AL A 2 e
IPSJ SIG Technical Report

Vo0l1.2020-CG-177 No.1
2020/3/17

TLFE—FILRABEREF YS9 —ERAVEERTIRC AT LA

WEPACHTT BREET EREET? RBHEIRT? RERE—T

BE . - 2RIBVTE, BEOLHEmMAZERLLZ B ThL) ThHEENBENLEDH FICBWCEE
LENTWS., BEBIZEICOIT ICL > TH 2T THRATHL ZERLVLR, KMICKVEEERI VR, 7
L— MG O & 5 2238 ET D HE QR RI COIRR 2 AT 2 Z L BFEL W W o oA BEET 5. ABFET
%, 7 L—ASRHIB W CHRERMEESE L, TNo 2R KT L2 L0367 VRIS AT A2 RETH. AV
AT D% AN K L OFIFREIT, JIFRE O 7 L — AlExt A X 08 b ]~z

F—T7—F : EHEE, W 2T L, HE

Customer Service Training System Using Multimodal Interactive
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Abstract: In the service industry, reception, which considers the psychological aspects of customers, is regarded as important in
improving customer satisfaction. The service is often learned mainly through on the job training. However, there are problems
such as the risk of losing customers due to failure and difficulty training customer service skills in rare situations such as
complaints scene. In this study, we propose a VR training system that can learn the necessary knowledge in complaint handling
and practice it. This system acquires the trainee’s actions and contents of the speech, evaluation them, and encourages
appropriate improvements. We conducted repetitive training using this system and examined the change of trainees’ skills in
complaint handling.
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