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Other

Employee Experience Design
Change Management
Organizational Design
Training

Technology Development
Detailed Design Specification
Conceptual Design
Experience Strategy

Brand Strategy

Business Strategy

Business Analysis

Qualitative Customer Research

Quantitative Customer Research

B N.America
EMEA
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A MHIA CIXR1 719 <
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Service
Strategy

Define Value

Business Goal
System

Business Scape

Analysis
Issue Analysis Competitive
4 Priorities
el e Benchmarking
Competency

Business Strategy ~ Business Goal

Goal-Issue Service

Strategy Mapping Strategy
Strategy-Value

Mapping

Customer Analysis

Service

Modeling
(As-ls)

Service Portfolio
Modeling

Persona
Modeling

Context
Modeling

Experience Model-
ing

Service System
Cube Modeling
- Touchpoint

- Process

- Enabling System

Design
Direction

Contextual
Research

Stakeholder Rela-
tion Map

Customer
Journey Map

Painpoint Analysis

Kano Analysis

Design
Concept

Design
Principle

Strategy Principle
Mapping

Service
Design
(To-Be)

Service Portfolio

Design

Context Design

Experience
Design

Service System
Cube Design
(To-Be)
-Touchpoint

- Process
-Enabling System

A SSPEIHE(Seo et al, 2014)

Service Service
Plan Implementation
Develop .
Alternatives Elicsiinsdl
Service Training
Prototype Program
Feasibility Analysis L SE ey
Y 4 Operation
Expected Promotion
Effects & Diffusion

Implementation  Service Lifecycle
Roadmap Management
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I

o 7[CHEDT} 2 H|ELIA D 2A F|A|

MulA ZEZ2|Q 2| SHE 3 TI A JHLo]| UM, AKX ZHZ(NPD -
velopment) 20| CIfet ME/AH|A ZEZE2|Q 22| WHHZE0| &8 7issich
E35|, ABT=EMAHP: Analytic Hierarchy Process) fHE2 2] 7HQ| 7|22 &I 1 =&
7IE2 SAlol| H|wstX| 941 Mo = H|wst & SEOE AMSI0] HI ot RIS Mioh= HEZR!
HIHZ0|H, 0]2/0l= Scoring Model, Feasibility X Attractiveness Matrix S0| &&& 4= QICt.
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HIE % 2 25 MAliMoz BAH = 4= Ut S5 AHIA 2F HIZS 27| EXHIE(Capex) 2t 28
HIE(Opex) 22 TH=2610] ot CIHA T|thsnle] HIZE XHSFIC=M, £Xt CH| o2k T4
HRAZEX(CPV @ Customer Perceived Value) 7HZQ| 7|thEt 7t X[& 7HZol| E:20] 7Issict.
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SFHE S8 JI0IE

At OfsH EHA|

MblA 7 3

Ofo||of 7HEt EHA

Desk Research

LI= / 27tAle 2M Ideation
ZAIEH xi= 71t
Field Research ¥
] ol e Concept
ofsH 2tAIXt & He2f 28 MY Generation

AH|A O e 24
» Benchmarking > TSAE =X > TSAE ZXE » Mandal Art
» Service Safari > R0l M gty A » HEAIE Service Flower » Concept Sketch
»interview(IDI, AIAS) Check List
» Shadowing > TEAIE Service Flower
» Role Playing

» Service Blueprint

» Customer Journey Map
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Elk'lil » Benchmarking » Role Playing

» Service Safari » Service Blueprint

» Interview(IDI,AIAS) » Customer Journey Ma
Research . Jep

» Shadowing

2IMX| EADIME CHYALEC] S35 £4, Ofsh ZAKIE L= & 018 HEHE 246l S=3FC=2= Lt

= HAR! 7 ol HA0IM HEAEe] RS Holgt 4= U=S Bict

SDPOAM= Benchmarking CHA ZLf HSAESO| Cigt Desk Research % Field Re-

searchE HIEHCE RAS FHolIUCH SDPE &8 Al RVIX|Z thAAIYO| Chet Desk Re-—

search/Field Research& &[Gl 0I5 HIEIQE oF Ty AR & 7 Hot HRsiC,

Desk Researche Yoz HITHGH HEHR} H|0|EE £E510 siiE ZEME| Zglet AAS =6t

1 2XMok= aFEE Qo[BiCt SDPOIM= CHYARES| XI21A E4, IS ==, HAIR] &A1, ZRUXHA, X|
A=A, HSXIA SOofl Chgt AP ZERECE 0IE Salf AA Folst MSAEY R & thAIR0| 0= &

ol| &oh=X] mefet 4~ UM, S| 2HEEM0| 7Ks35ICt,

Field Researche Al CHYAIES LEo10] 2R AM2doln ZARRICEM OfotAXRIR] &7 27AL

&t 3 Zoet MIUArRE OlsHisk= 2Fgo|ct, HHEo=Z 0| Sal o ME X AH|A0 TSt InsightE

E5t=0| 0|2=h= thEXMR! B & SiLtolct. SDPOME RS2t X[HF0l/ EfX [0 HIgS X5t

T AR T T HISS TESI0] ARl RES mlelsis ZAD ZEIE) wE B, QIEE, FGD S
S Sl OSHEIXISO] QTARIS TolsHT OfSHEIXEE (Personats) MHIA 012 HEfS A1 &
2F WISk £E0| 7S nfsict,

Benchmarking

#IXI0Z(Benchmarking)2 O MZ0|Lt MHIAS THUE [ SEYA2| ARIE AV Hlw/ E46k=
AOZ Matrix2 AZ3f510] EAGk= 20| EHA0|Ct, eito=z= AIZISIE MatrixOfiA LIEHLEE 2
200 w2} Cche MiE/ AMHIAS 2FotAL H|wsh= 2HE Sall Fot/Lt TleHof sk= RASS mielst
= S=2 M0l= HHZR0[Ct. SDPOM= =L HSAIES01 tigt BenchmarkingS &6l TEAIEE
F3loh=tlol 2E=RUXEE, HHEO| MR ZH0| CHEARY 2| CHE ARYQ| =/ LHR| HSAFZoll
Benchmarking2 &%t 74l O0|C|01E =&6tk= A S| 7IS5ICt.
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Service Safari

Customer Visite| St HEHZ CHAO| El= MIE/ MHIAS MH|A CIXIO|L7 L 2K HASEo=M AH|A
7t O|R0{X|= 2F4, OfsHEtAIRt ZH QIE2IMO0| AOLE= EfX|EQIE E{X|ZQIEHZ LIEH = Emotional
ValueS2 nlelsict.

(Perception of Observer 1

i “CPASIeIA) “CHARIeIA) “Fhe ot “OPAKE E|L|7} oo} ot
SAARVELAOE A MARRY  TALsRRlUT R gel” ol gk ool I8l bl

Journey

WEHES UL

Voice of Service Provider
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Shadowing
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Service Blueprint
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9 |SYAIE HSHY 8 9% ¥ 30,000,000 4% 236 | % 55000000
Bl 8227 =Y 5 5% ¥ 19,000,000 2% 233 | % 74,000,000
14 |4AE MK 5 5% ¥ 19,600,000 2% 226 | % 93,600,000
15 |CtLiMIE 7l 8% ¥ 30,000,000 4% 2.06 | # 123,600,000
8 |l 7 8% ¥ 31,000,000 4% 2.00 | % 154,600,000
5 [|Z=A HIQHZL 85 9% ¥ 40,000,000 5% 1.88 | ¥ 194,600,000
4 |HHof B2 65 7% W 37,660,000 5% 153 | # 232,260,000
2 [AX|E]AEi £ 0i80| 55 6% ¥ 32,710,000 4% 149 | # 264,970,000
3 (HBtzASA 7 8% ¥ 50,200,000 6% 123 | # 315,170,000
11 |Open Kitchen 55 6% W 42,765,000 5% 1.14 | % 357,935,000
6 |[ZeAME 4 4% ¥ 56,800,000 7% 0.62 | % 414,735,000
7 [BtAHAZ 29 6 7% # 105,970,000 | 13% 0.50 | % 520,705,000
1 |Z=EAC|Ho0|H 55 6% W 112,450,000 | 14% 0.43 | % 633,155,000
10 |[MIE otol szt 4 4% W 175,920,000 | 22% 0.20 | # 809,075,000
A MH|A QU{E] 2442 MF
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Business Operating Plan
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2 Mot
=2 s s =2l =2 | JIZ = gl
HE 2 TEFQ! Jiet OFO|HIE|E| T 500000 1 1 500000| &7 &l CIXto| L
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713 &5 0*:'.‘% e 4%
S5 2EIHEY) 70000 1 1 70000|1,000%
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- EBH Ut AE[7I0} ZEC AEPIS HEE A0l FAUORY SRS 9 21 00 HEIEIS LA
- O 181, AL 0§ SO| F| ORI0IA RXI5H= HIZO| 75 5T 1 9lo| RS FAS 8IS 9|
3t RYB|7} RIJBICY,
- 220| TH=0j HBHs TRl TP OFRIS0| AofSaE RElR AI2T S ARSI Of2iBioLY, Ciet

40%2] THZ0[0] ZHet o~ U=F FA| okits ZESIRACH

& s e £t S8 |1 Exl H[3
. 712 ZEFY JHE, OfO|HE|E| THE 300,000 1 500,000
il ARl 2 A2 1

271 500,000
oHch |2 850,000 1 650,000
g S 340 30,000 1 50,000

7 &0 2AE|7{5 10,000 1 50,000 1000%

23| M7 43,000 1 429,000 i Bi&H| 5,000 L&
TOHAE g
ey
ZHeq
22428 ,980 1 1 8,980
ZimQIof 25 ,980 1 1 5,980
3 SE0tEE ,400 1 1 6,400
#TH 50p 2,380 9 1 21,420
2otz 25,900 1 31,800 o
2AH=MI019 90 1 1 990
UA=AIO]9 90 1 1 990
71t FUsY4 ,500 2 1 9,000
12HY3 ,900 1 1 3,900
HSY7|HtLtLRl A9 ,980 1 1 9,980
FHIAFEZE3 ,000 2 1 6,000
()6 ,350 1 1 6,350
3212 100043 ,300 1 1 3,300
CH2E 7t9l6 ,900 1 1 6,900
L] ,500 1 1 3,500
272 1,179,000
AMH| X oHS: 1,679,000 | RHCHR| AL
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- 5201 271 9HElo] Z20l= AK| V0| AEl S0 ZIRsh 23 BIRS ANE RN K HIS SHS 5P|
20 495 0l TE At SISKS Ofto= AL
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ﬁEI'O I'I_él » Mock—up

» User Test

Prototyping : l;o;%sl__friif Discussion

THL RS0l =5 O0|C|0IE ARZIStoto] A3 ™ Fotl, AMH|A RHEIS F55h= IFHCZM, 012 &

it £ MHIAS TPHISkSI OHAXR S AHIXIC| HFSS HEIEE 4= QICH 0215 O[sHZAIX 3! AHIXE
| HSS Fodd, FEEo=z EAMGI0] o1 AH|A 2HO| ZXFS melsio] Tiict=S SiCt,

SDPOIA= ME THAIA] A-E 744 o0 |C|ofS0]| thell 2FE!, AHIKIQ| HAIE Activity 7t S410]

El Service BlueprintE Zdol0] AMH|A EHAE T2EEOIEZ 7|26l AMH|A T2EEIO[E HAE
2%l 0|2 HAE A (Painpoint) 2t 0212 F7kh AH|A HOIE(Tip)S MRS Al Al MEB=|=S

SiT Painpoint2t Tip2 2FE!, AHX} QIE{Set HUES S5 TSt
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g Ilefslof sfaE 4 9lct
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Focus Group Discussion
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EHE AR O] RFHE RASHT I2HE ARY £ =2 MH|A Z2EFIOIL ARY AlQ] RSUHE &

AlSHo] H| 2AMGH= HWHOZ sHiE 74 010|C|012] ENE FaXo= ZHSITY,

RS ZAF Aol Z2ME ARY FMup = 22 QU ZH2 ARITHO ZAISHE 0| HIZZISHH, UL

HSR010| U= BHES 25 TSI HlwWSiCH

S

S0 (2 RS0IT 48 JIF0R U U E2 O RE0R 45

[H

it % 24 e 29

ARSI} R RS0 4 HIEIS RAGH ZRNE A ENIS THSKs AT YHE KR MKIE £
Sl ST 4 CHH| R WSS TRt £2 TE5101 0Jofl 2EDIE T3101 O HHES =EBlo=M B
of REet SIS S0 2 4 Ut

M QARIT, GIALITR0, R A, HIXLA DHO| B, (EIJHIX, 2011).
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