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TODAY 

15.15 - 15.45 

Customer Journey, Service Blueprint and Service Ecosystems  

15.45 - 16.15 

Map Customer journey, Service Blueprint and Service Ecosystem

Break 

16.15 - 17 .00 

Share feedback from testing 

17 .00 - 18.00 

Service proposition 
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How was the 

testing?



1st
Understand 

the shift



Make 
people 
want 

things

Before 
2000

To
Make 
things 
people 
want / 
need :)

After 
2000



Make a 
positive 

impact on 
people's 

life.

2019
and in 
the future



CX maturity leads to growth

Annual Revenue Growth

Annual Revenue Growth

11-Year Stock Performance of
Customer Experience Leaders vs, 

Laggards Watermark, The 2019 
Customer Experience ROI Study 

(2007-2017)



CASE ENERGY  TRADING  - MVP SCOPING

Feasibility DesirabilityViability
TECHNOLOGY HUMAN VALUESBUSINESS NEED



CASE ENERGY  TRADING  - MVP SCOPING

Desirability
DO PEOPLE REALLY NEED THIS?



CASE ENERGY  TRADING  - MVP SCOPING

Viability
SHOULD FORTUM DO THIS?

1. High urgency area 
2. Increases revenue
3. Increases customer loyalty

1. Low urgency area
2. Doesn’t affect on revenue 
3. Doesn’t affect on customer 

loyalty



CASE ENERGY  TRADING  - MVP SCOPING

Feasibility
CAN FORTUM DO THIS?

1. Needed data is available
2. Internal systems support this topic
3. Low cost to start

1. Needed data is not available
2. Internal systems don’t support this topic
3. High cost to start



Exercise:

Service proposition



Communicating
Service propositions
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YOUR COMPANY YOUR CONSUMER 

VOCABULARY CHECK - VALUE CREATION

YOUR PRODUCT



YOUR COMPANY YOUR CONSUMER 

VOCABULARY CHECK - VALUE CREATION

DATA TIME MONEY LOYALTY

YOUR PRODUCT

VALUE PROPOSITION 
WITH YOUR CUSTOMER 



YOUR COMPANY YOUR CONSUMER 

VOCABULARY CHECK - VALUE CREATION

DATA TIME MONEY LOYALTY

YOUR PRODUCT

PARTNERS

MONEY



YOUR COMPANY YOUR CONSUMER 

VOCABULARY CHECK - VALUE CREATION

DATA TIME MONEY LOYALTY

YOUR PRODUCT

PARTNERS

INVENTORY DATA

MONEY

STORAGE

PAINS

GAINS

JTBD

PAINS 
RELIEVER

GAINS
CREATOR

PRODUCT & 
SERVICE

VALUE PROPOSITION 
WITH YOUR CUSTOMER 



Empathy map and 
Value proposition



Hands on work
Empathy map

10 min / group



Hands on work
Value Proposition Map

10 min / group



Exercise:

Customer journey



95

Customer journey 
example

Smart home, service experie



96

Fortum, Smart Living, 
A day in the life journeySmart home, service experience



CUSTOMER JOURNEY EXAMPLE

Cruise to Stockholm 



CUSTOMER JOURNEY EXAMPLE

Firefighter & Commander



Actions

Thinking 
Feeling

Challenges 

& Needs

AFTERDURINGBEFORE

STRUCTURE

Customer Journey

Actions

Thinking 
Feeling

Challenges 

& Needs

Actions

Thinking 
Feeling

Challenges 

& Needs



Customer Journey

AFTERDURINGBEFORE

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint
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10 min / group



Exercise: 

Service Blue





STRUCTURE

Service Blueprint
S
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Portal
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Tools and systems that are 
needed for smooth, transparent 
and efficient value creation

AFTERDURINGBEFORE

Customer 
Action / 

Touchpoint Customer 
Action / 

Touchpoint
Customer 
Action / 

Touchpoint

Customer 
Action / 

Touchpoint

Customer 
Action / 

Touchpoint

Customer 
Action / 

Touchpoint

Customer 
Action / 

Touchpoint

Customer 
Action / 

Touchpoint

Partners get involved in 
delivering value to customers, 
value chain and exchange

Service providers have direct 
contact with customers



Service Blueprint
S
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Customer Action / 
Touchpoint

Customer Action / 
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Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

Customer Action / 
Touchpoint

10 min / group



Service ecosystems



BUSINESS PERSPECTIVE: SERVICE PROVIDERS

2020 AALTO UWAS – DESIGNING SERVICES WITH EMERGING TECHNOLOGIES JANE VITA



Ecosystems
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HOUSING



REAL ESTATE BANKING LOGISTICS

UTILITYPUBLIC SERVICES PLUMBING





Find a home Buy Moving in/out

Fix incidentsManage costsPark car

LIVING



Stakeholder roles



Ecology map
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Stakeholders & Roles

CLIENTS

●
●
●
●

SERVICE
ACTORS

PARTNERS &
SERVICE PROVIDERS

REGULATORS & 
EXTERNAL AUTHORITIES
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ECOSYSTEM MAP

Competitor
Housing / Maintenance / 

Building Company

B2B Customer

B2C Customer

Locksmith  
Lock manufacturer



Exercise



Service ecosystem of post-covid19 service



What is the ecosystem of your service (JBTD)?

Identify your partners and their roles 

15 min / group



Assignment
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● Reading task (Blomberg & Stucky)

Read the 8 pages chapter ‘Service design and the emergence of 
a second economy’ by Jeanette Blomberg and Susan Stucky 
from the book Designing for service by Daniela Sangiorgi. 
Reflect on the implications of your service and other ethical 
considerations related to the design of digital services. We will 
discuss it collectively in class. 

Based on the learnings from testing and the possibilities of different 
service providers, consolidate your service idea into a value proposition. 
On an A3 sheet, your concept sheet (see template) should include:

Thursday 1st October: Service Concept sheet

A description of the role of the emerging technologies used



WEEK 3: BUSINESS PERSPECTIVE 

SERVICE CONCEPT rnve;tepunchyname! 

:
- - --- --- --- --- --- ---------------- --- --- ----------------

I 

WHAT JOB DOES IT SOLVE? 
�oo)'OUl'intervi;wfinding;,d"8oriblllhllJIBD-hpoothal)'OUI 
�wnnt�IDl:Olve. 

WHAT'S THE OUTCOME? Dll�ribottwocrlilval1JOcfY0Ufi<KQ,wt.a100Qc1�pthllm1011ctvoYo? 

WHO ARE THE SERVICE PROVIDERS? =r:...:=r==:�� 

WHAT'S THE MAIN CUSTOMER INTERFACE? =:,!.'°.:;;.,.ru:::;:,.:;""""" 

WHO IS THIS FOR? DesCfibe the user type and their scenariO 

:& 
. --------------------------------------------------------_, 

lh:UDte lheoonoep1 in a high-lmll, that exprecs lhllo<H vM of 1h11 wrvioe 

loflhllir 1S&Bandltl8'8Moe pmwdeccl'Mll'wd SKETCH 

23 2020 AALTO UWAS – DESIGNING SERVICES WITH EMERGING TECHNOLOGIES JANE VITA




