PHYSICAL
EVIDENCE

Services Blueprint: DVD Rental Kiosk

CUSTOMER

ONSTAGE
TECHNOLOGY

CONTACT
EMPLOYEE
ACTIONS

SUPPORT
PROCESS

Appearance Appearance Appearance Appearance Appearance Appearance Appearance Appearance
of kiosk of kiosk of kiosk of kiosk of DVD case of kiosk
Appearance of and DVD
. i : Watch movie, Press ‘return
Approach the Press sgl?ct a Browses movies ?)elect n;]_owe Sw'g.e DVD scratched, D\rg%\,/iglﬁ]ce
kiosk movie by release date y touching credit call kiosk ret
on touch screen thumbnail picture card on kiosk . I0SKITEUIn
customer service slot
\Z \Z v \ \%
Screen shows Screen shows Screen shows
touch Screen ShO.WS 10 thumbnails Takes user to Releases DVD, touch
. thumbnail payment screen, . . 3 S
Gl pictures of recent asks user to swipe it ejects for pickup Gl
rent or return a e T I — from front slot rent or return a
DVD with arrow key DVD
L
O] .
< Explain procedure
5 for dealing with
X scratched DVD
O]
<
m
v
New releases Record Process
Technology added to kiosk, payment _bayment
maintenance update kiosk e information
information
CENTER for SERVICES
LEADERSHIP
Copyright Ostrom 2009 " W.P.CAREY

SCHOOL of

BUSINESS

ARIZONA STATE UNIVERSITY



	Slide Number 1

