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Service Design Optimization M ethod Based on System Dynamics
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ABSTRACT: The work aims to use systematic thinking to guide service design, deepen the dynamic thinking of service
design. The method of system dynamicsis used to explore and analyze the system of nonlinear feedback relationship from
the global perspective, put forward the design optimization process and service based on system dynamics research
framework, and put forward improvement strategy based on this process and research framework. The key points of con-
tact are extracted by traditional design method of service design, in order to establish the feedback structure model, based
on what system dynamics method and dynamic model for quantitative research are established with the help of the con-
cept of service gap model in service quality, survey data was collected through the questionnaire, after the preliminary
statistics processing and simulation analysis, the optimizing service improvement strategy of user satisfaction and hypo-
thetical projections comes up. Taking the feasibility example of application practice, this paper combines the proposed
service design optimization method with the service system of “web-celebrity tea making”, a new hotspot of the network,
and puts forward and verify two strategies to slow down the expected growth rate of service satisfaction and to speed up
the growth rate of service perceived satisfaction. The work explores the service design from the perspective of methodol-
ogy, and puts forward an innovative method based on system dynamics in order to expand the research ideas of service design.
KEY WORDS: service design; system dynamics; service encounter theory; service quality; satisfaction optimization
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Fig.6 User portrait and service scenario
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