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CASE	STUDY	- EXAMPLE

• Current	business	process	provides	custom	quotes	to	customer	inquiries	

Ø Custom	special	orders	usual	include	products	that	are	not	necessarily	listed	on	the	website

Ø Customers	like	to	negotiate	interactively	regarding	price,	terms	and	conditions	of	order

Ø Customer	interactions	via	email,	phone	or	text

Ø Journey	Map	with	Service	Blueprints

• Future	website	business	process	introduces	self	service	in	redesigned	website

Ø Cart	to	place	standard	items	and	prices	listed	on	the	website	for	orders	for	shipment	to	domestic	destinations

Ø Provide	automated	and	7/24	processing	of	orders

Ø Flowchart

Ø Site	Map
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CASE	STUDY	- EXAMPLE

• Original	Website	was	taken	down	because:

Ø Customer	interactions	were	transacted	via	email,	phone	or	text	without	 using	the	Website

Ø Custom	special	 orders	include	products	that	are	not	necessarily	 listed	on	the	website

Ø Customers	 like	to	negotiate	interactively	regarding	price,	terms	and	conditions	 of	order

Ø Website	did	not	automate	or	offer	self	service	transactions

• Future	website	business	process	introduces	self	service	in	redesigned	website

Ø Cart	to	place	standard	items	and	prices	listed	on	the	website	for	orders	for	shipment	to	domestic	destinations

Ø Provide	automated	and	7/24	processing	of	orders

Ø Flowchart

Ø Site	Map
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CURRENT	EXPERIENCE	MAPS

Unaware Aware Consideration Purchase Support Advocacy Reconsideration Departure Return

Recognize	Need Learn	and	
Compare Decide Buy Use Make	

Payments
Recommend	
to	others Departure Return

Customer	Lifecycle

Customer	Journey	Map
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FUTURE	CUSTOMER	JOURNEY	MAPS:		
“LEARN	AND	COMPARE”	SERVICE	BLUEPRINT	REDESIGN

Recognize	Need Learn	and	
Compare Decide Buy Use Make	

Payments
Recommend	
to	others Departure Return

Enter	Website Read	About	
page

Search	for	
part

Bookmark	
webpage

Compare	
with	other	
websites

Exit	Website

Customer	Journey	Map

“Learn	and	Compare”	Service	Blueprint
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FUTURE	CUSTOMER	JOURNEY	MAPS:		
“DECIDE”	SERVICE	BLUEPRINT	REDESIGN

Recognize	Need Learn	and	
Compare Decide Buy Use Make	

Payments
Recommend	
to	others Departure Return

Enter	Website Contact	
Company

Inquire	about	
availability

Inquire	about	
pricing

Inquire	about	
shipping	
options

Inquire	about	
return	policy

Inquire	about	
warranty

Customer	Journey	Map

“Decide”	Service	Blueprint
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CURRENT	“BUY”	SERVICE	BLUEPRINT

Recognize	Need Learn	and	
Compare Decide Buy Use Make	

Payments
Recommend	
to	others Departure Return

Contact	Company Request	
Quote

Negotiate	
Price

Choose	
shipping	
method

Choose	
payment	
method

Make	
Purchase

Receive	
package

Customer	Journey	Map

“Buy”	Service	Blueprints

Email,	
Phone,	 Text
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FUTURE	CUSTOMER	JOURNEY	MAPS:	
“PURCHASE”	SERVICE	BLUEPRINT	REDESIGN

Recognize	Need Learn	and	
Compare Decide Buy Use Make	

Payments
Recommend	
to	others Departure Return

Enter	Website Contact	
Company

Request	
Quote

Choose	
shipping	
method

Choose	
payment	
method

Make	
Purchase

Receive	
package

Customer	Journey	Map

“Buy”	Blueprint

Cart
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CART	FLOWCHART

ConfirmationCart Delivery Details

Existing Customer

New Customer

Add 
product 
to cart

View 
items and 
quantities

Edit Cart

New 
User?

Login

Enter 
name, 
email 

address

Enter 
address

Select 
name and 
address

Add /Modify
Billing and Shipping Info

Yes

Payment

Enter 
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info
Verify
Order

No

Verify
Order

Place 
Order
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REDESIGN	SITE	MAP
Home

Dyonics

Header  links

01

Products 02 Brands 02 Specials 02 News 02
Social 
Media 02 About 02 Contact us 02

Laparoscopes 03

3M 03

Acufex 03

Arthotek 03

03

Packages and 
Bundles

03 Conferences 03 Facebook 03

Linkedin 03

Search 04 Language 05 Cart 06

Arthroscopes 03

Endoscopes 03

Circon 03

Hall 03 Linvatec 03 Olympus 03 Panasonic 03 SONY 03 Stryker 03


