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In particular, there are three contribusions: construction of data
acquisition method, the data analysis, operation support by meta-modeling. In tems of the data
acquisition method, the proposed Web questionnaire system has a Web form that allows the service
user to describe the individual behavior experienced by themselves, and also has a second Web form
including the customer satisfaction items(like-cart scale) linked to the described behavior and for
the reasons (free answers).The second point, the proposed analysis of customer evaluation data is to

provid customers” assessmentlinked to overall satisfaction / dissatisfaction and the partical
satisfaction and the reasons in their service experiensesbhy the proposed data collection method. The
third point is the implementation of the proposed system by utilizing business process model in
consideration of meta-modeling as an interface of the system.
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