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	Use this resource to move from assumptions to a clearer growth question, a better behavior diagnosis, and a more defensible next action.




What this resource helps you do
This template helps teams review an end-to-end customer journey and identify where the experience is weak, confusing, impersonal, or ineffective. It is built for growth moments such as onboarding, product adoption, retention, reactivation, and service follow-up.
Best used for
• New customer onboarding
• Dormancy or inactivity reduction
• Product adoption and usage growth
• Renewal and retention journeys
• Event attendance and community engagement journeys
Journey definition
	Field
	Response / Notes

	Journey name
	



	Business objective
	



	Customer objective
	



	Target segment
	



	Start point
	



	End point
	



	Primary success metric
	



	Known pain points
	





Stage-by-stage review
	Stage
	Customer action
	Customer question
	Emotion
	Touchpoint
	Friction
	Opportunity

	Awareness
	
	
	
	
	
	

	Consideration
	
	
	
	
	
	

	Action
	
	
	
	
	
	

	Confirmation
	
	
	
	
	
	

	Early use
	
	
	
	
	
	

	Ongoing engagement
	
	
	
	
	
	

	Renewal / retention
	
	
	
	
	
	



Behavioral review prompts
	Area
	Question
	Yes
	Partly
	No / Not sure
	Notes

	Clarity
	Is the next step obvious?
	
	
	
	

	Clarity
	Is the message simple enough?
	
	
	
	

	Clarity
	Does the user know what happens next?
	
	
	
	

	Motivation
	Is the benefit clear?
	
	
	
	

	Motivation
	Does the journey connect to what the user cares about?
	
	
	
	

	Motivation
	Is there a reason to act now?
	
	
	
	

	Trust
	Does the user trust the sender or platform?
	
	
	
	

	Trust
	Are risks or doubts addressed?
	
	
	
	

	Trust
	Are confirmations and proof points visible?
	
	
	
	

	Effort
	Are steps too many or too hard?
	
	
	
	

	Effort
	Is the user asked for too much information?
	
	
	
	

	Effort
	Can the action be completed in the expected context?
	
	
	
	

	Personalization
	Does the journey reflect segment, stage, or prior behavior?
	
	
	
	

	Personalization
	Are irrelevant messages avoided?
	
	
	
	

	Personalization
	Does the experience feel timely?
	
	
	
	



Final summary
	Prompt
	Response

	Biggest journey weakness
	



	Most important friction point
	



	Best quick win
	



	Best personalization opportunity
	



	Experiment to run next
	





	Next step: Use this document as a working resource. For deeper support, Kilele can help diagnose the growth problem, design the intervention, run the experiment, and turn the learning into a repeatable growth system.
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