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We completed another energetic customer journey mapping workshop recently. So many of my
clients want to utilize this process to convert volumes of research or institutional knowledge into a
concise, yet visually compelling story that benefits their business.

Once the journey map is created, stakeholders across many levels of an organization can easily
understand customers’ pain points.  

You might think it seems simple to document the customer’s steps through the company’s process.
But it’s not. Following are the top three mistakes companies make when trying to map a customer’s
journey.

Unclear Persona  
When you can’t clearly define the customer you’re targeting, you won’t get the level of detail needed
to help you correct the customer’s pain point.Go as deep as you can to define the persona.

For example, does the persona prefer a phone call over email to communicate with your
organization? This small detail can make a big difference in your ability to meet that person’s needs
and successfully address any issues they may experience.

Undefined Journey Beginning and Ending Points
Before jumping into the customer’s journey, you should clearly establish a beginning and ending
point for this journey.

Most of my clients choose to map a certain point of interaction with their client versus mapping the
customer’s full lifecycle. This more targeted approach will identify many short-term tactical areas for
improvements, such as behavioral changes and process changes, and long-term opportunities for
change, such as technology enhancements. 

An example of a clearly defined point in a customer’s journey could be limited to the account-
opening process versus the full journey of product selection.

In this example, in order to focus on the first transaction conducted with the product following the
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account opening, we would exclude the marketing material received before the customer selected
the product and the related product-selection decision-making process. Mapping this specific
customer journey allows us to identify opportunities to interact with the customer in the first 30, 60
and 90 days from account opening. These milestones are some of the most critical interactions to
build customer loyalty.

Not Thinking Like the Customer 
It‘s hard to think like the customer because no one thinks more like the customer than the actual
customer! The challenge here is you may find yourself thinking about all the internal processes
required to meet the customer’s needs or of all the system limitations within your organization. But
you need to realize, none of this matters to the customer. They simply want their request fulfilled or
their problem solved

The customer journey mapping process is an extremely valuable visualization tool. 

It brings customer needs and emotions to light by guiding stakeholders through the entire series of
interactions a customer has with your company, and helps you to pinpoint areas for improvement.
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Disclaimer and Copyright

This Document is prepared by Crisil Coalition Greenwich, which is a part of Crisil Ltd, a company of
S&P Global. All rights reserved. This Document may contain analysis of commercial data relating to
revenues, productivity and headcount of financial services organisations (together with any other
commercial information set out in the Document). The Document may also include statements,
estimates and projections with respect to the anticipated future performance of certain companies
and as to the market for those companies’ products and services.

The Document does not constitute (or purport to constitute) an accurate or complete representation
of past or future activities of the businesses or companies considered in it but rather is designed to
only highlight the trends. This Document is not (and does not purport to be) a comprehensive
Document on the financial state of any business or company. The Document represents the views of
Crisil Coalition Greenwich as on the date of the Document and Crisil Coalition Greenwich has no
obligation to update or change it in the light of new or additional information or changed
circumstances after submission of the Document.

This Document is not (and does not purport to be) a credit assessment or investment advice and
should not form basis of any lending, investment or credit decision. This Document does not
constitute nor form part of an offer or invitation to subscribe for, underwrite or purchase securities
in any company. Nor should this Document, or any part of it, form the basis to be relied upon in any
way in connection with any contract relating to any securities. The Document is not an investment
analysis or research and is not subject to regulatory or legal obligations on the production of, or
content of, investment analysis or research.

The data contained in the Document is based upon a particular bank’s scope, which reflects a bank’s
data submission, business structure, and sales revenue Reporting methodology. As a result, any data
contained in the Document may not be directly comparable to data presented to another bank. For
franchise benchmarking, Crisil Coalition Greenwich has implemented equal ranking logic on
aggregate results i.e., when sales revenues are within 5% of at least one competitor ahead, a tie is
shown and designated by = (where actual ranks are shown). Entity level data has no equal ranking
logic implemented and therefore, on occasion, the differences between rank bands can be very close
mathematically.

The data in this Document may reflect the views reported to Crisil Coalition Greenwich by the
research participants. Interviewees may be asked about their use of and demand for financial
products and services and about investment practices in relevant financial markets. Crisil Coalition
Greenwich compiles the data received, conducts statistical analysis and reviews for presentation
purposes to produce the final results.

THE DOCUMENT IS COMPILED FROM SOURCES CRISIL COALITION GREENWICH BELIEVES TO
BE RELIABLE. CRISIL COALITION GREENWICH DISCLAIMS ALL REPRESENTATIONS OR
WARRANTIES, EXPRESSED OR IMPLIED, WITH RESPECT TO THIS DOCUMENT, INCLUDING AS
TO THE VALIDITY, ACCURACY, REASONABLENESS OR COMPLETENESS OF THE INFORMATION,
STATEMENTS, ASSESSMENTS, ESTIMATES AND PROJECTIONS, ANY WARRANTIES OF
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE ARISING OUT OF THE USE OF
ALL OR ANY OF THIS DOCUMENT. CRISIL COALITION GREENWICH ACCEPTS NO LIABILITY
WHATSOEVER FOR ANY DIRECT, INDIRECT OR CONSEQUENTIAL LOSS OR DAMAGE OF ANY
KIND ARISING OUT OF THE USE OF ALL OR ANY OF THIS DOCUMENT.

Crisil Coalition Greenwich is a part of Crisil Ltd., a company of S&P Global. ©2026 Crisil Ltd. All
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