CUSTOMER JOURNEY PHYSICS

UNDERSTANDING CUSTOMER JOURNEY PHYSICS: NAVIGATING THE FORCES OF CONSUMER BEHAVIOR

CUSTOMER JOURNEY PHYSICS IS A FASCINATING LENS THROUGH WHICH TO VIEW THE INTRICATE PATHWAYS CONSUMERS TAKE
WHEN INTERACTING WITH BRANDS. IT'S NOT JUST ABOUT MAPPING TOUCHPOINTS; IT'S ABOUT UNDERSTANDING THE UNDERLYING
FORCES, THE INVISIBLE CURRENTS THAT PROPEL OR IMPEDE THEIR PROGRESS TOWARD A DESIRED OUTCOME. BY DISSECTING THESE
FORCES, WE CAN UNLOCK POWERFUL INSIGHTS INTO CONSUMER MOTIVATIONS, DECISION-MAKING PROCESSES, AND ULTIMATELY,
HOW TO CREATE MORE EFFECTIVE AND RESONANT CUSTOMER EXPERIENCES. THIS ARTICLE WILL DELVE INTO THE CORE PRINCIPLES
OF CUSTOMER JOURNEY PHYSICS, EXPLORING HOW CONCEPTS LIKE INERTIA, FRICTION, MOMENTUM, AND GRAVITY INFLUENCE
EVERY STEP A CUSTOMER TAKES, FROM INITIAL AW ARENESS TO POST-PURCHASE ADVOCACY. WE'LL EXAMINE THE KEY ELEMENTS
THAT CONTRIBUTE TO A SMOOTH, FRICTIONLESS JOURNEY AND THE CRITICAL FACTORS THAT CAN CAUSE SIGNIFICANT
DISRUPTION.
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THe FUNDAMENTAL FORCES OF CUSTOMER JOURNEY PHYSICS

JUST AS CLASSICAL PHYSICS DESCRIBES THE BEHAVIOR OF OBJECTS IN MOTION, CUSTOMER JOURNEY PHYSICS SEEKS TO
UNDERSTAND THE DYNAMICS OF CONSUMER ENGAGEMENT. SEVERAL CORE FORCES ARE AT PLAY, EACH INFLUENCING HOW A
CUSTOMER INTERACTS WITH A BRAND AND NAVIGATES THROUGH THEIR DECISION-MAKING PROCESS. RECOGNIZING THESE FORCES
IS THE FIRST STEP TOWARD DESIGNING A MORE INTUITIVE AND EFFECTIVE CUSTOMER EXPERIENCE.

INERTIA: THE TENDENCY TO STAY PuT

|NERTIA, IN THE CONTEXT OF CUSTOMER JOURNEYS, REFERS TO THE TENDENCY FOR CONSUMERS TO MAINTAIN THEIR CURRENT
STATE, WHETHER THAT’'S USING A COMPETITOR'S PRODUCT, STICKING WITH A FAMILIAR BRAND, OR SIMPLY DOING NOTHING AT
ALL. THIS "STATE OF REST” CAN BE A POWERFUL FORCE. UNLESS A COMPELLING EXTERNAL FORCE IS APPLIED, CUSTOMERS ARE
LIKELY TO CONTINUE ON THEIR EXISTING PATH. THINK ABOUT IT — HOW OFTEN DO YOU SWITCH YOUR PREFERRED BRAND OF
COFFEE OR TOOTHPASTE? |T TAKES A SIGNIFICANT PUSH, A CLEAR ADVANTAGE, OR A MEMORABLE EXPERIENCE TO OVERCOME
THAT INITIAL INERTIA AND EVEN CONSIDER AN ALTERNATIVE. THIS FORCE IS PARTICULARLY STRONG IN MARKETS WITH HIGH
SWITCHING COSTS OR DEEPLY INGRAINED HABITS.

BUSINESSES OFTEN UNDERESTIMATE THE SHEER EFFORT REQUIRED TO DISLODGE A CUSTOMER FROM THEIR COMFORTABLE STATUS
QUO. IT'S NOT ENOUGH TO SIMPLY OFFER A SLIGHTLY BETTER PRODUCT, YOU NEED TO DEMONSTRATE A SUBSTANTIAL



IMPROVEMENT IN VALUE, CONVENIENCE, OR EMOTIONAL BENEFIT TO OVERCOME THE INERTIA. THIS MIGHT INVOLVE OFFERING
INTRODUCTORY DISCOUNTS, PROVIDING COMPELLING TESTIMONIALS, OR SHOWCASING A UNIQUE SELLING PROPOSITION THAT
DIRECTLY ADDRESSES A PAIN POINT THE CUSTOMER MAY NOT EVEN REALIZE THEY HAVE. THE MORE DEEPLY ENTRENCHED A
CUSTOMER IS WITH A CURRENT SOLUTION, THE GREATER THE “roRCE” REQUIRED TO INITIATE MOVEMENT.

FriCTION: THE ResIisTANCE To CHANGE

FRICTION REPRESENTS ANY OBSTACLE OR DIFFICULTY THAT IMPEDES A CUSTOMER'S PROGRESS ALONG THEIR JOURNEY. THIS CAN
MANIFEST IN NUMEROUS WAYS, FROM A CONFUSING WEBSITE INTERFACE AND A CUMBERSOME CHECKOUT PROCESS TO A LACK OF
CLEAR INFORMATION OR POOR CUSTOMER SERVICE. EVERY POINT OF FRICTION ACTS LIKE RESISTANCE, SLOWING DOWN THE
CUSTOMER'S MOVEMENT AND INCREASING THE LIKELIHOOD THAT THEY WILL ABANDON THEIR JOURNEY ALTOGETHER. IMAGINE
TRYING TO PUSH A HEAVY BOX ACROSS A ROUGH, UNEVEN SURFACE — THAT'S FRICTION IN ACTION. THE SMOOTHER THE
SURFACE, THE EASIER IT IS TO MOVE THE BOX.

IDENTIFYING AND MINIMIZING FRICTION IS PARAMOUNT FOR ANY BUSINESS AIMING TO OPTIMIZE ITS CUSTOMER JOURNEY. THIS
REQUIRES A DETAILED UNDERSTANDING OF EVERY TOUCHPOINT AND INTERACTION. ARE THERE UNNECESSARY STEPS IN THE SIGN-
UP PROCESS? |S THE PRODUCT INFORMATION READILY AVAILABLE AND EASY TO UNDERSTAND? |S THE CUSTOMER SUPPORT
RESPONSIVE AND HELPFUL? ADDRESSING THESE QUESTIONS CAN REVEAL SIGNIFICANT AREAS FOR IMPROVEMENT. FOR INSTANCE, A
WEBSITE THAT LOADS SLOWLY, HAS BROKEN LINKS, OR REQUIRES MULTIPLE CLICKS TO FIND BASIC INFORMATION CREATES
IMMENSE FRICTION. SIMILARLY/ A LENGTHY AND COMPLICATED RETURN POLICY CAN DETER EVEN THE MOST INTERESTED BUYER.

MoMeNTUM: THE PowEeErR oF PROGRESS

MOMENTUM IS THE ACCUMULATION OF POSITIVE EXPERIENCES AND SUCCESSFUL INTERACTIONS THAT PROPEL A CUSTOMER
FORWARD. ONCE A CUSTOMER HAS OVERCOME INERTIA AND BEGUN TO MOVE, POSITIVE MOMENTUM BUILDS. THIS IS DRIVEN BY
SUCCESSFUL TRANSACTIONS, HELPFUL INFORMATION, POSITIVE CUSTOMER SERVICE INTERACTIONS, AND A GENERAL FEELING OF
PROGRESS AND SATISFACTION. THE MORE POSITIVE MOMENTUM A CUSTOMER GAINS, THE MORE LIKELY THEY ARE TO CONTINUE
ALONG THE JOURNEY AND COMPLETE THEIR DESIRED ACTION.

BUILDING MOMENTUM IS ABOUT CREATING A SERIES OF POSITIVE REINFORCEMENT LOOPS. EACH SUCCESSFUL STEP SHOULD LEAD
TO ANOTHER, REINFORCING THE CUSTOMER'S DECISION AND BUILDING THEIR CONFIDENCE. A WELL-DESIGNED ONBOARDING PROCESS
THAT GUIDES NEW USERS SEAMLESSLY, PERSONALIZED RECOMMENDATIONS THAT FEEL RELEVANT, AND PROACTIVE
COMMUNICATION THAT ADDRESSES POTENTIAL CONCERNS ARE ALL WAYS TO BUILD MOMENTUM. |T°S THE FEELING OF “THINGS
ARE WORKING WELL” THAT ENCOURAGES FURTHER ENGAGEMENT. THINK OF A SNOWBALL ROLLING DOWNHILL;, THE MORE IT
ROLLS, THE BIGGER AND FASTER IT BECOMES. SIMILARLY, EACH POSITIVE INTERACTION ADDS TO THE CUSTOMER'S FORWARD
MOTION.

GRAVITY: THE PULL OF ATTRACTION

GEAVITY, IN THIS CONTEXT, REPRESENTS THE INHERENT ATTRACTIVENESS OF A BRAND, PRODUCT, OR SERVICE. IT's THE
MAGNETIC PULL THAT DRAWS CUSTOMERS IN AND KEEPS THEM ENGAGED. THIS ATTRACTION CAN STEM FROM A VARIETY OF
FACTORS, INCLUDING STRONG BRAND REPUTATION, PERCEIVED VALUE, UNIQUE FEATURES, COMPELLING STORYTELLING, OR A DEEP
EMOTIONAL CONNECTION. A STRONG GRAVITATIONAL PULL MAKES IT EASIER TO OVERCOME INERTIA AND REDUCE FRICTION.

UNDERSTANDING WHAT CREATES YOUR BRAND'S GRAVITY IS CRUCIAL. IS IT YOUR INNOVATIVE TECHNOLOGY, YOUR
COMMITMENT TO SUSTAINABILITY, YOUR EXCEPTIONAL CUSTOMER SERVICE, OR THE ASPIRATIONAL LIFESTYLE YOUR BRAND
REPRESENTSP BUSINESSES NEED TO CONSISTENTLY NURTURE AND AMPLIFY THESE ATTRACTIVE QUALITIES. THIS MIGHT INVOLVE
INVESTING IN BRAND BUILDING, HIGHLIGHTING CUSTOMER SUCCESS STORIES, FOSTERING A STRONG COMMUNITY, OR
CONTINUOUSLY IMPROVING THE CORE OFFERING. W/HEN YOUR BRAND HAS STRONG GRAVITY, CUSTOMERS ARE MORE LIKELY TO BE
DRAWN TO YOU, EXPLORE YOUR OFFERINGS, AND REMAIN LOYAL.



THE STAGES OF THE CUSTOMER JOURNEY THROUGH A PHYSICS LENS

VIEWING THE CUSTOMER JOURNEY THROUGH THE LENS OF PHYSICS ALLOWS US TO UNDERSTAND THE DYNAMIC INTERPLAY OF
FORCES AT EACH STAGE. FROM THE INITIAL GLIMMER OF INTEREST TO THE LASTING BOND OF LOYALTY, THESE FORCES ARE
CONSTANTLY AT WORK, SHAPING THE CUSTOMER’S EXPERIENCE AND INFLUENCING THEIR DECISIONS.

AWARENESS: THE INITIAL SPARK

AT THE AWARENESS STAGE, A CUSTOMER FIRST BECOMES AW ARE OF A NEED OR A PROBLEM, AND POTENTIALLY, YOUR BRAND
AS A SOLUTION. THIS IS WHERE INERTIA IS OFTEN AT ITS STRONGEST, AS THE CUSTOMER MAY NOT BE ACTIVELY LOOKING FOR
ANYTHING. THE INITIAL “SPARK” NEEDS TO BE SIGNIFICANT ENOUGH TO OVERCOME THEIR NATURAL TENDENCY TO STAY IN THEIR
CURRENT STATE. THINK OF THIS AS AN INITIAL FORCE ACTING UPON A STATIONARY OBJECT. THE “FORCE" HERE IS OFTEN DRIVEN
BY MARKETING EFFORTS, WORD-OF~-MOUTH, OR SERENDIPITOUS DISCOVERY. THE KEY IS TO CREATE A CLEAR AND COMPELLING
MESSAGE THAT RESONATES AND OVERCOMES INDIFFERENCE, THEREBY INITIATING MOVEMENT FROM A STATE OF UNA\X ARENESS.

CoNsIDERATION; GAINING TRACTION

DURING THE CONSIDERATION PHASE, THE CUSTOMER IS ACTIVELY RESEARCHING AND EVALUATING OPTIONS. THEY HAVE
OVERCOME INITIAL INERTIA AND ARE NOW IN MOTION. HO\)(/EVER, FRICTION BECOMES A SIGNIFICANT FACTOR HERE. CONFUSING
INFORMATION, A LACK OF CLEAR COMPARISONS, OR AN OVERWHELMING NUMBER OF CHOICES CAN CREATE RESISTANCE. THE GOAL
IS TO BUILD POSITIVE MOMENTUM BY MAKING IT EASY FOR THEM TO GATHER INFORMATION, COMPARE SOLUTIONS, AND SEE THE
VALUE OF YOUR OFFERING. EACH PIECE OF CLEAR, CONCISE, AND PERSUASIVE INFORMATION HELPS BUILD MOMENTUM, WHILE ANY
AMBIGUITY OR DIFFICULTY IN FINDING ANSWERS INTRODUCES FRICTION.

DecisioN: OVERCOMING RESISTANCE

THE DECISION STAGE IS WHERE THE FORCES OF FRICTION AND MOMENTUM OFTEN CLASH. THE CUSTOMER IS ON THE VERGE OF
MAKING A CHOICE, AND ANY REMAINING FRICTION CAN BE A DEAL-BREAKER. THIS COULD BE A COMPLEX PURCHASING PROCESS,
HIDDEN COSTS, OR LINGERING DOUBTS. THE GRAVITATIONAL PULL OF YOUR BRAND AND THE POSITIVE MOMENTUM BUILT IN
EARLIER STAGES ARE CRITICAL HERE. |F THE PERCEIVED BENEFITS (GRAVITY) STRONGLY OUTWEIGH THE PERCEIVED COSTS AND
EFFORT (FEICTION), THE CUSTOMER WILL LIKELY PROCEED. STRONG SOCIAL PROOF AND CONFIDENT MESSAGING CAN FURTHER
REDUCE PERCEIVED RISK AND PUSH THEM OVER THE EDGE.

PURCHASE: THE POINT OF IMPACT

THE PURCHASE ITSELF IS THE “POINT OF IMPACT.” A SMOOTH AND EFFICIENT TRANSACTION BUILDS POSITIVE MOMENTUM AND
REINFORCES THE CUSTOMER'S DECISION. A PROBLEMATIC CHECKOUT, ERRORS IN BILLING, OR A LACK OF CONFIRMATION CAN
CREATE NEGATIVE MOMENTUM, EVEN AFTER A SUCCESSFUL DECISION. THE PHYSICS HERE ARE ABOUT THE FINALITY OF THE
ACTION. A CLEAN, SATISFYING TRANSACTION LEAVES THE CUSTOMER WITH A POSITIVE FEELING, MAKING THEM MORE LIKELY TO
REPEAT THE EXPERIENCE. CONVERSELY, A CHAOTIC OR FRUSTRATING PURCHASE CAN UNDO ALL THE GOOD WORK LEADING UP TO
IT.

PosT-PURCHASE; MAINTAINING MOMENTUM AND ADVOCACY

THE POST-PURCHASE PHASE IS CRUCIAL FOR LONG-TERM CUSTOMER RELATIONSHIPS. THIS IS WHERE THE FORCES OF MOMENTUM



AND GRAVITY WORK TO RETAIN CUSTOMERS AND TURN THEM INTO ADVOCATES. EXCELLENT CUSTOMER SUPPORT, FOLLOW-UP
COMMUNICATION, AND ONGOING VALUE DELIVERY HELP MAINTAIN POSITIVE MOMENTUM. THE CONTINUED ATTRACTION (GRAVITY)
TO YOUR BRAND KEEPS THEM ENGAGED. THIS STAGE IS ABOUT CONVERTING A SATISFIED CUSTOMER INTO A LOYAL ONE AND
THEN INTO A BRAND EVANGELIST. BY NURTURING THIS RELATIONSHIP, YOU CREATE A CONTINUOUS CYCLE OF POSITIVE
ENGAGEMENT, WHERE GRAVITY PULLS NEW CUSTOMERS IN, AND SATISFIED CUSTOMERS GENERATE POSITIVE MOMENTUM THROUGH
REFERRALS AND REPEAT BUSINESS.

APPLYING CUSTOMER JOURNEY PHYSICS FOR BUSINESS SUCCESS

UNDERST ANDING CUSTOMER JOURNEY PHYSICS IS NOT MERELY AN ACADEMIC EXERCISE;, IT'S A PRACTICAL FRAMEWORK FOR
ENHANCING BUSINESS PERFORMANCE. BY CONSCIOUSLY MANIPULATING THESE FORCES, BUSINESSES CAN ENGINEER MORE EFFECTIVE
AND SATISFYING CUSTOMER EXPERIENCES, LEADING TO INCREASED CONVERSIONS, HIGHER RETENTION RATES, AND STRONGER
BRAND LOYALTY.

RebuUCING FRICTION IN THE CUSTOMER JOURNEY

THE MOST IMMEDIATE AND IMPACTFUL APPLICATION OF CUSTOMER JOURNEY PHYSICS IS TO SYSTEMATICALLY IDENTIFY AND
ELIMINATE FRICTION POINTS. THIS INVOLVES EMPATHY MAPPING, USER JOURNEY MAPPING, AND USABILITY TESTING TO UNCOVER
EVERY OBSTACLE A CUSTOMER MIGHT ENCOUNTER. BUSINESSES SHOULD STRIVE FOR SIMPLICITY, CLARITY, AND EFFICIENCY AT
EVERY STAGE. THIS MIGHT INCLUDE OPTIMIZING WEBSITE NAVIGATION, STREAMLINING CHECKOUT PROCESSES, PROVIDING READILY
ACCESSIBLE FAQS, AND ENSURING A RESPONSIVE AND HELPFUL CUSTOMER SUPPORT SYSTEM. THE LESS EFFORT A CUSTOMER
HAS TO EXERT, THE SMOOTHER THEIR JOURNEY WILL BE, AND THE MORE LIKELY THEY ARE TO REACH THEIR DESIRED DESTINATION.

BuUILDING PosITIVE MOMENTUM

BEYOND JUST REDUCING FRICTION, BUSINESSES SHOULD PROACTIVELY BUILD POSITIVE MOMENTUM. THIS MEANS CREATING A
SERIES OF DELIGHTFUL AND REWARDING INTERACTIONS THAT ENCOURAGE CONTINUED ENGAGEMENT. PERSONALIZED
RECOMMENDATIONS, PROACTIVE COMMUNICATION, LOYALTY PROGRAMS, AND DEMONSTRATING VALUE BEYOND THE INITIAL
PURCHASE ALL CONTRIBUTE TO THIS. THINK OF EACH POSITIVE INTERACTION AS A GENTLE PUSH THAT PROPELS THE CUSTOMER
FORWARD. W/HEN CUSTOMERS FEEL THEY ARE PROGRESSING AND BEING REWARDED, THEIR COMMITMENT TO THE JOURNEY
INTENSIFIES. THIS CONTINUOUS REINFORCEMENT IS KEY TO LONG-TERM CUSTOMER RELATIONSHIPS AND FOSTERS A SENSE OF
FORWARD MOTION THAT IS HARD TO INTERRUPT.

HARNESSING GRAVITY FOR ENGAGEMENT

FINALLY, BUSINESSES MUST FOCUS ON ENHANCING THEIR BRAND'S GRAVITATIONAL PULL. THIS INVOLVES CONTINUOUSLY
STRENGTHENING WHAT MAKES THE BRAND UNIQUE AND ATTRACTIVE. THIS COULD BE THROUGH SUPERIOR PRODUCT QUALITY,
INNOVATIVE FEATURES, A STRONG ETHICAL STANCE, EXCEPTIONAL CUSTOMER SERVICE, OR A COMPELLING BRAND STORY THAT
RESONATES EMOTIONALLY. BY CONSISTENTLY DELIVERING ON ITS PROMISES AND EVOLVING WITH CUSTOMER NEEDS, A BRAND
CAN AMPLIFY ITS INHERENT ATTRACTIVENESS. A STRONG GRAVITATIONAL PULL NOT ONLY ATTRACTS NEW CUSTOMERS BUT
ALSO MAKES IT EASIER FOR EXISTING CUSTOMERS TO REMAIN ENGAGED, MAKING THEM LESS SUSCEPTIBLE TO THE ALLURE OF
COMPETITORS.

IN ESSENCE, MASTERING CUSTOMER JOURNEY PHYSICS MEANS UNDERSTANDING THAT CONSUMER BEHAVIOR IS NOT RANDOM; IT's
GOVERNED BY PREDICTABLE FORCES. BY INTELLIGENTLY APPLYING THESE PRINCIPLES, BUSINESSES CAN MOVE BEYOND SIMPLY
REACTING TO CUSTOMER ACTIONS AND INSTEAD, PROACTIVELY SHAPE THEIR JOURNEY , CREATING EXPERIENCES THAT ARE NOT
ONLY EFFECTIVE BUT ALSO PROFOUNDLY SATISFYING.



FAQ

Q: WHAT IS THE CORE CONCEPT BEHIND CUSTOMER JOURNEY PHYSICS?

A: THE CORE CONCEPT OF CUSTOMER JOURNEY PHYSICS IS TO UNDERSTAND CONSUMER BEHAVIOR AND DECISION-MAKING AS A
DYNAMIC SYSTEM GOVERNED BY FORCES SIMILAR TO THOSE IN CLASSICAL PHYSICS. THESE FORCES INCLUDE INERTIA (RESISTANCE
TO CHANGE), FRICTION (OBSTACLES AND DIFFICULTIES), MOMENTUM (PROGRESS AND POSITIVE REINFORCEMENT), AND GRAVITY
(BRAND ATTRACTION AND PERCEIVED VALUE) BY ANALYZING THESE FORCES, BUSINESSES CAN BETTER DESIGN AND OPTIMIZE
CUSTOMER EXPERIENCES.

Q: How DOES INERTIA AFFECT A CUSTOMER’S JOURNEY?

A: INERTIA REPRESENTS A CUSTOMER'S NATURAL TENDENCY TO MAINTAIN THEIR CURRENT STATE, WHETHER THAT'S USING A
COMPETITOR'S PRODUCT, STICKING WITH A FAMILIAR BRAND, OR SIMPLY NOT TAKING ANY ACTION. IT'S THE “STATUS QuUO”
EFFECT. OVERCOMING INERTIA REQUIRES A SIGNIFICANT EXTERNAL FORCE, SUCH AS A COMPELLING OFFER, A CLEAR BENEFIT, OR A
STRONG UNMET NEED THAT THE BUSINESS CAN ADDRESS.

QI CAN YOU PROVIDE EXAMPLES OF FRICTION IN A CUSTOMER JOURNEY?

A: FRICTION IN A CUSTOMER JOURNEY REFERS TO ANY ELEMENT THAT CREATES DIFFICULTY OR RESISTANCE FOR THE CUSTOMER.
EXAMPLES INCLUDE A CONFUSING WEBSITE NAVIGATION, A LENGTHY OR COMPLICATED CHECKOUT PROCESS, UNCLEAR PRODUCT
INFORMATION, SLOW LOADING TIMES, POOR CUSTOMER SERVICE, OR AN OVERLY RESTRICTIVE RETURN POLICY. ANY POINT
WHERE A CUSTOMER STRUGGLES OR IS INCONVENIENCED INTRODUCES FRICTION.

QI \WHAT IS CUSTOMER JOURNEY MOMENTUM AND WHY IS IT IMPORTANT?

A: CUSTOMER JOURNEY MOMENTUM IS THE ACCUMULATION OF POSITIVE EXPERIENCES, SUCCESSFUL INTERACTIONS, AND A SENSE
OF PROGRESS THAT PROPELS A CUSTOMER FORWARD. |T'S BUILT THROUGH SEAMLESS TRANSACTIONS, HELPFUL SUPPORT,
RELEVANT RECOMMENDATIONS, AND A GENERAL FEELING OF SATISFACTION. POSITIVE MOMENTUM MAKES A CUSTOMER MORE
LIKELY TO CONTINUE THEIR JOURNEY, MAKE A PURCHASE, AND BECOME A REPEAT CUSTOMER.

QZ How DOES BRAND GRAVITY INFLUENCE CUSTOMER DECISIONS?

A: BRAND GRAVITY IS THE INHERENT ATTRACTIVENESS OF A BRAND, PRODUCT, OR SERVICE. IT's THE “PULL" THAT DRAWS
CUSTOMERS IN AND KEEPS THEM ENGAGED. THIS ATTRACTION CAN STEM FROM STRONG BRAND REPUTATION, PERCEIVED VALUE,
UNIQUE FEATURES, EMOTIONAL RESONANCE, OR EXCELLENT CUSTOMER SERVICE. A STRONG GRAVITATIONAL PULL MAKES IT
EASIER TO OVERCOME INERTIA AND FRICTION, ATTRACTING NEW CUSTOMERS AND RETAINING EXISTING ONES.

QZ How CAN BUSINESSES REDUCE FRICTION IN THEIR CUSTOMER JOURNEYS?

A: BUSINESSES CAN REDUCE FRICTION BY THOROUGHLY MAPPING OUT THE CUSTOMER JOURNEY, IDENTIFYING PAIN POINTS, AND
SIMPLIFYING PROCESSES. THIS INCLUDES OPTIMIZING WEBSITE USER EXPERIENCE, STREAMLINING CHECKOUT, PROVIDING CLEAR AND
ACCESSIBLE INFORMATION, OFFERING EFFICIENT CUSTOMER SUPPORT, AND MINIMIZING THE NUMBER OF STEPS REQUIRED TO ACHIEVE
A CUSTOMER'S GOAL. THE AIM IS TO MAKE THE JOURNEY AS SMOOTH AND EFFORTLESS AS POSSIBLE.

QZ WHAT STRATEGIES CAN BE USED TO BUILD POSITIVE MOMENTUM FOR CUSTOMERS?

A: BUILDING POSITIVE MOMENTUM INVOLVES CREATING A SERIES OF REWARDING EXPERIENCES. STRATEGIES INCLUDE DELIVERING
EXCELLENT POST-PURCHASE SUPPORT, OFFERING PERSONALIZED FOLLOW-UP COMMUNICATIONS, IMPLEMENTING LOYALTY
PROGRAMS, PROVIDING ONGOING VALUE, AND PROACTIVELY ADDRESSING POTENTIAL CUSTOMER ISSUES. EACH POSITIVE
INTERACTION REINFORCES THEIR DECISION AND ENCOURAGES CONTINUED ENGAGEMENT.



Q: How CAN UNDERSTANDING CUSTOMER JOURNEY PHYSICS HELP IMPROVE MARKETING
EFFORTS?

A: BY UNDERSTANDING CUSTOMER JOURNEY PHYSICS, MARKETERS CAN BETTER TAILOR THEIR MESSAGING AND CHANNELS TO THE
SPECIFIC FORCES AT PLAY AT EACH STAGE. FOR EXAMPLE, THEY CAN DESIGN AW ARENESS CAMPAIGNS TO OVERCOME INERTIA,
CREATE INFORMATIVE CONTENT TO REDUCE FRICTION DURING CONSIDERATION, AND BUILD TRUST AND PERCEIVED VALUE TO
ENHANCE GRAVITY, ULTIMATELY LEADING TO MORE EFFECTIVE CONVERSION STRATEGIES.
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