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2. AulA HzRel
BRI B

AH] 2~ &1 (Service Design) 2 “AJH] X~ (Service)” 2+ ‘TlAFA (De
sign)’ o] &AL A oRA AMu|ATF ZTHA AL Sl FEA, HlE
SAS dARlel A1 = =94, +E4, 97

A, ARA B At Mu|A8) SAES oY AAlEta A4
oz =#HUYr] st el HHECR B 4 Qith2d o] AMu|A uxb
lolgt= /g2 Shostack(1982)¢] ‘How to design a service #h
oA Ag ARRREH, 2719 AElA HAS 49 2 rHAI"RY o
Aol A MulAE 7&stal AAlske &soletal F st At FFA
. (HHEY 2], 2016)25 %3, Shostack(1982)2 AF¥ 22 &4 &

A

29k Mu|Ag 22 W =28 2

HT

[e:

o
AR TRl gRlo R Alxel Mulas HEsY Al Anjs Rds
Ao e AMEE HrHAE FEF oldkar Fstal dthen A

2~ ORI E A A Aol o] AuAs Ea A5

24) BY, o]YgAl(2012), "AHE]A OXIQI ofkHo]d,, A& QtetE A p.29.
25) A9, AAN, S3x, AU, BAA(2016), TAUIA HY 40, AL, 294
26) Shostack, G. (1982). How to design a service. European Journal of Marketing,

27) St ARIZIS Y, URL : http://www.kidp.or.kr
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HE BE 58 2AaCGH, AFE, 3w, 24, 33 ArdAleld, &
X zil =] = F)ell sl
a7 FAel WAl (Contextual) BAA WS &g3sto] old|dAA
el A o5 Xt ol AS FolAelal thshAlA - P Al tA}
ol WS T3l AAS(Embodiment) $HO 2 w7z gl Au| A A FA}o
A &¥ - agdoly Wiyl Mula APS AT 9 U ol
2har A olsta k. 28) Zhang et al.(2003)2  “Au]A tizgle] gt

ofe] Stz A7k EASHARE Ml TARIS MujAs ZE2AAE )

E AR (ZRAA, A", dgdAa, 74

I
il

Sds B
MASH= AR A A AE B E” olgty AWet7]| = sHYt}.30)

MBI HARRle] ek oS AR Aelskd v [% 4]9 2

28) Mu|A A1 93] <dato]lE URL : http://servicedesigncouncil kr/

29) Zhang, J., Tan, K. C., & Chai, K. H. (2003). Systematic innovation in service
design through TRIZ. The TRIZ Journal, 9, 1(0), 1013-1022.

30) Patricio, L., Fisk, R. P., Falcdo e Cunha, J., & Constantine, L. (2011).Multilevel
service design: from customer value constellation toservice experience
blueprinting. Journal of Service Research, 14(2), 180-200.

_‘]8_



A2} 39
Aulag AAeha Adets By Aol txe) e
AgFomn G A7) P WD FBS
FAUA | YA RokEA ALgA A9 AN BaE AR
SEX gAkel o Aol AulAE FESAG A A
o “

OS2 NEE FIHAE A

R ENCEE)

nAe] AusE 8 AP He RE F 7Y
QAR AR, BF, A4, F1 AFUACIA, B4 §) o
RE AR(EZEAL AXH, QHAH, FHZEY Bl

s 12 =249 WetAel (Contextual) A= WS
ggslo ol AA A 7k FAHE o:rL% :TL—Z—}O}J—’— ol A&

2 o1 4
way e 2 BAAR  HHA Ao waE 5

214 8 (Embodiment) .24 317 2 Aqu]i A 22}l Al
w3} EaAoln WA Auls BB BT By
1l Fol(servicedesig n.tistory.com, 2011)

Zhang et - _ i}
B A ZRAAAE AEH7] 93 =A A S

A1 (2003) 1] | N43t7] sk A 45

Patricio et al.

(2011)

=7 Al Ak Auls A Zzsot okl wA
B B Telm A ZRE wE oldstel A
e Asg Ak Aua AzE P E (o144, 2019)

s (2018) &= AH] 2~ HARRle] 5o faf “1991d =59 A&

4

A AFJA Y H(KISD) & wholE A% 3 (Michael Erlhoff) @57F 5 A7)

g o] 5= Fd]lel

tlo

st sksa 98

AR A~ Al
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AWl Yok EASA grhe Feld &
g, Al TlARlS thobe Hopel A B84
gulo] o= AR AToly] WEe] HHo] o= A4 Hof ] w
OoAlRE AP o mi gl BEd FE o ga Ty

Patricio, L., Fisk, R. P., Falcdao e Cunha, J., & Constantine, L.(201

S oo g ke ®
O~
T

DE oA Huls ggee A%HoR 7 A astn Qe ¥
of% o171s] 1 wpiEe] ARE T glom Aussh BAE oo
S A gol AEHIL Qi Fol' ha Bk

w3, A, 42012 = AMBlA gARIS 7Y A4e wa W
=k
—

2
—+
N

oft
oX,
o
u
O
rlr
i
o,
o
P
N
=
30
|o
H
ke
rok
ol
>
oX,
o
=
kel
_O|L
rlr
offt
>

A9 4% Ay AN, A
A s @4 2AE BAdE 478 Holdel FIAoR A
A%

she shgol AMuja vAele] F s Agoletn & & 2

31) Stickdorn, Marc(2011), This is Service Design Thinking, Netherlands: BIS
Publishers

32) Patricio, L., Fisk, R. P., Falcdo e Cunha, ]J., & Constantine, L. (2011). Multilevel
service design: from customer value constellation to service experience
blueprinting. Journal of Service Research, 14(2), 180-200.

33) AAY, 4(2012). "AE]A HARIZ gt W Eah Atelo] digt 2FAIAY] olgA 1
A sty RIS SAStetE] =], 148-149.

34) & A(2013). "My A gRRQIQ] ZIster A|Alo] Al A+, GAEHARRISTAS, 13(2),
421-430.
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. AHlA YAl Z2AA

AuE A gl W el & 52 9= YAkl 93] (Design Council) o)
A AN B HE tholol2 T txgl TR AAE J|Wo 7 R Es, 44 D
iscover (7)) —Define (§ 2]) —Develop (Zl¥) —Deliver (1) 4dA=Z &
A At gl A AMLE WHRsk o] Folxith =] tAkIS| 3] (D
esign CounciD el AAE O& volol= YRRl ZEAA B v

<1¥ 435>3} 7}

Discover Define Develop Deliver
ight into the problem the area to foc 1po wotential solutior solutions t

Problem Definition  _

Design Brief

A8 4> =9 XI5 (Design Council)
O & Cio|ot=E= CfX}pQl

w4 €9(2014) 2 “AB|A bARISY ZEAIAE Aol Bsk= W
AY A% FHoz BRI/ R A4He 2 Agsa BAow 3

sffoF #rot 2hal Frhse PEA(2013)2 A

ok

ry

[
O
_>|i
rO
rlo
o,
oo
S
of\

35) www.designcouncil.org.uk
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How oFolAu] MAHOR West ofE Aua A, Hat 5
2

o wHEoR A AP e AR TA 2L

il

&<, 2013)38) ol& Feofatr] 9
e, Ael(2012)=, AR 5 9l WHE 1A o A=

(Customer Journey Map)'t} = AH]A HARH (Service Blueprint) * &
o] glom olglst WSS AH|AE YARlsts ol dAA= A Ak
L35t MU A9 53 IS =Rt AMeRS AlZbstE|ok st} 2kal o)

e, CAHA gRelde BolA ge EAS 2R 94 HBAHoR
Zropdl = gl= &S dfok sk ZlolH” #fal £ .59 Han. Q(20
18)E  “AHl2x gl T RA A= TlARlo] 753 ol Mul op

2 Al tgele] Aol il taelq (A 7%

e g olM AR T AR TRl VWS A& A

of #r} 2 Fr}e0

36) S4U(2014), T34 FY FTFYMS U TFAUACA Belo] W AR, T
chati Walste) 8

37) 1 aQ(2013). TAE]2 cixtele] Alstel A|Ao] WA A CixLrixtIst R, 13(2)
421-430.
38) A= 36)

) gl ALU. (012, AL GAY SN 29 @R, GARHARET,

40) Han, Q. (2009), Managing Stakeholder Involvement in Service Design: Insights
from British service designers, In CONFERENCE PROCEEDINGS ServDes. p.94.
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St tARIZ S o= FaA AT ARl FrofsteE ool Al AH] A
Ol Fuxaz, aug Azl TOOL-KITS A&t} o] =1l
ARl TOOL-KITS A8~ tAkel 73 Z 24421 t& tho|oh
Tg 7o s AR FuAgATAIY TOOL-KITS o
5>9F k. 2 ATl AskE A ZEdeas Had A 27
of AbgEo®, Fosty] @AM ARGET sHARE, AB]A HARl S
dge] wA tztelye] e whEl fE Ao s AMEs 4 Qlrh

o

o

I M| A EHEC] THE FHe 48 9 SuiE| SE
O0|CIoHE MBI AfH| & E I} K E2H

E 4Q5 QPE TS Mol |80 8 H2HH

ol

L

TFHM S0 Y

CIFH olE w0 TR = R

-ojolcio) 3 -AEgwE

(=24}l 24018, oipleE) .mzeE
- oojci A3x|
AUzl
] ST Y MY 2R YT, USRS BN QI 2 2y - ofo|cjo] g2 I A& HE YT
Lo A BE, Y £ £HH £9719 07 £F B Yy +Y HH| A BUE g
e
Ry 0§74 Y safueqold oy O EAHRY 48 2IE =2 O M Aciziojuiet 8 Wekd Be| O MulACITo|2 G W s O M| WsaERE =hy
W prezezawiu Cue A 32wy Dl ojMeoin o= 23 D W3 W, B, T 29 0 O EF g7l 38 e
O Ml Acizpopdes T8e) Hald o= O3 ojspt=t =) Oynd+e A 4¥ g Bd  DoN2ATRE 28 28 ¥ O AR 22| wet 29
MulACimop] H P T M DR REUHA Y BE Y ENE S8 NN Y U UEE VE M PIE R W30 SR, W T YA U U Fo) T M YW B WY MR
e =28 £ e WY L] E|of LH ORS00 B EHE BN TR R0 X1 LN PR S Ml CHWTH A B AulA I

<8 5> =mEFHMOXRIE TOOL-KIT
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3. Wt}
7. Hate 3o 8 =4

H a2t (Persona) = YA #golA Hakels Alsd dids d¥she
ARE, 2B A FofelA A5 E]IEH, Alw tARlE AA A
A HAelor =dEdn 4aHjd ARE Aedhe =71, yAdd
kel ZIko] H= JRO Tt 2ol JEe AAEe T Yol
o HARl i, ZRAE AZA Fol wel uYgd JH, §o2 AHEE
T}42).

Haves S5 MY g gEodA o5& A&
A AguAleld EaE, A AREA B FreiAbE g
e YF AdE IHIANA & dFolnh AERF, #F T A 7Y
S gt FHE ARE B4 wAAEEH S o S53td 53 2d
TS ArEtd). Haue= 7Pt T2
ol PAAF=o] olafetar 71elel AFsle W ow ShFeto] A A
oty AZE o] Al <A™ FH o] o5 ]| AAXOR ZEH
A Qe davs 19989 FAE ol & 20wt M 9y, EEs
Ab EH L Sl AR =7 T stuelth AR Jid o 2= vHAIE ok
o] A A3} (Market Segmentation) & & 4 Stk 18y Al AlE-3)

£ AR ARl dEHe] NS Hra, AYH BB o B A

ok
i)
>
rO
kil
-
©

ol
o%
off
£
"
v}
iy
o
0
24
o
£
i

g

42) HA&(2017). TA7]=A AH|AIZ 128 A28 mAaLt 28 Fob, Zultfstz tjxtol
st HAret =2

43) Goodwin, K(2013, ¥A1&T 2009) "2I7t £4 UX HASl : 0]gE e AEBMH [
Rl m2A|A L, Mg ofo]2&T
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9 sy ARld 29 — 43 2R
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Design Methods
I Design | + AHgAe FAAQ 54& %
or Developin |
Servi PR Council 2Ty
" o " ARUACA, FAe
New Zealand New Zealand st B 87
R84 QI =} RTs
4 Government Internal . O]EH-Y]J%]X} 2= ‘{[\‘D}'Oi /\}_
Webtoolkit Affairs q
[)

Development,
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o G4 A dHolHE 3%

Service Design 2 J583 A A
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6 of Applied o, .
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45) D GRN(2017). TS A Avlate neld e Wit 9 Aot Telojsti oAt
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Haves AA dEzo] obd AREAF YAkQl REEA, Aol gt
ofe] o] A AMEA IFE vEoE wrEolzl gl QlEoth Ha
o] 542 tapele] Hast F2 JHE odgstti= Foltt (Constan
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46) Alan Cooper, Op. cit., pp.154-155

47) Fake Crow, “Persona Template”, 2014.4.23, https://fakecrow.com, 2016.9.20
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3 Hagd AR Y&
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19 HAxv 24Nk QS 4 Sl Al we o3y Hel 19 H
(Primary a2u7h S otk 18] davs P T At
Persona) 222 gro g gl dol sy, 149 HAuS w
A7) YAl o8 HAUE WSAZE 7
<9 HAa G=Sld 2% o =5 ¥
9se] WA} 1 ﬂvﬂ ‘/}7]'/\ #} 2Lﬂji1 ‘Jr-J‘/]E ‘Eﬂ;*r
Al AdET 259 Have Have] =& el et
(Secondiry Al oA FrHAoR 54 U2E WS Hau
persona o1}
= 3 A~
(;17} ljmejtal 159, 2917k okd YA AREAE RElS 71 B A
. et s}
persona)
) R} 3H A
TS L et ok A =g e A19s A%
ol Aol At HAYUrE 58] o wjrt o
persona)

ddigds Hav

(ServedPersona)

SFoll Al A7Ng waksl ek xfo] 7} Stk o] HA
U Alems AR Al AR, AlES ARk ARS
Aol A WA A S u

ﬂll

A EJEESE

(Negativepersona)

Fo tgol okl AbgAe @ 5 gk g i
e} o] AFS A gl

A
s goln Ht $EL PHs da Yk

48) Alan Cooper, "1

pl77-189

A2 dAste QIE@AM C]x}Ql About face 35, ofjo]Z, 2010,

49) Alan Cooper, "mAUZ eHdste olE|aA C]X}Ql About face 34, oflo]&, 2010,

pl86-18
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1 AT uF

HRATNAE Hake] AR FFNM WS BANS AD5]
) santel chE THLAS 4§ AdE 2R D vetsa, 1 ee
Bt AR A2t @ 5 e Hau PHed R Zdgeas

L FASA 7E IgdYgas ofg <18 8>3 W og AAY

A8H0q X £y 2 I
ol TRy 1.2% FGI FS3} 2} maLt pdes 7|2
2MEA &7 OIL|E] BN Y3 A

A, 124 olsuE 24L B3 A4 540w st TYLs
2 ORR, FER, AERE 449 2P S ¥ES dad AL

AR, AE7F F7HEGD &AM oldUE £7E T3 1538 ¢
ge sexe &d8: Aas fa gAE 53 HE(Likert scale) &
o] g3t I HFE VTR TREE WA

A, AE7F B7HEGD E T8l U Adel IFEECR U 91
zgd oz utdsle], Wi} FAQA 7B ZgdYaE A AE )



7h ARAT A3

Harke] Abelel disl, Hau ZadAaE Al

Alet= Aox WS Alstsiith ofd [#E8]2 HAMe YA EY
Atglolth, B Aave] A ehe AlFE Qe td A5 A= whig #
AR, Aol d HAay steEdT o] &ds AFAE=2 (% 8]
2ol 374 AtElE FaE Qs AFRE BRE FAHRAE T oY
L eam AAS A o (% 97 2o| Welskur)
[ 8] HALE 2+E2A59 At
A=k Haig FAHALLAE
ol &, Hol, AFgAe AFI 7], HE, A4, w
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Skewness | —0.0766 | 0.715 0.717 0.796 1.7 3.55

Std. error
0.235 0.235 0.235 0.235 0.235 0.235
skewness
Kurtosis —-2.03 -0.372 | —1.07 0.432 0.895 10.8
Std. error
] 0.465 0.465 0.465 0.465 0.465 0.465
kurtosis

ey xFH1=), o = (Skewness) 9F = (Kurtosis) 7} 242 £3, +

109] W5 qbell S0 As R 7|2 7S ANN 4

ql_gen Counts % of Total Cumulative %
1_E# 51 48.1 % 48.1 %
2_o9=} 55 51.9 % 100.0 %

Ao WE P 20th7}t 41M o7 38.7%% 7 @i, 30
7k 39Mo R 36.8%5 KAt H olojA 40thrt 18W o= 17.
0%, 50t 8Mo = 7.5%RQaL, 60T oL SHx7F QUgith. o
& B2 JEhgd ofg [® 21]% 2
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q2_age Counts % of Total Cumulative %
1_204 41 38.7 % 38.7 %
2304 39 36.8 % 75.5 %
3_.404 18 17.0 % 92.5 %
4_50d) 8 7.5 % 100.0 %

AF Aol wmE S A&°] 4298 2% 39.7%, B717F 239
O & 21.7%, 7’%o]l 208 18.9%, Xl 11 = 10.4%, %
Qo] 5WORE 4.7%, At 4P o= 3.8%, AF7F 1R 0.9%

o BEE Uit 22 Mg A7 A FEAuaAAs
ik A% Yol g $HATL Bol ATt Aee %+ 9
AL, o5 ®E YEhiY ot [% 22]3 £
[ 22] X|¥E SEHE
q3_loc Counts % of Total Cumulative %
1A= 42 39.6 % 39.6 %
2_737] 23 21.7 % 61.3 %
374 5 4.7 % 66.0 %
4_ %% 11 10.4 % 76.4 %
5_4et 4 3.8 % 80.2 %
6_73% 20 18.9 % 99.1 %
7_AF 1 0.9 % 100.0 %
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o] 219
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q4_job Counts % of Total Cumulative %
154 21 19.8 % 19.8 %

2_d Aoy 62 58.5 % 78.3 %
3348 3 12.3 % 90.6 %
4_71Ef 10 9.4 % 100.0 %

TEAHALAR] TR AE Fojo mE I ‘AFo| oy 7t

878 O 82.1%9 2 9= UEHG ‘ofde’ Fa Hd 19

F 17.9%°0 siFH A ol& ®= yehld ot [E 24]3 2

=

[E 24] SSMHACXIZZHE FHo| H SHE
q5_exp Counts % of Total Cumulative %
1 87 82.1 % 82.1 %
2 19 179 % 100.0 %
Hant A2 APe B s Aol Aty st 995 o= 93,

49%°] o} F2 9= UEH by’ 2Zha §@E TH2 6.6%

of FH ATk o= FFMRIAYARI FolskA] eyt ek

3 mEyIgoly @ BN AgEke Aad 58 5 EAY
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% EVFE nolFth o2 ®E vehid obd [# 2513 2}
[# 25] HAU M2 28 oFE SEHE
q6_per Counts % of Total Cumulative %
1 99 93.4 % 93.4 %
2 7 6.6 % 100.0 %
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(£ 31] =8 -HF F2
Statistic df o) . Mean
difference

q” Student's 17 105 .001 1.03
a8 Student's 16.2 105 .001 1.05
q9 Student's 21.4 105 .001 1.25
qlO Student's 15.2 105 .001 1.08
qll Student's 16.6 105 .001 1.16
ql?2 Student's 28.7 105 .001 1.5
ql3 Student's 17.2 105 .001 1.12
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A study on the framework of
public service designbased persona components

CHOE, So Youn

Marine Convergence Design,
The Graduate School, Pukyong National University
(Advisor : Professor Cho, Joung Hyung)

Abstract

The demand for innovation in the public sector is becoming more
important in today's society as the authoritative administrative syst
em of "Government 1.0" is being replaced by "Government 3.0" ad
ministrative services that take the convenience of citizens into con
sideration. User—centered design is driving innovation and efficienc
y 1n public services, meeting the needs of diverse users and impro
ving service quality. In this context, public service design plays an
important role and has the "user" at its center. It is the virtual use
r "persona" representing a group of users that is a useful tool for
predicting and understanding how these users use the service. Wh

en creating personas, various difficulties arise, including the difficul
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ty of prioritizing which Components to use and which Components
to create, and the fact that they must be created within a given ti
me frame. To solve these difficulties, several researchers presente
d the persona Component framework, but since most of the resear
ch was in the field of UX design based on digital devices, it did no
t fit the user (demander) contact points to be applied to public ser
vice design Therefore, it was difficult to apply it to public service
design. In this study, the scope of the public service field was set
to "National Policy Design Group" for municipalities. Then, after an
alyzing the persona component framework of previous studies, we
went through the stages of sorting, modifying, adding, and verifyin
g the components with experts in the field, and presented a person
a framework that fits public service design. By analyzing the natur
e of the National Policy Design Group project, which is characteriz
ed as a public interest selective service, we were able to derive el
ements such as "the experience of the demander" and "the experie
nce of stakeholders" surrounding the demander, and "understanding
of local characteristics," rather than a person—centered experience.
The characteristics can be broadly classified into four major categori
es, and the interactions between each Component were also ascertai
ned. Thus, a Public Service Design Persona Component Framework
was researched and presented so that it could be utilized in the pro
duction of public service design personas according to the context a
nd character of the project. Actual persona application and case stud

les that can expand on this research will be needed in the future.
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