Citation: Yoo, H., & Pan, Y. (2013).
Video observation method of multiple
viewpoints for service design. Archives of

Design Research, 26(1), 2013.2

193 www.aodr.org

Video observation method of
multiple viewpoints for service
design

Hoon-sik Yoo , Young-hwan Pan
Department of Interaction Design, Graduate School of Techno Design, Kookmin University,

Seoul Korea

Background As the center of industry moves production to the provision of services,
various measures to provide high quality services are proposed. One recent trend would
be to emphasize the importance of service design as one such measure. Efforts are
being made to provide innovative and creative services in various service sectors by
applying the design process in the course of service development. However, compared
to such efforts, methodologies optimized for service design are insufficient, and  such
circumstances should be overcome. While the methodologies utilized in existing designs

are applied equally, applications compatible with the nature of services still failed.

Method This study aims to propose measures to apply the video observation method,
which has been frequently utilized in existing product designs to analyze consumers’
needs, to apply properly to the service design. To propose a concrete conceptual and
analytical framework for this the methodology, differences between the viewpoint s of
the existing product design and the service design are analyzed initially. . To clarify our
definition on the viewpoint, the concept of the viewpoint used in stories and movies is
employed and applied. Further, for an analysis of the video observation data adequate to
the service design, an analysis of factors used in the existing observation method are re-

classified for the service’s characteristics.

Results With the results of the study, the definition of the concept of video observation
method of multiple viewpoints adequate to the service design is defined. In the existing
product design, a analysis is conducted with the viewpoint generally from the designer’s
and the end-user’s perspective. However, in this study, the supplier’s viewpoint is added
for the service’s characteristics, and this viewpoint is defined according to the Subjective
viewpoint and the objective viewpoint again. The analytical factors are defined as
customer, provider, activities, interaction, time, physical evidence and social context

according to the service’s characteristics.

Conclusion Through the viewpoint and the analytical factors of the proposed video
observation method, various situations occurring in a service will be enabled for the
understanding from a variety of viewpoints. Further, by analyzing the understood data
adequately to the service’s characteristics, a high quality service would be planned with
the application of analyzed data to the service design. Case studies should be added for

the actualization and the qualification of this study in the future.
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Product Service

Produced (M4H) Performed (=)

Material (EE%2)) Immaterial (H|2Z5Ql)

Tangible (212 4= Q=) Intangible (2H& £+ Gle)

Can be stored (KI&& # UE) Can't be stored (M&E& = Si=)

Usually without client (17421} SIHSIX| 223) Interaction with client (12 A ASxtEEH

Consumption ,after production (44t Z0j| AE7} 0|2 0{R) Consumption = production (AAH0F AR TE S AJ0f 2Ad)

Defects in manufacturing (MIZ40 ZHE0| 3) Mistakes in behavior (HS0|lA A4=7t L4)
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