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摘要 

作�§è點ƴiagf�uÍw說�⽣次領是Ȍɥ⽅c⽽動aƊħǱ情領�hƊħ會Ǭ明v¹ 
機Ɗħ§èʞ¬ȤȔno實⽽動Ĵ所關ʢ<B"��<T<LXTH<PUTH4�"X0HTPBH<PUT�MUX�B<HTKHXKPBH<PUTʣ
ĳpa <B"�/
�'�
'&0
&'&ʢ;=SHT�,LT<XLK�KL;P0T�MUX�PT<LXH,<P>L�;A;<LS;ʣ⽽動yǰ¬領
ĳpniy¬�§èƊħǱ情ʞ�{ǥyiaaf�él超t國出領��領�{ǥ安ĕaȷȒÏ
去是�i⽤yĮ試領下ǥ⼼�dz¼難ǀ安ĕ�更wLi�{場ē領ȤȔÇĐƊħǱ情了{«�
{ǥ安ĕ�xƊħ領ƙ問ü�ǎŲ領x都�{ǥ安ĕ�ĭ{Êz¾Ķ¨ðƙ問⽐主î都安ĕhǎ
jĳ還ʢA2�&ʣ領ȤȔ本經¶³ĳ§èƊħǱ情�h后Êñ領g中µpƅȍ§èƊħȿȹÐ領
ýhƴ«§èƊħûɏ��ǙȤȔʞ�

Understanding the complexity of statement: 
A document design approach 
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Abstract 
Though documents have helped people complete various tasks in daily life, there is still no uni-
fied standard in document design field; some designers even design documents just depending 
on their own experience. In this study, based on standards proposed by International Organiza-
tion for Standardization (ISO), a human-centred document design mode was put forward. Credit 
cards have brought lots of conveniences to our daily life, but the complex credit card bills have 
also attracted many complaints. Cardholders may even suffer personal credit losses due to bill 
misreading. Thus in this paper, the new design mode was used in the upgrade design of credit 
card bills and the evaluation results showed that, the usability and satisfaction of new credit 
card bills were significantly improved compared with the original ones (P<.05). Besides demon-
strating the validity of the new design mode, a good document design checklist was also pro-
vided as a reference for academic research in this field. 
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1>前言
§èƊħʢ7U,=SLT<�7L;P0Tʣ¾ŋfúúÉÓ領cŃka§èzĭ�Ţ�h后領ʊ專bax這a��領�ba�量
新³fƮaǔrʢB,OXP>LX��'//-��V��@@PPPʣʞn�{ǥ安ĕyɚ領ȏ£了⽂lƓȽş後上⼤領Ȼž¼ȌɥɅ愛a都Ɗ 
ħ可ÏnÅ新a÷ĎǙ只�增ǫȊş¸egŬx不ʝ男ʙ清Ŭɗðʝ獲ɶÖmø�領Ɉ最ǵtLi�{場ē¤品Ö~
�ʞh⽇t�⼼可所關s§èƊħǱ情ĳpf說vaƞǼ領� 9L43LX�⼩ygË情Ɗħ±上ô原µǖ§èĭ{|Ǡ領
B,OXP>LX ċŵ說Ɗħɮ美⽐了ÔÚǀ⼼a¨Á領EP;U,3A�" :XHKA ĳp ʗĽƊħa§è�zʉ我ĭ{⼼上⼤
ʢ9L43LX��'/.&1�54L@HTKLX���9L4K��'/.�1�B,OXP>LX��'//-1�5KHS;��'///1�5<:5��
&&-1�=PSIH44���;H?3PT;��
&&.1�
EP;U,3A�" :XHKA��
&&.ʣ領把發ht�ƊħǱ情dȱ§èƊħ會來{領Æ取Ʈg�]每中ʥʢ'ʣ有ŃƊħǱ情ǬƎ
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{«⾃µȤȔƣƹ領Ȍɥɺ�前ʝɺûɏĭ{aÿè領nƚʢ
ʣ分�⽂lŉ經領Ø�ðr后ð取h著ȤȔʞ�
o實⽽動Ĵ所關ʢ<B"��<T<LXTH<PUTH4�"X0HTPBH<PUT�MUX�B<HTKHXKPBH<PUTʣ中µa⽽動�說o⽤

ʂɉ{領gňõʝÑ�r后但pƯƈƅȍ�©動ʢ<B"��T�K�ʣʞ<B"�/
�'�
'&0
&'&ʢ8X0UTUSP,;�UM�O=SHT�;A;<LS�
PT<LXH,<PUT�AHX<�
'&0�;=SHT�,LT<XLK�KL;P0T�MUX�PT<LXH,<P>L�;A;<LS;ʣ通ǿfniy¬ƊħǱ情g起公Ŀ⽅Ɗħ
uaĭ{�ó領ėǱ情gïƊħʝi�öƪʝ½œƊħ¤ûɏÎ^⽤ʂ⼩dʞ§èƊħ¬ňpwec�起公Ɗħ
ʢia明意łĳŲɷ開ĕ意能ec�起公eƪʣ領És«i�öƪʝ½œ將ɓ¤ȷȒa起公Ŀ⽅Ɗħ領�ĥ中µƖ
ĕʝh后名過«¶ɍa§èƊħǱ情被經¥Øh后Ê領e然^ɑǢaǼùʞ�¬ȤȔ家a�]ʥ�

'� n <B"�/
�'�
'&0
&'& yǰ¬領ĳpniy¬a§èƊħǱ情�

� 中µƅȍ§èƊħȿȹÐ�

2>文獻探討 
ȤȔÇɑǢ��這ÁaƊħǱ情領lɞØ說v⾃ňƚƎ{|Ǡ領°y中µ§èƊħǱ情�Åŉl網領Đñ領g如Ƕ
<B" Äæaĭ{Ê�ó領n⾼我§èƊħǱ情a¶ɍʞ�

�

2.1>常用設計模式比較與分析 

1. 瀑布模式 

;H,3U;ʢ'//�ʣĳpaʏƏǱ情ʢFH<LXMH44�!UKL4ʣ⼒為Ȝ  Lɮ美ʢò 'ʣʥʢ'ʣ⼿聽與ȈʢPTMUXSH<PUT�
V4HTTPT0ʣʦʢ
ʣþ也與重ʢ,UT<LT<�;VL,PMP,H<PUTʣʦʢ�ʣȳ£ʢPSV4LSLT<H<PUTʣʦʢ�ʣǧ°wÈ
ʢVXUK=,<PUTʣʦʢʣƙ問ʢL>H4=H<PUTʣʞʏƏǱ情aƅŖ領g«Ɗħǉ友zh后相中三L⽔家×ƪ領�cɮ美
a⽣次u要±領őȐ快Íwpcɮ美a⽣次領Øʚ每g«領三L×ƪá們`ªe²領當gmǦ與Ȉɮ美tf¸難領Ç
rğ錯Ć]la�Lɮ美ʞ�
�

� 	0�事ýĺë�給4< &H-��	//*� � 
0�ƃØĺë�給6<,.B)��	//	� 

�

2. 迭代模式 

É主«ddɨaʝŞÊaʏƏǱ情領!HX<PTʢ'//'ʣĳpf流âaʝd薦ƿaʗĽǱ情ʢ<<LXH<P>L� !UKL4ʣʢò 
ʣʞ
gʗĽǱ情u領Ɗħǉ友vƀlɞ⽔家}領Ɗħpî覺ʢVXU<U<AVLʣ領�件gĭ{⼼對¾î覺兩Þ領Ɗħǉ友lɞ
兩Þį意被Çĭ{⼼aƇʎ¨Á{«ŘǸ]Lî覺Ɗħ領作�mǦaî覺dzdƌÍ�領Æg eį��x}ÇƟ«
ÍǸʞʗĽmqaãùe��î覺兩ÞaƇʎ¨ÁsdzrÙ�ǲ不家⽽領»�î覺ƊħŤŤ被分ƞ活g⽂lȤȔa

Ǜɼp領dz增ǫƊħǉ友s三LƊħeƪēh相中
ʢ=PSIH44���;H?3PT;��
&&.��V���'ʣʞ��
�

3. 綜合模式 

ɵ我Ǳ情被Ŕ⾃ťƫc�Ǳ情領�es進我ʏƏǱ情¾ʗ
ĽǱ情aƊħǱ情�⽅ǝ領<B"�/
�'�
'&0
&'& ³ĳpa

ò��0�<B"�/
�'�
'&0
&'& ⽽動ĳpaniy¬ƊħǱ情�



 
	

	 Understanding the complexity  |  253 

niy¬ƊħǱ情能ec�ɵ我Ǳ情ʢò �ʣʞg⽔家âßƊħ×ƪ}領⼒上  � LŦʐʥʢ'ʣ量新ĭ{|Ǡ
ʢ=TKLX;<HTKPT0�HTK�;VL,PMAPT0�<OL�,UT<L@<�UM�=;Lʣʥlɞĭ{⼼⾃帶nƚrĭ{ĥ�ǷǙÍwƊħʦʢ
ʣ¥
⾝ĭ{⼼上⼤ʢ;VL,PMAPT0�<OL�=;LX�XLW=PXLSLT<;ʣʥĭ{⼼上⼤ÇɓwƊħaǛɼ領nƚ°yɯõe因űoǲ不家
⽽a明意ʦʢ�ʣ中µƊħ�理ʢVXUK=,PT0�KL;P0T�;U4=<PUT;ʣʥƊħǉ友a 機ʝ⼰È⽽動ʝĭ{|Ǡsrğ錯�
理a中µʦʢ�ʣƙ問ƊħʢL>H4=H<PT0�<OL�KL;P0Tʣʥƙ問ü�ÇƂµ⽔家üș可â£]c放ʗĽʢ<B"�/
�'�
'&��

&'&��VV��''�'/ʣʞ�
�

2.2>使用性研究方法 

<B"�',/.
0
&&
ʢ8X0UTUSP,;�UM�O=SHT�;A;<LS�PT<LXH,<PUT�D;HIP4P<A�SL<OUK;�;=VVUX<PT0�O=SHT�,LT<XLK�
KL;P0Tʣ⼒其ɢf '
 �ĭ{Ê�ó{nŸ下 <B"�/
�'�
'&0
&'& ³ĳpaniy¬ƊħǱ情ʢV��ʣ領作�g⽔家×
ƪuĭ{�有aĭ{Ê�órÚ^mka后�領Æç每«`ªƚ 們領ëh⽔家zűonLm⼤領¼Đ領<B"�
',/.
0
&&
 ⽽動明意d®a⽔家⾃帶領ĳȱfd®aĭ{Ê�ó所我ȱƊħǉ友對ƓʢÐ 'ʣʞ�
�

� 	0�ñÉm7apùÈĺëaÌu�f 給:Ńƍ598�	,/.
��
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»�«O國¥�øƁm{�Žī� ƌ� � � ƌ� ƌƌ� � ƌ� ƌ� � � ƌ� �

»Ġ=Ŭ�ÐÛ�Tó�Ď是� ƌ� ƌ� ƌ� ƌ� ƌ� ƌ� ƌƌ� ƌ� � � � �
ekƍƌƌ給}�ƊƎƌ給üªƊƎ·å給?在ƊƎƈ給3}�Ɗ�

�

3>研究設計 
øe§ɛɑǢ領ȤȔ⼩yn <B"�/
�'�
'&0
&'& ³ĽÐaɵ我ƊħǱ情m少我§èƊħa上⼤領被nĐyǰ¬領ĳp

niy¬a§èƊħǱ情ʢò �ʣ領⼒為ɪ � LŦʐʥʢ'ʣ
f新§èaĭ{|Ǡʦʢ
ʣ¥⾝ĭ{⼼上⼤ʦʢ�ʣ中µ
Ɗħ�理ʢʗĽ�į明ƙ問ü��µʣʦʢ�ʣƙ問Ɗħ�
理e因Ķ種ĭ{⼼上⼤ʞ�
ȤȔy經¶ėǱ情�h后Ê領ÇØ了{«�{ǥ安ĕ�x
ƊħʥŚ快領øe§ɛlɞ領ȧɔżȪ�{ǥĭ{⾯Ýa
¡m⾃請ƚØsƊħağ錯ʞØ�領快 º得ŊƓ領à 
´h�{ǥĭ{ 機⼼變ȟ安ĕ⼿聽a®`cpv�Ɛo
aȅÏ領} ⼊ǯ領⾒全量新Lu才以領nĐtʒĭ{⼼
上⼤ʞ¯�領əàĎþ÷qʝƊħ會¾ĭ{⼼所wƊħǉ
友領中µx都安ĕƊħ�理ʞm~領àh�{ǥĭ{ 機
⼼ly¶機所¾相中所領�所 �& i領ƙ問xȘ安ĕ�ĭ{
ɭ后¾Ķ¨ðʞ����

��*0�m7apal�ùÈĺë�
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4>資料分析與討論 
4.1> 瞭解信用卡帳單使用情境 

ȤȔs外ʌɧʢ
&'�ʣ變ǓażȪ
�{ǥ下h⼼i⼈⽅ħÙįâ£l
ɞʢò ʣ領ɑǢĭ{|ǠsƊħ
ağ錯ʥʢ'ʣ�{ǥĭ{i⾯aÊ
ÀÌɚÕ�Éǒdq領�Êʢ��/
ʡʣȝt«ÕÊ領g�{ǥ安ĕƊ
ħp領了把dzɉ{z��Ê⽤ʂ
Ćça到�åŜʦʢ
ʣ下ǥiyɎ

nź花yi⾯y¡領
'��& Ōɕ --�.ʡ領Đǘi⾯Ɂ_ĽÐƀðr⾏�ÊaƊħåŜʢBTL4KLX;��!=00L��;=PTPT3��

&'�ʣʦʢ�ʣ�{ǥ下ǥitįƯhq��間ʢ,.�-ʡʣ領çe�¤ľ⻑ai�ĺÖƊħa到�ƍ�領Ɂ_LÊĴr

t�ĴaƊħʢ;U4<�� '//.ʣʦ
ʢ�ʣy的ß �&�,& 讓au�
的ß⾯Ý領ɓw�{ǥa¡m
ş後⾯ʢ�.�-ʡʣʞ�

小結： 

¿Ȋş⼩�時然q«不ý時然
`能ǇwȊşaĶ¨ðʢɟ知
ʁʝ法ɰ⼯領
&&-ʣ領安ĕ
Ɗħ當zȆȮpȊşs«�{
ǥ安ĕd過Å新a推µ正ƽ領
Ưƈƅȍa⼿聽將ɓ¾都Ɗ
ħ領dh后ĳ還ȊşĶ¨ðƆ�

�

4.2 > 明確使用者需求 

pí之Ďɂ圖ȏ£gØ½œÂǤf�{ǥ安ĕ³如正a說⽔⼿聽⼒ '' 多ʢò ,ʣ領 º得ŊƓƚ⼊ǯa⾵ũ海§¬l
ɞ領�{ǥ安ĕaĭ{⼼上⼤Ò樣o�dly � LǺ�ʥʢ'ʣ⼿聽Í三Êʥç⼊⼼ÐŲ領v�a和們⼿聽⽐dgî都
安ĕuďo領分h⼿聽獲ɶ�⼆性ʦʢ
ʣ⼿聽過ǀÊʥg⼿聽Ðǿƚ§ũ過ǀÊ在領ç⼊⼼⼩yî都安ĕƮgx不
⽽⾊�情d¿ʝ有Ń聽úÐǿe«ɝ界ʝũÝei¤ãùʦʢ�ʣ⼿聽將ɓ我ÅÊʥî都安ĕa⼿聽lǘdƌĞ⾝領Ʈ
g·dÉƄa⼿聽ȧycǘa|性領Đñ領⼿聽aƅ快ıɊ分少我{後上⼤ʦʢ�ʣ都�ƍÊʥî都安ĕƊħȌɥǾ
ǵ�領��ɘȌʞ�
小結： 

ĭ{⼼上⼤lɞü�Ð¥領î都安ĕ本f⼿聽Í三Êñ領g⼿聽過ǀÊʝ將ɓrÅÊ¾都�ƍÊ在⽐分Í�少我
ĭ{⼼上⼤領ǎŲ安ĕƯƈ�xƊħaőmÊ領Đñ領分�Ķ種aĭ{⼼上⼤領wÇ°yx都安ĕ³從新Ƃ�Ö�ã
ùʞ�

4.3 > 帳單設計方案制定 

ȤȔəà 
 ´q�ƊħĿľ會ʝ
 ´個Ɗħ會¾ � ´件gĭ{⼼所wƊħǉ友領⼒®中µ安ĕa�xƊħ�理ʞ�
�

4.3.1>資訊易讀性更新設計 

î都安ĕ有Ń⼿聽ũĬei名⽽ùrþ§ȌësÌ�領x都安ĕgĶ種þ§dǀÊaǛɼp領ǐiþ§ũĬ被¦q⽽
ùũĬ領ƛp⼿聽ªa¡�ÓȂʞî都安ĕÄ⽤聽úa⽽ùe«ɝ界領x都安ĕŘ{Ɩ感只⼥ɴǿ領�題GG êĩƩ´

ò�0�żȪ�{ǥĭ{Ȱ⾯i⼈⽅ħÙįʢ¬ȤȔ越ǧ領l網ʥ外ʌɧ領
&'�領Ɖ��&ʣ�

��,0�<�來´ŢƀŊiŕ¸åëĥğ給:Ńƍ

#..I0��NNN�- -=� H(�.N� H).").� <,!� <,!	)�!�%-IƊ�
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ǥǥ�ƃ¢領�ņÃseǥ�同ɆƅȬx息ŵ三y題別 GG êĩƩ´ǥ領�ņÃse同Ɇx息ʞgũÝ來Úp領安ĕþ
§ɉ{iĬ¥Ýũ領Ķ種和們⼼⾒全ɠǀa上⼤ʢò -ʣ領gÖm聽úƚ⽽ù多領ɉ{qĬ年Ýũʢò .ʣ領Ķ種和們
⼼vƀȿ到a上⼤ʞ�
�

ò�-0�5KUIL ¥ÝũǇ�¬� ò�.0�5KUIL 年ÝũǇ�¬�

�

4.3.2 > 資訊架構更新設

計 

ç⼊⼼⼩y⼿聽將ɓaãù¡
mǓugʥʢ'ʣ⼿聽ƅ快ı
d少我Ȋşǲ不領nƚʢ
ʣ
⼿聽lǘdĞ⾝ʞî都安ĕ⼿
聽將ɓ�ò / ³Ų領⼊ǯu領
ç⼊⼼mÓbaegŬĜɗ領
Ø�領eɷ開清Ŭĕ被來Ƴg
Ŭ�情ʢȏ£�國出Ɔʣ領z
h¿gŬĜɗ¥ǎêpË這重
於領�rȿ到和們¥全領md
ÓbaǗemx聽úʢ��Ä
⽤�ø�ʣʞx都安ĕ⼿聽將
ɓ�ò '& ³Ų領ǀ⼼aɠǀ
再加ŵ三yʥgŬĜɗʠ4ʊ
ƴ⼿聽ʠ4清Ŭĕʠ4和們¥全ʠ
4mx聽ú領Đñ領x都安ĕ

gÇ說gŬ�情lu被名Ȅ⼿聽ǘ覺ÖxȈl都Ĕªʞ�
4.3.3 > 版面美觀

度更新設計 

安ĕ�ƍðaĳ還領
¡mÒ⼀ǪaĔªl
Ǥ¾ä知等⾼��
j�ʞ6U=4<UTʢ
&&ʣ
Ɗħa½ŜĿ⽅領{
ǁĜlɻʢ:U4KLT�
BL,<PUTʣ與Ȉ都Ĕ
ª領ĭ都Ưh品Ŝ
aÌɚÊ¾rʀÊ
ʢò ''ʣ領x都安ĕ
ĭ{½ŜĿ⽅Ȉµò
§學果ʝʈª表ʝ好

��/0��Àŕ¸ú國著ū給pőŋŻĳƊ��������� ò�'&0�x都安ĕ⼿聽將ɓʢ¬ȤȔ越ǧʣ�

��		0�⼈在xåÙěaf 給pőŋ�ŻƇ過u@ƍ3HM'.H)��
��Ɗ�
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才¤到�⼀ǪaĔª領ko與三Ɖþ也a°{ʞî都安ĕyÜŴ年ũ領到�學lðd�領x都安ĕn完äȈl說Ŏ
z學ɏ領ĸŏä⽅cy⽽ùʈ⾼ä領ƛpŎz學ɏ�Ö�領說ʈþ§Ŵä⽐y體度ä領Çþ§¾⽽ùÉ學⽩ʞ�
ò '
 ¾ò '� lÀyî都�{ǥ安ĕ¾x都�{ǥ安ĕ領x都安ĕ⼒ e � �ʗĽ�x領�放�xƊħÍw~領à÷
q明意v¹ 機sƊħî覺â£ƙ問領當分űoǲ不家⽽領ǗĳpŘȍƞǼ領被â£xc放ʗĽ�xʞ�
�

ò�'
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4.4 > 設計方案評估 
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4.4.1 > 使用性能評估 

¶機lÀ⽅ħç兩⼼變ȟx都安ĕ¾î都安ĕu '' 多⼿聽ʢò ,ʣ³á們a`ª領°y安ĕĭ{Êz�ƙ問明意ʞÐ

 yx都安ĕ¾î都安ĕaĭ{Êz兩Þwɭ領 ws�¬ % ȿµ領x都安ĕa變ȟ`ªǎj樣«î都安ĕ
ʢA3�&&&2�&ʣ領Øu領î都安ĕ變ȟ`ª個⽐įy .-�/. Ǵ領x都安ĕ變ȟ`ª個⽐įy ,,��� Ǵʞ�

�

�



 
	

	 Understanding the complexity  |  257 

��
0�ŕ¸Ìu�b : 對u給¸¦ƍ可Ɗ�

� BÀŕ¸�bĐ�給72)�Ɗ� ��� �Àŕ¸�bĐ�給����Ɗ� �

�œÍ� °ŏÍ� Ď是Ĭ� � °ŏÍ� Ď是Ĭ� : ⼀�
能k�給®

şƊ�
和Ŏcn給可Ɗ� ,,�*)� 	/�	.� � .-�/.� 
��-,� �*�,,	� ����   �

�	���� ���
���� ����
������

�

4.4.2 > 滿意度評估 
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