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Research and Practice of Service Design Based on Blueprint and Design
Experience

WANG Zhan
(Nanjing University of Science & Technology, Nanjing 210094, China)

ABSTRACT: It aims to study the effective methods of service design and make design practice. It takes service blueprint
as the foundation, builds service scenes to create the conditions of service experience, through analyzing the reliability and
rationality of service design by simulating the service process. It points out the concept and general strategy of service

design, also discusses that the rendering service blueprint and creating service experience scene is an effectual way to make

service design successful. The rationality and feasibility of the methods is verified by design practice.
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Fig.2 The bank service utilization and user satisfaction contrast
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Fig.3 "One to Several" self-help system service blueprint

e JRUIR 55 A 1 B 2 i i, 200 A0 A R 551 2%
(MR B A EAT 1 ICEL , 6T ) B S py i it ik
Fr T 9E. MRS Ao oy AR G =X ATM AL K
A DB IR 20 5 %5 P AR N 2 . A S ATMHLZ —
PR A SR B, FE O RAT R PR



44 (N

20154F-6 H

IR 55 5 2 P A R 2 ity = A0 5 o 45 X R AL 2 LR
i ey AR | MURATEDMLAE , AR TR P B
b5 BIEH , LI 4 (F 4-7 Y4

BRI ) o

K4 ks RYHMIRBLH

Fig.4 Service system devices

N T M RSS RGBS PRCR BT R IE
T H I T =" R IR AR, XRS5 RGeS T
BAF B RO HCE BT 1A Ryt ULIEL S, JFsr TR
G5 RS ORI 55 1 A, DA (A 5 A DA A
PIANTT D R GEEA TR IE S AL, DLIE 6. 2 S PR
FLRCRAR B BIAE, T2 ARt % [ B 521 AR B
EEGEAIE A, FCANTE X TS SR VB A
B P P BRI P LB 55 S50 ] LA 52 1, 81 AR
55 R YLs FeARE A B AR 5 0 BB 2 LR — "5
F8 I 555 B SR, RO T 1l 55 A BRARSIRR

He L

-
‘g / & Pl
W ©p o P TEINL

—7 WA NP ;
e Q A\ ww o
aommh @ N o

Bl fER ik ¢ \Q
S AR IK W\§> \
P E AN S

oAb PR

K5 X =R ss A B

Fig.5 " One to Three " service

Ko s kg

Fig.6 Service experiential

layout design scene

T BRI S5 A AT B B, SR AT W S 28 e e
FHmEE 7 —XF =" M55 RGeS, W s i fii Bl 554k
HEE I HETE T 50% L) L i i T — X 27 IR 55 REE)
PN A " IR S5 AR T Y 52 220l 55 A 3 RE T 4
T+ 17 40%L) 2, ULIE 7.

4 H5iE
55 it BRZ O URSR AE T BEAS B4 ) 7 4R 43

BT Mg 5 IR B R B i AR T
R —FAT T S, IR A e 55 it w2 B B Y

K7 RAAT s
Fig.7 A bank of real application

Ml 55 45 A — R AT R 5 30, I X 4 BR 22 BF T A5 A 2
A M g5 et A R Rt TARZ L2 o AE R 55 BE T
H St f b, 2 T 20 B A U B B g5
BT P ELA AR 55 1R 56 7 7 2 1 R I 55 130
FU A 8407 N2 —, BEREHE B AT TR IR 55 &
G BRI LB, BAT — R B {E

SE Lk

(], Prieng i g5 Bt SRR AT BL& . 32T,
2014(6) : 140—147.

GAO Ying, XU Xiao—feng.Service Design: The New Concept
of Contemporary Design[]J].Literature & Art Studies,2014(6) :
140—147.

(2] JEREm, A R b b TR st b LU O
25 B IR BLE S R4, 2012(2) :243—253.
ZHOU Yu—xiao, LUO Shi—jian,ZHU Shang—shang.User—cen—
tered Service Design in Handheld Mobile Device[]J].Computer
Integrated Manufacturing System,2012(2) : 243—253.

(3] B BT EPFO SRR FE )] AR A, 2013
(3):215—217.

CHEN Xiang.Redefinition of Evaluation Benchmark of Prod—
uct Design Value[J].Hundred Schools in Arts,2013(3) :215—
217.

[4] AN, 5KBE . N IDEO B BRI 55 B9 K 1.7
B, 2009(36) : 72—74.

NI Ming, ZHANG Ling—hao.The Development of Service De—
sign from the View of IDEO’ s Success[J].Market Moderniza—
tion,2009(36) : 72—74.

(5] 5MR, wihid , E i AT IR 0 IR 1 IR 55 B e SR THIT A1
FRE 5 ,2013(20) : 24—29.

FENG Jun, GAO Yi-pei, WANG Jing.Improving Service
Quality Research Based on Service Blueprinting[J].Chinese
Trade,2013(20) : 24—29.

(6] X Fe i 95 3 Pl T B G0z FH (). Aol i 5 4 38, 2008
(8):58—59.

LIU Jia—min.The Method of Service Blueprinting and Its Ap—
plication[J].Enterprise Reform and Management, 2008 (8) :

(F# %53 M)



Fo Bl ™ iy S HTBE TP B0 2 F PR B S

53

Ei6E F12H BN
Hflmzﬁéﬁfkﬁiﬁ#*&lﬁ A re R PR G T s AT
TR sh L ¥ & b AL = a9k 37 B Y — BB 2 T

AR o X LE L HOMIBR DR E T B3 7 2R —

SR E A BT SR, LA B8 Bl i X S A B

SR ERTEP it i 2 A, 35 Bl i xR Be 2k Bk H AR
T2 FH P BT AR IR T oK

SE k-

(1]

2]

3]

[5]

FW, BT RS SRR HM]E R« YR IR

“FHH AL, 2011,

WANG Bo, LYU Xi.Interface Art Design of Digital Media|M].

Chongqing: Southwest China Normal University Press,2011.

YRR - AN AN S BT U UL B M 5t AR

I FEL H A, 2014,

JOHNSON J.Cognition and Design: Understanding Ul Design

Guidelines|M].Beijing: The People’ s Posts and Telecommuni—

cations Press,2014.

f%fﬁ¥ ZEE I SREF S T S SRS HLRF 28 TR B 1 5L
BETH PRSI A2 T, 2013,34(14) : 68—71.

CHENG Jiu-ping, LI Shi-guo, ZHANG Gan.Application Re—

search of Emotional Experience Design Based on Motive of

Stimulus Seeking[J].Packaging Engineering, 2013, 34 (14) :

68—71.

HOOBER S, BERKMAN E.5 3l 1if ] 7 i % 3+ (M

BTl ik, 2014.

HOOBER S, BERKMAN E.Mobile Application Interface De—

sign|M].Beijing: China Machine Press,2014.

[ SoC R EST S

(9):99—100.

M. AL 5T : Bl

A, 2013

ZH 2N

(L3EF 447)

[7]

9

58—59.

AVHEER X PFPR T i 55 v PR 10 P A3 R LR 55
(AP G IRFE B B IEAEE, 2014(9) : 49—53.

SHI Yan—xia, LIU Dan—dan.Research on Library Knowledge
Service Value Creation Platform Based on Service Blueprint
Theory[J].Research on Library Science,2014(9) : 49—53.
1) FH R A5 BT RS 2 o 55 A B R AR
[J].3%31,2014(5) : 124—128.

XIN Xiang-yang, CAO Jian—zhong.Public Affairs Manage—
ment and Organizational Innovation by Drivers of Service De—
sign[J].Design,2014(5) : 124—128.

BOA UL ARAT I R e B —— R )™ i SR R[] 4 il 1
1£,2013(1) :87—89.

(6]

[7]

(8]

[10

[11

S S D D e S S P RS PSP PP PO P PE RS RS PSP P S PR

[10

[1

=

—_

|

—_—

ZHANG Gui-ming.Simple and Efficient: Man—machine Inter—
face Organization Strategy| M|.Zhuangsh,2013(9) : 99—100.
FER G, HORET S BT I AL S ] ke TR
2014,35(18):75—78.

CUI Tian—jian, DONG Tian—tian.The Flat of Contemporary
Interaction Design[]J].Packaging Engineering, 2014, 35 (18) :
75—78.

CLARK J.fi sl AL
HLF T R, 2012.

CLARK J.Tapworthy Designing Great Iphone Apps[M].Bei—

WAL F5 #) Iphone W FH[M]. AL 5

jing : Publishing House of Electronics Industry,2012.
PG T fihes - IAARA R A I A (D] 2 T AR, 2014, 35
(8):96—100.
SUN Peng.The Gesture—based Context User Interface[]].
Packaging Engineering,2014,35(8) :96—100.

WZIN I 7 it AL B AT S (D) A5 TAR 2014, 39
(18):61—63.
HU Jie-ming.Human—computer Interaction Interface of Digi—
tal Products[J].Packaging Engineering,2014,39(18) :61—63.
VLN, SRR AR R fik i AL EL B b LSS T R BIFSE
[J]60%5 T2 ,2013,34(16) :24—27.
JIANG Xiao—pu, GUO Bin.The Application of Visual Ele—
ments in Touch Screen Phone Interaction Design[J].Packaging
Engineering,2013,34(16) :24—27.
NEIL T A2 21 i T UTBE A M] A0 A RHEH AL
2013.
NEIL T.The Mobile Application of Ul Design Pattern[M].
Beijing: The People's Posts and Telecommunications Press,

2013.

SRR

HUANG Cai-ming.Bank Outlets Transformation: Fast Win—
dow Products Design Display[J].Electronic Finance,2013(1) :
87—89.

B R B [C B3R R BT : 2013 7 1E
[ BRI B 2218 SO AL BT U Rt BE TR AL
2013.

WANG Guo—sheng.The Change of Design Paradigm|[C].Busi—
ness Innovation by Drivers of Design: 2013 Tsinghua Interna—
tional Design Management Conference.Beijing: Beijing Uni-
versity of Science & Technology Press,2013.

RS BUCBET AP IR ZAR R, 2013(4) : 178—
180.

CUI Tian—jian.Form Means of Modern Design[J].Hundred
Schools in Arts,2013(4) : 178—180.



