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Abstract

In today's competitive world, all companies are looking for the best way to attract, retain and
increase customer satisfaction, and for this purpose they use the customer journey map. The
customer journey map is a visual representation of events, customer contact points with the
company, emotions, and customer pain points. Despite the many articles that have been proposed
about the customer journey map, there is still no unified and comprehensive model. Given the
breadth of artificial intelligence and social networks, a successful organization is one that uses
these capabilities. There are many articles about the role of artificial intelligence tools and social
networks on the customer journey map. Despite this, there is no clear model that simultaneously
examines social networks and artificial intelligence tools in the stages of the customer journey
map. In this article, we present a conceptual model of the customer journey map that includes
artificial intelligence tools and social networks at each stage of the journey map. For this purpose,
we first systematically review the literature and analyze the content of 50 articles. The result of
this research provides the reader with a journey map model that is more comprehensive than other
models and also includes artificial intelligence tools and social networks.
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