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Through focus groups discussions, design methods 
and tools were used to discover operational challenges 
in collaboration with top management. Interviews with 
customers and top managers were also conducted. 
The data gathering revealed issues of low stock 
availability, lack of customer-centric experience, and 
efficient operational processes.

To redesign the order 
fulfillment process of Top 
Trust Mart to enhance 
operational efficiency 
and provide customer 
satisfaction

The redesign focuses on the 
order fulfillment process 
service blueprint of the 
messaging application 
channel for retail 
transactions.

Efficient Consumer Response (ECR), a strategy aimed at improving the grocery 
supply chain while responding to customer needs promptly, served as an 
inspiration to formulate strategies for the redesigned service blueprint.

streamlining communication and 
accelerating delivery times through 
efficient exhange of information using 
technology

eliminates redundancy by tackling 
replacement suggestions early in the 
process 

improves productivity and reduces 
costs

Enabling technologies

REDESIGNED SERVICE BLUEPRINT OF ORDER FULFILLMENT PROCESS

SCAN FOR HIGH 
QUALITY FILE HERE

Enhancing stock-out
replacement phase

Optimizing roles

PROCESS

DESIGN CHALLENGE

STRATEGIES

Top Trust Mart is a medium-sized 
enterprise in the Philippines and is 
used as a case study in this project 
to explore and address operational 
challenges of MSMEs in the context 
of emerging markets. The primary 
objective of this thesis is to enhance 
its operational efficiency and align 
its operations with the company 
strategy.

Micro, Small, and Medium-sized Enterprises (MSMEs) 
are essential for economic development, yet these 
businesses are often faced with challenges and 
limitations such as limited human resources and access 
to technology. Thus, supporting these businesses in 
developing and implementing strategies is crucial for 
their growth, thereby enhancing the broader economy.

PROJECT CONTEXT AND OBJECTIVES

Having a complete range of products with low prices 
while offering personalized customer service

COMPANY STARATEGY 

FRAMEWORK

“ “
SERVICE BLUEPRINT
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Messaging App - Retail
APPROX. TIME TO FINISH

PHASE

CUSTOMER ACTIONS

LINE OF INTERACTION

LINE OF VISIBILITY

SYSTEMS NEEDED

BACKSTAGE ACTIONS

PHYSICAL EVIDENCES

FRONTSTAGE ACTIONS

Send order to messaging app 
with details (name, items, qty, 
description in grams, mode of 
payment, pick up or delivery)

10 mins 30-50 mins 20 mins 10 mins 30 mins 15 mins 30-60 mins

Messaging App Messaging App, Out-of-stock List Mesaging App, Proof of payment Mesaging App Packages; Form

Customer
Approve or disprove 
replacement

Customer

Ensure that listed items are 
organized per location and put 
tag with WS if customer also has 
WS orders

Receive the order list 

Assign the Order 
Spreadsheet to a picker 
and send it to the picker's 
digital tablet

Order Taker

Order Taker Order Taker
Check Order Spreadsheet 
with Out of Stock and 
suggest replacement

Order Taker
Update Order Spreadsheet 
for reorders

Order Taker Check Order Spreadsheet 
with "For Send Total" 

Order Taker

Send total amount to 
customer

Order Taker

Pay through bank transfer 
and send proof of 
payment through 
messaging app

Customer

Confirm delivery time and 
receiver

Customer

Confirm payment with 
finance and tag Order 
spreadsheet as "Paid" and 
"For Transfer"

Order Taker

Send to customer the Out 
of Stock list and confirm if 
approved for replacement 
or not

Order Taker

Put start time and pick items 
according to list given by order 
taker per floor and mark items 
picked and tag items with Out of 
Stock in Order Sheet if there are

Picker
Label the basket/s according to 
the order number wtih a paper 
and place it at the online 
checkout counter

Picker
Tag the order with "For Scan" on 
the spreadsheet and input time 
for monitoring

Picker

Identify the order number with a 
"For Scan" tag

Cashier

Input the customer card number 
of the order in the POS system 
and time of scanning for 
monitoring

Cashier

Scan each item
Cashier

Input quantity of boxes per order 
in Order Spreadsheet and tag as 
"For Checking" and "For Send 
Total"

Cashier

Print the credit sales receipt, and 
compile to give to bagger

Cashier

Put items in box and organize 
boxes behind the counter

Bagger

Inform cashier with quantity of 
boxes for the order

Bagger

Label box with order number from 
the Order Spreadsheet

Bagger

In batches, bring boxes to Retail 
Delivery area along with printed 
credit sales receipt

Bagger

Check the "For Checking" tags in 
the Order Spreadsheet and 
authorize credit sales issuance

Assistant Supervisor
Double check boxes based on 
Order Spreadsheet and input 
time checked for monitoring

Assistant Supervisor

Tag order as "Checked"
Assistant Supervisor

Put printed receipts in "For 
Transfer" shelf

Assistant Supervisor

Supervise loading of packages 
and receipts

Releasing Checker (Morcilla)

Arrange the packages in the 
truck per customer for transfer to 
the Aliw Site

Picker

Inform customer and get 
approval for estimated package 
arrival time

WS Order Taker
Deliver the packages to the 
customer and ask the customer 
to sign the Retail Delivery Form

Driver

Receive the packages and 
receipt and sign the Form

Customer

Bring the truck with the packages 
to the Aliw Site (and receipts)

Driver

Ask WS staff to bring down 
packages

WS Assistant Supervisor

Check the packages based on 
the Orders Spreadsheet if items 
arrived together, ensuring that all 
Retail/WS orders are together per 
customer and keeping receipts

WS Assistant Supervisor

Put location of order package as 
"Aliw Site" and tag as "For 
Line-up" in Orders Spreadsheet 
and note if there are missing 
packages

WS Assistant Supervisor

Pick item replacement
Picker

Make a line-up of the orders 
tagged as "For Line-up" in 
Line-up spreadsheet

WS Order Taker (Aliw)

Tag as "For Delivery" in Orders 
Spreadsheet

WS Order Taker (Aliw)

Print Delivery Forms and attach 
to receipts and hand over to 
Releasing Checker by batches

WS Order Taker (Aliw)
Log time of arrival for monitoring 
and Tag order as "Delivered", file 
Forms for documentation

WS Order Taker (Aliw)

Ask WS Staff/Delivery Assist to 
load packages in the van while 
ensuring that correct packages 
are loaded based on Orders 
Sheet

Releasing Checker
Place all forms and receipts on 
clipboard and give to Delivery 
Assist

Releasing Checker

Load packages in delivery van
Delivery Assist

Assist Driver
Delivery Assist

Give signed form of orders to WS 
Order Taker

Delivery Assist

Send the list of delivery line-up 
on the Viber group chat of each 
Section (department) and the 
Support Head

WS Order Taker (Aliw)

Print a copy for driver to make 
delivery routing

WS Order Taker (Aliw)

Consolidate delivery with similar 
location to maximize the space of 
the van and do a routing

Driver Travel back to store with the 
Delivery Assist

Driver

ORDERING PACKING SCANNING PAYMENT PRE-LINE-UP LINE-UP DELIVERY

- Messaging app
- Computer
- Orders spreadsheet

- Messaging app
- Orders Spreadsheet in Digital tablet
- Products
- Basket label

- Orders Spreadsheet in Digital tablet
- Products and boxes
- POS system
- Credit sales receipt

- Messaging app
- Order Spreadsheet in Digital Tablet

- Packages
- Receipts
- Truck
- Orders Spreadsheet in Digital Tablet

- Messenger platform
- Line-up spreadsheet
- Group chat 
- Printed line-up for routing
- Orders spreadsheet
- Printed delivery forms with receipts

- Delivery van
- Forms and receipts
- Packages
- Signed forms


