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Teaching Materials of HCD Introductory Course for Practitioners
- Activities of official version for engineers and the beta version for people in
contact with customers -

*A. Kambayashi (HP Japan Inc.), N. Aizawa (Ricoh Co., Ltd.), J. lio (Chuo University),
A. Igarashi (Rakuten Card Co., Ltd.), Y. Ishiyama (RISO KAGAKU CORPORATION),
R. Ohsaki (Advanced Institute of Industrial Technology), N. Satoh (NEC Solution Innovators, Ltd),
M. Suzumura (Cresco Ltd.), H. Takaoka (Canon Inc.),
I. Tomisaki (Sony Global M&O Corporation), and R. Waida (JVCKENWOOQOD Design Corporation)

Abstract

Expansion of instructor WG aims to increase instructors to disseminate the basic knowledge and

ideas of HCD, and created seminar standard "for engineers" and instructors handbook for lecturers by HCD process.
Also, we are currently preparing "for people in contact with customers" and report on their activities.

Keywords: HCD education.
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Design Process of Contextual Design 2.0

*T. Yazaki (KDDI Research, Inc.)

Abstract

This paper describes the design process of Contextual Design 2.0. The design process of the

Contextual Design consists of mainly five steps, and a target of a design in the Contextual Design 2.0 is expanded

from business fields to users’ daily life. Cool concepts and Experience models are newly introduced in order to

develop innovative products in the design process. Parts of the traditional work models are refined and replaced for

the purposes of well describing users’ daily life. Designing with cross-functional team is one of successful factors of

producing transformative products in the design process.

Keywords: Contextual Design 2.0, design process, experience models
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1 Contextual Design 2.0 D TH 4 > FO0& R
Fig.1 Design process of Contextual Design 2.0

31 Cool Concepts

Contextual Design 2.0 Ti¥, 7z UX Z #2352 R
FHBT 570 0FFHE L LT, #Hi72iZ”Cool Consepts” &\ 9

TWA CEFZEZEAL TWD. “Cool Concepts” L E>D
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LW S FIHNCEBIT 2HEHETH 2. "Cool Concepts”D-EDD
FWHRZ R 41277, Yoy in Life’lZiE, ”Accomplishment”,
“Connection”, “Identity”, “Sensation”®33& 43, “Joy in Use”
(21, ”Directinto Action”, “The Hassle Factor”, “The Learning
Delta” D EFRNH 5. il 21E, “Accomplishment”i, [V >
THLEZTHha—F—OBEMEROIZDIZFET T2
Ll EnwoarktlNThHD.

32 #2BRETIL (Experience Models)
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TIIRRERET /L (Experience Models) &9 #H LWVET /L
PEA XN, BEBETNIE, UTFTOHESOETF NI L -
THERRE LTV D.

1.  Day-in-the-Life €7 /L

2. Identity €7 /L

3. Relationship €7 /V

4.  Collaboration E7 /L

5. Sensation Board

LB, ZhoDETNVOMEEZHHATS.
B Day-in-the-Life €7 /L

Day-in-the-Life €7 /Wi, =—%—DH % OEIFEOEK
H7eiisa R L, 2—F—DBELZERT 27201, A£G
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F 4 £ DM Cool Concepts”
Table 4 Seven Cool Concepts
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Joy in BTHL

Life | Identity I-Y—A BHMAEL, CDk
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EHLIICTBHIL
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Sensation
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Factor BERDESBERELTRYRKRL
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Use  'The Learning B OB IEC BAL B E R,
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Commuting |

.
o st e o S v
[y

Home Base

S Work Place |

2

Moving in the world
ot e s e o ke e s
e i s ey e

FIGURE7.7 A blank template suitable for many business products.
X 2 Day-in-the-Life ETILDOT > TL—k
Fig.2 Template of the Day-in-the-Life model

X 2 | Day-in-the-Life E7 /L DT > 7L — F&R$. 2D
TUT L= M, BV A HORBREHGE LB TH
5. ZORTHE, 2—F—0HEIZBNT, EDLH7RIE
;A HY, EAREIRERAT SO0 %, "Home Base”,
“Commuting”, “Work Place” D L€ > — A2 I\ Tk
LTWn<.
B Identity €7 /L

Identity E7 /L%, HA OAJETA OO HEEZLY &
FEOET 22—V —DT7 AT T 4T 4 DERERY
LN THETATHD. ZOETATIE, AFEE2 IR
TLETOa2—F—DT7 T4 F, HCEE, HDHWIEHLH
AEICBE T S 1E A IR T 5. X3 12 Identity €7 /LD
Bl Z&R9. O Identity &7 /LI, FITEEET 5 2—Y
—ERBIERENTZ DT, TAT T 4T 4 DEH
2%, Iplan”, “Ilike”, “Iam” D =D DRRIZ 4373 CREdE
NTWb. BRIROT AT o7 47 1 BRIL, FriEe4
HiZ 2o CTRBEIN TS, #filxiX, "I plan”ORIRIC
1%, ”World Traveler” & W\ o 72 BE#E A, 7T like” DR [RIC
I%, ”Culture Sponge” & W o = EHENTHIN TN 5S.
Identity E7 VEERT DHBEITIE, TAT T 474D
FHERICREBN 2L/ Z ST 5 Z EBMERS TV,
B Relationship €7 /L

Relationship €7 /L%, Z—H—DAEIFITMEN ED X
D> TN LDONERTET L THD. M4 ITHATIC
B89 % Relationship €7 /LD —fil & /R"F. ZDET /LTI,
a—F—FTEA (Ful) 12, EAERZR RIS UTlio A
WERET L. T72bb, BIEHZRIERE T WFERSHL L
WHLAEIE < ICELE L, T L0 B WIFEER, Bz &
CAHICERET D, ZOETNVEERT D010, =—3
—ZH L TCARMZIED A VA B2 —ZIT O MERH S.
B Collaboration 5 /L

Collaboration &7 /LI, —H —3M] & OIEE) % Ei
T2 LT, hE EWENEHC DL E, HDHNE, Ax
MN—FEICEE - T, IKBIOFE A LT B RRZ, {AE X T
WHDDEHLPZTHEDICHNDET LV THD. JE
NEZAUEOFEEITANEET LT, AR - ADEAT
Relationship €7 V& F|HF 2. ¥ 512 Collaboration £

Identity Model

iiii

X 3 Identity ETI)ILO—H (§&1T)
Fig.3 Example of the Identity model for a travel

Uo4 Relationship model

- suggestions
- Sees daily, but not close

[ 4 Relationship ET/LO—H (§R1T)
Fig.4 Example of the Relationship model for a travel

T8: Collaboration Flow
Finding a place to stay

mail how msch for 2 weeks? Apa .

price s $1.50/d Hotel in Uganda

[ 5 Collaboration ETIJLD—HI (FRfT)
Fig.5 Example of the Collaboration model for a travel

ND—FlZRY. ZORTIE, RITOEREERSOITS7
n—iEish Vs, KPP TlE, 22—V —LBERRH D
NH, LW E L CHEDP N TWAD., AR L0 =a I o
=r—varoFn, KMELTREINTEY, ZON
BRREO FIcE@EanTnsg. KEFE, [Flow 5
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] DRY =250 1 DOTHLHN, BROFEIIIETER
9, BLETHLAMRI LD FiTEid#lT 5.
B Sensation Board

Sensation Board 1%, %A - —73, a—V = LipflE
7o iR 2 AT A BRI B L 22 D0 (FF— 7 L — R
R %, THFA T —IZEZ2 DDAV S. 6 12
Sensation Board ®— % 7~ 3. Z ® Sensation Board I, ik
IOV —EAZRHNT 27200 LD THD. KHFIZBWT,
AXFE TR ENTWD X —7 L—XT, 2—F =R
LIEWEHEL D bR E 2R LEENETHD. iz, K

DB, F—7 L—XOEHI b BRI /e 8 % £
L BESATOD. BEORHERE L, BOCRLARE

Wol2bDTHD.

Sensation Board % [& < PU-> DFRBRET VI, 22—HF—D
R ARSI/ FRIE L, F—aTET 20N,
Sensation Board 1%, 7 A F—0OFEE XET 572 DICH
W5,

3.3 {E#iBY% Contextual Design E T ILDEMA

Contextual Design 1.0 Ti%, f2>2D T — 7 E 7 )L

(Sequence <& /L, Cultural &5 /V, Physical &5 /L, Flow
ET )b, Artifact E7 /L) BRI XN TE 72, Contextual
Design 2.0 Tik, 2 HD U =27 FF NV EZLEHKEHR
Contextual Design E7 /L & FEOY, AHiTiX, Contexutal
Design 2.0 IZ81F 5 26 OET MARE L iEHIZ DWW Tk
5.
B Sequence ET /L

Sequence ET /WL, ¥ AT W OIEAR L IR BET VT,

CONFIDENT MOMENTUM

& 6 Sensation Board M — 15l (Hﬁ
Fig. 6 Example of the Sensation Board for a travel

FEE DOIRE) 2 IR RFNZFEE L, BUROF AR Z B & 08
TH5HDOTHD. KT IZFEBEHATOMFIIEE T 5 Sequence
ETNO—BERT. KO—F R TEI O R G S
L, BV TRERINZATONTATEIR, ZOITEIOREK 72 E
DELH I TND.
B Cultural €5 /L

Cultural &7 /VIL, $EDTEB O EMICHEE 52 T
L3R ER A TR T 5O TH D, L ER &I
BUR, B, st ANBERETHD. ContextualDes1gn20‘C
I%, Cultural €7 /L%, BFAIXER Descision point E7 /L
TRHAT DI EFIH I LR,
B Decision Point €7 /L

Decision Point E7 /L%, BEREIZBWNT, EDkH 7%
BRNPFELZHEZTCOVDIONERTET L THD. X8I
JATIZB4 % Decision Point 7 /LD —fF|Z R4, XD
—%&F LI2iE, RET HFIE (Where to stay) 755‘?5%%5%“(
BY, O FhHBMO%IEE T M OBERRO LMD RN
WREEHIF LT RN, EROHMO RN, 5%&75:
T HERNENENLH SN TND
B Physical E7 /L

Physical &7 V1%, $EEDOIEENA EHE S 2 PRI ek

U06 Sequence 1: Plan family trip
Give wife a family trip for her birthday
Ask wife about going somewhere new (agree with wife to do that)

Open home/work desktop

Research a place using Google Maps

Start search at Rockaway (their normal place)
Intent: Find hotel, places of interest

See a place that’s a condo, not a hotel
Decide to search for condos in Rockaway
Find a place that looks good

Email link to wife

BD: Link didn’t work and had to send again

Once finally received wife confirms that it looks good
Discuss more in email and text

Have face to face discussion to commit to the place
Intent: Don’t commit until we’re sure we agree

B 7 Sequence ETILD— (F&1T)
Fig.7 Example of the Sequence model for a travel

U7 Decision Point Model
Where to stay Where to eat

Driving distance | More than $150/night

Veteraw's day deal Featured on Food Network
[ TR0 on oo ZROIX

— Bad reviews
Activities Nearby
>

Bad reviews Sy
Near s’r\oezfmg
Free pnrking

Same/new place
e R PR
Free wifi

Availability for
friends to come

Local/non-tourist
stuff to do
>

Free breakfast

In the right
direction

Previews suggest
it's ¢ lean

8 Decision Point ET /LD —HI (§R1T)
Fig. 8 Example of the Decision Point model for a travel
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BCBT 2ME L, FIARREZFRERT 272015, B
BB ST B, K, RS ThD. K9 ICHE)
FEf L LImEeT VERT. ZORIE, BEIHEOA
TIUTEALTIVTHDAN=AR, 2—HF—|ZEDLH
RSN TOWEDONERL TN,
B Flow £7 /L

Flow £7 /W3, EENR EICEBWT, Mot 2%
T 27-DICFHTL2LOTH L. BEDO NBNRFEDIE
BT O PSS, I, BT K &R 5. Contextual
Design 2.0 TiZ, Flow &7 /LI Collaboration <€ 7 /L C{tH
Ihb.
W Artifact 7 /L

Artifact E7/VIE, AN LYOWERN) 72 iaE O H 5L %
RTTEDIFIAT2ET AV THD. O, 47
A > OYIRHILTH D728, Contextual Design 2.0 Tl
Artifact BT /LIE, FAEFIA S L2000,
B Persona
Persona (%, Contextual Design 1.0 DV —27 &7 /VIZIZE F
TR 7eh, MBI THWD ZEnb
Contextual Design 2.0 DE T /WA 53TV 5. Persona

U23 Physical - car interior

X 9 Physical ETI/LD—HI (BEHE)
Fig.9 Example of the Physical model for a car

®5 T—UETLOFAKER
Table 5 Usage of each work model in Contextual Design 2.0

Contextual Design 1.0 | Contextual Design 2.0
J—JFETIL 2B 2R AR
1 | SequenceETIL Hxfoe A A
. Decision Point
2 | Cultural®7 L E AR
3 | PhysicalEF L e A A
N Collaboration
4 | FlowET L L AL
5 | ArtifactEF /L FREFA I NIE W
6 | - Persona% &

HCD

10

T, #—7 v NOfTH), BE, MElR %2 TTF0ER
TERL, =Ty ba—V—DA A=V E/HEHSITH729D
WRIAT%.

# 512, Contextual Design 2.0 IZB 1} 2 FNZFN DU —
7 T )L OF| IR E 759, Contextual Design 2.0 {28\
T, Sequence €7 /L & Physical €7 /WL, #kfEEHIICH A
i, Cultural 5 /v & Flow 7 /UIE, £
Decisions Point €7 /L' & Collaboration €7 /MIZE & #i 2 5
NTW5D. Artifact E7 /UIFAEFIH S el b —F
Persona 23 B S LT 5.

4. FEoH

AFE T, Contextual Design 2.0 OFT A 7 ut 2D
B CHFIZ DU T, Contextual Design 1.0 & O g2 5
3&k<7-. Contextual Design 2.0 Ti%, T %A DO*t5:
B, a—VP—0OH2OAETE L, 2—F—DEREHH L,
ENCT LI RBEOEB LA L, H2lZ Cool
Concepts &\ 9 T YA VERAHAL T\, M2 T,
TR RBRET NOBEANRLWERD T — 7 T )V OYE %17
VW, TNHEIERT 5 Z LT, Cool Concepts 277 L, =
— W —DAEE BT AR ERBITE S LR HT
Wz

5 ZEXH

[1]Hugh Beyer and Karen Holtzblatt. Contextual Design:
Defining Customer-Centered Systems. Morgan
Kaufmann, 1997.

[2] Karen Holtzblatt and Hugh Beyer. Contextual Design:
Design for Life. Morgan Kaufmann, 2016.

[3] HE A H—. HSREDOT-DOFHET X X Nyl WA
BT ok & IR 2 AR LC. F 0 =Y R, 2014,



2018

RELE AORBRRIC

HCD

BIFDEFEA/ N—

> a v ORIEICAEITT

O H ] (#BRFU 41 Ureyes Design)

EfERE (RS 4h Uleyes Design 7 A =227 « 77 K1 L XWFSE
rE (BRNEtE Uleyes Design 7 A =22 « 70 b1 A XS

AT
AT

A Creation of Daily life innovation for Longevity and Society with a Rapidly-

declining population

*Hirotsugu Tahira (U’eyes Design Inc.)

Sachi Takahashi, Kaoru Takenaka (U’eyes Design Inc. Designing Outcomes Lab.)

Abstract— In this article, it describes the role of corporate activity/organization and the necessity of producer’s mind

change to create a producer-oriented innovation in a mature society while facing possible social issues in longevity

and population decline.

Keywords: innovation, longer life, population declining society, producer’s mind change
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Design principle for HCD Education Program in Civil Engineering Course

*A. Ohsaki(Advanced Institute of Industrial Technology)

Abstract

In this study, we propose design principles for HCD education program in the civil engineering

course. HCD is gaining attention recently decade in the engineering area. However, engineering undergraduate
courses have their curriculum. It is difficult for us to add new classed for HCD to the curriculum. Therefore, we
suggested HCD education program as a part of engineering education. Moreover, we discussed the design principles

for HCD education through 4 years examples.
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Trial to derive the principle of robot design from Sci-fi movies
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Corporation)

Abstract

In the near future, it is thought that it is necessary to coexist a robot and a human being. In order for

humans and robots to coexist within the same society, smooth communication and interaction between the two sides

becomes essential. To that end, it is an important task to develop a user interface design, that is, an interface with

weights placed on the user side. In order to derive the design requirement of the robot, we attempted to derive the

robot design items from the science fiction movie as a material, considering the human psychology of the robot

opposite the robot. As a result, in addition to existing design items for determining design and specification,

arrangement of existing items for robot and new design items for robots were derived. And in order to enhance the

coverage of the design items, we are considering to adopt approach using service design concept.

Keywords: Robot design principle, Sci-fi Movies, Human Centered Design
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Motibation and UX design

*K. Yamazaki(Chiba Institute of Technology)

Abstract
experience.

The purpose of this study is to discover motivation and UX design approach by considering user
This paper focuses categolize motivation from value, activitiy and interaction view point. And author

proposed the matrix for experience and motibation. After proposing the matrix for experience and motibation, author

described how to utilize the matrix for experience and motibation from UX design approach.

Keywords: motivation, user experience, design
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Abstract
behavioral economics called “Nudge”.

This paper describes behavior change methods applying empathy bias, based on the knowledge in

Keywords: user experience, behavior change, cognitive bias, behavioral economics, game design
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The Pattern Language based on the Problems in the Case of Introducing
UX Design into Company by Design Support Approach
* S. Teramura (RICOH Co., Ltd.), M. Ando (Chiba Institute of Technology),
A. Ohtsuka and A. Okinaga (RICOH Co., Ltd.)

Abstract The authors have been trying to introduce and penetrate UX design into RICOH Company by design
support approach since February 2017. Through this activities, there have been many findings which would be so
useful in many similar cases. This paper describes the problems frequently seen in the case, as well as the causes and
the solutions of the problems. We organized them by Pattern Language method.

Keywords: user experience design, human centered design, pattern language
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Evaluation of agent system using Wizard of Oz method in real environment
*A. Ohtsuka, K.Shinomiya and A. KawagucfiRicoh Co., Ltd)

Abstract We conducted experiments using the Wizard of Oz method to clarify the user's requests to an agent
system that presents informative material along the context of the discussion during meetings. This experiment was
made in the real environment, and we led the user requests exploratively. In the experiment, 35 materials were
presented in 2 meetings and attendees judged 15 materials were informative. This result, suggests several reasons

why related informative material are referred to in the meeting.

Keywords: Wizard of Oz, Agent System, Human Centered Design, Meeting.
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The Ethnography for Busy Employees without UX Design Experience

to Investigate on Meetings

*Yuriko Yamaya, Kiyohiko Shinomiya, Aiko Ohtsuka, Shinsuke Teramura,
Keisuke Konishi, Atsuo Kawaguchi (RICOH Co.,Ltd.)

Abstract

We taught the method of ethnographic research to colleagues without UX design experience, we and

they conducted ethnographic research using a meeting support system. In this paper, we report the summary and

suggest a feasible approach in companies to observe and analyze on meetings.

Keywords: Corporate Ethnography, Business Ethnography, Discussion, Meeting, Education, Group work,

Knowledge work, Individual thinking
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Influence of Information Expression Difference on Users

* J. lio (Chuo University)

Abstract Even though the same information is conveyed, the impression that the user who received it is different if
the expression differs. Also, the influence on the change of the users’ mind set are different in the case that they are
presented in two different expressions. This presentation reports the results of a simple experiment on the effect of

differences in information expression on users.

Keywords: differences of information representation, the change of users’ mind set, food image, palatability, users’

impression.
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The Activity Report for FY 2017 of The Middle Management Support Committee,
Business Support Division, HCD-Net
*A. Moriyama (Ureka Inc.), S. Usui, M Kawakatsu (Oki Consulting Solutions Co., Ltd.), K Tad-suke,
N Tsunoda, H Nagata (Pioneer Corporation), Y Yamaguchi (Omron Expertlink Co., Ltd.)

Abstract This paper reports activities, outputs and outcomes of the committee for FY 2017 to support middle
management responsible for introducing Human Centered Design.

Keywords: HCD, human centered design, personas, enterprise, middle management.
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Compare the output of each journey map created with survey data
and without survey data
M. Yamaguchi, H. Saito, Y. Maekawa and T. Syoji (OMRON EXPERTLINK Co., Ltd)

Abstract—

In order to improve recruitment work, we first created a customer journey map from existing

knowledge of stakeholders. Next We made CJM from the interview survey. Comparing both, it was found that
the CIM created from the survey data is easy to extract issue. In addition, it turns out that it is easy to be con-

vinced because of the narrative nature.

BIMA L X— AT — L35 3~5 4, [RERELTF — A
Mo 3~4 4, BEND LA, EEPTIET L 2—F YT

Key Words: customer journey map, workshop, human-centered design, UX
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Benchmark Survey of Interactive Systems Using UX Scale

*K. Ariya (Fujitsu Design, Ltd.), K. Matsumoto (Fujitsu Design, Ltd) and H. Zempo (Fujitsu Design, Ltd)

Abstract

UX Scale is an index to evaluate interactive systems based on user experience (UX). It is not

evaluating user experience itself but evaluating entire system including usability and utility by questionnaire. We

evaluated 20 representative interactive systems in various fields using the UX Scale to obtain benchmark results. And

we compared the UX scale and other usability questionnaires (USIS, SUS).

Keywords: UX Scale, User experience, UX, Usability, Questionnaire, Quality Evaluation, Benchmark Survey
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Examination and Evaluation of Education Support System for University
through a UX Design Approach

*F. Sakai(Daihatsu Motor Co., Ltd) , S. Teramura(Ricoh Co., Ltd), A. Ohtsuka(Ricoh Co., Ltd) and
T. Kunieda(Ricoh Co., Ltd)

Abstract Along with Forth Industrial Revolution and decreasing rapidly of the 18-year-old population,
educational reform is the issue that universities are facing now. It is expected that improvement of educational quality
using Information and Communication Technology. This paper describes the information for examination and
evaluation of education support system for University through a UX Design Approach.

Keywords: UX Design, Human Centered Design, University, Higher Education, Education System
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Activities for setting and implementation of the product quality rules for the
usability in Sony

*S.Tatara (Sony Global Manufacturing & Operations Corporation)

Abstract

We have set down and implemented the product quality rules for usability that each business unit of

the Sony Group shall observe to prevent the customers from having troubles on the usability. The purpose of this

report is to introduce this activity and effects.

Keywords: Usability, HCD, Quality rule
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Developing a Community of Practice on Customer-Oriented Manufacturing

in Ricoh

Masako Mochinushi, Masae Takauchi, Masamichi Nagasaki,

Sakiko Honma, Ryoh Kamiya

Abstract

We describe how we have developed a cross-organizational community of practice for sharing

method, knowledge and problems on customer-oriented manufacturing. Since five founding members launched the

community in June 2017, it has grown up into a company-wide activity in which totally 194 people participated. In

this paper, we focus on how we solved some problems we faced in developing the community.

Keywords: Community of practice, Customer Research, Organization
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Case study of customer-centric marketing transformation using Concept
Diagram method

*Mao Toyosaki (Wacoal, Inc) and Makoto Shimizu (b-unit, Inc)

Abstract

Wacoal, an apparel company in Japan wanted to transform their marketing initiatives to be

customer-centric and data-driven in order to increase the value of their online store. This document describes the
methodologies used such as concept diagramming and customer analytics to redefine them in HCD context for

clarification.

Keywords: concept diagram, customer analytics, digital marketing, e-commerce, customer relationship management
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workplace diversity
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