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X 1-1: #T7NEAL YT R
(This is Service Design Doing HAZERR L Y 51 H)

BE, ¥7NVEA YT RiZ#bR (Evolved Double Diamond) 723EME iU
TWBEN, FFNE TN A Y DT IR E FHEIZT 500 Ly,

DY —ERXRTHAUEEZED 6 RE
= RATFTHFA BB 6 FANX, AP OV —e 271 UREFE DT
WY HIL7-EEE [This is Service Design Doing (TiSDD) | THEFE I TW

HHEDT, Y—ERATHPA U OIEHE), B2 HFOREZEmIICRL TS,

1. AM% Ly (Human—centered)
Y= RADHELZ T HT X TDOANDTY AR T AEEETH,

® What is the framework for innovation? Design Council’ s evolved Double

Diamond https://www. designcouncil. org. uk/news—opinion/what—framework—

innovation—design—councils—evolved—double—diamond
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2. @Y THBHZ & (Collaborative)
P—ERTHA DT 0t ATF SRR ERRRE 2R OAT =7 RS
—DEMAZEE G L2 i v 5 7eu,

3. REMTHDZ & (Iterative)
Y= ATV A IR AT T2 RER, U, EROKERT 7n—F T
»H D,

4, HEHRITHDZ & (Sequential)
P — R FFAICREE T H1TE O & L TR LS, FiE ST h
X722 B0,

5. U7 NATHDBHZ L (Real)
BEILHL=—AZHFEL, BIERIRELLLTATTOT 0 N & A T EAE
. BORWIMEIZYWEN E 72137 VX VHERERESLD L LTEDLF
B ONCTHUNERD D,

6. XYRT 14 v7 (&) 2R (Holistic)
TF—EREI V- RALEK, BEEEEROTRTORAT I KAV E —D=—RX
WZEHGE IS XTI T 5 S O TRITIIER B 720,

ZOJFEHIX, TiSDD O RifET& 5 [This is Service Design Thinking
(TiSDT) | ICBWTHIRE SN TWE—EXFH A VEED 5 JFRIHE S
NTVWER, bebd Toa—F—fh] LENTOELEOR, TART.L) I
RSN TWD, X, P—ERXTFTHA BT, v XFHE (=
— =) I T, P RARMAZELT X TORT — 27 KV F—ORER
HEKFF SN TV RN EFR R — BRI DR, E NI BRI BIRRS N
b ThHDH, BIEIE, To—WF—ruiyy & TABHL) IXIFER—OEK L
LTHWSEND,
72k, Zo AL (Human—centered) | 13d < £ THET 25 A0
BE (AUANVETIV) B2EETD, EVWIHIERTHY, HREERLE LD
ANFIREREEIND E WD TAMTOFFE (Anthropocentric) | &R > T
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—F CHEICIY T Z E BV AT F I ARERAE T LVOREICHE LT
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L. A B0 TiE Tl=—% =) b L<iE TARFL ) &) RELR
HAnbensg,
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DHLNNLESIT BTN D,

NAB <=V —=—<v e LTELHBNTWD S OIE, 2 IRFH
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IR P s
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. 22— —DOZERFARNOBLAIZITZE bW RERSoTLE D,
ZOWE, W Ha—F YT 4T A MEHRYIRL RTINS SEE Y K
LTH, TOMEIIZRANDH 5,

oWV leGhs, =Y —A U F—T =4 AORFHZEBNT, FRAZAT
132K, Y= RA=T7 7V r—ra B0 THbN D IERSCERIEL T4~
Tzl NETN] ELTHZIEL, ERICKHLTEIE (12772 ay)
RFH (Fa—) OREZ21TH A7V =27 MEHl2—Y—A( L F—T A
ATHWA L] OT 7 —FEWHBLENRD D,

FRZCHARDITH Y AT MZBWT, VAT LABRICHEL C2—W—o
B =T 2 AR THHE, ZAZHROEDIZR->TLE-TWNDH I EN
%<, ZORBENPLFHENIK KBRS TLESTND T —RANRLL,

=W U H =T =2 f AOFFITBNTIE, REORA A —T A A
THA T TR, WHBES T V27 NETRERS TREFZITO 2 LN NE
Tbh b,

SEW AT V=7 MEM UL T A v/ By

C) THA VR TLDEBE
AT AT LD X9 R KRB DO 2 7 r o= 7 Mk nWTid, +—
EARA VX —T o ATHERIND [TUXLVTaX T~ BERNERE
T, —EBElEb o TRk SNz —#HO X — LEEOEy M [7
YA AT ) LIRS,
TUANT AR T NTRBWT, THA U RE— 0%, ey — o LA
T L RE = L THEREND

BERE N Z — 2 AR E v Ny — T —LBHE A=a—
BEINE— T A ay, b, ZART T 74 (742 F)

Tuv=/ bILIZ, ZEOTR Y= MCBWTOLEERLE [FYA
VIFAL & EREARNE U EERL, TYA VAT AEBET D,
MRRICBWTIE, 7Y A v EH{E#E (Chief Design Officer) #EIEL. Z
DT FA LV AT LOTER « R EAT

ZE R : Design Systems —F X NLVT KT NOTODOTA AT
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LERT A K, Alla Kholmatova

NAVION—LTH—ERTHA Y

MBIV NDZERME RS, TN EIEAT L HiEwmEA v 2 v— 773 A
v EWES, Microsoft, Google TA I N— T T H A% —RT 5%y v
e B—LRZENIE, A I N—VTTHA BN TR EERZ LI,
A AR EROA2ZAf L, oNbFESTETHDL LV D,

A IN—=VTTHEAL DT rERE LT, LHERERET 5. 2, Lk
PENBFS, 3. OE D DOIDITR L, ENE RBITILRET S, LW ER
NEBELHERH SN TWS, (Kat Holmes, Mismatch: How Inclusion Shapes
Design),

FRIZ 1. OHERR (exclusion) IZOWTIHEMMN e b O TR & b, —E R
. BAREDOEEMRONAALAT AL -TELLZZERH Y, BEMITEHE
FRL TV DO E@likd 22 EBHERL LD, ZO/MKE LT, Bl
[EHEEEDANY ¥y V= A O —P— I —EARFEO T vk RIS
MLTHELI T ERENREZZLND,

P—ERTHFAL T eV MZBWT, ZHRELZZTANLD Z LITIEE
FIFELREIENEZEZOND, KEDAX— KT 7 Airbnb @ Inclusive
Design Lead T& 5. Benjamin Earl-Evance IZ LUEX, 727 MZBW
TAIN—=VTTHAL R DEDORTT 4 7IRERIZIZUTO X5
NZ—UDRR LN EN D

{8 AL

— BERIDR DD A I N— T T A O EIEIIIRER R D

- HAZIEBR R - REIBORCR 4 A B T & A

- TRADNED BB E R D LITENEE RO

- EInbiELOEL LW bhbRN A I N— T T A FER
L LCH L HREVE & LTuZen

B ABLR

= UY =AY 720 - FRIWIERE TN Y Y — AL

- XMRFIID 2 BTEN e — =2 AR L TLE-STND Z ENEN
Hi i : Service Design Global Conference 2020 T iz EE LV

ZOoOWVo KNt EVRRA A0 FELTHR LTV, EAST
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TA I N— T RT T —FIIE U RRACLHFEGTHEELZALNTET
W5, FEEE. Evance KU LAuE, Airbnb I2BWTA v 7 —3 T —E X
FHPAL NIV R AR EFZT TS LW, b HEAANEEICE N
TOY—ERATH AL NIBNTH, A 7 N—TRT7 T —F T3 To
NZH L TOY—EAREICHFETHENZDHTEA D,

Y—ERTHA UAROOLNLER

Y= AT 0T u =7 M, BEANICE 7 7 ) T =2 —KREBD
DY —ERATHA COFHME (—ERTHA T —) 2D, [TBOMYLE,
MRZ2EVPZIML TED B D,

TI AR RENSEHICEL L., TN A DED L0 M
STWAHIE, % RCA (Royal College of Art) == & « LKL NiX, 1T
BUZA /) R_X=2a VISRODONDLBERZLUTO 3 HTHDH LR L TVDY,

1.  UY—ZDOiEH

- ATEUIAH X OHEZ RER ST, Lo RnY vV —XTX
%< ORREE HITF Tl b,
Flo, AP —v R RMAEFIFEU LOERRD LN TEY . HOM
YIS RTIER B0,

2. {EMOEE

c MRPOREEREZR TIHITEICH T 2EEPET L TR, 1§ HAH,
BHAYEDR L RSB THRNANIATEROER 28 L, AR~
Bz EE SERTNERBE20,

3. AIEREOMBEHEAL
PPN HRFIIC O AIGRBEITEML L TR0 | ek FIETIETHRS
NEEL < 2o TV 5,

" Rebolledo, N. (2016). The value of service design in policy making
HRNZBIZBIT A= ATV A o OffifE. In Mager et al. eds. Service
Design Impact Report: Public Sector HAGER (pp. 42-48). Service Design
Network.

12
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KRTHRY AT ¢ v 7 (B4ER)., X0 ARLERAEDLY ESBERT 7
O —F AL L 72T 570,

NBERTHA UICBITHAH—ERTH A o OEM

LRV RIZZ 5otk eny, BT YA ik 2 —E AT ¥A v
B, LLFO3 SOEERLERIZETLDONDLELTND ¢

1. AXUAZREZD AW EBOROF LW D A&
P —ERATFH A ANIERFLOBEE Y Y a—2 3 Thbd,

2. BURT AL D= OFEEHT Fu—F  BRREICHT - ER
PERDONILBORIT, ZF OITEIEH A ME LT, £Z TOEE LVAEE
UL TCINEZITO DK LT, TS (P—E2XTHA ) 1,
BB R 2 8 L= =2 =7 A 77 &2 BERRICK L L
WL R 2T T —F & L D,

3. aA3a=k—arDlHo, O 1 ODERE
THA AN EERD - ARABRFEERHY, FrLnala=r—Ta»
V= EER L, BORNRT—2NOT A 0, thFLaIa=r—
Ta T LBROBAAMELE L TRHIHTE %,

IO WS TR G . HERBITATEC Y — B R IZHB N T 2010 RN B —E X
TYA O L7572, B GDS (Government Digital Service) [Z.
P —ERAT A U EEOEMFE L L THLI<HLNATEY, —ERTH A
T —FIZL o T, BrxOFRY— A2 L EFTCE WD, £, TV
R — AN DOBEERE N EZ—IZ OV T . % NESTA (National Endowment
for Science, Technology, and the Arts). 7 4 > 7+ F Sitra (Suomen
Itsendisyyden Juhlarahasto) & U)o 7- Public Sector Innovation Lab (PSI
Lab) LMEINDNET VA U ITARANY— XTI A U E2FEKL TWD,

10) it e —ERTH A >
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BI{E, GDS TIENLH B 7eh —E A2 W AH T 0ER - BEIE TN
MEWV D FRBEICE Y A TEY, 2017 FOV—E AT VA v OEHBESHE
Service Design Global Conference TIl&, GDS @ Director of Design and
Standard Td» % Louise Downe FIFEEFHFEEIZI VT, LUT D 10 2L &k
DI ODITMETH D EWIREEIToT,

1. FHELFEED, 2T a=7 4 2ER
Hire designers and build communities.

2. IREE(LZ PREME/L STV

Standardize don’t centralize.
3. FERRMICEBTES LOITT D
Enable the network.
4. BFRETHA L TEDZLOETFA TS
Design something the future can design.
5. Fz{H¥
Get your hands dirty.
6. RFKIZANPo>TTHA T 5
Design it forward.
7. HELROTVD Z LEMET S
Understand how well you’re doing.
8. WolxiZ@Isks5Xt5
Enable people to work together.
9. (A mfbEINMBICR L) OERETI2EME S
Create alternative structures of power.

10. A THN

Be critical.

® Louise Downe: Scaling Service Design in government — A new approach
to service design in large organisations

https://www. slideshare. net/sdnetwork/louise—downe—-scaling—service—

design—in—government—a—new—approach—to—service—design—in—large-

organisations

SDGC17 | Louise Downe: Scaling Service Design in government
https://www. youtube. com/watch?v=—eTU5CSwinM
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P —CRAT VA O AT, —HOEMZ T AE/mTIIE LN DT
ol MR TEAINRTIIR LR, OV -BATIOREITZ
NSO —ERTFTY A U OFEHIE L TEZ TWHNRITIER SRV E D &

AHTHAHD,
2%

This is Service Design Doing " —E AT ¥ A L DOFEE (2020)

Marc Stickdorn., fti
http://www. bnn. co. jp/books/10251/

Yy

PEEEERE P —E ATV A UhgER FoIELOEHEE (2000)
TR PEREA s« V—ERTN—T 7= Ty RUBORR TV A VBEOR

/]

!

https://www. meti. go. jp/shingikai/mono_info_service/service_design/20

200420 _report. html

ITEIZR T DY — AT A UHEMEIZEI T 2 FEMSE (2017)
— WAL HVE NATBUE S A 7 LSRR
https://www. iais. or. jp/reports/labreport/20180331/servicedesign2017/

Service Design Impact Report: Public Sector HAREERR (2016)

Service Design Network

https://www. service—design—
network. org/chapters/japan/headlines/service—design—impact—report—

public-sector jpfull

AR =Dy —=—~vy TORE— | RS a v B
https://www. concentinc. jp/design research/2013/12/customer—journey—

map—patterns/

AT V=7 MERMUL TV AV — T WY 7 by =7 OJFHAI (2020)
VIUHAAT 4 THRASA
Petfratam
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Design Systems — T ZNT X T "D DODT VA LV AT AEEHA R
(2018)

VEZARR=Y.% i

=T VH

2 TV AT ABEBIZBITA2—EXTH A U DOIEH

TUHN s HNRA L NEBDOIZDDT T v RTHA T, TR —EAD
APT fBIZ &LV, fTE—E R L RO — X & NEHAIZEEE L, 54 OF)
B ORBUIS CTIeF v 22 N TITB N — AR T 5 R 2 B+
EENTWVWD, TTEPRAEE DA v Z—T = A ZAZHBNHELES D O TIEAR
<, FIAEDRHEAETIEA L TV ARV —ERZITEEDH v FHRA > b
ETHFEEHHEE LTS, 2, Ny v — ROMLBIZTEWNTEH, @5t
—BERGLTEVAT A — A EITHET 5O Tixa <, HlEEssnmoEH
& API DFAGDE T, Fx DOV —ERAEZREL TN & LT D,

ZDXEIBRTIEN e FRA NEFRRT LI, BER, FEHL V-
TR E TR <, YR — X OFHABELWMICER T L2LERH D,
IHIZIE, REFEE EOHEEDR AR THY | Frlo, BRP/EELZF—E
ADIEFEIZ STz > TUIFIAF L oA E s RIAFEE EHE /R LT, —
B2 & L TOMERERNFEB TE 720,

ZITHEH, TUHN e HANA MIBWT, [T —ERADEAE L TEE
IPAEZED, [THFRE OB THFER—Z VL AT D eGov DFEEIC
BRLC, Y—ERFTHP A L U—r gy 7L LT, TOEEONTE IS L
L7-BUfE, W ONT, FTBO % APT 2R L TH— B 2 %217 5 SaaS FEH
&L ATEAID APT DR H AR LNV AT MMEEAFFER - T- ST N X {TEHOH
WHFE D 3 H W XD APL ORERI\ZINT T2V —2 v a v T ERNT 5,

® e=Gov I, 2001 4FIT MTBECE KM (2o, ERFOFMHE I L T,
FHARRRMT R 72T B IR — B 2 2 R <RI . EOITBIR—Z v A b
ELTHEINTE, E6I2, EFEFHEETE) 128\ T, 2005 4% TIZH
i AHAETRORNEBRA TN FHRAFETE —LMIITI 2 ENTED
BERNRT VA Ny P —EREEHTH, L3N &E2%T, K 4,000 4
DOETFHENATRERE BV AT AL L GEREZITo TV,
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2 1H—EXRTHAS VIZAITFE-RYEADEZH

ITBFRICBIT DEROEFLOBHRIT, EREDA VF—T 24 2 (UD)
DT T E M E WD | TREERIN S T B D EMEOEIHTO H O T L)
ST, —HTIVHI - TTNA L NOEEITHT-> TE, [T —EXEFIHOD
BR T De-GovOFAEE (UX) 12X o CEENSLMEELERT L Z &M
KD BV, TEREITIB0EHR R AL XTI MADBNE LI D, EDIH, e
GovD AR ICHT-, = AT A VEBSOFANCESE, LFD 5250
BN D T Ra—P—~OfifEfft 2 L 5 72 O OB % il L 72,

« 22— —rfly (User—Centered)

« A1) (Co—creative)

A B T a OERME (Sequencing)
« WHIFEHL (Evidencing)

- 2R (Holistic)

2. 2H—ERTHAUIT—9 a3y TOERRR

e—Gov OFIHRBUZ DWW TEFHFEHEOSHTIC LAUE, e-Gov @ GUI ZH
BRI L CHFEEZIT ) 2 ——1%, HSRRBEROEH 21T > TV 2497 LA
ZORYZEDOTND, —FH, BFHEHERO 7TELLEN APT XHEY 7 h U=
TIZEDHFEL >TSS D%, eGov OHRUOBIF LY —EXTHA
OEGLIZ, e-Gov OFIFEDE VLY, FHEEEZKEZL 2 DOy
FTCEM LT, — 2%, eGov ZEEH T (e-Gov ® GUI iz AVWT) HiE
Z1THHFEE (D). b9 —2lE, e-Gov D APT IZHE L THESMHITH—E R
IR 27 TV = a XU ORFEE (e-Gov D AP (T 5 HALY
7 efRTL I U=T) (@) THDH, TD2H T eGov DFIAETIEH S
LoD, FIFARE - BRIXEZR > TEBY ., eGov MO Ll b
A — il b F > T 5,

e-Gov EEQFIRAEEDT—HU 3y T

eGovDEFEDFIHE L LTI, T LR LITCTNICHEL oY E L L
B Z1T 72 o7z, FIMFEOUXZEZ 2 HEICHE R Z L3, BER R —H—

" THIS IS SERVICE DESIGN THINKING.Basics - Tools — Cases
® 2019 FEER T e—Gov DET-HFHEHED 5 5 73. 2% AP £ H D G
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TE2BIEE - Fok,

2. a—Y—{TEf 7o —DEMH (~LYVF As sV —=—< )
cFHAEO=— AR Z1T O 72D, e-GovFIHEZE D~V F KL ED L
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bco> T, —E XA GRBEIRE &K O Hle-Govik FIHBHIE 7t
EF) P TiaL . EBOFIHE TH IS EBRTE L0, HIEFE O
JEA T EA TR R S,

- a2—HPEU T 4T A NOFER, SRR EB LEOSMENL OE R
AEcE 2. FIAEGORE, SUROBERME,. SROBETEH )

RFDIDOTAT T EHL,

3. To BeV ¥ —=—=~ v 71EK
- IBETRE (e—GoviHY) L Wile-Govik el BHIsZtHEE T, NEY
— 7 vayTEREL, SEOIRT AT 7 WHERIZB W TERT
RELO, FEfE LW H O, FRNIZITIBETHH 0, IZHFELT, To
BeY ¥ —=—~ v 7 &5,

4. TEHREG

c1EEOFy vy FTHESHLIEbDEZ, A MEKXSCHEHEER O A

b XORE - EE RWEL, 2= —0=—X%RETLHZ L (v
v F). FLTEORMME - SRBEOMREK Z BRI & Lidd (MT A1),
22— —NED LI RS ET H0EEERICBLETRL, ZOMEZEELT
(FxvF), LEENPT (FTF7A), L0 FxyvTF ] & hT741 OF
A 7 VED KT
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6. T—HPEUT 7 AL BEA : KE&HE)

S FETORBELZTMT 2720 DRKN 22— T 05 2 b,
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~VF
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HFHZEIFH GDS DB LR Z T TWAEDO—>TH D, BT ZEFILGDS
& RAR DM & L C Canadian Digital Service (CDS) % 2017 4EITF%A L 7=,
REIZ ST > TIX GDS EDAMRRHIT>TH Y, GDS FRED CDS I % & <
R EDBRERTHENPA LN TS, ZOMiIchy, A—A M7 U T 0 DIA 72 L,
FHRGER R F IR W TRE LR 9 T TBUFIEZ < FEL TV 5,

2) VY )a—SarvniREHRF

Za—U—T v REFIZH =R BT R — 2 VYA s OREEIZHT- > T, GDS
DTHA T T b— R EER LT, “govt.nz” E AT BN Z O A ME,
e D7newzealand. govt. nz’ L DEZHEZ TH Y, 2013 FIT_X—F & LT
MNBENTRIT, TV v A NVRIBIRIC K > THREDO B LA B TO D = 74
A FNOBEBEHZ ZITHRE, CDSHCOV. UKICBWTEH LY — 2T A~
FENRHO LTV,

* https://methods. 18f. gov
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8 Newzealand Government

Te Kawanatanga o Aotearoa

Search Govt.nz

Unite
against
CoVID=19

For everything you need to know about COVID-19, go to covid19.govt.nz

Kia ora. Govt.nz is your guide to
finding and using government
services.

Immigration and visas Tax, benefits and finance Education

Travelling to or currently in NZ,
vouchers and managed isolation,
customs, border security, refugees

IRD numbers, benefits,
superannuation, SuperGold,
KiwiSaver

School holidays, school zones,
student loans, scholarships

Work Passports, citizenship and Leaving NZ

5-5-1: BI{ED govt. nz

ZOIEENCHTED . =2 —T— T RBUMIE GDS 23ERK L 72”Government
Service Design Manual”ZFfl L. GDS NZIUIBE % 5 2 5 CTHEE S,
ZOBIIE, BT o= b ERER LD HA o 22F A L2035
T, ZOWREIZHDBZZ T Z2RE LA L7 ECTHRVMEATLEE BB LT
W5,

FEROEGHIZA AT =V, A=A ST VT, AFHREIZBNTHITHOILT
W5,

W 1299 & English~ 2 My Gov >

o
gov.il Services Ministries Information -  Reception points

Coronavirus and the
vaccination program

Aliyah and Citizenship, Construction and Culture, sports and Education and
integration documents and housing tourism learning
Assistance for passports Building and buying a Culture, competitive and Day care, kindergartens,
im n dies and Status, IDs, birth home, land registration, extreme sports, tourism schools, higher
S using, certificates, passports, registration in the and heritage sites, education, professional
aining travel documents construction sector tourism development courses, higher
education, grants
W £ . § AN Jiit
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5-5-2: BIED gov. il
GDS X, A—T MUl Lo TH—EREZEL T2 LE2FAIO—2128F T
WAHN, 26D =27 A FDY—RAa— KL Github TH—71LEH T
5o ZTOMFE LT, HFEEBLKMEEHZHNTEL2Z LIELDHAA,
BEOFHENLD T 4 — KRNy 722752 L0, HENPSEA2FEHML TVWD
SRR UGEE TR L L THERIENTE DI L 2T WD,

3) AXEROFEDRELSLIUHE

GDS 1FBUF R —Z YA b OFESHEICBNWT, 77— Y —RAa—
RZitd 27210 T, FiEmSOTFEsRtT226 TV a—rarods
HICHLEEBILAFL LI E LTS, 2, 2RKZELBEMT L LT
WOREARCEENARETHDHEBZEZXZTWNDHNLTH D,

Bl —ERATH A IZBET D “Government Service Design Manual”
X 7 Government Design Principles” 1ZZ < OETEHINLTWS, T E
BT [H—E2FE 12 k) bEDOIBLO—DOThDH, DSIEAT =—F
VRAAABRENGIED . < OWFERKEI & b ILFEER S AHEE L, Y —
AT A OB EEDTND,

T2, K0 EEREZFMOELERM S LT “Digital Nations” %I L.
FLVTOlRFEREAEL T D, ZHUXEW 5 VENZE S D5 &9 Bl
E LT 2014 FICHBINTZbDOTH D, HUHITA XY A0, =X =7, A
ATT) ma—T—F U RBXOEEThH 7=, £D%, 2018 FlZhF X &
TIVTTABIMBEL DT L5, HIZ 2018 R AF v a LRV NHLRSIL
D9 LR X, 2019 EDTF v~ — 27 OBMOBEIZ Digital Nations |Z
EHEINT=,

Digital Nations TIIKEOHFEFIEFOM, THRIZ E > TEIZMEFR| 2T X
NALEOFEBUTHT T, FRx 2TV e LanTWD, £of
T —E2XTY A COIERFEFC T ERR S EERT —~ L SN TV D,
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