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ABSTRACT 
Where should you start to innovate with software? 
 
Journey Maps present an excellent framework to facilitate 
end user exploration and ultimate pain point refinement as 
a basis for technology innovation. This talk will address 
how to: (1) visually map a story of your end user, (2) 
identify stages of that journey, and (3) identify friction 
points within that journey using real customer examples.     

 

AUDIENCE 
Those involved in the creation of new software products:  
Product Managers, Product Designers, Development 
Managers  

 
INTRODUCTION 
A journey map is a visual way to tell a story and presents 
an excellent framework that product managers can use to 
understand their end user and get to pain points that 
illustrate real problems for software to solve. 

 

Classical software development approaches have 
advocated for requirements gathering in the form of end 
user interviews using pointed questions aimed at 
highlighting inefficiencies regarding current processes. 
The implicit assumption is that the product 
manager/designer/developer understands the problem 
they are trying to solve and the questions asked during 

the user interviews are aimed at proving or disproving 
that hypothesis. 

 

Journey Mapping turns this approach on its head.  It starts 
by bringing in many end users together at once.  Rather 
than structuring an interview around a hypothesis, the 
group is given a moderator and a simple scenario within a 
possible problem space.   

 

As an example, I recently ran a Journey Mapping session 
with Shoppers & Store Associates.  I asked each group to 
recall a recent major purchase they had to make/assist a 
customer with.  As a direct result of this workshop we 
were able to develop Journey Maps such as this one 
below which established our innovation strategy moving 
forward.  

 
Caption: a Journey Map of a Shopper  
LINK:  
https://media.licdn.com/mpr/mpr/AAMAAQDGAAgAAQAAAAAAAArdAAAAJGYyYmUzNDJjLT
IyYjgtNDkxNC1iNjlmLTcyOTA1NDE0MDdkNg.jpg 

 
To begin, let’s look at how to run a journey mapping 
session including the steps of how to illicit the stories, 
identify the stages, and uncover the friction points. 
Second, we will uncover how to properly synthesize the 
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data gathered including how to summarize and properly 
formulate problem statements for innovation solutions. 
Finally, we will conclude with a brief discussion of common 
challenges encountered during the journey mapping 
process including end-user participant mix, facilitator-
bias, and insight aggregation.  

  
OUTCOMES/CONCLUSION 

 
Caption: raw data from a journey mapping session 
 
Audience members will leave this presentation with: 

1. Awareness of what journey mapping is, when it 
should be applied, and why it is important 

2. Strategies on how to find insights from journey 
mapping  

3. Understanding challenges and techniques to 
employ while journey mapping 

 

PARTICIPATION STATEMENT  
Tulip is committed to supporting diversity. If selected as a 
presenter, I will fully participate.  
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