
Pre service During service Post service

Awareness

‘Thought wall’ display

Team LH puts up the thought wall in a publicly accessible space and 
provides with pens and accessories to write on it

LH team prepare the board and stick it in a public place

Getting a board

arranging the space

making it publically visibile

Team LH sends out promotional 
messages/emails and posters

LH team Curating and 
preparing messages

Branding

LH team Illustrate and make 
posters

printing

Front desk service agent receives 
the booking

Bookings are logged

slots are created

Front desk service agent books the slot and 
sends the booking confirmation to the user

confirmation message is created and circulated 
to the user

Spread sheet log keeping

Front desk service agent welcomes the user with 
warmth and enthusiasm

Service agent welcomes the user to the 
service hall

The service agent introduces the service to 
the user

Service agent guides the user through a 
grounding activity

Service agent  switches on the lamp, kept on 
the table along with their journal and pen.

Service agent  plays the music of user's 
preference

Service agent checks in on the user while 
serving a warm tea

Service agent relights the candle to create a 
intimate space in the dark discussion space 

Service agent starts the conversation with the 
user

Service agent introduces 4 cards to the user.

Service agent gives the journal and the north 
start card as a keep sake.

Back desk agent takes the service feedback 
from the participant

Back desk agent sends the personalized 
feedback survey to the participant

Service agent thanks the user for participation

Service agent guides the user towards 
feedback stationService agent guides the user from the light 

house chamber to conversation corner

Service agent clarifies the doubt if any
Service agent invites user to begin at their 
own pace, encouraging honest reflection.

Service agent guides the user into the light 
house chamber

Service agent directs the user to reach the 
conversation corner by walking on the mat 

The service agent introduces the journal to the 
user and explains in detail about the journal 

and how it needs to be filled.

Check and ticks off arrived users from the slots
Creating a walking path Designing the journal Play the relaxation music

set-up writing desk and ambience 
inside the light house chamber

Curate journal mannual

Provide stationery for journal writing

Play the music preferred by the user Design conversation cards

Curate prompts for the cards

Arrange the conversation corner

Printing the conversation cards

Card holder making and suply

design north card holder Preparing feedback template
set up an online payment code and 

template
Prepare the goody bag

Curate a personalized thank you 
message

Reset the service hall for the next user

Maintain inventory of the bags

Create a cash box

Record the payment 

Maintain the payment tab

Comparing the feedback with 
expectation

Measuring the service impact

Collecting and logging feedback

Documentation

Making the card holder using wood 
sheets

Prepares warm tea

Maintain stationery inventory

Print out manual

Crokery required for serving 

Clean utensils and maintaining tea 
stock

Maintain the service hall to keep it 
distraction free

Curating the journal promts

Proofreading and testing the journal 
promts

Arranging the discussion corner

Lighting the lamps 

Creating the ambiance

Arranging the space Printing and binding the journal 

maintaining the journal stock Manage ambiance inventory, like 
candles, scent and music

provides the safe to deposit cell phone

Calls and confirms the participation of other 
users

Guides the participant into the activity hall

safe keep users phones

User’s checklist

Calls / in person communication for participation

The thought wall will be put in a public space where 
potential participants can write down their thoughts on the 

wall for the given prompt

User sees the posters/emails 
and whatssap messages

User scans the QR code provided/ 
connects with service agent

User receives the confirmation of slots through 
mail and a personalized WhatsApp message

User arrives at the service location at the given 
slot

User enters the service hall User understands the intent of the service

User asks and clarifies questions with the 
service agent , if any

User does a breathing exercise to let go of 
distraction 

User enters the light house chamber

User gets comfortable in the writing space

User chooses the music of their prefernce

User starts journaling

User calls for the service agent if faced with any 
doubts

User enters the conversation corner 

User sits with the thoughts and 
breathe to relax

User shares the thoughts after writing 
the journal

User chooses any one or all of the 
cards and continue the conversation

User receives the keep sake 
User connects with the agent to 

provide in person feedback
User makes the payment using the 

payment methods

User receives the payment 
confirmation

User uses the goody bag to put in the 
keep sakes

User receives the thank you message

User exits

Back desk agent initiates the payment 
process

Back desk agent hands over a goody 
bag for carrying the keepsake, to the 

user

Back desk agent sends a personalized 
thank you message

Back desk agent provides 
confirmation after receiving the 

payment

User provides feedback through 
survey formUser exist the service hall

User indicated the service agent once the 
journaling is done

User takes a quiet moment to check in, noticing 
what they’re bringing into today’s session 

without writing it down.

User feels assured and relaxed

User walks towards the conversation corner by 
walking on the mat

the user sits down facing the service agent, and 
gets a sense of the space

User communicates with the service agent at 
registration desk

Deposits Cell phone in a safe box

Fills the registration form

Fills in pre-service survey

hears from peers about the 
serviceThis will create a spark of curiosity among the audience

WhatsApp message Survey registration links Personalized invites Logo Sign board

Walking mat

Warm lighting Writing desk and chair

Calming music and smell
Journal manual Ethereal lighting

Journal and pen

Desk and seating arrangement table lights QR code for feedback Cash box Whatsapp message

Conversation card North start card holder Feedback form Payment code Goody bagPoster with lights around

Registration desk Deposit safe for phones Light along the path stationery for writing

Poster Ambiance

Seating arrangements Journal

Emails QR codes on posters Confirmation message

Posters In person booking Reminder messages / calls

Promotion cards

Registration Slot confirmation Service entrance Entering the service Introduction to the service Entering Stillness - priming and grounding Kindling Inner Light - Journal writing Anchoring the North Star - Conversation corner Feedback Payment Ending the service

Service evidences

stages of the service

User actions

Front stage actions

Back stage actions

Support actions

Line of interaction


Line of visibility
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