
Customer Journey Map: Buying Groceries 

Stage 1 Stage 2 Stage 3 Stage 4 Stage 5

She starts by
writing a list of
her needs. 

She then gets in her car
and drives herself to her

local market 

She enters the store and feels
motivated to collect all the

food she needs 

She first gets
the produce
she needs  

The store is missing
produce she needed
for dinner she
planned to make one
night that week and
she begins to feel
upset

She grabs a
shopping cart

and reaches for
her list in order
to stay on task 

She then finds easy bake
boxed cupcakes and she

feel relieved 

She quickly
adds three

boxes to her
cart and moves

on 

She chooses
frozen
vegetables as
they are
convenient for
busy nights 

She then gets frozen
breakfast items to make
her morning faster on
the way out to work 

Karen goes into
the frozen aisle 

She then tailors
the recipe with

a similar
product

She then has to
shuffle out the
way for a mom
and child  with

a full cart

She goes into
the next aisle,

looking for
baking goods  

She thinks
about a recipe
to bake 

She is stumped
and frustrated 

Karen, a single
26 Year old
must buy
groceries for
the upcoming
week 

She then begins to
get cold and smiles

at man in the aisle
as she passes by

She Pulls over to
side of the next

aisle and checks
items off her list She then gets a

call from her
mother and

talks to her as
she finishes

shopping 

Karen says goodbye to
her mother and gets on
the check out line 

She then waits for 8
minutes to check out 

She Greets the cashier and
makes small talk as they

begin to check out her items 

She put her bags in her cart and
exits the store feeling

accomplished  and happy 

Start time: 3:00pm
on Saturday
Afternoon

End time: 4:30pm on a
Saturday Afternoon 


