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 A service blueprint is an operational planning 

tool that provides guidance on how a service 

will be delivered. 

 A map that accurately portrays the service 

system so that the different people involved 

in its development can understand and deal 

with it objectively. 

 It’s one of the extensively used technique for describing and 

improving the interaction between service provider and service 

customer. 

 It is basically a map that illustrates the service system. 
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Benefits: 

 Helps management to identify the potential failure points. 

 Facilitates the service design and improvement processes. 

 Streamlines the organization processes. 

 Improves delivery time, and thus, efficiency 

and productivity. 

 Helps to identify the areas of innovation. 

 Identifies points of rule-breaking and 

theft in service process. 

 Improves the quality of service and 

customer experience as well. 
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The Basic Components 

 Customer actions: 

• The steps that customers take as part of the service delivery process 

(purchasing, consuming, evaluating, etc.). 

 Onstage contact actions. 

 Backstage actions (invisible contact actions). 

 Support processes: 

• Activities need to happen in order 

for the service to be delivered. 

• E.g.: Personnel and IT. 

 The evidence of service provided 

to the customer. 
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Approach:  

 Identify the service process that is supposed to be blueprinted 

(from the customer’s perspective.). 

 Identify the customers that are supposed to experience the 

service. 

 Identify the contact actions (onstage and backstage). 

 Link the contact actions to the needed 

support processes. 

 Add the evidence of service for 

customer action steps. 
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 Example: 
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Further Information: 

 It provides a way to break the service into logical components. 

 It provides guidance on how both front-line staff and those 

behind-the-scenes will provide a service through different stages. 
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