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Online Shopping Process

. Customer PHYSICAL EVIDENCES

- Corporate website and live chat Online Webshop and confirmation Product box with phone, printed Phone and printed manual Phone, printed manual, and support
email manual, cables, and accessories website

. Customer CUSTOMER JOURNEY

Cancelling contract Comparing online Purchasing online Receiving package Plugging in phone Calling service staff

— LINE OF INTERACTION
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. Frontstage staff

Customer / Frontstage staff / Backstage staff / Support staff FRONTSTAGE ACTIONS
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Promoting advantages of new Handling complaint and creating
contract compared to competitors support ticket

— LINE OF VISIBILITY
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. Backstage staff
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Receiving order and initiating Opening ticket and assigning
shipment external support staff

— INTERNAL INTERACTION

\&.\&\_ .?‘- Customer / Frontstage staff / Backstage staff / Support staff SUPPORT PROCESSES
. Support staff

eh oh eh eh
Invoice handling and account Processing order and shipping Automated account activation Resolving technical issue and
setup product when phone logs in notifying frontstage



