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Design of Agent Annual I nspection Service Based on Process Chain Network Analysis

WU Jian-feng, YAO Ji, LU Qing-shu, HUANG W&
(Zhejiang University of Technology, Hangzhou 310023, China)

ABSTRACT: This paper analyzes the common problems in the existing agent annual inspection service, and optimizes
the related service process and service content. The process chain network analysis (PCN) is introduced to decompose the
existing agent annual inspection service, and the core pain points and value propositions of the target users are sorted out.
Combined with the service process reengineering (BPR), the design strategy of the agent annual inspection service is
proposed. The main problems of the agent annual inspection business are complicated process, low transparency of proc-
ess progress, weak certainty of agent annual inspection service platform and easy service termination. Based on this, the
service link of agent annual inspection is reconstructed, and the design strategies of reducing user independent processing
steps, enhancing user service process perception and strengthening platform service certainty to reduce service interrup-
tion are proposed to increase user stickiness. The introduction of process chain network analysis and service process re-
engineering in service innovation design helps to focus on business pain points, insight into user needs, and formulate ef-
fective optimization design strategies through modular decomposition and reconstruction of current service processes.
KEY WORDS: process chain network; service process reengineering; agent annual inspection; service design
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Fig.1 Schematic diagram of the basic process and pain points of the service platform's agent annual inspection business
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Fig.2 PCN diagram of the agent annual inspection service process
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Fig.3 PCN chart of agent annual inspection service process based on value proposition identification



943K 5 104

REOVEE, . BRI RREE R L5 AT A A AR A AR 55 B0 173

0t RISt
7777777 WgNE | REXE |2 EE%E | RESE | HUNE | BESE EEXE REXE HE
- ‘ FFETE
susrmiRs | AT ||| s ||| ERECE A5
: \ : HEAER
ERDASR ; TRIBIT AT
il I 1| EAVDAR | (RDASEF)
| : SIERR , B grre | | osese
R : ; Eggghﬂg LIRS FRAE
gz e = B,
AR REgER. 2
s | | EiEER
HEA 1
(RDASFIF )
e | | i sen | 2@
V.
——————————— TR
SR (e || |
eI |
1 B _ENE L st
BEAE > | NS LSS
i . T
A wgOSE| i
HOH !
&, oW N R S SN N [
B || A |
B [
|
ST HIAES
7777777777777777777777777777777777777777777777777777777777777777777 AbPRIRERE LN

Bl 4 i e AR 55 T PCN ]

Fig.4 PCN diagram of agent annual inspection service process after process reengineering
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