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What we doé.

We help travel companies enhance customer empathy 

and experience through understanding the entire 

customer journey.

We use a pre-defined end-to-end customer journey 

framework developed just for the travel industry.



Workshop Results

Understand customer needs through 

understanding the whole journey, not 

just the parts you are engaged in.

Travel is bigger than any one company!
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Workshop Results

Discover the most critical 

touchpoints from the 

customersô perspective.

2

Gaps between actual experience 

and expected experience.



Workshop Results

Compare your customer 

experience, touchpoints and 

channels to industry best 

practise and competitors.
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Workshop Results

Review and revise your customer metrics.5

Identify tangible opportunities to improve your 

customer experience ïincluding open questions, 

known issues, process changes needed, updated 

business requirements.
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The CJ Ignition Framework

u The complete end-to-end customer journey 

for travel.

u 16 travel journey phases.

+ return journey, + travel disruption,

+ customer lifetime value

u 100+ touchpoints.

u 800+ company eco-system:

Å Who owns the customer engagement?

Å How do they make money?

Å Who has the data?



Our Process

u A collaborative workshop process using the 

customer journey framework.

u Customised to suit clientôs needs.

u 4-8 weeks engagement*

u 5-15 days workshops*

u 6 to 10 key people (vary by workshop)

Å Sales, Distribution, Marketing, E-Commerce, Customer 

Service, Revenue Management, Operations, Onboard, 

Airport, Finance

(*Subject to customisation and agreed scope)


