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Sl

1

I

AR ABZERUGE T T Aesakat . (Service design) HYEUH > BZEILAIA B A
DL P R Hh IR % B S R - RIAEEE(E A A RAVAS AR » & T ¥ H 555
EFERVERER - TR SERVERL » RSBV RI(HA DAZE fn Ry oy B S R 4 - AR
DA P By th O AR RS A - 1 S A ORI O S JRAR AR PRV SRS, - AR TR
AR, (New Public management) HYRJE » WA AREUR AV » 18 T A
¥ FZ#dE |, (Public service dominant logic ) JHEALE] " /A LR 75 & ] |
( Public service logic ) - 5@z " H:[E A% | (Co-creation) T H[EZEf |, ( Co-
design) 1 "E{ELLA], (Value co-creation) - HIEE RIIHEERG = RHEE ~ FEBER
HYE RAHSE > thaEiBEl " IR Eat | WEYERAE - ERHSAE - BEEAE
HY > WRFFARSEL - EIETE - BINHE - BARNTA S BN HA LIRS
HIREES - Fr ARt A (EE -

&  BERRBRE?

"Rt ) R E AR THBRRM ARG R o sakat e — (e AV ER g <A
i SR BN EBESA PP - B8 - ERE PRGES 2
DR ALE S e B B B AR - B RS EURAERET - st EE AR
JFRATZEDL T Rty (user-centered ) SRAMETTEEET ~ FTA Y2 BLEFIF| Z R
B AN —# I [F A& (co-creative) ~ FT ARG HE " #IEF # 1T
(sequencing ) ~ FEJEAVARS AT DU T EIH LAY EAEEHE | (evidencing) ZKE
B~ AR A B E AR B aBAE A B RSE Cholistic ) AYMRET o T Bsakat o FTH%
AR BIESHERMY e AR BAE - FEIRGERETEt L S e FRYEZ MR > 14
[ B0 55 B 20 N S BAEEE AR - HEEIE A e 3 s N IERERYRI A (Stickdorn &
Schneider, 2012) -

"Rt ) BIPAURAETY BB R T E AR URORAR » TEZE A ETENE 0 K
(HIEE ~ DU A3 et A e e PR BB & e - IR aR st SR Sl R 2%
7T 0 BN e AR SRR T ~ AR R DU S R ~ BliE SR RS S
BRI AT ~ AR 4ass BLE [E#RARE (% ~ mohB RIE IR - HLAHB( LIRS ASES
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MR W =ZR T - % ( Ostrom, Bitner, Brown, Burkhard, Goul, Smith-Daniels,
Demirkan & Rabinovich, 2010) - "Hg#atat | & —ERETSE#ETIRER - Al -

S8~ BLETHYRAR - | JLEE%ETEEE ,  (British Design Council ) $2Hi AR %35

Hy " EEgE A 288 | (The double diamond ) - 3l jKf g 5 3% 5t 2 fd 1 " 3 ER |

( Discover ) ~ "%E# |, (Define) ~ "#1r, (Develop) ~ f1 "EH

(Deliver) - {ESFECEMEL > FHEEBFE WA EB RS

CHRsEET ) TG T DI PR AR AR ~ B - EAURVERE - RAE

EIERR GG TR R IIEE— R &Y BEERRIIEAESEN A
GHER 7 BE TR R AE PR ?

NIMABEARE FBERLEREANEE - ARASIVEE TG BRI
FHEE o RURZE PRI Z R AN DU ER = ERS » ERBUEE BN — 2y A
Ik EEA LA AR R SERV IR SR TR - RIS RCh A - B TR
HHEH B PTIE Y IE R ARG AR E S - Wik R A SREHARA B A 2 DhFRERaT A HRAH A
WAl P AR A s A BIAH AR S - WA B E RS HAE » DU R
B -

8l » AHARIRIRE AIRTAERET ¢

B HATAIAASEZEIIRIRHE KGR - 2ZEHY 1987 LERITE R
{EEEEHENEE » =+ FRBEEBCARHINTNE » EBERER R ER 2 E
PR BTN o HATEEPREVH - AREENH SR EEERER LS -
BUBR TSR EEEUN A FHEEH S8 - M N RDSEFERNS R % - #5
N~ AT R H A - RS AR - ZEIBEEIKER IR > BK
FEH -~ B~ AF - B DUEFRARSENHERAEMR I ERGE - 4B
BCE R BRI TR A S ahav BRI I > 1B N JRAR AR 00 T3 (i PR AR TS
ST DA o R4 - SRR THEEglE , - T IRERGT ) DUE T IANE
B, - MBSt ArEdEny "B = 4eE ,  (Co-paradigm ) FTHYMEMEUE »
Wl R E AR EEF A LS - WEAREE N REBUT R E ST E TR R
&> DURAREALRE S E N ESE 2 Hrp— g ( Dudau, Glennon &
Verschuere , 2019) = ARSECARIALNHIGH A ATE@HY—IR - REFEHES
BUREFRERLBALERNER - (RETE RN OE) > BT gELRBR - 3
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ERVEIEA ST - BhAh - R EEERGIE A N LA SV ETR T RS S EE
i AR RGN EE - EARAR . T HIEFHEE SRS -

Fredey T AILMEE ,  (Public value) BISAMEHE IR ENEIARERS
TR KA RYT77E (Moore, 1995) - [MEIE AL EEFUE A LA EH FHHIZ L
5 AL SRE R E VR ERITRIED G _ B A ST DIETRE R ANE N A ILE
H - RN EENVRF T ZAGE A BN - WEA AN - Bua E 8
P M EZF{THY (Adina Dudau, et al., 2019) - G —r 8 RERBREEEY
FlzsRAl% (B ALAMET IHAILEZEE - @5 bRV E BT TR A E
BRI N P SR S IR R R PR B -

HLAHARA SR EAVES - W75 2 7 ey A e fuht - BAELIHS
MESEEEA ST HER R (Laing, A., 2003; Osborne, Radnor & Nasi, 2013) » /A 3:AR#4H
BEERARAELT - R T ARG ERNY S RES - TR Z=SE 2
REAILEFIRI R Z4HAR - DURREES IR 2 S A FTE 2 8% » NILEE
FRGFALHIIR G S R SRR S — B e B YIRS -

RIE T ARFSEa 4848404, |  (Service Design Network, SDN) 7£ 2016 G2 /\
AREFTE &S & 189 (r ARG hERHEREE - EREE - &5 - &
o FE - 2 EAREEEY BRER A LS ETIRSSETHYRTS R LB

( Service Design Impact Report: Public Sector, October 2016 ) - a] RZEHF] I AEEAR
1%, (Human service ) KRR GAENEESER 2 A haHE » B S EIEE ARG
SEETHISE -

"IREsEET ) B —ERNET R R TERER - Al - B - ETHYREE o T AL
A r5#&RE ,  (Public service logic) {{H & Hi38 L M AIERET A T AR B 4HAR A fmT {2
N BRI TR RS BN HE T 2 BRI R ZF RRAGRA 25 D7 HUE st il - DR R R (E AR
g AR EENFE I L AEERN HEY (Osborne, 2018) o T AILARFERE |

(Public service design) HYERRMIFHTETTZE > BESITEARTS R MIVEFERI 2B 0%
A REMEW R A TE - Wit ARBEMSE NSRS ET - DU
FAE R S R RE N A B VARV R RV B SRR - TO R ERTASE
BT E B RS 2 5 wiYEEE (Trischler & Charles, 2019) -

/A;\
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2 « HEEGTLUBERRIS /B ERERERAEE

FFEFLRHRGED Y - AR BaVE AL B AT R S B BUN T AR %S
S THVEARRCH - FFEMIERG RIS B BT EE B #MBUFE SRV E J74E0; - Wi
e EAZ AR - IR STt B el S KB E S - RABUNAZEG RTE
I RIEH R L AR - A RV B e Tt M BUFaYE (L
RS AR A T BUNRE S ERI BB E A g BUE B - fla - &
R~ FERE - DLEKENTE (Twizeyimana & Andersson, 2019) - 41557568
AL R AN B T VA S A A ~ A 20 T - WAEA
FEMevERssmeatay - (EEEiE e r e A E - KRBT A feEs—LLygsi =
BERG Bl E - A~ BRUIAF - BR - RIS ILIRE 250 - TR ESE
BB A BT RE —E TR - BB BT RIE AR % - FEFRY
NHEH - A ARNFER - s T AORLARFIREE » AE# THESNAR
S (R A IR RN AT E BRI PRE R S s e ok vl

FHEERORFRET 5 EAE R EIRSREE - i SZR A% A PR
IRy A S ILE RS EE - AP EE G BIE BB E IR R R A 2 (28l
FRA AR B AHAR T L SE Y « By THEA-H PR - MVARCMEE mBAs - ER
FAT ARG FAES - FREAF2HAEEENRRAT N - #HEEE
I SBLER A - GEIFIME GRFRE G SR e 2 B0 RS T4H ARy AR s B
FEM: TAEDARE(RF PR E E A (Trischler & Westman Trischler, 2021) -« (R @ F
R — 2 K5 el R A A5 09 N 530 22 B H A% » Chan ~ Thong ~ Brown £
Venkatesh (2021) 734 e {LBUMARISERZEAIEN » tH9E " IRBsakat ) B " RGOWE
S BVREA% > IRE ST ER SURE R T2 ARSI (service perceptions) » 47
Ak —~ TR, (Core service ) --AEREME ~ 5e%& M ~ HERISREST ~ (EF]
M T T{E#ERRTS ,  (Facilitating service ) --mJfif M ~ FEFLCRGE ~ L2 MR
PR =~ THTDuAR#S ,  (Supporting service) - AALRIZEIE - WEHATH
kST RPN A BN EM 2 R QAN S THR W E » M 8 NRE
REHWNETE o HEbEsR > IR AR EMER TR0~ TRERS -
1 THEIOARS  EhREE A -

Johnston & Clark (2008) f2H "R ##%& , (Service concept ) & VU {[H 4
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& —~ THR#EiE | (Service operation) — ARG EIERY T = " IRFEESES

( Service Experience) — B ¥R EHHEE ; =« TIRB4ESE | (Service
Outcome ) — Hr4G % PRV R B R B Al R 5 W ~ "R {EE ,  (Value of the
Service) — % FEGEGRIE « S MUIEHERS DU EIRY A SRR IR G N S AV #E S
#i[E - Cook ~ Bowen ~ Chase ~ Dasu ~ Stewart Ei Tansik (2002) RIEFanH, " fRi%#E
fi& =74, (Service Encounter Triad) - "R =r4 & @ " RBLHS

( Service Organization ) ~ " fig# AN & ;, ( Contact Personnel ) ~ & " & F |

(Customer ) -~ & FHISIERG mE ARG - 4H4 MR A\ BRI EGAREENH
TR TR WS BBAE NS » MR U2 BRI SRR - A& IR
N [EINF R e BAAT B SR — SRR IS A B+ TR AR 75 A B AT AR s B o e [ 2
FIE R AE CRlEE ~ Eiita - 2016 : 225) - FHARFSHHE = At RIH T 1R
AR EERERIZET - 4HARBIEIR ] - I A\ BBIRAE R ~ DLUSCAHEREEAR 75 A & R
B =AENEER G o RRER M BRSNS EIET - EEFTE S BB A
R R RV RA(FAE ELOVEE RE AV A o

DA FiE s B NS A SR R M R4 - AN IR s 4H ek IR 2 T i = &l

[ SE RS AR SR ARG B WG aat A e P 78 KAV 588 8s - T TR PRV K

WA Ry iy EHEA Y 7 AR B P AL [EE am ~ SREIREET o SRR IE SR
B - B PRy T IEEREET ) T DA A S B AR se A ROt R FH F R SKHY T &
( Trischler ~ Kristensson & Scott., 2018 ) - {HEAFRLHY " H[E T |, BUARE B
12 EFES R F = DU e R (IR 2B > B R NSRS EE T L E Ak
Bt > THZEED I BB 59 2R @A AR % (Dietrich, Trischler,
Schuster & Rundle-Thiele, 2017) - B EIHRE IR 210 = — T imAY S
g —ERERAFIMIEIRAIFREE T - AHAESE GRS TIES) » BIRR
LERNE ~ L[ERET ? BEA ANEFRRMEE ? BARIRANORERE @ 2
EERERLHA  MMEFEECERE—HRGE ? 2Z2H " HFEHE

( meritocratic hubris ) FYDAFZlTE AN EEAAEEFREHSEN - mMAFEL E
AR T EEILA] ) BT B e R AT LRIESE B R A MR R
B BEETERER ) DR SRS TAERURERYEEERNS ? RAtiE e BB TR S s TV i
RHKHE, -
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B2~ SRR TED

FAE RS (Covid-19) JElFEE 2R 2 » D08 7 AFIE R ERIAIETT
T AEERMIFRIIR S - B ERISHRAYARNS - MR ~ fERAEFIERERE
AR St T A LA IS S AR T A RS MR A & - 1T B R RE B RN E
HE 107 SE4RIERY T AEVRIR K EITRCERETE ) - (CEATER - FhEE - B
EIR R EREEAHBEAITEIRE - 280 > BEEVERREIRA S REEEDE - BE
A—TERETERE T AR A SRR MR & - A mic & TP fEHE - NIt > B R
AVEENESG T RO T/E M - A Re e IR S R TR AR PR [ERPERE ST
HEPRES SHE HERVE T - IR IR ARV EE -

FE 2020 £ Covid-19 JEIFEIY - HFEREZ R REAE 2 LA it
FREARBIOER - AHIEEEE ENHE > FMEREEN SRR 7T
e R AR - B AR E T REAES ) B T IR ERRET ) HIR SR -
EHEEHIEC B GRS AR ARV T BIEsE TS R AR Bl SORE K
FEAYFERR > LB B SRR B - SRR RE IR I — H IR A IR e R -
e e T Y e B T b ILAE BB OG (RAYHUES - 40« fEENs - HEHEY - ZRE8
B WRBGBRAEZR T - 20K~ 2185 B TSRt A o AT
BHERS BN S MR AR - 4R EAISR TRV I T TRET BB AT » BlE i e S
TRERAtREA RAE M T s V% - $271 T (A& ERE , (User’s journey) ATk
PEARELRIIRIS AT ~ of ~ 12BGEE - SIEHBUNEERR « 15 - FraE A& ERE
MFFHK - HEBGHTIZE > R ERSRETIVERSS T ERE
M NRIBFERV AL HAR - BER P AACEREBHIRENERS - BRI
HHEA S - EFRE BRI - SRR EE A - SHOTRAREURS -
(B3 ~ BRRE(E NI 2850 > TET T ~ FreRaEl ~ ThEEEE - FRA—ERERE
Py B AR e N RIERRHIEE -

Foft PR B L B8 S FTRE - OB I 2020 FRESHBIAN - R R
MER/NEHR (BHEME) TEAHEEHRS > WTEHESFEES - #0580
R G T BUFREGEESITER - BT RASOERSS - B8R
RHEFE - Gk~ Sl EREERR I "7 IER > BISBEE
3% o RSB SOBER B A AT ENHSEE - BB ARRBHITE
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NestEr] > BAMMHMERS S - A LEM " IRBEGT ) AREVEARA R ER
Hig - A LUERIEEET > FERBOAT IR E(E R HE T 2 e EfZ
B AR ER G - IR > 20508 - A et ERGTH AT ZE - 1E5h - HAT
EEILEME 56 MR ER MRt Eie (U - BB > WA B
RUMEAE B ERAEARES - M2 & B AR = I RATE s - DR
RS IESR R A PRI EIEE - BIRE R T BERIEE 5 FORHR A A BSFRHL
A S (R OREEE AR T - 192 R T IR FE RIS R B8 2% e B E B A IR
STRARAYER -

PLEHEZEGHRFEEEARR T A, " IRfaEt ) BTE) - BEAHE
MIBHLG > AR EE LA ~ B ~ NI ERITR - FSIEAVE > B R
FE - HIEAFERBEZE G5 - BB 2 T B A= AR A BRI T Y B A
o M AF AL B G R AS A T2 - MEtIER " IRBEET ) FrassRny

"3t HED,  (Co-paradigm) HYHE(E -

th ~ RERK

"HREsEGET ) BRTC RSB R BN By T OGS B RAH AR R RIREE »
TG AR Bk B A S A BB - AT TR T e
OER - FEE B SRR - B TR AR TP A B {58 FH R 1) = B
BN HET RETH R ZEIE - LERERNRR K - B - BB T (EREFEIE . (User’s
journey ) ~ FRENHEALARGHT ~ 1 ~ % - SEAR " BB (Contact points) T]
DIMBALAIFET " FIF#SER . (User experiences ) HYARTENZS » BATEEE(E " AR ERG
%, (Service ecosystem ) HHYFTHSELF ARG ~ 4T o R A AILHSRAVE
e o B ERS G THRRIVEE S B RS KR - 2 E 7S T PRI BT
KRITAZ » Rt EZ R EWBEE ESET -

"ARESEGET ) FIRRZ EFIAE SRR A SRS - LB T R R I AR S AU
hE THEEEE ) WWEE TEELA] ) rP i R E A E B e
AR (i - 5k ~ SR AR#ER ) (Adina Dudau, et al., 2019) - S(EFH
IRV AT A FLAE AR 7T DA Z B M ECES - (B B B BUR DU R R PR LY A 3
BRI - BIAER - BREREGE - SNSRI EEEE - BEES - [
HRIROK - FEEREE T P RBUTTHBGRER "R REt ) AUTTE) -
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2E—H5 | DUAHEINERE LB RER - AR AR (@RS EYE
A EAILERREHAR RIS ENGH o HENBREREAT 9?&
M BEL | AL BRI T AR TR R I AR Y R - fTakat A
FREES - e AR IS B ~ ERIGEE - (B TR RCEHVER -
OREE ~ (R4 ~ BEEEH - DU S ET I BRI A 3 2 77 B 55 18 2B VT HY 35
K BRI BT E PRSI BREE LA LB -

AT BT B VIR R (E B W N\ SRAH SRR LAV AR TS - T AR BUNIEE | £

CEURF AR AR TEFERVARFS | —3C (The potential future of government customer service
delivery. The government summit, 2015 ) g ¥ 45 i 75 (5 0% 0 Ba Bl R 22 R R A
o GG — - TEPEEESE | (Customer Experience Strategy ) @ [ fEZ o
REEkEEmESEEEENENCREREE - =~ TIRE T &M

( Government Access Across Channels) : ¥f/\EREBALFHEE A3 ~ HERAIAYIRTE T
oo = " EALEAYORGE ,  (Privacy Protection ) © M~ TR RERCHYEE A

(Technology Enablers) : FIFIAREIZ 1T ~ Fii ~ +HEEELAG SCH AR TR
BB EREE - 71~ T RESAHER AN BSERYIEPE ;. (Service Staff Culture) : &
TAHEE N BRVHASE - Sllski s RIS B 2ERE ST - N ~ TR DU I RE A L A Y
fR#%80% , (Fostering Solution -Oriented Innovation ) : 58I 2% THVF|ERI B A2
BlEEE N EEAENN R - £ TBUSWHESTE, ( Government
collaboratlon) CBUN A VAR iR SR i EA L i E SRR AR S {’E%

" ERETIHRERYAR SR o (Outcomes by design) AR E IS RS LR
*DETE Ry T NEE S SR ARV AR 850 - N LAHSRE B R 2N rﬂlif%ax
ot BT TIRAL, - TEEAE ) U ARIVEEE -

Deloitte Insight (Jeneanne, Tiffany, Bruce, Adriana & Claire, 2019 ) & §1¥%f 39 {[&
FERIBUR R A L4082 I st B h Z BIHEL TR i - 45 i iR B i asat
RECZ A KR AFARGHE B - 1 "= W HPAY T#E,  (Limited knowledge of
end-user; 56% ) 2. T R EAVENIENES | (Inadequate digital platforms; 54% ) 3.

M E YIRS | (Dis-connected services; 44% ) 4. " {5V EHIIEES | (Complex
regulatory environment; 28% ) 5. ' {# BI{E Ay {5 F & Pk #% , ( Unique end-user
challenges; 28% ) 6. " & GBS HEE|E | (Unresponsive customer service; 21% ) - [t
VAV ER A S BT AT DRI 2% IR E B LS AR IAH AR AT LUB ST T AR
waeat ) ERIRBIEE -
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b= ~ #55m

X

W2 NILIASET T IR RGT ) RGBT PR - A E T I
B TNILAR#SEEEE | (Public service logic) ¥ (CAYE RSB ELENE "0 BAA -
BUFAHAHSEBERER " BRI, (Top down) IEFUE MR IRESEGT ) 1Y
HEHERE - FIRE AV LEE - T?ET@EU%E%D N T@#/\EE’J T~ TEERFH
oKk (B EAg RN - T HERNE ) - THERET, o D TPHEARA
B - FEIT PRI AR B EAVIEER - BERCE AV O RREET RIS BE BB G 7 K
SR R Y — (AR E R A SRR s e TR TIESR - R A SLHBAIZRE
RE N T R s asea TV RIS 151 0 2 D5 et amBRss - 1T H it SRS Bt IEAE R T 1Y

HHENT - BIFEARKAEESNEZEZNEB LIEE bk TRt iE L
EITHIFTRET 24N - TR ERE S IR IR S TR DD IN RN Rz B (7 > —fE
HE RS EEMTE -
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W
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Prospects of Public Service Design in
Taiwan

Chung, Yi-Ling®
Abstract

The rising voice of democracy and the reform of public organizations has
fostered the trend of public service design with an emphasis on citizen
involvement, cross-boundary collaboration, co-creation, co-design, user
experiences and value co-creation.

The public has more urgent needs for and expectations of public social
welfare services. There are also more opportunities to co-produce; hence more
opportunities exist for value co-creation in services with a higher propensity for
private value. Taiwan's success in containing the pandemic and improving public
transportation in rural areas highlights the importance of service design and its
notion of diversity and inclusion for public policy and innovation. However,
additional empirical research is needed to know how to improve the process of
service design, identify success factors and evaluate outcomes.

In normal times, public organizations have to face numerous uncertainties
and developing challenges. Managers should deal with these challenges in an
earnest manner. Abandon the mentality of the bureaucrats and understand the
public’s needs. Dare to lead to build a society for the common good together.

Keywords: public service design, co-creation, co-design, value co-creation,

public service logic

* Yi-Ling Chung, PhD student, Department of Civic Education and Leadership, National Taiwan
Normal University, e-mail: YLICHUNG@gmail.com.
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