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ABSTRACT

Objective: The aim of this study is to investigate design factors for service interface and usability based on service flow and
human service. Background: Competitive of service organization is determined by service delivery system as management
of service processes and motivation of employees. In the other sides, service delivery system as management include
interface factor about service flow and human service. However there are few studies regarding the design factors of service
interface design. Proper service interface could be designed through investigating the design factor for service interfaces and
usability. Method: Entire services industry were divide four type of service industry. Four represent services were selected
in the four service industry sector. Service process was divided into three steps. The association between service design
factor and usability based on service flow and human service were measured by the questionnaire. Survey was conducted
200 participants of four industries by three steps of service process. Results: In terms of service flow factor,
customer-oriented services were preferred for improving satisfaction. In terms of human service factor, the human service
that is near by the customer and customer-oriented was preferred. Conclusion: Service delivery system need to be design
reflecting the interface between customer and service process by design factors based on service flow and human service.
Specifically, design factors are a difference by characteristics of industry sector and service process steps. This study
investigated the design factors for service interface design by service sector and service process steps. Based on these results,
the guidelines for the design of service interface design have been provided.
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Table 1. Selection of representative services sector according to
Service Process Matrix (Schmenner, 1986)
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Table 2. Semantic differential scale by questions
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4. Results
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4.1 Design factors of entire industry
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Table 3. Result of stepwise multiple regression analysis of service
flow factor and human service factor in entire service

industry
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Table 4. Comparing the regression coefficients of service flow
factor and human service factor in entire service industry
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4.2 Design factors of hypermarkets sector
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Table 5. Regression analysis of hypermarkets sector
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4.3 Design factors of dental hospitals sector
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Table 6. Regression analysis of dental hospitals sector

3| AAG2
o ik =75
A T A2 (8) t& p &k
Aeleh) 3 FEA4 -0.26036 ty7=-2.57 0.0136
A A F=3414d 0.15808 t47=2.63 0.0115
S o] 1] A~
B ij M]* 0.32581 t47=3.94 0.0003
® g | A8
o o] A H] A~
B s 1;] 1 -0.15068 ty7=-2.44 0.0185
9
G ol A n] A~
uatt _
A A A4 0.39091 t47=5.67 <.0001
3 FE4 -0.15339 ty7=-2.75 0.0085
4.4 Period of publication
AT AR FM nAZ0] Aulz Y F R

F@Fo] rka YERE Au|a Z29 Q1F fRIAH| A
QlE]H|o] A~ 291 <Table 7>l £.2F 3}t

A elA A2 g3 AoRd 94
o] B9 Afe| 2 A ot WEEe)] S K|
A kO M (1,,=2.53, p=0.0147), ‘FAAM] AFHE = 1L
MFE AFaoF FTH=247, p=0.0172). & WA=
A~ FAPPol 1A FAlo] HEF  dhw(te=3.02

p=0.004), AAl @AM = FAAH 22 2A)
TF o Ktyg=-3.24, p=0.0022) 1] WHEE7} IAES
T Stk

Table 7. Regression analysis of coffee shops sector
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4.5 Design factors of fine restaurants sector
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Table 7. Regression analysis of fine restaurants sector
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