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HZCIAL!
Product Design

AZ/HE R
Visual Communication
Design

37H/EERR
Space/Environment
Design

M /B ABHUT| RO
Fashion/Textile
Design

MH|A/ZTIRE
Service/Experience
Design

C| ROl st

(L=}

Design Context

CIX|Eio|Cof/
2EIXC|XLRI
Digital Media/
Contents Design

L ASO TR

Craft Design

SCIALR
Convergence
Design
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H7|- MR HZCAHR! (Electronics &
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E2ZCXQI (Living Goods Design)
7FCI X! (Furniture Design)
23717|CXk2! (Automotive &
Transportation)

HEL X! (Information Design)

47| X|C|AkQ! (Package Design)
B! (Brand Design)

ORI (Advertising Design)

™|, EFO|ELC|X}Q! (Editorial, Type Design)
U AEHO0|M (lllustration)

MUASCIXFQ! (Interior Design)
HAIC|XIQI (Exhibition Design)
SHHCXt2! (Environment Design)

O MTIXtR! (Apparel Design)
Bl AEFUCIXQI (Textile Design)
OHA|AZ|CIRFQI (Accessories Design)
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JlEgEHARl
=S
HasETA

MH|A-FHCIXIRI0IEZM 23



02

| Xt12] Elst

2Z0A= Al 2101 M2t 2OHELT = TAH
CiXtelof Ao 2t S0 ofH F&ts OIXl=A 2

oy
rx
L=



" 19074 S8 E LI HAYN oo "l CA0l2t= 2HO|
QA7IH0|0F 5512, (1990), FHeH ) ~ ~
B MZIoM, 5 HIRSIRAE X 1920W0f S8t O|=Z0A QUHAEZ|Y
CiXtel(Industrial Design, LFALIAHRN)0[2tE 017t QAHO 2 ALY
AIZESIQICE 0|28 H CIXIQl A2 Atefo] L SHEHLE HAHO| Bigof| et
Z=Q CAIQ! 2O0F2 TISfofRATt. O7ACH, ChEh S @lofl LESHH AlCH of
CARI2 MZetd dEds Q7 UUCH, 10| M2 7|9l M2fH iy
OOl TIXIQI0] ZEEHM TXIRIASE AlTH7t ST
BHH d8Us FARE MY Ar=le] 2917|= Ol S3d1 Qit 34
AIIE BIEHO 2 oh= CAR! A= Bk ZHSIUCH, YL ots{F 1} 4t
MY AE 0[5t OXIE =20F HAIL R(F) FA(ER)S
Ote=E= Ze & MHIADXIRIS) AtH2 ™ot ALY Ol= 7|& OAe
ZO0F7F ARHEICHALE SQ0HA| UTH |20 TRl EHat H2t0] Altiel
QL0 W2t SHE T ASS Q0[BT
e
$ 1,000 $ 1,000 $ 2,000 $ 3,000
Rl ZETEY  MAUCKRIES)N  AMRTiRel ZBCIRIIY MY
1997 1997 (MHIACIXIQIZ S 2016
2015
HHesE OxiootiRel  33CiAe
@) NgRZCIR!
Aoy/Sg0ls seiixel  CixieIRY HHlATIRf!
E‘f%%% @Kol Cixgnjciojciaiel  2x/eTiRel
INEA NG| qux}?—. o
HECix! 66%;;’”{‘”0‘ NEXEON  VR/ARAYCIR  XRCIKR
SRR Soliza; | ZECR U/UXEIR! TR AN BRI
- Qx| Alal
OfE/30l  tey2g0lE  MYCIX CixfoIZey HCI HHIATIRIO!
=4 Hojy Eeye JAs olst  MYUWEOP  FY S  AZEEMel R AHA ELER LTS THA MOl cht
Bhot=s tES CHErdt s E Cixfel Y A8 AL CRtel 2/2maelo] En MHA,
A2 A7/TIRERl Cixfel HEst A CiRtel CRrel R/FY S8 OXRL HIZLA xRl
Aresie) e o
AofE SEELTE EWNEET
2%} Ao1(ay 3% Aro'q%* 4} Aoisi
HZQ/AMY S HuMRl/MHAY S R5/ZHE/HEMY S
1930 1950 1960 1970 1980 1990 2000 2010 2020~
[AlThE CIRfQIC S5 ]
MH|A-ZHCIRRI 0|2 A 25



12 2 XME HIHH(Richard Buchanan)2 o2 2|7}t ciAsH0f & 24
Richard Buchanan(1992), -
(Wicked Problems in Design IH2 =ZXfot 022 2XH|(Wicked Problem) "0|H, 0| aiZat7| YshAlEs

Thinking), Design Issues, Vol. 8, - 5t ==
N BT AILES B OXON LS9 B5N ERE EHY %0 270D

ST LA 272 S50 et #A1He 22 s 2

rl_l_

M BimE 7152 001X 22H ez L= ARUH 08 (Communication)
CIXtQIOIG. &= HiM= S, 45 3 W2z ditss 4 HE

al f
CIXFRIOICE. M| Hit= 20A417] St 0% MB|AQ| #Zat 1ES CARIehHs

-

O ezt ZFEHS 45580 HEgE £ UAZS M HHN, EFs!
= 2 OXielst= Qe M(Interaction,

Hi= YA gt 2= AR 277t

0r TH

o —

_I% °

0

I ]
[

3=

o i

(@]

— >,|'|

—lT‘— HEZ_

o o

A o

1

|o

Hu

fir

™
=
el
rir
rior

X
I

A TAIOIL,. metA OjefAtalo] =g&et 222

HIZLIA, B3, D8, HAT 22 AAHO| B Wl 2 4 0{0|C/0feo)
NS HIZH IHRI7E RAOIS OJ3HEHT CHE 4 QU= CIXQIS S HAH
4 912 Zoltt

Signs Services Businesses
Symbols Products Industrial Experiences Industrial  Interacton  Organizations Industrial  Interaction  System
Print Interfaces Education

Information Government

[ CIXtQ 22 9| ZI5H(Four Orders of Design) ]

26 Part 1.9 MH|AC|XFOIOIZ}?



2.2.1 C|xpole|

f0[ St0q, Of0f et

3 522
Cxfele MENE HEoR of3

AF%

Altjo

=
S

t

110}
ifg

P<bs|

)

Atsl

ol
od

Ol At

=
=

TFOIA B

o

5% 7

BHE A

i 71ZoA

9|

=)
= S

CIXFQI AtCH2| 2E#(20014)

2l MEHE=

Hor= A

=l
ol

HI0FT CyX}

{design_ladder.2016.pdf)
(danskdesigncenter.dk)

2 HELAA

Bt

CAtRI0] 38Xz 7|0

1o

ol

g Az Al

CIAFOl Oj&

L
[

2 MHEH 1A

| =
=

HIMAHLZ

A
ud

N

'CIXFRIS AEI(style)' 2

=
=

to, 2EA

‘TAels

=
[

HAZ 7|e F2 T2 MA Qo) CIXtI0|

ggote

T2 M A(process) 2

= #8ot=

o

CIXtRlIE Maf(strategy)’

HAHZ 719 HITo|L Mefs +Eot

ofH, 4HHA

oF
=

stO
S

gHe

iod

T

ou
__o_._._

o A0 EAHI0]

L
[

o

27

CIxtel 02 A

1

=]
=

HH| £



14 A2 CXQ1 7122 (Design Council)2 ALS|X 71X| Mg 9t '22S
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2|0 2|(Barrier Free EE= BF ; 20H)2t SLIHAC|XIQI(UD)2 H]

Hi2[o]Z2|Qt SLHACIXRIR HIXEHX|ZH B2 2R20A Xt0|7t UL
Hi2|o{Z2|= ZOoHQlol st BA 7|&0 BEg 7|22 o0 MA|=
JHEOIX[TE, FUHACIXIIR CiYst AHRES Z2oh= 7HE0(A &l Xl

HEACZ AHSO| UFE S Zelots AF Sl TARIN =8 =

Z0|Lt.
T2 H|2]0{ = 2| SLUHACIXR!
o AFA 2 s KRR Qs AFZHO| OFFBET » E=F0IAILE SEokL 018oh| g1, Met S2|%,
A MEIIEE YOiE Sle 228 248 TS| ArE|A 2HE BHE7|
Vs s HOHOIS F (A2 WESH SHAS ZAG| + JhSe B2 AMEO 70 HEAZ|7] Het TRl
Qst g7 L B 223 CIXIQIOR 22 Hal0IX M2 Y
HZS 37| MK * ChYet MEIX|E S5t 7138 M3
« T2 HOjQl, 2l SO MAE, AN o2z S - MY A, 25, Zofe] 20| A Sl= 2E
" 1 Aets e
« UEE, 33AY SOl EMot= S21H 2EUY, « UF, SBAHE SO S22 LS HIFS |
AH|, HE)2| ZoiE XA wg, 5X| 9 ALE|A 24F JHX| M1
« FOjQl L@l @it SO MBI A0 st
HE
H=
* 2t XX Q| S U H-ACIXRRl 2. R
WEIA | - DEURO| OIS HY 1Y N e
_ . + NESYA| RLIHALORXRI EA| 24 7|2 =4
- OIS Q= WHEY QI50) B3 7E Y
(BFRIZHIE)
. « QUIHMCO XIS BFO| ZOjof CHet sPEAQI
- 197414 UN ZHOHOI A B8 T2t Halof o5 N - .
_ AlZHOll M BI0ILE HEA 0| R0 A 1980ELH
"He0| Yle S A" 2t EIM YR X|HA
T ST A FLBACXRIC JHEO| FEE 7| AlZE
A== 7
:E FOLE:"O !O :EIE o Az + 199714 North carolina 203t ZLEB|0|AT
90ACHO| = |20| HEEHM HES ST} 22 SUHAICIXIol] HO|= estn
ZAOZ Barrier Free(RX0) HH .
EHAHHH 24 « XtOHOIO| O|= gl M2 9|5t O|=20 == =e
heiZ | HOHoI0) 0|5 U H2E 2IF 0122 the S R
Americans with Disabilities Act(ADA
. _ . : - ; CIXIQIMOI A9t SHZQIO 2N, AL XAFQ| ApHZH
22510 QTAIE TGS FEOIA HIZo S 8 K= 2t Ate] HE0LY 25l
[d] =l = 2 = i
Z2 HIN BIS IS BRI I|F FA o meeT = ==
_ of 71RO HIEIO & iR 9|2 * ChSE ALZ AL 0| MO STt ARS|A FH0{9
" ESUME ADAS VIS HIER R BN YIE RS 9Jsf ST RIE CIXFOI SOFOIA] AJH|A
ot HYS flolf etgat ®ME TRl ZO0F0 A AfH|A
- TENK| 2
24 FX0= 1 HYIE S5t '2E At I8t CIXIRI(Design for All)0|2t1 Hol5HH,
T SN SZHREDE Ot KB} QI7t FHO| BE SHAg YO = SH= FUHMCIARI JHEC =2 ¢H

[ #l2{01Z 2|9t RLIHHCIAteIof | ]

*EX : M2 RLHEDXR S§7H0|=2+21(2021)
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H|2|0{Z2|(Barrier Free L= BF)Qt SLIHALC|XI2I(UD)

Universal Design
A, Julol 3, A0 42elo]
Ths8t B ARE0| 282 AT &

QU= FTEQ ZBIX| F A3t Cixtel
Universal Design RV - ,I\
T fa

Barrier Free

HOHOI0|LE L0l S0| UAMES SHeiN
. ' 2HO| F 4 Qs 20| HSRE

Barrier Free MR|EIX| YES S, MX|E HOj2 o

HHSHA = oAl S HX[otK] YoiES

[ Hi2|o{Z2]|of QUM XIQIo] He |

*EX  SSYA QLM ACIRIR HE QLA XH2021)

4 RUHACXCI2 250l otLte| TjARIS FFoh= Z10] OtL 2k X[CHet
NDA, The Centre for Excellence
= s = o = = 5
in Universal Design(CEUD), jél’tlg‘?'lon_l' M%Xf% ‘JIK"g'g-:'r ¢ %E -7'<-|I-|9-| E'IXI'EE ZIE:I'I'Ol'E Zdoll:l' LSt AI'E}
2021128 7|E (https:// S
St YA ot of S0 THer A0 Q75 =

universaldesign.ie/what-is— =
universal-design/definition— _Tl_l.xo-l 0" A OH 7;| Ll;r 7H IE=|| Ol |:|-. [[l- El.A _IQI_ |__| H-l Jg |:| xl-ﬂ% o= A'-ED.I()" 7-" %0 | @-’
and-overview/definition-and-

overview.html)
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0

2000 61.2%01M 2019 70.28%= H&otALLL, HE
ORI UL MAL TE ME=SE HEZE 70% 0149 =2 MHAY

BISE 20| UG 55| 2400t 2Hte 7js9 2Hst2 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 B 80.93
O[Ef=(0t 70.24
gz 72.13
thstei= 70.28

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

E5 1 ISTANS(MYSH 2 MAIAH)
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SIZE 9/(2012), (MH|A 28 -7
H2m), 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)

F0l Servicex =0|E S5tz ‘Servitude' Ol A RE0 ‘SAF2t= Q0|2
A

[tole stttz difol= g3tts dMEsez, 1

o
UM ZRStO AltH, 18A17] & CHEXA ZXStAt Ot AD|AS =2E M=
=2

S (utility)2] HZ

HE #5012t RYH 2HE MaHgoods)Z2 8 HESHE 40|12
‘MH|A'= 0] 2H = 2
QAAMZAUCE HES SEA Mat,

20M17] LK O] 04 3ACH.

20M|7| =, A (industry)2t 7| (firm)2] 7H
EtE CHEOUE A2 JHQI0|L AHE o SEAIt SO 2
g X CHRZ Ol AFRE0| &K 7|HE 0]85t0]

SHE QAT A2 O|ME ‘21, ME2R HZE7|Y

115

>
o

HU mo on

SE 37 2 7Y EZH0|L A st 5
58MOZ Bt JWS0| YSOX D ‘MYEE(Industrial
Engineering)' 0| SEBI STt A2 O[T7XIQ MAS HEHS
oln[teict

i-

JHE0| MG HACH F=9| AR 22t3(Collin Grant Clark)s &t
I|M(Allan Fisher), & LY AE|(Jean Fourastie)2t 74 3E& 21951,
The Three-sector model in economics)S {260 ARIS 3719 £0f=2

TEoI A
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2|7||C|0t “Quaternary sector
of the economy” (https://
en.wikipedia.org/wiki/
Quaternary_sector_of_the_
economy)

=)
S22 SGH0 LS XIS WAL B

o o
MFots 20F

« 3Xb AR 1 MHIA (Tertiary sector : services) 2X} A1 K2
LIHA| 202 MHIAYS o|0jE} O 2 ADHQ, =8t 3 SAIXY 24
S, =28, it 33 WY, s MH|AY, HA 3 Alg| 5K
=%}, 2%, & ¥ 25 &H AMHIAY S

Ol 4ot =t Ol MYFERIt Dot S5 MH[AMYO| TS0A XEX|
H|E0| AX|A ECt= A0|Ck

2239 = 21M719 MY ER0= XX Le=le
ALt @EH0E 7|2 F2YH2 851 ACH 4X MY @ H
MH|A(Quaternary sector © information services), bAt At :

MH|A(Quinary sector : human services)2 2HAt510] 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| - ZEC|Xtel 0|2 M

o
=
2 H H

ol

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

2

o 2Rt A MEY, HAHY S (Secondary sector @ manufacturing) :
b

UM P2 HESS 7S50 AL 2R MES Yot

a



20M|7] 4t 0|2
Ao BRI O CYSHX L MER MUS0| =M MAS M 7K
917|m|C|0} “Standard Industrial
Classification” (https:// —E—EEE ?—E—gfﬂoﬂf 6._”“7" 9;101 AHE%
en.wikipedia.org/wiki/Standard _
Industrial_Classification) UIQOHA‘I AP(}El Hfﬂ%*—‘?'—ﬁ(Standard Industry Classification: S|C>E E%
ALRAOl 4Xt2|2] 2XHcode)E R0t D ER, SR, ARR, MEF
HEX F2 2 A ZotU=0, [0 Tt MIA| Zf=0M= M2 RAFet ‘HEAQl

71&=0] AEEAC.

S2HA 7 LAt 19374

=9
o

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 |

E

4

T7HX| 207FK|2 O|R 01 AULH,
tHX| GEE T7t 25 3t A0

(ST
-

20M|7] 24t 0=
BHTARIL HEEI Ab|F 0] ChYSHEOl Mt MH|AM2 S5
LTSIAC. O Y2 MT=S S22 FEHXA HELT Ao H
NAXMOZ "AHMQ| MH|ASKshift to service) 7t SEE2 T &

MY PRI HZE SHOIM ME|A SHLZ HSISIHM MH| AL SRH0]
SZEQU] WZ0|Ct T2 Qo MY MEHM ME|A 229 YA £
ZORXA =ACE o 21 2 EFF S7tot UA=Hl, 0248t Y2 7Y

LIS Ol AT AfHIA01 CHEE M= S2E0] AXSS 2l0[ett.
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33

FHIFHAT2(2017.10), “R2|Lt
2k Mu| AL A0 A Pl et 2Rt
2 & E s T

IR FetE DIXlE HIS2 M SSAZRE $24 RO= g1
U= FAHOICE 1T 715, DIHY Y S 4T Usk7|E9 M2 At=l, 23,
42 FHUM +2XA0] BlE JEAZ|L AL MH|AM et 7|tX|=
19

L 0t £Ct 0122 0j0] 2TEAAS| 350 10| XAMYO 2LH
(o] o)

IHH 2HYZ EEE OAE, 222 789

_L
E

>
10
=2
=
o

0o
o
E
39
)
4o
i)
rir
H
o

o
=

z
=2
R
inl
Ral

o

MEIAS AlZh F29] 704 0] AH|otd ALH, 0[0] ==|HQl A=
T ANYUM FSE= AH[A7H BORXLL RACE

a|Lt2t MH[ALY

>
o
[>
rx
18
1o
0=
r
g
El
19
=
Ha

Q2|L}2t= OECD 221} H| w50

L EAAN S0| OFRIQ CHA Y

=
1o

& H2 =0

ol
g

YAz 2|ttt R BRI oF 70%S XA

H>
T
ro me
on
2
|—_|
2
re
M
m
<
o
0
=
Kl
I
N
N
B
>
1>
AN
T
>
=
[>
e
e
1o
kJ il
oo ¥

27} 2010 2013 2016°
oz 79.2 78.8 g02
! 78.4 77.9 79.9
oatA 78.6 78.5 79.2
OECD H## 73.7 73.7 75.2
ALQl 71.4 73.9 741
MEEIY; 73.7 74.0 73.8
U= 70.4 71.8 70.0
= 69.1 68.9 68.9
st= 59.3 59.3 59.1
=2 441 467 51.6

[ AH| AR GDP HIE |
*RIIR| 71E * Y=, 0122 20154 7|E
* Xt& : World Bank, st=23%
EX : RE|Li2t MU AN FHIK 4T UXI2| FHE S, IT, FHFAHT(2017.10)
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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 FF5| MA5IT QOH,
20109 0|& Q20| H|aH HI2 A HASHHA 2010~2016F ALO|Q W
HYES 3.1%0 S#Ch J2{Lt Ol= Ot OECD Hw#(75.2%)01l Hlsh Z2
ZFO2, MAY 93 MYFAEE HOl= SL(Y 69%)1 HWaie 2
x|0|ct.

&

(21 - %)

* EIPIX| 71E * L2, 0|22 2015E7X|9] Y&
* Xt& : World Bank, gt=23
*EX 2|2t MH|ALMH0| ZH|A 4 LXf2| HE &t IIT, FHFAATR(2017.10)

B. MH|A 3

34 MH|A OpAIE™

HEE] 91(2012), (MHIA 25t}

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

1G9S0 ME MHIAS CHR7] AX3UC. 2= OHAE 0|2 7|82
ME(agricultural products)Q TIHE QoA MAGOL, MASH,
A7t MYEM S2|& HE(physical products)?l S4HEL
OS] S40] =AU

Ok O
=]

oj 7t

M| DR et =97t AIRE A2 500 SEoA 60 =t

ALOJOICH 70HTHEE “dE2 MHIALL THE Q171 (Are goods and

services different?)’2t= HZ9| WEXMZ AMH|A OAE L HE OHAES
ZEX XH0|0f CHSH =R0| AIRIE|THA 70U 2 AH|A OHHEIS SXFA0| D
AHEMOI ZOF2 At2| & =AC MH|A OHAHEY 20F= 80} St 0|F
UM, HXO R MG, MSHQI DAY FH0|| 45HA| LU CHst
FHEE 225 =UCE HENMOE MH|A FHOIL 11240] et 241 S0

Z1240]C.
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- MH|A E&(service quality) : SMES| FHI= 2HANQO R OHE FHO|
EOt M2t S| Ho|, 5Hot= W, Botohs 7I1& S0l H2M0F St
- D2(customen)Oil thst 241 © MH|A = HE 4t H|W5ke] 1124 0te] HE0|
W FQotH, mekh] 1240| M|t s49(of| St A7t Hestrt n24ut
AH[A HIBAE 7] M A (|r1terac‘[|on)c> M5 0|12 EHZE UK} 7HO]
t

QIE{H|O|A(interface)2S AA|ot= 2XH|0f| CHEH H77

MHIA T2 MA 2t
OFAIRIO] HIsHA = ChA =271 SHXIZH A S S LHREOA A4 22| (production
management)0il CHEH ZHA0] T X EMA|, 7090 LEE 80HEH X0= EY

AHEOIAT it EHelo] 202 MHIAS TR7| ARSI ME SZ0IMT

rk

O|F0X|= &2 909 E30A Tt FES| SFOM CHAet ZF2
HESS S0 U E2 0|9 €522 SFEQUL, 0] TIAs AEF

7t20| StLE7t HEZ2 AH|ASICE O]0) 2t FA AAF 22| (production
management)2Ct 2% Z2|(operation management)2tE 015
A5 ECh 0 A7[0l= MH|A ZFQ1 MH|A AlAEl(service system)it

MH|A T2 M|A(service process)Q| AH 0| &5t HL7F 40| E QAL

MH[A AJAROL Z2MAS A SHE 27K 7= YA

-~

H

>

F 2t91(production line) &4l : A|AEIS K& A|ARID} H|2=5ICET

oftH, ST it 2ol fAret YA O 2 HASHE AA”S 28y

1, =

ofdl, AFFEL 7|&1t 7|AE ArZot, RS EA L0 ©
ST

[

|

ox

45
fo
f|
=al
=
__lT'_
=l
M
=
©
oA
f

ME|A FEH9| i 22 S0

B bProHE Moo
k=)
N

b
fon
i
n
-+

- MH|A 2FQl(service line) &4l - {1 22 HOIM ME SF0 TECtD
JVESI0, 24 B D29 IEES £0|= RS SHE B0} T35t 52

g2 IT
InELE] Him SQOITL T2 A4S AR UHAL 4 s A
| 7

MH|A-FHCIXIQIO[EM 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|ot “Service innovation”
(https://en.wikipedia.org/wiki/
Service_innovation)

MH|A H|EL|A
2ot MB|ASl SECZ MZR HIZLALL MB|A HA0] SEOHA =

MH|AE HOE S G8S RORIT 7IE0E MH|AE HEHAQ 7t

ry

RO UAAX|Z At QIEHE S TR (E-commerce) 52| ETHO=
71 FE, 71k 71, WLt KRl A7t ThSo EHAL 221X S0
AHOIL 71AZE A WHOHA| §ii1E, & A

23t B2te] HofE BXl Y1
HHIAE ZIE 4 QP SINCL E3 4F thl Lt KAg 22iF7iL
OIS MHIABIO R & AQO| FH53PH HIUCE OIXE Aol B5% 27
BER ST, B XY MHIAS HOj 2HEHRl AHIA HIXLA(service

business) AlCH7t c=2iohA EIRALCH.

MH|A AFO|21A(Service Science)
MH|A AO[QIAE BE MHAS 1
A

20044 IBMARATL F=Z|SH 2 CJMHE=(On Demand) HIXUA ShsTi3[0fA
‘On Demand Business Architecture’0i| Tigt =8| & AfH|AAHO| MAtYN

FS 218 71 R THRle) AT EE FHS ‘Service Sciences'2 21E0HHA
Hi

1RO AH|A 9| S8¢ M0l HlsH 1 22-90] R7| HZ0 AH|A 20t

ool

>

—

x

ALOIAA 207t Eef LAXH SAC X AH|AMAHO] =

Y

7|&8&A(technological innovation)0| &2t K| 7} ALt

ME|A A2 B2 A2 ADots O AEE=H HEHC=Z "MH[AL
MEIA MES0 A0M AL, "ME[A Z2MA0 UM A7,
of AGAM Q| =440 20|,
TEKES= MH|A Sitls HHZ HEEHE MBEAL &85 JHdd AHlA

JHE0l2t FOLE O] M22 HE= M22 124 5 XE i, FSAIAH
_I

—

PEESIEESIPE HRE 1772l
A

EE Tl g E 0159 X3 50| 9

7|&HQl A0 2HE A2 OfHH S5 HI7|18H SH0|A O|F0X7| = SfCt.
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MH|A &2

ol

Mo ZHo =8s SHEL. S0l 0l=, 2=, EU 89| dZl=51 OECDt &

SR |77t MEIA SIS st QUL

HZO HIoH HTHO R W MAYS 8 4+ 3!

XA 7 X|A17|8t A H (knowledge-based economy)2 XIIEt
A A O] YHO| XA MH|A(SA, 28, CIXRI S)2 0|5 &
A3 MH|A (SO 2t HEE 1S, o=, 238t %)O 4 UiFE

RIAMHIA HRI0] S5 S 9

il

@
x
=
[>
o
>
10
(HM
5

CXE HHPAES St LS MH|A9 Tlst

b

=H YA YEHEN V=S 2850 AAF gES SPl= A
HIH A ZESY 7|Ho M22 HZEHAS FESHH ZH g8 s H= A

[ MHIA Slo] S FA atH| |
MH|A B8K(Service Engineering)

= YUY AU FHEXH, MH[A ALO[HAIL F2 7]
AHEQ HIZUA RIS HECE MHIA S22 =7 LA MY X9 ity

H

I

0.

ro

MH|A Sst2 MHIAC 23t 0|21 4FE S0 Hd L XA A
S E=tAZl SF270ICE F MHIA AMO[AAES Zoto] A1 SH| S0
SSZ AC 2 MH|AS| HitdgE Lol flet 27X 7|g 7IsHel
YAS MAloh= ZO0fO0ICE [etA AH[A Zst2 MH|A AFOIAALE AfH|A
231 H|1lo610] Seto] YO = A
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- 7|&%2HE(technology-intensive) 2 : AH|A AYW} H| WS

249 71EH XAS YXF. S6

HEEA 7|42 MHlA 239

(DYUZ-1712) MHIATL B7Hots A
- BHtR(scientific) H: AB|A DolUME FAX SHAD K B

5}
Mg 28= & oy 221

=4 +2|H ¢uEe

sligl(optimal solution)2 HO0F 5h= B2Vt HS(FFnte}, HFH e,
E/3t S9l 0|2 28). ZHH0| 1 AR YA HetXQl J[goz
SA5H0, AAH £72 RYsin, YOI 7|ZOR Byfsts T2t
2t x5t

- 3&tx(engineering-oriented) 2 : MH|A A|AEIQ| FETIF HX|D

HEO] SHSHAIHM M2t £2oz A /FAst=s A0 M2HF.
SO MESHE =7 E AE0IH ME[A A|ARE 24011 dA5k=
2 2. g9 Halo)| Tet 7|29 EAEE MEM2 2 +Fdl0F ot=
B2, o Mol T2 M2 720 ZHo ZRMAS Mol &Y SO0l

4

o
=
ol
0

oo

SSME(Service Science, Management and Engineering)
MH|AE SblotE e & MH|A AHO[RIA R

A ARHHY 59 stE2s SEHA S

MH|A ZF, A2 O E

2|7|T|C|O} “Service science,

management and engineering” ki H
AHA M| RI=SH =

wiki/Service_science, _ o|_fo |'_‘EL§ 0” ':'30‘—H:|-‘—

management_and_engineering) SSMEI— ‘|H|A AlAED | ﬁ__'_L E_cl 6_:]|Al_|0" [H@- 6_‘I-I-|
Flolf IBMOIAM XZ =gt 80{0|Ct. 25Y SSME= SHA

MH|A 2 Z2(service sector)0fl CH3 Lt ®MAXMOR HASI|1E S35t

(https://en.wikipedia.org/

udm*

QUL
MH|A DRSS ?let sk20| T LEHLY| HMols ddE 712 g, OHE
B, OAR 8 89 7Y WREEH E= 9R9 23 #a8 7|¥0| 2 g9g&

2BHEIILCT
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242/(2014), 2O|X|gk= MH|A,

H0l= CIxtR!

OII

SI20| LEE AH|AL

OIZA 7I1Z9 MZzMYEs UEakoh= O 7[00 FF, OHAE, HAel 59
L S0 AHHO| Tt 29| FH0AM ZHo5kL

UL,
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T CXjOl §8 | BROXO | o CXjel @2 | BZ CIXjel i
ad 4 | exze | HETR | Tana” | Sexgey | HEWE ot
HZ Cixrel 14,495 190.17| 2,756,618 17,069 165.72| 2,828,726 A26%
Azt Cixtel 10,123 162.14| 1,641,380 9,963 156.98) 1,563,918 Y 4.7%
CIX|E/ZE0|Tof Cxfel 4,586 137.81 631,970 4,470 139.91 625.449 v 1.0%
g BHORR! 23,569 85.84| 2,023,206 25,704 83.94| 2,157,702 A 6.6%
% T4 /E| AEFY CIXtQl 5,217 104.19 543,565 5,055 109.57 553,914 A 19%
N MHIAC|XEQ! 27,707 83.42| 2,311,484 29,372 78.41| 2,303,196 v 0.4%
LHAS 0 Okl 5,109 53.50, 273,333 5,038 52.00 261,956 V4.2%
CIRtQl Qlmat 42,409 60.75| 2,576,465 45,300 55.48| 2,513,401 v 2.4%
A7/ 96,905 7161 6,939,326 111,256 57.90| 6,441,470 v 7.2%
737 33,71 106.97| 3,605,964 28,203 141.94| 4,003,179 A 11.0%
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oI 1,079)  1,205.26| 1,300,821 1,062|  1,260.89| 1,339,308 A 3.0%
A 133,216 9577 12,758,020 141,971 90.22 12,808,262 A 0.4%
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CIXIE/ZElD|C]of CIXtel 23,276,087 29.8% 47.7% 3,303,749
Foxda=pN| 120,353,461 30.4% 43.7% 15,996,822
THM /S AERY C]XtRl 21,720,295 30.0% 20.0% 1,305,889
MH|ALC|XtOI 245,812,644 26.2% 63.5% 40,845,613
A HZ 0l TRkl 22,142,179 26.5% 31.7% 1,859,143
CRpQl Qlma) 288,516,131 25.1% 57.1% 41,343,732
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(2018 7|%)
1 0= 23,840.00 0= 25,160.00 0= 25,950.00 AQE 0.42%
2 = 6,732.87 = 7,019.28 = 7,704.76 =B 0.40%
3 3 5,624.00 3 5,727.00 s 5,634.00 Ellt= 0.35%
4 =Y 4,627.75 =Y 5,066.67 =Y 5,275.70 A= 0.27%
5 ojr2/of 4,449.30  olr2|of 446617 olr2|ot 4,754,52| O|AELIOF 0.25%
6 Uz 3,747.00 ogA 3,211.28 ot=t 3,173.29 O|Zz|0t 0.23%
7 oA 3,016.19 U= 3,158.00 U= 3,129.00 AQA 0.21%
8 st= 2,939.77 st= 3,085.88 oA 2,973.77| Otz 0.21%
9 ZEH|ot 2,925.72 AQE 2,156.68 AQE 2,324.88 st= 0.18%
10 AQE 2,119.79 ATQI 1,623.91 AR 1,480.09| *=29¢0| 0.17%
1" AA 1,624.92 AQA 1,238.47 ARA 1,452.57, HE2EZ 0.16%
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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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L0 Y2l S0 SEER 20 Y + A= UXS(HEH2)
MlS0] e A2 2 MUED QAT MH[AMYE Olfet S5 £01| g7 g
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3.1.2 MH|A Ao £

ME|A= Chet ZOFOIM AlTHeE 2HE0 M2t Chfet Q0|2 AFEE 0]
RACE ThetM AB|A7F FACIX] FO| W7 |= 0 OfFLE. [TekAf AH|AL|
Ede 722 MH[A9 2EHE Oldlot= A0 =0t ME M=
ANAED PR = MH[A-MEA AARO XHEH EH(distinctive

SAY, 224, 0JEHO0| Ut

characteristics) 2 2= 284,

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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234 M(Intangibility)
MEIA O A= =0 20l= 2521 JEj7F EXHotA| 4=C MH|ATL
O|R0X|l= =0l 1 0|0 2HE &= AL 2 += U= AO0] OfLCt

Ol2fet FHY2 MH|A 21 SHIE OE@H ot ME|AS S2S oA
Helot= As eE otk & Mb|A= FE9 Meto|o.

S A|M(Simultaneity) ££ H|22|d(Inseparability)
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Lynn Shostack(1982), (How to
Design a Service), European

Journal of Marketing, Vol. 16 No.

1, pp. 49-63
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Schneider, Benjamin & Bowen,
D.(1985), {(New service
Design), Development and
Implementation and the

Employee
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1982 MH|AL|XtQ, MSL = L X|C

MHIACIZRIO] AJ&2 & AAE (Lynn Shostack)2l S2{I|Qt OtAE
X (European Journal of Marketing) =292 “HHEAH MHAZ
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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-Item
Scale for Measuring Consumer
Perceptions of Service Quality),
Journal of Retailing, 64, pp. 12-
40

1084 MH|A HAFXIO| EXAH
MEIADIXIRIO) JHAS HIQHRHIH 2 AAELS 19841 SHHE H|XL|A 2|5 (Harvard
Business Review)0|A] MHIALIXIQIGE | (Designing Services That Deliver®)2t=

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

1986 AtEX 4 Cixtelof By

A2[SIRIO[X} CIXFO LRl =HE =2HDonald A. Norman)2| 2 "User-Centered
System Design: New Perspectives on Human—-Computer Interaction,**)0!|

O|5t04 AF2Xt A CXIRI(User-Centered Design)2| 7HE0]| M2 F=EEQIC

1988 HE Q| C|XI2l
AEXL B4 CIARI0) 0]0f 19880 = E Pt "Xl QIZHME] (The
Psycology of Everyday Things™’)0|2t= M S5l QENMEQ} AFRX} 7t9]
OAAE Yt 0] Zig S/ UE7| et Y| thote] M=ot 0

A

9]
AERE Z=IUX)0f et BE= =Y MBIAOXIRI0l & O ArgA SeXe

BOWICHOY O|22f ALSAIS] ZED MHIAL] Zoj TSt 814 % Ateizfel To]
O[OIXT 2t 7/%e CH2AXOl STH0lA AH|A +7S HO0l= O HEOHUC
HHIAZ RIBoHs

I X| II

MH[A9 FF

r

MH|AE =0 20l=
Parasuraman), XFO|AtS(Valarie Zeithaml), Hl2|(Leonard L. Berry)= AH|A Q|
EXS ZFoP| gt =70 AMEE(Servqual)0| JHUBIFCE 0|5 AMEES
RATERZ 22|= b7X| £49] EHOZ HalE|=H|, 0|= MEH(Reliability),
MM (Assurance), S8 M(Tangibles), &4 (Empathy), 12/

22 AH(Responsiveness)0|2h= 4 S0| Tfst VIS Q|0

20 OfL710]] 22+ Z7H0| O{AZICE. 010 Tfeter2bZHA.
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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 EXMotAE HRE
QlA
[} E

ClHtOIAS0] QIHS P H20] FAF Y22 AHSH A= A0

o A H|ATIXEQIA O A= QOLETHO| 0|23 MH|ACIXtOI0] 5fLto)
1202 Xta|j2iaty| AIRSIALE ZF a0l M AHIACIXIRIS 7t2 /0]
MHIACIRI! QITIE SA5H7| AIXT, BA AHIACIAI wFo| 252{0|

1990 ZH2 2 A2 UX

o

Rote

x

!

UM AZME =L =0 Donald Norman)2 Appled| Heoz
T19] Mg ARXL A MAH XHUser Experience Architect)2 2|5

Jd= MEA s HAIE AEH 0|20 o StHZH I oHHA| Bt
X =

MH|ACIRQIS =0 &= 2K A tisHKoln International School

of Design)Q| OI0|Z W|IE& X (Michael Erlhoff) w0 2|5t0 5tLte
oz o

Sget OAel fEe 2 AFHUUL:. MHALAR BsS MIotil ofg
FOF0i| et sttt & MZ27t HIE/IZE MSotd= A9 S X0l 2o

A2 mofnt s got =E0] o2 E2FSe HAl(Wicked Problem)o
CHSt 3HZA0| HEZ C|XI2IMZI(Designing Thinking)0l2H= 0| 9f&{&iC.
2|XIE BIH(Ruichard Buchanan)2 19| ¢t “CIXIQIMZIN AL £

HH|"(Wicked Problems in Design Thinking”’)0llA CIXIQIMZIO| M2 HiAlS

Sofl HHE silZots YES 7I=oA
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Pine, J., Gilmore, J.(1999), (The
Experience Economy), Boston:
Harvard Business School Press.
ISBN 1422161978.

54

University of Applied Sciences
Cologne(KISD), Germany
(https://kisd.de/en/https://
en.wikipedia.org/wiki/
K%C3%B6In_International _
School_of_Design)
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WHA HZI& (Angus Jenkinson)2 SIXHO| O|2HAME LS AZYS g1
Q o

H2ALE HLSHAUCE H2ALE ST &

O

HESH/| ?lol ST 7He <

= WREHZ AMH|A TAOIH7E 2
teds Qoot= ol 2 =282 & + Us =70I0h

1995 Z| X 9| MH|ALC|X}OI W40 EfAH
He|X 0A(Birgit l\/lager)E =9 2 Znistu(University of Applied
Sciences in Cologne) Z|Z&9| MH|ALC|XQl W42 AHELQUCE JHE=E

MEIAGRQI9 01F,

=2 A

=

= Mot =22E ME[ALAR

dYE, &2 S
HEAe AT EC R FYE SR AHRUEE AT,

1999 1174 O X|2of Y

O|=9| OXAtQl 3|At IDEO7t H& &3 T2 HE(Acela high-speed rail
project)E XEEIH & 17 4% X|=(Customer Journey Map)E X2
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Peter Rowe(1987), (Design
Thinking), Cambridge, MA: MIT
Press

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

7| =95 £ 5tLtZ IH ZQ(Peter Rowe)= CIXQIMZAO| HRA
ZTH0I| CHEH ATHSHA=EC, =2 HAF0ILE ZAIAZMO CAIRl 2HE S
MAXMCZ HHSHD UBtsHE A2 MQrsHICE™ HE0 OX0|HE0]|
Yst= A0l CHol =5t 2XSHZ 1Y XtA|7L o Hots OtE &+ USS
FZSHRALE. 0|F CAO|HE0] EA Yot Atdsh=X|0f Cha CHfst
20t A7t U=, 2F Lol 32 A(Nigel Crosss)™ &= CIAO|HE0]
Ho| L2|7] o{42(ill-defined) 2XMES CtE W cHa™ S 24 i

HIAIS AMRSITHD H 11 MER HEMS AEslgEs
MHsE7| o R= F2(Abductive Thinking)S ZX56t3IC. Y2|e0| St
tist(lllinois Institute of Technology)Ql Holu+AH HA 2(Charles

Owen.2007)2 RIS Tsk™ Atd(Scientific Thinking)2l A% H2tH

=
Oll

E
HEe 2 B E5] B&6tl 22%s6Hll-formed) 2MES aiidot= ol 2
ZEX[7F UCHO HUCEH TO= E5E FHojol YAS I M(YEN-SIAN)
DEMA(RME-ZAR)2E F MY 52 S42= LD, 42X0|1
EMMOI Dot HAMRO0|T SEEQI CIXRI0] £ FY 7to| Al HHo| Xt0|=
Qo M2 SotAQ1 Het 1A7L HEE 4 QUTHT SHRACE
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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
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ZAAS BEA7| 1L o] FaE USOUE HARINZS s dxotd
el dele O 7|0stAL. F2 ME HAO|LZE Aflotal Uots LA
ZHS & g B0t 2| EEE 2EM ZIufetd el 2X OtEl(Roger

= Fa ZX0[Lt 7o 2™
2l(competitive edge)E HMEdt= S ST FHBIMUCL 0152 A=
S5 CXIQI0N CHat 2 2002l #alg HOEDE 0[0] mhat H|RL AR}
4G W0ME CAIIAZO CHEt Ofsh7t QoA QIAIEIHA MBA IO
CIXIRIAUZO] =R ol Al 2= 24 AYhetd, "Est(Temple
University), ZEM AGSIY, E2EMSHI(University of Toronto), AH0|=
BSsHd, SARE thsk(University of Oxford), AIHE S,

HO|AYAEHZ| K E S (Case Western Reserve University) S0| QICt

291017}?
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Meinel(2010), (Cited in Design

Thinking: An Educational Model
towards Creative Confidence)

FE0ICE.

Cixtel
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David Kelley, Tom Kelley(2014),
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Jeanne Liedtka(2018), {Why

design thinking works), Harvard
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d.school in Stanford™

Business Review

Nigel Cross(2011), {Design

Thinking), BERG
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David Kelley, Tom Kelley(2015),
(Creative Confidence:
Unleashing the Creative Potential
Within Us All), London: William
Collins

80
80

Cixtel'dZoll chst 374X 2

1. 84l aHH=0 2 M| C|X}QIAAU: Design Thinking as a methodology

CIXOIMZIS 5ILtO| EHZ(methodology)2 2 He= &EO|CH Q17He =Lt

FOIXM0|1, Kot SHMO = Lol HS AoMYU 4~ QCH= XMA|stof Of2{et
Aol M(creativity) 0l Clal Y2 (inspiration)2t X 2 EEHO|™(prototyping) S

225t XXM (emotional), 7|sXM(functional)2 2 2|0| U= O10|CI0E
LZLCEMN Z7|HQI SAg 0|8 = ALY 2Lt 0l2st 7HEXN HI2
IDEOOIM 2 AFEE[0] ChAst eS| 7|FS0] A2 0|F 1 J&5t=

EEE FUH

2. AfaBiAl o 2 M| C| XA Design Thinking as a way of thinking
IZ7k0| Z7HEl QIX| 589 /Y & oLtz H= HEHC = CA0|Y

a1 o

o
Pl
©
0=
oN
njo
|'O

7H7HR10] 2HIS siZSH7| IS Atlsh= Yol YESetcth TRl ZXHE
SX6l0 7ol | O 2XZE B 2H0(7| otch Eo| 20 st oz
WHS 25t R F2(abductive thinking)Zh SAMSH AIIHO 2 M| LY,
0l0f Hah HH(inductive), 19 (deductive)0| &7H E&E AtI#O2

7| stot ESH £EX™(convergent) AFL2F A (divergent) A2

3. OpRIEAIO 2 Ao C|XIAY: Design Thinking as a mindset

AelddE EME ot Bl XiM0f &350 O|aist= &t&0|Ct.
EZN e ogoe 27t SAAQI(human-centered),

25| ogEE
k=Xe]
o —

9l(open—-minded), H&Xl(positive), 8=29|(collaborative),

AHXQl(experimental), S ot=(empathetic) S0| QUCE 0[215t OFRI= M2
AOIXOl WAIZ S5t SAIK 00|CI0f YRS lof LAE QAR QIAEL,
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CiXteldd T2 MA

ARMEE CHSHD. School)OilAf 7HEket CIXIMAZ B2 A= SZSE |(Empathize),
2R HO|(Define), OFO|CI0} &7 [(deate), T2 EEIR)(Prototype), T7 15 [(Test)2 CiA
A2 O|ROIEICt Ol= FHIMC 2, ARSI diEE HiEO 2 1=9| M2l @412
211611, 7St HEE AMSHA HIE 22 SHAS I8 OI0|H0E FAIgket T,
AREAIL| ej7i5 E11 0|5 Vol ~Eoti! TiA| E7 1= XS Bisoh= 1hEE So
WS UZA(Discovery),

s M(Interpretation), OF0|C|0{ 2t=7|(Ideation), A& 67 |(Experimentation),
UTISL |(Evolution)2] CH HAZ 2Lt 2F HAEE 2HIE Ol6iol FUS 2O=
ZOIMSE ARl XAi=S22E 20|E 11 7|31§ ZAfok= oiiAe| I-EE It

= Soll ElAEotEN

A ot Y0l EZok= A0, eFE, IDEO= TIAIRIAZS|

A
CAIRIALZ 7|=lE diol/| /et Ot0|H0ES 2Ed A

DEE

O AM22 EHC 2 0P = tFge 2 2 E0

MH|A-FHCIXHI 02N 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| gh= MH|A
20l BRRR)

MH|AE| X! F2o|

MH|ALC|XI(Service Design)0l2t MHIAE 7ot S{dlsty| st I
gt oKz CIXIRl 52 EHECE UAE= JHE0ICE 0|H2 AMH|A
AEALE 0557 | et M2 YHOMEE DXl WHOoILE =159 ALE,
MH|A A AR T2 HIA CIXHI0| 0|2 7|7HK| Lot 2E& Zatstrt.

MHIADXIQIS 90N ZPHEH MHA M2
ZAMEQI(human—centered) H2 gfAlE2 £QI5H|

AIEH510] S8 2OR} BRIE O Folo| K|S HO2 e L,

stAoI M2l =2
MHIACIRIRI2 19913 22 FA|CIXRISt(KoIn International School of
Design_KISD)Q| 0|5t HYS T w4=(Prof. Dr. Michael Erlhoff)H| 2JaH
AIHE[UCE MEJADIXRQION CHet =719 =2z ME2 MHIA i (New
Product Development, NPD)OIA £ CIXIQI =71 2 &HE0] dgts HFs6t=
A0 =S FUC M= MHIA JHLO)| Chet =2l= TRF MH|A SAS st
CIRIQIAZ S| ETHA Aol Tt &ele= S RAL, Ol CA| X040
NPD 2 M AS| M TFHU| A RHA

NS A S A o~ U=K(0l| THet =22
CERAC SIM0l= AMHIA JHEE OfL2) AfH|A 13

jo
H0
ro
o
09
ot
r
10
~

=
LTI T QUEE ZS0[L DY 209 U2 O{AXE AME|ALX

(10| GLte]
SI2 2OFR A MR o AHlA BolO|LE MHIA BY S MHIAS
ITBIE T|E ST YO B KON AHIACIKIRIO HBS FHoH=
OITE 25| OIZ0{XI T QUCk
AriofAde] =2
20018 MHIACIXIOL M2 7|92 BWs CIXfol HMHE 3ol
21293 (Livework)7} BIEI0] REIACE 013 O 100 W7t Y21 RS
SHOR MHIA FES TXIQISH: H2 7IFS0| MHSTH RO 7oA
HEIACIRIOIS F2500 B HZOs AHIA S BRES ANF Fro)
0| 2 QA2 BHUTL 20009 HEEAMANEA| FHOZ IS
HEIA R&D 2X| 2HAZ Sof 1 JHg0| LAXI UL, 2010H1FE]
Areimot SHROXQITEUO AlY AY U R&D THR AH|ATIXIIO)
AFHIS0| MHECL” BIZIAE FBAAT R AHIA AL RE
KBIACIRIRION Cigt 20| LIEFLE?| AISHOIRR, FIZROIAE AT} 7
DIR MHIACIRIQl ZXS R0 SBYCIME 7IZ0] ZEX F40/H
TTNHIAS NBR SHOZ SAIGH| §I3 WO R AHIACIXIIS BESP|

AIZHOHUC

82  Part 2. MH|A-AHCIX}QI2 RARIVF?



(C.

M

o

al
A F2f=2T AL

3

(s
of

f

0] ALt
OF2 A AR S49| 2| MX|7F ZstE MER CAHRI

MHIAS HFoPAL MAMHIA RHS HLHO 2 M M2E RIPVIRIE

=

=
71,

LAt
ot 71,

A

Z]

[S
=

ba

ofs

[
o

M LR, B9z, =X, Y
YO M= %

MH|ADIARIS S8

{

MHIACIRIOIS T

o

)

SF=RCAY

iiod
ol
o
=
1
<)

KO

=70

oz,

o2
X0

9

&oto| 0f

=

3t
, 22H0|H of

| HHS

oH=
S|
=

X
REOfI A =2t

e
=)

I(contextual) 2|Af

OHZ+X O
e i )

)0il CHa 124 F419)
Hembodiment)8fQ 2 A4 117 2 MH|A K|

=

IS)

3

IS

Al

WS, 24, B2, ARUAOIM, E4 S) U BE FR(T2AA, A

MH|AT|XRI0NZE 17H0] MH|AS Sdlf

R LIESERN

zey

Al
=

9|5/(2011)

=]
=

SHI AT

b

35
=]

<l
O

CIRFR1 7t
(Design Council, UK)

CIY
250
2kl

M=

(o}

ot
o of
7
o
|

f

A

o

=

A I2A
SAS HEHO

o]
ek
o

{oF CIXt
iOF 5HC4,

o

ol

'

|

f. O 28t A2 F7t 0| MHIAE

MH|A HH™(Touchpoint)

=

9|
t

5|

A

202 MH|ACXICI TZ2ME =

o
OFS L&l I240] M|

t

2HAZIM MH|AC|ROINZS 5

Chorst
l_l- pug

i AH|
t71 Ee|

[

St AHE-H0| 2

T2 MA

H
9
o

=
=
71
2
[S)

O]

0l

2 &
1512 B

(S NUPN;

O ChCt
12 Ol
= T

o]

2

S

=
4 A
o
(=2

CIxte19| 02

EE
=
=5 ZIIA7IE Aol
4 AT
&5
aff Eixt

S

[E-]
4

oF HAXMO| AL =
oF

M MH|A HHO2H B EL.

"
t

k=i

4
QAE 2RO 2A

w

7
S0 mat At

ot=
2t9|
40

SE IYOICE. MEIAGXIQI2 174 = SR A 2

MHEIAEXRIZ 71E9| MEIAE T
7§45t AL 3 415t04 SErot= =00t

(designthinkersgroup.com)
MH|AC|RFRLZ 11 2H0j| Al

ARUZHOME, ME
Set 2Hof o
JH|AL|XFOIS 1740

J{H|AC|RFOI
ICREDN;

A

MH|ACIXRIS MH|A
o

=

EIECE )
(Livework)
(Peer Insight)
(Birgit Mager)
| 22
(Moritz)

TJ0I2IAO|E

AH

CXUEHA DS

MH|ACIXIRIH EQS
(Service Design Network)
(DesignThinkers Group)

HI27|E 02

CIxtel 02 A

1

=]
=

MHE[x-F



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 Me| MHJALC|XIOL: Service Design as a skillset
MH|ADIXIQIONA ZAE= ARSI e ZAL, S LAl (co-design),
ANZtEtE 25t EREMEA 12 O X|Z, MH|A HARX 5)E 288 If

=
CIRROILAZE 71 220 SHEE Fe 20T TetM 0l2(et AZS 2E%
AR

2tz A MSE= MH|IA X[@HRI A7 ZREH AH|A JHS =7
SIA(ZEA & OARDO 71045H= Bi2F S0 TIRRO|HRE MH|A ZRZE{0] 2R}

xE|
s FAoM Z2lotl M= HE YA L T2 A0 Mt XAS Tl
A

2. HIAIM T2 A2 M| MH|JAL|XRI: Service Design as a systematic
process

MH|A JHED TR0 Ol2= M 20| 2X HEots AHIALARI HE2

29| Z310]| S= MAXR! CAIRI Z2MAL HES Sdf HetE 0[20U=
AO0|C}. SALEEE MM MH|A ZXO[L Z=HMEO| A0 St= HA
D2 NAE stEolH, Ol 22 Heo] HEHC 2 AEot0] MH|A9| JHZ0|Lt
4 S O|ZLy CAO|HSQE AfH|A ZX0| BHSHH SSEACIEHA

=
CIXOIL{7t 250 T2 MAS 0120 Tatats wAlO|Tt

3. H2WA 0 2 M2| MH|AL|XIQI: Service Design as an approach

AMH|A CAHO[H E= MEIAGAR Z2X0| 7HXL QL= Hatet SHdlg 2t
H YA Oiol =0] H7tot= &FO0ICE. Of=eh M2 YAlS Sall MH|A
HSAZE ALS0] HiScts ME|20 Tl HEA d2ot=XE dHE2 24
Y7IMe = Halol ot AS SH= oihf. AMH|IA ZE0] MH[ADIXL

o Foge = =% WO sts0] LU =], 0] otg B0
D2 EEOIH2 MH[A ZX0] 7|E0 LotdE AL T2MAS MEA

_!
H2he T SAI1| 93t AlBle] EREA BRED|E It =0 H0
MBIACIRIO 272 (deliverables)O| Q= A7t BE HA5P|E 510
Ol | L E= QIR0IM a7 YL |E SITH AHIA CIRHO|LAZ} AfH|A
R0 AAE0 Y5H{L YE0| STE Hej2 DRHET} M= 42}
F2 Sert

_|r\

==

ro

[
[

!

A
=

=2
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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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Clatworthy, Simon(2016), (How
To Design Better Services: The

AT-ONE booky), Oslo School of

Architecture and Design
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2.2.1 AT-ONE Toolkit
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2.2.2 Human—Centered Design(HCD) Toolkit
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Nee > LS = O 582 E0. £5] Y3H £2 40| ofH X%
st £ EES XS 028t HCD &2 Ml 7HX| aid fl2l=
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Nitank Rastogi and M.K.
Trivedi(2016), {Pestle Technique
= ATool to Identify External
Risks in Construction Projects),
International Research Journal of
Engineering and Technology, p.
387
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ST.shop 87 (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/ OHAE QA (Marketing Mix) 2

JNZIAIL STIHOIT MM NBHE 57| Ysh SH ZH53t OAY
AHES SH AHOIL BZ0| WA M| XBiohe XS 4P TE OAY
YARIT BICE SO OAIZOIA ZYXTH S 7H53 4P0) fZots QA=

e 98

SIRFE0IC CH2L, HEXHOZ ME(Product), 7+ (Price), R5(E

A2, Ha)(Place), EZI(Promotion)2 2 LA =LY,

OFAg 9A= 0= 0jAIZE =8 0Ee] Mg WFLA(E. Jerome McCarthy)

w=7F 1960 X3 AZNSHALE. WIA| W= 19 2 FOpE 7| 22| A
™2 ghAl(Basic Marketing : A Managerial Approach),0lA ZAP} 159

2 IM=S OEANF| 7| A ME(Product), 7t (Price), &4 (Place),

ZZ(Promotion)2l 47bX| OHAY T2Fs HESHA H0AM AtEsttid

WIA| AT OIS DAS R YA
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mo|M(Convenience), 75 LIH 0|4 (Communication)2| 4CZ CHA|GHALE
A0 HIZLAOIAM EQ0tH 12{ct= I-(Process), 22| 27 (Physical
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HME T2f(Product strategy) : S2|X AtEst I MH|A XHERES Sl

SH AZUA FYMEL H L2 MS2 ZXINY

oC
-+
A

& 7%?4(Penetrating Pricing) © Z7|0]l 71A4& X7 MFst0] HUHYS
SesAU A BREs |XIH| /it M2 DHHle =Y+ 8lg,
tAs 22 gX HE

Z 2|/ JtZ(Prestige Pricing) : 7+22 =2 AX5I0 1249| 0F240]
BHE 2 = HiEtgS 24l

JA|l 7t4(Bait and Hook Pricing) @ &7[0| 7142 WA AN6t0] 1249]

i
TUHE RESID, ME0| BLS £7 F0HE, £E, AT 52 7128

2

A 52 (Pr|ce Promotion) : 1+1 O|HIE, A RE ZES HZ5t=
BHYALE E0RE 2L MAIE XMe|ot| @il

£ ™2H(Promotion strategy) : Z1(Advertising), T Z%I(Sales
Pro-motion), PR(Public Relations), @1 /%% m0O{(Personal/Direct
Selling), ™Al&l(Trade Show), 221 7|8t =X HM2f 5 7|0 OtAE

SHE gdol| floh MZ0 tiet 2 ML
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ST.shop S (https://www.
cleverism.com/understanding—
4cs—marketing—mix/)

HE(Product) : AHXI] §7 Z5S I3t 4EI MHIAR CIXIQl, SHE,
M= 25 00X 5 B 240 MHA, BHE 52X QA T
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Tiiete 2EY JEHM AT ZMol0F ettt AS <0IBTt
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Bl ZZAAQL JIX &S 12O BHOIN 2ES BT AR

AH|XHConsumer, Customer Benefit/Value) : ‘H|Z 0| AH|AFZ H™Et
7|0 Ofd 1ZHol AMUA I MFO0| O 7HX|7F Y=KIE etz 1

718| H|&(Cost, Cost to the Customer) : 7t2'0| 7|3| HIE' 22 X2t
WA= ME 7t S8E FALH, HE 70 7H422 ofH2t M8 &

Mz HIZS Zetols SHIE0 H#dS 7=,

Ho|d(Convenience) : 'RE A7t WMoz Met UMS2 HE/

MH|AZ29| HZ0| 7tset Holr|E B

R LA M(Communication) : IHES MAXLL S A X QI
ARUAOIES RotX| 2o, XtASIol Mutsr 7
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4P mopEL 4C MOoDEL PN(UFS|

HIE/ A A AH[X
Product Consumer The 4C Focuses on
what Consumers
_ perceive :
714 713 H|&
Price Cost Their Needs
"""""""""""""""""""""""""""""""""""""""" Their Situation
KA oA The!r Experience
Place Convenience Their Satisfaction
= LA 04
Promotion Communication

B.d STP 847212

OFAEM STP(Segmentation, Targeting and Positioning)= A%
MES T2MHAE QUGN Hesloles S T2 UeF0|C.

-

o
2 =42 012 ME MYS

STPEAMZ 3CEMz Saf 7I¥ OtAlE &&
2 4O AHO 2 MESHSegmentation)std MEE AIXE It HX
A& (Targeting)2 MAst 0| 2t HE0 ofist ZX| MY (Positioning)S

Irefstt] MSoil et 38 @91 7tM717| ?let Z2M|A0|C
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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|m|C|0t “Segmenting—
targeting—positioning”
(https://en.wikipedia.org/
wiki/Segmenting-targeting—
positioning)
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XY H(Positioning Map)

AIF MiE2at 7IZ2 s
QTEAB B4 OIF, UE, O, M, 4Y, ZE O, T1E HY 4,
IR 47 5, 25 570l 54
RI2I%: K|, EA, 27}, 012, 917 YUE, £A| 72, 7|5 5
HRIR: Y, S, 21012 A 5
BOIT|: ALS OIF, AISE, IR YA, To, Bz, 4H S4E S

Ef3! 2
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C.a SWOT 24(SWOT Analysis)
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C.b 5 Forces Analysis

Io-i (_J_I Hﬂ |_H 741H% 74116}%
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5 Forces Model : O0|2 ZEQ| MUFTEAM D8

25t ZIYXEe| Y&(Threat of New Entrants) : =2/¢0] 11 T FHO
HE M2 ZY MR 2lch 0|2 Kot MlAE7| E 71E A Mt
TIYXAHE 27 Lot XY Mg =0{0f St

S BXL9| 42 (Bargaining Power of Zuppliers) : §4210| =2 23
A= 17t 22 MNEHY HAMME MB350 01 71Y¥2| 0ol AFARI
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STAZEH X7t =22 IEEHE 27
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H— T o [l

AHY LY ZXX}H(Rivalry among Existing Competitors) : 7|2 ZH x| 7+9
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LEH(2013), (FrH=

II: Methods), OF7HH|0] Z2f| A, —
(https://socialinnovation.tistory.
com/297)

Atg 25

=

Forum Qualiaive Sozial
for schung (https://www.
qualitative-research.net/
index.php/fgs/article/

e
]

>
==

>

N

Qi
i)
Ral
re
r
U2t
X
>

715

Wi

=
=)
23t

AE8t 7IsklE

CITRI0] S ZHO| T K EMetD

=3
=
PSS

SHAITE, LR

80l0] AAZ ZMzloh= YWY

XM, AtelH 90| =2 Ofhet A&

y O

2 50[Ei(Karl Heider)7t X2t 712 Xlats
ooz gojbl=

A FHUIMNE HEYE O EA 2
E==0] =[O HAAH FH0l CHaH AR
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sl 2 F1H(Halo Effect)/ £ &1t

The ‘Halo’ Effect in Digital
Product: From Ul Design to
Customer Experience, Glovory
Design, 2021.9€ 7|Z (https://
glovorydesign.medium.com/
the—halo—effect-in—digital-
product-from-ui-design—
to—customer—experience—
ceblecaf0c0a)

SOH|EL|AZ|R(2009), (3 ES
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com/article/view/1306/article_
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UC Berkeley Extension, 11
Psychology Principles UX
Designers Should Understand,
2021.98 71E (https://
bootcamp.berkeley.edu/blog/
psychology—principles—for-ux—
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Dudek, C., & Brown, J.(2006),
{Attention web designers you
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good first impression), Behavior
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Priming and User Interfaces,
Raluca Budiu, nngroup, 2021.9
& 7|Z (https://www.nngroup.

com/articles/priming/))
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James Kallbach(2015), {Mapping
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ExHiBIT 3 | XYZ CORPORATION |

EXPERIENCE ENGINEERS: EXPERIENCE BLUEPRINT™ PROJECT MANAGER;
B Norbart Jones, XYZ Gompany
Gy STATEMENT OF MISSION ARCHITECT:

B Lou Carbone, REA, Carbone and Company, Lid.
F.L Wright Scire velim, chartis pretium quotus
D.AC. Moscowitz arroget annus. scriptor abhinc annos STRUCTURAL CONSULTANTS;
i Walkee centum qui decidit, inter perfectos vet- Bill Schmid, ABC Dasign
£.4, Ramgino eresque referri debet an inter vilis 2
Mark Givar atque novos. Susan Antheny
Bill Wizard 3
Fion McDaonahoe October 17, 2020 Steve H. Wilson
STANDARDS & INSPECTION:
Jullie Cacolavich

EXHIBIT 4 T STVACTINGE /A m
sidaywalk, W @éw

-1 Matemity Parking Designate expectant mother parkig area with
a panted pus/onk Store ntermationa: symool (e, no smoking, e1c.).
Demonstrates a sense of carng and knowing customer recds.

24 Friendly Wamings: Al warmng signs should pownt. to a customer
benefit (ie. Fire Lare.. "For everyones safetywe recommend rot
parkng m the fire lane”

Bd Fresh Paint: Apply fresh pamt to curbs, cross waks, etc. and lot
lines on pro-actwe snd frequent schedule to ad with positive
Cleaniiness ches.

4d Safety Lighting Special safety nghting m parking lot with a rote
that the lot has been specially It with "xx* candiepower for your

safety.
5d Paintenance: Panted surfaces should be panted before any
13 cracking, peehng or disrepar 15 evdenced. The regative cleankness
m :;‘d"'"’ ‘:‘"‘"‘ .ﬁ“‘ i "'"“’ Sigrals could be positwe cues by Stayng ahead with advance pant
3 seme of caruag and knowing martenance.
EXHIBIT 5 ‘
Experience Blu;qir;int"“ XYZ Corp.
—T —T—T—T—T— | S— e —T—Tr—T1—
hod | ol | cosdbionte | O [t | e
i | on fuige oo o | v | e [ | m
¥
1% 4 d 4
Fid
280 i 4
-
bril i L
-
200 1 4 'l »

16 Vol. 3, No. 3 MARKETING MANAGEMENT

[ 20|A 742 (Lewis Carbone)2t AE|T 5HZ(Stephen Haeckel)2| A% 2R Z2IE(Experience Blueprint) ]
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[ 22! &(Colin Shaw)@t Z 0t0[HIA (John Ivens)2| ZHE M(Moment Map) ]

y's document clearly
charts where different
eriences fall on a spectrum
of possible percepti

[E2A E71(Bruce Temkin)Q| 124 0§ X|=(Customer Journey Mapping) ]
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[ 0123 AEI=2(Marc Stickdorn)at OFF I %:L}0|CE(Jacob Schneider)2] 1 ZH0{H7HH A (Customer Journey Canvas) ]
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44 I O XEo| 7t2=2 FEo HAZ FHE, N2R2 ASALY| 42,
s, 48 A~ FY, 4E, AF, V1= 392z FgEn 2449 =50

* Et7|(Phases) T2 =0l FQ Y

* MZH(Thinking) =838, Ak, &7

* @&(Doing) NS

* Z&(Feeling) 3YN/28H U

* MH|A HE(Touch Points) ASI HE ZE BT O|A
* Z%(Strengths) MH|A DpEO| 2K =0

+ 2% (Weaknesses)] MH|A TP BN =0

* 7|28] ¥<(Opportunity Areas) AHIA 2Fo| T Abet
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Edward Freeman, Jeffrey
Harrison, Andrew Wicks(2007),
{Managing for Stakeholders),

Yale University Press

OHC| Z221, 2tE2A 20|, Hl 2|
Z(2016), (MHIALIXRL), 7R A

=
=

ol

=
bl

Jﬁ

AsHNLA(2016), (NCS
YOI StE2E)

Rt
|>

3.1.3 O[HEAX} X<

Ol ZAXt= MH|AS J]=lotl MESotd A&dth= O #0ot= Chabet

2 20[BtTh I A WS OlsHEAIRIRL 215 Ol AIRIZ LiF=E, L2

22| XL MEH(Front Stage)Q| &I, S8t (Back Stage)2

d S0| ofigotdl, 25 OlsiaAXt= 1M, MEY, Y}, HLHE,
=

SOl i StCt. MHIALXRIZ

|'0|I

JHX 2ME st
AU 2= 20H JHMOILE 9Of = 40| O|FHAIX| = 7t
U= mofst] S| & (Holistic)
TEOIA CXHRI=[0f0F BTt OIS EAIX X|=(Stakeholder Map)E AfH|A
HEHOf 2reiE CHet Ol A XISl et Aot HAE AZatot HHF:

[ [

RICH WMatM OSIRAIRE FThel Chst

2ol

B

Ol &#A X = 19634 ZE 2IMX| QAE|FE(Stanford Research
Institute) A MS22 AL2E &0{0|C}. O|cHEAX= “ZZ0] EME
4 UEZE X|dt= dE(those groups without whose support the
organization would cease to exist)’0[2t= Q0|2 ASE/AC 11 F
19844 O|=QI= Z2|H(Edward Freeman)0| 19 MA "M2Fx ZHY:
O[H&AA M2, S Soll OlsH&tA AL 0|22 FESIULEL U2 7|9 #HHS
=7l 19| 0|22 7|Y0| X|& 7hsst dFE floliMeE =32 0[9/2H0]
Ottt OloHARXIY Q40 23 == A0 Ot ZXBtLy &, 7|82
O A AL2| 7HX|E =THEGHOF SFTh= A0[T. Ol=

J2ap ZH0| O|sH&A X}t 0|2 CtO|0{1(Stakeholder Theory Diagram)2
H|etor AL,
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K b=y /ﬂ
\>/ ﬁ od f \Q\
% A
0/0
N

[ =¥ E Z2|H(Edward Freeman)2| O[3 2t X} 0|2 CH0[0 12 |

Of ot 2t A Xt 2t 2%}

1Y ZYY HEH B2 AFH A met 17
2} OSZARIE BIFIS FYT BTN FEZ

O|SHEAXE TT2EH, 7|¢
. MHIALS O3] O|SHEAXIS 239

REBU(KIAL, 7|

ol

HAAZ D ot
Q12 5)0] ZEE0f 2EE7| 20 Ol A Xte| 220
SQOoIC. MetA OlHEANS] 7, AY, 7Ix] Atg, 42248, &3
| AlZf2t7t O|FOIAACE. OfoH2A A X|E=2F FAFSH

on Jm

njo

TpI5E7] S5 Chsat o)

HEO = MEHA X|=(Ecology Map), HIZAIAE X|=(Ecosystem Map)
HEf HIEYT M(Actor Network Map) S0| ZXHEICE. O|GHEAX X =&
FQ O[S TAIXIS IS0 TAHE HO| == Z10| 2X0|22 HiF 4| Q10|
MH|A Sl S MO SHA MAE 4= T
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2 OloiaAXtRte] 424E

S HIEH 4 QICH OIKI2[OZ AE MH|AT}
TEE S0 2Z O[SHTAKIS DRI O[HBAX 7t THXI9) BES 04
AILF2| QO] [mat Hxt5t0) @HAat & QICH O[S ZAR XS Yutxoz

2. MH|Agto] BHA YT} R0 w2t OfHBAIXLE DHE St
MH|AQ0] e F=0i| et SO LR(IAE O[shZAXNA 1L (nZt
Ol A A= Ofaf&A XS OfTC. ot OfoH A XS 70| Ttet
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BE DHY Y30| MBS 20| OHVAKY T2t TR 50| Y2ARI=
7S BHEO THOrE 4 UES ARt

Ol 2A XL K| == Z2HEO| S0 S| AlZat 7tsot7| HE0 THf oA
HIZ0] 7hsottt. 7|2 X2l 19 4= HSit 20

© AT Ol 2AIA & ZHHX OfoH2kA At

* O[sHZAIXS 7

o A Y
. Jlx| 82
OlcH&AX X=e ME|AS| EM, 7|2, e, 2H, JH40| EZ0|CH A,

ANARE 2HOM MEIAS EMQ 2 TR AH|A9] He & 0o A At

0
QTALES TOfGH0] K| TH5 5t AHIAS 7|18 4 QUTL O[SHEIARI
ZEAE(Co-creation) YIES SHM ZE9 0|32 HHOR 3
HE bS5t Hetet MHIA 0f0[T|S E5E 4 ATt AW, MBIAS
DUERSO RN O BAX 7H 7tR| 27 4BXE A LMot
SHES WHOHD HZE 4 UCL W, OISHTAXS 20| 0J3H AE0| o/t
SS0| SHE P2 02 EWHOE ZHGHY IFHO|T LEHLI BHE
QA & UTE LBBICE THAUM, OISHEARD} S ZS AA510] AlH|AC)
RS WAIS MEA HZEO2M ETEQI AHIA0| 0| THsBiC



0
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wat ofel,
(CRtoly
Xy, mai2 st

HEA S1EH(2013),

2 sl
2 20| #1007}

OIF=, 0155(2018), (M=Z2 HIAt
AETE), AMOIE

TIR(2017), (MBI BHCRE
O

o1y, OF73HmA

)

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

Zlste B M

Rste 2M(Affinity Diagram) AAF ZALE Edf E&5H AHA DL
SQAM(Affinity)Oll TH2p Q0] U 225t g

EMO TI7HO| [}QF5H LR &= SHAI0| El= L|XRE MAGHY AH|AQ| BISEA

THEteHE BFOICH ABX0A SHM A AR (Holisitc Experience)

H25t1 &AIX A (Innovative Solution)E EE517| QUsHAl HIEA]|
Q

et 242 1960E L= AFSIA X2 7t2t7|Bt(Jiro Kawakita)Zt
it KJ Z718(KJ Technique) A R2HHACE KJ 7182 S &2t 010|012t

JEE L=5dotH Felot gAE =Sotes 29 7|go[L. 29

AR ZAfS] LS X WHOR2 RRsfoHs HHOICH 2 Faf 52
71Z0| W2t AFBXF EAF LIS 2RSS 0| OFLI2L, ALSRE ZALY Al
ARBOBRIE| CIRIQIO WEAS 2ot M4 FRH0IT, DRNE g
S 20{ B1oI8 EEGHE 20| HIYRGICL Hate 242 CIST 212 #A2

et

1. M X} ZAL LIES EAEQN0| 7| S5t

ALEA ZALO| FHOS HE2 ZME Soff Zagh Atddt QIA0IEE
HEAEQIO| 7IS5M0t otLte] ZAEQIN= SHLe| LR 7|FH QIERL
74 PS X

ABX ALY LIRS QARMTH GIEAO) et IS WL O 129
W1 @Bl TS| IES Y= 227t MESH 0|R0FEX|
&joItct
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"o 2P 220 188 49 HI02 TxsY + AT A 48S
Helotn, 015 12| LS B2 010|C0iS ES3tC),
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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 oY Xz
Customer Journey Map

HIZ0|LE MH|AOl Chalf S&S FHMGH A} St
D2 MAES AlZtsh st 4O 2 A2 XLQ| needs®t

3l et = = pain pointS 0lafiotl
oINS =7| 9|5t 2 =
AHEEE 7] flgt =72 AL Hojsle Ho) Al
* Phases, Actions, Thoughts, Mindsets/
« Says, Thinks, Does, Feels Emotions
« £ 0| CHat ALK 2, B2t WE « £ A0 ool 42AEot= HES
712 4 S2 UE S AlZEt HIEO 2 ALSALS] MA|EQI AT, DRI,
RAUEH | . Nt E 2AHOR ALK UG M2, 2 SO 2 By
o 20| HZ2ALL E= ALEAL R0 SHLIS| * A2t &, &RINO = A|25t
U X=E My (1) » ZI2O| H|2ALE = ARZA 0| oHLtS|
17 1% XES 44 (1:12T)
* MBIV L= 2HEN S 28 RYdcte
TEES YEho| Hoto| fig
o At + M-8R thet 3¢e o] figt * StL2 HolE 12 ofF e A& MAo
Sl=7R * AL 20| CHet S&2¢t 0laHE Hgt 2R3t O[HAIZ|7] gk
+ A0 2F 2 M0 02l = FHO| thet Ht
20 - T 2GS e
olF| = o CIXFQIS| A2 HAOIM AL - . =
ﬂég . ARX OIE|E & B|MF RS 25t « e IR A FROIA U - 2% o[BS
o o — aT T o= —Tr Jlo|l IO RO L f=3 .
ste7p HEjE O Al 2t ZREL = 0L HAMLE ALZO| 7ts
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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
38 X MHJA FHARE
Experience Map Service Blueprint
ULHHOI AIIS0| MSEE 27K E 582 S MBI OFe Y AFHORE HAH Y=
X9 517 o RS MAH ZRE A2Etet Aoz AZOILt EAE2H/TRL B7), Z2ZMA S
ULl A S| WSS 0lali5H= HIo AL MH|AS] EQ A ZHo] BAE AlZfstet A
) . » Customer Actions, Front stage Actions,
* Phases, Actions, Thoughts, Mindsets/ ) 2
Emotions Backstage Actions, Support Processes
o ZE|o| AEU A 7|25t MH|A ME2At Fe
71 24 - S3 AHIA 2 HZ0| 2EEIX| T, 2srEl Che S JIE Sk, Al KA

QLHEH

AESS B, Bt WS S5 U
Azt &, &AHo =2 Al2tst

1% 01y R0 2YEE Yutst

AR TR0 TFBH0] AlZtet
Azt &, AZHO 2 Aj2tst
T Chat AAIEH HHE M2t Bl A9}

ot
()

HIZO0|Lt M|

22| LY-QI2| O[sHEAAt 2 IHEC 2
ARLAOIM 5b7| flet

S RS 7|ZHO|T UK - i
o A Ano| OstolE o « MHIA B 2Al0] CH3t 0|she R 5| FA 2R,
sl=71? o8B = E_'I— = o . s2iS ofst
. 2= 0| QIH}IXO| sH=<2 0|6l olsk
ArRSe| el HES 0l3HH| I3t T Ty
SHOHLY7| i3t
o TI7H (A =2 0= & H|&H
AZ2 . 2oy Riss BE| B ARSO] Ust) e B HEE B T A
Ag s=2 0[31517] Sl * MH|A Z2MA JHEES 9|3 ZEH Ho|
S=7R o= H|&E
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OIX| ¥(Cognitive Map), ZHE M(Concept Map), OrI=™(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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SSLIxel
(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 DASH= T -
010|ci|0]M(Ideation)

0}0|H|0|M(Ideation)2 idea®t action0] EFAZI J§EHO 2 T3] OF0|C|] 1
KtA|7F OFH 0Fo|Cj0f7t 2HE 0 X|= 2HE(The Formation of Idea of Mental
Images), & MZ2 0t0|C|{9] MM (Generation), X (Developing),
HAZUAO0|M(Communication) 59 ™S OtR2E JHH0(C}. &,
Of0|H|0|2 OfO0|C|01E E&ot= 7AStE 1S Qlilote A=, ChYet
Olsh ARt ] 3 S EEH(Co-creation), HAZ|E|0|M(Facilitation)2] S
AZH A1 S0 S0 A=

rok

9_1_

S S EEHCo-creation) 2tH9| HZ
oroltof =& HAMN= O|SHEA XL &V SS&&S Ralg 4 Qo)
23S MEXNEYH ZZHE J|2IA}, OHAE HAX, LA § 28 ©A Q]

HOrEY| =20 0|2 2 &
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o
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<
mn
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|
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ot
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o
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2ol d(Collective Creativity)” O|2t1! ot=0, Ol2{st FHA XHoMS
HIEO 2 & MutNol &#55 ‘Z&&(Co-creation) 0l2t LY.
TSHNL Yool THYUS0| BF SS3 AXUN FH FEHQ BSS
otAL 558t /XA ZH oiZS ol HENMC=E Hdots HHE

IH2CHS HMIAISICE 2|X MG A(Liz Sanders) "&£ 2& Q17+2 ZHO|X0|7|

20l A2 AL CALO|U 7 27 ERtTHH TIAIO|L= EARA DIX YZASHA|
o

IUE SEIL OPOILHE e + ULH, & § of0f A= HAR 2it=s
== AT SFALC,
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HAIR|E|0| M(Facilitation)2] &2

ChFst ALZE0] 20f OLOIL0E # 45t S8XE(Co-Creation)
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1. RE X7t BSsict
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SHAR Y3E HYS AXHM €2 ZX0AM 2 Z7F Ot X2
HOXE AMOJ0] =X =2 AL A LEEAL 52 A0
OIZb ALOIOf A7 &

dE7I= Sttt SHAZ S HARIYIEN M=
Ol2fgt AN HojL S-St 22 7|21E 21l S5t #IXI0Af OFOIHUE
&

2. 21A =0 M= HojLiE| B} IHHRUL M2 E2 FXIStT

HIAENH =UE HAS HEO| Liet 772l HEUA 2= F
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User Focus

Distinctiveness
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(Concept brief)

UBER Ride
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MAEE & 4 ULE 2HE B2|I= I MH|A 7HX] Heh S2HE AHX|

MH|A 7kX| ®I2H(Service Value Proposition)

7}X| M2HService Proposition)2 1ZH0| AHZ0|Lt MH|A S 0i5H=
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- ZIRIAIZIC(Imprint) : 7194517 | #2 HO1SS AFS5I0 A Fute 1,

w22 Ofshat 4 UEE SH0F BHCL

)

Easiest way around Anywhere, anytime Low-cost to luxury

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

Hop in-your driver knows exactly where to morning flight. Late night drinks. Wherever always available. For special occasions, no
go 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

REASOMNS TO RIDE

[ B2 7EX] Ft OflAl ]

*ZX : 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 ®H(Service Touch Point)2 ANQl &

2 00M RAE L2
‘Moment of Truth’e ME|ZAE TN MOTE 1 =

2|0y, 1140] 7|Yat
MHIAE Zhe= UM AXlE 22152 A, 298 4258, ARUA0IM

59 2E AS Yo AR} MH|ALL YSAE0H= MH|A EH(Touch

=
Point)& ot= A2 e SQ5iH

ol

MH|A HH(Touch Point)2 HA UEHSH =& XA ZLE M=
HAOIEE St 7Heto| QI MO|LE HA| HFUAM S2& M SO
O|Z27|7X| CHst HEIY 4= QUCH AMB|A H&M(Touch Point)S Ifst= 22
MHIAE HMBSHHM ALBE o~ U= AHOILE 2HSO0{0F & AHHSE Ol
2 QU Bt 22A IR, MH|ATL O|R0{X|= EF Ha, 1M, QENE
HALOIE, MUY, T HFRUAO|M, 214, AHFLAH 0| 0fZ2/#H0|8 SO

CHEXOI MH|A H&(Touch Point)0|2h & 4= QICH.
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Human Information Product ~ Space
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MHIA EIX|ZOIE
HEZA

Website

Phone

Face to face

Word of Mouth

Email

Customer touchpoints

Post

Touchpoints
Digital Camera
Mobile Phone

PC Application

MH|A HX|ZQIE HEZA(Touch Point Matrix)= 11Z40] E2H= 9t
A3 0o 222 RN 11
HE MEXt Fot=

MEla UM AFSXHOA 22+

ciosst

Hr O
1x
oo oA
[0
HU
=

Elements of customer journey

Awareness Con3|derat|on Decision Post—Experience

Main user actions/ intentions

o | ! o i

c@ o

persona i
5 \ 0]
-

O (@)

Web site / Application
Portable Mediaplayer
Pirnt Media

Home Mediacenter / TV
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Product Prototyping

T2 EEFQ) 7

D2 EEL0 et OlsH

DIZEHYS MAEHe=z HY, d2 B 0lds Us0Ues dAE
o|0fotn, M& ZO0F0f| M2t o= 7hA| QEl=Z FAl|eh E0h EAHel 20FM=

2= 0|10 TUSHAI= TARI MAHES'2 Foot.

Pal

re
m
=
=)
g
>
0po
-
ox
oot
o
>
=
>
il
|
o
aln
2
39
n
ﬁ
O
=
o
2
o
1o

rin

o H 0(})ﬂ|1 [> o

am
=

Ul/UX Prototyping Service Design Prototyping

SR HS0ILt 2iH S, MH|A

CIXtel T HEl S(mock-up)S HE= A2 OfSHEFARISO| ZHLE MHIA T4
HEZQ 22, MY SS TEHE =olotl HAESY| 2o AL ED ALRRrZ S oh= 1HgE Sl
MH|AC| S SRloh AT S 4= U,
HFol tiAfls dAH o= Fotol ALSAZE MHIAS Fddots A5HC
=5 Ao, HHd S FEUIA SHA(AIR) AR YBAEE A2t HIAEohs A0|H, A
orershy| 022 ZHIES 2ot 2ol5tl HAES 4 QU ZE MHIA FHE HAE Ol= XS
oAl mopgt 4~ AU ELIs

238 Part 3. MH|A-FHLC|IXRIS

Ir-l EHEEE'—| 8

1. 0t0|C|0f XM (Idea generation)

DZEEYS Sl MZ=2 Of0ILHE AL g + UL, AEATL &A
+elloh= WS 2T 20| Y= YEE P& 4 UL K= TIALRI O0[HAHE
Aol 2ME siZdts Ol 7tset tets 2Mekl JHE S 4 UG

2. OJAtAE(Communication)

IHLRHC RO, XK, OpAH|E) St

OfCt AfH|A OfoHEAXA B! D49] 74X LXQ 2H S5 Itofstd
MHIAE JHdst=0 2 E0. HFUAOES 2-gatott] TIATO|LQF THRAY,
MERZL Mz ojAdE SRoted =58 &0



3. W7(Evaluation)
D2 EEQS Sofl MHA BHES SIS o0 MH[AQ AL HXHO0
TH7E GlEA O N = e BE2 FAUAXE Hot6H 2 4 AUt TR
D2MHAE ARz S

Al
MZ0 B/t H &S fle =719 HES ot

MH|A T2 EELO|TO| O|5H

B B = = >
oon £ 02 I
m oo > XM >
m ~ o gr O
o ox ox —>J
ERE N
- 1o 6_;1.
il oo
02 >
o m o
° ¥ >
T >
H o x
i nr =
E o FHJ
1
0x o 0z
N oom
= mlru
2 0
lo 02
o Qe
- R
)
~N 4
o o
_O'L
2
L
o
>
10

=

0% 0R
=
o

M
o
mn
2
ol
2o

Q'E
kJ
s
[
=
A
ini
J
>

0
rr

N

o

B

Hu
tm
m
o

H
Hu
Hm
m
)
@]

<
(@]

—
~
©
o
i
<
B
og
i
Hu
&
g
ok
Pal
Tk
Iz
m
ne
ox
=
2
on
mjo

Ha
it}
%
>
o
|>
o
>z
E

_L
oz
5
c
@]
>
©
Q.
o}
<

-
=t
ﬁ
[0
Hu
>
E
>
ol
oo
[=!
Hu
HM
m
r[Q
ﬁ
i
ofm
:Oé
for
ro
_O'ﬂ
o
Ir
2
]
]
>
m
r

© AHS0| MHIAE Ofelioh=7F? - £ M22 MH|A= FA0|H FIUS ot=71
AES0| 259 & £0A MBIAS| 7IXIE HOHE7F?
© MEES0| MHIA AME Y-S Olatioh=

=717
O §HS0| MB|AE HiSot= O SH0| =H=71

R
=
>
1o
=
N
Ja
0
>
fuln
2
b
bl
Off
ol
rr
N
<

A oS ol 28 Z2EEY AVIAS0] 0{E Ot0|L0SS 71X

MH|A-FHCIXI 0|2 M 239



ZZ Ay
SAHYo| HE 27
(Low and High Fidelity
Prototypes)

240 Part 3. AMH|A-BRCIXIQIZ

D2EES RA =R

MHE|ADIARRL D2 EERI2 Tt YEZ A=, T4 2SS 2a=1
o

RA, 715 8

A H FE, HARI tHof Mef 27l = 4= UL

CIAIRl Z2MAMAM 2E 2o=00| FAF =, & Z2EEYY A=
M2t 2771 7tsotth. 2 28k (Low fidelity)2 T2 EEIYS XF

=
o 7|=Hel £d, & 27|19 2 52 FAHY0| R2 2ES LolH

HE ,
HSHOI CAIRI T2 MAL| AAX|QF ZT| MHIA AEZHE Sk 0|2 Z2
0| STHCt o 4= QUCH S MH|ADIXIRN T2 MAS| O HHA MM
OZ2EEO|HE otLLf0 M2 MEALXSI T2 EEO|TO &2 =X}
SHE(Fidelity), M2 20| T2 =7t HEpRIh ZENAL HA= =7(2t
&7|2 725N, SHZQ| Ro[off wet =7|9 B2 Lo-fi(Low-Fidelity),
$719] AL Hi-fi(High Fidelity) T2 EEt|O 2 H| XI5t

7| MHACIXQ T2 EEO|L O 42 e AT (Low-Fidelity)2
M&ESHA(High-speed) MAEH, MHlA 2UMES HESIL HAES=

20| SEO|Ct. 0] 42, Z2EEO0|E Al MHA O[sHEHAXES 7te

AES Solf MH|A ZHEE S GTAIZ 5= L

« 57| MHALXIQ T2 EEO|LO| A EAMTIF =00 (High-Fidelity),

AZH0| A2|H2tE(Low-Speed) AMEHH MHAS HAES £ QT

=
=
Mgt MUS NS AYE AHA ZHES FNHOR HLSD

0%
POII



ol
o

Ko
ray

1o

o0

(]

mJ

ol

2EEYS 4B (horizontal)

o

Jd
0%

<+
il

=
1o

-

<0

ol
&

&

K.

uE
IH

4 0f| 2

(Horizontal and Vertical

x
o
Prototyping)

2 £=ZH(vertical)

ol
=]

3

O 4B D2 el 242, A

F

[

[s)

CH&Oll ket CF

PAL
|

9]

=

=

ZEEY0[2t
Cixt

Eag

o

=

CiXtQ! CH&$ 0 It

i0J

ol

4gol= A7

[e]
[

1% QIE{24AM0] Aol Qe CIXt

S Ab%

i
TH

|0 A9 T2 EELO]

[e]
A

ot

X0
=

o Mg

ujo

=Ty

S:
=}

3D 223, ME 2

=

2|

2]
=]

°
=,
Xt

=
ZEDIC

[0[C0f EOIE
7} AR of

—

[

HE]

= sv
o
E2|H Prototype

o
O 2 EEO

I
=,

O[T

—

I
-

ot

o]
T

]

I.
FO] &2

=

Eo

Xt
S

1o
1l

Eas
-+

4

2 0 HE AZEQOofL

C|X|Z Prototype
ALOEOII M AHSREZF 2|

2|AL OAT

ol =
AE X0l A

=

E AY s A
]

A0

Z0| Prototype

0|2 QIHH0|AL

ZEEIYS OIS
E|AE5H0] IC#S p=rt

=
S

il

S

=

RS

CIXtRIO[EA 241

4
=

&

MH|2-

b

HEOIA Bl A

b

t

Rk




242 Part 3. AH|A-AJC|XIS

4.3.4 MHA-ZE T2 EELO|T! Ui

ol
rir

D2 EEOILE Mt YHe TYs

—_

Ch ojmst =1 E &85t
met Xtol7t len, 7Hy 28 A2 oI FHo= TR EFH
Zlst=7tolctk DAkl =7] HA M= 0t0|H[0|dMS I8t Lo-fi(Low-
Fidelity) T2 EEIO|H 0| 0| &M, CIXQ 37| HAHZE H+=
mIIE 2XMOZ ot Hi-fi(High-Fidelity)2] T2 EEO|T HHH0| M ECt

7t

=2

rlio
I'

2

oj
[=]

njo

?n

= Paper
> Prototyping
e
[N
:
i Service Desktop Wizard
Staging =~ Walkthrough of 0Z
LH
=0
ol
= Story Video
ol q
] Board Prototyping
or Digital
I'UEHH Prototyping
=]
= Hardware
D Prototyping
=
[N
<
o
T >
Early Design Phase Later Design Phase
ZEEEOIE A7
Ideation Story Telling Test

[EE AV| & =0 ME T2 EEOIE YWHE 0l |

=

O d&list=ot?



Ho|m
o2 EEI0|E
(Paper Prototyping)

S0|2t Ho =2 MAI I=

=0 At
oroIH =9 t¥= H

Z7| HAR

SO0l f/0of & QIEmo|A
o

[ HO|H =2 EEFRIO| TR Ol Al ]

OO 2 7HCh| AIRFSHOY Al

, QlEf2A

N2 J21d

SO|C. 2 HEAM = S0[2t
1l =0, D=8 8rHol 0[5 |

ALH,

=
= A E,|O|
=2 T [=

B o2
2ok ettt

[

e HAES

HH, MZ X MB|AQ

, 018 BE= Mt Fet =M0 2t

ro
Ton
_O'ﬂ

HE 21X

MH|A- ORI 0|2 AM 243



MHIA AEEIHE
(Service Storyboard)

244 Part 3. MH|A-ACIXIOIS

MHIA AEBHCES OfE AHO S5
Aztstst 2102, 0|2 0|83 M2 AH|A

AN
O[0IXIE &l AHEAE A
TAIZ MBIA MSAHS| A
AESEE0 7|12HQI 0[0F]

2 &t siiZ 0f0|H 09

ARt ZH| 7Y

AR

a3 !

)\EiX-I( I.EI- XAl

[ MHA AER|HE 30t X |

E
MH|A E= D2 EERI0)| 25t EX

CX0IH= ALEAPY A H=

oA E&lst=

ot

%S JYoIU AES 0|83

9 Qg Hyo= M

212 MO R AHZILE AR S|
HAS YESHE LS THAIL, 2 HH|A
I #s 58 7 UsHOZ MH|A
THE YYNEXI RO 47 H) CHRY (A

H8), o2

ChE(otolciof

S 24 5y
a2 ofoiciof X2

AFR|

)

23

=
&
T
I
o%
=
>



HICIQ I2EEO[E  H0Q D2EELS MHA AEHCS HASO| HEIZ KEE AORA

(Video Prototyping)  MHIA ALIZIQS B FHOR BHS 4 ULk ZRME FHo 34 HY U B
J1s0 T2 CHSt HEHR HAE 4 Iom, UM P4 S Ao HE
HE S0| LR AE0| B UYUOL, Sk BE 50| 2HHaLE0f 27 BrS
4 QICE NSADH 271 2 33 3O 2 AT 4 AU I ZN2S B2
4 QI0f RBSITH O 717/ B S2 ASHX, INOI ST HZo|L
AZS Ol YT2 HAY W BSKs T2HEC| SH0| T2t Yl HICL
D2 EEQT YA AERYS 95t UHHEQI 30 TXE AL,

=N
( Al

VA2

@,

mn \

MH|A-ZBRCIXRI 0|2 M 245



QX9| OtHAL
(Wizard of 0OZ, WOZ)

HA2|E|0H

Facilitator

i, 82 JHHC=Z 27t5% 7|&0/L JE0] 24

E<E =l
J|Hto2 T2 EEI0|LS Ishat0] Bim Aol

w1 o
k]
it
~
or
=2
0
ol
>
-
o
to
il

QX0| OrYAL 0|0F7| & 7HE OfeHol| U= SHRIES HECERH 0|EE ©
Ao 2, HOJX| ¢t= S7HBehind the Screen)di| OFE AN Wizard) S&tg St=
AtEf(Human Operator)0| &%5t04, 2 & A7 (Task)Otth &0l 223t
O2EEO|HS A& MSEE2M AARIO|LE MHIAQ] 7|5E G

1=3

o

WOZ Y-z F 712 HFE A" A0 27 H=H, ostbes
HA2|E|0|E(Facilitato) 2 A QIE|H0|AS] A2hs HEEHL, LHA| Stlt=
OPgAH(Wizard)2l e FEottt. OtgALE 2E2 H2712 HY¥E ot=
S AL FOM dHE 71U, A/ARE 2= S 4 AUERE
Tt o Qe Z2EEOIY 2455 HES| MSetH 5ol ALSAL
ol 2A] Rot £ AAZO[|L 20| QIEHO0|AS =AY B2,
A 2 AIARO| et &S Plol ZREZE Ofd OFEA A At
FHZLE HSUHA 20E 2 UL

ArEAL HE7t
User Wizard

- HIAE 327te] FLt HollM
HHE G717, AAXIE
L2 S TaskE Zldlist=
QAEE XHs| MiSole A7

246 Part 3. MH|A-ZSC|X}OI




AHIA At 3 2SI AHT Hel2 AN ZUA AL2lee TREEYS
(Service Staging) MFI2 ZEH B WHOICH 12 01 AL AIS2I014510) AIAT}
BAISISIH M2 4 Qs HBOILE 2NN 201 SO o3t 1% TS BEY
4 QICk MEIATE NS AR YA ARG = BFL, T3t OIHBIA RIS
FOIAIZ CIXfQl STt 3 AHIAS) ZHES ABeH H7|E SITh AIISS
DT AL BEX| A HIHIID YBIS H=SDIN AHlA ZHES
HE6tT Ol et 2XHO| UK FHSHD 012 Sof M22 Xl ot

<\

MH|A-ZBRCIXRI 0|2 M 247




of0f dhE=

1

[s;
[

HxE

off &

LYoltt. dA 2719 SYU0IL 50| oFd 2 1(LEGO)H B0

1

o
[

z2 4

<l

fPIOIAS AfH]

RHA
1O

60

MH|A B3

(

322

[k
o

S

[e]
[

OZ L AH|

4

[S:
o

e
AlZ2]0]M

by
S

)

Desktop
Walkthrough
248 Part 3. MH|A-ASC|X}

/‘ 23



t

)

MEO|

0 SOILIRIN Creyst

[e]}
=

Ef2 MH[AOARI ZatE MSot=

x|

[s*
o

CAIE 712
OfLt A4

|

9]
=

fe]

CIX[E - QIE{HE|E
OZEE0|E
(Digital Interactive
Prototyping)

(@) A O
= 25

of O AHMo 77t

§ HHEE =

5

o
oln

o

=
ES
||-.

AN

A 0
=

|21 7= LIAH0[0]
2

[¢]
t71 01

4

o
[

__'J_

[

[

S o =0 2
IE{=2H40] A ZHZ O A

HOF SFC.

5

| ey
et

o

[ -

[

_I
20l M

F

=
o

CIX|E T2 EEH0|
=
=

X

UE=

o
RO

z

F

__O|_
o
Kfo

A O 7t

=

t

ATE(YHOE CH0|A T2 EEO|T) T CIX|E HEH(E2| O X2l

[EQI0] ZEEEH0IT

(Hardware

5

3

=

ZEELO[HO| AAX|0f Z1X|X]

O

Prototyping)

J4

Z

.
)

ot

Bt 0]

CIXtRI O|2XM 249

1

=

=]

MHE[x-F



b 7Lx]

%0
<

o3|
g

ol
g0

1

D2 EELO|

ao|y Sryst

A'ets AOIH

2 A
OtOICIOIE HEaHE & 7| MZO0|Ct T2 EEFO[HE M0 A 0t0|T{0f

THOU,

=
=

2EE}
t

o

HARUAOIM 2F

te

ol9)

Ch ZZEEO[E2 QP AISALE 20|01 2e

S Wl =o4E

b

ongE

0

e

(]

)

A O Lo dRZ TA

o

Pret =Hox7 =

110
ofl

b

CiEA -

HAIE == UCH 22Xt S AL

AFS0IA RIS HZ g 0l

ct2
ol AX|7t

Q

=0]

Ct. CIAO|H 2 JHEER

[e]]
AN

(S

A
—

EEEO|LE T2

EaY
ol A

20
[=)

AlZh =3, H|

R

2| =xof

ODZEEOEES &2

UL

ZMAZE g

Aol o

~
(o]

| HZ2

237

Hoil M=

=

K]

O7t= HIZ7H MO

=
=

CIXFRL ZHEE Al X 2404

st
=

E=E

N ZE2AM

aj
=<
o2 M

[¢]
[

OtUE=S QD 0|9t 20] TAt

=
=

FOZMN, 4

ag = A =2
23Ho 2 Y

a

=13
=

2 of

ol
a

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



HMESt7| Deliver

MHJACIX}R1Q| Deliver(FE) 2HE2 244 0L0ICIOIS Ol Tt

CIoSt 21718 SR5H01 AHIA-ZEORI 2 SOt DISUH 2HES
RIotSS BR6P FEYsts BHOICL

orga™



161

Passera, S., Karkkainen, H.,
& Maila, R.(2012), {When,
how, why prototyping? A
practical framework for
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service development In ISPIM EEA-”& XH 0” 0|-0||:|0.| IJ)HE'.JSO“A—I O|_-_T'__O-|X|E EEEEH):!% lp—(r%

Conference Proceedings), p.

1. The International Society %E E(LO fl) 7‘“ HII}E“I'A-I OIOHJ'|'71|X|'% |7_ | §'E|'t£6|_|' ’gi&%%

for Professional Innovation _ -
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» Fidelity Resolution
/ ¥
/ What needs to be versimilar for the prototype to work? Prototype
/ What needs to be functional, and to what degree?
/ Which technique? How generalizable are
Tech ! \\‘ How to plan it? the results of the experiment?
ec‘n'que i What data can | expect? What exactly did | learn?
7
N / What is the simplest way available Was the prototype plausible for ‘ e
£ Author - © o implement the best possible my audience? | A”d'e\”ce
S ecperiment? Was their feedback reliable? \.-~
/ \
/’
Purpése What is the service hypothesis | am testing? Prototype
4 What do | want to learn?
Posiytion Early stages [General purposes = exploration & evaluation]
in process Last stages [General purposes = evaluation & communication]
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Abby Covert “Information
Architecture Heuristics”
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Heurio “20 usability guidelines
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Nielsen, J., and Molich,
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of user interfaces), Proc. ACM
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Nielsen, Jakob(1994), (Usability
Engineering), San Diego:
Academic Press. pp. 115-148.
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Visibility of Match Between User Control Consistency Error
System Status System & Real World And Freedom And Standards Prevention

TURN
Recognition Flexibility And Aesthetic And Help Users Help And
Rather Than Recall Efficiency of Use Minimalististic Design With Errors Documentation

16/ 7 o o 10

Design review & Testing Process
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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& HAIEI(Blueprint)
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LR RE #240] HAIEN U=l & £AE(G.Lynn Shostack)2 AfH|A
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LINE OF
INTERACTION

LINE OF
VISIBILITY

BACKSTAGE
ACTIONS

LINE OF
INTERNAL
INTERACTION

SUPPORT
PROCESSES

O 2 Lt JtAS GY0s MHIATE MSEZ] Aol ELeh 121} AH
Y2XEots MHIA MSAS] dF, ME, 228 &4 59 BES0l 1
O R=8f 20| BEAIE L, H7tA =t 0= 241} 2E 45 5E0H
AR DA HEE= ME|A HESE fIe MSAe 230 Alg 121
=28 S/4S0| 2t

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
Welcomes to store Checks inventory Provides
and delivery times delivery time
Support chat Automated call
with date
of delivery
Responds to Inventory R Point of Fullfillment Accounting
chat questions management system sale system queue
Analytics Foot traffic Payment Appliance 3rd party
logs visitor scanner process distributor delivery service
|

[7HRIE AOHHAQ] FARE O]

)
~

3. tdea

=2|X SHZ(Physical Evidences)

=2 ZHE2 A AM 2 T MH|A AMO|OA CIARIE £~ U= BE
X

ZHoIt =212 AHEfE OfLet HIS2|Xel M2O|HY

B

=4

=,

O] £Z0f sig=tt.

1174 3= (Customer Actions)
O] I O LA EE SHO| =235H| Hloh diot= MH|ALS| MSALE,
ME 2tE SO ZRM0|CE 1128 0 LHOlA 1IZ240| 0|t 24 A0 A Lo
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Myt ol s=(Frontstage Actions)
oA =250 U= Y, CHA] o o240 2 Ctlbs S0l
20KlE MHIA MBSAE2 WS TES YotCh MH|A HMSAHeF 11240t

=
o =
JEHE S0 M2t THE FH2 2 LIFH0 Hel=7| = S

o=

AMSxt2M(Lines of Interactions)

SSAEME IM YF0 MY FF 2F5C = LHEO QUCH 1240 M
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A 50| M= HEELCE

7kAM(Line of Visibility)
TN MH[ATE THOA 20z MY FA HO[X| 2

TEots Jhye s YEHEM

Ht "o k= (Backstage Actions)
of &Y O] Q= MH|A HZAS| dE HYeE 2 JHF QoML
A

{0l E7|ECE Of S QHollAfS] 22| AH|

=

—Hn

B A5 X2 M(Line of Internal Interactions)
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X2 T2 H§|A(Support Process)
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/HI2!(Customer Perspective/Lines/Lanes)
=4 FY orojAe CIX|E OICI0] &€&, 7|& AARO0 st S5

>R
=

i

ial

S~

i)

re

=
—
Sot 7A U 74, 9 LELS RO Yot YEHRS AXsHe

NSRBMES0| FIIE7|E it

MH|A-FHCIXI 0|2 M 279



s 28 A B2 A

MulA Z2HA M AYS HMEZ

EANGHZENS BHEA 1 OfF K, MH|A A2, SEE B AHIA ZRHA

MHIA Z2MAS AHIA FAR

wEdEENz s @ 229 WS, BYSS SUASUMe HHIA HBAS HRl, K S

® HAWAE E= Ut 7] XY, SHE0| S7tE= AIgE AE6td 01

oot/ | Aot Z2MAS EotALE ZFS ARSI

SERVICE BLUEPRINT ADDITIONAL ELEMENTS

METRICS

EVIDENCE

TIME 00:00:00 00:00:00 00:00:00 00:00:00

CUSTOMER | ‘ | | | | | |
JOURNEY

FRONTSTAGE Ij
EMPLOYEE
ACTIONS
TECHNOLOGY | | | h : I:I

v
BACKSTAGE | T | < ?
ACTIONS
SUPPORT
PROCESSES

REGULATIONS
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@ SHAE(Arrows) @ AR BHAl QAZ MZ ZtO] THA

| c

@ AlZHTime) @ Al7H0] MHIAS| FQ MU AR 1ZHO| X 0f
HAITIO] HAI=[O{0F &

® TH™ = XM(Regulations or Policy) : TZMAQ g HiHg
KIAGh= M E= 1F

@ YHE(Emotions) : 117 O3 Xt Yot A HdHE FARKO

[=}
He0| 7ts8

5. 42 24 Y 28
HEIA FAIZIS 71940] MEIAS XLoP| 913t 71 Reint TRAIAN Chst
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SEEHN AEE 1 AU
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5.2.3 HIEL|A PH HHA

180 HZEUA BH HHAE MER HZ2UA 2H Jjgs 2ot M= 2
Osterwalder, A.(2004), (The _
business model ontology a Bl Z3(Strategic Management Template) 0Lt HE0|Lt MH|A Q| 7HX|
tion i s desion sci i
povesteninades e gyt olmat mA, ME S M XE 20l ME3H0l, Vel B2
pproach)
N ZHY 4 s MO WEOSS HOIBHL HEUA BY HHAQ)
Osterwalder, A., & Pigneur, 7|20l JiEe 2006 2ME 2 AEH(Alexander Ostersalder)2]
Y.(2010), {Business model o 180 ° L - oo
generation: a handbook for A =2 0N MQHEQUC LAHEHE ChYet HALA ZES
visionaries, game changers, JNEEIEID D2 EE WAL= QAMME 7O 2 & Tl DES K|OFSFLT,
and challengers) (Vol. 1), John
Wiey & Sons. 20108 S7H6t M U0IME LY S HEHO| B HIXUA DY HHAS
HQtotil, Ol= X|S7HA| ol Arg& 1 QL.
1. 7424
The Business Model Canvas Designed for : Designed by : Date : Version :
Key Key Value Customer Custome
Partners Activities Propositions Relationships Segments
Key Resources Channels
Cost Structure Revenue Streams
7kX| ®|2H(Value Propositions)
SIAPE EX-SH O MIOHENAH HMIote 7t S MH|AQ x5S
olnjetL}. 7|”0| MSot= Ztx7t offd 12 MIHES| LX0| fgfot=
HEZ BISOIT HOE T4, $E=9 S YOl JpXIER OfLi2t el
T2 AT 22 WO IR E 4 QT
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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

Why Lean Canvas vs Business
Model Canvas?, ASH MAURYA, e o &9l H|X
202110 7|&
(https://blog.leanstack.
com/why-lean—canvas-vs— 7|.
business—-model-canvas/)

21 HHAL 2E

e

£ HIXUA DY HBAt Y

’ =
Y&ol7|=20h= Of0[HOfLt 7HE0 tHet 2RSS 24ot0, HEH 45
RRAX A=E MR, 485 ?let & A2 R TS BH=otTHAf 0t0|T|0{9
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HIZL A 23 A ERALIES

* At 2 7|E MH[AL JHMO| EE « ABTEQ, At A0 28
o * O{E2| 7IXIE EE0tD YA T20iA| c UM LXE Mofst 7HE g MY, AlIES
o MESH=7t0l st A2 2 MFO0|LE MH|A L] S0t HHE A0 2 HIEH AFY Ut ES
SRS Moty | olgt AlZ22|0[H3517| 0lgt
« Customer—Problem-Solution(1Z4—2X|-
s MASHO AYAIEN ESHE & SiZ) BAo ZFE &
S8 24 | - A HELAL DM HIHE, 2HE & OH « AEEA2 OFA] MIE & AMH|ATF L2 XL
HAN ZHE = BIAEEX] 2U7| 20| D240| FtK| & =
LBz UM MIHEN A 5H2 FXAI %3
o« A Xp D MM HES FHCE OMEE= « 2H|, HMQHel &2 M, £2 8 45| 9lg
I HZLA 0 SES A3t A, 2 HE ¥ HYEE=E S A
== « A HEHE RXISH| Ko UH A HA * MIQHE 11Ret 7ER|7H B0 A=XI0l CHE
ST 7EX] HQHol SEE = Wt O LE2 7|90t S floh &8
« Atiofl thst ojsh, &elde £, E2 ¥ « ZtEtet Z2A| o2 XIgAel M2 WaAlo=
224 ANl 2MS EotE AL HAER e > AEE
$g * O[SHA XSO HY QA EY L{F&0|Lt At "OILE 121 X047t g1 HE HE0]
A

[ H|ELIA 2E ZHHA (Business Model Canvas)@} 2l ZHH{A(Lean Canvas)Q| H|1'® ]

BUSINESS MODEL CANVAS
VS. LEAN CANVAS, canvanizer
2019, 2021.10& 7|=
(https://canvanizer.com/how—
to-use/business—-model—-

canvas-vs-lean-canvas)
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HA9 O 25 SUM 4719 =

2 g £7| AHEQY O TS fgo2
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Part, Activife Value Propositions Cus r Relaji ips Customer Segments
3 g 57 7K H|et 2B I NIHE
Problem Solution Unfair Advantage
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es S Channels
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Key Metrics
Al X|E
Cost Structure Revenue Streams
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184

Ash Maurya(2014),
EQengineered, (https://www.
eqengineered.com/insights/
why-use-lean-vs-business—
model-canvas)
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185

SHAl IIEL{ — 2X|(Problem)

=0
Why Lean Canvas vs Business _ o B
Model Canvas?, ASH MAURYA, A 71 B2, HAESHA| 942 ME0IL MH|A0 CHal MS0= =44
202110 7|& = - -
I} E |- =05 orS A Ol7] H|IE AXL} SE 40| sHA oro
(https://blog Jeanstack. tELZL SQoHA| S 4 UL, HIZ FxL R8 AME0| HBEX| U=
comfuhy-lean-canss- AEJO|BE Q5[ BA A3 2HO| HESHE R0l B 2 4 AUtk =8
business-model-canvas/)
O4720] O|X ol ZokX| X3t =H|0i| Choll Mztot Ligsll HHAM sy ZHE
186 _ = =
LEAN CANVAS IS A 1-PAGE ]1|'9|r5f04 )élx-” J_—,7—||'IO| Iélgi OI'E I-”% E‘cl A‘IH'&O‘” )él%oal- _)I&_ %U:f
BUSINESS PLAN, LEANSTACK
2021,2021.10& 7|& = = = .
, _ el &S — sl A2k(Solution)
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pege-business-modellone-  TIHS |7} BEHS| HOIET HSEH S0 4ZH0| HAIFIO0F ST 22|
page-business-model)1 _ B o B _
EHGHZES /et MVPIL 27| HIAE/AZE 77 F0i| iy &50] 0|20
+QIODE, Sy BEECH= BA o170t TESHE 20| B
SHAl XHed — SHA! X|H(Key Metrices)
CIHU 2Y, @F AL} SARE HRE 52 MA= = HFO0IL
MHIAS SAE I O NM2HE 2|AAS QR 61X| §h=Ct 23(2 43 2uE
Eolot £ & A0 F £ U= X HZHH 20| FC
I 37| — AM 22|(Unfair Advantage)
AE IS QL QIS 0| Set oAt 02 MIHE M2t 2=
DT ASSHE 20| BIRESIH, D29 BAS ARET| At ZY 290
WS UF = 20| FEHO|CH'
Probler Solution Value Proposition Unfair Advantage Customer Segments
=4 ol 22t AT 7EX] M2t 34 24 I MIHE
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7IX] M|t ZHHA (a5 =

ZIX|M ZHHA / Value Proposition Canvas)

YA QAT Q| 321(2016),
(8F T2 EXM LX), o=
Erdll=ly i

UA QAEYT 2] 301(2016),
(#2 T2IXM C)Rfel), 0f2 1
LteI0|C|0{ &, pp. 82-83
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7IX] Mot ZHHA (S T2 XM ZHHA/ Value Proposition Canvas)&
HIZLA 22 HHA(Business Model Canvas)E ZA|gH Q AE TR} 0| A
I I%0(Yves Pigneur) S0| 2014H0] A748t HIXLA 2E ot 12
HIZLA 2E HHAOAM JHE Si4l0] = JX| HoP, ‘1 S5 Bt

Mot =X O = Aot

HR| Mo ZHHA = TH(ME3sH T 2H(Customer (Segment) Profile)dt
7EXI(H2h) #(Value(Proposition) Map)2l & S22 2 0[R0{X ULt
DH(MEshH T2HS Mg FESHT 2oIs Aol M EHE0| dH
HEtot OloiE 5= F=20(1, 7EX|(H2h) W= 1S 2215k | Lok shE
OO Fe5h=E JHRIE O Ao 2 FHAS AQIXIE J|&5tt 12|11 0] &
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FHe 29(Kano Model)'#%'%"

o
oF
=
o 189 7t 2(Kano Model)2 1980ETHOl| 7Hie w2|0F7| W47t ATHEH HIZ
What is the Kano Model?
2l 2021.108 71 (https:// Lo #HE o= 718 0|2C2, ME0IL MHAS 7|&gt f 1 #4
kanomodel.com) - _ _
QA0 ol 2Bt 7|t A2l 5%, 2550/t A At
O AH|RLS| BHE, BOLS0[2Hs R B AOIY 45 BAS 571K B
e Kano Model - A tool to
prioritize the users’ wants and Rii g"’gﬁfoil ’5%‘55'_ %I\E o 'Io:r?" Ei(framework)ol |' :LE O'IEEI I'”%t)l
desires, Sachendra Yadav, - - -
SR EXS GaI7iLE SAAL Of 32 ofF QAS MY [ ALRXIY UHEEI}
www.interaction—design.org/ %7|,3|_EI|% E‘_rlsl'j— 0|% A|7—|"§|'8|"Jal:|'
literature/article/the—kano—
model-a-tool-to—prioritize-the— B B _
users-wants-and-desires) 7}'51 EEIIO' y=’-?—8 7A:IHglx—-! tﬂ%, Xt’%g 7|%9| :F"ad ¢‘§O|D:|, ?:IPXO‘II_'! I:\I_f%gl
. Y= MHIA9| 7|50] H0tL ST Hushtof met 2= 0j#HQl
oo Noreki Nobuhu sk 01) 0|}, MR QIEIROIAN The RUS HS3HH OF 7|52
Fumio Takahashi; Shinichi
Tsuji(April 1984), (Attractive S0 MEXUA SQotH LAK=X U&= Fg = UL SFY =
quality and must-be quality), |_ =
U= 7|1E HAE LOt= & UH

Journal of the Japanese Society
for Quality, pp. 39-48.

2. Performance(2tE 291, 7HHN QAE : O 20| HEE4E O

DIEGH= B

3. Excitement(Zs QOQI, RXHE QFALSY) @ 7|0 O|AtS| EN E=
ig&e= L= A
e

Excitment
ofes 23 24

Attractive Quality Element

Perfomance
UM EH 24

One-Dimensional Quality Element)

QAR QAR
CE¥ ==
=35 5

Basic
goiN B3 o4

Must-Be Quality Element

%Z™ 24

Reverse Quality Element

298 Part 3. MH|A - ZSC|XIOIS OfEHH| AatsH=0}?



N
o
4

r

CHA 7HR] 2+

1.

12 23

2 (Attractive Quality Element)
2 UEAS MSSHK[EE SF0| =X tH2te I S0HE

J
U

=2
o
ik}
M
b}
ko

A

0 32
o
oY

o =2
fu

l ':O
Ny

{ 7|CHSHA| R3HE A S2 7|HE =5HH PIEE = A=
Z(Customer Delight)2 & 4= U= QA2 E UFUSE &

2 0|2 MS=E= SZEO o Z27{L} 7|i5HK

Xl 2O2te 3 202 LK &S

]

u 2
=
bl

fi

B T o T
52
;O
N
Ao
2

oiw B REQ O
lenu

ol
e
=

2. Ut ZE 9 A(One-Dimensional Quality Element)
.

UEgE FAY, SFHA @ W= =2UF2=2 0|0X|=

ESN
o= a
=424

- YUHO=E ‘FA0| EU UES F¥ I S0Vts 2450 IR
/1522 S0|= HIE0|L} Y0 ofot= 8 0] 4= WOl @=L
SEEFEMNENNA E2 UYS HE = US

* Jls T £ ME UEE S/ AS HUHOR Hie

3. X Z= 22(Must-Be Quality Element) : ZI=A| 002t 2I&0H= 2224

* Orfe| SHEM otbete 2L FAst 20)7] a0 EHE UERLS
FX| e 240K FEopAL 7|1=0 OIXIX| ZotH =UER0| S5

c JIE OIYCRE »F w/ FE HRe RO AIY TYS flet 7[=2H0
=224

A(Indifferent Quality Element)
St A AtO[Of] S&Q| XtO|7F LIAKXIK]| 2

i
_O'ﬂ
i
N
B
g
I
Ol
Ao
Mo to

P IT II
===

Ls

o1
18
ol
!
>

QA (Reverse Quality Element)
* HZOILE AHIAO HX| i= 7S = 10| 7|Chgt A HTiel S& 24
- SEEHH SUES Y2710 HX| %= 7Is0] H 70| HH 23|

AMH|A-ZBRCIXRI 0|2 M 299



The RS 0|23 B4 A
ST A AHIAS SXOIL TS0 e 3N T2 BHN WL o
A2 FHlotrt
OpZ0f QHSX|2t
op2oll ECt ATt OFF L7 gict St Op2ofl ot ECt
| like it. | must be it | am neutral || can live with | dislike it
it
“0007|50| ACHH
38 O{H Ajzto| E=7p
ug
B “
0007|s0] eiCtH
=3 ojE 4zto] =712
p=]
=20
[ZE2 g=0 SH g5 HEX|Q 0A| ]
7t B2 MEAEL 9HS S8 + UEE oL Fk BEstE HE9
HEIS FAIGID ULk A% 2L W2 53 ¥ AVS JIKDL 22
SHS0| oH 40| ciFot=A| 2eleh 4= U} 2|10 MatrixgE HE0 £&
hIil QA E EZEof WMLt
A:3HEESH B:2H HESHE oA
Ohg0l =Lt AT ;
SIS = . I E=Rs] X QA
| like it * | must be it - == (Attractive) 3
O 2 eict " OpZ0f o =Lt N UXIIH(One-Dimensional) 2%
| am neutral | dislike it QA
OFS0fl F SX|2F &2telct Op20f o ECt
=} o =AM o + =Y H = CHOA &4 - X QA
| can live with it I dislike it - A (Must-Be) &2
O 3 eict OFF 2 aict ORp (| Zx OA
| am neutral * | am neutral - FAtE(ndifferent) S8 24
o020 OF =rf O0r20f| OF SX|0F Aboir
=0l o =Lt o =0l oF SXI2F a2kelct o %(Reverse) 22 Q4

| dislike it

[ Kano Model for quality requirements checklist

Timko, M.(1993), {An experiment
in continuous analysis. Kano's
methods for understanding
customer—defined quality. In
Walend D) (ed.), Center for
Quality of Management Journal,
2(4), pp. 3-36

o8
o

300 Part 3. AH|A-BHC|XIRI

fjo

| can live with it

]



B: Bye

Xl

(=3

Ho
0/0

[ =
L el N _
orSofl ECt gesict Ot = it St= == eiCt opS0fl 2 =Lt
I like it. | must be it | am neutral | can live with it | dislike it
Opg0l =Ct
I Tike it. Q a a A ©
SHSICE
| must be it i l t
/\H
amme | OEsAAL . | v
o oo | am neutral
St= = 2ict
| can live with it 0 t
ohS0fl of ECt
I dislike it R R R R Q
A Attractive O : One-dimensional M : Must-be I - Indifferent R : Reverse
Q : QuestionableQ|tA2iR & - HES O[aloHX| XL £= SEAZE SEO| tigh Olsh=7t H2 Z10] #l0] 2 £ US
7t B (Kano Model)2| ZH
Leveraging the Kano Model for
Optimal Results, Jan Moorman, oMAO|Z HAXEL o o AOIO J| = XI=5HT|=
UX Magazine, 2021.9% 7| 1. @UEE ZdFot= o =20| HLth HE2 7|s & HUo SIS
(tos:xmag.com/artcles/ Bels| 22| 70| A0 O 2 ASS FE MBL HHIAS HBE &50]
leveraging—the—kano—model—
for-optimal-results) =0 RICt
2.8 7150l ol 2HM0A O S8t XtMIo| HotE = UEE HCZM
O3 o & S&0A 72E6H0F 2X| Qtilsl 7| =0 2 EQ35H W
AlZtE 20 &L

MH| - ZeC|Xtel 0|2 A

301



06

=0}/

HEE MBIALARIS =20|A 57| Iote HEA

ZHIGHOF ZHA| M E Soff e, TXRl Hel S MHALARIS 23

CHoto] LOr=Lt.

b

| 2

&

MNES o|
=272 TI

ol

Zef

o
°2
%
mjo

rr
o
I
=2



6.1 m2JHE|01M X Zat B 1A ZHY

6.1.1 A4S Al2Tor2t

MHIALIRQIS 2@517| YAl B 1A A1} Do HE|0| 40| TSI
HOE £Q06tH BIAEZ 2AStE

S5 ZEX AIMS AREHE
oA AHO| AIZES 0620 2t
= ZESI0F S HEX URA,
0|22 DY HE0|H X2 O X0 LopLt

_,_

O] BFEUIM A2A Al2fet Lotf= A

HIOMY st AEXS A|ZA X2 2

SHAO|CE, ABtNMOZ CHMZOf CHEh &
o

Aoz N QA0 MetM 2E2 BOME

oy

QULE F21g9| O|0|K = M=/t HoptE F=H

AME AIZE7| 23 A B2, @4 2M2 X9 ZHEE 2HQI60f
=

t=

o
AN

—

= U, D2 HE0IME @
2
o

A 2
EAZ BYE £ UL Ot 24 820 Tt M= E= 7tz dAls
ol 10l Fefots BHO| O|FO{MOF ottt M=z EAM= = R
SHaE M0 F2 2EEHD, 7t2 EA= 001X SH9 ZEE EA0
T2 2E8dh. X9 37| Eot WX F 1o10F & A0|Tt. H=0|L B2t
20 HIZLANAME 92 A3 7t2 49| 7|2} H|eto] YLEHHOIC}. =

ro
N
A

A= 2M7F Gfet MyE ai8ots 2ol 2 UMUK S 5185

rir

=
HIMQIX| =I5t HM|2tE 7|&=0 SF= A0

CEA SR M MZE 2AQ 7t -Er 12 =0 BHY

bR BMO 42 HAE A0 ZASE ZM0| F2 28
- HZE 2M9 Z ZME 0[N0 ALZSHH 0]0]X| S42 HHE EME 88
D Mz 2M D JI2 M
Office Word & 3t2 PPT(IHRIZQIE)
BIAE F4, MG X7t B E JIZOILE =8 S49 Mo XE

A0l g

ZAIaIE 712K 2 FO 240
52 #8%

L HEOME =20 == &

[EMBE0 Stz MY ]

MH|A-ZBRCIXRI 0|2 M 303



M=l Ho A0tk EIME 78 M, =0 tet 28 0= A2
HAE =elH2z el + Us 7tF 2l Fyolnt. dEXel 220
HE MAE Z=oh WA=, SHSZ, AX=, 10| HGE MF WHE S5 Mast
ZM T 2ES HAXCZE Med 4 U0{0F Tt 122 OfL2t 2 1 A0
HYEE B g9 LBHSE MAetotl Hetet M=sS FUI9HE,
LHEo| ES MYots HXIXZZ M HSS A S8l51H 2 Z0|Tt
ST AU L0 £IHOR Ma
CYUEEHQI PR HS S ZEotE], YF TR MM S Ay
HOIYS HT, H2 . O, J82 .9 20| YHHSE 20|10 HE Ay
27 3y pa] a8 wmws xy
| g Fef 1 ==
It et 10
)N 8 ek 15
hERsEs 20 (283 7131 530l =31
(&5 2359 28]
o, ArgEl= ¥ MA % BOY deitss LNl He HAE MEL
T UXT LT T[N B4 FAE MSots B9k ULER, 2715H=

SAAIAO 23] BHAGHE 20| LRSI,

S0 2= HOX| HSe= A H1M HItof QJLOIM 7HE 8IS 2lsh=
A40[C HO|X| Ha0= 2 L&/t AUME ¢ =H HO|X|E 20t

HES WAL, BV T TH5H0| UCHE A4S FE A0 WASIC

_,_
4

T =

HO|X| #Hoot O He= 2 100| MY A0l PIX[otH, TX &S QILiotd
ME[AGAIS] IS0 CHet t=fY S MSok7| 20 e WE2
RFE MAStL ANAXHL = ZAEoH Felot] XHEetY - U=S ofiof
ot

OlM| 2t B9 MM LiE ZHO| AtE=t0f| ol 2HEES ofAL
HIME HEZ HAE SHO M2 FEE7| B2, 24 27] & SMA,
My St AatE 7HEg0 R2SHOF Sttt ZZxdH0oF & F=0] ATHH SEA|L
2 SAE 8ot Ut 0{9x| HeT BES MESH =0 HBAME S
otofsty| H=5 Rolof ottt 50| 2ME 2Met HEHE EM0| M2t SAt
7|5 HEA XEotH S0 JA 7t=5-80] HOHK|=5 112450 SHTf.

304 Part 3. AMH|A-ZHOIARIS OFEHA 2&lsH=2}?



HE0 AldS HSAZ & UEE 24 77|= ZHoll, 254 24 S5 28

SNF7|E UME, LES, LH F40 I7|0f T2t Ch=H XF

BIAE S EM0IME BEA|, ZH0[E ZM0ME 1HHE F2 28
CHAE SY EMOIM B2 SEY SYY & BEN 730 W2t 10-16ptE AME

(J_Qlﬂ A, 14pt)
I HE|OIN =5k (IEH|, & 16pt)

TR HE|0| =81 (2

HaﬂXﬂEﬂOW =

oy
T HE|0|M
DY HE O]

ﬂiﬂ""E\OW ok (REA,
D2 HE 0| Lot (1Y

ut, 14pt)
il Ut 16pt)

, 2t 10pt)
, Yt 14pt)
B}Q(OJﬂ gt 16pt)

A

ot

H|, Lt 16pt)

10

[>
[m

@

|0

N
S

10
[>
[m

oA
[e]l]

=

>

o o rH
19

[
=S

i

=

=

CHSt

HT

Rl

=0|7] flaliAl=

CHSt
udl

0z
o

o=

—

=

ro
=2
9

N
?

HT
Rl

>z 0

™ B koo
rot

o 0o

o < 0

|
1o

=
I
o

=
—_

ol

dm
ol
Hr
FJ

HT
kl
ro

ME B=o| MAl

—_

[e]

R4

i
H- 12 rr

o
ol

-

AMH|A-ZBRCIXRI 0|2 M 305



A 20N 71E

Ofaffot/| &

* https://yandex.com/images)

X F2-0|0[R[ZA = 0[0|X|G4 AOIE (Off

31
)

Kk

N

M=,

ZH
AH

| AR,

X =8 | MK (=2 A=), &

- L

ol

I

Biixz | 220, (=), A=

. o]
—

CARE | 22201, (RIS,

o

A0| FQotd, MAHO|Lt =&, 21N, At

Al
)
KH
ol_=._
00

ol

Kk

Tl

7| ARSt

=
(L

| ARHTHt SEHIHOY HIAE A

QAR K2 PP BHE TAGHE PP7H B, JIAE HRAL, 2,

<

, QEU A2 2 X, MAN, g3 F

g2Hgo| X7t

306 Part 3. AJH|A-ZARC|Xt



6.1.2 Jyoz B3t}

o

ofn

G 2209 = =220 128

fOF ettt Z2 ARET=4H0]

Ygs 4Es

A Al

7Bl
F
1
o

=20

7]

A

O]

A
e

]

ULIPNEY

o

=

=

—

PN

StE[EHA ZE2
OfAI2H ALt

St
(=]

=
UL

o
iof0

J
ol

Kr
=
o

o

st

I

N

FE Al

=
1o

ol

B0
el

1]

P4 Ae HAIE 2 2822 B0 =

cCts
=2

ol
iy

dl

E

HO[HEL =

0]

i 010F

0|

=

3

=024

[
o
ol
ol
tlo

| OHZF
B |

X0
=

FHHe =R HA

=0l

7]

=

O_

L

Z
E

Folay

HOj A= QI I24mO| 2|y

=

=

HE Al

F

HM=, HEetd QI ALO]

[9)

2+ A, =

tot7| 2
5t
=

QOIC}. 0=

1

3
OIE JZLAL} BIO[E| A, QEIH, b

240 HIHHOICH AZIR T X2

A
=]

J1
Hio
__A_._-

<
KK
i

T4 0[2 AIOIENIN S8E == U= Atz

Ab
(=]

307

tofl 174 Of

=
=
L] Xkl O] 2 A1

=

=]

ofLte]
M| A2

tX0]LCH.



(% HHO| A|2t8} = 012 TJ24Z(Infographic)

. BYS UTFL B2 Hol3f 2HRE 78
- Hlo|E{0f TSR] 2 A o 4
BN, 8 S8 §84 2231 =

- HRIEQ) B0l 7, =, Ten

[BE9 M5

21N 229 WEs 290K MY FHUEE O = Helst A=
CHO|01El = Iolfefal ottt Of=feh LHO|{ a2 Hao| 2822 oA
2tEE A0 OfL2t sty THE S AMA St Y=Mo2 Haist AYs HA
ZOLOF 2t O17|M 7HE ol tiyet= 2= g0 2 7tX| R0 A7|0
CHO[O{ I~ el HEY RYS 7 Fte As Ze=t. 280

S8 719 IHERH =Xl 0f0[H09] MAE Itefst=t] gitH

d= 2 /A7t QlO] 4~BH Ot0|E|0f7} 37H LHX| 4702 O|O{TICHH = IO

HIAIE HICHOI0 1Y ol E 28 4 U

0[2{3 OtO|TIOf0l| oFpf LHEO] QAL A HIje| IHEZAN LHHE &Edt=
to t

A HHEAGICE G| 232 Has| AlZHel OFFHE0] Oty

SN

Tk
I

E%t U8 HEedot= 0|0 @27t Tyt To[0 22 Al E EHE
o 02 BAO= FIERA=XIRt AIHHO = HECILAL 5t= HAIX7F
I

=]
=

40

L] ugs 2ok =402 MY = 5

JI2HOz Y YA M2t L2t =9, HICo|0{ 1Y,
HEHAY, E2IH S5 &8

- 7|2 =3t BEi0] A=E F2 01F S M22 A Y
=3 BHOZ S8 7ks

308 Part 3. AH|A-ZHCIARIS OFEHA 2&lsH=2}?



T TR WA
g > I N 4 T K H
- = X 57 O ®O oS Oof
s o = m o gl
.M wm m < a K T al m“ %
g 5 § R & ©0 ~
. N
kE - = —g
o Pt Wk Wik @ @ ¢ Nz I = o T 3
i W WV mw% - Bl oGy = o1 Ko
.- oW T F F ooy
% o< kL TR
m P da m o m|_|. 160 ol N|
_ or o ﬂ R U T
8 i w0 = M =< = 5
mii i mm m m m - o0 2 N Ela
il Bt - M 2 d ) orl = ™
= ,. § Y = ot o U
" 600 ‘Wl T
Bl . . S g KNz X
5 Do - o =2 = 2 T =
T F O & O W = 0
. H I ot w0 X
B o mp <+ J oof &
bWl gy o2 g K
S OB ooo < om 2
ooy M NS
— E _ o_o am_._._ N i
SR Wz g < W
- 1o} it N
BB m o W
g K Z ® o ©
T O M R0 o0 WM
=l o <
m_m MR oG — o
FuJ0x e
L = O O
oF K & ol & 3 T

t=

0] S50}, JHE 2d

f

9| Hatet

¢

KAl
O|2M 309

=
o
[

=

11 HIEA 0]
IR}

1

=

=]

A
=
=

ZM
OIC} Egh HolH

MHE[x-F

o

EH
=

t

o

=]
O[Tt etAf H0IH

9

ol
bS|
S|

t

H
i

H|0[H

o e =

=

=

[

[

t

15

=

t S 888 A=
o

M, 2A 58 1t

=
e



40
mx
|
o
I
i
fo
ol
_O'L
Ir
o
b

HEs 2F MARP =M= &2 ZES Y=o E6H0F Sitf. T2
UEg+= 28 H0|H, 2HHY| YE= ZOiet siMol= A0] 20|
s J80UAMe 718 HOol €8s dE419 SfiiIa, Ijoly
ZIeHIOf At|7H HIAIEL. Of ZHES2 ME SHO| Mt FYol= WES
259 U HEol| Aot AEitt= HE WAl BO0t0F ettt

@, e A|2t8} = 012 J245(Infographic)

- GlO|E{Q] 5} M L BAIS TIotsi= o EaHH
- B0 02} 224 SEjS SINOS MENG0] AFRSH= 20| 22

[ 2=z HEH5H]

A H2ddHE s AZEe] oo OE HEXQ HetE H|uof

U
o>
é
qu
g'l_l

0{2{ 71X HO|E Q| ZBtS H|mat= HE O0|5ICt. 0|23t 0|22 ZH0

BHEYE S FNME Bl EMots Ol A2 IHZ7t BO| AFSET

co= © g

T HMZ YO EE SHQ FHHIO FO[E SA0 EAGHA 542
QAE YN 2 Hlusts O 2dH0IH 02 SFQ HI0OHE Y%

40
=
=]
S

7] =0|2 HlUotAL £ AFHAMS +2E Hlug of Rafott. A
2
o

=]
21 MEE HOEXME (2] HI0[HE 2 AIHUA SA0 BlwE Tf ALSoHH

310 Part 3. AH|A-ZHCIAHRIS OFEHA 2&lsH=2}?



THO M
T — =
Jefj=

aff
ez

o g

slold
a3z

e
ez

Ml = Beid= 248 19 HIES UEUE O 2 HH0IH o HHE
100%2 11 2t 229 Hgg HNo=Z HFGH| M0 HA<L 229
HlEE Bluotl 2t BE9 g2 UH2E =Y + UL F= AA
Yoo et 271=C2 =S iEots X0| YO0t=27| Hotht. [R2loi0F &
2 7t8 7Iet €=0| UF 2 39 %22 Lt T2 207| ME0| 7|Ef
0| 471X AU H2 HISE AKot=S A =lot= 20| ottt £t
HF M2 Hlg2 240
A= JHo[ 2+ UL

=
i
=
HU
=)
=
an
I
o
=
]
il
[>
=
o
il
2
o
o
Kl
mm

77,9323

LLEEE L |
3 49.

7| ME0f oet 255 20t 7|B2 2Fot=

£x

- A9 23401 HE 501 WalS bliIshs o) 524
20| H3l5Ie BT HEE A BE s

 GlRI7R| HOIEle] 28 TR 1) 28 7ts

- A% g2 FO0I12
Hlwah= ol &0t

- 0f2f ZR | HIOEE JHHH 22 HWot= H &8 7ts

- O S8 AIHMIM Q| 225 Hlulok= H f2

SO BAISH 240 248

- QA9 FEHIES LHEUE o S0t

- 2 MAE 100%2 H1 2t 229/ H|8S

- Mot 22O HES HA ¥+ US
AIAEO M2t 37| =2 2 HiY)

HEo=Z HH

- IS 7t 2T ZHS ATHOR B O 2
2 T

- AFS, A, B9, 0 S2 4FSE I8 2XE B

- LE RIS MYl 1Y 2XR REt 8 3YY
2 9l 740 AA

- YEJYEE YS HIDE O RS, H
2 Lt 22 8

- WES 2XE B BIJG SN B 4 ES o

MH|A- ORI 0|ZA 3



HEJHO= Hedt 1HES G0 QIR T T At WOl

AbE, Ald, 891, e S& ddstE OgEAZE B =N 2571 A
SYoll HHHo = FEHE Ofofsl 4 UCts 0| AL S IF0AXE
HHSO gHQ Q17 HIWE EH AE EX| (HetE 240 BAF R
BIHOI DE A= 00| OtA HTh= FHE & oot 4 U WETHES
AMSSHK| LUCHH 0 SEEH LA 2 02{5t YEE HEGHOF g Z0|Ct
B0 FEket 2Ats 2 BI(o0F of= MAIE T 7|45HO0F ottt

AR R IEK[S] KAIS HTHE S SEAL 24 O A0 LEEF HHZ0 M=

Moz BAE HNH Hig & S=27Vt A5 7159 MEHIS2
HE101 72t 2AMYO| = AS MFoH 20F1 QUCt. B2

CIS S12{A171 Of0ICk CHSQ| 4%} ARIBIZIO) AT 24 TOIAE AIS

rlo
=
=

X AL MO
rio
!

oA
o

QIEI(IoT)O| 71 2 HIES AXISHCE SHRILH O] IHTOIA 0]0F|5tTXt
She Hie HIE S24RE 7159 HIBIT, 15% HE8RE FERIXIN
7| 20| BHS 3 ot SEAX H0|E2 MG AISots S
D20Y0| AHES 1Y BEY 4 YK FYots v XS 14nS

LOH00 MBI

I
H
iz}
fo
_Ol
o

Big Data
13.02%

10.01% o= 7z AEtE loT

Cloud

S=2T MZY MR 4 AR AU AT 24

[ 2= 55 AL ]

312 Part 3. AH|A-FJC|XIS

O d&list=ot?



o

J79| 2% g2 Do E S22t MSAIQ| B gtof His |
17} 3.4% SO0, =0 BQfH|7} 5% =1 L-YH5K|4E= 40.3% =2
QICt E3| Z2 9| LHEIK|4TF MSA|Q MA 220t Hlw
im
U

1
09 o
[mm

mo i

ne
1+

on
=

I
H

Y
oln
ol

| A UEILD ASS gA =g + UG 2 =0 et

29| XI0|E £

=1
=t 0] JHEE ASots 582 LdeX 2 =2 2HE

N
olr
ol
Y
=
rg
=
|
a0}
I=]
rr
w
N
>
oot
1o
2
™M
ro
_>L

=
=

L
M

©
oA

o
0=
4
>

% Z0ICt. Z2 12T Hetsts

=
sy FMEQ| MG SHOR BISO{X|= ZOICh

o
[
-
[>
10
m

0

b
=

I
Jn

AN IE HRHES S M2 S= F
Ot} OfchOl= 2SN ==&
Blust= E0[ §74 UM MEA| it S=

ZI0ME 272 Kef7], S/=R, Ha, =

[0
rlu
I
b
o
1o
|u +
o

=
Ikl
_O'H
rir
LI
0z
fo
2
=
|.|'|
10

mjo

4 o
ol=]
EN
o
o

Opt  oor
4>
11k}
to
08
B
gjo

MEAl9 B a0l dio Y2 =0 Y27t 5he A

o
S
1+

o
il

>
o
>
O
HuU
4

84.9% 134.2%
20.5% 25.5%

23.4% 20% 14.5
1.7

0z X P
B jo |z oo
02
N
&

mﬁ

171

4 3
o}

15.2
19.7
10.2

OH
Y
=
iy
=

]
i

B QU StH|

8.3%
et | | ull
L EECNES

MNEA| =23 Y il Are| M7| /=X

e
oo

[=EE=

=i
ro\w

NEN

MH|A-FHCIXI 0|2 M 313



1o 2HTN S2FUS Haol 2XAH, A2 KT JU/ =X

r

=
Q3 QAO0IXTH MSAIS d} H|WE StHEH FREM= HiX

RSP ot = HRX|
281 +EQY0| JH Q40 FbE & MSA| MMM = FAHEAME 7HY
S8 ENOIXT Z2F0M= SU=XL L2717t 7ty SQet 2H2t=
A= UEE of 0|tk MetA defBets A2 20V Fots =82
HUHOZ 27| g/ B0 = A0|H SAH M=y S910t XHEY, =19

m
ol

dS MAlet= +HO| Lt

o
ojo
rlo

MEIADAR] 2tz MM H[E0|L IS, 229 8 0],
ANE Y SS HAE o 7+ oA A gl

U - SHRAAYOAQ] it A=0f K2t DSt HOjZ0] S7tets 20ix1
A

HIMOME Of=fet &g 29| Fetet 2
7

;
fiLfotH Ol2fet 4T 2AHE 7 ZEAP HEA ZZ25H| HZ0[0.

i _
U ; AN

]
]
]
]
]
]
]
]
]

L | (B
]
]

[T ! ooy 2F
| e
]

20184 20194 20204 N 20184 20194 20204

|

314 Part 3. AH|A-ZHCIARIS OFEHA 2&lsH=2}?



CHA|EE

AEEE £ HERHUA X|HE ME6

[

=4

71 Aol YE XIS M8t

SoIMoln QI 0[0|XI2 Easts ARILTE L2l ABES
72 EOIE) MEOIA SE5HT B GlOJE MBS BiLt Ol4e] HOIX| E
SB10| AAIZIOR MZSH0) AT AIZI0l O U2 HES B 4 AT, 08
S3f SHAS FHNY & UCH HFHO| ULk E3t WAZO2 HO[ES
Bt QIEIMEISE HARES 0I5 ALSAL LR 2t Coyst
Q| HOIEIS €71 oI LEISH0 WL 4 U, BAY 22 o)
UOILITL QUER], o T2 20| YLD YUK, TS| & 20| UOL|
A&3PH mosts U E22 A HAEEE IR I OEKR
MM AHE| RS AISHH0] AZetst 20| FQ3t, MY 0pY
A2, Ty, 2¥ S| 1 20| 0j2| FOIS/0{0f STk 0T 12T Hefol
Clofst RIES AIE Ui 1 SN0 T2 YE6H 589l AEQ| HES
SHI27| Mef5ts 0| BRSIT, (AL 7129l S0l HIDE ek
BT, BiZ AIES AFRSICE 4, YO, EIYRAQL ZE AEES A2t S5
T2 GOIES) HstS Selsp (ol SOlokl, £ B=20| AR/t HIES 27|
QIBHAIS T0| XELE E2| HS BESHR SCh HOIES BAHS oI5|

Mz A E= HEY

PIX| HIO[ES Zatet ZR0H| At St

MH|A-AHCIXIO[EM 315



Column Histogram

Line Histogram

Scatter Chart

3D Area Chart

Table or Table with
Embedded Charts
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The Extreme Presentation™
Method © 2020 Andrew

V. Abela, Dr.Abela @

ExtremePresentation.com
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— Triple Bottom Line(TBL)

202
LGZHAHT L. 8015(2006),
Triple Bottom Line.

203

20]44(2011), (XI&7+HSTIRRIS)
D2 HA DQ =20 25t A7 -
Triple Bottom Line X|&7H5 4

°J7:I° xAIOi) orquro |E2|

= S o— L—L

=i

204

OHC|Z2+1(2013), (AMH|A CIR}L:
HR0M 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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OHE|Z2}01(2013), (AH|A CIXtOl:
AR0M SR E= QIAOIE), pp.
246-247

Mary McBride(2011), (Triple
Bottom Line by Design: Leading
as if Life Matters), DMI
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Triple Bottom Line(TBL)2} C|X}2l

Triple Bottom Line2 AXNXOZ CIXIQl TZHMEQ| 2 HE HO|gt T
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20113 DMI Review?| ‘Triple Bottom Line by Design: Leading as if
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HCD : Human Centered Design
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HORHM(RFP) URX7E S5 TK||
27 Ae MANCR H2I5t0 MAIFORM MO}
HCIME Adot= Ol =22 37| fIgt 2ME Q0[S H|2t
QAEMOl= oliF LHC =, =X 2 S8, W&, 7|0 g,
SATZE Ol F7 XA, HE MR S5, ML 27 At
It 71& S9 80| ZEtE Lt

230l Lo

HIZ-MH|A Sgh AlAH

PSS: Product Service System
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Peirce Model
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High Fidelity Prototype
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Infrastructure as a Service
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Low Fidelity Prototype
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Minimum Viable Product
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Platform as a Service
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Software as a Service
= MHAYH ATEQ0, MHIAZRACS| AXEQ0]
aaS(Software as a Service)= AMHAZAQ
EJOZE, AEAI HRE St 2aZEYNE
IHYU0A 0] 83t=
o

= 2oL
E0f REAS 22X BstE 235t= HE22

%
I=!

Boro b

SaaS9| 71 2 A0|H2 MiF £ 72| {F0ICt

MH|A- LKl 0|2 A 351




STEEPE4

STEEPEA2 M3|(Social), 7|&(Technological),
MEH(Ecological), AX(Economic), BX|(Political)2
CHA 71K QA Z 7|99] &0 g3ts =

otefol= YYs ottt 5o
.

0

QX Qolg

hd

STPEAHS &2

=1

o =
(Segmentation)5t SEAES % (Target)stl YIXIE
Xl

S |
HH(Positioning)st0] 2Y 2% E4S SH22 UA9
OFS &0l RIS (IR, ME|A) Fotot /XIE doFE

=S
g ettt

SWOTEA

SWOTEM2 ZH(Strength), A& (Weakness),
7|2l(Opportunity), Y&(Threat)2| H2|SAtE 20t 9t=
HO 2, 4% M2FS o7 st 24 =70(Ch WA
BEE EMote=
713/ EMOR L7 StH, 22X 9l
2™ 7|5, 2|10 1 B2 )
b W& Mot= £10|Ch

1
oy
o o
~

2

2

r2
mjo
HT
mo rir rir

oot
mjo
L1
i}
to
rir
A2
1)l
=
0
el

352 MHIA-HECIRLQ! 2017



MH|A-HYC|XQI 0|2 A 353




ik
iy
FiD
rok

[ZF A%

© Z9E EEOXR WM. ettt A
3

o ZYF(2013). “AHAFZHHE(|: Methods”. OF7FH|D|Z2| A https://socialinnovation.tistory.com/297
- ZXHE(2021). “ESGHHO| 2C}". StADICIOf

+ ATR(2017). “MH|A HECIKRRI". Q72T A

+ OiUS 7HH1(2018). “2Hof 2ot 428" AL

« E2L £2|Q(2007). ‘#SAMEHANE SX0l= Qlzhzle BE X

+ 2HE J2(2019). “QIZH2Ho| MA" Y2 54

« 023 AEE2 ORI £LH0|E(2012). “AH|A CIXHQI W IbA”, Q1T 2HE A

- BISE] 2/(2012). “MH|A ISt - JHE2E”

+ HiEEH2017). “MSRE CHA| B2 AHIATIRIR A, SHD|T|of

W2} O, ERA SHEE(2013). “TIARILHE SH| WA 1007H]". 122kt
* YAHO HE 23(2010). “CIAR! HEH|E'. D& 23}

+ YA QAR 2 321(2016). “UF TR XM CIXII. 02 ILIQIDICIOOE
QD) Z2tQ, 2lERA 20[Y, Hl 21E(2016). “MBJALIARRI". IR AS

+ 0| £2tQ1(2013). “MH|A CIXIQl HR0IM SHEE QAOIE".

+ WY T, ZHE 2402 ClojH|E 22, F2|AEH 24(2015). “About Face 4 QIE{24M CiXjIo] =" 0f0[2

ﬂHX'

- 22| 2= 2] 221(2012). “CIAtRl S| MEN257EX]". N2 2StAL
« 242(2017). “20|X| L= MHIA H0|E= CIXtQl”

+ O|™F, 0155(2018). “MZ2 CXIRI =7 E", QUALOIE

+ FX&/(2020). “CIARI A EXEEE

+ 2 2(2013). “AZHEH UX TIXIQ, 00|12 S¢

H
e

Y, 0|4, Z/0]Z(2008). “AMH|ALIXIQI AJCH”, QET12pE A
© OE ALZ(2019). “AFSAHERXIE". 00|22 S

+ OfH{E H|ZLAZ|H(2017,1-2€ &), LX) H2LEs dsARMshEE 20], 2021.108 7|&
(https://www.hbrkorea.com/article/view/atype/ma/category_id/3_1/article_no/891)

+ Adam Smith(1776), The Wealth of Nations
- Brigitte Borja de Mozota(2003). Design Management. Allworth Press
+ Bryan Lawson(2006). How designers think: the design process demystified. Elsevier Burlington.

« Clatworthy, Simon(2016). How To Design Better Services: The AT-ONE book: Oslo School of Architecture and Design

[0
wun
s
o2t
(=]
Ho
ret



David Kelley, Tom Kelley(2014). Creative Confidence. William Collins

+ Jeanne Liedtka(2018). Why design thinking works. Harvard Business Review

+ John Chris Jones(1970). Design Methods. Wiley

+ John Heskett(2002). Design:A Very Short Introduction. Oxford University Press
» Jones W. M., Askland H. H(2012). Design Briefs: Is There a Standard?

+ Marc Hassenzahl & Noam Tractinsky(2006). User experience — a research agenda, Behaviour & Information
Technology, 25:2, 91-97, DOI: 10.1080/01449290500330331

» Marc Stickdorn, Jakob Schneider(2010). This is Service Design Thinking. (https://www.bispublishers.com/this=is-
service—design-thinking—pb.html)

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

+ Nigel Crosss(2011). Design Thinking. BERG
 Nigel Crosss(2006). Designerly Ways of Knowing. Berlin: Springer.
+ Norman, D. A. (1988). The Design of Everyday Things. New York: Basic Books

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

+ Peter Rowe(1987). Design Thinking. Cambridge, MA: MIT Press.
+ Pine, J.; Gilmore, J(1999). The Experience Economy. Boston: Harvard Business School Press. ISBN 1422161978.

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

+ Schneider, Benjamin & Bowen, D.. (1985). New service Design, Development and Implementation and the Employee
+ Tim Brown(2008). Design Thinking. Harvard Business Review

» Tim Brown(2009). Change by Design: How Design Thinking Transforms Organizations and Inspires Innovation. New
York: Harper Collins.

Valarie Zeithaml, Mary Bitner, Dwayne Gremler(2013). “AMH|A OtH &, M2t

[¢17 B TAM]

AHEEME((2015). ME7|&2 Qb d=

mjo
ro

T
© AHFYARLR(2017). “S2|Lt2t MHIAMAO] ZH|I X ot AX2| FE S IT

« B0 CXHIMIE| (danskdesigncenter.dk). Design for Public Good.pdf

+ B0 CXIMIE| (danskdesigneenter.dk). design_ladder_2016.pdf

+ CJAIQIDB. TRl E|IE At3|S Hi2{oh= CIAIRI-X|T S H2l= OARI2 0EA 7Hs87tR7? 2021H 128 7|1&E

+ MYRITLR(2016). FU AH|A TIXQ! 28 3igt 2 AIARY

o5 =

At A 2ECIXIOl 0|2 A 355



xF (=

sFel

o UASHRAE/F=HOXRITIER(2013). TR 2FAA X A CIALQI 7k £ 27
o HEZAATLL(2007). LEO| MH|A LY Sg3E T2F0E AJAF

+ MEEH-A(2017). MSA RUHECXR &

|10|-

. E35(2014), BMESIZtE0|

- S51H(2014). 201443 MRS AR YIS ZEQTXE

- BHREIO[EH|0|ATIS. TIOJE] A|ZtEt-Al2tat

. BIREO[EAATIEY. HELIADHU(BM) S5/-H|XLIADY S5{0| Q71T SHE

ZTIE2(2019). “2019'F CIXIQI B2 AMA| A A+ E1A”
ZIE(2020). “TiXII0| S Z3H”
+ SIEOXRITIER(2020). “2020EC|KAMRAEHAZAY (https://www.designdb.com/)
I 28](2019). “CIXQIER

He|2 S (https://drights.kidp.or.kr/10_Menu/main.asp)

Z7|28 D 2 M| A(https://process.kidp.or.kr/front/user/main.do)

\1

HLR(2015). “MEIAZTIAR! ThA| A <"

+ SRXASHINLR(2016). “NCS MHIAZEHO|XIQI &t52E"

FUHEDA

[ kY

| X2 O},

of 20219 128 7|1&:

+ HHOME(2018). ‘BB HA

o BAZ(2001). ‘KRR 7H0|E” p. 25, 20214 12& 7|&

+ Deloitte(2021). Tech Trends 2021.
(https://www2.deloitte.com/kr/ko/pages/consumer/articles/2021/20210423.html)

« LGEHMHTY. 20Z(2006). Triple Bottom Line

HAH IR ATAY"

- 2FS(200). HAIKQI MHIA CIROIS 3t CIAQIO] 018 TYAASISI=2 O|3HCIATHE} CIAFQICH S}l

- AET(2019). MAXE AR AlY) CIXIQI BIFEFES 95t X2t G171 1 TIXIQ ROf Zho] BRE 42 S5t0]
S92

- 34:21(2009). MHIACIXII(Service Design) STHOIN BBMHIABIL a7 FUMALSISI=2 0|3t0IAITHE O]

» Meroni, Anna, & Sangiorgi, Daniela(2011). Design for services. Aldershot, UK: Gower

+ Robert A Curedale (2013). Service design 250 essential methods. Topanga, Calif.: Design Community College.

+ 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.

« Stickdorn, Marc, & Schneider, Jakob(2010). This is service design thinking. Amsterdam: BIS

o2t
(=]
Ho
ret



[=2 : "7[ZHlE(st2|X], Journal)]

.

.

Z0|4(2011). XI&7tsORQIS] T2 A Z2|d &0 &6t A7, Triple Bottom Line X|&7Hs4Y 22g SHo=,
St LRI ERIESS)

o

ES4/(2011). AIZITIXIRIO) 2{01A2] HTCIxIQl 2 T8 CIRRRI0) 5

oo

, = 2H=8ts| Ho# M3=, p37-38

Adele Revella (2015). Buyer Personas, Wiley

Davis, S. M., & Dunn, M(2002). Building the brand driven business : Operationalize your brand to drive profitable
growth. San Francisco, CA: Jossey—Bass

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

Hassenzahl, M., Tractinsky, N(2006). User Experience — a Research Agenda. Behaviour and Information
Technology,25(2), 91-97.

James Kallbach (2015). Mapping Experiences, Oreilly & Associates Inc.

Kano, Noriaki; Nobuhiku Seraku; Fumio Takahashi; Shinichi Tsuji(April 1984). "Attractive quality and must-be quality".
Journal of the Japanese Society for Quality, p 39-48

Kelley, T. (2001). The art of innovation: Lessons in creativity from IDEO, America's leading design firm.
Lauralee Alben(1996). Quality of Experience. Interactions, 3 (3), 11-15
Lewis Carbone, Stephen Haecke 1(1994). Engineering Customer Experiences, Marketing Management 3(3)

Mékela, A., Fulton Suri, J(2001). Supporting Users’ Creativity: Design to Induce Pleasurable Experiences Proceedings
of the International Conference on Affective Human Factors Design, pp. 387-394.

Marc Stickdorn, Markus Hormess, Adam Lawrence, Jakob Schneider (2018). This Is Service Design Doing, YO'Reilly Media
Mary McBride(2011). Triple Bottom Line by Design: Leading as if Life Matters, DMI
McElroy, K(2016). Prototyping for designers: Developing the best digital and physical products. " O'Reilly Media, Inc.".

Nielsen, J., and Molich, R(1990). Heuristic evaluation of user interfaces, Proc. ACM CHI'90 Conf. (Seattle, WA, 1-5
April), 249-256

Nielsen, Jakob(1994). Usability Engineering. San Diego: Academic Press. pp. 115-148. ISBN 0-12-518406-9

Nitank Rastogi and M.K. Trivedi(2016). Pestle Technique - A Tool to Identify External Risks in Construction Projects,
Page 387. International Research Journal of Engineering and Technology

Osterwalder, A(2004). The business model ontology a proposition in a design science approach.

Osterwalder, A., & Pigneur, Y.(2010). Business model generation: a handbook for visionaries, game changers, and
challengers (Vol. 1). John Wiley & Sons

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, 12-40.

AMH|A-ZBRCIXRI 0|2 M 357



inl=

rok

Passera, S., Karkkainen, H., & Maila, R(2012). When, how, why prototyping? A practical framework for service
development. In ISPIM Conference Proceedings (p. 1). The International Society for Professional Innovation
Management (ISPIM).

R. Buchanan(1992). Wicked Problems in Design Thinking, Design Issues 8, no. 2. 14-19.

RESYST Consortium London School of Hygiene & Tropical Medicine(2014). DATA VISUALISATION, A practical guide
to producing effective visualisations for research communication. RESYST, p.5

Richard Buchanan(1992). Wicked Problems in Design Thinking, Design Issues, Vol. 8, No. 2, (Spring), pp. 5-21

Ross, Lee: Greene, David; House, Pamela (1977). The 'false consensus effect': An egocentric bias in social
perception and attribution processes. Journal of Experimental Social Psychology. 13 (3): 279-301.

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

Shostack, G. Lynn(1984). "Designing Services that Deliver", Harvard Business Review, vol. 62, no. 1, pp 133-139
Shostack, Lynn(1982). How to Design a Service, European Journal of Marketing, Vol. 16 No. 1, pp. 49-63.
Shostack, Lynn(1984). Designing Services That Deliver. Harvard Business Review, Vol. 62, No. 1, 1984, pp. 133-139.

Timko, M(1993). An experiment in continuous analysis. Kano's methods for understanding customer-defined quality.
In Walend D. (ed.), Center for Quality of Management Journal 2(4):3-36

[RALOIE : 20214 128 7|F]

2|E2|3 liveworkstudio (https://www.liveworkstudio.com/)

OFRIE® Centre for public impact (https://www.centreforpublicimpact.org/insights/welcome-to-mindlab)
MH|A TRl HIEYF SDN (https://www.service-design—-network.org/build-a-chapter)

APHEHO1 SHEMH| AL XRISHS| (www.servicedesigncouncil.kr)

AAORICHS W, MH|A-CIXFRIZ SEE (https://www.sungshin.ac.kr/sites/serdesign/index.do)

A%l Engine (https://engineservicedesign.com/en-gb/)

AE{ T 2t0|= 2|1 Enterprise league (https://enterpriseleague.com/hire/service-design-companies)

o

FROXFQIRIS ¥, ZOICIXFQIT (https://www.kidp.or.kr/?menuno=1130)

SHROXRATIE Y. CXRIHE|ES. (https://drights.kidp.or.kr/10_Menu/main.asp)
S2CXRITIEY. MHIA BRIl 2T17|SRAAE (https://www.kidp.or.kr/?menuno=1377)
SHEOXIIXIS |, AMAE 7|58 T2 M|A (https://process.kidp.or.kr/front/user/main.do)

BUSINESS MODEL CANVAS VS. LEAN CANVAS, canvanizer 2019, Retrieved from Oct.8. 2021.
(https://canvanizer.com/how-to-use/business—-model-canvas-vs—lean—canvas)

Design Council UK (https://www.designcouncil.org.uk/sites/default/files/asset/document/dott07.pdf)

[0¢]
o2t
(=]
Ho
ret



Desisnetwork (https://www.desisnetwork.org/)
Design Singapore Council (https://www.designsingapore.org/resources/design-2025.html)

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

Forum Qualiaive Sozial for schung (https://www.qualitative-research.net/index.php/fgs/article/view/1589/3095)
Harvard Buesiness Review (https://hbr.org/2008/06/design-thinking)

Heurio '20 usability guidelines by Susan Weinschenk and Dean Barker.'(https://www.heurio.co/weinschenk-barker-
classification)

Inland (http://inlanddesign.fi/)

Interaction Design Foundation 'User Experience Design' (https://www.interaction-design.org/literature/topics/ux-
design)

LEAN CANVAS IS A 1-PAGE BUSINESS PLAN, LEANSTACK 2021, Retrieved from Oct.8. 2021.
(https://leanstack.com/is—one-page-business-model)

Lindgaard, G., Fernandes, G., Dudek, C., & Brown, J(2006). "Attention web designers you have 50 milliseconds to
make a good first impression", Behavior & Information Technology

NDA, The Centre for Excellence in Universal Design (CEUD) (https://universaldesign.ie/what-is—universal-design/
definition—and-overview/definition-and—overview.html)

Nielsen-Norman Group 'The Definition of User Experience'
(http://www.nngroup.com/about/userexperience.html)

Nielsen Norman Group 'Service Blueprints: Definition’
(https://www.nngroup.com/articles/service-blueprints—definition/)

The Centre for Excellence in Universal Design (CEUD), (https://universaldesign.ie/what-is—-universal-design/
definition—and-overview/definition-and—overview.html)

The Kano Model — A tool to prioritize the users’ wants and desires, Sachendra Yadav, Retrieved from Oct.2. 2021
(https://www.interaction—-design.org/literature/article/the-kano-model-a-tool-to—prioritize-the-users-wants-and-desires)

UC Berkeley Extension, 11 Psychology Principles UX Designers Should Understand, Retrieved from Sep.22. 2021,
(https://bootcamp.berkeley.edu/blog/psychology-principles—for-ux-designers/)

University of Applied Sciences Cologne (KISD), Germany (https://kisd.de/en/https://en.wikipedia.org/wiki/K%C3%B
6In_International_School_of_Design)

What is the Kano Model? Retrieved from Oct.2. 2021, (https://kanomodel.com)

At A 2ECIXIRI 0|2 A 359



inl=

rok

[E23:20213 128 7|F]

[7

AEIEQ HatHA (https://startupbrothers.tistory.com/16)

FQEHYZME OIS 4P 2| MO|Qt At (https://m.blog.naver.com/infighter_jh/220343948176)

ST.shop E4 (https://www.cleverism.com/understanding-4cs-marketing—mix/)

ST.shop E4 (http://www.stshop.co.kr/index.php?module=Board&action=SiteBoard&sMode=VIEW_FORM&iBrdNo=
4&iBrdContNo=5&sBrdContRe=0)

Why Lean Canvas vs Business Model Canvas?, ASH MAURYA, Retrieved from Oct.8. 2021 (https://
blog.leanstack.com/why-lean-canvas-vs-business-model-canvas/)

Using the Priming Effect to Improve UX, David Teodorescu, medium.com, (Retrieved from Sep.22. 2021) (https://

medium.com/@davidteodorescu/using-the-priming-effect-to-improve-ux-30095c028d45)

|At/Articles]

Cietal= M 2| Z(XAMHU:2008.04.29/ZAMU:2021.12%). M| AAY MEIS} 8O (https://www.korea.kr/archive/
expDocView.do?docld=11625)

SOHH| R A2 S (2 :2009/2412:2021.9Y). ‘SZE1O| &0 HX|IX| L2t ( https://dbr.donga.com/article/
view/1306/article_no/1382/ac/magazine)

CIXHRIDB(ZA1:2021.12¢) ‘CIXIQl EJIE, AtS|E Hij2{She= CIAFQI-X

]
iy
w
o
rir
o
Pal
5
rlo
<
08
4
N
or
el
N
Fo

~

SYUH0I(R4L:2019.12.26./A4L:2021.128). SfEAX| SHHFQAIX|. AIZFOHA0NAH" 7L 'S 5l5tat (https://
news.joins.com/article/23615660)

X&7tsXE, MRI(EEY:2017/2M4Y:2021.128), ‘GRI AtS|211 7|E, GA0|A Standard2 HFHCY

Abby Covert(242:2020.7.30/44:2021.12¢), 'Information Architecture Heuristics' (https://abbycovert.com/ia—
tools/ia—heuristics/)

ESGZH(2021.02.08./8MU:2021.12¢) 'CES 2021, M7|&&Ct SQotA CHEX ESG HOH (http://
www.esgeconomy.com/news/articleView.html|?idxno=170)

Glovory Design(Z@A2:2021.9.22.), The ‘Halo’ Effect in Digital Product: From Ul Design to Customer Experience,
(https://glovorydesign.medium.com/the-halo-effect-in—digital-product-from-ui-design-to-customer-experience—
ceblecafOc0a)

Nielsen Norman Group(Z42:2020.11.15/442:2021.12&), "10 Usability Heuristics for User Interface Design’
(https://www.nngroup.com/articles/ten-usability—heuristics/)

nngroup-Alita Joyce(Retrieved from Sep.22. 2021), ‘Survey Response Biases in User Research’ (https://
www.nngroup.com/videos/ survey-response-biases)

nngroup, Raluca Budiu(Retrieved from Sep.22. 2021) Priming and User Interfaces, (https://www.nngroup.com/

articles/priming/)

o
o2t
(=]
Ho
ret



+ nngroup.com(last modified Nov.5. 2017, Retrieved from Sep.22. 2021.) ‘UX Mapping Methods Compared: A Cheat
Sheet’ (https://www.nngroup.com/articles/ux—mapping-cheat-sheet)

+ nngroup(last modified July.5. 2017, Retrieved from Sep.22. 2021) ‘Cognitive Maps, Mind Maps, and Concept Maps:
Definitions’” (https://www.nngroup.com/articles/cognitive-mind—concept/)

+ UX Magazine(Retrieved from Sep.23. 2021) ‘Leveraging the Kano Model for Optimal Results, Jan Moorman’ (https://
uxmag.com/articles/leveraging—the—kano-model-for-optimal-results)

+ WORLDTODAY(2021.05.21./24442:2021.12¢) ‘2021 4Y EHE-ESG 4Y, 'ESG'AtY aHe®™’ (https://
www.iworldtoday.com/news/articleView.htmlI?idxno=401759)

* You Are Not the User: The False-Consensus Effect, Raluca Budiu, nngroup, accessed Sep.22. 2021, (https://

www.nngroup.com /articles/false-consensus/)

[ZA: 20214 12€ 71F]

o L|OJX| Al 0} “MH]AAO|HA” (https://terms.naver.com/entry.naver?docld=932950&cid=43667&categoryld=43667)
« DHHAIAZO{ARE “IRB” (https://100.daum.net/encyclopedia/view/31XXXXX19564)
o AAFAMAIARE ‘4Rt ARASE” (https://terms.naver.com/entry.naver?docld=3377297&cid=43667&categoryld=43667)

+ 2|7|°|C|0} “Fourth Industrial Revolution” (https://en.wikipedia.org/wiki/Fourth_Industrial_Revolution#cite_note—:1-34)

217|T|C|0F “Quaternary sector of the economy” (https://en.wikipedia.org/wiki/Quaternary_sector_of_the_economy)

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

27| C|0t “Service innovation” (https://en.wikipedia.org/wiki/Service_innovation)

217|T|Ci0F “Service science, management and engineering” (https://en.wikipedia.org/wiki/Service_science,_manage

ment_and_engineering)

2|7|1|C|ot “Standard Industrial Classification” (https://en.wikipedia.org/wiki/Standard_Industrial_Classification)

217|TICI0F “Three-sector model” (https://en.wikipedia.org/wiki/Three-sector_model)

2{7|m|C|ot “User Experience Design” (http://en.wikipedia.org/wiki/User_experience_design)

(24 : 20214 128 7|F]

+ SRR TS0 2t ©E (law.go.kr)

o MACXIRITIEH (https://www.law.go.kr/BZ /4

1)
inl
Pal
re
2

MH|A-AHCIXRI0[2M 36



<+
E

80
=
T

MH|A-C| X}

st

G XLLH

S MHIA HYD AEAT

Ctao oz

&

LGEIAt St OJ2H AfH|AQF HIZLA TIXFRI0) T

(CIRFQIH|ELIAT|

3|
2

AQIEFRIO 2 Af Al7|5T} MHIACIXEO!

YSUNERY) |

<+

HX 2

\C}Sta CIX|=0|C|o{C|XEolsta)

o
o=

R

10| AE LATIXFISHI O Af A}

9|

CIRfIAAIT A, 7L

HE 2 AH|

St UXCIZLR!

Hi
<0
60
<l

KIr

g

/
CIRRI7] A} a7

H

q

7t EHIE0Z,

243

, AFERE2IMR], At

olxtat

Of Gt

e

9=

il
=

FoAfH| A

=) 5
QIS 20| wrkpt

o]

o

R LIENSIN b

15918,

| K|
et

Al SSHxe

=t

9|

I, ThrelAet
o 0JAZ &S F0/Ct

21219
',

19|

3|

T ZHAl =AA

o]
il
od

FCIRE

1o
o
il
<0

=1

ol

MH|AE|XIQIHES

52l

R

OlM 22 1T |2

H

S
of

= Z7tAH(Lancaster) Of

=5I=

ol
)

AH|A FHZO]| CHet S22 SIALSHS BEUTE GO HHE0A B DHE TR}

3

oju

ENEWEES

=l

1t Z32|0f0]M, HIFZ-MHIA-AAZ S3F CIARQL At

541

2

ERLIES

| IASDR Z2 13

3

F QCt =HICIARRIZIA X

ST |

362



R|g] MYS AFOR MHIATIIQl ASIHBS RS A1
%aﬂ QICk FRICIRIQIE XIXH S0 7|01t B22
2624, UX/MBIATIIRL CMF CIX{el S

| 751 Tk AR MHIATIA!

FEHO| T2 CIXII| ABIA IR0

rot
1
>
Z
>
o
>~
e
(]
Io
T
=
BT
ﬁ
II

og
il
o
o

\ Cifa 2HAJ0] 2iCt,

-

A 2

MEASt7| STt CIXplstat MACIXIQ! HE

AHSATIRIC] M 2T CHEZE 25 ROl 17 L WS BHSTE SHAY Chl0l A
QIEfR4NTIXIQI U 2 EELOE JHY, 2 TIXRI %% ZI2R12 YO YUHAELIR,
MHIATIRIQI, HAMOISTIXLR! 20| 15 2 oIt MARE 7|Ei=20] 2|
B3 HIHBAE 9Iet 33 7|E YRS TIE 012M2 *Elgwr Ch4- QIo0, MBS 93t 7IES

X|EHO 2 7Hetstar QI

[
E
2
e
=2
ol
=

AN s

GUOIXILHSE . MH|AL|XIIS St

7| BEa AATIRIIS HE 5t £7| YOOI HAIGM H2I0S ARRCE S JHe) Fojciof
F4 CIXQI SIS 2@15t0] CEOOIA Z2I0j0lE| CI2E2 #E5tin Helutg HA
B HAOIRHTHEY MHIATIXIQIZ IO X 422 KA FO|C IgalHA M| ATl
VRZEIZCIRfR, MH|A BHECINI, 3DLHUTAIZ20INBDERE) S 71241 lon]
A4, LG, HUALSAL, SKT S 2%, Al, AR/VR, ZHH/Y0{24Z, loT/AD f g BUANES/FY
A0 & RHMITH DI2f 7122 71902 B Ci4:2] UI/UX, DRI Z2HES

MH|A-FHCIXI 0|2 M 363



XXF A4

<+
E

KK
J0
ol

iz
x|
S|

i<}

8t
5

3

o

e OHZ Af

(o)
X GS Retailof| XY

20|t

b

=1
of

3

CIXtCH
¢l
5

=3
=

QICIXt0|HZ UXCIAIRlIS
MZ0XITist SI(Social

A

e
&
2 7,

o

i

PN
HOZHE 52 251N O

X2 S=61% 0, 19| CH9| SMEsH|A
OZN ZA7|9| XK

|
. UX/UL, OJ2h o
3o

(KIDP)OfI A RHZ

3
=l

=

XHO

Olct.

=
S

(e}
[=]

3
=

A HEAHZERRIZEMAM

o
S

H

=

FOf| A UXTIRF 1t AfHIALIAY

=

5
Ot &
%

t3| O|ALZ2

=
S

Cixpo
(})\A

| ojux
lO_\%

[

SA{H|ACIRY

t

S
=]

<

Wizwid(SK DtoD), KT Commerce O|A{ CIX}Q
0|0

ITE3HS 2, FHA MHIALIRRL 7|

GSE|EI

2
o

S

<+
B

o[
&0
gl

X TR QIAT MO TEHCOH, 2=

S 38 MUt

o]

=LIAF

b

=]

I=]

e, (A

510

OfLAT ApAfSt
==

H

of

k=l

St
=

b

(CIXIE AlCie] 0] W), <CIAHRIC| 0

M
]

ST |




W‘T

0

= S

1o:MwO

WH:Eo%W@ or w
E%m.,dmm Ul L3

Ew._.o,nlaq ﬂ‘_m.kl:._._ _
ﬁ%uﬁmMmLu %__oWw_ _ ﬂﬂn
%933 Erlh el zE gl
w_u:ﬁJAl, oz p= s 08
@:ID.ODLJHW o> o . ou i Wl U = o
ﬂo;_umMA oW Ar_EHE_Em_EAor_
3 o ulo TN ot RO |Ec._|ﬁv_“_».oR
DA 5s 3 g © T3 R D
a = o0 Y B o3 e [ er 00
Lllow_.;oﬂ 30 H __:Eu_w MH_O._HA.VIOE T
a9 M 5 ogrltﬂ ._...._ﬂHA;o_E+
q2s o 3 ou % oF &0 3 or = = o 38 ol ol
muﬂmmc_olv B0 ozr l = S oH DA R
\%MXa_En Jou%galr wlm..t__b_.a@ =1
(1q¢=_© N._aﬁuna_/ _Aaﬁw_o_HMﬂ__o
<k HX 2w 8 nm_wﬂwog qm_zwmv_u.
E,L.AIWMID HO._mh_m,x_.:o NIEEINWXNM
K SRz == A Erzom ]
SRS @HHAl_r Haguuogc
e SN F L zIlzdmy
25 or O o, ©» _LH.r mp St
__%Hﬁ,&e___ram n.u.meHMﬂa_ mﬁ._w_mo\::mowﬁ%
|LHAL|ATH_Eg o T X oy =, |0._H\..Eﬁo
o ™ L g = 10 ol o Pl 8] T o K Tor 3l
ol > ™Mg _. Sz 0 _Axmnr_4
EomPg Xl M &z 5% B OHE STy
r_of:a__raw,ww mn_EWAI_M__QM < uuuoamex
4+ ﬂmwmom_ﬂ%a me%wogm_ mﬂ;ﬂ&mww_m
4= x.r...kuu..mr o wrom AL o [
ER m_w_MHEﬂwE O ye3s Ox al ATH%EE,_OAT
ol ol & 0k & X o g R = o = E
ER,_om_:, i ||_|.H__o_xM < Emmﬂ.u_mul_s___
o_._ Az_w_m_:__r%m_md_a <k .“.-Fa,_roﬂ_._.ME .r,L.x,_oMmux.
L H.r,mv_uz .AN._zm‘._ﬂﬂ _ﬂ_ﬂqg[o\_ur_n
7I§r_MeE E ol HO N [E = ol =T
aﬂku@ED| m_ww_e;xA mn___%_u;eu,mn
R S = I = = < > a2z Wz g
EEz@=z ol o W oz Oowm R g n HMA&AEM
0 o_a_n_Qm.Mm%_ r_wmﬂlx E Tz 8w 352
..IoﬁXo_e|ea_. LILl...._CW.__w_ T T 2 ueMnW
T wsENER g g xIIES SR
< o . W.Emm_aw KH Am___ﬂ.xra?é
S % 2 &% <8 m__qm_mmaa
o 238z 3% Bl ior LUy il
R HijWo%_sﬂ
< X0 — _mLﬁ oo M_, N S Kk
o mlLEm,@
W Bz O & oo W
I o2 T

C| Xk

]

=

(=]

MH|A-A
o

°19) MH|A CIX}

x|
(=]

3|

&IE
Ql5t

t

X

z[ul

S:
&




XXF A4

JET- e
AMZS0|C|0o{CHSHICH St O|C|ofH| =LA 1

FO|C|OI8 S MRl AS0|CIOCHEH TS (SMIT) A OJC|O{H| =LA THOj| A
CRIQIALL, MH|ALIXRRI, A2/ XCIXIRISS) @%E%’!ﬁf QUL MZTHstulof| A 0C|oiSst
AR E SAUCHSI WO A A4S SIASI S UYLt ELGHAL LB GMIE] CIXE O]C(0f
D 2HE 2|5, KISD(Koln International School fDeS|gn) g2 4SS XU 9IS TEkst
CIXIE 717|19] UI/UX, T3, 28 AIE, *-UHI"* Eﬁl HEQ Lhtet MHIACXIRIMH S
S AlGHULT AR = KEXIQIM7H 2 MH| AR SE RFSIUH MECIXRI
MH|ADAIRI ALHE, AOHE ZRICIAQIT XH2 Y I% HLAEIEY AMHE ALSIX 7|¢

TIHEE, St MH|ACIAIRISE| 0|t S Hot Ut

JEEER

SOtHal MRAC|xfolsta}

El
ol
F_I
HU

RIEIQIEITIO|AS FAAZIX} CIXIQIMEIZ 4T S} 4t SOfThS} TEFOIC,
SKT, IMBC, HP—A 04T B AE 2 UXEIAEIE TRE, 45 MPS Player AV
So| CiRjoIRzs, 7|8 T2 ME of ALICIXII0f0]HIElE) 2 23 AT

CIXHQIE R, MBIADIALR!, UXCIRRRI0) CHet w1t S& 7F=X| 1 UL

Q2 as
Solthstm MRIIATER MHIACIRI! F3

o

S 2HE thatw(BergischeUniversitat Wuppertal) Ol Af Z{SLIF|0]4 T KOl EIAF 5112
HIQIT} S SQUCHEHY AAO|SIHEHR AH|ALCIXIOI ME W42 MZ| Z0|C} LG MR A
A

OIEE, AOE TV, ADIE 59| ME2 MHIAS 712311, GS SALOIA Al AF 7|20t OHAIE
AP S St 010|H|2(IDEO), Z2 0| XtI(frog design), A0FELC|XH2I(Smart Design),
HAE(Method) S 228 CIXIQI Of|01MAILL &71 ChY St Z2MES RIHSICE LGTA}, LGMEAY

SIHRIER}, KT S C40) 7/QTHE S HIZDE MH|A 7|8 DREHES 28CH O1H FHZS
MSTIRIQIME! 2OICIXIQICIO| LRI A2 SIS, SIRAMHIALIXIQIS S|, 312 27ITIXIQISE]
SHARICIRIO|L{ZE|2| OJALR BE SOt HAMZE (CIXHI A1Z)0] ULt

366 XX AN



<+

E
gl
=3
=0

(Lancaster University)Oi|A| C|X}

HLAQI OJOHX|H|O|M & (ImaginationLancaster) Al M1

CIxt

H

S
of

%= AHAE O

O 2 TYE5t0] MHIACIXIQL,

2

O|1C{RFCHBHIOLA| A|ZETIXFQI

Hil

A

OEHE AFUAONM, AfH|

|_...
10

=1L

YO = MESO0|C.

ME|

B
=0

N

S8 NHIATIRIIAR

MH|AL|X}

=)
1=

[BS
L

(o}

stCIR}

Eixtel

S
=

MAMR (R MBI ALIXLR], AH|A-F

HA
=

MHE| AR

30
100
Ok

=L

0|2 X2

SE (3 NS4

o[o]
—_

MH|AC|XIQIA CX}

#

H SROKOITIE

Cixtel

Ol M|~ EE

El
=

HxIS

S0
28

OIZ
d il

st

ul
<4

od

MH|AL|X}
CIRHQIEIOA QHELAHIACIREQLT} AHIA 2

=0
s¥

CIxtel

S
=

QITIZ S O

20

5t

I

| QFHCIXIIE

214

MH| ALK}

S0
=¥

Ut

12Y 9es v

BN PNEE

3
=

Ol M|

S0
15

| X
Ly

o]

=i

367

SCIXtI O|EA 3

MHE[A-F



CIXQI S0}

O Xk

{

(=

al

[=]

(=)

MH]
e e
20214 MH|A -4

KO
ol olhu..._ of
= o oF
@ o
T ol ]
o oF = oF
BE & ) o] Ly B
= 1l Ho ol ol <M
Y o =) ol R0
=¥ K K - o KN
oy O o | oy B0
5K : S B @r ol AR
jo o4 3 o o Ho =3 D o
RIK = o ¢ @ & O o -y
o g = m o n o=z d 4 < & o
E® o K o & m Mo ) I- 0
o N0 ol =] H < ol o <| m ofl Rd RO
T < =] ! 2 Ik = ! L ) 0 K ol
ol K or of ol o ol | wl Aa <0 < 3
-2 B T =3 HO = H =] D of Lo =
® n o o of o =l K o %0 & 3l i <
- K X0 RO £ ofo ro i = =) <0 o < iod ikJ
=
<+ <+ + W 4+ + <+ M T M M ~ R
g = 7 ¥ A ®©@ ® T 5 #H T T
i 80 K B @ S O @ R w® 4 4 3w
KF = B <0 OF X! X0 B0 B! BO il WO <0
— [~ = — — — — —
OH K] N Af i N0 R0 of © ®W H @A O
K0
o o
oF oF

368 KX A






2, 2Mg

F

Lt O
O,

2 (QUX|LIOIZTIRIOLTH)
Yy, 28

2

CIXFRI 0= A

IS ALK
2%t

—

1)

(=]
[ =]

b

A
—

<]

4

X

MH|A-F
W

poby;

K &l T
1 ) o]

20 KO oH Bl
H__” o ok H
T o °
Bl 3Bl i T
NS ol T}
i B OF
& T ol R 3
NS M () o
S o & < oF
Seb 2 ¢

oF KO X
W, ojg xl_ M_._ o
[ 110 o
OF @0 ¥ 8l -
- 8 g oS ﬁ_o
3 R om© RO K ok
ol B 4 B ; S
K] N <40 oS ol @M a
~N D
a RO5
K0 O
IR b B
P2 P3| O ~O _d
o
K
W]
oH  RD
o Al

ISBN 979-11-90340-90-8 H|IHZE/2&

9 791190340908






CIXI! 012 M

(=x|
| |

MHIA-&

=Lt

S
!

©



