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ABSTRACT

Service Design Value and Innovation

— Semantic Resolution from an Empirical Study -

Heo, Yu—Jeong
Major in Convergence Design
Graduate School of Convergence Design and Arts

Sungshin Women's University

Innovation has come to a core strategy for enterprises. Innovation forms
for enterprises can be divided into two: the internal and the external. The
former mainly deals with cost saving and efficiency within the
organization; therefore, ineffective to carry out pro—active roles to tackle
the consumers and markets. This is why design as an innovation tool to
handle the consumers has become widespread. Design is a means to
differentiate enterprises’ competitiveness. Innovation has become the core
issue for design strategy vice versa.

Innovation appears as an important factor in service design. First, service
design is equipped with processes and methodologies to provide both

tangible and intangible values to the customers. Second, service design



combines design, management and process engineering; thus, forming
interdisciplinary and innovative environments; leading to new business
models and social values.

Service design value is visualized throughout processes and methodologies.
Various processes have applied to industry but they remain within the
format of  what the British Design Counsel suggested;
Discover—Define—Develop—Deliver. What is defined though the first two
steps forms general design strategy. In these steps various needs are
analyzed and the outcome of what is called evidences leads to the design
concept. various methodologies are applied to come up with design
strategy.

The purpose of this research is to suggest relations between service
design value and innovation; thus illuminate service design's future
directions. (1) Service design industry analysis model is formed, stemming
from Shumpeter, Moritz and Lovelock on the basis of the data analysis
from RISS(Research Information Service System) at Korea Education and
Research Information Center. (2) These researches lead to a study of
service design processes and methodologies affecting values and innovation.
(3) "IBK-KT Convergence Smart Branch Design" is set to provide an
empirical examples (4) Participating organizations such as IBK, KT and
Teaminterface are interviewed in depth and survey is conducted to verify
relations between service design value and innovation, suggesting pros and

cons of service design innovation factors.



	Ⅰ. 서론
	1. 연구 배경 및 목적
	2. 연구 방법 및 절차
	1) 연구 방법
	2) 연구 절차


	Ⅱ. 서비스 디자인 가치와 혁신 연구 설계
	1. 서비스 디자인 혁신 연구의 필요성
	2. 서비스 디자인 가치와 혁신 매트릭스

	Ⅲ. 서비스 디자인 실증연구
	1. 실증연구대상 선정
	1) 관련 산업계 분석
	2) 프로젝트 배경 및 목적

	2. 실증연구대상 분석
	1) 서비스 디자인 범위 및 방향
	2) 서비스 디자인 프로세스와 방법론
	3) 실증연구대상의 프로세스와 방법론 분석
	(1) 발견(Discover)단계
	(2) 정의(Define)단계
	(3) 개발(Develop)단계
	(4) 전달(Deliver)단계



	Ⅳ. 혁신의 관점에서 본 서비스 디자인 가치
	1. 분석방법 및 절차
	2. 서비스 디자인 가치와 혁신요인
	3. 서비스 디자인 가치와 혁신의 상관관계
	1) 사업의 혁신도와 서비스 디자인 가치
	2) 조직의 혁신도와 서비스 디자인 가치
	3) 사업과 조직의 혁신도가 서비스 디자인 가치에 미치는 영향


	Ⅴ. 결론 및 제언
	1. 연구결과
	2. 제언 및 연구의 한계



