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Introduction
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Mapping a
 Customer’s journey
via Touch-points
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Research
Step 1

Evaluation
Step 2

Purchase
Step 3

Use/Service
Step 4

Loyalty
Step 5



Research
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What’s Happening

What’s Next



Evaluation
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What’s Happening

What’s Next



Purchase
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What’s Happening

What’s Next



Use of Product/Service

6

What’s Happening

What’s Next



Loyalty
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What’s Happening

What’s Next



The Future is Hybrid:
 Digitalization with a
Human touch
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