
CUSTOMER JOURNEY MAPPING

CWDA 2015 CONFERENCE



WELCOME

Jo Weber- CWDA/CFPIC Project Director
Kouji Nakata- Team Consultant
Susan Shippelhoute- Administrative Analyst 
Associate, Butte County
Cindy Sottana- Clerical Operations Manager, 
Solano County
Adriana Ramirez- Human Services Program 
Manager, San Diego County



WHY WE PICKED THIS





AGE OF THE CUSTOMER



YOUR MOTHER TEST



WHY BOTTOM-UP DESIGN?



TOP DOWN DESIGN



STEPS-JOURNEY MAPPING

• Define goals and metrics
• Select customer segment- “Persona”
• Sketch initial journey map-phases
• Observe for insight and empathy
• Summarize observations-build the map
• Identify key pain points
• Prioritize action steps
• Implement action steps and measure impact



GOALS AND METRICS





INTITIAL MAPPING



OBSERVE FOR INSIGHT & EMPATHY



SUMMARIZE OBSERVATIONS







PRIORITIZE ACTION STEPS





BUTTE COUNTY 
JOURNEY MAPPING



OUR TEAM
Department of Employment 

And Social Services



LEARNING

Focused on being aware of our 
own:

• Thoughts
• Feelings
• Experiences



BEGINNING

Where do we want 
to improve 
customer 

experience?
CalWORKs
Recertification
Relationship between 
Task Based Units and the 
Customer Service Center 



DE-BRIEF



OBSERVATIONS



READY TO GO



PRIORITIES
Pre Arrival – Before the Recertification
• Out-station Locations
• Send letter only
• Plan CalWORKs phone interviews with select clients
• Phone calls to clients

Arrival – Attending the Appointment
• Reduce or eliminate the Recertification Packet
• Bus Pass
• Reward for timeliness

• If Late – Inform clients: help to reschedule
• In-office child care
• Kid Zone

After – What is expected now?
• Recertification folder

• Process (what to expect now), Calendar, Phone numbers 
• IVR simplification and training
• Script/ Checklist



COMMITTEES

Committees
New Letter

Script
Folder

Upcoming

Gartner Quadrant



OUTCOMES

Implemented ideas identified 
during Journey Mapping process.

Five projects currently being 
researched for implementation.

Identified areas that were not 
within CalWORKs regulations. 

Brainstorming to come up with 
more ideas! 



CONCLUSION

Journey 
Mapping gave 
us a positive 
perspective 
on how to 

resolve 
issues

Being able to 
work together, 

creating a plan as 
a group and 

focusing on a 
positive change.

We are excited to 
start on another 
journey mapping 

process to 
improve the 

customer 
experience.

Together we were able 
to gather the 

customers experience 
from every stage of the 

process!!!



Solano County’s Team

 Administrators
 Managers

 Employment & Eligibility 
Service Manager

 Clerical Operations Manager
 Supervisors

 Eligibility Benefits Specialist 
Supervisors

 Clerical Operations 
Supervisor

 Line Staff
 Eligibility Benefits Specialist 

Workers
 Office Assistant III’s

Consisted of 11 staff from:



Team Activity

 What was learned?
 Client’s point of view
 A better understanding of a 

customer’s journey
 Greater awareness of the 

customer’s perspective

Group Visited a local GYM

https://www.google.com/url?url=https://thefitnessexpertblog.wordpress.com/&rct=j&frm=1&q=&esrc=s&sa=U&ved=0CDAQwW4wDTgoahUKEwj67oeU5LPIAhXXLogKHbLFBOY&usg=AFQjCNH1Erif7RmBSRglEWm_Ygtg8z5A-g
https://www.google.com/url?url=https://thefitnessexpertblog.wordpress.com/&rct=j&frm=1&q=&esrc=s&sa=U&ved=0CDAQwW4wDTgoahUKEwj67oeU5LPIAhXXLogKHbLFBOY&usg=AFQjCNH1Erif7RmBSRglEWm_Ygtg8z5A-g
https://www.google.com/url?url=https://thefitnessexpertblog.wordpress.com/&rct=j&frm=1&q=&esrc=s&sa=U&ved=0CDAQwW4wDTgoahUKEwj67oeU5LPIAhXXLogKHbLFBOY&usg=AFQjCNH1Erif7RmBSRglEWm_Ygtg8z5A-g


Project
 Same Day Service/Initial Application Process 

 Pre-arrival Experience
 Parking Lot
 Arrival
 Lobby Monitor
 Lobby experience
 Application Process same day



Experience
 What was learned?

 Need better signage 
 Process not as simple as we think it is
 Need to improve the customer’s experience both before 

and during their time with us
 Bigger picture from customers perspective
 Customer interviews were an eye opener



Opportunities
 Brainstorming session

 Pre-Arrival and Arrival
 Lobby Monitors
 Same Day Services



COUNTY OF SAN DIEGO

Journey Mapping Experience



COUNTY OF SAN DIEGO TEAM

 Family Resource Centers

 Supervising Human 

Services Specialist

 Human Services 

Specialists

 Program Support

 Quality Control

Our team consisted of 34 staff from:



TEAM ACTIVITY

 What was learned?

 Customer’s point of view

 A better understanding of a 

customer’s journey

 Greater awareness of the 

customer’s perspective

Visit a New Restaurant



PROJECT

Walk-in Initial Application Process 

Pre-arrival

Arrival

Ambassador’s desk

 Lobby experience

Appointment scheduled



EXPERIENCE

 What was learned?

 It’s a complicated process

 Break down of the process

 Bigger picture from customer’s perspective

 Understanding the customer journey

 Customer interviews 



APPLICATION JOURNEY MAP



OPPORTUNITIES

 Group Recommendations

Arrival

Ambassador station

 Lobby wait



FINAL THOUGHTS

 Overall evaluation

 Next Steps



LESSONS LEARNED & NEXT STEPS

• Energizes and engages staff
• Bottom up innovation works
• Significant driver of culture change
• Wide application
• Better than we thought

• If you are interested leave your business card 
or contact Jo Weber
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