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7| "X MFCXLR! (Electronics &

Machinery Design)

SHEZCXHQI (Living Goods Design)
ZFRLIXEQ! (Furniture Design)
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HEO X! (Information Design)

47| X|C|XkQ! (Package Design)
Ha SO XkQl (Brand Design)
ZCXkI (Advertising Design)

T, BJOIXIRl = 2 BCIXIQ! (Editorial,
Type Design)

U AEZ0[M (lllustration)

MUY HASCXFQ! (Interior Design)
HAICIXR! (Exhibition Design)
SHACIXFQ! (Environment Design)

O|M LTIl (Apparel Design)
Ei| AEFQIC| X! (Textile Design)
O M| A2|CIXFQ! (Accessories Design)

MH|ALIXLQ! (Service Design)
AMEXAYCIXR! (Experience Design)

C|XtQ1 &3 (Design Research)
CJXt2l A (Design Management)
OXt2l W /A= (Design Education &
Policy)
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ZHI=C|XQ! (Contents Design)
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S&Z0IC|X2! (Metal Craft Design)
EXEO0IC|XIR! (Ceramic Craft Design)
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7|Et SH TRt (Other Craft Design)
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H|2|0{Z=2|(Barrier Free EE= BF)Qt SLIHALC|XIQI(UD)

Universal Design
A, Mo 5, AL EHZA0]| AEel0]
U2 AAS0| A A 8Y £

5t
QUEE ROl SOIIER| H 3 CIAQ!
Universal Design D EA oA AL

T T fa
Barrier Free
HOYQIO|LE -0l SO0| UAMERS BHeIA

Barrier Free R|EIK] EE Lt
ChshAls TOIAIAE MXISt0] HOISS

Aot= As 2

=,
=P
=
(e

[ HIZ|{ 22| ot QU AL XIIo] He ]

EX 1 S3FA RUHECIXIQ! X OHLHXH(2021)

2o FUHALXCI2 25l otLte| TjARIS Ftot= Z0] Ot 2h X[CHet

NDA, The Centre for Excellence _ _ _ B _ _

in Universal Design(CEUD), ‘Tlél'%-l'cl”|6|_|' Al'g'x % ‘JIK"g'BEr = %E —;F—IE!—Q-I E—lxl'ﬁ% —7|:—‘_I'L6|'E Zjoltl'- —EEEJ AI'Eljr

2021128 7|= (https:// = = = =

el BNOl TR YAOR CIYSt ARST LSt S0 T3t 21410] 7

uiversadesin/deion” — IPOA AL HEOICH T2RN SUBECIKIRIS BE AR SUs,

and-overview/definition-and—

overview.htm) S0t 4o, g5 ¥ MHIAS HSoh= A0|H £ =082 CJXt0[H47F OfH
DE CXt0|H7} HAotIAL oHs SRt E|00F SHCE

MH|&-HYCIRRI 0|2 M - 33
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ISTANS(LIASH| 24| AH)

(www.istans.or.kr)

MHJALC|XFOIO| Are

MHIACIRRI 7HE H Ao 2
IHO= MHIAS 24H0[7L 2Nl O 2 QlAste], FL3 428
TGt R22 FOKE A, AP XS BSOUA Rotxiet ZH
NHNOZ =S FE 25 YE2 WOISHUCH SHXIZH A2 M TN
MHIARHO] RX|GHE HIFO0| S7t0tH 1 Z2E7F 4E5HAT MH|lAE
HMZEHS G0 MY 40| FUCL Bt 18 HIFS 7|F02 MHag2

=4 H

2000 61.2%01A1 20194 70.28% 2 HEGIAUCLE, HAERIS 16.33%0
X[ UL MAL GHE M =2

HIES 20[d AL Eo| 24l 2t J|g9 EHatz X2

MHIAZO| Hop} 7HEote| 0] AH| A0 CHSF If2{THRIQ] Habrt el SO|Ct

=%
=7t 2019 2020 2021 2022
tHerl= 62.5 62.4 62.4 63.5
= 53.8 54.0 53.0 52.3
L= 70.0 69.8 70.1 70.0
L 54.8 525 52.5 53.3
o= 81.1 81.9 81.4 80.7
=2 69.2 69.7 69.4 69.3
= 79.4 80.0 80.7 80.8
Ol&=(0t 73.9 73.9 725 722
7HLACE 72.8 72.6 727 727
oga 78.7 79.4 79.7 79.1

F2TE MH|IAY HIS

10

SLULUSSXIHE. 2024.06.ISTANS, KIET Atii-2

1

*EX:
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28
SI2E 2/(2012), (MH|A B8H- T4
H2m), pp. 27-31

29
Adam Smith(1776), {The Wealth
of Nations)

30

2|7|m|C|Oo} “Three-sector model”
(https://en.wikipedia.org/wiki/
Three-sector_model)

>
r
184
dn
rg
10
rE
ok

H0f Servicee OIS £5H= ‘Servitude' A 0 “EAF2H= 2J0|2
MEEULE 58 S AlUE sAE8 MAcle 23tts ZHEsSRE, 1
0|29 +H &Z2 MH|AZIT SFCH

T ZHStO AlLH, 18M|7| Y CHEX ZX[SIXt Ot AD|AS ZREZV0|ME
BE XMEots MAMH &5 (Productive labor) it 22 EHESHK| 2dt=
LIHXIS ‘HIMME g&(Unproductive labor) 22 2FSIA=0, MH|AE
SX01 ofiFstet. MetM &2 S48 MEE 0| OfH Y2 HIMMAE F, =

ex. I, HE71, A, 291, i, Sopt

F2(utility)2] M2
HE 2SO0 S
‘MHAE= O] 22

=
AAMERAC}. ME2

20M17] =, A(industry)3}t 7|Y(firm)2] 7H4

etE S0 YA JHI0|L AEo ZSH7t +XPCE AY
MASHE X WA A 2o AFFEO0| &M 7|AE 0|80t e
MAteHE A2 MBI QDL MY 0|NME ‘1, M2 NX7|Y'S
UoHH, 7|AMY, TR, HR4Y S THE 225 S&ot= HEe=
A EIRACE

OlMEE I SFst 7| ZXO|LL MY S st o 2 A6t
SE2HoE #este JIHE0 USHXL ‘MPFS(Industrial

Q'E
Ral
2
o
=
Ral
10
ol
18
o
=
P
e
i

0

Engineering)'0] S& ot = RALH.
9|0|5HALY.

20M17] S, AYPel SFIL YR, #27F AXHM MAH A2
MAD YOl XH0|0f M2t H 7HX| REHOR [LEGIUT MH|AAR0|2H=
00l Fafs =QUCh =2l ZHEA 22t (Collin Grant Clark)= Yt
O|M(Allan Fisher), & L AE|(Jean Fourastie)2t &4 3E2& 221951,
The Three-sector model in economics)s 7HY6t0] MAS 37429 20I2

TEBHACLY
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31
27|I|C|0t “Quaternary sector
of the economy” (https://
en.wikipedia.org/wiki/
Quaternary_sector_of_the_
economy)

(Primary sector : raw materials) : EX|Lt

AH =
H o
T3S SHolW 2% AHHE AU WS

[

o 2} AR D HXY, MY S (Secondary sector : manufacturing) :

1AF HH0N H2 MESS 7tSotH AZUA R MES ditotAL

o 3R} MY 0 MH|A (Tertiary sector : services) : 1, 2X A48 X[t
LIHX| 20f2 MH|IAYHS Q|0jgf =0 2 AHY, sE & SAHY
A
=]

joXez|
Y, =84, st

£

Y, 85 dY, U= MH|A

Z2oh 22, s A 25 HE AMHAY S

Setaes 3A MY S7to HA'S HEL = MHAMYS TES
=

Ol ot Ol MAAERIL DESHESE MH|AMRO| TEOA] XHX[SH
HIE0| AHX|A ECh= A0|C.

2239 2R 21M719 oY EF0= X %=le HEHE
AL sH0z 7|2 F2H2 S8 UALH 4XH MY @ HE

MNH|A(Quaternary sector : information services), bt &% 1 &M

MH|A(Quinary sector : human services)2 &5 AFRE|7|E GHCt”

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. |
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20M7] Bt 0|
Atelo] Z27} O CHUSHA| T M2 At

2|7|1|C|O} “Standard Industrial

HS0| WH=THM MHS M 7HA|
Clssifator” s/ 2200 TEE(0 ST U0t M2 ERAA 7 LAt 1937
en.wikipedia.org/wiki/Standard_

Industrial_Classification) 0| 20| A} AJZRtE BEEAMAEZ(Standard Industry Classification: SIC)= 2=
LHRA0ll 4Xt2]2| %AHcode)E OGSt HER, T2F, ARF, MEF 59
AN FAZ FEot¥=d, 0lol W2t MA =0l M= 7 |ArSt ‘BEXNQI
7|1Z0] A= UL

o

I

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 |

M L2 BEMYUREFO| R F= ARE T7HK| 20712 0|F 0N U,
F71 27 L4012 LA GRE T7F 25 3Xt A0

20M|7] 24t 0]
BHFRIE HELSHT AL2|F 0] CHASHEO| M2t MH|AMY S Z25H
LHSILE O] Sy2 MA=ZE FHRE FEX|A LELD ol &
MAXMOZ ‘AM 2 MH|ASKshift to service) 7t BEEE X = 0

A9 BET}HE BAUIM AHIA FAOR WakslBIA MHAMEI] ZR

00|'

S21E|917] 20T T2 QI5h AR KA MHIA B20| AHE 9
ORI SIRUCE ST Q12] 49 T3t Z7t5tn =G, /243 HAS 7|9

LA O A AMEIA0] B H2Y S240] ARSE 2l0[e.
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7
M G0N SRXt0] B3 ZSAIZIT UCH AHIA0 Ch3t 7|CHRlS
40| 320| 10| KAAIYO 2EE

0
AEEL UL HE0 QAHUNL BHEZ EE = HAE, 2242 7182
X

SHo=Z MH|AQ M{CHUO| HHH D QUCt. R2|= ZHHY M&oA CIXIE

MEIAS A2 g9 704 80| AH[ot UL, 0]0] =={HQl A|F=EL
FHO NN REE= MH[ATFRORX|AL U

QB|Ltat MH|A A

Q2|Ltats OECD 221} H| W50 MulAAteo] Mo U Y 7@,
20234 % 57| AR Il
(2022.10) 2E{0IAHA | ZH| CESMMNY S0| IR OA U2 £20 a0 UL ESH HH[A AN
it
FYA = R2|Ltet T FUKL] oF 70%E KXot UK, EAD, SA &
=HY SO0l 180 HSE A0 URIEX| XA7[8H ME|ALMR0) IE
HZ2 OECD 2= & ot9IHS 7|56t UCE™

27} 2017 2018 2019 2020 2021
(%)

o= 77.0 76.7 77.2 80.1

A= 70.9 70.9 70.9 72.7 71.6

=Y 61.8 62.1 62.3 63.3 63.0
oA 70.3 70.1 70.0 71.2 70.2

U= 69.5 69.4 69.4 69.5 -
chstel= 54.8 55.7 57.2 57.0 57.0

[ MH| ALt GDP HIF ]

* BRI 71E * L&, 0122 20154 7|1&

* X2 : World Bank, $t=223

*EX  ZHESE SUHBMM(71~'22), THEAEL(KOSIS)

MH|A-
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GDP H|E ¥ =S4k

P2|Lt2t MH|ALIS] MA| GDP ChH| HIZ(R717HX] 7|&)2 1980 47.3%,

20005 54.4%, 20073 57.6%, 2016 59.1%2 &S| MEGID QOH,

20104 0|F F==0f H|cH H=H g&otHAM 2010~20163 AL0|2] Hrt
2L 31%0| YICH 2Lt 0]= OFXl OECD Hr(75.2%)0f Hla R

gd&
TEOZ, MEY fIF9 MYFZE H0l= SL(2f 69%)1 HlusE *2
A

* BV 7E * L2, 0|22 201597K| 9| MYE
* X2 : World Bank, 3t=23
*EX : 2|l MH| AL ZH|H M UXt2| HE 23t 1T, FHPHHTLL(2017.10)

B. MH|A ZY
34 klﬂlﬁ ”f’il%—'34
HEREY 2](2012), (AH|A 28— 7Y _
FR b 278 MH|A Ot# El(Service Marketing)O0l2t= 7HE0] SHGHA = HA
e AY 0|21 J|ge

FeoM e MHIAE ThE7| AL 2= Of
MZ(agricultural products)? HIHE QoA MALOL, MASH,
S5 AT H S2|X HE(physical products)Ql ZAHZO Ltof7t

OHAIE Sl S+I0] =AU

HoofF

MNH|A OFAEIN Oist =97F AlZRHE A2 5040 S0 604 =8t
AHO[OICt 70EHEE “HE2 MHALQ T2 ZHAJI?(Are goods and
services different?)’2t= 229 LHIEXME MH|A OAE HE OFAEY

2 XH0|0f CHEH =70| AIR=HA 7000 2 MH|A OFAEE SXHA0| 1

— 1 o= T
AFEHR ZOF= Af2| A ERACE. AH[A OIS 20k= 80N St 0|=
SN, ZHoz 5 dYoiALl, MSHR OAEY A £opA] EUE et
FHSE ZEoP HRAC,. tHHEMO = MH|A FSHO|IL 1240 thet 24 S0

JZ0IC.
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- MH|A EX(service quality) : SAMES ZEX = EAMO 2 12 M|

ML Mot 529 gof, 8ot 48, G/t 712 S

- 1 Z(customen O et &4 1 MH|AE= HIZdt HwSH 241k9] HE0
W S0, M2tk 1740 M| (o) CHet A7t

MH|A HIZX}F 2He] A4S X2 (interaction)E £A1511 0|

QIE{H|0|A(interface)E MA5t= EMI0 CHEH A7t

MH|A OAEE 0L St 20f2H0| OFL|2} &tM|ZHcross—disciplinary) 77}

S0l Al=lyelsf, ZAAAE, QA E S E2

= [ |_[:' = — o =
Atg|atet 20ret MEst, SAHSH S 2 Sel/Ateitet 2017t 3822
Z0iot= 20| U

MH[A T2 MA 22

OrAIEOll HISHM = ChA £71 SEXIRE AFASSE LHLOIA A4 22| (production
management)0il TSt 40| TREHN, 70E0 YEE 804 =0= ZY
FRAOIIA A4F 2t2|o] 20f2 MHIAS THR7| ARSI MZE SF0IAMT

C
S 2 onjo] BEOIA YR HEjS BN TSt 559

x
O|RO{X
At

MHE=s UE0 UWe &2 o019 €3822 UL, 0 ‘et HE=9
7

T
U4 7H2C SHLZH Bi2 MHIAACE 0J0f mat FXE M4t 22| (production

0z M

management) 2t 2F Zt2|(operation management)gte 2HE
AHESHA ECh O] Al7|0fl= ME|A SHI MH|IA A|ABl(service system)dt

MH|A T2 M|A(service process)2| A0 &st ATt SA0| ERULE.

MH|A A[ABIO|L Z2MAS HAGH= 27HK] 7|2 4

- MAF2FOI(production line) EHAl 1 A|ABIS H|ZE A|AEBIT H|ZEICEHT
7170, SHQ| it atelnt QAL HAC 2 HAGITE A|ARS B8
£017], MH|A 229 Uty &t 50| 2 SHO|CH UIo| ES
E|ASKSI, AFRFED 7|E1 7| AS ALZotH, 2 YE A7 L0 T=2atet

MH|A-ZHCIRLQI 0|2 A 41



H|O[EH XAl T} “AH| AAFO|HA
(https://terms.naver.com/entry.
naver?docld=9329508&cid=4366
7&categoryld=43667)

2|7|T|C|of “Service innovation”
(https://en.wikipedia.org/wiki/

Service_innovation)

MH|A HIZLIA

22121 MH| A9l SHOZE MER H|ELIALF MH|A BA0] SESH =0
MH|AE= ZCHE Y™ YES SHO[RIT) 7|20 MH|A = HIELAQI BTt
Ol RAUXITE Yt QIHUHE S5 MY (E-commerce) §9] YHO =2
7|8 HE, 714 71, JHQI JHRI Heh7t Ths oAl HAL 22|A S0

OF HE OoF

AFHOILE 7|A7E HE HHEGHA] §al, & AlZhL} S7t9] Mefs Al 1

MHIAE S 5 QU HRACE EoF &F e 2L XAE LT

1
<)

AENF = MHATCZE AFYHO[ 7hSoHA| EIULE O|ME AES 2EE I
HERA =R, B X MHAS 90 24HQl MH|A HIZUA(service

business) A|CH7t E=2fohA| EIRALH.

MH|A ALO|2A(Service Science)

MH|A MO|RAE BE MH|AS Dfefo| YL = ZH5otd dety HIES
A

0| 2%, M1 HNS JHMEED
RIAlZ 47, B3t CISHHIA ASt2 2OfoCt

>
Joh
[
=
Jou
=2
P

20044 IBMERAT} =5 & C|oHE(On Demand) H|XL
‘On Demand Business Architecture’®f| Cigt =2| & AH|AAAO| MALYN
&2 fIT 7Y H OHRIS| ST EE FHS ‘Service Sciences'Z A0 HA]

FA
AMH

oo

=
A AOIAA FOF7) | YAXA EHUCE XY MH|ALMS| AR =
AR =2

| O

Lt AH|A9] 4o MIZR0] HIgi 2 22-40] 27| HZ0f AfH|A

7|&8{M(technological innovation)0| £t 1K 7+ E|RACH,

MH|A #{4I(Service Innovation)
MEIA A2 2 A2 20jotes O ASEHE=H HENMOZ MH|ALL

MHEIA MBSO A0 M AL, ME[A Z2MHA0 AN MOl o
MH| A7 254

=

210 QL0142 B{AI'0] 1Z0|CH Y TRE A7 HOl

TEKESES MHIA A2 ‘MHE ML= MEAL AYs| HAE MHA

TN 0l2E HACE 0] ML THI0I= MES T2 A5 &R MY, QEAIAH
QIC} MHIAGIA B{AIS BrEA|

A
M
71&%0l ZHo)| THais =5 UM 0|F A7 | =

= A

o

ct.

42 Part 1. off MH|ALC|XFQIQID?



M S
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==
>
ME
e

HO| R0 AT X}
CHZCHR AfH]A

o1, AfHIA AO[O1A
A2 2} LK| A
=502, Y=, EU 59| NXZST

AS ZFE5HT QICH

xte1o] HlxL
Mo 2o &5
IR7| 77 MHIA B4

>

MH|A &40 ZQ

HEY U&= s4l(innovation)
ZHAKZE XA 7|84 K (knowledge-based economy)Z X&) 2t

A Aol AHO| XM MHA(EA, F8, CIXIRl S)2 0|5F
At3| MH|A (59 Zut 2HAE

XANUIA Hgie] 1B 9I

B AfHIA BMO| FRY &

CIXIZ AHHAS Sot HES 4 AHIA0| 73t
AT YN HEEN J|SS BRH0| NAYY BES B2 %
BN WA YHEN T[3te 22 HIZLIAS HE50] B HFY SAS A= 3

MH|A Z8KService Engineering)

MH|A Zoh2 MH|AO| 25t 0|22 AR E Zsto| F S XA HAH|of
S EStAIZ] SHZ'0ICE & AMHIA AOIAAS Bt HZAu FH0)| W0
S3AZI A2 E MH|AL MitdE SN | ot AFHQI 71 715Xl
BfAIS MAISHE 200|CH M2t AH|A Z5H2 MH|A AFO[HALE AH|A
ZY H|W5to] Zste] P = TSt

MH|A-FHCIXHI 0|2 M

AL RHRIO
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2|7|m|C|o} “Service science,
management and engineering”
(https://en.wikipedia.org/
wiki/Service_science,_

management_and_engineering)

44 Part 1. ol MH|AC|X}

olol

HHlA Bato| 2y

- 7|&%2%H(technology-intensive) M2 : AlH|A Z W} H| WS

249} 7IEH XAS YXE. So| YESH T1Ee M|

>
Ok
g'y
I

mn
rr
Al

A

=.

E%=(knowledge-intensive) M2 : 252 MHAE HZX
=-1171&) ME|27t S7tot= FA.

4

|
R
1z

H
oo

t

|
=
10
i
»
o
(0]
>
2
=h
(23
)
H
P
E
>
Ok
_|0II
=
P
rir
oxt
0x
ikl
ofm
2k
v
=
ook
=
oxt
1

o
A o
10

LR 3 45y YN

2

o
Kl
o
i
o
=)
0f0
Qrﬂ
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PS|
A

EH
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H 2
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[e]l}

i (optimal solution)& %H0t0} of

st §9 Ol &8). 2H0|1

0

EIQ

oX

- 02
B

B

m
=
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I
oY

AN
|0
hu

=
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0
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oo

HI  ofm
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o, MAXMR Eol2 DR, YA VIEC =

ol
i
fjo

Poax
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OH oY
ol
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(engineering-oriented) 2 : AH|A AAHIQl HHI} AHX |
O STGHAITA Mot £0t0= HA|/2M5t
[8ot= =7 E AF85H0 MH[A AJAH

"ol Hatol Mt 7= HAEE MM = £Hdl0F 5t=

ZENA 7120 A9 Z2NAE M

oY md Of L=
o oo U
=2 J
=
o X
mIE

J b
2
i)
=
1o

o
=2
ol
on
ool

— o ) (=X}
ME[A AXLHY SO stEs SToliA SSMEe sttt 0]t 20F=
Yirdi 2290 HEeT= HollAM Hiet 38 S SR

flofl IBMOIA XME =iet 80{0[Ly. 2EE SSMEE oA, MeA & ZR0

MH|A HE2(service sector)0f| Cfsf 2Lt MAXCZ HIA6H7|E &6t

MH|A Dot et sk20] Lok LELY| Holls ddE 712§, OHE
B, OAR 8 89 7IY WeEEA = 9 3 AEE 7[0] 11 ggs
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S42(2014), 2OIX|gt= MH|A,
S0l LRkl

OIZH 7129 MzMYES 1=atot= O 7I0E 3F, OHAIE, HAel 59
SI20| @EE AHIAMYS| S2E0] HHO| Tt ZfAte] FH0|A LFdtL
UL

HIZ L A0 FE, DEAZO0| TRl &= 27| THE JgE of 2 AXE
ME[ALR S0 U ME|A FF, MH|A OHAEE ME[ATARI THE

o
AHEHES IR U CI2 ABS It

SSME(7IZ)2| AfH|A 3 Wi MH|AC|X(l] XHEH

o (=N ¥
EX M0 2HE FE 44, ], g0l FEst
A S A gy JH|AE A5t
(Of] - MHIA AFOIHA, AH|A AHIX|L|0{2, QX S0 4l HH

At
MH|A ZE, AH|A DHHE 5)

[ 71 MH|A A 8 3E MH|ACIXFOIO) R

CiXpIt
elLtat HA CARIMY f2= 200090 A2 EX oA XEHo =2

S7FsH YTt

il

]

(T9 Uz, X9)
2004 | &2

2010 | 741

2013 | (e
2014 | AE
2015 | 868
2016 | Gk
2017 | 55
2018 | 7 &
2019 | (2
2020 | <L)
2021 | ZEGE
2022 | A0

* 20134 UK EAfChATC] ST SHAY 0| W
- 200451 QB Y ¥F : HIZY, Y, AR AHIAY
- 201041 SIIH| Tha §Z : XY, 714194, ZTY/AN/SBEL U B AHIAY, H2/TH3 L T2 AHIAL,
AR AL B2 2 AFR) K| AHIAY]
- 20134 CiXtQl MYl 27 £910 2 CIRIQl 28 Y B S 2o

EEl
* &% 12023 CIXQUAHEA S2/Q04E 1A(2022HF 7|F), SH=CIXIQIZISH

MH|&-HYCIRRI 0|2 M - 45



39 CIXFQIA A SAEZAN (2020, Ofef B HA)E HIEL=E CXIQl MYPes
2023 CIXIQIAEA £2/Q0t
BN (20228 71F), 201Kl AHEM JEMOZ= "HE CJXIQI'0| 7tA 31, OS2 'TXQI Qlma},
& (https://www.designdb. , _ C i N 39
com/) AH|A /BRI, 'SZCIAI =0 2 LIEHHTE
20214 2022
By FACHH|
= xfol gg | mF CxRol IRl &8 | TR Cixol ==
TEnes | Tendw | weme CGREE THLW | ewes o0
HE CIRel 18,557 158.39 2,939,308 18,330 152.21 2,790,012 ¥ 51%
AlZf CRFQL 10,913 102.01 1,113,188 10,276 98.18 1,008,920 V¥ 9.4%
CIXIE/HE0|C|of TIXFQ! 6,997 102.95 720,313 7,289 93.01 677,946 V¥ 5.9%
A
o |32t Oxtel 26,847 87.95 2,361,210 25,800 89.60 2,311,616 V21%
'E[‘ T /R AEFY T X! 6,754 66.23 447,369 6,246 79.00 493,413 A 10.3%
S
MH|A/ZE TRl 34,823 73.65 2,564,672 35,148 75.56/ 2,655,633 A 3.5%
AASOf CIXRQL 4,048 67.56 273,441 3,625 64.68 234,484 V¥ 14.2%
CXtel izt 42,538 68.89| 2,930,568 42,659 64.99 2,772,560 V¥ 5.4%
A€ 119,836 57.08 6,840,240 112,132 63.39 7,108,192 A 3.9%
74 371y 28,769 139.41 4,010,715 34,169 105.93 3,619,419 V¥ 9.8%
==
g 5171 1,951 402.58 785,541 1,870 410.63 767,710 ¥ 2.3%
st 921 1,861.11 1,713,672 1,201 1,206.90 1,449,265 V 15.4%
HA 151,477 88.13 13,350,069 149,372 86.66 12,944,585 v 3.0%
[ CIXIQIZ2 M| CIRFQIAY i |
* CIXQIZHROIR| CIXfRIAY] A2 AHE Al CIXIQIMEIH BoH= HQIE
* £7 1 2023 CIXQIAAEH S2/Q0HE T14{(20224 71F), SHRCIXIQITISY
CIRtRIo] AMXN 7tx|9] SHHHA 'CIAtQl QZ2p' 7t JhHE oL}, 0|8
M 2lotH Cha M2 XH0|2 MH|A-ZYFCIXI0] & HME =RACt
*CIRR1 AN JHX|0= 20144 ThH| 20194 1EY S7+80] ZEE 0 Y222 T B}
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Part 1. off A{H|AC|Xt

ol

o

FOAel 2 T2 CAl 20F0i| Hish ChA S| AIREUCE 2Lt I0|Lt
2HY & MZ22 000N &E27t 0K D AKX Mu[AH0) 2t
CIAtRIS] XA ZIX|Lt 277K g S0l UM IR =2 BItE LUATT &
4 9l

ook



o L SI17}3|S ool 7jofs CIXQIo| ZRIK Itx]
(Er9| : ot 2)) (91 %) (91 : %) (Er9| : 93t 2))

& CIXpl 342,729,464 28.0% 29.6% 28,423,135
A2t CIxtl 106,045,335 26.6% 26.8% 7,674,443
CIX|=/ZElD| o] CiXtol 40,208,911 35.2% 47.7% 6,755,563
32Xl 171,005,124 27.6% 45.5% 21,493,725
JiFSVESS =R upN] 29,173,164 36.7% 20.6% 2,208,520
MHIA /A TRl 402,432,968 24.7% 64.0% 63,747,688
A ZOf CIXER! 19,121,313 29.1% 31.7% 1,764,229
CIxfol olmat 364,929,110 22.8% 55.8% 46,434,172
| 1,475,645,389 26.3% - 178,401,475

A& 5
QIMAZF(CIRQAITZ UM ZEN0H HFSH= AYAH HEAH & x

| $2/2E 1 X(2022 7|F), St=CIXHQ!

8 CIXQI &8 HS x 2020 Ci| 202214 5 5718
*EIPIRIS SR AR £, CXQIMY HE ARR0 MERE TS S0 CIXIQIMY (ERY BIIIIKIg M5
RIPIRIBS 2t 4EC| & £Y 5 2IPIXIQ HIZS 2/0/g
* CIXfel 7|04 = © 2022 7| F CIRFQISR IR MEfZAL 2}
ol 22t H| ot ot=o| CAIRIMHY AIE 27t 52|0[Lt GDP CiH| CIXQl
A AEZ HuFE 0= 9%I0ICE (20184 7[&)SASAZ HHY O
PalLtgh= MAEQ! &0 CIXQIMY F2E JEX|LT UX|ZE OF5| O0=2
CXpRIAN Y 2 2b= 2 XI0[7F EXHSHTE
[GEEEIR=E))
o =7t 2018 2019 20204 20214 20224
(20224 7|1%)
1 53 167,205.44 177,655.57 226,739.13 303,333.33 289,109.79
2 o= 25,950.00 26,480.00 25,780.00 27,990.00 31,050.00
3 olg2/of 4773.88 5,572.58 4,713.52 5,905.07 6,713.78
4 oHet 4,660.48 4,464.27 4,877.62 5,636.69 5,877.56
5 o= 3,293.30 3,398.27 3,720.06 5,960.16 4,896.37
6 =Y 5,297.18 5,445.84 4,504.55 5,084.88 4,676.14
7 oA 2,985.88 3,547.87 2,624.32 3,415.32 3,777.45
8 Hgas - - - 3,614.88 3,574.19
9 AQE 2,362.47 2,245.17 2,218.52 2,866.45 2,442.66
10 ATQI 1,639.76 1,762.47 1,572.39 1,609.18 1,758.91
1 AQA 1,353.76 - 1,265.34 1,487.91 1,526.53
[ CIRFQIAY 7112 e SA

* &% 12023 CIXIMASA

I
| £2/292 TN (20224 7|F), BRCIXNQITIEH

MH|&-HYCIRRI 012N - 47
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AIAPAAARE 4R} AriSiy”
https://terms.naver.com/entry.
naver?docld=3377297&cid=436
67&categoryld=43667)

4

2I7|T|C|0} “Fourth Industrial
Revolution” (https:/en.wikipedia.
org/wiki/Fourth_Industrial _
Revolutionfcite_note—:1-34)

48  Part 1. 2ff MB|ALC|XIQI

SAZMZ EF UXAQ 20t 9¥S THY += X TXEE, A0E
HMEq MH|& 20pF ZE5HEA siig 20r9| XS, AlZ/8E, X040/
ZH=, MH[A/ZEORR § 2E 20 & EHettE He =y
ACH, Sol, FIVIXIZ0IL HH 7Ix] S0| =2 'Mb[2 /A0
7| ETO| Tet CARRIM S ARl AT SR,

(Shel-uet gaf)

33 I 269,109.79
0z 31,050.00
oigtzjot [T 6,713.78
et [ 5,877.56
thetei= 4,896.37
= 4,676.14
oA [ 3,777.45
E=El= 3,574.19
EST TR 2,442.66
Ameor [ 1,758.91
AQA 1 1,526.53

* ORIl AIETRZ 29| (2022 7|1F)
*EX 12023 CIRQIUASH SZ/29fE 1M (20224 7|F), S=CIXATSH

Mol OxIEatet Xls2t

sreisy

VibN (Fourth Industrial Revolution, 4IR)2 20161 6& AQA

CtEA N 2l MAZMEZ(World Economic Forum, WEF)O{| A

O|ZO|AUE FatRA A (Klaus Schwab)0| AFR5IH 2| YaiX|A =
JHEOICH 2 SIEY 0, ATEQ 02t WEsH S0 Zeta MoK -=2|
AAHE(Cyber-Physical System)ot S, HZQ| WME ZX5IRUCt M2t
AXf MAHTE 2 ARHE S 23 3 As3t WA 2= Fok=
AL MAHHE V|Ete 2 FYEEMV|E(CT)I ZE 207t M2 88EE
‘EAL, XS, ‘Z8YE ETQE oth, HE Sk = FHTH HRo
F&HS 0|2 Z{O 2 LHTHEQICE O
o1op?

(i
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Deloitte(2021), (TechTrends
2021) (https://www2.deloitte.
com/kr/ko/pages/consumer/
articles/2021/20210423.html)

AP MO HEXR 7l 202E AHEUHY(I0T), ASXIS (A,
2RI, RO 28 +HEU 37|, R ASA, 30 ZEY, Uk JlE,
A

A0f, 7+ E(VR), SEE(AR) SO ULt
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1t Al 2R LHASE 3R A AT ARt A
7|3t iRl
ZinEot Aolei 22
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e Zehi x5 Alag]
5712 ol
43 MBI 0[2Hs BOJE DPEIR XI2F0|H, 37 MSiZol HRMNY
% SR B OfLjate BT QICE SHRISH BAY AMRI0] 4XE AMRIEIRIOIA
QIFots SHS WO CIXZE U X|SEt2 FH5| MEED ATt M
0I5 4 Q= ApO|CY

20214 MIAH 7|18 EHE”

- R OXE 3 S2HREE Mets 71453t

- HIZE, A, SX 2 S5U2 IH S IIXHE S0 = A0}
Hets DAMst

- O BYES flet Zust Al TAiRld =8, U5 HOJE 8 * #x8tH IS,

- {2t HICHHS 83
- CIHA(Diversity), SEM(Equity), Z2-4(Inclusion), DEIZS Aol T4

QAR HOLSY

MH|&-HYCIXRI 0|2 M - 49
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W. Earl Sasser, R.

Paul Olsen, D. Daryl
Wyckoff(1978). Management of
service operations : text, cases,
and readings - / Boston : Allyn
and Bacon, ¢1978.

44
SI8E, A2, ZOlE, 2
H2 (2012). AMH|ARE-25
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Kotlerand Keller(2007), 4
Characteristics of Service,
(https://i0.wp.com/www.
iedunote.com/img/27713/
service-characteristics.jpg)

50 Part 1. e MH[ALC|XE

Hr

(e} |.')

[CHH(untack) SIS 48

Yo 29| O2i= CXE EHARZHO[MO 7h&5t Sl H
0| LY S0 SEEA F0 Y + A= UXS(HEH2)
M&0] et Aoz MYE|L QUCE MH|AMAE Ol2fet S5 K0 2 2,

oy

ZHlaHor &

3.1.2 MH[A AAHO| EN

MHIA= TSt Z0F0IIA AlCHRE 2HEON| M) CHFsh Oj0j= AFEE O
T} matA MB|AZE 2SI01X] MOl W2|7|= 0 {0t mEkM AMHAL]
S48 JHte g MH|AS 2HE 0lgct= A0 R&SIH. ME-HZ
AAERD LEE= MHA-MHA AJAHIO XIHX EM(distinctive

characteristics) 22 PN, SAIN, AN, 0[ZMH0| Qlct.

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* |



23 M(Intangibility)
MHIA T MAlE =0 20l S2|X01 BNt EXotXA| ZS=0 MH[ATL
O|R0{X[= &7H0lLt 1 O|F 0= 2 £ UALL 2 5 A= A0| OfL{Ct,

Ol2fet FHE2 MH|A 2F 1 SHME 0@/ ofH AH|AS| SEHE ZEoAL
#elot= As eSS et & AMHA= 20| a0,

SA1M(Simultaneity) £= H|22|4(Inseparability)
R MH|AE MH|A KX QJa 44t (generated)0] 0|2 0X|= &7t
AlZHS X|HO|LE O 10| AHEREON| 2lal AH|(consumed)7t &

2
i
il
0=
rr
=

2HZE SAI0] 0L W20 0] 25 22/ 4~ 8lbh 2

Mo

o A
1

=

ton

r

ikl
o

diats Xt O HAE AT = HE Ya0A Ab|== 0] &t
X

0 o

o
AMB|AE= Oj2] YioAL B2 of= HE

3

k= 4>
o
In}

0l2fet SAIY HIEE S22 QIo AH|A9] ARl Yitit & &2|7t

A M(Perishability)
MH|AE MEoAL LISS @lol HIS

_O'L
ra
mn
il
e
4>

4 glonf ot ¥ A8

5
ol 2™ 7|7H0] X|LtH ASHSICEH AH|A

o ARZX} Ei= O0| @518 T ZA|
MBE R 2oH ool JHsd0| HHXAL A EHEL Fi 7Hs-d0|
EfOF AT S MH|A XpHQ| 0| ARRIX|IAL HAEE 4= QUCH MH|AE=
HEN M0 27tsob| Mo M 2L MEES S8 a7t
Gl
0|&M(Heterogeneity), HS4(Variability)

2= MHlAE 282 20 MH|AE HFsots AR H3E= A7, Ea
2 L M2t SHO| IA F2HE 4 AT E2 9| MH|AZ oHEEtE
MIZALS| SELE OtZ7HE0N T2t MM = MZok= MH[A L] LHE0[ ZaEA|ALY,

Ef
JIZHO) JHOIH A FEYO| Tet 7= AH[AS] F-0| HetE 4 U
H

=2tE Soff B WE0ILt YLtEE 2EX2 2 Helol/| (En: gt
H

MH|A-FHCIXHI 0|2 M

—"oo



O Ul 7kX| & Q0= 0= 7ol £40| 2Lt 11 & 528t = 7H| £82
12 dHEH tEa 2o

TZEH0(Customer Participation)

MB|A9] Z 55t &4 & oflts T2 M A0 1740] FO{oi0F2F 5h= Z0|Ck
orof JEX| §CHE MB|ATVE M A Zethh 1240 MH[AS FEoSIL
0|&st= 0 YOt/ WZ0| ME[A AARE 28X 2 &5t
EC}. MH|A KIS AHSAtS] HER JoXE0[ ROK[HA At 749
&30 20e 7tsdE A0

283 (Lack of Ownership)

A
f

=2 HHESE O 2730 FHAHAZ OFEH. FUAE ME
I

[ =

AHEAHE oliig AHIA0 of 1 A% 2~ AS FO|LE

ol g
(O3 S QUCE 1B ChE AHIAS AQHY| 0|HS 4UI5HX| 2£OD

>~

OAl) SULMHIAS NSRS Of FORXIF SO ZHAO|L HOANS SX
ST 0128 4 U

EfOF QU

MEIA0 = H2|l 27T0| EMots 49 AU 2730 22050

ZY0| o | ettt

GIAD KIAMBIAS] XM 2H|, MS2 MB|AZL 5Ll 7K 2 =

[e]]
AN

o
ze

rir
oln

MH|A EMo0| ¥35}

QUCh 22191, CIXZ MHIAS SHOR PHY, SAK, 424 5 HSHOI

AN o— o Oy o o

S4=0] HHIAL UL HEa MB|A7 SEE= JHE0] SEotTA MiZt
MH|29| S85 Z2lot 4257 | 02 R ALY

OlAl) ADIEES HOlicts A2 Had] FUE0I2HE 5t ME(product)s

Tofohs A= T OfLt &

HI
o
oo
P
=S
>
T

m
=
>
o

A, ASE HEtel HE2

SIEQIORt AZEQY, HS S3F THeh MBIAAE Y, H-8H0], HAIY,
SY0|L Y 2E2Y S)E MSett= JHEo|t

52 Part 1. 2l AH|ALC|XRIQIDL?
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Lynn Shostack(1982), {(How to

Design a Service), European

Journal of Marketing, Vol. 16 No.

1, pp. 49-63

47

Schneider, Benjamin & Bowen,
D.(1985), (New service
Design), Development and
Implementation and the

Employee

19814 82 12%, IBMO| &2l
Z|xo| HAE HRFH IBM 5150

3.2 A‘lHIA 7=|o-||:III-O|O| Exd 51<| 35}

3.2.1 MHJAC|XQIOf X

7€M 5003 S|EA=HATE SS9 UXE EHHSHH Heter &

SRE, 71¥T 3604 E2E2 "=7HRepublic) 0l EFRIONH =1
= 189 S24gS gt A0l O|=7[7HA], ME|AGARIZ 2 HA

mo o

i

H0IM ZEE0f JATE DLt MBIALXIRIS] A= MEIALIALRI HE

mo

X2 MHEL| AIRFSE 1980U] O|S HE2tT & 4= QICH

A. 1980'ALH, MHJAL|X}RIS] AJZ}

9810 IBMO| MAE HRHIF HS22 AJHEUAL 1984H0H= R
HZIEAIZE 2705 S 1980 HE HARAAN AMHME B2 7I&H

18

Hez SOIZ2 AVIL. O|ME MZ2 7|7|2 7|&0] AHEXSHA

=

HEoIHM MEAZE HAIE 7IE 24 7|=0] HEE 7|7|2 €0tk g1
2o QXIS MHHIE +dE - A=7HE Hots AHEd ST
Che

for AS0[ O] Al7IRE O|0{X tCh metM 1980EMt = M82=2
| x
AIZSHE Al71017] & Sttt
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1982 MH|AL|XtQI, XZLE Y X|C

MH|ACIZRIO] AJ&2 & AAE (Lynn Shostack)?l R2{I|Qh Ot E
X< (European Journal of Marketing) =29 “0{ZH MHAZ
CIXIQIGH=7 (How to Design a Service )0 25t0] M2 E0lAH
YHRFLCE Tl = OAES AZH0IA MHIADIXIRIS Folgt Z0[U2LY, O]

= 2 Chet OXel 200l MEE = MHALXRI g9 7|82

OrAsh= Hl 2E=RATH= oM 227t U
1984 £ THE MHEIALARRIC| 7HE AN

HIXtAl £Lt0|H(Benjamin Schneider)2t HOHIE E¢(David E. Bowen)O|
ool MHIALDIRIRIZ2 ChAl SFH AEA FOEHRACH IS 7 “MER
MH[ACIXR! 7Het 2l Asiar 2" (New services design, development
and implementation and the employee®’) E&t AAEFO| G710} ZH0]
=2 0AE, #2] 2 MH|A HIZLA JHE0 =8E XF0] MHADXRIS

S-S RACE

MH|A-FHCIXRI0[EM 5
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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

1984 AH|A FALTIS| EHY

MHIACIXIQIO| 7HES HIOHHH &l AAERS 1984 SHHE H|RL|A 2|5 (Harvard
Business Review)OlAl AFEXHUA =2 5t= MH|AE CIXFQIGH |(Designing
Services That Deliver’®)2t= 2€ £510] MH|A HAFEI(Service Blueprint)2

HHIUC.

1986 AtEX+ 4 CIXfQlof EHY

AZISXI0[X} CIXFO LRI EEHE L=-BHDonald A. Norman)2| Z("User-Centered
System Design: New Perspectives on Human-Computer Interaction, **)0f|
9510 AF=Xt S4 TRl (User-Centered Design)2| 7HE0| A2 FEEIQACE

1988 2= 29| CIXf2l

AEXE S4 CIXIRI0N 0101 1988EH0 EEE 2k "TARRI} 12 2] (The

Psycology of Everyday Things’’)0|2t= S Edl QEMEQ} ALX} 749
[St 2HEH0f| CHoto] Xi&otRict. ol2ist
A

|AEARRI0l & O MEA SoHC

OIAAE HIHT} 0] S =77

o= %I:I '"
A ZRUX)0 thet 22 = = A
ZEOIM AL SHHR! Z0)| tioh S &~ UEZ oh= G0l 2 JLS M

EC.

1988 Z¥S WIISICt

8OHACHO 0|24 ALSAtS] Ht MH|AQ] HOf| Tiet oA 3 AHAIQ] 1EO|
O[O/ 2t 7|¥2 CHAXQl ZHUM MHA £F2 =0[|= O TSI
MHIAE HZok= A 0z 7[40] S0 M 24X ARIS0| MSotl! Us
Me|A9l 23

Mb|AE =0 20l=
Parasuraman), XO|AE(Valarie Zeithaml), Hl2l(Leonard L. Berry)=
E2g 5HoP| st =721 MEE(Servqual)0l HLSIUCL” 0%
RATERZ £2|= 571K £49 EHOZ HstE =0, 0l= AI2[H(Reliability),
H(Assurance), S84 (Tangibles), 2Z4M(Empathy), 12|11

Al
I_
S H(Responsiveness)O|2t= £4S0 thst H7HE 2l0|stch

S WIS BES REL BYSIHE Jael 2H0| BeoL,
7401 OFLI7|0f) 24245 S| OfR4SCk 010} Ti2ir2A2HA.
A2

PEEE

=1
2t
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R. Buchanan(1992), {Wicked

Problems in Design Thinking),

Design Issues 8, no. 2, pp.
14-19.

B. 1990HLY : SKE2 2 A{Q| MH|AL|X}RI

5y M3 YN0 R ABSO| $CHe RO|CH
2 9l5h RO FRAO|LH HEANEO OfLjzt MZ2 JHRIQ EHE, 24,

S5HQl A2 ZR5HH 517| U8t CIXQIA 2| L=20] O[O{X|H EIRCt

BHH MBI ACIXFIAOIM S 9OETHO| 0|22 MH|ALIXRI0] 5tLto)

SH20 2 X2|IHYSE| AIKBIACL 2t RSO A ABACIRRIS JH2 R0
MBIATIXRL QIS SA5H7| AIKRHL, SR MBIATIXIQ WHo| fs20|

A =YE 0H(Donald Norman)2 Applel]| SH26tHM X202

2 MEX 8™ MAXHUser Experlence Archﬁect)i KOG}
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MHIALCIXRI2 =290 22 X CXtQl tisH(Kaln International School
SO (Michael Erlhoff) W2=0{ 2|5t0 5}L2]
YEULE MHACXQ WES HSotd i

==
ZOF0f| At skt & M7t HERIE MSstets siAe S4Y0|

fob

=13

o

==
UOLEZ| A &AL
1992 SHAS ¢lst CIxeIAZ
2|9 oot oA giot =E0| 0 SHste HHE|(Wicked Problem)o|

CH& sHZ240| HEZ C|XroIMZ (DeS|gn|ng Thinking)Ol2t= 0| 2{3IXICL.
2|XtE HIH(Ruichard Buchanan)2 19| &1 “CIARIMZNIAQ &
HA|"(Wicked Problems in Design Thinking™)0|A] CIXIQIAZIO| H 2 HrAlg

Soll IHIE ofiZots LS 7IEot A

MH|A-AHCIXRI0JEM 55
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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)

1993 H 2 AL}

WAHA HM7Zl& (Angus Jenkinson)2 SXHO| O|Z2HME H AtZtS 21
U= MHIACIXQ! O HEALLE TSI HEALLE §F B
2 iHEsH/| flof HE0R 7Hae JHHE=Z MH|A CXH0|H 7t &Y
o

=

Qofote Ol 2 =88 & & U= =70t

1995 £|Z 2| MH|AL|XIQI w4=0| EMY
H|22l O0pA(Birgit Magene= S 2 Znttistu(University of Applied
Sciences in Cologne) ZZX9| MHIALC|IAQI W42 AHEQIC =

MEIAGAQIO 012, YHE, M S MYstAL 228 ME[ALA

P

HFAe A Ee 2 1YE 228 ARUEIS AN

1999 1M 01 X2 By

O)=9| CJXtQl 2|AM IDEO7} HE &3 T RME(Acela high-speed rail
project)S ZI5tE & U2 0 X|=(Customer Journey Map)E X3
HAIGHA =ACE &= Ol= MHIADXQIONN 7t HE| 285 e =7 &

_§_
SfL7t EIICH 55| 2 MHIAL| AlZfat0 =5 &=H.

1999 A 4H|

A8 AM(The Experience Economy)2| 7HE2 ol (B. Joseph Pine
JunionZt Z20 (James H. Gilmore)0il 2I5t0] X2 HOtZ|QUCH”. 1S
7|40] DA 7HX| QU= BES MALGHOF ot0f 1 AE KA 7t otLte] 4E0|

2 20241 A

KISD Technology
K6In International School Arts SCIEHCES

of Design TH Koln

[ MHIALC|XIQIS SHR2O 2 LHMA[ZI CHE Y

=

I

1
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55
2|28]3 liveworkstudio (https://

www.liveworkstudio.com/)

56

OFRI=R Centre for public
impact (https://www.
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Peter Rowe(1987), {Design
Thinking), Cambridge, MA: MIT
Press

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

Z
YOHCo= offZot= AHFOIT. HARIEHOl=t

SA0IA =0

(Design Thinking)2 CIXtO|L47t 442kt WAlO 2 ZX

27| =95 & stutz IE ZQ|(Peter Rowe)= CIXQIMZAO| HRA
SO0 CHot] ATHSHH=D, F2 HF0IL TAAZIN MY CIXtel Bty S
HAMCZ MHSHD UPtstE AES HQtstCt.” H=0] CXto[HE0]|
Ytz LAOH| CHo =ct 2XIGHZAS] Iy XtA|7} i Wots Bts +~ USS
ZZ5tUCE 01F CIXO|HE0] OfEA Ustar Atst=X[0f ho Chbst
200 ¢TIt QUQi=r|, IF LIo|™ 32 A(Nigel Cross)® = LC|XI0|HS0]
ol LH2|7| 02| R(ill-defined) EMES OE M oid= A 2X| iz
HfAlS ALESIOHD B, ME22 sHEME FEsctze HA0HES s
MH| ol RE F=2(Abductive Thinking)2 ZRSICE Y2|0] 21}

o
tisk(lllinois Institute of Technology)2l HHwW 4 ZA Q9 (Charles

Owen.2007)2 CARINZS 1sHE Atid(Scientific Thinking)ﬁl AS HoEK
Hgoz 211 Eo| 25t 22HSHll-formed) 2MES ofidot= o 2
ZER7F QT HQICE = ESt Hojge YYS I M (MEA-SAE) L

=
DRHARMN-BEH)AE F 19 53 SHO2 UtD, 4FN0|D
0

SAXO| D31 HAK0|D SO CXIIS & B0} ZHe] AT wHel At

=1
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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

LHH0A 2] =2

SIAOMEE =957 AES OARIMZ0|I2tE 80 25 7190
MG = HIELALL HAE 2EXO)A] HO| ALZE| 1D QT 22 A2l
HE S|ArRl OFOIC|2(IDEO)E 0|81 e & E2t2(Tim Brown)™2
CIXtO|HXE MZot= Zi(Thinking like a Designeng Salil ME, AMH|A,
D2MAE G0 TS NLYSts LMK HSAIZ = ATt FETHHAM
AEg HSAZ|D Aol FZE HEOUE TXIAZY dEs ZxstL
g2 Y2l= ol 7|05t 2 M2 CIA0|H 7t Atste st BAlof
=Mg £ E HetRn 9| EEE 2EM 30ty &80l 22X OfEl(Roger

=
22|(competitive edge)ZS HMZst= JES SHCHT FAGICE 0152 Alfl=
5 CUXRRIO CHet dF 200N #ale HOE0t 0[of Mt H| AL AL}
4G WKUME CXIRIAZO0 tHat Olo7t QoA QUAIETHM MBA IO
CIARIAZOl EYEQUL) oY AldlE2s A
University), 2EM ZAisH E2ECisti(University of Toronto), AHO|=
ZYrsty, AR E fsk(University of Oxford), YHE AYGOHEH,

HO|AYAEHZ| K E TSI (Case Western Reserve University) S0| QICt
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David Kelley, Tom Kelley(2015),
{Creative Confidence:
Unleashing the Creative Potential
Within Us All), London: William
Collins

CIXtryZoll st 371x| 2

1. Al BiHE 0 2 M| C|X}2IAA: Design Thinking as a methodology

CIXtoIMZ S otLtel B E(methodology) 2 B BHOICE QI7H2 &Lt
ZOX0| 1, Lot MO = LeolH LZ HoMYU 4 QUCh= MHSH0| O2{et
ol d(creativity)Ofl sl S (inspiration)2t = 2 EEFO|Z(prototyping)=
225101 Z™H(emotional), 7IS5X(functional)© 2 2|0| QU= O0|C|HE
L=ACZMN &7|HQ Sig 0|F == ATt 2L 028 HEH HIE=2
IDEOOIM =2 AMSE0f CHSH HEHS| 71HS0] SIS 0|F 12 & ok= Ol B2

EEs FUL

2. AtnarAlo 2 Mo C| X1 Design Thinking as a way of thinking
7Y E ol H= HEeE OX0lY

JH7HQ10] EXMIE siiZst7| Ploh Atilots Y TSetht HAle] ZME

Ao
CXtQrazd s 217H0] 742 QIX| 52

261 7E6P| o2 M2 2= BE0|7| Stttk S5| 2H(0f thet i
e 2t R F2(abductive thinking)Zh RAISH AFIHO 2 MHE|7{LL,
olof &alf HEB(inductive), AHH(deductive)0| & SEHE AfIHO 2

AHE|J|E SO 8 22 HF(convergent) AFIQL SR (divergent) AtLQ)
g =

3. OfRIEAIC 2 Q| C|XI2IAIZ: Design Thinking as a mindset

Mo
CARIEZAS ZHE Uote EiE=LE XtMO E&ote Olsioh= 2&0[C
85| dgEe SN #EE oFoes 22t Z4HU(human-centered),
g2l 0t22l(open-minded), H&X2l(positive), E=2|(collaborative),
HaX2l(experimental), S ot=(empathetic) S0/ QUCE 0[2{st OFRI= M
OOl LHS S SHAIH 010|C|0] L= S floH BHOl QAR QAEL,
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CiXtIyd T2 MA

ARZE THSHD. School)OllAf ZHES CIXIQPAZ TEMAE= S [(Empathize),
2H| Ho|(Defing), Ot0ICI0] 37 [(Ideate), T2 EEFRY(Prototype), B I51 [(Test)2l THA
CAZ O|ROIRICE Ol PAIMQE, ALZAS| HES HIEQRE TI59| Mzt o415
SOI5H, 7IGH =S AMSalA HE S 2 SHES 2[5 00|CI0E FHlaket TS,
AEXIS| o712 E11 015 BHol =7ol! CiA| B7 1= X3 Bi=oh= 1EE Sl
2| Sl 2ol F2sks 0|0t e, IDEO= CIXIRPAZIC| IES UP(Discovery),
aiM(Interpretation), 0F0|C|0] 2t=7|(Ideation), &5t |(Experimentation),
2517 |(Evolution)?] CHA THA2 2Lt 2t HHEZ 22X Ofsfoll 42 Zo=
ZOIMEH ARSI AlmE25H 2J0|S Z V(215 RAoh= oifAe| 1PES HRIC:
CIXRIMZR 7|35 Aol | #fet O0ILI0SE e oS Sdll HIAESIHAM

O M=R EHO 2 LOP e Fgo = HFE

MH|A-FHCIXHI 0|2 M



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

2d2(2017), (=OIX] = AMH|A
20J= DXl

/

MH|AC| X! H2|

MH|ATIXRI(Service Design)0|2t MHIAE JHLGHD AIGH| I8 2H
OO A lShK|= CIXIQl EES IUAHOZ UAE= JHE0|Ch 0|H2 AMH|A
AHEXALE Olaiat7| 25t H2 WO AMRE Xt HHOL =7 E2| ALE,
MH|A AJARID T2 A CIXIQI0) O|27|7HK| CHY St EES Bt

MHIACIXRI2 90N =BHEE MHA SHilg 28 FoFo0|1 Q17
Z&XQl(human-centered) F2 LAE Z5H| 2Ist Al=2M HEE 7|

AIZt6101 S8 2012} RIS 917 Q00| KI4HOR S5 T YUCk

SHAIMS] =2
MH|ALCIXFRI2 1991 22 ZH|CIXFQISt W (KSIn International School of
Design_KISD)Q| 0|5t WS w4(Prof. Dr. Michael Erlhoff)0i| 2laf
ATHEIRACE MHIACIXLRION et =719 == MER MH[A T (New
Product Development, NPD)OJIA] £ CIAIQl =7 L 59| Agts MHot=
A0 =HS FUC M= MHIA IO CHEE =2l= FRE MH|A SAS et

CIXRIEZ S FIHA 20 er = SR, 0= THA| TIAIO|H S0

[

NPD ZZMA Q| F TP Kt
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2001 MHIACXRI ME 7Y
2|23 (Livework)Z} BE0| 4
SHCE MHA ZEE UXQISHE HE 7I1YS0] MAKCE FLHS| FAN

P N
MHIALIXOIS F251H E HHZ0S AHlA 34 ZQA

=il = QAet 79
=0l 2 9E ot 2009 YEHSMUMATSH FH2 = JHEE
AMb|A R&D =A| ZHEAS Saff 1 HE0| XA = AL, 201082 H
YRR SFROAQITISHY AlH A X R&D MA = AH| AL
A S0 HAAEUC T LHUM=E SSLHEL Az MHA SHHMEE

MH|AE|AHRION CHet 20| LIEHAZ| AZBIRAL, HIZZUAME e SEAIE 7+

A MHIARARD =S AR S5 FFUME 7129 SEA SH0H
SSMHIAS AR SY2 2 Sibiop| gt Y2 MH|ALIAIRIS EEo1Y|
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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|AL|XQ! OGHE I8t 371X 2

AZZ M9 MH|AL|XIOI: Service Design as a skillset

MBIADIRQIONA ZERE = AFEAO et AL 3& HARl(co-design)
AZ2tE o3t =FEUMEA 02 O Xz, ME|A HA )8 28 1
CIXIOIAZL 7H AZ0| SES F= 20T M2tM Ol2fet ALS EF

221 BH MSEE= AHIA XM MI7F Z2REDH MH|A IO =7
EA(ZAR R TIARRDO 710{5Hs BE7F S0 CIALO[LAQF AfH|A ZRZ{0] ZfX}

=X
AL Z2MAC O2f XS TIoHH

0l

qE Pefop Zelotl M= HE

o=

0x

MH|AC|AFRIO] AR ZHOY S

M
vg
ikl
re

sfot= 971 M.

2. AN T2 HAZ XML MH|AL|XIOI: Service Design as a systematic
process

MHIA i 10 0|2 M g0 2X &

o
O -
29| Zot0i| St= MAXMR! CAIRl Z2M AL HES Sdlf HatE 0[Z0{U
E

A0|Ct. SJAHZEE AM MH|A Z220|L Z2H

OD2NAE stgotH, Ol 22 H39| HESHO 2 XEot0] MH|A9] 0|t
S HEE OIZO CIXN0[H e AH[A =X0| LHH SSEAGHHA
A0|H7t S50 Z2MAE 01ZH o= LA{0[H

3. MU O 2 A2 MH|AL|XIQI: Service Design as an approach
MH|A QRO E= MH|ACDIXRL RZ[0] 7HX| D Qe Hatep S
H Y40 tioll =0] BF7tolh= #EOICE Ol2fet M YAS Sl
HEA7E ALS0] MEok= MHIAN THel HEA| HZioh=XE 4z =M
A2 FHE o0t MH|A ZX0] MHIALDXRI
LHOIl at&0] LOLIA ==0, 0] 35
D2 EEOIHE MH|A ZX0] 7|&0| YotH LAM T2 HMAS AMSA

Y7IHL 2 HatstA of

|-X‘I()-|| XPO:I stO EM-I _7.(_J£|

HietE 11 SjAloh| fiot 3ol =42 S857|E S =0 H0l=
MHIALC|XIQI ZM2(deliverables)0| Sl= ARt 5 WAGH | GHH,
Ols 2&| LHE = R0IM HEE UOLEY | = SHT. AMH|A CX[O[L47}
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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

ALEX Xl g2

MEXF AE(UX: User Experience)C|XIQIL AFXI7} HE LU AJAEIS
AMEE I o0 YT MAES FEE T 4+ ATZE FH Mets CRQlst=
Z0f0|Ct 0|AE EEld, TARl, A8 Y & 7|59 S0 MES 2S5t
S@ots A Z2MA Ol SHE HESHTH T oI AJARE Jefh]
QIHMO|A, MELIARl, S2|8 QIE & M(interaction), AL HAEM S22
THEC OXoIHES 43588 S8 &8s OXQIsH | !l AHEXt
49 Ho| e F1 Z2NA0 NEH= =52 S A8
BECIXR! ™AL 52 CIRQIE MEO|LE AHIAS Q2|8 740 @15
SEANZ|I ON0] ALERIOIA £2 dee M3T Mot 2=, dSX8s
LI8t MBCIXtIQ] MMz ZUHAQl AEe M0 LMY MELLC MY ZES
MA5H= A0|Ct

StAofA 2] =2

AtEXF HELXIRI J§E2 HCI(Human-Computer Interaction) 2 QIE{24M
CIRIQI 20RO M ES AZIE|0] SiXH CX[RL, OIS S2f 20FoIA Eal AF8E 1L
QUL 71£0] HH O HE=EA ETotD ALZALY] 2710 Eelicths HSAE AP
HIZ2t MH|AC| TSt 2t0] S71t0] M2t SAHMME 7|ZQ] HiZ2 MH|AT}

&0 Rote 7l MES Y I M2E ZHSO0| et 2 7t
2re t

RN 2Lt o2t S8 22 MM delX(empirical) A2
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Lauralee Alben(1996), {Quality M=
of Experience), Interactions,
3(@3), pp. 11-15
97 2HEZE|T

Wikipedia, “User Experience
Design” (http://en.wikipedia.
org/wiki/User_experience_
design)

98

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

99

Makela, A., Fulton Suri, J.(2001),

ibrahim Safel

Sarah Gibbons—

{Supporting Users’ Creativity:
Design to Induce Pleasurable
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Motivation—oriented Experience Design
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Accessibility—oriented Experience Design
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Clatworthy, Simon(2016), (How
To Design Better Services: The

AT-ONE book), Oslo School of

Architecture and Design
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2.2.1 AT-ONE Toolkit

AO|H ZHEQA|(Simon Clatworthy)= 20164 Oslo School of
Architecture and DesignOAl AT-ONEO|2tI St= AMH|ALIXIRI E3IS
LSt EMotAL. AT-ONE2 MH|A-ZHOXQ T2 MALQ X7

A QI 24517 |(Discover) HHARE Mol |(Define) HAHQ| CIAQI 558
AN | NS SHE, F2eE A T2MHA0 OXRIMAS H=01H
ESACEL AT-ONEZ MHIA M 7|29 HHE Mefut UX|GHHME 124
SHH0[D IO MH|A ZRio| AHS HAIE 5= U= AfH|A 010|C0f
SRS LY = UTS WO UL

Discover Define Develope Deliver

>

[ AT-ONE'"']

92 Part 2. MH|A-FHLIXRQI2 2R1t?



AT-ONE2 MHIACAIRI T2 MAMA HHO| &= Q459 HelZAs3

O 2HE U402, 2 Q452 U3 2.
]

Actors(XHS) © MHA= 71X HEQAE F4H5t= AR

TS MYM ZSYHS Sofl MYHCL T2AN 0213 MA

mn
e
i
el

o2
P
>
un

[m]
e

r
un
k=)
A
4% mjo

-
o
OfEA ot F-Eot=RI0f Ket 22 A& 49| 73|17}
o)

Touchpoints(MH|A HZF) : MH|AE AlZtS] EE0] ME CHYst AH|A
B oot MEFEC et ME|A] MH[A HES0| S20| 8L
UEK|, = Lot MH|A HS0| M2 H 2318 0|21 A=KE
= 7

AH|A S0 St 2] Aro|tt. Eat

Offerings(HIZE) . MH|lA= 2E Al H2ZE
7|YS0| AMAEQ Y MBS0 7
Zot 4R Qnh M2t 7|ge2 A M3 =0] fAQK|, 8|1

O
AN IHS0H HEA UMD A=XIE Ol 2 M AfH|A 4

o
— —=

0|F0 & & U
Needs(2Q) : MH|A SAS QI3 CXtl2 US| ZAFH0|1 75Xl

0|1 7
QTAIRIOILE HR ALS = S| AFR0] RQUK| TFOfSHHAM AIAEC.

o
i)
ro
a1
=
10
0]
k-
Hu
1
0x
rn
i
O
=
m
ro
>
o
[>
o
e
o
d0
ro
akal
=l
1%
ro
|.|-|
1
N

T MHIAES SUSE| /o SHQ| ME|A HX|ZAESO| MBA MLt 71Z00 eiE
o

O HFMHIA RIS 7|2 BHE kb ST AZ2 MU A MBS ES 74611 HLRIC)

N D20 ZRE Olshshn OfZH M2 MHIAT} ST BRE BHEAIZ 4 QISK| GBI

E 170) MZ2 AfH|A ZHO| Cial Pofetct.

MH|A-FHCIXI0|2AM 93



94

2.2.2 Human-Centered Design(HCD) Toolkit
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=4 OXtQl(Human-Centered Design)2 CIAIQI SZ0| &H &5
Yot 2HE HFAXOE AT & U= EAS UWsJULL HCDE AtE
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NeLE > UEE 5= O S8 E0 So| Yg™ £2 40| ofd X%
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DSt 7| ©A| (Fuzzy Front-End)

00

H
for
ol
b

7| SA(HX| TREANC)2 TRHE Q| £7| ThA|(Front-End)0 A
25 (Fuzzy)otd #A3=X| 22 S X|&st= JHE0ICh 0]
2 MAIE JH(New Product Development, NPD), MZ2
& (New Concept Design, NCD), MZ2 AMH|A 7 (New
Service Design, NSD) S9| 20F0j|A ZAMdt= x7| HAQ x5t
BISXO0|0, FASEX| 42 UFES Y W2 XA ME{A(Elizabeth
Sanders)?} 9F AEHHA(Jan Stappers)= @5Y9 CIXQI I 2 M A|A
Z7| HAY 5240 O AKX JCt FFSHACKIY 1). 0] HANM=
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|'|_|II
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o
rir
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=
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|m rlo
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124
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Rl

Jtob

HIo|A, AxE S) &
FAH

X
T o
SMES0| RA0| EX(HME, MHIA, 2
o Ef

ZQ7} Birt M2tA, £7| SHME

40
-
rr o

=tM(exploration)S Solf
CIXFQIS ZQIX| 2|11 S CIAQIGHA| 9hg AQIX| EHAistn AXct

Ae SHEZ ¢k "AT-ONE™ 7|82 MQHotAE AO|H S2HEJAI(Simon

oh—

co-designing

[ 28 1. Simple representation of the design process today by Sanders & Stappers |

oiojet =H(Damien Newman)0| HAISH “CIXtQl AFZ - SEAIH9
T2 MA(The Process of Design Sq

ggle
Uncertamty) = QX =7| ©A 9| St gt =240| Hetst 2HEZ
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[ 22 2. The Process of Design Squiggle by Damien Newman ]

H

St 27| HAMNNME 7|8 AE(Opportunity Identification), 7|2
=X(Opportunity Analysis), 0t0|C|0{ AM(Idea Generation), 0t0|C|){
MEi(Idea Selection), 7i'& F2l(Concept Definition)E 422 &S0|
O|ROX|H, Bt=X -GMN HIS Soi “7tX|7t i Ot0|L0 = H=2

S
HeE|1l, Vtsd U= Ot0IHO"0ff HSdtA =L MHAGXI0A =7
H X7

TAE F 280t 27| S24dS elotl S Of0IHUE FRtoh=
O =20| T, 0|5 HIEYO R ALBAt UEEE &Y £ U= HOX iy
27101 SAfotd #EE £ QUL O] HANM= Hadl &M §l0| U0 et

OLOIE0] &=, 2IMR|, 2HE +FS 27t Y422 Tdotn, of H 4

o
= SUV|L20 B2 7|2 gtE Aol sA4T LUZE Yok siZs/t=
7.

L)

20| S5t
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i 20| MHE AH[ACIXFRIS] 2|0]

02

Ao
o

MBIADARI2 T2 M0l SEHR Ed= 718 20f=2, K2 o
= 2|

LT RCE SIHE MBIATIXHI0 CHet

=

2 OA AMe HEH 2 YA =+ 0A SZotH,

[SXES FHOR UHHYUCL HMB0IL B2, A
o

FEfO 2 X (Processes),
= (Interactions), Z™&(Emotions)g {7|MO 2 HZsct= {9|0|5t ALXAL
b

s U=7| flet ARl 5= Eetth

A A
LUZ(Needs), 7|tHx| S8 BEo| Aotdl, 0]
PSS

0

oX

* MH|AAMLE|(Service Safari)

« AP X} 0 H(Customer Journey Map)
2 4Lt (Persona)

« MH|A 2 EEHO|H(Service Prototyping)

+ S&LAR! Y& (Co-design Workshop)

2. Z4¥(Management) & H|XL|A 20}

Y H[ZYA 20F M2 MHIAL|XII(Service Design)2, ©a0| AMH|AS
HRIA ROj= &S0| OtLzf, DHAZR)UIA 7tXIE MSote o HHES
TN O 2 M7 2Y5t0] HIZLA HE Sistots F HRO0|CH 1200
MHIAE ZG3lot= ZE S |7IH22 HA-MA 6, MER AY 7|2lE
YSoLE M 22E SHSt, ApEstE UM F's MSots Ae Sl
K& Jtsst 294 HIZLA SRE H4ots A0 =8e =0 Est 0HAE,
QIAL MZ, IT S 02 2N 7t e Soll UiF AZS 2356t AARS
FHRHCZEMN, 7Y LHEQ X|¥ ZEMA(Back-office)2t 2% E3tE
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7IX| M2t ZHH A (Value Proposition Canvas)
e H|ZLA P& ZHH A (Business Model Canvas)
« MH|ASZT2IE(Service Blueprint)

« T2 A Ct0]0{ 12 (Process Diagram)

3. At2|3H(Sociology) & M2|8H(Psychology) £0F

Ateletit defst 20RO MBIADIXRIZ ALEAZL Atel X 42| et
SO0M HEH S2HE otdl dele ddot=Ro =5t Ut Y9
MH|& 7|2l AAE Sl ARH 2 23, Qo 2N FAMH
HAHUES S SEH2Z O[sliotal, 0|2 AfH[A H IO 2HIL2 2 M
MNEXUA X&H2 2 ofn| ULl UAEAR FYS MSeh. 0[XE
MEIADARRIZ 715 HZE H0f, AFRE0] ot MaA A2 (A, =8,
HE S 74219 dald S7I(8F, 43, 2R S)& SYH2=Z 0lalsto]

te|X 7HXIE HESIL WS HIAE FTots HES oftt Eoh Tt
HEE2L 2o, 58, 45 5)28 71X AFS0| MHIAS B3 018
T UAEE ot ‘FUHE TR0 ASFAE OARI D 22 g
ZEot0], FAASOIL 22 HHE di2iots A/t Z2E7|E ottt

=]
Helst BHOIAMS] MHIATIXIOIS NSO 27| 14, 8T 55, B4 42|

efefsh 28 214, o o
S2 Olsiotl I2=29 85 5HA, Foggd HS2 59 it 0|12=
HEotH, 0|2 &al M8AL L= ZE QX HYS 1ol AR
YO 7|Eket Fels dA BT A0|0|L|#|0[H(Gamification) 7IE, 21&
BiXl(badge), Hs2lAE M S2 ALEAS| S7IE A5otl 2YEE
205l SUEE =0|= O R8510, &2 FH(Habit Formation)it H4
2

m), A& X FH(Social Norm) 59| 7HE2 AL
MHIAZE XIZHOZ 0|22 #H=EH3H(Behavior Change)E ST oLt
S UI/UX & ZtA3H TAE OfLY, 2| 2tN e S5 2F8510] ALEAR}
FHE XM2[5lal QAEFE Uele 2FM =717 == IXIE5HCognitive

Load)E #2|3HCt

Pal

« 2 X|=(Empathy Map)

* O[S ZtA Xt ¥(Stakeholder Map)

» AlLt2|@ E2d(Scenario Planning)
0| A &= T72t0|(Ethnography)

* MH|A MEHH X|=(Service Ecosystem Map)
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4. ¥ OXIE 71 =0k

AR} AHSH ACHO| MH|ALCIXIRIZ 7|1E2] ALZAL Ofof], Y, SAA A9
S HAE RAIGIHME, 8 0|2t 24 JT|aS S80I AN WS
e MSEE MAIZIQ 2 Molst 05010 StE™ MHIAE HA S,
0| QZX|s(Al), HAHL(ML), $£2, RPA(Robotic Process Automation)
s2 H=oll AH0| XMelotH Bt= YR E Ars=2totAL, AHZSAIRE AHAAZ |
SSEEE 2 JUTE MHAE HASICH 5, ALZQIEYH(I0T) 52
Jls2 8ot A0 HRE= =28 Jt OXE =FS 71U
AASHH X|&£X0|1 RSt AZA dYHE CtEE deks ot UL 7|1E9
MHIADIARI0| HEXQl 24 HIEC 2 AL QUCH, MEHY|S 209

371, M0l et #2 Olai7F E=0[, 7[ZQ] AH|IADARIL OFE7EK| 2
Chtat OlH2AXH(CIXHOIH, AXILIO, TIOIEf AOIHEIAE, OHAE )7t

o
ot AISY, Hold, o2y USRS 2Htol| ol HH=Xel Z= EELO[Y

BN D2AAZ FRBICIE S

—

ox
2

O
EIAES AHGH0] ALSK 42

* MH|A A|Z2]0]M(Service Simulation)
< Al 7|8t ALSXH 2 AL 2

< M Al 7|8 22QAET]

o A|AH] CHO|0{ 13 (System Diagram)

* 2HIY Ol AL T2

* Miro, Mural, Figlam 2| 2221 g3 0

25t 335 Z=H(Co-creation)
* AR/VR, HEHHASE 0|88t MH|AA|LIZ|R

* kubeflow, MLflow S22 AMH|AZLIHEZ

5. ZH|sH(Economics) & H2#sH(Policy Studies) 20k

AHstnt Hatst 2OF0A MHIADXRIR XH HiE(Resource Allocation)zt

ZZ JtX[(Public Value)Q &%t M52 S HE MHA HZ |

(Y5719 HIZ2|HA S)2 OlHZARAZ AH|XL 5) 2t0] Y2 AE €S

2EX0|H SHoH 2A-2Fct= SHA 2 LA0I. 33 7x|et HH

SHS o] flall, AT FHO, gHHA AHEA, A o D= S HAH

HEANM ME[A XS HA-2Yote A0 EH0IL. HSHY ARt
| X
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T5H0 MHIA TR I2HAS HHMOZ MATO RN, Ats] HAH
mQ|(Social Welfare)1t HzH

28M(Policy Effectiveness)s 0|11,
MHIAE X[&7HS0ot ot A2 =8

HE of= E30/0

ox
2

& C|XHQI £2l(Policy Design Toolkit)
c 3SR E

oo 2N E

=

1IS1te| B EX 2|35 (Co-creation Workshop)

MH|A-FAHCIXRI 0|2 M 105



Al

=4
I—

J0IAM2] AH| ALK

06

e
0
2
>
>
ujn
2
_O'y
P
o
[>
o
oA
_O'L
rir
N
rlo
in]
i=]
0z

C
>

°
o
i=]
C
n
]
ro

o

= =
Al 718S €83 MHIADARIZ THet At 20O A WA =HtE1
ULt GZ, 712 JlEas MEXA

o0 UL, 2E|HO|H, M2| 7HSTh HEHO| MH|AS 134010, ASAL BRE
o

CATRl S tHfet 20F9] MEFE Q7totH, Ot MB|ADALO|HE= CHefet
Ol 2tAIAtet B2 HEolLl, AHEAt Fel0lets 88 =4 Ot Z2MAS
SehxEots JE=S sttt
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CIAtQ! Bhsel
£x

OflA|

‘Al9] CIXFRI(Design
FAtSH HO[X|2F S8, I

HelotH, Al LAr2 218
=
=

‘AIZ 235t C|XIQI(Al — Design)'2 1=

CIALRISH= A2 2 "HEA AIE AE 4 2t AN &
F0, AIS 28t TAQI2 TRl 230 dad Al, Hileld, HIolE &4
S= 2850 BEXYUS ASatotil, M22 Of0|LI0E HEH AlZf=istH,
HXtolH el #olgds &doty Wz s 0|7 A0 =8S &
H20l=k= RH0[HO| ULt = B2 ZF MEAN SYI Al 7|29 BHE 20},
A0l B Helotil 7HX| QA =2 & A= 6PS EA6H0F 5tH, KR
250 Hef SO AMSH MY EHE 7 W HF= X0| Stk

AlQ| C|X}2l(Design — Al)

AIIIZRIS) R CIXIQIe] GOE 201, AZoA
o/5ta /o) 94: Al \AgIS A3i5t= 2

Al A|AEN(L 2|, D8 OIFTH0|A o7}
SHe= 571|0f0’|, M%IH)HHI LY, AE HolY,
7tXE ME

AIZF AL 08 2 2E6H0F ot=X| 11215t Al
EHI Ol _%_Dél)d S| i
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- 5% 75 AIXAI): 20| QN ZE HES
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ui=KeN

c Al7F AFES 07| =8 01712 12I5HH, Abzh-
71H SSEE(HCI) gAls 47

« Al Z20j| s I =8 22X (Feedback Loop)S
Az XEHO = TiM

S Q1A HIM(Siri, Alexa )2 tHa} 7 2
UI/UX &H

« HSFHAC| AI-HA| AAH A

« 289 Al S CIXIQI A, EFY-MIEIHQIHE

O+ 2

Al= 23t C|Xt9I(Al — Design)
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Al7|

1950-

1960-
1970

1973

1981

1990

1990-

2000

2011

2012

CHEO|Z2

M4 A|AE 0|2(General
Systems Theory) — Ludwig
von Bertalanffy

AOIHUEIA (Cybernetics) -
Norbert Wiener

CJXt2l Methods 25
(Design Methods
Movement) — Christopher
Alexander, Bruce Archer &

Wicked Problems 71
- Horst Rittel & Melvin
Webber (1973)

AT E AAR BHAZ2(Soft
Systems Methodology,
SSM) - Peter Checkland

BT 012 & AAYAIL -

Peter M. Senge, "The Fifth
Discipline;

Design Thinking= IDEO, Tim
Brown, d.school(Stanford)

Interaction Design &
Systemic View - Terry
Winograd, Donald Norman

Service Design— Marc
Stickdorn & Jakob
Schneider, "This Is Service
Design Thinking,(2011)

Systemic Design -
Harold G. Nelson & Erik
Stolterman, "The Design
Way;

Social Systems and Design
- Gary Metcalf, Peter Jones
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X XM 2| K& shEt
AA” QIA-H7 539 542
él-x

A ABIALTZ St CRFRIAT(Design
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CIXIE MEf FA2| 5
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f
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g 52 =l

O

0L >4 O

~

=7 HE CXU(Information
Design), HCI(Human-Computer
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Design)7t A= &
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71E8 MHIADIXIQIO 7HE AFZAF Z-F0ILE HA Mol =Hs FRACHHA,
AAEIAE CX}QI(Systemic Design)2 2Lt ZEXOI LXQF AJAH X219
StIE FAetCi= UM XH0|7F UCE A|ARA CIAQIE SE6 Aol
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Nitank Rastogi and M.K.
Trivedi(2016), {Pestle Technique
- A Tool to Identify External
Risks in Construction Projects),
International Research Journal of
Engineering and Technology, p.
387

tol

t24 ZA}

h

A. HAIA &4 (Macro Environment) ZA}
7|1HUN EX 2715 QUISER], A, Atsl 238, 71X

)

ooty HMats lohs Ol 50| AL, PESTEZ MY (Y| Political, ZX|

riok

4ol 2¢l)

njo

Economic, Atg| Social, 7|2 Technology Issue)dt STEEPE X (ALS
Social, 7|&Technology, AM Economic, £ Environment, HX| Political

Trend)0| CHEZXO|CY.

A.a PEST 24(PEST Analysis)

PESTE= HX|IA &t (Political Environment), A% &d(Economical
Environment), At3 23% &ZA(Social Environment), 7|&
2 ZA(Technological Environment) 2 XX|(Politic), ZH(Economic),
A2[(Social), 71&(Technology, Technology Issue)Ql @F 2AtE TN Bt
Z0{0|Ct. PESTEME HAIA 2tF 24 U HMet 238 flot SHe=E FX|,
3, MEl, 7= SHOM AYC Qo 2ME 2Mot=
HOICt 70| AHZALL £

SJAIZEE U{0F & T AtEdtE 7[H0ICE AlY S8 F24, A ZXINE,

PESTEM2 StHE thstel i\ A OfZ2t(Francic J. Aguilar)
5tA FItt(Scanning Business
Environment), 0l Al ZHIA, 7|&%, XA, A3|& 2010] HELIA 2H40]|
= J2 070t MAlstd, ETPSZ2= A= 2E2 AJHEHUCL NE
3l 2T 0l MHEY AFA9| OfsE Ea2k2(Arnold Brown)0| 0|

'STEP'(Strategic Trend Evaluation Process)2 2 MM3UCL 0| "HAIX

WTF 19673 geiEl XM TH| XL A &

2 5tA 2XM(Macro External Environment analysis) E= 'HHSH0]| CHSt
St RICH(Environmental Scanning for Change) 241t ZH0| AKX QA S

F7tot0] STEPE 2422 B2 =HIUH

19800 LR SXNE2 =ME HYoIH PESTEIL R=7|k ot
HX(Legal) QAZ F7I5t04 SLEPTZ, ¢§7]0] %P@H(Environmental)
2 P

ESTLE, STEEPLE 2= £=7|% GtCt,

m
90}
3
m
=
o
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A.b STEEP 2X(STEEP Analysis)

STEEPEAM2 D20 st S HES ZMot7| Yol Atal(Social),
71&(Technology, Technological), ZX(Economic), &ZA(Environment,
Ecological), ¥X|(Political Trend)2| T4 7tX] EHo| H3IE FEHO2

112fol0d EMIE EMot= AIAEA B2 AEOIH

PEST 240IlM D= HHO = PESTE M AALE ZFEH,

ANHOB A £ BMOIME STEEPEAS AISotTD
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=
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- At3|&(Social) 24

- 7|&X(Technological) @4
- ZH|IZ(Economic) 24
A& (Environmental) 24

- MX|X(Political) 24

ro

B OJAIA &Z(Micro Environment) XA}

7190l £ot Lty Lo EXHst= OHAE &8 FHSS 24ots A2z,
(@]

= -
20= ZAA, 04, 71 A9 sy A, Ol A XY,

T - O 1 10

XA SO AT OJA] 28 245 flet HEN YHEC 2= CEAB(SIA
Company, 112 Customer, ZAt Competitor)0] QIC

B.a 3CE&4M

3C= XtAHCompany), 124(Customer), AXMAHCompetitor)2| & SXt

MHAf ZHE SFAIOITE 3CEM2 HAIH & 24 W8S 2atd| fIo Ath
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-
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ST.shop E4| (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 / O E QA (Marketing Mix) £

OJAFZEAP EIFHO0IT MO oA

(B |

ox

t71 flo SHl 7tset OHAHE

ol

k=)
=

>
rn

SIS

=2 53 AMEoH 230 A HES| =got= Ag 4P E= 08
2tal SfCt. ot OHAZ0IN QAT SH| 7Hset 4P0H sigats=
IS0t T2l EXM2 2 XS (Product), 7H(Price), R&(=

12, HA)(Place), E%I(Promotion)2 2 -4 EICt

18
[>

ol

il

o\l

OAE YA = O|= OJA|IZH =8 st MiE WILAI(E. Jerome McCarthy)

7(
L [=1a]
w7t 1960E XM AHSIUL. WAl W= 10| M TOMAE 7= 2He|H

2 gAl(Basic Marketing : A Managerial Approach),0lA AP} 159
Et7l D=5 9tEA|7|7] QoA ME(Product), 7tz (Price), XA (Place),

Zl(Promotion)2 47tX| OHAE F2te XA M ATt

U] D47 OIS AS RS YA OPIY 2o 2RL T A7
HA0IX) QU4E OAE Mg £97I2, 0E BA0l Y8 o

Mol 2Rt AL SHRIR QY| AR0| (e HEXL! HERS

i
o
N
U

BIOLAl ZIBA OAIEO0 et A17F 2esht MU
O ofe] {414l Hatz MEXC OAE Y29 74

=

H&st7|0fl= 727 AT

=9 AP= ChstE 2ih] ALRl0] SEF0f AHIXOA Rl 2IEYl
OIAENA E5] SAIE= Ul 7EX| QAR AH|XHCustomer), 7|2/H|&(Cost),
mMol4(Convenience), FLIAH 0[M(Communication)2| 4CZ HAH|SHALE
& HIZLA0A SQ06tH d2{dts UE(Process), 221% Z7{(Physical
evidence), At&(People)2| Nl 7tX| QAZ 4P0j| 224N 7P S22 714

QAZ BIEISHM AFREI|E BT}

— O
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S W 4P M2

119
AEIEY HElHA (https://
startupbrothers.tistory.com/16)

f

ol

- HIZ ™ (Product strategy) : 228 st I MH|A NESE &

B AZOIM ZYAEL O L2 MEZS ZANE 715

7t T2 (Pricing Strategy) : 7I4e| MPH SH, £y, 142 84,
MR HY, ME-RE ST AL UBY SS T2fot0 MEQ MY
JHAE 28, 22 015t B, &7 V|7 SOl &et A EE

(M7t & HHMZO0| EAMETEH 7HAS =2

HE5t0] 0|2 Sis), 0|= FX

LU Z|(Pricing skimming) :

OB 71218 Wa(ex. ADIER)

(2) 21E J1Z{(Penetrating Pricing) : 7|0 7142 W/ X510 TS
Szl AlY HRES |Al6| /8 M2 OIRg =Y = 88,
tHg g27| HXl %S

(3) EQI/HH 712 (Prestige Pricing) : 712 2| 4H5H0| 1249| DS 404
SUE B EE HESS 20

(4) YAl 742(Bait and Hook Pricing) : Z7101 71242 WA AHAEGH0{ 1249]

THE fREoll, ME0 2R3 F7t FiiE, 3, 2250 52 /H4S

T2 M(Price Promotion) : 1+1 OHIE, AFRE ZES X|Z26t=

BYME BURE ERL MA1E XMe2lop| Aol

25 HM2H(Placement strategy) : =%

x
=]
WA(RIZ+2RY) 52 #8010 MES D20| Yot Al

- Z7ZI M2k(Promotion strategy) : Z11(Advertising), i =FI(Sales
Pro-motion), PR(Public Relations), ?1&/%|& Ttoj(Personal/Direct
Selling), TA|2|(Trade Show), 22 7140] oA"

ol 7|8t 571 F2 5
SHE Y6 9 MR thet Bes M
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ERX-PY

ELIS En‘%"i’é‘%‘ ‘OtHE 4P
2kl Folot A" (https://
m.blog.naver.com/mﬂghter_

jh/220343948176)

ST.shop E4| (https://www.
cleverism.com/understanding—

4cs—marketing-mix/)

HIZ(Product) : AHIXIS ST S5S I3t 4B MHIAR CIXIQI, HRAE,
42, 85, 00X 5 RN 24

o

=

7tA(Price) : 71 MR MIF 7HRI2 M2 SOIxA, £2

=
712 Q914 52 matst g

S5 (Place) : MAXIOIAN AHXIIIX| M= HHO 2 XY, He| & Had|
2712 It= MAME o|0|stE Z0| OtL2t i, His, 2% S TZ1t9)
H=0| 0|20 K= HHHQ R SE=| #elE g
ZXI(Promotion) : TV Z11, M2 FMHUX| QU Z1 S Tt SR M2k

At&st= T 72 718

4Cs

3Co =& Jidat= QO|7t THE 4C7t Ut HE3 ALgle| L= Qo
APOIM MEtE 4CQ JWER =, 7|& OHAHE 40| “7|1g el UFH0IAM
CHROACHEH, AIHYW S Sall 2240] AAZ HZ2 JHEH|IE Hwotd
Tol=E @5 HEUM= A LY 260 otth= As 2J0]ettt

HatE gtget 20[C.

o

AH|XHConsumer, Customer Benefit/Value) : ‘H|Z 0| AH|AFZ2 Fzt,

7|01 Ot 74O UF M & MF0| HE 7HX|7t U=XIE gt HE.

71&| H|2(Cost, Cost to the Customer) : ‘7}Z1’0| ‘7|5| H|'Q 2 Fat
WA= ME 7t40] 582 FACL, ME 0§ 7HAR0E ofL2t AHS

NE HIEES Zefol=s SHIE0 Hals 7I=d.

mMo|M(Convenience) : 'R ZZ'7} Mo|do=2 M IMEL2 ME/

MHIAZO| HF0| 7hset HolV|S HE

FFLIA0|M(Communication) : THES MAXILE ZFAQ LEtEQl
HRUAOIMS ASHK| LOn, XHAISTIO| Mutst 7

& A=
TefA, 14S0| FH0ot= &= ARUAOIM HM2H0] 21E.
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AP mopeL AC wmoDEL PN(UES

HIS/MH|IA AH|R}
Product Consumer
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, The 4C Focuses on
7124 713 |2 w:rigﬁzn-sumers
Price Cost P ’
""""""""""""""""""""""""""""""""""""" Their Needs
KA molM Their Situation
Place Convenience Their Experience
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, Their Satisfaction
Z% AR 0|
Promotion Communication

B.d STP &4

g9 OFAIEI0M STP(Segmentation, Targeting and Positioning)= A%
MZs Z2MASE 206t Hastcts FHAS T UYF0(0.
STPEME 3CEAZ Sl 7|9 otAlE 2tEd2 24t 017 HME AEE
H 4O AR 2 ME3HSegmentation)dtl MEE AIRS LIH50] BX
A (Targeting)2 MAst 0|F 2t MEO thst ZX|NL(Positioning)S
Ipotsto] MZ0il CHet 28 R8IE 7HM7E7| fIgh Z2MAO|CH

Lo om K
|-OII

o

Ag 2% 7140] QIFOIA BHYE RO HhStOl U EME 7] 9 Atgat=
R

—'oo
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ST.shop E4| (http://www.
stshop.co.kr/index.php?module
=Board&action=SiteBoard&sMo
de=VIEW_FORM&:iBrdNo=4&iB
rdContNo=5&sBrdContRe=0)

|7|m|Cjot “Segmenting—
targeting—positioning”
(https://en.wikipedia.org/
wiki/Segmenting-targeting—

positioning)

S
ox
0]
B>

MZet B8 H EZANG Z2MHA= A MZetE At EEol Al

D2 BSO| SHI QTAIYS NH AYES 1802 Uik S8 AR
HIZSHots 71701 IRSASN, K2i%, ASIE, M2IN, #9/% WY So|
QLT Ml 3te] ZTH= 4B ZH0j= O1NO| JChEHEI00F B, MIE Al

MEste S6101 L A% E= I8 5 494, 72 U 4% JHs4 240|
AZO 0L & MHIAS 4 QXIS DRf5H0 O 20| BEY XL
e

SEA : ZXMY

DA QAAEITX} SH 0|4 LR 7|9 MELt O|0X|7t QM EE
AAlot= 0" HEL 2 7HY 71X = I MOHES Hel= ME=
TXINEST 2 Ot MEHES E5t ZXMHY M(Positioning Map)

0| A E

o

AIE MiEat 7122 4
QITEA B B4 OIF, DIF, O, N, 29, E 012, I1E T 2,
I 4F, Y, U5 S0l 4
X2 XIS, AL 271 01, 917 U, TA 72, 7|3 S
HRIR: 1Y, 71, 2101 AEKY 5
BOIE|: ALS OIF, ALSE, AIS U4, Ho, BiE, 4H B4 S

Ef2! 2}

Rheia} FI2f: CIOFSH AB|X} LIZO| CHS5H0] Al AIZE ORIE) 2
HIRHES} 22) BHN0| 52 MECR MA| AIYS (hYOE I 252
FIWaH Li7e T2

AEe W2 Y M2 NY B ORIDE 510 S8 A2 AT 0B
BESHE T

EXINY Y X2 M(Perception Map)
AH[XZE QIAGHD Qe AHA MEL B MES 2XHE0|L 3XtHH

eI A BEAISHA

[
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C.a SWOT 24(SWOT Analysis)
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S8 =0 2¥M zH
LHE 3t o
e &t PAZS| Ok
Strength Weakness
= o=
7|2 ke
Qe =4 Opportunity Threat
S w
SOxig WOt
(0] 7|3 28E 0|22 &7 ofHS F=5HHM
Qlol AHe gL M2t EERSEISE
STXzt WTHE
T DEES M EYOE! REEEPN o]
ZNS P8I Ty BEEENIERE
2T opY | £ U L 201

My EHE

S U DR NA AP} s

2. X3 MY 71, VIE AU S
D=1

A Fel - ARUEO A XAt BT S
71219 AY - ARUE E= A2H MM BIRE /R Q0!
1Y HE S A 2o Dl S S
BN XY, =7t E= =M S
Ag X ME, 7124 YEE S
QI+t S| - 1Mo HF, QIF, 92, 2ate| Het S
=24 2 g, NS, =/t Ee =M M S



C.b 5 Forces Analysis

g9 o L BHS AHote QUSS SaAh At R, A, F0HAL 71&
SR O JHA| #EC = FEAGHN ZH™el 4 Lot 10| M
o142 oA welolc)

A M A W 2EE Q@E Tefoty| flch 01012 ZE(Michael E. Porter)Zt 4+¢
SHEAC ZRE JI0l| S LMAIZ = T 719 2018 Ifetotl BHs|st
20|Ct

Ag 25 A9l U ZM2 BHts 201 Mol 2T, 0| B2 HAE 4o
Torsl| st SMOR AIREICE 05 Ea 2R 9 MY, 2 ZTef
QOI mof, A DL THof, Oj2f A1 2+F O|l=0] 7t sotct

Al ZHORE] I
AR 2R
Entrants
J|Z= ZARHA
Z39xt I€ 28N SRt
Suppliers AYARIZ O] Buyers
Hef 24
iU ST pMES OS] W=
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CH| XK

Substitute products/Services

CHAIR 54 AB|A0f 217
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B>

5 Forces Model : O{0|2 EE{Q| AR T EM Gl

M3 FIQIKEO| 218(Threat of New Entrants) : £=21A40| Qi1 R ZEHO|
22 M2 A AMst2 Qlsl 019 A5t HMEY| RN 7|E RE2 M

=
TIYALE 27| flo 2Y SHE =0{0F Bt

33Xte| &4t (Bargaining Power of Suppliers) : 84210| 52 22
YHE= 17t 22 MEEQ AXNME MB6tH F0i 7|Ql o]0 2FAMI
gars O|EIct

TLOHXte| w2 (Bargaining Power of Buyers) : TFOiX}7} SAr240| Z5HH
STAREE NIt 22 IEHE 27 £ U HetE 7HKA =1 0|2 2lsh

GLEXtS| 0]2{0] ROFEILE.

e

RIS $I&(Threat of Substitutes) : TONXI} OH2I&21 74240|Lt Qo)
HHES 27 22 4 U0l T2 B0/ MHIAR HEE 4 42 1f 7124
Sopye Pasitt

A LY AMXH(Rivalry among Existing Competitors) : 7|& A% 1A 79
Xl

HO AMOI0| OFL} AR} A0IM0| Q1=K |2 ARG =2 Q0!

[ [
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Peter F. Drucker (1985),

Innovation and entrepreneurship, =1

perfectbound, p. 28 .

125 Qlo 9'
IJE £2171(2006), (T{Ef E2171
| st SHiD), S=BRIAE, pp.

= 20062 MMUM sES M22 7197
2O

&4
A O E2{7= 19859 119 HAE E5H s4l(innovation)
E(entrepreneurship)e 1Rst E-TlOIEH CHE AFRIOILE MH|A 9

to] A2 w85t
O OHA| ot ZZot ALt 20A
HMH H3E

T 2EHLR

M oo
ba]
10

4R, AbEIE

AN
11-14
- 23 5019 YO 1800447 DA FHISK J.B. Mol (J.B. Say)ol
TI2B, SAS K| MANS B0l= BE'OZ ELL XAS £YU5H0)
O 22 U2 MEE 4 Yl BSS 0|3

2) 7kx| &4l (Value Innovation)
AT 2| OFEQH0] MI2Heh 7ER| S4rel JHEE2 Mg FESte MR,
IHEEES SHE otz 7|E9| A m{Crlut S| XHEset KH[Z2S SAI0
Fettk
- X{HI8 (cost): £t0]
Mol QA2
=0|7ALt MAHstof HIES
ol oS e VALUE
- X125} (buyer value) INNOVATION
LHH0] MIZokK| U
QA3 SMiskAL
PSRl PNRST I N = BUYER VALUE
etetet
ZIE 21| DRt THX| HAI |
(E*]: www.blueoceanstrategy.com)
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TOXOIA 7HR|= MS=2l fREH0M 7HAS th oA LSk, 2|ALOfA
W.Chan Kim, Renée Mauborgne

(2004), Value Innovation: The 7|'7_(|E I'||‘T'<5%9| 7|'7—:‘|0'”A'1 ng% Hil_H ﬁioﬂ)\‘l HergéH:
strategic logic of high growth, - R ¢ , =
25t 7 SAAIO| JHEHS ‘EH=20M 2P EfAHO| J|=x7J} E|oiC]
Havard business review, July— Ol 1|_ I’X| L | HEIl_ ETEEL(blue Ocean) == _o—l |_|_ |' |M |'
NS ATS TI2fO| BIX| ZHREOIA TS K S} 74X| {415 HIwolH TSt Z Tt
Hago| 5xHE HEH sA N
MM | ArJo| £240] 0[] O Ao TS WY 4 S
HO FYE COFS x11F
) Jlge BuH oloig nasin, | o Lo =S F T,
HAAEH | e opior & NS RISt Bl 71XIE 5
o = ZMS Hx|01Zo| of,
U NiEetet S etz TR S S SHZ o0
kL] 02 7EX|9] R B0 2HE F0 71E 024 AR} O|HoERt e
T2 QR|skD &Has D240 BEXQI R0 W
Z KpAFD} HA2F SIHEX| OF 1
MUY | JIE R oS e JIE I SE0l A e e
M2E XMt 62 278t
HZ/MHIA Lol MSH FAZE L0 ISHO = MSotH
EIiIJ"— - HE/MHIAL MBS BEst, HE/MHIAS E0l 1240]
° 7|E 7HX|e e E SEE g 75k BMM SiEES 1F

HEH 'Y TIX| S t)m

£X: W.Chan Kim, Renée Mauborgne (2004), Value Innovation: The strategic logic of
high growth, Havard business review, July-August 2004
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29, 124-126, 139
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https://www.ifm.eng.cam.
ac.uk/research/dstools/
product-life-cycle/

XU (2014), (7127|210t 20
o), A0 A, pp. 31-33

A A
T2

20

N
I
>

ME fISH ALY 22| 0f5H

=

#3Z7| (PLC: Product Life Cycle)
AORRF OFRIZEXIZ, AIEN EAE & EQ7], 427
O HAZ MU= = MOiF7|E 7IRCt MESEF7E

=4

0x

N 4> OH oM
N
(T
N
20>
s rr
fm o
NN
1° 1o

>

o SE0| M2 MUY E= A FRO| HISIE AZHOE Bt 2O

- E27| (introduction): M22 HZ0ILE AHIAT} ARl SAIE/E EH2
£t YBE7| K|S 2 0150|541 HH0| FHH5| HE,

- 4%7| (growth): 27+ SZoM S7HSIRIA FA| AR F27t B2
ST, ZRRART ST TS S Mt 5342 Erf

- 427| (maturity): 27+ OFHEIET AIYS MEdts 449 7/2i0]
52 NYRES S, oY 7|59 Hatel 29} 7158 HYs 7t

HIE/MB|A HIHE Tast,
- ME[7| (decline): AH[XtS| M& Hat=Z Qls 0iE0| StotH M=
HZ/MHIAZ A E.
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BCG IHERA (MX M8 E
BCG IHE2IAL HAEAME|T
OlMI0] “The Product Portfolio”S &E

2lA: Growth Share Matrix)
J5(BCG)Q| MEXt HE2A JAEH20] 19700

Het 0|2 HEaHE /HEe=, 719 W

CHUSE AIHO| RME2IE Fol7| Yot ZEZZ|Q 2| 24 2H#0|Ct
ArY BN AY HYEEE HoR= XHR MO AYER (Relatlve
Market Share)dt MZE(Market Growth Rate)Q Xghof| 2t AMY
o H 7HX HE2 2Fotd, 24 A2HE A4S LEE 7|S2 HEstt.
https:/fwww.beg.com/sbout/ 0| IHEEAE J|HoIM At X2 HEY Al &48 Y Mee

overview/our-history/growth—

share-matrix 754%;6}% E” E%% _7”_:_[_',.129

-8 (Star): =2 HEE, =2 H
St ARl
- FHAI7I2 (Cash cow): H2 M5,

sS4 U AlY

| — K=
-8

U2t EXFoEALE H2{0f 5h= AFRL.
-7 (Dog): &
AR

O = o o
Se N3, We HeS.

=
g¥E

oll
FHAIZL
(Cash cow)

[BCG HHEZHA
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HE o] 2™ HM2F (Three Generic Strategies)

2N M2 0012 ZEZ 1980E0 Meoh (FYT)0IAM HetE

hitps://wwwifm eng.cam. JHEOICt 7|H0| A LHOIM BHR/E 7] ot Ay TtE 2l0|otH,
ac.uk/research/dstools/porters— olH Ps

generic-competitive—strategies/
1 o
Michael E. Porter (1985), 'El 7|.

Pl M AEet Mo =, HIE 2Oy, XES, HS M KA
Competitive Advantage, The
Free Press @Io”—?—%’—ﬁf %"?4% QE‘BPE IJ;':Oll:—l'-

- ¥7t2¢| 2} (Overall Cost Leadership): oig AFR0| XH|E MAKET}
7] o e FHAED O K2 7tHCE HMEOIU MHIAS
MASHO] H|E 2loAe BS3t

https://www.ifm.eng.cam. = il‘ I‘IEF (D|fferent|at|0n): 17_|H0| %Réﬂﬂ 0117|i —J_ﬁ—)g% I[|'Q|"6|'J_'_

—
ac.uk/research/dstools/porters— o o e =51 - o ==
generic—competitive-strategies/ HZ0|Lt ME|AS XHEeolH S5t 1rdC = Zo|0|Ys el

UG 2] (2007), (A7 |21 Y7 M

ao — XI= ; E.F A|-O'| O J{XH HHO|Z AMEHgG HE
Sxp= 9/at RAD7IE), s12ARL] H=35t (FOCUS) 2 LHOIAN &2 43 HYIE MBS MIHE,
£, . 150 = =3 PO TEOIL S HEOIL AHIA, S8 X% S0 £HE

X0 HMetE Algol HEE.

7m 29
27t 29 st
oF
0 = =
o 7t 29| xtest
T@
oF
a0
&0
70
oF
10
o 27t wEst xax gEst
H
3

[ LE{O| 22X X2f | (EX: Michael E. Porter (1985), Competitive Advantage, The Free Press)
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II: Methods), OF7tH|0[Z2{| A

(https://socialinnovation.tistory.

com/297)

AE =5

Forum Qualiaive Sozial
for schung (https://www.
qualitative-research.net/
index.php/fgs/article/
view/1589/3095)

L I715

A X128t 7|1&X| / XP7|21EX|8H(Autoethnography)

A51(Self-ethnographic Approach)

7210 ST 20| ChoH HE
BICIQ, AT S8 AL85H0) AAR SAfatot

O @2 284, XN, At=elH oJ0] 22 02t Hdot= & A9 o

M EAMGHT HE L E

(field notes), 2L|2 7|Z,
SHOZ, XNHH 0|0F7|E
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-

S4EHO|CY.

19759 Q125tXIQI 2 5t0|H(Karl Heider)7t X235} 7|&X|2H= 20
AF2SX|0F SHAEQl o|0jZ2& G|0|H|= t0f=(David Hayano)7t 1
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croloja] Ht(Diary Studies): EIIX7L H7|ZH0 2R ZHOf Cf5t
Arlel ZEe 71&6hke &8 AF0|0 AR8AE AE HHstH 159

LYY O oM ME B HEHE J|Sots A=, LIIFOILE
XIS 0|80t Lo HOA LOofLt= At J0f thet 7HIHel Y2452
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04Xt Y131 (Participant Approach)
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Survey Response Biases in User
Research, Alita Joyce, nngroup,
2021.98 7|Z (https://www.
nngroup.com/videos/ survey—-

response-biases)
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[CIXt2lnt s XSt
2 x| 19| §1HThe False—consensus Effect)

A2 g $9| K (The False-consensus Effect)= £
Ross, Lee; Greene, David; _
House, Pamela(1977), (The Heb' 0|2t g2z HEL 2 Al ofAO0(L; TEHI}
'false consensus effect': - _ - -

Al 71 RXHZtgte 7S Obs L0 I SF
An egocentric bias in social A0|E'|'J_ _‘_'O}"— cT= EO‘—H:lh' O|L |X| 12 (
perception and attribution —%—%QE g%% H‘JB% 6|'E Zd) %—QI 5|'L|'§ 7:| |—|’I|7‘|| oE
processes), Journal of
Experimental Social Psychology, %Légi ESH “E”gjé}ﬂE @’Ef_
13(3), pp. 279-301

CIXIO|H 2 HUA S OFE7EX| =2 AFZALS 0] RS
You e Notthe User The HIG1 QIEIHIOIAS ALSE Z0l2tT XZsts
False-Consensus Effect, Raluca
Budiu, nngroup, 2021.9% 7|5 O CHE g2l AT 252 S8t e o

(https://www.nngroup.com/

St S{AIS o L x|} X
articles/false-consensus/) O|E1 ‘J ‘jg‘— 7|-7)|-_"—_ %E E= 7‘(—|J 7‘(—|:'l AI‘O|0“A‘I EI
7 0lRE Aol MZHOILt A BRY U It

O 7tE, T, 2 S=R0|1, 0|5 edH
U= 7t B7| W20l Apilof AT S2E A
Z0|Ct.
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[CIX{Q1at S HH|SH
sld2 §3KHalo Effect)/ & 1t

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

SOH|ZELAZ|H(2009), (F&&
1| BHol| HEX|X| L2t 2021.9
2 7|Z (https://dbr.donga.

com/article/view/1306/article

no/1382/ac/magazine)

UC Berkeley Extension, 11
Psychology Principles UX
Designers Should Understand,
2021.98 7IZ (https://
bootcamp.berkeley.edu/blog/
psychology—principles—for-ux—

designers/)

CHLI 7HATH(2018), (A42foi| 5t
A7H), ZEAL pp. 130-131

HEQYE £C040|2(Edward Thorndike)7t &3t S2 gt L= oY=
St (Halo Effect)= ARAO| =8t SFX(E= B2¥A) EX0| Jats ot
e REk SYUoH SHX(Ees BN E HUFI &= S0t 6E
0], Y27t 0fL HO{t ot O|8S HotS I F2[20|Lt Falght AaEA 7t
SIEELE O AFH2 HAE 10, X[H0|1 A2E 2 U= AR A0oF 2t
MZIsH= 1402 OfE Al OfF EX| 25t 227K ZHol 2 AS
Z0lot=(Ee 40i5te) Has Yot |7 AZS0] LEEQl S
ElZ PHHQ Edg FE5= Olfes MRS XN AH0| SHYE 0f
QA0 2 HItsh| 022 AES YT HEXXCE HItsh| mE0|2tn

2% git= 334, 28 00| 25 IS OIX=0l, AEAVE ME0IL
MelAo of ZHE &SI ZOYHTE OE LA 220 HaiAxz

= 3
BIIS SpiLt YORE SOIX0l B 2 018 7H5 40| Atk

— Io

ZX| (2 g 2 X0 H 0]y AHZoHA| 4/ & 7t5d0| At= O[Tt
SO 2 LS O L2 TARICZ MHAA L HEE A8AE 28 21lt2
2laf O] UM @2 BZHNCI 7|HHE A< O|0Z Z0[=t1 Ol =5 == U
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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

AR ZE SHOMe| 52 51

SHHEO ALSAH HOXAA0M ALSK AF 289 =8 Eits HHA

=

MH|A0]| CHEF AFEAS] 7RIS BHED = Q47 & &+ UCH ZHIY 717]9f

A
b 4S50l OfF2l S0 ofHete, HE ASY Mo HEs AY

G Aol

HYE NSO Rots AISA -2 A8 22t OfLf2t E2E 0]0fX|0of =
FEHY FgE 0IF 7t5380] =01, 0l2fer 2 MF0|L 20 ohet
=X HRALO| DX FXI=7 = HZEL.

WHE £ o= Had| AlZE oo S48 CIARIo gk 0IX)7| =
SICH 2002 2IE7HE 2} F8l(Lindgaard and Dudek) "2 € CIX(Ql D=8
&= 0ffF CIXRI0] A0jM0| =2X| H7tet =, AIZ4E g S50 =2
CIRFRION CHEt AFE S HIHE TIRSIICE 1 2ot ABAEE A0140] 22
CIXtlol tialiA= AtE0l oY =& HHE0] B 50% O[otU0I=
=TotL O{Ms| =2 UEEZE LEIGL 0] ATE 8ol & & U= A=

AHEH0| M2 HASX| LUAS0= IH™Ql Tl Bt 1 L20|
Y SN2 MA AABX 0 IS 7|IACHE oI SEX|EE CXRRI0]
Oi= 02t s AHEM0] £2 A2 OfLCt

r
A7 || SHSCHE ZHOITE Ol QIXIK Xt

- =}
=3 20E KXok Lot HAES Sl 2= &S E4otil 7HMsHO0F

&S 0IR)7| 20|,

MH|A-FHCIXHIOJE2AM 201



[CIXIQ1a} S Z
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Hal/azto] 1K (Priming Effect)

EEL 2|Q(2007), (M ZH|

o} 74;“3 C’Xlo|‘— IJL \E|Q‘E
E 20, XY, p. 1590 2| 2|=2

9| 291(2012), (CIXIQI SOl B

£ 1257tX]), D2{Z2SkAL, pp. 186-

187

Priming and User Interfaces,
Raluca Budiu, nngroup, 2021.9
& 7|Z (https://www.nngroup.

com/articles/priming/))

Using the Priming Effect to
Improve UX, David Teodorescu,
medium.com, 2021.9¥ 7|

Z (https://medium.com/@
davidteodorescu/using-the—
priming-effect-to-improve-ux—
30095¢028d45)

22|y 2|= 9] 291(2012),
(CIXII SOl HE| 1257FK]),
T2423}AL, pp. 186-187
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(Intrinsic Memory : 2t72| OfH Z20|L} &tE SO
IC7F RoMFO 2 LEtL= 7(9)0 MEE0 U

{2 FAHL 2 XSdh= 0|,
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#8 A| I2}0|2 I{EI(Priming Pattern)2 ZH=C}.
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BlAS 229 Al2fet XY Al Z20|Y BIES SHE 4+ AU AL 4BS
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3) B ALH= T2tel(Primes, AH3S)S A& T ZfsH0F 3Hs RA0]C,
B AIS N2 TSt QS XT0| HSSICt M-S 0|, BAAL,
ZE, K42 207t M2AY| CED, X%, 23, 49, Mjo) T2 1 $SE

Z0| QALY Ol O|F= MEAE F2fo| Ofefotil 110

4) M4 Ot7|EX(Information Architecture) AH AT =2t (Primes,

ESEPEEERI

& OF7[HX

o

= MEAL QA 8, Ol2AXO A5S Soll HAH
WS Olohorl, EX| AEALLt efH @M=/t =2 7HELel7h O AR
7tEA81} Of0|] B St & =
SAMAN 5 Dt S 20F ASS ot=XI0f ol H2fsl 2O0toF Sict.
A EXR Y2AEots HEE e A2 F= AMEots 0L AlZH 24 710

Z:

ARl MY

5) T 2 EEtT(Prototyping) THHIOIA Z2}0|US CHS1 7H Mol Of StCt.
D2 EEOIE HAMME= Z2t0[YS CXRI0 OEA XMESX|0 ofst
Ot0|C|0f7} QUO{OF BHTH T2 EEIY MA Z2ts MESiC) sto2ts e
74 QAE LIE5HH ALK}

oOF StCt. St Zmafls AMSSH 27, 2 714 QA7 01EH| CIXFQIZ|0{0F St,
ESaHofF sH=Al, 2|10 0| CXQIE 2 M A8 S0l o Faks

OIXI=X], O0f [E & 21} 0 SS 2T 4 U0k 2IT.

Hst/z2to|d st CIXpQI0f 288 & A= 245
Z2tX oIX| Mst HE (Buttons), 23 (Links), AAH(Colors),
(Perceptual primes) 0(shapes), IEl(patterns), H1A(Backgrounds),
A|ZEp A|2ZE X220 2 LIEH b= g3t 211(Logos), A7 X|(Sketches)

2 (Notifications), K= (Titles),
H|2t(Suggestions), 0t0|Z(Icons), 0|0|X|(Images),
D|E|E7|(Thumbnai\s) HA|X(Placeholders),

A (Tooltips)

el Fat

(Conceptual primes)
oJn|&Mel 22S J|E2 LEH= &3t

[ Z2t0]d Tixtelol MB7Hset Q4

setaa]

*ZX : David Teodorescu, Using the Priming Effect to Improve UX.

T UCE MEA oA 2FO| SEUM 7hset Zd9 HEE o8 &1,
HHE 2456l HE 2JE Uels Hl =50| He 242 HEY + U=
20|tk
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CHIIE Cixtol

(Dark Pattern Design)

=25 (2021). L2 HE(E&Y
A7) MEHZAL SH2AH|XFR
https://www.kca.go.kr/
smartconsumer/sub.do?menuke
y=7301&mode=view&no=10031
59790&page=15

Holl2, 225, 27is (2023). F

2 220 AYE, B 5.670 |
O| [ IHE] AFR3H, BHRAH|XIE.
https://www.kca.go.kr/home/
sub.do?menukey=4002&mode=
view&no=1003584350

Di Geronimo, L., Braz, L.,
Fregnan, E., Palomba, F., &
Bacchelli, A. (2020, April). Ul
dark patterns and where to

find them: a study on mobile
applications and user perception.
In Proceedings of the 2020 CHI
conference on human factors in

computing systems (pp. 1-14).

St (2023). THEINE AH|XE 4
B, 2 48 Yot 20t of 28 7.
CHEHRA.
http://www.dhns.co.kr/news/
articleView.html?idxno=315690

LYZ. (2020). TIRIE'S +2 2
Y EEY AR RERSIE
https.//www.kova*culture.com/
news/article.html?no=122596

22 XA THEZ| H0|Z4.
(2024) T3 WX|, ZHAESA

Thaler, R. H., & Sunstein, C. R.
(2021). Nudge: The final edition.

Yale University Press.

Ho
09

.(2022). CixtQl EXY

oy
082
=

LI (Dark Pattern) A1 AHEALS| QA2 S A=l HIg2| el
ASS Frotes A E HAAS "L F2 AEAY 45 FUHE
=2 S

REsts 2201 AHOIL ME|A REE RE5

(o]

L=

F'_

B0| YASICY, O|Tf 2201 MH|A HBYUHE MEXI HE FES Sol S5
MBS YToPILE 245 AHIA HBA Z0] 0|S0] S WEo2 AEXIO)
Metg QEsiTy

SF=AHIAENM AR 20213 ZALME AHA 0|8 Y=t &2
, 2023H EAOM=
=0 2 5.6709 HEIEHO| MEEHYT U= A=
T2 20| 2E00IM 0| AI8EHE=E 72 Y S f 95%0|A
0| YAZUCE S 2ot ULE T U AHIXE HE A OME

=7t 2018 CHH| 20228 = 8{7t& S7tet AC=

9 97%0l M 17 O|AtQ| CHAIHEO| YAZAD

=

H=

X2 299 &
o

HEEQiCt

CEmE CIAtQIe 7iE=2 201093 UX HA0|H ai2[E2lE(Harry
Brignul0ll 2l X5 F2=1 RHeERACE 0|2 2020E M= 22t¢
ME| 29| TIIIHE Hiof At S0| SOHLUEM CHIIEO et 20l

ZAStEUC 0f0 TN =02 TEIEO| et 222 M=
=AY A2 dEotRN. T TAIE D AR gz O WX

Ul

AT, OAR EY

A

, &= OAHIE S0 /U

UH. 71ES 70| W EoHA

& LA mE
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1270 Q82 Q4 22 (Trick
Questions), 22 7|2 7|(Sneak
into Basket), HIX{LIR7| 012
Al 2HE7|(Roach Motel), 7HOIH
& Z7{2|(Privacy Zuckering), 7t
2 H|u ¥oH(Price Comparison
Prevention), Misdirection, 7}2 &
Z(Hidden Cost), 0|77|2} HFHHX|7|
(Bait and Switch), 28X 24X S
2rA|717|(Confirmshaming), 21
24 (Disguised Ads), ZH| ¢ Z
H|(Forced Continuity) SO|C}.

Mathur, A., Acar, G., Friedman,
M. J., Lucherini, E., Mayer, J.,
Chetty, M., & Narayanan, A.
(2019). Dark patterns at scale:
Findings from a crawl of 11K
shopping websites. Proceedings
of the ACM on human—computer
interaction, 3(CSCW), 1-32.

Bosch, C., Erb, B., Kargl, F.,
Kopp, H., & Pfattheicher, S.
(2016). Tales from the dark
side: Privacy dark strategies
and privacy dark patterns.
Proceedings on Privacy

Enhancing Technologies.

Zagal, J. P., Bjork, S., & Lewis,
C. (2013). Dark patterns in the
design of games. In Foundations
of Digital Games 2013.
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(Hidden
Information)

ArH MEd
(Preselection)

Furst xy

(Scarcity)

0|72+ HHY X7
(Bait and Switch)

235 2y oY

(Confirmshaming)

AE Eu
(Disguised Ads)

AE|Y BH 28
(Social Proof)

SHX| 5l
(Roach Motel)

ZH A% Z2H|
(Forced Continuity)

CEESE
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2ot st
QIE{H0

&717|(Sneaking), &It
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2RO T2t MEFotl ALt HE
2 57tX - A%
A X (Interface Interference), Yaliot7|(Obstruction),
7|(Forced Action) -
s 573 QoM LIEtLL=
ARLSE Ut 7 SEAA A== T3 IH
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Federal Trade Commission.
(2022). FTC Report Shows Rise
in Sophisticated Dark Patterns
Designed to Trick and Trap
Consumers. https://www.ftc.
gov/news—events/news/press—
releases/2022/09/ftc-report—
shows-rise—sophisticated-
dark-patterns—designed-trick—

trap—consumers

European Data Protection Board.
(2022) EDPB adopts Guidelines
on Art. 60 GDPR, Guidelines

on dark patterns in social media
platform interfaces, toolbox

on essential data protection
safeguards for enforcement
cooperation between EEA and
third country SAs
https://www.edpb.europa.
eu/news/news/2022/edpb—
adopts—guidelines—art-60—
gdpr—guidelines—dark—patterns—
social-media—platform_en

SEAALARS]. (2023) 2242 Tt
SIHE XHE22] 710|=2fel
https://www.ftc.go.kr/www/
selectReportUserView.
do?key=10&rpttype=1&report_
data_no=10140

https://www.deceptive.design/
https://darkpatternstipline.org/

https://pacscenter.stanford.
edu/news/i—obscura—a—dark-
pattern-zine-launched—from-

stanford—-and-ucla/

AS SRS, (2025) CIXIZAMH|
20 | A 255 I3t T IE A
2| & https://kcc.go.kr/user.do?b
oardld=1113&page=A05030000
&dc=K00000200&boardSeq=65
189&mode=view

CtOE CIXRI7H0[=2H1 I

ZF Z7H0M = TEIEC = Qo Ak

FH S8 MII| AR 0 A

AS9| OIsHE 97| ?fall 7+0| ==l
HH3(FTC)= 20224
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EXHIBIT 3

EXPERIENCE H
Jon S. Bosco
E.A. Froggie
F.L. Wright
D.A.C. Moscowitz
Cliff Walker
P.J. Rampino

| XYZ CORPORATION |

EXPERIENCE BLUEPRINT™
STATEMENT OF MISSION

Scire velim, chartis pretium quotus
arroget annus. scriptor abhinc annos
centum qui decidit, inter perfectos vet-
eresque referri debet an inter vilis

PROJECT MANAGER:

Norbert Jones, XYZ Company

CHITECT:
Lou Carbone, REA, Carbone and Company, Ltd.

STRUCTURAL CONSULTANTS:

Bill Schmid, ABC Design

ILLUSTRATOR:

Mark Oliver atque novos.

Bill Wizard
Ron McDonahoe

PR

Susan Anthony

JECT COORDINAT

October 17, 2020

Steve H. Wilson

[ R0|A 742 (Lewis Carbone)t

AH|T 512 (Stephen Haeckel)2| 248 SR I2IE (Experience Blueprint) |

NDARD: ECTION:
Julie Cacolavich
EXHIBIT 4 I ST/AGTING &m
i C;k/rord 4; arking ot syste
[
sidewalk, crosswalks s[qnnqz nnd//qlrfmq PAINTENANCE
>
Triendlly S
Warnings o
(@)
o)
o)
d. Matemity Parking: Designate expectant mother parking area with
apainted blue/pink stor< nternational symool (i€, no smoking, etc.).
F,—g;/, [57/;7* Demonstrates a sense of caring and knowirg customer reeds.
2d. Friendly Wamings: All warning signs should point. to a customer
benefit (ie. Fire Lare... “For everyore's safetywe recormmend rot
parking in the fire lane."
3d. Fresh Paint: Apply fresh pant to curbs, cross waks, etc. and lot
lines on pro-active and frequent schedule to aid with positive
Cleanliness clues.
4d. Safety Lighting: Special safety lighting in parking lot with a note
that the lot has been specially ht with "xx" cardiepower for your
safety.
5d. Paintenance: Panted surfaces should be panted before any
. cracking, peeling or disreparr 1s eviderced. The regative clearliness
e/ P:‘T f;imgd symbol ( b ":'tm:qﬂ 'm)' panled sigrals could be positive clues by staying ahead with advance pant
Demonstrates a sense of caring and kmunq aistomer needs maintenance.
EXHIBIT 5 ‘
Experience Blueprint™ XYZ Corp.
T =T T T T T T T T T T I T
Tunng Prionity ovact on Bistnons Wyack on Perception ;'.";: Senndl Capul blomity Operstions | Suove | Store
High | Mod. | Lov | High | Med. | Lov | High | Med | Low Hgh | Low | Light | Moderate] Heany | Ward | Eay | x| xxx
Matermiy Parking: U ith pauntee
e ok ket st ot .,,':&"’ e
Vawvmna-uafmuqmlhwwq u& 445 " 457 458 d i n
o aur ot reglary
o e dns w1 63 ikt ve e . ping 4
s fice lans 400 500 250 250 4 J
[P [Freh Pauk: Aophy Tiosh piet 1o crbs, crovweals, cic and 0% Ty
Jon pro~ actuve md fregpent schedie o aud with posutive cleannen
s 529 200 24 524 v y
Ea X Syecd ralely | arking L with a role
e T e A v e o
pafcly 229 286 286 500 3 ¥ el
g [Tanacer r-.m ice o e e ere
g, pecting or The clealness
wmuunmwdmwmm-m ot
200 286 285 290 z 3y
9%, Caroens s Gy, 0 10 s tevrve
16 Vol 3, No. 3 MARKETING MANAGEMENT
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. - lthg;:‘lrmu!m et

: i e Fxpecion Tl gerthrough  Nothing s going Tam not going 10 The parking il Tl begrected  There will be sufficene
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Callthe

v 2t the

Threat

Opporunity

expectations
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o exceed
emotional
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Emotion
evoked

Stagein the customer experience.  Cempletion o castomer experience -

have availabiity  get 0 the restaurant of directions
ight

They are fully Nothingdoes  Customer doesn’t
booked happen — lost Know where it i
opportunity

Wow - the
restaurant has
ent me 3 map!

Wow - I have just
reccived aleter
Confirming my

been before and er
what T had caten!  with a copy of the

They recogmise  The leteris T reading the
vou snd can persomliscd to menu: it sounds
remember meand suggests  grear!
when I dined some dishes 1 may
st time lik. This makes

me happy
Surprise, They are
anticipation anticipation
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parking spaccs
when customer
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reserved me 3

There is 2 sign
outside the,
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welcome to me!

Tm special

they will be fiendly
~ take me to my table
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because sl the
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waitng 0 prect us
a5 we walke

through the door!
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long lost fmily

T with my
fiiends
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presented n a fiendly

“There s nothing on the
men that the customer
fikes — restaurant runs
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choice

Wow - witer gives you

rsomal
recommendation sbout
whatis good

“They remember what 1
bad lsst time which
shows they care

They care

... Beginning of castomer experience
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Collecting

£(Colin Shaw)2+ Z Ot0[|#IA (John Ivens)2| ZHE (Moment Map) ]

Enjoy
Rewards

Functional

Using the
Web Site

\

Approval

N\

Terms and
Conditions

Points ‘

Strativity’s document clearly
charts where different
experiences fall on a spectrum
of possible perceptions.

Disputing
a Charge

Statement &
Payment

Calling
the Call
Center

[ 22 A EZ1(Bruce Temkin)2| 1124 01F X|=(Customer Journey Mapping) |
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U=, QMg AIZ4HO 2 LIEHH EX(Documents that visually illustrate
customers’ processes, needs, and perceptions throughout their
relationships with a company)" 2t HolotRLCt. I= 1M O X =
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Edward Freeman, Jeffrey
Harrison, Andrew Wicks(2007),
{Managing for Stakeholders),
Yale University Press

C) =2}l BpEatA 202, 4l 2|

o, H=E=

ol
Z(2016), (MHIACIXIRN), 7R A
=

3.1.3 Oloi&AH Xt X|&=
Ol A RH= MHIAZ 7|26t ME5td ArR5tE o H0ists Chyst
AEHES OJ0IRICh I LT OSHZAKARL 25 Ofsi2AAZ LiF=H], WE

Olol ARt AAXL, &2|X}, MEf(Front Stage)2| 21, $8(Back Stage)2)

He S0| sigotil, QF OfchetA A= 14, TEY, A, HEHE,
DIZHEA, Y5, A= SO| s etht. ME|ALXRIZ ot 7HX| 2ME siiZot=

Ji0[Lt ofb] U= SAI0] O|F AKX = E*R7t

L mtAf OloH2tA Rt HEHO THefet UXE THofoto A% (Holistic)
SO TIXHQIS0{0F BHCt. OfSHEtAIR} X|=(Stakeholder Map)= AH|A
Lol 2HEE CHSot Ol 2AXN S| At et BAE AlZtetoto] 20

Ol B A XH= 1963 ABHIC 2| MX| QIAE|EE(Stanford Research
Institute) Al S22 AEE E0{0|C}. OsiEAX= “ZX0] =g

% QEZE X|¥ot= I&(those groups without whose support the

organization would cease to exist)"0l2t= Q0|2 AEJCH T F
1984H O|EYE Z2|H(Edward Freeman)0| 19 XA THZFX ZAY:
Oloi2tAIAt 2, = Soll Oloi2tAXt 0|22 FEOIULH H2 7| S
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Empathy Map, Customer Journey Map,
Experience Map, Service Blueprint H|x'*

Specific User + Scenario + Goals

Feels '

Says Think

Dose

12 0 X =
Customer Journey Map

3UXN=
Empathy Map

off HIZ0[Lt MH|A0 tish SXS 290t LAt 5h=
o

E7X EtQUO| ALSKLOf Bt A
e st ool 2 ESD 22 M2te ZR0t, D2 HAZ A2t} 3 ZHO 2 AFEATS| needset
pain pointZ 0[ali5t1l HHat= H|of AMS

=
AEFE B AT =FE AE

* Phases, Actions, Thoughts, Mindsets/

* Says, Thinks, Does, Feels Emotions

+ 57 T Tft SRSl B, B0l B « 57 TR0 s 4SS BAS
iz 7y S8 U S8 A% B0 AFERIO] FIAISIEl 28, DlRISA,
QAUET | - NI L AXHOZ LS U 421, 28 59 B U
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32 A=E 48 (112Y) - 24249 W2 AL EE B 230 SHLI2)
2 o2 X158 428 (172
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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
/\/\_/ e
Support
Processes
g8 Xz MH|A AR
Experience Map Service Blueprint
UBHEQl AYS0| HSRE BIIX| S 2N S AMST 01H HHD HENOR B2 s
Ho| Soh| o st TH A-S A2stet A2 A0 EAHEZN/CRE ), Z2ZMA S
UUENOl AIHEC WSS Olalist= Hlofl AHE MH|AQ| FHQ A 7HO| HAE Al2fztet A
. ) » Customer Actions, Front stage Actions,
* Phases, Actions, Thoughts, Mindsets/ ) 9
Emotions Backstage Actions, Support Processes
o XEO| HUA 7|&5tT, MH|IA KMZA £
e + 3 AJ|A U HZ0| BEEIX| 04, Lol R e i m el
(K1 )0l HE5H0] Al2tst
AU EH AHES Y, HEt S S2 HY . Azt AZNOR AjZtsH
« A2t &, =RFEO 2 AZtst . 7"0|I|_|:|'| y :k”_gr Eg:g M2 g 2T}
* 02 OFY K=o] ZHES Asts} . sEEseTEe T
LéE
* RE| - Q20| OHAAXt Mo 2
HAZ LA 0|M 5H7| 2t
- HBOILF MHIASL SE 712 H0| T YetHol i i = )
o At B0l CH3H 052 25t + MH|A HIZ YA CHEF OsHt 22 MA| SR,
st=71? e c-’—IHr OOT:-EE.O olstsiol olat 242 o5t
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= . _IJH PSIDN = D}-E =3 PN
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ZuE o

(Concept Map)

I

OIX| M(Cognitive Map), ZHME Y(Concept Map), OtI=H(Mind

QIX|
(Cognitive Map)

SHAL SH YEHA, SHEO

o

Cognitive Map, Concept Map, Mind Map H|u!
e

Cognitive Maps, Mind Maps,
and Concept Maps: Definitions,
nngroup, last modified July.5.
2017, 2021.98 7|&
(https://www.nngroup.com/

articles/cognitive-mind-

concept/)
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Everyday Tasks

is driven by

Deliverables

: informs i Course ;
To do list Meeting Research |[———>| Writing Creation Speaking
In-person | tangible intangible
Phone
' vi
Email ideo
Oceur with can be
Urgent -
Todo In-house
Announcement

Conversation

Other things

Reading
Design work

Attending conferences

provides

Public

Conferences

open to the

Our service

| Membership l%l My account }—Eﬂ l

includes includes
N N A
I Events II People II Space I I Access I Food J
&N gd gp | .
o I — v Y

Pop
Culture

Profile

preferences

™~

Order status

My
account
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SSOxel
(Co-design)

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

OtOICI0] £= ol 22US RASt= THA -
0t0|L|0] M(Ideation)

0}0|H|0]M(Ideation)2 idealt action0| EAMEI JTHHO 2, T3] 010|C|0] 11
XA 7L OFH OF0|C|0f7t 2HE0fX|= & (The Formation of Idea of Mental
Images), & MZ2 0t0|C|0{2] M4 (Generation), EH™(Developing),
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SSOXRl 3&
(Co-Design Workshop)
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Kelley, T.(2001), {The art of
innovation: Lessons in creativity
from IDEO), America's leading OFO|C|ojof CHEH HEH2

design firm.
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BHQIAEYR SFLE2| FH|Of CHol &7IXS
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RICHELE 2= LIX0|H 0]0t0|=D| 5|20t |(SRiER)7H T45tA2H Manda(2E 2

(Mandal-Art) I28)+Ha(FddF)+Art(V12)e 2802 22& HEE 7I&, 582

~
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d2ES el LWWis QE=, 4245 BS g2 gelotl she0f 2&st0]
SIS 4 QU0 IS oL SEE Helots O ==50] Eo
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(Six Thinking Hats)
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JIEO0IC}. oot THE 6719 ZAS S 28010 s2He Allo| AREE
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SH0 el E2 0SS 7HAL, & O RAES OOIHHE =5 + U=
HTOZ 671 &Y BA= 6719] M2ol Heks &
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2 B

Black
4 2X
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A AZITHE OLOIEIOf 2y THHOIM 2H ABS #HZob| YA JIE U
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CYOtE7| - 7t B 3

(P.298)
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7t7to] 7|3] A0 S OLOICINE EESIACHR OLO|CI0IS Ha3t &
QNAQ| M IS o HEHOE SiLio] ZMEES M| st EH|E it
‘T 2 0j0||0f'E TIIEsHE JIE2 HOl AH| W2t ooz K
46 QUOLL RO AFBRILE MHIA HZX B 95| OfsHEAA SO
oAg S0f BE 2% 2 T20| Tk 0f0[Cj0je] XA 9 TWIHE s
SH29| Y EE Fhe BH(Kano Model) ' 288 2 Urt
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AEXS SE 420 THH[510] &l 7ts IR E 2742 ot¢{ Of0ILI0f A=E
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MFYE OfO|iofs THEOI SEfO MY WS Y BHER
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ZHEZ HMBOILE MHATE AEX0A OEH Z™HE M3 = U=KXE
HEH© Totz= A0ICy YHMO=Z ZHMESE T&9 Mf O3 Z2
UZ|S N2510] TEBICL
S8ty
Integrity IME
Concept
gy ABA EHEY
Distinctiveness User Focus
B SH BHET} MHIA SHS UOILF X3ED

« S8t (Integrity) :
SEHC

|]:0II

HE
HTJ

%
0%
et
N
£0
rir
J
)

- xtEM(Distinctiveness) : 7|&2| AMH|ALL CHE AH|AQ} H| WS [If

»Q

0l

=
e

=1 0|S 20t & BZA17[4L =71

o A2t ESM(User focus) : ol AH|A ZHETE ALK A HEotd =
20| AL 72t 2710 FEE0 U7
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ZME =He|o

(Concept brief)

UBER Ride

s

ZHMES| SN2 04510] BIEHYOR MRSt 20| B2 ZYE BRizo|rt
FHE HYTE OfE AHIAS THS0| L2 HOIX| CHYSt O ZARIS T
TH5D HBHOE ARLAOINES & 4 UTE TokFE £70/0 U=
ZO|N MBPILCE 5Lt 2oF HO|XE 20 FORM ENHOE
MAES & 4 UCH ZHE Ha|m I MH|A JHR| Fgh ZME AH|,
MHIA T AERIS BE5H0 THEL

MH|A 7}X| ®|9H(Service Value Proposition)

7IX| M|2H(Service Proposition)2 11Z40| AE0|Lt MH|A S FO5H= 0RO

Lol MAlots A2 MHIAE S 120 P2 = U= 7HXIE Hest
J

= AN
HAlots A ettt A0A RSt 7IXIE FZxotAH

2ol ot oA =50] ==
JtRI9] E42 7HH0ILt d5 SS9 XY Y+ U U4 Fe, AlelH
21, LAl SO §8H2 ALY =& UG 71X M2t SFU= M2F, 7t
g5, H18/21A3 2y, H2Y, HAlE/R84Y, 1 IEY, UXQ, Bt
A9, AlelH 917 SO| Z&HE .

- S&A7|tH(Resonate) : ME0|Lt MH|A7H LS 0|RE Yol 1740
a1
o

g 4 UEE 5H{0f ot

- XtEstsith(Differentiate) : ZARE OFH AFARS] MBIA S MEHSHOF Shi=
0|7 & MAlot0] XHESFoHOF BT,
- ZIRIAIZIC(Imprint) : 714517 | #12 H0ISES AF8ot0] & Tt 1

W2 Ofait = UES SHOF BFL.

)

Easiest way around Anywhere, anytime Low-cost to luxury

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

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.

REASONSTORIDE ~ —

[ RHIS] 7HR] HI2t Ol ]

*ZX : https://www.uber.com
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e S0ttt 2YE AAX= 2E MH[A 2HYEE A=k X ettt
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ZZ6t0 EAGHOF BFL.

ot AU OlSHEAXIEY FUHARl ARLAO|MS
o 5 UEE S=0 55| AZHQ Xtae 201X Xpz0i| Hlsh Olsiet 452
FIVF =7 W20 AAEFHAE US5h= o ==20] Et
ZHE ALIZI(RY AEL)
20| HAH HEOM ZHEE 0T AL EX] 20{F= 2HH0|C} 7H4Q
AFEXEZE 01851 B MH|AS MY S MMSHD FHECZ HAISHD
el ZHHE, HMtsh= Ot0IC0E Sl HatE Aes 0[0F7|7t =S
AP ZHYEQ| Lt o 149 MH|A EE M2t SIS 2 5
ULt
A 0|2 &2 — 7|%oP| 72 =75 Elott
S AR QIMNoR HES
Zdste 20| &L
NS T AR MSEE AHlA
Hellls —— [}2 MH|AL} XIESHE X0l 7|5
DAL AR ()
——e 7H2| AR} 01851 2 &¥E
SE0| U= (0P |7t H=E HAER
W8S 7oA Zgstct

[EMEE2|Z A OfA] ]
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G2 ALL 7|8
MH|A AJLL2|2

(Service Scenario)

H2ALE 7|8 ALZ|Q0ME HANMOZ T2 AlL2RE MET 4 ULt
LSl 22 3HA S AL2Ls 2HRZ A5 JAR AHHO0|AN 28
=L

1. 82 AL 2= AZAY XS UEAT|= IES H2 MO0 B2tz
2 I8 MAISIEZ M5 HAHOIM AHS ST
2. MZ2l 7|l §EE 25 YU O AAEE MiEfett,.
O] HAMME B AU & B AL 2 = AUZ|RE
LY =M AEAVL MBS E8ots tdE & B AMoHA 278t
=

3. LARIS 2HAIZ = HEUAM HF0| SHIEA MASD A=K Hae
o PS

LRI} LY TSt MEo| SNES B2 4 YIES HY AL2IRS
28siC

g Al

H2ALS AZAOR 0|40l FEO #ME 7|&ste oI ThsE

BARO! 00|CIOIZ 7I&51E 7% RHECHE 1 7|22 £0| TH5EXIS

BHSts O 23S WR0(0F SICL 7|0) 00 H2AL} st 0jyXel

f
S HololX| 2 & 7| HEO0|CE

FQ 42 AL

T 42 ANU2|2E ME AL Q0A A Tl d-e SES AMEAPL
HS0ILt MBIAE 2Eots g HSHA XIS 7I&st=s Ag it
HEALZEMB0|L MHIAE 0183 SXE Fddl Lte 1H8E 2EHA

AT X! QAR S AN Hote = x| ekol LI

dF AL

2 F= ANU2|20A H2HE oHZ2rof A
FEXMoZ XU T OEA 5H 1S
=X 02| ofiFot= o =22 &0 ol
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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

4.2 MH|A-Z8 X s U M

4.2.1 MU|A HHE} 248 Q4

MH|A HH(Service Touch Point)2 AR £E2 0{0A K= =2
‘Moment of Truth’Q Me|ZAE TA MOT2t1E 2|, 10| 7[¥at
MHIAS Bil=E BEUA AXlE 22X A, 218 4558, ARUA0IM

59 BE AS Lo AR MH|ALt Y AE0tE MH|A EH(Touch

=
Point) EZiot= A2 Oi* QoI

MH|A HE(Touch Point)2 HAl UG =He HACZLE M=

HAAMO|EE St 7Hao| QIHHMO|LT A YA 22| AHF SO

O|27|7HX| Ctst HENY 4 QUL MH|A FA(Touch Point)g IttsH= A

MHIAE HMBSIHM ALBY = U= AHOILE 2HSO0{0F & XHHSS Oloie

& QU BTt S fIX|, MH|ATE O|R0{X|= £ Ha, 1M, QENE
A

HAMOIE, HIZY, tHE ARLAHOMM, 214, AHFLHO0[M 0E2AH 014 S0

CHEAO! MH|A FH(Touch Point)0|2t &t 4 QUCH.

i)
7Iet
BAIE Sxte 1z
20§ &
2451
MELVLIES © HE/MHA
RS
_ &AHA
. 0 = o T4 Al
a7 #3 z8 ciaz2(o|
B4 012
Slgt ma 9B s
4EEY  9Egs

oy yaxg | ARLAOIM S2|x9l 71

At e HZ 3
Human Information Product ~ Space

[ Touchpoint wheel' ]
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MH|A HX[EIE
HEZA

Customer touchpoints

Website
Phone

Face to face
Word of Mouth
Email

Post

Touchpoints
Digital Camera
Mobile Phone

PC Application

MH|A HX|ZQIE IHEZA(Touch Point Matrix)= 1ZH0| HHEQ}
£ Ae B= FAaot Y 6Fe 52 Aot 1A HES It
flet =70 MHIA ZF OIS ASAD d™ot= CHfet HEQ 2
HEHAZ AX36I0 MO 2 MH|A FHEOAM AHSX0IA A

Z32 DY 4 UES WHHLAS ST 4 Uk

Elements of customer journey

Awareness Con3|derat|on Decision Post-Experience

Main user actions/ intentions

@ o o
persona |
o N O o o
S @® o o

Web site / Application \\ e __. e

Portable Mediaplayer O
Pirnt Media O O
Home Mediacenter / TV ©)
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MH|A EA : 2HEZ| TtA =t

HElA ZHES T 012 M2 AHIATI NI4T & U 23RS
CIXfelotE 2Ol 223 QUCH MatM MHA 2HES 7|¥oz %
OIS AT W IS HAGD MHIATH HH MY ZS

MH|A ZHEN HSE =2 #H| FHE THAsH0F ofH, ME|AZS Sof
OHA HEE = U= 7HXIE BAICHOF SICh. DA THX|7F MSE=
M &S mtefet Fol= 012 o] flof 0= =9 HIgn AtH0|
S 00F SHEAI, F7t OIS FUY AUX|, 429 Ol HAXS2 HH
XIS HEA X2 AUX| 125H0F BTt =, MH|AS| 555 7HAato}|
Flofid= 2E ASAUA MSEs DA77t HEA HE==X], 22|10 1
JtXE HEots OlEAXS A= HE J=0] MSEH=At SYHEHL2

112{=[0{0F Sttt
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MH|A 7HX| &8

(System map)

O] 7t =X ZHES M0[9] HAE B0F= HOI0O-C 2 AARS
DG Mb[A 249 3iS HFol/| et S0|H AH|A JHX| S8E=
MHIA HIZ Z2O| HHOA, S (MHE|A) A2 F2 "dP{XH(actors) S
WM = LHEHH ZOICE YAXb= ALEAL, AP, BAf & HEEXE
Heteh 2O R 24 & 2If Yoz YN, HEIY S AlLH
HOIS ALZot0] LIEHHD. M1 starBe e ARAS A0 THE &A%t
(B2, W8N, SMH £ =& 7|E9)55S UEUN M2 TE dAXSS

re
N
rot
o

O|aH & H Xt X|=(Stakeholder Map)7t MH|AQ Z& = 0|5H & H X9
g HAE SH2=E MH|AQ SEE 2 £ Us EF2EH, MH|A JHX]|
SERE= MHAQ SEM X0 & O TSot0, XLt 0|29 MH[A9|
SE2 MEot= O REoIH. MHIA JIX| SEEE= TR Y0
RIS MH|AS] SEI OlSHEAXSS] Jets HEIoH| oA Tk
EECL 0| Soll MH|AC 22 AZS0| FA|0| Bost X|FH AEEH=
HERIE 715& + UCH
éEéw
AbfE /| m 2o HiE
% s,
i k %,
i L
| ‘@}j&‘(@
190 HEEH /0P 30|/ 4B X;'orw|/g%§;wg/9|5£m ™ '
ZIANOL 2] (2021). A|ZHEHORQIQ| Vs \\ e ﬁ%HHIA/HIE' L 22l HE
240l ALATHYES Y3t A 4 ogxt
HIAAILIZ|Q Hioh 917 40 M’ﬁ"ém"‘i' /
YS9t T EBE MHIAS .

=, 77(0), 66-81.
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Retrieved from http://www.
servicedesigntools.org/
tools/28

0[215} 2| (2020). X2 A4 7}
XEEE st XIXA -3t -7 |

A Y AAY g - 3

Bryce Glass?t 2005A0]| X|Qtst Flickr 22

A S7 MH|IA9] FRE dFeitt 0=
i

O — oo
AABRIZ Olahoh= O =28 =11 ULk
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Product Prototyping

D2 EEHY THE

D= EEFI0N et OlaH

D EEY2 AIMNCz oY, A2 = 0[Ads US0HU=s d/E
O|0I5tH, M& 2O0t0i| Tet 0f2f 7HA| HEH= F1A|et ECt. CIARR! 200 A=

D2EEIYS Agots HENQ CXQl 2ops &%
QIEITIOIA/AFEA} ZEOIRIQL, MHIATIXIS! SO| QUTk &5 HZ/AHIAY
SHS THGH0] HOISHD Wotet 3 4% BYUGHE HEH UYS S
o U2 HZ ZUB0| UQES SiChs HolA S0P}t H2CRE BE
D2 EF0[LY SX SU 4 QU LTt E0pEE 242 021 22 S3N

Ul/UX Prototyping Service Design Prototyping

S HS0IL =2 S, AH|A

CIXfel chat XiZe] S@i(mock-up)g BIEE HO 2 OIBHEARISO| TSI MHA 74

KZ0| O A8 S8 FHHOE Holsl HASS| 2l AL ALZIQUHR $5 o= 22 53
AHIAQ| 7S BI0I5HD 5T 4 9k

HiZe| CQIS MAXOR Tt ALSRI7E MHIAS ZBoHs SIAEC!

2 4 900, UK S TR0k SRI(A DT NS YEXRS A2t BAESH= 2001, A%

Ijersp| of2ie SIS =Lt SHOI5T HAES 4 T} BE KH|A ZYS HAE 5= %2

Betoh mete 4 Ut i,

YEHO 2 T2 ERO|E2 U3t 22 37HK SHS 7|1 HAEC}

1. 0f0|C|0f XM (Idea generation)

ODZEEYUS Soll M22 0t0ILHE AL dde & AL, ASAE 2
sdots AAE EHM 0] = QAL (2] ARl OFOIH KIS

L E dot= O 7tset tets

= o
2. OJAtA
IHURHCIROIY, ARILIO], DIHENST MSRHDH)ZHS ASS FIHA
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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).
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4. 52| AE!l ™I (Heuristic Evaluation)
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Shostack, G. Lynn(1984),
{Designing Services that
Deliver), Harvard Business
Review, vol. 62, no. 1, pp.
133-139
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Shostack, G. Lynn(1984),
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Deliver), Harvard Business
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O[S MH|A HAREIL JtA|g Y (Frontstage)dt HI7IA|S 2 (Backstage)
o= LiEtt 7tAE Y0l MH|ATE IS5 flch Rt a2 A
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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
4
LINE OF
INTERACTION
Welcomes to store Checks inventory Provides
and delivery times delivery time
4 A
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
A
LINE OF
INTERNAL - - - oo oo oo
INTERACTION
Analytics Foot traffic Payment Appliance 3rd party
SUPPORT  [ogs visitor scanner process distributor delivery service
PROCESSES
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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 | | | X : I:I

v
BACKSTAGE | T | e ?
ACTIONS
SUPPORT
PROCESSES

REGULATIONS
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Osterwalder, A.(2004), (The -

business model ontology a 8lE3!(Strategic Management Template)'O|C}. K|EO|Lt AJH|A Q| 71X|

PrESIONACSNET ot olmay, 1, WY S AIZHA AE 90| MBst0, Tlgol BEE
2EE = As HXHQ HEUSS HMOeD H LA ZE HHAQ|
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Osterwalder, A., & Pigneur, 7|%I_‘||ﬂ 7H'E|8 OO5I—|_ %F‘ﬂ!}\n_l'l:-l Qﬁ % (Alexander Ostersalder)ol

Y.(2010), (Business model

generation: a handbook for sdl:l- QﬁE:I%Eﬂ I‘: I-%F@ Hl = l'l A E%%
sloneros came chenoers. - JAsiSiT TR RE WASE QAKS TRIOR B Y RS HOSICt
and challengers) (Vol. 1), John
Wiley & Sons. 20104 S7Het 27 oA WY 22 HEQ| Q| HIXLA DY HHAS
HQt5tR L, Ol= KISV 5| AH8E 1 ULt
1.8 84
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] MI2H(Value Propositions)
AL EFet 0 NOHENA MScte 7HA

HE2 DISOIT 202 T4, S22 Yol 2,
D2 2R 22 WK IRt Y 4 ULt
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2021108 7|E
(https://blog.leanstack.
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business—model-canvas/)
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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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LEAN CANVAS IS A 1-PAGE
BUSINESS PLAN, LEANSTACK
2021,2021.10€ 7|=
(https://leanstack.com/is—one—
page-business-model)one—
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FH 28(Kano Model)’”"?****°

221 7t 2H(Kano Model)2 19800 7t 2|0t WIt ATWSH HIZ
What is the Kano Model? _ _ =
2021108 71 (https:// W HBEE JF 712 0|B22, MB0|U MEIAE 7|=g O 1 +4d

kanomodel.com)
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MH|A It =X - Triple Bottom Line(TBL)

P

R 7h540l 2Y RS 7|

Z 3t Triple Bottom Line Model2 =
LGZRIITS. 2015(2006),

Triple Bottom Line, SustainAbility2l &% =& AZE(John Elkington)2l 7HE B2 C|X}QI

22 ZHSH= o) S 923t 2F TQ0|CE Ik 7|YS0| XS THsS
EOMOON. GIISEARS Qs XIAOF 3 @7 RO M JHX| 71 YRS MASIREH, X Ui
%ﬁf‘;ﬂﬁfﬂﬁ%;? 71949 0]2] ZHHOI AKX Jtx|(Economic Value), T HMZE 1 7|20]
DOSESSERESE oinpy As|MO 2 MQUZ0| USRS HO| FE AS| KH2(Social Equity),
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OX|2o 2 7|0| LotLt 2tA(Ecosystem Quality)fl Cigt 2 240]
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0 RS 7t Hojel DIzt J|Dt oLzt S5 B IR YD N
HC|Z221(2013), (AMH|A CIXtQL: e - = e - -
O 83 202, MRS MHIAS NE BAE, KoK 127 Aty
o R0l S240| HEA| 112 E|0{0F StCH= A0|C
Elena Avramenko(2018), TBL% §8| 3P(Prof|t People Planet)ﬂ % |'

“Contribute to a better world . e -
- Be a successful company. « ZHA 2E 2hel2 7IYe SHQl 0z (Profit) &0 S5t 712

By 0|245£210] OFLi2} Li/2I5 O[GHRIAXIS BRI ARIIAIS 43 SHO:
economy’” (startup,medium.
com) HH = ﬁ)% o|0|
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X|GAt2|Qt gEtet 41t £
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eople)Oi =51 ZE XM LS,

Elena Avramenko(2018).
Contribute to a better world
= Be a successful company.
Sustainability in a shared—

economy (startup,medium.com)
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QHC[Z2R1(2013), (MHIA CIRFQL:
HT0M SFEE IAO|E), pp.
246-247

Mary McBride(2011), {Triple
Bottom Line by Design: Leading
as if Life Matters), DMI

Triple Bottom Line(TBL)2} C|X}2I

Triple Bottom Line2 MHXOZ CXQI TZMEO| 2HE HOl& M
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Desktop Research

HlA3 2|MX|(Desktop Research
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Motivation Matrix
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Design Thinking
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Lean Approach
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OtCt2tE(Mandal-Art)= 3x3 HEZIAZ AR50 17t
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What if
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Contextual Inquiry

M2t ZAH(Contextual Inquiry)e AI2X S A
CIXIQI(User Centered Design) HA ZAF tiHHzoz
AEXS BZHOIM AR WSS BEHSHL, HEs
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Olgfiote WS Soll 4T F MdE Itost=
Y E0|Ct

WHMO = O|SHEICH= A2 AEXIS WSS SotaA
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Menu Tree
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Mental Model

HERH(Mental Model)2 AFEXE 288 4ot At
g mf ojst WAC=R XeHE Z0|2t o dote 217te
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Moore’s Law
2019 HAI(Moore's Law)2
SHLIZ OF0|3 29| Y7} 2470 K0T 262
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Cultural Probe

231X T2 H(Cultural Probe)= AFXF ZHO| st
HO| A= SEHS A7 Ast el 7|8t 2AAO|E(Insight)

SH=0|Ct Y= YE0=sti(Royal College of Art)Q] &
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Physical Evidence
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Bodystorming
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Pain Point

SHH(Pain Point)0|2t AHIXIS
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Brainwriting
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Brainstorming
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Business Model Canvas

HXLA B HHA(Business Model Canvas)E
MHIACIRQIO| H|ZLA B 7120 0| &E25= WO
UM QA (Alexander Osterwalder)Zt 7124t
HIZLA R WA = O30 22 971 QA2 LA ECE

MEX} M IHE(Customer Segments)
7IX| M2H(Value Propositions)
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oI2/(Revenue Streams)
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UT: Usability Test
= AI2MHAE
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Ul: User Interface

AKXt QIE 0| A(Ul: User Interface)= AH(AF2XH b
A2 E= A" E5| 7|, ZEE T2 32 AHO|0AM
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User
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RFI:Request For Information
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Interaction Table
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System Map
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Desktop Walkthrough
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MHA 28 (Desktop Walkthrough)2 =2 23S
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Service Manual
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Service Storyboard
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Service Scenario
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Service Concept

MHA ZME(Service Concept)= &
creation)2 2 & LS MH|A {7 010|C|

HHE OO0 E 2HERZ YUTA|7| 10 X3kt A0|Ct
O} MH|AQ 2 MF AILSS FUHO=E JMASY &
UAESE 7Hehst AAX|E 2ot & 0], T ALSXHEA|

RIBEIS AHIA 71319 B 2 4 U,

ofn
o2t
i)}
do ©
o
|

=

MH|A Z2EEt0[H

Service Prototyping
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Servicescape
MHIAAFHO|E(Servicescape)= AH|ATF &3ig D
HSEH AH|E= S2|X ALO|CE 22t A, FAE, &
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Scamper

AWM (Scampen)= WASAH 1070 H HO{E CHA

THEOT gra|go|ch 19 g oldevt 2AELS
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Sofl LHAIZI 0H0ILI0f =& HO|C

AlZHH AfL
Visual Thinking

AZHH AtiI(Visual Thinking)E FA4H0|T 255 iEs
A ZetetO 2 M ARSI EatX o= MIoin, 0f0|C0E
TABEI ZA ST AR ARLAOINE & £+ UAES
Sl 55| AZHQ Xg= A0A Xtz 0 H|sH 0fsHet
HE9 iVt =7| 20| AMNEFHAE HS55t= o 2
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RITE: Rapid Iterative Testing & Evaluation

7HRITE: Rapid lterative Testing
QIHI0|A ] X E mfefst FH7toko]

H27 >t +Hot 21t E HEs Sof d3ote
2rgo|ct
AlX O|E{E

AZ QI E(In-depth Interview)= QIESE A|Zt0] Z11
M_g)q- DH2t0| REHE OIE{EE AFRXIO| O|74, RIXEOl M
SR 010|C|0E WGt |0 Z2 HHo|Ck
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Ethnography

0l A =124 T|(Ethnography)= AFRAt SisS9| ai2fnt 759
TME 415 mofsty| et Y 2E =42 HHSI=
AHENO| ZUS Saff TRl LS Y= 2E YOIk
HOQ AT 0(Video Ethnography), 2HY
A L=T12T|(Mobile Ethnography)S &&EZ=0 w2t

Ch22i| BRE|7|= St
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Role-Playing
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Actors Map
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Wizard of Oz
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Wireflow

0|0 EZ22(Wireflow)= £ QUHM0| & FHO|

A0 EY UL E HOX[= HYX|TO|Ct. AO[HERZRE=
X3

Q0| Yt E2RAES ZFfet A0 Tt
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Metaphor

= H|EtE

2R (Metaphor)= 4 7t AL S LAots &EEQ
ate Solf HoI5tAt o= At HAGHS 20|

OlsH&AIXt HE

Stakeholder Walkthrough

O|SH&A Xt ZE(Stakeholder Walkthrough)= AK| AL X}
E, 02 20re| ME7t 2Ol 7HL Y, TEME A XSO0
S|ojA0f] 20| S M0l 2HeE ALIZ|E ARSAT BEO|A

S BEota Ftots UHOIC,.
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Stakeholder

0|3 A Xt (Stakeholder)= AMHIAZ 7|&5tT HZ5tD
AH[SH= H0] 200 = T AIRISS o RS
QYA A MY FAOIE 2, Bl §), &Y
I (AAXILIOf, TIXO|H, 3|AH A, AR0l= 124, MHEY
X, ZYK), THEIE, AZEH, Y&, S22 20| Lyt

AR US 4= UCE MHIADXRIZ G2 OfoH AR
HHo ohet Xt HeE mofsto] SH X (Holistic)
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Stakeholder Map

O|H & A Xt X|=(Stakeholder Map)= MH|A9 7|3,
B, AH & MH[AQ| MA| HFol| HHE CHATH AIFSS
N Ztatst= 20T 0| &M MHAE AJAH
™Mo 2 BN OlafHAX T80 RY, Q=%
AYHS Moty OfshEtAA & 2to] 2Ad, JgolLt
S HAE B0t g2 OlaE & UCH 5 MH|A 7|=l
DUHY, MHIA JiMaF ojsi ARt 2t #A = Sof
FEoM #8282 + AT
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HCD : Human Centered Design

IHEZE|F(SO)= HEEEote AAHS 25 2

ZAMA CJXtRI(Human Centered Design, HCD)Oj| &t

XIZ (ISO 13407) ‘22 A|AR JHY MA| 2HHO|A AHSXte

T E LT OO AFEXt= O[SHEAAE et}
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HCDYl T2 HABHS SRIHO), ME4Y U a4, H2H
IO, Y U WIICO) HCD HaME HBsty| Yt
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Cognitive Dissonance

OIX|£ X3} Cognitive Dissonance)= 7|&9| E{E, AtL,
MEN CE M2 HEE d3ig Of 2= = WS 482
afstct,
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Cognitive Walkthrough

OIX| X AlZH(Cognitive Walkthrough) A X HZ0
DHSOIX|7| MOf| AlLt2|2 2golLt 7| HA oA 3ot
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Interaction Design
OIH24M C|XI2l(interaction Design)0|2t HIE0|Lt AH|A
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Interview

QIS (Interview)= HEXZ} &
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Information Architecture
=|A
HERX(Information Architecture)= 1Z40| MH[AE
2ole SHE & 2 = JATE MHAQ EHE0
=
=

= = =2
Selots Y29 #25 HAlot= AOIC.
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HIotQH A
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» Blue Ocean Strategy (https://www.blueoceanstrategy.com/)

« Boston Consulting Group (https://www.bcg.com/)

« Centre for public impact (https://www.centreforpublicimpact.org/)

« Darkpatterns Tip Line (https://darkpatternstipline.org/)

» Deceptive Design (https://www.deceptive.design/)

« Design Council UK (https://www.designcouncil.org.uk/)

« Design Ethically (https://www.designethically.com/)

» Design Singapore Council (https://www.designsingapore.org/)

« Desis Network (https://www.desisnetwork.org/)

« Engine (https://engineservicedesign.com/)

» Harvard Business Review (https://hbr.org/)

« IDEO Design Thinking (https://designthinking.ideo.com/)

« Inland (http://inlanddesign.fi/)

« Interaction Design Foundation (https://www.interaction—-design.org/)

« livework studio (https://www.liveworkstudio.com/

* Nielsen-Norman Group (http://www.nngroup.com/)

« Service Design Network(SDN) (https://www.service-design—network.org/)
« Service Design Tools(SDT) (https://servicedesigntools.org/)

« Stanford d.school (https://dschool.stanford.edu/)

« Systemic Design Toolkit (https://www.systemicdesigntoolkit.org/)

« The Centre for Excellence in Universal Design (CEUD) (https://universaldesign.ie/)
« Usable (https://servicedesign.tistory.com/)

» HHA (https://www.law.go.kr/)

o SFRCOXRITIS(KIDP) (https://www.kidp.or.kr/)

o SHROXQITIS2-CIXHRIDB(designdb) (https://www.designdb.com/)

o SIRCXIQITIS YI-CIXIQIHE| 2 S (drights) (https://drights.kidp.or.kr/)

- SHROXITIEY-CIXIXt A A ™ (designg) (https://www.designg.kidp.or.kr/)
o SHROXIQITIS2-CXIFM 25| AH(designfirm) (https://designfirm kidp.or.kr/)

 =ROARITIER-24LXRIGD) (https://award.kidp.or.kr/)
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