
Touchpoints

Activities 
of the Org.

Emotions

Frontstage

Backstage

Person window shopping 
online and chooses to 
purchase the hexagon 

system.

People, store, website, social networks

Program the web page to offer the 
product for sale.

Promote the product launch through 
social media, banners, paid 

advertising, etc.

Train IKEA staff to attract 
customers.

AC
TO
RS

Service

EX
PE
CT
AT
IO
NS The thermal system attracts the user's 

attention.

Storyboard

The page/seller suggests you 
the amount of hexagons to buy 
depending on the m2 of your 

working room.
Person buys in person 

and decides to take the 
product with them

Self-​installation of the 
hexagonal structure (manual 

and/or tutorials)

User
Users, vendors

Server, Programmers, interface 
designers

Sales and Customer Service Staff
* Marketing team (channel outreach)

Program the app to update the 
status of the irrigation system.

Complete the account with the 
data of the space where the 

system is located, 
determining the preferred 

orientation and temperature, 
in order to identify the 
ideal location of the 

structure.

PRE SERVICE

SUSCRIPCIÓN: Se paga cada mes y 
se renueva con el cambio de 

temporada, en otoño y primavera

Window 
shopping

Person window shopping in 
person at the IKEA store and 
chooses to purchase hexagon 

system.

Description

Person decides to hire 
a delivery service to 
arrive at his home

Hiring of installation service

Download application to 
activate the intelligent 
system of each hexagon.

The user chooses which plants to 
place according to what the app 

suggests in its catalog. The user 
adds these additional elements to 

the hexagons

The user receives the additional 
elements that are inserted in 
the hexagons: lighting system 

and screens.

The user waters the chosen plants by 
means of the passive irrigation 
system interconnected with each 

hexagon.

Installation of the new system is 
performed. You can do it by tutorial 
or hire the installation service.

The user turns on the lighting system so 
that the hexagons retain heat according 
to the user's preference (intensity, 

degrees, etc.)

The system begins to cool the 
air by evaporating the water in 
the porosity of the clay while 
the user works in the working 

area.

Notification by the app, which 
detects by means of a sensor the 

increase in temperature to re-​water 
and refresh the environment.

Summer

Once the expected temperature is reached, 
the user decides through the app to turn 
off the lights in order not to pollute or 
to leave some lights on if they wants to 

continue working.

Notice by the app of season 
change: the user must order 
the additional elements of 

the new season.

Winter

Notice by the app of season 
change: the user must order 
the hexagons of the new 

season.

Disengagement from the 
service

The user can return both the hexagons and 
the additional elements for recycling or 

restoration at Tótem Ikea.

Once the subscription is over, the user 
cannot access the smart system/app, but can 
keep the hexagons and give them a new useful 

life; sculpture, flowerpot, shelf.

SERVICE POST SERVICE

Secuencia de progreso por parte del usuario en la aplicación que le permita ver sus avances y ahorro energético--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------> Accumulation of points through progress 

User, vendors

Online: Server, Programmers, 
Interface Designers, Algorithm 
and Data Science Specialists

User,web page,delivery person
User, sales staff

server, programmers, ux/ui 
designers, , delivery company 

(internal operations)
Sales team (internal operations)

User,technical support

ux/ui designers, 
programmers,technical 

support,providers (cloud 
service; database)

User,technical support

ux/ui designers, 
programmers,technical 

support,providers (cloud 
service; database), data 

analysts

User
User, installer

Product development team (manuals, 
visualisations, tutorials),ux/ui designer, 

programmer, technical support,cloud
Service provider and management platform, 
sales and distribution team (reservations)

User,technical support

ux/ui designers, programmers, 
technical support team, plant 
suppliers, marketing and sales 

team, order managers.

User

Product Development and Engineering 
team, Technical Support team, 
Component suppliers, Quality 
Assurance and maintenance.

User

Product Development and 
Engineering team, Technical 
Support team, Component 

suppliers, Quality Assurance 
and maintenance.

User,technical support

Product and app development team, 
Engineering team,

Data analysts, Quality Assurance 
team and Sensor Suppliers.

Users

Product and app development 
team, Marketing and Sales team, 
and Logistics and Distribution 

team.

User, delivery person

Product Development Team, 
Logistics and Distribution Team, 

Quality Control Team and 
Component Suppliers (lighting 

system and screens).

Users

Product Development and Engineering 
Team, Lighting Maintenance and 
Upgrade Team, App Developers 
(lighting system connection)

Users

Product development team (manuals, 
visualisations, tutorials),ux/ui 
designer, programmer, technical 

support,cloud

Users

Web service and platform 
developers, marketing and 

sales team

Users
User, installer

Product development team(manuals, 
visualisations, tutorials),ux/ui 
designer, programmer, technical 

support,cloud
Service provider and management 

platform, sales and distribution team 
(reservations)

Users

Product and app development 
team, Marketing and Sales 
team, and Logistics and 

Distribution team.

Users
User, Ikea seller

Customer Support team, Account Management 
team, Legal and Compliance team, Marketing and 
Sales team, Product Design and Development 

team.
Returns Management Team, Logistics and 

Distribution Team, Quality Assurance Team

Depending on the accumulation 
of points, the user can redeem 
at the end of the month for 

discounts associated with Ikea.

Users, technical support (online), 
salesperson, customer service 

(face-​to-​face)

Product Development Team, 
Marketing & Sales Team, Data 
Analysts and Reward Management 
Team. Technical Support Team and 
Finance Team (for the management 

of redeemed points)

POINTS 
SYSTEM

To achieve an effective purchase 
for a good user experience

That users like the 
design of the hexagons.

The user redeems points to 
purchase other IKEA products.

That the user does not discard the product 
without considering its implications.

Traits Customisable, efficient Fast Easy to use, efficient, 
fast, reliable

Understandable, easy and quick to 
install 

Reliable, friendly, responsive

Adaptable (to changing 
seasons and 

temperatures)

Customisable, efficient, 
reliable Easy to use, efficient Efficient, sustainable Automatic, customisable, efficient Automatic, fast, customisable, 

adaptable
Easy to use, customisable, 

efficient, adaptable, modular
Understandable, easy and quick to install

Reliable, friendly, responsive Easy to use, efficient Easy to use, customisable, efficient Automatic, fast, 
customisable, adaptable

Transparent, reliable, 
attractive Transparent and trustworthy Modular, easy to use and customisable

Transparent and comprehensible
Reliable, efficient, fast

Reliable, efficient, portable

Reliable, efficient, fast, attractive
Reliable, efficient, user-​friendly, 

responsive, attractive

Web page, store purchasing 
system Web page, store purchasing system Service app Service app Service app, manual, support contact, 

workers
Seasonal temperature 
control hexagons Service app Summer hexagons, plants Summer hexagons, plants

Service app, summer hexagons, 
plants Service app

To achieve an efficient and 
informed purchase for a good 

user experience.

Web page, store purchasing system

Program the website to use a 
system that visualizes how 

many hexagons will be required 
according to the 

characteristics of the room.

Train IKEA staff to use the 
system to give an approximate 
number of hexagons needed.

Program the web site.

Train IKEA staff to use the 
store's shopping system.

Program app

Users are willing to download 
the app that controls the 

system.

People to adhere to the full 
service

Program the display system 
to allow the user to know 
where best to place the 

hexagons.

That users complete all the 
specific data requested of 

them.

That the hexagon system is properly 
installed.

Generate explanatory videos on the 
correct installation of the product.
Train a worker to provide help via 

WhatsApp or telephone.

Train workers so that they can 
install the product correctly.

That the users decide to take 
care of the plants that they like 
and that are more convenient for 

their apartment.

That users take care of the chosen 
plants.

Generate a partnership with a 
plant store.

Program a catalog with the 
characteristics of each plant 

that can enhance the 
efficiency of the thermal 

system.

Users achieve their optimal 
thermal comfort

That the app keeps users up to date 
on plant care and the system in 

general.

That the app informs about the 
necessary changes to be 

implemented for the change of 
season.

Hexagon construction and 
assembly.

Program the app to update the 
thermal status.

Program the app to change the 
system mode when the season 

changes.

That users use light hexagons 
instead of their own household 

light.

That the hexagon system is properly 
installed.

Users achieve their optimal thermal 
comfort

Users to customize and adapt the 
light to their own comfort.

That the app informs about 
the necessary changes to be 

implemented for the change of 
season.

Service app

Program the app to change the 
system mode when the season 

changes

Service app, manual, support 
contact, workers

Generate explanatory videos on 
the correct installation of the 

product.
Train a worker to provide help 
via WhatsApp or telephone.

Train workers so that they can 
install the product correctly.

Winter hexagons, lights

Construction and assembly of 
the screen

Service app, winter hexagons, lights

Programming the app to customize 
the light mode in the workspace

Program the app to update the 
thermal status

Service app, winter hexagons, lights Service app

Implement a points 
redemption system through 

the app

Service app, support contact Hexagons winter/summer, IKEA totem, people

Program the app Manufacturing and installation of totems 
in IKEA stores

The user is curious about the system The user wonders how this is 
going to fit in their space

The user feels discomfort 
due to extreme temperatures

The user feels relax, taking 
a break from work to water 

the plants

The user feels comfortable 
in their workspace

The user feels comfortable 
in their workspace

The user feels good for being responsible 
with the afterlife of the hexagons after 

finishing the service

Principal user: The optimizer

Green user, less effective: Green heart

Non-​sustainable user, but more effective: The practical

BLUEPRINT

User, vendors

Online: Server, Programmers, 
Interface Designers, Financial 

Specialists

People to adhere to the full 
service

Define with the financial team, 
the cost of the service

Program the website to show the 
subscription option and the and 

the rear payment area


