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Case of Service Design Process
for Medical Space Focused on Users
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Abstract

Purpose: Of late, the focus of service design is moving toward emphasizing customer satisfaction
and taking users' experience more seriously. In addition to the change in perspective in service
design, scholars in this area are paying more attention to service design methodology and process,
as well as its theory and real-world case studies. In the case of medical space, there have been few
studies in attempting to apply service design methods useful for deriving user-focused results. The
author of this paper believes, however, case study-oriented approaches are more needed in this
area rather than ones focusing on theoretical aspects. The author hopes thereby to expand the
horizon to practical application of spatial design beyond service design methodology. Methods: In
order to incorporate the strengths of service design methodology that can reflect a variety of user
opinions, this study will introduce diverse tools in the framework of double diamond process. In
addition, it will present field cases that successfully brought about best results in medical space
design. It will end with summarizing the ideal process of medical space design which is reasonable
and comprehensive. Results: Medical service encompasses preventive medicine as well as treatment
of existing medical conditions. A study in establishing the platform of medical service design
consists of a wide range of trend research, followed by the summary of two-matrix design
classification based on results of the trend research. The draft of design process is divided into five
stages composed of basic tools for establishing spatial flow lines created by matching service
design tools with each stage of space design processes. In all this, most important elements to
consider are communication and empathy. When service design is actually applied to space design,
one can see that output has reflected the users' needs very well. The service design process for
user-oriented medical space can thus be established by interactions on the final outcome and
feedback on the results. Implications: One can see that the service design with the hospital at its
center produces the result that encompasses the user's needs best. If the user-focused service
design process for medical space can be extended to other space designs, the author believes that
it would enhance the level of satisfaction for users and minimize trials and errors.
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2. Theoretical Approach to Service Design

2.1 Theoretical Background, Method and Scope
of Study
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2.2 Definition and Characteristics of Service
Design
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[Table 1] Features of Service Design

Expectations from Service

General Features of Beioncr =dku

Change By Service

Service Design Outcomes
Visualization:
Quick transfer of
Intangible: Tangible: Service is | information and Intuitive

to be the form with
abstract value

Comprehension is
transferred as
tangible and intangible
design.

Service is not seen

Heterogeneous: Consistent:
Even any same services| All that customers Standardization:
are different from those| may experience are |Consistent and cognizable
that custom to be transferred usage and content
ersexperience consistently

Value of experience: The
Continuous: outcomes are to be used
Not a temporary but|for service and the service
a continuous design shall make it
experience is to be possible for the
served to customers| integrated experience to
be offered

Perishable:
Service features the
disappearance upon its
use after its purchase

Note: Lee, Areum, 2013

2.3 Necessity of Service Design for Medical
Space

ME|A CIXRIE St ME £ 2utE2SS EE5te M
HIAZE o2 4o 24 O|FO{X[2 QUCk J2[3H0] ARE AL
HO| £ Bt 9|7 7| 2t} Aoty ME|ASS HESoHEA
NS =S PHE SO O B2 249 RXE et 2
2 MH|A CIARIE AlEStE A= SO0iLtn QAT

ol 2 Qz7|se LI S5 dz2te| YYo=z
BHO| date d&golct. 2222 &H[RS| FO0HE +%=0|

ot g

02
1l
10
e
=

>

I
oh
Ok
|

of e
To| £330} st M FY BY st 01 ULk T O]
3 =2

g 3714 2|77|=0| =gut ge| "oz = X

12
10

Chet

=

[> 1%

Of
N
=

40

B 7|gtel =HEo| =X 32

[ =]
= 7= 22 SZHA AMH|
S

s
2Ly
o b
fuorot o

Of

N o 2
=
I

im

L om mo
U o

o

ks

to

[
w2
2 o

@m
<
%FQWEHHMOQ
_Emlru\'-lg
[l

10

=2
>
|0
>
op
>

Il Ok OoF

X
o
0>
a
>
ro
mo

b

Ju

als

> 0
Ot

oy
1
o

HL
k1
>
o pg>
il

=2 (213 45 201544 129 29



2.4 Service Design Process for User-centered
Medical Space Design

1) Definition of User-centered Medical Space

2t AFEAHS Ol K20 AE

A9

|0 o2
ot

o H
P g
NS
wet o

ro > bt

o
e
11kl

-
>
i=}
i
mn
rlo
=11
N
1o
)
H
ikl
ro
a
I A =
ro
M
0z
ie}
>

0%k
= 1o o

o
44 10

ikl

]
Pal
ro
fo
i
N
m
rr
) >
|
o=
- K
ofn
rx
EE
Oi)l
o fO
ro
o oot po 3@
ox ﬂJ|0 |->' ‘ID rm

O
FEAIZI0 LFOM OI%
X|E gtEA| DE{sfof &
1Zke] MMH &

= x

o

ir

> Mmo 1o

a

X 1M op
oz 1o oN ox HI
o0 Y
>
X Mo

A
o
o>

-?'-olrlroﬁimlﬂg
Ral
ro
> Kl
ra
[T SR EY R

ba}
b
re 0x

o> ofu
L] >
e
fr 7o mo
2
=
d
o
o

bt

kJ
)
rot
ox M2 ro

o
oy
Ot T
b

ooy
rg

02 o n

]
u
k1

i

m
ot
mjo
o
P
Ot
k1

in)
o

o T
10
rE |
_I-(')_I-
2

T >
H
U
m

0z
tu
]

OIE At

op |0
Ral
10
N

1o
a
1o
_>,'_
o o

od O rr
rot rjr rot
>

p H

H”m

rob ojo

ox |0 Mmo

*rﬂﬂ 2898 #Ist7|

o
ol e S ESot= ME

n

Q)

-
N
==

4 o> N oo D0 o 83 K oE o> N

e}
O
n

2) Medical Service and Design
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3) Medical Service and Designing Platform
(Korea Institute of Design Promotion, 2013:98)
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STEP1 STEP2

Finding out the cases

of researching Materialization of those A quse d
lifestyle and cases and na ):jSIS an
health-trend and Matrix designed for C|Stu'f'y on

designing medical Medical Service assification
service System

[Figure 1] process of Medical Service and Design
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4) Frame Work in Service Design Double Diamond
(Korea Institute of Design Promotion, 2013:100)
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6) Sub conclusion : Actual evaluation of service

[Figure 3] Basic Tool of Service Design with which the Design process for user centered medical space

circulation and the design can be created in a
space(Korea Institute of Design Promotion,
2013:186)
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[Table 2] Design Process for User-centered Medical Design

Sympathy and

e o Suggestion of | Communication

Comprehension User o S

of Object . A Prototype of Space
Experience | Organization Materialization
Discover Define Devleop Deliver Final

Service design Double diamond framework

Security of Use of Final Space
Ground for |Discernment| Collective opa
. Organization
Research and of Intelligence
. - By
Learning and | Experience of Such Prototybe
Contextual of All Subjects as P
C hensi U . Supoli Development
omé)re en5|odn ;‘ers in Uupp |ersc,i and Realization of
on Space an pace sers an Feedback Design
User Designs Focused on
Literature Users and
Research/ Contextual o Perspective People
- ) ) Considering
Questionnaire | Interview/ . Plan/
Opinion
Survey/ persona/ Model/
; of Workshop
Town Service Experts 1:1 Prototype
Watching / Safari P etc

Observation

The space is to be design through the process where people are
considered and the essence and context of the site are sought for.

Note : Noh, Meekyung, 2015
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3. Cases by Service Designing Step for
User-centered Medical Space

3.1. Comprehension of Object

1) Literature Search focused on Research EBD
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2) Survey of Users' Experience
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* Case of Survey on Hope-Chamber, Kangbuk Samsung
Hospital
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[Figure 4] Content of Multiple-Choice Questionnaire at

Hope-Chamber and Result Analysis
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[Figure 5] Content of Subjective Questionnaire at Hope-

Chamber and Result Analysis
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[Figure 6] Analysis of Respondent Status

3) Town Watching
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[Table 3] Outcomes of Town Watching

Camera

No. Key Deducted Contents

1. It appears that when the names of those waiting for their
names to be called are repeated, their confusion are aggravated
1 2. Standing patients are crowded at Nurse's Desk

3. Since the height of Nurse’s Desk is awkward, the workers’
positions look uncomfortable.

1. Since the movement line is longer than the frequency of
doctors' offices and the treatment rooms, the hall is very crowded.
2. Since there is no calling announcement of waiting patients’
numbers, the patients await their numbers to be called or keep
2 asking the nurses

3. The stools cause patients uncomfort, so that they keep
standing up and sitting down.

4. There are a number of patients who ask about the
announcement sign

1. Because the numbers of patients’ rooms don't stick out, it
is difficult to find the rooms

2. The nurse’s station is so open that patients go in and out
unchallenged

3. The wheelchairs and beds left ignored in front of
rest-rooms make a disordered environment.

4. The red color of Nurse's Station's working environment
causes their eyes to get tired easily.
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3.2 Security of User Experience

1) Contextual Inquiry Interview

*Case of Contextual Interview of Outpatients at

Pediatrics, Yensei Cancer Hospital
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[Table 4] Summary of Special Features found at Contextual

Interview

Objects Specialties at Interview

1. Any infection from Playing Facilities in Waiting Space
should paid an special attention

2. The height of desk in Doctor's Office can be adjusted
3. Particular attention should be paid so that there may not
any fragrance

Doctor
(In charge
of
Treatment)

1. Each storage closet is needed to be designed not to have
any projecting edge.

Art 2. Furniture is needed to be designed so that its can be
Therapist | moved as a whole and its form may be changed.
3. Much care is needed to make the colors of rooms as few
as possible.

1. It may better if the waiting space itself becomes like a

playing facility where the children are not bored

2. The reception desk should be designed not to be too
Nurses | high.

(Outpatients) | 3. It would be better if the waiting space can absorb noises

well.

4. It would be better for the floor or the edges to be made

more curved.

2) Service Safaris & Customer Journey Map
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* Case of Service Safaris and Customer Journey Map of
Yeosu Baek Hospital
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[Figure 7] Service Safaris and Journey Map of Call Patients
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[Figure 8] Service Safaris and Journey Map of Hospitalized

Patients
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3.3 Consultation for Space Organization

1) Workshop Among Users or Multidisciplinary
Co-creation
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[Figure 9] Scene of User Workshop at Hop Chamber,
Kangbuk Samsung Hospital
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[Figurel0] Poster Describing Workshop of Multidisciplinary

Experts, Postal Service Headquarters



3.4 Suggestion of Prototype

1) Model & Protocol Typing, Mock-up and
Perspective View
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[Figure 11] Isometric View of Health Examination Center,

Kangbuk Samsung Hospital
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[Figure 12] Designing Protocol Type of Window Manual,

Postal Service Headquarters

3.5 Sympathy and Communication of Space
Materialization

1) Service Designing Process Video & Feedback
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[Figure 13] Captured Pictures of Overall Video Until

Completion of Hope Chamber

4. Summary & Conclusion
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