
How To Use Journey Maps To Plan and Evangelize CX Initiatives 

Customer experience experts, Kerry Bodine and Mahesh Ram, discussed the power of journey mapping 

in evangelizing intelligent self-service initiatives in a webinar produced by Solvvy. Journey mapping can 

help businesses gain a deep understanding of where self-service technology can be applied most 

effectively within a user’s journey to improve the overall customer satisfaction. 

  

  

  

  

  

 

 

 

 

 

According to McKinsey & Company, “A one-point improvement [in satisfaction] on a ten-point scale 

corresponds to at least a three-percentage-point increase in the revenue-growth rate.” 

With consumers demanding real time interactions, consistency and personalized care on their preferred 

channel, a culture of immediacy is setting in. Add to this the fact that technology is making it easier than 

ever for consumers to switch brand loyalty. These drivers are making journey maps and their role in 

evangelizing self-service incredibly important.  

Journey maps are diagrams that visualize the actions, thoughts and feelings of a person or a group 

overtime. The methodology stems from the discipline of human-centered design, which helps 

organizations build solutions that are simple, useful, engaging and lasting. Customer journey mapping is 

the key to understanding how your customers interact with your brand, their needs and aspirations and 

their pain points in order to create a seamless, consistent and enjoyable consumer experience. 

“Journey mapping identifies the customer needs and expectations that can be 

addressed through self-service solutions.” 

- Kerry Bodine 
 
Kerry Bodine elaborated upon the journey mapping process, its core constituents, best practices and 
practical use cases.  

https://solvvy.com/


Both experts agreed that with customer service becoming a brand differentiator, organizations need to 

transition from individual silos to an integrated and consistent omni-channel experience, powered by self-

service.  

Mahesh Ram cited the use case of 

TaskRabbit to highlight the role of 

automation where the Solvvy technology 

not only improved TaskRabbit’s self-

service capabilities, but also empowered 

their agents to focus on the more critical 

issues. With self-service automation, 

organizations are able to achieve the 

magic equation where CSAT goes up on 

the one hand and costs go down on the 

other.  

 

 

 

 

 

 

“By reinventing a customer’s journey through self-service, we are putting the user firmly 

in control!” 

- Mahesh Ram 

To keep up with the customers’ needs and aspirations, customer journeys need to be designed with self-

service elements. To learn best practices around the usage of journey maps and the evolving role of self-

service, tune into the webinar replay.  

 

 

 

https://vimeo.com/254953988

