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1. AH]A2Y &2 (Service Design)

A B AT 2RI (Service Design)2 HAEH o2 Y, upAE Bofo|A AH|AE

, "AAI5l= S5 (activity of designing service) 2.2 2|1 om, 1980 o]
T M A A" oM BA¥skE Blaed T @ FES JiAsk] fie et
o5 FEH] A2t Shostack(1982)2 Folgh AH|A Ate|7F FH 9loHA

AR AAsHH, MHla e RS Aldeistal @l = e AH| AR

(Service Blueprinting)& A|Qts T4,
1990U ] ©]& AH|ALCA}QIL Thes

14 ARCOL FAel F FelHeln A7t FHH W

ot
r |
s
)
o
rH
flo
oo,
2 9,
>
oo
D)
o,
ool
(@)
)
=

FRA 2pYoAs 19919 =2 A=A Yx}elstn (Koln International School

of Design, KISD)®] Michael Erlhoff(1991) w47} A2 7HE-& AHT 0|50,

o

A AOAS AR FA O ol Auls P AEAES Rt A

20009 o] So] XA Engine, Livework, IDEOSt 72 AH]ATIARQ] H&
AdRES] BES AR AuAOAS U A 3

AR olet FAlol F=re] YAFRIFREE(Design Counci)2 AH|AT RIS

4) G. Lynn Shostack, “How to Design a Service,” European Journal of Marketing 16,
no. 1 (1982): 49-63, https://doi.org/10.1108/EUMO000000004799

5) Stefan Moritz, Service Design: Practical Access to an Evolving Field (Koln: Koéln
International School of Design, 2005), 40.

6) SRS |, "AH|A-FACIZQ O|2M, (dY: st=CARIRIS S, 2022), 59.

7) Daniela Sangiorgi and Alison Prendiville, Designing for Service: Key Issues and New
Directions (London: Bloomsbury Visual Arts, 2017), 26.
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Aol A 2" ATl AH AF
o] BEAUI WA B4 Jolow AEL 550 YA Holth ol shit

[

oA 2004 AHE AH]ATARIYIE ] A (Service Design Network, SDN)
+ ABlAYRRIe] gyt HHES SAHcr FH-sMtshs Y EAE
7155k SDN2 A AlA Au|Aztely AR2y, A2h, w5713 d4st
192 HEYA=EA, s d7, =4 oL 73], v 2208 29
= ool AHAHAS ShHe] HE Zopo|rt ohE dHor A|kslsh=
Fast dg FPstant. ot G4t HEo], Stickdorn Schneider(2012)
Ol This is Service Design Thinking®-2 AH|ATZpR1e] 4] 7id, Z2A|A |
HEd =45 AAAc R At A=A, AFatet A2t ReoAl 2E4 ZF
VAR Auigstedet. 53], o] A= AEAHARIE HE 71 Jgol of
d shtel S AfaLA Aol A me|d o AAE
THE Aee A% 7Ies F45ke dl Fas 9= sk

g AAMNAE ABIAHARRIS shte] 1A4H dor FAsH|Eihe oY
Aqzel ARze] HOE T A7) stk gtk Stickdorn(2012)9] A A oA 47
H AEAYRR] Go)E HFESH9, Fa 71, 71, sHAllA AATE AHAH

Aple] Holg Fustel T2 AAHALE.

rr
T

o
tu
>
9
—loll
El
Ho
re
4
ofd

8) Marc Stickdorn and Jakob Schneider, 7his Is Service Design Thinking (Amsterdam:
BIS Publishers, 2012).
9) OI23 AEZZ2 OfRIX £#£L0|H 2|, PMH|AL|ZIRIW A This Is Service Design Thinkings,
Oled-dolx &4 (M= etz A 2012), 38-41.
10) SIS, TMH|A-ZJC|AQ! O|2A,, 83.
11) “Service Design,” Wikipedia, The Free Encyclopedia, accessed September 8, 2025,
https://en.wikipedia.org/wiki/Service_design
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[H 2] MH|AE|REQ! Hof

Ab MH|ACIXIRI2 MH|A HIZXIRE ALEX} AtO|S] QIE{2HMTt Mu|Ao| AS
x | FPHmCion =0|7| Qle Attt elZel HRLFHo|M, MHIAS dste S2|H
= QAE LtPstn AHEste s
N MH|AS Mot TEsHe apy Hetol| CIXIQl 28 ME36t0] AFEXtO|
erabRelzisd M2tat HES HOIAZ| D FHS TSI St 2O0F2A ALEAL A9
(2012) 2|MXPF ZEtE 22 CIXPl ol XM= 3 MH[AE HSSIAHLE
| AMH|A QES JfHstoZN M2 T?PMI HEStE 212 Uit
J
o MH|AC|XIQI2 CIXIO|L{2t DRt BH2to| naHap HE RE AMH|A
OIE{HM CIXFOI XHTH2) HEsAt BEE s X|% 2 iﬁJ &2 40t EIEEI AHs HESHE
(Interaction Design apgolct CIXIO|LE AMHIAS o2 Moo= Lied, %‘?Ixh PN
Foundation, IDF, 2016) | ZIEt Q48 J|H#CE BE Ar%xrel 2N Q70| S MEXHCE
IHE SEME HETiCh
MH|AC|XIQIO[ZE D2H0| MH|AE Sl s == ZE §-FHo
N QAL AME, 5, 24, 32 HRLZOMWM, 4 &) Y ZE
o= BR2(T2MA, AAR, QIE2M, 22 EW S)of Chsh D28 FHo|
MH|AC|RIRIFH || H2EXOI(Contextual) Z|MX| WHES EE6t0 O[SHRAX; 2Hof HIHE
(2011) QIE TASID O|HS Ao|™o| 1 CFSHN|AM-&i2dxQl C|X[Ql HitHS Es|
*E'IﬂﬁHEmbodiment)c’*oiw 024 5l MH|A HEZXf|H 225 8%0|H
OOl MH|A FHS oA %*ﬂ 3 2O olO|3ict.
SsH ol M ME|ACIRIRI2 B2 DHJHHIS AL8SHE FYo| £HS & MER
CIRioIoi A 2ofo|ct. E3| A0iY, 28Y, 244, 2ARY 52 MHALXRICZ
The C N AL BES Y ¢ U 20FO|CE MH|AL|XIRIS UHIHo=z
(Tne Coperhagen | sjgxjolp) SH5j2l MHIAS NHBSH| 98t AlAGD T2HAS
g | Institute of Interaction | pizjorsicy, wet ol Cixtelnt Y, 3% Botol CiyS WS xer
| Design, CIID, 2008) stx|x =ofo|ct,
MH|ACIXIRI2 Do HE R8st0 OIZEQI MH|IAS X|Fstn
AHTH B2|X ZZX0| T28H0|T ZTIHOZ MH|AE HZE & YT2 J|EQ| MHAEZ
(Stefan Moritz, 2005) IHMBIAHLE MH|AS &4lsHe ZOICE MHIAL|XIRIS MZ22 3tHE 53t
£ofolct.
I=OxRIPIRE MH|AC|XIQIS MHIAE 98317 ZEHMO|H ZUX0|D Djxoz
(Design Council, 2010) Q== Yol
HZJ|E Oi MH|ACIXIQI2 MH|A QIETHO|AZF 1120 Aol|ME HelstD
o HHE0|=2, 32X YYoME 2HH0|D T28X0|H AjEste +
(Birgit Mager, 2009) JIEE 3= 22 2Hz i}
AN el = A= T [ .

12) Interaction Design Foundation (IxDF), “What Is Service Design?,” Interaction Design
Foundation, accessed September 8, 2025,
https://www.interaction-design.org/literature/topics/service-design
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e M

MHIACIXIQIZ 2ESH MHIAS JHYstn MFste ol =2 37| fIet
Engine Service Design | &OfO|Ct MH|AC|XIQI Z2MEE= MH|AS MEots AZS 2
(2010) UHSHHM 2, QAAT, ME 5o A8Yut MEL, B4, RE8ds
NSt

Frontier Service Design | AJH|ALC|XIRI2 J|H0] 2ol @15 F3HH0|1n 20| A OfsHst?| et

(2010) SHE weolct,
MH|AC|X[OIS ZIQIE0| HAE MA|X|0f] HHS XjAto| MH|AZ x|ZEt
Continuum (2010) HelACile HelSol A0 2ste Ol AHlAE HBY
4 QEE UT HAW £7, TRAAS Jfgets Yojct,
MHIACIRIRIS AB|2 JHL2 93t CIRtel Tz A A9t ojfo|ct,
Livework (2010) MHEIACITIRIS 7|ZO| MHIAS JAst MEH SAleh| st

YEHO|H HEHY YYolCk.

2 7HH0| 22 AHUE Ofs & HOEO0| LIZtS| US [ MH|ALIARI2
G20l A HA HO|E thdl & M HIE22 S0Pt A==
2ol

31 Volts Service
Design (2008)

waty AuAtAde A48 4 2AAe detE gee sem A

ro FA4 ARE PN Ak iR oR RoF 4 Qrhd, ok AL

7}
Exp

o v
AEd YA (User Experience Design, UX)14, 1 HH

t] 2+l (Customer
erience Design, CX)191} 71Ws] AAEM, FAlo] A 29l dsha-Arar

2 91 tARIAI0L skl Wkt BRI oA d4e sk A

13)

14)

15)

16)

Lucy Kimbell and Victor P. Seidel, Designing for Services: Multidisciplinary Perspectives
(Oxford: Said Business School, 2008).

“AHEZ} HE(UX: User Experience) ClAtQIZ2 AFEXZ[O|A| 0] A &AY A= FHE Al
Sote AlE8 T=7| s CAQIE0| AtEste E2MAR, UX CRIelg B, Tz}l
AEY, 715 EHE ZEEsto AE2 Foistl Seote A ZEMAE HAste AE X
SFSHCt,” Interaction Design Foundation (IXDF), “What Is User Experience Design?,”
Interaction Design Foundation, accessed September 8, 2025,
https://www.interaction-design.org/literature/topics/ux-design

‘DM FS(CX) Clztele 28 of Y (customer journey)9| ZE FZ(touchpoints)s 2%
3l5t0 BE-NH AAE Lot M IS4 dES 3= U (process)S YoHCt)”
Interaction Design Foundation (IxDF), “What Is Customer Experience Design?,”
Interaction Design Foundation, accessed September 8, 2025,
https://www.interaction-design.org/literature/topics/cx-design

“CIRIQI A2 LS 2o 2t 4 2”22, AHES2 E2(Needs of people), 7|&
9| 7t=d(Possibilities of technology), 2|1 H|ZLA MHMZE 2st 2H(Requirements
for business success)E S@ot7| s ClAO|HLS &7 Azjo|AM HIRE HHES &5
Ct” Tim Brown, “Design Thinking,” /DEO, accessed September 11, 2025,
https://designthinking.ideo.com/
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HoA= 20099 AH|A R&D =4 Z2HHAE Tl AH[AYARR] 7Hgo]
A

b

HEIT, 20109 o]F Aeliel FRLAANETAS FHow A
A

qog
WA AT AT FAET. B8] 20149 AGTAANE

a6, o=, Ax, TFHEE T SRt 2ofR EtEw, AH|AfRRIE Y™
ZA2H(Digital Transformation)¥ A Q1FAF, HlHolE, loTet A%t dofE
719F AElA A7y PR Qlok st A= AE7EFsA, ARlA ZHAE SA
o7 Z{H AMH|AYARIe R St HHA AAEIT AR (systemic design)18),
A2 gzl (policy design)19), AH] A AT ZHQ] (service ecosystem design)20)©.

2 Age st glekane)

17) SH2CIAIQIRIZR!, 50 Memories of Design Promotion: Cl|Z[QIRIS 50, <&2(21 PDF,
accessed September 8, 2025,
https://www .kidp.or kr/var/fiftieth/img/dk50/banner2/41_%EC%84%9C%EB%B9%8
4%EC%8A%A4_%EB%94%94%EC%IE%I0%EC%ID %B8.pdf?utm

18) “A|ABICIZIRIZ S8 Al2|, 22, 2 ZHE MASAHFE A|A-CZ QIASI D, CHFSt Ofsl
ZAZL, CEAE BA, VA FEgE SEHe=E 1oty HdAlste CAte! H2E Q0IEt”
Peter H. Jones, “Systemic Design Principles for Complex Social Systems,” in Social
Systems and Design, edited by Gary S. Metcalf (Tokyo: Springer Japan, 2014), 91-
128, https://doi.org/10.1007/978-4-431-54478-4_4

19) “FAOzele FH SHE Ygsty| flai 42 sty =8 o=Hez FHotn R
= HFe=Z, z/20= OlaiaAR; 2o, d3 Ml 0y, AHE 7t 422EE 1dste &
o2 YL e, oz CARIA AtRE F2H 0| HEStH= A=A HAECH
Michael Howlett, “Policy Design: What, Who, How, and Why?” in Handbook of
Public Policy, ed. B. Guy Peters and Jon Pierre (London: SAGE Publications, 2006),
281-300.

20) “MHIAMERAIC|AIRIZ MUE|ATE JHE HEOLE T =2 2H0] ofLat, Cfo| AL}, A|
T, AHY0| ME28otH 2|7t S5 HEEE YElAHEAM ASSiC= 2HE0| 2|Etet HA
&20|Ct” Vargo, Stephen L., and Robert F. Lusch. 2008. “Service-Dominant Logic:
Continuing the Evolution.” Journal of the Academy of Marketing Science 36 (1): 1-
10. https://doi.org/10.1007/s11747-007-0069-6

21) Josina Vink, “Service Ecosystem Design: Propositions, Process Model, and Future
Research Agenda,” Journal of Service Research 24, no. 2 (2021): 168-186,
https://doi.org/10.1177/1094670520952537

22) Beatrice Villari, “Designing Sustainable Services for Cities: Adopting a Systemic
Perspective in Service Design Experiments,” Design and Sustainability 14, no. 20
(2022): 13237, https://doi.org/10.3390/su142013237
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2. F3AHAY A1 (Public Service Design)

ol ] B B 3 o B B S e s = i
&ohs YHESR, 33AHIA HEtele] WS}, F3TAIe] S, AEAHz)
ANO] AHgAF T4 doto] AotHw A4 HFA Jigeltt. webA ozt Jid
o] TS {oliMe WA FFAH|A(Public  Service)?t F-3 T AFQI(Public
Design)oll thgt oJsi7} A=]ojof gt} FFAu|AT RIS o224 wj7dS 11z
Sk s Al 7id el A5 T wpgofl diste] AAA] HEZF Hasi

Mulae ARY 57180 =Rl F2], ok, HelE {8 Alsshe &

a1
[} Tt

ol

Dgo] PAEE AU, Jo4E, L, 2d7] A 5 APE FFIAR
B AR 918 e, B A, @ 5
Moz PRAMAL BEA JHe FFA FH Tx SoIH 2GHe] ]
9% FEA FA ety RN 2e4S 99 299 Ay Fos 4
srout, Ful AN Aol Aulx B, Ag BRelA WA 2R 3
5] wefshd R, 20009 o]F o] Atiizo] Frhekn AslEA}
2achaRos AAYAA 71E BRAH TRANA Axge BA 2 59

o RAE =W AASHAH. &7 ®Ist KolA FEAHLE B dEo] of

FRAu|20 FFA FA P2 GAS SelA, FBAA BPu BT

dLr=S 2l0jettt. HRNSD HAE
S= dotak, V2SS, E2US, 27 A
2 8o 2¥E 2E0 AN 0|F+ 2,

o 2 YAdE J39 =282 o | = = = ™
TAf S 3.0, (M2: CHYE3FAL, 2022), 637.
24) Al Q| T2Q2t ZAO| SHYAIAE pzutor AL (KIPA ARETA 2010-22-01, ME:
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of

_Ik&
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=Y
el
it
fr o
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2
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o,
ol
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M
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rr
-
EN
iy
S
)

U, AAa Au|A7F 72
7b qioh0). &, FEHARIE A= (output) FAHOICH, FEAHIA QG Al
ARlolu A mgAA0 HaEAdS dEAoR st e Al elqlH
webA, FEAEL0] B AR A0 AR w4 iES Sldide 37
= MAde "ol Mula AT AR AYAAE dAlA oz AT 5 e A
o] "astA =2,

olgt wAoA &ollA TR el HiE FFAH|ATAI(Public Service
Design)’o|t}. F-83ABIATARRIS F3AH| 28] 24 ZAIE sfdstal, s5HAt
A owl Aus 34 RS AA o
o2 At ol wes] txle] Pl =YE Ao| ohjat, TR AN
o] 71g-ZA-AA-AE-H7 5 A o] AHsA FA0 DAl AFmet W
S A3l S2oltt. Sangiorgi®t Prendiville(2017)& AB|At#}¢lo] ARl 7
@ 7IHre] EAlt rEE] AS e ol A AH AAl £
g okl FHst, HAle] AAEe] 27| dAARY Fast dde
Sflof hotar 7Fxeit®). tRRIZREE(2009) HAl F-FAHIATARIE HE&%

Aulz T2E AHSET FIANY BEHL ROl FHOE Holohrk).

-0,
o
>

k
_fL
>,

N

N

b
3
o,

)
=
o
ftlo
i
s
ox,

o
o it T

1z

25) M9E, 395, 4d3d, '3l ZutE FYUSE St 23HA Hd geF AR, TE=

7, no. 4 (2022): 159-172, 164, https://doi.org/10.35216/kisd.2022.17.4.159,

tH, TSRl d=2 g 2A 9 Hoto| wakd A+, FArchives of
Design Researchy 27, no. 3 (2014): 219, https-//d0|_org/10 15187/adr2014 08.111.3.217

27) AASHAE rESC Rl HEEAM U JHMEeE A (MS: AASHAE, 2015), 88.

28) Daniela Sangiorgi and Alison Prendiville, Designing for Service: Key Issues and New
Directions (London: Bloomsbury Visual Arts, 2017), 183.

29) Design Council, Annual Report and Accounts 2009-10 (London: Design Council, 2010).
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https://doi.org/10.35216/kisd.2022.17.4.159

TEANATARIE] 712 FEUAR HE] AL oheat 2ok,

® W FH A AL AR FAo] ofust AT BEelA L A%

She W4 AAE A oz

@ Holge Juk AALax, TRY, ALY AW 5 oere olsiAA
TEor BAE Aoty sagt

® #31} %’“ Mu|L olg2te] Ad-dedAde 7lier W £AE Au
5]

ot
o3

SSMH|IA S3CAf SEAMH| AL
(Public Service) (Public Design) (Public Service Design)
- HEOP AT 828 MHlA BB A2 EE AR - -l A0) J(El-HY 1Y HAIE A ClyoR 2
- BN BY, BEY YBY A ARl Bl A8 Y HRY BY - 587 54, SSYN(Co-design), 8 T2EEIY XZ
- 300 ST A2 S 23, He Tl thl: gusorel g ATy SO HIMSBORAMACKIS U YR
M| S Hel = - 33T shlo| T £7
(A3 3] SSMUIA-SSLIAA-SISAH|I AL AR U

Innovation Fund Sitra)®] Z12F

A(TACSD) & AE-AW-HAE7}te] de1z

30) St=aCARIRIS Y, 'E3E2, MYM A2, (Y st=ARI”IS, 2017), 30.

31) RSA, A New Policy Toolkit, RSA Journal, no. 4 (2014): 24-26.

32) Jocelyn Bailey, “The Introduction of Design to Policymaking: Policy Lab and the UK
Government,” in DRS 20716: Design Research Society International Conference, 27-
30, 2016, https://doi.org/10.21606/drs.2016.314
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BHA 7] BB AR Amste] Fodsint. olg FBEL TBA
|28lAk9lo] o] 27] BACARE Eaor shel, HAIA Anzt Ay

=13
=

ofd

jay

o] A

[ 3] sel SBMHIACIAQ SAI 7|7

2e BFow Ae] folof Fhrhe Q1A SHEAZT,

=

Za|A opol=a4 AEZE HECIXel {4l Al
A2 | 2zEM IS ot | BR BN BE 29 | 2ot SiD|Z 2jgte] | AIEY FH
/g | HE-Cixiel =X T CIRQIY Tep ARl =% | ZZAHIACIXR! Dl
© O U o IE | A 2ol B W |- 20) 219 A A o0 4 jai0f opo|ciofs
. 2o22J0| H|o|E |.6_'|r MH|ALC|XFQl XZ EXplg-0|% a‘gm% +C|XfQI
CIXI+CIRIE |52 |- i3 Cixeie, | RIS2bs e ARLAN | oS
N Bl SiAl ZAIO ocB- =H
mg | E8% B ud CIxfOIR|A|MIES, MmO BHSR] 33 B o
ox | CHEEQ HE oy CIZEQL 2 AX|HIE] OIS ZAl MHIA
=S | xarE MMCITl 35 29 FHETIRRIS S |y
e —
ol A8 g ol | ST ArIEH o HBLE| 7|8t 2
2EA w0z N EY] Aol ok Y Ll s
x : g 2 SNIEIES
SRSt YN ofE | ME=sket At Y =

FUAE 20109 o]F 4tASAAEFE =R ARIZZ-U(Korea Institute
of Design Promotion, KIDP)& FAHo2 AMH[ATIZQ] AFHAMIO] HNE 7] A
A gio] Zag
T A 9T 2015
| A AA] B FEAHIAYARIE =7F A Ao A] A sket AR

BT o]F FYRAAAA Aol DA FEAHATA F2A 4

2 g

Aggo] Hgcpy, 23] 20149 FerAre] “Zulrizel

Y

it

33) St=CAIQIZIER, '50 Memories of Design Promotion: C|ZtQIZ1E 50, (22+2 PDF,
de: S=RCARIZIZH, 2014),
https://www kidp.or.kr/var/fiftieth/img/dk50/banner2/41_%EC%84%9C%EB%B9%8
4%EC%8BA%AL_%EB%94%94%EC%IE%I0%EC%ID %B8. pdf
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L 290o] New in Norway(NiN) A]H]A35)

AMER Ueta o]Fohes A2 £He ARy 53 3 dXE Suith
ol&= Algt o|FHIE0] s =7te] T Iyt HIFISHA HFohe w{tolH, ol
Hetet AH HIAAT B AHo Tashe o]Fwlo ASA Feta A|RA A
2 Aotz A4 @<lo] Hrf

rago] A= ot RAE sfAst] floll "ot fAE FEF(One
Digital Public Sector) 2019-2025 H=F, & FHolgoms30), 1 dgo=
‘New in Norway AH|AE FZ5Hoh 2 AL 5 9 obFA oA (The
Directorate of Integration and Diversity, IMDi)o] Sk} om3n oz €3}
713 (The Norwegian Digitalisation Agency, Digdir)e] &2 AWEA HI-S
2-goto] mgd S FHES A s

AElA TSS9l 35 YRR olsiAIRF HlE W4 YA o=, mE =
A= JMFSte] olFHl Ao FFS F= 1371 AR FRUl: HAIEsS}, AL
3] =3t A% 8 W3} 5)& TESH, AR[AY FH|EVE B2 9S24
Sklet. ol Edlz Wl AHA AR el 7FE olRlx), kF o|viAk, 9=
I e, $171 oFs T oAl 7R mlH mEAUrE A QIS ot H=

abe ZEAH|IA Al A3 RFgEo], o] 82t A ARl HE TH-E

35) OECD Observatory of Public Sector Innovation (OPSI), “Being New in Norway,”
OECD Observatory of Public Sector Innovation, accessed July 18, 2025,
https://oecd-opsi.org/innovations/being-new-in-norway/

36) Norwegian Ministry of Local Government and Modernisation, One Digital Public
Sector: Digital Strategy for the Public Sector 2019-2025 (Oslo: Norwegian
Government, 2019).

37) IMDi, website, accessed July 18, 2025, https://www.imdi.no/

38) OECD, Global Trends in Government Innovation 2024 (Paris: OECD Publishing, 2024),
accessed June 18, 2025.
https://www.oecd.org/content/dam/oecd/en/publications/reports/2024/12/global-tren
ds-in-government-innovation-2024_2513b7fb/c1bc19c3-en.pdf
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39) Statistics Norway, “Immigration to Norway 2022-2023, Statistics Norway, accessed
July 18, 2025, https://www.ssb.no/

40) OECD Observatory of Public Sector Innovation (OPSI), “Thematic Innovation Clinic,”
OECD Observatory of Public Sector Innovation, accessed July 18, 2025,
https://oecd-opsi.org/innovations/thematic-innovation-clinic-to-improve-the-quality-and
-quantity-of-public-service-innovations/
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grE SHoRT AFHs] R FZgR olgAEL Wag ARE B

A7) m2eta LA 11F ARl drstd Rk o ojojxn,
AAR B85 AEUC] F2Pgelel ARUEA WAl BAR go] Bt

olz]gt BAIE sidsty] Ysi A=Y E#HQA(Sydney Trains), AZAHE Zi})

Soll AR oI

=10 A =
PAS| AP+

| ohlete wEHolw A& e A oh FRE 2R olgtlA
AAZOE AYY 5 glov], 4Pl AFT AsAY W ANE ATFORA
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o Zaigtony el o=yl ubysirelE B4 <lBo] Moo} Hojolg Hut
s =% mefskdrh. o Uobt A7Ee SF 6L olat A1sE Al
spgste], AN ol §atet AR k9] OARLE A, AR AN BEY o

41) Denis Belitsky, “For Deaf People, Train Travel Can Be a Gamble. But an Al-Powered
Auslan Avatar Can Help,” 7The Conversation, October 17, 2024, accessed August 8, 2025,
https://theconversation.com/for-deaf-people-train-travel-can-be-a-gamble-but-an-ai-po
wered-auslan-avatar-can-help-241016
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Attention customers, the evacuation signal has sounded
Please make your way to the nearest exit

[23 5] 33 40f ofulet 542

t}. ol#gt A Zol4 HMRC(HM Revenue and Customs):= 2A| AA-S 3t

=

42) UK Government Cabinet Office, “Public Design Evidence Review: Case Study Bank,”
GOV.UK, 2025, accessed August 21, 2025,
https://www.gov.uk/government/publications/the-public-design-evidence-review/public
-design-evidence-review-case-study-bank-html

43) HM Treasury, Tackling the Plastic Problem: Using the Tax System or Charges to
Address Single-use Plastic Waste (London: HM Treasury, 2018).
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Medical blood collection tube

Challenges

Manufactured in the UK, either to order or to stock, it will be
exported to a centrally distribution centre in Belgium. From
there it will be exported to all european and overseas markets,
including the UK.

The tube contains a small amount of silica for analysis purposes
and will be filled with blood when a patient in a hospital or GP
surgery i required to give a blood sample. Once the blood has
been analysed the tube will be discarded and incinerated.

Use of recycled content will be restricted by;
- The quality of recyclate
- Time needed to pass clinical trials and registration of
product by pharmaceutical companies
Distribution model where production site will not know
end market destination

Packaging characteristics
Polymer type: Virgin PET container 2g

Synthetic virgin rubber cap 1-2g

How much plastic? L4

Recycled content @

Life cycle [ ]

Additional packaging

Polymer type: Virgin PS tray, Virgin LDPE shrink wrap, Virgin PP

stretch wrap
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44) HM Treasury, Single-use Plastics: Budget 2018 Brief (London: HM Treasury, 2018).

45) UK Government Digital Service,
accessed August 21,

“Service Standard,” UK Government Digital Service,
2025, https://www.gov.uk/service-manual/service-standard
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5. 3FIRA 354

P47, Administration)> £2]o] LAt FH2 245 Al A2

A3 24 FA 5O e S BAPE AW ojnlgt weby YL
HRW ohet 7|4, Stu, MY F RE 2% =

ool peAAE FolA ZEAQ Aol =, AR gkt 2ol
AgAor eAol RE Ag EAst, LAY 29T YA §4E g

1=
7154 9= ol 4 U

5587 (public administration)> B4 FolAE 5o S Aoz HA
= FEctal Yo, oA AHIAE Algohes AR AxA-244 &5o]
o3, Shedorys AR AN m2Tde] £2] 9 olE gydhe HAE I
AHEE P sHE £ 2FATY/HAPTYY FG7olghs FYr AAIHL

QUeksh, =, sl AL A AATe] ok, 1 HHo] Ful AT FolA
PHOR AFHEE st PAGAolt 2209 Hofoltsy, FTAHL 3

52) O|&= 2|, A #HE 3.0,

53) Denhardt, Robert B. and Janet V. Denhardt, “The New Public Service: Serving
Rather than Steering,” Public Administration Review 60, no. 6 (2000): 549-559,
https://doi.org/10.1111/0033-3352.00117

54) John Olla, “Towards a Theoretical Definition of Public Administration,” /OSR Journal
of Business and Management 16, no. 3 (2014): 65-70,
https://doi.org/10.9790/487X-16356570

55) Encyclopaedia Britannica, “Public Administration,” Britannica, accessed October 8, 2025,
https://www.britannica.com/topic/public-administration
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Aul ARl Uatel 47, BEAT 5 orrg olsliAAst Hoelstel shtel
neAES Sstt B U4 ZeAAE AAdoz A8 st
Jdeo] Ermgol SHEA. oldd Al ETRGe dTo A} g
doll et S71(Toolkit), M (Manual), 7Fo]=(Guide), $1F(Workbook) 5

[E 15] CIAQ! =7282| FAF|HE

A AR ojn|

o

= a set of tools, especially one kept in a bag or box and used for a particular

(Toolkit) purpose.8?)

o= a small book that gives useful information about something; handbook
(Manual)82 a book giving instructions or information

Jto|= a book, document, or display providing information on a subject or about a

— place83)
(Guide) . . L ) )
guidance : The direction provided by a guide84)

SEES a book that contains problems or exercises and that students use to practice

(Workbook) what they are learning in a class85)

81) “toolkit,” Naver English Dictionary, accessed October 8, 2025,
https://english.dict.naver.com/english-dictionary/#/search?query=toolkit

82) “manual,” Naver English Dictionary, accessed October 8, 2025, https://english.dict.naver.
com/english-dictionary/#/entry/enen/602349a6e45e4e39b6bdb9a924239%ada

83) “guide” Naver English Dictionary, accessed October 8, 2025, https://english.dict.naver.
com/english-dictionary/#/entry/enen/c010f645ca914d728647a185c9c6fc32

84) “guidance,” Naver English Dictionary, accessed October 8, 2025, https://english.dict.naver.
com/english-dictionary/#/entry/enen/1c40ce8b0d5045919dc4e4752a5a99b3

85) “workbook,” Naver English Dictionary, accessed October 8, 2025,
https://english.dict.naver.com/english-dictionary/#/search?query=workbook
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Marc Stickdorn®} Jakob Schneider(2012)= AXA  This is Service Design
ThinkingollA AE|ATARRIS 918 a4 H2l& oAl 7HA2 AAsHH. A4,
AEE T A AFE 8ot AHEA FAHA (User—centered), =4, ©
AR o] ol HARE Eedste 2 (Co—creative), AA, HFE AH] X
£ HRO maAAet AR oF Eflr RSt AlE4(Sequencing), HIA,
SAE 7|4t g AMulA AFS FAH o2 AAsh= 7HASHEvidencing), THAA,
AElA Fe i FAHY ASAES dol 284 7 HAE 24, AHEH
W72 Eetohe FA/d (Holistic) o Hh93). AB|ATRRRIS ZAX o2 ARG}

=
K}
NH goe BEstul, BHE olHTAt B3 AASeT BAT & 9t o

93) Stickdorn and Schneider, This Is Service Design Thinking.
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94) Design Council, “Design Methods for Developing Services,” Design Council, n.d.,

accessed August 22, 2025, https://www designcouncil.org. uk/our-resources/archi ye[
reports-resources/design-methods-developing-services/
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IDEOS®] The Field Guide To The Human—Centered Design 95

IDEO7} 7HSt  The Field Guide To The Human—-Centered Design(HCD
Toolkie ASIBAT} el Ropola @7 wiere] Age 24 ag A9
St7] lefl ok tiEA AHAHARQ] TAo|r o] EZle | T d=]
AB)4 BAE ORt @7 ARASS 98 wEolAes, gA W A4

fle AR 7 288 & AEF FEoE] v FANETIS, Bl g,

AAS 25 5 g olsR At dEes BAS Yolskn anS =
2% 5 Axg K Sol=E ATt
HCD %12 9% (Inspiration) —ote]tjo] HFit(Ideation) — A 8 (Implementation)

of Al @Az FAE. AA, I DACIME B, AHF, FEFEA 5 FolF

QA o) ARl Wetah £A4% @7 welsin BAE AReldt 5

95) IDEQ.org, The Field Guide to Human-Centered Design (San Francisco: IDEO.org, 2015), 10-12.
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EZ32 A WO Government as a System Toolkit®®

B W2 Akst 71l EYA] 2 BT A ZAE AE A
oA olsfistar, theFet ZMSlathe Zebsto] Aoz FAS AAD &+ 3L
Y= Government as a System Toolkirs W&ottt o] €7l 354 &
Wb g Aol B Ao os) AAE= Aol ofyeh, =7t AA 9
ot 71 SRR, AR, qAldE) o] oAEskE 2 Sl A

Hhgettt. 71E A7 Eo] HAE S & o] oEStE b

700 e steEa Aeson TAH R AY WAl AAH Bl

JNQe] AE'e Rz A5 FANARE FAWA 5 FAL %
@7t ZyA) WA B4 Fe ol AAES wEor & 56719 Ha

5 992 Aostgon,

o]
ol Jid ekl 7MY AYTA HAY & A== itk

i—

Government as a System Toolkite AHE Tt P4 TZo] ofyet A%
AEH Mooz HiEtRA dogMN, FFAHIATARIN AL At F2
A APLE FRlste Ttolth ol AR AAATE NE Sl ofd A AlA
d Bl AIE HiEtEA, oofRt o] ot A o= Hh iz o]

[57bs e AATRhe BESIES Hi

d

o)

ki
N
P

96) Policy Lab. “Introducing a ‘Government as a System’ toolkit.” Open Policy Making Blog, March 6,
2020. Accessed November 17,
2023.https://openpolicy.blog.gov.uk/2020/03/06/introducing-a-government-as-a-system-toolkit/
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[3% 13] The new Government as a System toolkit framework

AAAH AT AP OS] TService Design Toolkity 97

SFEAH| AT 21 2] 5] O] (Korea Service Design Council)7} 7HEHeE  FService
Design Toolkity & 432 Q1 A ATARI 385 ffs Hl=U A, 7]&, QIXF 1
22 FHdeA4s S¢or 1HsEE FAH T Bgolth B EZS Aulx
YRRl YAFol A s &8 4 UA=s: AAEHNCH, dAEE AB[AHA}
= T

ol 2l

Ao HHETN =S A8t HA ZEALE AAFczR YD =+

22 OAAHITES Auatael B4 & oA A Az 74

ot AE]AYRRQ]D A 2]EZI(Service Design Research Toolkit), 12 7

30,

el A

B
o

E71(Customer Experience Measurement Toolkit), AU Rd& EZl(Persona
Modeling Toolkit), Alve]e Z=z=EEo]y EZI(Scenario Prototyping Toolkit),
ZYH7} EFl(Performance Evaluation Toolkit). A2 E71-2 ZAARS 4+H

A9, Fofrksel ZAaelolde AdsiH, Fd =4 S22 AHls o A

97) MH|ALCIZQIE OS], Service Design Toolkity (M&: MH|AC|ZIRIFEO|Z], 2016), 3.
98) Mz|Ql, roto|C|of w4 LU PSS 2lst CIRQIZZ! A[QH, 36.

r
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[718! 14] Service Desian Toolkit & Research Toolkit
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(Co—creation), =24 “A7#|(Sequencing), /\]Zl’@r(\/isualizing), ZAA HE
(Holistioolehs A ATzl 4 928 Eoj2, 24] Je] - ofo]e]o] ¥HAL -
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F
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KIDPY ¥ ARt @d o2 49& dol ol 7hAbgat 34 Auls 4
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20, e S2CQIAE, 201
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ABSTRACT

Development of an Operational Manual for Implementing
Service Design in the Public Sector:
Focusing on the ‘Public Service Design Project’ of the

Ministry of the Interior and Safety

Yu, Hanui

Department of Fine Arts
(Industrial Design Major)

Graduate School of

Sungshin Women’s University

This study aims to enhance the operational efficiency and practical
applicability of the Public Service Design program administered by the
Ministry of the Interior and Safety in South Korea by developing an
operation manual centered on public officials as its primary users. Since
service design was introduced into the public administration domain,
numerous experiments and studies have contributed to public service
innovation. However, at the operational stage, existing toolkits—largely
focused on design methodologies—have shown limitations in adequately

reflecting administrative  procedures and institutional requirements. In



particular, non-—design—specialist public officials have faced significant
structural barriers, including excessive workload, limited understanding of
service design processes, and burdens related to documentation and
administrative operations, which hinder effective project implementation.
Recognizing these challenges, this study begins with the premise that an
integrated operational system is required—one that reconstructs service design
processes based on public officials’ workflows and the public administrative
system.

Accordingly, this research proposes the structure and direction of an
operation manual that comprehensively integrates service design practices with
practical administrative procedures, with the goal of establishing an
executable, field-oriented standard manual. To achieve this, the actual
operational structure of public service design projects was analyzed, and an
administrative operation system reflecting public officials’ practical work
contexts was developed.

The research methodology consisted of six stages. First, existing service
design and public—sector toolkits were comparatively analyzed to identify
their limitations in public contexts and to derive improvement directions,
leading to the proposal of a structure that links administrative procedures
with service design research processes. Second, a case analysis was conducted
on 97 projects implemented between 2023 and 2024, systematizing budget
structures, schedule patterns, combinations of research methods, and types of
deliverables to derive operational reference indicators. Third, stakeholder
analysis, document reviews, and surveys were conducted to collect data on

the difficulties and needs experienced by public officials. Based on these



findings, practical application measures were developed, including annual
schedules, overviews of institutional support, standardized administrative
document templates, and operational tips and checkpoints.

Fourth, based on the empirical findings, a Public Service Design
Administrative Execution Framework was established to integratively explain
service design processes and administrative procedures. This framework adopts
a hybrid structure that horizontally connects administrative procedures with
existing service design processes from the perspective of administrative
operations. Additionally, by setting public officials’ work domains and
characteristics as a vertical axis, the framework supports a holistic
understanding of task execution within the overall workflow. On this basis, a
guide for leveraging public officials’ characteristics was developed to derive
official—centered improvement strategies. Fifth, a public—official-centered
operation manual was developed, incorporating an integrated roadmap that
visually links annual schedules with the parallel structure of administrative
and design processes, along with practical elements such as actual documents,
official correspondence, and support timelines. Finally, the validity and
usability of the manual were evaluated through comparative and
self-assessments. Verification involving 16 public officials indicated that the
manual received higher evaluations than existing toolkits in terms of
administrative effectiveness and ease of application, while self-assessment
confirmed the appropriateness of its detailed improvements in relation to
actual work processes and needs.

This study holds significant value in that it empirically identifies structural

constraints and operational challenges arising when public service design is



implemented ~ within ~ administrative ~ organizations and  proposes a
public—official-centered operation manual and administrative execution
framework to address these issues. Whereas prior studies have primarily
focused on methodological applications and case—based outcomes of service
design, this research distinguishes itself by conceptualizing public service
design as an institutionalized system operating within administrative structures
and systematically incorporating administrative procedures, collaboration
mechanisms, and documentation systems required for actual execution. The
proposed framework can serve as an analytical tool for diagnosing
operational issues and formulating administrative execution strategies in public
service design projects, with potential applications extending to public design
policy model research, practical tool development, and capacity—building
program  design. Furthermore, by including administrative workflows,
checklists, operational tips, and document—based execution information that
were lacking in previous toolkits, the developed operation manual contributes
to improving public officials’ work efficiency, schedule predictability, and
collaboration stability. These outcomes help reduce implementation barriers
and enhance the consistency and sustainability of public service design
projects.  Ultimately, this study is expected to contribute to the
institutionalization of public service design as a sustainable operational system
rather than a one-off project, supporting a transition toward

demand—centered administrative execution in public policy design.
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