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Modes of Ticketing 

1853 - Present 
Ticket Window 

•  Easiest mode 
•  Effort – Standing in the queue 
•  Time 
•  No other costs involved 
•  For all audiences 

1994 - 2015 
CVM 

•  Moderate difficulty 
•  Effort – Calculating fare, 

validating the coupons, 
queue’s 

•  Time 
•  Minimum investment of Rs. 50 
•  For all audiences 

2010 - Present 
ATVM 

•  Hard 
•  Effort – Picking the stations, 

buying a card, recharging a 
card 

•  Minimum Time 
•  Minimum investment of Rs. 

100 
•  For all semi-literate 

audiences 

2014 - Present 
Mobile app 

•  Hardest 
•  Effort – downloading app, 

recharging wallet, internet 
connectivity, within range of the 
station 

•  Time consuming with other 
factors 

•  Minimum investment of Rs. 
100 

•  For all literate audiences 

2008 - Present 
JTBS 

•  Easiest mode 
•  Effort – finding it 
•  Minimum time 
•  Investment – Rs. 1 per ticket 
•  For all audiences 
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Secondary Research 

2013	
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Secondary Research 

Satisfied 
50% 

Not Satisfied 
50% 

No. of Ticket Counters/ ATVMs/CVMs 

Satisfied 
56% 

Not Satisfied 
44% 

Ease & Time taken to purchase the ticket 
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Stations Queue length 
(No. of People) 

Average Time spent in 
the Queue 

(in. Minutes) 

Churchgate 35 20 

Mumbai Central 45 25 

Dadar West 54 30 

Mahim 35 20 

Bandra 17 10 

Andheri 36 20 

Goregaon 41 20 

Borivali 26 15 

Mira Road 14 10 

Bhayander 52 30 

Vasai Road 36 20 

Nalasopara 35 20 

Virar 38 20 

Secondary Research 

Stations Queue length 
(No. of People) 

Average Time spent 
in the Queue 
(in. Minutes) 

CST 28 14 

Masjid 26 13 

Byculla 29 15 

Dadar 34 17 

Kurla  41 20 

Ghatkopar 40 20 

Bhandup 40 20 

Mulund 39 20 

Thane 33 17 

Dombivli 37 19 

Kalyan 45 23 

Kasara 32 16 

Karjat 29 14 

Western line  as on 
21/11/2012) 
 
Central line as on 
21/11/2012 
 
During peak hours 
8 am – 10 am 
6 pm – 9 pm 

Western line Central line 
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Primary research 
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Primary research 

All	data	is	from	1-1-2015	to	31-12-2015	
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Primary research 

All	data	is	from	1-1-2015	to	31-12-2015	
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Survey 

Your	Gender Your	Age Your	Qualification Do	you	have	a	
smartphone	? 

How	often	do	you	travel	by	
Local	Train	? 

Do	you	have	a	
season	pass	? 

Are	you	aware	of	? Have	you	used	? 

Ticket	
Window 

Smart	
Card 

Mobile	
App JTBS Ticket	

Window 
Smart	
Card 

Mobile	
App JTBS 

Female 30-50 College	/	Graduation Yes Sometimes	in	a	year No Yes No Yes No Yes No Yes No 

Male 20-30 College	/	Graduation Yes Once	in	a	week No Yes No No No Yes No No No 

Female 20-30 College	/	Graduation Yes Sometimes	in	a	year No Yes Yes No No Yes Yes No No 

Male 15-20 College	/	Graduation Yes Once	in	a	week No Yes No No No Yes No No No 

Male 20-30 College	/	Graduation Yes Once	in	a	week No Yes Yes No No Yes Yes No No 

Female 20-30 College	/	Graduation Yes Daily Yes Yes No No No Yes No No No 

Female 30-50 College	/	Graduation Yes Sometimes	in	a	year No Yes Yes No No Yes No No No 

Male 20-30 College	/	Graduation Yes Once	in	a	week No Yes No No No Yes No No No 

Male 20-30 College	/	Graduation Yes Once	in	a	month No Yes Yes No Yes Yes No No No 

Male 20-30 College	/	Graduation Yes Daily Yes Yes Yes Yes No Yes Yes No No 

Female 30-50 College	/	Graduation Yes Sometimes	in	a	year No Yes No No No Yes No No No 

25 Churchgate stn 197 Online 45 Dahisar stn 25 Building 
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Survey 
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Survey 
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User study – Key Insights 

•  People are usually in a hurry when they leave from home, which 
makes them forget to buy tickets on the go.  
 

•  They remember to buy tickets right when they arrive at the station. 
Usually the auto rickshaws or buses drop people right outside the 
station making it difficult for them to book the ticket because of the 
30 meter boundary.  
 

•  I don’t know where the boundary ends.  
 

•  I want to book from home as when I am in the bus it is very crowded 
to book a ticket.  
 

•  I don’t have internet connection activated on my sim, I use Wi-Fi at 
home and office.  
 

•  The GPS is an issue to book a ticket. Sometimes it takes me ages to 
buy a ticket and sometimes I reach station even before I can book a 
ticket on my way.  
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Infrastructure 

Image source: Gateway Advertisers 

Image source: Wikimedia commons 
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Infrastructure 

Image source: The Culture trip 

Easy access to stations. 
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Geo Fencing 

Booking Zone 

Blocked Zone 

UTS - GPS 
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Geo Fencing 

Booking Zone 

Blocked Zone 

•  Can’t understand where the 

boundary is. 

•  Forgot to book ticket, remembered 

after reaching station. 

•  Too difficult to book on the go. 

•  Bus stops and share rickshaws halt 

near / outside the station. 

UTS - GPS 
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UTS – User reviews 
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Things to keep in mind 

Image source: womentravelmother india.com 

Crowded buses 

Image source: Hindustantimes.com 

Extreme monsoon conditions 
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Things to keep in mind 

Public transport 

Local train 
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Problem statement 

Ease in booking tickets from anywhere giving 
user maximum control and usage of the 

mode of ticketing. 
 

Considering infrastructure and the working of 
the railways to not cost them extra 

infrastructure load / expenses. 
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Fare chart 

Rs. 5 

Second class fare chart from C.S.T. 

Rs. 10 

Rs. 15 
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Design Idea 

Cons: 
 
•  Calculating fare 
•  Punching tickets 
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Flow 

Download UTS app Book a ticket Scan & validate the ticket Travel 
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Current Information Architecture 
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New Information Architecture 
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Wireframes 
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Wireframes 



Design Intervention in the ticketing system of the Mumbai Local Train  15 633 
0007 
	

Wireframes 
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Wireframes 

Version 2 
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Wireframes 
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Wireframes 
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Icons 
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Final Design 
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Final Design 
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Evaluation - Qualitative 

5 users 
•  All male 
•  Age group ( 18 – 32) 
•  1 user of the existing app 
•  4 new user 

All Male Age Group 
(18 – 32) 

User of 
existing app 

1 
New users 

3 
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Evaluation - Qualitative 

Heuristic & Think Aloud  •  All male 
•  Age group ( 18 – 32) 
•  1 user of the existing app 
•  4 new user 

Conceptual 
model 

Validating E – Ticket 

5 / 5 

New 
features 

Speed booking 
 

•  Task to book ticket 
•  Task to add speed booking route 
•  Validating ticket 

2 / 5 

Conceptual 
model 

Having the option of print or 
e-ticket from ticket details. 

5 / 5 
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Evaluation - Heusristic 

Booking for 
oneself or others 

Saving preset for 
setting 

Difficult to 
figure 



Design Intervention in the ticketing system of the Mumbai Local Train  15 633 
0007 
	

Evaluation - Heusristic 

Recent Routes 

? 



~ Thank You ~ 
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Future scope 

Pitch it to Mumbai Suburban railways 
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Mobile app 
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Mobile app 
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Mobile app 
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Current Scenario 

Image source: womentravelmother india.com 

Image source: Google.com 


