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How to Use This Guide: Work with your team to follow these simple steps and fill out the template below to create a high-level service blueprint. A service blueprint is a visualization of the relationships between different customer-facing services that can help you identify opportunities to streamline services and optimize customer experiences. Below is an activity that will guide you through how to create a high-level service blueprint. This is the preliminary step towards understanding how your agency’s (or Mission Area’s) service offerings align to customer needs. 
Step 1: Define the Goal
Start by selecting a specific type of customer that USDA serves and identify their corresponding customer goals (or customer journey) on which to focus. This customer goal can be either very specific, like a customer trying to apply for a specific loan, or very general like a customer wanting to make their farm operation more profitable. 
Example: This service blueprint will diagram how the Farm Production and Conservation Mission Area helps beginning farmers seeking to start a farm operation. 
Tip: Use the persona template on https//:usda.gov/digital-strategy/tools to document the customers you serve and keep their needs and pain points in mind throughout this effort.
Step 2: Conduct Research to Map Customer Actions
Once you select a customer journey to focus on, it’s time to gather any past work that might inform your service blueprint. 
Start with existing resources that illuminate the customers’ key actions towards accomplishing a goal. Useful resources include findings from previous customer research (e.g., customer journey maps and personas), internal reports outlining how customers interact with your service, website analytics tracking user behaviors, and Contact Center data highlighting top customer concerns. 
Next, conduct your own customer research (using the research tools and templates on https://usda.gov/digital-strategy) to verify and obtain deeper insight into customer actions. Once you have a list of your top customer actions, transfer them to the second row in the Template on page 3. 
Note: While customer journey maps delve into customers’ experiences (including emotions and frustrations), service blueprints focus on employee experiences and back-end processes. 
Step 3: Connect and Map Direct and Indirect Services to Customer Actions
It’s time to shift your focus to the services offered by your agency that might either directly or indirectly benefit customers. 
Direct: Services that are provided directly to your customers. 
· For example, when your customer receives training directly from a USDA employee, uses an app or website maintained by USDA.
Indirect: Services performed by USDA that customers do not see, but that still enable their journey. 
· For example, if your customer is a rural citizen, the USDA might fund rural broadband in the community so they can use the internet to accomplish tasks. Depending on your agency, the indirect actions that aid your customer may be provided by other USDA agencies.
Sit with members of your agency and ask them to list the services/programs that may help customers trying to accomplish their particular goal. To maximize the value of this exercise, ask contributors to also describe how this program or service benefits the customer.
Note: This activity is intended to be an expansive take on service blueprinting to help your agency develop a big picture view of a customer experience that spans several services and programs. In the future, each of these customer actions can be broken out into their own service blueprints where you can explore the processes, actors, and props involved in more granularity. 


Service Blueprinting: What a Customer is Doing in Pursuit of a Goal (Filled-in Example)
	Customer Action
	Action 1
	Action 2
	Action 3
	Action 4
	Action 5

	Action Description
	Learn about healthy living
	Learn about being food safe
	Get affordable groceries
	Buy fresh produce from farmers market
	Prepare healthy meals

	Direct Services
	FNS: Dietary Guidelines for Americans
	FNS: Produce Safety University
	FNS: SNAP 
	FNS: Produce Incentive Programs
	FNS: Thrifty Recipes

	Indirect Services
	FNS: Nutrition Evidence Systematic Review
	FSIS: Food Safety Assessments
	ERS: Food & Nutrition Program Research 
	NIFA: Gus Schumacher Nutrition Incentive Program 
	FNS: Nutrition Evidence Systematic Review


Service Blueprinting: What a Customer is Doing in Pursuit of a Goal
	Customer Action
	Action 1
	Action 2
	Action 3
	Action 4
	Action 5

	Action Description 
(Step 2)
	
	
	
	
	

	Direct Services (Step 3)
	
	
	
	
	

	Indirect Services (Step 3)
	
	
	
	
	

	Details (IT, policy, time, etc.) (Step 5)
	
	
	
	
	


Step 4: Plan Next Steps
After you have completed the above template, take a step back to appreciate the spectrum of services that your customer might interact with on their journey with USDA. Use the prompts below to engage your teammates in a discussion about insights that the service blueprint has uncovered and the possible responses to these discoveries. 
Where in the service blueprint do customers interact with the highest concentration of services? How might these services/programs work to improve customer convenience?
Where do customers interact with the fewest services? How might we mobilize to fill in this service gap and provide more for them?
Are there any services or programs that appear at multiple points on the customer’s journey? How might USDA employees who administer those programs or services collaborate more?

If you found that another USDA Mission Area or agency plays a prominent role in this customer’s journey, we encourage you to share this service blueprint with them and discuss opportunities to work across agencies to optimize service delivery for this customer. 
Step 5: Adding More Detail
If your team has followed Steps 1-4, you will have a high-level service blueprint that equips your team with an awareness of how your agency’s service offerings align to customer needs. If you have been inspired to make any changes to your services, you will likely need to flesh out your service blueprint with more detail. Important information to layer in might include:
Technology: what technology (websites, applications) might the customer encounter at each step?
Metrics: what, if any, measurements are in place to indicate of success?
Policies and Regulations: what policies or regulations impact how or what services a customer receives and how they receive them?
Time: how long might it take your customer to perform each action?
Arrows: where are there dependencies between services or programs?

For Service Blueprint examples, visit https://www.nngroup.com/articles/service-blueprints-definition.
Note: To make this activity easier, you can also create one template for each customer action (or portion of their customer journey) and explore each action separately.  
Note: Feel free to use, modify, and repurpose this document to fit your particular project needs. This resource accompanies the broader guidelines in the USDA Digital Strategy at https://usda.gov/digital-strategy. If you have comments on this tool or the Digital Strategy, please send your feedback to feedback@usda.gov.
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