
Spare Parts Supplier

Points of Interaction

Physical Environment

Mechanics

Ticketing system

Spare parts workshop

Virtual Interfaces

Customer account

Smartphone app

Comment section

Online-store

Affiliation links

Human Interaction

Support hotline

sales people

Mechanics

Vehicle or Physical Vehicle Attributes

Service Value

Accessability

24/7 Running

go easily online

Appointments

Ressource efficiency

Time-saving

Money-saving

...

Safety / Security Predictive Maintenance

Customization
Spare Parts customization

Selection Easy

Experience

Multi-dimensionality, e.g. via video, audio tutorials

Recommendation Services
Reviews

Quality Assessments

Apps

Customer Involvement

Passive Participation
Online store analytics

Vehicle usage analytics

Active Participation

Review / rating provision

Direct engagement with key account customers

Blogging (influencers etc.)

Partnerships with key providers

Recommendations

Service Objective

Ease of Access

Entertainment

Support and Assistance

Data Provision
Maintenance

Data Analyses

Intelligent Transportation
...

Traffic Condition

Service network infrastructure

Physical mobile infrastructure

iOS and Android store

Payment systems

Sstore apps

Cell phone

Digital infrastructure

 CRM

Support service

Ticketing/project management system

 Cloud services (e.g. AWS)

Hosting service

Physical stationary infrastructure

Mechanics

Workshops

Logistics of the spare parts

Key stakeholders

Service recipient

Petrol stations

End customers

Fleet management operators

Digital Service Provider

Cloud service provider

Customer and application support

Software provider (e.g. salesforce etc.)

Telecommunication companies

Payment system providers

Physical Service Provider

Spare part OEMs

Logistics provider

Mechanics

Charging station providers

Research centre for quality testing, contractors



StakeholdersInfrastructure
Physical Service ProviderPhysical Stationary Infrastructure

Digital Infrastructure

StakeholdersInfrastructure

Touchpoints

Physical 
Mobile  
Infra-
struc-
ture

Human Interaction Virtual InterfacesPhysical Vehicle Attributes External Environment

Customer Involvement

Passive 
Participation

Active 
Participation Customer 

Involvement

Service
Objective

Service
Objective

Connectivity

Intelligent 
Transportation

Driving Support 
& Assistance

Maintenance 
Assistance

Service Value – Online Platform

Safety & 
Security

• Predictive 
Maintenanc

Emotion & 
Experience

• Entertainment

Convenience

• Ease of 
Access

Digital
Service 
Provider

• Petrol 
Station

• End 
Customer

• Fleet 
mangmg. 
operator

Resource 
Optimization

• Time and 
money saving

Points of Interaction

Service 
Reci-
pient

• Cloud 
service 
provider

• Customer 
and 
applicatio
n support

• Software 
provider

• Telecom
municatio
n 
companie
s

• Payment 
system 
providers

• Spare part OEMs, Logistics provider, Mechanics, Charging station providers, 
Research centre for quality testing, contractors

• iOS and
Android 
store

• Payment 
systems

• Store app

• Cell

phone

• Mechanics, Workshops, Logistics of the spare parts

Secondary Service Beneficiary• CRM,  Support Service, Ticketing/project management system, Cloud services 
(e.g. AWS), Hosting Services  

• Online store analytics
• Vehicle usage analytics

• Review / rating provision
• Direct engagement with key 

account customers etc.

• Support hotline

• sales people

• Mechanics

• Customer account

• Smartphone app

• Online-store

• Comment section

• Ticketing system

• Mechanics

• Spare parts workshop

• Data Provision

• Data Analyses

• Traffic Condition


