
Service blueprint

BUYING A  
HOUSE

UNAWARE

Start saving,  
get a mortgage & 

buy new home

‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances

‘The five touches’ 
e.g. articles, ads 
at Mumsnet etc., 

Bounty

‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances

‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances

‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances

Get pregnant & 
have a baby

Propose, say 
yes & register 

marriage

Have a coffee, or 
drop by

Googling some 
aspect of end of 

life plannig

Receive letter 
/ see ad on 

Pinterest or in 
magazines

Choose talk or 
plan

Read advice, 
browse inspiration, 

print and use 
resources

On the basis of 
recommendations, 
choose your plans

Update or  
confirm details

Once something’s 
completed: Appoint  

trustée(s)

Receive email 
about being 

appointed trustée

After one month 
of first access: Do 
you wish to keep 
account? If not, 

deactivated after 
3 months

BEFORE AFTERDURING

DISCOVERAWARE CONSIDER JOIN SET-UP USE
CHANGE  

OF SITUATION CONTINUED USE
DEATH

HAND-OVER USE
EXIT /  

CLOSE DOWN

HAVING A 
BABY

GOOGLE

ODDS & ENDS
(WEBSITE)

EMAIL

TRINITY’S  
NEW CENTRE

GETTING  
MARRIED

TALK

PLAN

Receive email 
that the 

trustée has 
accessed your 
odds & ends

Receive annual 
check-up email

See poster, flyer 
etc. at health 

visitor / see ad 
on Pinterest or in 

magazines

Receive 
ceremony pack 
with ad or info 

from odds & ends

Watch promo 
video / targeted 

landing pages

Receive 
newsletter from 
partner / RTH

Sign-up  
& personalise  
(‘self-assess’)

Learn about and 
start making plans, 

set reminders

Accept being a 
trustée    sign-up

Coaster,  
leaflet, flyer, point 
of sales display, 
staff interaction 

etc.

Grows over time; 
changes in life 

situations changes 
your documents

Face-to-face  
drop-ins, e.g. 

for wills, AD and 
LPAs

Access deceased 
view-only 

odds & ends 
documents

Browse 
suggested 

funeral directors, 
florists etc. based 

on plans of 
deceased

Click link / go to 
website

Open & read 
letter


