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Building Continuous Relationships between Logistics and Transportation Industries Applying

Human-Centered Design
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In response to the increasingly diversified and complicated needs of the logistics and transportation industries in recent years, demand
has been growing for a comprehensive service including products that can offer optimal solutions for individual problems.

The Toshiba Group has embarked on collaborative activities with its customers to enhance their services and has been providing servic-
es with new business value created by facilitating sharing of their medium- and long-term problems. It is important to cultivate an ongo-
ing relationship with customers in such activities. As part of this approach, we have applied a human-centered design method, one of the
customer value (CV) design methods, for the reduction of congestion around crowded airport check-in counters in cooperation with ANA
Osaka Airport Co., Ltd. We have consequently succeeded in creating a framework for a collaborative approach with the customer, result-
ing in alleviation of congestion. The human-centered design method is contributing to the building of continuous relationships for the en-

hancement of customers' services jointly with them.
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Airport check-in counters prior to implementation of congestion
reduction measure
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Cyclical processes for human-centered design
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Schematic of area with impeded passenger flow

RE%ZHICE N, ThHORRBEER & OITEN 4T
BHdE, TS ERERB IO BIERIERF DREIS,
HEBEEERANLRORRIC, T—F T AEY—IEEN
FTRONBDOFERICEET B,

NV B—T) T OWIEZERI3ITRT, KD A, Fov
DAVHTYB—, FhATY 2—, RNATYZ—, HE)
FrvIAVENATNS, K&, GFHTMbbHATY
Z—TITICAD, HIZJSCTETHDINIE S,

R U7l CIRE Z BIR LI, oA 22—
DINCEZFHIT, BEZIEDIREDLZ VLKW,
FIciE, —HEZHh DY ATZT,, TOHIFICR-TL%
REENB, ZDTd, TOEFAICE, EDh >y 2—Dk|
WCWSNENEST, FAOZERELED, ARX—FT32%
DEEAAIZDT BN THEADELC TS (K3),

CNHDITEIND, &, “RANCETICITE, [METX
EMNNCR S TWVBTE M HEZR SN Tz, ik LIzfBHIR 22D
MRICELLTEZRL, TV VIR T EREREIC R
ENHBEEZENS,

BT, OSAAPALORRE Y —E AL HFICHL, TS
AVBC =" 7ol TORRE, RKEDNTT IV EHIZE
3 Be, RBBEENEOOE, SRR ITHEY
(YD Y 2N AN S YA AR (1 By fd YA AN/ Va5 wa N SV A AP A L)
FHATHHEMHIALI., TNBHDT—RICKD, 1788l
RS MR 5N,

42 T—92ay7ic&B1—F—EROBER

D7 x—ATW, fiwg (L—Y—) 72 Tld7%a<, OSAAP
H GHED OIRMBEE TS0, T—rrayTens
Bz Lz, i, SNEESMEEZERRT 5L
T, MEHEOEVERZEGRT W I—TT—ID—FET

ANBFRORETDERICK B 7E

%5 & SPECIAL REPORTS

B4, FRIMYTIF—IRIV—ITLBRE
NBDT 4 F 272, IREDMAERT BT 2y /A > Ol Ial—
[NEREN

Design study using desktop walkthrough method
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Classification and deployment plans to alleviate congestion
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