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When was the last time someone walked the path?

	The gap between how you think it works and what actually happens on a Tuesday.



How to use this template
Download a copy. Share it with your team independently — don’t fill it in together. Compare answers. The diagnostic value comes from the gaps between what different people think is true.
Time required: 20–40 minutes per person. Then an hour of team discussion comparing answers.

Respondent
	Name:
	Role / Title:

	Organisation:
	Date:

	Project / Area:
	



A. Journey Definition
Q1. Which customer journey are you auditing?
Be specific. Onboarding? Support? Renewal? Purchase? Pick one.
	Your response


Q2. When was this journey last formally documented?
Not “we know how it works” — when was it last written down?
	Your response


Q3. Who designed the current journey, and are they still here?
Institutional knowledge walks out the door. Is the design documented or in someone’s head?
	Your response


Q4. What has changed since the journey was designed?
New systems, new team structure, new products, new regulations, new vendors.
	Your response


B. The Lived Experience
Get answers from the person who operates the process, not the person who designed it.
Q5. Walk through the journey step by step. What actually happens?
From the customer’s first touchpoint to completion. Every handoff, every wait, every system.
	Your response


Q6. Where does the documented process and the actual process diverge?
Workarounds, manual steps, “we always do it this way but it’s not in the SOP.”
	Your response


Q7. How long does the journey actually take versus how long it should take?
End-to-end. Include wait times, queues, and handoffs.
	Your response


Q8. Where do customers get stuck, drop off, or complain?
What does the data say? What does the frontline team say? Do they match?
	Your response


C. Handoffs & Dependencies
Q9. How many handoffs exist in this journey?
Each handoff is a risk point. Who hands to whom, and how?
	Your response


Q10. Are there manual steps that should be automated (or vice versa)?
Automation that doesn’t work is worse than a manual step that does.
	Your response


Q11. What third parties or vendors are involved in the journey?
Do they know they’re part of your customer’s experience?
	Your response


Q12. What happens when something goes wrong mid-journey?
Is there an escalation path? Does the customer know about it?
	Your response


D. Measurement
Q13. How do you measure the health of this journey?
CSAT, NPS, completion rate, time-to-resolution, complaint volume. What do you actually track?
	Your response


Q14. When was the last time this data changed a decision?
If the metrics exist but nobody acts on them, they’re not metrics — they’re decoration.
	Your response



E. Summary
Q15. What is your overall confidence in this customer journey? Score /10.
	Your response


Q16. What are the top three findings from this audit?
	Your response


Q17. What needs to happen in the next 30 days?
	Your response




THE HONEST BIT
This template is a diagnostic starting point — not legal advice, not compliance certification, not a substitute for qualified professional guidance. If it surfaces something serious, get proper help. Talk to your lawyer. Talk to someone who carries professional indemnity insurance and knows your jurisdiction. Nothing here creates a client relationship, an advisory engagement, or a duty of care. You’re a grown-up. You downloaded a template. What you do next is on you.
Progress over perfection — but not recklessness over common sense.
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