
Service provider: Municipal WS-Departments and Powel
Customer: Subscribers
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Reads about the new 
WS-service in the 
local newspaper.

Get water-meters 
recommended from a 
co-worker. 

Recieve information 
from WS-department 
with a request to 
install a water meter.

Research online to 
see if it will be 
profitable to install 
despite initial cost.

Decides to get a 
water-meter and 
enter the municipal 
website.

Plumber comes at 
the expected time and 
provide information 
about billing and the 
meter works.

Recieve a welcome 
SMS from 
WS-Department.

Recieve information 
about changes in 
WS-fees.

Expects to get a pricey 
invoice.  

Books installation 
through the municipal 
websidte by filling out 
a form, choose time 
and press order.

Recieve confirmation 
that information is 
correct and at what 
time the plumber will 
arrive. 

Register the 
apointment. 

Has to check the order 
to see if all details 
are correct, and if the 
right water-meter is 
in stock.  

Awareness Join Use Develop Leave

Recieve a SMS 
reminder to read the 
meter within a given 
date.

Takes a picture of 
the water-meter and 
sends it to the WS-fee 
department.

Recieve an invoice 
with price and feed-
back on consumption. 

Pays bill and get a 
confirmation e-mail 
with suggestions on 
how to upgrade and 
customize the service.

Enters the page and 
choose the 
options he wants.

Selling and moving to 
a new house. 

Recieve an e-mail with 
details regarding and 
buying and selling of 
houses with water 
meter.

Discontinues the 
water-meter bill. 

Installs and provide 
confirmation about 
the installation to the 
WS-department.

Set-up module in 
Powel VA.

Prepare interaction 
guidelines for 
customer service.

Contact media and 
post in web-site.

Contact the National 
registry to locate 
people living in the 
area.

Brochure

Information letter

Municipal web-site Booking plumber SMS SMSFace to face 
information

E-mail SMS New invoice Upgrade E-mail Upgrade E-mail Goodbye and welcome 
back.

Newspaper

Define information 
and recievers. 

Establish criterias for
communication.

Provide clear 
directions on website 
on how to get water 
meter and order 
plumber.

Optimise search 
engine.

Set up water meter 
calculator.

Direct access to 
WS-website.

Hand out water meter 
and information.

Plumber confirms 
time and place.

Confirms new values/
prices.

Dispatch pre-defined 
message.

Program system 
notice new fees and 
notify operator for 
confirmation. 

Send automatic 
reminder.

Feedback SMS

Take care of mistakes 
or manual reports.

Image recognition.

Send instant summary 
of consumptions.

Dispatch invoice.

Send auto message.

Provide direct link.

Registers move.

Verify input info. Make sure its easy to 
return to the service.


