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A method for objective division of service systems and separation of service
receiver's characteristics
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It is difficult for non-experienced designers to divide and model complicated
service delivery processes such as conditional branches and exception handlings while assuring the
relationship to service functions. To solve this problem, we proposed a design support of constructing
service delivery processes using a collection of structure patterns of processes called workflow
patterns. We made the workflow patterns hierarchized by the ISM method so that designers can easily
choose a pattern among them according to purpose. The proposed method was implemented on a CAD system for
service, and its effectiveness was verified through an evaluation experiment. As a result, it was
revealed that the proposed method is especially effective in the case of constructing processes including
conditional branches.
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