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Definition of "Service Design"

HU Fei, LI Wan-qiang
(School of Art & Design, Guangdong University of Technology, Guangzhou 510090, China)

ABSTRACT: The paper aims to clarify the origin, the definition, the essence and the logic of "service design". Through
literature reviews, the context of the service concept in economics, management, design and other disciplines were com-
prehensively combed, such as service activities-service industry-service economy, management service-service market-
ing-service management, service engineering-service science-service, etc., focusing on concept tracing. The definition of
service in different fields such as service economy, service marketing, service management, and service science were
compared in-depth, focusing on definition analysis; and then different definitions of service design in design disciplines
were extensively compared and summarized into five aspects. Finally, similarities and differences of service researches
were compared between design and other disciplines, focusing on the essential attributes. The common characteristics of
service research are summarized, and the general definition of "service" is summarized. Based on this, the academic basis
of service design definition is determined, further the definition of service design is revised.
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TN, MRS PR 5 R 0 28 B fR AT
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SUEA T o MRS L RIMEARAT T — R IR 552
FEPREAR S (1CSS) B9 FRaE pEpe+ (2008 ) A
K, SRR RS HSWE LR, BER
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Tab.2 Comparison of concerns of service design in design discipline
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Tab.3 Academic basis of service design definition
X FRHLA 2FHRAE
oot P O e T, .
JE Wit
VURvINEESD g [ R MR L FA R IRss R—E P S S HAIHMENG1ELE# (co-producer ), Fifi
Fl AR E - st [T 9 TE T AR 5
IR 5 Booms( 1981 4F )l Bitner( 1981 4F JTEHILAE |, 38 T A 5i( people ). A FAEHE( physical evidence ).
T SRS HURE (process) 3 AN, TR T RS B TP 414
A IR ER IRF5E8  Lovelock 1 Wright (1999 4F ) {EZ BIAYILRE [, $2H T 8Ps T E SIS AE, &t RS
HE it T REES M. RSHE. REFIT (place). AIRIUENE . S5 A /=M . MrdgFfe g
o b W 2% Richard Normann ( 1984 4F ) i\ Ky, REATRIEWR . A [FESALU=E—E ], AU
s U HMIBIR AR IE S, SRS R B A O A B0
Vargo Hl Lusch (2004 4% ) Ay, RSB —AME, FIRAARGHEMREERE. Filskee ), &
AR 55 Mgyt WATshaiFE R ALA S5 — A, [ HAARIZS Ao (E, MIEIRS42E (service provision ),
LB MR8 Solomon (2014 47 ) NNy, MRESE—FITH . RI. KRB, RILE™ 54 = fse gt
FFIE XM E
if&:3 W25 54 Booms( 1981 4 )il Bitner( 1981 4F e HALAE [, 380 T A\ 5i( people ). A JEIEHE( physical evidence ).
AR U RSV (process ) 3 AV, MIMER TR ERIN TP A
" Solomon % A (1985 4 ) 7€ (TR H MM ReEm) —3oh, RINRSRELE
o [ Z B B, AR R e R,
i:&:3 fR457E 54/ Carlton ( 1986 4F ) Wik 554 ( service encounter ) FR MRS A S glit ZI/BRlA]”, FEMIRE42
fis oS ABHT witeE A IR Z B R SR,
55T B TEQIBT sl G 2 TR S ARL, B BRE T BESRRG] . VbR, deHER RS iR
FIRS5 1 (service interface ) FHLS: ( secomandi&snelders, 2011 4F ),
W% ey Christian Grc{nroos (1990 ) Mt ggh. M RUTRM I, EMESWhSs A5 BILRER
20 W 2 rnal R S5 RGEZ [A AR, T LA PR () B ) — PP el — R 51T R .
RGN 2 - v I, N ,
iS5 B2 BT IR S RGITTSYE, I G AR 2R AR SEIRR 55 BT o
27t N, Clark G %A (2000 ) £5 T RSBV IRYT, WiERsEE 0. MEskg ., Masles.
IR 55 1A 5 k55 18
T+ P William H Leffingwell 7EHE/E (BIAIpAGHE) (1917 45) rh, XbgE—23Mss b HBHFE Bk
1 i &S BN T ARERY AR URE A ] R4 o AR 25 350K
Fi Ted Hill (1977 48 ) W\, MRSFIGSe ik be— I =i 8l BIVAE P38 (016 3 23 s HoAth— SE 2835 1
Tt SRR, BT LS 2 S DT ) —Fh ek — 2L W M e e 5, ST A BE RS A Bk
[y s 4eir  —HAREBSORRHCIRE ;A= 3 W T X A2 5% B 7 14 7 i A~ A B R

D Riddle (1986 4F) Ay, M5 ARSI EIZON . o . EABHMERE, 2505545524
s LA i ok — PP AL 2 TR B




%405 5103

WTRAE s Mg it 47

i i i — JEE b e 55 Bt S — R Y
PR, TSROt o, R AR e &, AL
M7 EAFHE— PRI (1) “LUH P o e i %
7 G HAR 3 A K A R, TR
FERYJEN - DLR B (2) ABE. BREE . Wi, 5 R
SEE, BRI RGN IR LR SRR 1%
5 2 PR DR — B, 3R %5 B S i — B
RFF—507  (3) $RTHIR S5 R AR JE e 5 4 B Y o
B AL, BB IR 55 it A B 2GR 7 O
X3 AN A T HR AT LS RS, 7R AU 6% 5]
£, mREZEE LRI,

6 4%iE

ARSCRTM T2 A IRGSRHE L R
AR R 2 B T B S5 BF 5T, SRR R |
TE SCHET s BLGMIR S 2 5F . IS5 B RS LA
W25 Bha 4 ASAFEAAA, XI55 S S BEA T 5 22 ) L
B, A9 e 55 B — B SC5 TGS R 55 R 44 )
vt S, e KR IF T LM IE

44 B30 e g5 1 — e SO 55 e S
PR, PR IR 55 B EOBE LR

fie 55 S — Rl LI I 8 B Bl , e LA L P
SROWFERE, B3 MR 55 O (B0 F AR, 1E S5 20625 5 e
sz () Z T IMEE S e a8 . it
F5 BT LU O B, PR IR) 22 75 M) A oG 3 3t
A, i AG L F, e HESERAHNGS
P, SRR ARAE | AR S5 WA . MRS ik as i R SR
B, TR THAR 55 (36 . IR 55 ot JBORI AR 55 I (L B9 B 3
iz,

% 3 k:

[1] Central Intelligence Agency. The World Factbook[EB/OL].
(2019-04-30)[2019-04-30]. https://www.cia.gov/llibrary/
publications/the-world-factbook/geos/xx.html.

[2] LYNN S G How to Design a Service[J]. European
Journal of Marketing, 1982, 16(1): 49—63.

3] HEZEGRE. 2018 4FEREF MK RS A0

[EB/OL]. (2019-02-28)[2019-04-30]. http://www.stats.gov.
cn/tjsj/zx{b/201902/t20190228_1651265.html.
National Bureau of Statistics. Statistical Communiqué
on National Economic and Social Development in
2018[EB/OL]. (2019-02-28)[2019-04-30]. http://www.stats.
gov.cn/tjsj/zxfb/201902/t20190228_1651265.html.

(4] 55 Bl IR 55 52 2 AR SR 55l ). R 55 v U R v O
BEAE 2018 4£55 105 50T CIRSFAME ™Ik A1
K JE G 5 H #2018 4E[R) ) A9 45 [EB/OL].
(2019-01-10)[2019-04-30]. http://www.mofcom.gov.cn/
article/b/xxfb/201901/20190102825402.shtml.
Department of Trade, Trade and Business Services of
the Ministry of Commerce. Announcement No.105 of
2018 of the Ministry of Commerce of the Ministry of

[10]

[11]

Commerce on the "Guidelines for the Key Development
Areas of the Service Outsourcing Industry(2018 Edi-
tion)"[EB/OL]. (2019-01-10)[2019-04-30]. http://www.
mofcom.gov.cn/article/b/xxfb/201901/20190102825402.
shtml.

FEBNAR. M55 € LR TE e R A BLE FE ], hER
LT, 2004, 18(9): 41—44

ZHUANG Li-juan. On the Definition of Service[J].
China Business and Market, 2004, 18(9): 41—44.
TEI5N, HiFE. RSP EAL: =ML msie
M]. g i AR H RREE, 2011

DELAUNAY J C, GADREY J. Services in Economic
Thought: Three Centuries of Debate[M]. Shanghai:
Shanghai People's Publishing House, 2011.

JEAN B S. Trait¢ d Economie Politique[M]. Paris:
Calman-Lévy, 1972.

BASTIAT F. Harmonies Economiques[M]. 2nd Edition.
Paris: Guillaumin, 1851.

Mrokas. ARSI & e 5 o e IR 55 55 sh Blie 1
Q1B 0], A6 IR 35 (N SCHE 2 BE 22 D, 2012(01):
22—27.

CHEN Yong-zhi. The Development of Contemporary
Service Industry and the Innovation of Marx's Service
Labor Theory[J]. Fujian Forum(Humanities and Social
Sciences Edition), 2012(01):22—27.

CHESBROUGH H, SPOHRER J. A Research Manifesto
for Services Science[J]. Communications of the ACM,
2006, 49(7): 35—40.

ARGEAT, XA, BRITBE. MRS 2 vt B AR (1], G
BOL R 22 B 2240, 2007, 24(6): 5—7.

Z0U Tong-qian, LIU Jun, CHEN Xu-guang. The Evolu-
tion of Service Economy Theory[J]. Journal of Xingtai
Polytechnic College, 2007, 24(6): 5—7.

CLARK C. The Conditions of Economic Progress[M].
London: Macmillian, 1940.

FOURASTIE J. Le Grand Espoir Du Xxéme Siécle[M].
Paris: PUF, 1949.

FUCHS V R. The Service Economy[M].
Columbia University Press, 1968.

“fR 55 2 0% K 5 IR 55 A v BS R IREAE. PE T IR
AR R[], W4T, 2004(10): 89—92.
"Research on the Theory of Service Economy Devel-
opment and Service Economy". Western Service Econ-
omy Theory Backtracking [J]. Finance & Trade Eco-
nomics. 2004(10): 89—92.

BELL D.The Coming of Post-Industrial Society: a
Venture in Social Forecasting[M]. New York: Basic
Books, 1973.

GERSHUNY J. After Industrial Society? The Emerging
Self-Service Economy[M].
Higher Education, 1978.
GERSHUNY J. Social Innovation and the Division of
Labour[M]. Oxford: Oxford University Press,1983.
TOFFLER A, ALVIN T. The Third Wave[M]. New York:
Bantam Books, 1980.

B RSt EML dbat: R GRS i,
2012.

JANSON. Service Economic[M]. Beijing: China Ren-

New York:

Macmillan: International



48 fu % TR 2019 4 5 H
min University Press, 2012. [38] BESE. ST EHEEHIRBEIBEA, HIMRS

[21] HILL T P. On Goods and Services[J]. The Review of ™ 3% 8 B WF 58 7 IR [EB/OL]. (2011-04-14)[2019-04-30].
Income and Wealth, 1977, 23(4): 315—338. https://wenku.baidu.com/view/al0adf04eff9aef8941e06

[22] MO H R M, RUSSEL S A. North American Product 3a.html.

Classification Systems: Concepts and Process of Iden- Baidu Library. Service Marketing Excellence Courses
tifying Service Products[C]//France: Proceedings of the Project Group, International Service Marketing Research
17th Annual Meeting of the Voorburg Group on Serivce Brief[EB/OL]. (2011-04-14)[2019-04-30]. https://wenku.
Statistics, 2002. baidu.com/view/al0adf04eff9aef8941e063a.html.

[23] BEASTE-T 2. MRS RS0 A5 Mg 545 5 M. [39] PARASURAMAN A, ZEITHAML V A, BERRY L L. A
3. dbat: A E R MR, 2006. Conceptual Model of Service Quality and Its Implica-
RICHARD N. Translation: Service Management: Strat- tions for Future Research[J]. Journal of Marketing,
egy and Leadership of Service Enterprises[M]. 3rd Edi- 1985, 49(4): 41—50.
tion. Beijing: China Renmin University Press, 2006. [40] PARASURAMAN A, LEONARD L, BERRY V A.

[24] DOROTHY R. Service-Led Growth: the Role of the SERVQUAL: a Multiple-Item Scale for Measuring
Service Sector in World Development[M]. New York: Consumer Perceptions of Service Quality[J]. Journal of
Praeger Publishers, 1986. Retailing, 1988, 64: 12—40.

[25] MURDICK R G, RENDER B, RUSSELL R S. Service [41] PINA E C M, REGO A, KAMOCHE K. Improvisation
Operations Management[M]. New York: Allyn & Bacon, in Service Recovery[J]. Managing Service Quality: an
1990. International Journal, 2009, 19(6): 657—669.

[26] ARATIE. 178HE M. B M Skl A R, 2002. [42] ROSENBERG L J, CZEPIEL J A. A Marketing Ap-
LIN Jian-huang. Marketing Management[M]. Zhisheng proach for Customer Retention[J]. Journal of Consumer
Culture Enterprise Co., Ltd, 2002. Marketing, 1984, 1(2): 45—S51.

[27] VKRB, HRE. REELTM]. dbat: HLAK Tk H AR [43] SOLOMON M R, SURPRENANT C, CZEPIEL J A, et
ik, 2016. al. A Role Theory Perspective on Dyadic Interactions:
PINE B J, GILMORE J H. The Experience Econ- the Service Encounter[J]. Journal of Marketing, 1985,
omy[M]. Beijing: Mechanical Industry Press, 2016. 49(1): 99—111.

[28] GADREY J, FAIZ G. Productivity, Innovation and [44] Emeraldinsight. Journal of Services Marketing[EB/OL].
Knowledge in Services: New Economic and (2011-04-14)[2019-04-30]. https://www.emeraldinsight.
Socio-economic Approaches[M]. Cheltenham: Edward com/journal/jsm#.

Elgar Publishing, 2002. [45] Emeraldinsight. International Journal of Service Industry

[29] FhMRCE. MRS HIIGE: HiE 550EM]. dbat: HEK Management[EB/OL]. (2019-04-30)[2019-04-30]. https://
27 WAL, 2009. www.emeraldinsight.com/loi/ijsim.

SUN Lin-yan. Service Manufacturing: Theory and Prac- [46] HESKETT J L, JONES T O, LOVEMAN G W, et al.
tice[M]. Beijing: Tsinghua University Press, 2009. Putting the Service-profit Chain to Work[J]. Harvard

[30] XK, BRE, B, WS EHIRLGRI]. NEN Business Review, 1994, 72(2): 164—174.

Bl 54 5%, 2006(58):36—38. [47] BLANKSON C, KALAFATIS S P. Issues and Chal-
LIU Da-zhong, CHEN An, HUANG Wei. Review of lenges in the Positioning of Service Brands: a Re-
Service Marketing Research[J]. Inner Mongolia Science view[J]. Journal of Product& Brand Management, 1999,
and Technology and Economy, 2006(5S): 36—38. 8(2): 106—118.

[31] LEVITT T. Production-line Approach to Service[J]. [48] DOYLE C. A Dictionary of Marketing[M]. Oxford:
Harvard Business Review, 1972, 50(5): 41—52. Oxford University Press, 2011.

[32] LEVITT T. The Industrialization of Service[J]. Harvard [49] REGAN W J. The Service Revolution[J]. Journal of
Business Review, 1976(9): 63—74. Marketing, 1963, 27(3): 57—62.

[33] MCCARTHY E J, SHAPIRO S J, PERREAULT W D. [50] GUMMESSON E. Organizing for Strategic Manage-
Basic Marketing: a Managerial Approach[M]. Home- ment: a Conceptual Model[J]. Long Rang Planning,
wood: Irwin-Dorsey, 1979. 1974, 7(2): 13—18.

[34] BOOMS B, BITNER M. Marketing Strategies and Or- [51] STAN TON W J . Fundamentals of Marketing[M ]. New
ganization Structures for Service Firms[M]. New York : McGraw Hill, 1964.

York: AMA Services, 1981. [52] SASSER W E, OLSON R P, WYCKOFF D D. Man-

[35] CHRISTOPHER L, LAUREN W. Principles of Service agement of Service Operations|[M]. Boston: Allyn and
Marketing and Management[M]. New York: Prentice Bacon, 1978.

Hall, 1999. [53] LEVITT T. Marketing Intangible Products and Product

[36] GRONROOS C. A Service Quality Model and Its Mar- Intangibles[J]. Cornell Hotel and Restaurant Admini-
keting Implications[J]. European Journal of Marketing, stration Quarterly, 1981, 22(2): 37—44.

1984, 18(4): 36—44 [54] GRONROOS C. Relationship Approach to Marketing in

[37] BERRY L. "Relationship Marketing" in Emerging Per- Service Contexts: the Marketing and Organizational

spectives on Services Marketing[J]. American Market-
ing Association, 1983(6): 25—28.

Behavior Interface[J]. Journal of Business Research,

1990, 20(1): 3—11.



%405 5103

TREE B RSB 49

[55]

[58]

[59]

[60]

[63]

[64]

[65]

(71]

[72]

(73]

2 -AL fiess B MY Bk, #. dbat: dE AL,
1998.

PAYNE A. Service Marketing[M]. ZHENG Wei, Trans-
late. Beijing: CITIC Publishing House, 1998.

PHILIP K. Marketing Management[M]. New York:
Prentice-Hall, 1995.

QUINN J B, BARUCH J J, PAQUETTE P C. Technol-
ogy in Services[J]. Scientific American, 1987, 257(6):
50—59.

ZEITHAM L V A, BITNER M J . Service Market-
ing[M ]. New York: McGraw-Hill, 1996.
FITZSIMMONS J A. Is Self-service the Future of Ser-
vices?[J]. Managing Service Quality: an International
Journal, 2003, 13(6): 443—444.

FITZSIMMONS J A, FITZSIMMONS M ],
FITZSIMMONS J A. Service Management: Operations,
Strategy, and Information Technology[M]. MA:
Mcgraw-Hill, 2001.

KOTLER P, ARMSTRONG G. Fundamentos de Mar-
keting[M]. Mexico: Pearson Educacion, 2003.

VARGO S L, LUSCH R F. The Four Service Marketing
Myths: Remnants of a Goods-based, Manufacturing
Model[J]. Journal of Service Research, 2004, 6(4):
324—335.

SAMPSON S E, FROEHLE C M. Foundations and Im-
plications of a Proposed Unified Services Theory[J].
Production and Operations Management, 2006, 15(2):
329—343.

BERNARD L L, ZINSZER P. Customer
Meaning and Measurement[J]. National Council of
Physical Distribution Management, 1976(8): 156—159.
CHASE R B. Where Does the Customer Fit in a Service
Operation?[J]. Harvard Business Review, 1978, 56(6):
137—142.

LEHTINEN U. On Defining Service[C]. Grenoble: The
XIIth Annual Conference of the European Marketing
Academy, 1984.

GONCALVES K P. Services Marketing: a Strategic
Approach[M].New York: Prentice Hall, 1998.
PARASURAMAN A, ZEITHAML V A, BERRY L L. A
Conceptual Model of Service Quality and Its Implica-
tions for Future Research[J]. Journal of Marketing,
1985, 49(4): 41—50.

CARBONE L P, HAECKEL S H. Engineering Customer
Marketing Management, 1994, 3(3):

Service:

Experiences[J].
8—19.
WOLFINBARGER M, GILLY M. Dimensionalizing,
Measuring, and Predicting Quality of the E-tail Experi-
ence[J]. Marketing Science Institute Report, 2002(2).
VARGO STEPHEN L, LUSCH ROBERT F. Evolving to
a New Dominant Logic for Marketing[J]. Journal of
Marketing, 2004, 68(1): 1—17.

GUAN Xin-hua, XIE Li-shan, PI Ping-fan. Research on
the Connotation and Theoretical Origin of Service-
Dominant Logic[J]. Service Science and Management,
2016, 6(1): 48.

X, R, g, E RS RIETF SR
Bl GRFEEORE P, 2010(6): 85—89.

[74]

[75]

[76]

[79]

[83]

[84]

[85]

[86]

LIU Shang-liang, SHEN Hui-zhang, LI Feng, et al. Re-
search Review of Service Science[J]. Science and Sci-
ence and Technology Management, 2010(6): 85—89.
Innovate America: Thriving in a World of Challenge and
Change: National Innovation Initiative( NII) Final Re-
port[R]. US: Council on Competitiveness, 2004.
Innovation: the New Reality for National Prosperity[R].
US: Council on Competitiveness, 2004.

Wrkeos . MR FHf: Jeal . PkROAR Ok & J M.
FAE, ZER7, ARG, B ObUM: WL OR 2% ML,
2010.

STRAUSS B. Service Science: Foundation, Challenges
and Future Development[M]. WU Jian, LI Ying, DENG
Shui-guang, Translate. Hangzhou: Zhejiang University
Press, 2010.

INFORMS. Section on Service Science[M]. Maryland:
INFORM 8, 2007.

E-works. IBM-Kronos %7 3/ 745 B B 7 22 [EB/OL].
(2008-07-22)[2019-04-30]. http://ibm.e-works.net.cn/docu-
ment/200805/article5496.htm.

E-works. IBM-Kronos Workforce Management Solution
[EB/OL]. (2008-07-22)[2019-04-30]. http://ibm.e-works.
net.cn/document/200805/article5496.htm.

IBM K2 & YE#R University Relations, IBM GCG.
IBM*“ IR 45 2% (SSME) ¢ B} ##: 1% ko2& 1E 3 H [EB/OL].
(2008-07-22)[2019-04-30]. https://www.doc88.com/p-
57432647427 html.
University Relations, IBM GCG. IBM
(SSME) Discipline Construction" University Collabora-
tive Project [EB/OL]. (2008-07-22)[2019-04-30]. https://
www.doc88.com/p-57432647427 .html.

ICSS. The 11th International Conference on Service
Science[EB/OL]. (2019-02-21)[2019-04-30]. http://icss2018.
shu.edu.cn/index.htm.

FRER. M55 B ——— DRI SR 2B
HhERREIE 4, 2008(4): 217—220.

GUO Chong-qing. "Services Science": an Emerging
Research Field[J]. China Science Foundation, 2008(4):
217—220.

RAM, KA, BERA. MEFE, HHE TR
(SSME)BHE R[], P ERHLISIE, 2009, 1(1):
21—25.

WU Jian-zu, ZHANG Xing-hua, LU Jun-jie. Construc-
tion of Service Science, Management and Engineer-
ing(SSME) Discipline System[J]. China Science and
Technology Forum, 2009, 1(1): 21—25.

BITNER M J, BROWN S W, GOUL M, et al. Services
Science Journey: Foundations, Progress, Challenges.
Sciences, Management and Engineer-
ing-education for the 21st Century Conference[J]. IBM
Palisades, 2006(8).

Paton R A, McLaughlin S. Services
Knowledge transfer and the supply chain[J]. European
Management Journal, 2008, 26(2): 77-83.
CHESBROUGH H, SPOHRER J. A Research Manifesto
for Services Science[J]. Communications of the ACM,
2006, 49(7): 35—40.

T, 9, M. RS R SR, OEE

"Services

Services

innovation::



50 (S

T 7

201945 H

R GRSk FRT]. BR2E2EH5T, 2011(1): 18—24
BAO Guo-xian, WANG Xue-jun, KE Hui. Service Sci-
ence: Conceptual Frame, Research Paradigm and Future
Topics[J]. Science Research, 2011(1): 18—24.

[87] MAGLIO P P, SRINIVASAN S, KREULEN J T, et al.
Service Systems, Service Scientists, SSME, and Innova-
tion[J]. Communications of the ACM, 2006, 49(7):
81—8S.

(88] AR, RIKME. M55 B2 BIG W 5T K H il Y Pk A%
[]. MEZH 58, 2008(6): 15—21.

WEI Jian-liang, ZHU Qing-hua. Theoretical Research
on Service Science and Its Challenges[J]. Foreign Eco-
nomics and Management, 2008(6): 15—21.

[89] CHESBROUGH H, SPOHRER J. A Research Manifesto
for Services Science[J]. Communications of the ACM,
2006, 49(7): 35—40.

[90] ABE T. What is Service Science[C]//FRI Research Re-
port No.246, Fujitsu Research Institute, 2005.

[91] SPOHRER J, MAGLIO P P, BAILEY J, et al. Steps
toward a Science of Service Systems[J]. Computer,
2007, 40(1): 71—77.

[92] BULLINGER H J, FAHNRICH K P, MEIREN T. Ser-
vice Engineering: Methodical Development of New
Service Products[J]. International Journal of Production
Economics, 2003, 85(3): 275—287.

[93] TIEN J M, BERG D. A Case for Service Systems Engi-
neering[J]. Journal of Systems Science and Systems
Engineering, 2003, 12(1): 13—38.

[94] ABE T. What is Service Science[C]//FRI Research Re-
port No.246, Fujitsu Research Institute, 2005.

[95] fRle &, EAA, R, W TEIEERRD]L iHE
HLAE B 3 R 48, 2007(8): 1457—1464.

XU Xiao-fei, WANG Zhong-jie, MO Tong. Service En-
gineering Method System[J]. Computer Integrated
Manufacturing Systems, 2007(8): 1457—1464.

[96] KIM M. An Inquiry into the Nature of Service: a His-
torical Overview(Part 1)[J]. Design Issues, 2018, 34(2):
31—47.

[97] SHOSTACK G L. How to Design a Service[J]. Market-
ing of Services, 2013, 16(1): 49—63.

[98] SHOSTACK G L. Designing Services That Deliver[J].
Harvard Business Review, 1984, 41(1).

[99] SCHEUING E E, JOHNSON E M. A Proposed Model
for New Service Development[J]. Journal of Services
Marketing, 1989, 3(2): 25—34.

[I00JHOLLINS G, HOLLINS B. Total Design: Managing the
Design Process in the Service Sector[M]. London: Pit-
man, 1991.

[I0OIIMAGER B, GAIS M. Service
Studieren[M]. Germany: UTB, 2009.

[102] & 80, Vretd. M55 i&it: MBI A B B[] X
2T, 2014(6): 140—147
GAO Ying, XU Xiao-feng. Service Design: a New
Concept of Contemporary Design[J]. Literary Studies,
2014(6): 140—147.

[103]Live Work. Service Design[EB/OL]. (2019-02-11)[2019-
04-30]. https://www.liveworkstudio. com/themes/customer-
experience/service-design/.

Design: Design

[104]MORITZ S. Service Design[J]. Practical access to an
Evolving Field[M]. Koéln International School of De-
sign, 2005.

[105]5K 0, K. Mg Bt iy — SR AR AT 5 0] £
2 T, 2018, 39(2): 42—47.

ZHANG Xi, HU Fei. General Strategy Process of Ser-
vice Design[J]. Packaging Engineering, 2018, 39(2):
42—47.

[106]SACO R M, GONCALVES A P. Service Design: an
Appraisal[J]. Design Management Review, 2008, 19(1):
10—19.

(1071541 %, ARSCHY. M55 it pfoe SR 5 ()], f2
T#%, 2018, 39(24): 12.

LUO Shi-jian, ZOU Wen-yin. Status and Progress of
Service Design[J]. Packaging Engineering, 2018,
39(24): 12.

(108 4 siifh 315 Mm%, JERER Tl it R IEMA
[ P iR 45 % 1T B % SDN[EB/OL]. (2012-10-21)[2019-
04-30]. http://blog.sina.com.cn/s/blog_4f0b30e801014g0r.
html.

Blog of 315. The Department of Industrial Design of
Beijing University of Science and Technology Officially
Joined the Service Design Network[EB/OL]. (2012-
10-21)[2019-04-30].
http://blog.sina.com.cn/s/blog_4f0b30e801014g0r.html.

[109]SAFFER D. Designing for Interaction: Creating Innova-
tive Applications and Devices[M]. Berkeley CA: New
Riders, 2007.

[110]BEDFORD C, LEE A. Would You Like Service with
That?[J]. Design Management Review, 2008, 19(1):
38—43.

[111]STICKDORN M, SCHNEIDER J, ANDREWS K, et al.
This is Service Design Thinking: Basics, Tools,
Cases[M]. Hoboken: Wiley, 2011.

[[12]WETTER-EDMAN K, SANGIORGI D, EDVARDS-
SON B, et al. Design for Value Co-creation: Exploring
Synergies between Design for Service and Service
Logicl[J]. Service Science, 2014, 6(2): 106—121.

[113]COSTA N, PATRICIO L, MORELLI N, et al. Bringing
Service Design to Manufacturing Companies: Integrat-
ing PSS and Service Design Approaches[J].
Studies, 2018, (55): 112—145.

[114]KIM M. An Inquiry into the Nature of Service: a His-
torical Overview(Part 1)[J]. Design Issues, 2018, 34(2):
31—47.

[115]BAUN H, SCHULZ W H. Market Structure and Devel-
opment Outlook within the European Internal Market[J].
UITP Revue, 1990, 39(4): 416—432.

[1161¥Rs 5. Msrieit: FE, s, THM] Mal: L
SR RUEIEA H AL, 2016.

CHEN Jia-jia. Service Design: Definition, Language,
Tools[M]. Nanjing: Phoenix Fine Arts Publishing, 2016.

[117]SECOMANDI F, SNELDERS D. The Object of Service
Design[J]. Design Issues, 2011, 27(3): 20—34.

[118]MORIZ S. Service Design: Practical access to an
Evolving Field[M]. Koln International School of De-
sign, 2005.

[[19]CLATWORTHY

Design

S. Service  Innovation  through



%405 5103

R B LRSS 51

Touch-points: Development of an Innovation Toolkit for
the First Stages of New Service Development[J]. Inter-
national Journal of Design, 2011(2): 15—28.

[120] F FE M. ARSIt S a0 M), dbat: o E 5 R
#t, 2013.

WANG Guo-sheng. Service Design and Innovation[M].
Beijing: China Architecture Press, 2013.

(12140, FmBH. B T BLR w07 i IR 55 Bt e AR
T[], A, 2016(10): 66—68.

DALI Fu-ping, XIN Xiang-yang. Research on Definition
of Service Design Based on Phenomenological Method[J].
Zhuangshi, 2016(10): 66—68.

[122]SECOMANDI F, SNELDERS D. The Object of Service
Design[J]. Design Issues, 2011, 27(3): 20—34.

[123]MAGER B. Service Design as an Emerging Field[J].
Designing Services with Innovative Methods, 2009(1):
27—43.

[124]YU E, SANGIORGI D. Service Design as an Approach
to New Service Development: Reflections and Futures
Studies[C]//Fourth Service Design and Innovation Con-
ference "Service Futures", 2014.

[125]MAGER B. Service Design[M]. Birkhduser Basel, 2008.

[126]COUNCIL D. Eleven Lessons: Managing Design in
Eleven Global Companies-desk Research Report[J].
Design Council, 2007.

[127]MAGER B, SUNG T J D. Special Issue Editorial: De-
signing for Services[J]. International Journal of Design,
2011, 5(2): 1—3.

[128]HOLMLID S, EVENSON 8. Prototyping and Enacting
Services: Lessons Learned from Human-centered
Methods[C]. Proceedings from the 10th Quality in Ser-
vices conference, 2007.

[129]JHOLMLID 8. Participative; Co-operative; Emancipa-
tory: From Participatory Design to Service Design[C]//
Conference Proceedings ServDes, 2009.

[130]SANGIORGI D. Building a Framework for Service
Design Research[C]//8th European Academy of Design
conference, 2009.

[131]GRONROOS C, VOIMA P. Critical Service Logic:
Making Sense of Value Creation and Co-creation[J].
Journal of the Academy of Marketing Science, 2013,
41(2): 133—150.

[132]WETTER-EDMAN K, SANGIORGI D, EDVARDS-
SON B, et al. Design for Value Co-creation: Exploring
Synergies between Design for Service and Service
Logic[J]. Service Science, 2014, 6(2): 106—121.

[133]YU E, SANGIORGI D. Service Design as an Approach
to New Service Development: Reflections and Futures
Studies[C]//Fourth Service Design and Innovation Con-
ference "Service Futures", 2014.

[134]JHOLMLID S, EVENSON S. Bringing Service Design to
Service Sciences, Management and Engineering[M].
Boston: Service Science, Management and Engineering
Education for the 21st Century. Springer, 2008.

[135]KIMBELL L. Designing for Service as One Way of
Designing Services[J]. International Journal of Design,
2011, 5(2): 41—52.

[136]GRENHA T J, PATRICIO L, HUANG K H, et al. The
MINDS Method: Integrating Management and Interac-
tion Design Perspectives for Service Design[J]. Journal
of Service Research, 2017, 20(3): 240—258.

[137]CARVALHO L, GOODYEAR P. Design, Learning
Networks and Service Innovation[J]. Design Studies,
2018, 55: 27—53.

[138]BAEK J S, KIM S, PAHK Y, et al. A Sociotechnical
Framework for the Design of Collaborative Services[J].
Design Studies, 2018, 55: 54—78.

[139]COSTA N, PATRICIO L, MORELLI N, et al. Bringing
Service Design to Manufacturing Companies: Integrat-
ing PSS and Service Design Approaches[J]. Design
Studies, 2018, 55: 112—145.

[I40]MERONI A, SANGIORGI D. Design for Services[M].
Aldershot: Gower Publishing, 2011.

[141]SECOMANDI F, SNELDERS D. Design Processes in
Service Innovation[J]. Design Studies, 2018, 55: 1—4.

[142]CARVALHO L, GOODYEAR P. Design, Learning
Networks and Service Innovation[J]. Design Studies,
2018, 55: 27—53.

[143]VERGANTI R. Design, Meanings, and Radical Innova-
tion: a Metamodel and a Research Agenda[J]. Journal of
Product Innovation Management, 2008, 25(5): 436—
456.

[144]BROWN T, WYATT J. Design Thinking for Social In-
novation[J]. Development Outreach, 2010, 12(1):
29—43.

[145]SECOMANDI F, SNELDERS D. The Object of Service
Design[J]. Design Issues, 2011, 27(3): 20—34.

[146]DONG A. DesignxInnovation: Perspective or Evidence-
based Practices[J]. International Journal of Design
Creativity and Innovation, 2015, 3(3—4): 148—163.

[147]DORST K. Frame Innovation: Create New Thinking by
Design[M]. Cambridge: MIT Press, 2015.

[148]MANZINI E. Design, When Everybody Designs: an
Introduction to Design for Social Innovation[M]. Cam-
bridge: MIT Press, 2015.

[149]CARVALHO L, GOODYEAR P. Design, Learning
Networks and Service Innovation[J]. Design Studies,
2018, 55: 27—53.

[150]STICKDORN M, SCHNEIDER J, ANDREWS K, et al.
This is Service Design Thinking: Basics, Tools,
Cases[M]. Hoboken: Wiley, 2011.

[151]PATRICIO L, FISK R P. Creating New Services[J].
Serving Customers Globally, 2013(8): 185—207.

[152]1 7%, LU Rty A E . #REE
SEEFm([I]. 2% T, 2018, 39(20): 60—75.

HU Fei, JIANG Ming-yu. On Experience Design: Con-
text of Problems, Logic of Disciplines and Trend of Theo-
ries[J]. Packaging Engineering, 2018, 39(20): 60—75.



