Designing a Resilient Museum Ticket Kiosk
Names: _______________________________________________
Date: ______________________
Scenario
An unstaffed ticket kiosk is located in a bright, noisy museum entrance.
Visitors vary in:
· Age and digital confidence
· Language and literacy
· Vision and hearing
· Dexterity and mobility
· Previous experience of ticket kiosks
Design an interaction that allows visitors to select, pay for and receive the correct ticket.
Your design must include:
· A primary input and output route
· Two equivalent alternative routes
· Progress, error and completion feedback
· Recovery from interruption
· Five justified design requirements

1. Define the task
What must the visitor accomplish?


What information must the visitor provide?


What information must the kiosk communicate?


What counts as successful completion?



2. Consider the context of use
Identify the factors that could affect the interaction.
	Contextual factor
	How could it affect the visitor or interface?

	Bright light or glare
	

	Background noise
	

	Time pressure or queues
	

	Language or literacy
	

	Vision or hearing
	

	Dexterity or mobility
	

	Digital confidence
	

	Other: __________________
	


Which three contextual factors are most important?
1. 
2. 
3. 

3. Map the interaction
Complete the main sequence a visitor will follow.
	Stage
	What does the visitor do?
	What does the kiosk do or communicate?

	Begin the transaction
	
	

	Choose a ticket
	
	

	Check the selection
	
	

	Pay
	
	

	Receive confirmation
	
	

	Obtain the ticket
	
	


Where is the interaction most likely to fail?

What would be the consequence of that failure?


4. Choose the primary input and output
Primary input method
What will the visitor use to provide information and issue commands?

Why is this appropriate for the task and context?


Consider:
· Throughput
· Precision
· Learnability
· Fatigue
· Error recovery
Primary output method
How will the kiosk present choices, instructions and system state?

Why is this appropriate for the task and context?


Consider:
· Visibility or audibility
· Persistence
· Privacy
· Attention
· Information complexity

5. Provide equivalent alternative routes
An alternative route must allow the visitor to achieve the same essential outcome. It should not merely repeat the primary route in the same form.
Alternative route 1
Input or output method:

Which limitation or failure does it address?

How does it provide an equivalent outcome?


Alternative route 2
Input or output method:

Which limitation or failure does it address?

How does it provide an equivalent outcome?


Check the alternatives
For each statement, tick Yes or No.
	Question
	Route 1
	Route 2

	Can the visitor complete the essential task using this route?
	☐ Yes ☐ No
	☐ Yes ☐ No

	Does it remove dependence on a capability required by the primary route?
	☐ Yes ☐ No
	☐ Yes ☐ No

	Is the route discoverable without assistance?
	☐ Yes ☐ No
	☐ Yes ☐ No

	Does it provide equivalent information and control?
	☐ Yes ☐ No
	☐ Yes ☐ No

	Can errors be detected and corrected through this route?
	☐ Yes ☐ No
	☐ Yes ☐ No



6. Design the feedback
Specify how the kiosk communicates what it has detected, interpreted and completed.
	Interaction stage
	What must the visitor know?
	Feedback provided

	Action detected
	Did the kiosk detect the action?
	

	Action interpreted
	What does the kiosk think was selected or entered?
	

	Processing
	Is something happening, and must the visitor wait?
	

	Error
	What went wrong, and how can it be corrected?
	

	Completion
	Was payment accepted and the ticket issued?
	


Are any essential messages dependent on only one sensory channel?
☐ No
☐ Yes — explain how this could be made more resilient:



7. Support error recovery
Example error
Choose one realistic error that could occur.

How will the visitor notice the error?

How will the interface explain it?

What can the visitor do next?

Can the visitor correct only the affected part?
☐ Yes
☐ No — explain why restarting is necessary:

Can a consequential action be undone or cancelled?


8. Recover from interruption
Imagine that the visitor is interrupted after selecting tickets but before completing payment.
What state should the kiosk preserve?

How will the returning visitor know where they were?

How can they continue?

When should the kiosk time out?

What warning should appear before the session is cleared?

How will personal or payment information be protected?


9. Annotated kiosk sketch
Sketch the main kiosk interface. Annotate:
· Primary controls
· Primary output
· Alternative input and output routes
· Progress feedback
· Error feedback
· Completion feedback
· Back, cancel and recovery controls
Sketch area









10. Write five justified design requirements
Write each requirement so that it is:
· Specific
· Testable
· Relevant to the scenario
· Justified using perception, cognition, physical interaction or resilience
Use shall to distinguish the requirement from its justification.
Example
	Category
	Design requirement
	Justification

	Perception
	The kiosk shall present payment failure using an icon, explanatory text and an audible alert.
	This avoids relying on colour or sound alone and makes an important system state perceptible under different sensory and environmental conditions.


Your requirements
	No.
	Category
	Design requirement
	Justification

	1
	Perception
	
	

	2
	Cognition
	
	

	3
	Physical interaction
	
	

	4
	Resilience or redundancy
	
	

	5
	Error recovery or interruption
	
	



11. Review your design
Before finishing, check that:
· ☐ The design supports the complete ticket-purchasing task.
· ☐ The primary input and output suit the context of use.
· ☐ Two genuinely equivalent alternative routes are provided.
· ☐ Essential information does not depend on colour alone.
· ☐ The visitor can tell when an action has been detected.
· ☐ The visitor can see what the kiosk interpreted.
· ☐ Waiting or processing is made visible.
· ☐ Errors explain both the problem and the next action.
· ☐ Completion is clearly confirmed.
· ☐ The visitor can recover from an interruption.
· ☐ All five requirements are specific and testable.

12. Gallery comparison
Examine another group’s design.
One decision that makes their design particularly resilient


One situation their design may not yet support


One idea you would adopt or adapt



Final reflection
Which design decision changed most when you considered the context of use?


Which principle from perception, cognition or physical interaction caused that change?



