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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):



Procedural Checks - IDE Master Graduation

Title of Project

Initials & Name Student number
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APPROVAL PROJECT BRIEF
To be filled in by the chair of the supervisory team.

chair date signature

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

NO

List of electives obtained before the third  
semester without approval of the BoE

missing 1st year master courses are:

YES all 1st year master courses passedMaster electives no. of EC accumulated in total:
Of which, taking the conditional requirements 

into account, can be part of the exam programme

EC

EC

•	 Does the project fit within the (MSc)-programme of 
the student (taking into account, if described, the 
activities done next to the obligatory MSc specific 
courses)? 

•	 Is the level of the project challenging enough for a 
MSc IDE graduating student? 

•	 Is the project expected to be doable within 100 
working days/20 weeks ? 

•	 Does the composition of the supervisory team 
comply with the regulations and fit the assignment ?

FORMAL APPROVAL GRADUATION PROJECT
To be filled in by the Board of Examiners of IDE TU Delft. Please check the supervisory team and study the parts of the brief marked **.  
Next, please assess, (dis)approve and sign this Project Brief, by using the criteria below.

comments

Content: APPROVED NOT APPROVED

Procedure: APPROVED NOT APPROVED

- -

name date signature- -

name date signature- -
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Title of Project

Initials & Name Student number
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Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.  
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project. 

project title

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet 
complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the 
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money,...), technology, ...). 

space available for images / figures on next page

start date - - end date- -
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introduction (continued): space for images

image / figure 2:

image / figure 1:
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PROBLEM DEFINITION  **
Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30 
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **
State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed 
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for 
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In 
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your 
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within 
the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term 
meeting, green light meeting and graduation ceremony. Illustrate your Gantt Chart by, for instance, explaining your approach, and 
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 activities. 

start date - - end date- -
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your 
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed. 
Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives 
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a 
specific tool and/or methodology, ... . Stick to no more than five ambitions.

FINAL COMMENTS
In case your project brief needs final comments, please add any information you think is relevant. 
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	Project Title: Ease of wayfinding commercial functions Schiphol
	Project start date dd: 17
	Project start date mm: 02
	Project start date yyyy: 2021
	Project end date dd: 20
	Project end date mm: 08
	Project end date yyyy: 2021
	Project Introduction: Schiphol aspires to bring the world closer. Schiphol is the third-busiest airport in Europe in terms of passenger volume and the busiest in Europe in terms of aircraft movements (Feiten en cijfers 2019, Schiphol). Daily, almost 200.000 passengers from all over the world travel via Schiphol, all having different needs, goals and experiences.

To reach Schiphol's goal of becoming Europe's preferred airport, this assignment touches upon one of the many aspects in passengers journey through Schiphol.

Schiphol wants to improve the information system for the commercial functions (shops, restaurants, services) on the airport (image 1). The current wayfinding system for commercial functions consists of blue boards, together with digital references, such as the Schiphol app. This wayfinding is separated from the functional wayfinding (for gates, toilets ect.), which is indicated with the famous yellow Mijksenaar boards (which is functioning well) (image 2).

As Schiphol explained, their current wayfinding for commercial functions has some issues. Examples might be:
- The blue boards are too small (visibility/recognizability) 
- The information is often outdated (adaptability) 
This leads to a mismatch between Schiphol and the passenger. 

The main stakeholders for this project are Schiphol and the passenger. However, there are also other stakeholders for which this project is relevant, for example (employees working at) the commercial functions, flight attendants and pilots. 

Opportunities & limitations
An advantage of having a project via Schiphol is the ability to involve the passengers and Schiphol in this project. I can build upon existing knowledge (created by previous graduation students for Schiphol). 

The complexity of this assignment lies (amongst others) in the diversity of passengers (from all over the world). 
As Schiphol agreed, design for all won't work (and will not be manageable in time of this project). So after some broader research, I may need to narrow my scope down to make it better manageable. 

The corona crisis has had a great impact on the flight movements and passenger numbers at Schiphol. In 2020, Schiphol experienced a decline of 71% in the amount of passengers traveling via Schiphol. As Dick Benschop explains: "It will take until 2024 or 2025 before the old level of 500 thousand flight movements is reached again."
As we are now in the second lockdown, the corona crisis will also impact my project. In creating and executing my research (plan), I should take into account the different associated restrictions and find ways in how to work around the situation. 



	student family name COPY: Arkesteijn                                              4728
	student initials COPY: L
	student number COPY: 4453662
	Project Title COPY: Ease of wayfinding commercial functions Schiphol
	Project introduction image 1: 
	image figure 1: Floorplan departure hall Schiphol 
	Project introduction image 2: 
	image figure 2: Current wayfinding at Schiphol (yellow = functional, blue = commercial)
	Project Problem: Passengers at Schiphol are not reached at the right time to communicate the range of the commercial functions that Schiphol offers. This results in passengers not being aware of the wide variety of commercial functions Schiphol has to offer (e.g.  massages, airport park, library) and therefor passengers not using (the range of) the commercial functions. 

The following questions need to be answered: 
- Why is the current wayfinding concept not working? (What are good elements and what not?)
- What are the (latent) needs of the passengers regarding the commercial functions? --> When are they looking for which commercial function? 
- Are there different passenger types? Do they have different needs? Which is most interesting to focus on? 
- How can we best communicate this range of commercial functions to the passengers?  
- How do these needs translate into a dynamic wayfinding concept? 

Another important thing to mention is that the commercial wayfinding should not hinder the functional wayfinding: Possibly the commercial wayfinding can even enhance the functional wayfinding. 





	Project Assignment in 3: Design a dynamic wayfinding concept that fulfills the (latent) needs of passengers regarding the use of the range of commercial functions at Schiphol.
	Project Assignment Elaboration: I will create an innovative design for a wayfinding concept that can be part physical and part digital. 

The wayfinding concept will be a service that will mainly be used by the passengers, but Schiphol and its employees should also be taken into account. Schiphol will be/stay the owner of the wayfinding concept. 
Schiphol is looking for an 'out of the box' concept, that distinguishes itself from the obvious possibilities. To ensure an innovative concept, the time-frame for implementation of the concept will be around 3-5 years.  

The range of the commercial functions should be communicated to the passengers. This will probably happen more than once during the passengers journey to and through Schiphol. Therefore, this concept will probably have multiple touchpoints along the customer journey and may involve touchpoints before arriving at Schiphol.

To nudge people to use the commercial functions, it is needed that: (areas of research)
- passengers are aware of the range of commercial functions before arriving at Schiphol
- the stress-level does not block the wayfinding-ability of people
- passengers experience a feeling of control, before they can relax (is this true for all passengers or only a smaller group?)  
(more areas of research will probably arise during the project)
	Planning Gantt: 
	Planning Elaboration: Approach
In my projects, I often use a lean approach: I make many short iterations, by quickly testing my assumptions in the context. 

I will start with a broad exploration, including a benchmark studies at other airports (and possibly train stations) and interview experts about the current wayfinding. I will then narrow down based on the outcomes of the research (including contextmapping). 

I had a meeting with Froukje Sleeswijk Visser for advice on how to approach the contextmapping. Her advice was to do the contextmapping not in Schiphol, but with acquaintances, as this part is mainly exploratory (and often with contextmapping homework needs to be done on beforehand, which is difficult with 'unknown/random' passengers).  This way, I am less restricted to the corona measures and can use my time at Schiphol for tests in the context. 

Where possible, I want to involve the passenger and Schiphol in my process. 

For the details of the planning, I will work 4 days a week on my graduation project, so that I am able to combine this with my work for Nanny Nina. Furthermore, I want to be finished before September 2021, so that I still have the chance to graduate cum laude. After the mid-term, I planned a week off, as this was advised by other graduation students. 
	Project start date dd COPY: 17
	Project start date mm COPY: 2
	Project start date yyyy COPY: 2021
	Project end date dd COPY: 20
	Project end date mm COPY: 8
	Project end date yyyy COPY: 2021
	Project Motivation: This project excites me because as a designer, I am interested in the relationship and interaction between organizations and (end) users. How do they communicate and how do they influence each other? 

From all the airports I have visited, I found Schiphol always one of the most pleasant airports (maybe partly because I know the airport better than others). I am impressed to see so many processes running at the same time and coming together to one efficient whole. I am thrilled to be part of this. 

Furthermore, since the environment of Schiphol is and can be completely designed, every aspect can be fine-tuned to create the best possible experience for the people in that environment. However, many things have already been thought about so there is a lot to take into account, which makes this a challenging environment to design for (and in). 

And lastly, I am interested in the cognitive and psychological aspects of wayfinding.

In this project, I want to build upon the following competences: 
- Service Design: putting methods like customer journeys, service safari's in practice (instead of only theoretical use). 
- Co-creation: which is often combined with service design. I want to involve the passenger and Schiphol as much as possible, and set up the project in a way that they will become ambassadors of the wayfinding concept. 

Hereby, I want to apply the knowledge gained in the electives Service Design & Culture Sensitive Design. 

Furthermore, I have the following personal learning ambitions:
- I want to experience what it is like to work in a big company. As I am working for Nanny Nina, this is a small company (I even partly have my own company (franchise) within Nanny Nina). I would like to see and experience whether I would like to work in a big company after graduation. 
Therefore, I have three points of focus:
- How does the size and hierarchal structure of Schiphol impact the interaction and collaboration between employees from different functions and departments?
- How does the structure and hierarchy in the company impact the ability of Schiphol to implement change and innovations?
- What is it like to work in a big company in times of corona? How is the social interaction between colleagues? 

As a second learning ambition, I want to become more experienced in approaching strangers (in this case mainly passengers) for an interview. In these situations it is always difficult to estimate if people are willing to spend some time, and how much time. Is it possible to ask personal questions (which is cultural related)? How to improve this relationship of trust in a short time? I will look into available literature regarding this topic to support my learning.
Besides passengers, I will also speak with people from different positions at Schiphol. I want to learn how to communicate my ideas to different stakeholders (employees) within Schiphol, while some of these people might be reluctant to change/accept new ideas.

	Project Final Comments: 


