Serviceology for Services






Masaaki Mochimaru * Kanji Ueda
Takeshi Takenaka
Editors

Serviceology for Services

Selected papers of the 1st International
Conference of Serviceology

@ Springer



Editors

Masaaki Mochimaru Kanji Ueda
National Institute of Advanced The University of Tokyo
Industrial Science and Technology Kashiwa, Chiba, Japan

Koto-ku, Tokyo, Japan

Takeshi Takenaka

National Institute of Advanced
Industrial Science and Technology

Koto-ku, Tokyo, Japan

ISBN 978-4-431-54815-7 ISBN 978-4-431-54816-4 (eBook)
DOI 10.1007/978-4-431-54816-4
Springer Tokyo Heidelberg New York Dordrecht London

Library of Congress Control Number: 2014933783

© Springer Japan 2014

This work is subject to copyright. All rights are reserved by the Publisher, whether the whole or part of the material is
concerned, specifically the rights of translation, reprinting, reuse of illustrations, recitation, broadcasting, reproduction
on microfilms or in any other physical way, and transmission or information storage and retrieval, electronic
adaptation, computer software, or by similar or dissimilar methodology now known or hereafter developed.
Exempted from this legal reservation are brief excerpts in connection with reviews or scholarly analysis or material
supplied specifically for the purpose of being entered and executed on a computer system, for exclusive use by the
purchaser of the work. Duplication of this publication or parts thereof is permitted only under the provisions of the
Copyright Law of the Publisher’s location, in its current version, and permission for use must always be obtained from
Springer. Permissions for use may be obtained through RightsLink at the Copyright Clearance Center. Violations are
liable to prosecution under the respective Copyright Law.

The use of general descriptive names, registered names, trademarks, service marks, etc. in this publication does not
imply, even in the absence of a specific statement, that such names are exempt from the relevant protective laws and
regulations and therefore free for general use.

While the advice and information in this book are believed to be true and accurate at the date of publication, neither the
authors nor the editors nor the publisher can accept any legal responsibility for any errors or omissions that may be
made. The publisher makes no warranty, express or implied, with respect to the material contained herein.

Printed on acid-free paper

Springer is part of Springer Science+Business Media (www.springer.com)



Services are not merely key economic activities, but also major factors that improve our
quality of life, make local communities prosperous, and then provide a foundation for solving
emerging issues. In an increasingly globalized market, it is necessary to increase the economic
value of products and services, as well as to enrich their value (life value) for every individual
citizen using those services. In addition, in order to bring solutions to emerging social issues,
such as an aging society and social security, and to global challenges, such as energy and
environmental issues, it is necessary to design a system that facilitates co-creative consensus-
building efforts among the stakeholders in the services sector.

Traditionally, service-related research has developed in individual fields such as manage-
ment, marketing, information engineering, and design engineering. However, to provide better
services to our society, it is critical that social sciences, human sciences, and engineering
sciences work together as well as establish a strong partnership between industry and acade-
mia. There, we need to create an academic understanding of the activities that relate to social
and economic services, which means it is necessary to establish an understanding of the
comprehensive services that include not only the narrowly defined services industry, but also
the development of services by manufacturers. Moreover, it is necessary to develop a
framework to co-create high customer satisfaction in alliance with customers.

The Society for Serviceology (SfS) was launched in Japan in October 2012 and is expected
to be developed globally. SfS aims to contribute to efforts concerning various industrial issues
by organizing the vast knowledge of services and to establish “academics for society” relating
to services.

The First International Conference on Serviceology (ICServ2013) was held October 16—18,
2013, in Tokyo. It covered (1) fundamental research in serviceology, such as mechanism
design for services, service innovation and design, service management and marketing,
service theory, service economy and productivity, and product service system (PSS),
(2) technological research into services such as data assimilation and human modeling,
enhancing service analysis, and testing with VR/AR/MR. Some concrete applications and
business implications related to tourism and hospitality, healthcare services, public and urban
services, regional development, and policymaking were also discussed.

The conference was sponsored by the National Institute of Advanced Industrial Science and
Technology. We would like to thank the members of the organizing committee, the program
committee, and all conference participants for their contribution to the success of the conference.
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Masaaki Mochimaru
General Chair, ICServ2013






Part I Data Assimilation and Human Modeling/Enhancing
Service Analysis and Testing with VR/AR/MR

Improving Service Processes Based on Visualization

of Human-Behavior and POS Data: A Case Study

in a Japanese Restaurant. . . ................ .. ... ... ... .. i .. 3
Tomohiro Fukuhara, Ryuhei Tenmoku, Takashi Okuma,

Ryoko Ueoka, Masanori Takehara, and Takeshi Kurata

Design Procedure and Improvement of a Mathematical
Modeling to Estimate Customer Satisfaction............................. 15
Satoshi Suzuki, Masaya Ando, Hiroshi Hashimoto, and Hajime Asama

PDRplus: Human Behaviour Sensing Method for Service

Field Analysis. . . ... ... 25
Koji Makita, Masakatsu Kourogi, Tomoya Ishikawa,

Takashi Okuma, and Takeshi Kurata

Part I Mechanism Design for Services

Serviceological View of the Development of a Person

Trip Survey Application. . . ...... ... . . . . . e 33
Keiji Hirata, Shoji Sano, Yoh Shiraishi, Hitoshi Matsubara,

and Hideyuki Nakashima

Modeling and Multi-agent Simulation of Bicycle Sharing . . . .. .............. 39
Shota Shimizu, Kenju Akai, and Nariaki Nishino

Modeling Shop Mix Problems as Pareto Optimization
Considering Consumer Preference. ... ................................. 47
Keita Kodama, Nariaki Nishino, Takeshi Takenaka, and Hitoshi Koshiba

New Mechanism for Matching Service in Perishable
Goods Trade: An Approach Using Economic Experiments. . ................ 55
Kenju Akai, Kengo Hayashida, and Nariaki Nishino

Analysis of Service Network in Terms of the Synchronization

of Body Movements During Face-to-Face Communication. . . . .............. 69
Bujie Xu, Ken-ichiro Ogawa, Naoki Higo, Taiki Ogata,

Takayuki Nozawa, Koji Ara, Kazuo Yano, and Yoshihiro Miyake

vii



viii

Part IIl' Tourism and Hospitality

Constructing Required Functions of Tourism Service
Based on Tourists’ Expectancy in Trip Planning . . . ....................... 77
Satoshi Shimada, Taiki Ogata, Jun Ota, and Tatsunori Hara

Proposal of International Conference Promotion: Destination
Branding and Risk Management by a Network of Conference Centres. . ....... 85
Mayumi J. Hikita and Hiroshi G. Okuno

Part IV Product Service System (PSS)

A Web 2.0 Platform for Product-Service System Management. ... ........... 99
Meira Levy and Reuven Karni

EDIPS: Effective and Enjoyable Product—Service System
Design Education Through Active Thinking . . .. ......................... 107
Kentaro Uei, Yutaro Nemoto, and Yoshiki Shimomura

Incorporation of Product/Service System Concept in R&D
for Complex Products and Systems . . ......... ... ... ... .. .. . . . ... ... 117
Amir Taabodi, Tomohiko Sakao, and Mattias Lindahl

Product-Service Portfolio Configuration vs. Economic and
Financial Results: An Empirical Analysis in the Italian Truck Industry. ... .. .. 125
Paolo Gaiardelli, Giuditta Pezzotta, Barbara Resta, and Lucrezia Songini

Part V Healthcare Services

Proposal of Handover System for Care Workers

Using Community Intelligence . . . ....... ... ... .. ... . . .. . . . ... 135
Takuichi Nishimura, Tomohiro Fukuhara, Kosuke C. Yamada,

Masahiro Hamasaki, Masato Nakajima, Hiroyasu Miwa,

Kentaro Watanabe, Ken Fukuda, and Yoichi Motomura

Modelling and Simulating Complicated Service Networks
inHealthCare. . ........... . . . . .. . . . i 143
Peter Y1Ién, Ossi Koivula, Joona Tuovinen, and Jukka Ranta

Patient Context: A New Concept for Gap Model to Understand
Patient Satisfaction. ... ... ... ... .. ... 151
Shinobu Fujita and Kazuyoshi Hidaka

An Evaluation of Rapid Oral Bacterial Detection Apparatus
for an Oral Healthcare Service. . . .. ... ... .. ... . . .. . . . . . .. 159
Keiko Aoki, Kenju Akai, Noriko Yoshida, and Yoshiko Aoki

Data-Oriented Maintenance of Schedule Management
of Nursing Care. . . ... ... 169
Shusaku Tsumoto, Shoji Hirano, and Haruko Iwata

Part VI Service Innovation and Design
Model and Its Management Architecture of Software

Service Supply Chains. . . . ... ... ... . . 181
Mikio Aoyama

Contents



Contents

An Indoor Autonomous Positioning and Navigation Service

to Support Activities in Large-Scale Commercial Facilities. . . . ... ........... 191
Takeshi Ikeda, Mitsuru Kawamoto, Akio Sashima, Junpei Tsuji,

Hidenori Kawamura, Keiji Suzuki, and Koichi Kurumatani

A Proposal of Adaptive Restaurant Service Model
with Co-creative Design. . . .. ... ... .. . ... . . 203
Toshiya Kaihara, Nobutada Fujii, Tomomi Nonaka, and Takeshi Shinmura

Design of Packaged Tours upon Semantic Service Model . . . ... ............. 213
Jun Hirota, Yosuke Ogihara, Kazuya Oizumi, and Kazuhiro Aoyama

Toward Research on Designing a Service System . . .. ..................... 227
Yuriko Sawatani

Concept Design of Cause-Related Marketing Using Wants

Chain Analysis and Co-creation Workshops. . . .............. ... ... ... 235
Tomoyuki Fujita, Nozomi Sugiyama, Motoshi Kanke, Toshiyuki Yasui,

Seiko Shirasaka, and Takashi Maeno

Support of Describing Service Delivery Processes in Consideration

of Service Function Models on Service CAD System . . ... .................. 243
Wataru Miura, Satoshi Shimada, Taiki Ogata, Jun Ota,

Tamio Arai, and Tatsunori Hara

The Effect and Reaction of Information Presentation

in Surveillance Service. . . ... ... ... 253
Mitsunari Uozumi, Kouichi Yamada, Shuto Murai,

Hajime Asama, and Kaoru Takakusaki

Evaluation and Assessment of Two Simulation Software
for Service Engineering . . . . ... ... ... .. ... ... .. 263
Giuditta Pezzotta, Roberto Pinto, Fabiana Pirola, and Sergio Cavalieri

Part VII Service Theory

Modeling the Dynamics of Service: The Creation
of Customer Value. . . ..... ... ... . . . . . . . . . e 275
Peter Y1én, Ossi Koivula, Marja Toivonen, and Karo Tammela

Designing Methodology for Innovative Service Systems. . ................... 287
Hideyuki Nakashima, Haruyuki Fujii, and Masaki Suwa

Part VIII Public and Urban Services

Proposal of a New Mutual-Aid Service to Support Resilient

Society: Simulation-Based Service Design Approach. . ..................... 299
Seiichi Kawata, Junfu Chen, Kazuki Hirasawa, Keiichi Koyama,

Shohei Ogawa, and Bo Huang

User-Centered Service Design for Multi-language
Knowledge Communication. . . .......... ... ... . ... . . . . .. 309
Donghui Lin and Toru Ishida

A Tourism Information Service for Safety During School Trips. . ............ 319
Hidekazu Kasahara, Mikihiko Mori, Koichi Kurumatani,
Masayuki Mukunoki, and Michihiko Minoh



X

A Practical Approach to Improving the Provision
of Information in New Chitose International Airport...................... 327
Daiji Kobayashi

Study on Investigation of User Satisfaction After Service
Implementation About Public Transportation. . .......................... 335
Ryoichi Tamura and Hiromi Yoshioka

Part IX Service Management and Marketing

Negotiation of Selves in Initial Service Encounters:
Conversation Analysis of Sushi Restaurants. . .. ......................... 347
Yutaka Yamauchi and Takeshi Hiramoto

Improving Service Quality in Nursing Homes Based

on the Employee’s Satisfaction. . . . ........ ... ... ... ... .. ... 355
Mikako Ito, Kanta Ito, Shinichiro Kawabata, Atsushi Endo,

Tomoko Ota, and Noriaki Kuwahara

Part X Service Economy and Productivity/Regional
Development and Policymaking

Functions and Cost of Irrigation Service at the Aichi
Irrigation Scheme. . . ... ... ... . 365
Hajime Tanji, Hirohide Kiri, and Tetsuo Nakaya

Contents



	Preface
	Contents

