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Abstract The purpose of this study is to design an effective innovation model for
communication—centered public services, based on the case of Korea Midland Power Co., Ltd
(KOMIPO). This study analyzed customer and employee participation activities at KOMIPO,
focusing on communication activities to derive the best practices. The study comprised of the
following stages: (1) Preparation stage to assess the current situation and promote change
management; (2) Problem-solving stage for improving public services; (3) Problem-solving stage
for improving work processes; (4) Problem-solving stage for strengthening collaboration, and (5)
Design stage for an innovation model. Based on the results of this study, an innovation model
was developed for public services by applying the double-diamond design process. The proposed
model presents a process structure, which is derived through an iterative process of primary
divergence (discovery) and convergence (definition), and secondary divergence (development) and
convergence (delivery). This study also proposed the possibility of applying the Idea-Power-Plant
activities of KOMIPO’s best practices to the proposed model. While this study proposed an
innovation model for communication-centered public services through the analysis of a specific
public company, the results of the study provide broad insights for effective operations
management through efficient communication based on the participation of customers and
employees in public institutions.
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Table 1 Samples of Pulse Survey Questions

e The thing that gets me most excited
(motivated) about my current job is _____

e The reason I am not excited about my
work is

e What I would hke to improve in my
current job is

¢ The thing that dernotlvates me the most is

e If I were given a company budget of 500
million won, the first thing I would

improve is
e | would like the OOOO department to
handle first.

Resource: KOMIPO(2023c)

2
e o
oy
oX
(o
wa

oS
]
offl
M o
N,
o,
o
)
e e o
rlet
o,
K
X
=

T
T
>

b
o
i)

it

0,
g
ot
2

=
>,
2

rﬁém
o
L o
D

=

flr do S nlo
o
of | Ei

Do e g0 9 o

)
1o,

R

—Y}—J’ 10‘,
]

4

2

o

3.3 BB M2 M

rqu
do
o
Ho
X
_i,"__'
!
m
2

A
olo g S o WA B

Yk AIRE-A| A ARS] - ARS] B 5o 4o
I HHKim et al., 2023). & IS

oA P FF-UNEE 2ol AlWl-A
of M YLAEe] HFoAgste #A4
sA ] 2ol A Au] 2 3 of A
, AAEHA, FHEA, 94 59 7HAT

E
gt

ﬁg
T ol 2k

3 2%
ZH ©

ox A mo

ZEWEA FoAl AFe o7t FasiRlth
ol gk el W] AR FFAH = TR
IR Az A A o r oo mA vzt
ol gAAAE F+AHE 4 A Hong and Lee,
2023; Kim et al., 2023).

tharoll A =

AAE Sla) wATe] 2%2 oAl Basu
FANZS 99 oW BES FAPEA o)
A the bR aokstel AAsuA do

UE BE
FIFRBA(F)O] 20209 HUAAZ
T 1,146 (211 41471, A& 3A] 732

Frhestgion, HasA A
B 2020 80.6% A1 2021 86.0% = 5.4%
s ol # A A} == 2020 90.8F
of| A 2021LEL 9137 o= 058 S7hetdla,
20219 N AAGR FA oz AR
o e A1E F2 S B8, 4R 4]
zo) 2 £9PAe Wsht Bas
r)AA ] A FAEY ol

WA

A %, 1Re YR A%A g F
Fages e Aoz WAt oo
AFARY Foh, 2498 TLHE B 3
Jre F4, %4 A, OAg gase §
F ARAY 2, kIR AAAA 2
2, o el W FE FANGS B A
a2 3 H4 gt Yttt

A, BFFLLAG)S el o8 AR
So Folg Helstel AT EEa
AAAL ogoz H4 ofolels Fwsd
1, GdolAk R HAYATL 123 AAE B
o RAME WY B 2 3G o) A%
St Akl WA HAAA FAS Wzl
2 g9, gedert ¥q ogH,
F9F 5 Dol UT clolreE Fu
stk BEAQ Az FAT wAE A
AR oAb 8 A & A A R S A A T 9

1
—y
~
»

1



Journal of Korea Society of Industrial Information Systems Vol.29 No.2, Apr. 2024 :169-190

T MW wamm T ORM OBTAHT P T WK D TP RR DT
mxodtTT wNN WX 3 X gy P SRR - TR _X W .. T F
= o 4 T T Ty AR dheE Wiz o e G T w
IO A R R T e X T I R g B
oo L 3T o Bt o T X L o B oo — _ N
e~ I L S Tw o M w T o WS T H OB T om0 — N
ﬂLmz,:.an ﬂ‘_i;oﬂeﬂwﬂﬂ‘_@lﬂomﬁ ﬁulwamg_mﬂ ﬁ_wﬂoi,mMﬂﬁoo .__A.ommﬂzeﬂm.‘_ ﬂr.;oiio
=~ u 7T =@ H ) ~ s X X go o < K — s o B
%Whlwﬁr %MWWL%EE%M%W Hfm.aa%mm uflu%ﬁanoﬂ _..,Wwwrz.ﬂ;oﬂrmm%ow
N o ) o o) o ol AR ~ ,1_. n o o — O e o — T
M]vovz,%mm %%Armﬁﬂm%ﬂgﬂaﬂ.%zo;oﬁoaﬂ? o W T ﬁxﬁmﬂ%%ﬁ%x%
et gRamEw_XxuFogme Fu w0 F ooy ORI
~ o W o oy T _IRFEO LALHET 04 W o op X W
“rmey 4T xlgTcEmeppeTT g o L B R ol
X —_ O 0 0 N o ~ —_ uy a7
py E,,_UH ﬂqﬂ,rlxl;o] ]ﬁuﬂﬁﬂﬂ »i ﬁdﬂ ,i_,oﬁ/ ﬂ\a% o = < Xy X
Mﬂxoﬁflxo ‘mﬂ]o]n_mo.%umﬂﬁ.ﬁlmﬂhiﬁ wamrmd]ﬂ mo iATAHL HIHLNFBTO_MO_M%%EAEJ,A
) W W o= & ° ) X o = el oo B R
w F X R OR Mo~ M9 N o W N 0 2O o 8 o
R B T ep¥sgcze @b laxc 7T Jwyn REFerLX® 01y
ﬂ[%ﬂﬂo ﬂwﬁm_‘eﬁamﬂﬂcto N N e ﬂmﬂﬂoml ﬂmM %z?@ﬂmgo#auma&ox%
PR el Fror Tipieed _maglh o FTeHhEPHE BT s T g
sRRERTIE ol Penzs NI _sEE oAV e o =5F
. —_ })MOE_ R ‘JllL.;l OE)_rﬂ ‘m%ﬂaﬂ _~ _ll_ - dl1r_/ o
PERR T R RR O OEED  ARRETRRTIER B S L T Flgw T dw<
o "THFTHAHABRAFTEHT TRERNFEFTBEXEDT T3 "8 TR’ XTHT " N
4o wmRTEH O WEIHE MXTTFT OFERWFH TIF T W PRAF T T
FARMM T T FT RS MT W OFETWETRRFRNBPEFS 2o HXE FTEHIT
Fao Ao T HT T T WS H TIF#BFPTE @4 MWRISTEF 9 1TWFD
B - X oy X s =
.%%Nmr@ﬂwﬂﬁw]r% e Cm . R Wﬂ%@anﬁ@@a%ﬂﬂmﬁmﬂ%@iH.m TGRS ¥
T A W@E%Wiil%ﬂr - %%ﬂn%é%%Eu o O < g 3 _aEﬁM?
mMaﬂVﬁT X oop N2 o X <EFg Wow Mo . < = = g B
KT . P HERRTH N _p ' PR _JNTOR® T PR PRX 0
) T l ﬂl o Bl — 0 E o N T Eo T A zo N _E PR 3 Eo Ht
Prwm P AR E TR By g i Eﬁuﬂ%wﬂiiﬂw AT B O Taw=d
n_ﬁnmo o o iR ﬂﬂulz,ma 9 ‘o|£oﬁ_. Aﬂu]io & © E._out ‘o|imlao g 3 W
L T < s et _ mE oy D e ST e g oo g
B T g T FWMTE T m m P Ly L w2 g T
<M e _sz o — 2 ) o= <A oo A " o n Nl or v UEEZ o e 0|
o T o T e C RN || - BN T Z o o~ O g " W T
S oy M NE R0 <)o T ol LAY o N = %%.SoT X FM s e
S B oo T ooy = H o s T STPSpl o UnP oo - s MR 2T oo
ST ER IR G F T TRT S L e EERXg Rl SRy Aﬁvowﬂm
ﬂﬂ%?)ﬂﬂo%%ﬂo%m_xg_ﬁoﬂﬂ L RNl TguTodXpgdnd oos®l
S PRI F s A48T R O CdFEwpega s cwPsras Ly @
IS aT e ER T ARl B PrlageargeidBs TS DnES
NGRS PRI SR e oo Pr e S e n85al2® g
TRy L EPrD g 5 BRI G ARy T XS Ex o ST HF Y
1o yﬂbtﬂww S5l W .w]r mW;d_nMo&ﬁ 0150&% m_x_xiﬂL%HIP aﬁn_m_.lﬂcb.m%% o_u%T
W ET RS EREXT YT T WD ot o BTy BT ELRNY T Bl F
SR OTWET D VEST T M TR AFT T HFRRG T A G
O AEREHN O RWH T T WA FTAFRERERNFETEANASH NS WD

- 177 -



A Study on Designing an Innovation Model for Communication—-centered Public Services

W e

N !

g

Aol E

el

A wilE o] Aol F ez iR Aol ut

F A9 27

CEE R

l
=~

AR 75

Ta7F =2 AH wWE x£3] 7

=1
[e}
3

REEE
A

A4l
=

=N
o
=
=

& Adsel A2, B
gatgiet. ol e

=
h
Z

o

|

o

A

=3
] o
=

K oF

—= H

™
-

e

Au| 22 ol

3

&

ol

=1
=

dlelE

RETARETA
o O

%) 5ol

=
=

2

o
WH

AR

=3
o

oF

oF 4

T

)l
N
i
=
iy o
ol
Ho
=
X

Al eF A H] 2~

7]

tel Zleke] oA A}

9

<

stAl skl

=
[¢)

Folw 7}

el

2]

Gl

e
&+

==

Mo

O

ol

70

w0

rr

R

—_—
o

Ho

T

jw

)

m AR
el
ey
n‘mE o N
of
% Ho X
0
Vo meo .
e
o W B
Mo W M0
N
~ o i
WA o
"oy
i B
TN
- T =K
T o
™ ®o @
T R
of) Ko
Mo B WE
™ T A
R T
o
y ¥ e
o] op
ar o 1O
H oo X
iy
o Aﬂ T
oo
f ;OL
B g
oF Ao
B
% L )
o T,
~
{ mo B
Zw
~ Z.ﬁo ‘OI
= .
R D

Ea

WHoR FuA

—_L
=

Ho

il

R

=K

o
=)

o

=
=

g oAg A

HAA

AgPgon FHAN A

7] 94

HzxE AA

4

o

o

el

14, 20219 AR FLEA

A

e

gl

?L

g

ps

=
T

stol 2

sl EHA

F 2

S
=

EMA JHME 9

vy

34 A&7

&

SELE

G2
1=y

S

i
o

e GA A S A

fLE

B

H71 $1 e A

2] 3]

o
T

2]

pzel

W

—

¥} X

EEE I

L
R

A& 5]

=4, 20221 SNS

A& A

=Nye)
[e]

2

- 178 -



Journal of Korea Society of Industrial Information Systems Vol.29 No.2, Apr. 2024 :169-190

Table 2 Examples of Process Improvement in the First Half of 2022

Category Requests Improvements Con_jpleted
time
¢ Removing the limit on the number
f ti ke ti ff .
of times you can take time off to | Amendment to Article 29.2 (leave of absence) of
donate blood
. the Employment Rules has been completed March
v (Previously) 4 hours per blood ;
. v" (Change) 4 hours per blood donation
donation, no more than 2 days per
year
¢ Request to display applicant’s
name on the work from home ¢ Reflection of suggestions in the system April
application form
Human
e Work f h : . .
resources ork from home: Request to e Working hours for telecommuters completed April
show hours worked
. e Completed system function improvement to
* Request for attendance display for R .
. . show time off work the day after the previous May
night shift workers ,
day’s on-call
e Ch f licati h . . .
Change of app lcatlf?n method e After completing the application for reporting
when employee ID is lost L.
. the loss of an employee ID card, the application
v' Apply separately after completing . . May
L for the employee ID card is automatically
the loss report application
processed.
approval.
« Quotation: Abolish advance . Utilizing the electrt?n%c approval System.when
. producing and receiving documents[Ministry of March
General handwritten payments G | affai 512
affairs eneral affairs department-5
department | o Requesting payment for spring e 23 Enhancement to allow for optional seasonal April
and fall workwear pant selections pants on regular payroll for coveralls D
*  Request mobile delivery of ¢ Birthday Gifts Diversification Notification Letter
Labor and birthday gift certificates [Labor Relations Office-1000] Ma
welfare v" (Previously) Paper Cultural Gift v" (Change) Paper [Cultural Confectionery Gift o
Certificates Certificate], Mobile Gift Certificate
¢ Distributing character dolls as event products to
¢ Hand out souvenirs with character employees Jan
dolls e Expand support for dolls in prize—-giving ’
departments such as contests
Public ¢ Changed the company introduction on the
relation§ &~ ¢ Change the company introduction NAVER portal site
communicati & pany | v Products/Businesses : Domestic and overseas
ons on the Naver portal site power resource development and power
v Products/Business : Thermal & . . Feb.
. . generation business (other than renewable
Electric Power Generation/Power .
. . . energy such as hydrogen, wind, and solar
Facility Construction/Real Estate . ;
power) Power facility construction and research
and development business
e S S fety-rel als . . .
tsougii:rzeiasigri;e a;e(:t:lnflste;fr;n ¢ Create an online training bulletin board on an
p .. & y & external network to post videos, PPTs, PDFs, April
online training over internal
etc.
. networks
Information I e SafeTalk ol
Technology mp'rOV}ng aleld (?n mobrie ¢ Mobhile SafeTalk improvements complete
v' Assigning and changing contacts . .
. . . v' Added the ability to assign and change contacts
v" Mobile—PC interworking request v MobilesPC interworkin June
v" Cannot check the entire list in g

bulk

v' Full list search available

Resource: KOMIPO(2022b)
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Table 3 Results of Improvements to the Company-Wide SafeTalk System

. ‘ o/ R/
Division | No Improvements < | M
1] (Iss.) Inconvenience due to different screen sizes olR
— (Imp.) Implemented PC-based screen optimization function
9] ° (Iss.) Inconvenient to check report history again ) ) olr
— (Imp.) Added report history search function: keyword, issue number, reporter, actioner
¢ (Iss.) Limited scope of information disclosure, need to be modified when personnel
Head 3| _, (Change : - : ‘ o|R
uarters — (Imp.) Expanded disclosure of report processing history(DB) information (manager —
a all employees)
4l (Iss.) Safety information is not easily accessible olr
— (Imp.) Added instant viewing function in the bulletin board(documents, videos, photos)
e (Iss.) Need to refer to safety and health activities through the employee feedback
5 channel O|R
— (Imp.) Added a function to listen to workers’ opinions
1 (Iss.) Assign supervisors directly from the SafeTalk admin homepage olR
— (Imp.) Improved the ability to designate departments on the SafeTalk admin homepage
2 (Iss.) Alarm on personal cell phone with report regardless of day or night olRr
— (Imp.) Request to disable notifications at night or after business hours
Boryeong 3 (Iss.) It takes a lot of time to assign SafeTalk when you are away for a long time X | M
— (Reason) PC or coworkers can handle it, so no improvement needed
¢ (Iss.) When downloading the status of SafeTalk to Excel, the full name of the report is
4 not displayed. O|R
— (Imp.) Request to display the full report name in Excel file
11 (Iss.) My report status is not activated among the safety report items. olRr
— (Imp.) Display my report status activation
9| ™ (Imp.) Reporting photo quality and size needs improvement olR
— (IImp.) Size compensation considering registration quality and system processing speed
¢ (Iss.) The processing status such as report receipt is being sent only by text.
3| — (Reason) No need for duplicate processing other than text notifications for supervisors O | M
(2nd and 3rd level)
e (Iss.) After logging in to SafeTalk, the user is logged out with the message "An error
Seion. 4 occurred in the web service” when using the back button (when clicking the arrow). O|R
jong — (Imp.) Measures for initial system errors
51° (Iss.) Cumbersome to enter ID and password when connecting X | M
— (Reason) Cannot add automatic login function by security regulations
e (Iss.) Limited access to report processing data
6 | — (Imp.) Administrator mode Requires 2 people in charge to be authorized in addition to O | R
the deputy director in charge
¢ (Iss.) Cumbersome to select a business office after login
7 | — (Imp.) Ability to access directly without selecting a business office when logging in O|R
to SafeTalk
e (Iss.) After receiving SafeTalk, the safety department assigns a resolution department,
1 and if the department rejects it, only the original assignee can reassign it. O|R
Sin — (Imp.) Anyone in charge of safety work can re-designate.
Boryeong e (Iss.) If the reported content has already passed or needs to be deleted after a long
9 period of time, there is no deletion permission. olR
— (Imp.) Request to improve the function so that the business office management
department can delete it.
e (Iss.) It is inconvenient to enter the ID/password every time to connect.
1| — (Reason) No automatic login function in accordance with company information security X | M
Jeju regulations
9| O (ss.) Need download function for analyzing publication list olRr
— (Imp.) Improved download function for analyzing the list of SafeTalk publications
Incheon 1l (Iss.) Need download function for analyzing publication list olR
— (Imp.) Improvement to download SafeTalk issue list (duplicate)
¢ (Iss.) Need to reduce the workload of the safety department by pre-designating the
1 action department olRr
— (Imp.) Improvement to designate or not designate the action department when pointing
out the site
Seoul e (Iss.) Limited final closure authority
2 | — (Imp.) Grant the authority to close the report to the action department and safety O | R
quality department.
3] (Iss.) Need to expand system administrator access rights olR

— (Imp.) Expanded to all employees (PC mode)

Adopted(0)/ Not(X); Reflect(R) /Maintain(M); Issue(Iss.); Improvement(Imp.)

Resource: KOMIPO(2022c¢)
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