
ROI 
Opportunities

1-2 Months

Places next order

1-2 Weeks

Generates new 
customers

1-2 Weeks

Sharing 
Experience

Opens package 
and uses product

1 Day

Goods Delivered

UX/CX 
Improvement

Pain Points

Social Media Apps

5-15 min

Digital Order -
PDFAccount CreationWebsite or

Mobile App

Time 10-30 min 3 - 5 min

Evidence

Support
Processes

Back of
Stage 

Interactions

Front Stage of
Interactions

Customer 
Journey /
Activity

2-10 Days10 - 60 min

Visits the 
website, likes 
the content 

and decides to 
sign up

Purchases via 
credit card, 
PayPal or 

Commerical 
Account

Customer 
receives a text 

alert of delivery 
and then receives 

the delivery

Reviews the 
merchandise, 
confirms the 
accuracy and 

condition, then 
sends them out

After getting good 
feedback from their 
friends, the couple 
share the positive 

experience on 
Facebook and 

Instagram

Social Media 
posts begin to 
generate new 

customers and 
new leads

Happy with their 
customer 

experience, the 
couple does more 
business with the 

company

Chat Support 
is available to 
the customers 

24/7

Team Social 
Media Lead 

monitors posts 
and adds new 
product info.

Acct 
Representative 
follows up on 
new accounts

Responding to 
chat 

questions, or 
escalating  

issues

Web analytics, CX 
reporting tools

T.O.G. shipping 
department fulfills 

the order and 
takes it to the 
shipping dock.

Marketing 
prepares new 

messaging that 
goes out to 
integrated 
channels

UPS drops off 
package, 

automated 
text alert is 
triggered

Attracted by 
an integrated 
social media 

post and visits 
our website

AWARENESS ENGAGEMENT

Enters 
information 

required to set 
up account

COMMITTMENT PURCHASE DELIVERY

Facebook, Twitter 
and Instagram

are edited, 
providing new 

postings

Dissatisfied 
customers cancel 
a chat when they 
don't get answers 
or the chat is not 

available

Scenario: An engaged couple looks for and orders wedding invitations

Up-​sell options 
appear on 

specific orders 
or sales 
targets

UX to conduct 
audit or 

usability testing 
and improve the 

CX and IxD

Support team 
utilizes social 

media 
listening Apps

Post new sales 
promotions, 

and video

Publish new Sales 
promotions, 

pitches and video

UX Audit and 
Improve the 

delivery 
services as 

needed

Delivery Data Center 
includes automated 

alerts, sending an email 
or text to clients who 

request it.

P.OS. store 
front handles 

customer sales 
and returns

CX SATISFACTION

Discounts 
available for 
successful 
referrals

Perks alerts 
sent to new 

accounts

Successive or 
bulk orders 

may quality for 
incentive 
discounts

Account 
connectivity 

includes 
merchant acct. 

options

SOCIAL MEDIA SHARING NEW LEAD GENERATION CUSTOMER LOYALTY

Acct Rep to 
assess value 
of the perks 

program

Fulfillment 
Team order 
auditing and 

feedback 
reviewed

UX to conduct 
audit or 

usability testing 
and improve the 

CX and IxD

Customer 
upset by 
too many 

emails

Data Privacy is 
breached on 

Facebook, 
upsetting the 

customer

Acct Rep, 
Security 
and UX 
assess

Acct 
Representative 
tracks CX and 

activity

Social Media Accounts 
Data Analysis softwareCRM Data


