
TIME 30 mins 20 mins 20 mins 15 mins 30 - 40 mins
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CUSTOMER

JOURNEY
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INTERACTION
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Employee Actions

Technology

LINE OF 

VISIBILITY
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ACTIONS
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INTERACTION

Decides to get a 
pet

Research and 
decide on 
shelter for 
adoption

Google search Visit HSGS 
website

Re-direct to 
Petango

SEO Database of 
all pets

Answer 
adopters’ 
questions

Assist adopters 
with animals

Take care of 
pets

Process 
adoption 
paperwork

Database 
management 
system

Payment 
system

Confirm 
Information

Payment via 
card machine

See the pet 
profiles on their 
website

Visit the shelter Speak to the 
front desk

Go to animal 
rooms/ play 
with pets

Fill out the 
documents

Pay adoption 
fees

Adopt a pet


