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BEOFHPFEMZEHDOIEERREER CTHL VIR L LI, 5FTIREY, T¥A1
LAY AL MPFEOCDWIH T IR S22 b 5,
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ROITIEAL, thotEL Y bEmOERE LT 22N TEDZONCONTHFENTT 2T
&, L TEOWRHIIL, EEREORL RERA~EIERY 225 D,
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1. Key Word D1y NyE

ZORERDE, Fv FU—Z7OF.0E, Design Management [ZIRWNT, H—E AT H A
 ORFFEREA R & el A HD TN D 2 L Rbnd,

ZIT, ABETIE, ¥—U— RO EX—TU—ROXy N7 OFIMEEZBEL,
MR ORE, P —E AT A L ORE, BIKHT A L oo8 2L, EREnoss
WTHLERHMEE L E2—7 2,

3. EMHBEHOMXLE 21—

LIFTiE, CADC2013 iZ#fi SNIzimXOH Th, FrloHb & 2% 3 DOWFFERHIEIZ S
TOXMDO VL E 2 —%T72 5, TNENOEHIZHOWTIE, EROF—U— FohuIcEH
L, Design Thinking Z H1/0 & U7 ¥ 8 BE S8 IC DWW T OAF S8 588, Experience Design,
Customer Experience # 1 .0r & L7=H —E X F ¥ A  OAFIEMHEIE, Strategy, Strategic

7 F—U—FRDORy NU—7MOERIZIE, 2Ry hT—=2 D7 ) —Y 7 FTh b Pajek (http://
vlado.fmf.uni-lj.si/pub/networks/pajek/) ZfEH L7z, £AOKEZ XL, MHENTZXF—TU — FOBENRK
MEH, TNENOENDORBL, MR ESNZF =V — ROORNRY 2R LTS,
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Design Z .l & LIZBRISH)T A D 3 DIZHHH L T D,

31 FEGEHK (NPD) 2R E LI-MEHEE

THA v RV A MFFROF LR D538 T, Design Thinking X°, ®AHFEOH T
DT N E AT OBEENEEFRIZ LTZEN L < AThl Tz, BT T, KEZ .02 R
I N T & 727 F % £ O Design thinking O #WF LHHIK &, THFEKIMNTHEBE S NL>2dH 5,
Artistic Intervention D&% .02, FRLGBAROSFOLEO L B 2 —%21T78 5,

3.1.1 Design Thinking

Skéldberg (2013) |2 LA, 2000 FLEDT VA w32 T A v NMyB ORI, 3250
HERBEAPHFEL TN D, —DRIE, BEBKE~OERICEDY, A /"= a3 Of&
Nra /Iyl -2V rOHLE LTIRADNDRICEILIZZ LITL o T, kD,
DI £ DT A ORNRAZEIEEM OME 720 T, TFA 20 LDRA
NR—va VOPFRE L THRX LNAHIZ/R 57 Z & Th % (Lockwood 2010), D HIE, A~ —
N7 R PCHEOHMDIINC L D, Tus s eV —EREFKEODT GBS O LM
WCOWTRBAMENIEDTZZ L THDH, TLT, 3201, KEOFTYA varvhLs oo ra
HTHDIDEO IZRESINDT VA v XU T ORENE R L, e EmintEzn
722 & Th D (Brown 2008, 2009; Kelley 2001, 2005)

TS X7 eiE, 74 T —0BEBIESLTEREA L, MEMREIT2RS, AMH
LOTFa—FEERT LT Ia—FThY, TAxPEREDORNTAZERKL, [MazLEe 4
Ll [, @ik, ~—r7 47, NRBMTELFR, %2 O], Zhs “HAIESN
T, EEBEL, MUENICEMRL, THICL>TA / RX—va i hE 5252 L) Thd
L XD (Brown, 2009), T A > % 71X, Design School at Stanford and Potsdam (D.
School) X, KED LY NT 4 L TE4THD IDEO, 7 4V v T ATYA UL LR,
ZTOREFIELHH LS L TE /= (Gardien 2006; Brown 2009; Plattner et al. 2009; D. School
2011),

FHA X 71E, UFD 650 Phase ICk > TEITEND (K2,

OEOOEOEHE

M2 FHA LI UF o TD6 DT AR Y

8) Plattner et al. 2009 L v, FEF{EK,
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Phasel CTiE, ¥ A v 7uvxcs N F—A1L, MEOEKZHET DI E 217729,
Phase2 TI%, %E SNIZRUEBERICBI#E Liz7 1 —/L R~BIIL, BREIT/R2O> LT, 4
HA~DOREEEHL, 2—F—2 AT — I RN EX~DLEEBL 2 LE2ITR I, FDH%,
Phase3 TiE, Bl LGN HERET —LNTHRE - L, F— 2N TORMERR~D
BE% T %, Phased TiX, RS NIBEILIES W, ZRRT AT 7 AT 5,
Phase5 CTiE, Al S N7 A T 7 kx0T v v 24 7L L THREMIZERB L
Phase6 TIIHfES =7 m M Z A 7 DFEE, FHNi%1T785, DX 57 650 Phase D71
TAERD I LT, REINTZMEOHML G, RIEMOTEMRETEZE LT, REHEREZX
LONTHA L « R TOT T —FThHD, £z, TNHLOTRERAIERNTHD L
IZBDLIRLTHLIN, EEROLTIE, Zhbo7avAz2861H, KEMIZITRI Z &I
£oT, 2P —RRAT =V HRAVZDORD DTS Z &, THA L F U TORUT
HDHLEND (Plattner et al. 2009),

CDEIRTHFA X T OT7 Ta—FRNREIRETIHT, TNETEERERLT
YA T —DORENRKDOEND L DI >TETCWAD, Vermaas (2013) 1%, TV A oFr
TDTTa—F T, EROTVA VEBLIR, LVEH TR REREZ/RORAT — 7 RL
K DFRE RS D MIEERH LTV D &R, ZOEME LT, =20l AL T\ 5,
—2HI, 7?47ybﬁmmmdﬁwmmwMMmmwmwmwgmmmmw%>K@ﬁ
LTWBZEREL, FHFAF—2ZOMBEOMRIHESES - L TH”

ToOHIIE, BENRA ) R—=varERDD I TAT b ERMRIC, WA ) R—
VaviZT YA T2 a2V —DHFETH D, 2—V —ITMA O A TR OEE T2
IFIETH 5 —J5 T (Hippel 2003), Hy7zHD=— X & HFORGELIFEOH T LGRH#T
HZEDTERY, REFHRMFEETHH D (Verganti 2009),

=2HIE, YaYs FOYIBEEND, BEINDHMERICONTOREM & FBL AR %2 K
HHZEITLST, BN, ) _X—2a VORIMAZIELTLE ) /lREEZFovx Vv —
DIFETH D, ZOLI REMMEEZLEY) 70V =7 bOR TR, FIZFPA F—L AT =27 F
N DR BERO P COLBOBMERFOZ LRARODOENTVND, ZDLDOBSND,
Vermaas (2013) Tif, Xkl Ea—%2@L T, THAF—L~x Vv —L OB OIBEMRE
EHRHETIODT L — LT —7 ORFEEFT 2> TN D,

9) “Wicked Problem” & i, Rittel and Weber’s (1973) O EFEIZ L X, TR%ELT, FELTEY, @&
WTHZ LT EWREETHD D, %< @%éﬂ%ﬂ’ﬂ;&;&fzbm‘ &ﬁ‘%ﬁbb‘ﬁ%@%%(ﬁfcf‘ﬁ%ﬁj Tb
5. ZOMMOMBIZERITMRT 52 ENNEETH Y, E7oZ OBBEILRER & TR CERT 5720, fif
WDT=HDY V) —ADESPHEET, M2 AENT 70 —F TR+ Z L OHERNEETLH D
(Rittel and Weber’s 1973), HERDHSIZND TIELW, & LT Mz ) MaREd 52 LI3ATHE
Th Y, EHENLRFETIIROVAEN RGN RD b5, 2 b OREE, Il-structured (Simon 1984),
Paradoxical (Dorst 2006) M X512, ZHETHARRFEOFH Tiam s SN TELMBETH D,
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3.1.2 Design Thinking D THF 1 hZ A 7

F7z, RO LS, BRARAT =V BNAVE, w3V v —, TYA F—HOBREE(ET 72D
W2, AL v 707 7a—FTiE, BBUICEZ 0T e M4 7RHnbsn s,
Rhinow et al. (2013) TiX, 71 ¥ A 7OHEENZONT, LTFD 3 2OEFZEHRL T\ D,

—oRIE, TYA L TF—LOPTOMAFEALTFER LRI MNEL LToOKETHD, Kt
DT NEATNE, F—LNTOHFOEVICE D ARHIEEL, MAOBEBLOTF—LHD
HEEEDDIBENEESTND L SN, HEICED 7 4 — Ry 7 2HEMICRBT S LT
F—bDTAT T AT AZETHIERARETHD L IhD,

ZoE, 2Pt OoMAEERE 22—V —DLOEEERTHAE L LTORETH S,
=P =0T M A TOERN S REOMMEOHRES L Z L ¢, BiENka—HY—Lr 7
ATV MZEVIESS ZENARETH D, ZOLHIREMNTT e "I A TEHANDZ LTk,
THA L XU TOERBRFIZFZ——0ar 77 A NeREL MBI ENRFRETH S,

=0 RIS E T — 2N DNN— S —IUR R DM E L L TOREITH D, = DHOBLAT
X, 7a M E A IR ORE AR T RN S D, e N E A T EFET S EICk o
T, THER WS E R T, MZERL, EX3EBEEINIZON] Loz 8RlHLMMNCRY, %
FUT &Ko THIRR D 7 o — LS AR IAR L, TRREEE T 5 FIREME & FF > TU 5 (Schrage2006, p.9)

INH O %EE LT, Rhinow et al. (2013) TiE, T A v rF o roryuay=s Mo
ST HEEEDN, FOoXHr%7a b2 AT E2ERTL2O0ITONTHLNZT S0,
Hasso Plattner Institute T/T72bon7=7 0y =7 h~O&INE, THFA U I—~DA v
ZEa—IlkoT, 36070 hFATOBRNER LI — FEER LT, AlHS4L7z 36 D
A—FRiX, R2D5 DOHBIIHHESI, TNALEEBHICHWSZ LT, 7my=s b,
FhTmY =l MDORT =7 RVE & OIGRBRE D D FIEORRB T8> T 5D (% 2),

FHIR D 2R FHEL VRV IIBIA TR Y 4 TOERER

Xplain BUR ORI S 2 T 5 - DBk &h b 7o b2 A v
(FAA)

Xternalize |F—LDT AT VT 4T 4 BN & BARICIBAED 728,  F 7 X TRl 72 B RS
(FHifk) DTATT eRKET HledOTa hF AT

Xperience |1 —V—OFEND, BEINZTAT TRV Va—va s 7 AML, 2—%—N»
(R5) LD THINET =y 7 T5700Ta N T

Xplaintobe |HF="FNZLNEZ AT, ZTNETNOILARTED LS ICHFET 2052 MRT 27201, &
(FE) KR TATTEY Y a—va v a2RATIHLOOT 0 v AT
Xploit HAfm, REM R EIEZERT 7201, WEEZT A M 52007 a hF A
(FEH) vy

£2 FHLALLUELHIZEFETO ML THERED 5 D0 “X a0

10) Rhinow et al. (2013) LY, “EF{ERL,
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3.1.3 Artistic Interventions

THEA v R T aG L LTeEn % < R 62 KE &Ik RIS, BN T, 5
T—=FT A AT 4 v « A4 H =~ g (Artistic interventions) DOREARAIRIE SN TV 5,
T—TART AT A B =g F, EieEET 208 (e, BIRES) 2~
FPARTEHREATHDET —F&~F DAL FOBIR L, EIFRENF LT L%
WLz, vV vy —REE, MBSUE~OF e RIAROER L VS BRO ZSOBA %5
ALTWEN, HFEFICEERINTHDDEZHEDHF TH S (Austin & Devin 2003;
Bjorkegren 1996; Gagliardi 1996; Guillet de Monthoux 2004), RENT —T A AT 4 v 7 + A
A=y a VEEANTLIEBE, T—TAAT AV A X —_yarz@Elc, &
B (otherness) ] ZEW ANDZ & Thb L S5 (Biehl-Missal & BerthoinAntal 2012), 74
I—a yNTITRONET =T A AT 4 v 7 - A U F =23 DOFERN%E 5 LTz Grzelee
and Prata (2013) I[Z XL, 7 747 > FOMBRIIRMEESCH/IMEZE, AR Oc Th
v, FNENOMBIE, OF2FARAIERN R e A 2R KT L, @7V AT+
T3t E R, HFEORREICEKKARBEDEBARETN—T a OEEIE B E LTE
ATHEMBRHDZEEZHLMILTNWD, RERT T A AT 47 L F =g
VEBATLHZELICEY, MkE SIREOB OB ZO0mEN VT v v’ $52
ETCHRATDHZRNX—%, BT AT T, MM EdREhorbnol, IOEE
VB ST L O BMREE DTE & L CHI & 415 (Johansson-Skéldberg & Woodilla), # Z TiX, i
BOANEERLEF N—v a VOEMILE Vo B E XD ERARTHD EEND
(Grzelec and Prata 2013),

Johansson-Skéldberg & Woodilla (2013) TiX, 7T—7 A AT 4 v T ~ A FZ =X ay
BT 2FF SCROBFENR L Ea—%2@ LT, THA T F T T—T A AT 4 VT
A By a EOBNERHLNILE, ERELT, THEA oI 707 rE A0
FTIE, OF VA F—iF, BNV —YE T e 72y a UPDESIT & TERL, %
TRMEN R N— A IENLES T HRE TRV L, QF VA v vV OEBREET
A F =L BBETDHE, 7TV EEREFEDRWT FA v R U TIIRERRN— g
ThY, BRI THLNDITFA T —OSEELZER L T D 2L, QEROBTS LD
iy, THVA LR 732 TOT oA MATAH -7 07w AL LTEETRET
by, Y—nFy FNSIELGNLIRILEINTZBEN 2O TIERL, LVERENZ2LDOTH
HRETHD E V) ERERHINT,

FIEE OB AL, Soila-Wadman and Haselwanter (2013) 23772 > 7=FHFIoHTICH R o7,
Soila-Wadman and Haselwanter (2013) Tl%, 2V =—7F L OEG#METH S GREEN & 7 —
TART AT A F—_ v a e HEET HMTod D LITTL 237 o 7o 61 & xF 412,
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A VA 2= BB EH ST 21T o1, £ TITRbIET—T 4 A = U—7
vavTETAF— U= a vy T OMFOSHEBLT, THA R T ETHA
VRV AL NDOERAEDOB SO KNI OW TR L TV B,

32 H—ERXTHA > (Service Design) & xIRIZ LI-FFEEE

THEEB SNo20H HFREHEIRO—2 L LT, P —ERAT WA 2 EXRIT LIHEEIEA T
FELTWD, B —ERTYA CORFERTIE, K& ST, LY BRWEEMEOAEE H
LI —E AT A U OBRICE L COM%E L, BRI E1T O B0 ZFEICY TS
Nic, IWFEOFwHRRE LT, —vREeTaX s he\y r—U 0 7 LT 5 PSS (Product
Service System) D BAFE FIEIZ DV T OISR, BEEEBRDT YA > (Experoence Design), J&i
%L AndE L OLAIOWSE (Co-Creation) % XFRIZ LIZAFFEN PO TH -0

3.2.1 Product-Service System

AT > Wicked Problem ~D—->DfEkFE & L THEH SN T 5 DA, PSS (Product-Service
System) DOREEETH 5 (McAloone et al. 2002; CRISP 2010; den Ouden 2011; Sturkenboom et al. 2013),,
PSS &1E, BV —EREMAGDOED LRI, HEHE~OH—-DOY a—Ta bl
THiGE RSN D2 WG - V—ERDZ L THY, HEE kA BRRBRMELZ 525D TH
% (Goedkoop et al. 1999), PSS L7 a/ A ¥ —N1 Y — R & HF/NRIZ LR S, 2—F—x7
ARY A, WEREE, I A NOENENEEELT DI LDTEDAN—RERMET L
DOTHY, TOWEIZX, aI9FRL—T 47+ Xy MV —JOEXELE LTS (Mandell
2009; Ouden 2011), 2 TR L —F 4 7Ry hU—7 %, KFEHR e =TI LF—%FH, 27—
I HRNE DHERFIZ LD HHOLHRIZ L > TFET L, Z0L57Fy hT—Z7 DT,
AT — 7 BN, Wicked Problem #EFz L, HAEL, WV MHIe/zdIZ, TNENDOEME
RO Y —REMAEDED L EITY, FOMEOHMERSIZIWNT, TS @
TE 2 F5o Z L RIS TS (CRISP 2010; McAloone et al. 2002),

Baha et al. (2013) TiX, THA T —REDLICaTRL—T 47 « Fv NT—7 OIFEHL
DYDY R — N E4T72 5 ODIIONWT, F—ApH %1772 > T\ % (Baha et al. 2013),
AN, AT O VAT 4 TEEEXET DT T A THD, Creative
Industry Scientific Program (CRISP Wy o HCiThbhiz7aeyes hO—>THD, Grey
but Mobile (GbM)'™® 'Y 712« & | & %4747/ > T\ %, Baha etal. (2013) Tik, 71

11) CRISP HP (http:/www.crispplatform.nl/)
12) Grey but Mobile HP (http://www.crispplatform.nl/projects/grey-mobile)
13) 7my =7 hTiE, TBFE YT 4 LHET 54T X OEMBTO-ZISMEZDrTIZONT) 27—~
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Tz NOYIIIAT IR b Y — 7 ¥ a v T ERGIIONT EITR, TYA F—DMER LT
W OO NRy XY — AT bR, O Wicked Problem % B - B0 #lde7= 6 D B AR
(7205 & BES) 2 FFOTHEN e AT — 7 TRV Z I G, BEL DT 7 4 — %K E AL Z LN AR
ThdZ L, QMBAEEEORIEKIZH D2 v b A OB, HEFEN MR IND
Xy NI = BHET D ERFRETH D EBRITN B,

F 7z, Valencia et al. (2013) TiX, PSS O TH, IEFEH I415H Smart-PSS OREE % HL
VHIFTND, Smart-PSS &%, MEMAUUE, L, T 57201, v~ r7unFyr, v
TR =T, B SO THERENZ G PSSOWATH S (Rijsdijk and Hultink
2009), ZNETOTHFA v RV A MIREOHEIKTIE, Yuy 7 beh—ERADTHA
ITENENRRDHPETHEONTEZZD, T 560 Smart-PSS 27 A 35 HIEDOWE
IR CTH D, T D=8, Valencia et al. (2013) Tik, HMHFZOSMIZ LD PSS o
DR EROER 2T~ 72, BARMICIE, Smart-PSS OER Z¥ERT 5720, HMFIH
LTS U ZEa—ET A MEITRV, ZOERERE L, FMAZENRAT Smart-PSS O
=29 thOW, TNENOWRBROERE 7T 7 4 v 7T FAF—IC Lo THREL, #
DBENENDA T AN EFPTEIEIZ, 16 A\OA U FA NI TATHAL F—RNEOERE
SHE LT, TORERELLT, ODarya—~v—-+ 80— 22k (Consumer empowerment)
@Y — 1t 2DOffEBI{k (Individualization of service), @ = X = =7 ¢ J& (Community feeling), @Y —
' A D B 5- (Service involvement) , ®#L Y, O FF A (Product ownership) , @l 1] 2 47 KBk (Individual/
shared experience) ¢ Smart-PSS @ 6 DDA H S 7z,

PATFIX, Smart-PSS O & FHR, REMRFHUZOVWTORTHD (£3),

322 =7 AXRY xR « FHA 1 (Experience Design)
TFEDORFEREOHTIE, LY RBWEIRKE (Customer experience; LA T, CX) ZAIET 5 =
LICE- T BBEORA YV T ¢ EHPFEMEAERTLZLICESNRNYTHNTEIY (Badgett,
Boyce, and Kleinberger 2007), %72, Vargo and Lusch (2008) Ti¥, RBRAOMEIL, HEOPHE
BRI AEM T END b O TIERL, EANRMEO—EHTHD L sh, CX ZRE L
DEEREEIEEM L T HHNILE->TE TS, LL, £O—FT, O EOEBRIC
SNTIE, +ICEEEN TE ST (Klaus and Maklan 2012), £7-, Z DR HE & D BIRME
WZOWTIEL BB TWARWNWT EERH I TV 5 (Ding et al. 2010),

2, PSS EZIEM L7727 A 77 OREEZ AR T bz,
14) JU3C “contain information technology (IT) in the form of, for example, microchips, software and sensors
and that are therefore able to collect, process and produce information”
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Smart-PSS OFfl | Smart-PSS DEH L) HBI DA &R
OH#HHFICT 4 — F|WiFiBody M3 2 &, @K OKE L BMI LA &R
Ny 7 %5%, a7 |Scale 1% Sh, FoOF—Z1cw LN RE BEIc
U ERIRTHZ LN TA4—FRRy I FTHZLENTED,
<x%
@Y — B A DOff | Laundry a4 I R =AWy —E2ThY,
9y a—— . |HRILZED Z LB T| View 10 HOaA T R —OREEXRWEMD Z
IUNRT—RY | ED ENRTED,
iTunes 17 77U OFLRe, FERABAFHMI S, Ziic
KoTHA, FHTINEI NERIRT S
LR TE D,
OfE A D =— X2 > | Amazon’s BEERERY AL Z L2k, ERoBE
+% Kindle'® |ICH Loy T r YR BETHILENTES,
Offl # D =— K12 % | Green H— 2T VT —EZXThY, BEER
T2 Wheels 19 | (2H5%, O BBEOESRNEMS 2
EMWTE D,
@B L 7 1A X — | Amazon’s % IZ Kindle D2 I o =4 —3 g UK AP
DX—F ¥ )L A —7 | Kindle FIHLHIET, BELETu g X =Lk
(= VAYS) BRI A BT U a VR ATREIC LTV B,
P =AML @ = —~ > F 1 7 1 | Philips BARICFINT 2, @lmE Ozoo—1e A
VETIva v Lifeline 20 | Th Y, BARFIIRZ > &3 L, HY4HFC
EEEENORNY, LEICADE TER
P —ERADOFEITOND,
Nike+ 2V | T—AEBREL, EHZ LT, HaRHLa
2T 4BMENPLDA v —U R T HL
HTEBTED,
BEF EDOSR25, | Wattcher 2 | £ ¥ —2 A5 2 LT, FRENO =X
a3y g | THH FoOWHRETRLT 5 TE 5, 232
R = ST AT AT AEEHET LI ENTE, il
DEME LT D2 LN TED,
TR L DO O | Amazon’s EHRERAICL 2 —EA0B b5k >
Y=Y AR | EHAIZIE X 2 AE | Kindle T, EROEMEAER T LT, Kk
bi| 179,
BENH Y, %W | Green BEEFAL, BENA T T AEITRD
B O BENFTATD Wheels WAL, WREZFTAE LRWEERH L0, £
m Laundry H o bMHOBICE, WENEEOITAIRE
View 12725,
@ AN T 5 — ) T, | Direct FERRIRRE 2 08 T 5 72 D8 ARl 1
TS - e P EHINTVD Life 2% 6D ThD—HT, ZTOERITILE SN,
- Nike+ A3 2=T 4 PB T4 — NNy s EHBD D
EMNTE D,
% 3. Smart-PSS D - ERERRMLEBFORNBT L
15) WiFi Body Scale (http:/www.withings.com)

16)
17
18)
19)
20
21)
22)
23

iTunes (http://www.apple.com)
Kindle (https://kindle.amazon.com)

Nike+ (http:/www.nikeplus.com)
Wattcher (https:/www.wattcher.nl)
Direct Life (http:/directlife.co.uk/home)

Green Wheels (https://www.greenwheels.com)

Lifeline (http://www.lifelinesys.com)

Laundry View (http:/www.laundryview.com/lvs.php)
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Klaus and Edvardsson (2013) TI%, R¥EMMEN CX ZANEL, MRS & B2 K ET
HZEDTELTL—LT =7 &ENT H72IC, CXICHE LR E v A T a s
TLERET D 2HOLEOYR Yy —IZXH LTIV Ty K ewF Y — T —F%
MAWeA v Z Ea—{EEITRoTo, IEATRoTERERE LT, OBK OMEORHICES
W AER R OVERR, OMEOBICE DRI — AT AT AOHE, QLANT X L 1lifE 4
VY —RA LU, BEOIMVIALELZEEL CKEIEOEHR & LT Lz, &ki&iL, Zhbo
PR AHLY A7z, Customer Experience Strategy Loop (CXSL) 7 L — AU —7 Z{ERk L,
Fk L ORRIKIRE FiEE R Lz (M3),

S DR il
[ R DR REROHR H LRI H 9 fFr }
A
S ~ORE DB 0% ORI E I L
T4 — RNy 2 —T DAl P—ER - VAT LOHE

3. Customer Experience Strategy Loop (CXSL) 7 L—L7—4 2

ZOMICH, HExBRBEE =R LBEEDOKRBROBERZ MR LIETEN Tl TR Y,
TRUNVERDF T v~—0y FERRIL, BEOBALETORREZ 7 —ET L
(Csikszentmihalyi 1990) % AWV T 7 L — AU — 27 ZAER L 72WF5E° (Bassi et al. 2013), T A/
7774 =% Wi, EmEDOA—NR—~v—4 v NTOBEBERROT ¥ A (Qiu et al. 2013)
DWFFEEP TRV TW D,

3.2.3 Co-Creation

EEDOYF—EARIF > hrYy 2 (Vargo and Lusch 2008) [TfAFR I N AP —E XL ZF A
B L ComFgE Ltk pifst L o758 LT, Klaus and Maklan (2012) %, ¥—E A
VAT AOFTOL—W =R T — 7 RV Z L RFEL OB OMIEDIEA] (Co-Creation) D&
BEFTEY, =RV AT L%, BEACMOY—EAT AT L LOXFELZE LT, il
MELIERILEEZITR D, HEW, BENT 74— ARFU M) Y—2R) &, T7 7 I9—%
DD Y v —2 (A5 FU Y—2) ORI ThodLEHRLTHEY,
Ojasalo & Keranen (2011) Ti¥, HA|O#EEE, OMEOILA], QR GOILE], @4 /7 ~—

24) Klaus and Edvardsson (2013) XV, ZEHVER.

25) JE 3L “we define a service system as a configuration of social and economic actors (operant resources),
technology, and other resources (operand resources) that interact with institutions and other service
systems to enable value co-creation, including value propositions and shared information (e.g., language,
laws, measures, methods, etc.).”
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vay, THEAL UORAORR D =>D LU AT 2D CoCo 7 L —L T —7 ZH|EL TN D,
*7-, Kernen et al. (2013) Tl%, EFEDOEIRA LORT—IHRKLVE, a—F— LD
B 2R RIICERBT DY — LT D CoCo Cosmos ZBA% LT 5, Kernen et al. (2013)
TiE, BtoB 3 3 tha MBI — A EITV, HAIDO AT - OFEZITR> TS, £
OFER, ORMMRBERIEEZIESL-OOF Y =T — 3, QMR XEE, OF% &L DE
W7eat, OBFREE LEEO VR ARBROIM, OIKLE —E 20T A U ~DOFF
DB ZIAHD 5 DDOIFID R Z — PRI ST,

3.3 E{EREOT Y A > (Strategic Design) ZFXIR & LI-HZEE

HEIEAD T o OAFFEREE T, BMIBAIT VA >, BRIEE W oo — T — R& DS, I
L OB (ambiguity), BEOT VA I v 0T 4L W\olr, THA UK E 2N
WZIEH LTV L 2D HERE OB O ENEmO T L Th o1z,

3.3.1 BREKAYT YA o (Strategic Design)

Topalian (2013) Ti&, THA D77y aFAnb x5 LEOTE HREKRIE~D
THA COEBIZOWTEREZ Y TTWD, Topalian (1999) TiX, THA DT mT7xzv g
FMEE DTV A L OIKE~DOREE L ZOEIKIEL, 6 DOLNVTHETLHIENTEDLHEL
Tnd (F4,

Level 1 Contributions to strategic thinking

Level 2 Contributions to business plans

Level 3 Formulation of design strategies and corporate design plans
Level 4 Formulation of design programmes

Level 5 Interpretation and evaluation of design-related data

Level 6 Supply of raw design data

K4 THAUOREBEAD 6 DOFHD L AL 2

THA U EBESERONERBEVLNLTE, TS 0T a Ty a g, %
DT AT VT 4T AICREREBERITTIT TR, MEEED B BESCEAN R b
U— 7 BRIZOVWT B E X, He R OB RINE L/ 1O DR EIEET 5 2
ENRHfEL D, THA DT BT 2y a FLVOE _OFERO LV T, EVEAADI ¥
Toal, BAE BN, FHEAFA L, BT A Z LICHMT 5, BEOLERE, Hilt Y Y a—
araFET 5 0DRHAEREL, MIRREDBERIREICKEL 525,

26) Topalian (2013) XV, ZEH{EL,
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BZOULVTH, THA VIS a— R L — N7 CEHBOERICEST 5, B¥Eoh
DL OFERE & B EAERANMERES L, TV A > BAE L I o EEME SRR S h, PR A
HIDbLETHFAS DT aT7zya L ZOMOMMARREINLZ LRy, BELEY
V= ADHRE SRS D ENAREE A D, BUO LT, REOREDREICHES
X, TYAL T IEEEAMT T2 THlETD, 2ROD L~ EBRERICE L T,
REORMN TV A VHEIEE LTETINDIHDOTHDHE LTS (Topalian 2013),

T, REOTFA UEDENET D LIE, ZNETHLODDOIFETHRE INTE T,
FEOT YA Uik oL A RICEEDT I A L RES DIFEE 442K LT~ Hesket & liu
(2012) #FFETIE, BREOTHA VENL, OTFA LT V2T R ADES, @QE VR A
N~OERRE, @F V1 »ONEfklL, @71 oBRILE, ©F V1 7 re20is
E, OREOHBILD 6 2DOT 4 ALy a VT HIENRTE, TREOIIENKE WV,
BEOTIFA RESINE W E Lz, [FEEIZ, Design Management Europe (DME) Tix, OF
FA LT VT FADRS, @F VA AGHOEHEN, @F A r~Dy y—20FY T, @
WA OT A OFEMFROIERE, @FT A 7 m ADREED 5 DOREEE K,
BEOT VA LRES OIIE R ER LTV 5,

b DO EEZ IS, Storvang et al. (2013) TiX, RE¥EOTHA L HENZE, OF¥A v
T T FRA fEEOHOHENRTFA TONTEZLDD), QRED T T ADFTOT YA
VOBEEE (FHFAUNEOT R RTERENEDON), @a—HF—L DT F =T AL (&

TFTHFL YT ILT R A

HEDST PA AZDNTEZ DD
2 CORHR WE T at AOHTOH
A ERZOk v

FFEOHF FPA L REDT a Y ATERENB0H

HElE &~ R A

A/ R_R—=vav-Tavesh

Ry TR A b
R T
AIREEDTNE Wik

ALAY T EOY—E R LR OUGE
=TT

HETIHARN

TYAF—%
FERLT
VR

THA VHieS) T —
FHA L ORBREOLC 7o
T2 DIT WD DN
fibivcns WHEN S
LTns FHAF—
TI)aT—= R T )=

SN

i
DB T — I AT N—T
PSR 7 v A~D BN

YT IAY—RIT oA ) _—ay

a—H—aIa=54

) Ro—

I—HF—LDTIF—=IRAV b
LOIHCa— =D 00

~— v hRYT oA ) _R—=v g

(e, )

TRV T oA ) =gy
(EVay,~—Fyh 77/ nv—)

) R=yay - F543—
fIRA ) =2 a L ZBREIT D D

4. REOTHA UF v RS TFA—DTL—LT—H "

27) Storvang et al. (2013) LV, ZEH{ERK,
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DEICA—F—=BEETHD0), DA /=g« KT AN~ (Q3A ) _— 3 v &E#T
0N, ®F FA EES) (FHA ERIZED L ST RPN TNADD) O 5 >OFEEE B LT,
BT, fERESNIEEEZ R, Tr~—7 OREMRT VA eIt L T, B¥o
T WA VEEINCK L TOFEZITV, BENSINR LV TT A VEIEZTRD ANLDET
DXy Fv—=2 L LTUHEHT2Z2LDTEDL 7 L—L0 Y =7 OREETRoT- (K4,

3.3.2 WEST WA F— LN T VA F—DIEH

FTA VB OSUIRTIX, TV A VE, £ET A NSO S B ST (EiE
) AT 200 E WD BREE, ST A VIR ERET D ETEERERETH D,
WET A T —2 AT H5G, 7 A T PO T2 58%E2HeTo2 81k, @&
BB IR FOHIESe, V—REA LOBVEDL OREEZT5Z L1275 (Moedas
and Jouini, 2008), F£7z, T YA F—ILk L MPAMONT L F Y —L LTOEEZF > T
% & &2 (Beverland, 2005; Veryzer, 2005), Z D X 5 RBURTIX, TV A F—I2ix, HEES
MSTHEZFSR SN DAEN LV b, Wil ~—7 T 4 V7 OBEHIFET D, ke LT
DOHERHEEL TV D LR X OND, TO—FT, T VA F—0iLAIE, MikoFRic
FRENT, HfEeT7 AT TOWEEFEICTL SN, £, SMBOTV A F—1%, ik
/% (Knowledge Broker) & L COMIE ZFiH, FHFKICK L CTOMBO M A FFbHiATe Z L1
X0, HxelE %4 H7-59 (Hargadon and Sutton 1997),

Perks et al. (2005) 23MT72 o7/ — AT, AR HHA 28I B TG G, S
WMOTHA T =12 L0 ILFEHEREREHZFF>TVD 2 EBNHLMNZ SN, £72, Chiva and
Alegre (2007) TlE, MERIZFTBET AT A T —OTHFA LV AFAVEDOT AL LY VY —R &
MEBECOTIFA v ARY v ay (FPA HMonE) & OMOBERMEIC OV TIREZTY, WH
T WA VM Z RO RETIET VA T — DA MK L TEAZBE VTS Z B LI
720, INBT VA F—FIERT BT, TYAFT—DRAXALNDT AT 7 RAIENE &
W RICHEAZBENTND Z EBRHELMNTR ST,

Moedas and Pereira (2013) TiL, WNESDT WA RSO T 1 F— &4 2 D 8k2%, SN
DFHA F—%FERATIHAOBERBREE LD L IIITI ONITONT, 7T O0MEEFRIC
I ARART 4 &fT ool FERE LT, ATV A T —%IGH LT/ ~—
varvEROLIEERHY, NET A T —2IEHT 2 RELLVENR A ) R—va v &
RODMEMPBH D Z RGNS,

3.3.3 HRME FOBEREME (ambiguity) O~ 3T Ak
Nixon and Lingo (2013) T, BE EOEEBRM (ambiguity) (ZDWTC, BFFEETT-> T 5,
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BEBRME (ambiguity) &%, RREEM: (uncertainly) & #7220, BEFORBEICR LT, hoHH-
RIERE/DZETHREIND O TIERL, AT —THRVETRTF—LNTOEAA—F
IRMEOMREVE L THMETH LD, CUVRARKIIEHTHY, MkDOT 7 2 —13AH
T 72 BR S\ IS L 722 1 AUiE 72 5720 (Rosen, 2000; Martin, 2009), =D X 9 72 RS BRE R
TA I _R—3 g U ERAIHT B 7201018, EROEMSSE, ik Ry FU—27 Oekh b0
REMARRE R T D MLEENRD DD, T I EEOHMENTFEL THRY, U —F—53Mh
DOEAGEHCR Yy N =T Enb NBELE LTI, TOBKEE~X A M5
TEPMBETHY Y —F—y TOEEE LTS T % (Long Lingo & O’'Mahony, 2010,

Nixon and Lingo (2013) TIX, 7«4 7T /7 4 7 KFED MBA OFIET VA > 22— R |ZHT
BT 55N, EDX 52 U TEEME (ambiguity) <3P AL FTHIENTEXLDNITO
WT, a—A07 vzl MIXLTOBELES X b a—5fAVEZ L THLMNI L, &
Wram LT, Bt OMEZED 57O ORDEROBEBEME, @RS SR O Bk,
OHBOHEED T ot ADBHEIED 3 SITEFRZ L TWVD, T DLDOBEBRMEICH LT, FHA
VU R U TEOT AT —OFERERYAND Z ETHRRTHZENAERTHD L LT,
BRMIZIE, EVaT7 Ao 7RIy N r M2 A B 72 AW EBRRN R ETY
ANDZE&LTIRD Z &Ik - T, BHRHEDOERENFETHD ELTND,

%72, New & Kimbell (2018) TiX, A v 7 A 74— NRFT{Tbhiz, Hiligmi
ETHA T —, arP AL F ERBINT AR — AT U EARNE LickFE T r
T hDBMEBENS, THAF—Lar P& DR (empathy) DEWIZTDOUW
THRTNWD, THAF—av Py NORRDLZR[ELT, F—LT—7 OHRTORHIL
EEETDHL L, FHPAFT—REOBEHIEIC S L TOEWEFARE 20 LT\ 5, GH1
Rarhg s M, BERRL——Zx L COAHMRME D, Rk (cognitive
empathy) Z HEL T 5 b O D, FEIE K72 H£IE (affective empathy) % BB L 721y New &
Kimbell2013), =D —}5 T, 7 FA F—I13ELM 2 MmH» 5, MR & ORI ILEE BRI 5,
BERRPEICR LT, v P uZ y MIBEFEO Y Y a—va U ERICEEZET 0I5 LT, TYA

—IFHANCHESNEZBEMO Y Y 2— 3 o TIES, R n Yy 7 E2HCT, 794
Ty hEa—F—ORICH TV ) a—va VEBRTERNBERDL R THD L7,

¥ 7z, Eisenberg (2007) 1%, BEBRMEZRENT 7 —F & L CHBH L T35 (Eisenberg,
2007), & 2 TIE, HMEICETE T 2 BRI ORMOCEE R RN R TR0 Z28RT 5 &
Wolz, MEORIRICERLHHARTZLIck b3 2=y —2 g VK2 BRI H
HZLICkY, MBSO ot AL F— A= 2ADKENRF A T 7 ADI{F R
THZENTED EEMHLTWS, Eisenberg (2013) TlX, HERSAUZBEBRMED, TV 1 4l
OB TEDEIITTAT AL FENBZDONTHONWT, vV Fa—t v Y TRRZEOFTYFA -
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7R Tdh % SENSEable City Lab IZxf L TOZ R/ 7T 7 4 — % W TREEITR > T 5,

0. THA o~ A MIRORNE L IRE

B2 Tk, CADMC2013 OB/ LOTEARSHFOL B a—524T70, THAL <RI AL
FrEFTxG L D EBERFERII OV TOHREEIT o7z, AFETIE, CADMC2013 @3k
LE2—DBRZBLT, THA 2R T AL MFFEDSHOFREM L FREIC O W T~ 5,

1. HERRBEHOEL
1.1 FHESEHE NPD) xR ELEHMRBHOER

THA v RV A MIETOF-GBATEONE T, EFER SN T s
L, TOWBRTHEHINDG T B FF A FIZOWNTOMNERFLTH -T2, Fiz, ZOxfbE L
T, BINTEFEREINDT =T A AT 47 ~ A FZ =y a OBRERIZOWTEY ki
7=

TR OMIT T, REOFTORIEAKOT aE ADOHT, THA U HMARED LD
2, COEENSEET 00, TV A F—0EMMOBEME SO X Iy, Evo
TR HLTAT T & 7= (Griffin and Hauser, 1992; Song and Parry), = @ X 9 22 8F42120
2T, EOFHMBBAR O RERE LT, TV v XU ZICE L TOMIERE Tk
PNDREIC /o TETND, THA VXU ITMROOND LI IThoTol e LT, it
KOT Ta—F THERT D EOHEARV, Wicked problem OFFEMNZET S5 (Rittel
and Weber 1973), Z D K 5 7RISR L COFBMDIRE 0 23, EBOWBIC X 2 MRE MR T
DT Ta—FThHETFA L F U TICHEABEZIERThoEEZZbND, £72, T
AR FOT7Ta—FORTE, THA T rT ey MISINT BEkx 2 HA %
FORAT— 7 RV A ROIGEBEEA2FF S Z L OMEMNRRH SN TWD, 20X 9 RynEEIC
XLT, F—2NET TR, F—24, 2—F—LoBEMREETT2DD, Tu b A7
OIERRNEE 25 F E > TV D Z E RSN,

ZO—FHT, BINTIE, TIAT—0O7— b OWAEZER LZ, T—T A AT A7 A
B =Xy ma VZOWTOEMTOI T WD, THA o IRBBERREI O T 7 a—
FTHLIDIZH LT, T—TAAT AT A F =g, BERABOT 7 a—
FTHD L END (Johansson-Skéldberg & Woodilla 2013), ERRYITIE, #ikic 7 — F oA %
IO AR, MU O BFEIRPANEEZ Z S BIR TEAINDI D THD, 7T—T A AT 4 v
T A B =Ry a T, BTV A o 2 S OEREOBLUR O KN E R B,

INHDWEND, W OPORMENETOND, —2BIE, THA v 7 OER
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EThD, THA o —iF#Rmon, EWIRMTHL, TSR ZICELTO
WFIETIE, EEE OTF — AT~ REMGEE AR OB TR SN TWD Z e EMIn Tk

v, THALFT—ZZOFOREO—~ANTHHIZEE 2, Edo ki, THrrvrx s
X, TYA T BELGES, FIEEHWTHBRRZTR O T e —F Th ok, 77 a—
FENBRDN, TYAF—0OBEBHEEZ WL LI-bDOTHHEEXOND, TYVA T —D&%
Hz, 7o NE A TOHREEOFEILOKEI THD L XD & H TE 52, Rhinow et
al. (2013) OHIFETHROND L 7%, Lok Tm EATDHA RT A4 AMERRIZ L
D, THAFT—CTRVWERFTLEZSIZT 0 N A TORWERITR ) ZENTEDL LIRS,
TFTHAF—%T A X 7 ONREE (FVA v rvh—) ELTIRADDON, Tud=r
FORRE L LTOBDOEE OIS THRZ OOV T, L VIESBHATIHEENL D &5
bbb,

ZoRE, TR IcBT 2 EMMEOMEICONT TH D, TSRS
~OHLHIE LT, T—=T A4 AT 4 w7 « A F =R a Y OETIE, ToEMEoxing
FBRLTWAR, BEEE LT, THA v rd o7 EREERICEREOBS Z Y AN b5
BWERH DO, L0 EBRT NS, B, TFA F—07 — hOMRER O L— O
W, A~V A 2 B OME T OO & TE 7228 (Kimbell, 2011, 2012),
MBI DO BB R T 7 r—F L LTTF A v o v 2 v TR R B 5E, EREoBAIL, 3
BRAMOT 7o —FIZZZROLND DO TH D, SESMERIEOT 7 —F 20, [E
RRBMOT 7 a—FDOELLERD LML T, WA - BAMWICHW AR LE X bR
2,

i

12 H—ERTHA > (Service Design) &XRIZ L -HFEIEHDEER

P—ERTHA D5 TIE, PSSO E LD, Wi — R EZMARDEEY Y 2 —
va VORES, BEORBRNMEEZE#R LI AN =R - FTYA 2, R EOHAID
MaEmY BT,

ZOSETIE, B, BEEORA YY) T 0 LGB EEET 2720, EREEERR
(CX) AT HZ LN RDOLNTEY, CXEED XS IZARET 2O NHLINZREm Ch-o
7oo F72, FV RV CX ZAET 27-01C1%, BiK & DA (Co-creation) DBEEA ETe, ¥—
CAVAT AOBENLETHDHZ EBREMIN TS, £, ZOLIRY—ERATAT A
DOHFTYH, FEER D, MEBRRE O ZHAE DT PSS (Product Service System)
DWW TORFZES FLEINCAT R TV D,

PSS ICBA L CTORFZETIE, PSS OEEDOE-DICHER SN a2 TR L —T 47 « X FU—
7 OEBEVER, Smart-PSS OERIZOWTDIISERITONIT, e R AT — 27 RVZ BB
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L, KEHRE IS —2 BT 537K L—T 47 « Fv hU—2 T, TFAF—FA
TR — e T2l FEERTHZ EI2E Y, Wicked Problem ZERfE L, HY #lie/-
DIk & RN B FEOWIEM I AT — I RNV Z OHIING, Lo d 7 72 —5BEXAL I LR,
MRS, Iy PAVFORNER Y NT—7 ZMHET 52 ENARETH D,

Fo, T ARV ZUR - THAL OB T, BEOKRBRMEOAIEIZIX, OBEOMIE
DRI EASWIAERBEOIER, OMEORFI GO —E R AT LOHEE, O@4LAHI
WCEAMifEEY VY —RA L Lz, BEORYVIALREZJOERNEETHDL LI, TNHOHE
DR EHIE~DIE AR R STz,

ZONBOWRDOFFEN R LT, TR/ TIFT74—=T T 0Ty KeEF ) —, F—

AAZT 4 N7 b= LU —7 OBGRES, RSWEFEHOMIENZ ATRbhTnD Z &

NFETFOEND, ZNOOMIEHTEPEHINTWAEE L LTE, Zo0H0MRIRELE
FWHFNREMCHY, HBEOREPBIEI N TRV EMRZETF 5N 5 (Klaus and Maklan
2012),

F7, PSSOMIETIY, 27KV —TFT 47 « Xy NT—JDXO%, =T 77—
FERAT2RPEMINTNDA, CX OWFELES, LAIDSE T, BEOMELW)
RETF—HLTWDIH0D, =7y V=228 T27 Fe—F &, 7a—XF
mFy M= BIERATARANGEET D, P—EAVRAT NI =T RbDOTHHN,
DORAFEIZONTIE, EOXIRFEE LDZDONEV SR YL, RFTRETHDLHEEZEZOLND,
HAKMIZIE, Kernen et al. (2013) THIL &z, OEMNZBREEIES DD AF Y =
vr—vay, QO EE, QOBEF L OIS E, OFFBE LEE DU AR
OHfE, OWIEE Y —EADT A U ~OFEEDEZIABD 5 O>OIAIONY — %, BIX
CHEROEDEBE TR ANDRETH DD, £LZOMEA~ORAITONTHA BRI LT
WS ESERH D EEZ BND,

1.3 BERHITH A > (Strategic Design) 3R & LI-TFRMEHDER

RIS AOT A OWFFEREIL C I, 8GR T 1 o) BEBRE, T A - — &SN T 1 F—
DIER &V o T &I OV TEY EiF7,

WROT A =R A L MFSETHEE, 71 VI EICREOZEIEORES, =—R
V=R - TAT T 4T 4 DR E VS T OV TR T TE T, £ LT,
AR OERISHT Y A L (Strategic design) OAFFEREILTIX, 7 A & L0 2AEICEAT 2
2D DHIER, REOT A VA DHE L IOV TOIER L E o7z,

BEOWIKHT A X L TOTHFA VOBEBO L-ULIZIE 6 DO L_ARH D & Eh,
THACBERT 2T —ZOIERAND, THFA T al T LORM, T VEBIECT A



132 SEATERREE S (F5 538 H 6 )

7T DERKTE EOT A VEFNOEISA~O BN D, LI EYRAT T U~OEM,
ERISHEE~DOERRE W otz L0 BHANREIERED L~V TOEMMPAETHD L END
(Topalian 2013) .

Flo, TOLIBREEDOTYA LRNE, OFTFA T 72T XA, QRO ok A0H
TOFFA L OEEE, @a—F—LDT o F—JAL b, @A )= gy RIA8—
OF YA L EIID 5 DOEETRD Z LR FEETH S (Storvang et al. 2013), IR T, WHEIC
THA E, TYA T —EIEHTAEETIE, L 0ENRA ) N— 3 v ERD, SMHTD
THA F—ZERTHEETIE, IVRAENRAS /) RX—2a ERODDLEMPH 5 (Moedas
and Pereira 2013),

Topalian (2013) @ 6 BefED L~yLiE, KENMZOT VA VEFANOT A L ERRE~DOF IR,
QA RIS R E D L~V TCOHEBRD DI T 52 &N TE D,

OF A EHEANOT VA G ~DE RO B Tld, Storvang et al. (2013) TR 5H 1
72 6 DORMEDEITENb D LB BbND, HIZIE, THFA LT V2T RXAOEA T, &
TOREREDT A LV OBBAEFROZ DR BENVDENEBRONTEY, ZOEETO
Hilkix, 74 VAN TOEK~OERIEED, THFA DA/ X—=va - RTA 13—
ELTOBHBENLDEEZ OND, TDO—FHT, QMR ED L~V TOEMT
&, VAT U2 T RAREL, THA v EA 7 X—=V a3y« RIAN—LT DB E N
BETHLIE, LVEVL VL TORIE~DOEIPTRONTND EZEZALNDTEA D,

Fiz, TYA VBDOEECIX, WEHT VA F— 0T VA F— ol 2 iE A3 50
BbLTVA VENIBEVELTEY, NEO7 20T TOT VA OEEEOHFIE T
g~ XA b, A )R arTaYay MCESEBLSAEDR, TV CREOREN
LENn% (M4), Moedas and Pereira (2013) ORI A B E 2 L, NET A F—DIEHIX
WER 22 A ) X—T 3 V&, SNT A T —OTEME, L0 SERRS ) X—va VEEIRL
TIHRONDZBOTHY, EOXIRBANEEN, REZHHLT, Mo TY A F—%i5H
TL2ONEVSTHEY, BENTA VEIEZI ANDBICEETHLEEZ LMD,

BARINICIE, SRS ) RN—a VA SN DANRT A T —DIE AL, SR
DRBIZED LT BE G X D0MNE WV TZHER0, SMBT VA F— L NEHOT A
M OF WA F—E2EATNIEHT 2 515 L EIE~OFEG & Vo lc il b, Bt Lo ik
BhbdEEZHND,

2. FLEHERE
LLE, AT, THA =2 T A2 MIEOFHBREZW LT D720, EITHR B,
P—ERATHA o, BRIKHIT A O D IRV B2 — 21T, ZOBEREITR>TET,



THA =X VA MIROSTE LIS (L - %k - \ER) 133

R & LT, Skéldberg (2013) Nk~ 7-4RIZ, ITHFEOTHFA ~vx A v My
DOWFETIE, THA L EDLDONRA ) _R—2a VOFERE L TIRADNLMEIC R 22 &
(Lockwood 2010), 7'& &7 k& H—E R EFEODUF 7 BT B3 O MBI OV CRBAN S Lbh
Wik, 2LTC, THEA VR T OFEREL L, Fic Rk nEEnizz Lo 3
DOBBROEENR KL bz,

THFA TR T OMRETIE, T a A T EAVEASEORES, TRy
TNTOT WA F—0&F & LICEmd T iebiviz, Fig, T4 F—27 1oy
T OREE (FPArvrh—) ELTIRAZON, YrYx2 hOKA E L TOROEEOR
RTEZDDOMNIZONT, KVIEIRFHTILEERSH D EEZEX LD, o, V—F—T
THIETRD HIDBRIED <RV A R OHEA HIE (Long Lingo & O’Mahony, 2010), 7
A F =1L, BRI L COmWEREN 2 /D, Rk n Yy 7 2H0C, 7747k

La—H—DOMOFTHR YV a—ra rEEATDH I IO TS5 72 (Nixon and Lingo
2013), BRA AT =V HRNERSMT DYV a—raryEmoray =y TR, 794 F—
DEDEI MUENEETHD L BBEILND, THA U7 OlikEmiE, AR
HRL Y ANVED TR Y (ARTHFA 2 2014), ZOT7 Fa—FOHTOFTHA F—DF Y
AR T ASOEBRICOWVTHE L TWS BEERH D EEZ BN D,

FO—FHT, THFA T —OEMHEOMEZEG L 2EHABHFEEL W, TS F—Fn
Ty aORTOEFMEDONL—Y2EHBTLZLE, T4 70FEFHL LT
DEFNLISD, BIOEEH L L TEETHIARELEZLND, ZOLIRBELLL, T
AF—=DT a7y a rREMMEOME OZEEFNDONT, PFREIT O LEMERHDHTEA 5,

iz, Y—EATFTFA ORI TIE, WRIOEERL, PSS, CX DRI EwmD T L THh -
e, IhH OBROREIL L ENENOBRMEIZOWT, KVRVBFETo T ~E 72

LEZOND, £17, ZTOEKBA~OHEEIZONTHEEBRFT L TV LEBEERH D L EZ BN
Do

HRRKI T A DT, REOTVA VRN EZEDDLTOD, THFA L OfEEED X

L THT RS> TV OPREZDOFBmDOHTLICR D EEX bLD, BEICE, N7 A
F—OIERAE, SHEMREIEORTEICE DL S ICHEEL 52 200 Vol HlER0, SNET Y
A FT =L NHEOT YA HM, TYA FT—2EEMTIENT 2 HE L BE~ORE L Vo7l
RE, ML TWSBEBEERLDL EEZEX N D, 5% DR & L TIE, Storvang et
al. (2013) DHFFETH, 2—P—L DU F =V A FEWEENL (K5), AR CX

E Vo IR ERIEH L2 L0 22— — DR B LRI ORI L 72 5725 9,

, TEROEERRER E LT, 63HDO®RID I L, =25 aiThol=bOn



134 SEATERREE S (F5 538 H 6 )

%<, AU FEa—ICKHHMMRE BN E T 2mINE < Ao, BERNICE, ¥
Yl FaHRITHYSEIH L TDA U ZEa—%1T 9 HliEE L DRINEHFEL T
oo TO—FHT, BEHE, Ao T4 70— e AW KB EBHEET2 > -3
X3 Th T, BIEEDHFMERS TH D720, EEEI OMIEN % AT DA H -
T, ABOEIROBEICIL, TR TIEZRD Z LIk D, BEmOBELbLETH
LHEBEZOND,

INHOEEND, SHIVEDHRFADITON TN RETHD LB XD,

B b v Iz

ARTIE, THA R DAY MIROREBEZHLNCTH720, XML Ea—%2{To 7%,
BARINCIE, IEFEOT VA w1V Ay MO CTHER S DMIEER R T 6 e T
Bz, % TlE, CADMC (Cambridge Academic Design Management Conference) 2013 |2 %
ENTmLOF—U— REnfrL, Wb b2 50eEE s 2ol r Lz, ZDOHT,
BRTEER &N D 3 SO FEERIC OV TOIRD L B o — %772, THhE O
IZOWTHE, F—V— FoFuEICEH L, Design Thinking % H.0 & L7288 BRI OV
TOMFEfE, Experience Design, Customer Experience # /2 & L7z —E AT WA D
FFFEfER, Strategy, Strategic Design % Hlr& L7-HERSHIT VA » D 3 DIZEEIT R o 72,
D%, B ETIE, MOV Ea—%2@LAEERL, EICOVTIRRL, 5% 0D
MR E T,

(& Xk

Abecassis-Moedas, C., and Mahmoud-Jouini, S. B., “Absorptive capacity and source- recipient
complementarity in designing new products: An empirically derived framework”, Journal of
Product Innovation Management, 25, pp.473-80, 2008.

Abecassis-Moedas, C. and Pereira , J.,“Incremental vs. Radical Innovation as a Determinant of Design
Position”, Proceedings of the 2nd Cambridge Academic Design Management Conference, 4-5
September 2013, University of Cambridge.

Austin, R. and Devin, L., “Artful making — What Managers Need to Know About How Artists Work”,
Upper Saddle River, NdJ: Financial Times Press, 2003.

Badgett, M., Boyce, M.S. and Kleinberger, H., “Turning Shoppers into Advocates”, IBM Institute for
Business Value, 2007.

Baha, E., Sturkenboom, N., Lu, Y. and Raijmakers, B., “Using Design to Initiate Collaborative”,
Proceedings of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013,
University of Cambridge.



THA =X VA MIROSTE LIS (L - %k - \ER) 135

Bassi, N. S., Smart, P. A., and Ponsignon, F., “Designing for flow in online apparel retail”, Proceedings
of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013, University of
Cambridge.

Beverland, M. B., “Managing the Design Innovation—Brand Marketing Interface: Resolving the
Tension between Artistic Creation and Commercial Imperatives”, Journal of Product Innovation
Management, 22(2), pp.193-207, 2005.

Biehl-Missal, B. and Berthoin-Antal, A., “The Impact of Arts-based Initiatives on People and
Organizations: Research Findings, Challenges for Evaluation and Research, and Caveats” , In KEA
— European Affairs, in Partnership with British Council, (ed.) GieldaPapieréwWartosciowych
Warsaw Stock Exchange, Warsaw, Poland, 2011.

Brown, T., “Design thinking”., Harvard Business Review, 86(6), 84-92, 2008.

Brown, T., “Change by design: How design thinking transforms organizations and inspires
innovation”. New York: HarperCollins, 2009. /7 « & « 77 v %, TEHEAER [TV A L EBERN
MREEZD—A 7 _X—=va 28I LWEZH] BIIEE, 2010 4,

Buchanan, R., “Wicked problems in design thinking”, Design Issues, 8(2), pp.5-21, 1992.

Chiva, R. and Alegre, J., “Linking design management skills and design function organization: An
empirical study of Spanish and Italian ceramic tile producers”, Technovation, 27, pp.616-627, 2007.

Csikszentmihalyi, “Flow: the psychology of optimal experience”, Harper & Row, New York, 1990. /" M.
FrvY FINAE, SHEIER [7 o —FBR—E008i45—], R, 1996 4,

CRISP, “Creative industry scientific program (CRISP)” - design of product service systems, CRISP,
2010.

D. School. “D.Schoolbootcamp bootleg”, Retrieved May 25, 2013. (http://dschool.stanford.edu/wp-
content/uploads/2011/03/BootcampBootleg2010v2SLIM.pdf)

den Ouden, P. H., “Innovation Design - Creating Value for People, Organizations and Society”,
Springer, 2011.

Dorst, K., “Design problems and design paradoxes”, Design Issues, 22(3), 4-17, 2006.

Ding, X. D., Hu, J. P., Verma, R. and Wardell, D. G., “The Impact of Service System Design and Flow
Experience on Customer Satisfaction in Online Financial Services”, Journal of Service Research,
13(1), pp96-110, 2010.

Eisenberg, E. M., “Strategic ambiguities: essays on communication, organization, and identity”.
Thousand Oaks: Sage Publications, 2007.

Farr, M., “Design Management. Why Is It Needed Now?”., Design Journal, 200, pp.38-39, 1996.
Gagliardi, P., “Exploring the aesthetic side of organizational life”, In Clegg, S., Hardy, C., Lawrence, T.
B. and Nord, W. (eds.) “Sage Handbook of Organization Studies”, pp.701-724, London: Sage, 2006.
Gardien, P.. “Breathing life into delicate ideas: Developing a network of options to increase the chance
of innovative success”, Philips Design. Retrieved, 2013. (http://www.design.philips.com/shared/

assets/design_assets/downloads/news/Breathing_life_into_delicate_ideas.pdf)

Goedkoop, M. J., van Halen, C. J. G., teRiele, H. R. M. and Rommens, P. J. M., “Product Service
Systems: ecological and economic basics”, Report for Dutch Ministries of Environment (VROM) and
Economic Affairs (EZ), Pricewaterhouse Coopers, Storm C. S. and Pre Consultants, The
Netherlands.

Grzelec, A. and Prata, T., “Artists in Organisations — Mapping of European Producers of Artistic
Interventions in Organisations”. Creative Clash, 2013. (http:/www.luovasuomi.fi/file_attachment/
get/Creative_Clash_Mapping_2013_GrzelecPrata3.pdf?attachment_id=810)

Griffin, A. and Hauser, J. R., “Patterns of communication among marketing, engineering and
manufacturing — a comparison between two new product teams”, Management Science, 38 (3),



136 VAR (B 53% H675)

pp.360-373, 1992.

Guillet de Monthoux, P., “The art firm: aesthetic management and metaphysical marketing”, Stanford:
Stanford University Press, 2004.

Hargadon, A. B., and Sutton, R. 1., “Technology brokering and innovation in a project development
firm”, Administrative Science Quarterly, 42, pp.716-49, 1997.

Heskett, J. and Liu, X., “Models of developing design capacity: perspective from China, Conference
Proceedings”, International Design Management Research Conference, August 8-9, 2012, Boston,
M.A.

Johansson-Skoldberg, U. and Woodilla, J., “Relating the artistic practice of design to the design
thinking discourse”, Proceedings of the 2nd Cambridge Academic Design Management Conference,
4-5 September 2013, University of Cambridge.

Keréanen, K., Dusch, B., Ojasalo, B. and Moultrie, J., “Co-creation patterns: Insights from a
collaborative service design tool”, Proceedings of the 2nd Cambridge Academic Design Management
Conference, 4-5 September 2013, University of Cambridge.

Kerédnen, K., Dusch, B. and Ojasalo, B., “A Co-creation Workbook and a Collection of Tools for Service
Businesses”. Espoo: Laurea University of Applied Sciences, 2013.

Kelley, T., “The art of innovation - Lessons in creativity from IDEO, America’s leading design firm”,
New York: Doubleday, 2001. / b &7V —, YaFtHr Uy b~ B, 8BARER, Hw TR I3
BT84 —EREEDOA /) X~ g7 7—ALIDEO IZ%5 A ) _— 3 o8kl F)IER,
2002 %,

Kelley, T., “The ten faces of innovation - IDEO’s strategies for beating the devil's advocate & driving
creativity throughout your organization”, New York: Random House, 2005. /" N & « 7 U —, Y=
Hre Uy b3, BAREBER [4 /) X—va v oiEAN | —BIBT 5812 5<% 10 DAM], #
JIIERE, 2006 4,

Klaus, P. P. and Maklan, S., “EXQ: a multiple-item scale for assessing service experience”, Journal of
Service Management, Vol.23 (1), pp.5-33, 2012.

Klaus, P. P. and Smart, A., “Service design pattern congruency: Exploring the impact of value
alignment on firm performance”, Proceedings of the 2nd Cambridge Academic Design Management
Conference, 4-5 September 2013, University of Cambridge.

Klaus, P. P. and Edvardsson, B., “A critical examination of service systems’ role in implementing
customer experience (CX) strategies”, Proceedings of the 2nd Cambridge Academic Design
Management Conference, 4-5 September 2013, University of Cambridge.

Lockwood, T. (Ed.).. “Design thinking: Integrating innovation, customer experience, and brand value”,
New York: Allworth Press, 2010.

Martin, R., “The Design of Business: Why Design Thinking is the Next Competitive Advantage”,
Harvard Business School Press, 2009.

McAloone, T. C. and Andreasen, M. M., “Defining Product Service Systems”, Symposium Design for X,
10-11 October 2002, Neukirchen, LehrstuhlfiirKonstruktionstechnik, TU Erlangen.

Sturkenboom, N., Baha, S. E., Lu, Y. and Tempesta, G., “Using Social Media for Asynchronous
Collaboration within Collaborative Networks”, Proceedings of PIN-C 2013, The 3rd Participatory
Innovation Conference, 18-20 June, 2013.

Long Lingo, E. and O’Mahony, S., “Nexus Work: Brokerage on Creative Projects”, Administrative
Science Quarterly, 55, pp.47-81, 2010.

Mandell, M., Keast, R. L. and Brown, A., “The importance of a new kind of learning in collaborative
networks”, Proceedings of the European Group of Public Administration Conference: the Public
Service: Service Delivery in the Information Age, 2-5 September 2009, Malta.



THA =X VA MIROSTE LIS (L - %k - \ER) 137

BTV A v [EETVA v - X7, BiRBPH:, 2014 4,

Matthews, J., Wrigley, C. and Bucolo, S., “From Strategic Design to Design Integration”, Proceedings
of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013, University of
Cambridge.

Topalian, A.,“Leading through design: How design professionals enhance their strategic role”,
Proceedings of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013,
University of Cambridge.

New, S. and Kimbell, L., “Chimps, Designers, Consultants and Empathy: A “Theory of Mind” for
Service Design”, Proceedings of the 2nd Cambridge Academic Design Management Conference, 4-5
September 2013, University of Cambridge.

Nixon, N. W. and Long Lingo, E., “Gaining Clarity on Ambiguity: An Initial Study on How Business
Students Navigate Ambiguity Utilizing Strategic Design Principles”, Proceedings of the 2nd
Cambridge Academic Design Management Conference, 4-5 September 2013, University of
Cambridge.

Perks, H., Cooper, R., and Jones, C, “Characterizing the role of design in new product development:
An empirically derived taxonomy”, Journal of Product Innovation Management, 22, pp.111-27,
2005.

Plattner, H., Meinel, C., and Weinberg, U., “Design Thinking: Innovation Lernen—IdeenweltenOffnen”,
Munich: mi-Wirtschaftsbuch, 2009.

Qiu, S., Yin, Y. and Ranchhod, A., “Silver Shoppers: designing a better supermarket experience for
the older consumer”, Proceedings of the 2nd Cambridge Academic Design Management Conference,
4-5 September 2013, University of Cambridge.

Rhinow, H., Képpen, E., Moritz, J., Jobst, B. and Meinel, C., “Prototypes for Innovation — Facing the
Complexity of Prototyping”, Proceedings of the 2nd Cambridge Academic Design Management
Conference, 4-5 September 2013, University of Cambridge.

Riera, C., Kirner, K. and Lindemann, U., “Measuring and Improving the Performance of Product
Development in Small and Medium Sized Enterprises”, Proceedings of the 2nd Cambridge
Academic Design Management Conference, 4-5 September 2013, University of Cambridge.

Rijsdijk, S. A. and Hultink, E. J., “How today's consumers perceive tomorrow's smart products”,
Journal of Product Innovation Management, 26(1), pp.24-42, 2009.

Rittel, H. W. J., and Webber, M. M., “Planning problems are wicked problems”. In N. Cross (Ed.),
“Developments in design methodology”, pp.135-144, Chichester: John Wiley & Sons, 1984.

Rosen, R., “Global literacies: Lessons on business leadership and national cultures”. New York: Simon
& Schuster, 2000.

Schrage, M.. “Cultures of Prototyping”, In Winograd, T. (Ed.), “Bringing design to software”, pp.10:1-
10:11, ACM Press, Retrieved, 2006.

Soila-Wadman, M., “Designing and managing the space for creativity. Artistic interventions for
strategic development of an organization in resisting environment”, Proceedings of the 2nd
Cambridge Academic Design Management Conference, 4-5 September 2013, University of
Cambridge.

Soila-Wadman, M. and Haselwanter, O., “Designing and Managing the Space for Creativity. Artistic
Interventions for Strategic Development of an Organization in Resisting Environment”, Proceedings
of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013, University of
Cambridge.

Simon, H. A. , “The structure of ill-structured problems”, In Cross, N. (Ed.), “Developments in design
methodology”, pp.145-166, Chichester: John Wiley & Sons, 1984.



138 SEATERREE S (F5 538 H 6 )

Song, X. M., and Parry, M. E., “The R&D-marketing interface in Japanese high-technology firms”,
Journal of Product Innovation Management, 9(2), pp.91-112, 1992.

Storgaard, M., “Strategic designer competence framework: Towards new understandings of the
foundational skills”, Proceedings of the 2nd Cambridge Academic Design Management Conference,
4-5 September 2013, University of Cambridge.

Storvang, P., Jensen, S., Christensen, P. and Storgaard, M., “Facilitating Innovation through Design
in a Danish context - a framework for design capacity”, Proceedings of the 2nd Cambridge Academic
Design Management Conference, 4-5 September 2013, University of Cambridge.

Terrey, N., “New Personas for Design Management: Public Management roles redefined for design”,
Proceedings of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013,
University of Cambridge.

Topalian, A., “Design in strategic planning”, Proceedings of ‘The Challenge of Complexity’ Srd
International Conference on Design Management, 21 August, 1995, University of Art and Design,
Helsinki.

Vargo, S. L., Maglio, P. P., and Akaka, M. A., “On value and value co-creation: A service systems and
service logic perspective”, European Management Journal, 26(3), pp.145-152, 2008.

Verganti, R., “Design driven innovation: Changing the rules of competition by radically innovating
what things mean”, Boston: Harvard Business Press, 2009. /2 ~L k « <UL G 7 ¢ 3, {EjEILE],
ERBER, NEMRS, A RS DML (Design Management Lab) R [T A v KU T v g ) _—
vavl, FKEE, 2012 4,

Vermaas, P., “On Managing Innovative Design Projects Methodologically: The Case of Framing”,
Proceedings of the 2nd Cambridge Academic Design Management Conference, 4-5 September 2013,
University of Cambridge.

Veryzer, R. W., and Mozota, B. B., “The Impact of User-Oriented Design on New Product
Development: An Examination of Fundamental Relationships”, Journal of Product Innovation
Management, 22(2), pp.128-143, 2005.

Von Hippel, E., “Innovation by User Communities: Learning from Open-Source Software”. MIT Sloan
Management Review, 42(4), pp.82-86, 2001.

[(BE#HEE]
HRTHA v, THE LT A v - oo 78], pp.21-63, 2014 4E 11 5,

[Z% URL]

DMI (http://www.dmi.org/)

Design issues (http:/www.mitpressjournals.org/di)
CADMC (http://www.cadme.org/)

Ifm HP (http://www.ifm.eng.cam.ac.uk/aboutifm/)
CRISP (http://www.crispplatform.nl/)

Grey but Mobile (http://www.crispplatform.nl/projects/grey-mobile)
WiFi Body Scale (http://www.withings.com)

Laundry View (http://www.laundryview.com/lvs.php)
iTunes (http://www.apple.com)

Kindle (https:/kindle.amazon.com)

Green Wheels (https://www.greenwheels.com)



THA =X VA MIROSTE LIS (L - %k - \ER) 139

Lifeline (http://www.lifelinesys.com)

Nike+ (http://www.nikeplus.com)

Wattcher (https://www.wattcher.nl)

Direct Life (http://directlife.co.uk/home)

TTM (http:/mtmr.jp/ttm/)

Pajek (http://vlado.fmf.uni-lj.si/pub/networks/pajek/)



SEABEERRE S (BB 538 6 )

140

UOI}BAOUUIPS[USISOP
Juewdo[eAapaa)snd de

yoeoaddeyoreasax
Suruuerdiojoouegan @aﬁ@ﬁ@ﬁﬁ%ﬁﬁﬁmﬁu%mnmﬁ

BuryeWw-UOISTO9p

SOTUIOUO0IARUOTINYTISUTMOU

udisepordejens

1008

peol
A3o3epadsseursnq.

ASofouypagorq o o \v

uSIsap[apowssaUISN{,

BIPUIUIUSISOP.O

u:oEmmmcmﬁ

souattadxajonpoad
ssaooxduoryesouur
udisepuorysej O/ Aqredwe Sururwreyep
Krooyjugisop UBISOPOOIALIS 0g0guoIsIATTEIT e Y
ugtsepreLysnput Suryurgjusisop
IsopeLisnpur donpoeIdeLeseurw mm/ Siargeoms yoreasaIusisep
suorgestue3Io[eIn)mno o
SI070BJ[ENJXIU0D b S N\ \
X0 USISOPUOTIEITUNUIOI[BNSIA ( ot3o[4zzny-Q
zoﬂwimﬂoogmﬁﬁﬁmmmwvwomvnom mu/:wmoo .Hwoawﬁ,m uoyISuRY) ad&10301d
SSOUISN(OIIAISS ustsapjonpord // Nu sstatpsad
\ uoIpeaIdaN[BA uSIsepydnoay1urpesy ot ASLEAIS
VA N e nooidl ) UOT}BIOqE[[0D Surueowt
doo[£3eye13seousLiodXoIouolsnd WoYSASAITALSS-JoNPOLd onEIofd _= - \
UOTIEN[EAIOIALDS a UOT}BAII-00 A301818 Ew\EmbﬁmwvnoﬁogEb:m:w
suzoyye ABorensEuno R SUOWURAIRIUIDNSIIIE OF sIousIsop puElq
91418
KouendygereoIpel [sx9 rdoro; udisa
uforERe Kousnaguoouraryed / 90UBLIDAXAIDUWOFSTID anmEQ\BN,Aﬁ.\NﬁV._@ 20, 5op SUTATSesues
aonoedunosrew S - & Juawadeurworgqnd |-
moy 1SnpuIduLIeaUISUspULS RIS eIpoWSURT) Subppuosusd T o)
3 - §955000XduBISO: Pwmmmwimmvwﬁgcqxwwgwu
uS1sepaousLIdxs
o fyoedesusisep ~ ma&wnﬁmosmmé spoyiowt
““queweSeurwusisep - - aws O
IOWNSUOIALIOP[D moﬁ.moﬁog&/omﬁo: S[eLRYBUWIO[[Iq
- \ %ﬁmxwvmwﬁ usisop juawdoresapionpoxdmau
X0I9X
uorysey / / Awouoxey O suondo[earQ
- [00}pUPWOSEURT[ENSIA sunesh
oesaorydeasouyyo SurroysyjorTPUI O I JuswssesseaourwIofad O juowenoord
. T JrFuod / //
O\mﬁ.wgomasonmﬂmmw m:53_,55mmmEmsn.B.mmemdnAw uoIsu9y u:meZo\EimESmsumw
UOI}OBJSIJESIOWO0ISND . / . / .
UOT}RAOUUL
O.\a 7 @orgorad %ﬁﬁ&m:ﬂjmﬁmumcmﬁxwi
ssounado mﬁ«umxawEMu ustsepArojedoned

901AT0S

serurdwoousIsap

suonisodugisep Q

f1i% Key Word D% > h U —7

uorgeAouUuTUado n_u

JI0MIDUQ
qeSUIAT

EEE R )



