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Abstract : Just as manufacturing firms aim for zero defects, service providers strive to avoid service failures where customer
expectations are not met. However, because services comprise unique human interactions, service failures are almost
inevitable. Consequently, firms focus on service recovery strategies to fix problems and retain their customers for the future.
Because a hospice offers care to terminally ill patients, it may not get the opportunity to correct a service failure. This situation
makes the identification of what hospice users really need and want, and to ascertain perceptions of the hospice’s service
delivery from the user’s perspective, even more important than for other service providers. A well-documented and
fundamental barrier to improving end-of-life care is a lack of service quality measurement tools that capture the experiences of
user’s from their own perspective. In palliative care, many quantitative measures are used and these focus on issues such as
how quickly patients are assessed, whether they receive information leaflets, whether a discussion about their emotional needs
is documented, and so on. Consequently, quality of service from the user’s perspective is overlooked. The current study was
designed to overcome these limitations by adapting service blueprinting - never before used in the hospice sector - in order to
undertake a ‘deep-dive’ to examine the impact of hospice services upon different users. Service blueprinting is a customer-
focused approach for service innovation and improvement, where the ‘onstage’ visible service user and provider interactions
must be supported by the ‘backstage’ employee actions and support processes. The study was conducted in conjunction with
East Cheshire Hospice in England. The Hospice provides specialist palliative care for patients with progressive life-limiting
illnesses, offering services to patients, carers and families via inpatient and outpatient units. Using service blueprinting to
identify every service touchpoint, in-depth qualitative interviews with 38 in-patients, outpatients, visitors and bereaved families
enabled a ‘deep-dive’ to uncover perceptions of the whole service experience among these diverse users. Interviews were
recorded and transcribed, and thematic analysis of over 104,000 words of data revealed many excellent aspects of Hospice
service. Staff frequently exceed people’s expectations. Striking gratifying comparisons to hospitals emerged. The Hospice
makes people feel safe. Nevertheless, the technique uncovered many areas for improvement, including serendipity of referrals
processes, the need for better communications with external agencies, improvements amid the daunting arrival and admissions
process, a desperate need for more depression counselling, clarity of communication pertaining to actual end of life, and
shortcomings in systems dealing with bereaved families. The study reveals that the adapted service blueprinting tool has major
advantages of alternative quantitative evaluation techniques, including uncovering the complex nature of service user’s
experiences in health-care service systems, highlighting more fully the interconnected configurations within the system and
making greater sense of the impact of the service upon different service users. Unlike other tools, this in-depth examination
reveals areas for improvement, many of which have already been implemented by the Hospice. The technique has potential to
improve experiences of palliative and end-of-life care among patients and their families.
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