
SIM 
lost

Support experience map

SIM card
with packaging

Retail

Want´s to 
buy a SIM?

YES

NO

Where?

SIM
Shop

ID Check
Buy a

smartphone?

YES

NO

SIM Active

post-register

YES

NO

First run Add
contacts

Billing
YES

NO

Invite friends Perks

Campaigns

Social
Network?

YES

NO

Ads

MGM

Desktop

Mobile

Free SIM

Retail
sales

Flyer

Reseller

Free SIM

Channel?

ID Check

ID Check

ID Check

Tracking
number

Tracking
number

Delivery

Con�guration

Where?Device 
detects APN?

Auto

Manual

YES

NO

Where?Can MVNO detect
device model?

Con�guration
SMS

I need help!

landing

user

prospect

full package
customer

Link 
account?

customer

*Link project

Consumption
alerts

Post-pay or
pre-pay?

Post-pay

Pre-pay

Top-up

Generate 
invoice

(pdf)

Check
balance

Desktop

Desktop

Mobile

End of service prospect

Billing

Post-pay or
pre-pay?

Post-pay

Pre-pay

Top-up

Port-out

Billing 
info

?

Social 
usage

MGM?

SMS

email

SMS

email

SMS

email

?
General information about Tuenti Móvil
Questions about register process.

Send of documentaion.
Status of ID validation.
Error uploading the ID scan.

Resellers have to send the new 
customer documentation via the 
tool. It generates a ticket on Zendesk 
for customer care.

Porting info.
Status of SIM & device delivery.
Error on porting information. Source operator not correct.
Cancel portability.
Not working device.

Instructions for service
con�guration.

Replacement SIM.

How to generate invoice.
Questions about amounts.
Oustanding invoices.
Change bank account number.
Send invoice per mail to home.

How top-up works

Send ID veri�cation and reason via mail. 
Only pot-pay

How to generate invoice.
Questions about amounts.
Oustanding invoices.

How top-up works

Enter your 
SIM

Desktop

Link retailer SIM to Tuenti.

MultiSIM.
SIM to MicroSIM.
Manage multiple lines.
Change account owner.
Service issues (downtime).

Manually for customers with +30€
out of Bono.

User support.
VoIP.

How to change pro�le name.
How to edit/manage friends ad contacts.
How to delete account..

User support.
VoIP.


