SR N SCEE
FH-F=H > H65-114
ZOZuE+H

ARES R T RIS AR e R -
B AT e < B P AT
B &
A a BSURTHAIATE f ARG BEBE L 2 IR SR R AR ikt
PR AR EFT I A e - BANH RS R

BRI SR P AR R A SRS
AELHRI R LD EFREFY > SEAFFL R
E XS

e =R 7E K 3 FF (novice designers)ig {7 2 ﬁ,ljﬁﬁ R E @R R B AR o
RUEE AT E S CQER BRI LR ERE A EFEEL B R B
BB 2 20 I p SR ATE R PP HAT 2230w s BREF L o S

Hlibﬁﬁmﬁ“%ﬁﬁwéﬂ»@ T AIFTRFHS c T BT Wk
KR E -1 BN N ﬁé.qt&—ﬁ;,ﬁ FRfr Epesd§ La2 gek & K
FHEFEPR AL 0 RE @ RP D 2 v h1 (Einfedhd o gt ks 2
W RESERRE L SO RIS 0 2 WA RR Y R T Ak 0 2 WU
=
A

\\Q

AR EEREER AL B RBITASEFarcF LS F o

MA@ 08 3 30 ~ PRARR SRV 2 IR R S R

AT RS E mA 0L 4T 1 35 41 (MOST 108-2221-E-019-012-) 4 3% -
TRz 43;/?,4 FABANR AR ALEE L B - B ipet @i o
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W RS AR IR CE e B SE A BRERRERS - MBI SR RGN - AETHE AT
HEWSEEN AL R B AIEENEE R « EILER - IRIFEHRRE A
P SRR BT AR AV B SRR - SR (R SR IE R BT B R S ARV RIS - T R BRARS2E
EFNHEHVEIRF L HE T AR s S S H T A A & A [FI 2 PG YRR - CH
ekt B RSB & - IR EEN - E2 AR EFNAEE YA
B SR TR AT A T A B E 2 - it - (R E AR BRI
2 - (el et AR A EERTT S RIR b B R LA B4R - AIRFa et e
PEEL ([P T ELR [EIE » 2014) » FTEE—PHEHEE « AR LEE - Mk
stz BEaGEET R E (holistic design) (Patricio et al. » 2018) NI & ES S EdaE TH5E
SHUE T HIER Z 48 T4 m (soft systems methodology) Z AEFHT » W& iz 4 Y i [E]
J& 2= pb A\ KA 5 E B0 25 5 [ 78 (wicked Problems) (Buchanan > 1992 ; Head &
Alford » 2015) = ZAIMEHHIAR S ET TT AR AR A FEE AR A AV MR 32 EHEEY

(Van der Bijl-Brouwer » 2017 ) - @i iE— 0 LR R B A5 EFER
HIHR a5t 7774 (Fernandes et al. » 2020) « 8 Z 47 7025 5w A 8 48 VU Y 38 2 g
5 EEHEAMESERES - HEE R H RS AT T AR S E R ARG b
SIS o RILAHHIE B TE Bt — BRI RS T A < R4 S 2R B S iR s ek
SHITER S RIS fna e TR o MRS ERET B B PR A A R s AT A LB S
191 24 B 5 JEL T ) 1 B L e 3 = R ZE i FE Y h T B S 8 TE XA T B 9T (modified
action research)(Lee » 2015) » B[] " FE %5t #E{THI 22 | (research through design)
(Frayling > 1994 ; Zimmerman et al. > 2007) °

= BEWRARST AR ARSI A Z AlFraE R

(—) IRFRIFEMERRLE
Peter Drucker (2001){55: " {E{T4HA - MMEZRGFRAS: - HFE ML LB T
REJT > BIAKT D o o SEREATHTHY SR an BARRE SR A MRS, - (HIR S 5T
AR 1 L P R (A B SR AR P m iy — T U MR & - INIIE > WSR2
12~ BEAHY A KA HY LGB B ET - BN AT R A B AR
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(Bessant » 2003) - Bl /& — A RIS B R0 2 on ~ HTIRAS ~ 37 A2 5 =B
4H4%AYHEFE (Bruce & Bessant » 2002 ; Uden & Naaranoja » 2011) » ZRAIHTEFEAIFEA]
B AEKEERE - RZARBNIWNE & FEERILA AN E I & (Stamm
2003) © [fiases tEEAY EHEET ~ FlIG0E RIS A8 e TE 2 st W AR A ple 2 B 4%
[EZ(Calaviaetal. » 2021 ; Rauthetal. > 2010) - s /AZNEUERIEARE - 2T
CEAGHE 8% (design thinking)(F R S6 553 Sl 3 301 27 [FLP.7 —(Ceviker-Cinar et
al. » 2017 ; Cruickshank & Evans > 2012 ; Reddy & Reddy > 2023) o & iE 2 [EIS
R RETTZE Z AE BB E (LAY (Hummels & Frens - 2008) » ] £2
Bruce et al.(199NFE HE " AROA Hakat R E AR Em K RITEr 2 5, -
It > Ml DU S AR E AR+ - aka 2RI HYHE T (carrier)(Lee » 2015) ©

WA Bl HT (product innovation) 5z #2 FE Al #T (process innovation) B Em i 47
BrEm Ly o PRAZ PRI 2 B 5 B R B R (R BSR 2Tt » 2 e BT 28 Y 5
TEAEE fnos SNBSS J)(Martinez-Ros > 2000) » ZA[f » 57 %22 48 E A B2 A
B EAR A E T HE R TR R H O AH2 2 (Feniser et al. » 2019 ; Hullova et al. >
2016 ; Martinez-Ros > 2000) - 75 Ed 3152 5 e e S B 3 Al aea AR g A A A RIS |
HEE AT B (Calavia et al. > 2021) > LHIEARFEIEIRB G Z BRI A
ST E e Y RS MR S e 2 A B B A R - Bl e e AR T AR
aea TS ME BRI Baatiafe - H ¥ AREHE(EE RS B2 ] (Bitner et al. »
2015) ° FERTE mmass T HSTEIE O T (658 P 2 G e g 1 < P AL AT - HRNS (A = B o
[R5 R4S T 25 (McDonagh et al. » 2002) = Kim et al.(2010)E SR 512
KB A RV E R » A iR ERIEFE(Kim et al. » 2010 5 Parniangtong &
Parniangtong > 2017)5;ZEEF(Kusumadewi & Karyono » 2019)Z R [E] 7 L8, B2 -
W TETE TR BT A SR I DL RORT 2 fn A % B B I A B AY 2 28 ) (Akter
et al. » 2023 ; Carbonell et al. > 2009 ; Chen et al. > 2016 ; Melton & Hartline > 2010) °
Chaniago( 2021) 5 #E— 25 58RIk 55 Al A E AT B RIS B ~ RIGHE T 238 A DL R
(AR SRR R (R UIAERA - WAE R SR FR BERrRIAEACE o H ¥ E R SRy
5% (R EmATT A e LU e BB FK - BERBH EmEH T r] LIS 5R A EHY
BEEEER - FEE IR A {835 (Chaniago » 2021 ; Shelton » 2009) - FEAF - iz
BRI I8 m] DU T2 P DS A TR > G 1T 7 2K e H Y Ui 25 (Seesaiprai - 2016
Mohtasham et al. > 2017) o
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ESHERIENAEEERSRVIIERERZEEIENE - BSUbFEHR
PR R i B RE SR B B AR IR IR EAY &S (Noble & Kumar - 2008) » & 2 (#H]
B LAE > EATERVEmSINEE - 572 Al it TR e Sk s -
AMERETTENRGT - HAESETAE R I BTG I TR R - RS T BN E A
b - A 2F 8 (bolistic thinking).Z &5 By Il 8 18 & JRRIl: #1117 B 2 A e
(FFZ5H > 2022) » FME Z - IR A SRR TR 82 2 R EE % (Chen
et al. » 2016) - fEBEFHF I CRIEFREN ST - (EBaET AL H = KRB ATE
AN HYRTE Sn BT AL R R — (R AT BRIV SRS - KA B Prdsrie (B S B e
anJ > PARR IR EE 58 2 Hom e fiks (U B foRAVBE R T 2% -

(Z) R¥SELETTSIA

AR o B H B S PR B R 75 A B T R = Y B AR > ARG RS
J7 A AT S s 141 5 51 B2 E F (Ceccacci et al. » 2017 5 Richardson » 2010) e
f 75 5% 51 5 74 58 3 B G 1 (holistic) ~ 5 48 8k (multidisciplinary) f1 ¥ & 4%
(integrative)(Moritz » 2005 : fA/EFHFELSR[E IE - 2014) o AHEGHA I EEE N E A SN
B4R ET T4 » IR akat U7 A2 ias B B A A TS R A s v S i R A B2 R A
{5 FH B R R R e s Ra B P Y R s ek I B R B B SR BB W (EE ~ s n B
& f%(Musulin & Strahonja » 2023 ; Vargo & Lusch » 2004) - ¥ BRI S ° FEMm
s 1Y - BARE B s i SRR (o P B RS Bt s s T 7757 B BE R At B i 17 Eh
TBRVEH - RESMHE b TR B R R E RS - FIRFREE I Es (258
2022) - iERRAVIEIA ISR B B 5 5 [ BRI i & 7 KAy S Al » (R
RIS AE FREAlE — R YRS ER(Leung & Kwang » 2009) -

HEPAIR et t i AT S BRI - (R B L - SRR BEE FUEE AN B
Tl e U 1 00 BB A HL 460 5F 2 0 i s 1y iR 7% s 5t U7 2% B B 3 (Alves &
Jardim > 2013 ; Kwon ert al. » 2021 ; Lin et al. » 2011) » {40 A %) 5E (persona)
(Cooper » 1999 ; Pruitt & Adlin > 2010) ~ #ZEEI A E(scenario) (Campbell » 1992) ~ EH
% ik £2 H [B] (customer journey map) (Stickdorn et al. » 2018) Eid I} 75 B [&] (service
blueprint) (Bitner et al. » 2008)% - 72 VUREAR et )7 A% CER A &5 B il
1855 » HEEFRAVZ ORE I AE - G588 38 (58 AR R EL L i - s
KEZEIHIERZ IRESAZE > B IRIEHE 2% 02 RIS g A B E E K a5
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{EHEE & &L Ea &R (Stickdorn et al. - 2018) » (i B HIF B iR aa T8 236k
TS UMl T B - SRE IEE 7 7 AR 5 B B 7 A R Y AR 5 i L] (Parasuraman et al -
1985 ; Stickdorn et al. » 2018) - Morelli (2006) 58 » ARG EENEL
BIREAFEIINEBERE b EEWRERET TREZSEH N HTH DR E
FHVDHTIESR - BRI 44 T HIS B 2R AT REHIIRES 24 1E R - BRss e
O~ TTEIEFP IS BB AT E R T K DU R AIAH R4S © )il
bz Sk s ArE E T H D2 SRS R EFT AT - GiEERS Tl - BRI
gl o DL VOB B aat A& BB s AoV s B Rl 7 5 LA EAERE > 15
EIRSET  o] i AR S R R - SO ERPHEECIE - MEREEA TR
> HAFEMorelli (2006 ) f2 HH Y = KAk Faeat HEE - $&OESURERET12 - AHITRE
B PE V(B AR S 55T 77 A B &40 7 A m AR b A s M U R B » BREE AT
SHVUTEAR st TE » DU SR 4 s PR A HL Ry B E {5 = -

1. Az (persona)

NPT A — TR LUE I Rl (user-centred) Y RE BE AR G - EE
7 2B E B AR & Ry (8 Al 15 SR sie s ( Cooper » 1999 & Pruitt & Adlin >
2010) ([&1) - Alan Cooperfi* 198345 XM AYETT A th B B REHE ket B2
o % SRR E L Bk EE i (hypothetical product ) B2 FH2& 2 [ i
BT &) » It Alan Coopersfge th DU FHE [FHLL, (user empathy ) FstZ (Y \JaEa%
A - HFI19994F - fiiff S (The Inmates Are Running the Asylum) F1F=(HEH
NVIEEEERE - R \YIEETT7AA B A S B EGEE FE REE Z 7oK ~ 18
T R LU SR ZHIEI B - IR AR A FEAVaRE T T 522 FE A (Grudin &
Pruitt » 2002 ; Guo et al. » 2011 ; Miaskiewicz & Kozar » 2011 ; Pruitt & Adlin -
2010) » JHAF AR asea T8 A\ VIsE 7774 peAi it % fe2 817 F (Gonzalez de Heredia
et al. » 2018 ; Maier & Thalmann > 2010 ; Nielsen & Storgaard Hansen » 2014) o
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PERSONA

Morena Rivera

Morena is just that friendly mother next door. She has
36 2 Accountant at mﬂway company a secure job at the national railway company. Together
with her husband Marco, she earns a monthly income of
5,000 after tax. Marco loves the outdoors, so whenever
possible, the couple takes long hiking tours with Josh,
their nine-year-old son. Morena is not very interested
in technology, she wants things to just work.

Married, 1 son Spanish

“Relaxing on my couch ...watching TV all
night is sometimes just what T need”

)
20,000 4% 3 377

1 ~ AWt A% (Stickdorn et al. » 2018)

N6 ek 2 Fy(E & A (user archetypes ) (Sinha » 2003) » 2 i 14HE]
L VBT [ B R R AT AR — R R (T ST HFELR [E] 1 - 2014) - ERHERETT R
AR A Rl A B A e o FEIRESETE AL « HER EEE
5 - Wik Bh{EEERE TR Bl (Hanington & Martin > 2019) » ERYAEI DR EEFHY
FE a5 (character description )  [E|FFEES TITHY AV HEREZ (user profiles )
7372 (Sinha > 2003) - fEAIEAYEEAER > WEEEZBRAVERH SRR - 2L
FHEEENER - EEFE ARSI PREE—EAERG > HEE L B
AERFRE —ERPNEHE > ML= CeEE - 37 H eTRER Fy 2 VBT
JHE%E (Hollon » 2008 ) « {Ea%aTAEH IEA AWEE o] DU Bt fesa TRl B IR E
Huts o A BT SR B R R SRR ST - I B A BB 22 B E e
HIE A (Pruitt & Adlin > 2010) - Kt - AWEER R —fEEE = > 7T LUEEE
BEscEt i - ISR - R BB R A T B AR R o iR
B8 - Mr EE B AN AR - TRES - 55 - JMEERET =k
TTREETIASE - (2 Rasati8i2 2 —H&1 453 (Cooper > 1999) = 5341 » B APEaval
277 AR EIAVEIRL o Cooper(1999) & EEL R BB AR ELFEME 704 » ANk
AT > EhERsRE A EIIFEK 5 MGrudin & Pruitt(2002)H] F5&
FHRARMEEAE LR E 2 AAVEIZENA - HalR T EaiEs fiErEry 7
EELE  ERIE T AYEERY AR DT o] RE TR R R R T R R ~ TR R A
FERZETHRE -
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2. BB BIA £ (storyboard & scenario)

HERRIAOEE— A SIS - 2R s Eh{F (action) K EHZE S
B (fragmentary )y —Tfs%at/57% (Campbell - 1992) ([&2) < E{ET7ALERER R G
EETRIE - H RIS 3 R A 5 A e s T AH BF <Fisk(Kankainen et al. » 2012 ; Peng
& Martens > 2018 ; Rodda et al. » 2022 ; Terken et al. » 2015 ; Truong et al. » 2006) ° &Y
FRIAREEAR ERDERE B F O —fERETJ7A(Lai et al. » 2010) » FEEEE
ZEME BRI - DGR S B A - FIREF T A T8 DA A Bl
i NG BB o BEIAEARERE:]) BRI S —(EHE - #ifERE
fF » R2)LIFEIE A (narrative) ¥ /S B #E 1T TP HI 7L (Campbell » 1992) « EEEEIA
SEAERE T RAE Y i T T O] $05 |E T EAYA B (Van der Lelie » 2006) » AR
ThaEE T AR B EE - JRe] DU B E R a B R 3 e o BB BIA A ] & AR
HIGEFES - HEAZRIBEAERA ~ 5~ I - 3 - WS e 2 BiREE - ~Er
B RO (R 2O B ARRER » 2011) ©

g

2~ SRR HEFI(Morovidn > 2019)

B —(199)ERFTH BB AL TE R i TR G TR S BRUE (5t AR U T E
B DESISEREE TR R TRENEEMEE - APNSEFEEAEFTK - 2) B
TRy P BRI - e SRR ARAR h A VB SRR - A B (ERA SRR - 3)#
B EAV BB EE R R ARRE RIS - ) EFIF ABET  E YRS - ZAMSEEEIA
R HESIEIR AN ENAE > RIS ATRE S A SR TR - ST H A
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el R A B R SE BEE RN > (o A S0 S B AR AR R TR R A AR Vi B AH ] 7 A 5
% o NIE > B AIERILAEE B FeRVARE B - DI Ry BIR A e B HAyE
B R fciE - DI OR R A R R T 22 BLB T 4 T8 2 BB 1B HT - BEL E A $(Michailidou
etal. » 2013) -

3. B & i A2 B (customer journey map)

A R ] 2 — TR R & AE AR B R TR ARG Bt B LAV et 70k - BERA
[ A LAY U7 = S B o B e 5 Y B R e BN = [EIIG  A R A (B R o
R AVIESE ~ 1T R (Lallemand et al. » 2022)(&]3) - BAZHRIEH & [FIRFTE —
TG ERIE - ] DA AR A R A R R IR AR L VAR S ~ EEon ~ ZERGER S 4R EESE
IR H SRR Y B —(E2P BR(Richardson > 2010)  JFEJ77AHT EZIIREAEINAE Ryl
A AR B H R A b RE ) & 48 B &kl (Stickdor et al. - 2018) - [F]FEES (e i
SH&E PN ER B T E A B ny FR AR B[R B0 B &2 AR SRR (Lallemand et al. »
2022) o R RAE B B BB RS DA AR B ER L » 1 R A R R AL m A Y it
75 0 2B REERFREBIVEIER - 3) (LR T H0A N B A e A AR
VSZERE - 4)EE S E 2 IR B AR R A3 AR %5 (Richardson > 2010)  Rosenbaum et al.(2017)
5 R A iR ) R TR E R B A VBRIV EGY - AT A BB S E
g > Al DU B I TR M B O & e i ah (0 RS B - @B IR
[ P S Y 2l S SR R B e B A28 - BB AR E 2T ER - G DR
i (who) Fe By it » A RE 2 (8 SRR BEAR B Y A 2) Ak 15 B9 A E (what) 81 H H (Y
(why) > B2 (5 IR %5 2 IR A BB 1% 3) 55 i i (timeline) 83 [ B (stage) & )17 Ef
(action) : 5)17 & (emotion) : 6)F i E (touchpoint) » B 7 BLEE (L IR 75 A FE AR Y A 2K
Y 5 D s E (description & reflection) » B iR HITT RyEC 4% SRR LB
FE (22255 5 2022) -
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CUSTOMER JOURNEY MAP THROUGH "RED & WHITE”
This journey map documents the experience of an irregular shopper
\ at the Red & White Grocery Siore in Habersham Village.

; .
o ) % " i,

f » 1 #f f 5, H g 0 2 5F s £ 4
2 ] & L A i ' : 2o § oS4 i1
Hd f ir it & F g H #¥ ] ;o j’ Fre g

i
ié
’

e
X &7 A #
H & F FF & F & &l i £ & & ¢
o
& Sl e -y .
: fo s m:\ /m. wn\_‘/ s wu A
+* N wn e m:u\ om sz 01
——— =
> S =i
ERCapTe ” PARKING H ENTER " s"o""igl}';mm“ ”

3~ B AL HEA(Smith > 2012)

AN B kAR Y [E 5 A H B &5 2 58 (Lallemand et al. » 2022 ; Richardson °
2010) » 5L 5 EFEA [B] 481 1 95 5S> Hi i F (Berendes et al. » 2018 ; Ceccacci et
al. » 2017 ; Crosier & Handford » 2012 ; Lane et al. > 2016 ; Ludwiczak > 2021 ;
Richardson » 2010) (41 » 1E5#7/2 B 45 SHIE (B LA RS B T il o 5 1 A
i > BRI o P R R A0 B B LN SN R R A an A - (€ TR K s E 2
M BEBAE T g E T e AR > DA R At (MTHA S Y 58 F & G
(Ceccacci et al. » 2017) » 2245 B> 1 2650 A% O 08 728 i s T [ R AR S A T 355
788 o S—EFEPIHE B ER ARG FREETLIE - BRI E DL Bt Ly
T3 AR R —TE S TR KRR TRV A S T H - SRS S R B E B 5 (Lane et
al. » 2016) - FE{E THE ZHOE R A A TEEF SR BCRIETEEEN TR - 125
INBRFS 2 G W BB —f NS EBLEU A (Crosier & Handford » 2012 5 Ludwiczak >
2021) - 487 - BRI BV EDZ FER R H AT HEERER M - EEIEA)
1725 | SEAH A ) BE DA Bt Ly 7R 2R » LU e B AT B LY R AR -

4. R Y% E5 B (service blueprint)

k%5 B [ 2 — I RE i A (Rl AR % e R TR A F SR B (R (R B A L E BV IR B asa T 70 &
(Bitner et al. » 2008)([&l4) - H = FARLE B Bk seat & 8 AR5 2l gl /7 B
HEAE > WEE T IR IS e R i AR TR YA B 6R C] (Parasuraman et al » 1985 ; Stickdorn et
al. > 2018) - FRISHYRIZEILERE AT BHERAY - BAEN > BN RN RS EE R
SR EL A R L R A T S R A B ARAS HY M2 » Shostack A 198742 H e 5 BE B HY
S MRt iR 2 AR 704 - IR U SR BRI R i R g O AR TR A
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RRRED ~ IHFE ~ BEMAR R AMHENE - 8 GBS A E EAHERN - (TEIREE
[ 15287 et o e A (G SR L B SE 4R 2 (Shostack - 1987) » [HATFAREEHEEHH
FAMHE R B e Cag I HLE R IR s asca T Z B 3(ME(Bitner et al. » 2008 ; Hossain et
al. > 2017 ; Ostrom et al. > 2011 ; Radnor et al. > 2014 ; Young et al. > 2020) o

Service Blueprint of Presby Neuro Clinic

4 ~ ARG EEE ER 5 (Cliver et al. » 2007)

EHRAR RAZ I AH E] - A s BE I 2 T B 2 e B B et 4 R s (R 8RR - (ER
TSR S v RIS AR RIS NME TS B HY RS S s Ut 17 Bl £ SE A AR %S
REET S B BB A R S A = Y BE S 22 % (Hossain et al. » 2017 ; Pretlow &
Sobel » 2015) o AR5 EEEIHY 1 22 H LS P IR A P & B Ak s 352 5 2 IRV IR
FIEERE - MRS RGFTAER A2 2= (Hossainetal. » 2017) -
IR AR EE R R R = s ~ Al B Im B 1% Al S~ EUEENESE - FERBEESR - FENVBEE
1T RHRTR B IRS A BRIRISENE - Bl =R O B4R SR Eg e - 10#E LTRSS
YR B AR BN AVFE > (Holdford » 2019 ; Shostack » 1987) ([&]5):

). T \EEEEHY " A E)4  (line of interaction ) * EPRBRAZ BRI A S -

2). HsHy T AIEEER | (line of visibility ) © /AR A BRI ELELR & A B

HIRRTS M 2 1 IR EEPTSEE - o] AR RAVE -
3). BREAE " NEAHE  (line of internal interaction) : /AR E ABHHF
Ak A% LR fi Ak 5 2 F -
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SR
EE——,
BETA
ae
FaEs
RS
ABTTE
Tk
wanE e
BT o
A
REE
R R
SR

5~ IR IR DA = PR CLEh AR ME I 1 2244 (Shostack > 1987)

75 BE [ R AR 7505 B o0 R D R & SR B 17 R Bl RS 6 1% ~ i s N & 1T
Ry~ BB ANEITR - WEUEBNEBLINRS T - FiiEtEssts - FMge A lt s G
B SRR AR s PURE T R AYRHIGE - Fo{IE 12 iR AT mT (2 AR 5 R (B AY 2 & b 2R g o
YL R > HENEEE M IS HURAZE AR R (% (Bitner et al. > 2008) - 77k
TS EE B E n i R 2= IR A AR 7% 2 B 1Y 1 E.(Hossain et al. » 2017 ; Young et al. >
2020) > AT R AR S ST Y ELRE (Bitner et al. > 2008 ; Holdford » 2019) » i&fd /574
HY 26 T RE M {SE E AT AR A% 2E R (A =2 BRDE » G > It P P S AR B e O (it
(Holdford » 2019) ~ &#X(Hossain et al. » 2017) ~ EE(Ryu et al. » 2020) - Z7&(Ostrom
et al. » 2011) k%% (Shahin - 2010)F A [EEZE - HHME 2 > H¥ Hm @A HE S
Tk BB LR A AT B R AR - BT AR S B W B AR (B LB (E AR %
REBRBURAE - A et YIRS 240 T B R B2 g i 5 28 B0 Al 2 Al AR s A B el
FEnn IR BRI REFR (A VTR 5 [ BAREZE -

(=R T3 7558 (soft systems methodology)

ST FEAAT 1962 FF B ™ s BER Be = 5% 5 77 A B & (Jones » 1992) » K
TAATE T a%at 2, (process of designing) > SHISUR— T EAFT &Gt A AL E L
HEA—E RS HIEERGER BB ITE) C B R - SBESHEE - 5t hE
CAEELL TV % - BT IEa%ET (craft) ~ F-4&5%5T(design by drawing) ~ B Z:47 7
7Z(hard systems methods)Ei#k 2247 77 7A (soft systems methods) (Broadbent » 2003) - E
th » FE[E|Lancaster K22 Peter ChecklandZ#1E 198 1 i EL A EAR 4 A2 77 A%t
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B AR RIR MR NIRRT A - b ARSI A i B AR MR
—E I - B S i B S s H AT T4 (Alfnes et al. » 2021 5 Devi et al. >
2023 ; Fadhil et al. » 2018 ; Langen et al. » 2022 ; Lee & Bromilow > 2009 ; Mello et
al. » 2017 ; Rusdian & Fitriani > 2023) o Checkland(1981)AV#k 4% 1775w 2 i e PA
LR R TR R AT AR - MG AT AT AT
M 24 RE - HHAEAARE ~ 4568055 HRE BT - PrEsKAY 2SR ER e
P T E - B EER ARSI AERE NSEE ARG S S B AR
PR s A B A G0 S - PR 1 EL A B RO - 3840 MR
#8 > Checklandff 2~ Fy " #RATRE | - PLEARTRE MW EC T HIRERE E T8 fy T =9 R RE |
(wicked problem) (Buchanan » 1992 ; Head & Alford » 2015) o 25t R k2 BRIk
RRE > HAEAE 7w A B (EE B LRI A R R SR PO R o (B RGN AEB T 5E
OB AE IR o WRARS T Aim IE e b R T SRS B D U E Bl Ry T L YR R R T
LN —E RS A o SRR 240 )7 A s A 718 #E #5 20 BE (Patching > 1990)([&]
6) :

PEEE 1 | fEshREAYRSRE S5 (problem situation unstructured) © [T RE UGB A -

FESEL 2 M RE 1 S Ay R 7t (problem situation expressed) * F1| F 2 & [& (rich picture)fH 7t
RRE » 0T BERIFTAE BN 2R SO AR B &l 1y 5k -
FEER 3 | MHEE R &HIR B F (root definition of relevant systems) : 1| CATWOE T H
B E BRI EE S - WEEH CATWOE HpK B2l a iR E# (root
definition) - #R7E F &5 LAFTA S8 A RE L iRny 77 A IARR I RS 5
4 EAE B AURE R 24 2 AR E(Mobach et al. » 2000) - CATWOE 73
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HERYEE T B RS 40193872 (Checkland > 2000 ; Lee & Bromilow » 2009) o [ f#t 2457
VA i A HY (B (B T B vk VS ) 2 4R 4 ( Lester - 2008) » 58 3 72 H Ry i = g
(satisfied solution)fjJFf%{Ef#(optimal solution) » # th % e i —EEEE \UEEN £457
YRR AI#T 75724 (Checkland » 2000) < Hicks(1991) AIISRERHER 247 7 A am AT a B 1= 15 18
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Service Innovation in Cultural Creative Product Design: The
Application and Analysis of Soft Systems Methodology

Lee, Yi-Chamg
Abstract™”

This study proposes a novel design model that integrates the Soft Systems
Methodology (SSM) with service design methods for the development of cultural
and creative products. The objectives are twofold: 1) to establish a design model
that combines SSM and service design approaches, and 2) to investigate the
effectiveness and mechanisms of this integrated model through practical
applications in cultural and creative product design processes. The research employs
an action research methodology, conducting a case study with a design workshop
model involving four novice designers engaged in cultural and creative product
design projects. Following the seven logical steps of SSM, two action research
cycles were executed. Focus group interviews and analysis of field diaries were
conducted to examine the novice designers' understanding, attitudes, and reflections
on the proposed approach. A thematic analysis was employed to analyze the
collected data, leading to the refinement of the innovative design model. The
findings indicate that the SSM provides a logical and comprehensive framework that
facilitates divergent thinking. Service design methods, on the other hand, offer clear
design goals and user-friendly workflows. The integration of the SSM-based
framework with service design methods not only complements each other's
strengths but also enhances the efficiency and success rate of new product
development by enabling users to grasp critical decisions more quickly

Keywords: Soft systems methodology, service design, design model, cultural
creative product design, action research
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