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Service Design of Community Rehabilitation Site in Digital Social Innovation Perspective

XIA Min-yan, HU Hao-qi
(Shanghai Dianji University, Shanghai 201140, China)

ABSTRACT: In the background of the aging problem, the community rehabilitation site has become a kind of social
innovation. Due to the influence of ubiquitous network and digital technology, there are many stakeholders involved in the
medical health products and services, and the interaction of community sites is becoming more and more complex. Based
on the theory and method of service design, the stakeholders of community rehabilitation sites were analyzed to find out
the painful points and core needs of users through the users’ journey map and then seek for opportunity points, optimize
the basic content and service flow of rehabilitation sites, and construct the service system of “online + offline” and “indi-
vidual services + public services”. The digital touchpoint, physical touchpoint and interpersonal touchpoint of community
rehabilitation site were designed and optimized entirely, the cloud rehabilitation management system was applied to
manage the big data of rehabilitation patients, the rehabilitation physiotherapy products were improved by modular design
and the indoor space was designed according to the service flow to optimize the interpersonal communication and enhance
patient's motivation for recovery. Designing community rehabilitation sites by the process and method of service design
and establishing the experience chain between users and the system through time, usage situation, behavior, psychology
and other dimensions are helpful to improve user experience.
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Fig.1 Journey map of rehabilitation patient
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Fig.3 Service blueprint of community rehabilitation site
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