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Evaluation Method of Stakeholder Status in Service Design

SHI S, HE Xiao-mei
(China University of Ming and Technology, Xuzhou 221116, China)

ABSTRACT: A large number of stakeholders participating in service design are likely to increase the complexity and
uncertainty of co-creation. The paper aims to distinguish between stakeholders’ primary and secondary status by combin-
ing operations research with service design tools to mainly research the main stakeholders. The weight of evaluator was
determined from the perspective of stakeholder. Each stakeholder in the service system scored each other to calculate the
mean value and weight of the score. Combined with the power-interest matrix, the matrix graph of mean value and weight
was established for comparative analysis. Taking Wenchang Community old-age Service System of China University of
Mining and technology as the research object, the power-benefit Matrix analysis chart of mean value and weight was es-
tablished. Through the comparison on status change of stakeholders, the importance of each stakeholder in the process of
service design co-creation was obtained. Through quantitative analysis and visual display, the primary and secondary posi-
tions of stakeholders are distinguished. The research results expand the application of operations research in service design.
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Fig.1 Power-interest matrix
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Tab.2 Power scoreboard of community
old-age service system

By A B C D E F

A 3713 3610 3.121 3.862 3.235 3.453
B 3311 3.854 3.925 3.825 3.743 3.107
C 3.688 3.401 3.844 3.928 3.018 3.831
D 3516 3.181 3.128 3.465 3.635 3.295
E 3.856 3311 3.725 3.997 3.459 3.440
F
K

3.412  3.110 3.281 3.513 3.935 3.810
fi 3.856 3.854 3.925 3.997 3.935 3.931
JME 3.311 3.110  3.121 3.465 3.018 3.107
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Tab.3 Profit scoreboard of community
old-age service system

Sy A B c D E F
3392 3.704 3.574 3910 3.044 3.710
3.137 3313 2257 3.124 3.142 3.711
3340 3.463 3297 3303 3.972 3.192
3.975 3321 3.157 3.940 3.487 3.596
3344 3.469 3.889 3.137 3278 3.376
F 3.133  3.095 3.752 3219 3.175 3.373
B 3.975 3.704 3.889 3.940 3.972 3.711
B/ME 3133 3.098  3.157  3.124  3.044 3.192
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Tab.4 Weight of power and profit

By A B C D E F
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Fig.2 Weighted scatter plot of community
old-age service system
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Tab.5 Average of power and profit
S A B C D E F
) 3.418 3.650 3.655 3.381 3.655 3.635
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Fig.3 Average scatter plot of community
old-age service system
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Tab.6 Standardization results of mean
deviation of power score

% A B C D E F  Sum
P  0.14 098 1.00 000 1.00 0093 4.04
ME 029 0.00 1.00 1.00 0.86 1.00 4.14
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Tab.7 Standardization results of mean
deviation of profit score

S A B C D E F Sum
¥ 1.00 0.00 052 094 044 0.28 3.19
AE  1.00 0.00 041 1.00 035 071 347
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