
Shift the way you do digital           Shift the way you do digital           

1

Mapping Content to the 
Customer Journey

brekergroup.com |  

MELISSA BREKER

@melissabreker

melissa@brekergroup.com

LINKEDIN.COM/IN/MELISSABREKER





brekergroup.com |  @melissabreker

Who am I?



A little bit about me:
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• 10+ years’ content strategy 

consulting and digital 

experience

• Mother of two awesome kiddos

• Live in Vancouver, Canada



I’m also:
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• Passionate about human-

centred, purpose-driven 

content and change through:

 Content Workshops

 Leadership / Group Coaching

 Facilitation
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When we go to a 
website…



What’s up for 

today?

Our expectations:
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The reality:
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Gaps in 
information.



Gaps in
expectations.



Gaps in targeted 

content.
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Is this true for you?
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What if…
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Just as we manage and 
support content … 



We could support the 

customer experience with 

the right content?





A

A different 
perspective
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Today



How do we 
map content?

What we’re talking about today

Agenda

brekergroup.com |  @melissabreker

What are 

customer 

journeys?

What are 

content 

journeys?





Meet someone new

1

If you could wake up 
tomorrow having 

gained any one quality 
or ability, what would it 

be?

2

Is there something 
you’ve dreamed of 

doing for a long time? 

3

What in your life do you 
feel most grateful for?

Let’s try it
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Real 
communication 

begins with 
connection –

Oprah



What does personalized content 

mean to you?
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Our expectations vs

reality…



What is customer journey?



Journey maps
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• Common UX tool 

for defining the 

customer 

experience.

• Looks at the 

overall phases 

the customer 

experience.



Journey maps
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Journey maps
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• Buyer Stages

• Tasks

• Thoughts/Feelings

• Touchpoints / Channels
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Why is it important?
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78%
Will only engage in offers if 

they have been personalized 

to their previous 

engagements with the brand.

- Loyalty 360 



45% of US consumers will abandon an 

online transaction if their questions or 

concerns are not addressed quickly.

- Forrester



Assess

brekergroup.com |  @melissabreker

63% of consumers said they’d 

think more positively of a 

brand if it gave them content 

that was more valuable, 

interesting or relevant.

- Evergage

Change Management Effectiveness



“The rate of 
change is not 
going to slow 
down anytime 
soon.”

- John Kotter 
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It can feel like…
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We need to deliver the 
right content



Do you use a customer journey 

approach? 
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How do we 
map content?

What we’re talking about today

Agenda
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What are 

customer 

journeys?

What are 

content 

journeys?
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A content 

journey shows 

how content 

strengthens the 

customer 

experience at 

each touch point, 

in each stage. 
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How can content 
support them along the 
way?
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What content:

• Experiences?

• Topics?

• Types and formats? 

• Triggers?

• Channels?
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Why is it important?



Vision
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Content mapping can 

align your team around 

a common vision for 

content.
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Set a clear path

Source: Adaptive Path
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Reduce content gaps



How do we get started?

1

Audience

(Research / Personas)

2

Stages of the Journey

3

Tasks and content 
needs

brekergroup.com |  @melissabreker



Understanding your 

audience
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User research



Find a partner



User research for content

1

What audience 
research does your 

company do?

2

How frequently do you 
consider audience 

needs?

3

How is the information 
captured and shared?
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Let’s share!
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The truth is…



“We don’t 
see things as 
they are, we 
see them as 
we are.”

Anais Nin
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Personas
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Personas – what they’re not



Stages of the journey



The traditional funnel
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It’s may not be sequential
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In the trenches

True story…
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Content that 

doesn’t meet 

needs can 

feel like …
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We need to deliver the 
right content



What things do you do to 

understand how content can 

support user needs?
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How do we 
map content?

What we’re talking about today

Agenda
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What are 

customer 

journeys?

What are 

content 

journeys?
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Content journey approach

• Brainstorm

• Early designs

• Conceptual design 

• Detailed requirements
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Brainstorm

For every persona

At every stage

Via Content Strategy Inc.
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Brainstorm

Get the right people 

in the room
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Early Design

Capture the  

information

from stickies

Via Content Strategy Inc.
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Conceptual Design

Summarise key 

information for sign off

© Brain Traffic 2013

Via Content Strategy Inc.
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Detailed Requirements

Optimise

content needs

© Brain Traffic 2013



In the trenches

True story…
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Reach out to your partner
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Let’s try it

Organization:

• Online watch seller

Scenario: 

• Husband looking for a 

Christmas gift
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Let’s try it

Stages of the Journey: 

• Awareness

• Consideration

• Purchase

• Post-Purchase / Loyalty

Content considerations: 

• Topics

• Formats 
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It should look like:

Topics

Formats

AwarenessHusband Consideration Purchase Loyalty



What did you uncover?
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We need to deliver the 
right content



• Focus on one audience

• Start small

• Audit content to 

determine gaps

• Set a regular schedule for 

assessment

How to start



Understand 

how small 

interactions …
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Create 

the 

content 

experience
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Let’s try it

Scenario: You’re a 
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What’s one action you’ll take?



Email: melissa@brekergroup.com

LinkedIn: Melissa Breker

Twitter: @melissabreker

Phone: 001 604.619.7743

Web: www.brekergroup.com

Melissa Breker

• Digital Strategy Assessments
• Team Strategy Workshops
• Content Strategy Consulting
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Let’s connect



Final questions?  



Thanks!


