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The customer journey is the step-by-step process a prospect takes to become a
customer. This journey isn't measured in miles but interactions with your company.
From a social media post, search query, or website visit to a blog article, sales
conversation, or customer support call; every interaction nudges the prospect
forward through the sales funnel and - if you do it right - all the way to customer
loyalty. The customer experience is how a customer feels about all these interactions.

The buyer conducts
research and develops a
The buyer realizes they have deeper understanding of
a problem and begins to their wants of needs.
seek out a solution. NAVAVAA
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_ The buyer chooses a
Marketing Helpdesk solution that best meets

The buyer has a consistently their wants and needs.
positive experience with a \9
company and becomes a
brand loyalist and advocate.

86% of Shoppers

use more than one resource to shop, such as blogs,
reviews, social media, catalogues and in-store browsing

The number of interactions between customer and
company during the customer journey increases by about

20% each Year
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The average resolution time The average First Response The % of call volumes are callbacks
for customer tickets is Time (FRT) for customer tickets from previous unresolved issues
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