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Abstract

Background  Currently, inclusive research related to SNS (Social Network Service or Social Media
Service) is limited in terms of information accessibility, and research on inclusive experiences in terms of
service experience is in its early stages. Thus, the accurate concepts and elements are not clearly defined.
Accordingly, this study aims to derive the “Inclusive Service Experience Principle” by considering theories
related to inclusion and inclusive service design, and to verify and materialize the principles derived
through empirical research on the SNS use experience of social minorities.

Methods Literature research and empirical research methods were used. The conceptual elements
of inclusion were derived through content analysis of literature. Based on this, the “Inclusive Service
Experience Principle” was presented as a result of analyzing literature related to inclusive experience
and service design. Next, an empirical study was conducted on social minorities using SNS to verify the
principle and to discover how the subfactors of the principle appear as embodied user experiences in
actual services. After conducting in-depth interviews on social media use experiences of social minorities
and thematic analysis, detailed experience elements and a specific action plan of the “Inclusive Service
Experience Principle” were discovered.

Results Through literature analysis, inclusive services were defined as ‘services that have functions
for diversity and accessibility, have systems to achieve inclusion, and encourage users to feel that the user
experience is inclusive’. In addition, the ‘Inclusive Service Experience Principle’ was derived into three
categories: [A] Functional, [B] Systemic, and [C] Experiential inclusion. Under these categories, eight
factors were derived as sub-items: [A1] Securing user diversity, [A2] Securing service accessibility, [B1]
Establishing inclusive value-based strategies and systems [B2] Enhancing users’ capabilities and voice,
[B3] Educating on inclusion, [C1] Supporting users to express their various identities, [C2] Increasing
users’ value as members, and [C3] Securing connectivity between users and diverse groups. 22 experience
value elements were also derived.

Conclusions  Based on the literature on inclusion, inclusive services and the actual experience of social
minorities, the ‘Inclusive Service Experience Principle’ and an action plan are presented. In addition,
in order to apply the derived principles and action plan to the service according to the user’s SNS use
journey, an “Inclusive Service Experience Principle Application Map according to the user experience
stage” is proposed. This study is significant in that it provides a theoretical foundation for an inclusive
user experience and presents concrete application plans for practitioners in companies.
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AS A 28 JNES thRE YARIY Hao] wolA AL Qleh. 282 ASY] to)d o tE S5 ¥ ofet
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2 Hde Aesta AR AgApo] AR o] FEE M ar} 9lthAhmed, 2018; Begnum, 2020, Fuglerud
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=
7 ARGAE HF o E AHIAE Aok SNSolA= E80] Fa% o|7E thRe{ A=t (Helberger,
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F8 & 5ol ATEST 2% AHHA EH<E(Roberson, 20060) E-8-9] GA& tjoet
P49l 724, B0 EFHEAY AQoR AYRT. o|F AAAE el EASHE
33} derol Fastu(Shore et al., 2011) Elof o5t 289 Aol 2|l A 7to] obd
F499) #84 LY FasithBoden, 2020). FEATFANAL HobAzo] that T 4L Yol
=9 dFE A3lotal A Al7]= A (Korea Research Institute for Human Settlements [KRIHS], 2015),

A - DA AT A= o7t A Fel AR FAYE] T8 7S ZA H= A(National
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Table 1 The definition of social inclusion based on existing research

g9l Ho| 7|2 U Sfxt Code
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25U SEH0| 20| 1 A =7 Boden(2020) [d]
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x5t — 3
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o AL
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o - _ .
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AZIY - M2 OE H1ES 7P 2F0IL JHRI0] 2RO 2L MEIHO R 2851 &Y
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2.4 28 U FARME St EEo/EN 24 £
ShA] Ao 2ol tid HSA Y WE-24e 3 289 FAAA N 4E =5
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olE WA 07 SRSkl st HFA o R 280 R4 & FAISHATH(Table 1) #=x).
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Table 2 The process of deriving 3 conceptual elements of inclusion
29| 37iX| deA & 1™

2. Equal access to opportunity. (1).78 16. Diversity mission, goals and strategies. (1).76
4. Equitable systems. (I} 79’ 18. Leadership commitment to diversity. (1) .86

6. Fair treatment. (1) .77 20. Diversity education and training. (I) .74

32. 360-degree communication and information Sharing. (1} .70

8. action m.38

10. atall levels of the .78

33, y systems ai
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5] E4% Aoy JC} Qtoll AFFATFA o thet o] 5o] EAsH= ZA(DCA, 2022; GDP, 2022;
OPM, 2011; Shore et al., 201 1)2} theFt o]0l High 343 H24E Algshe A(DCA, 2022; GDP,
2022; OPM, 2011; Shore et al., 2011; UK Government, 2022)2 X429 14 7|52 7IFHT,
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SHIAE R AR (1-1AFEATH chep4 Shash (1253 F24ol E&H 3,

Table 3 Conceptual Elements of Structural Inclusion
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Table 4 Conceptual Elements of Environmental Inclusion
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Table 5 Conceptual Elements of Experiential Inclusion
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Table 6 The definition of inclusive design based on existing research
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Table 13 Information of study participants presented in the research
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Table 15 Guidelines and detailed action plans for [B]Systemic inclusion
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Figure 3 Inclusive Service Experience Principle Application Map according to the user experience stage 01-02: Joining
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Figure 4 Inclusive Service Experience Principle Application Map according to the user experience stage 03:
Communicating with other users
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Communicating with the service system
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