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The Customer Journey

The customer journey is the strategic path buyers take from awareness to loyalty—shaped by every interaction with
your brand. When intentionally designed, it aligns marketing, sales, and experience to drive growth and long-term value.
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AWARENESS

Buyers become aware of a
business challenge and
recognize your brand as a
credible solution within
their consideration set.

Brand positioning &
messaging / Paid media
(search, social) / Organic
social & thought leadership /
SEO & content discovery /
PR, partnerships, &
awareness campaigns
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CONSIDERATION

Decision-makers actively

research, compare options,

and evaluate how well
your solution aligns with
their goals, risks, and
requirements.

Stakeholders validate
value, build internal
consensus, and commit to
a purchase with
confidence in the expected

ENGAGEMENT

The customer experience
your solution in action,
shaping perceptions of

value, performance, and

partnership.

MARKETING ACTIVITIES & DELIVERABLES

Website experience /

Educational content (blogs,
guides, videos) / Case studies

& proof points / Email
nurture campaigns /
Webinars, demos, events

Sales enablement assets /
Product/service detail pages
/ ROI tools, pricing
frameworks, proposals /
testimonials, reviews and
social proof / ABM support

Onboarding & welcome
campaigns / customer
education content / email &
lifecycle communications /
Support resources &
knowledge bases / Cross-sell
and upsell campaigns
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EVANGELISM

Satisfied customers deepen
the relationship and
advocate for your brand
through renewals,
referrals, and influence.

Customer advocacy
programs / Review &
testimonial campaigns /
Referral programs / Loyalty
initiatives / Community
building & events / User-
generated content (UGC)



