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Journey mapping worksheet
The planning document before interviews begin — scope the journey, segments, questions, and logistics in one place.
How to use this worksheet: Duplicate this doc for each journey study (File → Make a copy) and complete it before you recruit or interview. Once it’s filled in, it pairs directly with the Customer Journey Interview Guide.
Study overview
The essentials — what this study is and who owns it.
	Study name
	[ add study name ]

	Owner
	[ add owner ]

	Business goal
	[ add business goal ]

	Timeline
	[ add timeline ]



Research objective
What customer journey are we trying to understand?
Examples:
· New user onboarding
· Trial to paid conversion
· Renewal experience
Customer segments
Who you’re studying — the personas and firmographics that define this journey.
	Primary Persona
	[ add primary persona ]

	Secondary Persona
	[ add secondary persona ]

	Customer Size
	[ add customer size ]

	Industry
	[ add industry ]

	Lifecycle Stage
	[ add lifecycle stage ]


Journey stages
The end-to-end stages you’ll map, from first touch through renewal.
· Discovery
· Evaluation
· Purchase
· Onboarding
· Adoption
· Expansion
· Renewal
Research questions
What do we need to learn at each stage?
Note the key questions to answer for every stage of the journey.
	Discovery
	 

	Evaluation
	 

	Purchase
	 

	Onboarding
	 

	Adoption
	 

	Expansion
	 

	Renewal
	 


Success metrics
How you’ll measure whether the journey is working.
· Time-to-value
· Activation rate
· Customer satisfaction
· Drop-off rate
· NPS
· Retention
Recruitment plan
Who you’ll talk to and how you’ll reach them.
	Target interviews
	[ add target interviews ]

	Recruitment source
	[ add recruitment source ]

	Compensation
	[ add compensation ]

	Timeline
	[ add timeline ]


Interview logistics
The operational details that keep sessions running smoothly.
	Moderator
	[ add moderator ]

	Observer
	[ add observer ]

	Recording
	[ add recording ]

	Interview length
	[ add interview length ]


Risks
Anticipate what could skew results — note how you’ll mitigate each.
· Recruitment bias
· Missing customer segments
· Small sample size
· Leading questions
Next steps
What happens after the interviews wrap.
· Synthesis
· Journey mapping workshop
· Recommendations
· Stakeholder readout
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