
PHYSICAL
EVIDENCES

PRODUCT
PHASE

FRONTSTAGE
ACTIONS

BACKSTAGE
ACTIONS

SUPPORT
PROCESSES

PAIN POINTS

CUSTOMER 
ACTIONS

Bundles PSS
Service  Blueprint

PRE USE USE POST USE

Termination 
acknowl-

edgement

- Calls Bundles to 
terminate service
- Pays due amounts

EMAIL

Termination Email 
acknowledgement

PHONE CALL

Call to schedule pick-up 
of WM

Pick-up of 
used washing 

machine

TERMINATION AND RECONDITIONING 

- Lets logistics partner in 
for pick up

Pick-up 
Appointment

- Receives call from 
logistics partner 
- Schedules appointment 
for pickup of machine

LOGISTICS PERSONNEL

Picks up used washing 
machine 

Send 
personell for 

pick-up

Used WM stored 
at logistics 

warehouse and 
condition 
inspected

Cleaning of used 
WM and minor 

repairs handled 
by logistics 

partner

MAINTENANCE AND REPAIR

Service
Request

- Machine breaks down
- Calls Bundles customer 
care
- Reports problem

CUSTOMER CARE

Problem with Washing 
machine reported

- Receives call
- Schedules service 
appointment

Service 
Appointment

CUSTOMER CARE

Appointment scheduled 
for service

SERVICE PERSONNEL

Washing machine 
serviced

- Lets service personnel 
in

Serviced
Washing 
Machine

Pass service 
request to 

Miele 
Service

Pays for 
service

Send 
acknowledge-

ment

Provide 
costumer 

information 
to logistics 

partner

Sends service 
invoice to 

Bundles

Send service 
personell

Carries out 
major repair 

issues

USE

Best Wash 
Program

- Opens app
- Fills in laundry load 
details

APP/ WEB APP

Optimal wash 
program selector

- Loads laundry
- Selects program
- Adds Detergent
- Starts wash

Clean 
Laundry

MACHINE INTERFACE

Wash Program Selector

APP/ WEB APP

Display usage 
statistics and patterns

- Opens app
- Checks use statistics

Use 
statistics

EMAIL

Invoice with  monthly 
overview

PACKAGE

Package sent with 
detergent

- Receives invoice 
- Makes payment

- Receives package with 
detergent
- Replaces empty deter-
gent with new package

Payment Full
Detergent

Generate 
algorithm 

for optimal 
wash 

program

Smartplug 
records 

wash and 
stores on 

cloud

Usage 
statistics 

populated 
from data

Usage 
statistics 

populated 
from data

Send 
invoice

Generate 
billing 

invoices

Checks 
amount of 

detergent left 
and sends if 

empty

Detergent 
consumption 

calculation 
algorithm

Provide 
customer 

helpline

House check 
email

- Clicks on link to form
- Fill information for 
installation

EMAIL

House Check form 
interface

Delivery
& Installation 

Time

Installed 
Washing 
Machine 

Welcome
Email

Quick
Guide

WEB INTERFACE

Display appointment 
scheduling portal

- Fills preferred delivery 
and installation time

YES

- Lets installer in
- Understands how to 
use machine

INSTALLER

Installs the washing 
machine, connects the 
smart plug and gives 
instruction on usage

- Reads welcome email 
information

App/ 
Webapp

- Installs and opens App
- Enters credentials
- Looks at the different 
app features

EMAIL

Details about app and 
the features, login 
credentials

APP/ WEB APP

App features and 
customer information

DELIVERY AND INSTALLATION

Checks 
inventory for 
availability of 

refurbished 
machine

Orders new 
WM from 
Miele NL

Send House 
check email

Ask Vonk en 
Co to prepare 

refurbished 
WM for 

dispatch

Collect data 
and send to 

logistics 
partner

Send 
Welcome 

email

Send 
credentials 

to user

Generate 
credentials 

for App/
WebApp

Build app 
and content

Provide App 
feature and 

relevant 
details

Provide wash 
program 

selector tool 
on App

Send 
installer

Send email 
with access to 
appointment 

scheduling 
portal

Contact 
costumer to 

schedule 
pick-up

PURCHASE

Payment
Confirmation

Service
Availability

Order 
Confirmton 

Email

- Select subscription plan
- See cost overview
- Fill in information form
- Make payment 
- Order Completion

WEBSITE

Check service availability 
in filled-in address

WEBSITE

Form to fill in customer 
information

WEBSITE

Redirect to Payment 
portal

NO

Update 
servicable 

areas on 
database

Define 
service area

Connect 
order to 

payment 
portal

Send 
confirmation 

email

Service 
Reviews

- Checks subscription plans
- Check benefits of service 
- Checks reviews of service 

Website

Display Subscription 
plans, benefits and 
reviews of service

Service 
Benefits

Subscription
Plans

INFORMATION

Service 
Provider

Product 
Manufacturer

Repair
Partner

Logistics
Partner

Update 
website on 
offers and 
terms and 
conditions

Store new 
customer 

information

Customer 
data 

collected
and order 
prepared

DISCOVERY

WebsiteSearch 
Engine Ads

Promotional
Emails

Website

Display Information on 
website

Email

Contact 
customers for 
appointment

Promotional email of the 
service offering

Send 
promotion

al emails

- Wants to buy a WM
- searches online for WMs
- Finds Bundles Website
- Clicks on website link

Provide 
website and 

content

Identify 
potential 

customers

Build 
website

Prepare 
plan and 

benefits of 
service

Dispatches 
new 

machine via 
Vonk en Co

Prepares 
WM for 

delivery and 
installation

Register 
WM on 

portal

Register a 
service 

request

- Wash program advice
   only on app and depends 
   on user to find out   
 

- Limited statistics
   available to users

- Algorithm to calculate
   not very accurate

- Breakdown reported
   after it happens

- Smartplug only records
   wash count indirectly 
   through power consumption
   
 

- Service is expensive,
   labor intensive

- Inspection of machines 
   done visually 

- No tracking of condition
  of the WM  

- Reconditioning process
  laborious  and expensive

- Schedule window not 
  suitable for customers
 


