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HUMAN INTERNET FOR A BETTER FUTURE



NGI TETRA
WHAT WE DO?

TRAINING

MENTORING

Join our bootcamps and 
webinars on different topics 
such as intellectual property, 
sales and new markets, 
leadership skills, investments, 
financing and much more.

Reiceive individual 
mentoring from experts, 
startup founders and 
investors.

BUILDING
NETWORKS

Get access to Digital 
Innovation Hubs, connect 
with investors and 
corporations for 
collaboration.

� Coaching during TETRA 
bootcamps

� 20 hours of mentoring after 
TETRA bootcamps for the 
most promising businesses

� Individual master plans

More information:
https://business.ngi.eu/



WHAT’S NEXT:
ONLINE EVENTS FOR YOUR ACCELERATION

Link: business.ngi.eu

WEBINARS:

Open for public

� 09.03.2022 | Webinar#39: 
One step further on GDPR: Privacy and GDPR tools

� 15.03.2022 | Webinar#40: 
Open-source business development

+ check our archive



Customer journey mapping
What is Customer Journey mapping and why is it important in growth stage ?🦺
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For NGI beneficiaries only



https://www.linkedin.com/in/slavotuleja/ 
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Slavo Tuleya

https://www.linkedin.com/in/slavotuleja/


?
 

Let’s get to know each other ✌
What would you like to learn today?

https://news.gallup.com/businessjournal/152429/cost-bad-project-management.aspx


“🎯Always look at your solution from your customers POV. 

🎯Identify relevant problems and innovation opportunities. 

🎯Test product with customers before the first line of code. 

🎯Collect data for GTM strategy and get your ideal customers.



🎙 📽 ✌ ❓💡
Few rules for the online session.



Service Design 101
Introduction into the context of the customer journey.🚧
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?
 

What is Service Design?
Do you have experience with it?

https://news.gallup.com/businessjournal/152429/cost-bad-project-management.aspx


?
 

What good service can you 
think of first?

The one you talk about enthusiastically about to your friends.

https://news.gallup.com/businessjournal/152429/cost-bad-project-management.aspx






70%
Is from the service sector
70% EU GDP 

The jobs-to-be done point of view.

https://hbswk.hbs.edu/item/clay-christensens-milkshake-marketing


#4#1 #2

Extract 
commodities

Make  
goods

Stage  
experiences

Deliver  
services

#3

The progression of Economic Value 
by Joseph Pine

The progression of Economic Value
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#1 #2 #3

Design  
Thinking

Service  
Design

Innovation 
Design







Benefits of DT 💎

Design Thinking vs. Problem-solving

https://www.youtube.com/watch?v=8wf5W9TavmE


#1 #2 #3

Design  
Thinking

Service  
Design

Innovation 
Design





SD Benefits 🦺

Process 
improvement

Competitive 
differentiation

Higher 
Value



228%Design-driven companies vs. S&P 500 
228% lead





Customer Journey  Map
A tool for managing innovation activities in the company.👷
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?
 

Do you work with a customer journey?
Share your experience… how does it help you?

https://news.gallup.com/businessjournal/152429/cost-bad-project-management.aspx


Customer journey 🚧
What do they go through and how do they interact 

with your service?





?
 

Who are your customers?
Share your experience with others.

https://news.gallup.com/businessjournal/152429/cost-bad-project-management.aspx


Everyone. 🙂



Product adaptation 
curve



Extreme personas



Customer segmentation
Division of customers into groups according to specific 

characteristics.



Behavior 
Formulas

Psycholog. 
Profile

Demograf. 
Profile

Geograf.  
profile

#4#1 #2 #3





BackstageRatingTouchpointsPhases

#4#1 #2 #3



👶   🤱   🤷   👨💻   👵



InspirationInterviewsExperienceObservation

#4#1 #2 #3





Why is CJM important?
What can your customer journey map give you?✅
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Metrics to track.📊
What business metrics are key for you?
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24,9%
marketing.
24.9% more efficient use of investments in

Aberdeen Group

https://cdn2.hubspot.net/hubfs/32152/McorpCX%20Insights%20Files/Publications/Aberdeen_Customer%20Journey%20Mapping_Lead%20the%20Way%20to%20Advocacy.pdf


21,2%
customer service.
21,2% more cost effective

employees.
25,3% better engagement of

Aberdeen Group

https://cdn2.hubspot.net/hubfs/32152/McorpCX%20Insights%20Files/Publications/Aberdeen_Customer%20Journey%20Mapping_Lead%20the%20Way%20to%20Advocacy.pdf


16,8%
sales cycle.
16,8% faster average 

up-sell and cross-sell 
activities.

15,3% more income from

Aberdeen Group

https://cdn2.hubspot.net/hubfs/32152/McorpCX%20Insights%20Files/Publications/Aberdeen_Customer%20Journey%20Mapping_Lead%20the%20Way%20to%20Advocacy.pdf


17,9%
satisfied customers.
17,9% more recommendations from

social media channels.
20,7% more positive mentions on

Aberdeen Group

https://cdn2.hubspot.net/hubfs/32152/McorpCX%20Insights%20Files/Publications/Aberdeen_Customer%20Journey%20Mapping_Lead%20the%20Way%20to%20Advocacy.pdf


50%
customer journeys.
50% of organizations have little or no awareness of

Space for competitive advantage.💡

Aberdeen Group

https://cdn2.hubspot.net/hubfs/32152/McorpCX%20Insights%20Files/Publications/Aberdeen_Customer%20Journey%20Mapping_Lead%20the%20Way%20to%20Advocacy.pdf


CXProductivitySalesMarketing

#4#1 #2 #3



CJM Miro Board

https://miro.com/app/board/uXjVOSrBJeY=/?invite_link_id=661654266136
https://miro.com/app/board/uXjVOSrBJeY=/?invite_link_id=661654266136


Case stories
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Implement 
& iterate

Identify points  
to improve

Map 
Journey

Download a  
template

#4#1 #2 #3

Where to take CJM next? 🦺



Tips for inspiration
Where to find it?💡
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15 principles 
Of good service design. ✅



Marc Fonteijn Podcast
Debates with Service Designers from around the world.🎙



Questions
& 

Answers 
Session
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The TETRA project has received funding
from the European Union’s Horizon 2020 Research and 
Innovation Programme under Grant Agreement No 825147

THANK YOU
&

GOOD LUCK WITH YOUR BUSINESS!


