
Devise A Winning
Self-Service Strategy Through
Customer Journey Mapping



Journeys and not individual touchpoints predict 

business success. In this eBook, produced 

by Solvvy, customer experience experts—

Kerry Bodine and Mahesh Ram—discuss the 

elements of journey mapping and how it can 

help evangelize intelligent self-service initiatives 

within an organization. 

Journey mapping can help businesses gain 

a deep understanding of where self-service 

technology can be applied most effectively 

within a user’s journey to improve the overall 

customer satisfaction. Today, as the customer 

demands immediacy and accuracy, the journeys 

need to be designed with self-service elements 

in mind.
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With consumers demanding real time interactions, consistency and personalized care on their preferred channel, a 

culture of immediacy is setting in. As the consumer expectations for speed and convenience continue to rise, self-

service is becoming more and more important.

The Modern Customer 

75%

89%85%

80%
of online customers ex-
pect help within 5 min-

utes.
McKinsey

& Company

By 2020, customers will 
manage 85% of the rela-

tionship with an enterprise 
without interacting with a 

human.
Gartner

80% of business buyers ex-
pect companies to respond 

and interact with them in 
real time.

Salesforce

89% of customers get frus-
trated because they need 
to repeat their issues to 
multiple representatives.

Accenture



As people try to pack in more things into their days to get the 

most out of their personal and professional lives, the role of 

technology to serve and assist them is growing in importance. 

People want the help they need to complete their tasks or 

accomplish their goals anytime, anywhere. 

If organizations tried to support customers around the globe, 

at all times through a fully staffed human solution, it would 

be incredibly inefficient and expensive—and quality of service 

would certainly vary. So the answer lies in intelligent self-

service.

Why Self-Service?



Customer Service: A Global Perspective 

The following infographic from Microsoft breaks down the importance of customer service by geography, age 

and gender.

Source: Microsoft’s 2017 State of Global Service Report



Journey mapping is both an art and a science. Journey mapping is 

the process of understanding and documenting the experiences that a 

customer has with your business through the process of visual storytelling. 

It is the key to understanding how your customers interact with your brand, 

their underlying needs and aspirations and their pain points. 

Journey Mapping
Journey maps are diagrams 

that visualize the actions, 

thoughts and feelings of a 

person or a group overtime. 

The methodology stems 

from the discipline of human-

centered design, which helps 

organizations build solutions 

that are simple, useful, engaging 

and lasting. 

What are 
Journey Maps?

Source: Kerry Bodine & Co.



Journey Mapping is a Team Sport

The key benefits of journey mapping are understanding 

the end-to-end experience from a customer’s 

perspective, identifying the breakdowns in the process 

and taking measures to fix them to create happy brand 

experiences and improve business metrics. 

Journey mapping is a four-stage process comprising 

of hypothesis mapping, validation or invalidation with 

customers, root cause analysis and future state design. 

Hypothesis mapping involves bringing in a cross-

functional group from within the organization to state 

their internal assumptions and the knowledge that 

they have around customer journeys. The next step is 

to get the customers involved to validate or invalidate 

those internal assumptions through interviews or 

workshops. Often there is a stark gap between what 

organizations think and what customers experience. 

Then comes root cause analysis, an important step, 

which helps companies understand the underlying 

causes of customer pain points before they begin to 

design a solution. Finally, you design an experience for 

a future state that is both useful and enjoyable for the 

customer through broad ideation, building inexpensive 

prototypes, testing them and quickly iterating to find the 

best solution. 



What Shapes Customer Experience?

Customer journey is just the tip of the iceberg. According to Kerry Bodine, co-author of Outside In: The Power of 

Putting Customers at the Center of Your Business, it is imperative to understand the drivers of customer experience in 

order to address the root cause of the issues. 

Today large organizations 

are siloed around 

different functions, 

different product lines 

and different channels. 

All of these silos create 

disjointed experiences 

for customers as they 

attempt to complete their 

tasks and achieve their 

goals.

Source: Kerry Bodine & Co.



With customer service becoming a brand differentiator, 

organizations need to transition from individual silos and 

disjointed experiences to an integrated approach and 

a consistent omni-channel experience. To keep up with 

the customers’ needs and aspirations today, customer 

journeys are being designed with self-service elements. 

Self-Service Holds the Key



As journey mapping uncovers people’s needs and 

expectations, it also uncovers potential areas where 

self-service might have the biggest impact for both the 

organization and customers. Journey mapping helps 

businesses gain a deep understanding of where self-

service can be applied most effectively within a user’s 

journey to improve the overall customer satisfaction.

With all the industry trends skewed in favor of self-

service, organizations are increasingly incorporating 

it in the design phase of the journey mapping process 

itself. 

The Role of Journey 
Mapping in Self-Service

Self-service is the act of “serving oneself”. In the 

context of customer service, it refers to a process 

that lets users find answers to their questions 

themselves. This could be via a company’s help 

center or a solution like Solvvy. 

The self-service platform from Solvvy answers 

common customer questions by unlocking 

the power of enterprise knowledge through its 

cutting-edge technology powered by AI, machine 

learning and natural language processing. It taps 

into its clients’ knowledge base and ticket history 

to learn from prior customer interactions and 

surfaces the most relevant answer from the vast 

repository of knowledge. 

What is 
Self-Service?



“Solvvy’s question and answer matching 
capabilities are greatly improving 

customer journeys. With self-service 
automation, organizations are able to 

achieve the magic equation where CSAT 
goes up on the one hand and costs go 

down on the other.”
Mahesh Ram

 Solvvy



TaskRabbit, the online 

marketplace for hiring taskers 

was able to deliver on its key 

support metric of First Contact 

Resolution with Solvvy. The 

company became extremely 

effective by servicing 28% of all 

inbound requests received within 

a minute!

They switched to contact forms 

only and completely deprecated 

email support. 

Automating support not only 

improved TaskRabbit’s self-

service capabilities, but also 

empowered their agents to focus 

on the more critical issues. 

TaskRabbit Turns to Self-Service

“Solvvy is great for improving First Contact Resolution because it gives our 

customers a fast, reliable, and accurate answer. We’re beating our goals.”

Yael McCue
CS Leader, TaskRabbit



The Merits of Self-Service

Self-service delivers a superior customer experience along with efficiency gains and cost savings for the business. 

Reduces Ticket 
Volume

Provides Instant 
Resolutions

Improves CES 
and CSAT 

Builds Customer 
Loyalty

Helps Build and Scale 
Knowledge Base

Makes Agent’s More 
Productive

Reduces Operating 
Costs 

Delivers Operational 
Efficiency

Empowers the 
Customer



Self-service has become an integral component of “Journey Design” as the modern customer 

demands speed, accuracy and consistency across all support touchpoints. By incorporating 

elements of self-service into the design phase of journey mapping, companies are improving 

customer satisfaction on the one hand and their key business metrics on the other. 

Key Takeaways

“A one-point improvement [in 
satisfaction] on a ten-point scale 
corresponds to at least a three-
percentage-point increase in the 
revenue-growth rate.”
McKinsey & Company
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