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The Journey

Success is not a destination, 
it’s a journey

-Zig Zigler



Journey Mapping

• Concept Overview

• Journey Map Components

• Important Steps for Journey Mapping

• Examples

• Journey Maps & Strategic Planning

• Journey Maps & Employee Experience
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Agenda
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Concept Overview
The What, the Why and the What it is Not
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What is a 
Journey 
Map?

• A customer journey map is a visualization of the process 
that a customer experiences in order to accomplish a 
goal or satisfy a need.
• Overall Journey – Describes the customer’s broader 

experience – not just the agency’s ‘process steps’
• Typical Persona – Represents the typical experience for a 

category of customer – a ‘persona’
• Emotions & Challenges – Designed to provide insight into the 

customer’s challenges, emotions, and motivations
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Why a 
Journey 
Map? 
Customer 
Experience!

• A journey map focuses the 
agency’s thinking on the  
customer’s overall experience... 
• Motivation – Where are they 

“coming from”?
• Challenges – What questions, 

confusion, or misconceptions do 
they have?

• Gaps – Are there gaps in the 
“journey” that are disjointed or 
painful?

• Innovation – Is the current 
experience outdated compared to 
‘digital life’ expectations in our 
modern world?
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What a 
Journey Map 
is Not

• It’s more “artist’s rendition” than “detailed blueprint.” 
• A journey map is not representative of every detail of the 

customer’s experience or the business process.
• Not detailed process steps as compared to process flows or 

swim lane diagrams
• Focuses on tasks and questions 

• Not Everyone or All Challenges
• Can’t consolidate all personas,

all paths and
all challenges into a single journey map.
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Broad Strategic Planning

• How do we want to 
reinvent our operations?

• What new services should 
we offer?

• How do we increase 
customer satisfaction?

Detailed Process Review

• Why are users abandoning 
the web process on the 
third screen?

• Why was customer 
satisfaction low during the 
rollout of the new service?

• How and when do we get 
users to sign up for our 
mailing list?
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Journey maps are a tool that can be applied in many planning 
activities.

Journey 
Maps –
Range of 
Use
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Journey Map 
Components
Common Elements of a Journey Map
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Components 
of aJourney
Map –
Married 
Filing 
Separate PY
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Tom is told they 
may want to file 
separate.

Tom researches 
filing married but 
separate.

Tom decides to get 
an accountant to 
do his taxes.

Visits field office. 
15min wait + 30 
min transaction.

Calls to see when 
refund will arrive.Customer Activity

Confused, 
Annoyed, Who has 
the answer?

Many options for 
documentation? 
Are they correct?

Feels like spending 
extra money.

Line not too long. 
Facility easy to 
find.

Annoyed it is late, 
Happy call center 
could track status.

Mindset

Just married and 
spouse just moved 
to Maryland.

Website, Call 
Center, Field Office

Website, Call 
Center, H&R Block

Field Office Call Center, Field 
OfficeTouchpoints

Emotions

Better customer 
awareness – more 
channels.

Simpler info on 
website. More 
training call staff.

Better support for 
obtaining 
documentation.

Reduce time in the 
field office.

Provide proactive 
notifications and 
on-line lookup.

Opportunities

SupportTransactionPreparationEducationAwareness

Tom, 28 Best Buy 
Salesman just 
married

Tom is a Maryland taxpayer whose new spouse moved into the state part way through the year and 
wants to know how they should file.
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Important Steps for Journey 
Mapping
Use a process that gets good data…
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Step 1 –
Research • Research is critical for obtaining the information 

necessary to understand the customer’s journey. 
• Confirm the Scope & Purpose

• Persona
• Journey Paths
• Objective

• Collect Analytical Data
• Web Site Analytics
• Process Metrics

• Collect Anecdotal Information
• Customer Interviews
• Customer Feedback
• Service Agent Insight
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Step 2 –
Building the 
Journey Map

• Journey Maps shouldn’t be drawn in isolation.  They are the product of a group 
collaborative experience.
• Organize Team

• Sr. Leadership, Managers, Customer Service Agents
• Convene Workshop

• Whiteboards, sticky note, projectors, and space to work
• Refine Scope

• Focus on the breadth of the customer journey – not just the business process
• Define Phases

• Awareness – Education – Preparation – Transaction – Support (or whatever works)

• Refine Goals & Framework
• Structure the process and graphical map to include necessary info

• Focus on Primary Paths
• Tangent paths can become confusing
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Step 3 –
Confirm 
Accuracy & 
Act!

• Of course, these efforts go to waste if they are not 
carefully used to move forward.
• Cleanup

• Make sure the final product is consistent and looking good
• Confirm Accuracy

• Distribute the draft to mapping team and their staff
• Collect comments
• Update & repeat

• Act On The New Insight!
• Identify system changes
• Identify process changes
• Identify communication changes
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What Are 
We Looking 
For in 
Journey 
Maps?

• How can we improve the customer’s digital government experience?
• Understand Sources of Frustration

• Lack of information
• Tasks that add minimal value
• Use of personal time to complete “paperwork” and wait for service

• Meet Customer Needs For Service And Information
• Provide the right level of info at the right time
• Identify new services

• Find Opportunities to Engage and Assist
• Strategy for newsletter and notice sign-up
• Best channels to educate

• Close Gaps in Service or Handoffs Across Processes
• Enable all channels to complete as much work as possible
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How’s My 
Driving?

Call: 888-555-5555
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How Do We 
Improve 
Performance 
In the 
Digital Age?

• How do we support the customer and…
• Awareness

• Make them aware of available services and obligations?
• Education

• Become even easier to do business with?
• Engage & communicate with potential and existing customers?
• Educate for different levels of education and experience?

• Transaction
• Simplify the steps and rules?
• How do reduce paperwork and redundant information?
• How do we proactively assist the customer?
• Collaborate with other agencies?

• Support
• How do we track progress and notify the customer?
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Journey Map 
Examples
A Picture is Worth a Thousand Words
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A Public Sector 
Journey Map –
New Driver’s License
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Tom is told he 
may need a 
Real ID for air 
travel.

Tom 
researches 
Real ID on 
web and DMV 
website.

Tom obtains 
SS Card as 
part of 
supporting 
docs.

Visits field 
office. 15min 
wait + 15 min 
transaction.

Calls to see 
when ID will 
arrive.

Customer Activity

Confused, 
Annoyed, Who 
has the 
answer?

Many options 
for 
documentation
? Are they 
secure?

Feels like 
spent all day 
getting 
documents.

Line not too 
long. Facility 
easy to find.

Annoyed it is 
late, Happy 
call center 
could track 
status.

Mindset

Flyer in 
renewal notice.

Website, Call 
Center

Website, Call 
Center

Field Office Call Center, 
Field OfficeTouchpoints

Emotions

Better 
customer 
awareness –
more channels

Simpler info on 
website. More 
training call 
staff

Better support 
for obtaining 
documentation

Reduce time in 
the field office

Provide 
proactive 
notifications 
and on-line 
lookup

Opportunities

SupportTransactionPreparationEducationAwareness

Tom, 28, Best 
Buy Salesman, 
Getting married

Tom is a Virginia driver who was told he may need a Real ID Driver’s License 
for plane travel. He needs to find out if he needs it and get one if necessary.
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Example 
Map –
Online 
Grocery 
Customer

Page 20 © Copyright 2019 Mathtech, Inc.



Example Map –
Insurance Agent  
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Example 
Map –
Property & 
Casualty
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Example – Rail 
Travel (Complex)
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Example 
Map –
Template
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Journey Maps & 
Strategic Planning
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Strengths & Weaknesses

• What is working well?
• What is not working 

well?
• How do we want to do 

business in the future?

Stakeholders

• Who are they?
• What do they need?
• All the same priority?
• What’s the difference?

• Public sector partners
• Businesses
• Private citizens
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Journey Mapping is very closely aligned with Strategic Planning.
Two 
Important 
Topics
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• Agency Staff & 
Management

• On Line Services
• Better Enforcement 

of Business Rules
• Reporting Tools
• Document Scanning
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Stakeholder viewpoint analysis allows us to uncover much more 
detail when planning.

What Do We Need In Future Operations?

Strategic 
Planning 
Questions
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Stakeholders
• Agency Staff & 

Management
• Treasury
• 3rd Party Coll. Vendors
• Practitioners
• Legislature
• EROs (Electronic Return 

Originator)
• Other State Agencies
• etc.

Future Needs
• On Line Services
• Better Enforcement 

of Business Rules
• Reporting Tools
• Document Scanning

Page 26

n Understandable 
Taxpayer Records

n Flexible Search
n Automate Billing & 

Refunds

Stakeholder viewpoint analysis allows us to uncover much more 
detail when planning.

What Do We Need In Future Operations?

Strategic 
Planning 
Questions
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Stakeholders Future Needs
• On Line Services
• Better Enforcement of 

Business Rules
• Reporting Tools
• Document Scanning
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Stakeholder viewpoint analysis allows us to uncover much more 
detail when planning.

What Do We Need In Future Operations?

Strategic 
Planning 
Questions

n Understandable 
Taxpayer Records

n Flexible Search
n Automate Billing & 

Refunds

• Agency Staff & 
Management
• Treasury
• 3rd Party Coll. Vendors
• Practitioners
• Legislature
• EROs (Electronic Return 

Originator)
• Other State Agencies
• etc.

n Less Paperwork
n Integrated License
n Faster Refund 

Processing
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Stakeholders Future Needs
• On Line Services
• Better Enforcement of 

Business Rules
• Reporting Tools
• Document Scanning
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Stakeholder viewpoint analysis allows us to uncover much more 
detail when planning.

What Do We Need In Future Operations?

Strategic 
Planning 
Questions
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• Agency Staff & 
Management
• Treasury
• 3rd Party Coll. Vendors
• Practitioners
• Legislature
• EROs (Electronic Return 

Originator)
• Other State Agencies
• etc.

n Understandable 
Taxpayer Records

n Flexible Search
n Automate Billing & 

Refunds

n Less Paperwork
n Integrated License
n Faster Refund 

Processing

n More Testing Options
n Better Coordination 

with Agencies
n Alerts For Practitioners 

& EROs



• Journey mapping is a great tool for understanding the 
customer’s experience with government.

• Journey mapping is a tool for strategic planning and process 
improvement.

• Think about business processes and stakeholders when 
creating the future.
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Strategic 
Planning

Journey 
Mapping

Process 
Improvement

Better Services 

Better 
Communications 

Current 
State Future

In Summary
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Journey Maps & 
Employee Experience
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Journey Mapping is very closely aligned with Organizational 
Change

The 
Employee 
Experience

SWOT
SOAR

Agile Change
ADKAR

Kotter
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• For more information regarding this presentation please contact:

• Frank Nestore, PMP, Director

• fnestore@mathtechinc.com

• Jason Woodcock, CPC, Practice Lead

• jwoodcock@mathtechinc.com

• Mathtech, Inc.

• Mathtech, Inc.

• 2465 Kuser Road

• Suite 200

• Hamilton, NJ 08690

• Phone: 609-689-8511

• www.mathtechinc.com

Contact us
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