
Step in the Process 1: The Crisis & The Bottleneck 2: The Turning Point & The Gap 3: First Impression & Skepticism 4: The "Aha!" Moment: Verifying Proof 5: Content Adaptation & Refinement 6: Confident Collaboration & 
Conversion

7: Habit Formation (Retention) 8: Advocacy (Loyalty)

CX lifecycle funnel Pre-Awareness Awareness Engagement Engagement Consideration Conversion Retention Loyalty

Description of the Step To create a trustworthy public health 
toolkit under an impossible deadline, 
while navigating a frustrating manual 
process of research and multi-layer 
approvals.

To find a better way. Prompted by peak 
frustration, she recalls seeing VeriComms 
in a newsletter and decides to seek it out, 
despite the lack of a clear, professional 
entry point.

To test the tool's basic functionality by 
submitting an initial, perhaps imperfect, 
prompt and evaluating the quality of the 
first-pass response.

To validate the tool's core promise by 
inspecting the sources of the AI-
generated content and confirming their 
credibility.

To refine the now-trusted draft to 
meet her specific communication 
standards for plain language and 
accessibility.

To validate the tool's utility in a real-
world setting by sharing the content 
for feedback and, upon receiving it, 
making the final decision to approve 
the content for publication.

To fully integrate VeriComms into her 
daily workflow, making it the default, 
indispensable starting point for all 
new content creation.

To share her positive experience and 
success with her professional 
network, helping peers solve the 
same problems she once faced.

Audiences Involved in the 
Step

Elena, Health Director, SMEs, Division 
Leads.

Elena, her memory, her email client. Elena, VeriComms AI. Elena, VeriComms Sourcing Engine. Elena, VeriComms Refinement Tools. Elena, VeriComms Sharing Features, 
SMEs.

Elena, VeriComms core features. Elena, her colleagues, her 
professional community.

Common Tasks in This 
Step

Attends briefing, takes notes.   

Manually researches across CDC/
WHO.   

Drafts content in Word.   

Chases down approvals via email and 
phone.

Recalls seeing VeriComms in a 
newsletter.   

Searches her inbox to find the article.   

 Clicks the link, hoping it leads 
somewhere professional.

Logs in to her member account.   

Enters a simple, unrefined prompt into 
the chat box.   

Reads the initial AI output, immediately 
looking for flaws or generic phrasing.

H overs over a citation, skeptical of 
its origin.   

Clicks the source link to see the 
credibility report.   

Reviews the source's credentials 
(e.g., "Peer-Reviewed," author's 
credentials).

U ses the "Readability Level" slider.   

Uses the AI prompt box again to 
ask for a "more empathetic tone."   

Clicks the "Generate Infographic" 
button.

Shares the content using the share 
button with her SME.   

Sees her colleague's comments 
appear directly in the tool.   

 Makes final revisions and 
confidently decides the content is 
ready.

O pens VeriComms automatically 
when starting a new task. 

Builds a personal library of 
prompts and trusted sources 
within the tool. Explores advanced 
features to optimize her work 
further.

M entions VeriComms in a team 
meeting or on a professional 
forum. Forwards a link or a shared 
report to a colleague who is 
struggling.

Presents the tool's value to her 
leadership to get it adopted 
department-wide.

Common Pain Points in 
This Step

Information overload; slow review cycles; 
risk of errors; high anxiety.

The feeling of being stuck; the hassle of 
digging through an old email; uncertainty 
about where the link will lead.

Uncertainty about how to write a good 
prompt. The initial output might be too 
generic, confirming her bias against AI.

The initial urge to manually search for 
the source on Google to double-check 
the tool's claim.

The infographic customization is 
limited.

A key reviewer still prefers to send 
feedback via email, forcing manual 
consolidation.

Discovering advanced features by 
accident rather than through guided 
learning. The tool might feel "solved," 
with no new value to discover.

Lack of an easy way to demonstrate 
the tool's value to others without 
giving a full demo herself. No formal 
way to track the impact of her 
advocacy.

Current Audience 
Sentiments: Is it Negative, 
Neutral, or Positive?

Negative (Anxious, Frustrated) Neutral (Hopeful, but skeptical)

(Even thought many members share they 
are excited about AI)

Neutral (Skeptical, Testing) Positive (Impressed, Relieved) Positive (Empowered, Efficient) Positive (Confident, Relieved) Very Positive (Confident, Productive, 
Efficient)

Very Positive (Helpful, Advocating, 
Generous)

Thinking "This process is broken. I can't guarantee 
both speed and accuracy this way."

"I hope this link works... If this tool is 
legitimate, why haven't I seen a proper 
website for it?"

"Okay, let's see what this thing can do. 
Probably just more generic text I'll have to 
rewrite entirely."

"Wow. It shows me exactly why this 
source is credible. This is the feature 
I've been missing."

She realizes the tool isn't just a content 
generator; it's a verification assistant.

"Perfect. I can change this to a 
simpler reading level with one click. 
This is actually useful."

"This is so much faster than emailing 
attachments. I can see all the 
feedback in one place. This is ready to 
go."

"I can't imagine starting a press 
release without this now. It's saved 
me at least 5 hours this week."

"My colleague in the next county is 
struggling with this exact problem. I 
need to show her how this works."

KPIs Time to final, approved content (current 
state).

Website click-through rate from referral 
source.

Time to first prompt; bounce rate from the 
dashboard.

Usage rate of the source-check 
feature; time spent on the source 
credibility report.

Usage rate of refinement tools 
(sliders, infographic generator).

Usage rate of the "Share" feature; 
time from sharing to final approval.

Weekly/Monthly Active Users (WAU/
MAU); session depth; usage of 
advanced features; user lifetime 
value.

Net Promoter Score (NPS); user 
referral rate; number of shares from 
the "Share a Report" feature.

Opportunities for 
improvement

(This is the core problem the product 
solves)

Build a dedicated, public-facing product 
hub with a landing page, case studies, 
and tutorials to establish trust and create 
a clear entry point.


Provide onboarding tips or a tutorial on 
effective prompting. Offer prompt 
templates for common public health tasks 
(e.g., "Write a press release about...").

Make the source credibility report the 
star of the onboarding. Ensure it's fast, 
clear, and visually reassuring.

Add more customization to 
adaptation tools (e.g., brand colors, 
font choices).

Build in features to handle offline 
feedback (e.g., "Paste in comments 
from email"). Prioritize deep 
integration with Google Drive/Office.

Create Coach Marks, new feature 
highlights to introduce power-user 
features over time. 

Use email digests to highlight new 
features or use cases.

Create a "Share a Public Report" 
feature that allows her to share a 
read-only version of her work, 
including the source verification, 
to showcase the tool's value. 

Develop a simple referral program 
or an "Advocate Toolkit" (like a 
pre-made slide).

Touchpoints
 Online: Email, team chat, Word/Google 
Docs.    Offline: Briefing meetings, phone 
calls.

Online: Email client, PHCC Newsletter. Online: VeriComms web app (dashboard, 
prompt bar).

Online: VeriComms web app (output 
screen, source pop-ups/links).

Online: VeriComms web app (editing 
toolbar, infographic generator).

Online: VeriComms web app ("Share" 
modal), email notifications, 
commenting feature.

Online: VeriComms web app. Online: Email, professional forums 
(LinkedIn), team chat. Offline: In-
person or video conference meetings.

Moment of Truth An SME provides feedback that 
contradicts a leader's request, forcing a 
total rewrite and putting the deadline at 
risk.

The decision to stop the manual work and 
proactively search for the remembered 
solution, despite the friction.

The moment she decides to hit "Send" on 
her first prompt, committing to see what 
the tool produces.

The first time she verifies a source with 
a single click, building immense trust 
and changing her perception of the 
tool.

Successfully creating a clear, simple 
infographic from a complex text block 
in under a minute.

The first time a colleague leaves a 
comment directly in the document, 
proving the collaborative workflow is 
viable and superior to email.

The moment she realizes she hasn't 
opened a blank Word document to 
start a project in over a week.

A colleague thanks her for the 
recommendation, telling her it made a 
huge difference in their own crisis 
response, validating her decision to 
share.

Observations Elena's world is defined by high-stakes 
pressure and a slow, risky workflow. She 
is constantly balancing the need for 
speed against her core value of 
unimpeachable trust.

The current entry point for new users is 
weak and unreliable. Relying solely on a 
newsletter link creates a major friction 
point and a strategic risk.

Users are inherently skeptical of AI 
output. Their first interaction is not one of 
immediate trust, but of active validation. 
They also may not know how to write an 
effective prompt.

The "Aha!" moment is not just seeing 
content; it's seeing verifiable proof. The 
feature that builds trust is the one that 
makes the AI's sources transparent and 
credible.

Users need intuitive tools to shape 
the AI's output. They want to refine 
content for clarity, accessibility, and 
tone without leaving the workflow.

A tool's value is measured by how well 
it fits into a real-world, collaborative 
workflow. Seamless sharing is a key 
driver of adoption.

The ultimate sign of success is when 
the tool becomes an indispensable 
habit.

This confidence is what turns a user 
into a vocal advocate.

Phase 3: The New Reality

With trust established, Elena's workflow is transformed. The tool becomes a daily 
habit, driving retention. Her confidence grows so much that she recommends it to 
her peers, achieving true loyalty and turning from a stressed professional into an 
empowered advocate.


Phase 1: The painful Status Quo

Overwhelmed and frustrated, Elena thinks, "This manual process is too slow and 
risky." She suddenly remembers seeing VeriComms featured in last week's PHCC 
newsletter...

Phase 2: The Cautious Evaluation

The link takes her to the VeriComms website. Seeing testimonials from other health 
departments and a clear explanation of their data sources convinces her to create a 
free account.

Phase 1: The Painful Status Quo Phase 2: The Cautious Evaluation Phase 3: The New Reality


The Crisis: A measles case is confirmed in a vaccine-
hesitant community. The health director needs a press 
release and social media toolkit by EOD. Elena's draft from 
a generic AI hallucinates a source, forcing her to start over 
manually.




Core Goal

Elena's goal is to maintain trust by communicating fast, 
fact-checked information in time-critical crises.


UPDATED with findings from research and using a 
scenario to help ground the journey in a “realistic” 
context.

We turned this table into life highlighting the main gaps and opportunities to make it more relatable.



This is where we used the scenario and Elena’s goal to maintain trust by communicating fast, fact-checked 
information in time-critical crises.

Connecting the 
Dots: From 
Research to a 
User-Centered 
Strategy

Our research process generated a wealth of valuable 
insights. To make this data actionable, we adopted a two-
part strategic approach.



First, we synthesized our findings into a single user 
persona. She is our 'North Star'—a cumulative character 
who represents the core of our users, ensuring every 
product decision is grounded in their real-world 
struggles and hopes.



Second, we use a journey map to visualize her experience 
from end to end. This powerful tool moves us beyond 
assumptions, allowing us to pinpoint moments of friction 
and opportunity.



Now, let's meet the person at the center of our journey.
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Meet Elena, our North Star
She's a public health 
communicator, and her entire 
professional world revolves 
around one foundational 
principle: building trust. 



Her mindset is simple but 
powerful: 



'Every word we publish must be 
accurate, accessible, and 
respectful to the community it 
serves.' 



As we'll see, this core value is 
about to be tested."
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Let’s go on a journey with Elena
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From Crisis... ...to Advocacy

Elena's journey with VeriComms is a story of transformation, moving 
from crisis to advocacy. 

We will explore this journey through three distinct phases, each 
representing a critical shift in her workflow and mindset:



The Painful Status Quo: The world before VeriComms.

The Cautious Evaluation: Her first, skeptical interactions with the 
tool.

The New Reality: How the tool transforms her work and confidence.

The Painful Status Quo “As a public health 
communicator, I want to ensure 
all sources are vetted so that my 

messaging is trustworthy and 
accurate.”
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The World Before VeriComms: The Bottleneck

Step 1: The Crisis & The Bottleneck / Pre-Awareness


Step 2: The Turning Point & The Gap / Awareness

PAIN POINTS:


High-Stakes Pressure: Forced to balance urgent deadlines with 
the need for perfect accuracy.


Broken Workflows: Weighed down by slow manual research 
and frustrating approval bottlenecks.


Constant Risk: The ever-present fear of spreading 
misinformation and eroding public trust.


OPPORTUNITIES:


Provide a single tool that delivers both speed and trust, solving 
her core conflict.


The Cautious Evaluation
“Wait a second... it's showing me 

why this source is credible. It's 
doing my first step of verification 

for me. This is different.”
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The Turning Point: From Skepticism to Trust

Step 3: First Impression & Skepticism / Engagement


Step 4: The "Aha!" Moment: Verifying Proof / Engagement

PAIN POINTS:


The Credibility Gap: Lacks a clear, professional entry point to 
build initial trust.


Inherited Skepticism: Enters with a deep-seated lack of 
confidence in AI-generated content.


OPPORTUNITIES:


The "Aha!" Moment: Make source credibility instant and 
transparent, turning skepticism into trust.


The Verification Assistant: Position the tool not as a writer, 
but as a partner that does the first step of verification for her.

The Cautious Evaluation "This is so much faster than 
emailing attachments. I can see 

all the feedback in one place. 
This is ready to go."
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The Turning Point: From Skepticism to Trust

Step 5: Content Adaptation & Refinement / Consideration


Step 6: Confident Collaboration & Conversion / Conversion

PAIN POINTS:


Collaboration Bottlenecks: Managing feedback across 
multiple reviewers and platforms is slow and inefficient.


Content Adaptation Burden: Manually refining drafts for 
tone, plain language, and accessibility is a time-consuming 
extra step.


OPPORTUNITIES:


Centralize Feedback: Provide a single, shared workspace for 
review and approval to eliminate email chaos.


Integrate Refinement Tools: Offer built-in features to 
instantly adapt content for different audiences and needs.

The New Reality "I can't imagine starting a press 
release without this now. It's 

saved me at least 5 hours this 
week."
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The New Workflow: Confidence, Habit, and Loyalty

Step 7: Habit Formation / Retention


Step 8: Advocacy / Loyalty

PAIN POINTS:


Sustaining Habits: The risk of users reverting to old workflows 
without ongoing value.


Scaling Trust: The difficulty of moving from individual adoption to 
team-wide confidence.


OPPORTUNITIES:


Drive Retention: Make the tool indispensable with advanced 
features and continuous training.


Activate Loyalty: Empower users like Elena to become advocates 
with easy-to-use sharing and reporting tools.


Prove Organizational Value: Showcase success stories to turn 
individual trust into organizational adoption.

Elena's story begins in a crisis: a measles outbreak that demands 
an immediate, accurate response. Her attempt to use a generic AI 
tool for speed backfires when it hallucinates a source, forcing her 
back to a slow, manual process.



This phase, detailed on the map, validates our core problem 
statement. It's a world defined by high-stakes pressure, inefficient 
approval bottlenecks, and the constant risk of error. This experience 
solidifies her skepticism of new solutions, making it clear that any 
new tool must first and foremost prove its reliability.

This is Elena's turning point. Prompted by the failure of her old 
process, she remembers VeriComms from a trusted newsletter 
and decides to seek it out. Our research identified a critical gap 
here: the lack of a clear, professional entry point for the product, 
which adds to her initial uncertainty.



She proceeds cautiously, testing the tool with the skepticism of 
a seasoned professional. Her "Aha!" Moment is not just seeing 
an AI generate content; it's seeing the tool instantly prove a 
source's credibility. This is where VeriComms differentiates itself
—it's not just a content generator; it's a verification assistant.

With a foundation of trust now established, Elena's relationship 
with the product deepens. She moves beyond simple verification 
and begins to explore how VeriComms can solve her biggest 
frustration: workflow bottlenecks.



She uses the tool's collaboration features to streamline approvals, 
saving hours of time and reducing the constant anxiety of her old 
process. 



This is the moment she realizes the tool's potential to transform 
not just a single task, but her entire way of working.

Now, Elena reaches the final phase: The New Reality.

She forms a habit, and VeriComms becomes her indispensable, 
default tool for all content creation. This is retention. However, our 
work doesn't stop here. Her biggest risk is slipping back into old 
workflows if the tool doesn't consistently prove its value. We have 
an opportunity, and a responsibility to reinforce the trust we've 
built.



At this point, Elena becomes more than just a user; she's our most 
powerful growth engine. By recommending the tool to her peers, 
she proves our strategy is sound and becomes a true advocate. 
This is loyalty.

Her journey reveals our greatest lesson: trust-building at the 
individual level scales to organizational adoption. 



The key insight is this: our product's success isn't just about 
features; it's about reducing risk, proving credibility, and building 
lasting trust.

Elena’s Journey Map as a Customer

Meet Our Customer, Elena:
Elena user journey map

The user journey of Elena

Customer Persona & Journey Map


