Create segmented email lists based on customer

behavior and preferences identified in the journey

map. This allows you to send targeted messages

to specific groups of customers.

Example: Segment customers who have

abandoned their shopping carts and send them a

reminder email with a special offer.
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Analyzing & Optimizing Customer Journeys

A/B Testing

Use A/B testing to optimize email campaigns and

identify the most effective messages and

strategies. Test different subject lines, content,

and calls to action to see what resonates best

with your audience.

Continuously refine your email campaigns based

on the results of your A/B tests.

Automation Workflows

Design automated workflows that guide

customers through specific stages of their

journey. These workflows can include a series of

emails, SMS messages, and other touchpoints

designed to nurture leads, drive conversions, and

build customer loyalty.

Example: A lead nurturing workflow that sends a

series of educational emails to new subscribers.

Track Key Metrics

Monitor key metrics such as open rates, click-

through rates, conversion rates, and customer

satisfaction scores to evaluate the effectiveness

of your customer journey. This data will show you

what is working well and where improvements are

needed.

By keeping track of metrics, you can make better

decisions and optimize your customer journeys.

Gather Customer Feedback

Solicit feedback from customers through surveys,

interviews, and focus groups to gain a deeper

understanding of their experiences. Ask targeted

questions about specific touchpoints and

interactions.

Customer feedback is invaluable for identifying

areas for improvement.

Regularly Update Your Maps

Customer needs and expectations evolve over

time. Regularly review and update your customer

journey maps to ensure they remain relevant and

accurate. As your business grows, so should your

understanding of the customer.

Update your maps every 6-12 months.

Iterate and Improve

Use the insights gained from customer feedback

and data analysis to continuously iterate and

improve your customer journeys. Implement

changes and monitor the results to see if they are

having the desired impact.

Customer journey optimization is an ongoing

process.

Cross-Functional Collaboration

Involve stakeholders from different departments

in the customer journey mapping process. This

ensures that all perspectives are considered and

that everyone is aligned on the customer

experience strategy.

Collaboration leads to better insights and more

effective solutions.
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