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User Experience and Satisfaction

— Toward the Concept and Measurement Method of Student Satisfaction—

Masaaki Kurosu
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ABSTRACT

The framework of Human-Centered Design (HCD) is quite similar to that of Instructional Design (ID). Recently,
the concept of User Experience (UX) is attracting the attention in the field of HCD and the author proposed a three
phase model that consists of the expectation before purchase, the impression formation through interaction, and the
evaluation based on the real usage. In particular, the satisfaction is regarded as an important indicator in the third
phase of evaluation. In this paper, this conceptual framework is applied to the Learning Experience (LX) and the
student satisfaction. What should be noted here are conditions specific to the instructional situation. In this way, the
concept and the measurement method of student satisfaction were discussed.
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I. ARB0E%ET (HCD)

1. HCDDO®E=

HCD®O# z i, ek, EMROBEETH o720
V2= —VF NV a s a—FR, AV AT
A LT —HFIZ b s X 9 127 o 7219804F4K
ICHL o720 FNFETOI VY 2 — ¥ Rl L
FHRHMEDOHEETH o 72720, BERERPHEREDTEM S
NTWT, WbiZHr L% FE (TCD @ Technology
Centered Design) &\Wz2 5bD72o720 ZTHUTHL
T, =Y THLAMIITTHEELZEHRL LH Lw
)2 ITHS, 19804 7 22 A 1) A DSchackel,
B."® &7 X1 #®Norman, D.A"Y 12X 5T, (ZIF[H
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ZNUHNC S . A LFEOGEIZ BT, AR
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HCDTlZ, =% ) 741 L) HEMEIRE
S, ENEWIC L CERT 2005 EHE o 72,
PO, v 3 E (ease of operation) . A H
& (usefulness). fEVEF. WA, R, HFH
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ZF oW Nielsen, J.Y OEZ FHThHhb, 22T
Nielsenld, =%V ) 7 1 O EZ & L TFH L
BT ERPREFZ BT TV LA, ZOBAREEIE.
PRE L2 —F ) T4 i FETHL e —1 A
74 v 7 (heuristic method)? & B#RASEV, b 2
— VAT A v 7#iE, =) 71 HARPZEOH
JEIAZEIC S EDOVWTZ—H ) 71 OREZE LT
THOTHY., w2z iL, NielsenlZ BT 51—
P F 1 L, FEH LIS W EDPIFIRP Lo Tz
L) BRMEEDO W Lol nwz b, bHEAHAHE
EHBMTORLEIEIETF A, FEHLIZ W &R
DENZ LIV FE L\, 7272, ZN721T Tl
YA FAEXOIZT LT Tu—FTHY) ., BEYRE
RAWVDD v, BT —HF Y 54 & PfHELTa—
749071 (utility) Z2ZT TV, 2 ERENE
UL EEFERL TWD. IS dFemagiid v
RTVWIATLZHEGTLH0THY), Tt Tl
W7z — A7)tk A (usefulness) ZZFABHFEIZB W
THELSINLIREMETHDLE VR D,

19984E 12l & N 721S09241-11:1998 (JIS
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DI BEFREGZTW5DH, LITFIEJISZ8521+ LTH
KFEIZENTZD O LDFHTH S,
fEHAME (usability)
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JEDEEE
Hx S (effectiveness)

FIHBD, BESNBELYENT S ETOIEMES

LT,
#hE (efficiency)

FIHED, HIEZER T HBICIEMRE S b2 S 1ci

WL TEHER L-ER.
2B (satisfaction)
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3. HCDZ’'O+& X

AR X912, BE, — @ISO I B W T,
WEEIZL—EY T4 OTRIMEDITENDL D
EEZLNTWEY, £9) L2 —FEY T 1O
IKIEZZERT L7202, HCDO T a0t AN E Z 651
TWwhb, INEBRLZOHIS013407 © 1999 (JIS
78530 : 2000)” T 5,

Z OB LA “Ergonomics-Human-Centred De-
sign Processes for Interactive Systems” (f >~ % 7 7
T4 TYVATLADRDO NERLERT T A) Ewn
) LRRTdH o 7oA, 20104F |ZELET E L TIS09241-
21012010 & 7% 1), &% “Ergonomics of Human-
System Interaction-Part 210 . Human-Centred De-
sign for Interactive Systems” & ZH X7z,

ISO13407A5H % S L7240, 2 2 I2& ENAHCD
DO D4 R fah L. HARDEFEFIZ BT HHEE
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L EOMAFIIZBNTOEEL EINTIETH D, I
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P, FIRABRBESCA RN 2 HEICT L 2 & 2 L C
B, 2—FFEEZTH ZLITHIET 5. ZHITEFR
ﬁﬁ%*ﬁﬁﬂ*%aihé# VAR T B BT
MHEZPSFERTEL T, 2L 2IETURICBITFAH
Ri#: (contextual inquiry) 7 &% & A 72 RIESM 7%
TA =WV RT—=FENLZ AN TS, Z&FKH
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(Plan Do Study Act) &9 ¥ a—/n— kA 7 W
(FIVITHA 7MY LHEDND) VL DTH
%o Instructional DesignlZ BW T D [AFEZL 70 & AH
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4. 4794 707rO0€X

HCDIZBIF 5D (Design) (333512 & 1LiXProduce
Design Solutions Td A%, JRFIZHMT 5 & iRz
VATFADTA THA T IVERDTHFA VL EZ DS
ERHRD L, £ FTRETHAHH, TITIA7H
A7 NEIE, BBV AT ANELEI N, EFFS .,
e s, ZLCa—Y%od & THHSIL, &IEZIEE
FEINDL T TOEREL2 &L,

HCDOGETZH) L72I9A4 7 A 7 VIZERLT
W5 h o2k, ISO/TR 18529 : 2000 %°ISO/PAS
18152 : 20017 H’d 50 2N HDISOLFEIZB W TIE,
1S09241-210CE R SN TV L EHKE=4%1) > 7
(long-term monitoring) D% %6 A EHERT S
VB ENTEBY, 1.5THERSL EHHa —
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COETEELZDEFIAY 2 —F U TEBEINTVD
UsersAward® ¥ A7 A TH A, TTH@He %
NR=RELZEBHY 7 V72T OWEV AT LTH
N YATADBA VA P=IVENTH2S 9 7 HiRIZ,
—HBND A v F Y a— EEMKHAE 3 D OHEN THE
LT, ZO2—HEY) F 1 KEEZFEZETHHDTH
o TREBHY 7 by 2 TS OWERRY AT A2
PRI T VR WA, 29 L72TGEA IR E < 5l S
NLERE759,

6. I—YIVAXRYIUZX

=Y T 4 RHCDOWIZEE ORI A 5H, L—
T AR T A (UX: User Experience) &\ #%
BNSTTEIZDIF20004FEHIADO Z L THBH™?, Nor-
manll &% &, UXE W) DiE “All aspects of the
user’s interactions with the product . how it is per-
ceived, learned and used. It includes ease of use and,
most important of all, the needs that the product ful-
fills” (pd7) &7 5,

COEFRIZHAONDL L), BERL VAT LOm
B S 2= OREBROMIER ST 7 P LT
LONRUXDEZFOFMTH Y. WbIZMLE$
ODIEBEBICHESBE LI Wi b, ki
W, 2—=HFUEC) T4 25D I) I NTTHEHLTE
TENPRVKEIZEGEL /2L LTH, 2—RERIC
BWTZNDPE D O & FFli & L7 1 ULERD 2 v
LWIHZLTHD, WEHHMTEZ %56, BHLEW
MDY, BOWEMAINTEH, FEIMETEX 2T
ETT LTV Rwn, EnwHZETHD, EZITR
WEDRED D b DO EELLENLETH D, L
I s

UXEWIHEaEEAT LI EICLAEIE. &9
e, WHEDILAY) THAH., HCDTIE T A 73
A7Vl lETEAL, BENI—-FE) 71 %
EZBHEINITBIETERZOWDILD > 7205, UX
HBATHIEIZED, SHICEBOHINIILAS
LWl b, STHUCHIL., BA, BEY 3. R0~ —
TTA Y TIIBT AEEBEITHRSERR Y AT LD
AR S TERERZTWDL 2 T L, lARIZL
— e o THhLD 7O AL EETHL I L2 TE
L. &6l —%nn (BRI EREZET BY
WHEE L VW) IRBIEFGT 2LV ETIVERIIELT
W5,

BERE VOISOV, By =T T4 27D
3B CKotler™ 28198445127 O EEMEZ IR L TH

SRk 70 TR HKHC | | BNy T o ay
2 &< oK 12 o<
W A [EIES B
M WA 2
e [

3 HHOPGE L 72 UX DR f AL

D, Z0Of%. Schmitt™® PR~ —7 74 ¥ 7L w»
IMEEFRELTCWDE, 72720, Y= T4 705
Fea—Hey 71 LEIEAZFEOUXDS5E LT
I, MU BBREVSTE, Z0=2a7 ¥ ADEL
bo =TT A4 TIZBWTIE, EMHEELDIX,
HEEOUHREZHOLZEFERLTEBY, UXIZ
BLTid, BEPLVATLRT—EAEZHL C1—
W e o EBER DT D EBEOFHZ B L T
5o

UXIZBITAE 2 H1E, 1S09241-210D K D FLb A
5451 TH D, “User Experience is person’s per-
ceptions and responses resulting from the use and/or
anticipated use of a product, system or service”s % 72
ROFEZBWTEL, FIHORM L ZDH%E V) TR
il R L T\ b, “ User experience includes all the
users’ emotions, beliefs, preferences, perceptions,
physical and psychological responses, behaviours and
accomplishments that occur before, during and after
use.” o F7:1S09241-210Tid. HCDIZ B WUX % ER
L2 EEHEETLESENPNT A “Human-cen-
tered design aims to achieve a good user experience
by considering it throughout the design process”

COENEWHRE L2, Roto™ L BESY TH
5o BIEADWRLIEZFIIRIICEHN SN TV,
T, FFHEE (consumer) 2L T, ZHi%
B G-z 6 b Z LTS5 IXEF (expectancy)
P4 (anticipation) #¥#<. ThE~—r 71 >~
TOFRTLEHTH) ., UXEE25T 2 Lo
Bty 2 e b, RICHEA#E (purchaser) &
W) AT T2 o T B E SR TR R VA T A il
S THDHIEIZL > THIR (impression) % ¥ < Bl
Thb, bEALAZIITHH OBRIRETH ) .
WRVATLADEBEADSNFIZL o TUIEEL L\
EbdHbe TOWRIZLI—H &% 5 72 HBEENEFHE
CREER L., FofE%E LTl (evaluation) %33
CBTH 5. THTEBOFRARERICB T, XE
BICHERR VATAEDA V5T 72 a v 2RRT 5
CLICEoTEEENSE DT, Al Cili_7z&Hm
FHOHERTH %,

K41z, BI3DEZFHIC, HEERZ—HIZBIT5
AT O 2 E IR L 72d D TH B, Norman® 13,
FHAL FOFEOTHFA VETNE, 2—FOHEHOEF
WEDTRHEPE NI ERAETGFERTHLE LT, &
AT MR L CGEY % Y AT A4 A=Y (WHkSE
RYZaTNRE) 2T, EREHEMNILTTHA
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F1IIFT- b0l FHiiEhE 720 9 IO
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