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Abstract: This article presents methodology for development of service blueprints
based on 5W’s(1H) approach. Lack of methodology, practical approaches and guidelines
for development of service blueprints is identified. The application areas of 5W's(1H)
approach are grounded and it is found out that it is not used so far in service
blueprinting. Methodology for the handy development of service blueprints based on
5W’s(1H) approach is developed. The implementation of the methodology in a service
blueprinting grounds its relevance.
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Pe3rome: B cratusta ce rnpejcraBs MeToAMKa 3a pa3paboTrBaHe Ha CEPBU3HU
rnaaHose upes riogxoga 5W(1H). ObocHoBaHa € auricata MeEToANKAa, U3roJ3BaHn rnoagxoan
M NpaKTUYECKN yKa3aHusi 3a pa3paboTBaHETO Ha CepBU3HM [1/1aHOBE. Vi3BegeHa e
MeToAMKa 3a MPaKkTUYECKOTO pa3paboTBaHe Ha CepBM3HM M/1aHOBE, OCHOBaHa Ha roaxoaa
SW(1H). lNpunoxxumoctTa Ha MeEToANKATa € NOTBbPAEHA € 4Ype3 arnpobupaHe C KOHKPETHAa
ycayra.

Knro4yoBn gymn: onepaLmoHeH MEHUAXMBHT, cepBu3eH rsiaH, Five W’s and one H.

I. Introduction

Entrepreneurs and managers from the
service sector are facing the problem of
determining how to design services
convenient for customers and profitable
for the enterprise.

Jacobs (Jacobs et al, 2009) concludes
that the design of services is different
from that of goods due to several key
factors such as:

(1) goods are tangible, which means they
can be defined more or less precisely,
in contrast to services where the
output is often unclear and usually
depends on the staff, its current
physical and mental condition,
training, etc.;

I. BbBeaeHue

OcHoBeH npobnemM npea npeanpuveMaymTe
N MEHUOKBbPUTE OT 06CNYXBaLLMS CEKTOP
e KakKk pga npoekTtupat yaobHu 3a
KNNeHTnTe " B CbLOTO Bpeme
peHTabunHm 3a NpeanpueToTo yCayru.

MpouecbT Ha MpoeKkTMpaHe Ha ycnyrurte
ce pasfnyaBa OT TO3M Ha wu3genusiTa
nopagmM HAKOJIKO  OCHOBHM  hakTopa
cnopeg Oxenkbbc (Jacobs et al, 2009):

(1) uspennata ca ocesaeMm U ce
nogaaBaT Ha TOYHO onpeaensiHe, 3a
pasfiMka OT Yycnyrute, npu KOWUTO
KPaMHUAT pe3ynTaT 4YecTo € HesiCeH U
3aBUCM OT o0bcnyxBaluns nepcoHan,
HEeroBoTo MOMEHTHO CbCTOSIHUE,
obyuyeHune u ap.;
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(2) goods and production processes are
designed by standards (described in
design and technological
documentation) whereas in services
such standards in most cases are
missing;

(3) once designed, goods and processes
remain unchanged for a certain
period whereas services depend on
the customer and can be rapidly and
radically transformed.

Operations management presents a key
tool for services design and planning (or
service process) called service blueprint.

Service blueprints are used in marketing
(creating realistic customer
expectations), operations management
(rendering the service as promised),
human resources (empowering the
human element), system technology
(providing the necessary tools).

The goal of this article is to develop a
methodology for service blueprinting,
based on 5W’s(1H) approach.

The following issues are set up: (1) To
analyze the contemporary concept for
service blueprint; (2) To analyze the
application areas of 5W’s(1H) approach;
(3) To apply the 5W’s(1H) approach in
the operations analysis; (4) To implement
the methodology in practical development
of service blueprint for a specific service.

II. Service Blueprints: Contemporary
Concept

The idea for service blueprinting as a
process analysis methodology is proposed
by Shostack (Shostack, 1982, 1984).

Service blueprints allow quantitative
description of time and place of service
production as well as the logical sequence
of operations and processes. The service
blueprint defines:

(1) location and time of interaction
between staff and customer (front
office, FO);

(2) operations that are beyond the
customer’s field of vision (visibility
line), but which are vital for the
service performance (back office,
BO).

(2) nspenne n npouec ce npoekTupar
ypes cTaHAapTM (KOHCTPYKTOpCKa U
TEeXHO0rMYHa OOKyMeHTauus),
JOKaTO Npu NPOEKTUPAHETO Ha YCIyru
TakuBa CTaHAApTW B MOBEYETO Cliy4vaum
nvncear;

(3) BegHbX MpoOeKTMpaHu, usgenusata wu
npouecute He Ce€ WU3MEHAT 3a
onpegeneH nepuoa OT BpeMe, A0KaTo
ycnyrata 3aBUCKM OT KJIMEHTA M MOXe
Aa ce npoMeHsa 6bp30 M paauKasnHo.

OCHOBEH MHCTPYMEHT 3a MNpOEeKTUpaHe un
niaHupaHe Ha ycnyrn (unam npouec Ha
obcnyxBaHe) cnopeg  onepauMoOHHUS
MEHUAXKMBHT € CEPBU3HUAT MNJIaH.

CepBU3HMTE MNJI@aHOBE Ce M3Mon3eBaT B
MapkeTuHra (Cb3gaBaHe Ha peannCTU4HKU
O4YaKBaHuA), onepaumMoHHUS MEHUOXKMBHT
(3a ynpaBneHMe Ha AeNHOCTUTE MO
N3MNbJ/IHEHUE), YOBELUKMU pecypcu
(onpepensiHe Ha MU3NbAHUTENUTE),
npoekTMpaHe (NAaHMpaHe Ha TeEXHMKATA).

LlenTa Ha HacToswarta cTtatms e pa ce
pa3paboTn MeToAMKa 3a CbCTaBSIHE Ha
CEpBU3HMU niaHose  4pe3s  noaxoja
5W(1H).

MoctaBeHn ca cnegHuTe 3agaun: (1) [da
Ce aHanusupa CbBpeMeHHaTa KoHLUenuus
3a cepBuseH nnaH; (2) da ce aHanu3upart
obnactute Ha npunoxeHwe Ha noaxoaa
5W(1H); (3) Ada ce npunoxwu noaxoaa
npu adHanu3 Ha onepaumun; (4) Ha ce
anpobupa MeToaukaTa MNpu CbCTaBSAHETO
Ha CEpPBM3EH MJaH 3@ KOHKPETHa ycayra.

II. CepBuseH nnaH: CbBpeMeHHa
KoHUuenuus
LWocTak (Shostack, 1982, 1984)

npeanara METOAOJIONMSA 3a aHalmM3 Ha
npouecuTe, HapeyeHa ,CepBM3eH nnaH”.

CepBuU3HWUTE NJIaHOBE AaBaT Bb3MOXHOCT
3@ KOJINYECTBEHO OMWCAHME Ha BPEMETO
3a MNpou3BOACTBO Ha ycayrata U
nlorMyeckaTa nocnenoBaTesIHOCT Ha
onepaunuTe. Ypes Tax ce onpeaensar:

(1) wm™sacroTO " BpeMeTo Ha
B3aMMOAENCTBME MeXAay MEpPCOHan U
knueHT (PpoHT oduc, FO);

(2) onepauun, KOUTO ca M3BbH
nonespeHMeTo Ha KaMeHTa (NnHUS
Ha BMAMMOCT), HO Ca CbLUECTBEHMU 3a
M3nbJIHEHME Ha ycnyraTa (6ek odwuc,
BO).
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Zeithaml (Zeithaml et al., 2009) defines
the service blueprints as a tool for
simultaneously depicting the service
process, the points of customer contact,
and the evidence of the performed
service.

Therefore, every service blueprint shows
the various overlapping levels of service
from the physical, tangible evidence of
service and the direct contact with the
customer to the internal interactions in
the production process of service.

Bitner (Bitner et al., 2008) proposes five
key components of a service blueprint,
which can be summarized as (Figure 1):
(1) customer actions; (2) front office; (3)
back office; (4) support processes, and
(5) physical evidence.

3anpgembn (Zeithaml et al., 2009)
onpeaenss  CEpBU3HMAT  MnaH  KaTo
cpeacTBo 3a uM306passiBaHe Ha npoueca
Ha obcnyXBaHe, TOYKUTE Ha KOHTaKT C
KIMeHTa, KakKTo W JokasaTencreaTa 3a
npefocTtaBeHaTa ycnyra.

CnepnoBaTeniHO CEepBM3HMAT NaH NokKasBa
pasIMYHUTE MNPENoKpMBaLLM CE HMBA Ha
ycnyrata — oT U3NYECKUTE, ocesaeMuTe
[oKasaTencTBa 3a yciayraTta U npekus
KOHTAKT C K/JWEHTa [0 BbTpeLHUTE
B3aMMOAENCTBMA B  MPOM3BOACTBEHUS
npouec Ha ycnyrara.

butHep (Bitner et al., 2008) npepgnara
NeT OCHOBHM €JIeMEeHTU Ha CEepPBU3HUS
MfaH, KOMTO MoraT Aa ce o6o6bwaT KaTo
(dwur. 1): (1) pencremsa Ha kKnmeHTute; (2)
dpoHT oduc; (3) 6ek oduc; (4)
nogavpxawm npouecu; (5) matepuanHm
AOKa3aTencrea.

Physical evidence

JokasaTtencrea .
Customer actions Operation 1 Operation 8
[JeicTBUS Ha KIMeHTa Onepauns 1 Onepaumsa 8
Points of
....................................... contact ¢
Front Office Operation 2 S ORE Operation 6 | | Operation 7
®POHT odrC Onepauus 2| | KOHTaKT Onepauus 6| | Onepauus 7

ﬁ__g____________.

Back Office Operation 3

Bek oduc

Onepaumsi 3| |

Support Processes
MoaabpXxalwm npouecu

: Line of

Operation 4 visibility

Onepauus 4 JInHua Ha
BMANMOCT

Operation 5
Onepauunsa 5

Operation 6
Onepauuns 6

Figure 1. Sample service blueprint with key components
®ur. 1. MNpemepeH cepBU3EH MNJIaH C OCHOBHUTE MY €1IEMEHTHU

e customer actions are all activities,
undertaken (initiated) by customers
as part of the service process;

o front-office is the visible staff making
direct contacts with customers;

e back-office performs activities hidden
(invisible) to the customer as
telephone calls, e-mails and other
indirect means of communication with
him, and activities of personnel
associated with specific tasks to the
service process;

e [ENCTBMSAITA Ha KJIMEHTUTE BKJIOYBAT

BCUYKM aencreus, KOMWTO Te
npeanpuemaTt (MHULMKUPAT);
e GpoOHT odUCBT e BUAUMUAT  OT

KJINEHTUTE NepcoHasl, OoCbLlecCTBABall
NpAK KOHTAKT C T4X,

e 6Gek opUCBT WU3MNbAHSABA  CKPUTKU
(HeBMAMMKU) 3@ K/IMEHTUTE AENCTBUSA
KaTto TenedOHHU pa3roBopu M Apyru
Henpekn cpeacTBa 3a KOMyHMKaumsl C
Hero, KakTo W OeMHOCTH Ha
rnepcoHasna, CBbp3aHM C oOnpeaesieHun
OTrOBOPHOCTM MO yCnyraTa;
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e support processes are all activities
performed by the staff producing the
service as they are usually divided in
three main groups of support: (1)
technical; (2) material; (3)
information;

e physical evidences are all the
tangibles that customers receive at all
points of contact, influencing their
quality perceptions;

e point of contact is the place and time
at which the customers and the staff
are in direct interaction.

Zeithaml (Zeithaml et al., 2009)
recommends the service blueprint to be
built in six consistent steps, presented on

e MoAAbpXalWwM Npouecnm ca BCUYKMK
OENHOCTH, M3BbPLUBaHMU oT
CNYXWUTENUTEe, KOUTO NpousBexaaTt
ycnyraTa, KaTo Hal-4yecTo ce
pa3fenssitT B TPU OCHOBHW Tpynu

noaapwxka: (1) TexHuyecka; (2)
MaTepuanHa; (3) MHPOpMaLNOHHA;

e du3MyeckuTe AoKasaTencrea ca
BCUYKM MaTepuanHu CBUAETENCTBA 3a

ycnyrarta, KOUTO KITMEHTUTE
nojlydaBaT B TOYKUTE Ha KOHTAKT,

e TOYKaA HaA KOHTAKT €& MACTOTO U
BPEMETO, B KOETO KITMEHTUTE "

NEPCOHANDBT Ca B MNMPAK KOHTAKT.

3angembn (Zeithaml et al., 2009)
npenopbyBa CEPBU3HUAT MnaH [ga ce
pa3zpabotBa B LWeCT NOCAe40BaTEsHU

CTBbIMKW, NpeAcTaBeHun Ha dwur. 2.

Figure 2.
Step 1 Step 2 Step 3
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Step 4
Etan 4

Step 5 Step 6
Etan 5 Etan 6

Ha KOHTaKT U AenctBugd

functions
odunca n npouecuTe
action step
KbM AENCTBUATA

Map contact employee actions, onstage
and back-stage, and/or technology actions
Link contact activities to needed support
CBbp3BaHe Ha KmeHTa, ppoHT-, bek
Add evidence to service at each customer
MpnbaBsiHE Ha MaTepUanHN KOMMOHEHTH

OnpegensiHe Ha HpOHT- U 6ek oduc, ToUukn

Figure 2. Building a service blueprint: Stepwise appoach
dur. 2. CxeMa Ha CTbNKOBUA NOAXO0A Npu pa3paboTBaHETO Ha CEPBU3EH MJaH

The research on the issue how to build
service blueprints shows a lack of
practical guidelines, approaches, etc.

It is, therefore, necessary to propose a
methodology for handy development of
service blueprints.

III. Methodology for development of
service blueprints

The objective of the methodology is to
provide a logical framework for handy
service blueprinting, based on 5W’s(1H)
approach.

MpoyuyBaHuATa no npobremMa Kak Aa ce
CbCTaBW CEpPBU3EH MNaH MnokKassBaT nunca
Ha NMpaKTUYEeCKN HAaCoKKU, NOAXOAM WU T.H.

CnepoBaTenHo e Heobxoammo pJa ce
npeanoxum M™MeToankKa 3a CbCTaBdAHE Ha
CEPBU3HW N1aHOBE.

III. MeToauka 3a paspa6borBaHe Ha
CepBU3HMU NJlaHOBE

LlenTa Ha MeToaMKaTa e Aga ce ocurypu
formyecka paMKa 3a NpaKTUYECKOTO
CbCTaBsiHE Ha CepBM3EH MNJlaH, OCHOBaHa
Ha noaxoaa 5W(1H).
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5W’s(1H) or "“Five W’s and one H”"
stands for who, what, when, where, why,
and how.

Originally, the idea of setting a series of
questions is considered to be of Kipling in
his famous tale The Elephant’s Child
(Kipling, 1902). !

Traditionally, the 5W’s(1H) approach is
used in modern journalism and mass
media (Stovall, 2004) and business
communications (Lehman & DuFrene,
2007) to describe events and collect
business information.

The 5W's(1H) approach is implemented
also as a tool for building a brand and
marketing messages (Lucas, 2002;
Schultz & Doerr, 2009).

Berman (2007) and Richman (2006) use
the approach to label the objective of
project business case, while Miller
(2003) improves the inventory location
by it.

Researchers like Apte (Apte et al, 2001)
and Kaufman (Kaufman & Woodhead,
2006) apply 5W’s(1H) approach as a tool
for defining problems for innovations.

Naylor (2002) implements it in a method
study.

However, the greatest applicability of the
approach is in the area of operations
management, especially in:

(1) just-in-time (Shingo & Dilon, 1997),

continuous improvement (kaizen)
(Imai, 1997; Robinson, 1991);
(2) quality management (Goetsch &

Davis, 2003; Szewieczek et al, 2008)
and Six Sigma (Chase et al., 2001;
Munro et al., 2008; Staudter et al.,
2008).

Robinson (1991) transforms the 5W’s(1H)
approach into “Five W’s and Two H” in
Kaizen application — Table 1.

It is found that the 5W’s(1H) approach is
not applied in service operations
management and service blueprinting.

! T keep six honest serving-men:
(They taught me all I knew)

Their names are What and Where and When/And
How and Why and Who".

Translation in Bulgarian Valery Petrov.

Moa akpoHuma 5W(1H) nnu “Five W's and
one H” ce pasbupaTr BbMpocuTe: KON,
KakBoO, Kora, Kbae, 3aL0 U Kak.

CunTa ce, ye nbpBOHAyanHaTa uaes 3a
nopeanua OT BLMPOCM € OnucaHa B
M3BECTHATa MpMKasKa 3a MankoTo CIOHYE
Ha Kunaunr (Kipling, 1902). !

TpaanunoHHo noaxoabT S5W(1H) ce
M3Mnon3Ba B CbBPEMEHHaTa XypHalnCTMKa
n macmegum (Stovall, 2004) u 6usHec
kKoMyHukauumte (Lehman & DuFrene,
2007) 3a onucaHne Ha Cbvbutns n
cbbupaHe Ha 6usHec nHpopmaums.

MooxogbTt 5W(1H) ce npwunara kaTto
WHCTPYMEHT 3a CbCTaBSIHETO Ha
MapKeTMHroem cbobuienns (Lucas, 2002;
Schultz & Doerr, 2009).

Berman (2007) wn Richman (2006)
n3nonseaTt noaxona 3a AeduHMpaHe Ha
uenute Ha 6uM3HeC nNpoekTUTe, AOKATO
Mdller (2003) nopobpseBa u4pe3 Hero
MECTOMNOJIOXEHNETO Ha CKNafoBeTe.

N3cneposatenn kato Apte (Apte et al,
2001) n Kaufman (Kaufman & Woodhead,
2006) wsnonseat 5W(1H) noaxoma 3a
onpepensiHe Ha o6s1aCcTUTE 3a MHOBALUMN.

Naylor (2002) wmn3non3esa noaxoga KaTo
CpeAcTBO 3a M3y4yaBaHe Ha npouecu.

MoaxoabT Hamupa Han-ronsiMo
NpunoXxeHne B obnactTa Ha
onepaumoHHUS MEHUIXXMBHT!

(1) TouHo-Ha-Bpeme (Shingo & Dilon,
1997) n HenpekbCHaTM nogobpeHus
(Imai, 1997; Robinson, 1991);

(2) MeHMAXMBHT Ha KadecTBoTO (Goetsch
& Davis, 2003; Szewieczek et al,
2008) n wect curma (Chase et al.,
2001; Munro et al., 2008; Staudter
et al., 2008).

Cnopen Robinson (1991) npeanara
TpaHcdopmaumsa Ha noaxoga B 5W(2H)
npwn KarseH - tabn. 1.

YcTaHoBeHO e, 4ye noaxoabT S5W(1H) He
n3nonseaH Jocera B ONepaunoHHUS
MEHUAXMbHT Ha ycnyrute npu
CbCTaBAHETO Ha CEPBU3HU MNNaHOBe.

1 ,Cnyrv a3 uMam LwecT Ha 6poli

OT CTPaHHO ecTecTBO.
Hapwuuat ce: 3awo, Kak, Kon,

Kora, Kpae, Kakeo.”
MpeBoa Ha 6bnrapckn Banepwu MNeTpos.
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Table 1. Kaizen application of 5W’s(2H) approach
Tabnuua 1. U3nonseaHe Ha noaxona 5W’'s(2H) npu KanzeH

Category 5W’s Typical Questions Goal
Mpyna (2H) XapaKTepHU BbMNpoOCH Len
Identify the
Subject What What is being done? focus of analysis
ObekT KakBso KakBo ce npaBu? OnpepensiHe Ha
dokyca Ha aHanusa
Eliminate
Purpose Why Why is this necessary? unnecessary tasks
Len 3auwo 3alo e HeobxoanMo? NMpeMaxBaHe Ha
HEHY>XXHUTE 3a4auun
Where is it being done? Why is it done there? Improve the location
Location Where Is there a better place? P
Mopob6bpsiBaHe Ha
lMonoxeHune Kbae Kbae ce npasu? 3awo ro Hanpasu Tam?
MeCTOMOJI0XXEHMETO
Mma nn no-pgobpo MacTo?
When is it being done? Would it be better to Improve the
Sequence ) .
When do it at another time? sequence
Mocnepo-
Kora Kora ce npasn? Moxe nun ga ce Hanpasu no MonobpsiBaHe Ha
BaTENHOCT
Apyro Bpeme? nocnenoBaTenHoCTTa
Who is doing it? Could someone else do Imorove the output
People Who it better? P P
o o o MNonobpsiBaHe Ha
Xopa Kon Ko ro npasn? Moxe nn HAKOM Apyr Aa ro
pesynTtaTa
Hanpasu no-gobpe?
Improve
Method How to How is it being done? Is there a better way? tasks/methods
MeToau Kak ga Kak ce npasu? Uma nn no-go6bp HaumH? Mopob6bpsiBaHe Ha
3apaun/metToam
How much does it cost now? What would the Effective cost
Cost How much new cost be? reductions
Llena Konko Konko ctpyBa cera? KakBa we 6bae HoBaTa HamanaBaHe Ha
LeHa? pasxoauTe

Using the 5W's(1H) approach, it is

MoaxoabTt 5W(1H)

npeanonara, 4e

assumed that every operation (activity)
can be presented by asking the six key
questions shown on Figure 3.

Asking consequent questions, the
operation is analyzed systematically as it
defines the activity (what), the subject
(who), operations performance place,
time (where, when) and means (how).

The question “how” can be split into two:
(1) how to do it, in what way - responds
to the physical evidence of the operation
and (2) how much has Dbeen
accomplished, i.e. degree of completion
of the operation.

onpeneneHa onepauus (4ENCTBME) MOXe
Ja ce npeacraBuM 4ype3 3ajaBaHeTO Ha
LeCT BbNpoca, NnpeacraBeHn Ha dwur. 3.

Upe3 nocnenoBaTenHOTO 3afaBaHe Ha

BbMNpoCK, oOnepauusiTa Cce aHaausunpa
cucteMaTMyHo, KaTto ce  geduHupa
pencremeto (KakBo), cybekta (kon),

M3NbJIHEHMETO B  MPOCTPAHCTBOTO MU
BpeMeTo (Kora, Kbae) U HaumHa (Kak).

BbnpocbT ,Kak” MOXe ga ce pasgenu Ha
ase: (1) kak ga ce M3BbplwM, NO KaKbB
Ha4ynH — paBa OTroBop 3a (U3MYecKkuTe
AoKasaTesnctBa 3a onepauusata u  (2)
KONIKO € W3BbPLIEHO, T.e. CTeMNeHTa Ha
peanusaumsa Ha onepauunsTa.
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The answer to the question “why” gives
the

the reasons for carrying out
operations in a particular sequence.

1. What
What is done?

Kakgo ce
M3BbpLIBA?

2. Who
Who is doing
it?
Kol s
n3sbpLuBa?

3. Where

Where is it
done?

Kbne ce
M3BbpLUBA?

Operation
Onepauuns

BbnpochT ,3awo” AaBa MNpUYUHUTE 3a
N3BbPLUBaAHE Ha onepaunuTe B
onpeaeneHa Nocnen0BaTeNHOCT.

6. Why
Why is it
done?

Kak ce
n3BbpLIBA?

5. How
How is it
done?

Kak ce
M3BbpLUBA?

4. When

When is it
done?

Kora ce
n3BbpLUBa?

Figure 3. Defining an operation by using the 5W’s(1H) approach
Qur. 3. CxeMa Ha gedurHMpaHeTO Ha onepauns Yypes nlnonssaHe Ha noaxoaa 5W(1H)

The results of the answers are filled in a
table which is used to develop the service
blueprint, shown in Table 2.

Pe3yntatute OT OTroBOpuUTE Ce MNonbiBaT
B Tabnuua, KOATO ce u3non3Ba 3a
pa3paboTBaHETO Ha CepBM3HUSA MaH -
Tabn. 2.

Table 2. Outputs form for the 5W’s(1H) approach for a single operation
Tabnuua 2. Pesyntatu oT oTroBopuTe Ha noaxoaa 5W(1H) 3a egHa onepauus

Question What How Who Where When
Bvnpoc KakBo Kak Ko Kbae Kora
Answer Action Means Front/Back Place Time
OTrosop [Jeiictene Cpepncrso office staff Macto Bpeme
®poHT/Bbek
oduc
Fill in the Box Fill in the Box Fill in the Box | Fill in the Box Fill in the Box Fill in the Box
Mone 3a [Mone 3a Mone 3a Mone 3a [Mone 3a Mone 3a
rnonbJiBaHe nonbaiBaHe nonbJiBaHe rnomnb/iBaHe nonbaBaHe rnonbJiBaHe
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IV. Implementing the methodology in
service blueprinting

The service “telephone mainline and
internet” is studied in the phase of
subscription.

The process can be defined as a pure
consumer service (Kotler & Armstrong,
2010) of information processing
(Lovelock & Wirtz, 2007).

The results from the implementation of
the 5W’s(1H) approach on each operation
are presented in Table 3.

IV. AnpobupaHe Ha MeToauKaTa npwu
paspaboTBaHe Ha cepBu3eH njaH

N3cnepgBaHa e ycnyrata ,MOn3BaHe Ha
cTaumoHapeH TenedoH M MHTepHeT” BbB
daza nogaBaHe Ha AOKYMEHTMW.

MpouechbT MOXe Aa ce knacuduumpa KaTo
uncrta nortpebutencka ycnyra (Kotler &
Keller, 2008) 3a ob6paboTka Ha
nHpopmaunsa (Lovelock & Wirtz, 2007).

PesynTtaTtute no onepauun cnep
npunaraHeTo Ha noaxoga 5W(1H) ca
HaHeceHu B Tabn. 3.

Table 3. Results from the implementation of the 5W’'s(1H) approach
Tabnuua 3. Pe3yntaTu OT npunaraHeTo Ha noaxoaa 5W(1H) no onepaunu

No What How Who Where
KakBo Kak Ko# Kbpe
1 Hand an application from customer at the office
" | NonasaHe Ha 3asBneHne OT K/IMeHTa B ocuca
5 Processing the application by FO employee | at the office
" | O6paboTka Ha 3asBneHne oT FO cnyxunten | B oduca
3 Receiving of e-application by BO employee | in the tech department
" | MonyuyaBaHe Ha e-3asBKa oT BO cnyxuten | B TeXHUYECKMS oTaen
4 Processing of e-application by BO employee | at the tech department
" | O6paboTka Ha e-3asiBKa oT BO cnyxuten | B TEXHUYECKUS OTAEN
5 Sending confirmation by BO employee | from the department
" | U3npawaHe Ha noTBbpXxaeHue | ot BO cayxuten | oT TeEXHUYECKUS OTAEN
6 Receiving confirmation by FO employee | at the office
" | MonyuyaBaHe Ha noTBbpXxaeHune | ot FO cnyxuten | B oduca
5 Arranging meeting | by phone by FO employee | at the office
" | YTouHsaBaHe no tenedoHa oT FO cnyxunten | B ocduca
3 Arranging meeting | by phone by customer anywhere
" | YTouHsBaHe no tenedoHa OT KJINEHTa HaBCSAKbAE
g Signing a contract by customer at the office
" | NoanuceaHe Ha AOroBop OT KJIMEHTa B oduca
10, Signing a contract by FO employee | at the office
MoanunceaHe Ha AoroBsop oT FO cnyxunten | B oduca

The service blueprint can be developed
easily, based on the results of Table 3
and presented on Figure 4.

It was found out by time measurement of
operations that the investigated process
is a service with a low degree of customer
contact.

Ha ocHoBaTa Ha pe3yntaTuTe OT Tabn. 3,
NlecHo Moxe ga ce paspaboTm cepBu3eH
nnaaH, KOMTO e npeacTtaBeH Ha dur. 4.
YcTaHOBEHO €, 4ye uscnenBaHUAT rnpouec
Ha obcnyxBaHe € C HMUCKa CTeneH Ha
KOHTaKT C KNIMeHTa 4ype3 XpoOHOMeTpupaHe
Ha onepauuuTe.
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Figure 4. The 5W’s(1H) approach in action: building a service blueprint
our. 4. Cxema Ha noaxoga 5W(1H) B geincreme: cbCTaBssHE Ha CEPBU3EH MNaH

IV. Conclusions

Finally, based on the main points
presented in this article, the following
conclusions can be drawn:

1. It is found out that methodology,
approaches and practical guidelines
for developing service blueprints are
missing.

2. The application areas of the 5W's(1H)
approach are grounded and it is found
out that this approach has not been
used in service blueprinting so far.

3. Methodology for the handy
development of service blueprints,
based on the 5W’s(1H) approach is
developed.

4. The implementation of the
methodology in a service blueprinting
grounds its relevance.

IV. 3BoaAM M nNpenopbku

B 3aK/yeHune, Ha OCHOBA Ha
MU3N10XXEHUTE MOMEHTWU B CTaTusaTa MoraTt
na ce dbopmynumpar cregHuUTe U3BOAN:

1. O6ocHoOBaHO e, 4ye sMnNCBa MeTOAMKA,
M3MoN3BaHM MNOAXOAM U MpPaKTUYECKU
yKazaHua 3a paspaboTrBaHeTo Ha
CEpBU3HK MNaHOBE.

2. YCTaHOBEHM ca obnactute Ha
npunoxenme Ha nogxoga 5W(1H) un e
060CHOBaHO, Ye TOM He e U3Mon3BaH
focera npu CbCTaBAHETO Ha CEPBU3HMU

njaHoBe.
3. W3BegeHa e MeToaunKa 3a
MpaKTU4YeCKoTOo pa3paboTBaHe Ha
CEPBU3HU MJI@aHOBE, OCHOBaHa Ha

nogxoga SW(1H).

4. [loTBbpAeHa € TMPUIOXKMMOCTTA Ha
MeToAMKaTa 4pe3 anpobupaHe ¢
KOHKpeTHa ycnyra.
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