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Abstract:

The objective of this study is to formulate and
propose a methodology for enhancing the usage
quality of information design in the area of service
utilization. The types of information chosen as
cases for study are those used for quotations of
service fees and service application forms, which
are bidirectional and not unidirectional from the
provider to the user of the service as the case
with publicity and advertising. In recent times,
although there is a trend of such information
design to become electronic and further, web-
based, it is expected that web-based and paper
media will continue to co-exist for some time due
to the existence of a segment of the population,
typified by the elderly, with poor IT literacy.
This segment with poor IT literacy is paying
higher service fees compared to the web-based
applicants, giving rise to “information have-nots”.
On the other hand, there is a tendency of the
information designer to show little interest in,
and have little involvement with, the said field of
information design because of such reasons as
lack of requirement of creativity. For this reason,
despite its importance, there are few designs with
high quality currently in use, such as excellence

in ease of “viewing,” “understanding” and “using”.

In Chapter 1, together with a description of
the objective of this study, a review is made on
related previous studies and on the existing
design guidelines (referred to as guidelines
hereafter). As a result, it is found that, although
there are related previous studies, they have not
been organized as methodologies of information
design. With regard to the guidelines, none was
found in which the priorities of the items included
in the guidelines (referred to as guideline items

hereafter) are clearly indicated in a logical

manner.

In Chapter 2, formulation of a guideline is
considered necessary since quality in use is
poor because there is little involvement by
information designers in the field of information
design which is the object of this study. A case
of an application form for automobile insurance
service with a high degree of difficulty in making
the application is used as the object of study to
conduct user tests, observe the behavior of the
users and develop guidelines for both print and
web.

In Chapter 3, the usefulness of the guidelines
developed in Chapter 2 is verified. First,
design improvements were made based on
the guidelines towards the existing application
form for automobile insurance. Then, upon
verifying the results of the design improvements,
it was possible to demonstrate the usefulness
of the guidelines by the extensive effects of the
improvements which were found after making
them.

In Chapters 4 and 5, an attempt is made to gain
an understanding of the priorities of the guideline
items. In Chapter 4, it was verified whether or
not designers have predictive capabilities in the
field of product design, the field with a proven
record in design evaluation. The results of
the verification showed that predictions of the
results of design evaluations are possible if the
predictions are made by a number of designers.

In Chapter 5, an attempt is made to understand
the importance level of each guideline item.
First, with users of the service as the subjects,
and using the quotation request form of a certain
existing automobile insurance service, the
frequency of errors in each part was measured

and taken to be used as the correct value. Then,



an attempt was made to predict the foregoing
correct values by forming an expert group of
designers and usability engineers. There is a
strong correlation between the correct value
and the value predicted by the expert group,
showing that it is possible for experts to predict
the behavior of service users. Then, they were
asked to judge the priorities of the guideline
items, and the results of the judgments were
incorporated into the guidelines as priorities to
complete the formulation of guidelines.

Chapter 6 focuses on “information have-nots”
and attempts to solve this problem. Taking
note of interactive PDF running on the tablet
PC, a new electronic business form called the
“PDF business form” is proposed. The “PDF
business form” was designed based on the
guidelines developed in the previous chapter.
The usefulness of the “PDF business form” could
be demonstrated by the effects of improvement
shown by making measurements of the
performances of mainly the elderly.

In Chapter 7, the findings in the preceding
chapters are summarized, and it is concluded
that, by the proposed set of methodologies, the
usage quality of information design in the area
of service utilization can be maintained above
a certain level, there is a possibility that the
problem of “information have-nots” in service
utilization can be solved by the proposed “PDF
business form”, experts have high capabilities in
predicting the behavior of the presumed users
and it is possible to understand the priorities of
the guideline items without investing expense
and time by using these predictive capabilities.
Finally, the remaining issues and perspectives for

the future are discussed.
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