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NEXPERIENCE Methodology 

for Collaborative Creation 

with Customers

Hitachi has developed the NEXPERIENCE 

methodology for collaborative creation with 

customers based on design thinking and uti-

lized it in more than 300 projects to date. When 

engaging in collaborative creation with lead-

ing companies from a variety of industries, 

NEXPERIENCE enhances the quality of 

workshop activities, such as formulating a vision 

for the future, generating ideas, and designing 

a business model. It also contributes to work 

with partner companies on innovative business 

development, such as a new insurance service 

aimed at leveraging Hitachi technologies to 

resolve social issues.

To accelerate the process of innovation, it is 

important not only to acquire an accurate and 

in-depth understanding of the issues facing 

customers, but also to generate ideas that draw 

1 on knowledge from across diff erent industries. 

Th is is achieved through the deployment of 

new techniques for analyzing customer chal-

lenges that combine the use of ethnographic 

research to identify workplace issues with busi-

ness dynamics to identify management issues. 

Hitachi is also further developing its method-

ologies, including a technique for characterizing 

and recommending examples of services that 

have been successful in other industries.

In the future, Hitachi plans to establish inno-

vation design methodologies by further enhanc-

ing these techniques, such as through the use 

of artifi cial intelligence (AI) to support idea 

generation and business model design by people.

Insights Laboratory 

—Global Research Team—

Th e Insights Laboratory was established in April 

2017 to accelerate the delivery of innovative 

new solutions for Lumada, Hitachi’s Internet 
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1  NEXPERIENCE methodology for collaborative creation with customers
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of Th ings (IoT) platform, using advanced ana-

lytics, artifi cial intelligence (AI) capabilities, 

and the NEXPERIENCE collaborative pro-

cess. Th e Insights Laboratory is comprised of a 

global team of researchers and designers from 

Hitachi’s Global Center for Social Innovation 

and researchers who are involved in Hitachi 

AI Technology, voice/video recognition, natu-

ral language processing, and operational tech-

nologies (OT) from the Center for Technology 

Innovation, working in close collaboration 

with the Hitachi Vantara, Hitachi Consulting 

Corporation (HCC), and front business units 

(BUs) to drive a global, unifi ed IoT business and 

go-to-market strategy. Th e Insights Laboratory 

team is focusing on agile co-creation of digital 

solutions with customers and partners in every 

phase of the development cycle. From ideation 

and incubation to system design, architecture, 

and proof-of-concept and -value, the Insights 

Laboratory team is committed to delivering 

positive business and societal outcomes for 

Hitachi customers.

New London Offi ce for Co-creation 

of Digital Solutions in Europe

A new customer co-creation hub of the 

Global Center for Social Innovation-Europe 

was established in London, UK. Th is new 

dedicated research facility will off er Hitachi’s 
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NEXPERIENCE collaborative creation pro-

cess for the development of innovative solutions 

together with business partners. It is the second 

regional NEXPERIENCE/Space outside Japan.

The location of this NEXPERIENCE/

Space in London was chosen for its accessi-

bility for customers and partners both in UK 

and from continental Europe. It will strengthen 

Hitachi’s business structure to achieve further 

growth through the global rollout of its Social 

Innovation Business using digital technologies.

Th is new facility is designed to stimulate and 

drive “radical innovation,” in which design-

ers and researchers will pursue collaboration 

projects with our customers and partners 

by off ering a structured innovation process 

(NEXPERIENCE) and a unique blend of 

advanced research, data analytics and vision/

service design expertise to solve challenges that 

will be faced by matured societies.

USA Europe APAC China

NEXPERIENCE Hitachi Vantara, HCC and front BU

Accumulate customer cases and share solution concepts

Global Center for Social Innovation + Center for Technology Innovation

AI/Analytics Foundation

Lumada

Contribute to
scalable business

Insights Laboratory

Japan

2  Insights Laboratory global activities for contributing to Lumada

APAC: Asia-Pacific region

3  Entrance to new research and development center
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Future Vision for Collaborative 

Creation to Achieve a Super 

Smart Society

Along with the sustainable development goals 

(SDGs) adopted by the United Nations, the 

Japanese government has also proposed “Society 

5.0” as a new concept for society. Presented in 

the 5th Science and Technology Basic Plan 

published by the Cabinet Offi  ce, the idea is to 

use information and communications technol-

ogy not only to enhance economic effi  ciency, but 

also to create a more vibrant society for people 

to live in. However, the advance of digital tech-

nology in recent years has led to greater diversity 

in people’s attitudes and how they relate to soci-

ety, such that it is no longer easy to get a clear 

picture of what form societal systems should 

take. Hitachi intends to contribute to Society 

5.0 in its role as an innovation partner for the 

era of the Internet of Th ings (IoT) by presenting 

specifi c ideas about the social infrastructure sys-

tems of the future and leading the debate about 

what forms these systems should take.

Vision design* works by using the concerns of 

people as a starting point for identifying prob-

lems, coming up with examples of technologies 

and services for resolving these problems, and 

using this to seek out the desired ways in which 

4 people and technology can interact. While 

numerous smart technologies have been devel-

oped in recent years, there remain problems in 

people’s daily lives that are not solved by these 

technologies, as well as other problems that have 

arisen because of them. By presenting problems 

from this personal perspective, the aim in vision 

design is to consider social infrastructure sys-

tems that go beyond merely being smart by also 

having humanity (see Figure 4.1).

One example is the “Ageing with me” vision 

notable for involving a communication robot that 

operates in the home, in which vision design was 

used to identify problems from the consumer’s 

perspective and generate hypotheses for how to 

resolve them. Th is vision assumes a future society 

in which the use of data analysis is widespread 

and individuals are provided with numeri-

cal probabilities regarding their risk of disease. 

While this is not a future that Hitachi is hoping 

for, by presenting a possible future to highlight 

problems that people may be confronted with, it 

serves as a way of clarifying the issues to be con-

sidered when dealing with new social infrastruc-

ture systems. Th e process then considered the 

problem of the unassuageable concerns felt by 

the elderly who are aware of the probability of 

suff ering from dementia and came up with the 

idea of a robot that is able to detect even minor 

signs of dementia. In terms of what interactions 

Vision Design

Grasp Kizashi 
(future signs)

25 future signs
Changes that the aging population, the low birthrate, and environmental 
problems may bring to city residents

Signs for digital society
Changes in how people think and act in a society where digital technology is 
ubiquitous

Payment
Linking routine purchasing behaviors to what is good for society

Cities and homes
Issues for people that arise in a society in which the nature of concerns has changed

Energy
Linking how residents see their cities and how they behave with regard to energy

Manufacturing
Making it simpler to obtain goods that are produced by consumers

Autonomous mobility
Using the automation of driving as a way to resolve problems in daily life and 
disaster response

Concept

Don’t just be smart, 
go beyond smart.

As a way to think about what will 
be needed in the future, collate 
the different perspectives on 
what will prompt changes in 
people’s thinking and actions.

Envision the future
Use as thought-starters for 
thinking about new social 
infrastructure systems, 
expressing ideas about the 
problems that people may 
confront in the future, and how 
to overcome them.

Use stories as a way to 
think about the urgent 
problems people face that 
cannot be resolved 
through advanced smart 
technologies, or new 
problems for people that 
these technologies may 
themselves create.

4.1  Block diagram of vision design and material available on the website
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between people and technology would help to 

deal with the problem, the idea encompasses the 

following three features (see Figure 4.2).

Th e fi rst is that it would encourage elderly 

people living alone to speak more. In this case, 

the robot would not merely wait for instruc-

tions from the user, such as to do the shopping, 

but instead would be equipped with an exten-

sive range of expressions that would encour-

age users to converse with it. Th e second is the 

ability to notice even small changes in behavior. 

After spending long periods of time together, 

the dispassionate evaluation possible by a robot 

would allow it to notice small behavior changes, 

the sort that people would become accustomed 

to and thereby overlook. Th e third feature is 

that its role would gradually change. Th e robot 

would not be brought into the home solely as 

a specialist device aimed at preventing demen-

tia. A robot that starts out providing assistance 

with the shopping or with taking medicines 

could gradually shift its role toward easing the 

progression of dementia. In this way, the tech-

nology could operate alongside the user and 

serve to help resolve problems in ways that only 

technology can.

By envisaging the problems that people will 

face in the future world and how they can be 

resolved, visions that feature technologies that 

would be diffi  cult to implement at present, this 

process provides a way to determine how best 

to provide social infrastructure systems and to 

identify areas for research and development (see 

Figure 4.3).

*  Vision design
http://www.hitachi.com/rd/portal/highlight/vision_design/

Lifestyle support robot encourages 
elderly people to talk
Instead of being a specialist device aimed at preventing 
dementia, the robot would become part of the elderly 
person’s life, assisting them with shopping and other 
activities. Rather than merely waiting for instructions, 
the robot would communicate with the elderly person 
to encourage them to speak more, creating 
opportunities to initiate speech, such as assisting them 
with taking medicine, and being capable of 
conversation with an extensive range of expressions.

Notice small changes over 
long periods
After being with the elderly person for many years, 
the robot would be able to notice small changes 
that a person would become accustomed to and 
thereby overlook. On noticing such changes, the 
robot would offer a response designed not to raise 
concern, such as observing that they have a lot of 
apples and might want to give some to someone.

Gradual shift in role

The communication robot would gradually change 
its role based on the behavioral changes it identifies. 
Rather than using tests or training methods, it would 
change its conversation so as to minimize loss of 
mental functions, such as asking what sort of pie 
they baked last year.

4.2  How technology and interaction are used in the “Ageing with me” vision that deals with concern about dementia

How should technology operate alongside people in a society where use of data analysis has entered into in 
many aspects of life?

Ageing with me

Beyond Safety

Home appliances
to ward off colds

Humanizing
public safety

Morphing into
a walkable city

How can concerns be ameliorated 
for someone who has been 
informed of the probability of 
their suffering from dementia?

The robot can operate alongside 
the person by shifting its role as it 
detects small changes in their 
behavior.

How would it be possible to reduce the 
number of people who are unable take 
time off work when their children are 
unable to go to school, turning minor 
illnesses into major worries?

Change the behavior of a town’s 
people by using the town’s home 
appliances to inform them about 
the spread of viruses.

Resident concerns are also 
rising about surveillance 
cameras. How can they be 
reassured?

Patrolling robots that build 
relationships with people provide a 
visible sense of security.

In an era where almost anything 
is available without having to go 
out, what do people want from 
their town?

Urban developments that are 
people-led bring new changes and 
traffic to the town.

4.3  Vision for how technology can operate alongside people in a society where unassuageable concerns are becoming more 
commonplace
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Collaborative Creation with 

Customers for Port Security in 

Europe

Customs and border control is under unprec-

edented pressure to keep society safe due to 

increases in passenger numbers, goods vol-

umes, terrorist threats, and contraband. Hitachi 

Consulting, Hitachi Europe Ltd., and a security 

client are collaborating to digitally transform 

the security operations industry. Th is is a social 

innovation that will benefi t everyone.

Bringing together a multitude of user experts 

has enabled project members to gain a deep 

understanding of the problem. Ethnographic 

user research and multiple workshops clarifi ed 

the challenges for traditional security service 

operators. Unprecedented collaboration was 

made possible by co-creating a revolution-

ary digital solution that can ingest and inte-

grate data from various independent sources, 

5 deployed on a device-agnostic basis. Detection 

device outputs can be aggregated and operated 

remotely, underpinned by machine learning to 

continuously improve and risk profi ling capa-

bility which simultaneously drives increasing 

operational effi  ciency.

Th e developed solution will off er new busi-

ness opportunities as it can be applied to other 

security businesses. Our client is undergoing 

a digital transformation and we are proud to 

support the approach to bring a revolutionary 

business model to market that will have a posi-

tive social innovation impact.

Hospital Management Solution

Improving the effi  ciency and reliability of hospi-

tal management is becoming an issue in China, 

where steps are being taken to utilize private 

investment to improve the quality and quantity 

6
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data-analytics

Co-created 
digital 

solution
Decision Center
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Analyser+
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Video feeds, IoT

5  Example port security solution

CCTV: closed-circuit television
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of its healthcare as the government seeks to 

achieve its Healthy China 2030 plan.

Th rough the collaborative creation of solu-

tions that integrate its information systems and 

knowledge of hospital operations, Hitachi is 

helping to raise hospital revenues by increas-

ing patient satisfaction and making hospital 

operations more effi  cient. For the establish-

ment of a positron emission tomography - com-

puted tomography (PET-CT) scanning center, 

Hitachi used an analysis of patient needs based 

on operational know-how to work with the 

hospital through collaborative creation, and 

produced a spatial design that increases satis-

faction for patients and their families. Hitachi 

is also developing software tools for using the 

data held in various hospital systems to calculate 

operational key performance indicators (KPIs), 

such as time-required, and to present these in a 

time-series format or based on work fl ow. Using 

these tools to identify bottleneck tasks and areas 

where improvements are needed, Hitachi is act-

ing as a partner of hospitals supporting their 

sustainable management by improving opera-

tional effi  ciency and supporting the formulation 

of potential improvements.

Regional medical 
institution

Regional medical 
institution

Hospital

Reception and 
reservation system

Radiology information 
system

Electronic records 
system

Formulate improvement measures

Implement improvement 
measures

Identify where improvement is needed

Image storage 
system

Calculation of KPIs for hospital operations
(Examples: patient ages, time-required)

Visualization of hospital operations
(Presentation of KPIs in a time-series 

or based on work flow)

Reception

30 minutes 30 minutes 30 minutes 20 minutes 90 minutes

30 minutes 30 minutes 30 minutes 90 minutes10
minutes

Examination Preparation Screening Results

(Examples: Use waiting times to advise elderly 
patients. Reassuring spatial design that allows 
family to be present)

(Example: Examinations of elderly patients take 
longer)

6  Overview of the operational support solution for Chinese hospitals


