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Driving Loyalty 

by Embracing the Art of the Modern Business Relationship

4 pillars of a Customer Experience Strateg

y

1. Listen & Act 

on the Voice of the Customer
2. Stand out as a brand!

3. Work on the 

Customer Journey

4. Empower 

Employee Ambassadorship
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Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipCustomer Journey Mapping Introduction
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Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipCreate a persona (beginner)
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Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipOrientation Booking Arriving Playing After-Play



https://www.rekommend.io/golf-member-feedback.html
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Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipMap the Customer Journey 

(peak end rule)



What does it look like when you Journey Map?

Driving Loyalty 

by Embracing the Art of the Modern Business Relationship
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Redesign a moment in the journey
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From Re-active to Pro-active
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Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipThe BIG opportunity is in little things
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www.nienkebloem.com



Journey Map

Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipUnderstanding the customer opportunity

http://www.interactionsgroup.com/customer-experience-services/customer-experience-consulting/customer-journey-mapping/



Journey Map

Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipUnderstanding the customer opportunity

http://www.measuringu.com/blog/journey-map.php



Example of Stages: Hiring a car

I am 
booking



Example of Stages: Hiring a car

I am 
booking

I am 
picking it 

up



Example of Stages: Hiring a car

I am 
booking

I am 
picking it 

up

I am 
driving



Example of Stages: Hiring a car

I am 
booking

I am 
picking it 

up
I am driving

I am 

Returning it



What are the Customer Journey Stages of the Starter in Golf?

Driving Loyalty 

by Embracing the Art of the Modern Business Relationship

1 2 3 4 5



Orienting for membership after passing exam
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1 2 3 4 5



Journey mapping template

Driving Loyalty 

by Embracing the Art of the Modern Business RelationshipUnderstanding the customer opportunity

Our customer is:

They Journey they are on is:

stages

Touchpoints

Customer

Issues

How do they 

Feel?

What do we 

Measure?


