SEHE
@i X G R AFEEEIRE  ERENAS
B R AZ SR i ~ S - AR

g AiE

B RHAEE - IEACCERPRBURIE S 520 - 1715 2014 A4 - 3
BR 48 A CIHES] 1,763 B A H4EAL 75% 1 (ORI ETES - A EEE
FIFH(E A&FE TSR - MR R FE B TF% - PR ER - R4 -
SHRERE T ER o ERABWIL - BURHY A BBk EREE - ERRE
EF O BRI - whE RS R (Experience) EURT AR TS 02 B o

PRBAESANIR T 4P ) (User Friendly) » AMEE] DU RS > BEAER BT
A - MRIBRGET  RARARE TR (AR BRI - TRRBHATTEE AR
HELA MR EEL(EE 20 (% > R saRAEE 30 1% - CLERMEHE(E R 50 & - LIEY
Ryl > FEE A TTREE 6,400 B A - (RELRE 2 82% » FE{BUFHER @ IRER
(BB AR EAFE > BUFEFRZ LA T 18 (3 (FHE R &% 900 (F)HY
T o BTG RRS AEUFRIIGR IR o SEIEBRR o s S S
IR - STEAHBERIBUARIERAE > M de R ESTRRE B AV eI - AR E R
HEEBUF B IRAHY T REREEE

R EEBURRREE > EEEEBUFEREE

S A B R B - E AR A = (Cabinet Office) MHY T BUREL
fir 75 , (Government Digital Service, GDS) » 5175 5 /& s S HFHAE L B EUT
AL GOV.UK | > FTAE R B Bt SLEERERY RS - S R PAE RN I e 12
(B FIEUFR AV E IR TS ° - & 2015 4F 10 HJE Ak - GDS 4mdfil#EiH 500
N NESEPE R « $t ¥ EEUF B RS - f5IRE 5 2 an& L (Product Manager)
FIS (T4 (Delivery Manager) » FERCEcifoAte bifl ~ BAsE A& ~ {68 FH&EBREE TR »
B ikl ~ =E AN SN RGET AR - s RAE G 3 E X (Multi-disciplinary
Teams) » {4 F U 7774 (Agile Methodologies) 7 7RH4 * -

=]

Bl PYNEY- S BRI e

http://technews .tw/2014/08/20/twnic-online-behavior-survay-more-mobile-sulfing/

® Cabinet Office, Government Digital Strategy: December 2013. See
https://www.gov.uk/government/publications/government-digital-strategy/government-digital-strate

yg%% GDS E4Y - https://www.gov.uk/government/organisations/government-digital-service
fERKHMENE RGO AETEREE RIS 6 T (Needs) ; 22 LKHAH A
BB NEE  AEESEIE L > W HE ERGEE DL R MBI IR - AR BEER #A
IRBH » 3527 http://agiletalks.blogspot.tw/2014/03/blog-post.html
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1 GDS (yhrr &
ZkizE : httpss/gds.blog. gov.uk/2012/10/10/agile-projects-the-people-side/

FHA BREE ERIE S E BUE )74 » GDS WURRIEFEZE - DIEREIBUF A LES
GOV.UK Efil » GDS B[ EAET 10 A » ¥EAcH Alpha fioA » 1fé 2012 4 10 A
17 H AR E 47 F R GOV. UK S35 {EHH 2 FE 2 k2 10 fE A% ° -
ANELILL - GDS @Féﬁm%r%ﬁﬂéa%%@ﬁﬁﬂ’ﬂlﬂ  FEHE A AR - 5141 GOV.UK |
FY Verify s » AT fERE 2k Baae 4 EE BRI S 70 » X0 Performance AR5 -

HIE Xﬁ&ETﬁﬁﬁﬁﬁ?&mH&f&Eﬁ R4 0805 (Performance Data) © FRItZ 51 -

GDS BBIEE 48 I SRME S IHE S - EFHSHONRETS °-
» (e ER MBS BUR BT AR - DRSS TR VAL L RE - B

r EE*E{EBATA@E%%%J (Put users' needs before the needs of government) - & 1 %

FE{E TR HAE - GDS MU AE ¢
— ~ BT (BUN RS EtF) (Government Service Design Manual)

o~ HE (B EEIRGEX) (Digital by Default Service Standard)
= FEEMEN: T RENEERE ) (Key Performance Indicator, KPI)

> “Ha ppy birthday GOV.UK,” see https://gds.blog.gov.uk/2014/10/17/happy-birthday-gov-uk/
® GDS HT4H8 - 554°% https://gds.blog.gov.uk/
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2~ BUSIRGEEET » $55 (MR T &8 IR

— ~ DT E R RS

Bk HEIEER R NE R TR ECEIE ) 0 RIEERE 0 2
JRSCAE N B E TR R KSR MEERE R - A BERINETTREE > WVRETIAT
FHIRTGNSBIER2IET » (FHET ORGSR 5TEE - HEEET - 5
SKLAEESRA S ARl aE Sk (Requirements) » EAERET Hala @ FHE ? B{EE R E
B ERERERNE ? (FHEAE R RS R T EHEE
52 | (User Needs)RHRE » B35 T = Els , A gREsExE -

Capturing requirements Development Launch
and procurement i

User needs?

. il

& 2 BUF&ERERSUIER AR

ERIAE - https//iwww. gov. uk/service- manual/start

B 1% A B (58 R A R0 - 325 G AT B (B S EE R R B = - 34
FEEBUN IR ER A 187 (83570 » 1118 " 2Bl ERE £4 , (National Health
Service, NHS) » 24 [ 255 9 1% - N R A HREF TR 1 2011 FFEHL& L
EHEAM 44 EHETTARERK ° o ERERZA > T MBoReE s B RE
Z.4% | (The London Ambulance Service Computed Aided Dispatch System,
LASCAD) F&RAFEI—K » REEHIRIERBE &R - MRS ARk B&
HNILG s ° -

= T BUN B IR R S iR

" FE% (Need) F17E K (Requirement) R[] A R AM AR - B J (0 P SR E 3R A e Bt
TR, BARRE TRE ) R o Bl HEREEEER "EE > BETFRIERESRET
HEAELE THEK

® 58 NHS LA B ZE YR ZE > 55 227 Neil Versel, UK. Scrapping National Health IT Network. See
http://www.informationweek.com/regulations/uk-scrapping-national-health-it-network/d/d-id/10993
64?

ST LASCAD 258431 » 5522 ErichMusick 485 » 48411

http://erichmusick.com/writings/technology/1992-london-ambulance-cad-failure.html

BURFHSRER & RS 338 Hi H3 thEERE 104 42 12


https://www.gov.uk/service-manual/start
http://www.informationweek.com/regulations/uk-scrapping-national-health-it-network/d/d-id/1099364
http://www.informationweek.com/regulations/uk-scrapping-national-health-it-network/d/d-id/1099364
http://erichmusick.com/writings/technology/1992-london-ambulance-cad-failure.html

By T e R e A P30 » iR R A MIVESE » GDS @ie " A Ky
AREET 1(User-centric Design)FIBEER 2 ARVIERE » 21 (BURIRBS = T -
fm e HE R EA AR X ST EEA » SR BUN BT T S EU #ir
ARF5EE > B4 LA Discovery ~ Alpha ~ Beta Fll Live 5 4 [EEE - BURDAERRE] ~ 38
K~ b~ Bt~ BE - OHEE| AR E SRR R RAR

Discovery Alpha Beta

©
N O N

[l 3 TEEEUT R AR B B ST EL

BRI « https/iwww. gov. uk/service- manual/start

User needs

L ]

=5}
]
[+
[
B
[
[
B
w

BEEEHER »  (EUTTIRTSEEt ) b 4 (EFSES » St LU R T 0 3R
FTHEG FLER S0 S R ARSI BT R TIIR B M E N EEE
by e 0.

1. Discovery [ E%

HZE—FRIAHY 4-8 1 - HEEAFREHEEAEIIE - BB REIA B
IFRR AR RE » 5T EERIERT » WBRER R B R EAIRR i -
i {[ElPE E21H Fy Discovery o

2. Alpha [ E%

EEREEN 6-8 AN - BHRERSTEEHETE - —HEILIIRER
H Y2 (Prototype) » B30 AR FHIO A A1 685 = L » — DGR RARYEL
a7 AT ZR R BRI - S (P LR £ Alpha -

3. Beta [i5E%

IR AR e 4 aE B S IR - N —(EPSELE & Beta » [BESEEREETT
2 H— ([l ¥ i (End-to- End) Y AR %5+ 0 ELET T ABRANE - BEAAIE LR
IR B 2 H R Al " AN &G B472&(E 5 (Should not take more
than a few months) -

4. Live [BES

10 e (EN IR MHRIGNES o 5522 hitps://www.gov.uk/service-manual

BURFHSRER & RS 338 Hi H4 HhEEREY 104 £ 12 A


https://www.gov.uk/service-manual/start
https://www.gov.uk/service-manual

% — (B PR F A Ry Live - AR <<E§(H‘HE< Bata T T - BAEEE
Sl I8 R A o E AR BRI SSBdR  IE AR B ERTHY R SRR - RPN
R aE -

B EAYE  GDS L5k FHBEE 7 AR S BUR B AL AR TS - lltt’“ Discovery -

Alpha-~ Beta £ Live [ 5% EI5AL 2 LL 1-2 48 s Br s 38 H(Sprint) » 1 1876 & (1 terative)
AT IRIRRIEEE RIS ETIEE - BT HFEEMERCR -

B~ B E BRI - et Rr A
— ~ B E AR Y 18 R

R TRt A R A B R (BUF RS st 3 ) BASh - GDS 5581t

(5t R ey (R SRS (Transactional Service) - 5E T (Bfir i B AR5
AE ) - GDS R S EUFFERF ~ A% H B BER T H%H% (Non-departmental
Public Body) - HERRE 2014 5 4 H LI& EERECE TG THVEBL RS - #
e (B EERBEE) - WAy TBrEE, - B REE B HE
TEAEHI AR - (B CBERAE AR EAFSE - EEEAYE - A EB RN
RS > ARG LA SE - A HERIUE GOV.UK 48NS 2 -

®1  (BrEERBEE)

| BEAR(E HE TR - BIBMITAEE T sk IR E > DU TR
BAER > (B RRIVEH

) BT EFHE TR S AR > DUE BB E S
HE AR

; PR R - EEIGENEE  RE R MEERREEER - XHARE
HANREEATE AR A A (Service Manager) SHEE

4 {ERHBEE ~ Edh ~ DA B AR(User-centric) Y7774 » FEREER (BUNREfT
AR FM) A AR %S
BT O] DSEEEE A B BV ARTS - ihE € B B R IS P a0 RE

5 o o
71~ BRI TR

6 PHME AR - fOnLEtE - BEBEEARBAIEN TER AL YK
M52t T B L4 =

; SRS AR B AR TS A AR AT A B R0 (o A S e B, > 6 e FAH R Y
BB - TEERT - BAEEDEE (R EEIEZEIER)

" Transaction & REIES (305 TR FASEATEE AR « {E4H Transaction
SRR BEEER TIHER o 2 TR HERREEE -
"2 GDS $EH KBS FEE R A 26 B o [ 2015 456 5 1 HAD - EUEREAE (LA 18 B - SEINE

sF22 | https://www.gov.uk/service-manual/digital-by-default
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HECRRTA FTHY R AatS AR 2 B ~ TTEEE A W AR E A T~ 384h

8 | (EEHE RIS RN AR R E a5y IRES AMERIVAE
=3

O | (BB R HAVE S &
FEHL Live lRA—EVIRIR T » (EHPETA T R3S ﬁ%%ﬂ S fH o i

10 | HEEESR(Dummy Accounts) FIE(CFEMER (B EA - ﬁﬂﬁzﬁiﬂﬁﬁ
(End-to-End) J 5 5

11| Feft e B RS I R AR I Y FE S e 2

12 | @B X EENRE - B s LT

13 | EAREHE A B R EE sk I8 GOV.UK 48uh—amy (i FH #E5s

” ﬂﬁ’%ﬂﬁﬁ HHERESHBARS (GRS R A A ) - &
DUEERETE » AAIEBAINYE E e RS

s 7 T H M & s - (BB R IRIFR ) 2 B SR A T
—H S I B D RE TS

6 RREREREERE » B8 (BUTEBRES M) hERAY 4 4H05E
KPI - $+¥HEHEFEIEE T EE - FH DGR T

17 | BEREIR OS2 ECEE

18 | (eARTSFEAREIAE R » Bl E T RIS S R — L T 5 BRI

{1 ~

LERIAE 225 https//www. gov. uk/service- manual/digital-by-default

S

By 17l (R ARSI ) N4 » iSRS RS YA - GDS
AT AR 2 G AESZE E] Alpha ~ Beta 1 Live [ ESAIREAE » $24E TEEEEAYAR
et - GDS fER - bR T Heftts s [ o ZEaTE %%EE@%F’?(PmmptS)
DUR Rz B s R M EZ EFH NS E R - 5590 FHEZ BV » 77k
F{EEF#E 5 (Lead Assessor) ~ % filirs T & (Technical Assessor) ~ {5 F & W12 25k
E S MTET(User Research or Performance Analyst) ~ % sFEME( A & 5% 5tEnD

(Designer or Content Designer) » DLk 8 fir i BhF % & (Assisted Digital Assessor)
13

S P 75 208 e P o R S AR
GDS $t¥ 5 IRHHIEN L ARTS - HilE T8 R VERRHIBR GG - 1A AEES TR 5L

FIVERIR 554 - B B B AR s iy BITR S58  -

GDS T3k A& HBHHIECT B LTS » MBS SHEREEI LTS 4 4 KPI -
—  EERRR

1wy AR RS R A SEAT N 2 0 555 https://www.gov.uk/service-manual/digital-by-default
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FE—4H KPI B EZEF2ER A (Cost Per Transaction) » JEBHEHYE " A
ARET RS/ PN M E ) - BEEERANFEREEE -
NSRS T IR - TS ~ 200 - 4 - B - BIETIFFERIAE)
FEFRCAEENN » BrUAME VT E SRR E - 1R EIRVILE T ERIFERA - 2
SRPRRE AT LAgt 4R EMIGEAR ESepHIPESE - o0 RlISa HEREE AR - A 2L
BT EH TSR BIEERAR ) R T IR BRERAR ) - MR
GDS Hy%E3K » SRR R HEERA - 1 BB EZEE~BEE 12 HA
DAPSE R A 1 -

o EHEREE

{5 FH & mi i & (User Satisfaction) /& S B AR 7 4F RV B2 %08 - GDS
TOREVERE - 1A BN E R R L BTy B IRERY T e &
TEME - JISRGEAE RS N SEBEEE R HETRNER » F RIS
THRERIREE *° -
= SERCR

e (Completion Rate)ryEIZZEERE | (HHBUM RN IRBHIER R E H -
HZ/0 NaLe s F RN ESBEST | - sTRETIREGE - NS E
M4 CUESESEVARE R - PRUVEIIE AR FIFESHEE - HeRdE
HISERE - GDS R &AKRE - IEZ o B EIRGIVIRIEPER - B Eh RS
SE(E S TORBCEAIRET > SMEFEHE TR ETNEE - FETToERkR 0
o~ B

{2 1% (Digital Take-up)BEVIHYE @ " A1 REUF RIS T2 (B BT R E i
TEERVE R A2/ VIRFUEREHGR LEE ) - st U R E I 52 ey
G EMERE > RRUEDIERERE - B2 fEE R R RIEHEEE - fbt
A RSN BT R B i ks " EAER - AL - BEAGR EIFEIR
Bk BURFAHH AR AR B T AR 17

SRR TR 2
?;ctps://www.gov.uk/ser\{ice—manuaI/measurement/cost—per—tra nsaction.html

SR HEREEECEENERE RN 52
https://www.gov.uk/service-manual/measurement/user-satisfaction.html
16 TERRAVETE TR 52 https://www.gov.uk/service-manual /measurement/completion-rate.html
Vs s E SR ¥

https://www.gov.uk/service-manual/measurement/digital-takeup.html
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Digital take-up
What percentage of transactions were completed using the online service

100% -

50%___/v-_—._/_—_’v\—_—_\/\.’-"—/-\’/w"\

0% -
! l i ' ' l ! ' l l ' !
Nov Dec  Jan2015 Feb Mar Apr May June July Aug Sep Oct

Average time taken to complete the transaction

45m -

e N

15m -
Om -

| | I ' ' | | ' | | ' |
Nowv Dec Jan2015 Feb Mar Apr May June July Aug Sep Oct

User satisfaction
Average of scores rating satisfaction from 100% (very satisfied) to 0% (very dissatisfied)
100% -

50% -

0% -
\ \ | \ \ \ |
Mar June Sep Dec2014 Mar June Sep

Completion rate
What percentage of users completed the transaction
100% -

50% - ‘r—’

0% -
' ' l l | | ' '
Dec 2013 Mar June Sep Dec 2014 Mar June Sep

28 Sep to 4 0Oct 2015

58.4%

5to110ct 2015

29m 25s

5to110ct 2015

88.3%

28 Sep to 4 0ct 2015

77.4%

4 GREdEEp (LB RS

BRI « https//www. gov. uk/performance/carers-allowance

5 B BUR B AR P HE R B

+ 400 KEAUETES > SRt 25 (EE Pk

Ry TR B TS BUF B RS - FEEIBURRE 2013 £ 1 H#E » BEh ks

5 DEEESEIETE

HA 400 (i T/ERHY AU | (Transformation Programme) » F§ GDS E?E ,

f7AE) 8 fi oLtk - 18 25 i BRGUR S (5 RV BU AR - D50iE R PR R B

5 B T IR B AL AR - (F R ELAARRR T IS BURF B L AR s i ] -

BRI © https//www. gov. uk/transformation/exemplars
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» SRR R s e ST i B AR s R

1£ GDS ZEGT5 [47 T » ZEF (B B ZEAR B ARAE ) BT 8 i A5

REZ 8% 2015 4F 10 A F Fy1b > f£ GOV.UK I 4838 Alpha 587 48 {4
ﬁéﬁ Beta SY5HYA 38 {4 » iifh Live fEHEAVLASH 24 (F - BNEBHER E T

FERREENEA 40 21 18
=~ BEINEEREE E

FER B B RS » — 2l GOV.UK Ry&i— ALl » GOV.UK AR EHfY
TIRASTHIEY 1,700 {EET4ELNE - E9EE T A 6 TELEFnY L BiEE
FutureGov 4H %% 2014 B {LETHEIEEETHERRE— » DURSEERE ST Y88
(Design Museum)2013 fEIAEFS g EReatd% o A HZEWE - GOV.UK &R
SRS EE 27 $4 0 DL 2014 4F 10 H R f5l] - dguhiy BG5S 28 198 # A
R BN RGEE A BI AL IR - AR A& - SR EZeILIRD
P e S EEHEEIPUR A RIS B N R E BN - BEETH
BERER - DAE S Iz IE(Carer’s Allowance){F2E B il » B FEH H 34K 5
&P ER 28 JrgE » WL el AGEURRG » RIFLEEE 72.5%0Y FOPEREAR E/EZE - (F
FEHEE FERAT 90% 20 -
VU ~ PR PERCUE

H2[el] GDS FTiES i AR HINEE » EEEIFTBEMN R » JEfT R R A2

(—) ERBUF

Ry T Tih B == Eﬁtﬁﬂ%%&ﬁzﬁ&?@ B 885 & (General Service
Administration, GSA) 48R MHast ~ BRI AT ~ BEER S EZEH
TIHVEA > 4 2014 43 H 19 HEEBIEH#ENTES 18 Hf1E Tﬂé&RD
AIEE A KM > BRI 44 By 18F BB BRI - 18F mm ’ IKX)\%&E‘N’“
FANNFHY 15 A » PRERpR FifEiE 100 A - fFEE ~ BaW -~ Zh0E
LT Z IR A P58 - %%lwm%am\sss@ﬁﬁf@ 2 W%ﬁmﬁt
18F 1 GDS ~ VA EFIFE &Y » 1F 18F HYE4E L - é@?x@’il <<£E5£
TRk ascat T ) BITEE - HESEEIAERRTT & BUR %ﬁzﬁzﬁﬁ% HIGERN
Discovery ~ Alpha - Beta 1 Live 5 4 {E[&E /T 2R -

R RER 10 EHUMNIRS - W/EIB B GDS 3R - E5Y 10 BRI E 5Y o @A
H%E - FHSF
https://gdsdata.blog.gov.uk/all-service- assessments and-self-certification/
P R BB YOS E I 05 S IE g B - 2
https://www.gov.uk/government/news/7- reasons-whv-the uk-is-in-the-d5-world-leaders-in-digital-pu
w

% Care’s Allowance [4ERGETE » 5557 https://www.gov.uk/performance/carers-allowance
2l =492 hitps://18f.gsa.gov/team/
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Dashboard

We are building digital services for the American people. Follow our progress
and get involved here.

beta live

The service is The service is
improved, then public and works

discovery alpha

User needs are A prototype is built
researched and to meet the main

identified. user needs.

3 9

tested in public. well
& 6 EEBEUNET ARSI S PSR E
BERAE © 18F E44 > https//18f.gsa.gov/dashboard/

201448 H 11 H HEE BB 7" EE#EA AR E (United States
Digital Service, USDS) - DAEE#7 ¥ 38 (R R BABURT Y A B RS & (Experience) &y
A DS PRRAT TSR - AR A RCERIIBUN RS - USDS {7338
GDS HWfE/Z » 1 T 13 EfEA ~ FRAEBEGN "BIA | (Plays) » T8 5
(EBBARTSSFA]Y (U.S. Digital Service Playbook) - {F4H a8 USDS 1y
"I ERIA | B ESE > 2 18 fRSFAI HEEIERE] 18 R (B EE R
TEREAE ) HVERAR - B0 > EERAVEE 1 R2E " TREARMNEZ ) - AI3EE]
FREE 1A EEIARAVES 4 (R 15 " FBUERDEBIB S0 HUA TS
AR > FIEEREYEE 4 (Rt Rl 22 - FEW - ( EREAIREST
A 89 13 fi&p - Z R EZF R ENIE - WEGRERE ()
L BRI ) SRR AT -

(=) BEMEUS

SEOMNEURT 7Y 2015 4E 1 5 > 8217 T BN BURF B i AR N == (Digital
Transformation Office, DTO) » F EZZEU R8I iR -DTO B FHAZF2 i
ERFOEFEEZNSE » feftE R - 55 - Bl > AN bR AL
PB% , » SEZAREETEE] GDS MBI 2° - DTS $RHIAY (IRFSEEEHEI AR
T2 ) (Service Design and Delivery Process) » 52 GDS {y Discovery ~ Alpha
Beta Al Live 2% 4 [5ES: DTS ki Bz AR 512 ) (Digital Service Standards)
HAH 145> NMEZIEE] 18 B (B B EIRSAEAE ) AUKEEhR - E4EnEHE
ARt IEE L, 2
(=) %fir 5 Bl lggr

22

(ERFEATIRESFHIY » 055 H, https://playbook.cio.gov
23 DTS R4 » 554:% https://www.dto.gov.au/
24 pTs HY 14 {GRAEE » 552272 https://www.dto.gov.au/standard
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FESLRIBUFHYEE T > 2014 212 H 9 H > BB~ Z/Djend ~ LLEdl
A PERE ISR S 5 5 S RE B BB IR R MBS BEE 1
J&E iz 5 FBUT S e ) (D5 Summit) - fESiEE T B SEAREE
D5 F#i(D5 Charter) » SHUEE T " (AR ) 5 R HEB R BRI L[E

Rz — 2.

TEBERIRY B T UG » TR BUR B ARE — 2B 81S - R T RESEIE SR
S FIRFERERSCR - ERefef T RRHBUR RBeRAVA X » LR Rk
BHEGHZOE T AR R BT BT A - BUTIRIBERILH
ERE - STEAHBEAE ~ FEENI LA SR » I E PR E PN 56 TP BB TR
ratE 2 B - TSR - DUEBETE iz 0 - SSRGS R - EEER Y
FTLlk My Data FERIERSRES > SIERE AT - ERUFRE SR L EEH
JE VLB i > FERZISEE ARS8 SBER BT R R R R A
ERE SNV EET -

25 — o oh A
D5 Sl HIANET > 55
https://www.gov.uk/government/news /uk-hosts-d5-the-first-digital-leaders-summit
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