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Hey there! I'm

...a customer journey optimization expert.
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Study: The Messy Middle

by Google

LINEAR JOURNEYS = MYTH

CHAOTICDOESN'T MEAN RANDOM

ooo
oo
ooo

Patterns do exist. We can tackle complexity with structure. ]




CRO and Experimentation usually propose a
touchpoint-focused approach. One page.
One screen. Not a lot of context.
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Customer journey optimization (CJO) is the

process of mapping and understanding customer
interactions across multiple touchpoints in order

to improve the end-to-end experience.

ANDRE, THE CJO DUDE

Disproportionately passionate about customer journeys.
(...and well-animated PowerPoints too | guess &)




We use a ton of heuristics to evaluate pages and screens...

...but they say very little about the quality of the journey.

e
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CJO requires specific heuristics.
A more careful (and caring) way to look at
how people experience your brand.



We can evaluate journey quality heuristics with these

N

/\ /_\

1.ENTRY
ALIGNMENT 3.FLOW 5.TRUST
4
4
I | l |
Journeys succeed or Losing identity or The narrative must Failures are inevitable.  Trustis fragile. Every  Long term, the end
fail in the first progress means losing  be coherent and What matters is the step needs to feel clear matters as much as

impression. the entire experience.  supportive. care offered. and safe. the beginning.



1. Entry Alighment

What is it?

‘Z EXPECTATIONS

2 1. Entry Alignment

How well the journey matches the promises that

brought people in and supports their first steps.

g} -




Company: Cool stuff we can learn here:
e Make the element that takes you to the next step different from everything else
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PROMISE CONTINUITY

[ Are we delivering exactly what people were promised? Z

/

MAIN POINTS

Entry

( Is our language and framing consistent across the entry?

Alighment

GETTING STARTED

Is the first step obvious and effortless?
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2. State Continuity

What s it?

PRESERVATION

@ 2. State Continuity

The ability to preserve identity and progress even

when people switch channels, devices, or contexts.




Companies: Cool stuff we can learn here:

@”3 Spotify ‘ e Seamless device switching
o oY

The device changed
but the groove s still

e going strong

O 11l Andre’s MacBook Air

G <

[Z) This phone
On ether notworks

CJ 2° Fire TV de André

e Progress preservation at its finest

UNIVERSAL CLIPBOARD

CONTINUITY CAMERA

ICLOUD TABS

HANDOFF




IDENTITY PRESERVATION

Are we keeping people recognized across devices, sessions, and channels?

’

MAIN POINTS

2. State

Is the person’s progress saved and restored every time they return?

.
Continuity

STATE COHERENCE

Do all channels reflect the user’s exact state without contradictions?
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COHERENCE

3. Flow

How well we build a coherent narrative through
clear steps, natural transitions, and emotional

cues that keep people moving with momentum.




Company:
AIRFRANCE 4

091149 R 7

Boarding pass -

% -
T
g-'t‘.:'-c'.'ﬁ‘:'-'.;il

SELBY Nicholas

Frying Siue

ax

BKY
PRIORITY

Pars Munich

- CDG » MUC

08:00 / M UL O

Flight
AF1422

QO Airport arrival 0630 Recs

Bag drop-off

© Boarding
O Gate closed *

O Seat o1 Burwtems

® After this time you will no lorger be allowed to board

Cool stuff we can learn here:

e Simple measures can be very effective in real journeys
e Visuals are good, you know exactly where you are and what's next

Flight Paris
AF1422

Munich

CDG » MUC

Operated by AIR FRANCE

Departure
08:00 / 11 JUL

é N

Airport arrival 06:30 Recommended
Bag drop-off 3 Terminal 2F
limit 7R Area FO2

Terminal 2F

Boarding

Gate -

Gate closed . 07:40 Zone1
Seat 01D Business
Arrival 09:30 Terminal 1

J

Enoker AIRFRANCE 7 ~
\ J

B Add to Apple Wallet

® After this time, you will no longer be allowed to board

Preventing

passengers from
doing math, saving
them from evil
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Company:

Wolt

Cool stuff we can learn here:

e Real-time journey adaptations
o Great next action prediction

e Extra clear expectation setting
e You always know where to tap
or look next

o Absolutely delightful handling
by customer support

> Slide to pay

§ Magazin Filmkunsttheaty
& Restaurant IRODION i R X
35
J Al Tooka
. ; screnshot to
. share with my
% friend
o
)
%
e
Delivery Pickup z
Google
o My DE address, a government secret :) >
Home
25-40
a In Entrance / Staircase: 82D, Floor: 1st Floor >
Apartment, Andre Vieira, Doorbell / Intercom Order sent minutes
Vielra until delivered
“'_ Leave the order at my door Statusis
e always
ES Instructions for the courier crIYStaI {
RESTAURANT IRODION GLEL
Delivery time That's it, we've got your order!
Kick back and relax - we'll let you know when the
restaurant gets to it!
Q Standard 20-45min
0




Timely

updates, very
good when z Tagazin FmrUnsitheaty

RESTAURANT IRODION )
Company: - x . you're hungry 5 4
That's it, we've got your order! as hell afé Moy
wo’lt Kick back and relax = we'll let you know when the ;
restaurant gets to itl

Cool stuff we can learn here:

e Real-time journey adaptations
o Great next action prediction

e Extra clear expectation setting
e You always know where to tap
or look next

RESTAURANT IRODION

Greek steaks OMG YES, DOUBLE
YES, TRIPLE YES YES YES :)

Super! A human being has seen your order.

You should get the final confirmation any minute now!

o Absolutely delightful handling X (?‘Z = j’\:
by customer support \ 3 Q) 2\
Share order tracking

It just knows

what users
want to do.
Cool stuff!

- 36

minutes
until delivered

RESTAURANT IRODION

Almost there! Your order is being prepared now.

When your arder is ready, it will be sent your way

Add more for less  7:39 left

\é) Share a web link

v







Company:

Wolt

Cool stuff we can learn here:

e Real-time journey adaptations
o Great next action prediction

e Extra clear expectation setting
e Precise anxiety alleviation
mechanisms

o Absolutely delightful handling
by customer support

Wolt Support

LELINE 1HAVE d IVUR dl YUUI Case anu
| will be back with you! 1229

Thanks :) 12:29

| will quickly call the restaurant to
check because they deliver

themselves. I'll be right back with
you!
Wait, what?

*

QIWIEIRITIY U] I

A

¢

#1

Really???
Saschais
THE REAL

§ X MVP.
Food will be there in about 15
minutes. @ 12:34

| apologize for the wait in de

Awesome, thanks a lot for thr help! @) 1235

(©) ( @
213|4)5]|e)l7]|8s|9]|o
Of|P
SIDIFIGIH]I K)L
Z{XICIV|B|N|M
, < Portugués (BR) > .

{1 B

You are welcome, Andre! & 1235

If you need any more help with
anything, just open a new chat and

1

I'l be right back with you. %,
| hope you have a great evening. All
M the best to you. =

Masha closed the conversation

1236

Notice the
emoji usage. Is it
needed? No.Is it

cool though?

Damnyeah,
delight baby!

Yourated & Awesome

as been submitted @

Change rating




Company: Cool stuff we can learn here:

e Be careful with your messaging in every touchpoint!
NediaSiMarkt .
m e Always make the next step as clear as possible

% MediaMarkt
https://www.mediamarkt.de » product - Translate this page :

EPOS SENNHEISER Game one Gaming Headset

Der maximale Schalldruck des EPOS SENNHEISER Game one Gaming Headsets
liegt bei 116 Dezibel (db). Der Tonfrequenzbereich umfasst eine Spanne von 15 —
28.000 ...

2.0 % (2) - €129.99 -

In stock]

LEZZGOO

000!
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Company: Cool stuff we can learn here:
e Be careful with your messaging in every touchpoint!
m e Always make the next step as clear as possible

Markt giftGcroditcands @ Help  Alworld  Flodibie rencing  ewn brands  themed workls  pheto serviee ERION  bus

Offers  OUTLETH  mdrket (hoa suns treve phone withcentract  sorvice  myM

ﬁ Cyber Week - Dis high tech at g how grice! @ Endsini16h 11 m

) > GamimgBWR'3 PCgaming > gam
Jackpot!

& RRP 3£ ©

129,99 €

i, MwSL varsandizatentrs

# 2043 @ | Ast.Mz JEEISAA | EPDS
o2

EPOS SENNHEISER Game one, Over-ear Gaming Headset
Schwarz/Rot

2 myMediahMarkt points
‘What 4o thess paints mean?

Almost sold
out...let’s IMMEDIATE

hurry! delivery,
wowzers

A Almoarsoid out - ger it iow

immediate delivery &

In under 90 minwees - avallabie regionally

Unfertunately no delivery possible

Unfartunately no market pickup possibie
Please sa Please select & market Markt auswihlen The good

old Soon™

[ ® This article will be-avallable again soon

- You'’re
c ‘9 o - €7 Zur Wunschliste hinzufigen breaking my
hearthere &

& wrs—< O
Produktbeschraibung Technische Datan Prodiskthewertungen Zubahor 120,99 €
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ORIENTATION & WAYFINDING

[ Can people understand where they are and what comes next?

%

( MAIN POINTS
Do detours, mistakes, and returns feel effortless and lossless? 3 F I
. riOW

( NARRATIVE MOMENTUM

Does the journey build a clear emotional and logical progression?

Leaptimize



4. Resilience

What is it?

ERROR! BOO-HOO!

63 RECOVERY .
% 4. Resilience

Failures, detours, and interruptions don’t
break the experience or the user’s

momentum.



Company: Cool stuff we can learn here:

AIRFRANCE & e Having “plan B” states for key screens is a good idea
e Humans still rock:)

777flight-
status.transfer.connection_details.

06:24

Thu, November 13

AIRFRANCE # Q

Q ?7??flight-status.transfer.arrival???

e Thw, 13 277fight-

Connection at Paris b status.transfer.in_flight?7?
CDG, CHARLES DE GAULLE AIRPORT

Ax Frasce 011

° Your connecting thght detals have been
wpdated. Review updates In real-time here.

Your connection
Please head to

1":50

Oh_no.jpeg

Ax Frasce 01 It 12:30
@ o conracung tight detaia have boan as passitle At e v At Of course not
k updated Review updates in reak-time hore AF459 ,)

© Connection time 77 Mlightstatus. common operated-by 777

o Pacer
Stuy sctivel

Walking time 40m AlRERANCE #
777Mlight- - e
status transfer more_info.cta??7?7) R ghtstatus.common. terming 72 ightstatis conmon gy
2 i
Wm
fligh ansfer.heading_to.title7) 777flight-status. transfer.next_steps???

© Walking time

(& Security checkpoint

777flight-

status. transfer.sirport_map. butte

Canl @ Passport control

fix this?

]

necksin My Bockigs

Swipa to unlock




ERROR RECOVERY

( When things fail, can people recover instantly without losing progress?

R
P

« MAINPOINTS

( Are mistakes handled gracefully so people never have to start over?

4. Resilience

( STABILITY UNDER STRESS

Does the journey stay fast, stable, and usable even under bad conditions?



SAFETY

Q; 5. Trust
The degree to which we reduce risk
and uncertainty through clear

information, ethical choices, and

safeguards that earn genuine trust.



Company: Cool stuff we can learn here:

'y PostHog e You can be respectful and funny at the same time
) o Delight hides in small details

Legally-required cookie banner v [ Ursula von der Leyen is the President of i,
L- - -

PostHog.com doesn't use third-party cookies, A | the European Commission — NOT to be

only a single in-house cookie. " confused with Hillary Clinton.

=]

> ._-‘—'Im muruama T ST T O LTy Ear

w No data is sent to a third party.
il {LJ_rsul_a von der Leyen would be
4 | so proud.)




(— ACCESSIBILITY & SAFETY

Can everyone use this safely and without barriers?

: MAIN POINTS
Are we asking for data in a respectful and direct ? 5 T t
ing i pectfu irectway . rus

(— TRANSPARENCY

Is everything clear before people commit?



6. Closure & Aftercare

What is it?

@ 6. Closure & Aftercare '

How we turn endings into reassurance through
clear confirmation, helpful next steps, and

consistent aftercare.



Company: Cool stuff we can learn here:

krlsp e Post-conversion care is potentially more important than the conversion itself
e |t takes one good experience for loyalty to take shape

THE FACTS:
¢ | had used the software for a good while
e |t stopped working all of a sudden.

¢ | opened a ticket asking for help.

e Ended up finding the solution 1 hour later (Windows just sucks).




Company: Cool stuff we can learn here:

krisp e Post-conversion care is potentially more important than the conversion itself
e |t takes one good experience for loyalty to take shape

FIRST RESPONSE AFTER MY TICKET
. MNarmne {Krisp Support)

Cood day, it's Naring here

Thank you for sending your report!

I've checked the report with our QA team and we didn't notice any technical isswes neither on your dewice, nor on your Knsp, 5o this s to confirm that techmically Knsp functions
normal on your end.

However, we kindly ask you to go to your device's Settings ---> Sound Control Pane) and unmute your Microphoene, Check the screenshot please

W g Mcrvprbees Propetn

Beredl ines L idennd

=)




Company: Cool stuff we can learn here:
krisp e Post-conversion care is potentially more important than the conversion itself
e |t takes one good experience for loyalty to take shape

MY REPLY MENTIONING THIS COULD BE A FEATURE

Dear Maring,

Thank you for your reply. You're absolutely right — | found that out later yesterday after submitting my report. Sometimes Krisp gats muted directly in
Windows for what seems to be no reason (| found other people online having the exact same issue, I'm still unsure if there's any keyboard shortcut
that might trigger this behavior though).

One noteworthy point here is that there's no indication whatsoever in Krisp that Windows muted it I'm not sure if it s even possible to add that as a
featurs, but it would be most welcome as it really makes it easy for the user to understand what's going on.

With that said, Krisp is working fine again on my end. Thanks a lot for coming back to me with a solution!

Have a great day! ;)
André Vieira




Company: Cool stuff we can learn here:
e Post-conversion care is potentially more important than the conversion itself

krisp

ONE WEEK LATER...

e Humans still rock:)

Astghik {Krisp Support)

Good day, sndre,
It's asighik here from Krisp's support team fellowing up with your request,

I'm glad to inform you that we've recently launched a new version of Knisp anddmplemented the feature that you've asked there. --~~~~

I should advise you 1@ update your Knisp app to the newest version you may do iw by clicking on "Check for Updare” from your Kmp applas we've arﬁ'ethuemlre where we show
the mute state diractly in the app and allow to unmute. I'm sending you a screenshot befow as a reference on how it locks. You may find all the details about t}‘km&ormnt
impravements made 1o the app here. So

S

Please give this a try and let me know how it goes. I'd be glad to have your feedback on this.
Should you have any other questions feel free to let me know.

Regards,

Astghik Ghukasyan
Krisp Technologies, Inc.
Subscribe to the latest product updates at https://whatsnew.krisp.ai/

krisp

gghukosyangkrisp.al

Microphane

Speaker

atica

# Used by Zoam Mestings

Ho

Migrophone [Realtek{H] Auvdio] »

@])  Dstouk - Speakar/Hendphons (R.. =

23 Jun 2021

Rarnove Molse =

L]
Kriap will switch to Fres plan on -

or Retar o Frivnd




CLEAR CLOSURE

Do people get clear confirmation and next steps every time?

(

MAIN POINTS

6. ClI &
f . » « . Closure
Are we helping people start or restart their journey when they want to?
Aftercare

OFFBOARDING

Are cancellations and exits smooth and human?



CJO Heuristics Checklist ? Heursti ® Ques

1. Entry Alignment Promise matching: Does the promise at entry match the messagis
1. Entry Alignment Value proposition consistency: Does the value proposition stay c
1. Entry Alignment Lexical and visual consistency: Are keywords, metaphors, and im;
1. Entry Alignment Localization & cultural fit: Do language, currency, and cultural col
1. Entry Alignment First step guidance: s the first step clearly signposted without an
Identity states: Are new, returning, logged in or out, and cross-de
Duplicate resolution: Are email or phone conflicts resolved witho
Cross-device carryover: Can progress move across devices witho
Cross-channel coherence: Do confirmations and follow ups reflec
Cart & form persistence: Do carts, forms, and preferences persist
Human handoff: Is context preserved during human handoff so u:
Phygital integration: Are physical/offline interactions synced witl
Marrative arc: |s there a clear progression from discovery to reass
Step progression: Does each step build naturally on the previous
Branch handling: Are alternative paths like guest checkout suppo

Detours & returns: Can users take detours and return without los

MNonlinear behaviors: Does backtracking or skipping ahead avoid




That said...
CJO becomes ridiculously powerful
with the correct tech stack.




Enteprise-Level CJO Stack: Unlocking CJO’s True Potential

EXPERIENCE APP PERFORMANCE CONTEXTUAL
OBSERVABILITY MONITORING IDENTITY SPINE FEEDBACK

e fullstory ¥3 DATADOG segment qualtrics™
ot

GLASSBOX 2% mparticle Medallia

A\ SENTRY
WA PostHog W rudderstack Sprig

UNIFIED DATA DECISION GOVERNANCE RT ORCHESTRATION
BACKBONE & EXPERIMENTATION & ACTIVATION

& GrowthBook .
@mder

LaunchDarkly >

amazon .
repshiFT o databricks #~ ABsmartly bna.ge




Some possibilities:.
» Measurably quantify all the CJO heuristics
we just discussed.

* Predict where journeys are most likely to
break with a scary level of accuracy.

* Generate dynamic journey paths powered
by behavioral data and LLMs.

» Trigger automated interventions even
before friction appears.




Al

S WITH GEN-ALI IS

TU

Generative interfaces
that redesign pages in

real time for each person.



You get out of here

fesmte= Y

Questions? Concerns? Regrets? Want to connect? Need a hug?

Then don’t be a stranger. Let’s talk!

QR Code to CJO Heuristics

My LinkedIn

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

My Email

andre.vieira@looptimize.com

@ THANKS, LOVE Y'ALL!

Lesptimize



	Intro
	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11

	What is CJO
	Slide 12
	Slide 13
	Slide 14
	Slide 15

	CJO Heuristics
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 37
	Slide 38
	Slide 39
	Slide 40
	Slide 41
	Slide 42
	Slide 43
	Slide 44
	Slide 45
	Slide 46
	Slide 47
	Slide 48
	Slide 49


