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Analysis of Services Design in Queuing and Waiting Psychology

YIN Jia—ming, TAO Jin, CAO Miao—miao
(University of Science and Technology Beijing, Beijing 100083, China)

ABSTRACT: Objective To discuss the relationship between customers’ psychological needs and behavioral processes at
different stages of waiting. Methods Inspired by three common types of mental state, based on cognitive psychology, the
waiting process can be divided into three stages.Using practical cases, it analyzed the problem with cognitive psychology.

Conclusion At different stages of waiting, customers have different psychological needs and companies need to provide

periodic services.Cognitive psychology plays an important role for service design.
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