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Efficiency machines



Buying software

Installing a product

Cancelling a subscription
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A media company’s onboarding journey

Source: McKinsey — From touchpoints to journeys: Seeing the world as customers do, March 2016
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A media company’s onboarding journey

Source: McKinsey — From touchpoints to journeys: Seeing the world as customers do, March 2016

90% 90%90% 90% 90%

40% lower
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Source: From touchpoints to journeys: Seeing the world as customers do, March 2016

Higher journey satisfaction à revenue growth.
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Source: From touchpoints to journeys: Seeing the world as customers do, March 2016

Higher journey satisfaction à revenue growth.

“A one-point improvement [in 
satisfaction] on a ten-point scale 
corresponds to at least a three-

percentage-point increase in the 
revenue-growth rate.”
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Journey Management

Design
the journey

Deliver
the journey

Discover 
the journey
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DISCOVER
the journey





Source: Intuit@kerrybodine
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Source: Adaptive Path



DESIGN
the journey



Source: Stanford d.School@kerrybodine



Source: Stanford d.School

“the ability to understand and 
share the feelings of another”
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Audi Car on Demand

Driver Dress Code

Grey Dress Shirt
�� jfc`[�d\[`ld�^i\p
�� cotton
�� ifcc\[$lg�jc\\m\j

Audi Soft Shell Jacket
�� jfc`[�d\[`ld�^i\p
�� cotton
�� ifcc\[$lg�jc\\m\j

_kkg1&&YXeXeXi\glYc`Z%^Xg%Zfd&Yifnj\&
gif[lZk%[f6Z`[4,-.*'�m`[4(�g
`[4-((-','*)

_kkg1&&YXeXeXi\glYc`Z%^Xg%Zfd&Yifnj\&
gif[lZk%[f6Z`[4/-'(.�m`[4(�g`[4+-).'.
�jZ`[4+-).'.)0)

Black Belt
�� c\Xk_\i
�� df[\ie�jkpc`e^
�� j`cm\i�_Xi[nXi\

Dress Sneaker
�� jkpc`j_#�`dgi\jj`fe$dXb\i
�� [i\jjp�ZXjlXc

Black Pants
�� c`^_kn\`^_k�nffc&Zfkkfe
�� ÕXk�]ifek
�� kX`cfi\[�Ôk
_kkg1&&YXeXeXi\glYc`Z%^Xg%Zfd&Yifnj\&
gif[lZk%[f6Z`[4*+.)+�m`[4(�g`[40',-/)
�jZ`[40',-/)'')

_kkg1&&YXeXeXi\glYc`Z%^Xg%Zfd&Yifnj\&
gif[lZk%[f6Z`[4*+.)+�g`[4+)0.**�m`[4(
�jZ`[4+)0.**'')

_kkg1&&nnn%qXggfj%Zfd&
X[`[Xj$fi`^`eXcj$jXdYX$c\Xk_$
\i$YcXZb$n_`k\

_kkg1&&nnn%cpjk%Zfd&j_f\j&
X[`[Xj$p$*$jXcX$je\Xb\ij$YcXZb&



Experiential	Modeling:	Audi	On	Demand	
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DELIVER
the journey



Buying software

Installing a product

Cancelling a subscription
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Buying software
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Buying software
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Buying software
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Billboard Website

Online chatGoogle

Forms



WHAT CUSTOMERS EXPERIENCE

@kerrybodine



WHAT CUSTOMERS EXPERIENCE

WHAT CREATES EXPERIENCE
@kerrybodine



Buying software

@kerrybodine

Billboard Website

Online chatGoogle

Forms

Marketing

Ad agency

Digital

Contact Ctr.

Finance

Legal

Sales
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Journey manager role:
 
•  Understand customer needs — and 

identify gaps

•  Create a long-term vision

•  Make the business case

•  Herd cross-functional stakeholders 
to execute on the vision

•  Measure the ongoing impact



• Uncovered 1500 different tactics for contacting 
customers.

• Required 20 different departments to:
• Plot planned communications against key journeys.
• Think through how various journeys overlap.

• Personalized communications for each user based 
on the journeys they were on.

• Saw 3% drop in churn in 6 months!



A major US telecom…
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What can you do to 
create a journey 
mindset today?



1.  Listen to customer stories.
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What can you do to create a journey mindset?





The Journey Mapping Process

Hypothesize (In)Validate Create 
Maps
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1.  Listen to customer stories.

2.  Quantify key journeys.

What can you do to create a journey mindset in 
your organization?
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From
Isolated Data



From
Isolated Data

To
Aggregated Data



1.  Listen to customer stories.

2.  Quantify key journeys.

3.  Create value all along the journey.

@kerrybodine

What can you do to create a journey mindset in 
your organization?





THANK YOU!

kerry@kerrybodine.com
@kerrybodine

HAPPY CUSTOMERS LEAD TO HAPPY SHAREHOLDERS.

LET’S MAKE HAPPY HAPPEN.
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