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Design Strategy of Supermarket Shopping Service System Driven by New Retail

BU Li-yan, YAO Bing, LI He-sen, MENG Xin
(Shenyang Aerospace University, Shenyang 110136, China)

ABSTRACT: The work aims to analyze the traditional supermarket shopping service system from the perspective of ser-
vice design, study the reasons, user behavior, touch points and design points of the service system, and propose
corresponding improvement measures and solutions through the innovative experience mode of user-centered service
design, so as to enhance the shopping experience of supermarket users in the era of new retail. By means of the thinking
mode and method of service design, based on the relevant theories of service design, the user journey map and service
blueprint of service design were used as tools to sort out, analyze and study the traditional supermarket shopping service
system. Through studying the common problems that lead to poor experience in the existing supermarket system, the view
that the new retail-driven supermarket shopping service system should focus on improving the user experience is put
forward, including innovative design strategies such as personalized service of user-centered competitive situation, visual
optimization of data and technical information, emotional brand building of consumer demand, and de-centralized
reconstruction of consumer scenes, which provide new thinking and enlightenment for solving the service system
problems of supermarket shopping.
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Tab.1 Case introduction of typical new retail supermarket service
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Fig.1 User journey map of supermarket service system
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Fig.2 Service blueprint of supermarket service system
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Fig.3 Composition of new retail supermarket service system
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Fig.4 HIGN GO applet structure function
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