The Customer Journey- moments of truth

Below is a template based on the experience a customer might have in a café. Why not use this as a prompt to think about different experiences different types of customer might have when using your service, e.g. if you provide employment advice to young people, your customers would include young people, colleges, local businesses etc. 

	Moments of truth
	Where?
	Customer expectations

	Layout and display
	Whole store
	Looks clean and welcoming. Food looks fresh and inviting. There is plenty of choice. 

	Staff appearance
	Whole store
	Staff look happy in their work. All in uniform, looking clean, neat and tidy.

	Acknowledge me
	Whole store/till
	Smile, make eye contact, say hello and let me know you’ve seen me

	Theatre
	Whole store
	Do everything with a flourish. Have fun with me and each other.

	Till transaction
	Till
	Tell me about promotions and offers. Be knowledgeable about your products. Be quick and accurate. Get my order right.

	Speed
	Coffee station 
	Process my order as quickly as possible. If I’m in a queue, show me you are doing everything possible to clear the queue quickly.

	Waiting for the order
	Till/table
	Continue interacting with me. Don’t ignore me. Invite me to find my seat and bring my order to me.

	Delivery of the order
	Coffee station/table
	Smile, don’t spill anything, and present it well. Say, “Enjoy your drink”.

	Interaction at the table
	Table
	Talk to me while you are clearing tables. Ask me if everything is OK. Offer to get me another drink. Ask if I need anything else.

	Leaving the store
	Whole store
	Smile, wave, and say good-bye. Ask me to cal in again soon.


