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Notably great experiences are punctuated by a moment of “wow,” when the 
product or service delights, anticipates the needs of, or pleasantly surprises. 



Unlike other methodologies, this approach builds an evolving 
strategy from the only perspective that matters — the customer’s. 



Strive to create experiences that delight. 

And build advocates who can’t wait to tell other people about you… 



“The Experience is the product.” 

In the Social Economy, people carry their friends in their pockets and are always sharing 
their experiences with them. They text, chat, share digital “face time,” and showcase 
visual images whether through video or pictures. 
 



“The Experience is the product.” 

Eric, Repeat Customer 
Purpose: To Work and Drink Coffee 

All of the  marks are not about the 
coffee product, they are about the 
experience buying the coffee and 
trying to work… 

Not enough workspaces 

Furniture not ideal for computer work 



• Not paid for. 
• I tell my friends who tell their friends who tell their friends (with a click of a button). 
• I don’t really gain anything, but my reputation is on the line- YOU BETTER BE GOOD! 



Customer advocacy— and the word-of-mouth that comes with it — 
evolves naturally from the great experiences (WOW!) people have with a 
company over and over. 



1. Know your platform for delivery.  
2. Tackle a wide area of unmet customer needs.  
3. Create and evolve repeatable process.  
4. Plan and stage the wow experiences.  

What tool can I use to do this? 





“If we could add only one design tool to a manager's 
repertoire, it would be journey mapping.  
 
The number one reason growth ideas fail is that we 
(business) misjudge what customers want.  Journey 
mapping gets you closer to customers' lives, to their 
problems and frustrations, as you seek to understand 
how to create value for them.  
 
This knowledge is the most important input to the 
search for profitable growth.” 
 
Designing for Growth: A Design Thinking Toolkit for Managers  



Informal. You. Will evolve. 

Informal. You. Concrete enough to test. 

Time for a real person. New info + validation. 

Go back to the map. Rework- get it close. 

Use this map to create and stage your WOWs! 







This presentation and a free Customer Journey Map Template are available 
for download at: http://blogs.catapultsystems.com/UX/default.aspx 


