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Service blueprint…



What is a service blueprint?

The service blueprint is a diagram that 
visualizes the relationships between different 
service components and processes - that are 
directly tied to the various touchpoints.
“ ”

We created a Service Blueprint to showcase the 
touchpoints for the various journeys.

The touchpoints may or may not be in the line of 
customer visibility but cater to the customer needs.
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This inbound calling 
customer is asking 
for a device and deal

We have an amazing 
offer, just for you!

Mistaken Double 
Debit, need to 
investigate and 
provide a refund

Network issue needs 
to be resolved

Need to process a 
Port In request from 
a Prepaid customer

I have received a 
Credit Vetting 
Referral from Sales

Need to perform a 
SIM SWAP for a 
prepaid customer

Need to perform a 
SIM SWAP for a 
Postpaid customer

Network query not 
resolved, customer 
needs cancellation

Inbound calling 
customer needs 
assistance on 
upgrades

We can’t lose this 
exclusive customer 
due to Network 
Issues

Device needs to be 
picked up for repairs

The sales made now 
needs to fulfilled and 
delivered to 
customer

FIELD SERVICE 
CONNECT POINT

REMOTE SERVICE 
CONNECT POINT

Hopeful Excited Thoughtful Happy Satisfied Joyful Anxious Uncertain Uncertain Annoyed AngryHappyHopefulIrritated
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User journey maps…
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User journey maps…

The user Journey Maps presented here, depict the actions the User (Agent) takes 
across multiple departments to fulfil various customer needs.
These User Journeys comprise of Steps, Actions, Expectations, Thoughts & 
Feelings of the User at various steps in the scenario“ ”
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Effort index

In the process of creating the journey maps we have also measured the Effort Index.
The Effort Index (EI) is a score that measures the Efforts (Clicks, Multiple Window Toggles & 
Scrolls) of the User to perform a task in a particular scenario
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User journey maps…

An Interconnected Sales Journey
 Sales Journey Outbound New
 Credit Vetting

Queries For Back Office
 Back Office Networks Cancel
 Back Office Networks (Exclusive)

Front End Queries
 Monthly Bill Limit Increase
 SIM SWAP Prepaid Online

Department Specific Queries
 Prepaid Port In Request
 Inbound Upgrades
 Sales Journey Inbound Existing

The User Journey Maps have been drilled down to:-
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Sales Journey – Inbound existing
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Sales Journey – Outbound new
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Credit Vetting
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Back Office – Networks cancellation
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Back Office – Networks (Exclusive)
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SIM Swap – Prepaid online
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Monthly Bill limit Increase
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Inbound Upgrades



Prepaid Port In Request
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SIM Swap – Postpaid Store
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Customer Journey Map – Sales call




