MARKETING ANALYTICS ANALYZING CUSTOMER JOURNEY AND TOUCHPOINTS

Introduction to Customer Journey
Definition:
The customer journey is the complete experience a customer has with a brand — from awareness to
purchase and post-purchase stages.
Purpose:
Helps marketers understand how customers interact with the brand at each stage.
Key Stages:
 Awareness
« Consideration
* Purchase
« Retention
« Advocacy

Goal:

Deliver consistent, personalized, and seamless experiences across all stages.



MARKETING ANALYTICS ANALYZING CUSTOMER JOURNEY AND TOUCHPOINTS

Understanding the touch points
Definition:
Touchpoints are the various points of interaction between a customer and the brand.
Types of Touchpoints:
* Online: Website, social media, email marketing, online ads.
« Offline: Retail stores, events, customer service interactions.

» Post-Purchase: Product usage, support, feedback channels.

Importance:

Each touchpoint shapes customer perception and influences loyalty.
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Analyzing the Customer Journey
Mapping the Journey:
Identify all touchpoints from awareness to loyalty.

Data Collection:

Gather insights from CRM systems, analytics tools, and surveys.
Metrics to Track:
« Conversion rates
 Time spent per stage
* Drop-off points
« Customer satisfaction scores

Visualization Tools:

Journey maps, heatmaps, and funnel analysis in tools like Google Analytics or Tableau.
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Insights from Journey Analysis

1. ldentify Pain Points: Discover where customers face obstacles or frustration.

2. Optimize Channels: Focus on high-performing channels for better ROI.

3. Personalization Opportunities: Use data to deliver tailored messages at each stage.

4. Enhance Retention: Strengthen post-purchase engagement and loyalty programs.
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Strategic benefits

1. Improves customer experience and satisfaction.

2. Enhances marketing effectiveness by aligning campaigns with customer behavior.
3. Boosts conversion rates through better funnel optimization.

4. Encourages brand loyalty and advocacy.

9. Provides a data-driven foundation for long-term relationship management.
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