
Customer journey and funnel

This template has been created to get you thinking about how you want to engage with your customers, how you make them feel 

when they interact with you and what makes them keep coming back.

It is designed to give you thinking points, how you might first engage with a new customer, what your year of communications might 

look like in a calendar ( you know that Christmas, EOFY, Mothers Day etc will come every year). Mapping these out will give you a birds 

eye view on how you communicate, when you promote what and through what channels. An example of this might be; sending 

promotional texts... we all know a brand that drives us made with the inundation of texts what seems daily! Mapping these out might 

make you realise you are actually over sharing on some things!

The second part of this template gets you thinking about how you attract your customers, take some time and read through the 

conversion rate. This will make you reflect on what promotional campaigns have worked for you in the past and ensure you put efforts 

into those places instead of blindly putting effort into areas that don’t actually bring you a return!

The best place to start, open that calendar up – download our monthly planner – and start jotting down your big promotional points 

throughout the year! Work back from there

As always, if you have questions, want some advice, your tribe is here to help... Reach out!



Customer 
Journey – 

New & Existing 
Customers

Booking/ Join/ sale 
made:
 Email
 Text
 Phone Call

Welcome:
Email 
Phone Call
Text

Create a Touchpoint 
Timeline

This is logistics 
focussed when 
booking or sale is 

made; 
time/date/duration/ 
receipt of purchase

Welcoming, setting a 
cultural tone. This will 
make them feel 
important and can be 
automated.  

Enter customer into your database to 
become ongoing clients and receiving 
consistent, engaging comms from you. 
(you can do this through most website 
platforms) Eg; Christmas newsletter or 
EOFY sale etc

Monthly or Bi monthly 
regular touchpoint:
Text
Email
Newsletter

We miss you:
2 per year
Text
Email 

Yearly survey / 
Feedback / Forum

Showcasing products and 
services, creating culture and a 
community. Remember not 
to bombard your customers 
with comms! Make it worth 
their while

A report to see who hasn’t 
purchased in a while and 
touch base. Perhaps offer an 
incentive

First time client

Ongoing client

A reflective piece to understand 
where you are
doing well and where you can 
improve. Survey monkey is a great
Digital way to do this!



Lead 

Prospects

Customer 

Awareness 

Facebook
Google

Instagram
Tik Tok

Website
Event

Campaigns
Ads

Competitions
Client referral

Email 
Newsletter

Text
Call

Time to roll 
out your 

customer 
journey

Create Ad 

People engage with Ad i.e. 
leave contact details 

Your database that has 
engaged (interested people) 

Purchase made

Conversion rate
Understanding how many people you 

need to see your Ad to get the amount of 
new customers out of it you would like.

Example: 
1,000 ppl see your post / Ad / 

competition etc
100 ppl click the link to leave details

20 ppl make a purchase 
You have a 2% conversion rate

You now have a formula of roughly how 
many people need to see your post to get 

new customers.

SO, if you would like 40 new customers 
then you need 2,000 people to see your 

Ad… Time to invest in Ads!
(Ads can be on Google, social media, 

digital media)

Traditional advertising can be useful 
however trickier to manage where your 

leads are coming from and the 
conversion of said lead.

Customer Funnel
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