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Visual Modeling
(interpreting relationships of data with 
a focus on layering visual information)
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What is a Customer Journey Map?
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A visual model that describes touchpoints between 
the system and the people using the system . 



What is a Customer Journey Map?
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A customer journey map forces you to think about 
sequence& the details that happen over time.

Start End



The details reside in people & the systemɎ
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People System



Thinking about peopleɎ
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How do users understand what is going on? 
What are they aware of? What information do 
they need?
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Thoughts / Perceptions 
How do users understand what is going on? 
What are they aware of? What information do 
they need?

Feelings & Reaction
How do users feel? What kind of reaction are 
they having to the system?

Actions & Behaviors
What are the users doing? What do they 
perceive that they should be doing? 



Thinking about the systemɎ
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Environment
Where is the system taking place? What 
implications does the environment have on 
users and the system?
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Environment
Where is the system taking place? What 
implications does the environment have on 
users and the system?

Recognition & Response
Does the system identify what the user 
needs? How is the system responding? 

Affordance & Indication
What is the system expecting from users? Is 
the system providing an indication?
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Yellow Bike Project
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