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ABSTRACT

Objective: The aim of this study is to investigate service design cases by online service companies and suggests framework
to understand service design of them. Background: Recently, exploratory service design cases by online service companies
such as Google, Apple, and NHN has been developed. Service design and online service experience design has been booming
among user experience professionals but these two areas are not clearly defined. It is interesting to study the definition and
key factors of service design and online service experience design. Moreover, investigating service design cases by online
service companies is needed. Method: Due to diversification of service design cases by online service companies, this study
has reviewed online resources and literatures about top 5 online service companies in USA and Korea. Furthermore, this
study used expert interview who worked for service design at NHN. To understand the attributes of service design cases,
this study developed 3 types of service design classifications scheme such as service design as extension of online service,
space design and event service design. Finally, this study suggested a new framework for service design cases. Results: This
study investigated service design cases by online service companies and suggests key issues and frameworks to uncover
service design for online service. Conclusion: Service design cases for online service was analyzed by 2*2 matrix(extension,
enrichment*product, service) to explain characteristics and attributes. NHN's Knowledge-iN bookshelf at NHN libraryl is a
unique form of service design as a tool of enrichment of online experience. Application: The results of this study might
help to understand service design cases and plan new service design for online service companies with structured framework.
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2.2 The definition of service design
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2.3 The difference between online service user experience
design and service design
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Table 1. Differences between online service user experience
design and service design

Online service user

Field . . Service design
experience design
Output | Online interaction Interactlop, work  process,
space design
Online service provider:
Role of . . . . .
. service provider, platform | Service provider: provider
provider,

builder
User: user and participants

User: user
user

Target | User User, customer

Scope of

In-house user, external user
user

External user

2.4 Service design for online service company
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Table 2. Types of service design of online service drovider

Brand Types Cases
Delivery Priority shlpplng, dorpestlc
Amazon and international service
Promotion & education | Amazon event
Space Google complex, Google
restaurant
Google Promotion & education | Google I/O
Recruiting Google bus
Space Apple campus
. Photo printing and album
Apple Printing making
Promotion & education Apple C, apple store
education event
NHN green factory, library1
(Bookshelf of Knowledge-
Space iN) at green factory, incheon
airport  internet lounge
NHN service design by NHN
Printing Phot_o printing and album
making
Promotion & education | NHN DeView
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3. Service Design as a Tool for Extending
Online Service User Experience
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Table 3. Analysis of service design as seamless experience
of online service

Experience of extension | Experience of enrichment
Printing and album
service design by NHN
Product | priting and album
service design by apple
Space Library of Knowledge-iN
p service design by NHN
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Figure 1. Perspective view(left) and inner view(right) of
naver Knowledge-iN service design at NHN library1
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