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Abstract

This study aims to study the evaluation mechanism of user satisfaction and to
obtain knowledge on how to improve user satisfaction when designing for UX. In this
study, the evaluation mechanism of user satisfaction has two main themes. The first
theme is the momentary-evaluation of user satisfaction. Two surveys were conducted
to examine the interrelationships between events and emotions that have occurred in
the user experience: (1) The first survey is to grasp the characteristics and structure
of the evaluation structure of user satisfaction with contextual viewpoints using text
data of questionnaire, whereas (2) the second survey is to examine the evaluation
guideline for designing for UX, which has an emotional viewpoint based on the
impression that user has received. The second theme is the overall evaluation at
finishing a series of satisfaction episodes. Both surveys have revealed the mechanism
of user's overall evaluations for the subjects (product, system, and service) that have
been conducted. On one hand, from examining a multiple regression equation, (3)
the first survey is to grasp the factors that influence overall satisfaction from the
time-series satisfaction evaluation. On the other hand, (4) the second survey is to
examine the users' cognitive decision factors of satisfaction and dissatisfaction.
Moreover, the relationships between these decision factors and the year of use were
examined. These four surveys provided findings that contribute to the improvement
of user satisfaction.

Keywords :

UX (User Experience), User Satistaction, Critical Incident Technique, Six Senses
of UX and Tén emotions, the Peak-End Rule, the Deciding Factor of Satisfaction
and Dissatisfaction
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T v RIC 52— OREEICE(L 2 5 2 -V IEA1E, TOH 2R BIE~DHIFE, B
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F72, 77 v MlfED EORE, WHEFIZZITANLID D) &) BRE i
FELRRIN TR T 70T 1 L 7TEBO TV AT MEDHED BT 2 [23].

ZLC, mHTIEHARREICHEZEZ T, AMTEEEEOBIRICER L7z
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3. 1. BR

IFEIZBT D, UX OLBEHEREFRCAETOELRIY MM 1 TEOH 2 E T
U7z, UTFICAREORHEE REIR5.

FRIZEB DR L FOEIZOWTEREZ Y TH E, AMITE, HCD BT
Fip EOWEBERIC I 1T DRI, EEREROBTTE Tdh 513 8B~ OB iR TR
S>TND Z ENEZU. 2019 FFLEIZBAfE X7z HCI (Human-Computer Interaction) #ff
ZED I EEEREESHE Th 5 the CHI Conference (the SIGCHI Conference on Human
Factors in Computing Systems) Tixl} 54172 UX Event CTi%, UPA (31 UXPA) Ot
2§ cxpartners CEO @ Giles Colborne 2 L % EFfkE N TN, £ONEIX HCI ©
FATIIFE & ER COMANERREFOER L OMICIZF ¥ v 7 RHDH LV HIRNETHo T
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LR S 13— EADEEROET )V L FHIEE 2128 Lz, &K#h L7253 8 D —
ERIZBTHERICONT, R0 LY, THER, TEE O 3 BRPECHOE L TR
Bh 52 5HA M LZ[24]. UL, 3EBRICET 2 KBOBREITIREA TN
2, TRV LD [TV AT AOFERAWERMRS), N7+ =<V ADRS LW o7 EEReR
BTeRINTEY, R = UEE OFEE & OFFMRBURIEIC DWW TIIE RSN T
WV ZOMEOFEREL LT, 2. 3HTHRI LR =M, ¥EE (X h—V—),
BENE, £ LT UX IZX DK & ORI Z = — AR RICE DV THREE L 728 bt
HHATWAD5], ABFED K 5 7B AR SR 725 & 13272 2 TR OBFEN
BLipoTWA.

[ U< 2. 3.HiCHRIT L7k & OWFFRITRSFI A 2 87E L7l 7 = 2E7 1
&l R ORERRERIZOW TR L, REFIHAE & EAIHE R COFFloRENEZH 5
mizLzlel. UL, EMFRIAT 5ICE > -BBRIC W TRIZIES - BRRY 22 R
LR TUWRV. Fe, FHli7 0 R Z2MET SBROMRMME 1374 T HE LT
WDH, W5 P EEREIE TH D LWV I ABRREGITORCMRY B3 5 REIhD.
EHIFIHAE &R A& O EL AT 52— 7 2 b CIaid i FerE 0 G s o
BLTWHAREMEDN®H D & L TEMSRRMLE 1 DI > T 5. ik THEZ2EHE
Bt ABREINTZD, HENROMBITIVIRMYRSHD Z ENPEEEEIND
B

Zofiz, BHTRLIT, 2vbuvwngl, BERKIIZ LT, 77 v MRBRIZK T HHlE
REEREZ[10] & W o 72 B ROFHED A I = X AZB NI L L 5 & T D84 ZeifFgens
(ZHATONTNDA, W HARFZE & £ 27l & 72> T 5.
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H5. ZoaffbancKIC L0, JHREOFHIICEE LY 5 2 5 ER A2 FE-efhE O
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3. 3. BEAE

3. 3. 1. 77— AT

ARETIIREIC L DT — MREZSEM L. = —F»FIH LT L= -
P—ERZONWT, EOROTEI L2 L THbo7. FHLEZ74+—<y FEE
EOEK 31T, 7A—~vy M6 vATHEKRINTEY, EZo/zT&lLEE
Bz, TOROBRIEL TERICEHERINCEERLTHL b o=, ZOERMEOBRIZZ VT 4
Hv - A7 b (CIT : Critical Incident Technique) [11-13]Z2&E12/ERk L7z,

EIEFICE > THIRIZEKST-TE I EEHIREN-~RIZEERLTH B, WELE
BRI, LVEEEERI-TEI L2 22 LR 7+ —~y FOHWTHD. B
FINEIE TR, H7e7=05FIH LT e L72” 8 « —E RN T, ZOEOIRN
ZTR7A—~y MIia> TEAFMIZEER L T ZEV. ] Tho.
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Kahneman (ZFEHEOHF T [FBRRMEICET 57— 2 2K ORI L Z L —>
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NEZIRFCHFE N ED ST [1].
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HETH—T7%rE, ZON—T7O0LHAEZPLICEREZZLZL TN, 20 UX
H—Ta_X—RZBEONUX V7 7L, £LC, I—7OEZEHELY L
BRICBT2FEROMBiEZEEG L7~ ERM (Experience Recollection Method)
[1,10,11]%BR% L T\ 5. ZOFETIIFRFMICETIH:EL LT, =—FhZzofli L
BT 58 E 7T ORI T, FNEFNOHRANTED X S oY — KBRH 72D
N HERERLTHHoTWS. £z, HRHIZFMIC02Z D72 +10 725-10 D 21
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O HETHEE & OHBAMRED 0.3 LAL, -0.3 LTFOMAZERZ AT %19]
@ WIAZEEFE MR S (FEREFREL 0.5 LLE) & ZHIERT 5 [19]
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@EVTIL BT Y L ORI A S LTz, BUFICR 53 TABBIZK L B
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F&5-3 [HPALHEHREHEE L DHEEERY

No. ant FHZE 5L MBS pi
1 v—7fE(RR) 0.55 0.00 **
2 v—7flE(EE 0.72  0.00 **
3 TV If 0.85 0.00 **
4 6~ AVl 0.79  0.00 **
5 v—7f(RR)E =y FEoFHEfE  0.80  0.00 **
6 v—7fH(RE) L=y Mol 0.86  0.00 **
7 v—7{(RR) L v FEDHHE -0.52  0.00 **
8 v—7fH(RE) L = FlEDHEE 0.62  0.00 **
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10 230 i K fH 034 0.01 **
11 F2%Y gk -0.36  0.01 **
12 A& — Ml 0.07  0.60
13 ¥ & fhox 0.73  0.00 **
14 RR3LEZEL7Z8(%) 0.39  0.00 **
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** p<.01,* p <.05
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