customer journey mapping consultants

customer journey mapping consultants play a crucial role in helping businesses understand and enhance the
experience of their customers across multiple touchpoints. These experts specialize in analyzing customer
behaviors, identifying pain points, and designing seamless journeys that improve satisfaction and loyalty.
By leveraging data-driven insights and strategic frameworks, customer journey mapping consultants
enable companies to align their marketing, sales, and support functions effectively. This article explores the
importance of these consultants, the methodologies they use, and how businesses can benefit from their
expertise. Additionally, it covers the key skills required for these professionals and tips on selecting the
right consultant to maximize impact. The following sections guide readers through a comprehensive

understanding of customer journey mapping consultants and their value in today’s competitive market.

Understanding Customer Journey Mapping Consultants

Key Benefits of Hiring Customer Journey Mapping Consultants

Core Methodologies Used by Customer Journey Mapping Consultants

Essential Skills and Expertise of Customer Journey Mapping Consultants

How to Choose the Right Customer Journey Mapping Consultant

Understanding Customer Journey Mapping Consultants

Customer journey mapping consultants are specialized professionals who focus on visualizing and
improving the pathway customers take from initial awareness to post-purchase experience. Their primary
objective is to create a comprehensive map that highlights every interaction a customer has with a brand.
This map helps organizations understand customer motivations, emotions, and expectations at different
stages. By doing so, consultants identify gaps and friction points that may hinder customer satisfaction or

conversion rates.

These consultants often work cross-functionally with marketing, product development, customer service,
and sales teams to ensure alignment in delivering a consistent and positive customer experience. They
utilize qualitative and quantitative data to inform their strategies, combining customer feedback, analytics,
and market research. The insights gained allow businesses to tailor their offerings and communication

strategies to meet evolving customer needs effectively.



Role and Responsibilities

The role of customer journey mapping consultants extends beyond just creating visual maps. They are
responsible for facilitating workshops, conducting customer interviews, analyzing data, and presenting

actionable recommendations. Their work involves:

Identifying customer personas and segments

e Mapping customer touchpoints and channels

Analyzing customer emotions and pain points

¢ Recommending improvements to processes and technology

Supporting implementation of journey enhancements

Industries That Benefit from Their Expertise

Various industries can leverage the skills of customer journey mapping consultants, including retail,
financial services, healthcare, technology, and hospitality. Any business that relies on building long-term
relationships with customers finds journey mapping invaluable for optimizing customer engagement and

retention.

Key Benefits of Hiring Customer Journey Mapping Consultants

Engaging customer journey mapping consultants offers multiple strategic advantages to organizations
seeking to improve customer experience and drive growth. Their expertise helps businesses gain a deeper

understanding of customer behavior, which leads to more informed decision-making.

Improved Customer Experience

By uncovering pain points and moments of delight within the customer journey, consultants enable
companies to enhance interactions, reduce friction, and create a seamless experience. This often translates to

higher customer satisfaction and loyalty.



Increased Conversion and Retention Rates

Optimized customer journeys lead to improved conversion rates as prospects encounter fewer obstacles
during their buying process. Additionally, better post-purchase experiences encourage repeat business and

customer retention.

Alignment Across Teams

Customer journey mapping consultants help break down silos by fostering collaboration among
departments. When marketing, sales, and customer service teams share a unified understanding of the

customer journey, they can work together more effectively to achieve business goals.

Data-Driven Insights for Strategic Planning

Consultants utilize analytics and customer feedback to provide actionable insights that guide strategy
development. Organizations can prioritize initiatives based on evidence rather than assumptions, ensuring

resources are allocated for maximum impact.

Core Methodologies Used by Customer Journey Mapping
Consultants

Customer journey mapping consultants employ a variety of methodologies and tools to create accurate and
actionable customer journey maps. These approaches combine research, analysis, and visualization

techniques tailored to each client’s unique needs.

Customer Persona Development

Creating detailed customer personas is a foundational step. These personas represent typical users with
specific needs, preferences, and behaviors. Personas help consultants focus on relevant customer segments

and personalize journey maps accordingly.

Touchpoint Analysis

Consultants identify and evaluate all customer touchpoints—points of interaction such as websites, call
centers, social media, or physical stores. Understanding the effectiveness and emotional impact of each

touchpoint is critical for mapping the overall journey.



Journey Mapping Workshops

Facilitated workshops involving stakeholders gather diverse perspectives and foster collective insight.
These sessions often include brainstorming, role-playing, and mapping exercises to visualize customer

experiences collaboratively.

Data Collection and Analysis

Quantitative data from analytics platforms and qualitative data from surveys or interviews are analyzed to
validate assumptions and highlight trends. This data-driven approach ensures that journey maps reflect

actual customer behaviors and sentiments.

Visualization Tools and Software

Advanced software tools are used to create interactive and dynamic journey maps. These tools enable easy

updates and sharing across teams, enhancing communication and ongoing journey optimization.

Essential Skills and Expertise of Customer Journey Mapping

Consultants

Successful customer journey mapping consultants possess a diverse skill set that combines analytical abilities,
communication prowess, and strategic thinking. Their expertise enables them to translate complex

customer data into clear, actionable insights.

Analytical and Research Skills

Consultants must be adept at gathering and analyzing both qualitative and quantitative data. Proficiency in

market research, data analytics, and customer feedback interpretation is essential.

Customer Experience Knowledge

A deep understanding of customer experience principles and best practices allows consultants to design

effective journeys that meet or exceed customer expectations.



Communication and Facilitation

Strong communication skills help consultants engage stakeholders and lead workshops effectively. They

must translate technical findings into understandable recommendations for diverse audiences.

Project Management

Managing multiple tasks, timelines, and stakeholder inputs requires excellent project management
capabilities. Consultants ensure that journey mapping initiatives stay on track and deliver measurable

results.

Technical Proficiency

Familiarity with journey mapping software, CRM systems, and digital analytics platforms supports the

creation and implementation of detailed journey maps.

How to Choose the Right Customer Journey Mapping Consultant

Selecting the appropriate customer journey mapping consultant is critical for achieving desired outcomes.
Several factors should be considered to ensure a good fit between the consultant’s expertise and the

organization’s needs.

Experience and Industry Knowledge

Look for consultants with proven experience in your industry or similar business contexts. Industry-

specific knowledge can accelerate understanding and increase the relevance of recommendations.

Methodological Approach

Evaluate the consultant’s methodologies to ensure they align with your company’s goals and culture.

Transparency in processes and adaptability to your requirements are important.

Client References and Case Studies

Reviewing past client successes and case studies provides insight into the consultant’s effectiveness and

approach. Positive testimonials and measurable results are strong indicators of capability.



Collaboration and Communication Style

Effective collaboration is essential. Choose a consultant who communicates clearly, listens attentively, and

fosters a cooperative working relationship with your team.

Cost and Value

Consider the balance between cost and value delivered. The most expensive consultant is not always the
best fit; prioritize those who demonstrate the ability to deliver impactful, data-driven results within your

budget.

1. Define your objectives and scope before engaging a consultant.

2. Request detailed proposals outlining methodologies and deliverables.
3. Conduct interviews or meetings to assess rapport and understanding.
4. Check references and verify credentials.

5. Agree on clear metrics for measuring success post-engagement.

Frequently Asked Questions

What is a customer journey mapping consultant?

A customer journey mapping consultant is a professional who helps businesses visualize and understand the
complete experience a customer has with their brand, identifying key touchpoints and pain points to

improve overall customer satisfaction and engagement.

Why should businesses hire a customer journey mapping consultant?

Businesses should hire a customer journey mapping consultant to gain expert insights into customer
behavior, streamline the buying process, enhance customer experience, and ultimately increase customer

loyalty and revenue through data-driven improvements.

‘What industries benefit most from customer journey mapping



consultants?

Industries such as retail, healthcare, finance, telecommunications, and e-commerce benefit significantly
from customer journey mapping consultants, as they often have complex customer interactions that require

optimization for better service and retention.

What are the key deliverables from a customer journey mapping
consultant?

Key deliverables typically include detailed customer journey maps, persona development, touchpoint
analysis, pain point identification, strategic recommendations, and actionable insights to improve customer

experience.

How do customer journey mapping consultants gather data?

They gather data through various methods including customer interviews, surveys, analytics tools, user
feedback, sales data, and sometimes direct observation of customer interactions to build an accurate and

comprehensive journey map.

‘What skills should a customer journey mapping consultant possess?

They should have skills in data analysis, UX/UI design, customer experience strategy, communication,

empathy, project management, and proficiency with mapping tools and software.

How long does a typical customer journey mapping project take?

A typical project can take anywhere from a few weeks to several months depending on the complexity of

the business, the scope of customer interactions, and the depth of analysis required.

Additional Resources

1. Mapping Experiences: A Complete Guide to Customer Alignment Through Journeys, Blueprints, and
Diagrams

This comprehensive book by Jim Kalbach dives deep into the art and science of journey mapping. It offers
practical frameworks and tools for understanding customer experiences and aligning organizational efforts.
Consultants will find valuable techniques for creating visual maps that reveal pain points and opportunities

for improvement.

2. Customer Journey Mapping For Dummies
A beginner-friendly guide that breaks down the essentials of customer journey mapping. It covers how to
gather customer insights, identify touchpoints, and create actionable maps. This book is ideal for consultants

seeking foundational knowledge to help clients enhance their customer experience strategies.



3. Outside In: The Power of Putting Customers at the Center of Your Business
By Harley Manning and Kerry Bodine, this book emphasizes the importance of customer-centric thinking.
It explores how journey mapping can transform customer experiences and drive business results.

Consultants will gain insights into aligning internal processes with customer expectations.

4. Customer Experience 3.0: High-Profit Strategies in the Age of Techno Service
John A. Goodman provides practical advice on leveraging technology and journey mapping to improve
customer experiences. The book includes case studies and strategies for consultants to help organizations

design seamless, profitable customer journeys.

5. Service Design for Business: A Practical Guide to Optimizing the Customer Experience

Ben Reason and Lavrans Levlie introduce service design principles that complement journey mapping.
This book guides consultants on integrating customer insights with business strategy to create effective
service experiences. It’s a valuable resource for mapping customer journeys in complex service

environments.

6. Customer Journey Mapping: A Step-by-Step Guide to Creating Better Customer Experiences
This guide offers a clear, structured approach to journey mapping. It covers every phase from research to
implementation, making it perfect for consultants who want to standardize their methodology. Readers

learn how to identify customer emotions and improve touchpoints effectively.

7. Designing for the Digital Age: How to Create Human-Centered Products and Services
Kim Goodwin’s book focuses on user-centered design, which is essential for meaningful journey mapping.
It provides frameworks and techniques for understanding customer needs and behaviors. Consultants can

apply these insights to craft digital and physical experiences that resonate with users.

8. The Power of Customer Experience: How to Use Customer-centricity to Drive Sales and Profitability
Martin Newman discusses the strategic role of customer experience in business success. The book explains
how journey mapping helps organizations become more customer-centric. Consultants will find actionable

ideas to help clients increase loyalty and revenue.

9. Customer-Centered Growth: 5 Strategies for Building Competitive Advantage
This book by Peter Fader focuses on leveraging customer insights for business growth. It highlights
journey mapping as a tool to understand and anticipate customer needs. Consultants can use this resource to

align marketing and service efforts with customer lifetime value.
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customer journey mapping consultants: Introduction to Management Consulting Cybellium
Ltd, 2024-10-26 Designed for professionals, students, and enthusiasts alike, our comprehensive
books empower you to stay ahead in a rapidly evolving digital world. * Expert Insights: Our books
provide deep, actionable insights that bridge the gap between theory and practical application. *
Up-to-Date Content: Stay current with the latest advancements, trends, and best practices in IT, Al,
Cybersecurity, Business, Economics and Science. Each guide is regularly updated to reflect the
newest developments and challenges. * Comprehensive Coverage: Whether you're a beginner or an
advanced learner, Cybellium books cover a wide range of topics, from foundational principles to
specialized knowledge, tailored to your level of expertise. Become part of a global network of
learners and professionals who trust Cybellium to guide their educational journey.
www.cybellium.com

customer journey mapping consultants: Digital Transformation of the Consulting
Industry Volker Nissen, 2017-12-28 This book discusses the opportunities and conditions that
digital technology provides to extend, innovate and differentiate the services offered by consulting
companies. It introduces suitable artefacts like web-based consulting platforms, consulting
applications, semantic technologies and tools for data mining and collaboration. Furthermore it
examines concepts to evaluate the virtualization of consulting processes and showcases how
solutions can be developed to blend traditional and digital consulting models. Presenting
state-of-the-art research and providing a comprehensive overview of the methods and techniques
needed for digital transformation in the consulting industry, the book serves as both a guide and a
roadmap for innovative consulting companies.

customer journey mapping consultants: Consulting Techniques for Digital Transformation Dr
Greg Timbrell and Dr Elizabeth Valentine, 2024-10-31 Organizations of every type and size are
transforming their business approaches, online presence, use of technology and use of data to
remain relevant, to deliver products and services, and to compete in a digital world. This second
edition practice guide steps Business Analysts and Information Systems Consulting practitioners and
scholars through every phase of the project and engagement lifecycles. It is competency based
(aligned with SFIA 9 and BABOK) offering tools, tips and templates to ensure that every step of the
process is optimized. You'll be able to plan for and deliver: meetings that get results, presentations
focused on eliciting the feedback and information you need to add value to your client or
organization, research-based findings that help check for root causes and innovation, write and
present professional quality, work-winning reports, business cases and proposals. This book is based
on both the long-term consulting and analyst experience as well as scholarly research of Dr Greg
Timbrell and Dr Elizabeth Valentine.

customer journey mapping consultants: CX That Sings: An Introduction to Customer Journey
Mapping Jennifer L. Clinehens , 2019-01-15 4.5/5 star rating on Goodreads - Includes FREE access
to online resources with large, full-color downloadable images of all example Journey Maps and
Personas - All content from the example Journey Maps and Personas is also included in the text,
making it easy to see, read, and highlight important passages - Includes access to FREE video
companion course launching July 6th on CXThatSings.com Do you know what makes your customers
tick? This book lays out, in actionable detail, the process of creating a Customer Journey Map - a
visual story about how people experience your brand. A bridge between your business and its
buyers, Journey Maps can empower your team to understand customer motivations, fears, and
challenges. CX That Sings will guide you, step-by-step, through the mapping process. You’ll finish
feeling ready to engage stakeholders and design a Customer Journey Map that makes an impact. In
CX That Sings, you'll discover: - Actionable advice, checklists, and tactics that will make you
confident to start journey mapping right away - Customer Journey Map Examples including
eCommerce, Mixed Retail and Fast-Casual Dining - How to create user and customer personas, with
examples, and a “how-to guide” for creating supporting user and customer personas - Free bonus
material, including customer experience case studies - Free access to online resources What readers



are saying: Very clear with lots of useful online resources. This is a great step by step guide that
anyone can follow with some really solid logic behind why each element is important. About the
Author Jennifer Clinehens is currently Head of Experience at a major global experience agency and
holds a Master's degree in Brand Management as well as an MBA from Emory University's Goizueta
School. Ms. Clinehens has client-side and consulting experience working for brands like AT&T,
McDonald's, Adidas, and more, she's helped shape customer experiences across the globe. A
recognized authority in marketing and customer experience, she is also the author of Choice
Hacking: How to use psychology and behavioral science to create an experience that sings. You can
find more information about this book, additional materials, and supporting resources at
CXThatSings.com

customer journey mapping consultants: Management Consultancy Peter Cross, 2025-07-31
Many professionals are now working on a consultancy basis. Management Consultancy: How to Win
is a practical guide for both those new to consultancy and experienced consultants seeking formal
accreditation. The reader journeys through every stage of a consultancy operation, discovering what
commonly needs to be achieved at each one. Every stage is supported by tables, charts, tips, and
tools, which the reader may adopt or adapt to their needs. It also delves into the emerging trends in
consultancy and its markets, ensuring the reader is up to date and in tune with the industry. Yet
theory will only take you so far. A key element of the book is learning from consultancy engagements
and the problems common to all consultants, irrespective of the location or culture in which they
work. The reader learns from real-life situations faced by consultancies from the largest
international names to solopreneurs. This is an essential guide for aspiring, junior, and mid-level
career consultants, including those aiming to become Certified Management Consultants or gain the
UK’s Chartered Management Consultant status or equivalents elsewhere. Those on executive
education programmes or studying business and management at the postgraduate levels will also
value its deft mixture of theory and practice.

customer journey mapping consultants: Transform Customer Experience Isabella Villani,
2019-01-18 Your customers are your future. Smartphones, social media and the internet have given
customers access to more information than ever before. If your business fails them, they will switch
to your competitor and never return. So how do you keep them? By mapping their journeys,
identifying potential hazards and reshaping your business with customer experience (CX) at its
heart. From services to products, online to in-person, small-scale to multinational, your customers’
loyalty depends on how you interact with them. Transform Customer Experience is your ultimate
guide to putting your customer first. Author and CX expert Isabella Villani shows how you can
implement a customer strategy from planning to execution. Transform Customer Experience offers
real-life insights into effective strategies for developing and implementing Customer Experience
(CX) programs in a range of corporate, governmental and non-profit environments. * Shows you how
to address dimensions of diversity in the customer base ¢ Outlines customer journey mapping
Discusses the implications of customers’ omnichannel engagement ¢ Addresses the importance of
positive employee experience in establishing a supportive CX culture. Transform Customer
Experience explains why you need to embed customer experience in your organisation and shows
you how to do it.

customer journey mapping consultants: Information Systems Consulting Dr Greg Timbrell
and Dr Elizabeth Valentine, 2023-07-02 The 2023 edition extends its application to Business Analysts
as well as IS Consultants. This edition has more tips and practical techniques- including a Planning
Canvas to improve the quality of the consulting proposal through targeted preparation. Readers will
find this version very user friendly and can anticipate more professional proposals with competitive
edge.

customer journey mapping consultants: The utilization of customer journey mapping in
the automotive industry Tobias Staudt, 2014-11-24 Seminar paper from the year 2014 in the
subject Business economics - Offline Marketing and Online Marketing, grade: 1,2, HHL Leipzig
Graduate School of Management, course: Service Retail and Marketing, language: English, abstract:



Commoditized products and volatile market environments frame the setting that companies are
facing today. Thereby, the importance of differentiation as key to company’s growth is more relevant
than ever. It is widely assumed that differentiation often refers to products or market positions.
However, more recently, the concept of Experience Based Differentiation (EBD) emerged as an idea
for companies to build sustainable relations and loyalty by delivering a superior, differentiated
experience to customers. Managers have become increasingly aware that customers are their most
valuable assets. However, pure Customer Relationship Management (CRM) is not sufficient
anymore. Thus, Customer Experience Management (CEM) takes CRM to the next level by
integrating customer experience (CEx) and emotions during interactions into consideration (Fatma
2014). Tracing the considerably increasing number of customer touch points and derive so called
customer journey maps, helps companies to understand the broader reasons of performance gaps
and thus address root causes. A recent study by McKinsey & Company (2013) revealed that
companies that are able to map and optimize relevant customer journeys reinforce superior CEx,
reduce churn and increase revenue, and, as a result, built sustainable relationships. In addition,
greater employee satisfaction and an increased effectiveness of cross-functional collaborations have
been observed. However, most companies fail to strategically align and manage the CEx across all
touch points and miss a great opportunity to differentiate. This gives relevance to a study on the
potential of Customer Journey Mapping (CJM), as a way for the marketing management to
understand CEx during all interactions. In the process of the present work, the concepts of
Customer Experience (CEx), Customer Experience Management (CEM), Customer Journeys (C]J), as
well as Customer Journey Mapping (CJM) are important. Therefore, the basic idea of these concepts
will be characterized and explained in this sub-chapter. The terms CEx and CEM have been
introduced to the marketing management several years ago and have its roots in the concepts of
service quality and customer service, which evolved during the eighties and nineties (Drotskiie,
2009, p. 363). Today, a common understanding of the frequently cited concept of CEx is “the user’s
interpretation of his or her total interaction

customer journey mapping consultants: Market Intelligence Fouad Sabry, 2024-01-24
What is Market Intelligence Market intelligence (MI) refers to the process of collecting and
analyzing information that is pertinent to a company's market, including trends, monitoring of
competitors, and monitoring of customers. It is a subtype of competitive intelligence (CI), which
refers to the data and information that is gathered by businesses in order to provide continual
insight into market trends such as the values and preferences of customers and competitors. How
you will benefit (I) Insights, and validations about the following topics: Chapter 1: Market
intelligence Chapter 2: Customer relationship management Chapter 3: Supply chain management
Chapter 4: Business intelligence Chapter 5: Strategic management Chapter 6: Marketing
management Chapter 7: Competitive advantage Chapter 8: SWOT analysis Chapter 9: Marketing
strategy Chapter 10: Business performance management Chapter 11: Marketing communications
Chapter 12: Customer service Chapter 13: Business analyst Chapter 14: Competitive intelligence
Chapter 15: Segmenting-targeting-positioning Chapter 16: Strategic communication Chapter 17:
Market research Chapter 18: Market environment Chapter 19: Customer experience Chapter 20:
Social media measurement Chapter 21: Market orientation (II) Answering the public top questions
about market intelligence. (III) Real world examples for the usage of market intelligence in many
fields. Who this book is for Professionals, undergraduate and graduate students, enthusiasts,
hobbyists, and those who want to go beyond basic knowledge or information for any kind of Market
Intelligence.

customer journey mapping consultants: Design Thinking in Consulting Mohan Kancharla,
2021-06-01 Consulting is an Art, not a Science - Design on the other hand is beyond Art; it’s about
pragmatic compromise, not perfection. Design Thinking in literal terms means thinking as a designer
would. Design Thinking as a method is empirical in the sense that it is both experimental and
experiential. However, like all methods, it’s not what it is but what you do with it that counts! Design
Thinking is an approach to innovation that is powerful, effective and broadly accessible, which can



be integrated into all aspects of products, services, business and society. Design Thinking in
Consulting is structured in three parts along the lines of Roger Martin’s ‘Knowledge Funnel’ moving
from Mystery to Heuristic to Algorithm. Part I | Consulting Overview of Consulting with a specific
focus on Consulting Spectrum and Consulting Cycle for the purpose of this book - The Mystery. Part
IT | Design Thinking Introduction to Design Thinking, the various schools of thought, approaches,
tools and techniques analyzed and articulated as a matrix of Principles vs Practices for the purpose
of this book - The Heuristic. Part III | Design Thinking in Consulting In separate chapters for each of
the Consulting Phases, the above Design Thinking Principles and Practices are evaluated to be fit for
purpose and further extrapolated to relevant segments of the Consulting Spectrum for the purpose
of this book - The Algorithm.

customer journey mapping consultants: Mapping Experiences Jim Kalbach, 2016-04-25 If
you want to create products and services that provide real value, you should first identify
touchpoints--areas where business and customer needs intersect. This practical book shows you
how. Using various mapping techniques from UX design, you'll learn how to turn customer
observations into actionable insight for product design. Author Jim Kalbach, Principal UX Designer
with Citrix, introduces you to the principles behind alignment diagrams--a class of deliverable also
known as experience mapping--using several examples. You'll learn how to visually map your
existing customer experience, based on user research, and demonstrate how and where customer
perspectives intersect with business goals. Using alignment diagrams, you'll not only be able to
orchestrate business-customer touchpoints, but also gain stakeholder support for a product or
service that provides value to both your business and your customers. This book is ideal for product
managers, marketers, customer experience professionals, and designers.

customer journey mapping consultants: Mapping Experiences James Kalbach, 2020-11-23
Customers who have inconsistent experiences with products and services are understandably
frustrated. But it's worse for organizations that can't pinpoint the causes of these problems because
they're too focused on processes. This updated book shows your team how to use alignment
diagrams to turn valuable customer observations into actionable insight. With this powerful
technique, you can visually map existing customer experience and envision future solutions.
Designers, product and brand managers, marketing specialists, and business owners will discover
how experience diagramming helps you determine where business goals and customer perspectives
intersect. Armed with this insight, you can provide the people you serve with real value. Mapping
experiences isn't just about product and service design; it's about understanding the human
condition. Emphasize recent changes in business using the latest mapping techniques Create
diagrams that account for multichannel experiences as well as ecosystem design Understand how
facilitation is increasingly becoming part of mapping efforts, shifting the focus from a deliverable to
actionability Explore ways to apply mapping of all kinds to noncommercial settings, such as helping
victims of domestic violence

customer journey mapping consultants: Candidate Experience Kevin W. Grossman, Adela
Schoolderman, 2022-06-03 Written for HR professionals and all those responsible for talent
acquisition, this evidence-based guide explains what candidate experience is, why it matters and
how it impacts the bottom line. Candidate Experience discusses why talent acquisition is more than
just recruitment and provides expert guidance on all the key phases of the experience: attraction,
application, interviewing, offer and onboarding. There is clear explanation of how to use data,
metrics and KPIs to track and measure candidate experience as well as essential coverage of how to
excel at recruitment in a post-Covid world from remote interviewing to surge hiring and identifying
the new skills a company needs to thrive. This book takes a strategic approach to candidate
experience and offers advice on how to deal with business resistance whether this is due to cost,
time, regulation or perceived value. Supported by insights from more than 10 years of research in
the area from over 1,200 companies and over 1.25 million candidates, practical tools such as a
business impact calculator and case studies from organizations including AT&T, Walgreens and
Deluxe, this is essential reading for all those responsible for acquiring and engaging the talent the



business needs to succeed.

customer journey mapping consultants: Experience Economy Fouad Sabry, 2024-02-03
What is Experience Economy An economy based on the sale of remarkable experiences to consumers
is known as an experience economy. In 1998, B. Joseph Pine II and James H. Gilmore published an
article in which they employed the phrase for the first time. In the article, they discussed the
subsequent economy that followed the agrarian economy, the industrial economy, and the most
current service economy. How you will benefit (I) Insights, and validations about the following
topics: Chapter 1: Experience Economy Chapter 2: Consumer Chapter 3: Tertiary sector of the
economy Chapter 4: Consumerism Chapter 5: Future Shock Chapter 6: Service (economics) Chapter
7: Information good Chapter 8: Brand management Chapter 9: Commodity fetishism Chapter 10:
Service economy Chapter 11: Use value Chapter 12: Prosumer Chapter 13: Engagement marketing
Chapter 14: Value proposition Chapter 15: Customer experience Chapter 16: Experience
management Chapter 17: Hedonic music consumption model Chapter 18: Employee experience
design Chapter 19: Massification Chapter 20: Consumer value Chapter 21: SEC classification of
goods and services (II) Answering the public top questions about experience economy. (III) Real
world examples for the usage of experience economy in many fields. Who this book is for
Professionals, undergraduate and graduate students, enthusiasts, hobbyists, and those who want to
go beyond basic knowledge or information for any kind of Experience Economy.

customer journey mapping consultants: An Introduction to Business & Management
Consultancy Marc Baaij, 2025-02-07 This textbook provides a clear and concise introduction to
business and management consultancy. It will help you understand practices and techniques to hire
and to implement business and management consultancy, giving you the essentials for success in
your studies and later industries when working with - and not just for - consultancy firms. Built
around learning objectives and providing engaging, real-life examples, this text empowers the
reader to understand the ‘what’, ‘how’, ‘when’ and ‘why’ at macro and micro levels of business and
management consultancy. As well as full courses on business and management consultancy, this
textbook will be invaluable to your management knowledge and skill set across strategy, change,
analytics, solution implementation and decision-making as applied by the world’s top management
consultancy firms. It also includes a guide to McKinsey problem-solving methods. Dr Marc G. Baaij is
Associate Professor of Strategic Management at the Rotterdam School of Management (RSM),
Erasmus University Rotterdam.

customer journey mapping consultants: CUSTOMER CENTRICITY DERRICK SEKIZIYIVU,
2025-07-12 In today’s crowded marketplace, the brands that win aren’t just the ones with the best
products—they're the ones that make people feel seen, valued, and remembered. CUSTOMER
CENTRICITY is your roadmap to building a business that customers don’t just buy from—but return
to, rave about, and recommend. This isn’t about gimmicks or quick wins—it’s about designing an
ecosystem where every touchpoint, interaction, and experience revolves around one goal: delivering
exceptional value from the customer’s perspective. Whether you lead a fast-growing startup, an
established business, or a service-based organization, this book equips you with the tools to build
trust, emotional connection, and fierce loyalty. In this practical guide, you'll learn how to: Design
customer journeys that turn first-time buyers into lifelong fans Create emotional engagement that
drives retention and advocacy Identify and eliminate friction points across your customer experience
Train your team to think and act with a customer-first mindset Measure what matters: loyalty,
satisfaction, and true customer lifetime value Build systems that deliver consistency,
personalization, and delight at scale With real-world examples, actionable frameworks, and timeless
principles, CUSTOMER CENTRICITY shows you how to rise above the noise and make your business
unforgettable in the hearts and minds of your customers. If you're ready to build a brand people
love—and stay loyal to—this book will show you how.

customer journey mapping consultants: Efficiency of Customer Journey Mapping Based
on Online User Experience in the Online Booking Industry Silvia Baruah, 2020

customer journey mapping consultants: Customer Experience C. Shaw, Q. Dibeehi, S.



Walden, 2010-09-09 Customer Experience is now the key differentiator as consumers and businesses
alike decide among competing brands. The authors explore growing trends in Experience
Psychology, Social Media and Neuroscience and their impact on Customer Experience that
businesses need to understand to gain preference, loyalty and market share.

customer journey mapping consultants: Human Performance Improvement William ]J.
Rothwell, Carolyn K. Hohne, Stephen B. King, 2018-01-31 Organizations are under pressure to build
and sustain competitive advantage with and through people. For that reason, managers continue to
demand results from workers and look for as many ways as possible to increase productivity and
decrease the costs of doing business. Human performance improvement (HPI) is a systematic
approach to securing better performance from people. This book provides a thorough overview of
the theory and practice of HPI, looking at the long-term action plan and specific interventions that
can improve productivity and address performance problems. This new edition provides up-to-date
references and sources, examines the manager’s role in HPI in more detail than previous editions,
and explores how to build on human performance improvement strengths and opportunities. Written
by a group of highly respected authors in the field, this book will show you how to discover and
analyze performance gaps, plan for future improvements in human performance, and design and
develop cost-effective interventions to close performance gaps. HPI is not a tool reserved exclusively
for training and development practitioners, human resource specialists, or external consultants.
Almost anyone can use it, including managers, supervisors, and even employees, making this book
vital reading for anyone looking to improve human performance.

customer journey mapping consultants: International Perspectives on Improving Student
Engagement Enakshi Sengupta, Patrick Blessinger, Milton D. Cox, 2020-08-26 As the role and
practices of the academic library are evolving, so too is the relationship between the library and
other areas of the university. This volume explores the library’s relationship with students, including
the library-based learner, creating engaging classroom experiences, the library as an extension of
the classroom, and more.
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