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A study on service design for senior tourists from the aspect of
physiological load

*Chang, C., Lee, C.-F.
Department of Industrial Design, National Yunlin University of Science and Technology

Abstract

The proportion of elderly people who choose outdoor activities for leisure has increased and this has
drawn attention from those who study elderly tourists and plan services for them. To enhance the user
experience of elderly people during outdoor activities, service design that incorporates the concept of
"user centricity” and "co-creativity" may be the best design solution. However, most methods for service
design are based on behavior analysis; only a few use physiological load as a basis. Neglecting the level
of physiological load during outdoor activities may affect user experiences, especially for elderly people,
whose physical functions diminish with age. The purpose of this study is to demonstrate a service design
process and execute demand searching from the aspect of physiological load. In this study, we embarked
on the demand searching stage by observing physiological data of elderly tourists during outdoor
activities. We then analyzed the results of physiological load using the results of semi-structured
interviews and participant observation to ascertain demands from the aspect of physiological load, after
which we proposed service design content. From the experiments, we discovered three phenomena —
"dynamic status change", "effect of previous activities on stamina” and "variation in degree of status
change under same environment” — that describe the stamina status of elderly individuals during outdoor
activities. We then developed a model for evaluating tourists’ status and the difficulty of an environment
that helps service designers craft appropriate services for elderly tourists.

Keywords: elderly, tourist, service design
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