
Service Blueprint

Continental Airlines



Building the Blueprint

Identify customer segment
Map the service process from customer 
point of view
Map employee actions (onstage and 
offstage)
Link customer and contact person 
activities to appropriate support 
functions
Add evidence of service at each action



Blueprint for Flying



Bottlenecks/Fail points

Check-in
Security checkpoints
Baggage claim


	Service Blueprint
	Building the Blueprint
	Blueprint for Flying
	Bottlenecks/Fail points

