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Appendix 9 Customer Journey
For each persona a user journey is created. The user journey shows how a specific customer goes 
through the 4 stages; planning & itinerary, purchase, use of service and service impression.  For each 
of the stages the different activities are noted down, these are similar for each person. However, the 
emotions they go through, their goals and problems differ, therefore, also the goal of SITA gets a slightly 
different shape. 
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Figure 5. User journey map




