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Abstract

As the importance of design sector in service area
is increased and the customer experience makes values
for users; it began to have a lot of attentions.
Especially the public services brought changes to
introduce the concept of user-centric administration
marketing. The main purpose of this study is to identify
improvement of service design through the evaluation of
public services user based. The research measured the
Importance-satisfaction in touch points to meet the
public service and users. It was derived a priority
improvement to public service. The research was
conducted by online surveys, and a total of 500
respondents answered with seven public services. The
questionnaire consisted in the 3455 responses. This
Importance-satisfaction evaluation’s research results used
by SPSS 16.0 Version, and public service has been
evaluated for user-centric by the analysis of IPA
(Importance-Performance Analysis). The initial results of
the study showed significant differences between various
demographic characters on importance-satisfaction of
public service. The results would be useful information
to design proposal customized service to users. Also,
public services which are considered highly importance
before using services and are given low satisfaction
after using services were showed touch point to improve
first. These results can present a problem to solve with
service design approach for user satisfaction in the field
recently became a big issue.

Keyword
Service design, Public service, IPA
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2.1. A2 fARl

AMHl 2 T2k (Service Design) 1984 Shostack
o Muz9 AL B HY mEA| 2o HA ®E
ste ZEA2 JFES FoAS FAsts Mul= A
A (Service Blueprint)s  AIQFSFHAA  AFE-E AT
AzGAA AF tAA(Product Design)ol &2
e}t oke gAdste Ae onlshxe], Aulz
gale saAst 19 Faage destal, A
Hl 2 ZeAl2s 99 e Z5e deste A48
Adolgtal & k@™, 2009). AlF HA

TR AF7INer 8 oln, AFL A3t
AHEARS] s Agolgte EAC] i, AHx
Hale: F3] Mgddela, A&EHE
date] BAEE 7= S0l AH[E 1].

Aulz bl gzl e A HH /‘}%1}
27 U Anz Fde “47(]'?_]‘?:
g 94, T4, gAdsts A
2 AL Ted| AH) 2~(Service
o] @47t otz 1‘3 25 AFd= A AlF
He FOOFe] &

oA AFWE TF) AP FESHE Aolh
]lo o

fr rlo

s
vk
R
rO
7
g

Ap 2 tAele %, 28, 870l gt 84
Hgol Fol7t 9 & A7) WEol et Boy
vt 3ol BEd dEg SR o 99
ARl RS Auz el HelE Weld, A
$47h R AulaE FAAOR AYsn Yot

o
T 5 YsE AgAY AHsTt AESHE BE
29 §- 7Y FESE JolthEA, ol U4, ¥
1] 7, 2008).
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(product design)

M| TRl
(service design)

AR 45EE TRkl
(user interaction design)

TZHZs C|&}ol
(customer experience design)

Seln oy
(physical prototyping)

L
(conceptual prototyping)

7ol ME

(tangible goods)

2yo| ¥558
(intangible interaction)

HZ7|8 CIXE 7l 718t
(product platforms) (IT platforms)
JtAzd At
(pricing models) (business models)
EINES s
(no-ongoing) (ongoing)

[# 1] MZ A2t Mu|A CiALelof HIW)

ARl Gl AF gAadds g2 s
Al 29 A7 BueE BE HAZIE(Touch
Point)2E 7|&sta HAIst= Zolth AHl2E A
ot BN Mulx 78 E oo O 92S
Yate Z2A2E A WF2 EFAA Fk,
kA ARl fAgle A9 &3hete Al
e FA ZEAZ HAAS gl
Aol A Anl 2= AP AT F AUt
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1) “AN 204 ZRA FEAN 2 WA T A7,
54, 2000, ol sl AT S A=, p. 25,
2) B EQIE; shike] Au2v} AHEAS T RE 3
Az HALE A LA AReAA e RE AHS

zAHo2 UAQ 8 $& oz BoH.

H 1A Hl 2 Bl M3 eA Hl 4 Bl

I T N T

ohed WS HEYH x4y

Y ag42Z fohIE-2ES Aolddz
B ELL TR T LR - EE0| gt 0% - DAAIHEE
Yy o1 253 SYTHY =X et - ololAfzE(=s)

[j_EI 1] ZZMH|A Tjz{clelol B33

< YA JNdold HEA NN TEHNE B

Zote e dA 2ga aAFA Y wEA, o
o8 Yolrtop & Wl ‘AIEAA'E WIS AT
(3H+4, 2009).

HZ =9 AN &7 AL 7] WE
o 48" & £olA AFE FIdse= AL =V
otk FEABIAE AT wox AHIZ~ YAl
HHES Tl AHEAE BAE L AgA S7E 5
ZA7lE Ttolegele] FZtE I 9tk oo wet
FEA B2 YAl (Public Service Design)< AH&-A
Uz 42 S8 dad g4x 7IHE AHgeta,
24 4 EEEE}"‘(Prototype) Aol lelA Bzt
Jl S AMEStE T TR ARl Al B

B4 2o ANAE AN AT BES
2 3% & ArH@IUAADEL, 2009). o]
@AY AFAA FTA e

=

of

Asteo] gom A, YHE
HAE Be a4 7
ARAR, 2012, Az DAAH HE
Aulas Ahgael Aulz Ag W

AgAe BLE stetsel AEA BL
Fogle fad glE AuaE AT

Eiss

il
ol
ok
N
i
°
z

(citizen evaluation)
ARl 7ol thste] drhg 71thzt
=be depile B mel T

TR EE ARTE AR U2E

3) “MulztiAel SRolA FFAN 2 H FF A7,
e, 2009, ol g A3t A9 =, p. 44
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¥, 2011)
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(Parasuraman et al.,, 1988). A1®|2x & H7t& AfH|
29| AFFHAoA o] drpy} WHsp=A o =
o] grojA 1, [&F 2] 2ol AFAe] wheh W
g 71Ee AHgskaL o o9k o] shatel

232, IPA(Importance-Performance Analysis) 7%

IPA(Importance-Performance Analysis) 712 7
Folu Anlze) Fak 3l MHEE 2¥A) oY
A JASL deAE S vla-E4sks Wl
THE71€, 2006). IPA 71W 2 Martilla & James(1977)
o o8 AFat Aol AHEE E457] S &
AERAL, 2 o] F A-viAE- 23
23t 5 oy FokellAd ZE&HAH

o] gk Zokel ARl Fd B7HE Sk

~

. 4
L FAES WEE F JMA APow FRIL F
QE-NEES] £4& Pristel MEY2E EFY
oBM oW FiEo] IARZEE Fo|7] 93 A
Aoz ExFor &9} Fo ExFHI 9= Fio)
FAAA Fepd 5
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L IAME9 uﬂ QO ZQ35HA AEE &4 E
b =) = < A= T s = =] =
7 iAol wek ez Ae Hrkeke PRl o _ )
. Tt AH Ay AFY] BHEEE W A5E oA
231 1 FANE Az 4 Hse guAel |
Bt 5, WEE 222 w7l AaA A AFA
ZI1Zo® AFHA, ‘WA, A, ‘WA, I . o _
‘o dobs - Lo o3 BEAUL s Fofolr HAge FARE AU
e shobatgich mebd B ATolAE olsh 7o AR -
L e o 2 A% & 7] HEd H9dHoz A
AEE A8 AGATAA FFAL Auze | S
- = ) =223 o0 71 .
4e HAGoRH AAS Auls §7E vet L
o mo = e . o e A2AHEH(FS A% FA: Keep up the good
st FEMHIAE Ndets de 712 BRE AE _ - -
G4 S work) 2 T8E9} LRI BF & Hofo|th. 1L
oral L. - - -
g0l Aujzd et FReHA st g,
?'_E_ ;gil'% HIGH
&M (Tangibles), I o
Parasuraman et al. A 2| (Reliability),
(1988); i 24 (Responsiveness), s « %El )
. z eep u € goO«
Bigné et al. (2003) = ZA(Assurance), (Concentrate here) P oty
23 0|2l (Empathy) s
_ _ =
M2%|A 2| (2000); 7YY, AEY, 8y,
0|8, 744 (2002) 2EY, 534 o v
_ _ EHQA‘l MM iHX‘{A‘| EﬂalA‘l a9 e
als|s Hha| X So, Hi-'c, Ml™s, “Ho, Ea =
|'-r||_, _|°|O (2001) ﬁlf_-.‘—éj, ZSj-ng, ﬁé‘}g, —g—{ijéj (Low priority) (Possible overkill)
ZHEAM ™M AN NHEM Low
Zlo Ulo, Hu oy, o, o= 0o,
a2l =l (2007) ZHY, Ha2ll, FEY o e
A SHmEA A|§|A~{
EJ—+0y Soco;, “Flo,
47| 2 (2009) BRY, A% ey, i3y, [(= 2] IPA PHE=SAY
M2, MY, Hely
AlZIM, SAIN 28N, . . ,
otM7|, 259 (2011) 45—7.:.* N EOH% g{o < 4) "An importance-performance analysis of hotel selection

[Z 2] MB[& & Eote] YA

factors in the Hong Kong hotel industry: A comparison
of business and leisure travellers', by R. K. S. Chu, & T.
Choi, 2000, Tourism Management, 21(4), p. 365.
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