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Manufacturing companies are recently moving into product-based service businesses in addition to providing the products themselves.
However, it is not easy for engineers in manufacturing companies to create new service businesses because their skills, mental models,
design processes, and organization are optimized for product design and not for service design. In order to design product-based services
more effectively and efficiently, systematic design methodol ogies suitable for the service businesses are necessary. This paper introduces
a product-based service design methodology, called DFACE-SI. DFACE-SI consists of five steps from service concept generation to
service business plan description. Characteristic features of DFACE-S| include (1) visualization tools to assist in recognizing new
opportunities and difficulties among stakeholders, and (2) service design patterns and failure mode checklists extracted from the service
case analysisto assist in designing and evaluating service concepts and schemes.
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‘.\ Failure Mode Checklist
Stage | FB | FailureMode Cause Effect Action Rank
Protot | B7 | No service The prospect of a | Withdrawal Early withdrawal if no 2
yping operation partner | business model is approval.
is obtained. two optimistic.
Devel | O5 | Long payouttime | Unexpected large | Re-planning Clear accountability 3
opme system
nt investment
B14 | Poor Contents Tourist agency's | Less Substitute contents 4
old constitution attractiveness providers
Valida | B11 | Not spread more | Application is Restricted High margin model at 3
tion than specific spot. | limited. business scale specific spot.
O3 | Less Synergy Less charm of Less DVC Making stronger synergy 5
with a DVC DvC commitment of products and services.
010 | Revenue share DVC profit is Partner Design win-win structure 3
with partner larger than disaffection
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film company) about a format.

(Failure Modes and Effects Analysis)

B7, O5, B14, B11, O3, 010, B7, B4

5.
Oliva Kallenberg

[Oliva 2003] Wise Baumgartner

[Wise 1999

DFACE-S|

[Shostack 1982]

CAD
[ 2006] DFACE-SI

6.

DFACE-SI

[Clough 2004] G. Wayne Clough and Samuel J. Palmisano,
Innovate America, National Innovation Initiative (NII) Final
Report, Council on Competitiveness, 2004.

[ 2007]
2007
[ 2005
2C16 2005
[ 2006]

2006
[Kim 2007] S. K. Kim, K. A. Beiter, K. Ishii, Scenario Graph:
Discovering New Business Opportunities and Failure Modes,
Stanford University, 2007 (in preparation).
[Ishii 2003] K. Ishii, Course Materias, Design
Manufacturability (ME317). Stanford University, USA, 2003.
[Oliva 2003] R. Oliva, R. Kallenberg, Managing the transition
from products to services, International Journal of Service
Industry Management, VVol.14, No.2, 2003.
[Wise 1999] R Wise, P Baumgartner, Go Downstream: The New
Profit Imperative in Manufacturing, Harvard Business Review,
Sep.-Oct., 1999.
[Shostack 1982] G. L. Shostack, How to Design a Service,
European Journal of Marketing, Vol.16, No.1, 1982.
[ 2006]

for

Vol.54
No.2 2006

-4-



