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Title
Design of Train Services Using Design Thinking Methodologies Emphasizing Customer Needs

Abstract

Bullet train is one of the important society's infrastructures in our life base today. Bullet train was only
"transportation™ before to carry person. Now, could it be the time that bullet train becomes the role as "Stay
place" since the purpose as "Transportation™ is achieved?

Up to now, service in the technical side such as the speed, safeties, and regular times has kept improving.
Additionally, the connection environment of the Internet is being maintained in recent years. Certainly, the
service improvement by such a technical side is important. However, should not bullet train in the future
aim for "Quality" from "Amount"? There are chiefly three reasons.

First of all, changing the social structure is enumerated. It shifted to the quality valuing in the age though
the top priority of the social structure before was amount of fulfillment. Secondarily, the diversification of
the demand to bullet train is enumerated. This is because the necessity that bullet train got rid of "Box" only
of the carrying person had come out. Because falling behind is taken by "Individual space" of the private
car, it is seen with the aircraft, and software "Complete service™ has taken falling behind in bullet train.
Moreover, the cause includes the thing that the standardization of the vehicle standard is achieved now.
Thirdly, the historical background that values customer satisfaction measurement (CS) is enumerated. This
is from a reason for the entire passenger transportation volume to decrease by declining birthrate and a
growing proportion of elderly people, and to do the customer who reduces that two or more businesses
acquire it. Therefore, it is indispensable to improve user's satisfaction rating for corporate development in
the future.

It is a thing to propose high service of "Quality" filled with users' needs as described above with the
meaning very much for the railway industry not only for user.

Then, it assumed to be a thing researched from the aspect of the user who was the customer in the present
study what the appearance of bullet train in the future for which the user hoped was. The studying method
used the design methodologies of the user participation type not used in a current railway industry.
Concretely, the workshop was held for a general person, and users' needs were made an embodiment by
combining two methods "World cafe" and "Brainstorm".

As a result, five kinds of various services were proposed. The five kinds of services are, that is,
"Multipurpose train"”, "Limited menu dining car", "Movement office train", "Fan meeting train", and
"Japanese culture experience train". These services confirmed demand and possibility doing the evaluation
verification to a general person and the specialist using illustration.

Therefore, the present study reached the conclusion with the success the design methodologies was used in
the proposal of bullet train service in the future by the user for the user.
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