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Things You Will Learn Today

• You will learn about Stakeholders

• You will learn about Customer Journeys

• You will learn to map them

• You will learn valuable tips for the final presentations



Agenda

• Intro to Stakeholder mapping and Customer Journeys
• Examples
• Tips for the final Pitches
• Course Feedback



Mapping Stakeholders 

&

Customer Journeys
https://images.unsplash.com/photo-1476973422084-
e0fa66ff9456?auto=format&fit=crop&w=1583&q=60&ixid=dW5zcGxhc2guY2
9tOzs7Ozs%3D

https://images.unsplash.com/photo-1476973422084-e0fa66ff9456?auto=format&fit=crop&w=1583&q=60&ixid=dW5zcGxhc2guY29tOzs7Ozs%3D
https://images.unsplash.com/photo-1476973422084-e0fa66ff9456?auto=format&fit=crop&w=1583&q=60&ixid=dW5zcGxhc2guY29tOzs7Ozs%3D
https://images.unsplash.com/photo-1476973422084-e0fa66ff9456?auto=format&fit=crop&w=1583&q=60&ixid=dW5zcGxhc2guY29tOzs7Ozs%3D


Your 
service is 
a play on 
the theater
of life
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The Stage = Service 
Location

https://www.flickr.com/photos/_polly_/16168345366/

Audience = Customer

Director = Designer

Backstage = 
Processes

The play = The Service

Actors = Service Staff

Other staff

https://www.flickr.com/photos/_polly_/16168345366/


Stakeholders

https://static.pexels.com/photos/207924/pexels-photo-207924.jpeg
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Who is a stakeholder?
• Someone who has 

– an influence on the service 
– an interest in the service 

• Person, role or organization 

• Not necessarily an active actor in service provisioning 
– Decision maker 
– Social media 



Types of stakeholders
• Customers 
• Staff 
• Decision makers (internal and external) 
• Regulators 
• Suppliers and partners 
• Media and press 
• Special interest organizations (e.g. unions)  
• ...



How to analyze?

Can be analysed in lots of ways 
• Who they are 
• How they influence 
• How important they are 
• How you should handle them



Examples

https://www.stakeholdermap.com/stakeholder-analysis.html

https://www.stakeholdermap.com/stakeholder-analysis.html


Examples

https://www.interaction-design.org/literature/article/stakeholder-maps-keep-the-important-people-happy
Graph: Grochim. Copyright terms and licence: CC BY-SA 3.0
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Examples

https://www.s-kanava.fi/web/s/en/sidosryhmat
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Examples

http://www.conceptdraw.com/How-To-Guide/stakeholder-mapping-tool

http://www.conceptdraw.com/How-To-Guide/stakeholder-mapping-tool


Examples



Customer journey
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Need for dentist

Booking an appointment

Checking route

Treatment

Add-ons

Customer 
Satisfaction

Customer 
relationship

pics: https://www.freepik.com/

Example customer journey

https://www.freepik.com/


Toothache

Search online for a 
good dentist

Instructions

Treatment

Whitening

Asking for 
advice

PC: https://www.freepik.com/

Recommending 
to friends

Add some storytelling

https://www.freepik.com/


Scope

• Time
– When does an ”interaction” start and end?

• Coverage
– Include (all) things that belong together

• Stakeholders
– What parties are involved?

• Non-tangibles
– Feelings, reactions, fears, ..



Basic Components

• Timeline
– Interactions happen in a certain order
– Cause <-> effect, prerequisites, ..

• Touch point
– Where business and customer meet
– Can be physical, digital, indirect, etc

• Between touch points
– Customer decision!



Anatomy of a Touch Point
Customer/user domain
- needs, expectations, knowledge
- capabilities(e.g. car, phone), actions, decisions

Service stage
- company representative, actions, decisions
- can also be fully digital
- “evidence”

Back stage
- support processes, information, logistics...

https://www.flaticon.com/

Line of Visibility

https://www.flaticon.com/search


Actions

Thoughts or Emotions

Touch Points or Evidence

Onstage Person (Front-End)

Backstage Person (Back-End)

Support Processes & Systems

Stakeholders

Juska J. Teittinen, Dash Prep Event, 
2017, http://bit.ly/2z127NX

Line of Interaction

Line of Visibility

Internal Interactions

http://bit.ly/2z127NX


Zen cjm

https://www.uxapprentice.com/discovery/

https://www.uxapprentice.com/discovery/


https://www.paulolyslager.com/wp-
content/uploads/2015/04/lego.jpg?997da0

https://www.paulolyslager.com/wp-content/uploads/2015/04/lego.jpg?997da0
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https://medium.com/@harrybr/how-to-run-an-empathy-user-
journey-mapping-workshop-813f3737067

https://medium.com/@harrybr/how-to-run-an-empathy-user-journey-mapping-workshop-813f3737067
https://medium.com/@harrybr/how-to-run-an-empathy-user-journey-mapping-workshop-813f3737067


Further reference - take a look

Risto explains Service Blueprinting
https://www.youtube.com/watch?v=zYHnid0lL3c

A video explaining the creation of a customer journey 
map:

https://vimeo.com/78554759

https://www.youtube.com/watch?v=zYHnid0lL3c
https://vimeo.com/78554759






Overall Customer Experience (CX)
• Customer experience is created by the complete journey

• Impact of individual touch points defined by quality of 
meeting and importance

• It is not “the sum of all experiences”, it works more like 
multiplication

• Can be measured (with some reliability)



Customer journey vs experience



Two business models
• Static

– What are the components of a business
– Business Model Canvas/Value Proposition Canvas
– Stakeholder Maps

• Dynamic
– How the business meets and serves its customers as a 

function of time
– Customer Journey



Tips for pitches
- Show your data & your analysis of it (Your findings are key!) → It is more important than 

what can be found by googling your customer site

- This does not mean adding all your diagrams in the slides and going over them

- You have 3 minutes → Get to the point, condense your story, 
rehearse, Rehearse, REHEARSE!

- Use your findings to call for action! (Ask & Contacts)

- Dress rehearsal needs to be done by somebody else 

Pitching criteria 
• Reliability and quality of the 

empirical evidence (0-4 points)
• Analysis is valid and conclusions 

are meaningful (0-4 points)
• Clear communication of results, 

essentially presentation technique 
and materials (0-2 points)

• Relevance and value to the 
customer and to their customers 
(0-2 points)



Course Feedback: Issues & Impact
• Improvements to the instructions
• More real examples
• More Tutors -> More support and better feedback for each

deliverable
• Redistribution of the Essay points

– BYOE points 1->2
– Removing Direct Quotes from the essay
– PRR points 1->2

• Course Feedback open 27.11.2024 – 11.12.2024



Next

• Workshop on Wednesday 12:15 – 14:00
• Same bat-location, same bat-time, same bat-tutors



Did You Learn Today?
● About Stakeholders?

● About Customer Journeys?

● How to map both Stakeholders and Customer Journeys?

● Tips in regards the final presentations?
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