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Abstract

Background The use of service design for local public areas has increased over the years.
However, in most cases, the service design process is a unilateral one and there is a lack of
consideration about the special environment of local public service development. This research aims
to establish a specific framework to utilize service deign in local public service planning.

Methods A literature review was conducted to understand service planning and the current
state of public service design. An extensive case review and process analysis were conducted to
identify the local public service planning process. An expert workshop was conducted to adapt the
service design process into the local public service planning process.

Results This research established a framework to utilize service design in the local
government’s service planning. It consists of four stages: “service preparation,” “formative
research,” “idea finding,” and “strategy development.” Specific aims and corresponding service
design methods for each stage were identified.

Conclusions This research provides knowledge about utilizing service design based on the local
government’s service planning process. The framework could be used to devise strategies for
applying service design based on the environmental characteristics of the local government.
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FF AUl RS ARt RN AR AL 33 A el Al D Bk o
AE7 531 ek, $elket 94 20154 3h7] 712 700] A9 ZRAES ghRsbeiA AHA TS B
& Zul FA o] Au|A JR 57 0|2 E BojF 1 9Ir} (Mol, MoTIE, KIDP., & Demand, 2014). 53] |2
A7 A2 ARl BESH 29, Fuistel Mol B /1By e)Alo] uheh kel s 2ol bsst
7) o] 1 2 /A7 o] BRI Slet (Mol et al, 2014). AR FH3} R, T2)3 Al A Aol
U7 TSR FRITIARIE AR 3 ATE 2 TR 2145 ] FRA R ATIA SAAY 5 Gl A
B2 OiAkel Bl A1) Qo] Sk HAoIA] AAA 2 Befs] 1 gl FAlolet (Government 3.0, 2014)
ShAE SRR A9 A ZAE Bl EEU AR AN BUL, L2AE HEEo] A4 A5
A F5He 5 AL D910 B A7 SRS FAEA 2L ek T ol % F ShE A 19 A
2 79HE 7|29 Al TRl TRALF AR FF A2 Ae) T 2451 olehn & 4 9)
.

whebd AR F Ao el Aoz bl AAsP] B8] AshHE Ak Al A 5
o B443} 15| BAT ZRAL it ol )k A sIolof Tk, o) AL FF Al A Z2A
2eo] th3t ol sk HEFO 2 Hul HAhel g welo] AN Slolof TS Sfulaet. WA AR FF Al oA
ure] 2} gl tfgt Al TlAele] TAFQ B ekl FElolof sk, AXAS) A o] el B
§ v GFL wotsto] ool 12 MK B sfolSeklo] Al olof s Aole.

wfebd B QL o] 918 AAIY AR R AR BF Aoz o] gl 718 WA AL ez o
o B ok FETH AS BHOR Tk, olF ko] /129 ARA FF Al 7|8 TRA L A¥ 2
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2. XIXtH| S& MH|A JH'E 2t MH|A CfXEl

A Q7] 4 AL Boleka Aol daiel et 2AE st Slste] BA 2ALE Fatol
0|24 Efjg FEstgnt

2. 1. MH|A T 712 THA|

HA Ao A A QA AR A Aol A o] 7] 8] TAE eskA A5t ] flste] 71E A AR A
F R AR A ZRAAE Fsto] AH|A 718 A o] § 9IS FAIA e ® sofstgth
AFE L AH|20) A dAlE 3A A2 49 (Policy formulation), oFe]t]o] B4 (Idea finding), Tt 7HdE
(Strict development), A3 (Realization)o]2h= W] @AIZ v 4= §le}, ol= F4H 19} o] (Roozenburg
& Eekels, 1995)2] A4 %E 7S 537t €41 LA A (Innovation process in NPD)ol| w2 Hojw 152 7
o =x 9 RS AAsks AR Y 9A9 gt ofoltlolE B st ofolt]o] A ©AIE 7|€] dAet
I A ofstyt.
ol#et 718 TA 9] g2 AHoJAHE (Zeithaml, Bitner & Grernler, 2006)7 £ (Johnson, Menor, Roth &
Chase, 2000) F°] AAGE A A A TRA|AE A8F 4= ok, oAb 24 uld 9 Aul A A

< SHsHL ofolrof HikE F5f fw_ 7FsAdel Sle *1‘5]’\ S E3shs #H4E& 27] 719 (Front end
planning) SAEIL A ofst on] E A Au|A AgkE Av) Al tighs vhdsks A (Design) % vk
A A diete] BldAS AZE5HE B4 (Analysis)shs AL 718 ol2ka A olstqith (Figure 1).
5 A2 Aol A 718 DAl HE AulA dighe ZAsH] Rt d7ie] Aol & o glrk. whebA B
Aol A o] Aul 2 7] glojgt ‘Au| A F3 Yl RS st AH|A AdE 1Rt 7]9E vh skl TRkt of
HEEE Fl HF ke E&cte 9A AL s = S

rr

g T2~
Ho R OfO[C|0] 244 cior JHe Xl
= (Policy formulation) 14 (Idea finding) (Strict development) (Realization)
(Planning)
(Roozenburg & Eekels,1995)
Z2| 0|4 Y MH|A H2F g Z2EE01Y
oto|c|of A4 At zIQ1
(Organizational mission (d =] gt,a ) (Prototype development (introducti IJ[L; ket)
and new service strategy) €a generation. and testing) ntroduction to the marke
I v ¥
2 ohe AR A Y = gt
(Concept development) (Market testing) (Post introduction
evaluation)
A v
3
< M 7k 2
(Feasibility test)
27|78
(Front end planning)
Zeithaml, Bitner, & Gremler, 2006)
A =4 HEs WAL
(Design) (Analysis) (Development) (Full launch)
712
(Johnson, Menor, Roth, & Chase, 2000)
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WA 33 Aul2 A0 BRI Q7 A 1) B AL el HE U 222 RS AN AT
2) 5% AR LR AE ARE T A AT, 3) BT AHA Al B AAS FES A7 BRegt
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Table 1 Current States of Public Service Design in Academia

A 23 2

=1 ALEXL ZOIE St CIAr! A study of public service design model for citizen—centered public
2 OD2MA 2E 2 a2 HAl policy (Yoon, 2015)

)il Economic Motives to Use a Participatory Design Approach in the

Development of Public-Health Information System (Vimarlund,
Eriksoon & Timpka, 2001)

The journey to the interface: How public service design can connect
users to reform (Parker & Heapy, 2006)

0

Service designers on including stakeholders in service prototyping
(Blomkvist & Holmlid, 2011)
£ T2 HE At2f|of 7|8t $t o|= AMH|A CIXFQI YOI Q| AH|A AS BES 7|Hof st AT (Kim,
CIXRI 710 =21l =& 2014)

I 0¥ 0T

0% Jm

Making the most of collaboration: an international survey of public
service co—-design (Bradwell, Marr & Price water house Coopers,
2008)

New service design in the NHS: an evaluation of the strategic
alignment of NHS Direct (Silvestro & Silvestro, 2003)

First experiences with tendering at the tactical level (service design)
in Dutch public transport (Van de Velde & Pruijmboom, 2005)

|m 22 Hu |5

-t

o7
O

3 MH|A 2 MES O HIL Choosing public participation methods for natural resources: a
XNET1F context-specific guide (L. Lawrence, 2011)

MH|A TIXIQI ZEHOIAM SS AMH|A 7t AT (Han, 2009)

N

2

A e-Government information systems: Evaluation-led design for
public value and client trust (Grimsley & Meehan, 2007)
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Table 2 Domestic Public Service Design Projects in Practice

IOt HX DZHE X|XH T2 HE

DZHE YRR, $H7|H (HE) o2HE Y LR, $3718 (H5)
Cure to Care A% IOIAY BEHAC SEX 24512 fist HEE, FE2(2015)
F=I anPNPS REPN ] AHO|EA (2013) otestn 2%

o= AEA REM MIIEIHA (2013) S S XML HA A, CIME (2015)
BFEs} ot ot SYTS D2HE

AMATX| LY S At MASHXHE, Ao SHAHE| Egd MH|A HF ST, 7IRIZ0|
M gt MH|A CIXQI CIXtel A4 (2013) CIxp2l (2014)
SZOA|OHREHY AH| ESASTLR, MIE B ES LFAY, ORI F2

A AR ZENE HA (2012) O1Z2|70|4 OSIM (2014)

OItE Of|LAX|= et K AMBHE, st CXIRIX| HE| Q= QHAEZA| SRIAIE, UDICIXRRI 2
XM TRl Al MAEH (2011) T oE7| (2013)

3. MH|A CfXtQl 2 X|XHH|2] S& MH|A 7|2 T2 M|A

2 BollAe Z2AA Aol oA @A AAEHAL = AulA TRl LA (o]sh ARl Z2AIX) 3 4]
3

AR|0] 33 ¥ 718 ZRAL (o]sE AR ZEA2)E BASHA sheksters.

= 23 9 A o)A o] Z2AAS S (data collection)dHA T, TRl T2A| A0 4 Au]
ARl #HA T4 9 gl 1o A A 67FA] o] ZRAAE SE T A TR A HS T
FAH A ALY 2AE 913 7pol=akel W AR AF) B 1A 5 (KIDP, 2011; Mol, 2014a, KIDP., & LOVO
DESIGN, 2013; Mol, 2014b) 7|3 W&ol Al AAE o] 33 A2 A $-4= AH 1474-& A5t

S AR ZEAA G ZZA AR Y] FAIA QAT T2 ARG Aol whet 2 tiake] dA 9 of
AR Ul oF9] SAIE FAIH o2 s el FHokal Atk shARE tAel Z2AAE ARHA| =
EA20 Bt st Aest] YA e F ZEAAE oHY] GART o FAF] O R wofe et
Atk
wpeba] ZF ZAo] AAIgt oF9] A of gt A sl Z& ol AL Q= FAIA Yol EAst] 54 &
=2 34l (deconstruction)sFAtt.
oA IF& Fote] FEH BHL A fARRE e e ol AlE g 228 A4 (reconstruction)s]

At
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Figure 2 Deconstruction of sub stages mto aim-level
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L3 X
[TKe)

A sobgl = LEA 0] Aol o] 1hE ZRAL AT FAS FEAGCH oS Fof ARAY
H2 71808 1 AulA Rl B8 mAYNAE TEt
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°f
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4, XXM 3 MHIA 7[2l0flA{2] Mu|A CIXfl &8 Dy Upl3

4.1, Z2MA ZEH Y4
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£ YA 719 7HsAdE& wtetsy] flste] ZeA|IA AehE 917t A27t HAES sk en] Aulx Hat
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stal =95t ghe E‘ﬂ e Ao AldA avte BESIHA, Z2AA A 9 998 5 gde g
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Figure 5 Adaption of Design aims (blue) into Local aims (black)
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YAZ B3jo] 7 BAS WG A, 1) TRl BAT g A BAo] Qi A, 2) 54 Akl
A3} v g AR o] Gl A9

5 ,T1e13 3) B AAA BA3 H1 2 TiAkl Bajo] gl A9 L
% glgich AREL WA A B2 =S SARE HASHAN ARA LA 2 3] ofslat , o]
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D) TRl BA vsa AR BEol 9hg A, AF AL BAE A4A BHo] Yt A WA A
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934 4TS B2 32 AU 7199 AR B 8 223 F8 e Aula tiael whEoe FAE =
AN FHELE AR DAL Aol F0, GHH AT, W DA, A Y dAR T
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B o] FAE AT 5 YaS AASHL Qi A& E0] 7129 AHIAE A AT aiE e A8 A A6k
(Service Safari) 59 AJH|A HARRL & Foff AH|A 7o B o5 o] TARE A2 0= wpebel 4 §l
o o] BA A} A = (Stakeholder Maps)2t H 4t (Persona) 52 S3k] 152 A 432 74149 &
B2 A4S 2 M Zo] 34| 9 ZF A3} Fro] 9] 5o ] WekE AR ¢ Qirh B3 Fo] AR o
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Figure 6 Service Design Utilization Framework for Local Public Service Planning
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Appendix 1 Process Analysis of Local Public Service Development
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