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UTERAR - MRS A SRAE S BRS g it LAY SR B R IRESERG TIPS it d s [ 25 SR A B AT B
B o B Iefsakat e TImssEee Mt (holistic) ~ B59IS (multidisciplinary ) fIEEE M (integrative)
BT BEEE T s - Ny > BISIRERET RN E ] - RS B SR e B BaG T e R E
PIRARITER S B B AT FE 38 R (RN » JEIE - AP EZITEHIE = ¢ 1. B IREERG T E & e
PRI 5 2. AR R B S Sa R eI 5 3. PRHIAR KR IR SR H T e R EE R VT 1A) © 3Zi8 Web of
Science ~ Scopus FIEETIFH KRG RHFE R - ARTFCRE RS ST R AT e R e i 2 i
P st A HAHRH o SRR F 25w S - #EIL T IR A T T e s R DL ~ AT Rk~ SR ERITIY T RS
W (RS - itk - AWTFEfE TIRBSSGTAERER , ~ T ZEEENIRESGT ) T EMIRE R
APELER] ) ~ THRESHEERILAL ) ~ TR EARTRELIUIRESERET ) e TAKHEMEIRES R ) RIS
BIRERSTA © WL - AWIFERER i DR HEM S B E B AR IR s it B BB KR -

RS - IRaat - SRR - PO - R
AL ¢ TEPET ~ SRIEIDE (2014) - Brdmikossaxat ST Tesgee - &67/228 > 19 (2) > 45-66

22

e F]J

uu\

7% 1970 £EBRG - IRFSZE S R ERS BB 4 AHEAE GDP & L EE Has TS » MRIBFTEd: (2013) #ist
ié”‘*ﬂrﬁﬁ? » 2012 SEEREIRIS2EAEE GDP 2L E 1y 69.14% » IR O R BB Tik - HE
- ZEEHFTCE RS brvit e - HEERRIERWE TS , Eh TIREEN . (MEE
2010) o B FIVEEAEHGER - IR L « BHEEEHINEK - A LAIRE B RER AETHYER
J1 (&R > 2008) ; [AFRF » A LEE B E T R E RIS/ A M8 (product-orientation ) F%E By RS
ijr] (service-orientation) (B4l » #EREGHEE) (F5H » 2012)  EE - AR KEEE SRR
WIHRE RIS 38 e (B AESEE=E - 2013) -

FHEHRFEAERAT » Manzini FI Vezzoli (2003) 5k HIRES IR ER J7 502 BEREA SKIm1E A APIRE KAy
Ji3 e R R ARIE A A SRR - BE T ECE R RO P S RSB R 5 - HF
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Wi AR I BNy ET (interaction design) ~ fEERZ%ET (experience design) M ARFE%ET (service design )
FEX (Mager & Sung, 2011) - ARA5EETFEHEEF RN - ERMN A AEBEE R - I SRS
T AR KA R IS (Manzini & Vezzoli, 2003) o DIHHFRANI44EET/AF] IDEO Fyfil] - 4F 2001 FE [HikHY
FEIIR AL - IDEO 7RI N E Do OB Ak s B s R =X BRIFREHE BT A Lo » SR AR &
VA ATERRBS BT S a e b - DU Bl H 38 e 07 HLAT @y fehs - KL - MPRYRRB EE v oRoR
SR A ZER B BIHT AL LB T JTRY B BT o AR b - IRBakat 2 — I g a B3 s (Vogel,
2009) ° Moritz (2005) FIEARES R E— M EMEREM: (holistic) -~ JE4ALE (multidiscipline) FI#E4&
P (integrative ) HYEREHEE)  fFAYNRS SET AN E AT DIFEHE BN ~ K BLR M e A BLER BRIy LAY 32 fif
(touch-points ) ~ 7 & (interaction) Hilfihg (experience) - HAEEMTE FIRBAOMEIE - H# B H -
TE T R R A% B ik B o2 R 9T A 5 B RB RO 3 A4 BHERS - AR EET TR E 5 — AR E BAFIRyET Ga it
(Morelli, 2002; Tan, Matzen, McAloone, & Evans, 2010) - ﬁ%ﬂ:l: K S 4 ]}?{‘ﬁ.[@éﬁiiﬁﬂﬁﬁ‘"‘ﬁﬁ

SRR BN AR AR IR A G T S e R T B - AT SER FEsE BRE = « 1. REIEARESEE T E 28
P 5 2. SR R B AR s A T B AR A e A e 5 3. B‘Eﬂj*%ﬁ&ﬁ% a7 ?"@E%ﬁﬁ

= BRFF

21 FRFERETRVETRARNE

Kotler (2003) f#REk#s (service) s&—fEHFHE CRHAREUEA ) $eHEHE S —HEERE GRHMREUEA ) 1Y
TEEIEGERN » RPN H i A 2B Ynapra R - HervEd Rl aE i A G - Etn]se
TR - IR B T A i A AR HE A —E S Bl E N HBEF S IRB L E RS (co- creator) °
KE L IRt Em e - ke SRR SRaER T SRR « BRIl - AT T IR o E R ¢

PIERSESCREGE) T - — & 2 EH R MIESISERNETE |  Zeithaml » Pasuraman F{1 Berry (1990)
P IRBERIAE TR CIUMER & P (intangibility ) ~ B (heterogeneity ) ~ AN AJ 73 &1
(inseparability ) F155#i4%: (perishability ) - f&jfEFy THIP o SX1M » B2 RS O B AHE RE BN SR RHE 5
A - FUARRA AR (BI4n - THIP) kRS SRR S FrE IR (Gummesson, 2000; Lovelock &
Gummesson, 2004; Vargo & Lusch, 2004a) - Vargo 1 Lusch (2004b) FiEE{FEHEN SR - HEtEift
F DR E )R (Service-Dominant logic, S-D logic) HUfLrg L& M) E ( Goods-Dominant logic, G-D
logic) HETTRHIRB TGRS EET -

—IME @ IR I EREGHIPEERIES - SRS R GREERET - MM R o
Hi kB #eEs (Schneider & Stickdorn, 2011) - FIEERETHRLERE T IRES T ) B —THIRHLIRESHE
{5 B S R EFE FFE%ET (design of systems and process around the idea of rendering a service to the
user) (Bedford & Lee, 2008) - [K[ith » ARi5anE iy FEEHAVRUE RIS EEH ~ 6B ~ ARER - 568
k5 [ - DAFF & AR R HAEF (making the service you deliver useful, usable, efficient, effective and desirable )

(Design Council, 2010) - Mager 1 Sung (2011) $&H! - ArfFakdt & HN RRAVEREZ - WG
EREHT > HPRIRAVREEE IR ARG T MR A RER] (useable) ~ HHJ (useful) KAEH] (desirable) [y
FEARATIIRES > TRAERBIESE BRI AR (efficiency ) JZ3KHE (effectiveness) o FEA I - flRisass
Al Ry —TEEGEERE T T o ASHANEIREES (touch-points ) FEEHZ EASZ RS EE - A0 - fEIRES X
Fhrb e TEEEL ) SR ATESEREG (AR - MR ESEAE A B T IRESREEIEE) o B
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B AMEE R BGR A Re B L BURE - RSO SRS g I E EE AT (Zeithaml et al,
1990) - [Klt - AREsEETHIZE H AT DU BAS BIAE] - AAREEND ~ 15 ~ BTy - HER M2
A [F R RS B A EAS Y IR R - BT S - IR A AR rTRELLZ AR U3 - BilAl - R
2 ~ BROETAR © IR Rele e ERE it (Schneider & Stickdorn, 2011) - [AIfi - AR5 EEHHILIRERZ 2T
(Y e T R K Y BRI S - SRR A T IRk (servicescape) | HREUEISZEL 5 H
Hh o RS S BN 0 S 1 S B FL ) < W BRI - BRI ¢ ERHE  EEEAE - RITRE
% (Moggridge, 2007; Zeithaml, et al., 1990) o FHERHS— M REEGET - MESasat e — T B 228
AT EINIRR Y o HIRE e s —ERehs - Ieka R ne R G R & o AR
Frighaisat -

2-2 BRIFERETHVRI B RARKE

Pk a e — P B B2 0l S - (B SR R AR AR - HRI DU TS B BB R TS F AT A -
AR5 a5t i FHIRE R AT [EI9#E] Shostack (1982) HYBHST o (ERGZERTAE » Shostack R5E5 [ T Hiw s BE =
(service blueprint ) FMER » JRFHRES SRt AL. - 55 Hh il 6 2 B el A 2 B IR 5 5 (Moreelli, 2009) -
Ff% + Shostack (1984) LA designing services FyrB Gl ama Ram S - FHARIMISE R 2 Mo A il
FIARBS IS - FRPRET AR E IR AR - SRIT » 1 Se DASR AT L B PRE T AR B e HIT4A 72 Hollins,
G. M1 Hollins, B. (1991) Fr#2E51Y Total Design » 55 ANZ% 244 BHAYE RS RS 5T (service design)

—GH|

HE L I RETEEM BRI SR HIBAGR - BIAIIREEIE: (service science) ~ REFEER
(service management) ~ R#E1TEY (service marketing) FIARFE TAE (service engineering) (Holmlid &
Evenson, 2008; Mager, 2004) ° #Xfij » Moritz (2005 ) #EHEA L BERE E IS4 G TR AT
I 5 1% + SRR AT (Holmid & Evenson, 2008; Mager, 2004) RS #HIRESRE3 2
SN (outside-in ) FILAA Fs AR —FE RIF L

ARiAT - BREsEE T — IS SRR 2R - A S S BRSO RN TR B, - B —E %
AT EA 7268 (Holmlid & Evenson, 2008; Schneider & Stickdorn, 2011) ° $FEHIREREHETS
A aa tH s B - AT DRI B 1991 4 - FEBIRHE BIRE R T B R IR s G T GRS » T8 2 HIE A
i Bra s e T AHRHRE » S SRR B At A TR A e a t e A B E tH B A s RS H - &
RO ABRBS 2Ryt Eksaat % (A) ~ SENEERAE - B4 - SCE Royal College of Art »
B, Oslo School of Architecture and Design Jz 2 AF!] Domus Academy - JTH3R » FF et a e thidn
MRwsastat < s (B4 - TASDR ~ DMI conference %) » & B S LIIRE G F LR MER T
TG e iy [ R T B I BRI PR AT & > 140 service design network conference ~ ServDes.  (the service design
and innovation conference ) service design and innovation conference  [t4) » 153 Bt FERN SIS &

AT~ MEGLELEREAR 30 BRI S T R S B R R IR R -

FRAR B AT E R T LS IRIESERETE (service designers ) B L HORBRSEHIE AR THITTSE - [LAD
IBM ~ GE #1 Herman Miller 14412 M0 40 RO LIRS 3 TR B A - BB 8 A ATEEHERF T
BAER - 2001 4 - BRI IG T R EEhinUEEET/A ] [ live | work | FESEERL . (Moggridge, 2007 ) -
[t4h - IDEO 3245t A HHE 2 n RS S T B (Han - Z2E - $R17 ZHEEE#E ) (IDEO, 2010)-
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= -HRFIE

AFEEERRE NS ML T B - KRR BS 3 a TR R ER AT R 2 o A I PR Bl e i R 5 st Tt
FERRRIAN - PR — R HIRARIR B EGE HIT FE IR R BB o SN SOIREEE HER AT S - AR R E5E
& Web of Science (webofknowledge.com) Eil Scopus (www.scopus.com.millennium ) FR{EE R EEET T/
M o SR EEIZ i 224818, - Web of Science [z Scopus & H i fx i # FH A M BR SRR 12 kR

(Aghaei Chadegani et al., 2013) - JRFf /&% » Web of Science FTERIIE SIS HIREEE - HAEREEE
B2 BB M HER o HNAREIT] « 5 - Wl - e REMEEEN - Hoe iR R
FefiZEHAT] (Science Citation Index Expanded, f&if# SCI-Expanded) - it &RlEAEHEAT] (Social Sciences
Citation Index, f#fH SSCI) Jr A ESAEHAT] ( Arts & Humanities Citation Index, f&f§ A&HCI) Z="Kk
BB SR » 5340 » 2004 £ERIIHY Scopus BORHH tGE RS R ok H BTr& IR iR REAR I SRR A
FHE » A ARETHEERT (Rew, 2010) o AHESHAFE SIS Web of Science » Scopus ik 2 KE AU B2l
BRE - BIAnRaSEIAT] ~ bR SR - HEFFISBIEAN SRS - FHE L+ Scopus 5 [ SRR S [EHHE
T BRI EERIEL Web of Science BEAHEAR: » {HA5E2AHIA] < T Scopus BORHEEMERIVE KL TT - HEE
% o KBS S HAEE - ARMTTE S M RO AR H o b Ak s it AE R B Al i S 2 R B
Jile] e

£ Web of Science B} » [ 1995 F2 2012 T AR EFHR S E - AW ELRRREH4
(title) BERE (topic) &G “service design”# « SR1% » $1¥F Scopus ER}EH » AWFFEtRzRE 1970 F2
2012 ST Z IR ETTHRSCEE » 5544 (article title) SRH#EF (keywords) L& “service design™# °

B 2 W Rk B2 MM AR KEEEE YRR IR
(http://readopac.ncl.edu.tw/nclJournal/ ) #ERH 1980 4% 2013 H28T 2 IR E TR 2 ATERTIER SC »
HRAEHRTE TIREERGT ) B DT R EE R SE R R s R R B -

WA ~ SN BB R - ARIFTEEEIELL “service design” I T HRAESEEET | 1E RS H#EST
ERHRER - HoAth B IR B A E AR Al s B 7 (B4 - RS RLER ~ IRBFEER ~ MRS THY sk ss T2
%E) QIATEAIHTCERR A A -

g S HTELE

4-1 BIFR AR ET R ST R R IR N

AW Sedt B AT SRR B S R 7S B2~ AR U BRI T AT » IRR P — 20 S B Ra{lE
BORHE S | FH B L B SCAIRIE e 53k ~ WEFeEE e B IRER B T 04T - L RE R e iE —
BEBFUK 1 IR RIS S T ER T e B SR AR -

THEE 1 RBIEARE G M 7 e R R BRI SL © $1¥ Web of Science ZORHE » 1995 -2 2012
T AWFFEILICEE 477 RIS G HHRE < BIFRER A A FE SR - BRHSMCEAYI S - BATIERSC (article) %5
%8 (310 55> 64.99% ) » FaT @i (proceedings paper ) ZEEZ (141 152 29.56% ) » 5 FakEEH (review )
6 (1458 > 2.94%) - #FEE5 S (editorial material) %8 (6 55 » 1.26%) ~ &iEfHE (meeting abstract)
2 (4550 0.84%) ~ EEENHE (book review ) ZH (155 0.21%) ~ FEEIEL (reprint) 28 (155 » 0.21%) -

dt
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534h » 1 Scopus R » 1970 22 2012 4F » AMFFEIER 1,421 RIS G AR < BIRE BT 9T
o BLHINREINT S - RS &ERC (conference paper) XH 528 (918§ » 64.58%) » WITIEH (article)
S (42755 30.07%) -+ B2 FACRIFR Creview) 8 (275 + 190%) ~ kIRSHI% (short survey ) 48
B (9 f8»0.63%) ~ EFEEHT (book chapter) ZHAU (8% » 0.56% ) ~ 2 (note) #H (6750 0.42%)
HREES = (editorial) %28 (55 » 0.35%) ~ eI &3Fs (conference review ) %8 (255 » 0.14% ) ~ £

(book) 28 (15°0.07%) ~ #Hyts (report) 28 (1 55 2 0.07% ) Sz H At (undefined ) 5 (16 55 » 1.12% ) °

# 1. 1970-2012 FEIFFARFFRETBRMMR 2 HARRIR - FRRERIMTER

&EFE  Web of Science (1995-2012) Scopus (1970-2012)
BRI RAREER Eservice design » 3247755 RGBT E & service design » $£1,4215
XERY R Baokk | B R Bk B R HSL
IR 310 6499\ BRI &L 918 64.58 BffaS@EaR 2 0.14
e 141 29.56 | HATIz 427 30.07|EfE 1007
R 14 2.94|3FR 27 1.90 1 0.07
HA BRI 5 B
s [ = 6 1.26| %R 9 0.63| Hth 16 1.12
bof D 4 0.84) EFEEH 8 056
S 1y i 1 0.21)&% 6 042
FIENES L 021 |#REEG 5 5 035
FARERM RH Bakk| FREMN R Ea
1970-1994 61 429
1995-1999 36 7.55[1995-1999 41 2.89
TR
2000-2004 59 12.37|2000-2004 72 5.07
2005-2009 120 25.16]2005-2009 541 38.07
2010-2012 262 54.92(2010-2012 706  49.68

Ex R#H 5ok Bx R# 5ok HX w# 5ok Bx R¥ ETk
1R 117 2452 112580 13 273 1. EE 283 19.92|11. FgEE 45 3.17
2. I 96  20.13| 12.F§E 13 273 2. B 170 493 |12. ZXE 44 3.10
3. WM 36 7.55| I3.ERKGEH 12 2,52 3. R 131 922 [13. B+ 40 281
4. g 34 73| 14 BKEEHET 11 231 4. fiE 75 528 |14. HIE 34 239

AI20HY 5. FAF] 24 503 158+ 10 2.10{ 5. HA 74 52115 BRE o 33 232
BIXR
6. ngk 23 482 l6.®WEHF 7 147 6. AF 67 471 |16. PEEEF 32 225
7. fHEE] 19 398 17. %4 6 1.26| 7. 7R 60  422(17. ¥EE 32 225
8. G 18 3.77| 18.78EFF 6 1.26] 8. W 55 38718 FHiE 30 2.1
9. fAiE 17 3.56| 19.5gHm 6 126 9. & 53 373 19. ®WEF 20 141
10. HA 15 3.14) 20. FOg 6 1.2610. fngAk 47  3.30(20. FHZ& 15 1.06
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R1% » $1¥F Web of Science J Scopus B} » H 1995 FHLE 5 - Ry — ST 1@ RIS S AT 2 Al it
GRS - 1995-1999 4545 36 £5 » 2000-2009 £ 59 1 (FREFEE 0.64) » 2005-2009 44 120 2 (5%
R Ly 1.03) - 17 2010 4% (2010-2012 4F) 45 262 i3 (B 1.18) - F35 » $1#f Scopus ERHEH
T 40 FEAREE 1,421 SEERBETT/T E 1995 FLIRIRLEE 10 R —{EFSEERT » 1970-1994 4275 61 &
1995-1999 475 41 £ » 2000-2004 555 72 15 (REZE 0.75) » 2005-2009 4545 541 & (REZR 6.51) -
ifi 2010 4% (2010-2012 4F) 5 706 fF (R 0.34) - BEME - IWE RGBS HRR U REE
ARG EA L5 -

SIS IS » $1¥F Web of Science B e » AFFTE I EBE IR LR RBENIBZ (117 K) »
W 2 (96 5%) - MINEE 3 (36 /%) » MEEH 18 5% » JEEE 8 4 « 5341 » §1#} Scopus Bl - AT
FeRE SRR (283 /) EE AL - thEEE 2 (170 ) » HEEEE 3 (131 58) - MEEE S3 /M B 9N »
sk 1 fis e

541 » HHij Web of Science E}EEH1.Z SCIE ~ SSCI jx A&HCI B} A Sk B 5 2t & HAHBA S il &
BHUITIH 57 18 » M Scopus B i 2 BRI B a A AHRHER TR IITTISE 160 F - AW7ehisk Web of
Science J% Scopus B RHE & SR ERIFEAR S %G I 2 Eam SUR BET 10 S0V HEATI44H > L Web of Science HYRE
BoR L RIS 2 Horh - RiEE R ERAYIITIA 8 4 1. Transportation Research Record »
TR IR B 2 A THRE Y 2T 3 S 5 2. International Journal of Operations & Production Management -
TR ISR A A AR 2 BF923% L 5 3. Journal of Operations Management » SR E i S Bk 25
PASEEH 2 SAE 5 4. Behaviour and Information Technology » UERE NS ;e HEZ 25 2 BT S S(3E 5 5.
Decision Sciences » - E Z N ERFGSE IR K2 s BB iT 22 SCE 5 6. Journal of Service Research @ 2R
BRI AT M ERFZEHATY ; 7. Information Systems and E Business Management » DI N2 K E T RS E
ks F I BRIV EIE 5 8. International Journal of Design » 3= BLIKER BIRR &% 5 [ FHRR 2T 92 S . » ExRFAl
fJ;2 + International Journal of Design £ 2011 fEGQESEHIR " IRESEET o Rl » e HRiHME—[RIRFIKERR
SCI-Expanded + SSCI #1 A&HCI Z BIREEET BT I « TEAWTFCHTsR 15 ABIR AR a3 Tt Fam S B
AT - ek i 2 AR s A T B IR DRI By Touchpoint » fy— AR B Fa sk a3 HAUHAT » i service
design network (SDN) Ff#&1T o thAb » BfigEl ASCHEIATITLE 2009 4% » BEEWER DAIRB EET Ry -
RHZ B » 40 Co-design: International Journal of Co-creation in Design and the Arts, Design Issues,

Design Principles and Practices: An International Journal F[I International Journal of Art and Design Education

FRE AT -

Ry T 1R BIRE IR a5 G B lram SCH s 8 )T+ AN 9237558 Web of Science J¢ Scopus B} i — AR sR 1
SRR (B2 2012 ) RERATHATIRRSC - MIEREE B 35 KB - K ErheE b [ R 8T
10 FHIRES EE TS Eam SRS ISR 3 Hh » SRR - AT — B i S UR I S 2 T iR RS T 0
KA ETENZE (B4 STRSMT ~ MEZHTERIERIERGER ) AR Liftsemitd (fan - FEGRENEEE) -
Horpr» W RS [T 10 AR BIRE RS aa i Ftam S i 2 RIBFFE iR R E TR ZE (115 -
AN BUEE BT S - FEEORHE S R BET 10 ik ata Hifseam Kt sty ER o nla - 1. 38dE3E (4
)~ 2. MRS (3 /) 3. @EERE (1 /R 4 FEE (1R 5 Fikbo 6. 188 (1
) ~ 7. EE¥E (1R ~ RIGEEEGR (45) - HAh - BEREERRECURIMT » ZAi8% (Cook,
Bowen, Chase, Dasu, Stewart, & Tansik, 2002; Goldstein, Johnston, Duffy, & Rao, 2002; Hill, Collier, Froehle,
Goodale, Metters, & Verma, 2002; Ostrom et al., 2010 ) EARFE AT EL s R Sy BHER M2 P2 - 0
a1 DA RO T R R R i » Cook FE A (2002) F-iRARBHE M MERKaa Bl T R 2 S R s 42 iy
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(BEREAR) DERrEeEe (REEE - ITRIKERINE) - A S EIGEFHESS - EESOR
SIRT > SHETARESAEETAVEE S, » BREELENE = /8K » Goldstein % A (2002) F2HIAKIFFE T E R E
RhRsfal 2 BESh - Hill FEA (2002) SHEFZESE RN E ~ FkuOIRE A B AT IRE DU IRES Eim L
BUESREAN RIS IR ARG RIS « etk - BRIk IR TR SR S B A SE B SR » Ostrom 5
A (2010) fip 10 TERFZEEERS - 1. fEEARBIYR » 2. BB AR AL EE St - 3. Al b AR st
4. BUEINRAZ AT > 5. MIsRAREEET ~ 6. fETHIREHERS B RRARRGR - 7. ARt LA R S I AR ~
8. EEILAKE LB tEEE » 9. Bl RAREBEE « 10. ERIBHCEIRS - EREILEE - AWFERn
S IR E AR — RS Em AR s A e B R E 1)

2= 2. Web of Science 1 Scopus FyE ¥ B EFRAR IS AT FA R SR UL iR B 21T 10 BEYEITI& M

Web of Science* Scopus
b B Wk
AT BLFEI
7 FR BER LEE IF 5-YIF HE | R
(He8) | (HE)
1 Journal of Service Research 1998 ZEE IRFEHEMEEIAZE | SSCI 2714 3534 9 (1) 6 (5)
2 Journal of Operations Management 1981 1ajpH pa¥EHE SSCI  4.400 7.130 8 (2)| 6 (5)
3 International Journal of Design 2007 E@E  HE SCI &
0.725 1.144 8 (2) 8 (3)
SSCI
4 Transportation Research Record 1974

KR A EE SCI 0.442 0.636 7 (3)| 11 (2)
5 International Journal of Operations & 1980 & fRZHIAEFEEH  |SSCI

. 1.252 2285 6 (4)| 6(5)
Production Management

6 Information Systems and E Business 2003 fHE &Ei-AMMETRG|SSCI 0605 NA. 6 (4)| 4
Management w7
7 Behaviour and Information Technology 1984 i &EHRHL K |SCI &
o 0856 1.000 5(6)| 5
W Ne|
8 Journal of Service Management 1990 KRR ARFSZEMREIZE | SSCI 1.864 1.859 5 (6)| N.A.
9 Managing Service Quality 1991 B ARSsLEER SSCI  0.778 N.A. 5(6)| NA.
10 Decision Sciences 1996 iR PEEEPLSRAIAER |SSCI 1484 2993 5(6)| 5
il
11 Touchpoint 2009 {HEE IRASERET N.A. 21 (1)
12 Computer Integrated Manufacturing 1996 rhif HEEETEESE |NA. 7 (4)
Systems CIMS
13 Production and Operations Management 1992 [ HUEHEH N.A. 6 (5)
14 Interactions 1994 £ NS T N.A. 6 (5)
15 International Journal of Services and 2006 Ztf] JRFSZEEIETH N.A. 6 (5)

Operations Management

2% : Journal of Service Management A 2008 fERijHA T4 %% ks International Journal of Service Industry Management; *:
2012 Journal Citation Reports; IF: 2012 fE5225F 5% (impact fact) ; 5-Y IF: 5 N 5225558 ( 5-year impact factor ); N.A.:
Not applicable; #RFFRE] : 20140313 -
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+ 3. EIFRRIFEGTIRR RO 5| FZRBAT 10 B XEHETR

FIRRB (BK)

Hmak = £ F& WeiE HoEsk
WOS Scopus
1. Air network design for express 1996  Barnhart & Schneur EZERFTE A mE 40 (7) 49
shipment service
2. The service concept: The missing 2002 Goldstein, Johnston,  SCARSMT N.A 76 (2) 140 (1)
link in service design research? Dufty, & Rao
3. Measuring switching costs and the 2002  Chen & Hitt MEHEAE  HERIRG 129 (1) 203
determinants of customer retention
in Internet-enabled businesses: A
study of the Online brokerage
industry
4. Human issues in service design 2002 Cook, Bowen, Chase, SIAZ3#T N.A. 46 (5) 58 (9)
Dasu, Stewart, &
Tansik
5. Research opportunities in service 2002 Hill, Collier, Froehle, SIA4 T ZEEEREMFEK 39 (9) 59 (8)
process design Goodale, Metters, & - FHR AL
Verma IS E S
6. The design of functional ( total care) 2004  Alonso-Rasgado, ARG BLEE 33 (10) 91 (4)
products Thompson, & Elfstrom
7. Ability of experience design 2004  Pullman & Gross M s 44 (6) 79 (5)
elements to elicit emotions and
loyalty behaviors
8. An approach to life cycle oriented 2004  Aurich, Fuchs, & NARGHT  BIEEE 22 52 (10)
technical service design DeVries
9. Marketing models of service and 2006  Rust & Chung NARGHT NA. 70 (3) 95 (2)
relationships
10. Life cycle oriented design of 2006  Aurich, Fuchs, & ARG BLEE 50 (4) 93 (3)
technical Product-Service Systems Wagenknecht
11. e-Service design using i* and 2006  Gordijn, Yu& van der {EZWF5E  HEESIRES 30 75 (6)
¢*value modeling Raadt
12. Product-service systems, a 2006 Morelli iz EESE N.A. 63 (7)
perspective shift for designers: A
case study - The design of a
telecentre
13. Moving forward and making a 2010  Ostrom et al. PEEEGEE NA. 41 (8) 95

difference: Research priorities for

the science of service

3 BIRHREENE 2012 £ 1F 5 N.A.: Not applicable ; Web of Science (WEB) &EFHES | FHZKEET 10 A HRBS %A
FlEw SRR Bt 3, 2,9, 10,4, 7, 1,13,5,6 5 Scopus ZRHES [ I BT 10 AR ARES asei HUITIER SR Rtk 2, 9,
10,6,7, 11,12, 5,4, 8 5 Hs 3 Bilise 13 & Web of Science BZISEIHYSCE » #AYIfL Scopus ERHEIIHEFH 5 L
HRAFRET £ 20140313 o
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4-2 EBRFERETRWH R ERIRR
AFTEET T AT UCER A BRI ER I 52 SCRE A R AR DI TUE T o0 AT » FELLPR (ARG REE — A B

EHUR T g aE R T 7 E B AR o S IITER SRS R - 1980 522 2013 [ - A
TR AR T Ry " IRBSERET 1 & FRICE 21 AR S A TR SR TGRS - 5% 4y 1980-2013
RN A A A B ER R T ER SR T2 © 7EFRS 16 AT Bl ks 2k s HERR S i am s T - T AESgE
BRI ) Kk (45 - TEISEUEH , BEX QR - HMRAE R 5 1A - T ESEEE R
B, THEEETEISFT L - TERERBET, ~ THEEREET L - TEEERGN ) - TEHER
# & T EEEEER AR ) B T ARIHTIRER A 28 A SRt @R S SR [E R -
3 4. 1980-2013 FEBRHFERETIERMBMTHETIRIMET =R
BT £ = F£R RH
FE S B P R FH Bk R B LR 5 iR SRS e R RS R i s FEGT - ARBEEL 2010 4
P R R R S T Eim L ad BIEFH ~ AOBES - 2009
EEAE © PRIEEE
HRs TAZBIBG T 2 BT AR W 5 - Mg e A2 73 ABCS ~ MREJL ~ 2008
B3
AR ER & Rl HE P - S U AR s 3t HIERL ~ JEF& 2007
B ELEER —AE AR N BRI A A~ I 1995 3
RIS LR R s A AR MAGKIE ~ BRAETS ~ 1995
IR - R
BETERE PR IR T IR R w4 1994
EELEy US| JFEE P B o A BB e e S L AR s et Ao 0~ BocE - 20021
BB R B DU A = CERE B AR BRI T B AR 3 T B RIS ~ e~ 1995 1
RS2 e SR
HHEERE T PSR P A AR R S IR B A T R e 2007 1
e e SRS B D 1 1T A S BT IR 2 2009 1
EHERAR DU S MRS RS e B R S 2T SRJEEE - BEEE 2010 1
EIE T Y S N SN R/ G S o S TR BIREE - 2013 1
DAl iPalace SHIE Fy 1] E2 S
BT ISDN Z2 BRI < VR IR S 355 BZE 1988 1
HENE B DATEBI 58 i b Fo R < AR 35 T 3R PUSFHE ~ #EEMH 2010 1
BHCERF A& (7B R SRR R /I B RS UGG - B - 2010 1
BEE
e VIS BN FIRTIR S R i U T EZEqh ~ ZHE 2011 1
e BN e Sop i i Bt ks G R e e 2012 1
T BHEE R iy o A R E PR B B BSTAEL LAE S A I s 33 TERES  BRE - 2012 1
PRI
IKFEAREHEZER RMEECREBHTE TAZ M REAR S a5E M & A BETRBE 2013 1
EIEET R T8 SE B R A i MRS BT DEEW - EEME 20131

BERRY - EEHATIE SRS R HE (http:/readopac.ncl.edu.tw/nclJournal/ ) » _FHERFR : 20140130
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* 4 o MR R R R G U2 T ISDN SRS RHLURIR S IR IR R ) - (EE S IRZeE
(1988) - {HHFSE B ELRRTEERIRB BB R A R AR L TiiE - BRI ZERT FUER IR EE T
FRIER - 2 90 F£40 (1990-1999 ) » EERERETE2MIUTIER SR S ™ bl E2EER L
REE Tt DRSS S TS - BUAN - SHAFEESARSS - #5304 (1994) B ESCAERMERZL (1995) 38K
s s i B B RIS 22 7 MR BEFHAE R oK - PR ACE M i BERBEEGT - 2000 H-#% (2000-2009
) o ZEIRERGT MR RTFINERR T HE R - MBHIGREIR S iebgast o B4 - ST
s - IGHIRIEHGE (2002) $RERFFEIER N IGER ZRMR - i EREfEIRB A B & 75 oK =
KVl AR AT ERFE ARG TS | H e R =X - IR PO A e I e B il - H 2010 £74%(2010-2013
) BREIRESGTEIITE S CR R R BT 1008 - HBSEEN I - ST R C A S e Bk
Bata B TR © B0 - S50 ~ BeEATE A (2010) DU AP B i B R & R BERE ARG
A5 2 ST iHiEET - WA ~ REIKEERZERIE (2013 ) A Ak s e i 2 B ey P e O I » o Wk 2
MR BRI R R AR 1R -

MEIR AR DUR A BB 7 Fy IR aRET o BIERRERIKER - (EABURIITIRR SO e e
AR BTL E2AEIRL LA - BIAN - FEMERAISEFRE (2007 £F) JesisFRAIFER R (2010) - BEHgMS - "2
FPH R AR5 (Technology-Based Services, TBSs) | J& i S ks asi + S M SRR < EELA, -
I AR AR (SCAE > 1994 5 15304 ~ JRIBRZS » 1995 3 ISR A » 2010) ~ SEARE (FL23C 7 2007 ;
REW - EEME - 2013) ~ ZOUE (FRBRFEA 0 2013) FEINBHY - 125 DRRCEBIRGE G
PRIUITIRR SRR e I DU A SR E I G 2% ANISRIREE S (FL22L > 2007) ~ s (0GR ~ B
iE - 2002) BRARAEARES (BEER ~ EEAA » 2013) 55T Bl GmAd i et TR ROT AR e R s -
Bl - BRI ~ HRES ~ EEREAIBRIEEE (2009) FUEEA4N (2012) -

s ARBRBEHFAFARBERER TS

QIRIAr - ok TR EET o B H B FUE B R AR o A eRE PR IR A T it
FRRE RN - SRR I R AR AT S B R T )~ (ol s B i e A B R AR S B Bl S LR 3
AIFCEFAN B2 (Cook et al., 2002; Goldstein et al., 2002; Hill et al., 2002; Ostrom et al., 2010) ¥R
TR B R R S BT i W FE e - MR S AR AR SE s R E B 5 ) » SN - ZEBIEsREA -
AR R EE ST 5 ARy « 1. ARG AERE ~ 2. ZEEENIRGET ~ 3. EMARE Rf
ETEAER ~ 4. MRS alstial ~ 5. it BIETE A ILARB AT K 6. ARAEMEIRBERET - LU RHMEREER

1. IRBSGTABRR

PIREsEEt o AR L8 TR S IR S E AR B RS M - AT RN EU R SR B IR 5 B
AR5 as E Tt I AR EAF IR SEai i — « BIAl - FHECHA P i - 0588 ( G-D logic ) #1%f » (Vargo & Lusch,
2004b) FIRBIAEARSEMELIIRES 1 50HE (S-D logic) tamiikEaaT - FE - B A RCE TIRE s
A #aTamiVERE( Cook et al., 2002 )« FHEARYFRRER s s 29 SR AN{AT 22 BLE ik 5 r 3% ( Carbonell,
Rodriguez-Escudero, & Pujari, 2009 ) Bl a3t ANEL {32 AN R B BRFR A —HEEI T EEILAI (value
co-creation) (Prahalad & Ramaswamy, 2004 ) [K|[H » 288 H 50 S8 B 2 RIS 3t Efl T 24N » ARRsE
#3[A] Pacenti A1 Sangiorgi (2010) Fif » KA F I FTRE RIERAE ATEARSEETAE (the nature of
service design ) HYERER » DT BE BYE 2 IR A A R A g
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2. ZEEENIRERET

S3h » B AR (TBSs) fEBLS AMMMBATEHEEE EE AT HEEEENTE R
ks BT FZS AR BB AT R A RS A58 (Candi, 2007; Hollins, 2008 ) - {3 3 HfqAl » A5
HHE B AR e ET EiRHY (Aurich, Fuchs, & DeVries, 2004; Aurich, Fuchs, & Wagenknecht, 2006 )  FI#g5%
ik#5 (Chen & Hitt, 2002; Gordijn, Yu, & van der Raadt, 2006 ) F1HE ZYIHIEIR o STHER » BF2 TR T
TR IR - SRR A B T - 1R TEEEE - AR AR B B E A
% %538 (multi-channel ) Ay E B BiEE% A 8 (Montoya-Weiss, Voss, & Grewal, 2003 ) - & | » &
s AEERE 2 B EIRGRAR O FRE « BIAN - SRR TR EE TR RS ~ 2 R =8
et % TR AGHE ISR M R RS R 2 EH A BBV EE - 2 2 AioR - iR S EAEEIRS
RPEE - HBoREE REE ZWiz 2 AN AEE IR E . (Ferndndez-Sabiote & Roman, 2012) -
SRI » BRSBTS B - LRI A SE B ASRAE BERIHERE (Lee & Grewal, 2004 ) - [A]IRf » Chang
1 Yang (2008 ) /B % H Bk & S REE IERERUE AR T oK © B L HEENIRBSGET RER T B BHE
HEbE T oK - ISE e SR IEs H E 1 - EE LR G 5 [B k5 L (Patricio, Fisk, e Cunha, & Constantine,
2011) o jEf - FORKGE RITEGT - ARG EEFTRE S A R - B ik ST - K - 1

LA 2 AN R4 2 SR (Nunes & Cespedes, 2003 )~ DL T fEREZHYE 31T Ry (Kumar & Venkatesan,
2005) JefiEieks (Patricio et al, 2011) EECKEG PR ASRETIVERRE - &7 BPmk - AWk " %
HEEIREERGT (multi-channel service design) | & BRI 7E R REEER.L — -

2. EREERMUSEANREEE
E BEPHERNERTE B TEIRAEMRT A | MBRERE

3. EmIRESRERTEER

ST (SGART) BRME @ SRR A 2 L B AR A B A RE R A
FHRESY (Herrmann, Huber, & Braunstein, 2000) - ig#5asaHiffse gt Bk ¢ - BEtE — R iesk
3 r AR R T B R L s 2 T AR B A S A S Ry i 5T 535 (411 < Alonso-Rasgado, Thompson,
& Elfstrom, 2004; Aurich et al., 2004, 2006 ) 55 A/NNEE (4/13) o BESLIRTE 24 (Product-Service System,
f&ifE PSS ) BHEH P A B IR B U S =EE T+ S & R AR e e B & 75 K (Tukker & Tischner,
2006) < PSS #iil fy—HE i LR LSl =UAI#T (radical innovation ) AYJTEE » JRFE i B EEE AL Ry i IR 55
Fff > PSS AMEREFR IR Bl e FrEE - TEREINE R A A SR A (Aurich et al., 2006; Manzini &
Vezzoli, 2003) - AIEA4RYZREL/AE] Herman Miller AR DIELERGH E » M2 te it HENE LUK 22 HEwE
Y% S MRS HGREE (Saco & Goncalves, 2008) = DL & 3 Foffl] » £E PSS HUBES KGR BRI IR L 33T -
i PSS BE [ SRS FH 5 B s B MR B R SR e o I A Bl 7 =X b fE (R - B E TRl v 35 LB BN AT 3R
W& o BLth - AIHFSERE T LIRS RtERE T ELEA] (PSS design and application) | ¥Ry S —{EASKAR 3%
FHFE R AV EEE M -
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3. ERBBRMREER (RHAESSZEHEMR)
4. EsaasRItal

FHEHA S FIFR BRI AR B, - IR ERET 2 T DA SRR B E 10 (Holmlid & Evenson, 2008;
Mager, 2004 ) ° f£3% 3 tf - DR AR AR e s 2 tH & 2 9Ei8E (Cook et. al., 2002; Ostrom et al.,
2010; Pullman & Gross, 2004) -~ b4 » SPEHEERDS @ BEEAV O IEREIE B b S E ALy
1HE % (Prahalad & Ramaswamy, 2004 ) - HiAk#; - 35#ERE (S-D logic) BiEG - (BRI FEE @R
i (value-in-use) | BIRBHIFRFELZ— « AR ARREZER T2 Bl ikss i B IR (Hollins,
2008) o BERBAFACHERMSERE - HEFRFRE BB RESR - HE T/ g 2R EE R M E 22
5.2 IR#5 (Cook et. al., 2002) < Ryt HRAE IR B #e8E » Berry F1 Bendapudi (2003 ) £2H{FIHI##R (clue)
SRAETPRELEE AT AR - FEHIYEEMEREHE (physical evidences ) SRIYBARES Pk - At — BRI RS Habes
% o 5351 > Stuart (2006) FEAEFHIEISE R (dramaturgical theory ) RIEMTARBI ARG T H < AHESHIES
Br o HE L IRBESRETMESIHHBIE AR - 5 - EKABN— - E2HEBE - TIEABE
ETEB S A S eIk B 888 (Ostrom et al., 2010) - DIE 4 Kol - DAEMEITFHIZFEARE 18
Bk Bl SRETENEGE N RIRRAIR S ARG R L E 228 - FIARHCRfB TR 5% » AR =X
HISALBDEAR SRR 2 ata T CRIFIIE ~ ([EPET - 2014) < SR » RAFRURSEE AT B R AL - 2%
FEREE 5 TR R SR B Y s 2 (B 2 BGRH oR B i S B R M 0 = RE TR 5 23 1( Ostrom et
al., 2010) - Zomerdijk 1 Voss (2010) 5@z TR IGRERE H5 | A B RS B i R -
[RIEE » ARS8 b R SRR S 3t AT T B RAESS PR AR RIFR A (stakeholders ) Foffi& EE AR AR

WhaEEILAl] (service experience co-creation) °
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4. LRI (BNA  RFEIE - @EFEF - 2014)
I EREREIRE A | RBER

5. it e AT AHARE ARG

HE L BREHEES - BIBROAETFZIEEN (NPO) #HK% » BUNHEEASIA H IR E BHIaE ARRSS
BEET o AN - B NHS SR - LEIIEEREPT (Kaiser Permanente) » HARRTEHRRH (Tanigawa
& Tanaka, 2006) = 534} » 4F 2013 ££ » Touchpoint BFIEE 5 HAZE 2 HBHIELL T AHIRE , R EEC %R
O - BRESIBEARE RN - 24123 (Hollins, 2008; Ostrom et al., 2010; Pacenti & Sangiorgi, 2010) F5E -
RIS ast TR B E R A H A Er BT AR R (B4 - AR B ks )+ #ELUE = A R Vi
fill: © P + Meroni #l1 Sangiorgi (2011) #5HHARES G AI/E Rtf8it & s i RIRERY B2 - BIE L - 57
BRI RGETE (et BT & - DEFRE R B - AR B at HE BN G BER gt ~ I Rel ~ &
SRR SRRt & E it O (Tekes, 2008) - fEEE - LA B IEAE Roiitt & BT B A LIRS
ETE5J7 - B4+ 5% Design Action j& —f{EEEERit S BT AR A S EIR EIRE - Mg B RS
AL TR ER S LU e b B35 o B BB LAEY » A 5 Fr o 2 ARy itk & el
AR E%ET (social innovation & public service design) | - ERRIRIGRET B R CEE AAZ— °

6. KAEMEAREEET

Btk o TS EME— A Erdosnml 2 EE) - MiEE R E RS G HERAIRE o AR
ey - MRS H e B A = B LA 75K 5 AL - FERR i fEh - SRR aE T A HE R
R REREL - DR AR IR EE E 3R (Kimita, Shimomura, & Arai, 2009) © fEi# A 21 fitfd.Z
B> ToKig#E% ) (sustainable development) LR AN IS AR — - JFHIE - SBrig
TP e SR e A HE A Py — (g 1 RS9 ~ by BOREE ) 2[RI 2L - HAN ]3] (Bruntland, 1987) -
Tukker (2004) ERMZEMEFEREMEIRSS - DIRHEERSE AT « 2K - BORTTHY B EEEw - H



58 Siamigaeat bR R

AEBRHEZE RS » LBIASME S 36 RT3 LR = i WAsE » 128
AT RIS - BR T AR BRI S ~ BB M S T E K A IR S AT 0 40fEl 6 (Sung,
2013) - Kl - BRIEHE AR G282 (original service business model) 4b » AMHFEFL Ry ARSI 3%
AT S R B AR % T kA IR A% E%ET (sustainable service design) |

6. 2012 SENE B EERR P 2 8 SR ERMMT B EEERIFEET (BX8 © Sung, 2013)

.l—% Y \‘ééﬁﬁ%%

FHA IR B B S AN Bt pleRe - ELARES 2ESE 2 R s B s e - A Ak s a4 ) 2
SR DU RIS » F3E > SRS B A TR I e T - s A SR B S — EUR Rl
1 (Hollins, 2008) ° #R7f1 - 2012 =B B e M S B 5 B €N A (GDP) HY 0.26 % » Y
iz (1.11%) ~ i (0.52%) BIHA (0.47%) CREGHEHER - 2013) o RACHEIIRS SEME SRkt E =)
BB NA BRI A - A RESETHEESEF T - RN - SRR s F e IRps R Bl R BEE S fy
SRR SR - AR Sa MBI 2% (RS BEESE) APl Ol R ARSI ia
BRI EEIRREE — o B s AR - MER RS R T R AR - (B2 B SR KR
R LS S R AR - IR axa TRV B W 2 B S S m B RR T - BRI » AFeHRaTE
A~ SMIRHES S TAHRR SRR - B R R HHIT 40 FF2RIRHS 35a MR I S FReRA - FE LIS IR ik
ATAUE FEL A ~ ArBRIRES G T BRSBTS B R DU ARSI e S e B R T )

B SHABIEIRES ST SR SEE R, - AWTFehsR Web of Science BERIEHIH 1995 2
2012 54k 477 FEEHR} > LU ARER Scopus ERHEIHTH 1970 42 2012 F.3% 1,421 EERL « HK > $HAPEHE
s asat AR < ST FE R - ARWTFERsR S TR SCRE R E 1980 -2 2013 ik 21
RIS - ST IR ARG T AHBREA IR S 3R - AR R ERIA = « 55— BRI S - BEER
R T oeaaht 1984 47 - EREERMTSRAIEINT 10 A HEYRA - B - (ERISERE T R 2]
TR R AR - e BN - BRE TR IR ST SE I H s « 55— it s - 2L
KB Fi% - BN R IR it i oe o il SR sk - 2N IHE T Web of Science HYZE 8 il
Scopus YZ 9 %4 © Btk > ARWFFEERH/NARRAIFERIRER 17 « 1. IREEGIABNERE ~ 2. ZEE
ERIRES G ~ 3. ERIRE ARG B - 4. IRESHGEEILAD » 5. i EATRE NIRRT 6. KA
MR B REGET - BEEARNTFER AR R B A nT A E Ry AR I IR B B AR & ER AR T 2 LR -

FRSZERINERHE IR SRR BRI - AW 3 2 AET 72 LRIERE] 55k - AWFFeELL service
design” M1 " IR#ikat 5 TERBRSE TSI TERMRER - WARA SRR HA MRS S T AHRH Tk A g v - ASHT
FeiER RN T ] BB IR aa AR < B vt T R AR SR (BIAN - B REhS © BE R
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EEL - IRBESE - FIFRAGRA - IRBAERERME) - HX - ZIRARIE R 7RSI/ & R
Bk ST SRR - BRI RHMEETE Web of Science J¢ Scopus WiflE &K} HEf TR H 2 2012 FE 01 » 2
JE TR FIL R R B T T30 SO 3R SRREEAE 28 2013 4R 11 » HARKFSELUER AT S b £ BT A ©
FLI » AW SRR IR AN 5T AT P o 6 R R R At AE R Sl EE( 911401 Emerald » Business Source
Elite ~ ISI Web of Science FIZEIIBUMIIRENRKME) < I - KREAIR - AWFoery B S Ik
SR ST I - SIER AP AR S T BB A0 - B R I TS R - i - SEHERC A =ZEEE -
RRAE G FI A2 S TR [EI AR A a i T 5] « R » AR o v] DAS A B T S HE TSR B 53T
HAREE e 72 R ] DA R B a A T IR A S AR FE ] T IR astat o IRV EE 25K -

ST
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5% X Rk

1. Aghaei Chadegani, A., Salehi, H., Md Yunus, M., Farhadi, H., Fooladi, M., Farhadi, M., & Ale Ebrahim,
N. (2013). A comparison between two main academic literature collections: Web of Science and Scopus
databases. 4sian Social Science, 9(5), 18-26.

2. Alonso-Rasgado, T., Thompson, G., & Elfstrom, B. O. (2004). The design of functional (total care)
products. Journal of Engineering Design, 15(6), 515-540.

3. Aurich, J. C., Fuchs, C., & DeVries, M. F. (2004). An approach to life cycle oriented technical service
design. CIRP Annals-Manufacturing Technology, 53(1), 151-154.

4. Aurich, J. C., Fuchs, C., & Wagenknecht, C. (2006). Life cycle oriented design of technical
product-service systems. Journal of Cleaner Production, 14(17), 1480-1494.

5. Barnhart, C., & Schneur, R. R. (1996). Air network design for express shipment service. Operations
Research, 44(6), 852-863.

6. Bedford, C., & Lee, A. (2008). Would you like service with that? Design Management Review, 19(1),
39-43.

7. Berry, L. L., & Bendapudi, N. (2003). Clueing in customers. Harvard Business Review, 81(2), 100-106.

8. Bruntland, G. (1987). Our common future: The world commission on environment and development.
Oxford, UK: Oxford University Press.

9. Candi, M. (2007). The role of design in the development of technology-based services. Design
Studies, 28(6), 559-583.

10. Carbonell, P., Rodriguez-Escudero, A. 1., & Pujari, D. (2009). Customer involvement in new service
development: An examination of antecedents and outcomes. Journal of Product Innovation
Management, 26(5), 536-550.

11. Chang, H. L., & Yang, C. H. (2008). Do airline self-service check-in kiosks meet the needs of
passengers? Tourism Management, 29(5), 980-993.



60

Siamigaeat bR R

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24,

25.

26.
27.

28.

29.

30.

Chen, P. Y., & Hitt, L. M. (2002). Measuring switching costs and the determinants of customer retention
in Internet-enabled businesses: A study of the online brokerage industry. Information Systems
Research, 13(3), 255-274.

Cook, L. S., Bowen, D. E., Chase, R. B., Dasu, S., Stewart, D. M., & Tansik, D. A. (2002). Human issues
in service design. Journal of Operations Management, 20(2), 159-174.

Design Council (2010). What is service design? Retrieved November 10, 2010, from
http://www.designcouncil.org.uk/about-design/Types-of-design/Service-design/What-is-service-design/
Fernandez-Sabiote, E., & Roman, S. (2012). Adding clicks to bricks: A study of the consequences on
customer loyalty in a service context. Electronic Commerce Research and Applications, 11(1), 36-48.
Goldstein, S. M., Johnston, R., Duffy, J., & Rao, J. (2002). The service concept: The missing link in
service design research? Journal of Operations Management, 20(2), 121-134.

Gordijn, J., Yu, E., & van der Raadt, B. (2006). E-service design using and ¢ value modeling. /[EEE
Software, 23(3), 26-33.

Gummesson, E. (2000). Evert Gummesson: Stockholm University. In R. P. Fisk, S. F. Grove, & J. John
(Eds.), Services marketing self-portraits: Introspections, reflections, and glimpses (pp.109-132). Chicago,
IL: American Marketing Association.

Herrmann, A., Huber, F., & Braunstein, C. (2000). Market-driven product and service design: Bridging
the gap between customer needs, quality management, and customer satisfaction. International Journal of
Production Economics, 66(1), 77-96.

Hill, A. V., Collier, D. A., Froehle, C. M., Goodale, J. C., Metters, R. D., & Verma, R. (2002). Research
opportunities in service process design. Journal of Operations Management, 20(2), 189-202.

Hollins, B. (2008). Future trends for service design. Retrieved November 10, 2010, from:
http://webarchive.nationalarchives.gov.uk/20080821115409/http://www.designcouncil.org.uk/en/About-D
esign/Design-Disciplines/Service-design-by-Bill-Hollins/Future-trends/

Hollins, G., & Hollins, B. (1991). Total design: Managing the design process in the service sector.
London, UK: Pitman.

Holmlid, S., & Evenson, S. (2008). Bringing service design to service sciences, management and
engineering. In B. Hefley, & W. Murphy (Eds.), Service science, management and engineering education
for the 21st century (pp. 341-345). Norwell, MA: Springer.

IDEO (2010). About IDEO. Retrieved November 10, 2010, from http://www.ideo.com/

Kimita, K., Shimomura, Y., & Arai, T. (2009). Evaluation of customer satisfaction for PSS
design. Journal of Manufacturing Technology Management, 20(5), 654-673.

Kotler, P. (2003). Marketing management. Upper Saddle River, NJ: Prentice Hall.

Kumar, V. & Venkatesan, R. (2005). Who are the multichannel shoppers and how do they perform?
Correlates of multichannel shopping behavior. Journal of Interactive Marketing, 19(2), 44-62.

Lee, R. P., & Grewal, R. (2004). Strategic responses to new technologies and their impact on firm
performance. Journal of Marketing, 68(4), 157-171.

Lovelock, C., & Gummesson, E. (2004). Whither services marketing? In search of a new paradigm and
fresh perspectives. Journal of Service Research, 7(1), 20-41.

Mager, B. (2004). Service design review. Cologne, Germany: Koln International School of Design.



ARETEHIGE 19 B 2 112014 5 6 H 61

31.

32.

33.

34.

35.

36.

37.

38.

39.

40.

41.

42.

43.

44,

45.

46.

47.

48.

49.

Mager, B., & Sung, T. J. (2011). Special issue editorial: Designing for services. International Journal of
Design, 5(2), 1-3.

Manzini, E., & Vezzoli, C. (2003). A strategic design approach to develop sustainable product service
systems: Examples taken from the ‘environmentally friendly innovation’ Italian prize. Journal of Cleaner
Production, 11(8), 851-857.

Meroni, A., & Sangiorgi, D. (2011). A new discipline. In A. Meroni & D. Sangiorgi (Eds.), Design for
services (pp. 9-33). Aldershot, UK: Gower Publishing.

Moggridge, B. (2007). Designing interactions. Cambridge, MA: MIT Press.

Montoya-Weiss, M. M., Voss, G. B., & Grewal, D. (2003). Determinants of online channel use and
overall satisfaction with a relational, multichannel service provider. Journal of the Academy of Marketing
Science, 31(4), 448-458.

Morelli, N. (2002). Designing product/service systems: A methodological exploration. Design Issues,
18(3), 3-17.

Morelli, N. (2006). Developing new product service systems (PSS): Methodologies and operational
tools. Journal of Cleaner Production, 14(17), 1495-1501.

Morelli, N. (2009). Service as value co-production: Reframing the service design process. Journal of
Manufacturing Technology Management, 20(5), 568-590.

Moritz, S. (2005). Service design: Practical access to an evolving field. Retrieved November 3, 2009, from
http://www.service-design-network.org/

Nunes, P. F., & Cespedes, F. V. (2003). The customer has escaped. Harvard Business Review, 81(11),
96-105.

Ostrom, A. L., Bitner, M. J., Brown, S. W., Burkhard, K. A., Goul, M., Smith-Daniels, V., & Rabinovich,
E. (2010). Moving forward and making a difference: Research priorities for the science of service. Journal
of Service Research, 13(1), 4-36.

Pacenti, E., & Sangiorgi, D. (2010). Service design research pioneers: An overview of service design
research developed in Italy since the ‘90s. Design Research Journal, 1(10), 26-33.

Patricio, L., Fisk, R. P., e Cunha, J. F., & Constantine, L. (2011). Multilevel service design: From
customer value constellation to service experience blueprint. Journal of Service Research, 14(2), 180-200.

Prahalad, C. K., & Ramaswamy, V. (2004). Co-creation experiences: The next practice in value
creation. Journal of Interactive Marketing, 18(3), 5-14.

Pullman, M. E., & Gross, M. A. (2004). Ability of experience design elements to elicit emotions and
loyalty behaviors. Decision Sciences, 35(3), 551-578.

Rew, D. (2010). Scopus: Another step towards seamless integration of the world's medical
literature. European Journal of Surgical Oncology, 36(1), 2-3.

Rust, R. T., & Chung, T. S. (2006). Marketing models of service and relationships. Marketing Science,
25(6), 560-580.

Saco, R. M., & Goncalves, A. P. (2008). Service design: An appraisal. Design Management Review, 19(1),
10-19.

Schneider, J., & Stickdorn, M. (Eds.) (2011). This is service design thinking: Basics, tools, cases.
Amsterdam, The Netherlands: BIS Publishers.



62

Siamigaeat bR R

50.

51.

52.

53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

63.

64.

65.

66.

67.

Shostack, G. L. (1982). How to design a service. European Journal of Marketing, 16(1), 49-63.
Shostack, G. L. (1984). Designing services that deliver. Harvard Business Review, 62(1), 133-139.
Stuart, F. I. (2006). Designing and executing memorable service experiences: Lights, camera, experiment,
integrate, action! Business Horizons, 49(2), 149-159.
Sung, T. J. (Ed.) (2013). 2012 Asian smart living international school report: Redesign for sustainability.
Taipei, Taiwan: Ministry of Education.
Tan, A. R., Matzen, D., McAloone, T. C., & Evans, S. (2010). Strategies for designing and developing
services for manufacturing firms. CIRP Journal of Manufacturing Science and Technology, 3(2), 90-97.
Tanigawa, K., & Tanaka, K. (2006). Emergency medical service systems in Japan: Past, present, and
future. Resuscitation, 69(3), 365-370.
Tekes (2008). People — economy — environment. Priorities for the future. Retrieved November 3, 2010,
from http://wwwi/tekes.fi/en/document/42671/people_economy environemnt pdf
Tukker, A. (2004). Eight types of product—service system: Eight ways to sustainability? Experiences from
SusProNet. Business Strategy and the Environment, 13(4), 246-260.
Tukker, A., & Tischner, U. (2006). Product-services as a research field: Past, present and future.
Reflections from a decade of research. Journal of Cleaner Production, 14(17), 1552-1556.
Vargo, S. L., & Lusch, R. F. (2004a). The four service marketing myths remnants of a goods-based,
manufacturing model. Journal of Service Research, 6(4), 324-335.
Vargo, S. L., & Lusch, R. F. (2004b). Evolving to a new dominant logic for marketing. Journal of
Marketing, 68(1), 1-17.
Vogel, C. M. (2009). Notes on the evolution of design thinking: A work in progress. Design Management
Review, 20(2), 16-27.
Zeithaml, A, Pasuraman, A., & Berry, L. (1990). Delivering quality service: Balancing customer
perceptions and expectations. New York, NY: The Free Press.
Zomerdijk, L. G., & Voss, C. A. (2010). Service design for experience-centric services. Journal of Service
Research, 13(1), 67-82.

segi ~ ZHHE (2011) - VISEETEA RIS RS HNT  WEEREEEE » 2 (1) » 53-64 -
Wang, G. R., & Cai, M. S. (2011). New service development model for property management company.
Journal of Property Management, 2(1), 53-64. [in Chinese, semantic translation]
FEERHT ~ MRBEEL (2010) - FEFHIRES RGBS TRETIEN IREEIR R IR At - B P -
12 (4) »36-53 -
Wang, S. J., & Lin, S. C. (2010). Developing a SEE-based housework service system for senior. Industry
and Management Forum, 12(4), 36-53. [in Chinese, semantic translation]
L3 (2007) - BAMMEEREGNBERGIRERET R - F#EEEFE 21 (1) >
109-114 -
Kong, L. W. (2007). Explore the service design of information technology integration for Marathon.
Journal of Chinese Sport, 21(1), 109-114. [in Chinese, semantic translation]
TR (2013) - 103 FFEEIRBEREHE - 2014 -3 H 22 H - HUH -
http://www.ey.gov.tw/News_Content.aspx?n=7084F4E88F1E9A4F&s=2A7A092C33DAEC32
Executive Yuan (2013). 103 Nation development plan. March 22, 2014, from



ARETEHIGE 19 B 2 112014 5 6 H 63

68.

69.

70.

71.

72.

73.

74.

75.

http://www.ey.gov.tw/News_Content.aspx?n=7084F4E88F1E9A4F &s=2A7A092C33DAEC32 [in

Chinese, semantic translation]

PR (2009) o SEURESSENRE At T B A 1T B R L BRI - BB i » 3 (2) © 49-54
Lee, Y. R. (2009). Cross-industry service design drives the innovation strategy of bicycle industry.
Industry Management Review, 3(2), 49-54. [in Chinese, semantic translation]

AN~ BGE (2002) o EFEERG KBTET E SR S S RS A T ST o g AT 31
(1) »95-119 -

Lee, C. K., & Hsieh, W. J.(2002). A bilevel programming model for planning high speed rail service.

Transportation Planning Journal, 31(1), 95-119. [in Chinese, semantic translation]

RIFJIE ~ {[&FHEF (2014 ) - Lai-Bwabei EHIFAREILSF ALBDG IR RTIEN S IRES 3G - ME B
¥~ gtEE - W BrE5e (WiE) - SRR - R GHFIHRR TERIFE R AR (H
204-225) - BRI PEFURAIEIME R A E -

Sung, T. J., & Ho, S. S. (2014). Lai-Beaber: The innovative conceptual service design for cultural tourism
in Lungshan Temple. In L. L. Chen, W. K. Hung, J. C. Jheng, & C. R. Rong (Eds.), Awareness and
reflection: Exploring cross-disciplinary innovation of design and technology and crafts (pp. 204-255).

Tainan: Cross-Field Creative Scenario Value-Adding of National Science. [in Chinese, semantic

translation]

PRRBE(2010) - B 5 N EEIRE R IR SEME - ARG - A WTO Hup - WIO &
TR 236 0 2-8 -

Lin, C. C. (2010). The Thinking of Taiwan’s service industry development under the free trade.
Chung-Hua Institution for Economic Research: Taiwan WTO center, WTO newsletter , 236, 2-8. [in
Chinese, semantic translation]

FRIAF5 ~ SR ~ B (1995) - DURE MR B B RE R B E i e B R s ax it Bl T 12
FHCER - ZERFRECET] 2 (3) » 369-389 -

Lin, Y. H.,, Yu,D. Y., & Huang, C. Y. (1995). Quality function deployment (QFD) in a restaurant's
service design and quality improvement. Journal of Hospitality and Home Ecnomics, 2(3), 369-389. [in
Chinese, semantic translation]

MERIE ~ BRETS ~ 24R77 ~ BRRRK (1995) - ERRIHERS LR Gk I atat - EASaLET -
43> 52-62 -

Lin, Y. S., Chen, C. S., Tsai. J. F., & Yan, M. C. (1995). The design and implementation of virtual private
network service. Journal of Computer Communication, Consumer Electronics (CCL Technological
Journal), 43, 52-62. [in Chinese, semantic translation]

SESTRE ~ R (2010) o DITEHIT S8R o AL L ARSI SERG T RM » Bl B2 - 17 (2) »
141-174 -

Yuan, S. T., & Lo, K. L. (2010). A prediction-market based method for service concept design. Journal of
Information Management, 17(2), 141-174. [in Chinese, semantic translation]

OiSZEE (1988) o ISDN B BEHURIM L IR ES G - 1500 - 18 (4) > 375-384 -

Chiu, Y. H. (1988). The design for providing services in ISDN exchange emulator. 4 Journal of
Telecommunication Laboratories (TL Technical Journal), 18(4), 375-384. [in Chinese, semantic

translation]



64

Siamigaeat bR R

76.

77.

78.

79.

80.

81.

82.

83.

84.

85.

FRHIESEEIRE (2013)  FIEIRFIL - HEA T2 L% - 2014 522 F 20 H » LA -
http://cdnet.stpi.narl.org.tw/techroom/analysis/2013/pat 13 A038.htm

Science & Technology Policy Research and Information Center (2013). Technology servitization,
Restructuring and going again of Hon Hai Precision Industry Company Retrieved February 20, 2014,
from http://cdnet.stpi.narl.org.tw/techroom/analysis/2013/pat 13 A038.htm [in Chinese, semantic
translation|

QER - HEME (2013) - GRS EREE L ARG BIET © B2 » 32 (2) » 41-42 -

Liang, T. P., & Lu, Y.C. (2013). Service innovation at the Yoho Kids Hotel. Management Review, 32(2),
41-42. [in Chinese, semantic translation]

WA (1994) - HERIERS PR IRES LB - AL » 33 0 46-53 o

Feng, W. S. (1994). Service creation environment for intelligent network. Journal of Computer
Communication, Consumer Electronics (CCL Technological Journal), 33, 46-53. [in Chinese, semantic
translation]

WA~ RS (1995) o —MRRBSEEN BRI o FhGELE » 43 » 63-70

Feng, W. S., & Jhou, R. H. (1995). Implementing a user-friendly service creation environment. Journal of
Computer Communication, Consumer Electronics (CCL Technological Journal), 43, 63-70. [in Chinese,
semantic translation]

HEGE ~ B~ B4 (2010) o TENRARARG MRS T E I PR RRAL o AR - 19 (A OGit &

$H3) - 185-196 »

Feng, S. P., Yen, J., & Kuan, H. S. (2010). A study of usability assessment on mobile broadband website
Service. Journal of Science and Technology, 19(3), 185-196. [in Chinese, semantic translation]

IRIEHE ~ HEEVG (2010) o DUBSEMERBEUHET IRIBSEIRTS 3G T B IRES B L 1R T T » B BEELRAE » 17
(1) »131-157 -

Chang, H. H., & Lu, P. W. (2010). Using an integrated model for service design and service quality
improvement: A case study on insurance industry. Journal of Management and System, 17(1), 131-157.
[in Chinese, semantic translation]

RN (2012) - EEHREFHE SR HEE T HEREATT - FFEEE2E7 - 10 0 61-73 -

Huang, C. J. (2012). A research of design teaching Method about design thinking integrated with concept
map. Journal of Cardinal Tien College of Nursing, 10, 61-73.

RS ~ BKRE ~ KERIE(2013) o BN EYIEE R EE LIRSS At — LU iPalace SEIE Ry -

[EFREEGRE 39 (1) 2 84-92 -

Huang, S. Y., Chao, Y. T., & Tsai, R. H. (2013). ICT-enabled service design suitable for Museums — The
case of the iPalace channel of the National Palace Museum in Taipei. Journal of Library and Information
Science, 39(1), 84-92. [in Chinese, semantic translation]

HHERL ~ 2073 (2007) - ARESRIERZ BT E ] — A BRI atat - A EZ i - 9 (3) >

42-61 -

Tung, W. F., & Yuan, S. T. (2007). Service science insight into innovative service application: Intelligent
service system deign. Industry and Management Forum, 9(3), 42-61. [in Chinese, semantic translation]

HIRG (2008) - JREFEE T 774755 - 00k - BAL « AT Bz -

Institute for Information Industry (2008). See, service experience engineering- Research part. Taipei:



ARETEHIGE 19 B 2 112014 5 6 H 65

86.

87.

88.

89.

90.

91

Ministry of Economic Affairs. [in Chinese, semantic translation]

TEERIS ~ BREEE ~ MBIE(2012) - RGBSR RBH B LB S A VIR S L BXE T - B2 -

9 (1) »17-30-

Yeh, Y. L., Low, C. Y., & Lin, T. H. (2012). Logistics service design using combination of quality

function deployment and modularity concept. Journal of Nan Kai, 9(1), 17-30. [in Chinese, semantic

translation]

REPEEL (2013) o ZESEHFH71 a0 » 153 - 2014 ££.1 F 30 [ » HUE:

http://www.moea.gov.tw/Mns/populace/news/News.aspx?kind=1&menu_id=40&news_id=33747

Ministry of Economic Affairs (2013). Industry economic statistics newsletter, Retrieved January 30,

2014, from

http://www.moea.gov.tw/Mns/populace/news/News.aspx?kind=1&menu_id=40&news_i1d=33747 [in

Chinese, semantic translation]

255 (201252 6 H ) - GRASSESEIRBAL - BALAESEBE T RIS SR RS - &7 55

gE» 2525 10-15 -

Liu, J. Y. (2012, June). Innovative service is the key of success for enterprise. Trade Magazine, 252,

10-15. [in Chinese, semantic translation]

ST ~ FIBES ~ BEERE - BRIREE (2009) - F PR IRE BRI G ki L Rt o ZEEAE R

gt o 11 (1) > 52-64

Liu, Y. L., Hsiao, S. L., Huang, S. L. & Chen, H. G. (2009). A study on customer-oriented service design

methodology. Industry and Management Forum, 11(1), 52-64. [in Chinese, semantic translation]

RIS ~ PREIL ~ #(52 (2008) < AR5 TAZEES N BT ARES W38 U5 - IR Re s AR 71k - 2

S - 10 (4) » 42-62 ¢

Hsiao, S. L., Lin, Y. F., & Yang, R. D. (2008). New service development methodology in perspective of

service engineering: Service experience engineering methodology. Industry and Management Forum,

10(4), 42-62. [in Chinese, semantic translation]

. HEEREE (2013) o RMEEEERATE TREVEREMRESEG ST - AR LAFIEE - 57 » 17-25
Gong, D. C. (2013). Introduction to the service design concept of engineering of foundation excavation.

Civil and Hydraulic Technology Information, 57, 17-25. [in Chinese, semantic translation]



66

Siamigaeat bR R

The Development of Academic Research in

Service Design: A Meta-Analysis

Shu-Shiuan Ho' Tung-Jung Sung**

Department of Industrial and Commercial Design,
National Taiwan University of Science & Technology
" s.s.suzanneho@gmail.com

" sungtj@mail.ntust.edu.tw

Abstract

Recently, service industries have been the most dynamic sector in the world economic
development, and there has been a tremendous wave of interest in the service design research. In
general, service design is a design-related emerging field which largely focuses on a holistic,
multidisciplinary, and integrative design thinking. It is less clear about the definition and real
meanings and the present academic development in service design for the design academic and
practical fields since service design is in the warm-up period currently in Taiwan. Hence, this
study aims to 1. indentify the definition and meaning of service design, 2. assess the international
and Taiwanese academic research development in service design, and 3. propose the guidance
for future studies of service design. To achieve these goals, via Web of Science, Scopus, and
Index to Taiwan Periodical Literature System of National Central Library, this study employs the
meta-analysis methodology to collect and analyze academic research articles of service design,
and reviews the current research development, academic subject areas, professional journals, and
citation counts in service design. Finally, this study proposes six future service design research
agenda, which are the nature of service design, multi-channel service design, product-service
system design, service experience co-creation, social innovation and public service design, and
sustainable service design. It is hoped that this study can be treated as a reference for the related

issues of service design for design academia and practices.

Keywords: Service Design, Academic Development, Multidisciplinary, Metadata Analysis.
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