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The purpose of this study is to evaluate the interaction between the service

system and the employee®s state through the sensing of customer requirements and environmental
fields by the employees and the modification/update of the work plan based on them, and to clarify
the impact of the employee®s state and ES on productivity and quality. The following three tasks
were carried out: (1) develop a model based on questionnaires and field observations, (2) model
verification through laboratory experiments, and (3) design of a service system (optimization and
simulation) using the model. As a labor-intensive service site, the restaurant service was set up as

a pilot site. It is integrated assessment of biometric information (heart rate and NIRS brain
measurement) and subjective assessment (ES assessment + other subjective assessment). The method was
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developed and its relationship with productivity and quality was analyzed.
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