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（Take a printer as an example） amusement facilities consultant space common Lounge PantryIndividual room Multi-person collaboration space 

The app displays available 
spaces with detailed 
descriptions

Updates and maintains the 
spaces description based on 
changes or improvements

A content management system 
where space descriptions can be 
updated

Discover the need for public 
space

The app validates the tenant's 
login credentials and provides 
access to the booking system.

A secure user authentication 
system that safeguards tenant 
login information

Log into the property 
management app or website

The system updates the current 
availability and details of the 
spaces from the database


The app dynamically updates the 
list of available spaces


Property management team 
provide accurate and timely 
information on each space's 
availability.

A real-time database management 
system that tracks the status and 
details of all spaces

Browse through available 
spaces and facilities

Select a specific space to be 
used

Maintains the accuracy of 
space information based on 
changes to the spaces


Select the date and time for 
usage

The app presents an intuitive 
calendar or scheduling system 

A scheduling system that can 
handle bookings, prevent 
double bookings, and show 
the availability of each space 
in real time

The system checks the 
availability of the selected 
space for the chosen date and 
time against existing bookings 
in the database

The app confirms the booking, 
updates the schedule, and 
sends a confirmation 
message or email to the 
tenant

The system updates the 
database to reflect the new 
booking, blocking off the 
selected date and time for the 
specific space

Confirm the booking Arrive at the printer area at the 
booked time

The system cross-references 
the tenant's arrival time with 
the booking schedule to 
ensure the correct usage

The app confirms the tenant's 
arrival upon scanning the QR 
code and may provide 
instructions for using the 
printer

The system updates the 
booking status in the 
database to "in use" once the 
QR code is scanned

A QR code scanner and 
corresponding software that 
tracks usage and updates the 
property management system 
in real-time

Scan the QR code to confirm 
arrival

A real-time reporting system 
could be used to monitor 
facilities usage and signal any 
maintenance needs

An integrated facilities 
system that allows for user-
friendly setup and 
operation.


Set up the printer and printing

The property management 
team monitors the usage of 
the printer, checking for any 
error reports or maintenance 
needs

The system cross-references 
the tenant's arrival time with 
the booking schedule to 
ensure the correct usage

Arrive at the amusement 
space at the booked time

The app confirms the tenant's 
arrival upon scanning the QR 
code and may provide 
instructions for using 
amusement facilities

The system updates the 
booking status in the 
database to "in use" once the 
QR code is scanned

Scan the QR code to confirm 
arrival

The property management 
team monitors the usage of 
the amusement facilities, 
checking for any error reports 
or maintenance needs

Using amusement facilities Arrive at the consultation 
space at the booked time

The property officer 
acknowledges the tenant's 
arrival and is prepared for the 
consultation

The property officer conducts 
the consultation, addressing 
tenant's concerns or questions 
and providing necessary advice 
or guidance

The property management 
team coordinates the officer's 
schedule according to 
bookings

The staff members document 
key points of the discussion for 
future reference or action

A system for recording and 
tracking tenant queries, 
responses, and follow-up 
actions

Have the discussion with the 
property officer

The property management 
team reviews the feedback, 
evaluates the performance of 
the officer, and plans any 
necessary improvements in 
consultation services

An integrated feedback 
system within the property 
management app allows 
tenants to provide their 
comments or ratings easily.

Provide feedback on the 
consultation using the app or 
website

Arrive at the private 
workspace at the booked time

The system cross-references 
the tenant's arrival time with 
the booking schedule to 
ensure the correct usage

The room status light 
becomes red, recognizes the 
start of the tenant's work 
period

The system records the start 
time of workspace use for data 
analysis and space 
management purposes

Start working

The property management 
team routinely inspects and 
maintains the power supply 
facilities in the workspace

A property maintenance team 
and system for regular 
inspections and maintenance 
of the facility infrastructure

Use the plug to charge the 
computer

The property management team 
provide a user-friendly setup for 
online meetings with an 
appropriate background

Start an online meeting with a 
formal office background

Arrive at the collaboration 
space at the booked time

Start collaborating work Collaborators brainstorming 
on the whiteboard

The team routinely checks and 
refills markers, cleans the 
whiteboard, and maintains the 
space's overall functionality

The team monitors the 
functioning of the projector, 
and is ready to provide 
technical support if any 
issues arise

Presentation by projector Realize the need for a break 
during their usage period

Access the property 
management app/website

A robust hosting and data 
processing setup to handle 
all tenant requests in real-
time

Enter their desired pause time Confirm suspension of use

Confirm room status light 
shows pause and become 
blue

The system communicates 
with the room status light to 
indicate the pause

A connected system of IoT 
devices that can be controlled 
remotely to display status

The system continues to track 
the remaining pause time

A real-time tracking system 
integrated with the booking 
management system

Leave the space for the pause 
duration

The app sends a notification to 
the tenant

The system triggers the 
notification as the end of the 
pause time approaches

An automated notification 
system connected to the 
tracking system

Receive a notification towards 
the end of their pause time

The room status light turned 
green

Return to the public space 
before the pause time ends

Wrap up the collaborative 
meeting

Cleaning up the space after 
usage (if required).

The cleaning team prepares to 
clean the space after the 
tenant's usage ends

A cleaning schedule based on 
the booking schedule to ensure 
cleanliness and hygiene

The app shows the check-out 
signal and updates the 
space's availability

employee updates the booking 
status in the database to reflect the 
end of the tenant's usage

Checking out through the app, 
signaling the end of their 
usage.

Identify the desire to use a 
common space

Go to the desired location Clean up after usage (e.g., 
disposing of any trash, 
organizing any moved 
furniture)

Choose a spot and use the 
space (reading, conversing, 
resting, etc.)

Read the rules of use notice 
board

Rules and regulations board 
are established for use of 
common spaces to ensure 
everyone’s comfort

Use the amenities in the 
pantry (microwave, fridge, 
stove, etc.) as needed

The property management 
team ensures that all 
amenities in the pantry are in 
good condition and ready for 
use

Use the amenities in the 
pantry (microwave, fridge, 
stove, etc.) 

Rules and regulations board 
are established for use of 
common spaces to ensure 
everyone’s comfort

Read the rules of use notice 
board

Customer 

Actions

Frontage 

Actions

Backstage 

Actions

Support 

Processes

Customer does 
this at each step 

of a customer 
journey map.

Which are 
visible to the 

customer.

Which are not 
visible to the 

customer.

Rest of the 
organization 
or external 

partners

open plan space

open plan space
open plan 

space

Service Blueprint for Future Apartment Service

Service Infrastructure

Our service blueprint for Savannah Property Services visualizes the customer journey within our 
property service lobby, highlighting distinct areas like the work zone, entertainment area, 
consultation zone, and remote work area. This blueprint serves as our guide to understanding 
service capabilities and enhancing the overall customer experience.



Each area in our blueprint plays a unique role, with specific touchpoints that cater to different 
customer needs. For instance, the work zone focuses on quick administrative tasks, while the 
consultation zone is designed for detailed discussions on property-related matters.



An essential component of our blueprint is the integrated online reservation system. It's a critical 
backstage process that enables customers to conveniently book appointments or reserve 
facilities, improving the flexibility and efficiency of our services.



Overall, our service blueprint is a dynamic tool that not only maps out our current service 
delivery but also aids us in envisioning and working towards an optimized future state. Through 
this, we aim to continually evolve and enhance the service experiences for our valued tenants.

Customer Actions: 

What the customer is doing or experiencing 
at a given moment in their journey.



Touchpoints: 

The way in which an interaction takes 
place. Capture the channel, and exactly 
what is being accomplished



Front Stage Staff: 

Interactions between staff and customers. 
Be sure to name the role of staff member.


Line of Visibility: 

Separates front and backstage



Backstage Staff: 

Staff actions that are essential to 
accomplish the customer experience, but 
that are not visible to the customer.



Support Processes: 

Tools, systems and processes that support 
backstage operations in this moment, even 
if the effects aren’t seen until later in the 
scenario
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// Functional Zoning of APT Service Spaces


