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 → To create a customer journey map

 → To translate research data into a 
structured document

 → To suggest possible improvements 
that could be made to a hotel 
booking website

Objective & Tasks

All the research data from projects 1 – 5 was 
reviewed. 

To translate the data in to a structure a customer 
journey I first divided the booking process into 
logical steps. For each step I described the users 
goals and offered a context in which the step 
took place.

I then documented the users behaviours and 
expectations for each step and included any 
positive or negative interactions from the 
usability tests.

To summaries each step I suggested 
improvements that could possibly be carried 
forward into a website redesign.





 → Miro was used to illustrate the typical 
journey for customers based on the 
combined research I had conducted 

(See next page) 

Creating the journey

https://miro.com/app/board/uXjVPBbLBg0=/?share_link_id=905224301176

https://miro.com/app/board/uXjVPBbLBg0=/?share_link_id=905224301176
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