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Richard Buchanan(1992),
{Wicked Problems in Design

Thinking), Design Issues, Vol. 8,

No. 2, (Spring), pp. 5-21
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JHE0IX|2, FLMADARI2 Cefet AIHSE ZEots HE0(A ZoHel

St
SHZQIO 2 AMHEQ| PHEL SHANS Hatoh= A S419| CIARIN =FHE &
Z0|ct.
T H2|oj 2| SLIHAC|X}QI
« AAE 2 TS K0j7} 9l AFZ0| OFM5IT . STO|ALt BHEHD 0185k7| A1, HHE 22K,
7 AH2OIEE KIS ol 22X 51 O1S7| AEH B2 87|
Vs s HOHOIS F (HAIC 2 WES SHAS RAG| + JhSe B2 AMEO 70 HEAZ|7] et TALR!
S5t BT U B0 2 CIXFIO R 2 H3[0|X} R U
BES 51 7|F 4% - Corst MefX|Z £5t 7|5 K2
- =2 B0, =0l SO MHK, HAX 0SS -9 oI, 2H WOjo RR0| B gl BE
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- AE2, TTAN SO EXfts 22X BAMA, - 7% DTS SO 2a|H HAS HIERF HF,
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« TOHOI QI QIAHR So| TMO|ZZ| HAI0Y 25t
HE=
- . 2 KIRHIO| SUIBACIXR! Bl £
BRI | - WSO 0|SHO| FEIY
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= S 012 0| KRB A= * 19974 North carolina ZE{&t 22 =00 AT}
« 90ACHO| Z 0|20] HBEBA 1SS 2 L T T
ZAO 2 Barrier Free(SX0) HH oyx2 Ax
AHHHZA « ZH0RQI0| 0= U MAS 9|5t 0|20 == =e
AaE SOIELEI 01 % B2 #et A= the - HEJ|ZORE S ZE 4 QI AfOIS O i3t
Ameﬁr|cans vv|tf_1 D|sak3||[t|es Act(ADA)O| CIRFOIHOl ATIOH SIZOIO 2 . AFRFOl X182t
2215104 QTLAErS Tlsts TFROIAL HI R o n o Tt SEALOl 2O 1 et
EXES ;;43)@ E;;,.o ofst TEXOI 7| FA| off A 2 XpEZ & o—l LM S
o oo o i - CerBt LR}l O[O ZHIT AbSIE &0
. 5t o| 7|=< HIEO bSIVIES
; ?%E ADREIZIEE Higes B /I HES Q5 BAT HE CIKQ HOF0A AHA
n]3=5
= FSEV SRS
- SRS T B2 SEH 'RE MRS I3t CIXRN(Design for AllOI2H Hol5tH,
=
N S8|X Z7HE0OH RIZ D} 017 FHO| RE SHS (MO R 5t QLIHALIXII JHEO R wH

[ #l201Z 2|9t QLM HCIAtelof Hlw ]
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H|2|0{Z2|(Barrier Free EE= BF)Qt SLIHAC|XI2I(UD)

Universal Design
A, Julol 3, A0 42elo]
Ths8t B2 ARS0| 28 AEE &

QA== FTEIQ ZBIHX| F A3t Cixtel
Universal Design OV ) -
T™ T fa

Barrier Free

HOHRIO|LE =01 SO| ALUEE S{BIN
: ' 20| 2 4 U= HOHBO| HSTE

Barrier Free SRISX LS SPLL MXIE Hoh2o

e A HelA|gE xlstol HojS

™
o= AS 2

fi6Ma

[ Hi2|o{Z2|of FUIH M| XtQIo] He ]

*EX - SSYA QLB ACIRIR HE QLA XH2021)

4 FUHACXCI2 250l otLtef TjARIS FFoh= Z10] OtL 2k X[CHet
NDA, The Centre for Excellence B B _ o

in Universal Design(CEUD), jél’tlg‘?'lan_l' Af%ﬂ% ‘JIK"g'BEr ¢ %E _7,<_|I-IQ_| EIXl‘ﬂ% _7'=_-_|-|-6|-E Zdoll:l' L5t AI'E}
2021128 71 (https:// ZAlO| X1 HIAIO OF5I AM2HETI CIOES o 31 O|AIQ| © s
universaldesign.e/what-is- S g2 YAz OHYeh AAE S CHYe S0 et QIAI0] 2415 =
universal-design/definition— _Tl_l.xo-loﬂA AOH7;|H 7HIE=I|O||:|- [[l-FI_l.A %Llﬂ-lgf_lxl-ﬂ% o= Al‘%‘rO"}” %%EJ’
and-overview/definition-and-

overview.htmi) S5t Y, 85 ¥ MHIAE HMSot= A0|H £3 2082 CIXH0|LH 7t OFH

DE CXt0|H7} HNBtIAL e SHIL E0{0F St
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WA= MHIAS B4E0|7L 20l
ISTANS(LIASH 2 A AR)

(www.istans.or.kr) ‘_FLDH |'|_ ‘I‘EE O'IXIE Zd, &E I'i|§ DI_|'§O-|L|-|X| %8}X|Dl_f @HIOH
HHMOZ 28 = s HEE HOrSUCE ofX|2h =2 At HH|OIAM
MH|ARYO| RtX|ot= HISO0| S7I0tH O SQE7F 4&0tA 0 MH|A=

>
w
@
N
=2

2
XD UL MAL BE ME=SE HEZE 70% 0149 =2 MH[AY

BISE 201 QUH.” 55| 24200t 2He Jjs9 2Het2 HAIE

MH|A 29| Helt 7H5e| 0] AH| A0 CHE THACIY Q| Hel/t Tl SOt
B 20194
=Y 71.62
oA 77.31
e 80.93
OlEf=(0t 70.24
gz 72.13
tHetel= 70.28

[Z7hd, 187|F Mu|AY HIF (2019E 71F) ]

EX 1 ISTANS(MYASH 2MAIAH)
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S2H2Ef 21(2012), (MHIA S8 -1
H2H), pp. 27-31

Adam Smith(1776), {The Wealth
of Nations)

2|7|Z|C|O0} “Three-sector model”

(https://en.wikipedia.org/wiki/
Three-sector_model)

A0 Service= O =5H= ‘Servitude Ol QTN ‘EAFZH= 202

MEEUL. 58 S Atz sttzs ditole g3ts ZNEs2Z, 1

8= MEots ‘MAMN #S(Productive labor) 2 XHE5HK| 2ote
LHAIE HIA A %%(Unproduo’uve labor) Q2 EE25I¥=0|, AHIA

ex. WAL BEL, QAL 22, 8, SU7t

S (utility)2] M2
HE 30/ R 2HA MaHgoods)2 &S HEotsE A0l
MH|A= O] 2% = 2

=
QAL ME2 =E2H el

20M|7| =, A (industry)2t 7| (firm)2] 7HE

WS BEOILE WA HOI0|L AR BSHT £HYOE AY
MASHE EHe Ao N DRl AIRE0l B TS 018ate] ThY
WMBH YA OB WatEQIL, MY OHY ‘21, MEL MZEJIY'S
VI, JIAE, FAIMY, HRAY 5 HAS TG0 SHots g0
AT

OJLEE 3D BES J|Y EHOIL YHUYS HSHOR EAstD
88XO2 Belsts JMS0| BHSOXD MHUBSt(Industrial

0
Engineering)' 0l SEH SIQICH SHXITH O|7AXIO Aie RIXHS
olnlateict,
20M17] F4t, Aol BRI CYHAD, FRI AHKIPA HA| A

)

rr mlo

-S40 WEQ xH0[0f Mt E JHK| RYCE FESIFLT AH|ALAHO|2
JHEO0] HESHA ZIACE F=2| AMSHA 22t (Collin Grant Clark)= &2
I M(Allan Fisher), & LM AE|(Jean Fourastie)2t &4 3E&F 21951,

B

The Three—sector model in economics)S Hest0] AHS 3719 E02

THEOUL,

40 Part 1. o MH|ALC|XRIQIDF?



31

27||C|Ot “Quaternary sector
of the economy” (https://
en.wikipedia.org/wiki/
Quaternary_sector_of_the_
economy)

S
S22 S0 YRS XIS YL 2

o o
MFots 20F

LHTHA| 4 , 2
SHY, =8Y, FSUY, S8 &Y, U= AHAY, BA I AMe| =X
Zeh 2% 0s A 23 HE MHAY S

Z2t3= 3A MY BUtY HA'S HIEOE MHAMYS YW
Ol &otRA=E, Ol MEFRIL DS ESZ AHIAMRYO0] TEU|A RIX|S
H|Z0| HX[H ECh= Z0ICk

ECER = 2TM719 ¢4 2R0= %X E=Che HH
ALt @EH0E 7|2 F2YH2 S85H1 UASH 4X MY @ H
MH|A(Quaternary sector : information services), bAl ¢ : &

MH|A(Quinary sector : human services)2 2HAt5H0] AL 7|2 &t}

Tertiary Activities

/ Deindustrialization

Quaternary Activities

Primary Activites

[ Colin Clark's sector model of an economy undergoing technological change.
In later stages, the quaternary sector of the economy grows — shown in red. |

MH| - ZC|Xtel 0|2 A

, B, Y S (Primary sector : raw materials) : EX|Lt

2

o 2Rt A MAY, HAHY S (Secondary sector @ manufacturing) :
i

LM P2 HESES 71S0H0 AL 2R MES Yot

e H

4
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Aol BR7F O CYSHX L MER MYS0| =M MAS M 7K
9|7|m|C0} “Standard Industrial
Classification” (https:// =FE0 LZoP|0= etAZE U MER 2FAAZE IHYEUCE 1937H
en.wikipedia.org/wiki/Standard _
Industrial_Classification) DIQOHA‘I APE‘}E._l E—’-._‘—M%*—E—E(Standard Industry Classification: S|C)E 2=

MU 4X12|2 At(code)E ROolLl HER, SERF L2F MERF 59

HABH FX 2 FHZOIUSHI, 0[0f T2t MA Z=0lM = A2 RARH BEEH'Q

—_ =
71&0] AEEAUC.

Range of SIC Codes Division
0100-0999 Agriculture, Forestry and Fishing
1000-1499 Minig
1500-1799 Construction
1800-1999 not used
2000-3999 Manufacturing
5000-5199 Wholesale Trade
5200-5999 Retail Trade
6000-6799 Finance, Insurance and Real Estate
7000-8999 Services
9100-9729 Public Administration
9900-9999 Nonclassifiable

[ SIC Codes Range |

B QalLtet BEMQIERO| (2 E s ASE| TIHK| 20742 0201 o0y,
A% BI} 17 A1, CRE| T7} 23 A1RI0|T LID{X| GRE| T7h 25 35t A2l
MBIt

24
LI}, O M2 ME=E SHLE FEHX|A LIEL el M
MAXMCZE QMO MH|ASHshift to service) 7t SE5EE TY F

A TRV HE ZHOIA MHIA SO 2 HBISHHM MH|ALRIC ZQHO|
EZQA7| WRO0ICE T2 Qla Atgd MUt A MHA HEO| MTH
ZO0EXA =UCE s Q1= =L Eot B7t5t1 U=, 0l2fst 2 7|Y

—

=
LHEOI A AfH|A0f Ciet M2 S2d0] AR SE 20t
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33

FHFHAT2(2017.10), “R2|Lt
2h Mu| A0 M Pl 2Rt
2 HESWIT

IR Lo FekE DIXIE HIS2 M SSAZRE $2A Ro= SE
U= FAHOICE 1T 715, DIHN Y S 4T nsh7|E9 T2 Mt=l, 23
42 T SN +2A0| YE JSAIZ|LL A0 MH[A0| THet 7|HHX|=
1 0= EL =0 02 0|0 2 TS YL 39| 10] XALUAC2HEH

YEEHD AL H=0f AUHWL 2HYZ EEE OAE, 222 7|89

Y22 MH| A9 THACHYO| HHIL AN 2= 2HHE MJ0A HXE

MEIAS AlZh F29] 704 0] AH[otd ALH, 0[0] ==|HQl A|F=2H
A

IFUM FSE= MHIATF BLORXAL QU

fa|Ltat M[ALY

R
=
[>
rx
18
lo

22|L}2t= OECD 221} H| w50

LEUMY S0 OFA2 Tta W2 &0 S ATk £ AMH|AMY
FYURt= L2kt A HGAIL| oF 70%E AKISHT QUXIT, EAI, SA &
=Y S0l 280] BEE0 AN DEIIIX| XA7|E ME|ALH 1E
HIZS OECD 2= £ 5tY#E 7|25t UCt™
=i 2010 2013 2016°
3 79.2 78.8 g2
o= 78.4 77.9 79.9
oA 78.6 78.5 79.2
OECD 3= 73.7 73.7 75.2
ATQI 71.4 73.9 741
UEC; 737 74.0 73.8
o= 70.4 71.8 70.0
=4 69.1 68.9 68.9
o= 59.3 59.3 59.1
=2 441 46.7 51.6

[ AH| AR GDP HIF |
*EIIR| 71E * Y=, 0|22 20154 J|E
* Xt& : World Bank, st=23
EX : RE|LIZ M AN FHIK 4T UXI2| FHE S, IT, FHFAHT(2017.10)

MH|A-FHCIXRI0IZM 43



GDP H|E U LS MAHY

Q3a|Ltat MH|AAA O MH| GDP CHY| HIE(E717Hx| 7|12)2 1980 47.3%,
20001 54.4%, 20074 57.6%, 20161 59.1%2 &3] MA5IT QOH,
20104 0|& Z=Q=20| H|aH HI2H HASHHA 2010~2016F ALO|Q I
HYES 3.1%0 ZFCh J2iLt Ol= Ot OECD Hw#(75.2%)01l HIgh Z2
SEOE, MAY ¢ MYFEE HOl= SU(Y 69%) 1 HWaie =2
=X|0]C

(91 - %)

* EIPX| 7|1E * 2, 0|22 2015E7X|9 Y&
* Xt& : World Bank, gt=23
*EX : 22Ut MH|ALM0| ZH|IA o4 LXf2| HE &1t IIT, FHPAATR(2017.10)

B. MH|A B

34 MH|A OpAIE™

BEZE 2/(2012), (MHIA B8t

1), pp. 32-33 MH|A OtAE(Service Marketing)Ol2t= 7HE0| S&6HA HHNM
2:
o

1G9S0 ME MHIAS CHR7] AZ3UC 2= OHAHE 0|2 7|82
ME(agricultural products)ll OIS QoA MAGOL MAAH,
Astot M= 22/X M E(physical products)?l S4HEQ TO{7t
OS] S20] ZULCE.

Okl OF

M| DR et =97t AIRE A2 500 SEoA 600 =t

ALOJOICH 70HTHRE "dE2 MHIA THE AQ17H?(Are goods and

services different?)’2t= 229 LHEXE MH|A OAED HE OHAEY
ZEX XH0[0f THEH =X0| AIREHA 70EDH 2 AH|A OFHEL SXE0|1D

AFEHOI Z0r= Ate| EA =RACE MB|A DHHE 20H= 80N St 0|
S

S[e]]
MO R ZAHEGIH

U, 25 R, BEHQI OAZ O] FH0I| £otX| AT THet
THEE ZEop A HEML = MH|A SHO0|L 1140 tet 24 S0

44 Part 1. 2 ME|AC|XIQIQIE?
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- MH|A EZX(service quality) : SAHES| EA&INE= 2
7

O 2t SEO| g9, £ots Y, g7tk

A

2 F

- I 2(customen)0i| L3t 24 : AH|A = H[E1} |6t HZE0|
M ZQ5HH, metA 1240| Mejet a0 et A7 Hesttt 12tut
MH|A MISKE2H2| A S A (mteractlon M5 0]
QIE{HO|A(interface)E HASH= 2X|0f CHEH 1717t Ets| O|RO{&{CH

MHIA D2 MA 22

OMAIZ0N HIsH M= Cha =21 SHAISE A ZaE LIR O A A4t 22l (production
management)0il CHEH ZHA0] TR EMA|, 7090 LEE 80HEH X0= EY
RO A4 2|0 2O0F2 MH|AES CHR7| AIRSIACE HMZE SFoMEt

O|R0X= &2 A0 S0AM Cet HES| SJoA et SFY

HE2S US0 Ue E2 0|9 522 YEUL, 0] Tiet ME="9
4 7H20l SHZF HE2 MH|ARICE 0o 2t FRf 44k 22](production

management)2Ct 2% Z2|(operation management)2ts 805
ALESHA EICE 0] AZ[0fl= AMH[A SHQI AH|A A|A(service system)t

MHIA T2 M| A(service process)2| & 0f &6t AF7F SA0| ZRULL

MH[A AJAROL Z2MAS A S 27HK] 7|2 YA

- M 210I(production line) E1Al 1 A|ABIS H|IE A|AEBITE H|Z5ICHT
710, SHO| A 2Nt QALSH-IAO 2 MASITE A|ARIC| GEY
£007), MBI B ARy S8 50| 2 SHOICL THTYe| HES
Z|A Sk, ARIECH 7|21} 7| HS AF26HH, RS 2 L0 259t
BESS £

- MH|A 2l(service line) YA - A1 S MO M= 341} 20t
7tHotH, @84 20t IO MMEES =0|= A2 SHZ §iCh £5t =
D24f0| HEO| FRGICL D LS AU BBAL 4 e Al
CIXtOl, MEXN 15 012fo] std | MEXMO| 29 Al 53 LRSI

MH|A-FHCIXIIOIEM - 45



U|O|EHX|AJEH D} “MH|AALO|RIA”
(https://terms.naver.com/entry.
naver?docld=932950&cid=4366
7&categoryld=43667)

2|7|T|C|0} “Service innovation”
(https://en.wikipedia.org/wiki/
Service_innovation)

MH|A H|EL|A
220 MHIA9 SHOZ M2R HIZYALL MH|A ZHA0] S =
MH|AE AHCheh T TS HO[SHT 7|1E0E MH[AE HIZUAQ ZR7}
RO UAX|Z At QIEHIE S HAFYHH(E-commerce) S2| ETHC =
71 ZR, 71k 7R, 4RIt JHRl A7t 7hSoA EHAL 221X S0
AHOILE Z7IA 7 2 SR $1k, J A2t S740| Hiefs Al
MBIAS FgE £ QU =L ot ¢F Y 2L XAs T4
AZollF= MHIATCZE ARO[ 7HSotA =L O[XE AlES 25k 3
B =, Ha X2 MHAS E0f 224XQ1 MH|A H|XL|A(service

business) AlCH7t c=2fohA EIRALCH.

MH|A AFO|21A(Service Science)
AHIA AO[HAE BE MHAZS 1
A

——1

g AHIAC] AAtgT

ol
Mo
O_L
o
0x HF
o
rir
oZ
rE
[0
re
-1
_O'E

20044 IBMARAT}F Z=%|5t & CJIHE(On Demand) HIRLIA Sh&THS|0)A
‘On Demand Business Architecture’0i| Tt =9| & AH|AAAO| AHALM
shtg ?Ist 71 2 THelel AT EE PHE ‘Service Sciences'Z2 AZotHA]

ME[A AROIAA 2O0F7F Ee| XA ULt Sxf MH|ALHO 2=

—

[]]

HREL} MH[AS] S84 M=o Hloh 1 22-80] R7| 20| AfH]A 202

7|&8{ M (technological innovation)0| £Q 8t TkA| 7} EACH.

MH|A 8{&l(Service Innovation)

ME|A A2 B2 A2 A0ots O A& =H HEHLZ "MH|AL
MHEIA SO UM L7, ME[A Z2 M A0 AN AL,

MBI AT|f ZE

£

-

Zol AMO| S{4I"0] 20T HEE A7 2

TEKES= MH|A &4 S

JHE0[2t FOLE O] M22 HE0= M22 124 45 X i, RSAIAH
2 AH

|20 S22 BIEA]

= M= HE85H= MEHY

L

dgol HdE MulA

= Vls g E= 0159 28 S0| US + AL

7|EHQl A0 2HE A2 OfHH S5 HI7|18H SH0|A O|F0X7| = SfCt.
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MblA Sjils Yrbgol

AFES| HIZLA EHE

M1 2Ho 28S X 59] 0=, 22, EU 89| 4TU=54t OECD 2
=717 E M| A SiilS ol UL
MHIA SAo| 9 H x|
HIZLI0f Hl3h HTHHO R e Mite 28 4 s Sdl(nnovation) T

AHA M7 XA 7|2 (knowledge-based economy)2 Y

AHEHOM HTEX;

CHECHE MH|A A2 =7t K] A4 X9

H, MH|A ALO[AHAATL

=2 7|

kY

S
=

A0 Tt
AHQ) Aol 0| XIMMHIAELY, 28, TXRl 5)Z 0|57
Abg| MU A (M9 Hot HEE 1S, 92, 23t 5)9 24 tiFE
RIALMHIA AQIo| BHE2 95t MHIA B1AI9| 54 27t
LIRS AHTAS Sot YEEM MH[A| Tst
AT YA GBS VIS 2800 A2 gEss SR A
HIH YA HESH 7O M2 HIZUAS HE010] M 4¥o SAS H= A
78S S MER MY FHS Hot= = A3t
[ MHIA Slo] S FA atH| |
MH|A B8KService Engineering)
MH|A S22 MBIA0 e 0|21 RS S50 H2 LEat XA HAO
Sl E3IAZI SZ0ITE & MH[A ALOIAAES S8t0| JA1 SH0| HF0
E3AZI RO 2 MH|AQ] MitdS Sty fiet AFHQI 7|Hi 7|=H0l
YAS HAISh= ZO0FO0IC. T2t AMH|A Sot2 ME[A AFO|IALE MH|A
A1 HlwotH St HHO 2 HABI.

MH|A-FHC|XHI 0|2 M
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- 7l&&2%H(technology-intensive) B : AH|A AP0 H|WEIH 7|&X

Q49 78N XAIS 28, 55

JEEY Jls2 MHA Zst9| J7[H0]

— O T

S745t 59 012 BR). H2H0|T ZHHO HAWC HSHOI J|HO2
24010, AANO E72 RYsD, HYNel 7IF0R Wisls Mg

- 3&tx(engineering-oriented) 2 : MH|A A|AEIO| FETI} HX|D

HEO0] SYSHAIHM 2|t 2oz M /ZAst= A0| M2 HF.
SO MESHE =7 E ALE0IH ME[A AA”RE E40tal dA5k=
2 2. g9 Halol| Met 7|29 EAEE MEH22 +Fdl0F ol=
32, o Mol Z2MA 7120 ZHo ZRMAS Mol AY SO0l

o
=2
ol
ol
oo

SSME(Service Science, Management and Engineering)
MHIAE Aotz st2 & MH|A ALO|SA L}
A AXLOE 59 28 oM SS
wiki/Service_science, g a= g0l YSettt =

=
—

management_and_engineering) SSMEn_ _IH'A Alﬁm | E_—r,_ E‘cl 6—|A|_|0" EH3|' 6";‘”?_} EEH"AI% ’5%‘5
k=2 bS
S

2|7|T|C|O} “Service science,

management and engineering” ki H
(https://en.wikipedia.org/

QUL
MH|A DRt 2ot sk20| Tt LEHLY| Hols ddE 712 E, OHE
B ORI 8 59 7Y WRxH E= 29 33 7a8 7|190| 1 9g&
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38
242(2014), 2O|X|gk= MH|A,
H0l= CIxte!

OIFHA 71E9 M=MYS =atots Hl 7|0H}E 39, OFE, ARl 52
A

=2 =
St20| REE AMH[ALYHS] S20] AZO Tt 2fALe] FH0A ot
UL
Mz Aol ZY, OEAE0| Ol #ERE= 27| HE 9S8 of 2 AXE

SSME(7IE)2] MH|A {2 dity MH|AC|XRIO| RHEH
MANTE 2 S,
SN0 ZHE Fe 4, A2l 8ol EE5to]
LEAEA Al g MHIAS 2A5H=
(0] : MH|A AFO|AA, MH|A AX|L|O{E, FQX S49| Sl Uy
MHIA ZF, MH|A O E §)
[ 712 MH|A &A1 DL MH|ACIXEQIO RFHF™ ]

Cixtelited =

alLtat MA CIXIMY F2E= 200090 AX2 LML & XEHe =

S7 ol 2T,

(R I L))

2004

2010 | A1

2013 [

2014 | e

2015 | e

2016 | & el

2017
2018 | =6

2010 KRN

* 2013 LEAH EAHY| = SHMY R 2
- 20045 LEIAR| e HE : HZEY, ALY, A AfH|AY
- 20103 UHtAX| T T : MIZY, AR, SH/IY/UE8M
AP AIE 2] 2 ALY K| MHIAY
- 20133 ORI M 2R Y22 O 22 ¢

5
* S : SRORITEU-508A-, FHCRTIES

FE MH|AY, MR/t & 7|E MH|AY,

| 2% o= s

e

ME|A-ZECIxRl 0|2 M
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39
BHRTIAITIE #(2020), (2020

SHAZAH20204, ofef &

Y CIRIQIMIEAZAL (https:// AHEH JEMO2= "HE CIXQI'0| 742 310, CHESe 'CAtQl olma
www.designdb.com/)
MH|A/HECIREQL, ' SZICIXQl 2O 2 LIEHATE™
20184 20194
TE RO | o CIAR B2 | B CiXtel %jﬁ I
sxge | HETR | Cani” | exge | dETE -
HZ ORI 190.17| 2,756,618 17,069 165.72| 2.828.726 A 26%
AJZt Cixfel 162.14| 1,641,380 9,963 156.98| 1,563,918 v47%
CiX|E/ZE|0|Tof Cxfel 137.81 631,970 4,470 139.91 625.449 v 1.0%

% Zztoixtel 85.84) 2,023,206 25,704 83.94| 2,157,702 A 6.6%

% {4 /2IAERY CIRFQI 104.19| 543,565 5,055 109.57 553,914 A 1.9%

" [ianixel 83.42| 2311484 29,372 7841 2,303,196 ¥ 0.4%
LSO Tk 53.50, 273,333 5,038 52.00 261,956 V4.2%
CIXfel elmat 60.75| 2,576,465 45,300 55.48/ 2,513,401 V¥ 2.4%
271 7161 6,939,326 111,256 57.90| 6,441,470 v 7.2%

7 B3 106.97| 3,605,964 28,203 141.94| 4,003,179 A 11.0%

% 20719 599.43/ 911,908 1,451 705.91 1,024,305 A123%
71 1,205.26 1,300,821 1,062 1,260.89) 1,339,308 A3.0%

FH| 9577 12,758,020 141,971 90.22 12,808,262 A0.4%
[ CIXRIZ S A ORI

EX 120204 C|XtQ! Jﬂ%ﬁl XRIZIZ 2 https://www.designdb.com/)

CIXFQIS] ZAMA Jtx|Q] EHOIM 'CIAQl Qlmerst 7ty =Lt 0|8
Ct M2 K02 MH|A-ARCIXIQI0] & H= Z4C
*CXFQIO] AMIN 7ER|0fl= 2014 THH| 2019 THEY S7120] ZLEHE| YO T Z 7 HH5}
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=1 ot = R EiArel 710 = 2ItE EIXI.’JQJA%'HPQJVU
(9 : 9 2) (&9 = %) (&9 = %) (S : 9 2)
HIZ Tl 230,198,076 28.8% 28.1% 18,668,581
AlZE TR 69,047,850 27.2% 26.8% 5,018,680
CIX|E/HE[D|CIof CiXtel 28,276,087 29.8% 47.7% 3,303,749
37 OX! 120,353,461 30.4% 43.7% 15,996,822
M /B AERY CIXtRl 21,720,295 30.0% 20.0% 1,305,889
EIEQEYN] 245,812,644 26.2% 63.5% 40,845,613
LSO DRl 22,142,179 26.5% 31.7% 1,859,143
CIXtQr Qlmat 288,516,131 25.1% 57.1% 41,343,732
T 1,021,061,721 - - 128,342,209
[ CIXFQIO] ZMIE 7}A] ]
£x 20204 Eleolﬂ‘é*%ﬁlx*f (H=2CIXIRITIE Y https://www.designdb.com/)
* CIRfelel AHIH 7HX| = CIXIQIM IR Z(CIXIQIM R ZE0 iP5tz AtYIA| OHEH & x CIXtel && |8 x 20141 THH] 2019E 15X Z7tg

* CXQl 7|04 : 20204 CIXIQIEtE
S ANBE FH

*EIPRE o=

otf<|2t H|wSHH
A% A2 2 Hl

A LEHZEAL 2t

Feluets A

k=]
S

A4 AR FE7F 62/0|Lt GDP CHH| C|X}Ql
99o|Ct. (20184 7=
MOl £F0| CIXRIAY 2 E ZEX| D UK 04F5| 0]=<]

A HEots 2

F)SAR=Z HHe o

CIRrel XHO|7t &St
(E191:gu12t %)
2016 2017 2018

29 GDP |
- 291 R 291 RS 27t R 21 B

. g " N 78

(2018 7|&)
1 0= 23,840.00 0= 25,160.00 o= 25,950.00 AQE 0.42%
2 a2 6,732.87 q= 7,019.28 A= 7,704.76 3% 0.40%
3 33 5,624.00 33 5,727.00 f=ES 5,634.00 Hiot= 0.35%
4 =Y 4,627.75 =Y 5,066.67 =Y 5,275.70 A= 0.27%
5 Eclys 4,449.30 |20t 4,466.17 |Ef2/ot 4,754,52| O|AEL|Of 0.25%
6 U= 3,747.00 nafA 3,211.28 st= 3,173.29  O|&2|0t 0.23%
7 EEA=2N 3,016.19 U= 3,158.00 U= 3,129.00 AQA 0.21%
8 St= 2,939.77 St= 3,085.88 oatA 2,973.77| ofdac= 0.21%
9 ZZH|0k 2,925.72 |l 2,156.68 AQIE 2,324.88 st= 0.18%
10 AIE 2,119.79 ATl 1,523.91 AHQI 1,480.09| =290| 0.17%
" AQA 1,624.92 AQA 1,238.47 AQqA 1,452.57 H28Z 0.16%

[ CIRtQILE 2 39
* E% 1 20201 CIXFRIAY

A1

SHZ A (SHRLXIQIZIZ Y https://www.designdb.com/)
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SAEMZ EF TAR! =20t A2t OXEE, ADE

M2 MH|A 207F LEHSIHAM Sy 201 XMZ, AlZH/FE, TXIE0|T0/

1o
%
bal

njo
=
il
o

rr
£Q

J

ZHXE, MHA/FARORR § 2E 207F & LXettE He =ld &+
7

(TH9l - mareray)

o= . 25,950.00
= I 7,704.76
sz [ 5,634.00
=2 N 5,275.70
olgtzjot [ 4,754.52
EE 3,173.29
oA [ 3,129.00
= [ 2,973.77
A 2,324.88
ES TR 1,480.09
A9a 0 1,452.57

* CIXFQI A B2 29/ (2018 7|F)
*EX 120209 CIXQUMASHZAL (BH=CIXHAITIE Y https://www.designdb.com/)

Aol x|t Xls2t

40 ARt MASHH(Fourth Industrial Revolution, 4I1R)2 2016 68 AYA
AARALAE “4Rt Ariie” .
https://terms.naver.com/entry. CIEANA g2l MAZHEZH(World Economic Forum, WEF)H|A
roveridoddISTI2OTEAI0 o HOIQUH 22tRA #EH(Klaus Schwab)O| AFR3I0 22| L2{X|H =
67&categoryld=43667)
JHEOICE B2 SIEYN, AZEY 0t MEsH 50| ZgE AOIH-S2
41
7IITIOF “Fourth Industrial AAHEI(Cyber-Physical System)t S, $1Z9| &M ZX5IUCt. T2tA
Revolution” (nttps:/en wikipedia. %} AFOISHO HOEZ E51 ME 3} 9 XAHES MAIA|AE E02 XO|gF|=
org/wiki/Fourth_Industrial_ 47:" |_|'|:|9|on_ ZHEHE oon_" oEgl' = XI'os’-l' OIJAl—D sl= o——lEln_
Revolutiontcite_note—1-34) 3AF MASHHE THICE HEEMI|IS(CT)Y ZE 20t M2 88EHE
ZHE, ‘X5, ‘ZEE'S ETCE oI, HE £ 2 HHQASH H|
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W. Earl Sasser, R.

Paul Olsen, D. Daryl
Wyckoff(1978). Management of
service operations : text, cases,
and readings - / Boston : Allyn
and Bacon, ¢1978.
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Kotlerand Keller(2007), 4
Characteristics of Service,
(https://i0.wp.com/www.
iedunote.com/img/27713/
service—characteristics.jpg)
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QO 29| Oj2f= CIXE EMAIIM|0|MO| 7t45 L H|HH(Ontact) €2 43

0| YYSIEH S0 SEEX 20 MEst £ = OXIE(HEHA)
MIAO| Zefgt A2 MU UCH MH|AMAUE 025t SE £00 A LH
H3lotl Uom O MY SN Aatg 2 » ULE EH|oofF &
A0|c.
3.1.2 MH|A Aol EY
MHIAE TS 20F0 A AICHRE MO w2t CHefst Q0|2 A8 0
ST M2t MH[AZE 2RIX| Ho Wal7|= 0HP OfZC) et AfH|A Q|
Edg 7|82 MulA9 BHE OlsfeteE A0| RESIC. ME-H=E
ANAEL AEEE MHAMHA AARS AHEY EH(distinctive
characteristics) 2 2= 28N, SAIM, ABA 0|RIA0| YLt 54

Intangibility Inseparability

Services can not
be separated
from their providers

Service can not be seen,
tasted, felt, heard, or smelled
before purchase

Services can not
be stored for later
sale or use

Quality of services
depends on who provides them
and when, where and how

Variability Perishability

[ 4 Characteristics of Service ]
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23 M(Intangibility)

MHIA T KAz =0 20l= S2/5Q1 Bt EXSHA| Y=0. ME[ATL
0|R0{X|= &=t0ILt I O|F 0= 2 & QAL & & U= A0] Ot
Ol2{et FAEE MH|A 21 SHE 0E7 ot MH|ALl SHE SFoHL
#elot= AS S ettt & MH|A= £ X3H0|C.

S A M(Simultaneity) =& H|22|d(Inseparability)
CHE 29| MH|AE MHIA HSAH0 2Js 44t(generated)0] O|R0K|= &=t

AIZHE XIH0ILt 0452 B10] AFEXt0N| 25 AH|(consumed)”t LOJALY. A4kt
AHI7E SAI0] HOLE7| TR0 0] 25 22 + QG 2, =234 Mat=
Q

dats HXeI O HAE AT = HE Ya0A AH|E= 0] LR

o
]

o
MH|AE= D2] MASHEAL BR 2 ohe THE AR 0[S0t AH

g+ gitt
Ol2fet SAIE-HIEE|H2 = Qloff AH[AL| SOl At & a7t (ELCE
A M(Perishability)
MHIAE KESHAL LSS flof HIFS &~ g0 &t H AFEotH HEE
0 UH 717H0| A|LHH ABSHL, MH|AE AFZAF = 0ZH0] 2718 [ ZA|
MIEEX| 2™ Lo 750 YHXAHL 2H SHELE 0 7ts40]
HOF ALt SHe MH|A XpA|Q] E80] ARRFX|AL HAEE 4 QUCE MH|AE
Hoo M0l E7tsch| R0 Mo 2L 22 St =227t
1=

0|ZM(Heterogeneity), HZd(Variability)
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1ZHEH0{(Customer Participation)

MH[A9 ZEot £E4 & oftts T2 A A0 40| F0{oi0F2F = 0L

2

JOZA CE ME[ATF MEEX] ettt U40] MHAS HESHL
FEOI & 0{ot7] =0l MBlA AABE 28H22 2o}/
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Lynn Shostack(1982), (How to
Design a Service), European

Journal of Marketing, Vol. 16 No.

1, pp. 49-63

47

Schneider, Benjamin & Bowen,
D.(1985), (New service
Design), Development and
Implementation and the

Employee

19814 8& 129, IBMO| M&QI
Z|xo| A4 HFH IBM 5150

3.2 MHIA-ZECIKIOI0] 2 2 S

=

3.2.1 MHIALIX[QIS| &

719%™ 5003 S|ZIZEH AL QASS UZXE PrHSH HQrst &
ZZHEE, 7|1 3508 Z2tE9 '=Z7H(Republic) 0l A EFRIO|AH =01

El
Tote g9l S2ds UG8 A 0[27|7HK], MBIALARIZ Q8 K

njo IIQ

>

HOIM ZEE0] 2ATE 2oLt ME|IALXIRIS] A= ME|ALIARRI 7HE

njo

ZZ 2 MEGI7| ARt 1980 0|F L E{2tT & 4= QICt

A. 1980, MH|ACIXIQIO| A%}

198101 IBMQ MAE AFRH/F M52 AJHEJUN 1984EMH = H
HZIEAIZE 2705 = S 1980t E TIARAIAIN AHME B2 71X
YHCZ SOIZ2 AZIRH. O|XME MZ2 71712 7120l ALEAS A

HESIHM MEAZE LA 7IE d2fd 7|=0] HEE 7|7|2 otk g1
Jetop QX560 MM E Y - US7HE B+ote AEY FEUAMY
Chger AE0] Of AIZIRH O[0{A 2Lt Methf 1980HH = M32=
ME|ATIXRI0|2k= 7HE0] L R|2 MBIADAQ! Z0F7F HAE LG}

AIZSHE Al71017] & Sttt

1982 MH|AL|IXtQ, MSL = L X|C

MH|IADIRFIOl A2 & A AE (Lynn Shostack)Q |2t OHAE
XY (European Journal of Marketing) =&2¢Q “H{ZH MHAE
CIXQIGH=7} (How to Design a Service )0l 2510 M2 &0 A
LHRMCL JE= OHAIES AZ0IM MEIACKRIS Folgh Z0|U2LY, 0

= 2 Chefst OUXel 200l MEX &= MHALDKXRI 19 7|82

Ot2sh= o 2= ACHE FHollA 227 UL
1984 T THE MHIALIARRIO| THYE ATK

#IXI21 £L+0]H(Benjamin Schneider)?t H|O|H|= 2¥(David E. Bowen)d|
olalf MHIADIXIRIZ2 ChAl S MEH FOHRALH. I ST “MER
MH|ADRERL 7HEr 2 2541 X" (New services design, development
and implementation and the employee”’) ESH A AENO| X219} ZH0|
2 O07E, 2] Y MH[A HIZLA JHE0| 28E X0 MHALDXRIZ

S-S RACE

MH|A- ORI 0|BM 5
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Lynn Shostack(1984),
{Designing Services That
Deliver), Harvard Business
Review, Vol. 62, No. 1, pp. 133—
139

49

Norman, D.A., & Draper,
S.W.(1986), (User Centered
System Design: New
Perspectives on Human-
Computer Interaction), Taylor &

Francis

50
Norman, D. A.(1988), (The
Design of Everyday Things),

New York: Basic Books

51

Parasuraman, A., Zeithaml,
V.A. and Berry, L.L.(1988),
(SERVQUAL: A Multiple-ltem
Scale for Measuring Consumer
Perceptions of Service Quality,
Journal of Retailing, 64, pp. 12-
40

1984 MH|A HAFEIS| ERY

MHIALIXIQIO| THAS HIQHHH 2| AAEFS 1984 SHHE HIZL|A 2|5 (Harvard
Business Review)0llA MHIALIXIIGE | (Designing Services That Deliver*®)2t=

=S S510] MH|A HAFE (Service Blueprint)S AHoIACt

1986 AtEX 4 Cixtelof By

A2[SIRIO[X} CIXFO LRI =HE =2HDonald A. Norman)2| 2 "User-Centered
System Design: New Perspectives on Human—-Computer Interaction,**)01|

O|5t04 ALKt A CXIRI(User-Centered Design)2| 7HE0]| M2 F=EEQIC

1988 2= 29| CfXt¢!

800l 0|22 AHSALS| Bt AH|AS| ZOi| CHot StA| & LA 9 10|

O[{A L 2t 7|2 LHHQl ZHOM MH|IA &S 0= H ESoIAH.

i B S R
MHIAE MSots A A0 7|»0] S&ot2{E M AS0] MSst U=
= x

=
MH|AQ| BXS WIsID BESH 22 HUSHE HMO| 1

HT

MH|AE= =0l HOl= 20 Ot 7|0f 2425 Z70| Of2{ZICt O]0f] mf2tratRH(A.
Parasuraman), XFO|AtS(Valarie Zeithaml), Hl2|(Leonard L. Berry)= AH|AQ|
EXS EXop7| Qg =72 ME&(Servqual)0| JHSIFICE” 0|F MEEHS
RATERZ E2|= 571K £49 EHOE HstE =L, Ol Al21M(Reliability),
MM (Assurance), S8 M(Tangibles), &4 (Empathy), 121

2S-4(Responsiveness)0|2t= £EE0 thet WIS 2lD|Stct.
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R. Buchanan(1992), {Wicked

Problems in Design Thinking),

Design Issues 8, no. 2, pp.
14-19.

B. 1990ALY : StZO E A2| AMH|AL|XIQI
90Ol 0|=2f 7ty 2 ol Hets Y7 280 F=2 EMotAE dRE
H QlA

ClHtoIAS0] QIHS P H20] FAF Y22 AHSH A= A0

MHIACIXEQIA OIS 90ECHO) 0|22 MH[ALIXQI0| &Lto]

Lok
HD T
H-Ll <L

R2I042I517] AIRISHACE 2t THEIO A MEIACIXIIS Th2 %I
MH|ALCIXIOl QI E S40517| AZHLT SAXY AMH|ALC KR! 2ol fl=210|

1990 ZH2 2 A2 UX

QM Ag3HH =EE =2H(Donald Norman) Applelf| SH25IHM X202
19 X AFRXH A8 MAXHUser Experience Architect)2 &9
A8 ARl CIXQIE QIEITHO|A Sl of 2HHM T =otofk| 24U
AEXE HE Y MHIAS
AH

s 2Hdotltt. 0=
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_O'L
8
fu}
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B o= USHO|D SHHO Heo| Furo

E
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CIXtele] S2dS TAl ot EeiFe ALY
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1991 MH|ALC|X}OIS}

MH|ACIROIS =0 22 2K Al tisHKoIn International School

02352 (Michael Erlhoff) w401 2|5t0{ S}Lt<
o]

EHSH X0l S8H2O 2 QIMHEIOMT} AH|AL|XIQl WS MI5t i
ZOFo| st sfAt 3 ME7H HESYIE MIotd= el S20| 2ol

A9 oot ofd Hot =E0| 02 SFE HH(Wicked Problem)oi|
CHEH HZA=0| HE= CIXtRIZ(Designing Thinking)0l2h= &0| Ha{XC
2|XIE BI1H(Ruichard Buchanan)Q 19 A “CIXIQIAZIONA S| EXH St
HA|"(Wicked Problems in Design Thinking™)0llA CIXtQIAZIol M Hals

Sofl HHE silZots YYES 7=
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en.wikipedia.org/wiki/
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e Q9ct= ol 2 =82 & = Ue =70|Ch

1995 Z|Z=9| MH|AL|X}QI W=0| £t

H2|%l 0tA(Birgit Magen= 52 22 Sutiistu(University of Applied

Sciences in Cologne) # &2 MHIAL|IXQI W42 AHEJCH T4
MHIALDARIS 0|8, & 2 WgotRn 22E MH|ALDXQ

)

HE, HH S
HEX AT Z P HE 22 ARUEIS SHAZM

1999 1M 01Y X 2| By

0j=9] C|XtQl S|AL IDEO7t & 23 ZZHME(Acela high-speed rail
project)E X&GIH & 17 4% X|=(Customer Journey Map)E X2

HAISHA =UC. &= Ol= MHIACIARIOM 7tE 2| 885H= =7 &
SHLZE =AM E5| 2 MH|AL A|Z3t0| =2 S &L

1999 A

A8 AX|(The Experience Economy)2 7H&EE Tt0l (B. Joseph Pine
Juniont 220 (James H. Gilmore)di| 2510 X2 HQHE(QUCH”. 15
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Peter Rowe(1987), (Design
Thinking), Cambridge, MA: MIT
Press

Nigel Crosss(2006), {Designerly
Ways of Knowing), Berlin:
Springer

stAI0IM2] =2

27| =9l = otLtZ T 2Q|(Peter Rowe)= CIAtQIMZIOl MR} A
ZH0| CHot AZHSIAED, 2 HR0IL TAA =M ORIl 2 S
HAMCE AHGT UBrSHE RS MQSHAL:." 20 CIX0|H4E0]
USt= BAl0f CHo =otal 2XcHZ] 2H XtAI7t o Hots BHs 4 AUSE
FZoHALE. 0|F CAO|HE0] 0{EA Ydtl Atdsh=X|0f ChHa Chefst
200 AT} QU= 2F LI0|™ 2 A(Nigel Crosss)*”= CIXI0|HE0|
Fol 27| o4 (ill-defined) EMES UE M 1AM Z42 24 siZ

mo Mo

SAZ ALESIC B3, M2 ofZH = =
AH| Lol R F2(Abductive Thinking)g ZXsI%Ct 20| 21t
th&k(llinois Institute of Technology)?| BHWQE EA QQU(Charles

Owen.2007)2 RIS 1st™ Ati(Scientific Thinking)2l A% H2tH

FUI
El
o||

Hgoz Ba S5 2asin 22sHil-formed) SHSS sZsHs B 2
JRRI7F QICHD BUTH T 3 oM RS T SH(ARE-FAIR) I}
o2 ARAH-SER)EHE £ i £8 FAHOR Lhe, AEN0|D
SAEOI DRI SAIE0|T EEEQI CIXIRIS| £ o 70| AP el 20|
0I5 M2 FIpEQl Het 27} AE 4 T SHHCt
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83

Tim Brown(2009), {Change by
Design: How Design Thinking
Transforms Organizations and
Inspires Innovation), New York:

Harper Collins

84

Roger Martin(2009), (The
Design of Business: Why Design
Thinking Is the Next Competitive
Advantage), Cambridge MA:
Harvard Business Press

LrHollMe] =2f
SAOMEE =27 A& CIXtQIYZ0l2t=
E|Hotl U HIZLALQL HEE SH0A 0| AEET QUTH 229 Xt
M2 3|ALQl OFO|C|2(IDEO)E 0|21 Q= & H2t2(Tim Brown)® 2

CIXHO|HXE MZtot= ZA(Thinking like a Designeng Sall ME, AH|A,
7

D2 NAE G0 H2fs WEots YUMAE HtAZ 4 AT FYoHEHA]
XS BEA7| L o] FaE USO0UE HARIYZS s Y=ot
el Ll Ol 7|0stALt. F2 ME HAO|LZ Aflotil Udts LA
ZHS & g B0t Eo| EEE 2EM ZIufetd sl 2X OfEl(Roger
Martmf”% CXteraZol =4 HMA Hs =8s Fi1 ZH0|L 7|0 3

22l(competitive edge)E HMlEdt= J&ts STt F&

D5 CRI0f thsh 2Y 20f0AS] M E HOoE

4Y WKOMT CIRIRIAZIO| CHSH Ofsi7t SL3HA QIAEHA MBA 2HY0
A

ORI IAZ0l =Y oY Atz FA FS0etd, BEefu(Temple

tACE OIZ9f Atdll=

oA
OII

O

t. O[O et H|ZL A9

University), ZEM AFSIY, E2ELSHI(University of Toronto), AH0|=
AFOEH, SAZE Ofsk(University of Oxford), YH3IE ZHHstH,

HOJAYAEHZ| K E St (Case Western Reserve University) S0| QICt
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David Kelley, Tom Kelley(2015),
(Creative Confidence:
Unleashing the Creative Potential
Within Us All), London: William
Collins

Qn
ol

Cixtel'dZoll chet 374X 2

1. 84l dHH=0 2 M| C|X}Q1AAU: Design Thinking as a methodology
CIXFOINZIS BtLte] Bi#2(methodology) 22 Hi= HHEOICE Q172 =Lt

HOH0|4, Lot MMO2 LHolH Hs HAX 4~ UTk= TH6H| Ol=igt

ﬂ
o_: 1

creativity)0fl Call FZ(inspiration)t & 2 EELO|E(prototyping) S
22510 ZX X (emotional), 7|SX(functional)22 2|0| Ql&= Of0|C|HE
2L EMN Z7|HQI SAE 0| = ALY 20t 028t 7HEXN HI2

IDEOOIM F=2 AFZE|0] CHUet HEHO| 7|”S0] SIS 0|F 1 d8ot= O B2

EE = ‘JIE‘%El'

2. AfaBiA o 2 M| C|X[QIPAIZ: Design Thinking as a way of thinking

CIAIRIAAS Q10| 71 2IX| 539 R & olLZ H= AFC= OX0|H
4617] floll Atdst= YHEO| HSCh TRl ZHE
Sl #EsP| 082 ZHE B= #E07| ottt 25| ZH(of thgt i
WES 2t R F2(abductive thinking)Zh SAMSH AIIHO 2 MHE| LY,
010l Ciol M (inductive), ¥ (deductive)0| &H ST = ALIHOZ

7| Stot ESE X (convergent) ALI2F A (divergent) AtQ]

Ny
=
ro
°
HO
=
]
=O£
I
OII

3. OpRIEAIO 2 M2 C|XIIAIY: Design Thinking as a mindset

OAelddE EME Uiots Bl KMo &350 O|aist= &t&0]Ct.
E5| dgEe EXW A o= 27t SAHQI(human-centered),
&2l 0+29(open-minded), H&XQl(positive), B=2(collaborative),

AHAXQl(experimental), S ot=(empathetic) S0| UCE 0[2{5t OFRI= M2

ALO|KO| HIALS E5} SAIX 010|C]0 W2 Q5 TWAKOI QAR OIASC}
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CIXteldd T2 MA

AEBHILC THSKHD. School)OflA] 7HEESH CIXIR MAZ] T2 M|lA = 22+ |(Empathize),
21| Ho|(Define), 010|LI0] 217 ((Ideate), ZEEEI(Prototype), B7 151 |(Test)2| L
A2 O|FOIEICt Ol= FHIMC 2, ARBA| diEs HiEO 2 1=9| M2l @412

211611, 7St IHEE AMSHA] HIE {22 SHAS I8 O0|H0E FRIgket TH,
AMEXAIY| 718 E11 015 o] =Foll ChA| 7= 212 Bisoh= uHEE Sol
A o2 YOl 25h= Z0|Ct SHH, IDEO= CIRIQPAZIC| IFES E7A(Discovery),
siA(Interpretation), 0t0|C|0] BHS7|(Ideation), A &5 [(Experimentation),
UTISL |(Evolution)2] CH HAZ 2Lt 2F HAEE ZHIE Ol6iol FUS 2O=
ZOIMEE ARl XAi=S22E 20| H11 7|31§ ZAfok= oifAe] I-EE ARt
CIXIRIAZAE 7[21E Aoiol| ffet OI0|C0iSS TS0 Aels Soll HIAESHHAM

O M22 EHO 2 LOP = IFg o = AFHED,

MH|A-FHCIXHIO|2A 8



Sangiorgi, Daniela and
Prendiville, Alison and Jung,
Jeyon(2016), {Expanding
Service Design Spaces), In:
Designing for Service: Key
Issues and New Directions.

Bloomsbury, London, pp. 26-42

249(2017), (20IX| = MH|A
0= HARRL)

MH|AE|XRI Ho|

MH|ALC|XI(Service Design)0lZt MHIAE 7ot s{dlsty| st 1Y
gt ohXl= CIXRl 252 EHEC = UA = JHEH0|CE O|H2 MH|A
AEALE O3] gt M2 YHOMEE CIXQI HHOoILL =759 ALE,
AMH[A AJARI T2 A CIXQI0) O|27|7K| THYSt 2E-S TSI

MHIACIXIQI2 90FN) =HIEH MHA &b
ZAMEOQI(human—centered) H gfAlE2 £QI5H|

AIEH510] S8 2O0R} BIRIE G171 Folo| K|S HO2 ST Lt

stAoIM2] =2f
MHIACIRIRI2 19913 22 FA|CIXIRISt W (KoIn International School of
Design_KISD)2| OJot¥ HYSZ w<=(Prof. Dr. Michael Erlhoff)0i| 2|5l
AHERAC MHIACIALRION TiEE =7(2 == ME2 MHIA T (New
Product Development, NPD)UIAf £ CIRIQI =71 2 2HE0] dgts HFs6t=
A0 =S FUC M= MHIA JHL0)| Chet =2=

CIRRIAZIS| ETHA AAghol st HAC = STHEUL, Ol= ChA| CIXHOI4Z0]
NPD 2 M AL F TH0I| A K&

NSl SIES SHIAIL 4 UK ThEt =02
[ BT AJHIA JHEE OFLIt AHIA THS 9/t Cigst =oi

(Il

ez}
A
I QUH FEO|LE DAY 20Fe| YRE AKX MH|ALIARRI0] oLt
t71 ol AfH|A SStO|Lt MH|A HE

ot S S
HLotE 7|E ohE YO A K0M AMBIALIXRIS] HS 7ot

MAAM L] =2f

2001 MHIACIXQ M2 7|¥S
2|22 3 (Livework)7t 2IE0] MZIZ|QICH 0|5 2F 100 W7t g2 Qs
ZAOZ MH|A S XIS M2 7|AS0| AMAHLTH ZLHO| A0 A

AN
HHIACIROIS F250) 8 HHZOlS ABlA 34 TRy

2 QMG Ho)
20| 2 TS SIYUCL 20094 HEEMMANEHO| FUO2 H5E

MH|A R&D =4 ZHEAS Sall 12 /HE0] XA =UALL, 2010E57H
2 2 R&D MHZ MH[ALC|IXIC)

A S0 HAERACE T UM = S S 2 AH[A SHUMEEH

MH|ACIAFION CHet 20| LIEHAZ| AIEBIRAL, HZZUAME o STEAIE

[y

AQIZo SHRCIRQIZIS 0| Al At

0%

BIX MHIACIKIOl ZXS 2FUC. SBYAWME 71Z9| 33X
BBMHIAS AR BHOZ SAI5D| 93t 4ot0 2 MHIATIKR!

AIZHorUC.
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Sangiorgi, Daniela and
Prendiville, Alison and Jung,
Jeyon and Yu, Eun(2015),
{Design for Service Innovation
& Development). Final Report.
Project Report. Lancaster

University, Lancaster, UK.

MH|ACIXIQ! OfoHE 2Tt 37HK] 2

1. AZZ M2 MHJALC|XIOL: Service Design as a skillset
MHJACRIQIOIAN HEE= AFEXO| et AL 3& ClARRl(co-design),
ANZt3tE fI8t =P EAEA 12 O Xz, A AT 5)E &8 i
CIXHO[LH 7} 718 AZ0| SME F= 2E0|T TFatA 0f2{eh AZ

2=l A MSEE= MH|A X[@HRI A7 ZREH AH|A JHZS] =7

=

SA(ZAR H EARDO| 71045 HE7F A0 TIARO|L{QE MH|A ZZ|0] 2R}
AYES ol Eelotl M= GHE YA T2 MA0 Dt XS Mot
MH|ACIAFQIO] XY ZHOY St 220 Hatots F27t H

2. HIAIM T2 A2 M| MHJAL|XRI: Service Design as a systematic
process
MH|A TR F1340) 0|2 ™ D0 2X 2E5te MHIALDXRIS) Hete

=21

Kxjo| 23f0 2= HPEOI IRl ZRAAS| MBS Sof #1315 01BOlL=
H0ICk SINZHS M AMHIA ZXOIL TRHES 40| we OXfel
DENAZ SHEOIR, Ol XX He(o| ASOR XBI0] MHIAY| JHO|LL

S HES O|TLOh CIX0[HE MH[A ZX0| HHH SSEAGHHA

=
CIXOIL{7H B 50 T2 AAS 012D Tiatats wAl0|Tt

3. I2WA 0 2 AQ| MH|AL|X}QI: Service Design as an approach

ME[A TA0[H = MEIADARQN Z20] 7HX|AL U= Hatet SAS et
M YA Oioli =01 F7tol= 2FOICE. Of=gh M2 YAl Sall M2
HSAZE ALS0] HiSots ME|20 T HEA d2ot=XE dHE2 244
Y7IMe = Halot ot AS SHZ oihf. AH|A ZE0] AH|ALXL
0 Hoge = =5 Lo st&0] LU HE=d], 0] ota A
D2 EEOIHE MH[A ZX0] 7|Z0] YotH AL T2 MHAS MSH

x|
Hiahs T SAI5E| SiEt ABO] EREM BREI|E ST 0 ROl a3
KHIATIRIO! 212 (deliverables)O] Si= 27t 5 LMEP|T B0, St50)
Of3f) Z& LY E QULOIA HIET} LOLIT|E BITF AHIA CIXOIL7} A
K0 AKE0 YoPALL YZ0| BT HEI2 TIHEV} el 227}
x2 HYEC
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Interaction Design Foundation
“User Experience Design”
(https://www.interaction—
design.org/literature/topics/ux—
design)

Marc Hassenzahl & Noam
Tractinsky(2006), {User

experience - a research agenda),

Behaviour & Information
Technology, 25:2, pp. 91-97,
DOI:10.1080/014492905
00330331
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2.2.2 Human—Centered Design(HCD) Toolkit
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2.2.3 Collective Action Toolkit
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Nitank Rastogi and M.K.
Trivedi(2016), {Pestle Technique
— A Tool to Identify External
Risks in Construction Projects),
International Research Journal of
Engineering and Technology, p.
387
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ST.shop S (http://www.
stshop.co.kr/index.php?module
=Board&action=SiteBoard&sMo
de=VIEW_FORM&iBrdNo=4&iB
rdContNo=5&sBrdContRe=0)

B.c 4P/ OAE QA (Marketing Mix) 2

X
om

SIAIZZAE IHHO(LL H2HQI JAAFS ot/| #fol SA|
o
=

+HE2 58 AFE0IL 230 A HEs| Zgfots A

==

SlAztD SITH SO OPE0IN ZYAH S/ JHsE APO| S5t

Mo ko
0 B
ofm rr om

SIAHE0tCE CH2LY, HEA

A2, HA)(Place), ZF!(Promotion)2 2 LA EIC.

OPg 9A= 0= 0jAIZE =8 tEe] Mg W7LA(E. Jerome McCarthy)
W=7t 1960 XS AINSHUCE, MIPA| W= 10| M TOMAE 7|2 2| X
™2 gAl(Basic Marketing : A Managerial Approach),0lAl AP} 159
Bt DFS DHEAI7|7] fI6iM HE(Product), 7t(Price), Ha(Place),

ZT(Promotion)2l 47bX| OHAY TS HESHA H0AM AlEsttid
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SOILIA| SIBIA DPIE0) thst 170t Bapi| MMEQD, 84 45
O[Cjojo) S{AINQI Bist2 MEHOI OIS YAQ 748

HEop 0= F27t AU

Q=Y 4P= CHEStE SO AR =0 AH[XHOA Tl=sotdl QU
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m™o|M(Convenience), ARLAH 04 (Communication)2| 4C2 CHASHALE
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2 WY 4P M - MIE T2f(Product strategy) : S2|M AtEst I MH|A XHEES Sl

SH AZOA FYMEL H L2 MBS ZXINY
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AEIEY HEtHA (https://
startupbrothers.tistory.com/16)

(1) 7t Z0{UW7|(Pricing skimming) : AXMZ0| SAZH 7}HE =

HF50] 022 I3, 0|1F FRIH L2 THAS HE(ex. AOIEE)

(2) £ 7}2(Penetrating Pricing) © 7|0l 7142 W7 A5t TS
SHstotAL AlE dRres RAGH| gt 8= Otls =2 + 88,
tHE 27| Rl Ys

(4) Al 7t 71(Balt and Hook Pricing) : Z7[0] 714 %A AHst0f 1249

2
THE REoldl, HE0 2Rt F7t FUiE, B8, 2280 &2 /H4s

2

Z7FI M2H(Promotion strategy) : Z1I(Advertising), T ZXI(Sales
Pro-motion), PR(Public Relations), 21X /%I T0H(Personal/Direct
Selling), ™A|3|(Trade Show), 2221 7|8t ZXI M2k 5 7|10] OHAE
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T2to] oot A" (https://
m.blog.naver.com/infighter_
jh/220343948176)

ST.shop S (https://www.
cleverism.com/understanding—

4cs—marketing—mix/)

RIZ(Product) : AHIXIO| 87 X2 9ot 4ET AHIAR CIXQl, SE,
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FRO{RCHH, QIEUIS S5 10| AAZ HEQ JMHIE HlWstD
Ticts @Y 40z U UTOIM 2AH0F Stz S 2/0|stit
Ol= 124 Mo 7tx|(Life Time Value) =CHs}

Tim =
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X ZEMALL 7EX| ArE S 149 HAE0M EEs HAGHE AtA9

AH|XHConsumer, Customer Benefit/Value) : ‘HZ 0| AH|AFZ H™Et
7|0] Oft 1ZHo] AMUA I MFO0| O 7HX|7F U=KIE etz 71

718| H|(Cost, Cost to the Customer) : 7t2'0| 7|3| HIE' 22 X2t
WA= ME 7t S8E FALH, HE 70 7H422 ofL2t M8 &

Mz HIEZS Zetols SHIE0 HdS 7=

Mo|d(Convenience) : ‘R & ZZ'7 MO = Met IHEL HE

ME|AZ 9 HZ0| 7hstt HolV |2 HE.

ZRUA 0l M(Communication) : IHE2 MAXL SFAQ LYK QI
AFUAOMS SHA| Lom, XHASETte| Hursk HF LA 0|ME &E.
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HIS /M A
Product

7124
Price

Promotion

B.d STP 847212

g9 OFAIEIO A STP(Segmentation, Targeting

M&zt Z2MASE Q9%st

STPEAR2 3CEMs

=
o MLz MZ2
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AH|XH

Consumer

7|18 HIZ
Cost
mold
Convenience
AR 7H(0[E

Communication

Sofl 7ol OHA Y &tE2S
o 7y 3HSegmentation)otll A&
AZ(Targeting)S MMt

?

Mot 0| ME MES
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Af01E

The 4C Focuses on
what Consumers
perceive :

Their Needs
Their Situation
Their Experience
Their Satisfaction
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ST.shop S (http://www.
stshop.co.kr/index.php?module
=Board&action=SiteBoard&sMo
de=VIEW_FORM&iBrdNo=4&iB
rdContNo=5&sBrdContRe=0)

2|7|Z|C|ot “Segmenting—
targeting—positioning”
(https://en.wikipedia.org/
wiki/Segmenting-targeting—
positioning)

Mzet B & ZXNE Z2MHA= AY MZ2etE e 9 Al

—

=A{0[C,

72 35O S4I @TAYS N AYSY 1802 Uk 28 AYS
MBSt 71201 IRSABIN, KI2i%, AfSIE, M2IX, X 2 SO|
QUCL MZBte] ARt A4S M0 00| IHSHEI00F ok, M AIY

MEE So10] Liel Al E5 28 3 4004, 72 U 4% 7hs4 240|
AZO| 20ILE 2 AHIAZ & UEXIS T26H0] OfF R0 HEEZ 2K
Meysic

30| - ZXIMY
AHOA AME DA St= OfSHLZ Y|

18]

of MESdt O|0IX|7t QIME =S

dAlots DHAES HHEL= 71 7HA| /e U4 MIHES U2 MEs
XMttt F2 Ot HEHES Sot ZXIME Y(Positioning Map)
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I 47 5, A5 570l 54
RI2i%: K|, £A, 27}, 012, 917 UE, £A| 72, 7|5 5
H2IR: 1Y, S, 21012 AEY 5
BOIE|: ALS OIF, AISE, IR YA, To, Bz, 4H B4E S
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RpgIEt R CHyet ABIX} LIXO| LS 5101 M2 AZE DS et
HIRREE 2 BHY0| £2 HEOR MA AYS N2 Iy #52
FHNaH Lk wet
BES MY T AR MY 2 O0RITE oln 5 M2 A% OO
BEots M2

EXIMY o X2 W(Perception Map)
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C.a SWOT 24(SWOT Analysis)

5104 Z&(Strength), 2&(Weakness),

|(Opportunity), /&l(Threat)
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Strength Weakness
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Qg oA Opportunity Threat
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C.b 5 Forces Analysis
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5 Forces Model : O0|2 ZEQ| MUFTEAM D8

Mt TIYXte| 2 (Threat of New Entrants) @ Q40| QU1 X ZHO|
2 MAS A M2 Qlsf 0|2 Kot HAET| WEH 7|&E ZELS Mg
TIJXE 97| Yol T HeHS =0{0f S,

3 BX9| g4t (Bargaining Power of Zuppliers) : §420| =2 23
YH= 17t 22 NEEH YAME MB350 o 7|Z¥e| ool XXl
g2 0JTICt

SLOfXte] w2 (Bargaining Power of

SEAZRRH L 22 I5EE 7
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I = N = ER T
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CHAIXHC] I2d(Threat of Sbstitute Products/Services) : 71O Xt7} OH X0l
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QIS mf 7|0l ML 7
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H71(Self-ethnographic Approach)

X|&H(Autoethnography)

X o ALI0| EX A0l Thal 21 =5 TE L E(field notes), 202 7|2,
HICIR, ARl S ALE5I0] AAZ BMslshs HHOZ, XA 0[0F|E
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28 Msk(Superiority Bias)
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f M3k(Social Desirability Bias)
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H(The False—Consensus Effect)
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A2 5o 21HThe False-Consensus Effect)= A% ‘{9 YX|N
Ross, Lee; Greene, David; _ -
House, Pamela(1977), {The Hel0letd =2|= JHEL = ApHo] o|AO|LE TEHIE £ AFSI 25
‘false consensus effect": - - _ - _ _ -

A -1 X7t ASES ais L O|X| maHZAB0 o5t H| =™
An egocentrc bias in social A0[2t0 A25t= AYS LECh 0l= X HE(ZFYHH 28t H=2H
percepton and tin 202 ¥R WHE St %) 39 SLR, XUAA YusiE 13
processes), Journal of
Experimental Social Psychology, JEH‘EE!QE O|_|8H ‘:'E“cﬂﬁl-ﬂE EH:I'.
13(3), pp. 279-301
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A = = o= A = oT S -

False-Consensus Effect, Raluca ~ ~ ~
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[[;|x|. |21} &H 5711-“0}]
sl 2 FuH(Halo Effect)/ £ &1t

The ‘Halo’ Effect in Digital
Product: From Ul Design to
Customer Experience, Glovory
Design, 2021.92 7|Z (https://
glovorydesign.medium.com/
the—halo—effect-in—digital—
product-from-ui-design—
to—customer—experience—
ceblecaf0c0a)

SOH|EL|A2|R(2009), (3 ES
o] FHH0]| HEX|X| L2t 2021.9
2 7| (https://dbr.donga.
com/article/view/1306/article_

no/1382/ac/magazine)

UC Berkeley Extension, 11
Psychology Principles UX
Designers Should Understand,
2021.98 71E (https://
bootcamp.berkeley.edu/blog/
psychology—principles—for-ux—

designers/)

THLIZ! 7HAZI(2018), (A2to] 23t
42h), S pp. 130-131

== £0H0|Z(Edward Thorndike)?t &St £ 0 L= U2
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Dudek, C., & Brown, J.(2006),
{Attention web designers you
have 50 milliseconds to make a
good first impression), Behavior

& Information Technology
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Priming and User Interfaces,
Raluca Budiu, nngroup, 2021.9
& 7|Z (https://www.nngroup.

com/articles/priming/))

Using the Priming Effect to
Improve UX, David Teodorescu,
medium.com, 2021.9& 7|

Z (https://medium.com/@
davidteodorescu/using-the—
priming—effect-to—improve-ux-
30095c028d45)

22| 2= 2] 291(2012),
(CIXIQ! 28| HA| 1257}X]),
THZSIAL pp. 186-187

Z2t0|Y EH(Priming Effect)= AlZHECZ HA KA Xt=20| LS|
HAIE A=2l XMelof dats == ddS Yottt AFE, Atd, 34, 18
st 22 A=e Od AdE AF0|L g 2 OhYst HAXM A4S0
LoltE O YA E= XESHC= HEZ 0|RICE o|m BN HAIE X=2
T2tRl(Prime) Xt=, LISOl HMAIE X=2 BX(Target) AH=0[2} StCt 3t
St= A2 7|A(Intrinsic Memory @ 22| O AHO0|L} st S0i| 25
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=
BHOF BICK. 5t DAkl AR T, 2t 74 247

ot o b 018 CIXIQIE|0{O0F ot
AEol0fF of=X|, 12|11 O|ZA XL =M AEX AS0| 0fH LS
O|XI=X], ofof ME UM 21}, 0|F S AHE 4= U0{0f SICt.
Mst/oato|d &1t CIXtolo) 88 &= U= QAS
242HM oIX| M5t HE(Buttons), 23 (Links), AAH(Colors),
(Perceptual primes) L% (shapes), I{E(patterns), HiZ(Backgrounds),
A|ZEp A|2ZE X 2O 2 LIEH b= S 3t 211(Logos), AAHX|(Sketches)
JHE=ol M3} 22 (Notifications), XS (Titles), M2HSuggestions),
(Conceptual primes) 010|Z(Icons),010|X|(Images), OI2|27|(Thumbnails),
o|0|Hol BES J7|x 2 LEHLH= &1t HA|XHPlaceholders), =74 (Tooltips)

[ =2t Cixtelol M 27Hset Q4 |

*ZX : David Teodorescu, Using the Priming Effect to Improve UX.

Ojfet Zet0|Y 2ltE HAQ Z2MAS =7 HARH 112{5t¢

—

1
oA ZH0| FAROZ FEE DIAE 242 NS
& 9Tk AFSR: IAF ZHO| SEUM JHsE A4S HHS SIES 51,
A

IS Z|A2ot0] HE Z2YE U= Ol =80] He 242 HEL 5 U=
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James Kallbach(2015), {Mapping
Experiences), Oreilly &
Associates Inc.

LTIL(2017), (MHIA ZHCIXE
Ql), et A

Lewis Carbone, Stephen Haecke
1(1994), {Engineering Customer
Experiences), Marketing
Management 3(3)

D23 AEEZE ORI L10|5
(2012), (MH|A CIRFQI W tAf), OF
RPN

Valarie Zeithaml, Mary Bitner,

Dwayne Gremler(2013), (A{H|A
O, &2t

Marc Stickdorn, Markus Hormess,
Adam Lawrence, Jakob
Schneider(2018), {This Is Service
Design Doing), O'Reilly Media

3.1 MHIAZECIXIO! A

3.0 HEAL

HZ2AL(Persona)e O{H XME S MHAS ALEE St S8 Q17 HH
otf Qs CHYst AIZA RYES HSIE 7H4ol QIS0(Th HEALE
EFSH MEnt B K04 o™ MYEOQI QIS0| OfEH HSE ZHOIXE
OI=517| Qlofl MM AtEXt A2 E HIEOZ JHRIo| HH S Bojste] HEE
A0[Ct. MM HEALE 582 LR ds WES X|H ARSA HHE
CHESHCY

2HEIOOIN RS HEALHE 129 7HHE 2UISiTt. & JHH0| 4WsH=
= & SRS HZ0| HIZ H2ALI0|CE ARl 20F0 M= AFEAE
dosty| ol H=ALt 7|HE Argot=0], CIXRI0 ML= H=ALto

NEg st AtEE U3 FM(Alan Cooper)0|Ct. ¥ O 0|0 =
QIZHESHY T A HZ AL QAFSH 7HES AF3ME CIX0|HE UAKITE

S
AR L2t Aot M2 AL JiE2 W FIHO|| 2fo TS A,

AFH QAEHO[ATE XZXE LHSHA| HRAE 1980EM AXL K7L /LSt
ARH D232 ME0| 0 0fZ1l SEoA Olfet MBS 2IX(atL,
JHAMOl TR AIBXIE MAMSIHA TR2IMS JHLSIFCE ALRXL
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James Kallbach(2015), {Mapping
Experiences), Oreilly &
Associates Inc.

UTIR(2017), (AMHIA ZECIRE
oIy, ot A

Lewis Carbone, Stephen Haecke
1(1994), {Engineering Customer
Experiences), Marketing
Management 3(3)

Ol23 AE|ZE ORI 4L40|
(2012), (MH|A CIXFQI W TbAYY, O
RPN

Valarie Zeithaml, Mary Bitner,
Dwayne Gremler(2013), (AMH|A
oA E), 3

Marc Stickdorn, Markus
Hormess, Adam Lawrence,
Jakob Schneider(2018), (This Is
Service Design Doing), O'Reilly
Media

194 Part 3. AMH|A-ZHC[XtQ

312 04 8 X
1 01 K== MHIAS 0|&6H| M, MHIAE 0|&cts St AHIAE
S deots Tl HYS AlZfelole B F=

0|88t 2MA| ALSAL7t AfH|A =
& AL MEIAE 0]85ts HFUAM A
Z 7t

WEOICE 12 oY K=k
425D ro)

ALE

2t60(Thinking), 2XE st (Doing), HEH =7=X|(Feeling)7t Al
SEO| mat #3511, 2 DHOIAM AFZAZE MH|A HSA QIE{2H S
St= EE 2CH(Touch Points)0| EHEICH 20 (N X|E= AEXMO 2 6ljet
MH|A 9 ZtH(Strengths), 2™ (Weaknesses), 7|8 221(Opportunity

oo o
Areas)S 02 ™A Ipefet 4~ QA

b2t

,—|—||

| StCt.
02 O™ X=7F 08 AHEJA=X = BSOHR| Lo 024 oy X[Z9
7|20| E= MH|IA HES A= g QF ZE(Jan Calzon)Q ZIA2
w=7HMoments of Truth)UlA 7| RIFICH D 2= 7467t ERYSHCE. AZHC|LEH|OF
I AHSAS Airlines)2l CEORE QF Zt=2 70| fot= AusE 7|
e B2 OHXE 20tR= S8t £Q% &7t TH9 &7toj2tn
HHSIICH O] A #=7t2 MHIA HSAte HAE ZHHCER
S2 EYNOR L UHELL OF ZAE2 YZAL AHHIE S0 0] A9 =7ts
HHSIACE. SHOf| EHESEHE T 2 14S ote SZAL H20| AH™ X2
SYSIH FAS| HEHE 0t HEY & UEE TAEOH, 0] B2
DA 9K = 2IME EE AO0ICH 0]Z0] HIZ OF H&EO0| Yotz 2A2
=7t0[Ct OF ZAE2 U 01 X2 JEE Y5t AFOHK| LULL
MH|A0M 024 ZRHO| ZQH S LRSI

p
Haecke)2 LE IS AL25101 MH|AT} FIBE|= 10| HHS Muish=
28 HATI(Experience Blueprin) 2 HMOISICH ZE MAIZIS 0
BEHO| AHS A7t SE0| W2t AZIA 0|0KS S8 EGIAUCHs HOIA

-1 oo 1L

O
Q S0|2C0t 1 5 20024 02 AS MEII0l 22l A
oto[fIA(John Ivens)= MM "&&8H 12 A& =+, Building Great

g

Customer Experiences 0lAf @1X2] 1124 O X0 dXot= HEA
QAE HSI5H IHE Y(Moment Map)S MEQICH S A2+ & Ot0[HIA T}

Hjereh HHE MO 1 QA= MO U O K= If FALSIL
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ExHiBIT 3 | XYZ CORPORATION |
EXPERIEN RS: EXPERIENCE BLUEPRINT PRO NAGER:
Norbert Jones, XYZ Company
Jon . Bosco
o STATEMENT OF MISSION ARCHITECT:
-A. Frogg! . . i Lou Carbone, REA, Carbone and Company, Ltd.
F.L. Wright Scire velim, chartis pretium quotus
D.A.C. Moscowitz arroget annus. scriptor abhinc annos TRUCTURAL ISULTANTS:
Gl Walker centum qui decidit, inter perfectos vet- Bl Sctimid, ABC Deolgn
P.J. Rampino eresque referri debet an inter vilis ILLUSTRATOR:
"o atque novos. Siisan Anthony
Bill Wizard
PROJECT COORDINATOR:
Ron McDonahoe October 17, 2020 Steve H. Wilson
STANDARD: INSPECTION:
Julie Cacolavich
T
EXHIBIT 4 IVESTVAICTIN GFANRAEAN
Cleap graterly parking (ot system,
sidewalk, cra;;m/é signage ﬂm///q/#mq PAINTENANCE
=
=
N
(@)
@]
o)
0
d. Matemity Parking: Designate expectant rother parking area with
a painted blue/pink stor< mteraational symvol (€, no smoking, etc.).
Demonstrates a sense of caring and knowing custorer reeds,
2d. Friendly Wamings: All warning signs should point to a customer
benefit (ie. Fire Lare.. “For everyore’s safetywe recormend rot
parking in the fire lane.
2d. Fresh Paint: Apply fresh pant to curbs, cross waks, etc. and lot
lines on pro-active and frequent schedule to aid with positive
cleanliness clues.
4d, Safety Lighting: Special safety lighting in parking lot with a note
that the lot has been specially lit with “xx" cardiepower for your
safety.
Sd. Paintenance: Painted surfaces should be panted before any
Ie. cracking, peeling or disrepair is evidenced. The regative clearliness
Hw/ ::’:E fﬁm’w symbol € 3 ::rtm;f;c% signals could be positive clues by staying ahead with advance pant
Demonstrates a seme of caring and kmwnq aistomer needs maintenance.
EXHIBIT 5 ‘
Experience Blueprint™ XYZ Corp.
s T T T T T I v I —t s
Gerded | Degree of
funing Pruonity Inpact on Bistness Ingact on Perception | Average UL(FZ:M Capud biemsuty Opeeations | Suore | Store
High | Mad | Lov | High | Med. | Lov | Hih | Med | Lov Figh | Lov | Light Mo Heany | Hard | Eay | 00| XX
[Matarnity Parky Devgrate matoroly with
i ik s ertiond o i mm..':‘ma e
erwmisie 3 s0ma of cavg d baomag antner ece 445 414 457 458 | 4 N ‘ -
berefiz e 1 o bot reglarly
v ve don't vk o 10 gt 3 icket, we recommend rok pkiog n
e fue lane 400 500 250 350 | 4 y
(55 [Fresh Paw: Aeply Treoh pavat W s, crommls, oz aedl 0% s %
on 10~ acture and frecpen scheddle to aid with postane clemingn
ey 529 500 245 524 I 3 -
i Salet | 0 with
e T At i e 2
afets 229 286 286 500 ] ] 4
A —y i oo T o
craching, pechag or w endenced The Sy o
.@mmummmm btorby i o
rawenance 500 286 28% 290 | 3
S 954 Cares ard Conpary,
16 Vol 3, No.3 MARKETING MANAGEMENT

[ 20|A 7+ (Lewis Carbone)2t AE|T HZ(Stephen Haeckel)2| A% 2R ZZIE(Experience Blueprint) ]
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i
cppertnits, reats.

.. Beginning of customer experience

Stage in the customer experince

Completion of customer

Step. Booking White space Teavel Arive at Enter restaurant  Place order
car park
Expectation  Tll getthrough  Nothing s going [ am not going 1o The parking will I will be grected  There will be sufficent
quickly and theyll  to happen undl | be offered any form b casy withasmileand  choice - it will be
have svailibily  get to the restaurant of directions they will be friendly  presented in a fiendly
o ~take me to my table way
Theeat They are fully ing. a ft Thereaeno G »
booked happen - lost know whereitis  parking spaces  because all the menu that the customer
opportunity when customer  staffare busy. Tikes— restaurant ru
artives out of an advertised
Opportunity  Wow —when I Wow — Lhave just  Wow — the Wow — they have  Wow — they were  Wow — waiter gives you
cxceed  made the booking received alerter  resiaurant has  reserved mea  waiting to grectus  his personal
physical they realised [had  confirming my  sent me 2 map! ' lked recommendation about
expectations before and  reservation together through the door!  what s good
what I had caten!  with a copy of the
Opportunity  They recognise  The letter s Imreading the  Thercisasign W are greeted fike  They remember what |
tocxceed | youand can peronalicd to menu: it sounds outside the ong lost fumily had st time which
emotional  remember me and suggsts  great! resaurant saying shows they care
expectations  whenIdined  some dishes I may mel
st time like. This makes
me happy
Emotion  Surprise, Surprise and They care Tm special Tm with my They care
evoked aicipation anticipation iends

[ 22! &(Colin Shaw)2t Z 0t0[HIA (John Ivens)2| ZHE M(Moment Map) ]

Special Offer

Approval

Using the
Web Site

Statement &
Payment

Terms and
Conditions

Collecting
Points

Enjoy
Rewards

Strativity’s document clearly
charts where different
experiences fall on a spectrum
of possible perceptions.

Disputing
a Charge

Calling
the Call
Center

[I:IE)\
=5

The Customer Journey Canvas

W rrcocnocrens

EllZ1(Bruce Temkin)2| 124 04 X|=(Customer Journey Mapping) ]

oo

ey

SERVICE PERIOD

@»

Soreapro

Sesgrionn

LA

ADVERTISEMENT/ PUBLIC RELATIONS.
How i thesencs ropasiioncommanicated
oyt sonce

S IFORMATION MANIPULABIITY

SOCIALMEDIA

T ep——
oughsecal meda?

WORD-0F-OUTH

Wt o iond, colaagues and famiy accsally
communicaa sbout the sanics sndlo s prvdert

e e ancesdo cacola e 1)
“ervces s servce provars)

INFoRVATION CREDRILTY <

‘SERVICE JoURNEY.
Wi touchpaintsdocistomrs sparience  ing ha sence e’

CUSTOMER RELATIONSHIP MANAGEMENT
Han does th s prodor (onesp with customars?

sociaLMEDIA.
Wna o customerscommuricats szt he servie andor
Sorvicoprovdertough ocial meda?

WORD-0F-MOUTH

Wns s cutomers el hi e colsues snfaly
b0t thesavice andior sanicaprovide”

[ 0123 AEI=2(Marc Stickdorn)at OFF I %:L}0|C{(Jacob Schneider)2] 1 ZH0{H7HH A (Customer Journey Canvas) ]
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ZI(Bruce Temkin)2 TIAQ| =7t MH|A HEO| JHEE Sloto] 1
|=(Customer Journey Mapping)2l JHES AZ|otALCH EZ

2 O N=E "0} 7P| EAOA Lot
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=l
=
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=
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I
ro
s

12 ANZXO 2 LIEH EA(Documents that visually illustrate
customers’ processes, needs, and perceptions throughout their
relationships with a company)" 2t Hol5tCt T I O™ K=
Ado] S48 ZASHH, 14 O X Ad W, Atd, 288 52
AJNGHRCE 2|10 OfRIL 0f23 AElE2(Marc Stickdorn)z} OfF I
#rLI0|E(Jacob Schneider)@| MA FAH|ALCIX}QI WikA|, This Is Service
Design Thinking Al 22 4 i A(Customer Journey Canvas)2
LAO] AJNED 02 0 X|2| A0 2RIt 102 O K= 1249
HEHOM MHIAS HIRIESE =M MH|AQl ZHES 7ot ils

O|REE 5= MHIALIAIRIO] o) S = Ae|I{HoIRAL.

AEX ZME Sofl »EE HYotl ST 2= 14

D= OcH&A A7t Olotol| == el 14 0F K==
o2 AMEA ZAF YHE fHots YALZ Adettt. U4 6 X9
Y= CHoth AHIA9] MSRE S71K] TX| 280 et 124 01 X=E

T 4E AT, MHIAS SH S0 s YENO

in) £ &0t (zoom-out)olt] ZAol HYE ZAMOF otCt 12 o™

K= T©Ed| AFSAF ZALE Felot RREMQ| QJ0|7t OfL2t F£F CIXtelzt

MY DY HIZLA SJAFEFE0 8= SR8 XBREMQ A0 S

EQ06t7| W20]| AEoHA ZHgsiof Stot 1 Y X = Thgl 22 =M2
e
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ALSRte| UM 2t IS tfTBtCY,

>
Pal
i
]
=
08
%
re
Rl

I oF K=o TG0 met ASA =
DY 7t2=Q MH[A9 HAE 2o, 10 et M2=9| 42,
S, A, MHIA HHE oG AEALS] 2FHOA Ao A

4. H|ZLA 2H0|M QUAOIES ESSHC.

-

REASICY,

AEXS] HHUM ME[AS ZH, &E, 712 Q015 Ottty trefet
MNEXNE HYL2 HgE 114 01 X=5 Hlu Z4010 HIZLA 20

QIAIOIES &S0ttt

7Y 24 D7 ofY RIZ| 71252 FES T2 TAED, M2ES ASRe| 42,
BE, 2, MHIA T, B, 94, 718l AR AL 22 F20f

* HH|(Phases) O HEO| FQ Y
» 4ZK(Thinking) 235 o=, 57

* @&(Doing) AR S

* Zt8(Feeling) IR /LR 2t

* MH|A HF(Touch Points)

« ZF(Strengths) MH|A T4E 9]
* %F8(Weaknesses)] MH|A T}R 9|
* 7|18] YH(Opportunity Areas) MH|A TFH 9|
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QIHH MO LojLtE 2= S2H, X, ARUAOM s 2bfeit. =,
MEA HH2 MH[AE Folole HAZM SSH2=2 MH|A9 JHXIE
Mgttt HXY, 22|18 Z7(Physical Evidence)= MHIA HAE S0A
MH|A9 2&ll0|Lt A5 S K|Eots 2= FEHYU 24 O|0|5HH, MXL
g, EE240, ¥ HO[X, Y7M, AHFE8E SOl idd. 52z
MH|AAZO|E(Servicescape)= MH|AZE 31T HIEO AbE=
oA AMEZ2AM, Q& g4, FAHY, 23, g+ 2 S 22 27
S A, HA, =, 89, &, =g, AU FAL 22 WR f82=2

I Y XN 714 QA ZEHEQ SX0| M2t CHYsHA FIt7t
7hSotth. MZ=0i Olsh&AXL, AF8XtH £0i=(Dramatic Arc), HAH[O[X|
D2 MA, Al A1} X|H(Key Performance Indicator, KPls), & H|0|E,

o
2mRA SO H22 £kt 4 ULk

oM g K= MEA 0

3

:O£
rk

HAXZE MERUA s&E = UA o,
I-D:i’ O:IE:I O|8H%71|Xf50| %Hie__:!al_():I
o8t =00 MN, MHA

OII

ME|AS] 22X SHo| S

Il
+
yo
|.|‘|
y
ol

2HE dHzg + 9

Olc&#A A= 124 o

>
_O'ﬂ
rr
)
=2
40

=S Salf AHBAL MHIAE 018 T L7ll=
ST URE HeElo mesta, HIZLAN SEN I 288 Jdads
O|X|= GI9E AEXS M ZEA Olaf 4 ULt CIEC =, MH|A
HHg flgt SU=RIE | ofl IS HEY = UL =, MH[A
Mg flet Chret OF0IC|0f0] CHoll ALEAL Salel SAMEHEE & = UES
EtECE DKo 2, T2 49| MA| J2(big picture) 20 SOZM
1724 OtE(satisfaction)dt 124 S (delight)S I OlsHZAIXt7t &HA
o0 S UMY & 02 OHED UM ZE2 MH|A K4FQ| o HAHIE
SaliM Fgkl= 0| OfL(2h, A AHIAL] K- 112H0| Helot=s 3 HA
QIE MO ZE0l oo gt 12 o K=z AMH|A OfsH2AH X7}

Aplo] FFmet Mol 2h EFoth= AFLZ(Silo) e =0kl A g2ot=

A2 2l L 4 UES ZoED.
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Edward Freeman, Jeffrey
Harrison, Andrew Wicks(2007),
{Managing for Stakeholders),

Yale University Press

OHE| Z22I, 2tE2tA 201, Hl 2|
Z(2016), (MHIALIXRL), 7R A

Hr

S| PS2IHLR(2016), (NCS
Mu|AZHOARI SHEEE)

3.1.3 OfoHEAX} X<

Ol &t ARt= MHIAE 7|2lotdl MEotil AtZot= O #0jot= CHst
AES QOIS A LHE O|SHAXIRt 215 O|SHEA K= L=, e
Ol A= AYRL, BalX}, M (Front Stage)2| 219, S (Back Stage)2l
@ 50| sidstl, 9F OlsHRAXE 02, MELY, ZAMA, HAMEE,
2 50| st MHJADIRII2 B 7IX| 2H|E siZst=
Ante == sMAQI J4M0[LE QO] U= 40| O|F XX b= ER7t
LIZE I5t0] SH & (Holistic)
T|0{OF Tt OlaH&AH Xt X|=(Stakeholder Map)= AH|A
U O[HEAR S| F&tut A5t HAHS AlZfstoto] 2o

Olofl A RXt= 1963 ABHIIE 2|MX| QIAE|EE(Stanford Research
Institute)lAM MS22 AL2E &0{0|C}. O|cHEAX= “ZE0] EME
4 UEZE X|&dH= dE(those groups without whose support the

organization would cease to exist)’0|2t= Q0|2 AFZEQICH O &
198443 HEYE m2|H(Edward Freeman)0| 19| XAl "HM2FH AN:

Ol AR H2 8,2 Solf Olsi2tA Xt 0|2 JElotH. H2 7|/9l el

rot
oX
08 o
o
)
o
>
rir
M
4
10
=
19
2
=

=22{d 27l 19| 0|22 7[”0| K& 7ts

Otcl OfoHA XS] 2710 B3 4 UACOF ST BRI =, 7|Y2
OIS 2tAIXIS] 7HXIE S THEIoH0F Sttt A0IL. OI=fI= 222 20074

=
ot

ot ZH0| O|3HZAIXt 0|2 CH0|0{ 1M(Stakeholder Theory Diagram)S
FRALE.

OII
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[IEQIE Za|H(Edward Freeman)2| O|3H 27X} 0|2 CH0|0 12 ]
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UEH o o
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OSHBAXZ PR, 7Y
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ro
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2t 1R
of St
(XA, 71

= 0= Ols AN 772

HHEED A0 M A
B, £, 012 5)0| ZHT0 27| HR0| OHBARIAS BH0| S5
S, U, I NS, 4ENE, B 58

ZQ0tCt. MetA OlsHEA XS Rd, 9,
oKt | 9i5h TGt WAIS] AlZ&t7t O|ROIKCE OISHEIAR XIZ 9t RAS

o2 MEfH X|=(Ecology Map), HEAIAE X|Z(Ecosystem Map)

HEf HIEYT M(Actor Network Map) S0| ZXHEICE. OfHEAXL X =&
Z=Q O[SHEAXIR 152 HAS 20 F&= 20| 2X0|22 HofiX Al Q0]
MH|A Q] ZX0)| SE| HIZFS 4= UL
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MH|ASH BRE X2 O BAXIE WOISH0 ABX ZA| BEE 4
QT AFXF TP Bl S01= OlSHZAXION Chat 037} TS £BaHXI7|

20| O|af&tAX}t 72+ 74K
ME|A FEHN 22X 0192 E= AHEO]
FTOUX|, A2 HE FLL A MO F=2AUX], MB[A0 HO{HC
JEXA QU= AFHO] F=7RIRIO Tt Ofel 7t Bl= HetsiAl7| W20
1tete] YA s Batg 4 U0 DIXHC = EE MH|AT}
EEHE 20 25 OfHBAXS S5} OfcH2AK 2t 71X S5& Hld

AlLte| 0] Tet H%foto] g 4~ RACE Ol BALN Xzs ez

Jtset 2= OlEHAAE Ttetst= 0| S0l SSA, RS, &
o

71, BN, 1M S M Y- JIXIE TE0UE O B0t U= 2

rnn 4o

2. Mu|Agfo| HE Gt R0 W2t OSHHAIXLE IHE et

Mu|Ago] pay F=o w2t S WA OlSH2AR)A A= (nkt
Ol A X Z OJSHRAR S OHERCH. EBH OfSHBA XS RO T2t
E=0t0] O[3 2AIANHE DHEST

0

r

10
02

19

njo

-4

MH|A-ZBRCIXRI 0|2 M 203



Jo
ik}

204 Part 3. MH|A-BHC|XIRIS

SE wHEHN I MFS 20 Olch&AX T2t 71X S50| HetXl=
NS eh=0ll THofet 4~ UEE AlZtafettt

Ol 2AXL K| == Z2HEO| S0 S| AlZat 7Hsot7| HE0] ChfotA
HIZ0] 7bsottt. 7|2 X2l 19 Q4= HSit &0

© AT Ol 2tAIA & ZHHX Ofo2rA Kt

* O[sHZAIAS 7

- 2 2
- I B2
OISR Xl M2 54, 7|8, Bal, X%, JHAO| T4Xo|ct. K,

ANARE 2HOM MEIAE EMQ 2 TR AH|A9] H2 X 0o 2 At
0

o3 A0 ool A= ZH| OloiE

e
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o
m)
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im)
09
gy

[ &t AIR HES

A ot
LTAIYE Iototo] X|& 7hset MHIAS 7[2lE o+ QUT Ol 2tA IRt
358 (Co-creation) Y3&S S 389 OlaIE HIE2 =2 &
Aol Jhsotl Mefeh MH[A OOIL0E =& + QUL AW, MH[AS
SUEZECZM Olai2AXL 2t 71X SEI 4348 IHEM THlcts
EHHS Lot siE 4= QUG UM, OfcH2AA 7t Ofeh o501 st
SE0| 24 3R 012 2HHe= 2F5tH S X0 R3HQ HAE
A 4= AES S} AR, OfSHEAIRZE 2H SSEEGH AMH|AL]
S UAS MEH H2Y 2 M F X AH|AL| 7§M0] 7HSSIHT
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HE2A §1dE(2013),
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2 20| #2] 1007}

OIFZ, 0155(2018), (M=Z2 HIAt
A ETE), AMOIE

TIR(2017), (MHIA BHORE
O

o1y, Ot A

)

HXH&1(2020), (CIXtR! &), EX
2215

Zste 24

et 2M(Affinity Diagram)2 AM2XF ZALE S6ff &8 AtA Dt
FAFS(Affinity)Oll T2t 20| A 2F5h= B

EAME2 00| 0ot LR & sid0] H= RS M6t AMH|AL] ety
A EtetE HFOICH ALBAOA SMAE B> (Holisitc Experience

MZot1 &AX siZHM(Innovative Solution)2 EE5617| {IGHA EIEA|
%)

~

et 242 1960EH LEQ AFSIAt X2 7H2t7|Bt(Jiro Kawakita)Zt
i et KJ Z718(KJ Technique) A R2HotACE KJ 7182 S &2t 010|012t
S0t FelotH YAE T=Eotes 29 oltt. 29
2

=
QAR T2t

MNEA ZAS| HES HEH YYo= Fxstots HYo|H. 02| ol =2
7100 Wt ABAL ZAF S ZF0ks A0| OfLI2f, ALEAF ZALS] AIF
Ao =RH LAIQI9] Hetds 2dote <A E2H0IH. Z=HE 3
H 20 g9 E =Eot= A0| HiFZAGth. et B42 U3l 22 &A=

et

1. X} ZAL LIES EAEQN0| 7|S 5t
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Empathy Map, Customer Journey Map,
Experience Map, Service Blueprint H|u'"'

Says Think

Dose Feels

Specific User + Scenario + Goals

3UNE
Empathy Map

02 0 Xz
Customer Journey Map

MIZ0ILt MH|A0] CHol S22 Dot At 6h=
DEMNAE A3t é A2 AFBXS needs2t

32| chet 22 42s 3Rt t2 0[35
= pain pointZ 03l{5t:?
OINZAKS =7| Q|5 2
IMEBFE 57| flet =72 M8 ML o) AL
» Phases, Actions, Thoughts, Mindsets/
« Says, Thinks, Does, Feels Emotions
« S U0l thet ALEALS] 2, Bt WS + 58 Y0 tholl y=x8ot= HH=S
727y Se Uy 58 AlZsE HIEY2 = AMSAte| TAZQl ), OtI=X,
QAUEX o A|ZH2 ARIHO 2 A|ZHEI51K| S M2} Z2bH S0| BHF HHY
22 2 AL E= ALEA R0 ofLtel © AMZE &, Ao 2 AZtst
S XN=E 4d (119d) © ZZfo| M2 AL EE ALEX R0 oLt
02 01 X=5 4y (111HE)
« MEAPL L7l 2HEl SHES RYdcte
HHES Zas| HOtL7| ol
A AHE © AEXES| thet SHE FHt7| 2l * SfLt= FOlE 17 o1gS =2 FA0
st=7t? © A RO et S22t 0lHE et SOl O[eHA|Z|7] 2I2S.
* 29| 2} BA0] 019 2 HHOI| et At
RO - AT 2ES A
AR F o CIXHQIO AR EAHOIM ALS . - =
wEE S s AN e < T ZRAA FHOIA L - 9 O[ShBAKS
ME © AEX QER £ BMX| &S ZFold 719 ZO RO 2 0L SO AL AFZO| 7Hs
= ESEIEIPAR=] coemeTEE DA
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UX Mapping Methods

Compared: A Cheat Sheet,
nngroup.com, last modified
Nov.5. 2017, 2021.9¢ 7|&
(https://www.nngroup.com/

articles/ux—-mapping-cheat-

sheet)
Phase 1 Phase 2 Phase 3
Customer
Actions
Frontstage
/\/\/ Backstage
Support
Processes
8 X MHJA FHAREL
Experience Map Service Blueprint
ULHHOI AIIS0| MSEE 27K £ 582 S MBI OFe L AFYHORE HAH Y=
Ho| SH5l7| o RS MAH ZRE Al2Etet Aoz AIHO|LE EAERR/CIXE EA), Z2MA S
UBIXOl AIE2| S-S 0l5H5t= ol AL MH|AS] L EQ A ZHo] HAE AlZfatet A
. . » Customer Actions, Front stage Actions,
* Phases, Actions, Thoughts, Mindsets/ ) e
Emotions Backstage Actions, Support Processes
o RX|o| HHO|A 7|51, AMH|A HZX} =
e - £ AJH|A U HZ0| B35IX| 24, Ystxol R A e e O

24 Wy

NSO BY, BT BS 58 v
A2t 2, &R0 2 A|2ts}
T2 04X Ko FMEZ Quts}

Z (K12 2-8)0l EHE5H0] Al2Et
N2k &, ASHC= AlZtet
ZH0i| Tt Mgt Bole Maf Bl E27t

ot
(=)

2 LY-QI 2| O[HBARIt 2 HHO =2
FAFUA0IH 517 g

HISO0[Lt AH|ALF 225t 7| =X0| 1 QKO
9 AS 248{0] Ch3k O[aH= oIt - « HIA FIB A0 T3t 0JaHet XX FA BR,
st=sh RN IO_IHI-JHOT:-EDO 212151 o5t EEERES
+ AIRISQ| LRI AS S 0[3H517| AT . ZE|HO| SHES IOt 7|5 QAS
HOFLH7| gt
= o T1I7H ™ X ED}-E% pN3
?_111| FE . J_lj—h‘ O:Ié XlEE |:||-57| A Al’ %ﬂ OEIE.'_rELOJ 4= O:Io |EE = x'|_|—|
AME =S 03151 s MHIA T2 HA JHMS et ZAHZ Mo
sh=7p =S 0oty | LIaH e
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O|Ct MAXCR NMa|= EX =X

I5}A)7| 1, CIA}

f

SEH, MZ=2 OI0|HAHE 7|& Al&

t2

OIX| ¥(Cognitive Map), ZHE M(Concept Map), OI=M(Mind

=

Cognitive Map, Concept Map, Mind Map H|u!

nngroup, last modified July.5.

and Concept Maps: Definitions,
2017, 2021.98 7|&

Cognitive Maps, Mind Maps,
(https://www.nngroup.com/

articles/cognitive-mind-

concept/)
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Everyday Tasks Deliverables

is driven by
. ) informs . Course )
To do list Meeting Research [———>| Whiting Creation Speaking
In-person | tangible intangible
Phone
. Vid
Email oo
Occur with
Urgent ata
To d
oce In-house
Announcement
Conversation
Conferences
Other things open to the
Reading )
Design work Public

Attending conferences

provides
\F ur servic ﬂ/

Community

sells

on

aid via
l Membership Ml My account

includes includes
N N N
[ Events H People H Space ] [ Access ] Food J
A T g I a
to
about serve N2 N
Pop
Culture
Inbox
preferences

N W

[rome F—

Profile

T

Changes ﬁ History

Order status

N
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HIAISHE A0|C MH|ACXR HERF(Service Design Network)E
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SSLIxtel
(Co-design)

Elizabeth B.ON. Sanders, Pieter
Jan Stappers(2009), (Co—
creation and the now landscapes
of design), CoDesign, 4(1), pp.
5-18

Ot0|C|0] EE= SHEMS DAMSH= T -
010|Ci|0]M(Ideation)

0}0|H|0|M(Ideation)2 idea®t action0] EFAZI J§EHO 2 T3] OF0|CI] 1

KtA|7F OFH OFo|Cj0{7t 2HE 0 X|= 2HE(The Formation of Idea of Mental
Images), & MZ2 0t0|C|0{9] MM(Generation), YX(Developing),
HAS LA O|M(Communication) 59 HHE 0tR2= JfH0|Ct =
OfO|E|0|2 OFO|C|01E E&ot= &3 uHEE Qbjote A=, OHY
Olsh2tAIRIet] 3 S EEH(Co-creation), HAZ|E|0|M(Facilitation)2] S24
AZH A1 S0 S0 A=,

F

ol

9_1_

S SEEHCo-creation) 2tH9| HZ
oroltof =& HAMA = O|SHEA XL e SS&&E Ralgt & Qo

A& MEAEH Z2HE T2}, OtAE HAX, HEA S 24 ZAY

|4l
HOrt7| 20| 012 & 2EoIT Ot0|LH0E SHH2 2 HE L =+ QUL

gk 7HQl0] ot = AtE O|&el HE &S0 LiELE Folds HHA
oM (Collective Creativity)' 0|2t st=0l, 0l2{st FHA &olMe
HIEO 2 & MutNol g#5g ‘38 & (Co-creation)’0[2t BtCf.
S HHe AgES0| BF 588 HAX|0AM SN XM 5=
St7L St YAXI0M ZH SHEE flo FxXHez HIote YWHE

CHAS MAIBIC 2|= MEA(Liz Sanders) "= 2& Q17+ Fo|H0|7|
t

20l A2 AL ARO[ 7 2V E BTt TAIO|L= EARA DIX YZASHA|
IUE SEIL OPOILAHE HE + ULH, & § of0] A= HAR 2it=5
== AT SEAL,
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MHIA A AED|S TEI510] TAEC,

MH|A 7FX| ®I2H(Service Value Proposition)
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tish HMAlSts A2 MHIAS Sdff 10| P2 2 U= 7HRIE Foot
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UBER Ride  Drive HELP SIGNIN Q =

Y %)

Easiest way around Anywhere, anytime Low-cost to luxury

One tap and a car comes directly to you Daily commute. Errand across town. Early Economy cars at everyday prices are

Hop in-your driver knows exactly where to morning flight. Late night drinks. Wherever always available. For special occasions, no
g0. And when you get there, just step out you're headed, count on Uber for a ride-no occasion at all, or when you just a need a
Payment is completely seamless. reservations required bit more room, call a black car or SUV.

REASONS TO RIDE =

[ B2 7EX] F2t Ol Al ]

*&X : https://www.uber.com
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Davis, S. M., &Dunn, M(2002),
(Building the brand driven
business : Operationalize your
brand to drive profitable growth),
San Francisco, CA: Jossey—Bass
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MH|A BHE(Service Touch Point)& AH0l £
‘Moment of Truth’Q M2|SAtE TA MOTEt =
MHIAE DL BFEOA ARl S2HQ A, 1N ASAE, AHFUAOM

= A; =1 o

E00M efE H2
=

2|0y, 1240] 7|Yt

59 2E AS Yo AR} MH|ALL YEAE0HE MH|A EH(Touch

=
Point)2 Y7i5t= A2 IS SQ5ICE

MH|A HA™(Touch Point)2 HA UEHSH =He HACZLE HIt=
HAOIEE St 7Heto| QM MOILE HA| HFOAMS 22X M SO
O|Z27|7X| CHst HEIY 4= QUCH AMB|A H&(Touch Point)S Ltfst= 22
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Phone

Face to face
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Customer touchpoints

Post
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Digital Camera
Mobile Phone

PC Application
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Elements of customer journey

Awareness Con3|derat|on Decision Post—Experience

Main user actions/ intentions
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Passera, S., Karkkainen, H.,
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practical framework for
service development In ISPIM
Conference Proceedings), p.
1. The International Society
for Professional Innovation
Management (ISPIM).
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McElroy, K.(2016),
(Prototyping for designers:
Developing the best digital and
physical products), O'Reilly
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A Landscape of User Research Methods

BEHAVIORAL /M Eyetracking Clickstream Analysis
A/B Testing
1 Usability Benchmarking (in lab)
W Usability lab Studies M Moderated Remote Usability Studies
M Unmoderated Remote Panel Studies B Unmoderated UX Studies
Ethnographic Field Studies True Intent Studies
@ e Concept Testing
Diary/Camera Studies
4 Participatory Design Customer Feedback
A Focus Groups @ === Desirability Studies === Intercept Surveys
A Interviews A == Card Sorting == A Email Surveys
ATTITUDINAL
QUALITATIVE(Direct) QUANTITATIVE(Indirect;

199301 H|O|E H&(Jakob Nielsen)t € #H(Tom Landauern)= S2|AE
IS Solf 8t YO ArAE W 31%2 EXMHES L7sot gt
19952 2000 AtO[0ll= At B7tep 2Eet AS0| 0| TS X|
PACH7+ 2000 A F0] UOjLE HCIZt HIQIAES 20F2 ZrS | ZIRUCE

266 Part 3. AH|A-ZHCIAFRIS OEA 2&lsH=2}?



optimism(Jared Spool)”0|Ct.

100% 1

o /

p=1

L

[72]

§ o

£ 50%

[

a

£

5 25%

&

=)

0%
0 3 6 9 12 15
Number of Test Users

A HILE Tdoly| flofl CX0[HS2 ChYst WS AFESHAT, =2
Y2 ST, WY, HDYOE S

- WU AF2N TIt= Mid, Hi-fi Z2EEUS M5 & MHIAS
H =

of7| Hi2 HEHAOIA HAECE HO|L B MO|ES| 2EdE E/tot=

ot 3
YEOZ HAIZE s SolM AL BAES BSE HEsil o 0f=2S0]
A

- HIZEE CIX0|L7} Of2f JHX] Mot B SIS B2fof & f AR L,
NSRS  JHR] 0149] Chfst HZTf AHIAS HIZOPH H1 %2
296p1 Bt

- 26| A2 HAEADE 22l 0] WAL Z2EEQ0| M
2E2 ALHe 2R AYSOIH LAY SE6ho] HY Al AL
M D2 EEI0) thaf BIHE W YAOIC, BE HAE WAL
Mo T 4= UKD HES 71H0| ALSSIT 0lof Tt EHS
H3INOZB F 4 Yk BSF U4S HYOR o7 R0 YXL
ASRE 7| YL YO SHES AT 4 Y= AT} UL
THEOI ALSHECIE Y AHIALL MEO| Chet D20l 5SE/MEES

MH|A-ZBRACIXRI 0|2 M 267



S& 8- ME, Yoi:
Hawthorne effect, observer
effect)= YE2| EI3 HH2 2N
JHRISO| Xt HSO0| BHEE T

oo 3o
|o oo

ot
=

268 Part 3. AH|A-ZRC[XtQ

2. YUY AEE Bt

O 24 AMEY 7t

e A2 F7ts HE HAER FIMARL MEAE SAI0] 22 20
ASEIR5HE BIAIO|CE EHH YZHO 2 0|20{X|= HAEE HIIXQL AL}
CHE HA0 UKL, 232 SR 7IeSS AE0H Y2 AEet.

THR7E A= MEY B7t= HOAL T A2t 42 HE0| Bt
SHOA H22S FEoHAL 2200 o EHE 4~ A7 W20, T A
O 2 SHHO| ALk Ol X ot U= Y 2 US| et
QIMOIES HISot Y7HAES dSl BES Soll 48 HE0| et OshE
SO0[opA| ofCt. Lot 2EE 2AOIESS EMZ HE WYL WSS R
7 AL M Y= Us AUMOIER THO[ 7hS0H. 1 Q0= 22K 7|=0]
2ot MEY B/t &9 o STUUA A AlgopL HAICR =58 &
= | W20 22840] =H.

HEHUM TR = AHEY B7ts AHUM OIFHXI7| WE0 AlZtat
=™ Moz Qlol Qe A|ZH0] 2 QFC. 55| 5F 0|Lfo] a4 QIHAUS

7] W20 SAMLZ folfst

ZIXIE LU

HAXNSO MEE H7|= A @O

[e]]
PN

ST SHOIARE HIHE,

3

A

rr
R
0f0
0x
o0&

R

HAlet Bt

g3

O||:|-.

A

o
T
ANME AHSE +
gE2 B8 2EHYHNE

i 0= d U= Oleh7t 7t |

=
El
ogr
I
=
Ha
4n

n

r

dJ
—_

2l
o
o e

=S

0x

R
Bl

30 oF

<t
=

ey ]
ol

ot

o
0=
gﬂ
kl
i

=2

mun

[

=0

H3{ m7tat

LLO O o

i

I
mjo

ra
ro
o

(-]
N

0
I

0E
N
>

]

NSt | QoAE ATJREL Z2EE 2AT7F AFHO| A4 0{0F
RNE=PN SM0| XMl =M DHZ mateta

= 2N, ZREZ2 W8S U= M2fshK|
POl Sl = ME B0 & Chs HAZ 9o
Ch ASYES T2 EZ0|= CHE0}

[

e

o2

o
ol
3

9/3 A8 %

S

2t

a1
A
s T

0r
0z

0

2 of



X, T 1Yo 7|EL =

e
=l MBIl of

S

2
o

=0
=T

t2l Af40] Of

[¢]
NIESSERE

[

[

A 71=5

o]

oA E7t tHES 274

=

=

7Rt
=0E o

3

[

PN
Lt
O

olo
Ik

ol
<d

oH2t
|

EfOf Cht o

o

gl

| It (specific
M2 MH|ALE

[

ES
=
[

—

X0
S
Al

S

=2 2
19 A
]

OILt. O

oA o

—

=

o

=

=t
b A B2 EEY H7H SHO| M2t

o, Gt =S

o

3

[==}

=1

A I

o
(open-ended task), IIH

CAE
H
H2S D2EEYCR Bt

[9)

0| =
4]

2
=
i Sl

=
[
=
=
[S:
S

ot
5
i 0Lt

—
o

=1
5|

o
=

f

- BMH BIF RJ9 HYH B2 HOA

E440|ct
5o

7

7 R0l hat K|
OffH|Z=A

i

13|

it

E

=14

=5

SHoF

9l

ol

?

A

=
(L

ioll

b

. W

eF ZIs0ll tishA

ta, o

1o

ol OF

ofn
o

B~

0] OjE3 &

XI0f| i

2= AEA

0|

A

[s)
[l

b

=

o

HOF

(5

oJot7|

[I{e]
6]

o

KO

wir

b

HEXLOAH UAOIES HSE

ol

Bl

Off A 2t Ets

A=

I

=
(=]

5540 EASCHE, 0]2

<)
=

MH|A 9|

CIXEQI 024 269

g

=

=]

ME[A-F



mn

S|

;O\

Z
4

|

2]
=

S KLRIA
o

HEE A=z

H

=)
o

0 Z2iE &0

2
t

o] g7t

t

=
8719 E280[ M7 |=U.

F

O At
5t

=t

b

He = A

o

o
5|
A

AR}, SHOAPE M2 THE STH0[LE =7H0l| QAL

[

>

r
A ALE

o

tAl =IC

2
=

o o710 A

d

OfLf AH| =

71 9
202 ALK

t

=]
o

S

At
SHAIZE ULt AMEAR BIHAE M2 Al
a5

[s)

74 A+8M H™IH(Remote Usability Testing)

Het =0l

St

5
7t
)
%

-
[

A

g7t

* 7|CHet O
. 0]
Ol

AHERF B7HAL, WAL, O

@
=
s

H

J/

7159 et Qrof A

0|0l UL,

Ch=

1

1

HO
30
00

7 At

=

X7t

=
10

R
i

| 914107 EX

M0l

IAZE ARLHO[E

A
=

I35t

AL B7tE T

Gk

t

OiAte] HOAAHAIL

b

[

A

AlZtoHoll E7tE
HE7IA)E B2EE X0 2y 2R0IM oH A8

Ig

!

7
3

Hl2Hy

=

Aot HOAE SHEAA F= 7120 U G|,

S714 217 A8 Tt
7tet

w|]
ol
%0
FH

Pl
i
()

It M= &

=0

7| o

o
HA

i HOHE & 7t

(5

SO o

I

>
_XX
o

ERUEESS
2 of

o
L

270 Part 3. MH|A-AHC|X}



fXI0] CHet T2

ArEd
SHE7t 0

TTE OYeHNT, o 78

HE MSO0ILt AB|AS FHIot

X|off et

=l
tHE SHotH

, D2EEY

=

YOt 2

=
[

ir

5t
=

ALOIES &7t

2ttt g S0

JhE w2 D ZHESH 2

Ol=

2tk

participants

g

=
— 2

§

5|

/|

HAE

(93
o
©
s
=
Q
=
E
=
(7]
o)
o
=
£
3
(A

IR

facilitator

id

[uy

2 AH|AS}

.
i

OIxt7t

=20 &0t

7| mf

(o3}
BA

Mo THet o=

| W20l =

o

AR X218 4 g1 40| 85

o

<
iofll
e

un

o

HINOE A

=
=

=0l 0]

ISEIR| Q47|

X
(]

ER S0l

o
|_

0|
Y

|

Ko

A
=

i O|HUOILt S2HE 2E5t0] At

ot

()

=l

F

i
=

UK, CHEH F7tet

5

2ot 2
PI=

AEAPE XIEHO 2 THINK ALOUD’ 7|He At

TSt

Ct.

e

M7t QUEE.

| S |
[E—

gl

CIXIRI 0|2 M 271

4

=]
=

Al



A of2l=

—

[

o

[

OIS =0

b

1

50
Kd

F

S
—

t2 Xt of
Rlof CH
o= Ol

—

-

It

[

[s)

|31 oL off 0]

A 47

g

==
S

HolHE of

t21 ol
tCt. O]

—

(s}

},
H

=
[

87t FH,

ERN
2l

=

Pl 2= 0] QUCOF ST
A

AN

0| F=ropA AAEG UCOF ST
Ml 201,

. i]H

1

ol

N
K
31
_|lu.

It

HOF ot7|

0

It
'.

obdst

[s)

F

[

tH0|11 AHEALS] At F710f of&

o
o]
i

2

Xl LOtE7|

40| o
20| H4S 0§70}

[
OF
=]

[

o

== frw—

te
=0 C.
1071X19|

q& 4

o

m
NAAEN HIHE

2 of

o
L

272 Part 3. MH|A-BHC|X}



171

Nielsen Norman Group “10
Usability Heuristics for User
Interface Design”
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com/articles/ten-usability—

heuristics/)

172
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Nielsen, J., and Molich,
R.(1990), {Heuristic evaluation
of user interfaces), Proc. ACM
CHI'90 Conf. (Seattle, WA, 1-5
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Nielsen, Jakob(1994), (Usability
Engineering), San Diego:
Academic Press. pp. 115-148.
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System Status System & Real World And Freedom And Standards Prevention
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Shostack, G. Lynn(1984),
(Designing Services that
Deliver), Harvard Business
Review, vol. 62, no. 1, pp.
133-139

178

Shostack, G. Lynn(1984),
(Designing Services that
Deliver), Harvard Business
Review, vol. 62, no. 1, pp.
133-139

5.2.2 MH|A Z& HAEI(Blueprint)
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SERVICE BLUEPRINT EXAMPLE
. . 5-12 35
5-25 mins 20-50 mins days seconds 20-32 mins
Website Retail location Employee’s name tag Credit card Appliance
Store signage Product description Store reciept Delivery reciept
Appliance signage Price tag
Visits Website Visits store, Discusses features, Makes purchase Notified of Appliance
browses price, availability, with delivery ETA delivered
appliances + sales salesperson
LINE OF
INTERACTION
Welcomes to store Checks inventory Provides
and delivery times delivery time
Support chat Automated call
with date
of delivery
LINE OF
VISIBILITY
BACKSTAGE Responds to Inventory L, Point of Fullfillment Accounting
ACTIONS | chat questions management system sale system queue
LINE OF
INTERNAL - oo oo ool
INTERACTION
Analytics Foot traffic Payment Appliance 3rd party
SUPPORT logs visitor scanner process distributor delivery service
PROCESSES
|

[7HRIE AOHHAQ] FARE O]

3. tdea

=2|X SHZ(Physical Evidences)
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1178 = (Customer Actions)
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ek HH 2= (Frontstage Actions)

DHOA =250 Az Y, CHAl o D40 AF ofLb= FA0M
0|R0{X|= MHIA HSAHEL| dE s Lottt MH|IA NZALE 12419
S2AE S40| M2t O Y2 = LiF0 B3E7| T S
MSX2M(Lines of Interactions)

S2AgHe 04 s MY FY 250 = LiF0 UL 40| M
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7kA¥(Line of Visibility)
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Time Frame

Connected layers

why

Market and customer

Environment and industry)

Business and Strategy
(business, Trends, Drivers,
threats, Objectives,
Milestones and Strategy)

what

Products

(Products, and Components)
Services

(services, Process,

and Applications)

how

Intangible resources
(Technology, Competences,
knowledge, Skills, Sciences,
and R&D projects)

Tangible resources
(Facilities, and Infrastructures)

Other resources
(Partnerships, suppliers,
organisation, and Standards)
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2l ZHHA LEAN CANVAS
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Column Histogram

Line Histogram

Scatter Chart

3D Area Chart

Table or Table with
Embedded Charts

[Hl, 27, 22, 74 7|Z0) T2 XE Mei™™)

194

The Extreme Presentation™
Method © 2020 Andrew

V. Abela, Dr.Abela @

ExtremePresentation.com
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RESYST Consortium London
School of Hygiene & Tropical
Medicine, 2014. DATA
VISUALISATION, A practical
guide to producing effective
visualisations for research
communication. RESYST, p.5.
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What Makes Good Information Design?
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— Triple Bottom Line(TBL)

202
LGB T L. 8015(2006),
Triple Bottom Line.

203
210|144(2011), (XI&7HsCIRHQ19
O2HA D2 =50 2ot &7 -
Triple Bottom Line XI&7H524
HAS FHOR), FROIKIQI

L5t

204

OHC|Z2+1(2013), (AMH|A CIR}L:
HRM SFEE IAOIE), pp.
246-247

205

Elena Avramenko(2018),
“Contribute to a better world
= Be a successful company.
Sustainability in a shared—
economy” (startup,medium.

com)

206

Elena Avramenko(2018).
Contribute to a better world
= Be a successful company.
Sustainability in a shared—

economy (startup,medium.com)
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K& 7ts49 49 ¥=lg 7|22 §t Triple Bottom Line Model2 g=
SustainAbilityQ| 3% & AZE(John Elkington)Q JiE 22 C|XI2l
? {5 LY Y0ICt I= 7|YS0| XL TisS

=

AIE Fgol= Hloll o
ol X|AO0F & 27 RUCZ M 71X 7|2 HAS MAGIU=H, X Hii=
7tx|(Economic Value), & HWZE= 1 7|&0|

AOtLE Atz o2 MAZ0| J=XIE B0 F&= AtE XH2(Social Equity),
71940 A0OtLt 2t (Ecosystem Quality)0i| CHEH R QIZH0]

USKE BOF= A2 7I222 ot 01ZA 7|0l ZMA 0|2t OfL{=t
7

=
719f of9f &He

HEH, AllH ZEUME Q0 HHOHOF et SEH B E= XA

0] BH2 2t 2Ofe| BIZH 7Tt OILIZ 53] BB 7IBY YRS MY
I} K83 HOR, M2 MHIAS HotH B2, XN T2iD A8l
2olo| Q0| BHEA| 12{E/0{0F BHTH 20|k

TBLEZ &3] 3P(Profit, People, Planet)2t H2C},

« A 2Y 2212 7|89 QI 0|&(Profit) F&E0| S5t 7|9
O[/F22t0] OtL|2t LH/QF OISHEAKXIE ZZdt= RH0IMS| Hut SO
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MH|A T2 EEHO|T

Service Prototyping

MH|A T2 EEH0|Z(Service Prototyping)2 AfH|A CIX}QI
OD2MAE Solf MAE S EtZHO0[L AlZ20[M
ZEE floff 0/2] HMAME HS0EE YHEO|CL

MH|A DH ™I}
Service Model Evaluation
MH|A 28 H®IH(Servie Model Evaluation)= AH|AT}

A 2EuUM JAE V] Ol | 2E Y= flet /e

TIgishE Z0|Ct AZSHOZ JHerE MH|A A RHO
X AES MH[AL| SHATER|Q 7|2 Q1 HEtA ZHOIA
Sgtot=X| 2olstn], MH|AS SX, J7|sX 242y, ZYH
QlA 50| It 7|20 2 WIIGtT AH|A J|EXIQt JHEfKt
O YZISHR| 25t M2 7HX|7F UEX| MEeleh 4
Q= 7187} =7\ = Stk

MH|ALC|X}QI

Service Design

MHIACIRFRI2 TSt 7|2, 71, SAI0IA )= QUCt
“SFROXNQIXNIS R MHACXRI2 SEXAt =2 Xt2)
HME 875 211 0| 2tEAL £ U= MEL MHAE
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-2[E13 Live work: 11Z0| CtYst AHg & > U=
AlZtel S0 M2t MES0| 2 == ohYs 2
HH™(Touch Point)S CXFQISHE Z0]CH.

A%l Engine: &% MHIAE L) MBS 5=

M2 202 MHIAGAR Z2HEE 2, HRUAO0IM

HZ S CArlol o] 20rE Z&al UZ0| MHIAE EHT,
NEAT, SSHOE F2 = UEE 2 QAE JUSH=
Z0]Ct,

MHJAAF O

Servicescape

HSEH AHE= 2214 AD0|H 2t 2A, FAY, 24,
YT, 23l S 22 oF £410 2A, BiX|, £, 89,

RFESO] 0D AH|A $8S XI5t SRS BTt

4F ZA

M2 ZAH HEXO BN ZA YHOR, TEXO HE|2
CH4-0f ALSXIOIH SUst 22 +8ots Weolh. 2240
H2EAQ| FS X0l i3t A3t g0| Y2 AERES
CHAOZ ZAFE 4 QUTHS JFO| UK 2 XAE SafA,
ALBRHS O FAHO 2ES R0 ChoH ABAIS0| TRE
SHe AIRlS & 4 QI o (HEN SXIE U L 24449
2O =22 22 4 AL

A2 AL
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Scamper

AWM (Scamper)= HSA 10719 X SO{E Mo
CHSO{ZI L&7|I0|Ch 19713 & ofjHe(7t 22AEYS
S0l LTAZI 0t0|Tj0f == HOolC.

AlZHH Al
Visual Thinking

A2 AtZ(Visual Thinking)e= A0 258t HES
AlZISHSIO 2 M ARSI S MO 2 ME s, 010|C|01E
TAStel T AEASL MRl ARLUAOME & 5 UAEE
St 53] NZHQ XMes AN0A K=o Hls 0lsHet
HE59| it 7| WE0| AAZZEAE St o 2

At ghs Asin B}
RITE: Rapid lterative Testing & Evaluation
A5 BhE MS 0 HIHRITE: Rapid lterative Testing
& Evaluation)= QUEH0|A S| BXE Mmefotyl HIt5HK
HEAH =88 T, £t ZLUE HHS Soll dBot=
2r0|Ct

ME QIER
In-depth Interview

A= QlIEE(In-depth Interview)= QESE A|Zt0] 211
AFRX} OH2t0| TEHEl QIE{HE AF2AFO| 0|74, AIEQl &
K=LS

E= = Y =

A2, O0|C|01E 2ol |0f =2 YHOIC

1o,

& ME2 & of S CHA ,
20 & M AL I
Of| A L 12|

Ethnography

Ol A LTI T|(Ethnography) = AFZAL $59| iztut 7509|
A 45 M5 flet Sy HE =42 HES=
ArHELe 3ZE Soff TAR LS P & YHO|CL
HOQ olAL-TeiI(Video Ethnography), 2HIY
Ol A =224 T{(Mobile Ethnography)S &&Z0| M2t

Ch=2 EE7| = Sf.

346 AMH|A-AHC|XQ! B0IF

12
|
Je
ro
|>
Hm
0o

HEHAAEY2 0[0] 2S00 =2 OO &
+ A= =HES HIHS7| ol AtEot= YOI
ByQIAEUD HIZ5HX|2, Of0|C|0{E HItot=0 &2
ArZatTt

oI5

Role-Playing

=MH|A A&, EE20], Role Play, Role Playing

el (Role-Playing)2 MH|IA Aol FOIT HE0)| w2t
TR 7t Heks HOrM Yot WSOt Al =
HYOIT. A=F2| 2514 &2 FAC R Hed=S ot M|
NHS Sofl MHA AA HHM SHUHE S8 +
UEE o, ALZAIS] 715 EEXO =2 OlofioteE 512
HEao| mEWS J|#Ho 2 MZR Of0[CI0E =58 2
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SEE
Actors Map

ASAt M(Actors Map)2 QIEIR 7[8te| OHE Z=10|Ct.
EY EE9| HEZ Soll IS EMot0 AH|A THJ 749

|
O[SHEAE AlZfelst= O #E8otH, Z2HEFHO 27 7Y
|
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—_== o
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QX9| OpAL
Wizard of Oz

=WO0Z, 2X°9| OrHAl Z2 EEO[Y

2x9| 0t A Wizard of Oz)= A|AEIO|L
MH[AS OiX| HESE ANMY UPALRIQEE SEGHA
OlC= D2 EE0|T 7Mooz F2 H0|EF AL

HESIK| gt

7|&0| 25| 220F MA| &6t (7H o QB XIS(Al)
OD2MEQ It Lot o AAEECL

o[0T

Wireframe

Aol U (Wireframe)2 Mt MO =2 HO|H
DZEEOIE e Soff L2 Z2-8E 2 =9 HiX|E

ZHCHSIA| AJZhtSt CIRfRl 2A0IC
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Wireflow

QAO|HZZ2(Wireflow)= =2 QIE{ZHMO| 23 5tHO|
ojojZgez HHX|l= HYX|LO|C. A0[0ERRE

Q0|0 E| Yt S2RAEE Zgtet A0

O|sH&AIX HE

Stakeholder Walkthrough

O3l &A Xt ZHE(Stakeholder Walkthrough)= AKX AL X}
CHE, 042 20Fe| MZ717 QI JfE T 2NHE 2AXHE0|
SOl M0 20 - IhH(0f 2ot ALI2|RE AFZAL 2E0M
S AEot Yotot= WHO|CE

O|5H2tA| X}
Stakeholder

O|a & Xt (Stakeholder)= MHIAZ 7

HoH= Gl 200 U= THATE MEHES
At elXn, MY (A 2, HijgE ,
(AXILOf, CIXtO[H, 3[AAD, 2/F0l= 124, ot
MK, HAMEE QIZICH, B
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Of3HZHAIXt X =

Stakeholder Map

Ol A Xt X|=(Stakeholder Map)= MH|AQ 7|3l
HE, At & MHIALS] MA| 1HFol| 2EE CAst MHES
AlZtstol= YHOICH O|F E&86HM MHIAS AJAH
H¥o= ZMotH OlHEAX 159 RY, 522
S MOfstll O[sHEAX & 7t &, I&o|Lt
&5 HAE 2ot gA OlaiE = UCh EJH MH|A 7|=int
DUEZ, MHA JiMaE OfaH AKX 7+ A =F SOl
RESH 2B E 5 ATt

AZHS AHCIXIQI

HCD : Human Centered Design

FHEESV|F(SO)E HSEEots AARES I8 2l

S AKX CAtQI(Human Centered Design, HCD)Of| 25t
XIZ (ISO 13407) 'C2 A|AE! JHEr HH| TRH0|A AR ALO]

=

HOIZ YEBITL O[O ABAH= Ol BARIE ZEBICY,
HCDO| Z2MARHS SRIFO|, Hu4H U o, sz
TOH, 4 U BWIEO) HCD HRYE H8at| Y3t
olct,

WEES

Cognitive Dissonance

QIX|2X3}HCognitive Dissonance)= 7|&9| EHE, AL,
AEL OE M2 YEE T3e o s =Hst 882
LSt

QUX|H Al
Cognitive Walkthrough

OIX| X AlZH(Cognitive Walkthrough)2 MX HZO|
DHEO0{X|7] MOf| A|Lt2|Q 2|#OolLt 7|2 TA 0| 35t
E3 A(Task)Q AlZY 22 DAMXE UHE 20|
ZOShM THHC 2 SO|EHE0 MY JIHN E2RE
Sl

s LiZks 2pgolct

QIE{24M C|X}Q
Interaction Design

OlEf2H

M O Xt2l(interaction De5|gn) 2t HEO0|LE MH|AS
At8ohE At ALOJ0] UO{Lt= dEEES &O0[ok of=
CIXtQ! Z0F0|Ct.

=
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Information Architecture

HEAX(Information Architecture)= 1Z40| MHIAS
0|8ots =X & +dY + AES M2 ZHE
=2
=

dA5t= AO|L.

HIotRHAM

RFP:Request For Proposal

MO HM(RFP)Z URX7E S5 TK||
QF MFEE MAXNCRE FEStH MAIFZM A7}
HtME 2ot O =22 7| fIg 2ME 2/0[StTh M2t
LAEMOl= oliF A2 =, =X 2 S8, WE, 7|0 g,

Sa717 O, &7}

A30| Tost

A, ME MNFE S5, M 27 A,
7t 71& S W&ol ZetErt.

HZ-MU|A Sgf AIAH

PSS: Product Service System

HE-MH|A S8 AABI(PSS: Product Service System)2
HE MHIA, HERSE Seiot A8ALS 2+ (Needs)E
BEAZ |1 X|E7H5E 7RIS EEoh= AIARI0|T

=M

Protocol
ZM(Protocol)= %=
A8t HA MZsH= S
7tsotn, TEX7t 2t Mot o Fets

Alet A E X2 ZME e LAt

2 Itefol
A
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Participant Observation
& (Participant Observation)2 AIZE9 f
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Affinity Mapping

=St

ZTIStE 2 A (Affinity Mapping)2 XAF Z210F 288 HEHE
Aol M2t 2Fotl, FAMES HOHLN =2 z
0|35t= gro|ct 2UZX|(Post-it)0| MEES X
22AHE S Soll A5 #AE S0 JHHENM, EIAE0]
ZXE oAS AR EA HD CHfst

ZOIA SHEES =20l We 18 ARG

I'IO

FIEAE

Card Sorting

FIEA”RE MEAL HEE O OlsHstl 7-g5t=X|
Aot 4 Qe YWHEOR, HEHE M5t L MHIAZ
HA| A Lol ofCio] 2R E £ UA=X| EQlsts X002
g5 YEtM o2 ALSXIL HED HEE AYo|Lt
7150 M3l HEE 236t= HAOR TSMECE CHpof
ANEXIL HEE BRc6te MES SQE &2 AT X
SHE BAY £k UCL OfF LAS MEISIE ARZAIS] b=
IfEHTE A S OlaiSte= 2 7HE S35t

E{X|ZQIE I|EE|A
Touch Point Matrix

= MHAHHE IHEZA
HX|Z2IE HEZA(Touch Point Matrix)= AH|A-ZAE
Oy XIZ=O|M AFEXS O{EE MEg 25 FOLLY

HEALYE HE 422 HAEEE 2A5
AEAI7E d-StE =SS AASHH ME MH[A AJAH
7 4S9 AltE, AR, QIHM0|A, MEts mpotst
AlZt5H3ict
E
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Voting

EH(Voting)= =& 010|C|0{Lt
OIAIE HASHY Belots E=Eot= W O|Ch
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Facilitator

A2 E 0|E(Facilitator)E 8% 2= A (Co-
creation)s o |IE& AOXIt {ot= HIE

QUEE FTGIL 5&= AFHO|CH

HHO| Hot= HE 4 =+ M &= X €352
HA2[HOME +&otH, Hxs| HAlE = AR
AYRU0| OtH =t HHASO0| ZME oiZot=S E= O
Ysett. =59 ZHet HIF et Aol HZMS
JHRIOILE HEO| AAR JHUSES X556t S,
ug 8 D200 4l WHFM SH % =27 JeS
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Persona

= AL}, 7H AFEXL
H 2 ALt(Persona)= AKX AL
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Ol= AEAES SHS QF MY, ds
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Positioning Map
=ZXHH

ZXMY X|=(Positioning Map)e H{H 7| (XZ0|Lt

MH|A HEHE)J} SX| AHXIO| 020 QIAlg D Q=
QIXIE mofotr| et X|=0|Ch X=E BHS7| /gt 2F =9

XBHE Yot= A0 IR Z20HH, e X=E Saif MZ2
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Poka-Yoke

ZIt2A9] MAl(Poka-Yoke)2 AISXIOIA LS & U=
A+E U, Q28 Whlols WHE = ACE MHEx
A0 HXIE FX 21 A0 ZHHEE 7HX= A2
LSt

IHA =2 QlEE
FGI: Focus Group Interview
& AUHF(FGL
TSHQ OHAE 2IMR|Q THEXRI 7|HeE, ME
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0| 20§ EEot= 2HAI0|CE
=
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Prototype Test

= D2 EEIY HAE

D2 EEtQ HIt(Prototype Test)E AMHIAZS AIEO
HEHOI7| Mo st EHE Qlote HHE AXl=
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Prototype
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10|22
Peirce Model

I A2 (Peirce model)2 CIXQIZ|MX|Qt EME HE
AAE 22S 5t AR, (1) 4N f%(7|§, Tx), (2)
HEX XI5, AH8), (3) 7IZH AH(QO], HIAIX])
MZHX| RHHE HMAISHL Tt EH HI% 12t Fdot= O

Q
_|E
210{ 0] Al 71X CIXIOl YIS B BHEL|0{0}
T2t 275 AHRI0| Zata 4 Qirt

oft, M=o

ESIITRY
Fitts' Law
= D=9l Hx|

=9 HAl(Fitts' Law)2 ALEH Z00lA QI7te] HE
5 S}

CHoll &= 2 M3t 7Ho] HAHE MY

o="o

He 7|250| A

— i =27

AXHON SE=Z o= XHo| 20t 8=2H 25 +

AUSKIE 0| Z3t A} ot= AO|CE

SR

Highlighting

50|12+l (Highlighting)2 0{2f CiRtS S 712Xl & 1<)

HEZ UF6I0 EFoH= YWHOICH

MdE OFOIC0| S0A ML “IHX|= OtO|C|HE

Zctl OH2, 3SHQ ZHOILE 240 M2 F32 s

Z0|Ct,

SHA7}3|

Core—-Value

=AL2X} S ATIR|

AtEXtel A TIX|(Core-Value)= AF2AL AILIE|2E

ol S MET HZ0IM AR ZHT WSOl YFS

0|X= QASS MOlst 20, ABAIE O =0 o™

*1H|A% 0|%3f71| HEX E o gHo=z 0|80t 2
=

350 AfH|A-AHC|RLQ! BOIF

HEQEY
Affordance

BS R (Affordance)2 O Lol ALY S Olaliot=
H =30 == AMZH ZMOIH

Norman)2 0ft 2710| Q148 EE UXK S4, B2 52
O AR EXIZ 2ot 22X S40/21T UL,

tA 2 M(Environment Analysis) I X0l x| L3S

SHE NS 0P| /s £S0Ich

-HAIEE 2M(Macro Environment)2 7|€0HM EX
=7ts8t QOISHR|, 4|, AMElR2s) JEX 2Eo 2N
mrotste] M2fS ~&ot=0 5X0] QUL
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Ba|AE HI}
Heuristic Evaluation

S2|AE HIH(Heuristic Evaluation)= 7t Qutx{o| ZZI
Y Yoz MH|AS Hent 2H0| HHESIXE

o

xy o
7| AL SO

HlA CIXFOIL, AR ZE CIXO|,
AF2AF QIE{H0|A HMEI} HE ;L HEIt S
MEA EHT}H JER[Q] THOIN HEHQI 54
J|etol 1 WILSHD, METte] KAlDL A, LEleR 2
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AIOEHN
AIOZAME MEBASY ZH0|ZAEAS Fdote
S 2l(Activities), E&l(Interests), 2/Z4(Opinions)s
o0|gtE WSS SHote 7IHRENM, 2 HaE9 A
SAE A AIOZ240[2t ot AH|XO| e, 24, oA
S2 I MEQ 2HO|EAERUS FE & U= B8 &

QAEEM T2 OPAEE 76 Lol U0 S5t M=Tt

tt.

bl

rin

Hi-fi T2 EE}!
High Fidelity Prototype
= 50| D|Y2|E], High Fidelity, Hi-Fi Prototype,

=2 78 M T2 EELY
Hi-fi 22 EEI(High Fidelity Prototype)2 AX| HEZ =
AHIZ2 FEQO 77k, o1 ST =2 T2 EEHRI0|C
5t0| L|=a|E|, High Fidelity, Hi-Fi Prototype, High
Fidelity Prototype, =2 78 S4E DZEEQCZEL

==l

laaS

Infrastructure as a Service

laaS(Infrastructure as a Service)= 714 MH, HIO|HA E2|X|
3 ME HEQIt 22 Yo HRE Ao oist H2S
MH|A FEHE HSth= S2HRE AH|A2 AE0|Ct AFBAE

AYsAL ASTFR3GHH 888
Aaigh=0 st 28 7150| 7HSSIT.

il

Lo-fi T2 EE}Q]
Low Fidelity Prototype
= 22 OJH2|E|, Low Fidelity, Lo-Fi Prototype,

H2 18 S4E TR EEHY
Lo-fi Z2EEFR(Low Fidelity Prototype)2 MH|A
ZHELL OIO|LHE A&3HA BRG] chM AEEH,
AZX|LE 240]0 Y A SO| EXC = &g HL

MVP

Minimum Viable Product

MVP(Minimum Viable Product)= Z4 Z4 & E
HA HE, 24 A HMEL=E STICL

Minimum2 A|l7fat XS Zaste = EXt6H M 7|5 T2
&S 2J0[0|0Y, Viable2 12407 7HXIS 20| 10 At

rir
bh

&

HIS 2EE 4 U0t 22 CDlsith MVP| 442 BIST,
SoHT, Stesdte HYS UEEOR A4t ZOICk

PaaS

Platform as a Service

PaaS(Platform as a Service)= AH|AZO| ESiEZOC R,
PaaSE &all AH|A T 2201 ZOelt], & Z=3,
M| &E, OlO|E{H[O|A QIEEOIA, Ut ZES MS5HH,
WYX= 0|2 EE0t0 M=2 MHIAE BHS & QUCt

PESTEA
PESTEA S HX|(Political Issue), AH(Economic),
At2l(Social), 71&(Technology)2 HEZ 7|9 &=0

UBS FE AVE QOIS Torsts WHOIL AN XA
My 24S 2 Z2 S| HMZH 240K 7IY0]
JNZYS UZOFE Al ALBSHE JIHOID, AIY N

o
=4, MY ZXNG, A @eF SE MWtefote o 2abHel

SaaS
Software as a Service
= MH|AE ATEQ0], MHAZRMS AZEQ0]

SaaS(Software as a Service)= ANHAZAM9
ADEQNZE, AFBAIL HOE Sl AZEQQE
CIHUWMOIN 0|83ts 225 MHAO|LE. SaaSe=
ATEQ0 RSYA9 ZEXQI HeE dFoh= JHEL =2
S YAt oftLte SHZS 0|80l Ch2f I A
AT EQ0 MHAS M35t AEAE 0|8%t B2 =2

=1
=]
X=ettt. HMsX AZEQOf HZLA DA} g o

SaaS9| 71 2 A0|H2 HiF £ 72| K{F0ICt
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STEEPEA

STEEPEXAN2 At3|(Social), 7|&(Technological),
MEj(Ecological), AHM(Economic), MX|(Political)2l
CHA JEX) QAR 7|99 &350 e = ARAN 202
A

Ttotsts WHS YstLt S3
,

0z HI Tl

hd

STPEAYE &g =
(Segmentation)dtd] SHEA|IXS M (Target)stl <
4 (Positioning)sto] B2 248 SHL=E

OFS &0 ME(CIXERL, MH|A)o Hatst 2RIE &

=S
g Yottt

SWOTEA
SWOTEME ZH(Strength), Y™ (Weakness),
712|(Opportunity), Y1&(Threat)2| H2|ZAE 20} Ot=

g =4 AH =M, 2N etds ZMots
713/ 2HC R LTIk ot 3FXQ HE E=
713, 22|11 1 B2 QRS S22 AEL AYE
Bl EMots =740tk

352 AMH|A-AHC|XQ! BOIF
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