
Journey Map
Description:

A Journey Map is a very helpful framework that can be used in any variety of 
ways. The idea is to walk through a process/experience to understand the 
different steps and discover where the gaps and/or difficulties lie along the 
way. Following is a summary of some different ways to use the Journey Map 
(certainly not all inclusive):

● Constituent (Customer) Journey:  Walk in your constituent’s shoes, 
so to speak. With an existing or your contemplated solution, what 
are all of the steps along the way and how difficult are they? This 
helps you to identify where you can add value. 

● Internal processes: What are all of the steps that your team is 
taking to get from beginning to end? Where are the relative pain 
points? What might be missing? Where can you create greater 
effectiveness or efficiency? Are you continually getting stuck 
somewhere? You can answer these questions by mapping out the 
journey. 

● Value/Supply Chain: If you are trying to get a solution/innovation 
from one point to another, who is involved in the journey and what 
are all of the steps? Again, where are you encountering bottlenecks, 
gaps or difficulties? Understanding this helps you to focus your 
energies in the right places. 

Every process/experience is a journey. Clearly understanding the steps in 
that journey in a very simple and visual manner analyzing where the 
difficulties lie can be very illuminating and should inform design, course 
correction and/or modification. 

Framework Guide:

Using the  Journey Map framework is quite simple and is great for 
working with teams and/or constituents. As you work through the 
process participants may choose to use text or draw pictures within 
the boxes. There is no right way. 

There are two approaches. With both approaches you want to start 
by filling in what the result of the successful journey is in the final box 
on the bottom left. Start with the end in mind and what satisfaction 
looks like. With one approach you may work backwards from 9, to 8, 
to 7 and so forth Or, you may want to start at 1 and move forward. Or 
you could have different participants start in different places. There is 
no prescriptive approach. As well, 10 boxes are arbitrary. Your 
journey may take 5 steps or it may take 50. It all depends on how 
long your journey is and the level of detail you decide to dive into. 

Along the way be sure to note down the level of difficulty for each 
step circling a number (5 meaning most difficult). This tells you 
where to focus efforts. To the extent that you discover many 
relatively difficult steps you may want to rethink/redesign the 
journey entirely 
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