Ticket Machine Interaction Analysis
The scenario
A passenger needs to buy a return ticket from Swansea to Cardiff. Their train leaves in eight minutes. The passenger is carrying a suitcase and has limited fine motor control. The station is noisy, and sunlight is reflecting from the ticket machine screen.
The opening screen shows several popular destinations, but Cardiff is not shown. The passenger eventually finds Other destinations and enters Cardiff using a small on-screen keyboard.
The machine offers Anytime Return, Off-Peak Return and Super Off-Peak Return without explaining the differences. The Back and Cancel transaction controls are small and positioned next to each other.
The passenger chooses a ticket and uses contactless payment. The screen briefly displays Processing and then appears unchanged for about ten seconds, so the passenger touches the payment reader again.
The machine prints the ticket into a tray close to the ground. The screen immediately returns to the opening page, leaving the passenger unsure whether the second payment attempt was processed.
Your task
Analyse the interaction using the models and concepts from this workshop. Explain your reasoning, then propose improvements and consider any new problems they might introduce.
	Read
	5 minutes

	Analyse
	15 minutes

	Redesign
	10 minutes

	Report
	2 minutes per group




1  The execution and evaluation cycle
Choose one part of the scenario. Describe what the passenger must decide, do and understand at each stage. Use specific details rather than retelling the whole scenario.
	Stage
	Part of the cycle
	Your analysis

	1
	Form the goal
	
________________________________________________________________________________
________________________________________________________________________________

	2
	Form the intention
	
________________________________________________________________________________
________________________________________________________________________________

	3
	Specify the action
	
________________________________________________________________________________
________________________________________________________________________________

	4
	Perform the action
	
________________________________________________________________________________
________________________________________________________________________________

	5
	Perceive the system state
	
________________________________________________________________________________
________________________________________________________________________________

	6
	Interpret the system state
	
________________________________________________________________________________
________________________________________________________________________________

	7
	Compare the outcome with the goal
	
________________________________________________________________________________
________________________________________________________________________________



	What is the most difficult stage for the passenger, and why?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



2  The two gulfs
	Gulf of execution  Identify one example and explain the gap between the passenger's intention and the available actions.
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



	Gulf of evaluation  Identify one example and explain why the passenger cannot determine the machine's state or the outcome of an action.
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



3  The interaction translations
Identify one relevant breakdown for each translation. Some problems may involve more than one translation. Explain any overlap.
	Translation
	What passes between the components
	Breakdown and explanation

	Articulation
	User to input
	
________________________________________________________________________________
________________________________________________________________________________

	Performance
	Input to system
	
________________________________________________________________________________
________________________________________________________________________________

	Presentation
	System to output
	
________________________________________________________________________________
________________________________________________________________________________

	Observation
	Output to user
	
________________________________________________________________________________
________________________________________________________________________________




4  Ergonomics and context
Identify at least three factors that change how the passenger experiences the interaction. Explain the effect of each factor rather than simply naming it.
	Factor
	Effect on the interaction
	Design response

	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________




5  Current interaction styles
	Which interaction styles does the machine use? Give evidence from the scenario.
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



	Would a different or additional interaction style help? Explain the benefits and limitations.
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________





6  Redesign proposals
Propose three changes. Each proposal must identify the problem, explain the change and consider a possible disadvantage or new problem.
	Design aim
	Problem addressed
	Proposed change and expected effect
	Possible disadvantage

	Reduce the gulf of execution
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

	Reduce the gulf of evaluation
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________

	Improve physical accessibility
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
	
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________




Group report
	The most serious interaction breakdown
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



	The design change that would have the greatest effect
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



	One possible disadvantage of that change
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________



	Which problem could cause the most harm rather than merely inconvenience, and why?
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
________________________________________________________________________________
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