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	Textfeld 1: Customer Journey & research-based learning 
	Textfeld 2: CUSTOMER JOURNEY, PRACTICAL COOPERATION, MAPPING GAMES, SOCIAL LEARNING
	Textfeld 4: Prof. Dr. Heike Jochims 
	Textfeld 5: HAW Hamburg 
	Textfeld 6: Marketing 
	Textfeld 7: The research-based learning provision presented here is aimed at marketing students and focuses on the scientific research and presentation of customer journeys as well as the exchange of practice-relevant questions.
	Textfeld 8: Practical cooperation with various companies, customer journey 
	Textfeld 9: CC BY SA
	Textfeld 3: Jochims, Heike (2024). Customer Journey & research-based learning. Island of Research: Examples and Good Practices. https://doi.org/10.25592/uhhfdm.17263
	Textfeld 10: 1
	Textfeld 183: • A deficit or a conflict
• A personal professional concern

	Textfeld 184: • HAW Hamburg 
• Economics, Marketing 
• Bachelor students
• Implementation: more than 3 times
• 5 CP & 4 SWS
• Number of students: 25

	Textfeld 185: The main reason why I decided in favour of research-based learning as a teaching format was the fundamental desire to really prepare and enable students to use scientific methods in a targeted manner in a business context. My dissatisfaction with the design of the previous teaching format played a major role in this. It bothered me that I taught the topic of the customer journey in a relatively theoretical and abstract way and that the course lacked application and practical relevance. This was also reflected in the exams, which showed that although the students had learnt for the exam, they had not fully understood and internalised the topic. As I wanted to emphasise independent and practical work, I chose the learning format of research-based learning. In other words, I wanted to move away from theoretical teaching and learning towards independent doing, experimentation and research!
 
	Textfeld 186: My teaching practice takes place at HAW Hamburg in the Department of Economics and is aimed at Bachelor students in the sixth semester of the Marketing and Technical Business Administration programme. The topic of the course is the customer journey, which focuses on analysing the contact points that customers experience during and after the purchase of a product or service. My course is characterised by a small number of participants at around 25 students, who already have a lot of prior knowledge in the field of marketing. In my opinion, the small group size and the experience of the students are particularly good prerequisites for enabling research-based learning. Another feature of my teaching practice is that I involve practice partners, i.e. various company representatives, in the course. This allows students to work on real-life examples, which in my opinion greatly increases my students' motivation and shows them the extent to which the degree programme prepares them for their future careers. 
 
	Textfeld 188: 2
	Textfeld 58: • 1 semester
• Embedded in a course
• Curricular & optional 
• Research process: mandatory 
• Feedback: peers, instructors & external persons

	Textfeld 59: The topic of my course is the customer journey, which my students explore in a specific business context. Since the topic itself and the cooperation with a company already severely limit the research context, there is little room for maneuvering when developing the research question. This is therefore essentially “what does the customer journey for product X/persona Y look like?”, which the students research in small groups. 
Independent research for the students therefore begins with an independent examination (e.g. through in-depth literature) of the customer journey and the method of customer journey mapping games. I have placed the focus of research-based learning on the application of these customer journey mapping games, so that students acquire the theoretical foundations of the method on the one hand and apply it themselves on the other. The students learn how to apply the method in two steps: Firstly, they carry out coached mapping games in small groups at the university, allowing students to learn the method and try it out in a protected setting. This first step allows students to familiarise themselves with the method and to recognise and reflect on possible misunderstandings and mistakes at an early stage. On this basis, students gain confidence when they draw up a research plan in the second step and carry out the mapping games independently in a specific corporate context. In addition to the research-based activity and the associated independent implementation of the mapping games, the presentation of the results and the passing on  concrete recommendations for action to the client is central to my course. Students present their results both in written form and in an oral presentation and receive feedback on their implementation from the client, their fellow students and me. The cooperation with the companies in particular results in research findings that are relevant to third parties. This is very motivating for the students and shows them how scientific research can flow into specific business contexts.  
 
The implementation of my course on research-based learning can therefore be divided into the following phases: 
1. acquisition of and preliminary discussion with practice partners from the business world
2. discussion of the research question and the research context
3. development of the basics and consolidation of the customer journey and mapping games
4. realisation of coached mapping games at the university to practice the method
5. independent implementation of the mapping games in a corporate context 
6. elaboration and presentation of the research results
 
	Textfeld 60: 3
	Textfeld 61: Tensions between demands for...
• Self-organisation and external organisation 
• Individual and social learning
• Workload and resources available to teachers

	Textfeld 62: A fundamental tension can be seen above all in the workload. Although the students are very interested in the seminar and are also very committed to the independent research and presentation, the high workload of the course is often criticised. Students are required to deal with the topic and the method very intensively during the semester and organise themselves well, especially with regard to the mapping games. This type of research and project work is therefore very different from a traditional course format, where there is an examination at the end and students tend to have a lower workload during the semester. In addition, the practical co-operation naturally also means that the students want to deliver better work and presentations, which is good and increases the commitment and performance of the students. This can also mean that the work pressure and workload for students is higher than in a traditional course. 
The workload is also higher in terms of my teaching activities. This is because I acquire the practice partners in advance and there is of course a need for many meetings. But the workload decreases the longer I teach the course. Because now I have to invest less time in acquiring the practice partners, as they approach me, which of course also encourages me to continue this seminar. I have of course established and improved many processes over the semesters, which has allowed me to reduce the workload. However, the higher workload doesn't bother me as much because I get so much positive feedback from both the students and the practice partners, which outweighs the extra work. 
Another interesting realisation in this context is that students initially need a lot of guidance and support when researching the customer journey. This is expressed, for example, by the implementation of coached mappings as preparation for the actual research of the customer journey in the corporate context. The clear framework and guidance thus form the basis for a subsequent relatively free and independent investigation of the research question. This shows, at least for my research-based learning offer, that the contradictory requirements of externally (by me) and self-organised research (by the students) can be well combined in this context and lead to a successful implementation of the mapping games.
 
	Textfeld 63: 4
	Textfeld 68: One effect of the course is the students' intensive engagement with and implementation of independent qualitative research. Although this was my intention when designing the seminar, I did not expect the students to internalise qualitative research and the mapping games method so well. I was particularly impressed by how well the students moderated the focus groups and how each group member found their own role and took on specific tasks (such as moderating the focus groups, documenting the research content or presenting the results) without any major discussions or problems arising between the group members. 
Another effect can be seen in the practice partners. Initially, they always enter this cooperation with rather neutral expectations and are then very enthusiastic at the end about the in-depth results and recommendations for action that the students come up with. This reaction then leads to the students seeing a practical relevance in their work, which further increases both their and my motivation for the research project.
 
	Textfeld 67: • Developing and acting on scientific curiosity
• Acquisition of methodological knowledge
• Recognising connections between studies and career

	Textfeld 68_1: Further information on this practical example can be found here in your podcast. 
 
 Link: https://inselderforschung.blogs.uni-hamburg.de/2024/10/30/podcast-hj/
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