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Design framework for developing a non-face-to-face service
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Abstract

Due to COVID-19, non-face-to-face service has become a new normal stream of a service
industry. However, values of face-to-face service does not transfer directly to a non-face-to-face
service, A design methodology of non-face-to-face service is required to obtain the quality of a
service. This study used documentary research, case study methods and case validation
methods. Firstly, a non-face-to-face education service design framework was suggested basesd
on documentary research of service design frameworks, service managements and a learners'
perception model of interaction. Secondly, an education framework was generalized to make a
common framework. Lastly, the framework was verified with a case validation study of
worldwide telehealth services. According to the findings, a non-face-to-face service design
framework would be a helpful design methodology using a service strategy. A service designer
could design a non-face-to-face service with a strategical decision of choosing functional service
components such as video calls, conference calls, images and text. These components are
related to degree of customer contact, and a designer should decide components considering
the presence of a service provider, service interaction and social interaction. With the
establishment of the framework using a learners' perception model of interaction, it can be
expected that service designers can design a good non-face-to-face service which is aligned to
a customer contact strategy.
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