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Project Two: Phase Two



What is an Experience Map?
A visualization that describes the role of various actors in an end-to-end process, such 
as a fulfillment chain. As such, it may include both digital and real-world steps. The user 
may have a role in this flow, but it is typically higher-level than the specifics of user 
interaction. 

Shows how someone will interact with a process, system, service or product both in 
real life as well as digital or device 



What does it do?
• Keeps track of entire experience from start to finish 

• Allows you to see how a whole system works together 

• Visualizes the entire experience (physical, all devices, on screen, voice, signage, etc..)  

• The experience a person has when interacting with something 

• Product 

• Service 

• Application 

• Website 

• Software



Sample experience map
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Adaptive Path’s Guide to Experience Mapping



Adaptive Path’s Guide to Experience Mapping



Sketching  your story
If you can’t sketch it,  
you may not have your story yet. 

Experiment with how the different building blocks could 
drive the narrative.  

1. Take Feeling and draw the emotional journey of your 
customers. 

2. Try using your customers’ actions (Doing) across time as 
the spine of the story. 

3. Choose Place and organize your key insights by decision 
points within a physical context. 

Then layer other building blocks and data onto that 
foundation. 

Realize ideas quickly, iterate your story and visual model, 
and keep at it until a compelling narrative emerges. 

To tell a great story, you'll need to focus, communicate 
hierarchy, sketch fearlessly, and try to keep it simple. 
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Other tips
A. Path, touchpoints and connection type:  

Use arrows to illustrate connection type 

between touchpoints  

(First from left to right is a controlled 

evaluation, between e and f we see a 

direct connection).  

Use letters to call out each point and easily 

add reference on the bottom of the 

experience map. 

B. System interaction and actions.  

Use icons to illustrate the action is taking 

place (functionality, content section, etc)
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http://www.ux-lady.com/experience-maps-user-journey-and-more-exp-map-layout/

D



Other tips
C. Include outside system stages.  
Use a different background to mark 
interactions that take place outside the 
system you are modelling. 

D. Use balloon messages to illustrate your 
user’s thoughts about the system 
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http://www.ux-lady.com/experience-maps-user-journey-and-more-exp-map-layout/



Other tips
E. (Optional) Illustrate the different mental 
status and moods using a scale or 
emoticons.

E

http://www.ux-lady.com/experience-maps-user-journey-and-more-exp-map-layout/


