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André Vieira
…a customer journey optimization expert.

Hey there! I’m



TERRA
BRASILIS







YO BRAZIL’S IN DA HOUSE LET’S F***ING GO!!!1
(NO 7-1 JOKES PLS THE TRAUMA NEVER WENT AWAY)





aaa

2 mins

15+
years

doing this 

(I’m an old fart now)

same crap

a customer 
journey 

optimization 
agency



IS VERY REAL!
THE JUNGLE OF THE CUSTOMER JOURNEY



Study: The Messy Middle
by

Entry and exit points are usually clear. The rest is chaos.

LINEAR JOURNEYS = MYTH

Exploration and evaluation form a loop and guide behavior.

TWO MENTAL MODES

Patterns do exist. We can tackle complexity with structure.

CHAOTIC DOESN’T MEAN RANDOM



CRO and Experimentation usually propose a
touchpoint-focused approach. One page. 

One screen. Not a lot of context.



The concept of

CUSTOMER JOURNEY OPTIMIZATION

02m00s



Customer journey optimization (CJO) is the

process of mapping and understanding customer

“
20s

interactions across multiple touchpoints in order

to improve the end-to-end experience.

ANDRÉ, THE CJO DUDE
Disproportionately passionate about customer journeys.

(…and well-animated PowerPoints too I guess )



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

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

Clarity IntuitivenessEfficiencyRelevance Distractions



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

1. ENTRY 
ALIGNMENT

2. STATE 
CONTINUITY 

3. FLOW 4. RESILIENCE 5. TRUST
6. CLOSURE & 
AFTERCARE

Journeys succeed or 
fail in the first 
impression.

Losing identity or 
progress means losing 
the entire experience.

The narrative must 
be coherent and 
supportive.

Failures are inevitable. 
What matters is the 
care offered.

Trust is fragile. Every 
step needs to feel clear 
and safe.

Long term, the end 
matters as much as 
the beginning.

Total até aqui 
= 7 minutos



1. Entry Alignment
What is it?

How well the journey matches the promises that 

brought people in and supports their first steps.

EXPECTATIONS

1. Entry Alignment

1m



NOPE!

NOPE!

SALMON
IS GOOD
FOR YOU

YUMMY
OMEGA3

BINGO
AGAIN!

BINGO!

2m

18m30s

Company: Cool stuff we can learn here:

• Make the element that takes you to the next step different from everything else
• Salmon is good for your health



Is the first step obvious and effortless?

Are we delivering exactly what people were promised?

MAIN POINTS

Entry 
Alignment

Is our language and framing consistent across the entry?

PROMISE CONTINUITY

CONSISTENCY

GETTING STARTED



2. State Continuity
What is it?

The ability to preserve identity and progress even 

when people switch channels, devices, or contexts.

PRESERVATION

2. State Continuity

1m



Companies: Cool stuff we can learn here:

• Seamless device switching
• Progress preservation at its finest

The device changed
but the groove is still 

going strong

UNIVERSAL CLIPBOARD

CONTINUITY CAMERA

ICLOUD TABS

HANDOFF



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

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

MAIN POINTS

2. State 
Continuity

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

IDENTITY PRESERVATION

PROGRESS CARRYOVER

STATE COHERENCE



3. Flow
What is it?

How well we build a coherent narrative through 

clear steps, natural transitions, and emotional 

cues that keep people moving with momentum.

COHERENCE

3. Flow

1m



Company: Cool stuff we can learn here:

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

Preventing
passengers from

doing math, saving
them from evil



My DE address, a government secret :)

Company:

Cool stuff we can learn here:

Status is 
always 
crystal 

clear

Easy to 
correct 

mistakes / 
empower 

upsells

Took a 
screnshot to

share with my
friend

• Real-time journey adaptations
• Great next action prediction
• Extra clear expectation setting
• You always know where to tap 
or look next
• Absolutely delightful handling 
by customer support



Company:

Cool stuff we can learn here:

It just knows
what users 
want to do. 
Cool stuff!

• Real-time journey adaptations
• Great next action prediction
• Extra clear expectation setting
• You always know where to tap 
or look next
• Absolutely delightful handling 
by customer support

Timely 
updates, very 

good when 
you’re hungry 

as hell

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





Company:

Cool stuff we can learn here:

• Real-time journey adaptations
• Great next action prediction
• Extra clear expectation setting
• Precise anxiety alleviation 
mechanisms
• Absolutely delightful handling 
by customer support

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

cool though?
Damn yeah, 

delight baby!

Wait, what? 
Really???
Sascha is 
THE REAL

MVP.



Company: Cool stuff we can learn here:

• Be careful with your messaging in every touchpoint!
• Always make the next step as clear as possible

LEZZGOO
OOO!



Company: Cool stuff we can learn here:

• Be careful with your messaging in every touchpoint!
• Always make the next step as clear as possible

Jackpot!

Almost sold 
out... let’s 

hurry!

IMMEDIATE 
delivery, 
wowzers

Please say
it ain’t so :(

The good 
old Soon

You’re
breaking my

heart here



Does the journey build a clear emotional and logical progression?

Can people understand where they are and what comes next?

MAIN POINTS

3. FlowDo detours, mistakes, and returns feel effortless and lossless?

ORIENTATION & WAYFINDING

FLEXIBILITY IN RECOVERY

NARRATIVE MOMENTUM



4. Resilience
What is it?

Failures, detours, and interruptions don’t 

break the experience or the user’s 

momentum.

RECOVERY

4. Resilience

1m

CONVERSIONERROR! BOO-HOO!



Company: Cool stuff we can learn here:

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

Hmmm...

Oh_no.jpeg

Of course not
:)

Can I
fix this?



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

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

MAIN POINTS

4. ResilienceAre mistakes handled gracefully so people never have to start over?

ERROR RECOVERY

FORGIVENESS WITH MISTAKES

STABILITY UNDER STRESS



5. Trust
What is it?

The degree to which we reduce risk 

and uncertainty through clear 

information, ethical choices, and 

safeguards that earn genuine trust.

SAFETY

5. Trust

1m



Company: Cool stuff we can learn here:

• You can be respectful and funny at the same time
• Delight hides in small details

Wait, who?

LOL



Is everything clear before people commit?

Can everyone use this safely and without barriers?

MAIN POINTS

5. TrustAre we asking for data in a respectful and directway?

ACCESSIBILITY & SAFETY

PRIVACY & CONSENT

TRANSPARENCY



6. Closure & Aftercare
What is it?

How we turn endings into reassurance through 

clear confirmation, helpful next steps, and 

consistent aftercare.

RELATIONSHIP

6. Closure & Aftercare

1m



10s

THE FACTS:

• I had used the software for a good while

• It stopped working all of a sudden.

• I opened a ticket asking for help.

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

Company: Cool stuff we can learn here:

• Post-conversion care is potentially more important than the conversion itself
• It takes one good experience for loyalty to take shape



10s

FIRST RESPONSE AFTER MY TICKET

Company: Cool stuff we can learn here:

• Post-conversion care is potentially more important than the conversion itself
• It takes one good experience for loyalty to take shape



10s

MY REPLY MENTIONING THIS COULD BE A FEATURE

Company: Cool stuff we can learn here:

• Post-conversion care is potentially more important than the conversion itself
• It takes one good experience for loyalty to take shape



10s

ONE WEEK LATER...

Company: Cool stuff we can learn here:

• Post-conversion care is potentially more important than the conversion itself
• Humans still rock :)



Are cancellations and exits smooth and human?

Do people get clear confirmation and next steps every time?

MAIN POINTS

6. Closure &
Aftercare

Are we helping people start or restart their journey when they want to?

CLEAR CLOSURE

REBOARDING

OFFBOARDING



CJO Heuristics Checklist



That said…
CJO becomes ridiculously powerful

with the correct tech stack.



04m00sEnteprise-Level CJO Stack: Unlocking CJO’s True Potential

EXPERIENCE 
OBSERVABILITY

APP PERFORMANCE 
MONITORING

IDENTITY SPINE

DECISION GOVERNANCE
& EXPERIMENTATION

RT ORCHESTRATION
& ACTIVATION

CONTEXTUAL 
FEEDBACK

UNIFIED DATA 
BACKBONE



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.



ADAPTIVE JOURNEYS WITH GEN-AI  IS
40s

4m20s

THE FUTURE
Predictive empathy:
systems recognizing 

not only customer
profiles, but 

emotional and cognitive
states as well.

Generative interfaces
that redesign pages in

real time for each person.

Self-healing journeys
that repair

themselves the
moment they break.



THANKS, LOVE Y’ALL!

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

My LinkedIn

andre.vieira@looptimize.com

My Email

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

Then don’t be a stranger. Let’s talk!

1st try - 24m

2nd try -
24m53s

QR Code to CJO Heuristics
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