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@ What is CJF?

Customer Journey is defined as the collection of the entire
experience a customer has while communicating with an
organization or brand.

It takes into consideration the complete interaction “roadmap”
from discovering a particular brand to making a purchase to getting
issues resolved by the customer care team, and not just the focussed

interaction or transaction juncture.



@ Importance of the CJF

e Itallows decision-makers to e It helps make each step of the
stay focused on customers. buying experience easier for
potential leads.



@ How to build Customer Journey Framework
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@ Good examples of CJF

Toukun
COnpuKo-

Lenb Aranbl

Bonpocbl

PeweHus

CHOBEHUA

Hawit xopoLuni
cepsuc

4Ymo moxem
pewums MO
npobnemy?

e Google
e Facebook
o Twitter

e SEO
e PPC
o Jluaepbl MHEHUI

Bbi6op

Mokynka

BbibpaTb cepsuc ¢
HaunyuLien
LleHoM/Ka4yeCcTBOM

Y Kozo nyqwee
npednoxeHue u
6onbwe
aKcrnepmusbl?

o dopym
e Keiic
e [Ipanic Ha cante

o Kpaya-mapKeTuHr
® KOHTEHT-MapKeTUHr
e Typ no nNpoaykTy

e OT3bIBbI

Hauatb nony4yatb
BbIrogQy OT cepBuUca

Kak ckopo 51 cmoey
10/16308aMbCS
npodykmom?

e Canr
e Konn-ueHTp

e UX

e BhicTpbI OTBET
oneparopa

e MHoro cnoco6os
onnatbl

Mpumep customer journey map

YoepxaHue

Y6eanTbes, 4To
cepBuc
COOTBETCTBYET
OXMAAHUAM

Kak dobumbcs
nyqweao aghghekma
om cepsuca?

e Texnopaepxka
e brior
e FAQ

e YaTr

e ObyyvatoLme craTbu

e Pacchbinka ¢
coBeTamu

JlosinbHOCTbB

(apBokat 6peHaa)

MoHsATb, YTO cepBuUC
He3ameHUM U
npuHOCUT
MaKCUMasbHyo
Bbirogy

lModxodum nu
amom cepsuc
bonbwe scezo 0n1s
MOUX HyX0?

e Customer Success
e [lapTHepckas
nporpaMma

e [1porpamma
NoSANbLHOCTN

® JIyHbIN
KOHCYNbTaHT

e YnomuHaHusa 8 CMU



@ Good examples of CJF
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