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ARE9] 3 & ot At
AHo} -~ FAWord-of-Mouth), 1:1 AFYFA0)A
A} A1 AR AE7E o)A ’
ﬁﬂ' 9’1 ]' oJ—ﬂ' ‘]ﬂ ] ] il ]'—’] (Peer—to—Peer), i’%ﬂlﬂlcﬂ
Lkl »
Fx] o BHE gt Rlo] gl=rk B, | olH AHRpt HEer &7 shrk
et 2 | &4 Edgt sj2Alat A e =AY
718 =X A
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=

, TCo—creatione 93t SNSZA

AL, Sordistn A= 2012, p.4.
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ES HAQI =7 HHESEUHA gisEe Ay ZHEE AAbstal 4H|s
= AFZAQ Ao =w fAcle] fojstal gt o|Al= #AL fAo|yrt Tt
Y 71&d] Ea4dutor Haolyet ARt FEste] Fostr]= o ¥
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CIxto| \ S

oA HEHYR | 25%H28%)

v

AR S 7|t

(29 2] HAolve} diFe] elgras

[11] Prahalad, C.K., & Ramaswamy, V., “The future of competition”, "Harvard Business
School Press; , Boston, MA. 2004

[12] Firat, A.F., Dholakia, N., & Venkatesh, A., "Marketing in a post modern world",
"European Journal of Marketing; , 29(1), p.40-56.

[13] &4&, "oidae] gA4s 5 310 A 95, , Aestn 2Apeteleg, 2014,
p.12.



2) AT AuABHL Hol

TatetetE (Prahalad, C. K& 3&34Ho2 AZst= 7199 #-EYL 159
"ot FHoR AZsHE Auate] Bao] dnht thEsbel] the) (214 o
Zol Agstart.

(E 2> 7197 Av|R19] BHQ] zpo]

714ol Azsts ¥4 Az} AZbshe HhA
s, B, 949, uh3o] g3}, 71,
CRM, 2A1H, 7143 &= (ERP), DS A glo]x AEle] om E} gd =
RILS = Rgt hgu] === T &=H=, B, =,
1 ez o) it
Cho;c:/:oaid; 7 1;‘4] Diﬂ, Ziﬁ (The Point A8 B Acivities), AT
=5, Il 7]‘—|, =T, A= of Exchange) FA(Word of Mouth), 7]d, 4te
Az, AdAYAH, 7|&, 35}, ’ ’
o i (Stage of Life),
AL RED), EH=E

44|z} 2|3 E(Consumer Reports),

Aol BARA BHA WAL Yol BT /gL
o8| YRAQ H g &g, A B FPA0R Agstn ek At
AES e

[14] C. K. Z&stat=(Prahalad, C. K)&HIFIE ghatAetu](Ramaswamy, V.), T2 wla,; Al
FTAA, A4 o, 2004, p.74

[15] o), TA1Z4 BiE ofo|dlE]E Tz}l ﬂc’i% E5 3532 (Co—creation) ZAgo] BA
T-2HZF IA O uX]= FFF 0 AH|AEY] Fofrt B ofzmt BIE ko] mx= JFA} A
74 AH|zE AR Rojo] wizfA A, | Foldistn ‘1}*}3—1}%’4%—5, 2013, p.10
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() B4 oule] Watet bakel 2o Bay

=% AFolLt AVB Aetdyt ¢le] ojnz ALGH "fAFel'olehs Hol
@A) o2y FAAQ 2APEG ALY, Aux AERE FAE
AF o2/7HA thereh gejE AgHI ok webd dalseld AE
O A ®oohiet AgAe 2 AE, 193 Beld . Asla §o) o
2 mAEA FAHoR s AAHY WA Taele] Wa

SHAl = .

A}

A

ol
o2l

7|1sZ=2| AlcH 2 Alch AF2|E AlCh
SaN oix TAIK DI
Material-based approach Context-based approach :
4

HIRASIRAS SO & Z4 clxiel
7|54 Mitd S Cixfel (Emotional design)
(Form Follows Function) Aln|= Cixfel

(Aesthetic)

2 Xl
(Intuitive design)

SAQIE{m 0] A AREXHEE CIxtl AH|A E|xiRl
(User Interface) (UX design) (Service design)
QINBEr cixtel FL{H4 Clxiel
(Human factor, Ergonomics)  (Universal design)
At3|H CIxtel

(Social design)

azicixiel Xl&7HsE Cixiel cixtel 22|
(Green design) (Sustainable design) (Design ethics)

(25 3] Al seirked o] skl 2012)

[16] Bz Tl AulA S 919t Afuls ozl A4, As|diste AAREHI=E, 2014,
p.10.
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19704 & L AAST AE Aae A (anti-experts) 2 9]
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oo TR T ey e g
L
- s .
124 HES] FHE T, | —dAelvrt A4l | I A HE
19708 =— | —tztelyzt ZAlC] gt oigt | AAAAAAE &8 | T
19809 & | (Conjecture)S  AAsHA ok, | st BAIE 2. | —EHEIAH Z2AA
(BAITH) O|AL AH|ZAIZHE =t —tAole] AR} | —aH|Ape] Y=
(Refutation)& ¥+ A, 2 Z@o] FQ3t (needs) A A1

A9 AR T2 A A(Glass Box Process)gt Eall: A1AY HH=2o

[17] Q8% Foj=pel W=, | AZAL 2009, p.50.
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(Participatory Approach)olth. 2AIt) 22 tAplEA o] 2o s xat
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zIeelold AL tiafelet ARgALY] o] W] =, HReld]
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2) Az ool ¥HE AH-8AHE

(1) 7holA mHdE

7lol# W™ E (Kaiser Permanente)= ©|= Ztjo] v|gz] HAZW<lo]
oF. 20039 WEeAbel S 9 B[ A SRt S8V AddgEs AlST
9sl, ofolr oo A4 M-S o=ttt =4 FEE mAHA
AS Foll P B olgh= on|AE F55h= Aol

27 AL AR, & ARL Y dFeld, k2 BiE, ololdedlH na
g daeld, 1AL AF Sjste dRAoR AR d4 B FH0= A
oEL

EEEEL VNS QUE

AeH Z2AAE A 4942, gAQ] YA X (Design Research)—AE g
A7) (Storytelling) — B & 1 A E H (Brainstorming)— Z=Z EEFo] 3 (Prototyping) &
& ZP=glon, 55 fAQl gAzet BHJAAER oA o|sjHAAF W
o] AFojet W IAAEC] A Hofsts FE5HA 0] F2 WHESE AEEH

AAEo A HAAH AT

ofstal AMH|AHARl Z2AAE ©

(18] Al==2] = (Jeffrey Pfeffer), THHo]F o] (Human Equation); , A4, 2001
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5 * KP MedRite and NKE+

Designing and implementing human-centered solutions to improve the

care experience and work experience

(2% 4] Z2AF A4

>~

Nurse Knowledge Exchange Plus

# KAISER PERMANENTE.

e S

[19] © BEa}-2(Team brown), “Design Thinking", "DBR

[20] [1%4] https://healthy kaiserpermanente.org

Vol.11, 2008
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Dott & Dott07 Objectives

Social 1) MElSe| Xl &o| ”E JHMSH| 2lsH
2) Z{FLIE|S] Ar2[H EXH|2t LI=& Hof e Z317] {3l

3) 33 MH|A CIxtol =2 Eo AR50 HE §=511, 282 o|H0|
UIE|Of AUSE IS MH[2 WY & = A=F 37 2U3)
go

4) 337\ 2A 7| ol o7 B AIRISo| oo| HOlLt Z2TH|E LE| 7|
2lsl

[1¥ 5] Dott079] =%

(Co—Discover), 55 HA2A(Co-Design), 552 (Co-Deliver)52] TAE A

[21] ®3]74, “Design Of The Time 07”7, Evaluation Report form Design Council & One North
East ,2008
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People

Legacy
Designers
Dialogue Co-Discover = Co-Design Co-Deliver
[2% 6] Dott07 ©AQI Z2AA
FAofo]l o] Fofst= PP EA ddolA HEEH= ©HAE Y

St HolFo2H SHZAE MEA Hew, 1 ZAE 25t Sk
AQlol o S & 5 USA AE "Atold, AFTEet A siAE<t
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[25] http://blog.naver.com/iloveddp



cAax mAA 9 HFE 2 [26]

= =~

(OHuman-centered contextual research

ot olsfEAAES] A Uzt wA9 W, s ol¢E mefstr] ¢
Sl 37§17t Ethnographic research® 33t tiAFA &5 (FH), 33F
St (S, wAhel &84, 3 A, A3, ARl .45 E4cte T FAA
132 B4 Q HE= Foll =AE AYsta, wA 29 AugE A

@Stakeholders Co—creation

Hob AEFSIO] AT} A

MHste] Ft SA50]
@Sustainable Anti—crime Service system
H =

A&7 AAY A2HEe 2oty Sis) AGepge] FUEY FHEY

FAE wolal, ZE 2 e 7o dHAAE F=otaL, A FHlof <

[26] http://blog.naver.com/sampartners/130166957940
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2§ AEAbAY ZEAES A

o5t Tl AFAel7] mEe] HAEIt] AL HET 4 Gk WAS 7

ABlAbael e 7|28 0w AR S HAI(User Centered Design)it &
AA B HIste B4l leH, 24, T, sk 4 3w i
Folzte FARE ZEAAE A

[ 112812 ArjanAloA g2 AMEHA Qe "Rl 7les9 "Ha
tholobZE HARl ZeAA R 20059 YAl 7heEe] AA ¢4 ARl 7

Qo] ZRAAS BAG F, FEHL Agstel AL Aotk

9 (Discover), A2 (Define), 7 (Develop), AZ (Deliver)®] 49AZ 14
Hol Sled AT G —2A8 o ()~ H AR (&)~ A A2 (5
)] vHERA-S AXH PEE= Aol EAolth Ty AHIA HARgl nE
Hae H29A 4 B oA gl A8lA Hapele SAde= 3

FE Zolnt. 4874 9] FAHor WA e AA" HolAu 7 ZrAAE

[28] http://www.designcouncil.org.uk
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ABSTRACT

The Service Design Based on Co—creation

— Factors Derived from an Empirical Study -

Kim Mi Hyun
Graduate School of Convergence Design

Sungshin Women's University

Recent trends indicate that consumers are more participating in relation to
products and services. They play a role as quality managers, co—producers and
co—marketers, exceeding a traditional definition of consumers. These changes
provoke a notion of creating common values throughout co—creation with
consumers.

Tim Brown has suggested that consumers should not be regraded as mere
‘consumers’, 'users' or 'customers, but subjects actively participating in creative
process; thus, emphasizing active involvements of consumers in design process.
Traditionally, consumers are considered as objects of design researches but they
have a far greater impact in current design processes.

Service design is a human-—centered design method, focusing on customer
experiences to create values from the points of social and industrial views. This
suggests a form of comprehensive approaches in design as well as the
importance of concerning parties to pro—actively participate from the point of
defining problems to the finding of solutions.

The purpose of the research is to suggest co—creation as a service design



method which accommodates both designers and customers' needs. Furthermore,
this research analyzes factors which affect design processes and outcomes when
co—creation is put in practice. 1) The discussion of co—creation applied service
design are carried out on the basis of relative design ontology and theories. 2) A
form of empirical study are set out under the subject of "Service design to
improve movement service of Sungshin Women's Univ." The study is evaluated
comprehensively throughout the entire design process devide into 4 phases
(Discover—Detine—Develop—Deliver). 3) The target group are surveyed in
semi—structured manner and interviewed in a form of FGI(Focus Group
Interview). The outcome of these processes is analyzed on the basis of Miles &
Huberman's qualitative data analytic methods.

The results of the empirical study are as follows. Firstly, main factors
attributed to co—creation in the process of service design are 1) open structural
method, 2) pursuing common goal, 3) promoting participants' idea, 4)
decision—making process. Secondly, these 4 major factors generally affect the
development of design throughout the 4 phases
(Discover—Define—Develop—Deliver). However, the 4 major factors' impact and
contribution vary differently in each phase. In the phase of Discover, open
structural method appears relatively important because this phase is where the
possibility or the concept of design expands. In the phase of Define, promoting
participants’ idea and pursuing common goal play a more important role because
this phase is where design concept is firmly established whereas the factor,
promoting participants' idea, is more emphasized in the phase of Develop in
which various forms of prototyping is rapidly tested out. Finally, In the phase of
Deliver, pursuing common goal and open structural method are considered as
more important factors as design is completed, passed onto the client and

distributed in the market.
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