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Study

Method Participants

Average duration 

per participant 

(minutes)

Total data points

Semi-structured 

interviews
20 27

703 statements 

tagged

Questionnaires 50 -
248 statements 

tagged

Participants and data points
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P3: Ticket barriers are always annoying.

P13: One annoying thing is the train is at the platform, but you 

aren’t told until 5 minutes beforehand that you should go, and 

there’s a swarming.

P17: I used to get the ten past 8, it was absolutely horrendous. 

Like fully elbowing people to get in. It’s horrendous, and 

dangerous.

P18: Where I really struggle at a different station is where you 

should stand at the platform. So if you’ve booked a seat, where 

should you be standing so you don’t have to run up the platform 

when the train arrives.

P3: I never bothered trying to find my seat because I’d just get 

on the nearest coach to me, that's fine, as long as there's space. 

But I won't go and hunt down where that seat is. I just seat in 

whatever seat I can find, even if I do have a seat reserved.



P1: By checking tickets it’s giving them a reason to be going up 

the train and interacting with people. If somebody’s got a 

problem, they stop and talk to them. 

P8: Checking the ticket doesn’t really inconvenience me to be 

honest. It almost in a way gives some reassurance that if you’re 

travelling without a ticket you will be caught. 

P5: What I don't understand though is why do you have to go 

through the barriers anyway, if you’ve already had it stamped. 

It’s like a double check.



Recommendations: What passengers want

 A stress-free navigation through stations up to the seats 

on a train

 An easier way to locate their reserved seats or an 

empty seat

 Avoid crowded trains

 A better way of proving the right to travel, but maintain 

the physical presence of a crew member



Parallel study – Passenger personas



Parallel study – Crew shadowing



Parallel study – Platform observation



Parallel study – Best-Worst Scaling Survey



Parallel study – Usability evaluation

OLED Characteristics

Positives Immediately noticeable

Good contrast

Readability does not change with different light levels

Negatives Poor formatting of text, only four lines of text

Glare in bright environments

Hard to read

E-ink Characteristics

Positives Information is clear, easy to read, text spaced out

Good in bright environment

Good contrast

Negatives Hard to notice the display, does not stand out

Difficult to notice the information on the screen



Next steps – Integration and simulation
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