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Introduction: The Enterprise Enablement Program

The Enterprise Enablement Program (EEP) bridges the gap between blockchain innovation and 
execution. We provide the expert-led pathway necessary to turn theoretical vision into practical, 
real-world adoption.

● Unlock Opportunities: Build future-ready infrastructure using enterprise-grade 
blockchain solutions.

● Ensure Success: Align leadership to guarantee pilots deliver measurable commercial 
value.

● Charted Path: Follow a predictable flow from foundational education to live pilots.
● Reduced Risk: Use replicable blueprints and vetted partners to accelerate 

implementation.

The exercise in this deck is a vital step in your journey. The curated activities in our toolkit replace 
guesswork with structured adoption, guiding your organization from initial ideation to a 
successful, real-world pilot.
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Customer Journeys help the team truly 
understand the customer experience 
step-by-step by mapping actions before, 
during, and after an interaction.

It is used once a specific persona and 
scenario are selected to identify friction 
points and moments where the current 
experience can be improved.
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Why and When to Use This Exercise

The Customer Journey
Time: 120-240 min Group Size: 4-6
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❏ Pens: Fill in the observed and expected actions of the user but 
also try to write down some actual quotes or thoughts they 
might have. Color-code different emotions at various stages 
and friction points.

❏ Template in A0: This exercise works best if you can capture 
the whole journey on one large, visible sheet, including next 
steps for improvements and the people responsible at the end.

❏ Sticky Notes: For friction points and emotions, it can be useful 
to write them on colored sticky notes to keep them flexible. 
This way, you can easily move them around while discussing 
where exactly in the journey they are most likely to occur.
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Materials You Need

The Customer Journey
Time: 120-240 min Group Size: 4-6
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❏ Adopt an "Outside-In" Perspective: Strictly document actions from the 
user’s viewpoint; focus on their goals and expectations rather than drifting off 
into company-related processes.

❏ Audit for Silo Friction: Use the "Area of Responsibility" section to pinpoint 
where hand-offs between different departments or systems create service 
gaps for the customer.

❏ Identify Thinking-Doing Contradictions: Contrast the "Action" and 
"Thinking" rows to uncover where a user’s physical behavior might mask 
hidden internal anxieties or unmet needs.

❏ Analyze the Hand-off Points: Pay close attention to the transitions between 
"Forwards," "While," and "Afterwards," as these are often where the user’s 
expectations most frequently misalign with the actual experience.
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Best Practices

The Customer Journey
Time: 120-240 min Group Size: 4-6
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1. Select a persona and 
scenario.
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The Customer Journey
Time: 120-240 min Group Size: 4-6
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2. Map actions before, 
during, and after the 
experience.
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The Customer Journey
Time: 120-240 min Group Size: 4-6
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3. Note touchpoints with 
your business, and what 
the persona says or 
thinks about them.
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The Customer Journey
Time: 120-240 min Group Size: 4-6
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4. Track emotions with a 
curve and/or emojis.
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The Customer Journey
Time: 120-240 min Group Size: 4-6
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5. Identify moments 
where the experience can 
be improved, and the 
areas and people 
responsible.
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The Customer Journey
Time: 120-240 min Group Size: 4-6
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Sources and Acknowledgments

The templates within this toolkit leverage established product and design methodologies, including Design Thinking, 
Lean Startup, Design Sprints, and others.

While these frameworks provide the foundation, we have specifically adapted and evolved these tools to address the 
unique features, challenges, and opportunities inherent to blockchain, decentralized technologies, and the Cardano 
ecosystem.

As such, we are sharing our toolkit under a CC BY 4.0 license. Trademark rights (or any other specified IP) of 
the Cardano Foundation are not covered by the CC license.

Support the Creators:

As we have drawn inspiration from the pioneers of collaborative design, we highly encourage you to explore and 
support the creators of some of the original works which helped us in making this toolkit:

● The Design Thinking Playbook & Toolbox (Lewrick, Link, Leifer)
● IBM’s Enterprise Design Thinking Toolkit
● Collaboration by Design (Coullomb, Collingwood-Boots)
● Tools from the Stanford d.school
● The Lean Startup (Eric Ries)
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https://creativecommons.org/licenses/by/4.0/deed.en
https://www.design-thinking-playbook.com/
https://en.dt-toolbook.com/
https://www.ibm.com/training/enterprise-design-thinking/toolkit
https://www.goodreads.com/book/show/38215419-collaboration-by-design
https://dschool.stanford.edu/innovate/tools
https://www.goodreads.com/book/show/10127019-the-lean-startup
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Thank you for using this toolkit!

If you want to learn more about EEP and 
explore collaboration opportunities, please 
visit cardanofoundation.org or write to 
venturehub@cardanofoundation.org.
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