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INSIGHT

Problems Powell station is always crowded with people who are waiting for the cable car. They 

usually wait around (or over) 1 hour  in the line under the sun (or rain) and get bored and 

annoyed.



INSIGHT

Solutions 1) Provide reservation system via mobile application and website. 

The uers choose date and time and can buy tickets with the app and website. 

They can print the tickets and show their tickets via their mobile phone and tablet PC.

2) Combine the Bart ticket machine and reservation system. 

The visitor can get a ticket using the machine. 

They also can make a reservation with the machine. As with the app and the website, 

they can choose the date and the time they want.



CONCEPT

Strengths

Weaknesses

1. Reservation

 

2. Buy tickets

Ticket

Text! Sending alarm text messages 

(10-30 mins prior to their turn)



SWOT ANALYSIS

Strengths - SF Cable Car is a symbol of this City

- Increses number of visitors
  (in SF bay area)

- SF Cable Car is one of the most popular

  activities in San Francisco

Weaknesses - Very long waiting line

- lack of information

- Bad official website (design, information)

- No attraction traslantion in to

  other languages

- Expensive price ($6 / one way)

Opportunities - Large number of Smartphone Users

- Availablity of many IT people in SF bay    

   area.
 (Designers, Programmers)

- Many potential customers guaranteed

Threats - Lack of safty in SF Cable Car
  (Not safe for children)

- One-off thing

- Increase of Smartphone stealing

- Homeless people in San Francisco



RESEARCH (SF Tourists)

- San Francisco hosted 16.5 million visitors in 2012 - Point of Origin: Domestic vs. International

AMERICAN : 808,655

ASIAN : 210,000

SPANISH : 96,000

EUROPEAN : 56,000 

- The Top 5 Places to Visit in the USA

LA Las Vegas

Chicago

New York

San Francisco

70.2% 29.8%



RESEARCH (SF Tourists)

- Transportation Methods Utilized while in San Francisco - Average Number Of  Commuters Daily : 583.307

- Yearly Cable Car Riders : 7,042,503

- 40 Cable cars

- Activities in San Francisco (multiple choices)

MUNI(bus+train+F-line)

41.2%

Cable Car

32.1%

Restaurant

90.8%

Shopping

69.6%

Museums

42.7%

Cable Car

38.7%

Bart

26.7%



RESEARCH

Queuing psych

• Occupied time feels shorter than unoccupied time

• People want to get started

• Anxiety makes waits seem longer

• Uncertain waits are longer than known, finite waits

• Unexplained waits are longer than explained waits

• Unfair waits are longer than equitable waits

• The more valuable the service, the longer the customer will wait

• Solo waits feel longer than group waits

Source: David H. Maister, "The Psychology of Waiting Lines" 

Result (Solution) : 

Present the arriving time 

of next Cable Car



RESEARCH (Reviews)



RESEARCH (Reviews)



COMPETITORS

Routesy Bay Area Bart Muni

511.org Rover Quick Muni - SF Muni



WHEN ?

WHERE ?

TARGET ?

SEP 26~28th

Powell Cable car station

People who are waiting in the 

Cable car waiting line.

SURVEYS



- Average waiting time.

- Q. If there were a mobile App so that you could 

   reserve a time to het on the cable car, would you 

   use it?

- Q. Did you hear about the long waiting line?

- Q. If there were a vending maching so that you   

   could get a ticket with the reservation time, would  

   you use it?

no
33.5%

12

45~60 mins

6

9 3

yes
66.5%

no
26.4%

yes
72.6%

no
39.6%

yes
59.5%

SURVEYS



TARGET

Age:

Occupation:

location:

Tech Savvy:

Key Factor:

10s to 50s

Various

Various

Moderate to high

Tourists

Behaviors: - Reservate a ticket 

   via website & mobile App

- Buy or Reservate a ticket

   via the ticket machine



DESIGN PROCESS



WORD LISTS

glass

metallic

plastic

entertainment

clean

tour

blue

red

yellow

gray

clear

see thru

safe

comfortable

city

urban

leisure

fun

waiting

queue

interactive

new + old

harmony

Future-Oriented

environment-

friendly

wander

weekend

voyage

relaxation

amazement

hill

San Francisco

Jumbled

kiosk

touch screen

vending machine

tickets

website/app

convenient

practical

tourist

attraction

educational

instructive 

memorable

boredom

exhausted

cable

cable car

train

transportaion

excursion

expedition

foreign

technology

guided tour

holiday

keepsake

postcard

reservations

scenery

tote

tramway

vehicle



MOOD BOARDS



MOOD BOARDS



MOOD BOARDS



MOOD BOARDS



LOGO (Sketches + 1st Draft)

SAN FRANCISCO

CABLE CAR



LOGO (Extension)



LOGO (Final)

Rockwell Extral Bold

Rockwell Regular

Trade Gothic LH Extended



Mobile APP (User Flows)



Mobile APP (User Flows)

HOME

GUIDETICKET

Get Tickets

Restaurant MAP

Drinks

Art

View

Shopping

Restaurant MAP

Drinks

Art

View

Shopping

Restaurant MAP

Drinks

Art

View

Shopping

Select a day

Select a line

Select time

Payment

Show My Tickets line #1 line #2 line #3 History About

STORY



Mobile APP (Sketches)



Mobile APP (Wireframe)

TICKET GUIDE STORY

TICKET

TICKET
GUIDE STORY

Map

TICKET

TICKET
GUIDE STORY

Get Tickets

Show My Tickets



Mobile APP (Wireframe)

<       OCTOBER       >

TICKET

TICKET
GUIDE STORY

9 AM

11 AM

12 PM

1 PM

2 PM

10 AM 10:00 10:20 10:40

TICKET
OCTOBER  12th

TICKET
GUIDE STORY

10 AM

The numbere of people

Credit Card Number Expiration

Name  

Email

CVC Code

10:00 10:20 10:40

Pay Now

TICKET
OCTOBER  12th

TICKET
GUIDE STORY



Mobile APP (1st User Test)



TICKET TICKET

Mobile APP (Process)



<       OCTOBER       >
9 AM

11 AM

12 PM

1 PM

2 PM

3 PM

10 AM 10:00 10:20 10:40

10 AM 10:00 10:20 10:40

The numbere of people

Credit Card Number Expiration

Email

TICKET
OCTOBER  12th

TICKET TICKET
OCTOBER  12th

Name  CVC Code

Pay Now

Mobile APP (Process)



SELETE A LINE SELETE A LINESELETE A LINE

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TAB MAP 

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TAB MAP 

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TAB MAP 

Mobile APP (2nd User Test)



PERSONAS
&

PROTOTYPES

PERSONAS
&

PROTOTYPES



Solutions

Age:

Occupation:

location:

Tech Savvy:

Key Factor:

Task:

24

Student

New York, NY

High

Reservation

Reservation the cable car tickets online via her smart phone.

Marilyne will visit San Francisco next month. 

Because she will stay only for 2days, she doesn’t 

want to waste time in long waiting lines.

Marilyne Leroy (tourist)

PERSONA #1

Solutions

Age:

Occupation:

location:

Tech Savvy:

Key Factor:

Task:

24

Student

New York, NY

High

Reservation

Reservation the cabel car tickets online via her smart phone.

Marilyne will visit San Francisco next month, 

because she will stay only for 2days, she doesn’t 

want to waste time in long waiting lines.

Marilyne Leroy (tourist)

PERSONA #1



Solutions Marilyne Leroy (tourist)

PERSONA #1

HOME

TICKET

Get Tickets

Select a day

Select a line

Select time

Payment

Show ticket 

via 

screen

Pay by Credit Card

Reservation the cable car 

tickets online via her 

smart phone.

Solutions Marilyne Leroy (tourist)

PERSONA #1

HOME

TICKET

Get Tickets

Select a day

Select a line

Select time

Payment

Show ticket 

via 

screen

Pay by Credit Card

Reservation the cabel car 

tickets online via her 

smart phone.



PERSONA #1

SELECT A LINE

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TAB MAP 

OCTOBER       <  SEPTEMBER NOVEMBER  >

 1                2                 3                4                5

 6                7                 8                9                10               11              12

    MON            TUE             WED            THU             FRI             SAT             SUN

 13              14               15              16               17              18               19 

 20              21               22              23               24              25               26 

 27              28               29              30               31              

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TICKET GUIDE STORY

PERSONA #1



PERSONA #1

The numbere of people

OCT 29th, 2013 10:20AM

Credit Card Number Expiration

Email

TICKET

Name  CVC Code

Pay Now

2

$6 X 2    +    $1.25   =   $13.25

          Tickets                         Tax                    Total Amount

my TICKET

PERSONA #1



PERSONA #1



Age:

Occupation:

location:

Tech Savvy:

Key Factor:

Task:

54

Banker

Seattle, WA

Low

Get a ticket

Get a ticket through the machine next to the cable car station.

Because he could choose the soonest available time via the vending 

machine, he doesn’t need to stay around the cable car station.

Charles didn’t know that he could get the ticket 

earlier by online.

Charles Wheeler (tourist)

PERSONA #2

Age:

Occupation:

location:

Tech Savvy:

Key Factor:

Task:

54

Banker

Seattle, WA

Low

Get a ticket

Get a ticket through the machine next to the cable car station.

Because he could choose cloest/available time via vending machine, 

he doesn’t need to stay around the cable car station.

Charles didn’t know that he could get the ticket 

earlier by online.

Charles Wheeler (tourist)

PERSONA #2



Charles Wheeler (tourist)

PERSONA #2

HOME

TICKET

Get Tickets

Select a day

Select a line

Select time

Payment

Get a ticket

Show real ticket

Get a ticket through the 

machine next to the cable car 

station.

Because he could choose 

cloest/available time via

 vending machine, he doesn’t 

need to stay around the cable 

car station.

Pay by Cash

Charles Wheeler (tourist)

PERSONA #2

HOME

TICKET

Get Tickets

Select a day

Select a line

Select time

Payment

Get a ticket

Show real ticket

Get a ticket through the 

machine next to the cable car 

station.

Because he could choose 

cloest/available time via

 vending machine, he doesn’t 

need to stay around the cable 

car station.

Pay by Cash



PERSONA #2

SELECT A LINE

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TAB MAP 

OCTOBER       <  SEPTEMBER NOVEMBER  >

 1                2                 3                4                5

 6                7                 8                9                10               11              12

    MON            TUE             WED            THU             FRI             SAT             SUN

 13              14               15              16               17              18               19 

 20              21               22              23               24              25               26 

 27              28               29              30               31              

TICKET

POWELL

HYDE

POWELL

MASON
CALIFORNIA

TICKET GUIDE STORY



PERSONA #2

The numbere of people

OCT 29th, 2013 10:20AM

Credit Card Number Expiration

Email

TICKET

Name  CVC Code

Pay Now

2

$6 X 2    +    $1.25   =   $13.25

          Tickets                         Tax                    Total Amount

my TICKET



PERSONA #2



Age:

Occupation:

location:

Tech Savvy:

Key Factor:

Task:

28

Programmer

Seoul (S.KOREA)

High

- Lingo 

- Reservation

1. Change language to Korean

2. Reserve the cabel car tickets online via his smart phone.

Min-Jun just arrived in SF and wants to take 

the SF Cable Car. Because he is not familiar with 

English, he needs a translation to get the cable car 

ticket.

Min-Jun Kim (tourist)

PERSONA #3

Age:

Occupation:

location:

Tech Savvy:

Key Factor:

Task:

28

Programmer

Seoul (S.KOREA)

High

- Lingo 

- Reservation

1. Change language to Korean

2. Reservation the cabel car tickets online via his smart phone.

Min-Jun just got SF and wants to take SF Cable Car

Because he is not familiar with English. He needs to 

translate to get the cable car ticket.

Min-Jun Kim (tourist)

PERSONA #3



Min-Jun Kim (tourist)

PERSONA #3

HOME

TICKET

Get Tickets

Select a day

Select a line

Select time

Payment

Show ticket 

via 

screen

Pay by Credit Card

Change language setting to Korean

1. Change language to  

     Korean

2. Reservation the cabel car 

     tickets online via his

     smart phone.

Min-Jun Kim (tourist)

PERSONA #3

HOME

TICKET

Get Tickets

Select a day

Select a line

Select time

Payment

Show ticket 

via 

screen

Pay by Credit Card

Change language setting to Korean

1. Change language to  

     Korean

2. Reservation the cabel car 

     tickets online via his

     smart phone.



PERSONA #3

TICKET GUIDE STORY

PERSONA #3

SELECTED LANGUAGE

CHOOSE A LANGUAGE

ENGLISH

FRENCH

ITALIAN

GERMAN

KOREAN

SPANISH

more

TICKET GUIDE STORY

TICKET

티켓 구입 하기

내 티켓 보기



PERSONA #3PERSONA #3

노선 선택하기

TICKET

파웰

하이드

파웰

메이슨
캘리포니아

지도를 터치해 주세요

10월       <  9월       11월  >

 1                2                 3                4                5

 6                7                 8                9                10               11              12

    MON            TUE             WED            THU             FRI             SAT             SUN

 13              14               15              16               17              18               19 

 20              21               22              23               24              25               26 

 27              28               29              30               31              

TICKET

파웰

하이드

파웰

메이슨
캘리포니아

my TICKET

9 AM

8 AM

11 AM

12 PM

1 PM

2 PM

3 PM

10 AM 10:00 10:20 10:40

시간 선택하기

TICKET



인 원 

10월 29일, 2013 10:20AM

카드 번호 만료일

이메일 주소

TICKET

성명 CVC 코드

결제하기

2

$6 X 2    +    $1.25   =   $13.25

          Tickets                         Tax                    Total Amount

PERSONA #3

my TICKET my TICKET



Get a ticket through the machine next to the cable car station.

Because he could choose the soonest available time via the vending 

machine, he doesn’t need to stay around the cable car station.

Get a ticket through the machine next to the cable car station.

Because he could choose cloest/available time via vending machine, 

he doesn’t need to stay around the cable car station.

PROTOTYPES

Click to see prototypes

(http://invis.io/23J3I6JT)



PROTOTYPES
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