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Abstract of Master’s Thesis of Academic Year 2022

Service Design for Cyber Security Consultants:

Visualizing Client Values and Mental Models
Category: Design

Summary

This paper, as a study of service design, aims to visualize the values of client
organizations in cyber security consulting and support consultants to capture
client requirements and enhance their cyber security measures.

To this end, the author designed an illustrative pamphlet, “Organizational Secu-
rity Measures: A Pictorial Handbook”, which visualizes the internal relationships
and background of values and ideas of organizations that represent the client’s
organization in a way that can be easily understood. This Pictorial Handbook
is composed of 1) case study-type diagrams that allow the reader to grasp the
organization’s security framework and response to cyber security incidents at a
glance, 2) README that serves as a reading guide to help the reader under-
stand the diagram, and 3) guide that systematically flowcharts the methods of
qualitative research and analysis.

In order to validate the design, this paper conducts a qualitative survey on the
representative of the client organization and that of the consultant to examine its

validity and applicability.

Keywords:

consulting, tacit knowledge, values, visualization, service design

Keio University Graduate School of Media Design

Arata Hoshino
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1 PwC A4 N—+tF2V 74, https://www.pwc.com/jp/ja/services/digital-trust/
cyber-security-consulting.html

2 PwC ¥4 NX—tFa2V 74, https://www.pwc.com/jp/ja/services/digital-trust/
cyber-security-consulting.html
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3 Computer Emergency Response Team (CERT) , https://www.techtarget.com/whatis/
definition/CERT-Computer-Emergency-Readiness-Team

4 Computer Emergency Response Team (CERT) , https://www.techtarget.com/whatis/

definition/CERT-Computer-Emergency-Readiness-Team
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5 Computer Emergency Response Team (CERT) , https://www.techtarget.com/whatis/
definition/CERT-Computer-Emergency-Readiness-Team
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