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target scenario

4 A

The usage process/journey of payable

facilities on campus, e.g. printing,
laundry, and air-conditioning

\_ S

4 )

HKUST students that use
payable facilities on campus

Targets N Y




Interview:

What do you find inconvenient with facilities in
HKUST?

-

\_

“I often go down to
my hall’s 2nd floor
or LG5 to reach the
printer only to find
it does not work.”

-Year 3 SBM Cindy

~

Z

“The charging of the
air-conditioner is
really too complex, is
there any way to cut a
few steps?”

-Year 4 SHSS Yvelte

2

J

-

“I wish there were a way to
check the balance of my
student card conveniently so
I would not need to return to
the card reader after
plugging in the card in the
laundry machine and find
the balance insufficient.”

- Year 4 SSCI Louis




need to

because they have
time-sensitive needs for them

PoV = I + Insight




Results

The most frequent words that

appeared in the interview:

Charging
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Physical Add Value Machines (AVM) —\
Computers with smartcard readers /

Printing -

Locations

Service counters —

Limited types of paper notes Cash \
VISA/MasterCard \ :
~ \
WeChat Pay - > Payment methods E

\

Electronic \
Alipay
FPS

Mindmap

Digitalized

Card chargin { Campus Facilities / /
&ing Payable w/ Student Cards \ T e
N - <—

- Air-conditioning <

often malfunctioning,
especially during exam period

have to walk over to check,
otherwise status unknown

- often all in use

often carrying heavy basket
when heading to laundry room

A\

\
\_ have to arrive to check,
otherwise status unknown

Additional step of
charging "Air-con wallet"

\ Immediate need

(e.g. air-con runs out

in the middle of the night,
need to head out to charge)




—— 1) Adding print budget —— 1.1) Pay by credit card/WeChat/FPS/Alipay on ITSC website
[
2.1) Via Driver
< —— 2)Send document {
rln e I 2.2) Via NetPrint

3.1) Check locations

e Hierarchical Task Analysis

\ 3.2) Walk to printer
® Ma|n K Print document on campus —

o Find printer

—— 3) Find printer —

3.3.1) If available, proceed to 4

——— 3.3) Check status {

3.3.2) If not available, go back to 3.1

—— 4.1) Choose settings

— 4.2) Press Print

—— 4) Use printer —

4.3) Wait for printing to complete

4.4) Take the printed pages



I - 1.1.1) Locate and go to the Add Value Machine
- 1.1) Use physical Add Value Machines by cash —

1.1.2) Insert the Student ID card and money

1.2.1) Locate a computer with a smart card reader

i 1) Add value to Student ID card (e-Purse) j J 1.2.2) Insert the Student |ID card to the card reader
1.2) transaction By credit card |
1.2.3) Input the credit card information and charge amount

1.2.4) if applicable, confirm and wait for the transaction

e Hierarchical Task Analysis 1) Seckhepfom Sice Counters
2.1) Prepare clothes

o M a i n 2) Prepare clothes —|
-~ b i 2.2) Carry clothes
© Carry CIOthes : e ' - 3.1) Head to laundry room of hall
) Find available maChine r 3.2.1) If available, proceed to 4

3) Find available machine —

3.2) Check status —| 3.2.2.1) Wait for machine to finish
3.2.2) If not available, either —
3.22.2)gobackto 2
4.1) Put in clothes
4.2) Choose settings
4) Use laundry 4.3) Press start

4.4) Leave and wait for laundry to complete

4.5) Come back and retrieve clothes



a
JOIN
1sk Analysis

10ney on computer with
ar-is-not convenient

Charging Money for Air-
Conditioner

1) Add value to Student ID card (e-Purse) —

1.2) transaction By credit card —

1.1.1) Locate and go to the Add Value Machine
1.1) Use physical Add Value Machines by cash <{7

1.1.2) Insert the Student ID card and money

— 1.2.1) Locate a computer with a smart card reader

1.2.2) Insert the Student ID card to the card reader

——— 1.2.3) Input the credit card information and charge amount

—— 1.2.4) if applicable, confirm and wait for the transaction

1.3) Seek help from Service Counters

—— 2.1) Locate a computer with a smart card reader

2) Top up Air-Conditioner money ——— 2.2) Insert the Student ID card to the card reader

—— 2.3) Input and confirm the

3) Add value to the Air-Conditioner money to the control system —

charge amount

—— 3.1) Insert the Student ID card into the Air-Conditioner Control Meter (in the room)

3.2) Input the room number and amount of money to be transferred to Air-Conditioner

—— 3.3) Resent your card PIN and confirm

—— 3.4) Wait for the notification of money added
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The Problem



Identify proble

A questionnaire to clarify
real user need

e Printing issue

e Laundry issue

e Air-con issue

Questionnaire on the payable facilities in
HKUST campus

How often do you use the printing facilities at HKUST?

() One or more times per month

() One or more times per semester

() Less often than the above

() Never

How often do you use the laundry facilities in HKUST halls?

() One or more times per month

() One or more times per semester

T

(. J Less oftenthan the above

(") Never

Have you experienced any difficulties when using the printing facilities at
HKUST? (Select all that apply)

[] Long wait times

[] Technical issues with the printer

|:| Difficulty locating a printer

D Difficulties uploading documents to the printer

—

-
e



Real User Need

Difficulties for printing
e Technical issues with the
printer (70%)
e Long wait times (45%)

Have you experienced any difficulties when using the printing facilities at HKUST?
(Select all that apply)

20 =2

Long wait times
Technical issues with the printer

Difficulty locating a printer

Difficulties uploading documents
to the printer

Insufficient funds on your student
card

| don't know how to use it 1(5%)

14 (70%)

15




Real User Need

Difficulties for laundry
e Long wait times for available
washer/dryer (65%)
e Forget when the laundry finish
(55%)
 Insufficient fund in student card
(40%)

N

Have you experienced any difficulties when using the laundry facilities in HKUST halls?

(Select all that apply)
20 BIEfE

Long wait times for available
washer/ dryer

Technical issues with the washer/
dryer

Forget when the laundry finish

Insufficient funds on your student
card

others farget when their laundry

finish

Meed to use the barn computers
to add value to the student card

13 (55%)




Real User Need

D |ff|CU It|eS for air-conditioning Have you experienced any difficulties when using the @ FA=Eal

air-conditioning facilities in HKUST halls? (Select all that apply)

e Inconvenient to charge air-con 1s R
money from student card (83%)

con money from student card

e [nsufficient funds in student card

card

<
(0] Must charge all air-con money to

the air-con once

15 (83.3%)

N



"Being able to add value to your student card via a mobile app would be useful." To what B
extent do you agree with this statement? IS )

22 HEIFE

Real User Need

@ Strongly Agree
40.9% ® Agree
' S
@ Strongly Disagree
Add value to student card via the !
mobile app
¢ StrOng Iy ag ree / Ag ree (9 1 0/0) 'Being able to see charge my air-con balance via a mobile app would be useful.” To what
extent do you agree with this statement?
22 HI|EIFE

Charge air-con balance via the mobile

@ Strongly Agree
app S N
@ Disagree
e Strongly agree / Agree (86%) ® stongy Disages

N

40.9%




Real User Need

'Being able to see the availability of washing/drying machines in halls via a mobile app
would be useful.” To what extent do you agree with this statement?

22 Bl[=IFE

Check availability of washing/drying
machines via the mobile app

@ Strongly Agree
& Agree
.+ Strongly agree / Agree (82%) ﬂ S

N
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Display boards

Extraction of printer status
from current system

Check machine status on

boards around campus,
no installation needed

N

il

Printers near you

aﬁ E’i SENG Center
-

Outside LT-E

=

= Outside LT-D

1 min %

1 min ¢

2 min #

ﬁﬁ Outside LT-J 3 min §

S aem

5 min §

A
Download our app to o ':'-'E!

print faster & easier at HKUST &




App

Check machine status

anywhere

\.

)/

Printers

Closesttome

SENG Center 1 min %

Outside LT-E 1 min &

Outside LT-D 2 min %

Outside LT-J 3 min ¢

CYT UG[F 5 min §

< Laundry

Search...

Sort by: UG First W

UG Hall I/SKCC Hall

v 1 Washing §© 9 In Use

\./4Drying @Bln Use
- UG Hall I

UG Hall Il

UG Hall IV

UG Hall v

_—
e
/



k < Charge Card

Amount:

® ® 20.00

@®
Choose payment method X

Credit Cards
CHARGE

Online charging options to .
SID and Air-conditioning
m O n ey bl Pay with Mox

Payment Applications /
S 53

WeChat Pay J

WeChat Pay

~ [/



No werrtes.
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Storyboard

Status checking




Status checking
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Card charging
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John needs to recharge his air-conditioning with

|k
5D

3 his student card, which has run out of money.
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With our app, John tops up his student card with online
payment methods from the comfort of his room.

Storyboard
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To recharge his card, he must leave his room %
nd go use physical machines on campus.
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His air<conditioning is successfully recharged, and
John is cool and happy.

g




\ 00O®

Evaluation



Design Goals

Quick Decreases time taken to complete the task.
Convenient Removes obstacles in completing the task.
Easy Intuitive and easy to learn and use.
Sustainable Maintainable and useful in the long term.
Extensible Further improvements can be added.

Widespread Useful for and used by many target users.




Our Solutions

Quick Saves time cost of physical travel/action originally
needed for status checks and card charges

Convenient Removes chance of obstacles, i.e. encountering
broken printer, no money in account

Easy Simple intuitive interface that follows conventions,
minimal setup for users

Sustainable Stable facility/service supply and user demand,
unlikely to change in short term

Extensible Status checking for more facilities, e.qg. lifts
More features & actions with student card

Widespread Using payable campus facilities is a real need for
many




need to

because they have

time-sensitive needs for them
PoV = I + Insight




Q&A




