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The Paper 

•  Lack of well-designed public information system 

•  Struggle to form a cognitive map of the network 

•  Develop habits – Asking people 

•  Testing usability of the map with eye-tracking 
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Crowded platforms, long queues, noisy compartments, busy 
bridges and a never stopping spirit are the most common visuals 
at any station of Mumbai and its local train. EMU - Electrical 
Multiple Units which are otherwise known as the lifeline of 
Mumbai—Mumbai Local, carry about 7 million people daily. 
 
The density makes these bridges, ticket counters, platforms, 
train compartments, etc. unique threshold spaces. The density 
forces the population to a certain kind of a behaviour, which then 
transform into habits over the course of time and then into 
unsaid rules or norms after being accepted by the masses.  
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Insight 
Seat Exchange is reserved 
booking in ladies 
compartment 

You have to make space. Allow to Alight first does not 
apply. 

Behaviour 

Ladies coaches observe a strange 
behaviour of seat exchange where 
the lady standing points a finger at the 
seated women asking them to prompt 
their stations and then they speak up 
their lighting station and if they have a 
match then she confirms the seat by 
double pointing towards the lady 
acknowledging the seat is taken by 
them.  

You have to adjust the 4th person on 
the seat. The seat is designed 
keeping 3 people in mind, but people 
squeeze in a bit to adjust the 4th 
person. This habit is then carried 
forward in during the non peak hours 
as well.  

Due to high density when the trains 
arrive at the last stations (e.g. 
Churchgate, C.S.T, Borivali, Virar, 
Thane, Kalyan, etc.) during the peak 
hours the rule of 'Please let allow 
people to alight first' does not stand 
true. For e.g. The train is arriving at 
Borivali station at 8:00 am (peak hour) 
and it will be returning back to 
Churchgate from here, then the 
people who are alighting at Borivali 
must stand back till the people board, 
as the ratio is quite high of people 
boarding. This same scenario is 
observed at Churchgate in the 
evening while the people return back 
home.  
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Key Findings 
•  Seat Exchange (Ladies Compartment) 

•  Jumping on railway tracks 

•  Forming groups in long journey 

•  Allow to alight first is not the case every time 

•  Crossing over through trains 

•  Getting into luggage compartment requires no luggage 

•  The dabbawaala’s have the first preference in luggage compartment 

•  Occupancy of vacant seat in the general compartment 

•  Even if you are in a hurry you cannot board a Virar local in peak hours to 

alight at Andheri / Borivali (similar case in Central line, Kalyan / Dombivli) 

•  Wear the bag packs in front while boarding 
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