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Comparison of User Experience Map, Customer Journey Map and Service Blueprint

WEI Wei, WU Chun-mao
(Donghua University, Shanghai 200051, China)

ABSTRACT: The work aims to clarify the concepts of user experience map, customer journey map and service blueprint,
to compare their common points, differences and correlations. Based on desktop research, relevant literature was searched,
and the relationship among user experience map, customer journey map and service blueprint was revealed through com-
parative analysis, and verified through application cases. The three visualization maps have the same point in that they all
improve service quality by visualizing stakeholder information according to time latitude. The difference lies in that the
user experience map mainly studies the visualization of users and their individual experiences, the customer journey map
mainly studies the visualization of customers and their smooth journey, and the service blueprint mainly studies the visu-
alization of stakeholders and their service systems. The correlation lies in the fact that the three visual map research ob-
jects are from few to many, the research scope is from small to large, and the research value is improved from individual
experience to overall system optimization. The study is helpful for designers to effectively use visual maps in service design.
KEY WORDS: user experience map; customer journey map; service blueprint; visualization map; service design
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Fig.1 User experience map
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Fig.5 Difference and correlation of the research scopes
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Fig.6 Case application of user experience map, customer journey map and service blueprint
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