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ST Trip Participant Customer Journey

Current Journey - Sentiment & Notes

Expressing
interest in

ST trip

Note:
o Excited to go and
serve

Note:

o Does the webpage
answer all the
questions?

e Texting 733733
goes to webpage

Directed to SE

website for
answers

Potential to change mind

Directed to

person for
answers

Note:
« Often campus point
person of trip
¢ If not by campus, is
there a person to
talk to?

Commit & sign
up on
SE website

Note:

¢ Mixed reviews on
clarity/simplicity of
process

« Deposit process
can be frustrating -
people losing $ if
not approved

¢ Intake Forms/email

Asked to
Write &
Submit Story

Note:
¢ Not much
participation
¢ Needs to be wrtiiten
and emailed to staff
after the fact

Team leader
introduction

Note:
¢ Most often done via
phone call

Team

Debrief
Meeting

Submit forms
& travel docs

Note:

¢ Quite a few people
had to redo forms
because all were
"lost" somehow

e Overall, seen as a
repititive process

« Data not auto-filled

¢ Partners also have
forms

Travel
(Return)

Note:
e People have really
enjoyed experience
¢ Sad to leave
e Exhausted

- Happiness

Frustration or Fear

Anger

- Confusion

2-3 Team Building Meetings |

Note:

e Some people are
excited and some
are intimidated or
scared

First team
meeting & Start

Fundraising

receive more
details

Team
Retreat

Time on Travel
the field (Depart)



