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ABSTRACT: The paper aims to improve user experience and optimize service contact points by improving the interaction
relationship between the components of service contact points. Based on analysis of service contact connotation and ser-
vice elements, the components of service contact points and their interaction relationship were analyzed; based on analogy
design, the model of service contact point was established by analogy with the element of service contact points and sub-
stance-field model in TRIZ; the service contact point model was optimized under the guidance of the standard solution in
TRIZ. The service contact point model was constructed by the three elements of the service contact point (service pro-
vider, medium and customer). The model was improved by the application of the standard solution, and the optimization
of the service contact point was realized by improving the model. By constructing the service contact point model, and
combined with the application of substance-field analysis tools and standard solutions in TRIZ, it provides a new method
for the optimal design of service contact points. The feasibility and effectiveness of the proposed method are verified by
an example of the service contact point optimal design of the Hive Box intelligent express cabinet service system.
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