
Optimized	Customer	Journey:	Custom	Camper	Van
Manufacturing

Executive	Summary:

This	document	summarizes	key	findings	and	recommendations	from	a	customer	journey	mapping
micro-project	conducted	for	a	custom	camper	van	manufacturer	(hereinafter	referred	to	as
"VanCo").	The	micro-project	focused	on	identifying	friction	points	and	opportunities	to	enhance	the
customer	experience,	ultimately	driving	increased	sales	and	customer	satisfaction.	The	journey	was
segmented	into	five	key	phases:	Awareness,	Consideration,	Design	&	Ordering,	Build	&	Delivery,	and
Post-Delivery	Support.	Our	analysis	reveals	that	while	VanCo	excels	in	craftsmanship	and	build
quality,	improvements	in	communication	transparency	and	streamlined	ordering	processes	are
crucial	for	optimizing	the	customer	experience.	Key	recommendations	include	implementing	a
centralized	project	management	system,	proactive	communication	protocols,	and	a	visually
engaging	3D	design	tool.

1.	Current	State	Customer	Journey	Map	(Condensed):

The	following	table	summarizes	the	key	stages	of	the	customer	journey,	highlighting	friction	points
and	potential	areas	for	improvement.

Phase
Customer

Goal
VanCo

Activities
Customer
Actions Friction	Points Opportunities

Awareness

Discover	&
understand
custom
camper	van
options.

Digital
marketing,
website
content,	trade
shows.

Searches
online,
visits
website,
attends
trade
shows.

Limited	organic
search	visibility,
website	lacks
inspirational	content,
trade	show	follow-up
inconsistent.

Improve	SEO,
showcase
aspirational	lifestyle
imagery	on	website,
implement	CRM	for
trade	show	lead
management.

Consideration
Evaluate
VanCo	vs.
Competitors.

Provides
initial
consultations,
shares
portfolio.

Reads
reviews,
compares
pricing,
requests
quotes.

Lack	of	transparent
pricing	information,
difficulty	comparing
quotes,	limited
access	to	detailed
build	information.

Develop	standardized
pricing	models,
create	detailed	spec
sheets,	offer	virtual
tours	of	completed
vans.

Design	&
Ordering

Define
specific
requirements
&	place
order.

Consultations,
design
iterations,
contract
signing.

Provides
design
input,
reviews
drawings,
signs
contract.

Communication
delays,	design
iteration	process	is
lengthy,	lack	of	clear
progress	updates.

Implement	a
collaborative	design
tool,	establish	clear
communication
protocols	with
defined	response
times.

Build	&
Delivery

Receive
completed
camper	van.

Van	build,
quality
control,	final
inspection,
delivery.

Tracks
build
progress
(limited),
prepares
for
delivery.

Limited	visibility	into
build	progress,
unexpected	delays,
communication	gaps
about	delivery
schedule.

Implement	a
centralized	project
management	system
with	customer	portal,
proactive
communication	about
delays.

Submits
Improve	support
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Post-Delivery
Enjoy	&
maintain	the
camper	van.

Warranty
support,
customer
service
inquiries.

warranty
claims,
seeks
technical
assistance.

Difficulty	reaching
support,	slow
response	times,	lack
of	helpful	online
resources.

channels	(phone,
email,	chat),	create
comprehensive
online	FAQ,	offer
extended	warranty
options.

2.	Key	Pain	Points	&	Supporting	Data:

Lack	of	Pricing	Transparency:	Customer	surveys	revealed	that	68%	of	potential	customers
found	it	difficult	to	understand	VanCoâ€™s	pricing	and	compare	it	to	competitors.	Specifically,
the	lack	of	readily	available	starting	prices	and	standardized	option	packages	makes	it
challenging	for	customers	to	budget	effectively	during	the	consideration	phase.	Website
analytics	show	a	high	bounce	rate	on	the	pricing	page.

Supporting	Data:	Web	analytics	(bounce	rate),	Customer	Survey	(satisfaction	with	pricing
transparency).

Slow	Design	Iteration	Process:	Customers	reported	frustration	with	the	lengthy	and	iterative
design	process.	On	average,	it	takes	3-4	weeks	and	multiple	communication	rounds	to	finalize	a
design.	This	delay	is	primarily	attributed	to	using	static	2D	drawings	and	the	lack	of	a
centralized	platform	for	collaborative	design.

Supporting	Data:	Time	Tracking	Data	(design	cycle	time),	Customer	Interviews	(feedback
on	design	process).

Limited	Visibility	into	Build	Progress:	Many	customers	expressed	anxiety	related	to	the	lack
of	real-time	updates	during	the	build	phase.	Currently,	updates	are	only	provided	proactively
by	the	project	manager	every	2-3	weeks.	This	lack	of	visibility	creates	uncertainty	and	concern
regarding	project	timelines.	55%	of	customers	reported	dissatisfaction	with	the	level	of
communication	during	the	build	phase.

Supporting	Data:	Customer	Satisfaction	Surveys	(communication	during	build),	Project
Manager	Logs	(frequency	of	communication).

3.	Actionable	Recommendations:

Based	on	the	customer	journey	map	and	identified	pain	points,	we	recommended	the	following
actions:

Implement	a	Centralized	Project	Management	System	with	Customer	Portal:	Integrate	a
project	management	platform	(e.g.,	Asana,	Monday.com)	that	allows	customers	to	track	their
van's	build	progress	in	real-time.	The	portal	should	include	key	milestones,	estimated
completion	dates,	photos	of	the	build,	and	a	direct	messaging	system	for	easy	communication
with	the	project	manager.	This	system	addresses	the	"Limited	Visibility	into	Build	Progress"
pain	point	and	improves	customer	confidence.

Expected	Outcome:	Improved	customer	satisfaction,	reduced	customer	service	inquiries,
increased	operational	efficiency.
Implementation	Steps:	Evaluate	and	select	a	suitable	project	management	platform,
configure	the	system	to	track	key	build	milestones,	train	staff	on	system	usage,	and
onboard	existing	and	new	customers	to	the	portal.

Develop	a	3D	Van	Configuration	Tool:	Invest	in	a	user-friendly	3D	configurator	on	the
website	that	allows	customers	to	visually	design	their	dream	camper	van	and	receive	instant
pricing	estimates.	The	tool	should	allow	customers	to	choose	different	layouts,	materials,	and
options,	and	then	generate	a	detailed	specification	sheet.	This	addresses	the	"Lack	of	Pricing
Transparency"	and	"Slow	Design	Iteration	Process"	pain	points,	providing	customers	with
more	control	and	transparency.

Expected	Outcome:	Increased	website	engagement,	higher	lead	conversion	rates,	shorter
design	cycle	times.
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Implementation	Steps:	Research	and	select	a	suitable	3D	configuration	platform,	design
the	user	interface	and	functionality,	integrate	the	tool	with	the	existing	website,	and
provide	training	to	the	sales	team.

Establish	Proactive	Communication	Protocols:	Implement	clear	communication	guidelines
for	each	phase	of	the	customer	journey,	including	expected	response	times	and
communication	frequency.	During	the	build	phase,	the	project	manager	should	proactively
provide	weekly	updates	to	customers,	even	if	there	are	no	significant	changes.	This	addresses
the	"Communication	Delays"	and	"Communication	Gaps"	pain	points.

Expected	Outcome:	Improved	customer	satisfaction,	reduced	communication-related
complaints,	stronger	customer	relationships.
Implementation	Steps:	Develop	a	communication	plan	outlining	frequency	and	channels
for	each	stage,	train	staff	on	communication	best	practices,	and	monitor	communication
effectiveness	through	customer	feedback	surveys.

4.	Conclusion:

By	implementing	these	recommendations,	VanCo	can	significantly	improve	its	customer	experience,
drive	increased	sales,	and	build	stronger	customer	loyalty.	Focusing	on	transparency,
communication,	and	empowerment	throughout	the	customer	journey	will	differentiate	VanCo	in	the
competitive	custom	camper	van	market	and	establish	them	as	a	leader	in	customer	satisfaction.
These	changes	must	be	measured	and	revisited	periodically	to	ensure	alignment	with	customer
expectations	and	needs.
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