
1





Contents

Appendix A 
Research questions & Approaches

Appendix B 
Transport from Schiphol

Appendix C 
Service Safari

Appendix D 
Interview Questions

Appendix E 
Data Mapping

Appendix F 
Ways to complete tasks

Appendix G 
Point of View&How Might We

Appendix H 
Ideas Mapping

4

6

8

21

22

28

30

32

Appendix I 
Second-round Ideas Evaluation

Appendix J 
Screens Flowchart

Appendix K 
Wireframes

Appendix L 
Design Inception Sheet & Mood Board

Appendix M 
The explanation of choosing tickets

Appendix N 
From Design Goals to Research Questions

Appendix O 
Test Plan&Test Protocol

Appendix P 
Project Brief

33

35

36

40

41

42

43

51



4

Appendix A Research questions&Approaches

Research questions
1 Understand the existing ecosystem and scope;
- What is the current transport system set-up in the Netherlands?
- What are the all possibilities for passengers transport from/to 
Schiphol?
- What are the all possibilities for passengers getting information, 
finding ways, making decisions on transport and purchasing tickets? 
What the reason behind their choice?

2 Have an overview of current passenger experience
- Who are the user?
- What are the different passengers' journey: (a series of)decisions and 
behaviours; need, goal and motivation behind their decisions and 
- How do they interact with current service?
- What are the all touch points (tangible or intangible) from the stage of 
pre-service, actual service to post-service
- When/where are these touch points existing?
- How do those touch points support the passengers?
- How do passengers interact with those touch points?
- Where are the problems lied on: why there's a problem for them; how 
they solve the problem themselves;

3 Understand the needs of both customers and stakeholders
- For the stakeholders: What effort  did they put in the system(how do 
they currently communicate the information or service to passengers)? 
- For the customers: the same with 2
- What kinds of information are crucial for passengers?

- What types of products do the partners want to connect to the future 
service system?
4 Define the opportunities for next stage
- What are the possible solutions for found problems?
- What are the possible forms of design could be used to create the 
future experience?
- What are the guidelines on design based on the context, users and 
stakeholders?

Approach
Multiple research or analysis approaches are used to answer the 
Research Questions. In Figure A-1, the table shows what type of 
research approaches are used to get the answer for which Research 
Questions(1,2,3). The analysis approach ‘Analysis on the wall’ is used 
for answer Research Question(4).
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Figure A-1. Approached used in the Reserach&Analysis phase to answer the research questions
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Appendix B Transport from Schiphol

Transport modalities

Train
The train station in Schiphol is located directly below the plaza. 
Passenger could take the train operated by NS to anywhere across the 
country. It’s also possible to take a train abroad operated by Thalys, ICE 
International, CityNightLine and Eurostar.

To take a NS train, single ticket(paper or digital), OV-chipkaart (Public 
transport chip card), tourist ticket like Amsterdam Travel Ticket could be 
used. To take a train abroad, tickets purchased in the NS service desk 
or official websites could be used.

Bus
The Schiphol bus stops are located right outside the plaza. There 
are buses to Amsterdam, other cities in the Netherlands and other 
countries. 

The Amsterdam Airport Express (bus 397)   operated by Connexxion 
is a fast and direct way to Amsterdam, which is a good choice for first-
time passenger. Other city or regional bus lines operated by GVB, 
Connexxion, Arriva could take passenger to a number of destinations 
across the country. Foreign transport operators like FlixBus, Omio 
provide routes to other countries in Europe. 

It’s possible to take a shuttle bus directly to the hotel. There are also 
special shuttle buses of some hotels providing transport service to their 
guests. Besides, the Schiphol Hotel Shuttle operated by Connexxion 
can drop the passenger at almost every hotel in Amsterdam. 

Passenger could take the city or regional bus with an OV-chipkaart or 
some kinds of tourists ticket. Besides, single ticket could be purchased 
at the driver or in the Public Transport Service&Ticket car. 

Taxi
Schiphol’s official taxi stand is outside the Schiphol Plaza. Passenger 
could take a standard taxi there. With reservation in advance, the 
larger taxis Schiphol Travel Taxis are also available for small group 
passengers. 

For a luxury travel, passenger could travel in a Schiphol Business Taxi, 
reservation needed. 

Those standard taxis are operated by local taxi company. The Schiphol 
Travel Taxi and Schiphol Business Taxi are operated bu Connexxion.

Rental car
There are multiple rental car companies providing care rental services 
in Schiphol. Passenger could book the vehicle online or at one of the 
car rental desks.

Shared car
There are also shared electric cars named car2go could be collected 
from Schiphol Airport. They are small white and blue cars for two 
person and some luggage. Passenger could use the car2go App to 
find a car in Schiphol.
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The passenger could also request a UBER trip at Schiphol. With the 
App, passenger could easily request a ride, follow the direction to meet 
the drive and pay with Credit card.

Private cars
For passengers who have a native friend drive a car and will pick them 
up, they just need to meet their friends at Arrival gates or Meeting 
points, or go to the parking areas upstairs.

Tram&Metro (not started from Schiphol)
Tram and Metro are not available in Schiphol Airport, but they are 
possible options for later transfer to their destination after their first trip 
from Schiphol.
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Appendix C Service Safari
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Appendix D Interview Questions

The original version is in Chinses, with some skills on asking. This 
translated version only shows the content and focus of each questions.

-- Are you here for leisure or business?

-- What your first destination?

-- How do you plan to get from the Schiphol Airport to your 
destination? Why do you plan like that?

-- Did you plan for it before leaving?

-- How did you get the ticket? What kinds of ways of payment did you 
prepare?

-- Did you do any preparation for the transportation?

-- How did you get information? If possible, could you recall the 
process of that?

-- Did you encounter any problems during this process? (For instance, 
too many routes or tickets?)

-- Do you know any tourist tickets in the Netherlands?

-- Did you download any mobile application?

-- How do you think of the way-finding system in Schiphol? Did you 
encounter any problems and how did you solve them?

-- Do you have any tourble communicating here?

-- How do you like the negeral experience of transporting from 
Schihpol?

-- If you could improve one aspect of Schiphol Airport, which one 
would you choose?

-- What's your travel frequency?

-- How many times for traveling abroad within those travels?

-- With who?

-- When to plan a trip? Will you get the tips or travel guidance?

-- If it's okay for you, could you tell me your age and profession?
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Appendix E Data Mapping

Information mapped in stages and sources (based on DIKW model)
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Appendix F Ways to complete tasks

Stage Tasks Chennels/Touchpoints

What(text in gray 
means no people 
mentions but it's a 
possibility)

How Why Possible pitfalls Design guidelines

At 
Home

Getting 
transport /ti
cket  
Information

Searching engines Google, Baidu ��
"How to get from A to B" Get the accurate answer quickly

- Get unofficial, even wrong or outdated info
Give people succinct and accurate info
The information should be reliable and frequent-updated"OV card" "Holland Pass" Get an overview of the ticket quickly

Recommendations from 
people you know

Chatting offline, 
WeChat(group) ��

Ask people who live/been there
(friends, families, Airbnb landlord) 
"Which transport should I use""Should 
I buy xxx ticket?"

They are reliable and it's time-saving.
- No overview of all options, different people have 
different needs, might leave the best choice out;

Provide information like there's a friend of yours 
answering your question, patient, reliable and knowing 
even beyond you want
Understand the user's need/preference and recommend 
the best for him/her in an efficient way
But also give the user opportunities to understand the 
whole transport ecosystem

Citizen Journalism on 
travel

Official account on 
Wechat about info of 
the Netherlands  ��

Read the travel guide from their push 
or other's sharing on social network; 
Get the information on the certain 
aspect: transport in the Netherlands

Cover almost all aspects and every details 
of transport in the Netherlands

- The target user is people staying in the 
Netherlands, few short-term travellers know this 
channel
- Too many information, people have no patience 
or cannot remember everything

Create similar platform for short-term travellers
How to make people in need get access to those travel 
guides?

Hotel booking platform Booking �� Read the comments
The real experience are more reliable. 
The destination are accurately same
(compared to Google Maps).

- Lack in details

Give information more 'lively' or based on other's real 
situation
Make every important details included
More accurate route

Global map App Google Maps � Input the destination Reliable and convenient.
- People in mainland China cannot use Google 
Maps

Domestic transport App NS App, 9292 �� Input the starting place and 
destination Reliable and quickly-updated

- Few foreign passengers know them before 
leaving;
- Languege barrier;

Provide the sense of security and the sense of certainty
(like the information from official platform)
The promotion of a great tool is also important
Develop tools in user's own language(but could match 
with the info in the field)

Official websites NS, EUrail �� Browse the website and check the 
route it provides

Reliable
Complete information

- Language barrier;
- High cost on understanding the website How to make the 'official website' more user-friendly?

Previous experience Personal experience 
on travel ��

People will know what types of 
transport there must be, and choose 
the one they like;
People will know there are always 
some travel pass tickets they could 
choose from.

No preparation need. Satisfy their main 
needs (saving money-public 
transport/saving time and effort-taxi)

- Might miss better choice also satisfy their needs;
- Get too many information and cannot sort out 
them.

For some people, make the choosing process as quick as 
possible, make use of their previous data(preference, 
things matter most)
Know what people care most and give recommendations

Comprehensive social 
platform Weibo, �E�, �hihu �� Search the keywords, scan related 

post and choose

People share everything on those 
websites;
People have their preferred social 
platform, searching info on those sites is 
there habits;
Real experience is reliable.

- No overview of all options, different people have 
different needs, might leave the best choice out;
- The information might be incomplete or 
outdated.

Help people to get accustomed to a new platform for 
getting information
Personalised recommendations
Might also give some people the sense of 'freely 
swimming in the information world and find the one I 
need'

Travel platform Mafengwo, Qyer ��

Search the destination, read other's 
travel notes (experience, tips and 
guidelines); 

Those guides, notes or tips covers all 
aspects of a travel, people could quickly 
have an overview of the destination.

- Unefficient way on searching certain information.
- No overview of all options, different people have 
different needs, might leave the best choice out;
- Other choice might not suit you best.

While people want to know everything in the same time, 
what's the advantage of a transport information platform? 
Is it necessary to provide all kinds of information?
Create the feeling that they are the expert of the 
destination

In the BBS, ask people question or 
search keyword for information Get the accurate answer quickly

- Get too many information and cannot sort out 
them.

Avoid information overload
Every tiny question should be albe to be answered

Travel planning tools Google Trips, Qyer 
travel Assistant � ?

Add the sites you plan to go, then get 
the recommended routes

Time-saving;
No need to search information and make 
choice;

- Not flexible;
- Need to learn how to use the tool

Give enough freedom or flexibility to users
How to make the user of the product 'designed for a fool' 
not think themselves as fool

Buying/book
ing products 

Comprehensive online 
shopping website Taobao Search the keywords and read the 

product intro page

People get accustomed to buy everything 
on Taobao;
People believe there is a complete range 
of products on Taobao;
Payment is easy(Alipay).

- Information asymmetry;
- Unofficial channel might causes mistakes;

Make use of user's previous pattern of getting info/buying 
things online

Travel platform selling 
travel products Mafengwo, Qyer, Ctrip 

Search the keyword;
Or get recommendations on certain 
pages.

People trust those platform as 
professional travel platform;
Payment is easy(Alipay).

- Some platforms are immature on E-commerce;
- Information asymmetry;

Build the image of professional
Relate the products/info in a logic way and give 
recommendations in the right time

Help from people you 
know

Ask friend to help to 
buy tickets online

Provide the info of his/her travel and 
friends would buy the ticket(online) 
and send the ticket to him/her

Compared to first-time passenger, friends 
there are more familiar with the transport 
system;
More effort-saving, no need to 
understand every step;

- Might create unnecessary bothers (for example, 
buying a train ticket in the plaza is not hard, while 
ask other to buy one and send the ticket to the 
email in advance is time-consuming)

How to create the feeling there's a super reliable person 
do everything for you

Official website NS, EUrail, discover 
holland, I Amsterdam

First know there's a official website, 
and learn how to use the website, then 
buy the ticket they need

People trust official website most

- Language barrier;
- To official;
- Hard to get access (lots of people tend to book 
products through the third party);
- Payment problems.

Provide the information in the 'user language'

Choose and 
prepare the 
way of 
payment

Options mentioned avove in At Home-
Transport/ticket information:
Searching Engines
Recommendations from people you know
Travel platform
Comprehensive social platform

Previous experience Personal experience 
on payment abroad

People prepare credt cards and cash 
as they did before

People know credit card and cash are 
frequently used payment means when 
travelling abroad

- People don't know which denominations is most 
useful

Banks Bank of the cards Check with the bank if this card could 
be used in the Netherlands Reliable - Effort consuming

How to lower down the cost of getting realiable 
information?

After 
arrival

Transport/tic
ket 
information

Options mentioned avove in At Home-
Transport/ticket information:
Searching Engines
Map Apps
Demestic transport App
Other means also work after arrival but no 
participants mentioned

Companies service desk
Keukenhof park desk, 
Car rental companies 
desks

Ask the employees there, get the 
introduction and make decision Convenient, efficient communication

- People have no idea if the company is reliable;
- Some people do not like to talk with strangers
(especially in foreign languege);
- The waiting line might be long

Make the desk looks more official and reliable
Present some information before talking

Information desk Information point, 
Information desk

(Wait for a while and) ask personnel 
questions and get the answer and 
other recommendations

Getting the information they want quickly

- Some people do not like to talk with strangers
(especially in foreign languege);
- The waiting line might be long
- People might have problems to ask detailed 
question or describe complicated situation

How to make the communication even more efficient?
Develop an AI employee
Provide supportive Q&A part

Information pole Touchscreen showing 
the Schiphol website

Browse the website and find the useful 
information Reliable

- The useful information are not obvious (hide 
deeply);
- People don't know what that for

The information should be obvious, accurate and show at 
the right place, right moment
The tool/product should explain itself

Walking employees Security, other 
employees in uniforms Ask them questions Getting the information they want quickly

- Employees who are not working as information 
provider might not all details of transport 
- Might disturb their normal work

The support should be easy to get access to
Create the 'grab and go on' information(grab and fly store 
when departure)

Strangers around People also buying the 
tickets

Ask them about the problems 
encountered

Efficient way to solve problems;
Native people are more familiar with the 
system.

- Might get inaccurate answers;
- Some people do not like to talk with strangers
(especially in foreign languege);

How to make use of the knowledge of commuty?

Buying 
ticket

Options mentioned avove in At Home - 
Buying/booking products

Domestic transtport App NS App Input the start point and destination, 
pay with your credit card

E-ticket is cheaper than the chipkaart;
Easy payment;
Fluent process.

- Few international passengers know it's a cheaper 
option;

Ticket machine

NS train ticket 
machine; Public 
transport tickets 
machine

Interact with the machine, follow the 
step it indicates, pay with coins or 
cards

Convenient and time-saving;
The sense of control.

- No enough explanation on all products/options;
- Limited means of payment

Create the sense of control
Make every step/term understandable
When people need explanation, it's there

Service desk
NS service desk, Public 
transport 
Service&Tickets bus

(Wait for a while and) talk with 
employees, choose and pay for the 
tickets with cash or cards

Safe way(99% successful way) of buying 
tickets (proactive interaction, all possible 
payment means);
Getting recommendations before buying 
a ticket.

- Some people do not like to talk with strangers
(especially in foreign languege);
- The waiting line might be long

How to help people understand English more easily?
How to create a 100% successful ticket purchasing 
process?

Travel Ticket service 
desk

Ako bookstore(XX 
Travel Ticket); I 
Amsterdam City card 
service desk; Holland 
Pass pick up spot,

(Wait for a while and) Ask the 
employees there, get the introduction 
and buy the ticket; or show the 
booking info, pick the ticket up, pay 
with cash or cards

Almost the only way to get those tickets 
at Schiphol

- No overview of all tickets;
- Impulsively buying "Informationn democracy"
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Stage Tasks Chennels/Touchpoints

What(text in gray 
means no people 
mentions but it's a 
possibility)

How Why Possible pitfalls Design guidelines

At 
Home

Getting 
transport /ti
cket  
Information

Searching engines Google, Baidu ��
"How to get from A to B" Get the accurate answer quickly

- Get unofficial, even wrong or outdated info
Give people succinct and accurate info
The information should be reliable and frequent-updated"OV card" "Holland Pass" Get an overview of the ticket quickly

Recommendations from 
people you know

Chatting offline, 
WeChat(group) ��

Ask people who live/been there
(friends, families, Airbnb landlord) 
"Which transport should I use""Should 
I buy xxx ticket?"

They are reliable and it's time-saving.
- No overview of all options, different people have 
different needs, might leave the best choice out;

Provide information like there's a friend of yours 
answering your question, patient, reliable and knowing 
even beyond you want
Understand the user's need/preference and recommend 
the best for him/her in an efficient way
But also give the user opportunities to understand the 
whole transport ecosystem

Citizen Journalism on 
travel

Official account on 
Wechat about info of 
the Netherlands  ��

Read the travel guide from their push 
or other's sharing on social network; 
Get the information on the certain 
aspect: transport in the Netherlands

Cover almost all aspects and every details 
of transport in the Netherlands

- The target user is people staying in the 
Netherlands, few short-term travellers know this 
channel
- Too many information, people have no patience 
or cannot remember everything

Create similar platform for short-term travellers
How to make people in need get access to those travel 
guides?

Hotel booking platform Booking �� Read the comments
The real experience are more reliable. 
The destination are accurately same
(compared to Google Maps).

- Lack in details

Give information more 'lively' or based on other's real 
situation
Make every important details included
More accurate route

Global map App Google Maps � Input the destination Reliable and convenient.
- People in mainland China cannot use Google 
Maps

Domestic transport App NS App, 9292 �� Input the starting place and 
destination Reliable and quickly-updated

- Few foreign passengers know them before 
leaving;
- Languege barrier;

Provide the sense of security and the sense of certainty
(like the information from official platform)
The promotion of a great tool is also important
Develop tools in user's own language(but could match 
with the info in the field)

Official websites NS, EUrail �� Browse the website and check the 
route it provides

Reliable
Complete information

- Language barrier;
- High cost on understanding the website How to make the 'official website' more user-friendly?

Previous experience Personal experience 
on travel ��

People will know what types of 
transport there must be, and choose 
the one they like;
People will know there are always 
some travel pass tickets they could 
choose from.

No preparation need. Satisfy their main 
needs (saving money-public 
transport/saving time and effort-taxi)

- Might miss better choice also satisfy their needs;
- Get too many information and cannot sort out 
them.

For some people, make the choosing process as quick as 
possible, make use of their previous data(preference, 
things matter most)
Know what people care most and give recommendations

Comprehensive social 
platform Weibo, �E�, �hihu �� Search the keywords, scan related 

post and choose

People share everything on those 
websites;
People have their preferred social 
platform, searching info on those sites is 
there habits;
Real experience is reliable.

- No overview of all options, different people have 
different needs, might leave the best choice out;
- The information might be incomplete or 
outdated.

Help people to get accustomed to a new platform for 
getting information
Personalised recommendations
Might also give some people the sense of 'freely 
swimming in the information world and find the one I 
need'

Travel platform Mafengwo, Qyer ��

Search the destination, read other's 
travel notes (experience, tips and 
guidelines); 

Those guides, notes or tips covers all 
aspects of a travel, people could quickly 
have an overview of the destination.

- Unefficient way on searching certain information.
- No overview of all options, different people have 
different needs, might leave the best choice out;
- Other choice might not suit you best.

While people want to know everything in the same time, 
what's the advantage of a transport information platform? 
Is it necessary to provide all kinds of information?
Create the feeling that they are the expert of the 
destination

In the BBS, ask people question or 
search keyword for information Get the accurate answer quickly

- Get too many information and cannot sort out 
them.

Avoid information overload
Every tiny question should be albe to be answered

Travel planning tools Google Trips, Qyer 
travel Assistant � ?

Add the sites you plan to go, then get 
the recommended routes

Time-saving;
No need to search information and make 
choice;

- Not flexible;
- Need to learn how to use the tool

Give enough freedom or flexibility to users
How to make the user of the product 'designed for a fool' 
not think themselves as fool

Buying/book
ing products 

Comprehensive online 
shopping website Taobao Search the keywords and read the 

product intro page

People get accustomed to buy everything 
on Taobao;
People believe there is a complete range 
of products on Taobao;
Payment is easy(Alipay).

- Information asymmetry;
- Unofficial channel might causes mistakes;

Make use of user's previous pattern of getting info/buying 
things online

Travel platform selling 
travel products Mafengwo, Qyer, Ctrip 

Search the keyword;
Or get recommendations on certain 
pages.

People trust those platform as 
professional travel platform;
Payment is easy(Alipay).

- Some platforms are immature on E-commerce;
- Information asymmetry;

Build the image of professional
Relate the products/info in a logic way and give 
recommendations in the right time

Help from people you 
know

Ask friend to help to 
buy tickets online

Provide the info of his/her travel and 
friends would buy the ticket(online) 
and send the ticket to him/her

Compared to first-time passenger, friends 
there are more familiar with the transport 
system;
More effort-saving, no need to 
understand every step;

- Might create unnecessary bothers (for example, 
buying a train ticket in the plaza is not hard, while 
ask other to buy one and send the ticket to the 
email in advance is time-consuming)

How to create the feeling there's a super reliable person 
do everything for you

Official website NS, EUrail, discover 
holland, I Amsterdam

First know there's a official website, 
and learn how to use the website, then 
buy the ticket they need

People trust official website most

- Language barrier;
- To official;
- Hard to get access (lots of people tend to book 
products through the third party);
- Payment problems.

Provide the information in the 'user language'

Choose and 
prepare the 
way of 
payment

Options mentioned avove in At Home-
Transport/ticket information:
Searching Engines
Recommendations from people you know
Travel platform
Comprehensive social platform

Previous experience Personal experience 
on payment abroad

People prepare credt cards and cash 
as they did before

People know credit card and cash are 
frequently used payment means when 
travelling abroad

- People don't know which denominations is most 
useful

Banks Bank of the cards Check with the bank if this card could 
be used in the Netherlands Reliable - Effort consuming

How to lower down the cost of getting realiable 
information?

After 
arrival

Transport/tic
ket 
information

Options mentioned avove in At Home-
Transport/ticket information:
Searching Engines
Map Apps
Demestic transport App
Other means also work after arrival but no 
participants mentioned

Companies service desk
Keukenhof park desk, 
Car rental companies 
desks

Ask the employees there, get the 
introduction and make decision Convenient, efficient communication

- People have no idea if the company is reliable;
- Some people do not like to talk with strangers
(especially in foreign languege);
- The waiting line might be long

Make the desk looks more official and reliable
Present some information before talking

Information desk Information point, 
Information desk

(Wait for a while and) ask personnel 
questions and get the answer and 
other recommendations

Getting the information they want quickly

- Some people do not like to talk with strangers
(especially in foreign languege);
- The waiting line might be long
- People might have problems to ask detailed 
question or describe complicated situation

How to make the communication even more efficient?
Develop an AI employee
Provide supportive Q&A part

Information pole Touchscreen showing 
the Schiphol website

Browse the website and find the useful 
information Reliable

- The useful information are not obvious (hide 
deeply);
- People don't know what that for

The information should be obvious, accurate and show at 
the right place, right moment
The tool/product should explain itself

Walking employees Security, other 
employees in uniforms Ask them questions Getting the information they want quickly

- Employees who are not working as information 
provider might not all details of transport 
- Might disturb their normal work

The support should be easy to get access to
Create the 'grab and go on' information(grab and fly store 
when departure)

Strangers around People also buying the 
tickets

Ask them about the problems 
encountered

Efficient way to solve problems;
Native people are more familiar with the 
system.

- Might get inaccurate answers;
- Some people do not like to talk with strangers
(especially in foreign languege);

How to make use of the knowledge of commuty?

Buying 
ticket

Options mentioned avove in At Home - 
Buying/booking products

Domestic transtport App NS App Input the start point and destination, 
pay with your credit card

E-ticket is cheaper than the chipkaart;
Easy payment;
Fluent process.

- Few international passengers know it's a cheaper 
option;

Ticket machine

NS train ticket 
machine; Public 
transport tickets 
machine

Interact with the machine, follow the 
step it indicates, pay with coins or 
cards

Convenient and time-saving;
The sense of control.

- No enough explanation on all products/options;
- Limited means of payment

Create the sense of control
Make every step/term understandable
When people need explanation, it's there

Service desk
NS service desk, Public 
transport 
Service&Tickets bus

(Wait for a while and) talk with 
employees, choose and pay for the 
tickets with cash or cards

Safe way(99% successful way) of buying 
tickets (proactive interaction, all possible 
payment means);
Getting recommendations before buying 
a ticket.

- Some people do not like to talk with strangers
(especially in foreign languege);
- The waiting line might be long

How to help people understand English more easily?
How to create a 100% successful ticket purchasing 
process?

Travel Ticket service 
desk

Ako bookstore(XX 
Travel Ticket); I 
Amsterdam City card 
service desk; Holland 
Pass pick up spot,

(Wait for a while and) Ask the 
employees there, get the introduction 
and buy the ticket; or show the 
booking info, pick the ticket up, pay 
with cash or cards

Almost the only way to get those tickets 
at Schiphol

- No overview of all tickets;
- Impulsively buying "Informationn democracy"
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Appendix G Point of View&How Might We
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Appendix H Ideas Mapping
Gaminication Plan before leaving Plan at Schiphol Quick review Make decision Information in the 

field
Get 
confirmation

All-included New tourist ticket Support/when troubles Decrease 
the burden

Change your mind

In three 
months

Help people to divide the 
planning, give goal to each and 
make it clear  ———○———
○———○——— ’you are here 
now‘[fuzzy process]

Ticket comparison like Apple.
com

Make the name of 
destination not 
misleading

Make information 
confirmation ten 
minutes before each 
step

Google map for 
Schiphol, more 
detailed and with 
price, tickets and 
so on

Simplify the tickets Provide alternative solutions all the 
time

Make the 
elevator mor 
obvious

Invite people to take a break in 
the quiet carriage

Different coulour for different 
mode

Make the ticket explain 
themselves by their look

Signage everywhere Visualise the tickets Make the information desk more 
notable

The hotel know my location all 
the time and prepare for it

the information must be in 
Chinese

the information screen 
are consistant 

Tell passengers when any trouble 
happens: we will100% solve it for 
you!

Give the passengers chocolate 
as gift when they arrive

Information in parellel should be 
transferred to same layout

a huge screen in the 
Airport

Have a number on the machine to 
make people feel assured

Tell passenger: it okay for you 
to take some time to plan

App to help coorperation 
between friends or couple

Explain the possible accident 
pretty well

how to be more easy: I know 
how much time I need to get 
there; I know where I am; 
everything is under my control

Get discount when problem 
happens

Invite people to shopping first

keyword for inquiring in the glass 

In three 
years

A game for buiding the 
raiway system in the 
Netherlands

Design a story, show the key 
points of the country and enable 
passenger click the screen for 
planning

Plan yourself, and provide those 
information to others who also need 
in real-time, get the sense of 
achievement

Use VR at home, on the 
flight or when waiting for 
the luggage to virtualise the 
future situation after Arrival

Based on Google Maps, every 
step is interacting with the map; 
Multiple layers for showing 
information and interacting

Grab and get on the 
transport; give key 
information at each spot

Have the sound 
effect of success 
once you finish a task

Personalised route The passenger pays a fixed 
amount of money, and always 
get a refund in the end.

Local people ask your question 
online

luggage shuttle Underline what your view 
would be in this trip, make the 
trip not boring, but the 
beginning of your advanture; 
or make the train artistic

Gold Miner Vegas, you 
are the first man finding 
the Netherlands

A template, firstly in black and 
white, then the user make it 
colourful by getting information 
on those aspects

Show necessary information on the 
boarding pass

Watch a live of the airport 
before arriving

Multiple screens to enable 
people cooeprate 

Voice guidance Flight and gift package of 
transport; choos what you 
want in your hotel

Chatting of different situations 
(ticket machine, taxi stand)

Luggage ticket Engourage people to have a 
break, to get some good foods

Gamification: 'right of the 
exit, about 100 meters, 
there's an elevator, use it!'

When reading other’s travel 
story or guidelines, select the 
content you think important and 
sweep to the right. Then just 
continue to read. The system 
would recognise and tag the 
content(attractions, transport 
tips, etc.), and then 
automatically organise a travel 
guide for you.

Get information along the route from 
your landing to custom

Make the ticket choosing 
like a puzzle game

"Your time of making decision 
defeat 88% people"

Orienteering Customised tourist ticket 
based on where to go

The user could scan everything and 
get the translation and tips

Provide comfortable personal 
space when waiting

Tinder-like Your ticket evolve in the 
process of use to the best 
one for you

Make people waiting in the Airport 
come to give a hand

I met a star in Airport then I 
feel relaxed

No hesitation route: totally 
believe the system, get quick 
recommendations; make 
decition by shake dice

Template for asking 
personnel

Remote controled by others Advice people have a video-
call with families first to release 
some anxiety

Encourage passer-by to help 
people in need

Way-finding in Chinese

Make the embarassing humorous

Rearrange the tickets machine

Asking receipt to make sure the 
answer is communicated

Weird 
ideas

Invite people who 
are good at 
planning to travel

Put a machine(or a page in an App) 
for complaints. Make the process 
like "haha, I find your drawbacks 
again!"

Inform users possible traps at the 
beginning, then 'you defeat 80% 
people by making only one 
mistake!'

Every touchpoint show how many 
mistake it make

The train will go back when I get a 
wrong one

The staff have a hat of Mickey 
mouse and look more friendly;

The staff need people asking 
questions!

The competition between staff, the 
winner is the one who answer most 
questions; so the passenger help 
the staff to win by asking questions
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Appendix I Second-round Ideas Evaluation
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Appendix J Screens Flowchart
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Appendix K Wireframes
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Ticket store



38

Ticket assistant
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My trips Information
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Appendix L Design Inception Sheet & Mood Board

Design Inception Sheet
To ensure the value of the concept could be delivered by visually, a 
Design Inception Sheet is developed to define the visual language of 
the final concept. (See Figure L-1).

Mood board
Based on the Design Inception Sheet, a mood board is made to create 
the colour palette of the final concept.

Figure L-1. Design Inception Sheet Figure L-2. Mood Board
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Appendix M The explanation of choosing tickets

The calculating is based on the price and assumptions below:

- GVB 1-hour ticket: €3.20; Assuming for tourist, who need to take 
some time to visit each attraction, the time between each trip will 
be more than 1 hour. Therefore, for tourist in most cases, one tour in 
Amsterdam costs €3.20;

- GVB day ticket: €7.50; When a tourist take three trips or more in one 
day, he(she) should choose the day ticket;

- Amsterdam Travel Ticket: €17.00; If a tourist has a return trip from 
Amsterdam to Schiphol Airport within the travel duration, he(she) 
should choose the Amsterdam Travel Ticket than instead of GVB day 
ticket;

- OV chip-card: Card fee: €7.50; Assuming the average price per trip is 
€2.00(not accurate). Therefore, when the tourist take eight trips in total, 
he(she) wouldn't pay more with the OV-chipcard than the single-use 
ticket; However, for a travel in Amsterdam within three days, the GVB 
day ticket is more suitable; When a tourist travel for more than seven 
days, the OV chip-card should be chosen, as the GVB day ticket only 
have 1-7 days.

- When the tourist does not stay for Amsterdam for consecutive days, 
for a few uses: 1-2 times per day, he(she) could choose to buy a single-
use ticket; for frequent use: 3 or more, he(she) could use the day ticket 
in a certain city or buy an OV-chipcard.
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Appendix N From Design Goals to Research Questions
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Appendix O Test Plan&Test Protocol

Participants
The participants would be people from China with no experience 
on taking Dutch transport and who are unfamiliar with the location 
arrangement of Schiphol Airport. They all have experience on 
independent tour. For Test A, participants are people who are in China; 
For Test B and Test C, the participant will be Chinese people who just 
arrives at Schiphol Airport.
The table below shows the participants characteristics and desired 
number for each group. The characteristic are defined from the user 
research results. The participant would be recruited before the test.

Schedule
The tests will be done between 20 Jul to 10 Aug. For participants for 
Test A, I will contact people in China and make an appointment for 
the remote test. For participant for Test B and Test C, the test would be 
conducted on the day they fly to the Netherlands.
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Test A
The Test A sessions will be 55 minutes long. I will use 10 minutes 
for pre-test arrangements, 15 minutes for pre-test introductions/
interviews,10 minutes for post-test interviews, and left 20 minutes for 
tasks completing.

Pre-test arrangements (10 min)
Device adjustment
- Test the webcam and microphone
- Set the camera to the right position, ensuring the whole interaction 
with the phone could be recorded

Have the participant
- Review and sign nondisclosures and recording permissions
- Fill out the background questionnaire

Pre-test introductions (15 min)
Introduction on the test (5 min):
- Brief of the project
- Form of this test
- Recording systems
- Thinking aloud

Background interview (5 min):
- Travel experience
- Personal preference on travel plan making and reason behind it
- How mach travel information do they get

Scenario giving (5 min):
The travel scenario will be given to the participant: 
- The time of their trip to the Netherlands
- The role and group he/she is in
- Itinerary of each day
- Destination after arrival
- Goal for the transport plan: save money on the transport/take care of 
the baby/have cozy trips

Tasks (20 min)
Participants will use the product to: plan their first trip after arrival at 
Schiphol; choose the ticket for this trip; check if there is a tourist ticket 
suit them.

Post-test interviews (10 min)
- A sheet of screen overview will be shown to the participants
- Ask questions about their errors, success or impressive behaviours
- Ask broad questions about their general comments on the product 
- Fill out a likert scale form on aspired qualities of the product
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Materials prepared for Test A

1. Before the test Background questionnaire 

Other questions 

- What’s your travel frequency? 

- Travel with a group or independent travel? 

- Will you make a plan for travel? How do you do that? 

- How do you find the way after arrival? 

Basic information

Family 
name Gender         □Female             □Male

Age □18-29   □30-39   □40-49   □50-59 Profession

Using phone

Strongly 
disagree

Strongly 
agree

1 2 3 4 5

I use WeChat frequently

I use WeChat Mini Program frequently

I use Map App frequently

I use travel App frequently

2. During the test 
 

Task 

Now you are planning the transport at home: 
1. Plan the route from Schiphol to the hotel 
2. Choose a suitable tourist tickets for your tour 
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Questions
- What's the most problem you just encounter?

- Any thing you satisfied with?

- What's your general felling of using this Mini Program?

3. After test 

Strongly disagree        Strongly agree

Question 1 2 3 4 5 6 7

1 I could find the information I need in the Mini 
Program easily

2 The Mini Program to choose the route more 
easily

3 The Mini Program to choose the ticket more 
easily

The System Usability Scale

1 I think that I would like to use this Mini 
Program frequently

2 I found the Mini Program unnecessarily 
complex

3 I thought the Mini Program was easy to use

4 I think that I would need the support of a 
technical person to be able to use this Mini 
Program

5 I found the various functions in this Mini 
Program were well integrated

6 I thought there was too much inconsistency in 
this Mini Program

7 I would imagine that most people would learn 
to use this Mini Program very quickly

8 I found the Mini Program very cumbersome to 
use

9 I felt very confident using the Mini Program

10 I needed to learn a lot of things before I could 
get going with this Mini Program
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Test B

The Test B sessions will be 45 minutes long. I will use 5 minutes for pre-
test arrangements, 15 minutes for pre-test introductions/interviews,10 
minutes for post-test interviews, and left 15 minutes for tasks 
completing.

Pre-test arrangements (5 min)
Device adjustment
- Adjust the camera
Have the participant
- Review and sign nondisclosures and recording permissions
- Fill out the background questionnaire

Pre-test introductions (15 min)
Introduction on the test (5 min):
- Brief of the project
- Form of this test
- Recording systems
- Thinking aloud

Background interview (5 min):
- Travel experience

- Personal preference on travel plan making and reason behind it
- Personal preference on direction & way-finding, and reason behind it

Scenario giving (5 min):
The travel scenario will be given to the participant: 
- The role and group he/she is in
- Destination after arrival
- The route they planned before
- Time limitation: urgent or not

Tasks
Participant go to the vehicle they plan to take.

Post-test interviews
- A sheet of screen overview will be shown to the participants
- Ask questions about their errors, success or impressive behaviours
- Ask broad questions about their general comments on the product 
- Fill out a likert scale form on aspired qualities of the product 



48

Materials prepared for Test B

The background questionnaire and the post-test interviews is the same 
with Test A.

3. After test 

Strongly disagree        Strongly agree

Question 1 2 3 4 5 6 7

1 I could find the information I need in the Mini 
Program easily

2 The Mini Program help me to choose the route 
more easily

3 The Mini Program help me to choose the ticket 
more easily

The System Usability Scale

1 I think that I would like to use this Mini 
Program frequently

2 I found the Mini Program unnecessarily 
complex

3 I thought the Mini Program was easy to use

4 I think that I would need the support of a 
technical person to be able to use this Mini 
Program

5 I found the various functions in this Mini 
Program were well integrated

6 I thought there was too much inconsistency in 
this Mini Program

7 I would imagine that most people would learn 
to use this Mini Program very quickly

8 I found the Mini Program very cumbersome to 
use

9 I felt very confident using the Mini Program

10 I needed to learn a lot of things before I could 
get going with this Mini Program
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Test C

The Test C sessions will be 60 minutes long. I will use 5 minutes for pre-
test arrangements, 15 minutes for pre-test introductions/interviews,10 
minutes for post-test interviews, and left 30 minutes for tasks 
completing.

 

re-test arrangements (5 min)
Device adjustment
- Adjust the camera
Have the participant
- Review and sign nondisclosures and recording permissions
- Fill out the background questionnaire

Pre-test introductions (15 min)
Introduction on the test (5 min):
- Brief of the project
- Form of this test
- Recording systems
- Thinking aloud

Background interview (5 min):
- Travel experience

- Personal preference on travel plan making and reason behind it
- Personal preference on direction & way-finding, and reason behind it

Scenario giving (5 min):
The travel scenario will be given to the participant: 
The travel scenario will be given to the participant: 
- The time of their trip to the Netherlands
- The role and group he/she is in
- Itinerary of each day
- Destination after arrival
- Goal for the transport plan: save money on the transport/take care of 
the baby/have cozy trips

Tasks
Firstly, participants will use the product to: plan their next trip; choose 
the ticket for this trip; check if there is a tourist ticket suit them.
Next, participant go to the vehicle they plan to take.

Post-test interviews
- A sheet of screen overview will be shown to the participants
- Ask questions about their errors, success or impressive behaviours
- Ask broad questions about their general comments on the product 
- Fill out a likert scale form on aspired qualities of the product 
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IDE Master Graduation 
Project team, Procedural checks and personal Project brief

IDE TU Delft - E&SA Department /// Graduation project brief  & study overview /// 2018-01 v30 Page 1 of 7

STUDENT DATA & MASTER PROGRAMME
Save this form according the format “IDE Master Graduation Project Brief_familyname_firstname_studentnumber_dd-mm-yyyy”.  
Complete all blue parts of the form and include the approved Project Brief in your Graduation Report as Appendix 1 !

** chair dept. / section:

** mentor dept. / section:

Chair should request the IDE 
Board of Examiners for approval 
of a non-IDE mentor, including a 
motivation letter and c.v..!

!

SUPERVISORY TEAM  **
Fill in the required data for the supervisory team members. Please check the instructions on the right !

Ensure a heterogeneous team. 
In case you wish to include two 
team members from the same 
section, please explain why.

2nd mentor Second mentor only 
applies in case the 
assignment is hosted by 
an external organisation.

!

city:

organisation:

family name

student number

street & no.

phone

email

IDE master(s):

2nd non-IDE master:

individual programme: (give date of approval)

honours programme:

specialisation / annotation:

IPD DfI SPD

!

zipcode & city

initials given name

country:

This document contains the agreements made between student and supervisory team about the student’s IDE Master 
Graduation Project. This document can also include the involvement of an external organisation, however, it does not cover any 
legal employment relationship that the student and the client (might) agree upon. Next to that, this document facilitates the 
required procedural checks. In this document:

• The student defines the team, what he/she is going to do/deliver and how that will come about.
• SSC E&SA (Shared Service Center, Education & Student Affairs) reports on the student’s registration and study progress.
• IDE’s Board of Examiners confirms if the student is allowed to start the Graduation Project.

- -

comments  
(optional)

country

USE ADOBE ACROBAT READER TO OPEN, EDIT AND SAVE THIS DOCUMENT 
Download again and reopen in case you tried other software, such as Preview (Mac) or a webbrowser.

!

Your master programme (only select the options that apply to you):LIU
M Mingyu
4751019
Prof. Schermerhornstraat 81

Delft
Netherlands
+31 0645733760
M.Liu-9@student.tudelft.nl
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Medisign

Tech. in Sustainable Design

Entrepeneurship

Dr. ir. Hiemstra, S. DE/MD
Ir. Ruiter, I.A. ID/AED

Materials prepared for Test C

The background questionnaire and the post-test interviews is the same 
with Test A.

3. After test 

Strongly disagree        Strongly agree

Question 1 2 3 4 5 6 7

1 I could find the information I need in the Mini 
Program easily

2 The Mini Program help me to choose the route 
more easily

3 The Mini Program help me to choose the ticket 
more easily

The System Usability Scale

1 I think that I would like to use this Mini 
Program frequently

2 I found the Mini Program unnecessarily 
complex

3 I thought the Mini Program was easy to use

4 I think that I would need the support of a 
technical person to be able to use this Mini 
Program

5 I found the various functions in this Mini 
Program were well integrated

6 I thought there was too much inconsistency in 
this Mini Program

7 I would imagine that most people would learn 
to use this Mini Program very quickly

8 I found the Mini Program very cumbersome to 
use

9 I felt very confident using the Mini Program

10 I needed to learn a lot of things before I could 
get going with this Mini Program

Strongly disagree        Strongly agree

Question 1 2 3 4 5 6 7

1 I could find the information I need in the Mini 
Program easily

2 The Mini Program help me to choose the route 
more easily

3 The Mini Program help me to choose the ticket 
more easily

4 The Mini Program helps me to get on the 
vehicle fluently

5 The Mini Program make me feel at ease in a 
new environment

The System Usability Scale

1 I think that I would like to use this Mini 
Program frequently

2 I found the Mini Program unnecessarily 
complex

3 I thought the Mini Program was easy to use

4 I think that I would need the support of a 
technical person to be able to use this Mini 
Program

5 I found the various functions in this Mini 
Program were well integrated

6 I thought there was too much inconsistency in 
this Mini Program

7 I would imagine that most people would learn 
to use this Mini Program very quickly

8 I found the Mini Program very cumbersome to 
use

9 I felt very confident using the Mini Program

10 I needed to learn a lot of things before I could 
get going with this Mini Program
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