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The New Customer Journey Map:
How to Modernize Your Engagement Strategy to Win Market Share

4/21 1:00pm-1:15pm EDT

COVID-19 has drastically disrupted how buyers navigate through their purchasing journey. These behavioral
shifts are continually evolving and at faster rates due to disruptive market forces, new technology and
competitive advancement. To ensure future-ready performance, firms must ground their innovation and
engagement strategies on an intimate understanding of ever-evolving buyer behavior and value set shifts.

This 15-minute session will demonstrate how to map the Buyer's Journey for each of your customer segments.
Experience first-hand how to outline the purchasing journey, map critical buyer touchpoints, assign ownership of
touchpoints to internal stakeholders, score your firm’'s performance against competition and identify whitespace
opportunities for winning market share.

Key Takeaways:
e Develop a customer-back perspective for reimagining how your functional teams can engage with and treat
customers
e Learn how to create Buyer Journey Maps for each of your customer segments
e How to use Buyer Touchpoints as a blueprint for innovation
e Understand how to arm Product, Sales, Marketing and Service teams with more relevant engagement
strategies that create meaningful differentiation, new value and customer loyalty
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