TIME

EVIDENCE

CUSTOMER
JOURNEY

INTERACTION

FRONT STAGE

EMPLOYEE ACTIONS

CS - Customer Service Rep.
M - Mechanic

TECHNOLOGY

VISIBILITY LINE

BACKSTAGE ACTIONS

CS - Customer Service Rep.
M - Mechanic

INTERACTION

SUPPORT PROCESSES

SERVICE BLUEPRINT: Maintenance - current flow

5-10 mins

Service information
brochure

Cellphone

Receives phone call

Cellphone

30-60 mins 3-5 mins

Third party application /
physical calendar

Receives confirmation

30 mins - 1 day

Home (resort), Service report sheet

Mechanic ID

Lets mechanic in, Repair done,

Calls hotline to Chooses email, notes , : .
order service > from customer H appointment appointment in waits for work to be H receives service
service calendar done report sheet
N N
\\ 74 \\ 74
CS: Answers the call, CS: Calls back M: carries out repair M: Prepares service
asks for preferred customer with work — report
timeslots possible appointments
N
NV \ 4
CS: Evaluates request, CS: Confirms final M: Checks details M: N.O’.[IerS
> checks possible appointment of work, gets tools administrators, hands
appointments, staff mechanic, sends email and materials In service report copy
availabilty to customer from warehouse
Vv \ 4 \ %4

Excel file for work
schedule and details

Third party app, ie.
Google calendar

Inventory System




TIME

EVIDENCE

CUSTOMER
JOURNEY

INTERACTION

FRONT STAGE

EMPLOYEE ACTIONS

CS - Customer Service Rep.
M - Mechanic

TECHNOLOGY

VISIBILITY LINE

BACKSTAGE ACTIONS

CS - Customer Service Rep.
M - Mechanic

INTERACTION

SUPPORT PROCESSES

SERVICE BLUEPRINT: Maintenance - new flow with Guest Services website

1-3 mins

Guest Services
website

Visits Guest Services
website (customer is
already logged in)

WV

Website, search
funcionality on

3-5 mins

Guest Services
website

Fills out a maintenance

; request form; provides all

the details and provides
preferred timeslots

WV

Maintenance request
form

10 seconds

Guest Services website,
email

Receives confirmation
email that the request has
been submitted + sees
request on GS website

Automatic email

) after form

5-20 mins

10 seconds

Receives confirmation
> that the request is

being processed

Automatic email
after assignment

Receives confirmation

> about the confirmed
appointment

Automatic email
after appointment

Start of work - 1 hr

Receives reminder

—> before appointment

(according to pref. set)

Automatic email
reminder

30 mins - 1 day

Home (resort),
Mechanic ID

Lets mechanic in,
) waits for work to be

M: carries out repair

Service report sheet

Repair done,

——> receives service

report sheet

M: Prepares service

H report

website submission /N confirmation
N
CS: Sees the request in b P WV
the Admin Application; | .t.f.ece:cl.ves son CS: Finalizes the M: Checks details M: Notifies
evaluates the request; notitication ot the appointmenton —| of work, gets tools administrators, hands
: : : t, confirms the : : :

assigns it to a mechanic reque:\s : the request in and materials in service report copy

: appointment and that ) f h
with a proposed . Admin rom warehouse
appointment the request contains Aoblicati

all the details ppiication
WV
Third party Third party Third party

mailbox ie. Gmail

mailbox ie. Gmail

mailbox ie. Gmail

Inventory System



