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Abstract

As digital transformation accelerates, customer-centered innovation is becoming an urgent challenge in
the public service sector. Against this background, generative artificial intelligence (AI) technology has been
attracting attention as a key driver of new possibilities for public service design. This study proposes a
new framework to accelerate service innovation by integrating generative Al technology into public service
design, a human-centered problem-solving methodology, and verifies its effectiveness by applying it to a
real public service design project. Based on the UK Design Council's Double Diamond model, the core
framework of the research is a human-Al collaboration model that strategically incorporates generative Al
throughout the four phases of the design process: Discover, Define, Develop, and Deliver. Research has
shown that generative Al can be more than just an automation tool, but an ‘intelligent collaboration
partner’ that complements and augments human creativity and analytical skills, from data analysis to idea
generation to prototyping. A prerequisite for the successful adoption of a generative Al-integrated public
service design framework is the development of ethical and legal frameworks for data privacy, bias, and
accountability that keep pace with technological advances.
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[Table 1] Overseas public service design cases
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[Table 3] Representative Universal Design Public Architecture
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[Table 6] Image of several service prototypes
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