
Touch points

Onboarding

Service blueprint

Targeted personas:

the Technologically 

Savvy

Pragmatic the Indifferent the Anxious Receiver

NB! The Anxious Receiver is only tailored partly by delivering the result online. The goal of including the AR 
in the digital service is to put in the first effort to help calm down the person. The AR will most likely 
contact a healthcare professional at the end of the service blueprint but this service aims that the person 
will be less anxious when going for the consultation. Then, it is expected that the healthcare professional 
will have to put less time and energy into calming down the person, thus also reducing the strain on the 
personnel.

The woman familiarizes herself with the service via the 
invitation email from the health portal. She reads about
 what the service is about
 what is done during the process
 what are the possible outcomes
 what she needs to do to take part
 from when she can participate
 where she can book an appointment for a blood test.



She can get answers to follow-up questions on the platform 
via the FAQ section, the chatbot, or by contacting a medical 
professional via other channels.

A potential participant develops an initial 
awareness about the service. She sees an 
advertisement for the service, hears about it from 
the women’s doctor, and/or receives an email 
invitation to the service.

After a week, the woman 
gets a reminder telling her 
that she can book an 
appointment for the blood 
test

 Here, she makes the 
final decision whether 
to take part in the 
service

 She has the opportunity 
to read more about the 
service again.

The woman goes and gives a blood test at 
a medical facility.

After 2-3 weeks, she receives her result via 
email
 By now, she has had time to familiarize 

herself with the concept of genetic risk. 
She knows what possible outcomes 
there are and what will happen in case of 
either result

 The result is explained, but the only new 
thing that the person gets to know is the 
result. Other information should be 
familiar from before

 FAQ section and chatbot are available for 
specifying questions.

If the woman feels like her needs are still 
not met, she has the option to reach out 
ot a medical professional (suggested by 
the service) directly.

Familiarization Reminder Appointment for 
the blood test

Result communication &

screening allocation

Follow-up options

Journey

Actions

Persona-
specific value

Support processes

Technology

Street advertisements, online advertisement, 
women’s doctor, receipt of email invite

Invitation email Reminder email
Health portal for appointment 

booking
Medical professional at the testing 

site
Result on the Health Portal (My Genetic Mirror 

subpage)
Medical professional

“Digesting” the 
received information 

about genetic risk
Initial awareness about the service

Becoming aware about the program

Follow-up clarifications
“Refresh” awareness about 

the program

Make decision to 
participate

Give a blood test at EHIF’s facility

to be analyzed for PRS

Waiting period 2-3 weeks

Familiarization with the results Optional contact with a medical professional
Opportunity to read more about 

genetic risk

Genetic counselor available for chatbot 
support

Human-powered chatbot Email, phone call or video call or in-person 
consultation to clarify specific concerns

Distribution of email invitations to 40 year old 
women (according to population registry)

Marketing campaign

Database of 40-year old women in Estonia Email distribution system

My Genetic Mirror website My Genetic Mirror website

Blood test analysis equipment for PRS

Medical professional for conducting the blood test

The Estonian Biobank performing PRS analysis on the sample

Medical professional available for follow-up 
questions and consultation

TS Pr In AR(     )

Aims to provide early information about the 
service to avoid the information delivery being 
overwhelming during the result communication.

Contact with a healthcare professional at the 
testing site for short, in-person questions.The follow-up questions module is used for quick 

feedback to initial questions.

Result is framed in a practical way to 
highlight a sense of control.

Communicates the practical follow-up 
steps.

Platform repeats the practical 
follow-up steps.

Option to book an appointment for a 
consultation.

Aims to connect the service perception 
to an identity focus (branding) early on.
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Human-powered chatbot

Genetic counselor available for  support via chatbot

Designed for Horizon 1 of the roadmaps

Service blueprint

https://consensus.app/papers/modeling-conceptualization-investigating-teaching-santini/b10af6b7d1235a6994eb3d3220a7aaaf/?utm_source=chatgpt
https://consensus.app/papers/modeling-conceptualization-investigating-teaching-santini/b10af6b7d1235a6994eb3d3220a7aaaf/?utm_source=chatgpt
https://consensus.app/papers/preservice-music-teachers-conceptions-teaching-butler/aff85f6a9ee953bcbb25ccf33b55f6dc/?utm_source=chatgpt
https://consensus.app/papers/learners-communication-strategies-spontaneous-language-pawlak/8f72436a65175c1c8981aabd2b095a6f/?utm_source=chatgpt
https://consensus.app/papers/teaching-communication-strategies-beginners-brett/1800125587b454f49caecc8a8431d003/?utm_source=chatgpt
https://consensus.app/papers/techniques-teach-communication-strategies-maleki/52392d21f7735ecdb824059d6ef844c6/?utm_source=chatgpt
https://consensus.app/papers/techniques-teach-communication-strategies-maleki/52392d21f7735ecdb824059d6ef844c6/?utm_source=chatgpt

