
Delivery guy does not make a 

mess with the delivery

The factors from the 
customers' point of view

Quality of food

Delivery time: on time 
on a time range

The Order is 
correct

Material used to keep the food 

warm (packaging)

Price

Online platform: 
useful and easy to book

Portion size

Delivery fee

Customization of packaging

Recycling of 
the packaging

Utilities/
accessoriesVariety of the food

Brand identity

Service minded front staff
Delivery guy should be easy to 

recognize

the service offered 
by Lunch Courier

5 employees

Lunch courier 
service

Meal providers

+

+20
Companies

Bike man



Delivery 
on time

Delivery on 
time range

Cheap 
packaging

Expensive 
packaging

Panda 
box

Puma 
box

Falcon 
bag

Turtle 
box

•	 Paper Bag
•	 Cold food
•	 Lower price 
•	 Quick order

•	 “All-in-one” pack with wooden 
cutlery

•	 Food should keep warm
•	 Higher price 

•	 Plastic Bag & disposable cutlery
•	 Food can be reheated, for exam-

ple in the microwave
•	 Lower price 
•	 Complex order

•	 “Thermo”/ Tupperware & woo-
den cutlery

•	 Food should keep warm
•	 Higher price 
•	 Complex order



system 
architecture

Lunch Courier

E- staffFront desk
Delivery Guy

Digital Platform
Restaurants

Company 
5 employees

Orders

Locations

Request

Menu

External References

Packaging 
Suppliers

Orders

Material Flow
Information Flow

SCENARIO: PACKAGING

Smart Packaging
 Heat Transmission Loss

SmartPackage:
the puma box is an all-in-
one packaging which is easy 
to pack for simple food, 
disposable after use but 
expensive to produce from 
external supplier.

Exclusive: 
cardboard box, 
build-in thermo 
foil and quality 
wooden cutlery.

Packaging Flow

Package supplier, Restaurant and Delivery are important 
touchpoints of concern when choosing an external package 

supplier. Front desk also have a major role in making sure 
packaging suppliers are updated on what the restaurants needs.

Concern Points

INITIAL SERVICE JOURNEY 
SERVICE EVIDENCE

Value stream
SERVICE 
EVIDENCE

ORDER  
CONFIRMATION
+ RECEIPTS

The customer enters the webportal 
for lunch courier. Here the customer 

can choose among various menus, 
dishes and restaurants.

Customer decides which menu or 
specific food the customer wants 

and  add it to the cart showing the  
complete set of desired buyings

 provided via Lunch Courier.

The customer pays within the online 
system provided by Lunch Courier.
The back-office & restaurant then 
recieves order.

Back-office confirms order with 
restaurant as well as sends out 
order confirmation to customer 
afterwards.

Lunch Courier delivers the meal 
from the restaurant to the 
customer.

Customer recieves payment-receipt 
and order confirmation including 
estimated time before delivery.

RESTAURANT
PACKAGING
SUPPLIER

DELIVERY 
TO CUSTOMER

TOTAL VALUE STREAM END 
PRODUCT

SUPPLY 
MATERIAS



Find

Personal Reccomendation

Blogs

Social Media

Browsing Ordering

Update  Blog/ Web-site

Packaging

Order Office

Service quality

Packaging Supplier Packaging Supplier Packaging Supplier

Time

Traditional E-mail Marketing

Variety Time Quality Flexibility

Quality of packaging

Blueprint: FOCUSSING ON PACKAGING SUPPLIER IN BACK-END & SUPPORT

Physical evidence

Customer actions

Line of interaction

Frontstage
interaction

Line of visibility

Internal interaction

Back stage
interaction

Support process

Browsing Ordering Waiting for the deliveryOnline Payment
Receive 
confirmation

Bike man receive order and location

Restaurants receive orders

Plan Menu

Monitor Sites Tick off waiting list

Diet constraints

Support Support Support

Employer Recommendation

IMPORTANT ASPECTS IN TERMS OF QUALITY & RELIABILITY 
WHEN choosing packaging OR external supplier

CUSTOMER

Restaurants Restaurants Restaurants



Package SUPPLIER 
VALUE CONSTELLATION

Time
 Range

Packaging

Price

Packaging 
Company

Food Quality

Lunch courier

Reliability

Service Quality

IMPORTANT ASPECTS OF TIME/QUALITY 
WHEN CHOOSING EXTERNAL PACKAGE 
SUPPLIER

Restaurants
Package development is an important aspect of the service, with 
a certain focus on reliability it can become one of the key value 
constellations when focussing on packaging. An example could be 
that  one packaging becomes preferrable among customers than 
other packagings.

Inspired by “Multilevel Service Design: From Customer 
Value Constellation to Service Experience Blueprinting” 
Journal of Service Research 14(2): 180-200

Value 
constellation

5 employees

Lunch courier

Restaurants

Menu

Reliability

Flexibility

Order Office

Food Quality

Time
 Range

Service Quality

Personal 
recommendation

Packaging

Variety
Reviews

Price

Packaging 
Supplier

Concern Points

The value constellation is related to the service itself. However the 
concern towards the reliability on the packaging supplier has been 
marked in blue and explained further in a detailed constellation 
shown in the second model below.

Value Points

•	 Reliability
•	 Service Quality
•	 Time Range
•	 Price


