


Appendix A

This chapter discusses the approach for
the contextual interviews conducted

during field research.

The list of interview questions asked to
passengers at both Rotterdam Centraal
and Brussel Zuid train station during
contextual enquiry rounds is shown below.

The questions were structured in such a
way so as to get the most information/
insights from passengers as quickly as
possible. Depending on the time the
passenger had for the interview, the
questions that would offer the richest
insights were asked first.

« Where are you traveling to?

 Tell me about your experience using
Rotterdam Central/integrated Air&Rail
Tickets

« What would you describe your level of
expertise/skill/ability when navigating
through the station and getting to your
train currently?

- What do you think/feel about getting
around Rotterdam Central/Brussels
Train Station now?

- What was easy or difficult about
getting to the platform you wanted?
Any examples?

- Tell me about the process of finding
your train you wish to take currently?

- Tell me about the time you reached the
platforms/exits of the station without
navigation apps

- What do you find most appealing/
troublesome about the process of
getting to your platform & train?
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What are your thoughts on the
different guiding signs/signages of
the station?

Can you recall the first time you
navigated through the station/took a
Eurostar/ICE/Integrated Air&Rail Ticket?
Have you ever missed a train or taken
a wrong train? Tell me about your
experience

Tell me about your experience
travelling between different modes of
transportation.



Get down the
platform

Appendix B

This chapter displays the full journey map
of the auto-ethnographic task conducted

at Brussels Zuid train station.

On entering Brussels Zuid train station,

navigate to the the KLM Air France Air&Rail
terminal and receive the boarding pass to

catch the Eurostar train from Brussels Zuid

to Schiphol Airport.

I look around

| don't know where
to go. | need to get
to a KLM Air France
counter for my
Eurostar train
ticket. Oh my god
so many boards
and things...I'm so
overwhelmed.
Haha | really don't
know

Layout

Digital
Wayfinding

Signages

Information
Systems

| see the
overhead
signages

I go right for
tickets? | see
trains? Metros and
buses? | see a
symbol with a
man and cap with
a box so uhhh...is
that passport
checking so will it
be there? Okay uh
| don't know where
I have to go to get
my tickets..I'll just
go to the right

Legibility &
Comprehensi

bility

I walk
towards the
right

Reaches an
exit towards
buses

Oh
uh...seems
I've reached
the buses
exit. | don't
see anything
remotely
similar to KLM
souh. Can't
find anything
here. This is
so complex.

Signages

Information
Systems

Layout

I check
another
overhead
signage
board

| turn back
and head in
the opposite
direction

Oh a ticket
symbol! I'll go
towards it

Legibility &
Comprehensi

bility

I walk
forward after
signage
further

wait now |
don’t see the
ticket symbol

anymore

Signages

Layout

I walk
towards the
ticket booths
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| check the
ticket booth
screen

ah definitely
not for what |
need haha.
Let me just
keep going
straight

Official
gestures the
directions to

the air-rail
counter

“Haha it's
totally okay.
You're not
too far from
it. Go
towards the
exit and take
a left”

I was right it
not look
remotely
close to
anything KLM
haha.

Verbal
Wayfinding

Signages

Information
Systems

Layout
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| keep
walking
straight
further

| see waiting
areas. Uhh
don't
knowwww.
Hmmm...so
many things
everywhere
wooh!

| stop infront
of alarge
digital
departures
board

hmm which
one will |
have to
take...uh idk
which is
mine...OH |
see the
Eurostar
symbols. It

showed the
train number
and then
switched to
the symbol

Legibility &
Comprehensi
bility
Information
Systems
Digital
Wayfinding

| lock at the
overhead
signages

1 walk
towards the
exit first and

take a left

Haha i didn't
even know
this led
anywhere

Umm...I don't
see anything
related to
getting tickets?
Uh idk I'll just
follow her
directions. OH |
see a counter
with a flight
sign??? OHH
maybe it was
that. | couldn’t
even see this
signage from
there.

Legibility &
Comprehensi

bility
Layout

Layout

Circulation

| check for my I walk further I spot the exit | spot the | ask the Official directs
specific Eurostar ahead Eurostar official about ~ me to the actual
train on my information desk my air-rail KLM Air France
phone to match infront of the ticket counter
it on the board ticket office
Uh13:52 That's a big Uh what. OHlseea Oh.I'm
okayy...vilt says ticket Okay now Eurostar desk! completely in the
Amsterdam office...and what. That's where | wrong location of
Centraal.umm  umm.lseea can probably get the train station.
does it go to channel my tickets from! The Eurostar
Schiphol? Is that terminal. | But it doesn’t counter isnt the
mine? No don’'t know really look KLM same as the KLM
via...Uhh..i don't what that like air-rail counter. |
know I'll check does. feel stupid haha
later.
Legibility &
Comprehensi
bility Layout
Digital Legibility & Signages Signages
Wayfinding Comprehensi
bility Legibility & Verbal Information
Comprehensi Wayfinding Systems
bility
| keep lencounter a |spot the Air- Ispecktothe I|receive my Official I look around
walking dead end/ Rail KLM official there imaginary directs me to the office
towards the exit counter boarding check a
counter pass departure
board
Its a long umm idk..I'm  OHHHH okay, Oh that's ohit's on the Oh.I'm umm...i see
walk to assuming | alright | see super cooll|  same paper.  expected to the waiting
wherever this follow that it. It's get my Interesting.1  find my own lounge. So
is, okay I'm sign.Solllgo  probably in boarding get my train now. many
starting to left. the most pass here coach Hmm. | know homeless
feel kind of dingiest too! I didn't  number and the time it people..|
unsafe now place in this know that seat number departs don't want to
station haha. The too. Let's though so it be here. uhh
website assume should be what's there
didn't coach 15 as fine behind these
specifically suggested booths?
mention it by the official
o o
Legibility &
Comprehensi
Organization bility Information Information Layout
. Systems Systems
Layout Layout Signages
" : Digital
Circulation Layout wayfinding



I move
ahead into
the are after
the counter

Ohiseea

departures

board far
ahead!

Layout

Organization

I look up to
the digital
platform
board

Paris? Wait
what? Wait
am | not on
the right
platform? No
ah! I'm at
zone B. Oops.
Okay | need
to go to the
other end.

Signages

Legibility &
Comprehensi

bility

Digital
Wayfinding

| look to my llock closer ook at my | look at the |
left and spot at the boards ticket and at departure
departure then the boards time on my
boards to find my train/ ticket & on
platform my phone-
KLM website
Oh wow! Oh this is nice! Uh wait....this says Okay so this
Another set It only shows Schiphol right? train to
of departures  international  These departures Amsterdam
boards. | departures only say leaves at the
couldn’t even specifically. Amsterdam exact
see this from that’s cool! Central. 'm departure time
the route to assuming it goes 13:52 of my
the counter. via Schiphol Eurostar to
airport? But | don't Schiphol so |
see any think I'm right.
information about It's 4A.
the via stations....
®
Legibility &
Organization Signages Comé:;lriit;enm Legibility &
Comprehensi
Layout Information Information bility
Systems Systems
Digital Digital Digital
Wayfinding Wayfinding Wayfinding
I walk towards I check the I spot zone I walk further
the opposite overhead signages on across the
end of the platform the floor platform and
platform to 4A board again spot another
board on the
side
Ah okay. Umm..l see Oh | didn't
Amsterdam zones on the even notice
Centraal? floor so uh..l'll this thing. Oh
via...? just.. nothing I can match
Uh..Wait about zones my coach to
what? Oh on the tickets the zone
never-mind | that's cool to
think this was be prepared!
the train.
13:62..yeah
this is the
one.
Organization
Layout
Legibility & Slgnagas
Comg;’;?enm Information Information
Systems Systems
Digital Digital
Wayfinding Wayfinding

look further into
the expanding
area and spot
platform
entrances 3-6

Are those
entrances? OH
those are
entrances for
platforms 3-6!
That's nice that

they're right here

but they're so
hidden haha!

Signages
Layout

Organization

I read
through the
board to find
my specific

zone

Wait.hmm.
Ah okay the
left side is
Paris. The
train stops till
the centre
ah! Okay so
this side is
Amsterdam.
So mine
is..15, A3?

Legibility &

Comprehensi

bility

I check the
platform
board at the
entrance of
platform 4

AH! This says

via Schiphol!

Okay yeah |
was right.

Legibility &
Comprehensi
bility
Information
Systems

I wait for my
train at the
designated

zone/coach.

I go up the
escalator to
reach
platform 4

Umm. This is
only entry? |
can't exit
back from
here? Uh. It's
fine I think it
was 4A.

Layout

Circulation

Ireach
platform 4

I'm pretty
sure this is
the right
platform for
my train. Am
| at 4A or B?
Umm..1 don't
know if it
matters...

Signages

04



Appendix C

This chapter discusses the detailed testing
plan for phase 1 conducted in Chapter 5.

Goal: User Testing (how does my user
feel?):

User Confidence in Interpretation: Evaluate
which signage design instills the most
confidence in users when interpreting the
KLM Air&Rail service/message.

Goal: Usability Testing (how usable and
useful the design is within context)

« User Interaction:  Evaluate  how
effectively the signage communicates
the intended message of the KLM
Air&Rail service.

- Determine which signage concept is
most relevant and meaningful to the
my target participants.

The design criteria identified in Chapter
3.9 were used to define testable targets to
help evaluate each concept against one
another and compare them to the original
design currently used at Brussels Zuid
train station. A mix of qualitative and
qualitative testing methods will be used to
analyse the user experience, the
interaction, and the system. Each design
criteria has a usability testing method
attached to it that will be most suitable to
help access its performance for each
concept. The data will then be used to
compare each concept.

Non Target User/Regular Passenger

Non-Target User Clarity: Ensure that
users who do not require the signage can
easily identify that the KLM Air&Rail
signage is not relevant to them and do not
get confused by it.

User A: Passengers who wish to take a
train from Brussels Zuid train station to an
airport in another country like Schiphol
Airport or Paris Charles de Gaulle Airport.
They will try to buy a ticket at the station
itself.

User B: Passengers who wish to take a

train from Brussels Zuid train station to
Brussels International Airport within the
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same city. They will try to buy a ticket at
the station itself.

(All other passenger types such as
passengers taking an international train
from one country to another are not
relevant to my test since the KLM Air
France terminal specifically offers a train
service till an international airport and not
anywhere else in the country. | can
assume Eurostar passengers who are
travelling from Brussels to Amsterdam for
example will not mistake my signage
relevant to them unless their goal is to use
the Eurostar to reach an Airport.)



Testing Structure for Target Participants (KLM

Air&Rail Passengers)

1. Booking Task: Each participant
performs the booking task on the

prototype app
confirmation emaiil.

receiving the

Standardised Tasks: | will ensure each
participant performs the same task (e.g.
booking on the prototype app and finding
the terminal) to maintain consistency.

2. Contextual Environment: Participants
are placed in the  mock-up
environment to find the KLM terminal
(no input from me, only what they
remember from the booking task and
email confirmation) using the signage
concept for their current session.

1. Observation and Feedback: | will
observe their actions, record the time
taken to interpret and identify their
choice of signage, and gather
qualitative and quantitative feedback
on user experience & user interaction
using the design criteria and testable
targets for further concept comparison
and evaluation, after the test, | will
conduct a reflective session to gain
more insights and thoughts on the
concept.

Rotational Order:
To prevent the learning effect (that is, as

participants progress through the test,
they may become more adept at
recognising and interpreting signage
simply because they have become
familiar with the task), | will follow a
rotational order of testing. Learning effect

can affect the results by making it seem
like later signage concepts are more
effective, when in fact the participants are
just getting better at the task.

Comparative Bias: Participants might
compare the signage they see later to the

ones they saw first, which can influence
their perception and feedback.

I will design 4 mock contexts mimicking
the current signage system at Brussels
Zuid train station. Each context will have
some signages remaining consistent
across all 4. Only the original signage and
the 3 redesigned concepts will be
changed for each mock context.

To note: Consistent signages across 4
mock contexts however shuffled to
prevent bias over all 4 concept testing
(preventing my participants from drawing
their eyes solely to the position of my
design concepts changing every time)

Concept O Concept A
Original Design Redesign 1
Concept A Concept A
Redesign 2 Redesign 3
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Sequential concept testing: Showing my
participants my concepts one at a time.
This method allows me to gather detailed
feedback on each individual design
without bias fromm comparisons with the
other concepts. It reduces direct
compadrison bias since this was already
done during the ideation iterative cycles. |
need a more focused analysis of each
selected concept.

Participant 1.
Session 1: Signage Concept A
Session 2: Signage Concept B
Session 3: Signage Concept C
Session 3: Signage Concept D

Participant 2:
Session 1: Signage Concept B
Session 2: Signage Concept C
Session 3: Signage Concept D
Session 3: Signage Concept A

Grouping

| will be grouping my concepts with similar
other signages in the station to see
whether grouping has an effect on how
signages are interpreted. Also, analysis
and design criteria has shown that
grouping needs to be done to help my
passengers identify signages more
efficiently.

To prevent the influence of group
dynamics and discussions, | will opt for
individual concept testing. This approach
will ensure that the feedback and

07

Participant 3:
Session 1: Signage Concept C
Session 2: Sighage Concept D
Session 3: Signage Concept A
Session 3: Signage Concept B

Participant 4:
Session I: Signage Concept D
Session 2: Signage Concept B
Session 3: Signage Concept A
Session 3: Signage Concept C

performance data | gather are based on
individual experiences. This approach is
most useful when considering passengers
who travel alone and need to find their
way around the station quickly.



Post Testing, Reflective Sessions:

After each concept:

What are you overall thoughts after
interacting with this concept?

How did you feel when vyou first
encountered this signage?

What stands out to you the most about
this signage concept now that you've
used it? Is there anything particularly
memorable?

In the context of your overall journey or
task, how well did this signage fit in? Did it
feel integrated or out of place? What
elements exactly fit and did not fit?

Can you walk me through your thought
process as you followed this signage? Why
did you choose this signage particularly?
What did you like and dislike the most
about this concept?

After testing all concepts:
Reflecting on all the signage concepts you
tested, which aspects of this particular
concept worked best for you, and which
did not? Why do you think that is?

Testing Structure for Non-Target Participants

Understanding how my non-target users
perceive and interact with my signage
can help me ensure that it effectively
communicates its intended message to
KLM specific passengers while minimising
confusion or misinterpretation among
non-target users.

Since they are not my primary target
group, |1 will not be conducting a detailed
usability test with them.

Observational Sessions: | will sit down
with my non-target users individually and
observe their reactions as they interact
with my signage concepts in the 3 mock-
up environments. | will assign them a task
that aligns with their specific role as non-
target user and see how they interact with
the mock environment, specifically if they
interact with my concepts.

08



Feedback Interviews: After  their
interaction with the signage concepts, |
will  engage in a semi-structured
interviews to gather their feedback and
perceptions- questions about their
understanding of all the signages, whether
they found my concepts relevant to their
needs in any way, what element was
relevant to them.

After each concept:

When you encountered the signages in
this mock environment, what was your
initial reaction?

Which signage did you perceive as most
relevant to your needs or goals? Why or
why not?

Were there any specific elements of my
redesigned signage that led you to believe
it was relevant or irrelevant to you? Why?
Based on your experience with the
signage, do you have any suggestions for
how it could be altered to prevent any you
from confusing it as a relevant signage for
your needs and goals?
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Appendix D

This chapter displays the full ranking grid

discussed in Chapter 3.3.

A square & number is marked on each

part of the grid. The subsequent part of

the grid will be enlarged for better clarity

in the following pages.
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IDE Master Graduation Project

Project team, procedural checks and Personal Project Brief

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

- Student defines the team, what the student is going to do/deliver and how that will come about

- Chair of the supervisory team signs, to formally approve the project’s setup / Project brief

- SSC E&SA (Shared Service Centre, Education & Student Affairs) report on the student’s registration and study progress

- IDE’s Board of Examiners confirms the proposed supervisory team on their eligibility, and whether the student is allowed to

start the Graduation Project

STUDENT DATA & MASTER PROGRAMME

Complete all fields and indicate which master(s) you are in

Family name Avinash Arali IDE master(s) IPD Dfl U SPD
Initials AAA 2" hon-IDE master
Given name Avishya Individual programme
(date of approval)
Student number 5752663 Medisign
HPM

SUPERVISORY TEAM

Fill in he required information of supervisory team members. If applicable, company mentor is added as 2" mentor

Dr.Sicco Santema DOS

Chair dept./section

Aniek Toet DOS

mentor dept./section

2"4 mentor
client:
Delft Netherlands

city: country:

optional
comments

APPROVAL OF CHAIR on PROJECT PROPOSAL / PROJECT BRIEF -> to be filled in by the Chair of the supervisory team

Sign for approval (Chair)

H Digitaal ondertekend
SICCO door sicco santema

Datum: 2024.02.23

santema  1;.19.0s o100

Name Sicco Santema Date 23 febr 2024 Signature



CHECK ON STUDY PROGRESS

To be filled in by SSC E&SA (Shared Service Centre, Education & Student Affairs), after approval of the project brief by the chair.
The study progress will be checked for a 2" time just before the green light meeting.

Master electives no. of EC accumulated in total EC YES all 15t year master courses passed

Of which, taking conditional requirements into
account, can be part of the exam programme EC NO missing 15t year courses

Comments:

Sign for approval (SSC E&SA)

Name Date Signature

APPROVAL OF BOARD OF EXAMINERS IDE on SUPERVISORY TEAM -> to be checked and filled in by IDE’s Board of Examiners

Does the composition of the Supervisory Team Comments:
comply with regulations?

YES Supervisory Team approved

NO Supervisory Team not approved

Based on study progress, students is ... Comments:

ALLOWED to start the graduation project

NOT allowed to start the graduation project

Sign for approval (BoEx)

Name Date Signature



Personal Project Brief — IDE Master Graduation Project

Name student Avishya Avinash Arali Student number 5752663

PROJECT TITLE, INTRODUCTION, PROBLEM DEFINITION and ASSIGNMENT

Complete all fields, keep information clear, specific and concise

Facilitating Efficient & Effecitve Wayfinding Passenger Experiences During Rail-Air Transits
Project title

Please state the title of your graduation project (above). Keep the title compact and simple. Do not use abbreviations. The
remainder of this document allows you to define and clarify your graduation project.

Introduction

Describe the context of your project here; What is the domain in which your project takes place? Who are the main stakeholders
and what interests are at stake? Describe the opportunities (and limitations) in this domain to better serve the stakeholder
interests. (max 250 words)

There is an abundance of research going into improving MAAS applications for multi-modal transfer hubs and integrated
transits however limited research is being conducted on how wayfinding can also help improve passenger experiences when
using these hubs. Wayfinding is closely linked to safety & security; feeling like you have full awareness of your environment
and know exactly where you are. It is also linked to transfer times since terrible wayfinding systems can really affect the
efficiency of transferring (leading to possible loss of time) and in turn missing the transfer leading to additional incurred
costs. This could lead to dissatisfied passenger experiences.

A significant gap exists in the uniformity of analogue wayfinding between each 'zone' or 'node' of the MTH and intermodal
passenger experiences. There is a lot of research conducted on wayfinding and travel however most studies are limited to
studying current wayfinding systems in one particular zone or area- like the airport, or a transit hub like a railway station
however most do not study about the linearity or uniformity of wayfinding across the entire integrated intermodal journey
from one node/zone to another. Different organisations handle each part of this system differently and that has led to
fragmented or disjointed wayfinding systems. This requires passengers to frequently adapt to each language. This isn't ideal
as it could lead to confusion and frustration. These zones do not seamlessly integrate like a well-constructed puzzle,
currently feeling more glued together and leading to increased traversal complexity. There is a higher chance of passengers
feeling more insecure and feeling more anxious of not knowing where to go.
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Personal Project Brief — IDE Master Graduation Project

Problem Definition

What problem do you want to solve in the context described in the introduction, and within the available time frame of 100
working days? (= Master Graduation Project of 30 EC). What opportunities do you see to create added value for the described
stakeholders? Substantiate your choice.

(max 200 words)

Addressing the inadequacies in intermodal transits, a critical challenge lies in the lack of research focusing on the role of
wayfinding in enhancing passenger experiences within transit hubs.

Wayfinding is integral to safety and security. It also plays an important role in appealing to the fundamental need of
autonomy by affecting transfer efficiency.

The current research gap is evident in the absence of a uniform analogue & digital wayfinding systems across MTH zones,
leading to disjointed experiences. Most studies isolate wayfinding analysis to specific areas like airports or railway stations.
This neglets the crucial need for a linear & uniform wayfinding system that offers a seamless intermodal journey.

The growing significance and trend of integrated Air&Rail tickets require passengers to begin their journeys at train stations.
Since airlines wield less influence in this area, the scope of this thesis will primarily focus on developing a uniform/linear
air&rail wayfinding system for the first zone of an rail-air transit- the train station. This will in turn, ensure passengers have a
comfortable & efficient transit experience during the first leg of their journey and thus affecting their overall experience
positively.

Assignment

This is the most important part of the project brief because it will give a clear direction of what you are heading for.
Formulate an assignment to yourself regarding what you expect to deliver as result at the end of your project. (1 sentence)

As you graduate as an industrial design engineer, your assignment will start with a verb (Design/Investigate/Validate/Create),
and you may use the green text format:

Design an effective and efficient passenger transfer experience through a uniform/linear analogue & digital wayfinding
system across all zones of the rail-air transit journey.

Then explain your project approach to carrying out your graduation project and what research and design methods you plan to
use to generate your design solution (max 150 words)

| will approach this project with an emphasis on quality over quantity. | plan to conduct rich field studies through pure
observation & auto ethnographic studies, wherein | will pose as the ideal user, documenting my wayfinding journey and
experiences during an intermodal transit. Ideally, structured interviews will be conducted with two identified passenger
types: intercity intermodal transits and international intermodal transits. Field studies will assist in curating information and
generating data-rich customer journeys.

Insights and raw data obtained from the research will be analyzed to identify actionable pain points in current wayfinding
experiences. The ideation and prototyping phase will be iterative until | identify the top three possible concepts and strategic
design innovations. These concepts will be evaluated against each other using tools and methods centered around
wayfinding, such as time-on-task, task success rate, user satisfaction questionnaires, and qualitative feedback. The testing
phase could take place in the actual environment (airport and train station) or in usability lab studies within a mock
environment.



Project planning and key moments

To make visible how you plan to spend your time, you must make a planning for the full project. You are advised to use a Gantt
chart format to show the different phases of your project, deliverables you have in mind, meetings and in-between deadlines.
Keep in mind that all activities should fit within the given run time of 100 working days. Your planning should include a kick-off
meeting, mid-term evaluation meeting, green light meeting and graduation ceremony. Please indicate periods of part-time
activities and/or periods of not spending time on your graduation project, if any (for instance because of holidays or parallel
course activities).

Make sure to attach the full plan to this project brief.
The four key moment dates must be filled in below

In exceptional cases (part of) the Graduation
Kick off meeting  19th february 2024 Project may need to be scheduled part-time.
Indicate here if such applies to your project

Part of project scheduled part-time

Mid-term evaluation 23rd April 2024

For how many project weeks

Number of project days per week
Green light meeting  28th June 2024

Comments:

Graduation ceremony  31st July 2024

Motivation and personal ambitions

Explain why you wish to start this project, what competencies you want to prove or develop (e.g. competencies acquired in your
MSc programme, electives, extra-curricular activities or other).

Optionally, describe whether you have some personal learning ambitions which you explicitly want to address in this project, on
top of the learning objectives of the Graduation Project itself. You might think of e.g. acquiring in depth knowledge on a specific
subject, broadening your competencies or experimenting with a specific tool or methodology. Personal learning ambitions are
limited to a maximum number of five.

(200 words max)

As someone who has enjoyed travelling and exploring new cities and countries as a child, airports and since a year or two,
train stations as well, have been hubs | have frequently visited and nagivated through. Over time, navigation became almost
unconscious and automatic. But recent experiences have shed light on how certain aspects of the world around me, both
physical and digital, play an important factor in helping me navigate through these spaces. | cruise through the Bangalore
airport but | still find myself struggling while traversing through the Schiphol Airport. And that’s only because the
environment is still new to me! But lately, I've realized, transferring between the tram, to the train station, to the train, to
the airport, and finally to the flight hasn’t been as efficient or easy. It’s hard to navigate between the digital apps and the
physical world especially when they don’t exactly match. This led me to want to work on improving mobility and travel using
apps & different modes of transporation, now particularly focusing on wayfinding. I've taken it upon myself to work on a vast
array of different topics and industries during my Masters and having had absolutely no prior experience in the domain of
Wayfinding, | felt it would be a good challenge as well as something new to learn!
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	introductie textveld: There is an abundance of research going into improving MAAS applications for multi-modal transfer hubs and integrated transits however limited research is being conducted on how wayfinding can also help improve passenger experiences when using these hubs. Wayfinding is closely linked to safety & security; feeling like you have full awareness of your environment and know exactly where you are. It is also linked to transfer times since terrible wayfinding systems can really affect the efficiency of transferring (leading to possible loss of time) and in turn missing the transfer leading to additional incurred costs. This could lead to dissatisfied passenger experiences. 

A significant gap exists in the uniformity of analogue wayfinding between each 'zone' or 'node' of the MTH and intermodal passenger experiences. There is a lot of research conducted on wayfinding and travel however most studies are limited to studying current wayfinding systems in one particular zone or area- like the airport, or a transit hub like a railway station however most do not study about the linearity or uniformity of wayfinding across the entire integrated intermodal journey from one node/zone to another. Different organisations handle each part of this system differently and that has led to fragmented or disjointed wayfinding systems. This requires passengers to frequently adapt to each language. This isn't ideal as it could lead to confusion and frustration. These zones do not seamlessly integrate like a well-constructed puzzle, currently feeling more glued together and leading to increased traversal complexity. There is a higher chance of passengers feeling more insecure and feeling more anxious of not knowing where to go.
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	Problem definition: Addressing the inadequacies in intermodal transits, a critical challenge lies in the lack of research focusing on the role of wayfinding in enhancing passenger experiences within transit hubs. 
Wayfinding is integral to safety and security. It also plays an important role in appealing to the fundamental need of autonomy by affecting transfer efficiency.
The current research gap is evident in the absence of a uniform analogue & digital wayfinding systems across MTH zones, leading to disjointed experiences. Most studies isolate wayfinding analysis to specific areas like airports or railway stations. This neglets the crucial need for a linear & uniform wayfinding system that offers a seamless intermodal journey. 
The growing significance and trend of integrated Air&Rail tickets require passengers to begin their journeys at train stations. Since airlines wield less influence in this area, the scope of this thesis will primarily focus on developing a uniform/linear air&rail wayfinding system for the first zone of an rail-air transit- the train station. This will in turn, ensure passengers have a comfortable & efficient transit experience during the first leg of their journey and thus affecting their overall experience positively.
	Assignment: Design an effective and efficient passenger transfer experience through a uniform/linear analogue & digital wayfinding system across all zones of the rail-air transit journey.
	assignment vervolg: I will approach this project with an emphasis on quality over quantity. I plan to conduct rich field studies through pure observation & auto ethnographic studies, wherein I will pose as the ideal user, documenting my wayfinding journey and experiences during an intermodal transit. Ideally, structured interviews will be conducted with two identified passenger types: intercity intermodal transits and international intermodal transits. Field studies will assist in curating information and generating data-rich customer journeys.

Insights and raw data obtained from the research will be analyzed to identify actionable pain points in current wayfinding experiences. The ideation and prototyping phase will be iterative until I identify the top three possible concepts and strategic design innovations. These concepts will be evaluated against each other using tools and methods centered around wayfinding, such as time-on-task, task success rate, user satisfaction questionnaires, and qualitative feedback. The testing phase could take place in the actual environment (airport and train station) or in usability lab studies within a mock environment.
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	Text56: 
	motivation and personal ambitions: As someone who has enjoyed travelling and exploring new cities and countries as a child, airports and since a year or two, train stations as well, have been hubs I have frequently visited and nagivated through. Over time, navigation became almost unconscious and automatic. But recent experiences have shed light on how certain aspects of the world around me, both physical and digital, play an important factor in helping me navigate through these spaces. I cruise through the Bangalore airport but I still find myself struggling while traversing through the Schiphol Airport. And that’s only because the environment is still new to me! But lately, I’ve realized, transferring between the tram, to the train station, to the train, to the airport, and finally to the flight hasn’t been as efficient or easy. It’s hard to navigate between the digital apps and the physical world especially when they don’t exactly match. This led me to want to work on improving mobility and travel using apps & different modes of transporation, now particularly focusing on wayfinding. I’ve taken it upon myself to work on a vast array of different topics and industries during my Masters and having had absolutely no prior experience in the domain of Wayfinding, I felt it would be a good challenge as well as something new to learn!


