
Customer Journey Script Outline

Customer Journey Videos (or Hero’s Journey) are a powerful and time-tested sales and marketing tool.
However, many companies are relying on the written word and (maybe) a picture of your customer
alone to do the job. Video is, without a doubt, the most influential and effective way to collect and show
how happy your customers are.

Customer Journey videos can include both customer interviews and internal case studies.

Generally speaking, this video should be 2-3 minutes.

To make a great customer journey video, you must first uncover the story in which you plan to show
your viewers. In most cases, it makes sense to begin with the answers you would like to hear from your
customers and write the questions based on those. This allows the interviewer to lead the interviewee
and create magical videos.

How To Fill Each Segment Out
Each segment in the template has a description underneath which will help you fill it out. It’s best to
keep each segment in bullet form (shown in blue). This allows for a full script outline to be assembled
based on your responses.

B2B vs. B2C Journeys
Based on your product or service offering, you may have very different stories and therefore, very
different questions. We’ve included helpful markers next to each question to help you choose the
proper questions for you.

Need Additional Help?
If you have any questions about how to use this template, feel free to email me at
zbasner@impactbnd.com.

Need help explaining the “Customer Journey” video to your team? Show them this. Interested in a Video
Workshop to teach your staff how to create videos like the “Customer Testimonial”? Learn more here.

mailto:zbasner@impactbnd.com
https://www.youtube.com/watch?v=R1pl21uZ63c
https://agency.impactbnd.com/video-marketing-training-workshop


#1 The Exposition
The exposition is going to set the stage for the viewers of the testimonial. This should include the
problem they were experiencing and the hesitation to buy from COMPANY. This needs to be a relatable
experience, causing your viewers to go “Yeah, that’s my problem and yes, that’s the hesitation I have
about buying this product.”

● Introduce yourself, your company, and what you do.

● Give me a brief overview of your experience with COMPANY.

● What were your biggest challenges before working with COMPANY?

● How did you feel when you were in the weeds with those challenges - frustration, anxiety,
confusion? Explain those feelings to me.

● At what point did you decide you were going to commit to working with COMPANY?

● Were there any doubts that you had about working with COMPANY?

#2 The Journey
Now that we’ve established the struggle and set the starting point for the viewer, we must explain what
the experience was like fixing their problems, implementing the service, and working with COMPANY.
This is where we address many of the concerns the viewer likely has about purchasing your service or
product.

● How did COMPANY help with your challenges?

● What was the onboarding process like?

● Give me a snapshot of the results you saw once working with COMPANY?

● What was the first major win you experienced with COMPANY?

● How did that first major win make you feel?

#3 The Resolution

● How are things different now at CLIENT?



● How did your experience compare to your expectations?

● What feedback did you hear from colleagues/customers about these results?

● What would you tell someone who may be considering working with COMPANY but aren’t
completely committed yet?

● Looking back at the last X, is there anything you would have done differently?


