Participatory Tools for community sport hubs and sport clubs
Tool 5: Sport journey mapping 
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About the tool

Journey mapping is a participatory approach that can be applied to a range of service or activity ‘journey’s’. By ‘journey’ we mean the process by which people get involved and sustain or develop their participation in sports. The mapping exercise involves tracking and describing all the experiences that people have as they encounter a service or set of activities, taking into account not only what happens to them, but also their responses. 


Illustrative output from a sports journey mapping exercise

Potential uses and questions

The sports journey mapping approach might most effectively be used when representatives from more than one club or agency come together to look at ways to improve local sport. It can be used to explore a range of ‘journeys’ and connections through school sport, club sport, and performance sport. The technique recognises that if we are to improve the ‘ecosystem’ of sport locally then we need to first understand how this system works from the ‘customer’s’ point of view. 

How to use it

1. Agree a facilitator.

2. Gain agreement on the type of journey you will examine (with start and end points) and the typical group of ‘customers’ experiencing the journey (e.g. people from a particular area, age group, sport, etc.). For example the journey of transition that children experience from school to club sport. Ensure definitions are clear and that everyone has a common understanding.

3. Start by drawing a horizontal arrow across the centre a piece of large flipchart paper (laid out landscape). This is your ‘customer’ from start to end point.

4. Draw vertical lines down the flip chart page (intersecting the journey line) representing the steps or segments of the journey. Ask participants to note down all the steps people tend to go through on this journey. It’s useful to put these on post-it notes so they can be moved around. Arrange these in chronological order. Encourage discussion and challenge until there is agreement that the sequence is right. Ideally you want to map the 6-10 main journey steps on your flipchart paper.

5. From the customer’s viewpoint, write down on post-it notes how they tend to think, feel or react at this step in the journey. Each person should write up to 3 positive comments and up to 3 negative ones (one per post-it). Stick the positive comments relating to each step of the journey above the relevant part of the journey line and negative ones below. Use emotive words – they help bring ‘customers’ to life. Encourage discussion of these typical reactions. 
6. Again, for each step in the journey (at the bottom of the page), write down what the touchpoints are. A touchpoint is a point in the process where you have some sort of interaction with the service user. Think about physical interactions (e.g. facilities), human contact (e.g. the role of coaches) and communications (e.g. the way that sports activities are promoted). The facilitator should list these points of contact and influence, and again encourage discussion. 
7. Now, looking at the whole journey, identify the moments of truth. These are the key points in the journey where ‘customers’ may pause and evaluate the experience, or make a crucial decision. Simply draw a ‘heart’ shape beside the name of the step.
8. Finally, explore with the group what this means for supporting the participant journey in sport. Use prompts such as “how can we improve the experience at this step?”, “How can we ensure that the transition between these steps is seamless?”, “How can we ensure that the touchpoints here are more joined up?”, etc. Take a note of the main action points.

Timing

Typical timings for a single group are as follows:

· 5 minutes to explain the tool.

· 25 minutes to explore and agree the journey steps.

· 90 minutes to examine the reactions, touchpoints and moments of truth.

· 15 minutes for discussion at the end.

Materials

Essential materials include:

· A large piece of paper (e.g. flipchart paper)

· Enough markers or pens for each group member

· Post-it notes.

	Advantages: 

· Provides a simple visual framework of exploring complex journeys.

· Explores sports activities and pathways from a ‘customer’s’ point of view.

· Offers an opportunity to bring all relevant clubs and groups together.

· Helps to identify the critical pathways and points of transition/progression.

· Enables focused discussion on how to better join up activities and offer support around identified needs. 
	Challenges:

· Can be difficult to agree the steps or be clear on reactions in the absence of consultation with the ‘customer’. 

· Includes a number of stages to the exercise and therefore careful instruction.

· Requires effective facilitation to keep on track, focused and productive.

· Requires sufficient time to get into the detail (often more than one session). 




Tips for facilitators 

Do some work before the exercise if you can to canvas the views of ‘customers’ in order to build up an understanding of the typical steps in the journey for them. 

Ideally the exercise will work best with a small group of 6-10 people that understand the journey and reactions of service users well. Sufficient time must be allocated to the exercise and it’s best to take participants out of their normal environment (don’t try to make it part of a regular hub meeting or club committee meeting). 

If you need to cover more than one journey or customer group, be realistic. Consider splitting your participants into groups to handle multiple journeys, or divide tasks across more than one session.

Run the exercise with groups of workers, volunteers, and service users to test and refine the journey map. 
About these participatory tools

This is one of a series of participatory planning and evaluation tools intended for use by community sport hubs and sport clubs. Taken together the tools provide a set of methods for gathering views in non-threatening and open, yet structured, way. The tools can be flexibly applied to enable individual feedback as well as build a common understanding and consensus on the way forward. They can be used flexibly at hub meetings, by clubs, and in a range of community settings.

For further information and support on using participatory planning and evaluation tools contact:

Patricia Horton
patricia.horton@sportscotland.org.uk  
0141 534 6558 

Mary Allison
mary.allison@sportscotland.org.uk  
0141 534 6500

Related tools: 

Tool 2: Sport Activity Mapping

Tool 3: Stakeholder Mapping

Tool6: Force Field Analysis
Most useful for:


Helping to improve participation in, and experience of, sports activity locally




















