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O|ZS MHIA HARIR 7HA3H FY(Frontstage)dt H|7tA|2H FSl(Backstage)
O LHHECE 7tAISE G0 MHIATE MSE 7| fIsh E
SSHES= MHIA HSXe dE, AE, 22™ &4 59 H
O K= 20| BAIEIL, HIZtA| 3
SIX|TE DO A MEE= MHA HES

=c/X /=0 HE.

SERVICE BLUEPRINT EXAMPLE

5-25 mins 20-50 mins 512 3% 20-32 mins
days seconds
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
'y
LINE OF
INTERACTION
Welcomes to store Checks inventory Provides
and delivery times delivery time
A o
Support chat Automated call
with date
of delivery
LINE OF
VISIBILITY
BACKSTAGE Responds to Inventory N Point of Fullfillment Accounting
ACTIONS | chat questions management system sale system queue
LINE OF
INTERNAL  ------ommmmmmm e e -
INTERACTION
Analytics Foot traffic Payment Appliance 3rd party
SUPPORT logs visitor scanner process distributor delivery service
PROCESSES
\

[71EME AR HALE GIAl ]

228 A %(Physical Evidences)
S22 SEA M2 D20 MH|A AO[OM CIXQIE 4~ U=
ook 221MQl HEf# ofL2t HIS2/HQl AEO|HY, B Mt S)=

O] =01l sHE =t
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Xt " == (Frontstage Actions)

Al =2EHN A= S, OAl Zall 240 MY 2= SH0UA

240 IIRIES
OIZ0|X|= MHIA HBXSO| HE FSS UBICL AHA MEXIQt D24Tfl
x 2 LiHo) BSE|E it

J24g S0 Mt o= 92

ASEt2 M(Lines of Interactions)

HSEAFME I #EI MY YA FS50=2 L0 QUCH IZ0] Mt
GH0M A} LS MESIAS 42, HSAHEMS 7I=H I S0 [
IS &S0| M2 AZELCE

7kAIM(Line of Visibility)

PN 2 MHIAZE D07 20l HY FI91 H0[X| e 22 S

TEols 7Hyel g EHE =M

SHl "o £=(Backstage Actions)

=
o A THLX| s AH A HESAS dS

WL g AS UYL= =Y FF 2A0M2
SS2 7Y FZ0 B7|E0: 0] B 2o MQl Zt2to] MH|A HMISAHY

3H
o
A0l et Y0l A= E

Li5 4 SZ2HM(Line of Internal Interactions)

2 H4eHEME AYNHoz DM0H MHEIAE HMIotAL HMEBE=
MH|AE X[Eohk= 2M9 ZA 2ol U= 2A E= EMES
X2 T2 MIA(Support Process)
A ZEMAE 7|EF 2D Q2 MIEEHES S50 et ZEMAE
HY = SHOM DH0A ds52S US| WAL 14O S0 25
SOX7 | St X[ ZEMAMOAS] 22
MEHEQ X|g T2 HAZ 27| Stof

2H8 /2101 /8| 21(Customer Perspective/Lines/Lanes)

R |
\l
.|:4.
E

3 S o OojAe] ORI O|CI0) BS, 712 AAH tfet S5,
N Jhset 7A U 7Y, AR TELSL ZNTY| st HEHES YXotE
9 SR MES0| FIHE]7|E BILH
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MHAZZMA M PHS HE T

BAEE EAE SAE A o0 oY K|, MH|A ALR|Q, 2EHE M AHA ZR2AA

MH|A T2MAES MH|A FALZE

meEdzerEesy O DO HE, MUAI SUHAN MH|A HSA| B, X HE

@ 7tAd =7 &
HISol7| 2ot FYEHL = LhEDf

® ZolE AMH[A Z2MA 229] MH|A EA0| et BE & AlL2]2, 2Y
EX, K@ MHIAS Folotn FARKO| FItettt. Bt 32 228/IT
YEHE M 5 Foet

@ Zt D=M29 SES SHHEE Soff Aot A Z2MAE

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:I
v - -
BACKSTAGE | = | 7 | ?
ACTIONS

SUPPORT
PROCESSES

REGULATIONS
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MHIA HATIOIM ALREIS HE 245

@ SHHE(Arrows) @ HALZIQ dliy @42 M2 7He] A & EHE
LIEHE. T shetie MY, HEY Wets UEUE B 015 st Es

SO U 45 oEMH0| HEHS LIEHHH

@ AMZHTime) : AI7H0] MH|AS O MU AR NZHO| Tt O 4 Al
FAFEIO| EAI=|0{0F Bt

® TH™ £ MM(Regulations or Policy) : T2MAQ 2tz HiHg
KMotz 8™ E= 74H

@ ZHE(Emotions) : 172 O K=t RAGH] X2 AHE FARKO

5. 882X U SE

J=

MH|A FAE2 71”0] MHIAS HEoH| ffet 7= A&t T2 AA0 Cfet
ZEHQI O[S MSTt AHIA FAEZ2 F2 M| 7HX| =0t SHO| ok
SEE ALSE L /UL

HRYEEMO| 7|5 : MH|A T2 HALL T2 NA HA 7He] £

MH|A 2EH 22X HE =F2AMY 7|5 - MH[A YATEZ 2T HMA
AOA AMHIAS EZHE £ oFs THY = A= =412 282 + U
2t MElA UM HMsEe =28 AU €89 HEd s 248 &

4 28 ? HolS ool 28 BEQ 52

TE BZ Y AT MHIA LRN TI5 | £AER MHIA HATS A2
T2 AFSHIA FC 012 ZOHSHE, MAH AHIA DRHA SAsts

MHIA AL 0] THE M2 MH|AS MLgotA & 22 OfL =t Al Hof

U A BAES = 4 U= 7|=1E MSSH.
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Osterwalder, A.(2004), (The
business model ontology a
proposition in a design science
approach)

213
Osterwalder, A., & Pigneur,
Y.(2010), {(Business model

5.2.3 HIZLA P HHA

HZELUA BH HHAE MER HELUA DY LS QI8 ‘HN e
Bl Z3I(Strategic Management Template)'O|Ct. HZ0|Lt AJH|AQ] JIX|
Her el M M S22 AlAH XE 0] MSoto, 7S g2
2HE = A= HMH BEUSS MOtSh. HAUA RH HHA Q)

_Q

H(Alexander Ostersalder)2]

generation: a handbook for tl‘U\}‘ E_E_zm()"kl I‘||O|'E|91E|' EﬁE-I%HE OF@ HlIL'lA E%%
visionaries, game changers, 7HL|:EJ‘§|'6|'J_—’ JE_:?_E.I HErnj_quf %Al'gl% 7|H|_|.2§ =l % E%_l% I-”g-ﬁl.(/a[_r
and challengers) (Vol. 1), John
Wiy & Sons. 2010 S2H3H 7 C01ME LY 22 HEHO| HHO| HIZLA DY HHAS
HetotR, Ol= K@K 2Eo| A2SE 1 QUL
1. 72824
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
7}x] MI2H(Value Propositions)
A ST 0 MOHEWA MEote 7HX| S8 MH|AQ Xgts
olojettt. 7I™0| MSotk= 7EX|7t olfid 124 MIHES| LA0| Fefot=
YHZ IS0 A= JHA, £ of #2 AXOQI JEX[E D OfL 2t CArel,
024 Addut 22 HXOI ZIX7L 2 =k QUL
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MHIA AE B
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O] MHIAE A
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Hee, E7t 7O, M, T
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oM E8FOZ JIXIE
o
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SHeqo| |
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S

Ol 24 J&2 0lxl=
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-

&

t7|(Customer Relationships)

[

]

7
o

H

|20} 2 0tHQI HIZYA RRAS 15517 2

7_|||I'_
Of0|Ct.

124 M|T1HE(Customer Segments)
7

*{=(Channels)

7
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CIXtRl 0|2

of & oHof
A-AY

9

AH|

[e]
e

i L7421

[5)

HI=L

—

-

A
= Li

prl
)

|

g|

71Ol MZ/ME|IAS 2t
A

g

t
4

o

Jlx|E EfHo =z

}

SO|Ht. 7|H0[ BIZHAE MU= S

O7H =
=R

ZF9 #E(Key Activities)
5t

7
=



aiAl XHl(Key Resources)

[=]
ZYAE HEoH ot=Hl 7t East

HES QOIS 942l 57HX|

ZQ X
=
IO Z M9 MARYORZ X9 HEu} UHETIXIZ 7|Y
al

H|2 1 Z(Cost Structure)
Chst HIZUA ZEO| 2YEHE 52 douE

=

Il
N
=
<2
o

_1
O -
HIETZE I HIE S 71 S22 L HE S22 BE

2 4oz2 Lix 3 HIgS

HAslSHE ZHOI  AID)S F1 71 BHS HISH 2 MHS e

A1 RIS 2 AHIAC St 7KR| (] : 22| T SAE)0| SHS S0t

« DY HIZ : F01, YUIZ 5 SHsH 4B0| Of5H HSHX| o4 HIg

© IS HIZ | ABO0ILE AfHIAS MM T2t R

© FEO| ZH| : FE T MME|S AE0| 90| SO0| T2} HS0| ZAT

+ wi9lo] ZH : 2R RIZDH BRI BRO| QU CI2 HIZUAS Sattof
HIg M2

+2|2l(Revenue Streams)

7140 2t 0 JOHENM =22 HEch= LA R, 2} £9/US HEdl=
A2 Ot2HeL ZCt

« XpAHTO S2/A SE0| thet AR OO - D7)

« AHE : EF MH|A(M: UPS 8) AtE5610] HMliot= =

o B AJHIE  SEFT 7|2 SO AL tiEt SHEE F05= HIS(O ¢
NN RN

« 2tO|MA  EoH XIH L AHE0 tiet HIE F+0IA Edots +Y

© B SR T GAR Y ST MHIAN EYSHE 20 - RS S

+42)
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1) LIS 22 2SS YEah MOSICh : AHIAY e 2ok
£ S0P FH ZH 01HS Be
7L OILIT YRS BE 24712 O RE0| MY B4 YA HOI0f ot

FHI7F?

2) 2F Y : 0] HIZUA D A AT0f %—TL%(HIELIﬁQI Mz
RIH2 = AR, BIZLIAO Ciet MRIRHO| Ol AR, HR7H, HIZLA
0f% E1o| 2T, AfHIA RIB B, ALBX} S) $EX| ££5| DI

3) HIXLA DY 7HHA HES FH| @ H2ALY, O[sHBAXL K&, ALSXt
o

I 0 K=, Z2EEY SS 20] &8l ==t

£HAE 7jo|

1) 70 22S MSCF: T2 MHIATKIC! 7S ALRSI0] 490| 220l
JHR| RIQH DASE(R MIME, R, D2 BA)D 7luk LAY
Z2HA, Y R, Y TEL)ES M

THE BUSINESS MODEL CANVAS
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MHIA RIZX HSA

00

MHIAS] o2t ALSHO| Ch3t OfHLt 0% 27h5E S
AlZtstel O|0|X| RtZLE 2MTORE 02{20] QT A
(@]

AN
MH|AS H7t E= o] /et 710|E MES SX2 2 oF| E0| A2
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FMOIM Of 2ME Sall AHIAGXRIC] 7|2 HEISE Olafot=S Eoke=C.

AH|A 29

RIOHE AHIAS AZHOR BASH: RHOE, 27| EE SEFUN 4E
AFRISO| BEE HB0ILE AHIASO| CSXIBA HBXHQI T2 EEIIX]
A% WHES 2 BISOEI
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Q40 AN JIHS AT M MHIA 7| MHlA ZEO| ARIKO
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MH|A S/ O

MH|A SHE MH|A2E DZH0] HEA S2XZ8H0F 5H=X[0f CHol Ofsot=S
5t H2Z 7IE, W A0IE, 232 & NIE

O[0IX| S& 20 S22M Z2HE AKNST 202l A

=27t 7+SotH.
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MH|A AlLL2|2
AUe|eE tgez HSHM AESZ, MHIA MBS S5 &
Flet YEOICE HAIE 2tZ0A M= AHAY 0= 240|0

S2 mEGI0] 50 522 ORI MHIA AlLt2|Q
A

Q=
= U| HE0| MHIA ZALRIS| HE5 of
21 Zt

EcE k=0l & Of AfH|A01| CHEF
xZ A Jto|EERIeZ HWItet HE, O[HUAXE 7He A8S| sHO=Z
ZE L AMHIA AL 20= A& AESEE Ul SHIM, JHE FAIA,
022 Y, MHIA 14 O K|, 2HI= QHIES| SO0| ZetECt

MH|A E{X|ZQIE HEZA

HH|A EIREOIE HESYAL M AL 70| 12 0 Xz SYSS

o o=
ST YHOR, TO0| SH MBI ML, NARZI| 4SEZ0 25t
242t0| AfHIA THHES D20 73 O 202 HGHE AIZY ZYYICS

MHIA 2EH
AH|A Z2EWS A0 st Z2MAQ ZAWZE0[0 MHA SRMO| i

| Fato] YN BRAA0 et 49| 47 EfRi0IS AZHOR

[u]

2

nx
B 02 oH
|'0|I 4o

[T AHIA 2EWO| SEE X I Y2 A d
FAB10| T HES At ZOICh 121D HIXUA NIHE 2451 2o
BIS 4 9l TN MBS SF MHIA T4 248 Y W 353 G
TS 2T T3 o HiEL S0 TRSH A7 S-S AAlS AT

Time Frame

Connected layers when Past Current Future Vision

why

Market and customer
(market, customer,competitor,
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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MHIA 2EUR MO = A, HE, MH|
Al getd, 22d Jhsgol et E
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MH|A 12
MHE|AT|IAFRINIM | 7112 X9 HRIQt T2 MAO] H2|S HAE + U=
= OtH2h ME W 2t oMo AZE0 JHY L= ot=H0f 7
SO gl A=9 4 HES flot #He| A 52 HEMNE =+
W0| L= X2, IH0| = S1otl 7ol HANAMS S&H2 R
D2 EEOIn Ofs 2|31 F9i2 M2 2 R71Me= SN .
OteHel IHEH2 UHA XHHOAM HIZUA HEOZ THASHA 7312 A YO

HatE O 7t= s 20 £

ol

MVP

Pilot

Prototype

Proof of
concept

c NG AARO RO HY  M2R MH|ALL HIZS AN U2t ot AJAH
ol AT SOF7HA SFC.
© X HESL S MEACAR Z2HE IHF0A 2SR HRAE

HEUSE ME2 Z2MALL MHIAS #8617 | ?fol H=H2 2 F0IaH0F BT,

« HZUA SHO YF : MHAL HZO| 40 HSs 2= AHEHC
HIZLAQ| Ol7 HES ?loi 140 HIAI=0{0F St

< 7|E MEA0 B5 0 MHIA B2 HE2 JIEQ T AlAH”, 2t BH
DHAAT, 7IsH MEH HERT 2 WEHAHO| XNIAAFA ZEE0{0F BHCt,
+ 71ZF KPI B30 8T : ME2R HEUA 2 =52 7|& KPI
D Y0 ST 0{O0F BiCt.
* “Business As Usual” : 0242 O 0|4 HIEF AH|AZ2}1T QIX|SHH OF Z|TH,
L
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2l ZHHA LEAN CANVAS

Why Lean Canvas vs Business
Model Canvas?, ASH MAURYA,
2021108 7|&
(https://blog.leanstack.
com/why~-lean-canvas-vs—

business—model-canvas/)
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g MHAE O+ 22|0H(Ash Maurya)Zt HIZLA R HHAS 225}0]
E o Yol HIZHA A" JISSICE, AYE HEA HSotil 0[S
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HIXL|A 29 A SR

* A 2 71E MH[A L] JHM0 ZE + ARIER, At AMH0l &8
. * {82 7tXIE &kl 0EAH D240 A| + O LIRS mOtstal 7HE S MY, AES
o TEot=7H0f et A2 2 HZE0|LE MH[A 2 HEots HE O Z W2 AFY NS
SielS molsty| 80lgt Al22|0|8517| 0lgt
» Customer-Problem-Solution(Z4—2X|-
« HESHY AMAA SN SHE & afd) AN SHES =
SH QA | - ™A HEUAL DM MIHE L 2 1124 + AEFEY2 OFE] MIE & AMH|ATE L2 X[ ALY
AN ERE = EIAEEX| 27| 20| D240| F2K| &L 4
Qoo 2 N NIHEN IH SHE FX %S
o S Kp I Y EEE SO Ol M= « ZH, MotE £F4, ERME -5 /gt
HIZLA 9] SEZ Al2f3t A, 2 HE E oyE= +U-S A
O
e * X HEHE RXIoH| Hlof 2 2 AA * HIQtEl Dot 7EX|7 B0 A=XI0f CHE
ZHOIM 7Ex| Heto 582 = Botet o LI2 7|HIntES 2o &8
+ Abdofl TSt Olal, Helds £, EE * ZHESE 2H S XAQ M2 WAooz
383 AENOI 2ME L otE TPV HALR IS 5 UEE &
28 * O[SHRAIR S| HYRIAEY I 50|Lt » A2 EO|L 121 TR0 7 1 WHE AE0]
HE712 HAOM S5 A8 E Hestm 88

[ H|ZELA RH ZHHA (Business Model Canvas)2t 21 ZHHA(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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O+ 22/0t(Ash Maurya)= & HHAOM 12 HIHEC} Oj2H7} Ofd
M D40 Mot 2HM7t 7ty S5k, 0] F 774 LHHA| THH A9

=55 PO WZCE JefM ArSAF RSOl E2 M HIALA BH
HHAS] 7 E5 F0IM 4712 EE2 X7| AREY0 O RS go=
HZoIAL.
Part Activitk Value Propositions Cus r Relagi ips Customer Segments
3 s 2 0% 7EX] HIQ 2R I MHIHE
Problem Solution Unfair Advantage
=H oAt 44 24
es S Channels
SN W
Key Metrics
3 X|E
Cost Structure Revenue Streams
Hg X 202

216

Ash Maurya(2014),
EQengineered, (https://www.
eqengineered.com/insights/
why-use-lean-vs-business—
model-canvas)
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217 844 THEL{ — 2F|(Problem)
Why Lean Canvas vs Business AL F]010] AS EIAES oro 0L MHIA Nl RSole 3
Model Canvas?, ASH MAURYA, MM 7199 ZR, HAESHK 22 MF0|LE MH[AO o) MS0= &t

2021108 7|&
(https://blog.leanstack.

=

AE!
[EL7L SRR @2 4 U, HIg TEL S A0l HZIX YL
P

omfunrleancneses MEfO|D2 QB(3 BAY XE A0l AEGHS 0| O F28 4 ULt S

business—-model-canvas/)
O4710] O] ol ZotX| et =H|Of CHol Mztstl LHo EHA iyl ZXHZ

218 _ - -

BUSINESS PLAN, LEANSTACK
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FH 28(Kano Model)’”"?****°

22 Fhe 2H(Kano Model)2 1980LILH0) 7t =2/0F7| mA7} A%43H HiZ
What is the Kano Model?
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ki del. - - _ _

romedeieen) QA0 3 AHIXZL 7|HHEHE 22 £, 2530/ats MY A
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The Kano Model — A tool to

prioritize the users’ wants and Az }575!6}0:] {é._*%"éfﬂ %{E Eﬂl%!%ﬂ(framework)olllt. JE O'IEE' X'"%ﬂ
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Fumio Takahashi; Shinichi

Teuj(April 1984), ¢Attractive EMO| AFRXIO|A Q51 LAHKI=X| QMEQE Hat & Q1 =X 4
quality and must-be quality), ® =

Journal of the Japanese Society M
for Quality, pp. 39-48.
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M E24 Q4
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[ 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
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Line of Visibility
7tAM(Line of Visibility)2 & 4= = ZE HE9 AAHRE

QlOj2 M, MH|A CIXRINM= A A

AAME 2|O|stCt,

A AEHG. Lyun Shostack)2 7HAMES 7|22 2 11ZH0]

Aelote BE AL U= 200l MEFHA(Front Stage

On Stage), 12|11 XS 7tsotA o F= 2 ZE A

F%Z PRl SEIAH(Back Stage)0|2til HOI3HLCY.

28 2M

Emotional Curve

2 ZM(Emotional Curve)2 12 4 X|=(Journey

Map)S &880, 10| MHIAS A3t &740 =721

- y
Y2 4EE AZetet S4S o0t

NYSEEY @l Aol A2 AULS YW &4
245 0 oLt J2HES Lo &, F FA
AEALeL 9 AX|Ql BH0] M2 FitE 42AE0
Z=0|ct.
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FIOE 0o - s NN FF0lzt= A0

SEHOIX| § ALHO = 00|12 Tk
3)EEel #al: F0| Has| WA, B, 022 00 X|=
0] ot =t ZAG0| M= ettt

el X
UX: User Experience Design
= AtSXHZRCIXRl, UXCIXQ

A XRI(UX: User Experience Design)2 AHEAt HIE
2 AARS ALESHE 2HE0IM = 48 Hbte OXRIshH=

[S)ad rum oo =2

ZOO[Ct 0| A[ARE2 T2 QAUHEO|A, MSHAH,
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Customer Journey Map

= I OF ¥, MHIA-ZHOIPXIE

MHIA-ZS " X=Journey Map)= AF2A7F MHAZS
=R rL M FES AZBSHE YYHOR 1% Y X
Fe= 04 0d YWoRE: 20 48 OHES MEXTt
MH|AS2H HSEESH= MH|A FE(Touch Point)& HIHLE
TgEH=0, MElALL Mg Pti=E =7 §EHMEH
MH|ATE 2z EE =K JAH 292 ARIOIL 28

SQOE AZE}SIT} 0|5 Sl AFSAF THOM AMH|A B0
gets F= QUUES THHCE malst o~ o], 7tAl Y
2 H|7EA] QA MH|A HEE UHGI0] TAStet o~ QL
TIZH

Customer

SE0|Lt MH|AE FOi5HALE 0|85t &EHE 2|0|oHK| T,
H2 Qi2= ZYHE, Ty, 7Y, U™ S 71gY

J1R|E ‘dLoALE MESote 25

a1 XFXF

oo

Co-—creation

SS &% (Co-creation)2 7|1t 10| UG SHAS
O|R2= YHOICL 7|E0= OARl 2HE0| EH0{okX| LUH
CixtolH, AR, 12 5 ChFs O|o 2 A XHS0| &7
s&Mo g HOst= YL AR [YHD J|&E
CIXRl = ACE MBS E £ M(Solution) S A0 st
QIALO|E(Insight)2t 9|4 S &M CiXtelsty, EME
SH&3at7| fIch OFO|C|0E =&AL 7|3|E Yre = JUESE
S SSERE Solf AH|A BHH|2f F=H| Ho|, M 7ts6t
ZHE 010|T]0f, Z2ME =HO| XMEldt ZHE, MH|A S5
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CIAtRl 27| FA29| S AlZ|0f et 81X B3 =X=2
T(67H2 AQ)0) CIXO|HS] #2IE EH(RITE

A O|ER-CIXOLE B H36Z/A AM(HAR,
Nhg BYHEE B2 BE)HF Ao SHYY
il w IE240) c|xrw°+ T BHS T



Ral
o
>~
)
ol
ol T
2
o2t
Ll
>
10

=]
e 24

Task Analysis

U BME2 AR 7|1ES MHIAS M8 I, {H IHAS
O{EH liot=X] M5 &Aot Olsish= AR |20|C
g EAM(Task Analysis)2 AHEXIZE MH| A0 OfEH
FZotH, MHIAS oSt HAO = 0|E3t=A| ALY
HEHE EEHSIH 2M5H=E YHoZ ALBAUL +¥st=
AAHRIS| IS B Aoh= AS Hefettt

FEY QIE

U ZAE flet HE WY S otz Aol X|Zst Al=Ee
MM 220U =ME Half Al=ol mat AFS TlAZ =
HHOICH FEE M=z Hlue £ U1, B2 AlZH WO 22
YHE A2 = AN, HY A0 gz WEOIL HEH
HE2 ¢S =+ giCt

HF7HE

HEHE2 0|l #EHE SollM 7|20t A2 7|1ES
74&0|ct

7|15

Signifier

T E2t **|E7f gogt rigez 7|59 2 HAHE
GUSICH AdEZE 7|§(S|gh)E J|E(Signifier)2t
7|—|(S|gmf|ed)°| I 2AR LIEQIEH 7B
=28 HAol0, 7|2z 7|57t HHste HAH

O CHOll THo 217t #10 U= HEHYE Lotrt
H0|ct.

= 7|59

I'_

7|59
HISIS A|EShE DIt S Y02, Io| 2RE NS S
UZAE ST (Pain Point)0] 7|3IHS0| & 4 ULt
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Nudge

HXI(Nudge)= MEIHEE ML S7I19Y QAE 37
HZSHK| HoHM 0F Tttt ez Hath|7|= HEHS
L

CHATEAI2] "2’ (5 Whys)

= The Five Whys

CHE H79] 'A'= 222 EejLis 49 22Xl /ol
715 Hol7| 2l ArZA H™E 018a =2 H7[ok=
A0|Ct YHtMo =z EH EHE OS #0| A7ot7| ol
ALEStCE EHEste MRS Z2A0 Az Ot £
UCE ZH HAQ HZ0 455 A HalloF st AES
CHA A= HISHet A2 2219 20 4 BIO{LEX] 210
HEYS |AIGHHME 2P LEILA & 2=X20 2-E0)
Oiet SES 7| floiAMO|LCt.

Cheim A&
Pluralistic Walkthrough = CHe X g3 M2

CHAX A|Z - (Pluralistic Walkthrough)2 AF2A HMZ7H0|
OISt AFE AT ZAt e =, AZEY ) Ex= # AO|EQ)
MEXNEY ZHE MEs= O AHEEE dA SR =&
Z0| T2 EEQI(Paper Prototype)S AR50 AE0|
ZItet ArEAL 281 AHEH ZaIAILE RIS 7HE WPJ oHs
50 A|ARIS AR 0]l Ciet EC|E Sh= HRO|C,
CHE7He

a2 APt 26t o2 M22 0|20]Ct

CiS Clojoj2E 2

Double Diamond

& Co|0t2E Z2H(Double Diamond)2 E=
Ci Xt el 5|(Design CounC|I)7 OXQ Z2MAS
Fetotd o|sHsty| s Felgt S E0|C =it
+EUS PSS ZEMAR OIC>H Jejmol Heko| = 719
CHO[OF=EXME HOICt shA 'HE CHO[0t=E 2t 22|,
2745t |(Discover), Hol6t7|(Define), 75 |(Develop),
TS |(Deliver)Q| 47| 2t g HZICH

0| 2tyE U5 X0|1 HIMAXO|EZ XM E ToHCHH



O] SALE X HA= SO07F HARIS X|&-LHAFA0F BHL.

B |(Discover): HAT BIME|, HEZAL, A5 QiR
Sg S 290| SHQIXE BB @I*9|a7|<Deﬂne): apz
72 2HE0| 2Msts MEI2 H&(Touch Poin)S 20t Rapport
A HISIMS CE5 5 A
o TP E“U Bt (Rapport)s ZALKS QIERUAR 2o
ABX 272 JI¥oR ofolol(idea) Y 2 TR

JRURBAE 2|0|ot= d=2lsf 00|

of

ME(Design Concept)E EESIH D2 EER)S DHELL

=

@MY |(Deliver): MHIA T2 EEQS AL X0 A|

ot olAg Hiot +Hot= utEE BHEote HoF ZutE 21

S MBI Log
2(Log)E BEII=(T)0AN LHE= ZE (A OHE

_ HHE A|ZH| [ = 7|2 G|0|E{E 9lOo|stC]

A3 21N O i i OO

Desktop Research = ASAE WSEE === S /ISR E=SIE
o Al2Xel $S IE S8 248 4 U

HA3 2[MAl(Desktop Research)e B ZALE H7(0]

N B 2HS FFII U P S2 EAN BEE

i e L e e

MEHEAS, AY YHBY HSNORLE HATMKIS

o3t Rt24Z WHe DCos S8 A24yy sneg  2EYU(Roadmap)2 ZRHMES L24M MY SS
£5t AF2AF0| QICH MHAO| LHE MsH(EXRl 3o mx  AlE22 BiX|SHH AjZfatotl O AN SN SRotes
MHIA AAENO 0127|7HK] ZEQIE olshS Htgo= oy FE0IM:

T MHIATH S0 Qs WY HES LofSie S

SHR S0 F2 SHEM, vocA, T EUC 2N, 2 HZ

AMALLE SEALE| HIX|OtZA S0| QICt Lean Approach

F2(Lean Approach)2 MEZMY A0 &ANE HCH=
=7| I|EEIA 240 HEots Z2MAZ F2ots HHO|C

gl
5
Motivation Matrix bS]
3k
k=3

SEH 2o UST|EE 7S Z2EES
=7| lHEZA(Motivation Matrix)= AJAE A9 ASXIS S0l 149 2SE 22d AMOES &Eotil
ZIZLO|H| A|AEIS| QBT EEE £7|= 20{sts HiAlO 2 SX0 2 I M0 BtHotE 1Y S BHEEITE
DFSOJEIC

QICHLE
CIXoIzl Mandal-Art
Design Thinking Cf2tE(Mandal-Art)= 3x3 HEZAE AtEoH0] 217t9]
OXroIMZ(Design Thinking)2 CIXtO|H7} Mziste  FHEES SHetots 2 8td r0| OOy e 71y
WwAoZ 2HE HoMoz sjEste ok,  AROIL:
ABHEE 48H(D.School)0fl M2 XYL
BZ5t7I(Empathize)- 2 &ol(Define)-0toIciof  DHOFO)|
Z7|(Ideate)-E 2 EEFU(Prototype)-H7t5H7|(Test) What if

CHA B2 02 0{ZICt,
ALEXS| HES HIEO R D59 M2t
ZICHSt 22 AI26iAM HE 252 siEe
TH|ESE CHS, AFRXI] oS E1 CHA| B%E &
WIS ol 2K oz Lo Masit

2tofol(What if)= MHIACXOIL{E0] D2 AH|A
AU2RE tot=S Ef%?_* =ZME HM7lot= Ld

71Z2] OLOIHHE FIOHFN d&ES Solf SHLXQ o2t
2= 00|G|0[H HEEO|L
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Contextual Inquiry

H2t™ R AH(Contextual Inquiry)e AFEX 4
ClXt2l(User Centered Design)Q MM ZAt HIHZOZ
[ ZZHoAM ALEAS WSS HES, MEE
CIHRE SR A0 CHE AMHE UWHNOR
Oldffot= WUHES Soll AL QF AYE ItYst=
HHE0|CH
MAXMO = O|SHStChe A2 MBS WSS SotEA
olch & sty melsot= AN oA w7t A,
O{CIA, 2AS, O{E, 4’9 &M= IMefatct. ojm 7+&
Q5 222 "=t oA, OCIM, RAS, HEA'E Sal

H=EZ2|

Menu Tree

H& Egle MH[AL ot 714 HAE flof MRS AS
TAMOI UAE D2 BHSH ZAMO0|CE

mErme
Mental Model

2 (Mental Model)2 AISXI7F S&5g ZMotaxt
%* [[H ojmst Ao = ME A0t o &5t= 21ZHe

2019 HZ&l(Moore’'s Law)2 QIE|Yl X9 3Al It
SILIZ 00| 279 U7t 2474&0tCt 282 S0{HCH=

B12/0[Ct.

=Sy ozd"

Cultural Probe

ultural Probe)= AFAF ZHEO| CHEH
7] 7| 5t 24 7|H QIAFO|E(Insight)
ggom o= C;EOH%Q (Royal College of Art)2 &
Lot OEH DzHat R27|E i

MNEA BHE SOIH BE flet
SEet AlZtE MEotd Al s = A=E HE
HESI

=0 5AH
Physical Evidence

=]

E2|X 57{(Physical Evidence)= AH|AT} KIS &= CHESH

HE 0N MHAS H0[L A5 S X Eote ZE
RN QAE ofO|stet. MAH Heh B244+0{, YHO|X],
YA, AIR8E SO| T L M2 0| Salf +of ™
MH|AQ| 7IX|E FMotd, AH| 7|Zt0|LtE AH| S 2| AH|A0|
oot 2HES HILetot

>aie| w3

Miller’s Law

29| HE|(Miller's Law)2 AHZO| 8t HOj| 7[24g £ Q=

90| 774 T2t HAloICt,

[E= |

HIC|AEY

Bodystorming

HIC|AEY(Bodystorming)2 ¢=2 7|82 €235t0
AEAS e Z2EE0|Lote MY EYQIAEY
YHOITL JHO WHRASS BN 5 MAN 502
dASdiE= HES A

=HH

Pain Point
EMX(Pain Point)0|2t
AH|Xfo| 20t

AHAHES %éEIII e 24,

=T A= X

Ba|212f0]El

Brainwriting

2g2lzto|8l(Brainwriting)2 &S0 HQIAEQ0[2t

=2, 22 EHEP H= OLO|C|0f &bk HrHO|C,

LA A=HQ AMFHS HAHE
=]

AIHE0| BOE 4 U= 010]

BHYQAAEY
Brainstorming
HYAAEU(Brainstorming) otLES ZFH|Of| CHoH
I S0] A7 2AS HMAlStHAM OO|CI0E 2HEN
U= EZ A9 0t0|C|of 71 7|0 19410 M3

A
= g4 |Ct.
A0E VM= MY et Ee2f A0l LYYEOIL

MNRER2 =71 H0IA BT SH0] Z|tHet B2 oto|H oS
E=E5h= 0| SH0|H, CHE AFZ0] H O 40] Atlo] oS
HEC olidE HS HAZ|IE MO Sy HES 7| +
AL



HIZL|A D5 FHEHA
Business Model Canvas
HXL|A B HHA(Business Model Canvas)=
MH[ALCIXFQIO| HIZLIA 2 7120 HO| 2825 = BH0|Ch
LA QAEZH(Alexander Osterwalder)7t JHE St

HIZUA D9 HBAL CHST} 22 7)ol 242 THEC,

A2Xt M| ZHE (Customer Segments)
7Ix| ®M|2H(Value Propositions)

. M<(Channels)

. AF2X} 24| (Customer Relationships)
42| 2(Revenue Streams)

siAl X+ (Key Resources)

SiAl 2= (Key Activities)

siAl MHE L &(Key Partnerships)

H|€ F=(Cost Structure)

© 0N o E LN -

H =LA 2E

Business Model

HZUA 29(Business Model)2 X|& 756 H|RLIA

HE fEStE A2E MHA EH0] 7IX|E 226D
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BELAA0M HZHA 2EZ

A2 Bt

UT: Usability Test

= AHEYHAE

A2 M™IH(UT: Usability Test)= A

Usability Test 2= S2ICH AF2XO| ZHEIA HZE, MH|A,
ANARE ALEohE QIEIHO|AE AR ALEHS S4o|

O
flofl B7toh= €S0IH

A2 HAE, UT,

ALEXt QIE{HO]A

Ul: User Interface

AFEX} QIE{HO|A(Ul: User Interface)= AFH(AFZAL D}
A2 E= AAE EF| 7|A, ZEH T2 ALO|OA

QIE{2 M(Interaction)& %
OW7HME S=stCh ALXF QI HO|A(Human Computer
Interface)0ll= T2 0| ALEXOIA 20 = J2HT
SHH-ZA- A2 FEF AMSAPE Z20#ME KA ¢fet
OfRAL 7|2 E S0 U

UTE BIE 2%, Ty

ALEX} E7t
User Test
= AMEX S, AL EX HAE

INEEXN, IH7}(User Test)E

T HAERTE Na B, OlElR, 718 £
urHo| 2 HBE|D, MR BHES HAGHT HOHE At
XK

ZEEO)| A{ RIBEHOF B
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ALEX}

User
OlLt MHIAE ‘AL8'5t=

olojgtr}. YEtMOo 2 A EXR= ME0[|LE MH[AE 04

HEE ALSot= 1, A8 29 LA et d8s
off = AFOIAT, 7Ot HE S LR JdF0ILt ME[AS] HR
TLOHAIRE AFEARZE THE 4 U

RFI:Request For Information

AW"'QM(RFI)% UERTL HAQHHRFPIE X417
s

4SEE HOIS

Interaction Table

AMSE2 H0|E(Interaction Table)2 AJH|AAAE A0A
LMot= H4SEES Aot LXAI7|7] flst S0|C.
MEY

Shadowing
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MEHéIXf% Mttt 259 ds,

MEE

SERVQUAL
MEZ(SERVQUAL)2 MHIA SHS ZFo| flgt 38 &
tLEOICE AHIAS] 2HS HISY, &Y, 7YY, 344,

9
MEE 52 X2 FIte,
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System Map

=\ ARy

MH|A TR SEE(System Map)= TA| AJH|A AJARI0A]
ZEX|7F OfEA Wete D SH7t=X] B0 S22 FOHX
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MH|A B2

Desktop Walkthrough

=HATE YIM2

MHIA 2&(Desktop Walkthrough)2 % IS
28N MHA S MY o M MG MH[A
AEe 4y W H4mEEs SEolnh g(LEGO)LE
Z0| QY SO Hadt T4 HYCZ T2 EEQS UED
HEALE ENE ME JHHE NSEES AIS20|N85 =
2 Lk

MH|A BN
Service Manual
=MH[A Dfse

MH|A HHA(Service Manual)= AMH|A 5012t D &
S2|s0, T2HEQ| HLL A&l MH|A0 CHo =M=
EMNEN MM Z2HE XM} JiEE 0F0[C|oje UM
HAES H¥ot7| st Aolct. 2 2L M7 HEEE

= =20
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DEHES 23 I S6| Q83 7} EI0, B THYSO)
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Service Storyboard

=AEZHE

MH|A AEZ2|HE(Service Storyboard)2t MEH S04
HOMH| AT ARHE OEA 2E8EX|0 st 7|tHE 0[0f7]
YHZ A== AO0ICE StHES A HAMLME 20|ct=
D =ME MO AER|HEE 40[ZHAS 7 |BIC 2 HHEIC
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Service Scenario
= ALEXLAILE| 2, B AlLtE|R

MHIA AL2|2(Scenario)e 71O 2 IHE Xl AE2(0|H,
MHIA H39 EF EHE A1|—‘?'—J51 2 ENE £ U
SEOIC AUE|RE EH7H =, AEZ|HE H|R 59=2
H3C =0, A7 H2ES HIEC=Z x°|01| Ag £ U=
I8 S5t s UER lﬂléiLt(Persona) 71HE F=AA
THEQI JHHEL} Ho2 ALZ|RE YUMAZ 2 ULt
£ o2 HHHE Solfl MH|A - FEe st HEsS
AlLI2[ Q0N BESIoHL, MH|AS] EA, ALE Y, AMH|AL}
ALS XL QIE{ M, MH[A AL TUtOl TSt M&s
SAFSHTE

MHHIA Al

Service Staging

MH|A A% (Service Staging)2 48 & ALtz

)
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fo 0%
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MH[A A
Touch Point
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4N LA &= ‘:‘EIE.‘&' A,

AFUAOIME 59| ZE WS Ystht

EIXIZQIE, 12 HA, g, MHA 0|2t : S2|0],
ALEXI2L O[SHEAXL 7+ Chst RO MEHE Folotl,
Al Zt3}510] MH|A 28-S 186k OiR|0|Ch

MHIA AL

Service Blueprint

=MH|A SROZUE

MH|A HALEI(Service Blueprint)2 AMRX} 04X, MH|A
A, UGG HXIEZ MH|A MYWH Mutg AlZtstst
MH|A 9| OFAE|Z U(Master Plan)O|Ct. O]t AtX} OHS
MHIAE Z&lote A L EXES 20[6HH, MH[A HHES
MHIAS ZAelcle MEs 2 HEE Y I HXE2
7tAN O] O[HHAXE 2 ESES RSt
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HCD : Human Centered Design
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Platform as a Service
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Software as a Service
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