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. STEP 3
* PROTOTYPING

USER

What does the
customer do?

TOUCHPOINTS

What are the mo-
ments and places
the customer gets
into direct contact
with your service?

SERVICE

DIRECT CONTACT

What do your
staff actually do?

BACK OFFICE

What do your
staff actually do?

MEANS AND
0. PROCESSES
': ‘ I What else is
§“‘& Design involved?
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