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KEYWORD: SERVICE BLUEPRINT, SERVICE INNOVATION, FOCUS GROUP

SITHIPONG CHIMTHAI: SERVICE BLUEPRINTING FOR SERVICE
INNOVATION. A CASE STUDY: A FOLLOW — UP SYSTEM OF GRADUATE STUDENT’S
DISSERTATION/THESIS. ADVISOR COMMITTEE: SURANGKANA THARMLIKIT, Ph.D.,

65 P. 2016.

Service science is an interdisciplinary nature of service, connecting across technology,
business, social and systematic about innovating in service. Service innovation creates improvement
of'a service system which is made up of clients and providers co-creating value. One of the techniques
used for creating service innovation is service blueprint which is a tool for service design. It provides
a systematic analysis of service process through visual diagram and identifies the failure point in the
delivery processes for better service improvement. Nowadays, university executives face challenges
about low student retention, low graduation rates, and high unit cost. According to this study, less
than 60 percent of graduate students for faculty of Informatics, Burapha University earn a degree
within four years and the graduation rate is quite low. The objective of this paper is to introduce a
service design and service blueprint technique, which places the student at the heart of the service
and focuses on the dissertation/thesis follow up processes. In this paper, we develop a service
blueprints using faculty of Informatics, Burapha University as a case study and develop a system
prototype to show the feasibility of such system. The focus group method was used to obtain feedback
of the service blueprints from graduate students, lecturers, staff and the dean of faculty of Informatics.
The results showed that service blueprinting can help visualize service processes. It identifies
potential fail points and innovation opportunities. Therefore, it promotes the focus of a service
innovation, improves existing services and facilitates cross-functional communication in support of

student-focused solutions.
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(Jyrki Kontio et al ,2004)

Informational phase
® What are most urgent or relevant research questions?
® What kind of problems are common in industry?
® Why are some problems relevant or urgent?

® What practices currently exist in industry?

Propositional phase

® What are possible solutions or hypotheses?
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(Jyrki Kontio et al ,2004) (GI'?J)

® What similar experiences exist in industry (has someone already tried or tested it?)?

® Are the assumptions made realistic from practitioner and user perspectives?

Analytical phase
® s the model understandable?
® How can it be deployed into practice?
® What are the potential problems in using or understanding the model?

® Are there any omissions or gaps in the model?

Evaluative phase
® s there any data available, can data be obtained?
® s the empirical study design sound and practical?

® What does the data mean?

Technology transfer phase
® s the model packaged well for operational use?

® What are the potential challenges in selling or using it?

® How it could be packaged better?
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Service Blueprinting for Service Innovation

A case study: a follow- up system of graduate student's dissertation/thesis

andwod Aulng” uaz nA.As. graw sTsuadn’
Sithipong Chimthai™ and Asst Prof Dr. Surangkana Tharmiikit®

ABSTRACT

Senvice science is an interdisciplinary nature of service, connecting across technology, business,
=zpcial and systematic about innovating in service. Service innovation creates improvemsnt of a semvice
zystern which is made up of clients and providers co-creating value. One of the technigues used for
creating senvice innovation is service blueprint which is a tool for service design. [t provides a systematic
analysis of senvice process through visual diagram and identifies the failure point in the delivery
processes for better service improvernent. Mowadays, university executives face challenges about low
student retention, low graduation rates, and high unit cost. According to this study, less than 60 percent of
graduate students for faculty of Informiatics, Burapha University earn a degree within four years and the
graduation rate iz guite low. The objective of this paper iz o introduce a service design and service
blueprint technique, which places the student at the heart of the service and focuses on the
dizsertation/thesis follow up proces=zes. In this paper, we develop a senvice blueprintz using faculty of
Informatics, Burapha University as a case study and develop a systern prototype to show the feasibility of
such system. The focus group method was used to obiain feedback of the service blueprints from
graduate students, lecturers, staff and the dean of faculty of Informatics. The results showed that semvice
blusprinting can help visualize service processes. It identifies potentizl fall points and innovation
opporunities. Therefore, it promotes the focus of a semwvice innovation, improves existing services and
facilitates cross-functional communication in support of student-focused solutions.

Keywords: Service Blusprint, Service Innovation, Focus group
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