
�� You can extend your journey while you're traveling: In the event that you do not find a ticket to 
your final destination, you can book a ticket on the same train for an earlier destination, if available. When on 
the train, the TTE can issue a ticket for the stations ahead. However, the ticket could be for a different seat.

�� Use the middle berth. But only between 10 pm and 6 am: The Railways has a strict rule 
regarding middle berths. Passengers cannot fold down the berth during the day as the lower and upper berths 
are used as seats. Passengers can only sleep on the middle berth from 10 p.m. to 6 a.m.

�� Missed your train? Your seat is safe for two stops: Passengers often miss boarding their trains 
at the original boarding station; however, in order to give the passengers a fair chance, the two-stops rule was 
put in place, stopping the ticket collector from transferring the seat to another passenger. The seat becomes 
transferable after an hour or until the train passes the next two stops of the overall journey.

�� Travel on a waiting list ticket: You can travel with a waitlisted ticket if it is bought from the window 
counter. However, e-ticket waitlisted passengers are not allowed to board the train. Waitlisted e-ticket are 
refunded after the preparation of train chart. You will be treated as without ticket if caught travelling in train 
on waitlisted eticket.

�� Luggage Limit: Like flights, there is a limit for luggage in Indian Railways. For AC coach reservations, you 
can carry a maximum of 70 kg luggage, sleeper class has a limit of 40 kg and second class 35 kg luggage. With 
extra luggage charges in the AC class, you can carry 150 kg, in a sleeper 80 kg, and a second sitting 70 kg bag 
and baggage.

Railways rules you should know-

Bunch of Problems...

most Problematic

But what to do with them? Easy, Vote ‘em out, Work on ONE

not going list all them, it’s up there

And here’s our...

Problem statement


Passengers face significant challenges in current ticket reservation, booking 
platform tickets, identifying platforms, food ordering, and understanding the 
system’s working, impacting their travel experience.

OR

Find them here

Challenges regarding platform ticketing and railway 

service navigation.

Now we Think...
It all starts with Curiosity, we got curious, we admired each other’s 
curiousness and then...voted those Curious questions.

Weren’t you Curious?

Why everyone’s names were Colored?

This will lead us into the next Step...

It’s really simple 


Write down your Questions, Highlight each other’s 
questions what one finds noteworthy from given colors.

Scroll

Let’s ideate!
After our Users’ current experience were defined, we move on to ideate 
around the problem.

Using Touchpoints for every access step

Quick ticketing as a Guest for emergency booking

Signage and Navigation In-train Information Systems

Digital Ticketing Feedback Mechanism
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Project Brief
This project aims to apply a comprehensive design process to identify gaps, challenges, 


and opportunities within the Indian Railways sector and develop innovative solutions to address them.

By following the 6D design process, we aim to enhance the user experience, efficiency, and safety of rail travel.

Rampal Yadav
Passenger

Age 43

Occupation Clothing store owner

Location Gaya, Bihar

“Tabse RAC waiting main hai, third 
A.C bhi agar mil jaaye toh in dono ka 
ho jayega, mai toh kaise bhi chale 
jaunga”

Travel Habits

• Prefers travelling by train over bus as it is 
affordable.

• Travels frequently 4-6 times in a month 
from his hometown to Dehradun.

Bio

Rampal owns and operates a clothing store in Dehradun. He belongs to Gaya, Bihar 
and been in the business for over 15 years in Dehradun has built a loyal customer base 
there. Rampal has been travelling in train since a long time to his home town and he is 
facing issues related to RAC, Waiting list and cleanliness  while traveling.

Needs

• Efficiency: Needs efficiency in ticket booking and travel arrangements to ensure a 
smooth hassle-free journey.

• Hygiene: Prioritizes cleanliness and hygiene, especially in public spaces like trains.

Pain Points

• Unclean trains: Rampal is concerned about the cleanliness of train 
compartments as they are paying them for the service.

• RAC Waiting ticket: Often faces the challenge of getting RAC tickets, as they 
don’t have any other alternative for traveling during emergencies.

• Platform changing: Faces frustration and inconvenience when the platform 
changes are announced suddenly, especially when it occurs just minutes 
before departure.

Goals

• Booking urgent ticket regardless of preferences.

Challenges

• Often has to rush to catch his train due to last-minute platform changes, which can sometimes lead to missing the train.

• The uncertainty of  not having a confirmed seat in emergency make his family anxious before their journey.

• Not aware of any digital services to raise complain while traveling in train.

User Persona

Thinks

Unsure about any digital services available to raise complaints 
while traveling on trains.

Frustrated by the challenges of getting RAC tickets, 
especially during emergencies.

Concerned about the cleanliness of train 
compartments, especially considering the fare paid.

Says

"I've been running my clothing store for over 15 years now."

 Wish there was a more efficient way to book tickets and ensure 
a smooth journey

"Travelling by train has become increasingly frustrating due to 
cleanliness issues and ticketing problems."

Does

Operates a clothing store in Dehradun

Travels frequently by train for personal and business reasons.

Often rushes to catch trains due to last-minute platform changes.

Feels
Anxious about not having confirmed seats for his 

family during emergency travels.

Frustrated by the inconvenience caused by last-
minute platform changes.

Disappointed by the lack of efficiency in ticket 
booking and travel arrangements, leading to stress 

and hassle during journeys.

Empathy Mapping

Defining the users
After interviewing different stakeholders in the entire system, we tried to identify our user 
segment, who’s problem could be eventually solved by us...

Customer journey map

Actions Pre Journey Ticket Booking Pre- Departure Departure Onboard Experience Post Journey

Tasks

� Plan travel dates and 
routes�

� Check ticket 
availability and book 
tickets�

� Prepare for the 
journey by packing 
essentials.

� Secure tickets for 

the desired date and 

class�

� Confirm booking 

details and payment.

� Check train 
schedule and 
departure time�

� Arrive at the station 
with sufficient time 
before departure.

� Navigate to the 
designated platform�

� Board the train with 
luggage and 
belongings�

� Settle into assigned 
seats or berths.

� Settle in and make 
oneself comfortable�

� Utilize onboard 
facilities and 
services�

� Ensure personal 
hygiene and 
cleanliness during 
the journey.

� Reflect on the overall 
journey experience�

� Provide feedback or 
raise complaints 
about any issues 
encountered�

� Share experiences 
with friends, family, 
or online 
communities.

Feeling Happy
Confused

Mixed Feelings

Tired Pleased

Exhausted

Touchpoints
� Railway ticket counters�

� Travel agencies (if 
applicable).

� Online ticket booking 
platforms�

� Railway ticket counters�

� Customer service 
helplines.

� Train station 
announcements�

� Digital displays of 
train schedules�

� Platform Enquiry

� Train station staff 
and 
announcements�

� Fellow passengers 
for assistance or 
information.

� In-train facilities 
such as restrooms 
and dining areas�

� Feedback forms or 
complaint channels.

� Feedback channels 
provided by the 
railway authorities�

� Customer service 
helplines or online 
platforms.

Thoughts

� Concerns about 
securing tickets, 
especially during 
peak times�

� Desire for a smooth 
booking process to 
ensure a hassle-free 
journey.

� Anxiety about 
getting RAC tickets, 
especially for 
emergency travel�

� Frustration with 
system errors or 
delays during the 
booking process.

� Concerns about 
potential delay�

� Anticipation of 
disruption�

� Desire for a stress-
free start

� Frustration with the 
lack of advance 
notice for platform 
changes�

� Concern about 
cleanliness and 
hygiene onboard�

� Hope for a smooth 
journey despite 
initial challenges.

� Desire for a pleasant 
and comfortable 
journey for oneself 
and fellow 
passengers�

� Appreciation for any 
improvements or 
initiatives aimed at 
enhancing the 
onboard experience.

� Evaluation of the 
journey experience, 
considering factors 
such as cleanliness, 
comfort�

� Consideration of 
potential 
improvements or 
changes for future 
journeys.

Improvement

Opportunities

� Implement a 
streamlined online 
booking system with 
real-time seat 
availability updates�

� Offer priority booking 
options for emergency 
travel situations�

� Provide clear 
information on 
cleanliness standards 
for different train 
classes.

� Enhance online 
booking platforms to 
handle peak demand 
efficiently�

� Offer flexible 
ticketing options for 
last-minute 
travelers.

�� Enhanced 
communication of 
train schedule�

�� Clear signage and 
announcement�

�� Efficient crowd 
management

� Enhance 
communication 
channels to provide 
timely platform 
change notifications�

� Offer amenities or 
services to improve 
comfort and 
convenience during 
the journey.

� Implement strict 
cleanliness 
protocols and 
regular inspections 
to ensure high 
standards�

� Provide passengers 
with hygiene kits or 
amenities to 
maintain personal 
cleanliness during 
the journey.

� Implement a 
comprehensive 
feedback system to 
gather insights from 
passengers and 
address issues 
promptly�

� Utilize social media 
and online platforms 
to engage with 
passengers and 
share updates on 
improvements.

Personal Questions

Ticket Reservation Experience: Food Ordering Experience:

Personal interview questions

Primary Research
Now, Let us get into the field, and interact with users...

Survey insights
Let’s see what we derive from the questions

View Survey form

Every


2 out of 5

Unreserved travelling

Users encounter someone 
unreserved taking their seats while 
travelling

75%
Touchpoint

Users prefers Online ticket booking 
over On-Counter booking

81.25%
Reliability

Doesn’t trust the reliability of Train 
schedule and yet...

49% uses station display for train 
status

Frequency

50%
Every 2nd person

12.5%

Travels from the train frequently

that’s...

out of which...

Uses Train almost Daily for their 
travels.

Station Master

online process of booking Platform finding

Observation as a user Medical Help

Ticket confirmation Passenger absent.

Background & job Duty hours

Observation working schedule 

Engine  sensor & camera Rules for them

Sr. Asst. Loco Pilot

Coach Superintend

job Role challenge in this job

What they see

Two Station Rules That contradicts...

TTE - (Travelling Ticket Examiner)

Passengers

Passenger 1 Passenger 2 Passenger 3

interview analysis
Our conversations with all the possible stakeholders existing in the system...

...and they turned out to be the Passengers

User Pain Points
Pain points and frustrations from User Persona, Empathy Map and User Journey Map

We could figure out 8 major pain points and reasons for a frustrated experience

Difficulty in Raising Complaints

Inefficient Ticket Booking

Challenges with RAC Tickets

Cleanliness Concerns

Long ques in counters, lack of man power

Improper Station navigation

Last-Minute Platform Changes

Inefficient awareness about end-moment bookings
Considered to worthy 
to solve

Possible Solution

AI Chatbot and Call assist

QR Code based ticketing Kiosks

QR Code Kiosks installed at the entrance of Stations, at the different 
platforms available for passengers to Scan and avail a web application 
which would incorporate facilities of booking Platform ticket, Current 
Reservation, view Chart Vacancy, etc, of trains in next 4 hours from the 
following station.

Redefining the problem
Passengers encounter significant navigation challenges when attempting to locate current reservation counters at 
railway stations, primarily due to their placement outside the station premises. This results in delays during transit, 

leading to missed trains due to several factors: lengthy queues at counters or kiosks, insufficient manpower to handle 
the crowds, and the considerable distance from platforms. Additionally, passengers struggle with mobility, especially 

when carrying heavy luggage, exacerbating the already hassling experience.

16th Feb 2024

Where it all began...
The Project started as a traditional brainstorming activity on a 
chart paper with sticky notes.

We Decided to Brainstorm around a Industry that is considered  
the Backbone of Indian Economy.

So we decided, wait....who’s we?

� Rabiya Bha�

�

�

�

�

Manasvi Rastog�

Debdatta Maitr�

Udit Josh�

Kamrul Hasan

Brainstorming about a Specific Domain or an Industry and 
identifying potential problems they have.

Connecting the Dots...
We’re pretty sure there were more to it than we’ve put out here, but this 
Brainstorming then turned into an interactive class discussion.

We ended up having 9 Problem areas to work around

Washroom problem, based on train coaches and compartments.

Packaging/Moving of goods face problems and the process is tedious.

Challenges regarding food ordering, last moment platform ticketing.

Availability of Coolies.

No proper guidance for Users in terms of rules and regulations.

Ticket reservation & waiting list becomes problematic for travellers.

Waste disposal related issues.

Voted as Severe 
(worthy to work on)

Inconsistency in waiting room availability.

Scan for Web App
QR Code Kiosks installed at the entrance of Stations, available for 
passengers to Scan and avail a web application which would incorporate 
facilities of booking platform ticket, current Reservation, view Chart 
Vacancy, etc, of trains in next 4 hours from the following station.

What all step’s a person is following when booking a ticket at a station?

Existing  Flow

�� Reaches Railway Station �� Stands in the Queue

�� Fills in reservation Slip �� officer checks ticket availability

�� Accepts payment on through cash 6.Receives Ticket

After our Users’ current experience were defined, we move on to ideate 
around the problem.

Ideating Wireframes and 
service structures for final 
solution.

What we Finally ended up doing?
Let’s see what our solution is...

Through AI-powered chatbots and virtual assistance, Indian railways can provide a 
personalized assistance to passengers, address their queries, provide travel 
information, and also assist with ticket bookings. Not only this, AI can also analyze 
customer feedbacks to identify various areas of improvement and enhance overall 
experience of the passengers.

Hi, I’m ABC

Splash

Scan QR Code

Home

Current Reser��Select Language �� Unreserved Ticket��

Platform Ticket

General Ticket

Source Station ��

Date of Journey

Destination Sta��

Search Vacan��

Service

Station Contacts

Golf Cart Facilit��

Golf Cart Facilit��

Retiring Room

Chart Vacancy

Proposed IA
Pointing out the flaws and missing flows in the service, we moved on to 
the digital side of the flow with our web app

Thank You
Manasvi

Rabiya

Udit

Debdatta

Kamrul

https://stingy-cast-f03.notion.site/Secondary-Research-9d66b4d013254d13b0f4a6c17c4c2ec8
https://cooked-vessel-ae7.notion.site/Pilot-c7218e2f14574ffd87b3a45612f40120?pvs=74
https://forms.gle/2C3S2EnVDngfC5iZA

