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S How is the service proposition communicated Which touchpoints do customers experience during the service journey? How does the service provider follow-up with customers?
% by the service provider? Are there any critical incidents, i.e. touchpoints customers experience as especially good or bad?
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SOCIAL MEDIA

Which pre-service information can people access

through social media?

............................. > 0n SOCIAL MEDIA
What do customers communicate about the service and/or :
service provider through social media?
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WORD-OF-MOUTH
What do friends, colleagues and family actually
communicate about the service and/or service provider? E
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WORD-OF-MOUTH
What do customers tell their friends, colleagues and family
about the service and/or service provider?
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'5 PAST EXPERIENCES

% Which experiences do people have with (similar) o
u services and/or service providers?
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Concept and design: Marc Stickdorn & Jakob Schneider — inspired by the Business Model Canvas — www.thisisservicedesignthinking.com
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