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Technology

Customer Life Cycle and Journey Mapping

Customer journey mapping provides an analysis and visual depiction of  your customers’ 
experiences,  across all interaction touch points and channels. Our solutions are designed to help 
companies assess and enable the optimal use of customer interaction channels. From awareness, 
consideration and purchase all the way through ongoing support and retention, we assess and 
enable the optimal use of interaction channels, dissecting every interaction throughout the 
customer life cycle. 

Our approach is comprehensive across people, processes, information, tools, and technologies. 
We focus on the customer experience, developing customer journeys to maximize the value of 
new technologies and interaction channels.   

By mapping interactions within and across channels, we help companies see what’s working 
and what’s not.  We also identify where there are opportunities for improvement such as 
consolidation and streamlining, and improve the quality of the customer experience at both a 
macro and micro level.

Identifying Personas
Our unique approach determines the potential value of customers through behavior and needs 
segmentation models.

• Current and potential value helps companies identify their most growable customers.  
This helps them prioritize cross-sell and upsell activities, increase the total profitability of their 
customer base, and interact with customers through their customers’ channel of choice.

• Behavior segmentation  pinpoints customers with the most value and potential for 
growth. Targeted campaigns are designed to deliver the right message to  customers, at 
the right time, through the right channel.

• Needs segmentation  defines customers’ needs and motivations. This information helps 
companies design strategies that meet their customers’ needs, and identify the gaps 
between available products and customers’ buying preferences.

Do you still ask your customers for 

their names when they call you?

Do you only react to complaints 

rather than anticipating them and 

resolving them proactively?

Are your customer-facing 

employees feeling unequipped to 

solve problems for customers?

Are your metrics driven by 

internal inefficiencies?

of companies have not mapped 
the customer journey

Mapping the customer life cycle identifies “moments of truth” 
substantially impacting the customer experience. 

If you answered YES to any of 
these, then we need to talk.

of the time, information is not 
preserved when the customer 
switches in and out of channels

More than

50%

54%

More than
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C U S T O M E R  L I F E C Y C L E  A N D  J O U R N E Y  M A P P I N G

Creating a Journey Map for Each Persona and Segment
We focus on the entire interaction process to develop actionable, segmented journey maps that 
improve customer satisfaction.

Our journey maps are:

• Anchored in how customers think and interact with a company

• Focused on moments of truth that mark the defining experience of key life cycles of a 
customer

• Built across multi-touch, multichannel, and cross-functional interactions

• Developed across the entire customer life cycle

• Actionable and focused on areas for improvement

TeleTech’s customer journey solution assesses the critical moments of truth in your customers’ 
journeys across all channels and throughout the customer life cycle.  We focus on the overall 
customer life cycle, as well as customer needs and behaviors, to develop strategic journey maps 
that are actionable and drive growth.

Contact TeleTech 
solutions@teletech.com 
1.800.TELETECH 
+1.303.397.8100 (outside the U.S.)  
teletech.com

Improved Processes                          
Identifying ways to share customer 
data across silos without extensive 
system changes/investment

Customer Experience 
Enhancement                           
Establishing multichannel strategies 
focused on moments that matter

Minimized Data Gaps and Silos 
Collecting and sharing valuable 
customer-related data

Resource Alignment    
Achieving internal efficiencies 
and removing duplications of 
efforts (i.e., across and within 
sales, marketing and customer 
service functions)

Best Practices  Identifying current 
enterprise functions that can be 
replicated across the organization 
to benefit customers

Cost Savings           
Eliminating duplication of 
effort and redundancies

Journey 
Map Benefits

Why TeleTech?
Our approach to customer strategy is rooted in our extensive experience helping our clients 
across a wide variety of industries become more customer-centric. Our customer experience 
strategies have been implemented by leading Fortune 500 companies around the world. We 
live and breathe the customer experience every day, and we bring that deep level of expertise to 
individual client projects and organizational transformations.
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