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Social Emotion Action Expression Method of Robots
Based on Customer Journey Map

XIE Qi-si, LU Ding-bang’
(Guangdong University of Technology, Guangzhou 510000, China)

ABSTRACT: The work aims to study the method for robots showing complex social emotions through actions from the
analytical perspective based on the customer journey map. At first, the definition and content of social emotion was ana-
lyzed. The social emotion was divided into emotions facing oneself and others. Then, the implementation method of the
customer journey map was sorted out to extract the elements of events, users, contacts, phases and steps to analogically
map robot emotion expression, obtain the research elements of roles, scenes, stimuli, emotion expression processes and
emotion expression steps. Finally, the method for robot social emotion action expression was generated based on the
above content, and the recognition was verified by the pet robot emotion expression experiment. The robot social emotion
action expression method proposed in the research has advantages of modular expression, systematic design and flow
analysis. Firstly, social emotions can be divided into basic emotion modules to simplify complex emotion expression
problems of robots. Secondly, it presents the process of emotional change through systematic design to show the robot's
interaction intention. Thirdly, the process of emotional change is converted into specific combined actions by flow analy-
sis, which provides guidance for the design of robot emotion expression actions.

KEY WORDS: human-computer interaction; robot emotion expression; customer journey map; social emotion
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Fig.1 Connotations of social emotion
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Tab.1 Analysis of social emotion compositions
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Tab.3 Mapping relationship between customer journey map elements and emotion expression elements

P HeRR % FIF

P CHT A e )

fith sii BB

Z

TRERIKER  HLER AR5 HLEs AR 6 (2B RN A ) 51T RIL R IR s

¢

@, AR ORI LG AR, KT
MAA

S 5% RO 4R 5 | R RS L S . WL
Py 45 il s A 2 i 2 02 AR ™ 2B, B AR IR I
R E T LA N E)7 A AT IO, D E
TSI

Br BORRE A S T R R AR R AR R 2y o X
PLEs AR GRA T =, 2 2R AL &8 A1 12 ah &
AL R . TR IRAL SR B AR, R
W REN A B ORI . RIE A B RIA
CHE AR TR SANB B, Ho, RO
JEPLa AR B R IR 5 R, T ZE A
RIRALE, TR ARk R A
B L% TE JE BUAL & A O J0™ A B 1
B, AT IR HLES B IR EON T TR
K AN BT R A S SR LA A
b N Z 18] 56 ZR B 7 1, WEAZ LA AR Al N Y 52
HAT AR o HERIE M AR 2 A
PERYN RS EER, DR S B R, 7R R A
M5 B BN RIS RS . fildn, "4 2
AMARBNRE, IEXS A SRR AR, xR
SRR SE A AT LA i 52 F AT Sy 1) [R] R B R

A BRIERE B B By N A A AL O B . FE AL
e BRI D, R 5 R Ik i e L R A7
h o3 ik BAR B R R B
3.3 ETHAPKREENNFAHSERIERETE

BT X RGBS E R b, ol L — 2 0hie
HEFHRBCR, BARME 2 iR,

TERLER AL S ISR RIE N A, B —
Iyl A A A, I AL g N9 ) £

Blaw AFTAL B 15 SR R m kL 2 R Al X — 2
T FL 2R P As N AL B i vp 2l g Loy
AT R Eh T A BRI SR A A DL A b B
TR R R AE, R P N AE ISR
B A B8 73 B AR B AR B A TR 20 T R R T

AR LS ARG . B EEAA
IER B PR NIE BB IER RN . EFIERIE
FREH, Hlas N BT 2RO B b B 208
ST HLAR AT A (1 S5 Bl A A AR Y ik i
I ALAS A B0 B R 2 B S v I o v, Bl
Nt BN RSO RO, B IR A BRI ik
BT A AR, X PR I — T A
AR 2 17 SR N AR 20 T o T T SON 2 3R A 20
R, HLER NGRS H SRR AAT R B SR
ARAE I, LA N K T b
AT RIS BAT MR Bln, FET IR
WRER Al DL — 25 23 il BAR B AL AT I
RikahtE. Horb, B — By BARShE AT DL B — )
P, war U i 24 shE 4L G w28 AR S {5
A LI i SR AR S IR A R O AT, e fe A L B 45
SR A U J L

AR DA b 5 TP i e P RpL A AAt 2 1 IR
ISR AT, Al RLAT 5T PP i AR B i L A
Mo B IR B T7 kA BRI AT 3 TR o

FIRIHT LA

1) HEblas N,

2) HRINES, ARG S el DRI

3) SrfAL SRR A, A5 AV S D 17 R
FIRVIRE . BRI RN A AT LU 1 P 3ia

4) FETMREM, SlERREE, ETH
e N ORI IR B AR S BIE 2, 1R B TS Y

NBAEEE E
B AR | . l
NBATIGIEE  —— 0 HREHAS
ﬂ lﬁm
mERsE | BRSSO = TN
- CENTRBERD T CMAEBIRL (RTTRHRE)
B ASHERE
4 4 )
ik Sk By Sy
R Al A2-- B1. B2~ C1. C2-

Kl 2 BLas AR R A

Fig.2 Contents of social emotion action expression of robots
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4 =B

A L7 ) Wk AL 2 A BRE 5 N — TR T
R REL BT RIS, WK 5. BRI
J/(1

1) Ml N a—7Y) .

2) WA 5 BYPLE KE S EA—RHT].
Pl FEREAN, HREN T, Wik, &2t

3) IMRAL RN, 4 S R LA AR 1
R TIEON . BUR=tAR (A B SR HUfr
Xl N BRI ), BRI RO R TIR,

5 ENGRIKRISETAT 25 1T o 255 X0 0 i £
Mo AT, FRFREN N EAN—FRBPIR—Y]

GHANE

4) FEFHXEEM, PMNGREBIE, TH I
(IIE B A, DRI 2 3 T e X 5 A S /N o TR
R, WA AL A AR IR PR AR 1] ) L

FANHITEN
TR

2fff: BYWISAEESEA—[EN

~

IR AR « BERE —— R BEER — ®E “EOMASBR
RMEA RIKIRIR L]
Q%@%%ﬁfsbﬂf : FREEA PRER SRS EFU‘%E/\I‘E@%@@

K5 Jetblas NRIKB AL IS
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