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The Customer Experience Model

CEM Worksheet

TARGET MARKET: 
PRODUCT: 
BRAND: 

PROVIDER

NOTES:  
	PHASE of the CEM
	TOUCHPOINTS and COMMENTS

	MARKET SENSE 
(General Comments)
	· 

	Marketing Reach Touchpoints
	· 

	Personal Experience Touchpoints
	· 

	Observation and Word of Mouth Touchpoints
	· 

	
	· 

	
	· 

	PURCHASE DECISION

(General Comments)
	· 

	Purchase Motivation Touchpoints
	· 

	Investigation Touchpoints
	· 

	Negotiation Touchpoints
	· 

	Closing Touchpoints
	· 

	POST PURCHASE EXPERIENCE (General Comments)
	· 

	Product Touchpoints
	· 

	Brand Touchpoints
	· 

	Provider Touchpoints
	· 
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