
Welcome

• Thank you for joining this workshop: Using journey maps to improve client experience 

hosted by Prosper Canada on behalf of the ABLE Steering Committee.

• The session will begin shortly.​

Technology Details:

For technical assistance during the session, please email events@prospercanada.org

Participants should connect using VOIP. Please check that the volume is turned up on your computer, and 

that you have enabled your web-camera and microphone.

If dial in option is required, please check your event invitation under the “Join by phone” details

Access Code: 132-303-4891

#2021ABLE



Session logistics

Please keep your microphone on mute 

until the sharing portion of today’s session.

For closed captioning, please click the 

“CC” button on the bottom left-hand corner 

of the meeting platform.



Land acknowledgement



2021 ABLE virtual series

Recover and Rebuild: Helping Canadians build financial security during the 

pandemic and beyond

The 2021 ABLE Financial Empowerment (FE) virtual series is a collection of online financial empowerment 

events designed to provide financial empowerment stakeholders with knowledge, tools, resources and insights 

on financial topics to help struggling Canadians build financial resilience through the pandemic and recovery.

• Spring series – designed for practitioners, interactive

• Fall series – designed for all FE stakeholders 

The 2021 ABLE virtual series is hosted by Prosper Canada on behalf of the ABLE Steering 

Committee.



About us

ABLE is a cross-sector community of practice working 

to reduce poverty through financial empowerment. 

Prosper Canada is a national charity dedicated to 

expanding economic opportunity for Canadians living 

in poverty through program and policy innovation.



Sponsors

Event sponsors

Bronze sponsors



Presenters
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Allison Meserve, she/her

Prosper Canada

ameserve@prospercanada.org

Nirupa Varatharasan, she/her

Centre for Addiction and Mental Health 

nirupa.varatharasan@camh.ca



Agenda
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01 Intros and warm-up 10 min

02 Teaching 15 min

03 Practice 25 min

04 Share-back 15 min

05 Wrap-up and Q&A 10 min



Warm-up

Draw something that reflects your 

experience getting groceries during the 

past year

Warm-up
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Learning objectives

Describe what a journey map is and situations to use one

Describe the process to develop a journey map for a service

Describe the components of a journey map

Apply concepts to a hypothetical service
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02

03

04
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“Journey maps make 

intangible experiences 

visible and facilitate a 

common understanding 

between team members”

Stickdown et al., 2018 p. 46

What is a 
journey map?
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What is a journey map?

• Human-centered design tool

• Visualizes client experience over time

• Can act as a “boundary object”

• Living document

Stickdown et al., 2018 
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When would you use a journey map?

• Identify opportunities for improvement

• Develop a new program or service

• Inform decision making

• Increase empathy
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Stickdown et al., 2018 



Type in the chat a service/program/ 

project that you think is an 

opportunity to use a journey map:

What is the service/program/ 

project?

What is the primary goal of the 

journey map (e.g., identify pain 

points, design a new service/ 

program/project, etc.)?

Reflection
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How to build a 
journey map



How to build a journey map

16

01 Identify objective for map

02 Gather client data using mixed methods

03 Build personas and empathy maps

04 Define stages and steps of service



How to build a journey map

17

01 Identify objective for map

02 Gather client data using mixed methods

03 Build personas and empathy maps

04 Define stages and steps of service



How to build a journey map

18

01 Identify objective for map

02 Gather client data using mixed methods

03 Build personas and empathy maps

04 Define stages and steps of service
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How to build a journey map
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05 List touchpoints and channels

06 Chart emotional journeys

07 Add quotes or thoughts

08 Identify pain points and improvement opportunities
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How to build a journey map
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05 List touchpoints and channels

06 Chart emotional journeys

07 Add quotes or thoughts

08 Identify pain points and improvement opportunities

Can include many other lanes such as storyboards, 
KPIs, backstage processes etc.



Example



Personas
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Personas
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Let's imagine we operate a 

grocery store and want to 

provide our customers with 

the most seamless 

shopping experience that 

meets their specific needs 

during the pandemic

Practice Work in groups to create a mini journey map

01 Join the Mural (link in breakout chat)

02 Introduce yourself to your group

03 Work through the directions in your 

breakout room's area of the Mural.



Share-back

01 How was the process for you/your group?

02 What did you learn?

03 What was challenging?

04 Which rows were easiest/hardest?



Closing 

thoughts

01 Journey maps are human-

centered tools that help uncover client 

experience with a service and identify 

pain points and opportunities for 

improvement.

02 Visualizing experiences allow teams to 

empathize with clients and understand 

the context.

03 You don't need a special degree or 

training to complete a journey map.



Q&A



Resources
Stickdown M, Lawrence A, Hormess M, Schneider J. This Is Service Design Doing: Applying Service 
Design Thinking in the Real World - A Practitioner’s Handbook. O’Reilly Media, Inc.; 2018.

IDEO. Design Kit. https://www.designkit.org/

Prosper Canada. Service design. https://prospercanada.org/Our-Work/Our-service-design-work.aspx

ESDC-Centre of Expertise for Accessible Client Service. Accessible Client Service: Journey map 
templates for programs and services. https://ceacs-cesca.github.io/playbook/tools/

(Download Word document in "Inspiring Tools" and pp. 48, 49 of main PDF)

Center for Advanced Hindsight. Introducing the Behavioral Mapping Case Study & 
Cheat Sheet. https://advanced-hindsight.com/blog/introducing-the-behavioral-mapping-case-study-cheat-
sheet/
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https://prospercanada.org/getattachment/Our-Work/Our-service-design-work/Service-Design-Tips-for-nonprofits-08-06-2019-(1).pdf.aspx
https://www.designkit.org/
https://prospercanada.org/Our-Work/Our-service-design-work.aspx
https://ceacs-cesca.github.io/playbook/tools/
https://advanced-hindsight.com/blog/introducing-the-behavioral-mapping-case-study-cheat-sheet/


Example journey maps

Tax time insights (p. 23)

Virtual self-file model overview

Remote financial help:

• FSGV (Vancouver)

• Manitoba (SEED Winnipeg)

• Thunder Bay (Thunder Bay Counseling)

Stakeholder Journey Mapping: An 

Educational Tool for Social 

Entrepreneurs (p. 8)

Black Mamas Community Collective

Kate Wren journey mapping workshop 

for the Mississauga Halton Community 

Care Access Centre
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https://prospercanada.org/getattachment/989bdcfd-55d0-42e2-a75b-f55eb66378bf/Tax-time-insights.aspx
https://prospercanada.org/getattachment/5655bd11-8efe-4c69-9b3b-99ea74586756/Virtual-Self-File-model-overview.aspx
https://learninghub.prospercanada.org/wp-content/uploads/2021/06/520105_Journey-map-FSGV_v12_20201031_jb.pdf
https://learninghub.prospercanada.org/wp-content/uploads/2021/06/520104_Manitoba-Process-Map_v10_20200818.pdf
https://learninghub.prospercanada.org/wp-content/uploads/2021/06/520105_TBC-Process-Map_v09_20201030_rz.pdf
https://reader.elsevier.com/reader/sd/pii/S1877705816323189?token=9AF5743511149ADD47865BA99CFC9943B99BCB5F169A57C9252BC7F425CCABE084314B126C17C55FBBF97576A34CB4F3&originRegion=us-east-1&originCreation=20210505164410
https://melissalau.work/bmcc
http://katewrenux.com/Portfolio/journey-mapping-workshop/


Did what you learn today change 

which service/program/project you 

would choose?

What is one thing you would need 

to understand more/better before 

embarking? How will you go about 

getting that information?

Reflection
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Thank you for joining us

Today’s event is part of the 2021 ABLE virtual 

series. This is the final event in the Spring Series.

The Fall Series will return in October/November of 

2021. Please visit ablefinancialempowerment.org to 

stay up to date on future events.



What’s next

We will be sending you an email soon with:

• Slides and handout from today’s webinar

• Link to Post-Series survey

We will also post all materials in our ABLE event page:

https://ablefinancialempowerment.org/able-conference

/2021-able-conference/

https://ablefinancialempowerment.org/able-conference/2021-able-conference/
https://ablefinancialempowerment.org/able-conference/2021-able-conference/
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Prosper Canada 

60 St. Clair Avenue East, Suite 700

Toronto, ON M4T 1N5

(416) 665-2828

www.prospercanada.org

info@prospercanada.org

http://prospercanada.org/newsletter

http://www.prospercanada.org/
mailto:info@prospercanada.org
http://prospercanada.org/newsletter

