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are put on the 
direct mail list

Hear about 
FitCo from 
colleague or 
professor

overwhelmed by the 
site and options

interested, 
maybe confused 
about their 
current status

Do I need this?
How much is it?
I’m certified, so I 
am a member?

They know 
FitCo & they 
want to present 
their research

1

they have to call 
in order to get 
an immediate 
discount

wants to join to 
get a discount

2

visit the website

application to join 
(possible at anytime 
throughout the process)

What do I do & where
do I go?
What’s option 1 vs.
option 2? 
Am I qualified?

3

sign up for a 
membership 
guide

put on direct 
mail list

receive the 
guide via email

receive 5 more 
emails

post email 
survey

pop up 
confirmation 
immediately 
after joining

Generic email 
receipt is sent 
same day

Days later 
they receive a 
welcome email 
(the first in the 
triggered series)

Mailed ID Card, 
new member 
email &  guide, 
overview

Remaining 
emails in the 
series

3 month new 
member survey

90 day renewal 
reminder

60 day renewal 
reminder

30 day renewal 
reminder

30 day post 
expiration 
reminder

Renewal
form

Call/fax or mail 
the renewal form

Visit the website 
to renew

submit the 
renewal form

pop up receipt email a few days 
later 

Go to direct 
mail

4 5 6

I’m not going to join because ... 
- time 
- money
- value/service
- I can’t pass your test

7

What other options are
out there? 
What’s in it for me? 
What are the benefits?

8

What is my login?
What membership
category should I be in? 
Why is my bill different?
Where do I renew?

overwhelmed by the 
site and options

confused, worried 
they made a mistake

This is too generic, 
it looks wrong. 

relieved but curious 
what took so long

10

12
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JOURNEY MAP EXAMPLE


