
Confirmation
Introduction to 
HD Expert at 

location

Arrives to HD, 
heads to DIY 

Depot section

Explores space 
and learns about 

services

Register for free trial 
membership with 

name, email, project 
details

Type DIY Depot Blueprint

Employee reviews 
project and 

contacts customer

Employee greets and 
welcomes customer, 
shows work table & 

toolkit

Employee at toolshed 
demonstrates how to 

cut wood, reviews 
safety tips

Needs to cut 
wood 

Employee gives 
quick tour of DIY 

Depot space

Marketing Team Sales

Salesforce Auto-reply Email

Store Manager
Customer 

Success Team

Software/IT

Store Manager

website/app website/app email/app email/app Home Depot DIY Depot Toolshed

Has trouble mounting 
project at home, so 

contacts an expert at 
HD

DIY Depot worker 
notifies “runner” who 

can get it from the 
store

Employee takes 
customer to 

“Inspiration Wall” 

Employee checks out 
customer 

Employees assist with 
getting bigger 
projects into 

customer’s cars

Employee has a 
phone conversation 
and walks customer 

through process

Headset IT Phone/IT

PHYSICAL 
EVIDENCE

CUSTOMER 
ACTIONS

FRONT STAFF 
ACTIONS

BACK STAFF 
ACTIONS

SUPPORT

line of interaction

line of interaction

line of interaction

DIY Depot DIY Depot DIY Depot DIY Depot Home Home Home

Needs tool/
material not in 

toolkit

Starts thinking 
about next DIY 

project 
Finishes project 

Brings finished 
project home

Decides to become 
a member so she 

can continue DIYing!

Starts project at 
work station

Support Team New Business/
Outreach Team


