
Lorem ipsum dolor

•   Lorem ipsum dolor sit amet, consectetur adipiscing elit. Phasellus ornare
•   urna ac volutpat porttitor. Sed laoreet nulla sit amet ullamcorper placerat.
•   Sed laoreet nulla sit amet ullamcorper placerat. Integer id pretium leo.
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STEPS
The touchpoints where the 
user interacts with the system

STORYBOARD
A visual representation of the 
step.

ACTIONS
What does the user need to do to 
complete each step?

CUSTOMER FEELINGS
Is the user experiencing positive or 
negative feelings?

BUSINESS PROCESS
What is happening as the user takes 
each action to complete the step? 
What are the improvement 
opportunities?

EFFORT
How much effort does it take the 
user to complete the step?
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