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Unit 304: Organise and deliver customer service

Worksheet 4: Customer journey analysis (LO1 AC 1.6)
Name: 






Organisation:

Using your own organisation use the table below to tick where your customers touch points are in relation to the journey they make. (This can be internal or external customers.)
	Journey

Touchpoint
	Awareness
	Interest 
	Desire
	Action
	Post-sales support
	Complaint
	Upgrade

Renewal

	Website
	
	
	
	
	
	
	

	Social media
	
	
	
	
	
	
	

	Email 
	
	
	
	
	
	
	

	Phone
	
	
	
	
	
	
	

	Face to face
	
	
	
	
	
	
	

	Post
	
	
	
	
	
	
	

	TOTALS
	
	
	
	
	
	
	


Now discuss with your manager or with your assessor/tutor how this information could be used to organise and or improve customer service. (Write a short statement below about the discussion.)
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_____________________________________________________________________________
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_____________________________________________________________________________

__________________________________________________________________________________________________________________________________________________________



