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PR T 3% AT BL B W BT BB IR K 3R O5 K Bp
—L Lamigo Bk 4% FK 4 4

B HLE BoR
WK BH AR B R

HE

BEEGR YU T HESERALAH > RN EFEEER - HEB
FEEHEZRANVE ) - ENBRBERLREARK L T ED
EEER AR M AR B AL Lamigo WEBREBRBRR G L HEFE L
RFGEH HEFERESERE  REEEHR 2 ATERA R EERE
WA WEBREBEERRANREB AR RGER s $ 4B T EERN
RZERARUERFRRFNREER - N T RRERWT : LEFET
B BEECEBHFEABHFZER » Il Lamingo APP 3 JE R JEH E Jn % 7T
e b EREMF I Ga BRANECEESBEHSIRE  #£H 5
THFERENREASHEE  #HFEAREAERBREEXATH R - 3.
AHLERBRHAEROFEZAHBBERELEEE: BN ERNAERFRY
BT RFM T EARELLERNER  EHARAXEG DL EET
FMEEER DBBEChEDEHESE - ERAAEUNTER TR
BAREFHE BEREHEREZEADSE FE -

Mg MG MBUE - BHE - TERE - fEEES
— %5@-

FERRBEAGAOEEY CRAEHRERY > BRHEBEARK
HARREGEEH - ER - BHE TR ERBERAABEFEETELY
RE -BEEEANREGHABE I G HBEAFTEGARERC
BRE2REQH - AHARNR SN ERHEE ST Y - BRBPEERF LR EN
HEHERPREIGHE ERBEZEENER d LT RBRHERA
HASZEL -

PERBE -LTMEE 254 FHREZ LaNew £ EH 2003 £ 12
F27T B BTHH -2 RAIBRAE LaNew # B (ZHRE - 2006) ° 2004 4
HEFLESTEENRFNERECFHRAT 2011 FE M EH b FHYBF
WERFEHEEBERE - BE 1 F 6 B E 4 K [Lamigo SRR
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AR A MR S (Lamigo Monkeys #6 K B Bk R B 2 3 A A -
2017) °2013 £ RILHE— L EHHEHK LamiGirls FEHF R A > Lk &L
EERENEAES OBl TR BEFS KL EE T Hid - 2 DI
GHHERRBARSER  2FREME -F2HEH - 2014 FHEZ &
EHRHAMERECRIER -~ ZXRMEMEHERANTE - &
BEBE B REABENTFE - Y (2R EF] A8 $3TE 27
BREG  FHEERATHEEGEN [FEN ] BTS2 E R Ak
FHIBARN] - HBEASCEEMERG A ERMEHEFIHIN TR
FEIWN & AT E LSRR FLE [T KN ] (Amy Party) »
FERFHZH 5 R 2000 B FBAMME EESRE ETETEHYE
%T?%ﬁﬁﬁiﬁﬁW&%$$Mm@ﬂVﬁﬁmﬁ%%ﬁ%?%&ﬁ’
BAEGEBLABRE  FEFEFZRAFAEF R AMABHA #H?”
FRA G EHEERKE L REBRRELEFES - HR BN LED 25
W%&%ﬁﬁAi%ﬂﬁ%Er%ﬁk@J%é%ﬁﬁ%%iﬁ%ﬁ%
BE:HMAEREY [Lamigo BEEE] > THHNESEERURE - 74
BREBHEE S EHEMEY [JTUMP ! L E | BB ERBHE > BEEY
AR 4G R RAYRETETS r REEEALTUIENR
BAE eHAAERNEEES > AIFNTH I BRI AEGES Y
B 2014 EUTRNFHEEFRAGE 18 BT BAREAK
BREEBE B H 0 2014 & 2015 SF(BRAE 25 SR BB 26 S 2 £ £ H
AF|EAE - FEARKHABRTHREMERALERIEHRTERTEY -
FARBZEY P EETL LM 2015 FRF Lamigo HEREEFEMHE2M/T -
Lamigo %k K EE SRR BANESY > URFEE RBARLE TAELNY
[ EH] REREET -

HET (2000) HHEEHEKRL (Ba] EREERBA-@KE
AN | TR ERGEFANGESRENTET A R EGH XD
MEBEKA:MEGENSTIEL BRXNBEHWE - BHEN L EEE
CEEENEY EEEHRACARAREREANE S FH X — °Reichheld
& Sasser(1990)38 LB F = 7 LU A S BE £ WA BB TUEAE
25%-85% W ARKEFHRBELEFNEEE -

i Lamingo WA EETE — 5% » EFmbEE TN - BEFRE
RERMHEGRHEE  FAREBRGFOERAEEEREREREN
By o B M AR MG OB S A B R BLR A Lamigo AR Ak B B
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BREGEIFEEFZIRGE R FARBRGAOEE > BRFLHAEAL R
ERBEE  #HEBEEERFEZ > URRHFECRRARXEERF
ERGRBARLELA o

= XREH

() R B By R A
BBt (HEHFRBGI-TAMBABRE L] & [£F

WREZ] Ml MBS ERAREERET AR ANE FHEEH

HEEWNLERA T EER o RHE Lovelock £ Wirtz (2004) # % - & —F

® G4 (performance) HATE (act) B H - FHHARE - HARB

WA - THEAAERENNES AT EEAMAHEY : A2 EE

WE SRR FHEN - EEREY > RSB ERN L (benefit) F0&

& (value) © Kotler(1991) SA L B oyt - TR AW ERNE - 2 H A E

Fo¥ (Intengibility) ~ 4~ ¥ 4 &| & (Inseparability ) ~ ¥ # % (Heterogeneity)

£ % # % (Perishability) » Bt T ¢

1. #M¥% (Intengibility)

MBAE-EERCGEE T2 HTA wREGTHAEHER
Bt EERERAREREENEAE LS - —RAHA R GE
BEETLLENE ~ B3 BNz - 2HE RENE - BRETR
BEr U ARENEE RN FARNNEREE - RAORBZ
ERLHE L IXEXERET 50 - WERECFRARFEW -7
ThH  LE2EFREREAREEMEEE B2 - HE 2887
Ef o EFFEMEEZFEERERAFELMEAL -

2. A 7% (Inseparability)
MBRERERRANEZEERMB AR EETR - REH RWRH
HEEFERMES  BEEOHEST - FETEERE > FIURBEEH
PREGRRBEAEFAT 28 » FORBECREHEAERER R R AN - A
BH -wRETHRARNTUEIZHUREVERRE - BAEE
REAEERTRBELHEE AL > FRESNEEFATEHE
P E AL AT o

3. A#M% (Heterogeneity)

MBS MR HEEY B YA AN S B8 E
TR o WEER—E ~F—H - A—REREE - &
FEHEMBGRARBXA TR - B - AER G £E
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BEEM T A AMEF RN EIRB RN SRR TR » ZXRORH

BB
4. %% (Perishability)

MBaEn-—BEFHELSEATURFNEE  HARBRESRTE

MBHRAEFRBEZHARTE  HBERRBREBAFXEES - F

TG LHARBRAZERWHX  SRUEHERREAR

HHAAAEERZ ERORE - RBE-HENNEZ  HELAS

HERSERZEMBEHNGHR  MTREXBRTFRGLBELNEHR

HFHAMBEH  HMBAAEELRARNEXRARE X -
(DM H A ER

R R RALA S ANEEY - ANERREAB)ARTE R R
Bz HEHH RN EE TR LHE T RIS B IR R 148
A B RA - B R AR 06 RAT 09 AR (R BE 0 2015) c MBS RF R
BB LLT B A LR &+  (User-Centered) © 2. 3£ ] #] ¥ (Co-Creative);
3.3% B #.17 (Sequencing);4. B # L. 8 4 & 2 3# ¥ (Evidencing)fr 5. & # %
(Holistic) (Strickdorn » 3, BR 35 3% » 2013) » H & [ 3 F] #]# (Co-Creative)| &
MBHAn P CEE  RAMEFIRBENAMBLELERTRY R HE
fThe » ERMG - MBRAHABRRAEUARYMBHAN - ERFERR
BIFARMBRTRARGAE - MRGHERT ARG S EH MR
Rw  BERERFALAE TREZERBART W EERER - F
ARAEEMVANRBEY LG - R4 RBRHALERZEHNRA
R MEEREZRERHNIHATZT - FHHE AT MR R
PHESE - AAREREXE R A -H BN MR (BRTEFR &
2011) » HE B A (2005) # A% #EE (the double diamond) 5 3
MR G EREMER : LIEEBE (Discover) ~ 2.8 & & (Define) ~ 3.8 &
& (Develop) ~ 4 BATIE B (Deliver) » B 4D SIH S M EAA R EHEZ
LEGRB R ABEATHE  BRBRARERBE LK EHIETF -
Bk WEEEERE - wH 21 BTF
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'1
Develop |  Deliver

|
|
|
|
!
. - |
Discover |  Define i

B 2-1 B3 é i # (Design Council, 2014)

BHE-Tget] EHE [RE] REEGEL - AR [ R
EEHSEREM €04 (1) 3 (utilities) (Fiw - K&~ PP £E)

(2) E &K #F (product or process) ~ (3) #H (intangible) A7 KA K
(Pl FARE-HGLE-UBPEEZEHER)(4) 8 T (competence)
(4 » A BB B AR ) (Gallouj & Weinstein, 1997) + B§ & & #
HEBREERENARGHEBNEETE - Bl RBRATHE 12
REGREMENRFTEDEE CRFE »2014) -
(Z)BREFPFERWFRETE

B BB E s RBRALARBEFEANFERTERA PR ARY
Mg PHBEEFERBEAE (FLEA2008) c RERFWFETEN
EETT s REFMARBPAEFBH ~AE - LB -BAAMRAEANHEZ
FREXBEGER DT ARFERAZFETE
1. BRMER
()® F3t% (Shadowing)

FTHEXTBAR TEHAREE HREA BB ERRAANXF -
B -BRABREEFE  UE - ABABBREEAE B £8 — % —
B PAMERERTR L ARAGRBREAMERLERTCELE
fT7 — 8 &k o
(DEZ R E (Customer Journey Maps)

BERESE Y RAERMEAFSRTH TR BERGTHEER
BHREHNE LB ERERRY  FERELRAREEREEBEL
B - v R -BUERAEBEE AL BYNE  ZENEPHAEZNAL
BUREERAELANEHE > st U E R B EME ETE Wy
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At (Stickdorn & Schneider * 2010) ©
(3)A st (Persona)

Persona /& & f # F & (user archetypes) * LA € B # % & <0 (user-centered )
el Ry EH Al TEARER LR CEEEATRENERAER
B (Cooper, 1999) o - R Mt - BRAAM GG EEF - BAH
HELERAPS S REEEEAFNFREZARERELTERAR
B My #EA#E (Pruitt & Adlin, 2006) © Persona # 8 F1EE A — %%
BEHd 86 KETF WERERR BFALGERHEFE - §E8E
EERE (EwE-2011) - BRAEHACRAL R ERARE > BHEY
EREEFERT -

2. RlEERERE
(HE F 4 (Storyboarding)

HEREZ-—EREOEMAEE AREBESNHE > AFRHHA
B -F AR ERE TR AR FR P RFTEAZ AT & (IR
FHMER 2009 c W FEEREZHE - BRI NRBEBLERK
FEMEE ERBUEEREHMBEGETRRESGH - BERBEME
% (Moment of Truth) » &4 fr T MR B W42 -

)M B FEA (Service Prototypes)

Voss (1992) #HHRBRAZHREFRBE AL THARYEEAL - B
TR Ewar RS S RHAR SR REAARESE - A
BREEMERETNA > BRBR Nl - B - SR kS
FEBABRSBEHEM (FFE2011) o AN IR KA & R TH# 3
TERA G e s BEER felm e PE B - 4% B0 R R AT R AR st iy i
# o
)W B A €43 (Service Role Play)

EREE - NEHFAXER AN AR ERGFLGERN TR (R
BIE-2014) ZHFERANEMARASBRERAGF AT UEAFAL
TN EEHRHBRA-Z -V o FRFNERFEBRAFHMBRE -
(HTRBEE (Service Blueprinting)

W% B # (Service Blueprinting) /& # Lynn Shostack £ 1984 448 4
Fik  FENHEEZNARRBCERE AL SR EEANER > b
$RAMBABTHAEINMBE T - HELY - TR EFEGBL AL
JEF UGB LBE  BHABHEERORBAL  IRELRAEM
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BB REREZ LS N &Y # U R A B % i#% & -Kingman-Brundage(1989)
R 3% Shostack(198H B LB BEENHR S ¥ BEEN R ZRBHE > &
BRELONERTUREEN A EF X TU B R R EERBE2HE
e/ XL A MB ARG RB &Y % E N T F % Kleinaltenkamp(1999)
RBEHETER - RBEETRACIEANE X - 04 BEHRARE
CH -BERBAETE - YEZXENBREGCHE B L OXEHEET
FRFBEERARBRENFRARY > UREBE L AR FEE
FoPmUBERGE BRACELURG R AR R® -~ hFE > 2012)
Zeithaml ~ Bitner ## Gremle (2008) i ey R B e @& - L = E R A A
RELREAE TR BEBECEF- BB BN Ao E ey e B 17 »
AR ATUERRA-—ERBEFRE - REGEY R AKFHELTE HEAE
B HG  o8 % (EEE -~ HFHE - 2014)
a. MBAEHEZY [Z#&] (line of interaction) : BB ZHRH A
B2 o
b, BRHBH [TRK] (line of visibility) : A RBRH A B R B R H#HEHFA
ERBEEZM  RBERIEEL  TETREU LHEH -
c. H%BAE [HWHEZFHHE] (line of internal interaction) : AR EZF A E F
HAPREREMBH2ZM -

Y& (physical evidence )
BEZ {78 (customer actions )
HEp#E (line of interaction )

Bi&$HE (front-stage/onstage contact )

A EfTH) (employee actions )
AFR4E (line of visibility )
#E5EE (back-stage actions )
ANETTE (employee actions )
S H 2§55 (line of internal interaction )

{88 F2 (support processes )

B 22 RHBERME (BEHE - AKFH - 2014)
EBRF &
AARERGI A ERNRTZTREREHEERE - Ema A HEEH
KLY FAR BT FEXFL LG EE s A AERG KT RERK
MEZZ o REENAR  RABRBTRARL TN 2 LR - 7 &
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REE  TREERUEER BEMRBEHE (Service Touch Point) » %
EMBEE  FLEREEZNAERELERBHA -
(—)FHF FREEAR
ER B EAT S FENE LEAE F(Robert ° Marjorie & Patricia *
1956) - EHEMH RN ERS » EHEAREECH AL ORERTERNEE T
Z—(EMEH 2002 EEEEENERT c REAHHFEE 12 AZ
Mot x ZEHEARGEFA U ER TR B Actwdad > 80
HoXnoigHst EFEEMREREMMHANEREARMNER -5
BNRESREFE (ABRE1997) c RALRBEALEE - st B ¥ 2 Hk
B B P33 Lamigo AEB A ENE R ETEEBEHE T30 o A RESE
FHEOBHBEREERBFNRARIBHENE AN R GEREE T
CHFSBRAL EZAEREFOR  MEARSERT 25 AHEGH REL
MR EFRN > BRAATGRSHAEL AR TN RE S FETELE
A3 73R A AR ARSI R A ER AT HESHER TR ER
BRNFK  £4RAR/EIEWT ¢
1. A#lefy:ERELRIFU LRI FLFHE 24 H~32 RILF >
MAHEHETRESREG S -
2. BH@EM): BERER ARG IENFARSKEBRERNEL  £44
1S B~42 RZ H °
(HYESEEEHRAM
A EREFH AN - KEFABBEEDEUEHHBAHLT ¢
K3 ERERLZABREBBESRETZ R AH

BRRHE Bt a4
I ERESNFFEHHE 2
HEEH# DHEGHERRETEE ?

3EHEREFFER—KR?
1.EFFARGE?
REFARGAENEHE (22 TBEOEFA?
3EAFHEERE ?
IARTALTEF HEMR 2
REF 2.EATHENEE R EAE ?
3E ARG RABAE ?
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LA PR B AR 7
HREEFER 2AREANSHE ?
RIS o
LANEFR?

g F%E%EF 2.4 60 BARBE 7
IREHEBEE MK
L iR E A EdE 2
2.E BB B 2
1B ?

F 5K B BRI E 2
ECHRE ?

1.E 5B HE?
QB @R EW Y
1L.BEHEVHEES ?
2REHEH A ?
3HAEBERELE?
4R BEEBRELNFR?
SEEERECK?
6. FHHAAH W MAEED -0
B EE w7
THEEE®R?

LSRG RERE

THEERERE

WE B RERERE

(Z)RHE A

BRESHARGFAANEER  RAKT FREFANERERER
HaNE IRETHNECERTERERERETR  RAHEER
MEETHN ARFETREARAN TR USELFHFREHEE -
M EER

AGHEHEART A RKARE AR ERE RN EAL - £+ R
FEARGHEAZHREA AL RE-PHRENEHNHAZRANEL -
(HRFFARFHRMAZHE

AMZTHFHBARETARF S L - TERETA B EX
FHRAPP LEAFEA T BAZFHHEFANRFEANABAKXLRE LA
AN -RAZBELEFARHEZENERE -MEANTEREZE 0y
AR EZ ERKRERAAY FAZEER - FR M EE-BAL
RE|BEnEERE -
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[ 124 Lamigo Monkeys M EZ st & A A EF AL EEZRAEA
#2FKFEXN@EE FamiPort B & - MERE EEF R T IA HIREY > T#HE
BEMNAEREGEH FRFG G -FEEEZRF K- THEFEE
WA ARER - 1 (AL

[FERBREL AL TAAENREENE - EEMNFEHTUE
BoBERIEFHAFER FEANFEEREFHEEA -RAKNG%H -
BERETERREEHFEE - FEES B EREENRYE > REER
MERBELWERERK - | (A2)

[REREHERNEREZHFEZETERY - ROBREANFEER
BB FERE -2 HRFTAERELZ AL » EAREERAME
TN FEENERGFHEE » KA H# L Lamigo APP » ¥ & # B & %
BHE FEAPPRAFHEGE E 203529 ARELHARNFH - £
BET ETHCPBL #Z APP: HE4T - | (A3)

[HNRAFEFEREREE s RN ERE TN REFFLEEM
TREFNFTEBERFFT - CEARAFHENERLE > R ANE
AN EERKERSRA - TEFEEAFBEFSOT - | (A9 TR
ARFREREEH  LABGENNF FLEROE-FH8T mH H 5 AE
Fo BB AR RBERZERRY MEEEFLABRTUBEH KT
PLF QR Code ##& 3% » BRRHE T ° | (A6)

[ A RESLLELrERE  RAEEH LHABE - | (B

[REZREE7 FRAEE - | (B2)

[RIFF2ENFTERFERBNRAER > REZUFKEFN - R A
ABGEKEE o | (B3)

[BaBTARHME > HELEREY - | (BY

[EMRLBE BEHERE FTHEFRABHE - ] (B

[REZH A0 ReHGHE - | (B6)

FERAHAEARELARFTT 250 FREGTEHH FF ER
Big 3k~ lgE Lamigo Monkeys ##4 B EHE » W BRLHFREODEF ALK
FHERAE - BT aHE EZH A Lamigo B 7 APPARE FTEV B FTH F A -
i1 % K CPBL(Chinese Professional Baseball League) & % APP o #t 7€ £ & &
BRI ERBERRAABBEZ  ERAEZWHERERET HFESR -
FHZHHRAFETRAQR Code H A IFH 0B MM E R E A o
WMAZT AR AALEAENAEREZESR AN RRIABEZHRELCES
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GHREZTELRBETE BB LEEERRER -
(Z) i 28

AMZHHEGZHEERS AR EFECESR M BHATH##
FEEERE HECERWEAZBRNERE - RHREHTHEE - #
BHE A HAEEHE - 45 BUZHZGUNNAL AT EX
FoEEHRAEMANECHBEEREGE  LEBREY T c WAZH
HFHECHTRABETE o

(BT8R - LS FREBAEH Bk GREBL -EH
U s MEEE - TEEFAEL ST EHK - ] (AD)

[HKAEHTE CDEF B ZENMTE » E & Lamigirls 48K © ] (A2)

[FEEABTS BT GLE  REATLLTEN B 8T
FeyAERE  2REFAAMRE - ] (A3

[REBZERECTAEME RZENERFEEHRFG - | (A

[ FHSREFECURFRT » RAE TR ITEA B R > 1
ERBAEECHEAE  EHRES% ] (A6)

[BAeF I NIAE EUHTEEFELHANCE &R AR
bt e BEMA A EEEBER % FEZEHE - FOPREEHF
e % > T HERAXFETETE - | (Bl

[BERFACENRE  ALXXFELTZHE - TEFITHEE
AT L - | (B2)

(B A EEE - REFRA L ARG ETHAZ K,
B ARt EH AR BT AERCERBEREE S - ] (B3)

[T ELEENNE > TEERHSHAYEE  TAFIMIKE T
BR-EFEEMREE - BWAFR  REEHET £ 1 (B

[GERBTFHEE A EMEHERECE - TAEFRIER > £
HEE R GER o | (BS)

[EFATFEETNE  TERAZFEHE  FIUETEAEALERT
B AEEARERRY  EHFGEETEITUHELE-% - | (B6)

[RFSH A A A S RAEHE - SRTFLFZEERITE - £
BRHEFEREBRFTELE  HBEHERAT > — S BEXAETFERR
BEERGTHERE -1 (AD

[ZHRFNEBLBFTALAN  —HERERAR W RE - %
CERAERBEAERATHEAET | (A2)
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[RERERTESGBLT  “AEREL2HENENL  TREZFH
EfT RO EEERE T A EY BB ERAEE - | (A3)

FRRBEFLER L LR EHFECER  EHREATHRAIER
KENRE M THFAWATHRTEABEEREAL - BTN HE
£ Lamigirls "Rk B e SAnLE  LEMEMZEREXNELHITE
TRRHFHNU T 2N AT BEAFHRABYMERE - FiERtE
GUEERR Y WEGCERWHEAZEN AR DFEAFRGRENTE
B> A ER e DASHANECEER R BRI ER
BHF flufn BBt el AR ESE > S REENHY
B s FEAMREES EREGE - RMALHFO HITHHFHEE
BT BRI BN BN EE R EA T LB -
()P H®REHEH:

AHZHFAREREREETMBRYE S CHRFRE T8 £F
HFREMERFH T BAZTFHFATHREFENASZ GBFACTHRES
W RRAERSERHHEOREY -

[FTRFHMTESAEFIARE L EREMER RN HBESE > B AR
FREHKREGERES -1 (AD

(T el BaRALF WEEAAEAE YHEZRE LA FFEY
FRUBE Tl £3589 1 (A2)

[ AERRFHBEHEA > FHRRA > MUTHEBEASZK ] (A3)

(BT &L M EREELAAR  CHAREREKRE > BERER
B oo |

[FAIAMRERFAFENELEZ ] B

[RFF O HEREETEEE - FUT -~ EhEHMEAERE
RFEHE ] B2

[LAFHBESHRZ  THHEFE-BERKHE -] B3

[RFABEGH -LRBEEL  KEFERANF-LBERBHEA
Pl A i e sk g A HIEE - MARER &M FULTUSZHRK
ERNREEEE | (B

[FEFEE BEASHCEOMERSHET TN R TR E -
(B3)

[ AGE FEREN S XFFRBHEHTH MBS playe |
(B6)
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(MYHHFRANET ¢

[TESHRBGIDARAT - hERF DI T RGEHRAZAS - |
(A2)

[T 4% - %R A Lamigo BAE BEFH R REEHRB] (AS)

[EFAREGFHER ] (A6)

[HFDIREFETEHLELR -] (B2

[k B B a3k 35 % 5l A 8k & Lamigo B BB JEB dh R & £ 5%
B o] (B

TSk FHGHIGRARE  NEEN LED BEHDHRAR ° | (A

[3RFH LED K&% » R o | (A)

WA ZHHMAAEE LED AEFEXNEER LED B ¥g a0 %
FRE - NEHATHTELEBRA - FEAREELBATHRN L ELH
EHBRENARAKALRBE - B EZ R T A4 B KR Lamigo PfE B 8y
e M EARAHENLERA  EHAF ERARBERANAE S
TTH BEBHEFAGHARERFREE Lamigo TV EH KT HAMRE -

AN THANCHAEMBERATRBERARARZEINE - £ERY
MEFLZOREBREF -V IFAETHEACERBRERY - 2@EE -
BEABERS  ZERABERESD -

- HwmRER

AEEEH ERRB AL FH B E Lamigo AE B E BB
REFEHEEZRGER AR FTEHRAEEEHEE - BOABEEERR
HWHRELMER S HR BERFE  TRYENLEFBENLEE - &
HEECHERER HURIEAMBAEFT A ETHRB T - H
FEY - AREFGERMGAEESF  RELBLLEN LT BRAHER
EE

AR EUHMBREET B EH 80 F-HN0AKRERR
MHMERERA LWL TASERE LAt hkT  F_H AR
EHEEZTAGEYMBARRE  LEERE £ HNNABEGH TR
BABEMZEE  UEERT  BERBALEWES-1- B ETE 25
MEEBE R ABETAERBAELEH G LAERREHA
&L o
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LgE

;fm;}{m >‘£iﬁﬂ} % men%a&m}‘wmﬁmmé ey TER Mol sonn) waen

BEATH
A % 4 W M

JEALE

EHA | RRE | EHA E3E
WE LI ﬁ”'*%”* s RHUO - Mo RNERARG S0 Aojech a&w A Lo %nﬁ%ﬁéﬂm
REFLFTM o -inrsM
: M ekt
-""I!'ﬂ
J
THM =P

e (189

m-sﬁ:ﬂa ;fﬁ:”"‘ﬁ m IR
B 5-1 Lamigo R BB ER G I HEEZZHERGEE
RES-1 RSP BECENANEIE-RELIEEZEIHFINHNEN

HEG  EE-—BEAPEEFHETANEERA NG ELE ZBFH

FETHG XN ERBEFAERSE - EF R TS -

R Lamigo W KE BB RS B R EZ 2B RN B EEREZRBE

ForARRERKBUT &@mERZR:

1. BEETH BRCEATREFZLEFR  HEAR Lamingo APP #)
MAREART EmLaft  FloRERBRRBEZEN - BETHAH
EExgR MEERELAR ) MEXHAEEE —HEZERBZEE -
AEHERFARY  IERABAEKNE - Z -

2. BREFHBEREENGEZRAH BN AR ESEERTKF
o BUORBERAEFLFE Bl Bl 7 & S BE &
BELRHN s TUAMMTHERERLHITA s LERBAUEE
EEEAEE  BRATFHEABREEERN T E s HREERRE LN
MRE2AEEZ B S ELFHEANEUFRBERS LB -
FEERLKRUNFHERTEREHEAE : B R ELEE A L1
RARBITHAANENRELERER R TFHBERXFRREE R
e e s HZTH APP W g F FE (L% » s skl OB (L5
o W EEERLAER -

3. AHEREFHABBLERMBR B8N EELREFHNTE

P L L BRLBERE RO EAE R » v PEKETE

PHRAEBRBRERAFH - TH S HBERRBRAECTHEEBYR & -
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Exploring the Fans' Experience of Watching
Professional Baseball Game Through Service

Design—A Case Study of Lamingo Monkeys Team

Kai-Ning Kao* Ching-Chich Chiu*
*Department of Product Design, Ming Chuan University

Abstract

The success of professional sports is related to the number of the
audience. The purpose of this study is to explore the audience’s experience
of Lamigo Monkeys Team in Taoyuan International Baseball Stadium.
Focus group interview was adapted to collect data of two groups: senior fans
and junior fans. Conclusions and recommendations are stated as follows: 1.
The audience need a concenient way to get more information about the
game, the team and the stadium; so the Lamingo APP should be able to
provide more functions to satisfy the audience. 2. Based on the results of the
focus group interviews, there are many reasons behind the selection of the
seats of the audience. It is suggested that the characteristics of different
locations of seats should be provided and product marketing strategies for
different audience should be developed. 3. The study adopts focus group
interview to explore the fan’s experience of watching professional baseball
game. Focus group interview allows for broader and deeper insightss into
the topic, however; for the potential needs which the fans themselves are not
aware of, it is difficult to find out through this method. For future related
studies, other method or instrument of service design, such as: shadowing,
customer journey maps and persona are recommended.

Keywords: Service design, Service blueprint, Service Touch Point, Chinese
Professional Baseball League, focus group
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