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How to use the
Customer Journey Hub
One place to run a small and mid-market book of hospitality customers, from the sales

handover through implementation, go-live, adoption and renewal. This guide walks through

every screen with real screenshots.

Open the dashboard ↗ Prototype with made-up data · as of 23 Oct 2026

STEP 1

Getting started

The header and tabs, the same on every screen.

1 Read the headline. It sums up the day: accounts at risk, renewals coming up, overdue tasks and

customers gone quiet.

2 Move between tabs: Today, To-do, Accounts, Onboarding, Adoption & health, Renewals & growth

and Team. On a phone, swipe the tab bar sideways.

3 Click any customer name, in a chart, list or calendar, to open their account page.

4 Ask Echo, the orange button, opens the AI assistant from anywhere.

TIP Your changes stay on your device. Logged calls, new tasks, ticks and health

updates are saved in your browser only. Use Reset demo data at the bottom of

the dashboard to start fresh (click twice to confirm).

https://claude.ai/artifact/6DBnb1UfGyTPPbmaQposzR


STEP 2 · EVERY MORNING

Today
The morning check: where the book stands and what needs you first.

Portfolio at a glance

Account health: how many customers are Red, Amber or Green.

Customer lifecycle: onboarding (not live yet), adopting (live under 6 months) or established.

Customer mix: restaurant groups, hotels, QSR chains and contract caterers.

Touchpoints per week: calls, emails, WhatsApps, trainings and visits logged.

Key numbers

1 Renewals, next 90 days: the annual value coming up, so nothing renews by surprise.

2 At risk: customers with Red health.

3 Overdue tasks: open and past their date.

4 Gone quiet: no contact logged for 10 days or more. With owner-led businesses, two quiet weeks is

when they start to feel forgotten.



TIP Write my weekly update (top right of this row) drafts a weekly summary of the

book in one click.

My to-do and accounts
needing attention

1 My to-do shows overdue first, then

today and this week. Tick a task to

complete it.

2 See all tasks opens the full To-do tab.

3 Accounts needing attention lists

renewal risks, escalated tickets,

struggling customers, overdue QBRs and

anyone gone quiet, each with the reason.

4 Click a customer to go straight to their

account and its playbook.

Accounts needing attention, with the reason for

each.



STEP 3

To-do
Every task in one list, soonest first, with completed ones at the bottom.

1 Filter to see all tasks, only mine, or only the

ones waiting on the customer.

2 Tick a task to mark it done. It also shows on

the Team activity feed.

3 Tasks from teammates appear here too,

marked "(from Sofie)", for example.

My workload

Booked kickoffs, trainings, QBRs, renewal calls and visits per week. A red bar means that week is over

30 hours, so move something before it happens.



STEP 4

Accounts and the account page
Every customer in one list, and everything about one customer on one page.

1 Search by name, type or stage.

2 Sort by clicking a column heading, for example health or renewal date.

3 Click a customer to open their account page.

The top of the account page

1 Facts at a glance: health score, contract value, renewal date, last and next QBR, NPS and growth

opportunity. Anything overdue is in red.

2 Buttons: call prep notes, QBR deck, QBR document, renewal prep and Ask Echo (see Echo below).

3 The blocker in red is the one thing in the way right now.



4 Update health after a call: Red, Amber or Green, the score and the blocker.

Playbooks

Playbooks switch on by themselves when a

customer needs one, and tell you what to do next.

Rescue: health score under 50.

Renewal: renews within 90 days.

Go-live recovery: go-live date passed and not

live.

Re-engage: no contact for 10 days or more.

Advocate: NPS of 9 or 10, ask for a reference or

case study.

TIP Add these steps to my tasks

turns the playbook into dated

tasks in one click.

Onboarding checklist

16 steps from the sales handover to the first

QBR. Tick them as you go.

Sites

Staff, activation and training for every site, so

one struggling site can't hide behind a good

average.

Support tickets

Open issues with priority, escalation and the

Linear reference, so you know before you call.

Log a call or note

Pick the channel, write a line, save. It takes

seconds and appears in the activity log and the

team feed.



TIP Contacts and tasks sit lower on the page. "Add task" can assign a task to me, the client

or a teammate.



STEP 5

Onboarding and implementation
Every customer not live yet, from kickoff to go-live and their first 90 days. The target is about

45 days from kickoff to launch.

Key numbers

Customers onboarding now, how many need help, go-lives in the next 30 days and average time to go-

live.

Onboarding calendar

1 Sessions (kickoffs, workshops, training, go-live support) show in light orange.

2 Go-lives are solid orange, and red if the date has passed.

3 Use the arrows to change month. Click an entry to open the customer.

Onboarding tracker



One row per customer, those who need help first: stage, checklist progress (for example

11/16), staff activated, training done, go-live date with days to go or days late, the next

session, the next step and any blocker.

Checklist by stage

Green is complete, amber is partly done, grey is

not started. The outlined box is the stage they're

in now.

My onboarding plan

Six stages, each with what I do, what the

customer brings and when it's done. An example

I'd adapt to the team's process.



STEP 6

Adoption & health
Whether customers are getting value after go-live.

Weekly active staff

A small chart per live customer. A falling line is

the earliest warning sign.

Health score

Each customer's score out of 100. Under 70

needs a plan, under 50 needs action.



STEP 7

Renewals & growth
Keeping customers and growing with them.

1 Total annual value of the book and the growth pipeline (new sites, new features).

2 GRR is what we kept after churn and downgrades. NRR adds the growth. Both cover the last 12

months.

Revenue movements each quarter: growth,

downgrades and churn. Upcoming renewals, with health, so risky ones

stand out.



STEP 8

Team
A shared space so the team can see what's been done and hand work to each other. The

teammates are made up.

1 Team activity shows what everyone has actioned. Anything you log, add or tick appears straight

away, highlighted.

2 Shared tasks: filter by Given to me, Given by me or Whole team, and tick to complete.

3 Give a task: pick a teammate and a customer, write the task, set a date. You can also do it from any

account page.

TIP In the prototype this saves on your device. In real life it would sync through the

CRM or a shared workspace, with a ping in Slack or email.



STEP 9

Echo, documents and the QBR deck
Echo takes care of the admin so there's more time for customers. Everything it writes is in my

voice and the company's.

Ask Echo

1 Click Ask Echo, then tap a suggestion or

type a question.

2 Try: "What should I focus on today?",

"Which renewals are at risk?", "Who has

gone quiet?", "Prep my renewal call with

Bun & Bean", "Am I overbooked?" or

"What has Grace got on?"

3 Copy an answer to paste into an email or

notes. Always check before sending.

4 New chat starts afresh.

TIP If Echo can't reach the AI, for

example when you're not

signed in to Claude, it answers

from the dashboard data

instead and says so.

Documents, on any account page



Call prep notes: the call in one line, what's changed, goals, open tasks, risks and questions to ask.

QBR document: summary, adoption, wins, challenges, next quarter's plan and asks.

Renewal prep: the renewal at a glance, value delivered, risks, who decides and the plan to secure it.

Each opens with Regenerate, Copy text and Save as PDF.

QBR deck



Create QBR deck builds an 8-slide branded presentation for the customer: summary,

adoption, wins, challenges, the plan and asks. Download it as PowerPoint to edit, or PDF to

send.



STEP 10

A simple routine
Ten minutes each morning and half an hour on Friday keeps every customer covered.

Every morning

Open Today and check the four key

numbers

Clear overdue tasks, or move their dates

Open each account needing attention and

use its playbook

Ask Echo "What should I focus on today?"

Check the Team feed for anything given to

me

After every call or visit

Log it on the account page

Update health if anything changed

Add the next step as a task, for me, the

client or a teammate

Every Friday

Onboarding: check go-lives and stuck

customers

Renewals & growth: renewals in the next 90

days and QBRs due

To-do: check next week's workload for

overbooking

Write my weekly update, and prep next

week's calls with Echo

Good to know

Is this real customer data?

No. It's a prototype with made-up customers. In real life the data would come from the CRM, emails and

calendar, the platform's usage data and the support tool.

Can other people see my changes?

Not in the prototype. Changes are saved in your browser only.

Does it work on a phone?

Yes. Swipe the tab bar sideways to reach every tab.

How do I start over?



Use Reset demo data at the bottom of the dashboard, and click it twice to confirm.
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