
Beta Service Blueprint

USER FLOW

TOUCHPOINTS

ON STAGE ACTIONS

ON STAGE

OFF STAGE

Line of Interaction

Line of Visibility

Back-end IT systems.

OFF STAGE ACTIONS

SUPPORT SYSTEMS
& PROCESS

This is everything the user comes into 
contact with. It might be digital, such as 
an app or might be physical object such 
as a printout. 

What the employees are doing that the 
user is exposed to.

What the employees are doing in the 
background, that the user is not 
exposed to.

These are the activities and stages of 
the user journey. 

EXISTING M&T 
CUSTOMER

NEW 
PROSPECT

Line of Internal Interaction

KEY:

Google search

New York 
Business entity 

search

Sales team visits 
or contacts 
prospect firm

What is their current trust 
accounting process?
What are their frictions?
What are their current tools?
What is their billing and payments 
process?
Can they allocate all their funds?

Nota test 
account demo 

in staging

Call guide

Nota 
CRM Tool

Pull data from Hogan/ERM to build 
prospect list and understand the 
prospect firm
What type of firm?
What is their main practice area?
Do they have a banking relationship?
What is their account usage behavior?

Product demo

RM/BM visit

Sign up Pre -Onboarding Onboarding Tracking and managing transactions

Early data gathering 

Post contact data gathering Contact M&T BM to 
begin account 
opening process

Hand off to BM

Initial conversation

Prospect is contacted 
by M&T sales

Visit landing page

Customer visits 
trustnota.com and 
requests a demo

Receive cold contact

Prospect receives cold 
intro to Nota 
marketing material

Prospect is warm lead contacted 
by Nota sales person and either 
takes the time to chat or 
schedules a better time 

Customer previews 
the product through 
a demo

Open new account
Customer opens a 
new M&T account

1

1

1
Perform entity search to 
determine which type of form 
is needed

2 Call 
client services help line
“They know how to navigate internal 
resources”

3 Search KYC ID’s (differs by 
entity type)
1. NYC ID
2. 2 primary forms of ID of the entity
 - Operating agreement
 - NY business registry
3. Personal ID for owners over 25%

4 Create notes about FAQ
- Mobile check deposit
- Physical checks
- Debit card
- Online banking

Knowledge Now
“Google for M&T”

Job Aid
“To double check you have 
the right paperwork”

LLC, LLP, S-Corp,
C-Corp, Sole Prop

Agreeing to open the 
account

Agreeing who can sign on 
they account

FORMS

1. Account Opening Form - one for each 
account
 -BR-73

2. Signatory/owner parties form depends on 
entity type
 -PA-043B
 -PA-048B
 -PA-046B
 -PA-047 (for IOLA)

PRE-ACCOUNT OPENING
M&T BM uses information gathered about what type of 
firm the prospect is to prepare the right paperwork 
needed to open an account 

2 OPENING A NEW ACCOUNT
M&T BM meets with the prospect in-person to verify 
business entity and KYC documents and collect signatures

Explain the documents
“Lots of language that most people 
don’t understand”

3 Get the signatures and 
personal info
1 Partner signs BR form
All partners sign PA form
DOB
Address
Social 

5 Ask the questions
Pin #
Debit card
Online banking
Physical checks

4 Sign paperwork and show 
personal info
1 Partner signs BR form
All partners sign PA form

2 Show IRS letter with EIN 
number

Pre-filled forms and 
account opening 

paperwork

3 POST-ACCOUNT OPENING
M&T BM goes to branch to connect to Pace and 
process paperwork to open the account

1 Go to branch and 
connect to PACE

6 Enroll customer in online 
banking

6 Send prep email to 
client with temporary 
passcode

7 Order checks
Check exemption box
 Operating
 IOLA

8 Assemble paperwork
*Required to send to client

2 Create profiles for each 
person and the firm

9 Increase mobile check 
limit

10 Fee waiver

3 Create accounts 
in PACE

4 Print documents

5 Order debit card
Address
Pin #

6 Signs up for online 
banking

start new session in PACE

after client enrolls in online banking

Customer signs up for 
Nota and links with their 
M&T online account

Customer prepares 
accounts and records for 
onboarding

Customer goes through 
onboarding and allocates 
their balance to their 
active matters

Learning
Customer learns to use 
Nota effectively to track 
and manage 
transactions, organize 
matters, and make 
payments

Customer is using Nota to track and manage 
their bank account transactions

Troubleshooting
Customer has issues with Nota or with 
the bank and is seeking assistance 

Existing 
customer

Conversion

New 
customer

Marketing 
video

Prospect list

ERM

requests@trustnota.com

Hogan

Create Nota role 
in ERM

Send email scheduling 
time for call or demo

Qualify leads
Rank, segment or qualify 
leads in prospect list 

Re-qualify leads 
Based on product 
analytics and customer  
success feedback 

Use call guide to 
understand current 
firm process and 
behavior

Speak their language!

Personalize demo 
based on practice area 
or current frictions

Conduct product demo 
in staging and take 
notes of any questions

Walk-through 
video

Sell sheet

Heap
Product Analytics

AWS
Cloud server

trustnota.com

Send email with 
onboarding guide and 
link to schedule 
onboarding

Scheduling 
tool

Nota start 
date

15/45 day 
check in

Use understanding of firm’s 
state of their trust accounts 
to provide a smooth and 
helpful onboarding

Schedule 15/45 day 
check-ins

Check in to understand how 
the product use is going 
and if any training or 
resources are needed

Receive inbound 
service call log issue 
and coordinate with 
team to resolve

Reply, resolve 
issue and record 
interaction

What is usage behavior?
Are there too many untagged 
transactions?
Are they opening emails?

Monitor product engagement 

Notify customers of:
- New feature releases
- Information and 
resources

Product marketing

Identify and 
troubleshoot issues

Customer support

Available to help with 
onboarding and sign-up 
support

Available for support

Create videos and article 
content to inform user on 
product and trust 
accounting best practices

Create informational documents

Sendy
Email Marketing

Nota support 
line

help@trustnota

New transaction 
report

Monthly 
report

Automatic emails

Telephone
Banking
Center

is this a 
banking issue?

is it a 
complaint?is it Nota 

related?

not Nota 
related

if customer 
has RM

M&T
RM

Introduce customer 
to M&T account 
opening concierge 

link with 
M&T online

Instructional 
documents

in-person virtual

PACE Hogan

Prospecting requirements:
1. Store prospect list and inbound sales leads
2. Store customer profile and notes from data 
gathering
3. Automatic scheduling and reach out of 
in-bound digital marketing leads

Nota 
CRM Tool

Customer support requirements:
1. Track customer success proactive touchpoints
2. Integrate with customer service ticketing tool
3. Inform of product engagement drop off

Nota customer 
success 

Nota 
sales

Nota product 
specialist

STAFF

TOUCHPOINTS

OTHER

Nota 
email 

M&T 
Email

Staff action that can 
be automated

Phone 
call 

Telephone
Banking
Center

In-person 
meeting

Virtual 
meeting

Concierge account opening process
As performed by M&T BM during opening of new 
Nota customer account

Tools 
under review

M&T
BB

customer is passed to Nota 
team to lead initial 
conversation

Need BM contact in 
each market for opening 
new accounts

CUSTOMER ACQUISITION CONCIERGE ACCOUNT OPENING USING NOTA PRODUCT AND SERVICE

Video 
content

Informational
documents

Slack

Bank call 
category guide

BUGS

Feedback Tech Stack:
How the product team stays connected on customer 
feedback, service and support

CUSTOMER SERVICE 
BETA

OCA

Notify of 
new user


