
Service Blueprint

Customer Journey

Frontstage Actions

Digital Touchpoints

Backstage Actions

Evidence

Online Teacher - Elif

Cafe Owner - Max

Cafe Owner - Max

Online Teacher - Elif

Smartphone & PCs

Technical

Support Process

Focus

Info


(App is 

available)

Smartphone
App 

store

Intro. & 

Reviews
Smartphone App icon App features

Sign up 

screen

Sign up process


/ Input Box

Connect to 

existing account

Account and 

Password

Home screen


 / Current Bill 


/ Bill history

Various 

payment 

methods

Properties 

and bill 

amounts

Total debt 

and amount 

choices

Credit card / 

Bank App

Payment 

detail in 1 

screen

Sharing 

program
Barcode

Successful 

payment notice


/ New balance

Know APP is 

available
Reach App See App intro See reviews Download ? Install App Open App Browse in App

Sing up or 

Remove app

New customer 

sign up

Old customer 

sign up


(link to 

account)

Am I a  

Customer 

already?

Log in Bill

(multi-

property user)


Select 

property

Select amount 

to pay

Input card 

info.

Share barcode 

with others


(pay @ bank, 

stores)

Pay @ bank, 

convenient 

store

Select 

payment way

Receive 

payment 

confirmation

Is bill 

ok?

Compare bills 

/ See bill 

history

Task 

Completed

App 

promotion


(email, SMS, 

etc)

App store Intro Reviews

React to users browsing

Allow users 

reach App 

store in 1 click

 Link and 

redirection @ 

smartphone

App Store @ 

smartphone

Installation 

Progress

Installation @ 

users 

smartphone

Installation 

agent @ 

smartphone

Features in app

Allow users to browse app

Installed App

Sign up 

process

Allow create 

account and 

link to existing 

account.

Allow log in & 

Support forget 

passport

Customer 

data Base

Bill

Show selected 

bill

Customer 

data base

Bill 

comparison

React to 

comparing

React to 

payment 

selection

Customer 

data base

Show barcode

Generate 

Barcode

Online Card 


Payment

Pay at Bank and 


Convenient Store

Remember 

card?

Sharing App 

choices

Collaborate 

with other 

Apps

Sharing 

function @ 

smartphone

Property (ies) 

and bill 

amount (s)

Amount 

choices

Payment 

Choices

Add-up 

amount for 

selected 

bill(s)

Customer 

data base

Barcode

Generate 

barcode for 

pay @ bank/

con. store

Barcode 

generating 

system / 

Customer 

data base

Inform users 

payment 

result

Confirm 

payment

Billing and 

payment 

system

c Actions to promote App. c Many users here would be our existing 

customers�

c Allow users to connect to an existing 

property or account�

c During COMPETITOR RESEARCH, the 

TOP 3 complains about existing service 

wasm

l� Unable to log in�

�� Features not working�

~� Inconsistency date on different 

platform (e.g. meter reading was 

different between meter itself, website 

and app) 

Therefore, ensuring functional features 

and information provided is aligned with 

customer data base.

During USER RESEARCH, the PAINS aims 

to: 

1.  Not been informed (power-cut, tariff 

change, etc.�

�� Not receiving bills

Among our 4 payment waysÕ

åÛ Online card paymenÑ

÷Û Bank transfeì

ÉÛ Pay at the banË

ÝÛ Pay at the convenient store



For “bank transfer”, we should provide 

instruction to help customers.

App Store Install / Get Energy Overview

Contact & Support

Sign up Account Box

Password Box

Forget Password

Typing Box

Link to 

existing 

account

Notifications

Safety & Saving Tips

Compare Card Property (ies) Amount 

choices

Amount 

typing box

Care info 

input boxes

Record the 

card

Next Pay

Share

Download Open 

barcode

Share Notification

Add new 

card

Select a card 
(if multiple cards 

have been 

recorded)

Remove an 

recorded 

card

Transfer

Pay at bank

 pay at 

convenient 

store

Duration

Card info. 

input box

Provide 

choice to 

record

Show Card 

Preview

Online 

payment 

system

Allow users to 

record a card

Customer 

data base

Correct 

payment 

info.?

Confirm and 

Pay

Final confirmation before 

proceed (Amount, Card)

Proceed 

Payment

Provide payment summary 

according to previous 

stage.

Secure the 

payment 

process

Online 

payment 

system

Download

Share

Allow user 

reach barcode 

effortlessly

Customer 

data base

Customer 

data base

Stay log-in 

after sign up?

How to make sure data 

alignment? (between 

web, app, meter?)

Browse features not 

related to personal 

account.

Easy barcode once 

open APP when paying

Know app Find app Download and install Open app Sign up Log in Reach bill Payment method and amount Online card payment Pay at bank or convenient store Complete


