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Who am I?!

 Enterprise Business Architect at the University of Oregon

 Previously, an IT business analyst in our PMO at the UO

 Earned my Certificate of Capability in Business Analysis (CCBA) in August 2021

 Prosci Certified Change Practitioner (April 2020)

 Let’s connect  LinkedIn Profile: https://www.linkedin.com/in/kelseylunsmann/

 Fun fact! My husband and I have a small alpaca 

farm in Springfield, Oregon.

Hi, I’m Kelsey Lunsmann!

https://www.linkedin.com/in/kelseylunsmann/


is designed to put you in the shoes of 
your "audience" or a specific population to 
build empathy for their individual and 
unique needs

Journey Mapping



Poll Time! What’s your experience level with journey mapping?
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Why & What of 
Journey Mapping



What are journey 
maps?

A visual representation that 
describes an experience from the 
persona's perspective.

• Stages

• Activities

• Interactions

Consider what are they: thinking 
(needs), doing (actions, handoffs), 
feeling (happy, sad, mad).

Why & What of Journey Mapping



Journey Maps & User Personas

Continuous 
Improvement

Step into the 
customer’s shoes

Align efforts

User

Empathetic 
Insight 

Why & What of Journey Mapping



How is 
journey 
mapping 

applicable to 
me as a BA?

NOT A TRADITIONAL TOOL, BUT 
YOU’RE PROBABLY ALREADY DOING 

SOME OF IT

JOURNEY MAPPING CAN BE A TOOL 
TO HELP UNDERSTAND THE CURRENT 

STATE OF A PROCESS AND 
ARTICULATE THE FUTURE STATE 

GAP ANALYSIS

MOMENTS OF TRUTH AND PAIN 
POINTS CAN BE POTENTIAL 

REQUIREMENTS

PERSONAS CAN BE HELPFUL TOOL TO 
UNDERSTAND YOUR STAKEHOLDERS

JOURNEY MAPS CAN HELP CREATE 
USER STORIES FOR TESTING

Why & What of Journey Mapping



Created by Thomas, Tyler, Morgan, 
Manmeet, Joseph, Kim, & ErikWhy & What of Journey Mapping



Journey Maps Can Help Us
• Design equitable 

programs, services, and 
solutions that meet the 
needs of the people we 
serve

• Identify ways to improve 
peoples' experiences 
interacting with our 
services

• Start changing complex 
issues

Why & What of Journey Mapping



Journey Mapping Process Overview
1. Select an Experience to 

Improve

2. Create a User Persona

3. Map the Persona's Journey
4. Analyze the Journey Map 

for Improvement 
Opportunities

5. Implement Improvement 
Opportunities

Why & What of Journey Mapping



How to 
Identify 

Experiences to 
Journey Map

• Alignment with strategic goals
• User retention in process is low
• Most frequently asked questions
• Website user data on what resource pages are 

most often accessed that explain a process
• Where are most errors made
• Process that takes the most time to complete 

with the most steps
• Most expensive processes
• Processes that include manual work and many 

transitions between people

Why & What of Journey Mapping



Persona 
Development 
Overview



User Personas

A fictional profile that represents a group of users 
with similar service needs (also known as "client 
avatar")
• Memorable name, image, role
• Profile: Important background characteristics, 

attributes
• Motivation: Needs, wants, questions, goals
• Immediate Goals: Tasks, services, desired 

outcomes, pain points

Person Development Overview



Example 
Personas & 
Experiences

• Playing at a machine
• Buying a lottery ticket

Lottery 
Players

• Receiving benefits
• Looking for resources

Unemployed 
Citizens

• Healthcare benefits
• Home loanVeterans

• Renewing driver’s license
• Updating/changing address

Community 
Members

Person Development Overview



Creating User Personas

Generate personas via:
• Interviews & focus groups
• Available data about your audience
• Combined experience of people who work with your audience and understand 

their needs

Do:
• Notice commonalities
• Create multiple personas
• Back up fictional personas 

with real data

Don't:
• Get too detailed or off topic
• Make assumptions
• Guess

Person Development Overview



User Persona 
Examples​

Person Development Overview



Person Development Overview



Journey Map 
Overview



What are journey 
maps?

A visual representation that 
describes an experience from the 
persona's perspective.

• Stages

• Activities

• Interactions

Journey Map Overview



Journey Map Overview

VISUAL SAMPLE ONLY!



Journey Map Overview

Link to journey map

https://miro.com/app/board/uXjVMU_vb5w=/?share_link_id=516415991756


EXAMPLE JOURNEY MAPS

Journey Map Overview



EXAMPLE JOURNEY MAPS

Journey Map Overview



Information Gathering 
Methods

• Interviews or focus groups
• Discovery sessions with users
• Observation
• Review of existing information: reports, 

surveys, data, etc.

Journey Map Overview



Journey 
Mapping Tips 
for Success

Slow down and notice the details of each 
step

Minor decisions can make major impact

Consider decision points and choices

Ask what you did, what you were 
thinking, and how you felt

Journey Map Overview



Journey Map 
Exercise



Let’s build our journey map on a 
Miro board

Journey Map Exercise

https://miro.com/app/board/uXjVMU_vb5w=/?share_link_id=224596482745


Analyze the Journey Map for Improvement 
Opportunities

LOOK AT YOUR JOURNEY MAP THROUGH EACH 
OF YOUR PERSONA'S LENSES OR LISTEN TO 

MULTIPLE PEOPLE'S EXPERIENCES THROUGH 
INTERVIEWS OR FOCUS GROUPS

CONSIDER BARRIERS TO REACHING 
THE NEXT STAGE/STEP IN THE 

PROCESS

Journey Map Overview



Implement Improvement Opportunities

This approach is most successful when the 
decision-makers have a strong commitment 
to change

Any implementation strategies chosen 
should have a point-person in charge of 
seeing that change through

Recommendations for improvements 
need to be tangible, actionable, and clear

Journey Map Overview



Keep Going!
• Keep track of additional 

experiences you could journey 
map

• Start a journey map for an 
experience in your area of work

• Share journey mapping resources 
with your team or colleagues

• Engage in continuous 
improvement strategies



Q&A



Resources

• Using Customer Journey Maps to Improve Customer Experience (Harvard Business Review)

• Customer Journey Map: What is Customer Journey Mapping & Why is it Imporant? (Salesforce)

• Customer Journey Maps (Interaction Design Foundation)

• Miro (Tool & Templates)

https://hbr.org/2010/11/using-customer-journey-maps-to
https://www.salesforce.com/uk/blog/2016/03/customer-journey-mapping-explained.html
https://www.interaction-design.org/literature/topics/customer-journey-map
https://miro.com/
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