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The Core of Service Design :  

 10~   

  The Core of Service Design   |   10~   
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Service Design  Consulting Module :  

  ȋ  

 4Step -  8 Modules 

  άţ      άţ 
     
»  άţ 

 ~   άţ 

Module 1 
  

Client Audit  
Module 3 

   
Service Context  

Audit 

Module 5 
  »  

Service Concept   
Development 

Module 7  ~ 
Service Evaluation  

Å  (Interview)  
Å  (Questionnaire)   
Å  (Benchmarking)  
Å Ɵţ (Stakeholders map)  
Å Ὃ ‌   
  (Business model canvas 

Å ᶹʗ  (Ethnography) 
Å ₩  (Shadowing) 
Å   (In- depth Interview)  
Å ſ¼Ŝ ₩ (Customer journey map) 
Å   (Touchpoint mapping) 
Å  (Actors map)  
 
  

Å  (Mind map)  
Å  (Issue cards)   
Å ſ  (Lego serious play)  
Å ʗ   (Group sketching)  
Å  (Brain storming)  
Å   (Service image)   

Å   (Service prototype) 
Å   (Use cases)  
Å   (Heuristic evaluation)  
Å Oz  (Wizard of Oz)  
Å   (Usability test)  

Module 2 
 ᾋ   

Service Providers Audit  
Module 4 

   
Service Principle   

Development 

Module 6 

   
ȋ  

Service Idea Generation  

Module 8 
  

Service Delivery  

Å  (Interview)  
Å Ɵţ  (Stakeholder map)  
Å  (Servicescapes) 
Å ₩ (Ecology map)  
Å ~  (Value web)   

 

Å ₩  (Affinity diagram)  
Å ℮  ˏ  (Motivation matrix)  
Å   (Interaction table) 
Å ʗ  (Group sketch)  
 

 

Å  ׁ(Persona) 
Å  (Touchpoint matrix) 
Å   (System map)  
Å  (Service blueprint)  
Å  (Storyboard)  
Å Ŝ   (Experience prototype)  
Å ď  ˏ(Evidencing)  

 
 

Å ~  (Guideline)  
Å  (Template) 
Å   (Service specification) 
Å  ᾋ  (Role script)  
Å ƛ  (Task analysis grid) 
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Step 01 ♄℮   
Understanding Service Ecosystem 



Module 01 Ớ  ₒ♅ 
Client Audit  



♄℮  ḓ  ꜙₒ♅  
Service Providers Audit  

Ớ  ₒ♅ 
Client Audit  

Module 01  Client Audit  

01 

02 

Overview   |  ᾨ   

Task   |  ᵒ  

Á Ớ   ֥
- ♄℮  ℮ ᷄  ♥  ᾠ : ♄℮  ᵒ  a , ἛⱢ ,  Ԃ  Ṵ    ♄℮  ᵒ  a Ӓ  
- ♄℮  ҟῼ ᾠ : ♄℮ ( ) ҟ♠ ῳ  ֗♄℮  ҟῼ   Ὠבּ   . 

 

ÁTask 1. ♄℮  ᾨ  ῳ ҍ   
- ♄℮  ᾨ  ₒ♅ :  ♄℮  ᾨ  ḏⱠ ῳ ҍ  ₒ♅ (♄℮  ‛ , ♄℮  Ԃ , ♄℮   ℮  Ṵ) 
- Ӓ  ♄℮   :   Ӓ  ♄℮   (Ӓ  ♄℮ בּ ⁫  ,  әҠ , ♄℮  Ɑ Ṵ) 
- ♄℮  Ɑ  : ♄℮  Ɫₒ  ᾁ( Ⱬ  ᷿ᾁ) ◄   ῳ Ӓ  ◄   (♄℮  ♠ḻ , ḻ , )  
       

 
 

ÁTask 2. ♄℮     
- ♄℮    ₒ♅ Ӕ Ὠ : ₒ♅ ᾨבּ  , ‛ , ֥ҏ, ℮ , (ḋḏ ) Ṵ ▐ Ӕ  Ὠבּ 
- ♄℮ בּ ⁫    : ♄℮  ֥ , ℮ , Ự,  ♄℮ ,  әҠ , ҙ  ῳ   
- Ӓ  ♄℮ בּ ⁫   : ♄℮  ᾤ, ḻ ῳ  ֥ ,ʒ ‴  ,ꜙ  әҠ  ῳ Ԃὺ , әҠ ♠ ḻ ῳ  
      Ὥ ḻ, ♄℮  ὣᶯ   ֥Ṵ ,  ҙ  ῳ , Ӓ   ῳ Ӊ   

 

ÁTask 3. ♄℮  (ԂⱠ ) Ⱡ  
- ♄℮   Ⱡ  :   oӨӔ  
- ♄℮  ԂⱠ  Ⱡ  : Ὂ  Ⱡ ῳ ὣ  Ⱡ  

 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

3 



Å ₱ (Interview)  
Å ♥ῄ ▐ (Questionnaire)   
Å • Ὣ  (Benchmarking)    

Usable Tool   |    ḻԂ¦ “ 

Å ℮ ᷄ ᾧḮ ―  (Business model canvas)  
Å ӨӔ  ᾁ(Stakeholders map)  
Å ◕ ḻ (Ecology map)  

Rmmj ¦ Kcrfmb|  ḻԂ¦ “ Ớ  ₒ♅ 
Client Audit  

01 

02 

Module 01  Client Audit  

Áᵒ  a ἰ ₒ♅ 
- ֥  ᵒ  a ἰ : ♄℮   ԂⱠ ἰ, Ӓ  ♄℮  ӨἎ ὣ♄  ἰ 

 

Áḫ  ὣ♄  
- ▐  ἰ : Ӓ  ♄℮  ӨἎ  ⁫ә♄, ▐  Ӥҟ ἰ ῳ ὺ ἰ  
- ӨἎ Ԃ ἰ : ֥Ө, Ӕ ῳ ֥  ӨἎ Ԃ ἰ.  
- ḻ♄¦ᶄῄ ἰ : ḏ ₒ  ӨἎ ֥Ө(♄℮ Ṷ  Ṵ)  ҏ ῇ, ӨἎ  ᶄῄ ῳ  ᶄῄ  
- Ἕ ⁫ḻ ἰ : ῄ    ꞈṴ  ӨἎₒ  ֥▐ ῳ ⁫ḻ ᵒ  
- ᵴ ἰ ҷ◌ : ԃᵒ  ӨἎ ἰ ҷ◌  

 

Á♄℮   ₱ ῳ ♥ῄ 
- ♄℮  Ө ₐ♄ ԂⱠ  ḓ◄ : ♄℮   ῳ Ⱡ .  

 

Á ▐  Ἡ(ᵒ  aԂⱠ  ▐) 
- ῄҍ ₱, FGD(Focus group discuss), ♥ῄ ▐( ỳ ▐) 
- ▐ ᵒ  : ᵒ  aԂⱠ   ʊ♄℮  Ⱬ ,᷿ ♄℮  Ⱡ ῳ ᵒ  a♄℮   Ⱡ ▐¦o ♅. 

 

Á ₒ♅ ḻԂ  
- Ἓ  Ⱡ  ί  ḁ  ₒ♅ ḻԂὗ  

♄℮  ḓ  ꜙₒ♅  
Service Providers Audit  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

4 



01. Ớ  ₒ♅    |    Client Audit  

ÅTask 1. ♄℮  ᾨ  ῳ ҍ    

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮  ᾨ  ῳ ҍ   Á ֥  ᵒ  a ἰ, ḫ  ὣ♄ ,  ₱ ῳ ♥ῄ, ▐  Ἡ ▐ ₒ♅ ἰ  
 

Á Ӓ  ♄℮   : 
- ▐ ♄℮ ὗ Ӥ  ʊ֥  Ắ  ʊ   ῳ ¦Ḅ   
- ḁ  Ө Ἓₐ  ♄℮  ҟῼ  
 

Á ♄℮  ₒὊ : 
- ♄℮  ֚Ἳ ℮ӽ  
- Ớ  Ԃ ▐  ֥ Ἓ ῦỦ ♄℮  Ⱡ ῳ ֥  ʒ  
-  ♄℮  ҟῼ ḄӔ ♄  ἄ Ỷ  Ắ  ʊҟ♠ ἰἛ  

Module 01  Client Audit  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

5 

Customer Service Benchmarking Cycle ( : http://www.ticsi.org ) 
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01. Ớ  ₒ♅    |    Client Audit  

ÁTask 2. ♄℮     

 Task Rmmj ¦ Kcrfmb 

Ecology Map   ( : www.livework.co.uk ) 

Module 01  Client Audit  

Á  ♄℮   ԂⱠḻ  
 

Á  Ԃ  ῄ  ῼӋ 
 
 

Á ֥  ᵒ  a ἰ,  ₱ ῳ ♥ῄ, ▐  Ἡ ▐ ₒ♅ ἰ  
 

Á ♄℮  Ԃ   : 
-    ◕ ḻ Ṵ  Ҏ  ḻԂὗ  ♄℮   Ԃ   (Actors map Ἓ ₔὣ ֥ḻ ) 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

6 
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ÁTask 2. ♄℮     

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮  ԂⱠ ( )  Á ֥  ᵒ  a ἰ, ḫ  ὣ♄ ,  ₱ ῳ ♥ῄ, ▐  Ἡ ▐ ₒ♅ ἰ  
 

Á  ᾁ   ԂⱠ ṯ ҏ   ḻ ῳ ӨӔḻ   
- ♄℮  ṍ  ʊḁ   ῳ ⁫ Ὑ  
 

System map  1  
( : http://www.visualcomplexity.com/vc/pr
oject_details.cfm?id=336&index=336&domai
n=) 

Module 01  Client Audit  

01. Ớ  ₒ♅    |    Client Audit  

System map  2  
( : http://lovelearn.wordpress.com /) 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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ÁTask 3. ♄℮   (ԂⱠ ) Ⱡ  

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮   Ⱡ  
 

Á ♄℮  ԂⱠ  Ⱡ  

Module 01  Client Audit  

01. Ớ  ₒ♅    |    Client Audit  

Á Task 2  ♄℮  Ԃ  ₒ♅ ἰ  
 

Á ♥ῄ ▐, ῄҍ ₱ ῳ  ֚Ἳ Ἕ Ṵ  
-  ♄℮   ῄ , Ⱡ ῳ Ḅ  Ṵ  

 ₱   
( : http:// cargocollective.com/KwanP/Service -Design-Tool-1) 

ƺ ₱ ּד♄ 
 
1. ᾨ  ῳ Ӆ ♥  

 
2. ₱  ῳ  ⁫ 
 
3. ῄ ᾨ Ὥṯ  ֥
 
4. ₱  

 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Module 02 ♄℮  ḓ  ꜙₒ♅  
Service Providers Audit  



Module 02  Service Providers Audit  

Overview   |  ᾨ   

Task   |  ᵒ  

Á ♄℮  ӨӔ  ₒ♅  ֥
- ♄℮  ℮ ᷄  ♥  ᾠ : ♄℮  ӨӔ ṯ  Ӧ ᷄ ₒ♅ ῳ ▐  ḻ  
- ♄℮  ҟῼ ᾠ :  ♄℮ Ӓ   ӨӔ ṯ  ӨӔὗ  ♄℮  ἛⱢ  Ṵ  ֗♄℮

 ᾧḮ Ὼ  

ÁTask 1. ♄℮  ӨӔ   
- ♄℮  ӨӔ  ₒ♅ :  ♄℮  ӨṎ ӨӔ  ᾨἜ Ⱡ 
- ӨӔ Ⱡ ₒ♅ : , ῇ  ӨӔ  ꜙ Ⱡ 
- ӨӔ ҏ ♠ּד  ḻ  

 

ÁTask 2. ♄℮  ӨӔ  Ⱡ  
- ӨӔ    
- ӨӔ ṯ ҏ  Ί᷄ Ɑ     
-  ӨӔ  ₒ♅ (ῄ  ῳ  ) 

 

ÁTask 3. ♄℮  ӨӔ  Ҏ   
- ♄℮  ӨӔ  ӨӔ  Ҏ  

 

♄℮  ḓ  ꜙₒ♅  
Service Providers Audit  

Ớ  ₒ♅ 
Client Audit  

01 

02 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Å ₱ (Interview)  
Å ӨӔ ᾁ (Stakeholder map)  
Å ♄℮  (Servicescapes)  

Usable Tool   |    ḻԂ¦ “ 

Å◕ ḻ (Ecology map)  
Åҍ ▐  (Value web)   

Rmmj ¦ Kcrfmb|  ḻԂ¦ “ 

♄℮  ḓ  ꜙₒ♅  
Service Providers Audit  

Ớ  ₒ♅ 
Client Audit  

01 

02 

Áḫ  ὣ♄  
- ▐  ἰ : ♄℮  ӨἎ  ⁫ә♄, ▐  Ӥҟ ἰ 
- ӨἎ Ԃ ἰ : ֥Ө, Ӕ ῳ ֥  ӨἎ Ԃ ἰ.  
- ḻ♄ ¦ᶄῄ ἰ : ḏ ₒ  ӨἎ ֥Ө  ҏ ῇ, ӨἎ  ᶄῄ ῳ  ᶄῄ  
- Ἕ ⁫ḻ ἰ : ῄ    ꞈṴ  ӨἎₒ  ֥▐ ῳ ⁫ḻ ᵒ  
- ᵴ ἰ ҷ◌ : ԃᵒ  ӨἎ ἰ ҷ◌  

 

Á♄℮   ₱ ῳ ♥ῄ 
- ♄℮  ӨӔ  ḓ◄ : ♄℮   ῳ Ⱡ .  

 

Á ▐  Ἡ 
- ῄҍ ₱, ♥ῄ ▐( ỳ ▐) 
- ▐ ᵒ  : ♄℮  Ⱡ ῳ ♄℮    Ⱡ ▐¦o ♅. 

 

Á ₒ♅ ḻԂ  
- ♄℮  ӨӔὗ  ּב  ʊḁ  ₒ♅ ḻԂὗ  

Module 02  Service Providers Audit  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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02. ♄℮  ḓ  ꜙₒ♅    |    Service Providers Audit  

Task 1. ♄℮  ӨӔ   

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮   ӨӔ  ᾨἜ Ⱡ Á ♄℮  ᾧḮӦ ӨἎⱠ  ᶋ  ӨӔ   
- ♄℮  ᾧḮӦ ӨἎⱠ  ᶋ  ӨӔ  ḻ  

Module 02  Service Providers Audit  

♄℮  ᾧḮ ҟῼ  ҍ ṫỚ  ( : † ὣ♄ ♥ , 2009)  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

12 



Task 2. ♄℮  ӨӔ  Ⱡ  

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮  ӨӔ ҏ ◄  ₒ♅ 
 

Á  Partnership, ᵡ ,  ґṴ  
 
 

Á ♄℮  ҏ  ◄  ᵒ  ₒ♅  ḓἛ ӨӔ Ԃ  ῳ  ₒ♅  
 

Á ӨӔ  Ԃ ₒ♅ (Stakeholder Motivation Map)  : 
- ♄℮  ҏ  ֥  ḻ  U  ₒ♅ 
- Partnership, ᵡ ,  ґṴ Ṵ ℮♄ , בּ      Ӕ ὨӦ  ḻבּ   ₒ♅ 

Module 02  Service Providers Audit  

02. ♄℮  ḓ  ꜙₒ♅    |    Service Providers Audit  

ӨӔ  ₒ♅  ( : † ὣ♄ ♥ , 2009)  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Task 3. ♄℮  ӨӔ  Ҏ  

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮   ӨӔ  Ҏ  Á ♄ ₒ♅  ӨӔ  ₒ♅ ᵒ  ῶ Ἓ ӨӔἛ Ҏ   
Á  ᾁ   ԂⱠ ṯ ҏ   ḻ ῳ ӨӔḻ   

- ♄℮  ṍ  ʊḁ   ῳ ⁫ Ὑ  
 

Module 02  Service Providers Audit  

02. ♄℮  ḓ  ꜙₒ♅    |    Service Providers Audit  

Stakeholder Motivation Matrix  
( : Arnold Tukker & Ursula Tischner2006,      
  New Business for Old Europe ) 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Task 3. ♄℮  ӨӔ  Ҏ  

 Task Rmmj ¦ Kcrfmb 

Á  ♄℮   ӨӔ  Ҏ  Á ♄ ₒ♅  ӨӔ  ₒ♅ ᵒ  ῶ Ἓ ӨӔἛ Ҏ   
Á  ᾁ   ԂⱠ ṯ ҏ   ḻ ῳ ӨӔḻ   

- ♄℮  ṍ  ʊḁ   ῳ ⁫ Ὑ  
 

Module 02  Service Providers Audit  

02. ♄℮  ḓ  ꜙₒ♅    |    Service Providers Audit  

ӨӔ  ₒ♅  ( : † ὣ♄ ♥ , 2009)  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Step 02 ♄℮  ₒ♅ ῳ  ּבὨ 
Analyzing Service Context /  
Developing Service Principles 



Module 03 ♄℮  ύớ ₒ♅  
Service Context Audit  



Module 03  Service Context Audit  

03 

04 

Overview   |  ᾨ   

Task   |  ᵒ  

♄℮  ύớ ₒ♅  
Service Context Audit  

♄℮   Ὠבּ  
Service Principle Development  

Á ♄℮  ꜙ℮  Ӓ ₒ♅  ֥
- әҠṯ  Ӓ  ʊ♄℮  Ӓ ₒ♅ ῳ ּזӈ  ᷄  ₒ♅, ▐  ḻ  
-  ♄℮ Ӓ ҟῼ   ꜙ℮  ♄℮  ὗ ₒ♅   ♄℮  Ự, Ⱨ Ὼ  

ÁTask 1. ꜙ ℮   ▐ ♥Ӕ 
- ꜙ℮  ₒ♅ ᾨ  Ὠבּ 
- ♄℮  ▐ ἄ  ҟῼ 
- ▐ ḓ◄ ♠  

 

ÁTask 2. ▐ ּב  
- ꜙ℮    ῳ ♄℮  Ӓ  ⁫ ₒ♅ 
- ♄℮   ₒ♅ : әҠӦ ♄℮  ҏ  , ῇ ,  ⁫ ₒ♅ 
- ₒ♅Ṏ ♄℮  ⁫ὗ ῶ Ἓ ♄℮  Flow ₒ♅ 

 

ÁTask 3. ♄℮   ḻ   
- ꜙ℮  Ө ♄  ♄℮  ύớ Ҏ ὗ   ḻ  

 
 

 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Å әҠӒ ḻ (Customer journey map)  
Å ₱ (Interview)  

Usable Tool   |    ḻԂ¦ “ 

Å  ᾁ  (Touchpoint  mapping)  
Å ᶂ֚Ớ  (Ethnography)  

 

Rmmj ¦ Kcrfmb|  ḻԂ¦ “ 

Áꜙ℮  ₒ♅ 
- ꜙ℮  ₒ♅ ᾨ  Ὠבּ 
- ꜙ℮  ▐ ἄ  ♥Ӕ 

 
Á Ⱡ ▐ 

- ♄℮  ύớ Ө  
- ꜙ℮   ₒ♅ 
- ♄℮   ₒ♅ 

 

Á ỳ ▐ 
- ♥ῄ ▐ Ṵ   ḫ  ₒ♅  

 

Á ῄ  Ἡ 
- әҠ ♄℮  ύớ ▐ : ₱, Ө ḻףּ ,▐  Ṵ 
- ▐ ᵒ  : әҠ ♄℮  Ӓ  Ⱡ ▐, ₒ♅.  ῳ ҟ♠  ḻ .  

 

Á ₒ♅ ḻԂ  
- ♄℮  ύớ   ֥  ḁ  ₒ♅ ḻԂ  
- әҠ  ♄℮  Ӓ  Ӓ  Ө  ₒ♅ 

03 

04 

♄℮  ύớ ₒ♅  
Service Context Audit  

♄℮   Ὠבּ  
Service Principle Development  

Module 03  Service Context Audit  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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 ḻ  

03. ♄℮  ύớ ₒ♅    |    Service Context Audit  

Task 1. ꜙ℮   ▐ ♥Ӕ 

 Task Rmmj ¦ Kcrfmb 

Á ꜙ℮  ₒ♅ ᾨ  Ὠבּ 
Á ▐  “ ῳ ḓ◄ ♠  
Á ♄℮  ▐ ἄ  ҟῼ 

Á Ἓ  ⱠӉ  ẁỚ ▐ ᾨ  ῳ ἄ  ♥Ӕ 
- ꜙ℮   ▐  ʊ Ἓ  ⱠӉ  ẁỚ ▐  “Ӧ ▐ ḓ◄  ◄ ḁ. ẁỚ♄, ▐ ᾨ  ῁  ᾤ

  ḁ. Ắ ,  Ӧ ṅ  ▐ὗ  ἄ ḻ ҟῼṍ  ḁ.   

< > ▐ ἄ  ҟῼ  

Ԃ   ▐  “ ♠  ▐ ḓ◄ ♠ בּ ▐   

Á ▐  “ 
- ꜙ℮  ▐ “  Ӏ Ⱡ ▐  ỳ ▐Ἓ ᵁ  ɱּב ḁ. ♄℮ Ṷ ♄  ʊꜙ℮ ӈזּ   ᷄  ♄℮

 ҟ♠  ῼӋ   Ⱡ ▐ὗ Ἓ ḁἶә ḁ.  ҍᶾ   ḓ  ♥ᾤ  Ὼₐ  ḁἸḁ. 
 

▐  “ 

Ⱡ ▐ ỳ ▐ 

Module 03  Service Context Audit  

Å ▐ ḓ◄ 
Å ▐  
Å ▐  ꜙ
Å ▐ ҏ 

 

Å ▐  “ Å ▐ ᾨ  Å ▐ ℮ῇ 
Å ▐ ҍ ṫỚ  

Å ▐ ᵒ  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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03. ♄℮  ύớ ₒ♅    |    Service Context Audit  

Task 2. ▐ ּב  

 Task Rmmj ¦ Kcrfmb 

Á ꜙ℮    ῳ ♄℮  Ӓ  ⁫ ₒ♅ 
Á ♄℮   ₒ♅ : әҠӦ ♄℮  ҏ  , ῇ

, Ӓ ♄℮  ⁫ ₒ♅ 
Á ₒ♅Ṏ ⁫ὗ ῶ Ἓ ♄℮  Flow ₒ♅ 

Á ꜙ℮   Ө  
- ꜙ℮   ḓ  /ҏ  Ө   
- ṅӨ ,  ₱ Ṵ 
-  : Ө  ʊҠӨ  Ҏ   ֥  ᶂἍ  ḁ. 
 

Module 03  Service Context Audit  

 Ӧ  Ө  ֥- Ῠ  ә   ӤӤ
♄℮  ҟ♠ Ἓ  ▐ἕ   
(  : www.designcouncil.org.uk/red )  

o Ө ֥“ ᾨἜ 
 

1. Ө ℮ 
-  Ԃ  ֥
- ֥⁮ ℮  ( ᾕỚ, Ө ᶂ , ֥  ♄Ὂ) 
- בּ Ӧ  ᾨἜ 
- Ө  Ӓ  ( Ⱡ  ᶷҍ?) 
 
2. ꜙ℮ Ӏ ₐḋ   ֥
- Ө  ᾨ  ῳ  “ ♥ᾤ ( Ӏ ṭ  ֚
Ὥṗ ּב  ♥ᾤ  ҹ) 

- Ἓₐ  Ө Ӓ  ḓ  Ḍ 
 

3. Ө בּ   
- Ө   ▐  ₱  (▐  ₱ ᾨἜ ℮) 
- Ө   ▐  ₱  (▐  ₱ ᾨἜ ℮) 

 
4. Ө ὣ 
-  ▐ṅ ♄  
- Ө  ḫ   
- Ө  ℮  

 
 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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03. ♄℮  ύớ ₒ♅    |    Service Context Audit  

Task 2. ▐ ּב  

 Task Rmmj ¦ Kcrfmb 

Á ꜙ℮    ῳ ♄℮  Ӓ  ⁫ ₒ♅ 
Á ♄℮   ₒ♅ : әҠӦ ♄℮  ҏ  , ῇ

, Ӓ ♄℮  ⁫ ₒ♅ 
Á ₒ♅Ṏ ⁫ὗ ῶ Ἓ ♄℮  Flow ₒ♅ 

Á ꜙ℮   Ө  
-  Ө ֥“  ᶂ֚Ớ (Ethnography)  ֥Ὼ Ἕ(Ground theory)  Ṷ  ίӀ 

 ῼ   “ṯ ḁ. 
- Ỵ   “   ▐ῇ  U Ӓ  Ԃ ҍ  ֥᷆   ᷆ ◄ ֚ḓἛὗ Ώ ṯ ᶷḫ ḁ. 
- ἃӀ ⁫  ḫ  ʊ Ὺ  ṿ   ₒ♅Ṏḁ. 
 

Module 03  Service Context Audit  

ḻףּ   (  : 2010 ♄℮ Ṷ ▐ἕ  ANA ỶḠ ַא,  ῼ ἰ) 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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03. ♄℮  ύớ ₒ♅    |    Service Context Audit  

Task 2. ▐ ּב  

 Task Rmmj ¦ Kcrfmb 

Á ꜙ℮    ῳ ♄℮  Ӓ  ⁫ ₒ♅ 
Á ♄℮   ₒ♅ : әҠӦ ♄℮  ҏ  , ῇ

, Ӓ ♄℮  ⁫ ₒ♅ 
Á ₒ♅Ṏ ⁫ὗ ῶ Ἓ ♄℮  Flow  ₒ♅ 

Á әҠ   ֥
- Ө ḓ◄  әҠ   ῳ   ֥
- ḓ   “ Ἓ ꜙ  U  

 

Module 03  Service Context Audit  

әҠ    « ꜙ (UPersona)  
(  : http:// wiki.fluidproject.org/display/fluid/Persona+Format  ) 

o  ꜙ (UPersona) ҟῼ 
 

1. ṅ ″ּב  

2.  ṅ″ּב  ӨӔ ₒ♅ 

3.  ṅ   

4. Ⱡ ῳ ᾨ  ♥  

5. ṅ Ӧ   ◄Ɫ ♥ᾤ 

 

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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03. ♄℮  ύớ ₒ♅    |    Service Context Audit  

Task 3. ♄℮   ḻ  

 Task Rmmj ¦ Kcrfmb 

Á ꜙ℮  Ө ♄  ♄℮   ḻ  
Á ♄℮  ύớ Ҏ  

Á ♄℮  ύớ Ҏ ὗ   ḻ  
- Ө  ḫ Ἓₐ  ꜙ℮    ₒ♅ 
- ♄℮  ⱠӦ ῄ  ḻ   

Module 03  Service Context Audit  

Airline customer journey map  
(  : https://gcn.civilservice.gov.uk /)  

o ♄℮  ύớ ₒ♅  ֥
 

1. әҠ   ḁ. 

2. әҠ Ӓ דּ  Ἓ ּ֥ו ḁ. 

3.  ῳ ◄  ₒ♅ ḁ. 

4. ♄℮  ҍᶾⱠӦ ♄℮  ′  ₒ♅ ḁ. 

5. Ҏ  Ө  әҠ Ӓ  ₒ♅ ḁ. 

6. Ҏ ⁫ṯ  Ҏ   ₒ♅ ḁ.  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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03. ♄℮  ύớ ₒ♅    |    Service Context Audit  

Task 3. ♄℮   ḻ  

 Task Rmmj ¦ Kcrfmb 

Á ꜙ℮  Ө ♄  ♄℮   ḻ  
Á ♄℮  ύớ Ҏ  

Á ♄℮  ύớ Ҏ ὗ   ḻ  
- ♄℮  ύớ  ҏ  Ὑ Ắ  ʊәҠ  Ӓ  , ṅ ,֥ ′ Ṵ  Ɫₒ  ₒ♅ḻ ҍᶾ ḁ.  

Module 03  Service Context Audit  

ύớ Ҏ   « әҠ ᾁ  
(  : http ://hbr.org/ )  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

25 

http://hbr.org/
http://hbr.org/
http://www.designcouncil.org.uk/red


Module 04 ♄℮   Ὠבּ  
Service Principle Development  



♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ 

03 

04 

♄℮  ύớ ₒ♅  
Service Context Audit  

♄℮   Ὠבּ  
Service Principle Development  

♄℮  ҍ ῳ  ḄӔ 

Module 04  Service Principle Development  

Overview   |  ᾨ   

Task   |  ᵒ  

Á ♄℮ Ὠבּ    ֥
- ♄℮  ύớ ₒ♅   ḻ Ṏ ᵒ  ῶ Ἓ ♄℮  Ự  Ὠבּ  
- ♄℮  ύớ ₒ♅ ֥“Ӧ  ʊḆὣ ּבἐ   ֜  
- әҠ Ӓ  ḫ  ╝ ᷄Ớ, ♄℮   ḓ     

ÁTask 1. ᾨ‴  ︢ḻ  
- ♄℮  ύớ ₒ♅ ḄӔ ♄ ḻ Ṏ  ︢ḫ  
- ḫ  ṿ 

 

ÁTask 2. ḫ  әὣ Ὥṯ  ֥
- ὣṎ ḫ ὗ ᾨ  ẁỚ ₒὊ әὣ ὣ 

 
ÁTask 3. ♄℮  Ὠבּ  

- ₒὊṎ әὣἛₐ  ♄℮  Ⱡ ḻ  
- ḻ Ṏ Ⱡṯ  ᾧḮ ὗ  ♄℮  Ὠבּ  

 

♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 
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Å ᷄  ḁ ֚Ừ (Affinity diagram)  
Å ṅ  ֥ₒ♅  (Motivation matrix)  

Usable Tool   |    ḻԂ¦ “ 

Å ủⱭ № (Interaction table)  
Å֚ Ἳ  (Group sketch)  

Rmmj ¦ Kcrfmb|  ḻԂ¦ “ 

Áꜙ℮  ₒ♅ 
- ꜙ℮  ₒ♅ ḫ  (  ₒ♅ ἰ,  ₱ ἰ, ♄℮   ₒ♅ ἰ) 
- ♄℮  Ӓ ₒ♅ ḫ  (♄℮   ӨӔ ἰ, ♄℮  Ӓ ἰ) 
- ḫ  ṿ ₒὊ 

 

Á ῄ  Ἡ 
- ♄℮  ᵒ  aῳ  a Ӓ ἰὗ ῶ Ἓ  ₒ♅   ♄℮  ҟ♠ ḻ  Ὠבּ   

 

Á ₒ♅ ḻԂ  
-  ♄℮  Ӓ  ₒ♅  ♄℮ Ὠבּ   ʊḁ  בּ    “  

03 

04 

♄℮  ύớ ₒ♅  
Service Context Audit  

♄℮   Ὠבּ  
Service Principle Development  

♄℮  ₒ♅ ῳ  ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

Module 04. Service Principle Development  
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04. ♄℮ Ὠ|    Service Strategy Developmentבּ    

Task 1. ᾨ‴  ︢ḻ  

 Task Rmmj ¦ Kcrfmb 

Á ♄℮  ύớ ₒ♅ ḄӔ ♄ ḻ Ṏ  ︢ḫ  
Á ḫ  ṿ 

Á ♄℮  ύớ ₒ♅ ḄӔ ♄ ḻ Ṏ  ︢ḫ  
- ♄ ₒ♅Ṏ ḫ ṯ  ὶ ḻἜ ḫ בּ   ḁ. 

ₒ♅ ḫ  ὣ  (  : http ://www.site -optimiser.com.au/user -experience/task -analysis-grid /)  

♄℮  ₒ♅ ῳ Ự ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

Module 04  Service Principle Development  
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04. ♄℮ Ὠ|    Service Strategy Developmentבּ    

Task 1. ᾨ‴  ︢ḻ  

 Task Rmmj ¦ Kcrfmb 

Á ♄℮  ύớ ₒ♅ ḄӔ ♄ ḻ Ṏ  ︢ḫ  
Á ḫ  ṿ 

Á ♄℮  ύớ ₒ♅ ḄӔ ♄ ḻ Ṏ  ︢ḫ  
- ♄ ₒ♅Ṏ ḫ ṯ  ḫ  ṿ ḁ. 

ḫ  ṿ  (  : ṅ , (2012) ▐  Ӓ ▐ὗ   ῶᴒ  ֥ “) 

♄℮  ₒ♅ ῳ Ự ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

Module 04  Service Principle Development  
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04. ♄℮ Ὠ|    Service Strategy Developmentבּ    

Task 2. ḫ  әὣ Ὥṯ  ֥

 Task Rmmj ¦ Kcrfmb 

Á ḫ  әὣ Á ♄℮  ύớ ₒ♅ ḄӔ ♄ ḻ Ṏ  ︢ḫ  
- ṿṎ ḫ ὗ ᾨ  ẁỚ ▐Ⱡ ṴӦ Ҝ  Ⱡ Ἓ ֚Ἳ  әὣ  ḁ. 

ḫ  әὣ  (  : Illinois Institute of Technology)  

Principle 1 

Principle 2 

Principle 3 

♄℮  ₒ♅ ῳ Ự ּבὨ ḄӔ ♄℮   ḄӔ ♄℮  ҍ ῳ  ḄӔ ♄℮  Ⱨ ῳ Ṷ  ҟῼ ḄӔ 

Module 04  Service Principle Development  
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