74 Tk T#8 ®%if | Industrial & Engineering Design 2022108 4% 558

529 ¢ BLRE 2 2L ORI 55 TR G e VRIS B 58

REE, Eii
B FRIEAZE, T F 44k 541000

FEE: By ETRSEI T EA, R BT A EYORIUR SR 5 48 Bt Rk . 7k &, AT S o R E T
HUAB AR AR SR 36 FOR S A R At B o R SEAT R P 0 B AT o 2 T AT, AR FEAR KR 4 1 3645 £ 72 SERVQUAL & % 7
HEANGEE S P g R R AN EE, BR AZARERLATANM T RFAMEER-BEE N &, BT H
TR T E B R ERAEERGHRRE A, ZAMRSF TN T ET AR TH A RARE 2 RENEZ ST, &
o, AR T P AE R B AR AT BT A A EYOK R AR R RIS R, 450 RIE AT 4 R BRI R
P AROK S TR E e B, R G A 2 0 W RS R B T SR R, O S R I BRE T A EEYOK B AL R A A
KRR : BT A 5 KA IR Ak ot s R B it

FESES:I524 XRAFRIRED : A X EHS:2096-6946(2022)05-0074-09

DOI: 10.19798/j.cnki.2096-6946.2022.05.011

Service Experience Design Strategy of Public Drinking Fountains
in Medical Institution

LIANG Huiping,Jiang Shan
Guilin University of Electronic Technology Guangxi Guilin 541000, China

Abstract: Based on the concept of service and user experience design, the paper intends to study the service and user experience of
public water dispensers in medical institutions and propose strategies for improvement in water dispensers. First, through the field
research, sort out the current situation of the water-serving service and user experience in medical institutions and analyze service
touchpoints. Second, based on the analysis of user psychological and behavioral, two dimensions of usefulness and integrity are
added to the original five dimensions of the SERVQUAL scale according to the characteristics of the water- drinking service
experience. Next, The five- point Likert scale is used to measure the "importance- satisfaction". Through the method of data
visualization analysis, the dimensions that need to be improved and the high-frequency pain points are obtained. Using the method
and tool of service design, the whole process of user water-serving experience is analyzed. Finally, aiming at improving the user
experience, the service and user experience design of the public water service system of medical institutions is carried out. Based on
analysis results, three service experience design strategies are put forward to strengthen the empathy of water dispensers, the
responsiveness of space, and the safety of the system, providing references for the study of public water- serving problems in
multiple service environments.
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