
Phases

Physical	Evidence

Customer	Actions

Line	of	Interaction

Contact	Employee	Onstage	Actions

Line	of	Visibility

Contact	Employee	Backstage	Actions
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Line	of	Internal	Interaction

Support	Processes

Self-Service	Technology	Actions
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Service	Blueprinting	Template	
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provided by the Center for Services Leadership
Follow us on Twi:er @WPCCSL
Services Leadership Blog
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The	CSL	Service	Blueprinting	template	offers	one	of	the	ways	to	capture	your	service	processes.	
Feel	free	to	customize	the	template	as	it	would	best	Dit	to	your	needs.	
We	welcome	your	feedback	and	comments	at	csl@asu.edu.

Instructions/	Suggestions:

Use	arrows	to	indicate	direction	of	the	action	(who	initiates	the	interaction)

To	indicate	Internal	or	External	Pain	Points,	Moments	of	Truth	and		Opportunities	to	Improve	you	can:	

1)	use	color-coded	callouts	or	arrows

2) apply a thick color-coded line and/or shadow with accompanying details

Internal Pain Points:
1) Vendor ships a part – Frequent delays in shipments that affect delivery to the customer

3) If Mme is criMcal for your service, consider adding it to each blueprint acMon as well as the overall blueprint.

You can create a table in a separate worksheet that will pull all the Mme data together for further analysis, if needed.
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min days max days
3 5
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Service	Blueprinting	Template

Physical	Evidence

Customer	Actions

Line	of	Interaction

Self-Service	Technology	Actions

Contact	Employee	Onstage	Actions

Line	of	Visibility

1



Contact	Employee	Backstage	Actions

Line	of	Internal	Interaction

Support	Processes

Opportunities	to	Improve:	
1)	Run	down	appearance	

External	Pain	Points:
1)	Potentially	long	wait
Where	does	the	member	wait?	
What	can	be	done	to	make	the	wait	comfortable	and	worthwhile?	

Internal	Pain	Point
1)	No	established	process	of	quickly	putting	a	contacting	member	in	touch	with	a	local	MSR
2)	Due	to	backlogs,	the	approval	process	can	take	longer	than	30-40	minutes

Moment	of	Truth
Examples	of	questions	to	ask	when	analyzing	customer	experience	during	the	moments	of	truth
1)	Was	the	response	timely,	information	accurate?	Was	member's	experience	pleasant?
3)	Is	MSR	up-to-date	on	available	options	that	can	best	meet	the	client's	needs?	Should	MSR	have	authority	to	prescreen	members	based	on	provided	information	or	should	MSR	submit	every	application	to	the	loan	ofDicer?	
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