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A method for structuring service use context based on the jobs theory
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Table.1  Definition and description of the concepts of customer behavior
Conception Definition descriptive form node
Job Top-level objectives that the customer wants to achieve “Let’s ~” —
Sub-job Subordinate objectives needed to accomplish the Job “Let’s ~” 1
. . . “VO
Task Means and actions to accomplish a Job or Sub-jobs (by~. to~)" )
y~, to~
Subordinate means and actions that constitute and are “VO
Sub-task | ubordin )
included in Task (by~, to~)”
Environmental External environment and its changes that recognized by o )
cognition the customer
Result Objective events resulting from Task execution —
Evaluation Subjective evaluation of the Result or the Task itself — [j
Job Customer’s Job
Phases Phase 1 Phase 2 Phase 3 ev;ﬁﬁﬁlion
Env1ror?1.nental L Environmental cognition ] Comprt.thensive
cognitions 7 evaluation of all
¢ sets of actions
Sub-jobs Sub-job > Sub-job (Stasks).
% AT #l Also, whether
S~a the job was
% Task } [ Task H Task ] accomplished,
B and if not, what
= I[ Sab-Task ]H[ Sab-Task ]I is the cause?
Q
= Tasks
3 [Results] [Results] [Results]
[Evaluation] [Evaluation] [Evaluation]
e e e e e A
al o= (y==cc hooooooooooooooooooooooooodboooooooooos 2 _____ Level of
Satisfactions 3 == === === === —— - - - ——m e m e m——mm————— == @----------=--=-=-- completion
L e e o o e e e e
) @ -« ol (/100)
25| Weighs 0.2 0.3 0.1 0.4
£ 2 & Degree of
E § impr%%/r:rflé)nts 0.05 0.3 0.03 0.08
Fig.1 Format of CJJIM
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Table. 2 Relationships between nodes

Relation Representation Supported Node
Environmental
Node(l) (Cause) ] .
Cause and effect M cognition,
relation Sub-jobs,
Tasks
Sub-jobs,
Start-Finish (Node(D)) !
lati Tasks,
relation
oce Sub-tasks
Inclusion Tasks,
relaton Sub-tasks
WIZ, WREITTIE, A2 5BED it
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3.2, CJIMERE A%

AFTIE CIIM OIER EERAOFIEEZFIRT 5. 7o,
CIIM ¥ — b 2 f2ftlikic L 2R HEZBEL TS,
ZC, CIIM ONEITEE O EHICESL 120, 1ElFE TS
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Step0 EEZE AT
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AEDITHCH v FRA SOV L EOBEE ST &
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w3 5.
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Wik B 2 152 72 DI E SN A BN REELR TH S, £
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WLy, REHEMTEY =7y MEREIE T 5 Z L3RR
L0, KFETIE, THOLMERT LIV Y ST 7L
—hO (2) AL, VY FOREEIT.

[Name:

Basic LOV =

[Gender:

|
[Age: |
|
|

‘ Family:

Lifestyle: Individuality:

Career:

Note:

Fig.2 Persona Template!”

Q) ¥ a TOHRIE

HEL VLY F R —EXOF A& U TR B,
K EMOBMEY a7 L LTHRETDH. Jucky, &t
FZD, VLY TR LT B DI YT — R EF]
AT 200%, WFRICHEEL, BoREesE6R08 5600
BeDFNEZ MTe Z ENAREL 72 5.
3) 77 F U AD5Eak

FZEOY— AR HEBRO K ERRZ TR T 5.
4) >V Aotk

F 7T U F EFEICEE OV — v AR AR & SR E
5. LIBED Step TlX, > U AONEE T CIIM Z1ERK
T 5720, KEETIIEEOITALEZWEL TEITHhHD
EFEICFER T2 Z ENEETHD.
Stepl FIFSCARD#EEL (R SCARE)

Step0 % K\ CIIM OFIHSUARIE 2 1ERLT 5. HIDIZ, 7%

ESNeYardaya 7ATCRET 2. £z, ¥V A%




[ Design 2023 ]

FACHRIRER 2 K E 7Bt
ITIZFER 5.

BT, ZATATL "/7“)%73 D LR DO FE, -
THTHDLIAT L, FARATIZAESNDT T XA &R
T#é._®k%,&xyk%7&z7@@€%%i,%
BMERWCERERT S, £72, Y FHIAMLBERT, BT X
A7 OB EAT OB, >V A ORBAFITH LT, BF

SHEEITO Z LT, AMEEDOES LD . BARRICIE
9, VFUVAohnbEE AT TR B9, ki, H
% LA 520 TEEE ], ~ VY FOiThZ RSy [

FERAULY T TR VEGT ), R0 EL R E 0T A

i 0B TRIEZRTEGE] X, R1IORLEF R
7&%7&x7®m&_&ébﬁw%@&LT%%#%
ZLT, Bolk@hilg, YA EHIEIVTXA712h0E

S, TnEhE 7 = —X

LEFTE LTHIMT 5. 618, ZR7OFEITHRLEZO
RN 2 W% OFFAf 2, & H L& v TR TRlid

T5. B, FXAZICHTHEREFMOFLIBIIHLET
72w, ZFLT, YFUFTORNELLHIE LT, BENE
LT AN BR B 0 O 2L & R AERBEATICFE R 5 5.
WIZ, XA BIICEORNERD YT Va7 28 L,
INLEYTVa TR T 5. 2oL, BARE,
Y7o aT, AR, YT XA ZOBKITY kDR
BW5n, 2L C, AT LK E LN O
DOFLIRNE & 2 NSRS D3 % i e FETICRE
ﬁ#é.:@@_,£M#£¢énfw@w&zﬁhow
X, WREEZPRMETH D IEBEICERET S.

%% I, INETORBNEEEIC, RIFLY 2 THER
DR % KA TSI Gk 3 5.

R EORER, &wmeﬂﬁLt737®W§’
WALV B DD LT LEEANE, CIIM {ERRD 4T o Bk
L%wf,%ﬁwﬁ%ﬁﬂﬁmﬁé.

Step2 V—ERDOURERDOEE (XESEER)

Stepl % £:iZ CIIM D BB R FrERE 2 FR L, B OfE
EHBTHLTC, P ADOHRETREEH P ETETS.

BRI ES, ZEBICESSERREEZITILOD
FETH DB HTE (Analytic Hierarchy Process: AHP) (10)
ERWT, XA OEREEBTSH. AHP TiX, 7,
BREREOERE & BN, FHELHE, REBROBRTE
LT, MEEEERETS. ARTIE, REKEMEY 3
7, RBREX A7 L L, FMEELRET D, 2B
UL, RIS LTT v — FEOREHRREE 2TV,
BEfiZH L7zob, CIMAIERENRET S (K3).

Evaluation Evaluation Evaluation
criteria criteria o criteria o

Job

|

Evaluation
criteria

__________________________________________

Fig.3 Hierarchical structure in AHP
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Table.3  Calculation of total evaluation value
Evaluation criteria | Evaluation criteria | Evaluation criteria .
©) Fmal'
Weight 0.75 0.07 0.18 Sl
0.75 x 0.07 x 0.18 x
Weight of Task (1) | Weight of Task (1) , Weight of Task (1) L,
L) in Evaluation + in Evaluation + in Evaluation ™ 0.32
Criteria (1) Criteria (2) Criterion (3)
Task (2) 0.06
Task (3) 0.18
Task (4) 0.44
0 1.00
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EE = (1/MEE) x A D
WL, # A7 ITxT DM OWRENELS, Va7
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WIS T HH AT ENWZD. 2D D5, Step2 T,
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[Name: Maho Yamaguchi Image Basic LOV

B

‘ Age: 24 years old

[Gender: Female

‘ Family: Single

Lifestyle: Individuality:

Note:
Six months after starting dating partner

Fig. 4  Illustrative results (Persona)
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ANTHI D452 LE. 22T, @~@DFT41TV$
NbOoTEcadgEsns &2, Q227 L L, O-@
VT HRATLE L. RIZ, Va7 MBREL, AT
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Step2 V—EFROKEBROKE (BKEARERE)

Stepl OREY ZHKICKBRHFEBEER L (K6 F
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Ehol TRIRNOLETIRES] LWHsH R 7%, RYb—E

This weekend I am planning a day trip to Hakone with my partner. I'm glad because I haven't been able to go out with my partner
on resent weekend s. When planning this trip, we divide the roles of "I am in charge of transportation, and my partner is in charge of
tourism planning in Hakone". I usually rent a car because I like to drive, but this time I compare trains, rental cars, and car sharing
and decide what to go by. Unexpectedly, car sharing is the most efficient in terms of price and time. Therefore, I decide to go with car
sharing.

I need to make a reservation, because probably many people should plan going out this weekend as it is 3-day holiday. Let'’s make
a reservation right now! When I look up the reservation method, it seems that I need to register a membership. Therefore, I enter my
personal information. It takes two days for my membership card to arrive. I think if I try to make a reservation just before the trip, 1
couldn't make it in time. With my membership card, I make a reservation for a car in a parking lot near my house. I'm glad that it
seems easier this time because moving before and after using the car is physically exhausting. On the day of the trip, I go to the parking
lot to pick up my car, and I'm surprised that I could open and close the car lock with my membership card.

I pick up my partner, set the destination of the navigation system to Hakone, and start the drive. The car navigation system is the
latest model and easy to use. On the way to Hakone, it is more comfortable than the train because we can chat in a relaxed atmosphere
and take moderate breaks. After arriving, we are able to go sightseeing in Hakone by car and enjoy it very much without getting
tired. On the way back, I'm tired and sleepy and want to go back by train. However, I take turns driving with my partner to our
hometown because I have to return the car.

It's almost time to return it, and I hurry to the parking lot. When I return it, I just lock it with my membership card and there is no

payment or other procedure! Car sharing is convenient

Fig. 5 Illustrative results (Persona)

276




[ Design

2023 ]

Job Let's go on a day trip to Hakone with my partner
Phases Decide how to move Book Use Return Ev;rfﬁlw"
The price
External Due to the 3-day holiday this weekend, was Iliigher
influences it is expected that many people will go out. than that of
traveling by
N - n - - train, but it
Let’s prepare in Let’s secure our Let's head to Hakone Let' s g0 sightseeing Let's go home was good
advance transportation in advance in Hakone because I wa:
Sub-jobs T <
Let’s talk to my partner o %% | Let's enjoy Hak 0% able to spend
ly P AN \ et's enjoy Hakone | Seo time alone in
to schedule . S \ by ourselves ! Sso the car, and
== - = . 2 = the freedom
5 Division Decide how Book a car sharing + ~ rﬁm—, . ngin Driving of movement
z of roles to move service Hakone by car Hakone by car back from the car was high and
2 Hakone there was les:
= Compare trains, car Find out Enter your . . Set the car . stress.
s rentals, and car how to B&°°‘:" i booking 1?0 fe;"fy Pick up navigation [:[r o t I was tired on
] sharing book ember details ooked car]| || my partner system akone the way back
0 drop off af
Tasks Rests] [Results] [Results] [Results] [Results] | porked i the same the car :iharc
e 2 davs P ake 2 i igati i fi i arking lot in
[Results] Car sharing and trains It took me 2 days to be able to make a Tl}e car was easy to use, but lh§ navigation system [Evaluation] I t‘e‘lt a little parking lot where I had P
My role was || are cheaper, and travel rese‘rvalmn,kqndll was able llo book a was a litle old. we headed to Hakone with a break. Since raveling slecpy. P teditho oar and tho Ha:one al:md
{0 hink about || times are short for car | | €& i a parking lot near my house. [Evaluation] by car, I didn’t || [Evaluation] return was complete. £0 home by
how to move. | sharing and rental cars, | [ [Evaluation] Unlike trains, it was comfortable to move freely, and [ | get tiredand I |1 wish T could || [Evaluation] train.
[Evaluation] [Evaluation] Becoming a member was a hassle, but 1 ct:u{d use bthc[car wntg ts}:mplcr_;:ro_ccdurc: thatn (l;e CQ\(J}I‘d_ es‘??ri’\“ 5;0 _humcﬂt])y The return procedure was The job was
Car share best deals. being able to use a car near my house rental car, but | wanted the navigation system to with just me rain on the easy, and I was able to go
L was much easier than renting a car. equipped with the latest one. \and my partner. home quickly. .
Satisfa [
~ctions
0.060 0.097 0.065 0.229
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