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MLA Team #5 Capstone Recap

o How to foster a customer service 
mindset

o How to identify customers

o Introduced the basics of customer 
journey mapping

o How to embed customer service 
conversations into ENGAGE 
meetings



o 9 out of 16 Department Placemats

o 2 out of 16 OpEx Leaders

State of Missouri – Current Status
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Impact on the State of Missouri

o Working the same issue multiple times

o Rework

o Escalations
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How can 
Departments in the State of Missouri 

leverage data to drive strategic initiatives 
to improve customer experience?



Customer 
Journey 
Mapping

Strategic 
InitiativesImplement

Control 
and AdjustCustomer Journey 

Mapping is a 
Continuous Cycle



Customer Journey Mapping

Mapping the 
Customer’s Feelings



Customer Journey Mapping Toolkit

One stop shop 
o Pre-event, day of event, and post event 

activities 
o Training recommendations
o Data collection
o Communication templates

After the event closing and next step 
planning triggers



o Instructions on using the tool and 
preparations for event 

o Gives users roadmap to pre, during, and post 
event activities

o Provides links to recommended training

o Allows facilitator to assign tasks and make 
notes on status or concerns

Facilitator Checklist



Customer Persona

Persona drives customer touchpoint and impressions experienced for this customer.



Physical Journey Mapping Activities

Looks similar to process mapping 
event but again focuses on the 
customer touchpoints and the 
impression the customer has 
during this interaction.



Customer Touchpoints

Documentation of touchpoints assumed taken by specific customer persona

After documenting impression and probability to advocate will automatically assign risk quadrant



Prioritization Graph



Customer Experience Opportunities Summary



Lessons Learned Log

o Surveys to team

o During event documentation

o Lessons learned meeting



Close Out Report Summary

Captures event details in one 
report
o Event date
o Customer persona
o Participants
o Touchpoints and risks
o Recommendations
o Lessons learned



“Departments and Agencies implement 
the journey mapping tool to drive strategic initiatives to 

improve customer experience.”
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