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Quickstart Guide

Time: 120-240 min Group Size: 4-6

Materials: Post-Its, Pens, Large Board

Why?
To truly understand the customer 
experience step-by-step.

1. Select a persona and scenario.
2. Map actions before, during, and 

after the experience.
3. Note touchpoints with your 

business, and what the persona 
says or thinks about them.

4. Track emotions with a curve or 
emojis.

5. Identify moments where the 
experience can be improved, and 
the areas and people responsible.

Adapted from dt-toolbook.com/tools


