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Using Service Contextual Inquiry to Shape the Demand for Household
Interactive Devices for the Elderly

Tseng, S.-W., Li, J.-H.
Industrial Design Department, National Yunlin University of Science and Technology

Abstract

This paper analyzes interactions between the elderly and their adult children and attempts to discover
hidden cross-generational needs in order to enhance emotional interaction between the elderly and their
adult children. In this study, Service Experience Engineering (SEE) was conducted using a contextual
inquiry of practical service to document the users’ viewpoints. The subsequent analysis surfaced four
findings: (1) Improving the relationship between generations needs adult children’s active care; (2)
Improving emotional interaction between generations needs an accurate understanding by adult children of
their parents’ daily routine; (3) The seats in the living room can be used to record and analyze the parents’

daily routine; (4) The application of large data analysis from parental daily routine record.

Keywords: service experience engineering, household interactive furniture device, elderly, emotional

interaction between generations
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