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ABSTRACT

The main target area of the Human Centered Design (HCD) has been the secondary industry or the manufacturing
industry. Goals of the HCD was to manufacture products and systems that are easy to use and thus to improve the
user satisfaction. But recently, as is stated in 1S09241-210, it started to include the service as the target area. One
reason is the increase of service activity such as the customer support by telephone and internet even in the
secondary industry, and another reason is, of course, the importance of service activities in the service industry. In
this article, however, the authors did not adopt the three categorization of industry originated by Clark, C.G. for the
reason that the service activity is more important than a simple categorization of service industry. Furthermore, the
authors defined their own concept for the service activity and did not adopt the ambiguous definition of ISO standard.
Authors finally showed the stance of the experience engineering that targets both of the products and the services,
and introduced a framework on how to establish the evaluation of service activity.
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