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JAL's DX initiatives at the Innovation Lab
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JAL Innovation Department was established in 2017 with the aim of maximizing EX and CX by utilizing digital
technology. Our department has two missions: digital transformation and business creation. To achieve these mis-
sions, we have three mechanisms: "innovation base", "utilization of internal and external human resources", and
"utilization of external partnerships". Today, I would like to focus on the innovation base, JAL Innovation Lab, and

explain how we generate and implement the ideas.

JAL Innovation Lab was launched in 2018. The lab has two major values: people from inside and outside the com-
pany gather and people can try things out. At the lab, we are working with the goal of making a plan and trying it out
in three months. From the lab until now we have come up with various ideas. Some of them were proof of concept
and some were in full-scale implementation. In this talk, I would like to explain how the latest technology is applied
to on-site improvements based on the lab, with introducing avatar robot utilization at the airport as an example,
which I am in charge of.

I have always felt that robots have great potential, and I wanted to use robot technology to reduce the burden on field
staff. So, first of all, we interviewed staff at various sites about what kind of robot they wanted. One of the most
popular voices was the airport guidance robot. I immediately planned a guidance robot using Al and conducted a
technical survey, but the technical barrier was that Al could not yet provide answers that could maintain JAL's cus-
tomer service quality. However, in the process, I came across a technology called Avatar. Avatars can remotely con-
trol devices and communicate with them. With this technology, employees who come to the site and cannot work for
various reasons such as childbirth, childcare, nursing care, and disabilities can continue to work from home by oper-
ating avatars, leading to work style reforms. In this way, a project to utilize avatar robots at the airport was launched.

I immediately rented an off-the-shelf robot and conducted an on-site verification of its use as an airport lobby conci-
erge. When I actually used it for business, I found out that there are various improvements to use in airport business.
Since then, based on the 3-month cycle, we have repeated verifications at various airports and airport guidance oper-
ations, developed an avatar robot dedicated to airport operations that reflects the opinions of airport staff, and identi-
fied operations that can be used. After repeated improvements, we managed to create something that can be used
safely on site. We named this robot "JET".

During this process, through work verification, I realized that there seems to be some work that can be done without
moving. That's why I made "Tsubasa". “Tsubasa” is a remote customer service solution that enables one-to-many
communication. Through the verification of JET and Tsubasa, I have come to see how to use each eftectively.
Through the use of these avatars, we are currently conducting a trial operation in order to simultaneously achieve
operational efficiency and work style reform. In addition, we are trying to expand the use of avatars inside and out-
side the company by utilizing the knowledge of avatar utilization that we have cultivated so far.

Based on the lab, we exchange opinions with people inside and outside the company, give shape to ideas, and try
them out.
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