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Abstract: Tourism has become the largest industry in the world. Managers pay much more attention to
quality of service, service level agreement to gain the prospective benefits. The service monitoring systems
play an important role in fulfilling service value for customer via monitoring the real-time status of service,
quick responding and modifying customer’s requirements. The purpose of this study is to propose design
architecture for service monitoring systems based on integrating service blueprint and event-driven processes
chain. The service flow is expressed by service blueprint, and the control conditions and flow status are
described by event-driven processes chain. The backbone of a service monitoring system is established by

integrating these two models. Finally, we take the service monitoring system of resort to demonstrate how to
apply the new approach.
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Figure 1. Service Monitoring Framework
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Figure 2. The basic structure of the Service Blueprint
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Figure 3. Service Blueprint of Resort Hotel
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Figure 4. Extended event-driven process chain
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