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EXPLORING THE SERVICE DESIGN ON TOUCHPOINTS IN INDUSTRIAL
TOURISM - A CASE STUDY ON DREAM WORKS OF THE MEI
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Shyh-Huei Hwang and Hsiu-Ting Su

Graduate School of Design
National Yunlin University of Science and Technology
Yunlin, Taiwan 64002, R. O. C.

ABSTRACT

Many industries have changed their ways of management due to the impact to
Taiwan caused by globalization; many of them had turned into Tourism Park to
provide service in order to create new values and thus put more emphasis on Service
Touchpoint design. Among them, the Dream Works of the Mei (plum) in Sinyi
township is the representation due to the combination of local plum industry and
tourism features. The study intended to explore the Service Touchpoints, features,
and the planning skills of design from the Dream Works of the Mei (plum) via
the data from scenario interviews and participant observation. The results show that
the service touchpoint can be classified into three steps, including pre-service
(media and branding) , the actual service (guiding, exhibitions, experiential
activities, phenomena, natural environment, service attitude and product) and
post-service periods (message and network) . Each of the Service-Touchpoints has
its different manners for designs and plans. The features are as follows: it includes

“ advertisement and uniqueness ” in the pre-service stage, “ professional,
directional, delightful, interesting, seasonal, initiative and difference” in the actual
service stage, " Interactive and informative ; in the post-service stage. The elements
above can be helpful to the owners finding their clear directions for planning each
touchpoint. Finally, the results were concluded and the blue print of the tourism
service to the industry in this case was drawn so as to provide some references to the
further studies.

Keywords : Industrial Tourism, Service Design, Touchpoint Design.
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