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Development of Case-based Service Improvement Methodology
By Utilizing TRIZ Concept
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ABSTRACT

In the 21st century, The service industry is becoming a new core business. In the
modern industrial society, it escapes from supporting the manufacturing industry and finally
leads to the growth of the manufacturing industry. Although many companies have met
a variety of customer requirements through the existing service process, an organization
or service developer has been failed because they had depended on intuitive judgment.
Therefore, in this paper, we suggests CSIM(Case-based Service Improvement Metho—-
dology) to support improvement direction. This methodology is based on 120 cases and
developed by utilizing the TRIZ concepts. As a result, CSIM will be a creative tool to support
a developer to solve the problems.
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(Table 1) Labor Productivity (Unit : 10,000won/man)
2004 2008 2011
Service Industry(A) 2,966 3,024 3,379
Manufacturing Industry(B) 47797 6,281 8491
A/B 0.61 0.56 0.45
Source : Statistics Korea “Labor productivity Trend pet capital in manufacturing and service,” 2012. 08. 28.
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(Table 2) TRIZ Contradiction Matrix

Characteristics of 1 2 38 39
o Worsening | The weight of | The weight of The level of
Characteristics of the moving | the not moving Automation | Productivity
Improving objects objects
p |The weight of the mov- 96351819 | 2532437
ing objects
g | The weight of the not 226.36 1181535
moving objects
38 |The level of Automation| 28.26.18.35 28.26.34.10 5.12.35.26
39 Productivity 35.26.24.37 28.27.15.3 5.12.35.26
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(Table 3) CSIM Framework
Phase Task Support Tool Output
Phase 1 1.1 Identify improvement - Service
. target B . JURT T classification
Services Sector . . Service classification list
T 1.2 Classify service sector for for provement
Classification the i . )
e 1mprovement target target
Phase 2 2.1 Identify customer needs - Standardized improvement ~ Improvement
Identify stand- | 2.2 Effectiveness analysis of effect list effgct to meet
ardized im- the customer needs - Standardized improvement customer
provement ef- | 2.3 Replace with a effect/service classification needs
fect standardized  effect matrix
- Standardized improvement
. . . method list
Phase 3 B 31 Analys_1s of improvement | _ Standardized improvement - Improvement
Identify stand effect/improvement . e
. S . method/service classification method to
ardized im method matrix matrix meet customer
provement 3.2 Searching for standardized | Standardized improvement needs
method improvement method T DroY
effect/standardized improvement
method matrix
4.1 Searching for
Phase 4 improvement case books | L - Improvement
Improvement . o Service improvement case .
~ 4.2 Establish the direction of service concept
concepts de . books S
fined Improvement definition
4.3 Final concept development
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g| Improvement concept defined ‘

(Figure 1) CSIM Implementation Process
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Service Classify
Improvement Target Interaction [ Process Flow [ Scape I
Classification standard Before Improvement After Improvement
Interaction

Process Flow

Scape

Summary Of As-Is

Summary Of To-Be

Improvement Effect

Improvement Parameter Level
Improvement Level Before After
Source
(Figure 3) Improvement Casebooks
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(Table 4) Service Classification

A. Financial Service

Companies and customers are giving of Asset Management

ex) Bank

Business B. Logistics/Distribution/ Customer Satisfaction is increasing from Service Improvement
Service Shopping Service ex) Postoffice/Courier/Shopping
. L Customer Satisfaction is increasing from After Service
C. After Service —
ex) Product After Service
Customer Satisfaction is increasing through proving various information and
D. Mobile Service experience
ex) Cellular Phone Service/Communication Service
= A E. Community Service Customer Satisfaction is increasing through proving various content
crson ) T ex) Various Community(Facebook, Twitter)/SNS(Social Network Service)
Service — — - - - - —
. .. Customer Satisfaction is increasing through proving various medical activities
F. Medical Service - — .
ex) Hospital Service/Pharmacy Service
) . The provision of service consists of Manless
G. Manless Service — - N -
ex) Vending Machine/Self Gas Station
Customer Satisfaction is increasing through developing payment process and store
H. Catering Service scape
. ex) Restaurant/Fastfood Store
Leisure L. Accommodation/Travel Customer Satisfaction is increasing from various accommodation and travel activity
and . S -
Service ex) Hotel/Condo and so on Accommodation
Culture - — - - S
. . Customer Convenience is increasing through various Rent Service
Service J. Rent Service ‘ :
ex) Car Rent/Accommodation Rent
. Customer Satisfaction is increasing through proving various Culture Cntent
K. Culture Service g S - -
ex) Theater Service/Movie Service
. .. Customer Satisfaction is increasing through proving various Transportation
L. Terminal Service - . - -
ex) Bus Service/Subway Service/Airplane Service
i - . . Administrative activity increase the efficiency
Public M. Administrative Service - Y -
Service ex) Government Office
. Customer Satisfaction is increasing through proving various activity
N. Bookstore Service -
ex) Library/Bookstore
(Table 5) Standardized Improvement Method List
Improvement Method Set Description
HI. Scape Change Service Improvement through change scape or remodeling in store
H2. Added Labor Providing Service Improvement through additional staffs or pofessional staffs
Hard | H3. Manless System Service Improvement through working of machines instead of people
ware | H4. New Group/Organization Service Improvement through new group or organizing
H5. Alternative/New System Introduction Service Improvement by introducing new/alternative system
H6. Alternative/New Program Introduction Service Improvement by introducing new/alternative program
S1. Regulation Change Service Improvement by changing company’s rules/regulations
S2. Simple Process Service Improvement by simplifying the complex process
S3. New Process Service Improvement by introducing the new process
S4. Product Customized Service Improvement by customizing product/item
S5. Place Customized Service Improvement by customizing place
S6. Time Customized Service Improvement by customizing time

Soft | g7

. Added Service Providing

Service Improvement by

providing additional service functions

ware S8

. Various Information Provide

Service Improvement by

providing various information to help customer

. Customer-Provider Interaction Channel

Service Improvement by
provider

generating new channel between customer and

S10. Service Function Integration

Service Improvement by

integrating various service function

S11. Simple Payment

Service Improvement by

simplifying complex payment system

S12. Customer Membership

Service Improvement by
membership relationship

changing from formalized relationship to
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(Table 6) Standardized Improvement
Effect List

Improvement Effect Set

T1. Order Time Decrease

T2. Customer Moving Time Saving

T3. Customer Queue Decrease

Time — -
T4. Customer Waiting Time Decrease

T5. Real Time Response

T6. Payment Time Saving

Cl. Labor Cost Reduction

Cost C2. Service Maintenance Cost Reduction

Reduction | C3, Service Operating Cost Reduction

C4. Service Usage Cost Reduction

Al. Customer Relationship Increase

And so | A2. Customer Diverse Selection

on A3. Customer Re-visit Increase

A4. Provider Brand Image Increase
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(Table 10) Customer Requirements

Requirements

1. Customer want to find a brand as soon as possible

2. Company want to emphasize the customer wanting product/brand

3. Company want to give a new feel to the customer through changing signal design

4. Company want to give customer more faster payment

(Table 11) Standardization Improvement Effect

Requirements Standardization Improvement Effect Case Number
Requirement 1 T2. Customer Moving Time Saving 29. 33. 53
Requirement 2 A2. Customer Diverse Selection 8. 115
Requirement 3 A3. Customer Re-visit Increase 21. 105
Requirement 4 T6. Payment Time Saving N/A
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Standardized Improvement Method
S9. Customer-Provider Interaction Channel
S12. Customer Membership
H6. Alternative/New Program Introduction
H5. Alternative/New System Introduction
H6. Alternative/New Program Introduction

S4. Product Customized
S12. Customer Membership

S7. Added Service Proving

S1. Regulation Change
HI1. Scape Change

S5. Place Customized

S3. New Process

Case Number
29.33.53
8.115
21.105.
N/A

(Table 12) Standardization Improvement Method

Standardized Improvement
Effect
T2. Customer Moving Time
Saving
A2. Customer Diverse Selection
A3. Customer Re-visit Increase
T6. Payment Time Saving
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(Table 13) Various Standardized Improvement Method

Standardized Improvement Effect

Standardized Improvement Method

Case Number

H3. Manless System 582
Hb5. Alternative/New System Introduction 64.75.92
S2. Simple Process 564
S3. New Process 76
i . S4. Product Customized 92
T6. Payment Time Saving - —
S7. Added Service Providing 64.92
S8. Various Information Provide 75.76
S10. Service Function Integrate 30.64.75
S11. Simple Payment 5716.82
S12. Customer Membership 64
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(Table 14) Final Service Improvement Concept Definition

Requirements Standardized Case Standardized Improvement
d Improvement Effect | Number Method
S3. New Process
L Cust t to find T2. Customer S5. Place Customized
. Customer want to find ¢ . .
an nd a Moving Time 29.3353 S9. Customer-Provider Interaction
brand as soon as possible .
Saving Channel
S12. Customer Membership
S1. Regulation Change
2. Company want to A2. Customer S7. Added Service Proving
emphasize the customer Diverse 8115 H1. Scape Change
wanting product/brand Selection H6. Alternative/New Program
Introduction
S4. Product Customized
3. Company want to give a A3, Custormer S12. Custornf)r Membership
new feel to the customer .. Hb5. Alternative/New System
. . Re-visit 21.105. .
through changing signal Introduction
: Increase :
design H6. Alternative/New Program
Introduction
582 H3. Manless System
AT 5. Alternatlye/New System
Introduction
5.64 S2. Simple Process
4. Company want to give y . 76 S53. New Process
customer the fastest 6. g;zﬁzm Time 92 S4. Product Customized
payment time 64.92 S7. Added Service Providing
75.76 S8. Various Information Provide
30.64.75 S10. Service Function Integrate
5.76.82 S11. Simple Payment
64 S12. Customer Membership
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