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Module 1 ) .
Client Audit

OIE{H (Interview)

ME XAl (Questionnaire)
#iIX|0t2 (Benchmarking)
O|SHZHAIXIEH(Stakeholders map)
o H|ZL|AZEZHHA

(Business model canvas

MH|A oHEF 2
Service Context

Module 3
3 Audit

* Ol A= 2}0| (Ethnography)

* =22 (Shadowing)

+ M= QIE{E (In—depth Interview)

» DZHZABKX|E (Customer journey map)
* E{X|Z2IE YT (Touchpoint mapping)
« ASHXIH (Actors map)
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Service Concept
Development

Module 5

OFRI=EH (Mind map)

O|#7t= (Issue cards)

#Hl Z2|0] (Lego serious play)
2 AAA! (Group sketching)

BHQIAEY (Brain storming)

MH|A 0[0|X| (Service image)

Module 7 M| 2 F}
Service Evaluation

« MH|A T2 EER] (Service prototype)

* 2= #0|A (Use cases)

S2|AE BEAM (Heuristic evaluation)

Oz OFHAL (Wizard of Oz)

A2 HIAE (Usability test)
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Module 2 : . .
Service Providers Audit

* QIE{5 (Interview)

* O|GHEtA|X}2H (Stakeholder map)

* AH|AO|AH|O|Z (Servicescapes)
« MEJX|= (Ecology map)

* 7IX|AFEE (Value web)
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Module 4 Service Principle
Development
« st 2M (Affinity diagram)
« 57| BME (Motivation matrix)
* QIE{24M H|O|= (Interaction table)
« JEAAX| (Group sketch)
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Module 6
- Service Idea Generation

AL} (Persona)

E{X|ZRIEIEZIA (Touchpoint matrix)
A|AE! 2 (System map)
MHIASZZZIE (Service blueprint)
AEZ|EE (Storyboard)

A T2 EEI] (Experience prototype)
Z=7{9t=7] (Evidencing)
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Module 8
Service Delivery

7t0|=2t2! (Guideline)

BIZ2l (Template)

MH|A AM| (Service specification)
st tHE (Role script)

o HEMH (Task analysis grid)
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Analyzing Serwce Context/
Developing Service Principles
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M| A O3 S | MH[A 2M 9l 2J21 21 CHH| e MH|A 71431 2 ot0|C|0f ZHBF CHA| - MH|A Tt 2 ASH CH|
03. MH|A et B M | Service Context Audit

Task Tool - Method

- ZH|Z}SHEY MHOL U MH|A A HE 2M - AH|RE SE) BY

- MH|A HAH SA DM} MH|A 7| 0l 2 - ) 2|2 o) Al 24T (Ethnography)2 $1247]810|2(Ground theory) & CIRHIY 0] 27
2, 37 Mu|A HE 24 S8 ST gueolt, e - ; = ot ol of

. SAE HUE HEIOE AH|A Flow SA - 0|23t o] TAS AHZO|Lt 278 A} A 71 20| ofl B4 ICf2S wopS o=t ck,
=S - 0l3iH S5t GlOjE s Ust IYAYS Soff A A

A=Y Gl (231 1 2010 MBIAL|R[QIAR AIZI ANA 2EH 9{3&, BIQIEH0|A THAR)
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03. MH|A et BM | Service Context Audit
Task 2. RA} 434
Task Tool - Method
- AH|Zf EH Tpot O MH|A A A 2N " A EE TSt
» MH|A HAH 2 D73} MHA ZH| O1H 2 - SHATHYRl 0 7h JHE) 7o G HEIAE O[5St |
3, 3 HHlA 3 24 A | HEAdPHSE NaER
» BME| HHE HIEIO 2 MH|A Flow 24
o IALf(Persona) 7H
1. Az Ha I}
2. ZOAtet ASHk0| 2AH &M
3. 22 dsHE oot
4. E4L=HLE
5. WS THED =2 S M 4Y
178 23 mok of|A| - A L}(Persona)
(2 : http://wiki.fluidproject.org/display/fluid/Persona+Format )
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= + Boredom
1. 249l fE Hetac
g * Transport « Faster * Area with « Full sleeper » Arnval valet + Chauffeured 2 _T,_7_|H 7‘6‘@% ﬁ_\—il';i]l 2; 7|%%|_H:|‘
+ toaiport check-in Intemnet seats S Showers :::;:r:ug:‘
3 provided o Al access &fax liahti - = =
8 « Driver ﬁ:‘a:‘::gxo + Salon, .::’ONQNHQ '::";;:Wa + Comfortable 3 E11|EC)L|E Dil é)l-g;_(r%% _'E_A—-! ol_I-El-
@ handes massages. ) f nde door-to C o .
1= e g comm w4 MHIAJHSATAEIA 2US A
. S L s ZhEzmoIS0] A 1 RS BABICH
6. Z YESS AlASSH HE S BAGHCH

Airline customer journey map

(23 : https://gcn.civilservice.gov.uk/)
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S5 MBIA THN S22 95 2R 423

Usable Tool

« O{I|L|E| C}O|O{13H# (Affinity diagram)
(Motivation matrix)

28 =7
OlE{2HM E|0|2 (Interaction table)
OAEAHAZ| (Group sketch)
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N MHIA £ 2 H2E 22 B - HIA 7141 2 0f0|C|0] JHg £ - MHIA W7} Y A B

Task Tool - Method

= AMH|A GHE2} 2M CHA|0|A E&S 0|# CJ|O|E{3t | = A{H|A W2t 2M CHA|o|AM =& 0|+ Ci|O|E{St
= 0jojE| 2 - UM BME COHES 2YY & AU F O|0[E3 St

Famiby Fum & friands Refesrer Goals Inflwencers $happing Behavicur
Sally Harris Lanest Trends, Frieads & Family Seeking a Honda/Myusdsl/Mazds Reputation Buys and seils oo eBay
Entry Point oesns want 6 spend more than Assistance 3d edecation Newes perchased 3 ca befose
- o 10 ity of indrmation: a3 used moble mtermet but not for
1 want to stand out from v Thinks she may gt & bettes deal with Professionslsm/Hustaonhioess dlasifieds
the crowd but can’t afford ‘:;"'“" ':" i nduidual selless. Frastrations & Pain Peists
o 1 Irnventory of prel
a new car. I'm just not sure models, customet opinions, Migh quality images of the Car inside Does't want 1o be inendated with « Tradiog Post
what | need to know to »ﬂ m-rw\hw'-)m Sisa ads and pop-ups o Saben
i Ouestlons She dalices when items &
purchase my first <ar, ol o gy s “ove
although 1 am certain opticas fextras? portrayed in the
1 can find all | need to ‘What cool ca can 1 get for my money? descrption.

know online.” Grts jeakous when hes fiends get
something better than what she has

Research Tind [

3 cat that sn’ . althosgh she ing Maads 323
: 5 Sonds Sab K saeking 2 s i e mumummwmm 2 bettor deal e a private

d3d aod beother bandsto  beboce and has 0 bea dealer If they will gove:

resaarch osline. Wt ifluence i in the latest trends. Wn'«nmummum/pmm_-w N o ok ford.

2M g|0|E] A2| oAl (B : http://www.site-optimiser.com.au/user-experience/task-analysis-grid/)
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A-lHlﬁ olgH |_‘I__}7;" .......... A-IHI& _E_A_-! al & -| |:_JI\_ 2l l_'_|-7;" .......... A—IH' 9 -II ol Ol.olt_lo.l 7HHI- I_'I__}j:" .......... A-IHlﬁ Igjl. I:Iil fEI%o l_'_l_|-7;"

—

04. MH|A &l £=2l|  Service Strategy Development

Task 1. =2 Ol =&

Task Tool - Method

= AH|A GH2E 2 M CEAO|M 25 0|4 Cf|O|E{3} | = AH|A o2t 2M cHjjoflM &< 0|_ Gilo|E{3t

= OjojE| 2Y - M ZAME CIo|ESS HIojH 2ttt
1 find the terminal or departure zone for flight 0.05 0.10
2" get off and take baggage out of taxi 0.05 0.29
3 pay taxi fare 0.05 0.00
8 Push cart to the line in front of check-in counter 0.14 0.05
9* wait in line to check-in until called 0.10 0.43
10" write tags and tide them on baggage 0.05 024
ihl present documents (passport and air ticket) to airline agent (check in) 0.62 0.67
12 load baggage on strip to be weighed 0.71 0.67
13* answer questions about trip and obtain boarding pass 0.29 0.81
14* take carry-ons to airport security and wait in line 0.00 0.14
15 place carry-ons on X-ray machine, and place all items in tray 0.05 0.19
18* customs and immigration, if needed 0.14 0.38
19 Locate boarding gate by searching gate number 0.14 0.24
20 walk to the boarding gate 0.29 0.52
21 wait for boarding announcement 0.62 0.81
22 line up for boarding pass check 0.10 0.19
23* upon boarding call, hand in boarding pass and show passport to gate agent 029 0.62
24 walk through alley 0.00 0.10
27 wait departing 0.05 0.10

Total 4.90 8.43
CIO[Ef 2 OlA] (B2 : 282, FAF(2012) ALEAL B AL 2T Y& HHZ| YE)
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Mu|A Ofoff ThA Mu|A ZM 2 e 8] TA| o ME| A 245 2 ofoIT] o] FHE THA] My A HoF S A Bl

= = [

04. MH|A A2l 2| Service Strategy Development

Task 2. H|O[&{ 7tE]|212]| 2E=7|

Task Tool - Method
= O|O|E{ F}Ei| 22 = AH|A o2t 2N CHAOA =& F! O]+ CI|O]|E{S}t
- IQE G0|HE 40| T2t FAMY ot 22 Ede= Q5T 6t 78| 02|st sict

Principle 1

Principle 2

Principle 3

CIIOJE| ZtE| 2| OJ|A| (&A] : lllinois Institute of Technology)
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lelﬁ olgH |:I_|.7;" .......... A.IHIA '='A-| |:|| 1 I:_f_a E-‘_Hﬂ .......... A‘|H| -| -II al 0|.0||:_|o.| 7HH|- l:l_l-):" .......... HHlﬁ Icr_=>|7|. al AEI%O l:}y:"

[ | = [

Task Tool - Method

= FlE|n2] $UNPOZHE| MH|A Y2 T2 = C|oJe] +=3Y S S MH|A 2| 7
- MB|2 Olglet BAMTHAIS Sol =2 HIOIHS| MEF 2YE HA MBIA HHE I8 7|2 #2ls +-stth
€->Ca WWw.GOV.uk CLrEHBEOw A
C3 check Cleng Clit (3 dw [ reviews [ phits [Jresearch [32010 CI2011 (12012 [] @ YouTube-Bil Mog.. [T Norman's philosoph... (] defesting festure fat.. () rends (3 e [ temp [ IFF Foundation Ont.. N Inwitation to visual s * [ Other bookmarks

PARCVSN LAST UPDATED 2 JULY 2012

Government Digital Service
Design Principles

Listed below are our design principles and examples of how we've used
them so far. These build on, and add to, our original 7 digital principles.

Start with needs*

Do less

Design with data

Do the hard work to make it simple
Iterate. Then iterate again.

Build for inclusion

Understand context

Build digital services, not websites

Be consistent, not uniform

Make things open: it makes things better

MH|A C| 2RI 21 221 Of|A| (23] : https://www.gov.uk/designprinciples)
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MH| 2 248 i Overview | =%
Service Concept Development _
= AMH[A 74 OS]
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P et
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MHIZ OB EHA |- MHIA 24 U 9120 £ S| || AH|2 714 L 0fo|C|of TNt B4l MU A T7H Y M o

= E%c> |_7:"

05. MH|A ZAM JHEE | Service Concept Development

Task 1. MH|A AN =&

Task Tool - Method
o MHIA T Ol e Y L LEN SR
- A TS £2 - #42to] |2f5tE Sot 7iao] BR3}

Q_' iLinks

“ Colors US@

Emphasis
i o OIS B 244517
images case UPPER and lower
SHAL Z{ M| 2
%odes J hicker mm— 1. eiad M HYR|
: : - mors important -
dimension mmm ) 243 Of0|C|of BHA
thinner
less important 3 §_||—A|_|-9_| |:||_|.%
radiate cut / lxlength 4 |:||'O|_|ED&:|-II % ;ﬂ% Dil '%él-'g'

OIRIE T Of|A| (&3] : http://en.wikipedia.org/wiki/Mind_map)
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05. MH|A ZAM JHEE | Service Concept Development
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Task Tool - Method
» AMH|A M e g M = AMH|A 74/ T2l Hit
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- CloSh do BHE S5 HulA 28 HEE R A4 &2
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a
A 74l 7B}
L MU G HE 5 Tool - Method | & 72
;Serwce Concept Development :
: f . OFOIEICH D
HHI* C|Z}219] oto|C|Of 7HEr2 2to| HHS S5f £3HTiC
- B2 A2t LY EFEH O 2 Of0|C|0f HES & 4 Qe Y fEsTt
- AERIHE IDZEEIY, ofH|EHA S5 288 4 ULt
MH|A ofo|c|of T3} " OroICIof TAle
— , - MH|A oi2ks Nejst ASTHS 0| 52 S o2 St
Service Idea Generation - AlLj2[2E= MH|A MEke| et A Tn2qsto] JHEEICE
- AUE|e, AlAE D2 EER S5 288 4 QT
. ‘E uz'" OIEI
- MHIA 244 iR QUOJA] CRRFSH O 2HA|RFe| oA S Bty 2SI 4l =& 6t
« BMEDES
- MH|A 24 7H%*% QIS CHFSH 24 L A|2St =7 &8
o
-
Usable Tool | =& =2
s EH{Z|ZRIEDHEZIA (Touchpoint matrix) « AEZ|HE (Storyboard)
« A|AEL B4 (System map) « 28 T2 EEIY (Experience prototype)
. A‘IHIA'=' 2O 2|E (Service blueprint) * Z{0t=7| (Evidencing)
o
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Module 06 Service Idea Generation

MH|A O]} SHA| |

06. AH| £ OFO|C| O] 52|}

MHIA 24 9 213 28 2 - HHIA 214 U 0fo|C|of gt 1 |-

Service ldea Generation

Task 1. A{H|£ OfO|C|O 7HE

Task Tool - Method
« CZ2E M2 HIEFO 2 0}0|C|0f JHEt = AH[A 0fo|C|0] JHE W
- Lj2{E|== 2273 ofo|C|o] JHet - 2ol o|ny W21l Br= ol I EEL0|-| 7| 2510] SEHCI 0F0|C|oiS AHsc,
. 73 oAZ AR m2EE e - M~ B3 2o S8l Ao) HolelS Tlsto 2 i,
- 5’*5*&_%1313J L2HE|EE 283510 OIO|C|0|E +4|stetCt

Observations

[ Design elements
- Otaniemi district

- Metro environment ustomer journey

S Cvsomerioumer |
Gathering Stories w
- Users

- Cultural history Place identity

Working with stories
- Transformation into
design elements

Industrial design

Scenography

Screenwriting

Interpreting stories
- Persona descrption
- Re-writing stones

Concept design

Eventually creating
new meanings

Communicating
concept ideas

JugoR N AE2|HR IS
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- MEIAOIO[C|O}S HE 22 =otEC)

- MBIA AEfelat T H ol TlR1IS O[5 He CIRKI S0l (Desion driver)S
oI5S Bict

- 7o-|5
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Module 06 Service Idea Generation
MH|A O[3 SHA| MH|A 2A QU 9131 220 CFH| |-l AH|A 244 I OFO| O] JHEE ThA| b MH|A 7D AlSH Ch)

(== | H -

06. AH|A OFO|C|O] A8} | Service Idea Generation

Task 1. A{H|£ OfO|C|O 7HE

Task Tool - Method
- =2 742 HiEto 2 ofo|C|of Y = AH|2 ofo|c|of Zjgt
. Uj{E|EE 2ta3t ofo|C|o] het - Zbo|Zo|of, W2 T BHE ol T2 EE[OL ol 7| 2510] £813 0l 0f0|C|0lS FHEHBIC)
« A QAZ 2Tt I2EEQ B8 - MH|A M0 AAIHE DFY0AM Q| HIO|EE V|Etez 7H%*§H1f.
i = - ZHHIAEES 112{ct LY2H{E|EE &E510] OlO|C|0{E F+4|=tatct.

SERVICE?
THE ARGOS ||
EXPERIENCE... |’

W
A SERVICE FOR THEIR
CUSTO 2
ONE INTREPID REPORTER
FINDS OUT ...

(O8] AEZEE OfA|
(&4 : http://www.servicedesign.net.au/page/banking-services-by-neoteny)
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Module 06 Service Idea Generation

N MHIA 24 2 #13) 2 £ - HHIA 7141 2 0fo|C|o] JHg £ - MHIA T7} Y A B

06. AMH|2A OIO|C|O 2|8} | Service Idea Generation

Task 1. A{H|£ OfO|C|O 7HE

Task Tool - Method

- SZE AMS HlEto 2 ofo|C|of JH
- Uj2{E|=E &3t ofo|c|of 7
- AYH 242 T5t= ZREEQ H#E

AMH| £ oto|c|of 7H%H* 2

o0, =211 JER—*.OJE EEO[HO| 7| 2510 S84 2! OtO|C|0{S 7HEBHCt.
Al |
=

= [

2
Glo|E|S J|¥ro 2 Jeist

=

ElE2E % St0{ OFOIL|E 4|5t

1 1 1 n
o

.

COMMUNICATION BANDWIDTH

N < O O PROTOTYPE

------------------ MOCKUPS

-------- WRITE UP
- IDEA

(23] HARUAOIE CHHZE SO M2l Z2EEIC| HE

-1/ O

(&2 : How to prototype and influence people, Aza Raskin, Creative Lead for Firefox, 2010 via slideshare)
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Module 06 Service Idea Generation

N MHIA 24 2 #13) 2 £ - HHIA 7141 2 0fo|C|o] JHg £ - MHIA T7} Y A B

06. AMH|2A OIO|C|O 2|8} | Service Idea Generation

Task 2. MH|£ 3|2}

Task Tool - Method

* AZiSkE S8t M| 0fo|C|of LISt = Afu| ofo|C|o] A|2t5t| _

« A 3 AMH|2 oto|C|of 2|5} - GO E 7|8te2 MH|A L2 (B2MA)S IHLSHCEH i

« 2 AH|A 347 2Mo|| o3t ofo|C|of R | - SHIAHE OL2t 2E O[SH2ARZRE{O| HIO|EIE ST 22 T3ttt

g Z2EEHY OfAl

(&4 : http://www.franknoz.com/experience-prototyping)
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Module 06 Service Idea Generation

06. A{H|A ofo|C|0f FAj|S}

Mu|A Ofoff ThA Mu|& 24 2 A2 27 B - AH| A 7 3 oto| T o] ZHEE THA|

[ (— ]

Service ldea Generation

Task 2. MH|£ 3|2}

Task Tool - Method

- A|Zt8HE S35 AH|2 Ofo|C]of 2|3} - M| ofo|c|of 2H|5}5}7|

. 732 £5 AH|A ofo|c|of 2|5} - AE2|HE S A|ZISHE AH|A OFO|C|O{o]| THEH 7t A|B2]0144 S S5l 010|C|0jS PH MO 2 LA ZICt,
- 723 MH|A 37 240 o|3t ofo|c|of TLH[sh

0 £7{ B+ 7| (Evidencing)

1. MH|A A|E2(0|M gHAl Efp

=

2. MHIA JHY AlE2]|0]d 28|

—

3. TRl MB[20] Bigt =9

SHES7| oA
(22X http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum )
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http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum

Module 06 Service Idea Generation
MH|A O[3 SHA| MH|A 2A QU 9131 220 CFH| |-l AH|A 244 I OFO| O] JHEE ThA| b MH|A 7D AlSH Ch)

06. AH|A OFO|C|O] A8} | Service Idea Generation

Task 3. AMH|A 22 i

Task Tool - Method
= M#IHS 20| MH|A AJAR ZAIGL * M| X 2R RS
- ZIYE COHE 7[H2R U3l 7St £F0| MH|A 2 mASHRHCY

o MH|A ERT2IE Q7|

1. MBIAS] Z2MAS E45H0]
= ottt

obie e

e snotes [ty ?‘l":‘”'
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Module 06 Service Idea Generation

AH|£ O3 THA

06. AMH| £ OFO|C|O] 2|3} |

MHIA 24 2 #13) 2 £ - MHIA 4 2 0fo|C|0] JHg ©f| - MHIA W7 Y AR

Service ldea Generation

Task 3. AMH|A 22 i

Tool - Method

» ASHIHS AZo| MH|A A|AEN S AIS} = AMH[A 2 JHE510|
- Z|EE GIO|HE 7|gto 2 MH|A A|ARIS A[ZESISICE
The Internet (o] AI&% l:gl EI_I'%7I
Comment t Blog.
= Note! g ﬁi
* Favorite ,’/ o 1 . A-IHlﬁ |'H Alﬁ%‘” 7;" OO:IQI% __FL‘E‘EI'[:l'
Flickr Uler  taked\_Photo Subject 2. Ol AAtE 7He] UM =%IE FESIT
t T 3.8, 38, 38 522 BARIC
e d 4. MH|A0| BHY Tl 53 BB
het gwn . LY -
fenl ramty / X \V. _ =
Y/ =\ \ 5. HE|A9| 22 7|58 BHsC)
e S A
r i! — s\ m
Flicg:hljrsers \Set\ Con’!:r‘\l Places "
>>>>> g GrOUPs) | =5 Tag ~ -
. b
Postis ”Mﬂ e POOL)
Topicis > RS
Feed
o

[O&] ALY MH[A 2= 718 of| A
(&2] : http://soldierant.net/archives/2005/10/flickr_user_mod.html)
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Module 07 Service Evaluation

MHIA OB EbAl | MHIA 24 Y 213 £ B -/ HIA 244 Y 0Fo|T|of gk Bt - MHIA TI} Y

p
A IH 0
MH| £ F7t Overview | =%
Service Evaluation )

= MH|A T™WISH
- WLEl MEIATE A SHOIN D20 ABE|7| O|H T2 O BAASREE 2
- AH|Z} BH2O| O U 2E £HS E5) ABHOI MH|A MM FH|ICH
- WYL IIRI HIRSY AAHO| ZR3HC)

MH|A AlSH | Task | U=

Service Delivery

- MHIA 59 2 ASetE0| et EoF WY 1Y
B - 7k @710l Z0l5t= Ofsh&A A 2ol Y R

>
o

>
10

m
0x
=2
i=l
i)
oX
oM
o
d
o
ox
0x
o
d
o
4n
>

o
d
or

O
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Module 07 Service Evaluation
MH|A Of3f S+ MH[A EA 91 Q121 A1 EEA| 1t AH|A 2448 Y OFO|C|Of JHEF THAH] - MH[A T} 2 AlSH Ch)

MU|A T} Tool - Method | =2

Service Evaluation

fﬁzfoﬂm A ZE SYst AYeEE A3t
SHC}

- MH[A A2 WO LR OS2t AR [2te] w3 &

- MHlA Z2AA B} AHIA 28 20] MEA

MB|20| FTHY miots Soff 2ot Zush B~ 2ES WY

= U284 9=

Service Delivery - MB|A ZIL0)| QLOIA| EreFet tMOIOHH oAl I |E AE80| 7tst d27HTHol of2[stCt.

| MH|A A3
| O|
1 - GOL |t AAEIO] ZER R ME T 2| 2|StT

Usable Tool | =& =2

« MH|A Z2EE}Y (Service prototype) - Oz OFHA}L (Wizard of 02)
* 72 0|2 (Use cases) « Ar2/d HIAE (Usability test)
« §2|AEl &M (Heuristic evaluation)
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Module 07 Service Evaluation

Mu|& ofsh EHA | Mu|& 24 2 A2 27 B - AH| A 7 3 oto| T o] ZHEE THA|

07. MH|A TI} |

Service Evaluation

Task 1. 7} gitH

Task

a4

Tool - Method

o MHIA S U S| H3re B

J
C
I
0
0.

» Bt 20i5t= OfsHAARt 2ol B ER

JVTES b
- Ab|2~ S4of m)
- HHE I Y oo

- Wt E2
- Low-fidelity Prototyping -
- High-fidelity Prototyping -
- Horizontal Prototyping -
- Vertical Prototyping

- Scenarios Prototyping

Usability Test
Wizard of Oz
Cognitive Walkthrough

[12] Z2EEILQ| O|A| (X : IDEO / The Design Charrette)
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Module 07 Service Evaluation

Mu|A Ofoff ThA Mu|& 24 2 A2 27 B e AH| A Y 3 oto|T o] ZHRE THA] Mu|A FIH R A B

07. MH|A2 ™I} | Service Evaluation

Task 1. ™7t 4htH MA

Task Tool - Method

= MHIA S U S0l 23 W} W MY = AMH|A B} ]

= WIlo| 2tofsts ofaRARL Zte| 2 W © AEIA S0l Tfef Charet ZEEEIY &8
- HNE I Y Q0] T2t BT Br g

- o] 22

- Low-fidelity Prototyping - Usability Test
- High-fidelity Prototyping - Wizard of Oz
- Horizontal Prototyping - Cognitive Walkthrough

- Vertical Prototyping
- Scenarios Prototyping

(%] Z2EEYC| oAl (23 : IDEO)
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Module 07 Service Evaluation

MHIA Ol EHAl MHIA 24 Y 213 £ B - MHIA 244 L OFO|T|Of g Ebaf | MHIA TI} Y A &

= E%c> |_7:"

07. MU|A ™I} | Service Evaluation

Task 2. WIAt M A

Task Tool - Method
- 2SI GlO[EIS 7|20 O[S BAR LY MH - MH|A B2 MY
- MHIA R (AAH) M2 E6f Ol 2ARZEE HIHAL MA ST}
H

) o
- B7te| S0 wef U AH|RRE MR IR A E5| HY ettt

Employees
Financial 4 Foreign
markets / governments

\
\
i
\
\ \
Equipment \\ \ / Other
suppliers | | ”

government

Y/ agencies
TS |-
sponsor
/"‘ T — Federal and
VN ~———a{ state regulatory
/ \ agencies
Technologists / w
\ Customer

advocate
groups

User
crganizations

[OE] AH[R-2HE MH[A 22 24 0

=

(&2 : Gupta 1995, "A stakeholder analysis approach for interorganizational systems)

Industry
associations

Their
customers
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Module 07 Service Evaluation
lelﬁ olgH |:I__}7;" .......... klulﬁ _E_ﬁ g_l -?_;.IZ! _JI\_'.-_"J E|_|'71| .......... klul ; -II |:|| 0|.0|[:|o.| 7HHF |:I__}7;|| .......... lelﬁ ]gjl. al Al l:|-71|

=2 2O -

07. MU|A ™I} | Service Evaluation

Task 3. Bot =

Task Tool - Method
» AMU|Ao| EMof w2} HEHIlet WHHI 2RE = MH|A HIIS17|
AR 7ts - TAHStEl MH|A T2 EEIYS &85610] OF2] AR ME|AZ| D Q| 42 AH|AO| TS HIt

;:_t

=
- ARO[ AX| 20 22 2T Aa, 2xiE U M2E ofolCof FA It

o MH|A T2 EE}Y OHS 7|

ClOJEIS Yrstol TREEIQ 4
At

A Ul A WON
H
Hu
tm
_l"I'I_
1o
1o
n
Ofo
=}
o0&
d

] ] ] ] n
rr
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Module 08 Service Delivery

MH|A ofsf &HA | MU|A ZM A 22| f8 S| e MH| 2 % oto|C|of FHEr A - MU|A oL A Al CHAl
(
MH|£ Zot Overview | =4
Service Evaluation :
- MH|A Mg
- 2T Z2YE MH|A o] HYHZ 9| ol MH|A MEEES 2SS
- MH|A A3l 90| ZE5| ¥ 0fof St
MH|A AlsH Task | W&
Service Delivery . ~
= Task 1. AH|A AI3H ot 2y
- 2220l MH|A ZXp2|E 9f5t Y T2 AE 2ty
" Task 2. MH|A AP M| ZA 2Hd
AMH|A Al gl EFE'-I 7|& M3t
- MHIA Al Al 2 7S T EX Y 245t
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Module 08. Service Delivery

AHIA 7} Y

AlS

lelﬁ olgH |:I_|.71| .......... k||=||* SM VS| I:lil _?;_I;';I _J'\_E! |:I_}71| .......... k|l:|| |.0||:_|0.| 7|.|I:|I- F_Hﬂ .......... AlGH
4
A IH
MH| £ "ot Tool - Method | =+
Service Evaluation
. MHIA M3 24 2
- MHIAFE atd A Hlisty| 9| AtEEICt
- MH[A Z2MA O MEHO| ZekEICH
- oo et g5d U= &80 Bstot
MH|A AlsH = MH[A W=
A =e - MH[A FZE AL ZE et OIS HAAESE 25422 et
Service Delivery
= HEHA 22|
- MH[A F20f 2st 22| L AH[A O[S AR} 2[Et =S Ml
. BB S
- MHIA FE FAE flot et B 28
o
-
Usable Tool | =& &2
+ 7t0|E2}2! (Guideline) « A = (Role script)
« ElEE! (Template) o NHEEMHE (Task analysis grid)
. A‘IHlA AFM| (Service specification)
.
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Module 08 Service Delivery

MHU|A o5 SHA] M| A 2 U Q2] 3 CHA| - MH[A 4 Y OLO|C|Of ZHE ThA| - MH| A I} U A3l ChA
08. AMH|A 48l | Service Delivery
S A
Task 1. AMd|2 Al Eot &
Task Tool - Method
- A£HOI MHIA ZUBAS Y5t MTAAE 2 |+ MHIA B BaIS I3 YI2|AE 24
A - Mgl MH|A A DS 7|22 L/ Z2I0| Bt 2|AE 2HN
° - MHIA 22 Ljo|R B4 2 AE 2ty
- 2t2fo| DHESIAL| B H Jtx| 2HA
- MH[A S QB LWREZRA 2y

o AH|A M| 2A TS|

TEEEEA R
Ha%n

MESENEEE] 100 vs
Asg eunEy
-w

Ui Hanen USRS GNENEE =
%o b

Ry SERRAY
Wiy aw

GERUAUE | vREne oigs
4eg o ey | qaxm
VS L Al

[O3] MH|A B EEA OfA]

Z2] : Ulrich and Eppinger (1995), distinguish four steps in the process
of establishing the target specifications
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Module 05 Service Concept Development

N MHIA 24 2 #13) 2 £ - HHIA 7141 2 0fo|C|o] JHg £ - MHIA T7} Y A B

08. MH|A M3l | Service Delivery

Task 2. MH|A &M &M 24

Task Tool - Method

- MH|A M3 9 22| 7|2 243} - MHIA A 24 24

- MH|A A3 A| S JHS 3 S2AH A3 - MHIA AN M MHEIA R22 U o222 s 2ty
- MH|IA 2 22| E 2T MM 24 2
- MH[A Aty A S Tt 2A|1 M @7

Service Information Template

Service Rules and Policies |

Required Documents [

Service Type | [ informational [ Interactive [ Transactional

Does the service depend on other
Sections/Departments?

If (Yes), What is the involved
Sections/Departments

Service End Customer's [ eusinesses [ individuals

) (2] ME|A "EIEES 04|
(&4 : http://www.enginegroup.co.uk/service_design/m_page/service_specification_document)




Module 05 Service Concept Development

AH| £ O[5l THA

ol o

=

MH|A 24 9 243 £ £

MH|A T}

08. AHIA 413 |

Service Delivery

al Al

=

=2

)
o

|_'I__+

A

Task 3. A{H|A
Task

gio

2l a2l

=2 -

F

oot =5

Tool - Method

» MH|A Of5H2tA| 22 7L A 0] H 22

F2S-215

- Mulx 24

[

2] 2 tfg

MH|A Z2 2l
MHEIA /2] Z2{3t0| 214201 #RLIH0|MS 95t Z2kst AHIA AMHSA 24
MHIA Z2 22| LIS OlA]

MHIA Ao PAQI0] 42 N8 HE, 2H HE

MHIA E2 9212 9/5t 7|20 Cf3t B HE

MHIA 22 MH|A AIARORBE] |4 201 MH|A Z20| 212

A|Rfeh MH|A Mg 2AII0] MH|A EABE| Z0f

MHIA BHS DUIE

MBI A Als &

MH|A FAZE| A3 2|AE oA
(£3] : http://fulltext.ausport.gov.au/fulltext/1999/wa/fo_service_specifications.pdf
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Appendix :
MH|ALC|XFOI =223 (Service Design Framework)

Service Design Framework | Basic process (4D — Double diamond)
[ot 7|27x 20l MH|ALC|IXIRIC] EM0| =0RULC} LIS 2= Zt tHEXMQ! AH|ALC|XIR!
ME MH|ACIXRIZYUAIZ2EE AH|AC|X}Q! =8|

MHIACIXR! I U F= MSHQ! CIXIR! 2[MX|2] O[sHE ¢
A7 & AMEAAOAN ARBED U= MH[ACIXRR! ZUYFE AP 0X} oot St 24
f39| EXM QASE TESIH, 0|AS HIEE MHIALXRIZES =ESH0X} SIRUCH
Discover Define Develop Deliver >
>
Shot >3 =, >3
|2 Z&j|o|Ct s CHo[o=E =32 X!

7
FESH ZE=|1 L.

2= (Double diamond framework)= A{H|AL|X}OI 4~aH1tx
SEinPy g dHsk= o

= Ciolot=E =Y
2| MX|2] O[sHE flet 7127 Z0|H, MHIACIXIRIOME M= XEE0 1

0 Double diamond (4D)2| 74
SRS 0fsH5t7| Bt RS STBICL (BT
ko4 Insightt Design principleS =E2HC. (ETH)

1. Discover : CIXIRl 2XIE

2. Define : F&E HHZRE oM Z2NE FHIQt H2tE HEE EAs

3. Develop : =&%! Design principleE 7|92 ideaZHet L design conceptE &SI}, (BHAMCHA))
SiCh (A

4. Deliver : MH|A ZT2EEFQ! JHE} E= MH|A JHAME AlSHS



Appendix

MH|ALC|XFOI =223 (Service Design Framework)

Case Study 01 | Service Design Model by KIDS

Service Design overview model (Stefan moritz , 2005) : SL9| ZEZX|C|XIRIC S| MH|ALC|XIR! BRIO|CH MH|ALC|XIRIO| CHRE FHS Sh=of =Y

2= QIEE ME|SIFICt ¢ B2 [2H MH|ALC|XRI2 AMH|AMATSH|QF MH|AAH|FN £ o2 FL20| &M, Context, Resources & Constraints,

Context & Inspiration, Real market needs, 12|11 Real client needs 2| 57FX| M5 ZEOIA CIHROE 4 QUL

1]

Context context & Inspiratio,,

peal market neegs

o Service Design Model2| 7H2
“som:es & w"s"""?ts qeal client needs
1. Organization : AH|A MAF Z=X|
— MNH|A MAS 2|5t Context
— MH|A AAS 2|5t 2|AA Tl x|oFAlS}

Market

staff

Suppliers . Communi ity
Fortners Concepts & sol SERVICE experience soclew ) _

Harket ORGANISATION  BNE DESIGN S fetities 2. Client : AMH|A AH| F=H|

— AH| FHIZ olaiat7] 23t Context Of3H

Technology Trends

— Z&H| FHIE Olshist?| #let 7ed 24

1T+ Productivity “* satisfaction

Us, -
Ffective & etnice™” AUl Us3bie & Ge°



Appendix :

MH|ALC|XIR! =323 (Service Design Framework)

Case Study 02 | ENGINE, &=

Orientate

=2 MH|A CIXIRl ZAEE 3|ARRI Engine &
(http://www.enginegroup.co.uk)2| AMH|ALC|X}OI
AME T2 MA 2RI0|C, 37 Identify, Build, Measure
3CH FYez AE2EHRU2H,

CtA| Originate, Discover, Generate, Synthesize, Model,
Specify, Produce, Measure?| 8 EtA2 FIGH=IC},



Appendix :

MH|ALC|XFOI =23 (Service Design Framework)

Case Study 03 | Design Council, &=

A2 ORI ZIE 7|21 Design Council(http://www.designcouncil.org.uk/)oIA Holet MH|AL|XIQI 2 M|AO|CEH 37| 4D 9

S 2| IFES AXIHAM LTSI Z2MAE HEIEO| MH|A 2t Ofs BHAIE SHMF ME|A JHE HAZ LIFO & 4 AT

ZH HAER 7IEX4 Lol 2 ECh

AT BEez FEE U,
RUCL B 147X LHEO|

oscoven T peveLor o
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Appendix :

MH|ALC|XFOI =23 (Service Design Framework)

Case Study 04 | SNOOK, &=
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