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Abstract This is a user experience study of factors that should be considered in designing home
appliances experience service. Untact services are emerging, but the development of home appliances
sector is in early stage. Based on the six factors of Stephen P. Anderson's Creating Pleasurable Interface
Model, this study conducted surveys, 1:1 in—depth interviews, and participation observations to measure
and analyze user experience. In this study, I compared 4060s and 2030s’s user experience in that the
untact services raise the digital alienation among middle —senior—aged. As a result, there were significant
differences between the two, including the opposite satisfaction in terms of reliable, usable and
pleasurable factors. I hope that this study will be of strategic help in designing future home appliance

experience services.

Key Words : User Experience, Service Design, Untact, Product Experience, Generation Comparison

*This work has been conducted with the support of the "Design Engineering Postgraduate Schools" program, a R&D project
initiated by the Ministry of Trade, Industry and Energy of the Republic of Korea

«Corresponding Author : Seung—In Kim(r2d2kim@naver.com)

Received November 15, 2019 Revised December 19, 2019

Accepted February 20, 2020 Published February 28, 2020



440 vAEgHFAT A8 A2w

b &
Hﬂ
E
=)
1o

Zi

Aho
lle}
o D
- m
o
ol
FIF
=
4
ra
ofl
fluj
1o
5,
)

‘Q D}[l] O]L A2t AR EAE B2 AlE oA
0184 10t AH|E==of Avl¥ vf ek 2]. 7]
El_(k1osk)‘/]r VROPEEA) 43, AE(Chatbot) &
gsto] ol 2Jo] AnjRpe} AF A o0 =2
*%o]ur AMu2E Algshs Abel7) 017]
CARL AREAE HArtol ELt &
A e S 7‘41‘?——2‘ e T e AH=
1 &9 el wheh AREAF Ao 3
Ack. 1e]al 71~ 19l SRR
/\131’\ R & Fal aelA ARE

S SHH 3L 20199 1€ 94

)

L2 o oo o oR ol W rlr rR no
l:l

o 2 L [» rlo
N
2L
o ml

ofl %
o
52 &
}-J

A

8l

>0
SRR

il

rli o

i

_% :

o

g

oo N
2
o
il dlo
2
i
ol
rlr
_IEL
m‘l
ml

ojgfg o= AEE A ]*oHH ﬂxh 212
™, 325 A B st A5 0w hdstar
= ok= vt Xﬂ% AF Au| ot 7], AlES A
ot vl Aol Ees 1%6}34% 2ol 143k 59
7F e A= 3&@ o7 tter| wiiolt}. 17
U AlE Tl Pﬂ A5 2okl thgk An]2 Tk
A2 EAA oz o] FolXA] it whebA I A=
THAARE ARS e AHAE UARIE ) aresfof
AR AR 8Bl Hial AXHS AlAehE s
Exqgg z‘s]—lq- o]E Hgﬁ }\13]}\ 33} ZA}- 2 Aol
£ Bao) Aa Aol AHeA 4 AE =TE
AR, o] 2 HiEoE AEAS TSt A4 7

% eHsisen, 24 9 Y5 AT 11 4

2. o] &4 "4

2.1 AYE(Untact) =3stet Al AP A2
FA= Askar AL Aol 91% 45 A2 A4
° 9] =88 Hk= Ao] gk ot} et
AERE 37} oS, Bl Fele] AlE Al A
227F AlSaiA REEo1 AL QAvk Table 12> A} =]
oA Al FQ tiEAQ] A A AHAE A A

o]tH[8—-10].

Table 1. Product Experience Service Case

Category Brand Main contents
Cloth Nepa 360 degreeAﬁttlr}g through
shooting video
. Guide about the product and
Innisfree o
position
Cosmetics Olive Makeup experience using Smart
Young mirror
Lotte Curating by Big data
. fingernails—2 . . . .
Nail 20 Diverse nail designs and choices
Starfield Wear sneakers through the
touchscreen
Shoes - -
Shoes recommendation with 3D
Tandy )
Foot Scanner
Electronic Experience through the screen
. Samsung
devices and buttons
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Table 2. In—depth interview Participants

Generation Age Gender
P1 4060 63 F
P2 4060 61 M
RS 4060 57 F
P4 4060 56 M
P5 4060 45 M
P6 4060 42 F
P7 2030 31 M
P8 2030 31 F
P9 2030 27 F
P10 2030 26 M
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Table 3. In—depth interview Questionnaire Topic

Components Questions
There is no mechanical error.
Functional The speed of process is proper.
It works functionally well.
Accurate information is provided.
Reliable It helps me understand the product.
It is reliable.
It is easy to understand.
Usable It provides a convenient space.
It could be used without difficulty.
Convenient It simply conveys clear information.
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Tt visually informs well.
The methods are appropriate.

It naturally induces experience.

Pleasurable It is a curious service.

The process is pleasant.

It goes well with the brand.
Meaningful Overall, It is satisfactory.

It provides a valuable experience.
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Table 4. Task at Participant Observation

Table 5. Quantitative Survey Result

4060 Generation 2030 Generation

Attribute Average SD Average SD
Functional 47.22 4.43 43.33 4.71
Reliable 35.00 3.50 42.50 3.19
Usable 27.22 7.72 40.00 6.09
Convenient 35.00 4.59 31.67 4.30
Pleasurable 36.67 4.22 28.33 5.77
Meaningful 35.00 6.91 34.17 5.00

Interaction Product Task

Text Sticker LG Refrigerator =~ Change flake ice to ice cubes.

Physical Phillips Dryer Use a Smart temperature
Button Sensor.
Video Samsung TV Change the screen to portrait /

landscape.
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