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Why map the Customer Journey?

Are customers on a journey even if 
we don’t map it out?

Are we ever frustrated–feeling like 
we are more reactive than 
proactive?

Do we ask ourselves: “Why can’t all 
customers be like this?”

Is it clear to internal and external 
stakeholders what we do?



Customer Journey Mapping: Ideal Customer Outcomes

Consideration

Conversion

Adoption

Retention

Expansion

Advocacy



Customer Journey by Segment

Consideration Conversion Adoption Retention Expansion Advocacy

Strategic CS available
Execs available

Welcome Letter
LinkedIn Connection

Customized Onboarding
Standardized 30,60,90
Focused on CRM Integration & KPI 
Reporting
Community and GUIDEu
Onboarding 6 Month Check In

Minimum Monthly Cadence
Semi Annual Performance & Planning
Internal Monthly Planning
Quarterly Executive Check In
Onsite or Conference Connection
Focus on Multi Year Terms

Semi Annual Performance & 
Planning
Internal Monthly Planning
Quarterly Executive Check In

Workspaces
Report Builder
New Division User Adds

Joint Events
Webinars
Case Studies
Reference Calls
In-App Refer & Earn
Review Site 
Campaigns

High Touch CS available Welcome Letter
LinkedIn Connection

Customized Onboarding
Standardized 30,60,90
Focused on CRM Integration & KPI 
Reporting
Community and GUIDEu
Onboarding 6 Month Check In

Minimum Quarterly Cadence
Annual Performance & Planning
Internal Monthly Planning
Semi Annual Executive Check In
Focus on Multi Year Terms

Annual Performance & Planning
Internal Monthly Planning

Workspaces
Report Builder
New Division User Adds

Joint Events
Webinars
Case Studies
Reference Calls
In-App Refer & Earn
Review Site 
Campaigns

Low Touch Welcome Letter
LinkedIn Connection

Customized Onboarding
Standardized 30,60,90
Focused on CRM Integration & KPI 
Reporting
Community and GUIDEu
Onboarding 6 Month Check In

Minimum Semi Annual Cadence
Annual Performance & Planning
Internal Monthly Planning
Semi Annual Director Check In
Focus on Multi Year Terms

Annual Performance & Planning
Internal Monthly Planning

Platform Upgrades
Report Builder
New User Adds
Campaign Based Outreach

Webinars
Case Studies
Reference Calls
In-App Refer & Earn
Review Site 
Campaigns

Maintain Welcome Letter
LinkedIn Connection

Customized Onboarding
Standardized 30,60,90
Focused on Native Integrations
Community and GUIDEu

Minimum Annual Cadence
Automated Performance Review

Platform Upgrades
New User Adds
Campaign Based Outreach

In-App Refer & Earn
Review Site 
Campaigns



Why it Matters

Importance of Early CS 
Involvement

Reduced Time to Value

Improved customer 
outcomes

Consistency in customer 
lifecycle

Increased expansion 
opportunities and CLTV of customers expect consistent interactions across departments, yet 55% 

say it generally feels like they're communicating with separate 
departments rather than one company.

80%

79%
of customers now consider the experience a company provides to 

be as important as its products and services. 

*Salesforce - State of the Connected Customer Report



How to Get Started

Strategies for Involvement 

Assign CSM in CRM during 
final pre-sales stage

Include CSM as a tactic to 
close strategic deals

Track multi-threaded deals to 
prove increased close rate, 
velocity, and retention. 

The reason we chose you was because every meeting 
we had pulled new members of the team in. Whether it 

was Mark, Cheyanne, or Dave. 

By the time we signed we felt we knew the GUIDE team 
and had a full company to support us. No other vendor 

gave us an experience like this.
- Julie Dawson, Commport

“While we’re looking for software, really we’re also 
looking for more of a partnership as we try to figure this 

out ourselves.”
-VP of Implementation



Integrate for Ease

Tools and Technologies

Assign CSM in CRM during 
final pre-sales stage

Invite to Kick Off, Key 
Meetings and Hand Off

Integrate KPIs into your CRM 
or CSP

Increase visibility and assign 
“pulse checks”

“Who is Genevieve, and when we will meet her?” - Follett



Does it Always Work?

Overcoming Challenges

Large book size

CSM bandwidth won’t allow

Pooled success model

New hire will take the account

What else?

“Every business has to decide where they want to 
compete — in the price wars or the experience 

wars. I prefer to compete on the basis of an 
outstanding customer experience.”

–  John DiJulius, John DiJulius Group



Make your Customer Journey Map customer facing. Is the Sales 
team trained on how to present it? Do they share it in the sales 
cycle?

Create a map

Involve CSMs 
early

What next?
Involve your customer facing team pre-signature. Have them 

share success stories of similar customers and collect desired 
outcomes from the prospect. Automate.



Join Us for Future Lunch & Learns on 
Customer Journey Mapping

- Dates Coming Soon - 



Survey says…



Survey says…


