
DESIGNING DIGITAL
JOURNEYS FOR AN
EXPERIENCE THAT

DELIVERS

SUCCESS
SATISFACTION

SENTIMENT



Question:
When was the last time you

had an interaction with a

business that made you feel

happy, surprised, wowed or

like you wanted to tell

someone about it?



"Oops, my mistake!
Fiit, can you help?"



Easy, quick, as
expected

Success

Get the result we
set out to achieve

Satisfacion

Change the

membership

back to

annual

Instant chat

Out of hours

Easy communication

Simple solution

Straight forward

instructions



Sentiment

Personalised
Creative

Thoughtful
Humanised

Extra mile

Success

Satisfacion



70%
more likely to spend up to 3x

more with that brand

86% more loyal to that brand

80%
will advocate and promote to

friends

Customers who are
emotionally engaged with
a brand are...

And...



Anticipate
need

Be
uniquely 

you!

Enjoy a
sense of

well-being

Enjoy a
sense of
freedom

Feel
secure

Be
aspirational

SucceedSurprise
&

Delight

Create
belonging

Be
relevant

Feel a
sense of

thrill

Protect the
environment

Confidence
in the future

How to design for sentiment
Start by designing in

these basic, but

essential elements

Aspire to include these high-

impact, emotional motivators



THANK YOU
KATIE STABLER

CULTIVATE CUSTOMER EXPERIENCE BY DESIGN

https://www.instagram.com/customer_experiece_cultivator/

www.linkedin.com/in/katie-stabler-ccxp-6475278a

www.cultivatecustomerexperience.com

Katie@cultivatecustomerexperience.com


