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What we have studied...

Today’s goal

The IT tools we have studied can be regarded as
a sort of services, which is highly automated.

In addition, tourism industry itself is a branch of
service industry.

Today, we consider “what are services” and “what
are common problems of service industry”,
learning from Service Engineering.

Various Services

iy Automated
m 2 <
S o ) w -
o o o o @
= o 3 3 (1)
<3 - 8
o = o
Y % w 3 o S
| a LLS] -
o & = E =8 n =] 3
S (o) - > = e o
7% =) < G=p o) c =]
o 7)) = =
—g O S O o
2 = D > 9
o O > 8 =
= 5 o (@)
o S5
Relying on people

such as lodging, dining, and guide?

What is service?

Two players: Provider and Receiver
Receiver gains certain values

It may involve a delivery of a physical
product, but not always

Provider may receive feedback.
Servic,
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Characteristics of service

Intangibility (&%)

— We cannot try the service before purchasing
Simultaneity (EBrt)

— We cannot separate production and consumption
+ Heterogeneity (RE 1)

— It is difficult to standardize the quality—it depends
on each staff/customer

Perishability (&%)
— We cannot preserve the service in a storage

As a result, many service industries have a common problem:

Low Productivity

Productivity of Industries
in Japan

Small & medium companies - Large companies
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Omotenashi
=Hospitality

Speech at 2020 Olympic Election

What is important for tourism industry
is not brushing up omotenashi, but
raising its productivity

Yoshiharu Hoshino
Head of Hoshino Resort

How to raise productivity:
Case of Kagaya Hotel

Awarded “No.1 hotel in Japan
selected by professionals”
for 34 years!

Secret >




How to raise productivity:
Case of Hoshino Resort

An Example Working Schedule of a staff A
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The role of IT in service industries
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Relying on people

To overcome seasonality

IT - Service Engineering

* An emerging, interdisciplinary field of
engineering that targets service industry
— Born around 2005, both in Japan and USA
 Also called Service Science, Serviceology
* Application of various IT and engineering
techniques to evaluate, design, and improve
various services
— Quality Control (QC)
— GPS and indoor location measurement
— Computer simulation
— Human body sensing

Methods of Service Engineering #1

Behavior Logging

Office

Kitchen | <Restaurant

Dining hall

Unimportant movement of customer
attendant between through dining hall

: kodo-lab.co.jp/#—
and office through kitchen was found p://www.kodo-lab.co.jp/4
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http://eetimes.jp/ee/articles/
1403/28/news073.html

Methods of Service Engineering #1
Behavior Logging

Kinosaki Onsen, Kyoto
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https://unit.aist.go.jp/cfsr/contents/meti-h22/project07.htm

Methods of Service Engineering #2
Customer clustering

e.g., Typical Clustering of Tourists

Pierce (1982) Cohen(1972)

+ Environment-oriented  familiarity-oriented
« Communication- — Organized mass-traveler

oriented — Independent mass-

. traveler
* Pleasure-oriented

D | . d — Explorer
evelopment-oriente _ Stroller
« Meditation-oriented Novelty-oriented

Methods of Service Engineering #3
“Persona”

Methods of Service Engineering #4
Multi-Agent Simulation

e

http://www.youtube.com/watch?v=3NDuWV9UAvs

clinic-flow-improvement.html

Methods of Service Engineering #5
Measuring Satisfaction

Old-fashioned Questionnaire NPS(Net Promoter Score)

e How likely do you recommend this
product/service to your friend?

Measuring Satisfaction

? Using Brain Wave
H http://se-naist.jp/old/html/HCI/

— usability/brain.html

Depth Interview

i& A
gzliuunm“‘

hllp://www.telsel-lsh|n.CO-JP/Calegory/1628763.html




Why do we want to know
customer satisfaction?

» Old economics considers that the value of a
product can be represented simply by its
price (Exchange value)

* Is this true?

» Today, people notice the importance of
experiential value, due to the
commoditization of products

» Experiential value: emotional value, such as
satisfaction, which people gain through the
use of product

—Depends on the user and context

Which is the value of travel?

» Sum of what you have paid for hotels,
airlines, and so on

+ What memorial experience you've got

Value Co-creation

The value of product/service is not wholly
made by producer (company), but it is
created both by the producer and the
consumer

Example of Value Co-creation

» Designed value co-creation
* Unintended value co-creation

Example of Value Co-creation

» Designed value co-creation
* Unintended value co-creation

Important Lesson

» Tourist destinations do not have to prepare
everything for entertaining tourists

» Rather, what they need is preparing hints and
traps that stimulate tourists, motivate them to
discover its attractiveness, and help them to
communicate with other people

« In this sense, too much information that rules the
behavior of tourists is not welcome

Tourist Information

Hint of discovery
Relaxing of anxiety Abu
and inconvenience

antNoformation
Convenient

Rich experience
more than expectation

Satisfaction

First of all, image your target

+ Children? Parents? Young couples? "
« First comer? Repeater? Use “Person.-
» What can be the trigger of their conversation

Serve human senses directly




Help tourists discover

* Road of the tank

Make traps for stimulating
tourists’ curiosity

Today’s Keywords

* Service engineering @
» Behavior logging

* Persona

* Multi-agent simulation

« Satisfaction

* Exchange value & Experiential value
* Value co-creation

Info about Final Exam

| have to report the class score to AIMS
office until Jan. 20 (tue)

Thus, after the next lecture(Jan. 13),
| will assign a “take-home exam” to you
—Due: Jan 18 (Sun) 23:59pm

— Answer whenever you want, but in one
hour, without looking any material

—Send your answer by email
The last lecture will be Jan. 20
No exam on Jan. 27




