
C L A S S  F I V E  
W H A T  I S  A  U S E R  J O U R N E Y ?

J E N  K R A M E R ,  I N S T R U C T O R  
P L A N N I N G  S U C C E S S F U L  W E B S I T E S  &  A P P S  



A user journey is a series of steps  
(typically 4-12) which represent a scenario  

in which a user might interact  
with the thing you are designing. 

https://theuxreview.co.uk/user-journeys-beginners-guide/



• How users currently interact with the 
service / website / product

• How users could interact with it

•  Includes online and offline interactions

https://theuxreview.co.uk/user-journeys-beginners-guide/



• Demonstrating the vision for the project 

• Understanding user behavior 

•  Identifying possible functionality at a high 
level 

• Help in defining your taxonomy and interface

https://theuxreview.co.uk/user-journeys-beginners-guide/



• Context: Where is the user?

• Progression: Get to the next step?

• Devices: Type? Novice or expert?

• Functionality: Expectation?

• Emotion: How do they feel?

https://theuxreview.co.uk/user-journeys-beginners-guide/



Goals

Elevator Pitch

Personas & scenarios

Branding

User Journey



http://uxmastery.com/wp-content/uploads/2014/09/hr_journey-high-res.jpg



https://www.mycustomer.com/sites/default/files/hotc_map.jpg



https://www.mycustomer.com/sites/default/files/customer-journey-map-with-good-and-bad-
experiences.png
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Current state:  
Paying healthcare bills online















• Context: Where is the user?

• Progression: Get to the next step?

• Devices: Type? Novice or expert?

• Functionality: Expectation?

• Emotion: How do they feel?

https://theuxreview.co.uk/user-journeys-beginners-guide/



• Context: Where is the user? At home in the 
evening

• Devices: Type? NONE  
               Novice or expert? Expert

• Functionality: Expectation? Why can't I pay 
my bill online with my debit card?

• Emotion: How do they feel? Frustrated!

https://theuxreview.co.uk/user-journeys-beginners-guide/



Proposed state:  
Paying healthcare bills online







Jen, You have a bill from HUHS! 
 

It is for $25.00! 
 

It is due on June 12! 
 

View your bill 
Pay your bill 

 

Receive bill by email (desktop)
instead of US mail 

Benefits: more immediate, easy paper trail



HUHS Patient Portal 
 

You currently owe $25.00, due on June 12. 
 

Pay your bill online 
 

Call 617-xxx-xxxx to pay your bill by phone 
 

Mail your payment to XYZ 
 
 

Access patient portal (desktop)
Benefits: quicker bill pay, fewer employees

required to accept credit cards



HUHS Patient Portal 
 

You currently owe $25.00, due on June 12. 
 

Pay with your HSA debit card on file 
 

Pay with a new card 
 

Contact us with questions 
 
 
 

Still in patient portal (desktop)
Benefits: Fast bill pay, no need to re-enter information, 

high convenience





• Context: Where is the user?

• Progression: Get to the next step?

• Devices: Type? Novice or expert?

• Functionality: Expectation?

• Emotion: How do they feel?

https://theuxreview.co.uk/user-journeys-beginners-guide/



• Context: Where is the user? At home in the 
evening

• Devices: Type? Desktop 
               Novice or expert? Expert

• Functionality: Expectation? Click and pay the 
bill!

• Emotion: How do they feel? Happy!

https://theuxreview.co.uk/user-journeys-beginners-guide/



• How users currently interact with the 
service / website / product

• How users could interact with it

•  Includes online and offline interactions

https://theuxreview.co.uk/user-journeys-beginners-guide/



• Context: Where is the user?

• Progression: Get to the next step?

• Devices: Type? Novice or expert?

• Functionality: Expectation?

• Emotion: How do they feel?

https://theuxreview.co.uk/user-journeys-beginners-guide/



W H A T ' S  N E X T ?

• Outline another user journey – you may have 
several or just a few, depending on the focus 
of your project.

• Same persona, different part of the site

• Different persona, same part of the site

• Emphasize different qualities of the 
experience (emotion, devices, context, etc) 


