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This Journey Map is a guide to show our team what research is required to complete the Service Design data points and user input. It is a high level map, estimating the 

primary phases of the Manage Journey. The research focus will be getting information on each action the client takes, shown below as the various touchpoints for both the client 

and the Charter employee. For each touchpoint/action there will be a corresponding "Channel" which in this context, means the tool used to get their task done. Channels can be 

singular or multiple, depending on the tool used to do the work, e.g., transactions could be done using a computer or a smartphone. 

When a category like Acct Monitoring has multiple actions, I'll attach a note, as shown below, and give as much information as I can. 

The Quotes/Pain Points and feelings should be ferreted out for each persona type: client and employee. The quotes used below are estimates and not verbatim findings. 
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