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AApsHo =2, 2011, p.17

(18] &-33], “Aujanzele] Z2A~ e 9% AA S 2o Bt A7, SYste o<t
4, 2012, p.16(H+4)

[19] http://www.service-design—network.org

[20] ol418] 9, “FF AA AulAriAR B Wolo] B A7, FRYES, A28,
A435, 2010, p.3



2. AUATA TR2A A} HHE

1) ZEAAe HHES A9

Ael ARl 7B o7 AFgAL S Y &I (User centered design)oll 7]
Z5tal ok REl=Moritz)7F Al¢tstes 69A AB|AYAS] TR AAE HE,
25 ZAFste] A%, v, Ao 24, Bf Y 52 Tofsty o

3t 7HsAde ZHE o]d] @A(Understanding), &St 7|5 AAsty HFHH
Mde] zed 25 NS H, AFARS] Hejel A8 Hst=
(Thinking), ofeltjeolet A& 7gst= AREsl @A (Generating), oFolHol&
AHsty £F A4S Hrlol= ZE Y @A (Filtering), ofoltolet AA-S A]Z+3}
Stal mE A4t Ay eE EAStshe onsl ©HA (Explaining), &5A4,
EEFo|n, Z2AA F& AYPst ARIAES AASte] w&E st A

83} oA (Realizing) 2 A H .21

>
i
N

o

Kl

g oYt and iey
and g

Selecting the D

1¥ 3y BE=o] MujAtiaiel TRAA

[21] Moritz, Service Design—Practical Access to an Evolving Field, working paper, Koln
International School of Design, 2005, p.149



A Au|Arzie]l Aol ofo]t] @ (IDEO)e] Z2ZAAE= W2ZH(Observation),

R

ro

2 E ™ (Brainstorming), /T = Z2EEFO]F (Rapid Prototyping), 7HA
(Refining), A% (Implementation)®] 5TAZ T, o] F 3TA < #Huj=
LZ2ERO|E =ES SASHE B4l Uth. ®mE Z2EEo|ZLO] whEi} £7
= Tl &l ARAES FckeE Aotk F=9 HARl gheE
(Design Council)2 497 ©E& ttolof2E 2l T2 AA B (The Double
Diamond Design Process Model)< AlAIgtHt. 48A Z2AHAE Fof A9
G e WHESte] 2o AH|AEE BRE St 54| Sl 11 9
N BT (LivelWork)®] 5&A Hzel g A~ ~Ausl @B ool
(Spirit of Creation)e] 4947 DGSE ZEA|A, =] A B]AT 2RI AAIQ] H ol E =
o|£9] STHA MB|ATIZ] mRAA Fo] Ut o] Rt AH|AHZRQ] L2 A
A ZF 71dnte ARgShe B0l B A mRAE O] Ao wet Aol glo
L 71229 Ao Qlo], wARHE SRt AR @A — ZAIE oefste &
A dA - FAE BYste AA 9A — ZAE Hdst] St +E 9A —
TdE A= Ad & T FAS TES Hth

2GRl AA] 2 71 ME AR ZRAA
£ AYe A=, FAAY 2§ JHL 449 Atg 24N dHEER St

Hu

rr

—



(E 3 AH AR A 29 9

194 29HA 3GA 494 STHA 6HA
Design Council Discover Define Develop Deliver
Live Work Insight Ideas Prototype Delivery Specifying
Engine [dentify Build Measure
Design Thinkers | Discovering | Cconcepting Designing Building | Implementation
SNOOK Discover Definition Design Delivery
21; g;tﬁgi Discovery Generation Synthesis Enterprise
IDEO Observation | Brainstorming Rapid. Refining | Implementation
Prototyping
SEREN Discover Syhthesize Design Specify
Peerinsignt | Nedds finding | Syhthesize | Development |Implementation
teaminterface | Discovering Concepting Prototyping Specifying Testing
Moritz Understanding Thinking Generating Filtering Explaining | Realizing

A 2fzEel B ES ARla A9 EE B v2yards fEstes A
2 Eqds dn ARlE HAo AREEHE AR e fAdle 28
AREAEel Fedt ol gE 9 Ade A= ol AHla
o Fde FAHY ez A eE, BESISt] AAHA AB|2o Fd 7t
AE =017l fit ABlez wie Fat g2 I F8 YHES AuEd
o= 2o

(1) o= ofAkT2ty] (Rapid Ethnography)
ZAAT 248 ZAAARE) AVold A% Bo] Mgt

og 129 3L olsfetn 17el

=
—

Ic
[6)

[22] #4138, “S&A tAl AFYAH IDO)S &g
HzpRItistd AArstel =&, 2011, p.30

[23] o], “AHlAbAl THoA Y] FA BHE tapel AP =4
ZQIefstd A AR 2011, p.19

L -

Aulz A1 @7, olshel Aot

A7, olgtelzirfetaL o
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(2) #1x=%)(Shadowing)
7

Z[24]o|},
al

I
—

ol
To°

0
wjr
B
Ife]
_ZE

)

ol

(scape)@ ©]F0]

I

a)Ap 270

(Servicescapes)

1L

7ol

A
LS

°

LS
214]

A H] A (service) 2}

(3) AH|

[25]
]

K
~
Ho

Jl
~
Ile}

g 74

2 AH]|

ot

d

Bo) PAE 3

=
=

g olgx

o
TR

H
]

CEREERLE

T

Ry

o

A A7,

I

= WEs AuliaiAo]

k3|
=1

AZ Ao 27
Vol.10 no,2, 2008, p.66

“
=

[24] SK &=, Human—Centered Innovation Team, HCI method cards
[e)

[25] Ibid.,




(4) Elx] L2 E(Touch-points)

o] of E] gl (Miettinen) ¥ FO]H] A E (Koivisto)7} A|AISH B 2] EQJIERTI= 11
v FEAEe] ket /39 HEHS Aot AASA7]7] Sl ARREE
WHjoltt, &2 wof Hole JHHAEHE MES FHO=E o7 mEel, 1L
A Aol WA JAT opeFet Aol IE AH A AR Fol digh osirt &
FAojtt, 17 FAA HIToNA ABAHARRlE 1#HT 5 e FHES=R
IOl A{AQ ARE AAET oyt FH1Y] Qdaw, WAL, wid, FAL

. BAOIE & AHA T AAA e Be o] ZobEnh

AFLY
MAIMUSER ACTIONS / INTENTIONS PERSONA
TOUCHPOINT CAFTURE MANAGE PLBLISH / VIEW
DIGITAL CAMERA (. ] o nn the move
[ MOBILE PHONE (] (-]

[ PC APPLICATION L+ ]
[ WEB SITE/APPLICATION
—
[ PORTABLE MEDIAPLAYER @ |m
[ PRINT MEDIA

HOME MEDIACENTER/TV

" 4 37040 mE EAREIES] o

(&4 http://www.servicedesigntools.org/tools/108)

web HAEIES setshs AL AHAZ ABEA ST 5 e 2
Qolu} wrEolof & AUSS olsf8IF & QA HEoz WS Fasit 17

[27] Miettinen, Satu and Mikko Koivisto, Designing Services with Innovative Methods,
Helsinki: Taik Publications, 2009

28) A9, “GelE B AMAAAL AAAL, sfelstn At et
=, 2011, p.21



(5) 1174 o7 W(Customer Journey Map)

ARG MBIAE AESHA He S Aostal, I Aol A=
ZEE FASE] AR Alde AlAeteted AMREE WRelth old g
= ol =oll Holx| ¥ AHAl Muja MAe AAHow mped 4 Qo

Al
Al et ARAY B wdd gAadle Agd & Ao

)

Provider journey Customer journey
[ peymers
5 ZExtaly H7|M 24, %
AHIREE  nxiajels TAMRE RIS it e W o TRMEI]  RSOMIEE
] 2 Sl

W S HE e =
A et 2t I :

AHIKIOIA|  AHIK HIZIA O] 2 AH|RfRI4] 2]

. t PRRTRRTTY 2H|H| 2
Touch Point Line of Visibility 2H2|H[ 2RI NONE
HIgsiY HEFCELo| SN nformation 2Ix|o] &M [P

reS[rucIuring SMS meszages 82

3 OUT eyetem e it
Guide bock HBhof| Clal R el
RED CARD
aystem
AEHI2
A&HES Remodeling SMS

Tax bill

i ahero I 2 gs. AEEI0] S o2t LT [ DT N EOETNET i, S
Oleiakge chat 3t EREEL) HebwEE o T RS S vEe 7] AFEEIO e AR
A Eate A wE ARk ST o2k o elalElz g Hi A

<1a 5 —1714 o:]z% uﬂgq oq]

(FA: gAle] o|ni ojux] A% ZRAE AERIA_TRAR A4 ET)
ASAERFE Tl LA MBIAE olgst= # W FHE WEst= <dH
9 GAA g, JER AAAEY] AFS vgeR g9 meg Wt

[29] &4, EHAZJEE Heotat, LG Business Insignt, LGHAAFY, 2008, p.2



(6) o]afi¥A A W (Stakeholder Map)
MBI 0] olsjRARE AFoJstal Asiol & o} AE FAHC=E npef
szl 9fsll AbgEE WHoR, B4 Au|Ae dHH O a4E mhefshs

0§88 WEolt AW, 24, WAL 5 I oABALEY FEAE
X
=

B ey
®w U] .i ‘ SR AR |

Az g - opmmem FrsE e :
P WE L2l Hah et 2
b T 4 L : 7 CmRR TS
L - e k : s
o a m' Q 4 Heny ~, 'P_"T—!lll i eam KT.rmiIHéJII Srmaiplo| GEE N

| auad wnEs  UEed  @scd i i “
i a!ua YT SR 0
-ﬂal-Jh quﬂla 2
. o e ‘ °

MHACITIRA <o CIIOIL

"'I! Wk T R s
sl @Ml oY
sixi RAria@aige [ i i :
ML o i mmomS oy am
: M et
9—---.%“343& - St i oHas 3l Amu .
b SRR i s .
AE A olmoj|) e, - SEAR du a @ -
it o T T . : \ !
. L A% ia : n -phaeral mém : 3;1 i B
Haug ! ¢, . . o 2 i
o otz e A d )

et '+ oLix] M A
Al DR TR LRI Lo anjotata waE o

T e LI TEE ]
i ETER S
Rt

choke gl el

A" 6) olsfAAL el o
@A OAe] ol oA A7 mRAE HEuTA A A ED)



(7) B QA EY (Brainstorming)

1939d @ A2 (A. Osborn)oll oJsff Aete HeJAERE Yo EoJo] UF
o8 GAT FAO Hoto] IFAE Eota, LA AHFTAES Bl
feldolE ol © 2 ofo|tjo]E Zroprt= W/wolth. BQl
AEROA Fa3 A2 =EH ofelfolo] tiste] HlES StAY HREE 2
& WA gotok st o7 AgrEe] AHEAl AAG FoA ofojr] o]
TEotol A A BASof gtk Aot A Frofl Alghol

2 glo] WY THAS 7Y 4T Fgo] Y@t B

ju)
=}
rlo
(e}
-
lo
(0]

Qi

2 b9 9ABus Fo AgHE. (Dorelyofe] <ol HFsteH(Focus on
quantity), (2)EF1¢] A& HwstA] mteh(Withhold criticism), (3)AH-F-E7
TAslet(Welcome unusual ideas), (4)Zgo] otolto]E FAFAIZITH(Combine

and improve ideas).

(8) 24 (Persona)
1988 A& F 1 (Alan Cooper)ol 9 AL T /fgoz AZEoly A

HAE RS o oY B U ASAS oA, FAR SESE AL 1)
92 AW 8% IF FoIA AP QS AP Pl vl

[30] £2E(Alex F. Osborn), Zog/id-& $13F w8 (Applied imagination), -S3}8kAL, 1999



Aol 17} M| Z1HE(Customer Segments)“ AE< o2 o AJIME =
oz Fufe] HFH BHH A 1EFS AR, HEAu:s 1AS
oA WEAY ANE BHoZ ST BBl YFE AFHA AHgR
a8e qaor AR 4ZEY] AL, AAAZ AL, AHLMA
AL Fol Bopol A ALgA AT W wAY Ak YL AT AR Wl of
L= o.Bl H24u+= 37 8 HE2AY(Primary Persona), RE HZ2
AU (Secondary Persona), 57} 24U (Supplimental Persona), 2 =
AU (Negative Persona)® Hw, Ltz o g Apgzt 27| 7HEAY, AF, fd
7], Hzay A-Ystr], A% Aol 45, AAe] Ant, AuEe 24,
124 Qulo|ES] 10ABAE A7 Hrh,
PERSONA NAME,
“Persona categorization”
Narrative Personal Information
Lonem ipaurm dolor S amet, consachotur adiprscing ol Mam sodales lucius risus ul Job: Lorem ispum
luctus. In at odio vel el thoncus pharetrn a eget mi_ Suspendisse quam oo, accumsan  Locatien: | odem gum
g Susapilin, bncdunl vilae Mmagna. Proin Msigue nis 8¢ quam rulnuem ul Semper Age: Lotem itpum
meturs feuQial ABNEan Kiborms, &41in Semper IBUGDUS, o BICU TBUcibus sus, ul Status: Lorem ispum
CRONISSIM NSl M0 Lorem ipsum dolor sit amed, consecietur adpiscing elit Nam sodales  Hobbies: Lodem spum
FUICHLPS FiSLFS U BCALS. I &1 0080 el @lit MonCUS pharetra & egel mi. SUspendisss quam i i
<0, BOCLUMSAN 80! SUSCPItin, Bncidunt vitss magna. Proin irssique oo, pharetra a Domain Information
lwl'l' M&umoﬁnmmmn mﬂmm Loremipaum: Lotem Spum
Proen inishgue niesl a¢ quam nulrum ul semper melus feugial Aenean loborks, est in Lo lpamss Lown Bpom
ST [ALCIAS, W0 AFCL EAUCIDUS 1505, U RN i OG0 Lonem ipsum dolor sit
et CONBECIBtUN ACRPACING ol Mam Socales cius fsus Ut hudius. In at oo vel et Internet 1T
o Enperience: Lovem rpum
User Goals Our Business Objectives  Service usage: Locem ispum
Our persena wants io: W want our persond fo: Favorites : Lofem spum
*Action 1 +Ackon 1 Delighters
= Action 2 *Acson 2 = Lorem rspum =
:z: -m: Frustrations & Pain Points
w Lohém ipum »
" 7 m=24au9] o
(A" http://www.agile-ux.com/2011/03/08/a~day—in-life—of-
an—agileux—practitioner—personas/)
[31] o2&, “AH&AF dEHo]A TapQl oA o] w24t 7|y 8ol Bt A7, =zt
JEH E st3], A 225, 2009, pp.275-284

[32] Lene Nielsen, Ten steps to Personas, HCI Vistats, 2007



(9) A= 2 7|5 (Scenario Analysis)
AAGE S5 vEE avHoR JHUEs AAE FHESR
A PH AdHE AE FEY = AvEier Tes) HA
= mofste ulA ST BElolnt, 2l A] AE yARler AZFAT]
Alx AdZold HEAus FAFo=E AF D ABAYARIS TE6H
th.B4 o] 5 T ZEAAE AASISt] v ARl tiAstA, Thset B
gope AAFor wetalA Wb Tey AdEle ZAze] sEd o8 A
Geleol o] g SWA ARA dZet el B ek

T
= g oo X
O T

rn

A

(A" 8 2EIHHEE o8t Ay e 4

(EA: http://www.adobe.com/devnet/fireworks/articles/cooper_prototyping.html)

dutdom AuE|le A2 A, Y M2 e vgeR Aus

HAS dEstE HE2AUE FE5HE ©HA (Persona), HF AH|A AY A F

[33] W E = (Peter Schwartz), ©]0] Az}
ol

H 20¢ 3, 2003
[34] o2l Z&=(Garland, Eric), BZE ¢+ 7



& A dis] Holsh= DA (Define), 2EZEE T2 T3 F2 A
de Bdste 4F TDARealize), AHSAY WEAFE0] AU 2E HAES]
A BYE e s A Bde EEche HEAE SA(Tes) 2 4.

(10) AH]A Fd T2 EEro] X (Experience Service Prototype)

AH 2~ AdS AlEdelAd shr] fsl AR 9 Fa, ohfRt HAZRIES F
Aotal S AH| Ao BAEE AREAN, A, W7ol Foistel 7HE oA
Q1 AE|A 2t S AAlR FAS Hie Holth.B5 o]2e RS o HArel
Aol FAAL FEoA ] theFet WHEC o =E% oteolHolEo] HA

Fa% A2 ZrEFo|xo AL oty A 7t
Eo] Hof gttt Holoh, Aok At ¥hE Ak S B ofelt]of

HOME OFFICE(actual)

19 9> MH|A AP ZR2EE|ILO 4
(A IDEO, Town Place Suites, Marriott 7H3 A}=)

, AElAaTrl At etaetm A 2008, p.124

[35] 23
HAEBIll Buxton), AHEAF A AAA], 2010

[36] &

r“‘ﬁ
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o
=8
=

olz A|ZHAQl ol Meiy Al mpAHEWo et T 4 gl

E Customer Customer Customer Customer Customer

% % Arrives pays bill waits raceives order | | departs
-

I| ©

E INTERACTION

8 Greet Take order Server bags Server

[ E Customer order " delivers order
@O
= | i LINE OF VISIBILITY
5 ¥ |
‘g Order Order

w 8 transferred |, Prepared

(O] to kitchen

= I

(_!|_j e LINE OF INTERNAL
©“

6 8 Sales tracked INTERACTION

I &

o =
o
g
a

a8 10> AH|A EFTYUES] o
(Z*]: Thomson Corporation, 2008, A+4)

(A" 1002 AHlA EFTYES 7|2 A4 948 0otd 4= Sl 249
A=, 3A ARES] 7HASE JH(Front Stage)d} AH|A Ay ZAFEE]] H]

7IN 3 G (Back Stage)= UrolAH, Aoz uAm FAY 7He] ZHF

HElATA SR A BBAEA WA HFATLT, olgtelarthet thehd AAbet

[37] @44,
22010, p.31

IS
__'_
=
i

9]



ol A5 TAE e+ A5 284 (Line of Customer Interaction), 117H9]
wol Holg d9xt Holx e d9Y AAE onste 7HA 4l (Line of
Visibility), W5 (Front office)@t FHAF(Back office)7te] HAAHA] HF
2k 2 (Line of Internal Interaction)© 2 238 Z]o] Fit FHe] =Q

-
aa50] 7ledH

2) T2AN|ALL FHES A

AT 2 28 AFHAY 5 oddt Zopelld d2] AgEHL e o
2l 7h&3900] B E tholobRE fzpel TR A AE 20059 A 7HeEo

AA 4 JAQ 7199 22Al~8 4% H, 35d= AEste g A

THE DESIGN PROCESS 7

/ Double Diamond Model
DISCOVER DEFINE 4

DEVELOP

‘\// \‘\

(1% 11> G749l 7hezo] HE tololEE tiel ZzAA By

DELIVER ™~ ,

[38] Mary Jo Bitner, Service Blueprinting: A Practical Technique for Service Innovation,
Arizona State University, 2007, pp.8-9

[39] http://www.designcouncil.org.uk



FA (Discover), 2] (Define), 7 (Develop), A& (Deliver)9] 49A2 A4
Rom, EALE nde A0 Qlo] A (EATA) — FHEALY) —~

5]
SFFOANE) — FHEAIAD) 9 HERGS AATA AH| 2T AEelo]

Ha, 19A @A) M= et B2 &9 AERE 5+, A 7HeAde o
e g JESH " PHEC=E S5t 5 AdstZI(A Day in the life),
P& (Observation), 41X (Shadowing), ©lsi&A =t W (Stakeholder Map), wF
| B 2l wimd(My Time Line Mapping), = <l F (Contextual
Interview) ol Utk 2@A(HooA= 1948 AiaE< HEor dfdxt
HutE E&5% F, A9 AH9 9 TEo] MPH YHECEE 1A oA
W(User Journey Map), EIZX|ZRIE 13 (Touch—point Mapping), S=AHFH
(Clustering), ® 24U (Personas), #FI= W (Mind Map) 5°] St} 32A (N
Mol de dod ZASERH ofoltolE SAIA ZEEEO|ZE A%, H
£Este] AdEr TN WHEoc=RE JIEHE TR EFEO|Y

O

(Cardboard Prototyping), X A#A 2] (Concept Sketch), AH|A A ZZE
Efo] g (Service Experience Prototyping), 58742 (Co—Creation), #FUY# o]A
g (Communications Mapping) s°] Sith. 4dAED A= A S
TZ3tstal sfd WO Ao, aed, A=EdSs SEcH HH, URlEe=
£ 2EZEE(Storyboard), & & °](Role Play), &9 °]7] (Filmmaking), 7}

olEgtel(Guideline), AH]A BFIXHE (Service Blueprint) 5] Ut}



DISCOVER DEFINE DEVELOP DELIVER

O™ 12) MBjanze] ZeAzf e 28 YHE

(1% 1% Aulabgel ZzAse] o PHES Feld Aelth Ay

AtARI] A, mEAlse ukeh ke WM Ee] EAfste ojeld YRS

o BgHor AgEE Aol S0tk oA, TEAAL 40 Ao

5% 48" 4 ol WHEelth Aua BRIdEl AU AY ZAs
At ey 19 sigke] BE fHE oAwawE, xS

olslgAA W, SeAH, HIE P, sto|Sekel Fo] WS u

FHo| EgshA e, ZaAAe
o Slol Abxe] Sat 49, AASE ol WA fr1Hor AgEe XA



3. 9417 pRoH el AulATR

& Al (Innovation)o|& goj= gtedo] ‘Innovareo]A U4 Aoz ‘Nge A
S (To make something new) 2= &ul402 1 7 F ol Yj-go] ulj¢
B fiotet. wheba] A GohEnt ofyzt Abglst, Aeeh, lRot o AFiot
woF 9 A, AA|5t F vheFet BopolA eSEet B stEe At
o] lojgtrt. PAT} THH thEH HoE AHEA (D42 MEL ojH A

dote A JY, QAAEFC] A= HezEo] osiA AP ==
A, QAP AL HEA AA=HE AE I AA 5ol Aok A #\A Fo

t A el S ouista gow = wA gele s

-

filo
e

o
=

e el

HZ Y MH|A A

— -
A Al 71% sl
NEEE S Pl WELMES

(a9 13) g4 ¢4
(4. Roby. D., Designing Oranitation, pp.426, 1991, A+4)

[40] o= M. Z* A (Rogers, E. M), 7189 &4H(Diffusion of Innovations), 5th ed., AFY
Ao]HE A 2005

[41] olF+f, “BIAH Zledilel mAE IF adol B AF7, <=dictn, 2008,
pp.7-8
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o
o
1o
rlr
i)
>,
fu)
L)
o2,
ool
=

9] wet =7 WHsbs gt obnb (Amabile)
o] ¢ditol OstH 7Yg& U LR Stk S4lolst 714 AAY AIE Sl
71FA YA LA A WSS o]FojUge kel42lz ouditt. &HH
(Schumpeter)43l= dAla MER AFo=N Ao d¥< FXAo=x nty]
(Creative destruction)sl= WSR2 A oJsldtt, E<(Tompson)S A& A=
= ZEAA AF BEe ARAE ZAA FHzxE AA, 8, #%5t= 1A
olgtal Aoyt EHADrucken)= B E A= E M2 5

g5o=z Aostytt. oot g2 Aos2 A4 stue 7Y gFor T

rr

R FEE AT 4 Aok obEY HAL gREe] A gold BB
919 Adolw Arqe] TxH Wste ARt F9lo] Mk FAEHI AAL

[42] Amabile, T. M., A Model of Creativity and Innovation in Organizations, Research in
Organizational Behavior, 10, 1988, pp.123-167

[43] Schumpeter, ]. A., The Thory of Economic Development; An Inquiry into Profits,
Capotal, Harvard University Press, 1934

[44] 1€ =& #(Perter F. Drucker), TME IZ&ACl st @A (Perter F. Drucker on
Innovation), = A|AEA}L, 2006, p.20

[45] 3G, Az/Ye] FAFFI AYaPe] B A7, YARSL Autehsiy
. 2008, pp.4-6



Flolet Aol 7Y AFgEY] MRS 27)o Este] Aol
ol Zatgon], 7195 §4 wEe o2 A48 58 2
of ARGThUS o) F HFH Adom AgHs] AFsHA M2 A& o
A

FoA sHAT A2 7w SHE 7|99 FAet kY

8441 MHIACIRIOl T
1,2,3709 + INNOVATION(VALUE)

YBALE MH[AC|ALQI CHA|
1,274 + INTERECTION

<19 14) AB|AYAR] 497
EA AE2hAQ] E2, HARIAAEY, pp.23)

[46] TemaNord, Understanding User—Driven Innovation, Nordic Council of Ministers,
Copenhagen, 2006
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. A ATRe 87 24

1. ¥ zY 2~ 27w st
D) AulagAea uzgs sAws

Hulatiaele] B4 Bggolth 449 AnE mEo] 2ol BHA 9
d 79 bala ga quaddele] 334 Ent Auls AL H=Y
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[115] http://www.ideo.com/work/nurse—knowledge—exchange/
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[116] Satu Miettinen and Mikko Koivisto, Designing Services with Innovative Methods,
University of Art and Design Helsinki, 2009
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o]~ 2011.10



Environment Analysis  Experience Design Design Outcomes

Hi;iﬂw Service Design
‘- --'.‘ BIE?;':JR"LU\::\':N ’l“"--‘.‘\ Contextual f,- = “h ‘--- “\
A ign Ul Dasign
’(.')bjectl\a'eslI compettor FHypothesisy 2%, 'Concept ) .we..m‘i,w; It Dell\.'eryr \
\ Poisom ¢ e | bmeMe ¢ 25O 3, Senie Design 4 St scen %, SW Devlopment |
P: o LI Desi
"’s ’o' Customer “«. am—pmb: 4 Coarain “\. it /" GUI Design “s.‘_Mm‘d 2 4
et Ll Segmantation S Workshop e Vizual Concapt ol
Persona Idea generation Main Fage
with staahoidars Al Screens
(1" 33) mEtte| A5 E(FAN O] ZRAE g A|A
HE ditE &2 9o 4 HHES dEcte AT A}, T AH]
2 A0 =E7EA] of 27Eo] £AQFH . mEAAo mE PSS A
B, 94 2R toq sduze] FREAS st dRstel dERe
A=t AA A4 g A2 2SS o= 9 FGI 55 AAste] 24149
TE 9 BAS AYstey olF EUE f=24Yy Elg(Persona Modelling)
2w oA glo] SAHATI2L H2iAy BYURe A8 2AS E9) A

FA AR AH(Archetypal user)E E&Sto] AB[ATARRIC] 485t WHOo=

d 14 OFe EALS TEctes WHEC|t 022 o] ZRAHEA= (1)7H%
S (Family Fred), (2)71€¥d o|HMEY(Event Elbert), ()TA A%
(Wedding Wendy)®o] 37} #2447t =S5 QT

I
ol
)
)
)

[121] A39Y, "F87149 BEHEOARARE G Z2As 5o digh a7, redietn
A AR =&, 2012, pp.99-100
[122] <= 9 (Alan Cooper) 9], HAauUz 445t e tA<el About Face 3, oo]&Z&

o, 2010



THE Ao Y 7 OHIE & oA oEE Y

@ ramily Fred [ B} Event Elbert (® Wedding Wendy

g iid
- HREHOR UHE 00 AN S - HE 305 0|8 wy - B UE 200 094

R THRE) U ATHE B *HY HER R Y sIEAEHD M DENE WY
=W EIE OfE 38 UE FTEE0E HHAR SN = Y ERE G W =0 528 R
- B2 8 UEDE B Y 0y AN EHER BEED Sy - fishs BE BHAE TEH7E Ul

" 34) Hzay 299

Heaue] &8s Fdl =2d AULE EdzE EZALIEAHF, Ad
1

~J
N
)
1o
2
>,
0,
R
s
ul
_\'I_‘
H1
T
g
32
)
H1
T
it
r ]
>
)
ul
rr
)
I
k)
_O‘
>
N
[N
T
olr

7HA Sl Fdoldt s2d o2 w7] A (packaging) H . EAOl 2427l

AAO|Ex AL ERDUES P oz ARSI AHL SRIUEE

AH| 28] BE SPOA 22 o] olsjuAAEe]l 1AW adHor 7
ol

=

=

3 4 QA st U0 slolEs AT AlBlew Ay oy
A

[123] gt4"d, “Au ATl SHolA F3AH|A B2 BeFd", olstofziietn of
gol=2 2010, p.31

IR

ki3
of



SEVEN
AVENS

STEP | JULEN -3

Service Blueprint

~Pick up AMH|A

| A | 4l 018
PHrSIcAL £Hojx| 2apoloop 489 L ]
i ::f:'zf:}; ki 012t s ) ke Qu;'i” EYCES i:g;': suzoE
|
POt [ 1A 21 B ] [ ME|A A 8 ] 27 HIAT) e
LINE OF INTERACTION
ikl Pick Up a2 Wy 2y =2 Hols2 Ty mEA R
el ) 48 E o £y olg Hog ymyE |
LINE OF VISIBILITY = = = —— m e e — = 1— ———————————————————— 4 ————————————————————————————————— p——
Ab|s e e ;
Ml 2 Y eg
wzs HERA o013 2
MH| A MEE T sty 1y
s
LINE OF INTERNAL VISIBILITF
Sllrdgn/ MHIA ohy| B We *1;|¢
|ﬁ\ g D7) 2235
IRCEET ]
(1Y 35) wetrtol2zE@(FANY] Auls 2RnYE
(A9 3550240 77k At & HAA B[ Lo Hiet AH|A EF I ET
wAo] HYAHAES o|gsPA Hi THL A7te] 52| what HAEAE}
APAA AE| A0 AA S5 AAACo=R HoFes Zo=m, 7HAA(Line of
Visibility) & 7]&02 o Holx= HuH AT (Front Office)@} Holz] ¢

H A (Back Office)® FAAH
of mpetgh

Q% aas

o

—

et

GRS EE

<l e}
__/’\_

EOEEDPSS

°l&

A He Aolht.

B8 it Au|A7F AP

_4_4

=

~ulE gehel oofA| 2wl whe}

[124] o]4ds], AS THE FUTURE OF DESIGN Case Study, Service Design Seminar, ¥ <¢IE |

o], 2011.10



s 84

©

o

—

457t 2

Q

[}

1=
T

4 o]

A

ol

]

20119 69, 940 27}

-
—

27 AHlL, FeA] A, e A
ES

7] 2] of|eFE Eot 50%(2011.9)=

ALd 2= A

T}
chE At AT

W
Tr
ald

A

() At

251 3 437}
4 59 99 Ugel A

o] &35}, 7140l A
Az, 2eeleor A

=

2 B
FEAA,

27 &%
NI ES

=
T

sto] (1)

7%0

1
s

2

19 =il ARl 24 23

ol
£

24

H
H

<

=

1A, 424

&

&
24

=

A9

Al
SHEA Ao ()

1—

=
S

197
A

n
ar

<

o] oy

<]

2A

I

TO
‘_HUI
=K

oo

o
—_

o

golo] ol

=1
St

'BO

© 1, 28R dehton] olx

<

oju

3

ﬂ._.mo
~A

71 EAAe] T8

=



PN U E
KA =
Nomom § RAavTEE AT E R R R
| ™ woer AW E D el N
_ iy 14 — jont = T < ~ =~ 0 H T
R H ) < T o < o E 1 7 o X
o T o S om A g oy TH
| X <| o my o < F = of H o _.EE o_a = X
"o < ol [ o COC — m._._ do s = o
do B o o ey o <] OA o ° = i %
oA KO o AN M X T o
D e NEHEE BT ¢ "B
oo o J RGN R B
o| D_._.c X 1T N 0 o B 1;” N mh o HT ‘m_vﬂ o
fis ,_HUl . X ,_HUI 1Zr %o_.ﬂ % E_.u ~ .m o H Mn_un ,__Mo—ﬁ
o owm X 70 T owm X o - <] = T X T
o T x o = 5 m N T o % 5 ® < — 3
ook AT b T SRS I R T o X
T o o B BT oo X E T CI
© o M Nr X T o BT R om W= X o X
X R H io° oo W o g X R _
R N o= o X 7 X P Eyw TR
o T W om N I B S~ T " g so T - o=
Ho ™ oF w o N s T T 5 wﬁ H.;/m._ 5 G -
jite} — . — — —
ol T _M_ A Iy AT mm B % ol o o
T . R ] X a ToR
D = - T AT o B A W %oz
N 3 of q = — X ~ e
up B & g ™ g ® 0 E A om IO B A
e Wy W % Mo TTE m .. o
I . S B T o W
=m =z # 3 = g BT 2 xR m T g
oo & = Bwop BL g o oo omyoWr wo TS
= S W @%H%%W%Eﬁﬂﬂﬂ x 'R
o o o~ mr K = T 5 H o3 B X s CF B
~ 2) W = B o ™ W w Kl 3 BT L
GOl X0 T dw o oL B TR
R T o W N Tom oy x XE © B o
N " 5o IH D <k B e LG = 3
Mo = 0y = o= N ®
o o e LR e N §o
il oo e TR O B oF

- 87 —



=W AEAEz] A 4% 242 Fd =2E 94 8de 272 (DX
A 7Y, QERAA, (HOFHE 5 471 B AFA Ak £4& 3

Pshact.

[>
kA
rir
ol
rE
rhu
o
)
ofo
i
e
N
i)
X
i)
[>
o 4
)
r (o]
R
gt

ot oo =

=2 T-AntE &y Au]|AZEF 2 olo]]
Q7F APFE Almble AFEANE AEE AR didoE AAsIAH. G324 9
Aol A Aol B 7199 A=2 dx27F aF-Ho mEbA] oln] 4 o
£ AFolu st A7 Hitk=o] At E diEstrlof A A<
AtEle] HET BAS F9 AF7h Thesithe 949 oS 2ARNT Zy
A E By AEA o=z 245t FAA s SK HeElF A9l B, 2010
d 195y 49712 SK E#HH 9 Industry AFH2" 2 HCIHo| %13ygt
UCLA(User Centered Learning Assistant) ZRHAER  Algls Gdapelo] 4

Z R B Y RuAS 272 B4 Wao] met ZHo]A, B
2, 715 BAAETY QRS Ba BAE PPEgich Avke Ao Ae,
el YAolE 9 BEAE, B JAE 22 BAHY

(b SK €HF T-2A0tE 2y AsH| A A
20099 SK "alE2 F8 AFolMe 4% AAE /MAdstr] {8 PEGHY

(125] ¢4 &= (U. Flick), 22 544, +& of7idinl, 2002, pp.456-469
[126] &4, ARl2ae] AdiZ7t 2o, F=Hz2dd0-ed AAAEd Hd=fEalA, 2010

[127] K. Yin, Case Study Research Design and Methods, Revised Edition, Sage Publications,
1989



A A

20

ol

[

oo et 8

Pt

9

3]
EH

sty we Hofgitt, 12 [CT(Information & Communication

Asd) A== Al
(o]

g, 1 %

o

A7k flehs

Ho

0

o
i

)

28 =W &AM olet

b, A0lE fHto] A(Smart Device)S &

-

=13
=

Technology) 7}t

z}o
A

](User Research)& #
A0tE HY A AE=H(Smart

Z

PR, wEkA A 2 A

S

ks

B

Learning

o glol, Ff BHCNA Ak tiupo] 2

ICT 7]t

1
System) &% 7T AoF A

5]

=

¢}

ol
To°

1l

o
wr
o7

o)
il

wjr

o}
il

482

a1

4«
mj

H
Hr

A

75}

sz

wat ofuet o] 5ol

Tor

O
ot

.

$79]

=

BF

ol A

ot

o

el

Aze] @& AHAs

W AE[ATE A

]_

—

o

&

o Hekd EA= et

o

N

dEe g w& Auj2o] o

=

=]

b 29 RIA7A 2T Aol SK

S|
=

o] A7} BRow

Tor

Tor

Tor
Hlo
__i

o

=
Hr
<|m

Tor

)
oF

!

ﬂmo



oy

A

......... e

Facts

>
o
w
=
o]
0
- |
cg’f
0 {
Q
e
@

@
Initiatives
Define Find Analyze & Synthesize Ideate Develop

(1Y 36>0e @A SK Zalo] Hgsh AulATArel mA|zolt,

oty 27 ZRAEGE A4} oF 2B meAe Ju P 6o A
AulAtzel 8 A4 449 E2ADoblin Group)Thel AUE Fol A

ZZAAE QG-I o]F EEF, X (Whatif), ofelte 530 &

E = % 4 4 He HES AH @A
D2 AAZE AYEAR. A AR U= 724, oA ofoldo] k& 5O
AS 55 FFH oz FH YZ(Human Needs)E Zto} AL =& 71+,
5 A (Define — Find — Analyze & Synthesize — Ideate — Develop) Z2A|

25 AASHL Ao ST ZRAATF T-A0tE 2ig Au|27dof] A8 3

[128] SK Z#j, HCI'IHE ver3.0, 2009



CGE 20> T-2mtE Hd Au|2ofde] 488 e

oA HHE

Define Key Questions, To-Know List, Rope of Scope
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Observation, Video Ethnography, Be the Customer, In-Depth Interview,
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Find
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Concept Sketch, Prototyping, Hotshop
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Develop Mapping, Value Web, Concept lllustration, Positioning Map, Road Map,

Business Modeling
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® Analyze & Synthesize T4
ol @A FHL WA AMES EdlE AA7IE B AEHd 14 yz=s
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[ 3 Days ] [ Coaching ]
Planner Diary
Integrated F
Individual Support | Pace Maer ] = =
Bank

Delicious

! Evolving Dic s
cesiiy | (o]

Accessibility WIEER FEy R
ne
[ Connected [ Interactive Global
Post-it On Air Edu Net

Dynamic L

Discussion

(1Y 47 T-2A0tE 28y Au|Ao] dAE 2

= ¢ B2BARESY AST M-S S AL A (Captive Market) 9] W2 2

— 104 —



(th Almtle A 7HE A

20049 AAAQ] A A FFAA] D] Alpte(Shimano)= vl= A7
A Al AL whufjgre] Hls| ARE 2 A 9 AtfRbHAA dfEo] EotE Al
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ABSTRACT

An Analysis of Service Design Radical Innovation

— Focus on Research Direction of Service Design

based on Korean Industry's Status —

Kim, E K
Dept. of Computer Science
Graduate School

Sungshin Women's University

Various researches have been conducted as the significance of service
industry expands. Service design cases in the private sector have shown
two distinctive trends; one being incremental innovation aiming at service
improvement and the other is radical innovation for the purpose of new

service developments.

According to service related studies(Lovelock and Johnson), new service
developments for radical innovations appear to be disruptive, compared to
service improvements for incremental innovations, since the former alters
organizations' structures in the process of new business modelling. Thus,
researches on radical innovations tend to pay more attention to

organizations in needs for understanding the body.



Industrially developed countries recognize service design as a mediator
balancing the two parties of organizations and customers; however,
researches in Korea are skewed to the customer analysis. This could be
either researchers in Korea tend to focus more on customers or service

design industry is being developed in such way.

The purpose of this research is to suggest research directions by
analyzing Korea's leading service design business organizations. To meet this
purpose (1) service design industry analysis model is to be formed,
stemming from Moritz, Lovelock and Johnson, (2) previous researches in
the past 5 years as of year, 2012, are to be studied on the basis of the
data from RISS(Research Information Service System) at Korea Education
and Research Information Center, (3) prominent Korean service design
organizations are selected in order for focus group interviews and statistic

analysis.

Finally, to prove the necessity of conducting studies on radical service
design innovations, this research analyzes a radical service design innovation
case, "SK Telecom's T-smart Learning Service Development” in order to
suggest methodologies and outcomes of researches on radical service design

innovations.
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