TOUCHPOINT STRATEGY
PRIMARY AUDIENCE: [ your audience ]        AUTHOR: [ your name ]
[ Capability or feature name ]
[ One line: what this capability lets the user do. ]
How to use this template.  Take one capability or feature. List every task it has to serve — the ones the user came for and the ones the business wants — and force-rank them into a single list (no ties). For each task, note the emotional state the person arrives in and should leave in, the design & content approach that carries them between the two, and one success criterion written before the design exists. Replace the rows below.
	Rank
	The task
	They are feeling…
	Design & content approach
	Success criteria
	Comments & PoP

	1
	
	
	
	
	

	2
	
	
	
	
	

	3
	
	
	
	
	

	4
	
	
	
	
	

	5
	
	
	
	
	

	6
	
	
	
	
	


[U] user-driven task  ·  [B] business-driven task.   Tasks are force-ranked into one list (no ties, except the identical task appearing on both sides).   Threshold codes: (A) set by past behaviour · (D) diagnostic / loss-of-sale survey · (F) set by future, expected behaviour.
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