
Landing page

User sees options 
for different 
services 

Approximate 
availability of 
appointment is 
given on “service 
card” - user can 
see it before 
choosing

User selects the 
relevant service

Read Information

Short instruction 
on how to fill the 
form

Start filling form

Sign in, and 
proceed to fill the 
form with  some 
pre-filled user 
details.

Start filling form

Do you want to 
create account

Give information on why 
having account is 
beneficial�
� save dat�
� faster form fillin�
� real-time 

notification�
� personal dashboard

Entry point

Goal: To successfully book an official identification service appointment 
within the platform without needing outside assistance.

Form Filling Scheduling Post bookingBefore starting the process

Checklist Saving process for later time

Appointment Availability Stuck in the middle of process

Customer Service

Approximate time 
it would take to will 
the form

Add 
Checklist

Display info about 
any maintenance 
going on on site (if 
any) and time 
when it will stop

When do you 
wanna go? - apply 
by x date...

If user has 
account: they can 
save the checklist 
on their dashboard 
(auto)

If user doesnt 
have account: 
they can download 
the checklist

Fill few initial 
questions

Checklist:

After filling few 
initial questions, 
user will be given 
checklist of things 
(docs?) that will be 
needed while the 
whole process

See the available 
appointment slots

Available 
slots?

Hold an 
appointment for 1 
hour until you fill 
the form

info when the slots 
will be availableyes

yes

no

Have an 
account?

yes

yes

no

Fill Sign up form

skip sign up

yes

no

Live Assistance: 
An option to chat 
with a live bot for 
questions or 
assistance while 
filling the form.

Help Tooltip: 
Tooltips or info 
buttons to explain 
any complex 
questions or steps.

Access to 
checklist: User 
can go back to 
their checklist (on 
dashboard) with a 
CTA to check 
things as they fill

Process flow: User 
can see on the top 
of form how many 
steps are left and 
how much time 
approximately it 
will tame

Stuck?

Ask live bot

Go to FAQ section

Link to FB and 
Reddit official 

groups

Separate page on 
web - with search 
bar, video tutorials 

on separate 
categories

yes

still stuck?

notify when 
available

Add to waitlist

no

no

you need to have 
and account to be 
able to receive 
notifications

if already has 
account the 
system turns on 
the notification

no

Email

Customer service 
Phone number

If there is technical 
issue�
� User is notified with 

pop up message 
about it- reason, 
what to do and et�

� What to do 
message - directs 
to info and 
customer suppor�

� Customer support 
services above can 
still be reached to 
help

If user has an account 
and are signed in they 
can click save and 
leave

If user doesnt have an 
account they will be 
asked to create it�
� if they create - after 

completing sign up 
the system will 
save the for�

� if they still choose 
to continue as 
guest, they will be 
informed that they 
need to sign up to 
save

Show the available and 
unavailable dates on 
the calendar

User can select an 
office location. Give 
the direction for map 
when the location is 
shown

Give information if user 
has to pay anything 
during the 
appointment too. Say 
how they should pay it 
(cash or card)

Upon successful 
payment, the user sees 
a confirmation screen 
with the appointment 
details on what to 
expect at the center.

Download document 
preview

Details�
� Show the directions 

on map for the 
appointment 
locatio�

� Customer support 
contact�

� Date and time of 
appointmne�

� Further options to 
follow the 
appointment�

� Option to cancel or 
change the date

Payment (if needed) Confirmation page

If user holds date form 
before filling the form: 
Automatically show the 
chosen date and loc

Waitlist Option:Chance 
to add themselves to a 
waitlist for earlier 
dates.

Notifications: Option to 
receive a notification 
when appointments 
open up.

Save and come back 
later

If not available:�
� Give information on 

till when user has to 
wait for new slots to 
ope�

� Give links to SM 
groups - for user to 
get more info

FAQ and Chatbot: 
Allow users to find info 
about unavailable 
appointment slots and 
ask questions

yes

Are you tired 
and want to 
come back 

later?

no

no

Save - and leave

See the calendar

Are there 
available 

dates that fit 
you?

no

yes

yes

Generate checklist

you need to fill the 
form to be added 
to waitlist

Notifications: turn on 
notifications to remind 
the time of 
appointment - phone 
or pop up (mobile)

Dashboard: 
Appointment details 
are accessible via the 
user's account 
dashboard.

Cancel or change: 
User can cancel or 
change their 
appointment on their 
dashboard

Cancel or change: User will be given options 
to contact customer support or directly 
change or cancel appointment on website. - 
Option given on confirmation page and 
“details email ” (this then links to website - 
booking reference # - option to edit

Receive Details via Email Only: If 
they prefer not to sign up, they can 
opt to have all appointment details 
sent to their email or see the details 
on website by entering booking 
reference number

Follow the schedule of 
appointment

Doesnt have account

Checklist: Option to 
download or see 
checklist of what is 
needed to be done 
before appointment: 
docs to bring and etc.

Add to Calendar: 
Option to add the 
appointment to the 
user's calendar 
(google) with one click.

User has account

Doesnt have account

Doesnt have account

If user doesnt have 
account, inform the 
user about the benefits 
of having it, post 
booking and ask to 
sign in if they want

Ask for Post 
appointment feedback, 
how they felt, how 
successfull their 
process was

Final Step

Cannot find the available appointment User doesnt have account

User has account

User Journey - Flow Chart


