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DEVELOPMENT OF AN EFFICIENT METHOD FOR CREATING CUSTOMER
JOURNEY MAPS USING NATURAL LANGUAFE PROCESSING Al

Kiyoka KANAI, Hideki YAGINUMA,
Shintaro TERABE and Haruka UNO and Yu SUZUKI

In recent years, there has been a demand for the development of regional public transportation plans
that meet the needs of the people. In order to clarify these needs, it is necessary to conduct surveys and
visualize usage patterns. However, there are challenges such as difficulty in organizing the vast amount of
information obtained from surveys, and the lack of established visualization methods to reveal these needs.
Therefore, in this study, we developed a method using natural language processing Al to classify and sum-
marize speech information obtained through interview surveys, and visualize the resulting information as a
customer journey map of actions and emotions experienced during use. The output allows for a comprehen-
sive understanding of the situation experienced during use while aggregating the information obtained from
speech, and enables coverage of missing information through an episodic-based approach, thus avoiding
the analyst’s subjective judgment.



