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Abstract

During the booming of Internet-of-Things fast development, many innovative applications are
emerging than ever. Inevitably these new technology-driven service industries are eroding the
traditional financial service market. Therefore, how to retain the existing customers through a
better intimacy mechanism plays the key role of business continuous growth. The Smart Helpdesk
is one of the FinTech significant initiatives, and especially many advanced advisory services, de-
riving from smart helpdesk have been aggressively brought out to explore the potential niche
market. The industrial robot technology pushes forward these advisory services more applicably,
in various human forms for better customer intimacy. This paper applies the Service Science me-
thodology, exploring the Robo-Advisory required technologies, from the business strategy pers-
pective at the beginning, analyzing the requirements of the Smart Helpdesk to improve the cur-
rent mechanism, and provides a new way of customer experience in using the mobile commerce.
The customers can either input the texts or use voices to inquire the information. Not only will this
ease the customer’s anxiety while in the waiting queue, but also will enhance the service quality
and speed up the turnover rate of the helpdesk. The contribution of this paper, presenting the
Service Design and Realization Dual Rings and the Innovation Realization Process with theory
supported, integrating the theories of Service Design and Practicalism, is to elaborate the novel
prototype design framework to the practitioners to reach the service design consensus—mitigat-
ing the gap of FinTech—among the stakeholders with various perspectives and to give the related
topics for future potential research to the academicians as well.
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1. 518

TEYNE B 7 AR L5 N TR e VAR 2 S Hpeh N, S HLE A Tl il i 37 A 18 3 )
RSN, A N BT R R S RS K2R SS, & “akIAN00%r” (Disruptive Innovation)
BT E A I E T i fe P e, S HSENS T AR TR il R HZRE, T pe 2
WK B 5 P BRI TE A, T A T DR B B 7o ot JIR 55 B3 4 2 A o e, DU AR 12
N BEAETTY, MRE 2 &Z& B EEE RS ETAL, BRI [1]—R BN BREEREA RS
AL ST AE AL RS IE” (World Economic Forum, WEFR) 5tk oy, il R R 4Rl Rl
i (Financial Technology, FinTech) 2 & J& Birit il iy 1) [ Fh i 55 B 8T 5 4% e k= b e s 2)
WA B Rl 557 NG AT R S T s s Je 3) RS FHL BN SRlia T SRV, S8R
TEAE RIS, B0 A AR R S IR S B 2 K R SRR R [2]. BV S RIS EA
Z “BRETINIZENT , AR AR S E 2 AL, 7E “ Tk 4.0” (Industry 4.0)—F B K s bt
IX BNl iE e, 8 B AR SR THE AR S R, )1 2 A BRSNS R R T AR [3]— M 2
Ja, RPN ERERAGR, RENLE NFTRTAET R 2 00 RS B0, “RRERII” (Robo-Advisory)—iz
FRE G 5 N TR REE A, DAL AR — B PR ARG A 3, iR S At 5% 100 4 il A 45 2 3B — 1
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CABIHT R OK S8 i WA X 5 R4 1E R, AN OB AT AR i R A AR A R T “A s d ik 2%
(Competitive Services), &K ERE T IAwF LRI KRS, ERESHEMESE, B SEE
WA, AT S AR TE, BIFARBN R flis, S58E A CHETHE 2= 52—
“TEEH” o« LRS- HERE TS TR, 55— I7 MRS E 5867 6 3k ik 5 &
Ihig, LR LIRS TR M, e i RISCIREE, wHuRHE A, S0 & i
WG . P SRS RS — Ak, DIRPE AR B O EYE, 605 Bl B R TSN,
IEUARSS AT, AR R Ak, M B R ING, JrRek i, g E T aRIE L,
WS SR 4], T A RAIHT SR AT 1. RS WIE” AL S TRk, A 577 Sk 2 ik
AR, PN SR “SLEMMME” (Co-creation), L& “IL[EEI/E” (Co-production), AR i
= 2 n Y, IR S Wi B ML 1) AR Wit LA A 2 bt , MAE A 3 RIERO R s 2) TR
FErEEMHAFHELE S B, CLBHE TS ThAg 51 A8 0t 3) ARss tit=5 Sas M i 2 i 14
@R 4) MRS BETHE SN E T SE RS b, A 3848 B SE AR SRk 2 R g 2 TR E s & 5) ik
F VTR RS, I e IE T 5 9 LE ST AN, — 7 T e AN R IR S as AR T B At Ty, 5 — D7 AR
RIS 2 TE [ R S T R I [5]

2. RSIE

“PRSSRL - L - TREBET” (Service Science, Management, Engineering and Design) (LA fai#5 :
IREFLE) [6], R—F%EAEAET], RESETHEIRFETY, #idBA& “HNE” RS IENER
FB, BARMEEA . 1) DR BON SRS EHE, HRFEIGNR M, 12 H et RS i 5 0l
HEZ M E, BlInfTah3 E 5 HRARE MRS R, 2) RAIRS S & T &, T a8 RS,
HI P& 2 T S BE S HAE R, PP ARSI B, R S K 5 IR AR I 2 R &R

I — S RS T RS, ATAEARRFEL R RS, A R RS RSB S E R
LGRS s . IE HRHEE A R Z A St T By, s ss: Hlani kI Mok “4 Bxt
N2k T sfk” (Online to Offline, 020) FEF /45 EMps Mk Biat, “P #8525E” (Augmented Reality)—i%E itk
PE R RIS BE, A E AR NS B R S AL BRSNS, R E RS wot
NEFEZL, ZERS TSR & A MMER RS, J7Refd LSl g F H s,

NABOERIE— B, AR “IRS Bt 5 SEEOUIMIEER” B, & MR 5 e XU
#zh, DL CRREEHET (ERNZERATBZ MRS (Incubator), 1K 1 Fs, BRI ONLEE NEIR A

EE e ey RS v e
R = S EX

HiF e RS T
R Ty it . BE

Figure 1. Service design and realization dual rings
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“HMEMRS” , MR RR TN 1) B R K— R i SRR S IME S ARBL N 2) 2545
—MICHRE 55, SERARSS B S, JFERAME; 3) BIRMZIE—&d 2 AFE R RN, #ATZ 0
B RS IMERHIE, RS EBARIK BT 2 BbR: 4) IR ¥t—UURS & Aotz n 8%, 5%
BRI K 5 A OB BT IR ST e 5) Mo sk —ik e m AR, EG RS EE, B S5
B PR AN AN BE R T K R IS 2 R B TR SEBh R I X IR R 1) € SR — 1A IR
S RE R Z AR LS DS, BSOS BRI, IR AERAT Z RN 5 2) AR BRI —
FE AR S5 AL v P A Al 55 {6 1 DR BORE SR 55 7T SEFEAR BRI 75 08} 3) M Bkl —@ i B Ah o iy,
LTI AR 2 BORE, AR NS IR BCE R 4) ATAEER—IKIE D Iras R, TE&EaHe, Wiyl
JERTRER R ZANE, HIEATBIIS: K 5) EEAEA—RIT & DRSS B AT 5 &, I BRH 1% 7 SR St 5t
M A FPIE RS HARSER B

3. SAFEX

PL“SEHIE X (Practicalism) [7]—RASEH T RISEAR, IFSEAE R BAERL S 57 A8 MR — SR 2 iR
KR, MRIRFZEBEMEZ 20, AR RS EIHE TR, JTReE RIS Wik, Hidk— SR E M
WEERINL, BEE A “4ER9i% 117 (Prototyping Design) [8], 4RSS 40 i AR 56 T i & 72 % HY B S 75
K &4 HTE T B AMUAEIRIE AR 55 i (Proof of Concepts), 34 & 827 55 #E B 36:11E (Proof of Business)
SR EARTE S FIN, ESCAENLES AR F IR 2 K A o B [9] [10]. BIAE MZEARBF M A &, R
ZJFACILER 53 BT B AR S5 SE R AT HE 2 BRAG,  0 TS 45 St e S B TR AT B U 2 e

AL BBAET SAE—I QT RS WIS AT SR A Y, R4 BA L R SR T ARRe s[RI R
SRR S5 AR T FL 2 P RS b T S BB R SR, ARG R B TR IR S5 UL 88 N 58 RE s P R4 S5 LR 1B
i, RAnf] R F SEVE IR, DAGRRDIE BERE ], AR RE A G (Bt . MUbR, SR T 5E)
HORFRIETT . AOPH /B 2 UL “BuER" (Agile) [11)HF K J5ik— o B H 4R 5 Beit RN, fF
H = o B B S E T AR AT AR 2 FR SR T ARG SR B FE a0RY, RSB 8e k5, LUK S HIRA
P 45 B B VA B 2 H G, I HLLAIIR 3 5 (Test Driven) [12)85 204031, LARTHIRS TG R—15 SR
SV S TGS, BRI R 2 BroR: 1) 76 @ BT 2 0087 IR 45 I /0% 2, 43l i
PR F] AL EE RS T 30 S IR S R R RaAS, HOFIRS B GMshEs, FFT e ea mE
Z LA 2) RUHTARSS B KSR S e s, TN R, s R RS, eI
B SRR S SRR B R E B L, $EH N A R AR 2 M 18 1A (Value Propositions); 3) G117 ik
Z BRI E R, B RS AR, SRRSO S TSR, 20l ViR eIk S SRHE L
Bl &, BEATAAT IV 4) Mol e, IWIMEILEIE, S 55EMA, FHFhe ==
B S 9AE 5 T8 K& 5) Bl E FOES R, HOlH RS B IE R % 7R SRR &
Rl R 25 Ml 5 B UE IR 55 s FH 8T IR 55 [T BA 5 b s b 3 S [RI IV E AT R 4, A 28 IR 55 3k SIE IR 55 DO K
VBN R — e SE B 2 Ak
4. REFJ|XK

P v P IR S5 R R 0 R B P R IR B A IR S B R E Y, BB RIRS A SR DT “ SRl
B v SR N X SR B 70, TR AR 55 42 fnh 25 (Touch-points) K 4, EAH H BT 7 BRSS,  HEiiHT 5
RS ARGG, TR G B FRELE SR BRI BRI 2, 2 H TSRS B8 2 8 S B4R P RS LAET
NIRRT, EECHIETE SRS M — K 5 RS S RS EE 1 die N TR F N T% 7 &
Z W EE SRR, SR H ST, EMIEREET, BURE SRR, M iE & Rs%s
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Figure 2. Innovation realization process

B 2. BFBIFSAERIE

FEBRH N BB TR S5 4 s, BB S5 T Uk KRB v BAS Ol DU 6 A3 8 S5 Aok [ 3oL
A (RIS R AR 5% 3 AR AR I TR A, VY 28 B el B LA AR AR, AR IR RSk N 3RIT i
BERST, ek, AHEARES KRGSV, R BCE L A SR 55 0 45 i A 55 &

TRIELHOBEOR e, o5 WSy 3 NS5 Wl S AT 225 BN S5, RUAN (e oz oot A G 2
HLHR, BARGUERIE T IS5 WA Vs ZH A, B M B ASCIRVEAR S5 A (s St b, MR
SV, BB TS, KRR R L E e BRI, ASCReIR 1 — BB A RS,
FAFRMRSS ZA R AN, B E R M FEPLRISE AR S5, AR 2 1 9 5 flh 48 Sl s
Ko WK 3 s, RIRSFEAAX . 1) Z/vim s, Edam A miRZRe, 2l rim,
BORMG B SED IR, AL MUARX N R G IR 1E SR & 2) Ui M, EdiEE i, HHmocy, &
ST, RN, EEURMEEED IR, RIS N IR IR S1E R 3) BB ATa R E R
WHETFRE RS, ARG, (bR ss DiE R &7 S Eaid R s R Al
fisd e 55 H B0 il M2k, BRI RIRSE RS, CMESIL 1 % - IS iERE I, 4k
HNEH ] 4) NI Hlas NaDE AT 3% B BOE R o515, AR IR IR 55 4R & Mok e sl e, RIS 2
SAES R I HE R ST, BRIEIEE AN, Fsocy, @lscyrm, EEa T, HERHAe R
SELRR, [ml RO BTN, SRAROR B i WA Ja SRR 55 A s K B) W T ARRRMCEL SRRz
MR5IE R, R TERIMEEE, sk mlidt— D g/l ma), SRRSO T, Fehls R
SE R

NASC CLRTR B AR BT SR RAE A, SEAH H AT gt 5 iz P iR gs, 1R I s &
WAk 55 B A N 2 R S5 R B /e sRIR RT3, IR RGN R 55 Bk 2 S A AR, WIEEE 2, 2“8
RER MRS Z AR S B AR, RN S5 G5 SMAREAERSME, ERIEHRRAN LA
SRS BT IR AU, R I — B OE RS S A S, UK S IS AL
YN

5. BRFLt
AT BE bz 7 AR S5 Bt AL g, NE RS AL AN 2 —, L H fE T EER
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Figure 3. Sample of smart helpdesk service

E 3. BEERmP LRSS ES)

SRR L ETEAL RIS QG TR, AV 2 TR SR AR DR R T e A R 5%
BZIETT, WRBANRS T 2R St SEMARS BT E “BReE 0k L, i 3
Fis, AARASCHAURR <R3l DIRENT IR I, R GEAROGH ) s R Oy (B s Wi aY),
TR AR IR ATIR Z 0 AL, i 2 B o Z R 55 T (I h e Rly™ b i ar) . TR BAC 2R L ahid
P (B2l oy), RN BT IR SRS A (B rh R AR AR oY), A5 2 7 R 55 75 SR C e
Ay WHENZS PR aiE s ok 7, WIRT4aKE 1 2 P ORI IR), R AT PRI R FE T e 55 Ak 22 E
I FMRAEANSTHG 1“0 BB A AL 2k, ARELRRNT HEBA Sk 2 Bk 551K, R DSk
J 55 Ak B 8] o

MRS AR B DM E TR 1) 2/ RB0; 2) KHNEEER I E]; 3) 207 ST 4a i 1A
4) BN GRS AL BIFAG IS ) 5) ZEHR A DUIR S5 AL BREE RN H]; 6) B #HR Ric T n; 7) Motk
B f8) BN G NIGAE, SRS HE— PRI AN Ik 5 4R R

5 AN ) = 25 TR A 1] — 5506 FF e ] M

W 55 AL 1] = I 5 3805 K1) — 5 G S FF A 1) @)
FHESHRHERIE = % S T 80078 EHHR 2254 ®)
% P W45 iR = (R 25 R Y, 0 <i < ) (4

B ARAR R R IR ST IR, WD TR 1) BSERE ELR A, R SRR R
K, BAEIELEHA L. FRAAAL, BUIRSS AR RS B R 2) RS AL BN A 5 e 55 3
WEIA) Z IR, “ AR S5 AL BRI A7 G, B RS E T SO R B B AR, sUA &
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J 5% BEARAN A2 LABI IR /2 2 1 2 R 551 SR A BRI 3) B MHRMERR R 5% 7 2 ORIk, “ FHEHHR
HERAIE” AR, B HIEAHRRE I ek, s LA NS E BRI, NRERER TR H] “HLds
N7 Patedi— s IR 2 2 il SRR S5 B 4) AR P IR S5 DI Re -5 AN R A 55 S5 350RE FH B2 1) 2 5%
BRVE, B PRSGS R B RS RS, RS ZE S ZIRSSRE, TR s AT LS, R
BN

6. RFiTiL

EH “iB%PHR” (Voice Recognition)ffih “HiN” KK, Zidif b myLs], Bimgikich “ v
££5 7 (Character Set), FREFXTIL “FIREEE” HATIE AW, SREX R H RS T 5484 FF-#%H] (Command
and Control)iith 255K, T H#W & JUHAESMEHRS BT, ThRATBE Dife. 1ERR gt
H R, K5 re A RS J sk (Service Failure)Z JRIREZ, Billn: 1) MRk 28 KK, BUEIES
MHER: 2) 250 I RE )5 TR 2, B R A BOR O PR A PR 3) A &l i o N5 1
HHHRIERATE, WAV A AESOR 2 ik EE: 4) [FHEUIER, B, 5 PHN
T W a), FEMA R SRR ST 5) B SiE R AW E A, W R SRR Bl R R
FITitE i 6) A Rz e 4 5 5 2 /M 7 2 [FFE — A1l b (4 AND i54)), (H48 & AUR H R e BB,
BN R DA FIETES: 7) ER0E R EHIWLHIB TS5 60 & vl B E AR, T4
HGTE SN A, 50 AR IR T <RI~ (Decision Tree) P #EAT 3G, (FI01LS HA %
Hil¥a 4 8) MBS HLHITCTE St “ AR H I FE RN, S LU A BAE R A T T 2 T, A
W%, i R & ORI A IRk SS s 9) i F L FRNE BB I AR, AR ARE R, mige
FIWHLHI TN ), SRR G IER XSRS D%, K& 10) i35 PR R (Session)id F2H, X
RV TBFIA, TN WR G DL B RS, 5 RARS AT BEE.

R G R T % P SR R, o AR W7 i ] 8 B R B R 5% S 004 s T R Al i A R B =
ERRS, MBS E, PR TR B S i, A I (ALK R T AE LR ) 5 IR S5 AL AR
— VARG, H DAL WA B MO SO T2 —, SR, il ke ol EEAAE R 5 A AR
P2 il BV S. PR E RS, SHMHREENS%, Bk, AR w0 E
ZRAGHEMRME TSR, 7ok, MR EREIRN RETR, 2 PELRBBeE Reid %, B
Gy POSANT R Z A1, TR BRI RS FE I B B M = E B, TR ORI RS HOUE 2
A, i T R (] REE L A e “HLAR N7 28k, AMEBEM R RS RS HIsh, RERAN L%
Wy 5, W TR R 2 IR 55 CATE HEMES, T AR IR 55 AL BRI [R], JFAER AR it ()32 H T2 5% & (Customer
Intimacy)i& 2l L.

7. &

GER G R WS IR OK E B L ES I 55 2 Bhik, PG s RIS AT - 1) ARSTEUETRE ST 2) Bt
HBIEAE /) 3) #E5tAEJI(Boundary Spanning); 4) $UTHETS: K 5) HriEdtalAES S, AMRIELS %
FURSS A m B2 225, Bl TRZIsMATEEE, RACEAIRS: SREMS RSN AN, B
AR IEAE N O3 AR S, AR SRR s S8 ) DB EL a3 o2 P G L, 3R AU M SR BT IRAE BRIk
%o [, IRSSPLEN )t — MRS E A, il 2RISR S5 PR R G REIR T L8 N RS, Bk
EIE DRSS AL N0 57 L, (RBEELEE: 1) HLES NBER BRI 2) HLE ARSI E B ik et
3) SHLES AR ZEHES s 4) ZEURA AR 5) HLEs NSNS Bt 6) ssBEA-1 6Bt
7) HESTFHHPHA: 8) MHXBUEINAERIEEN: & 9) KA resEs K.
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BUHTRE L, HERF TN ST SHEF AT %, TP RRYE, BOHHME I AT w3 R
iR, TRMEHE RS DI, TR B R, RIS, DA AR ST IE
W FE, J7 REE IR IR AU B 3RA S 38 P ik s [FII, X ARG R S S, R AR S
FIAT W FCBGE, . 1) W P AT R BRI 55 i R VR 2) 5 TH 9 X AR R 55 SR A
B ARIAS s 3) MRS MLl 7R 5B 4) WSS RBLER N\ 22 B L BOR S AL T
K K 5) MRS, BHINESBITEEEIIRE.

wJE, RTOHER—F 2, ThERE [6FHie] 5 TeIHsEs | M RERER, fIHsLsih
TSR, B AABNE T X Tg a2 B, MEA VR SE SR IR A A 55 A, s 2 R 5
RERE QIR L 55 R B AT IS, A, HEEUMELEARSMMENC . S8 2 i
ERER, oAy BORN, S TS AN GRS 55 L R, BRI AR ST, T
FEARGUHT AT E ] AR SAEA RN =1 3R T E 2 QR EE, AN Je B T-aE sk .
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