
1 | INTRODUCTION

In the course User Experience Theory and Practice 
students are presented three different challenges, 
each from different client and project perspectives. 
These challenges concern different existing designs 
in the digital or physical domain and a desired 
user experience (UX), and are introduced by 
designers who work for three different companies. 
The purpose of the challenges is for students to 
become familiar with user experience design in 
a professional context, engaging with realistic 
obstacles and different stakeholder perspectives, 
and to bring the theoretical knowledge of the 
course into practice. This prepares us as RDD 
students for the negotiations within companies, and 
their unique ways of working.

Groups of students take on the roles of UX design 
teams who develop for each challenge’s design 
case. Two teams propose their own ideas and then 
discuss together which ones best meet the user 
experience goals of the client and should be moved 
forward to the client.

This report outlines first our own case, challenge 
2: the Willem II Passage in Tilburg (Figure 1). We 
first describe our preparation for the case, then we 
introduce the three concepts that we presented 
for the challenge how we organized our arguments 

based on the UX design principles, we end this 
section with a self-evaluation of the work done. The 
next section analyzes the strong and weak aspects 
of the two other challenges. We end the report with 
a general reflection on the whole experience of the 
challenges and a logbook of what has been done 
during the three weeks we were working on them 

Challenge 1 was to redesign Booking.com’s search 
page to create a better overall user experience. 
The students received a few changes and activities 
to improve several different aspects of the web 
page. The teams needed to define and argue which 
UX goals took priority for them, and what ideas 
best suited the time pressure of one week before 
launching the website. 

Challenge 3 concerned the Smart Changing Room, 
which aims to promote efficiency for hospitals 
by informing and guiding a patient through 
preparations before an MRI scan. The teams design 
the visualization, behavior, and interaction with the 
virtual nurse. This design also needs to benefit the 
four main stakeholders: management, the patient, 
the radiographer, and Philips.
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Figure 1: Willem II Passage in Tilburg



2 | TARGET CHALLENGE

Preparation

Our group was involved in the challenge proposed 
by VanBerlo, which was about designing the 
interaction of the Willem II Passage in Tilburg. 
Before starting to develop the concepts we did 
some context research over the tunnel itself: we 
found that the length is of about 30 meters and 
therefore the interaction of the user on a bike 
with the wall would last about 10 to 15 seconds 
(depending on their velocity).  The user experience 
design was identified to include three core values: 
it should feel safe, it should represent a transition 
from one part of the city to another, and the 
interaction should be a playful connection with 
other cyclists. We approached this challenge by 
first having each team member come up with 
one concept. These concepts were shared and 
compared with respect to relevance for the UX and 
the design brief requirements in a meeting where 
eventually the three best concepts were chosen and 
further developed into solid concepts. 

Priorities and considerations

The five concepts that were discussed all included 
different interesting topics ranging from the history 
and identity of Tilburg, a shared goal, teamwork, 
social translucence (Erickson & Kellogg, 2000), and 
using environmental data. We aimed to present 
these themes through the three final concepts.

We tackled these challenges by splitting up the 
concepts into the different requirements safety, 
playful interaction, and a connection to other 
cyclists, as described by the vanBerlo brief. We 
made a conscious decision to create three concepts 
that each focus on one different UX requirement, 
which allowed us to present a larger variety of 

possible interactions to the client and other design 
team. This variety not only addressed a range 
of possibilities that could appeal to the client, 
but could also be more easily tested for user 
preferences. 

In one of the first five concepts we considered 
putting detailed images such as city names on the 
bricks but figured this would look rather strange 
with the limited resolution available, and the 
meaning of these city names would be far fetched 
without proper explanation to the user. We argued 
that abstract visualizations within the tunnel 
would fit the physical characteristics of the tunnel 
better, which consists of lighted bricks placed in an 
irregular matrix shape.

One of the needs that is met only very briefly in our 
concepts is social information. Where people would 
normally communicate, negotiate or coordinate 
behavior to reach a goal, in a small tunnel with 
only a few seconds of interaction no advanced 
communication is possible. This means the 
interaction has to speak for itself, and should not 
need much interpretation or explaining. 

Presented concepts

Twisted Tilburg (Figure 2)

Based on Tilburg’s history of textile industry, this 
concept creates a woven pattern on the wall when 
two cyclists from opposite sides of the city cross 
each other. One side of the tunnel uses horizontal 
“threads” of  yellow light, and the other side uses 
vertical blue “threads” that follow the cyclist. 
These colors correspond to the colors of Tilburg’s 
municipal flag as well as the NS railway company, 
whose trains drive overhead. This pattern changes 
for each interaction to prevent loss of interest over 
time. New patterns can be made in collaboration 
with the Textile museum. 

This concept focuses on the requirement to merge 
the two parts of the city, and the concept allows for 
relatedness to the city’s history and identity. 

Although it is likely that not every user will 
recognise the interaction of ‘weaving’ lines into 
patterns, the interaction is sufficiently engaging 
without the provided context. Two cyclists coming 
from opposite directions are needed to reveal the 
full interaction, as a single cyclist would not be able 
to create a pattern with only one color.  

Enter
How do the lights behave? How does this fit with the 

intended user experience?

Travel through
How do the lights behave? How does this fit with the 

intended user experience?

A passive state shows 

different colours on each side 

of the tunnel’s entrances.

Cyclists get an indication of an 

interaction.

Interaction is visible whilst travelling through 

the tunnel. The vertical and horizontal lines 

represent the technique of woven textile.

Lights follow along a few meters ahead of 

the cyclist in either a vertical or horizontal 

manner, depending on which side you enter.

Travel through
How do the lights behave?

The pattern continues to 

follow a few meters ahead

Continuation of experience

Crossing person
How do the lights behave?

The created lighting pattern symbolises Tilbrug’s 

rich history in textile industry, using representative 

colours of both the city and the NS

When the vertical and horizontal lines meet, 

they intertwine into a woven textile pattern

Figure 2: Twisted Tilburg concept



Train plays role in tearing down wall

Light It Up (Figure 3)

In this concept a white and a red light follow cyclists through the tunnel, resembling the front- and back 
lights of bicycles. The visibility of other cyclists passing through the tunnel exaggerates the feeling of 
safety at night, and brings attention to the pressing issue that many bicycles lack the mandatory lights in 
the Netherlands. 

When two cyclists cross each other from opposite sides of the tunnel, their front lights collide and create a 
glowing spot on the wall that stays in place for a while. Over time these spots move up towards the ceiling 
and disappear, which gives passing cyclists a quick impression of how busy the tunnel has been throughout 
the day. 

Although it contains playful elements, the interaction is mostly based on safety. The functionality of 
this concept is based on the theory on social translucence by Erickson & Kellogg in 2000, making other 
cyclists visible, and raising the users’ awareness of their choice to use bike lights. Extra functionality can 
be implemented by putting emphasis on cyclists who are not using their lights at night, making them 
accountable for their choices and extending the safety aspect to a message greater than the tunnel itself. 

Steentje bijdragen (Figure 4)

This concept was derived from the idea to 
create a common goal to which each cyclist can 
contribute. This was visualized by having each 
bike automatically ‘pick up’ the two sides have 
differently colored bricks, which will help visualize 
the amount of cyclists coming from each side of the 
tunnel. 

The cyclist will drop their brick when they cross 
the middle or when they meet another cyclist. This 
way the tunnel gradually fills up with colored bricks 
from each side. We argue that in the middle of 
the tunnel, the stack will be constructed the most, 
since you will not always cross another cyclist. In 
order to distribute the light bricks throughout the 
tunnel, we incorporate involvement of the train 
which passes over perpendicular to the tunnel. 
When a train passes, a part of the built-up stack 
in the middle will crumble down and some of the 
colored bricks will blend in with each other. This 
creates a very direct connection between the 
interaction and the environment outside of the 
tunnel. Figure 3: Light It Up concept

Figure 4: Steentje Bijdragen concept

train



Contributing to the stack of ‘Steentje Bijdragen’ 
and seeing it grow over time can be considered a 
cumulative user experience. It creates a simple 
narrative where the stack becomes a dialogue 
between users and the world through actions. 
Steentje bijdragen was aimed to provoke playful 
interaction, creating a feeling of autonomy and 
competence of cyclists. 

Self-assessment

Overall, we are very satisfied of our concepts. 
The other group demonstrated more consistency 
in their concepts, being mainly based on playful 
interaction, which showed themes that were 
discarded in our own ideation process. Moreover, 
their concepts raised important issues on safety 
and visibility which were less of an issue in our 
group since we already took these into account 
before finalizing our concepts. 

It was interesting to discuss all six concepts, and to 
end up combining elements from both teams into 
a final concept, simulating the workflow of a real 
company. 

In the ‘Twisted Tilburg’ concept we researched the 
client’s background; the municipality of Tilburg. 
We have learned that having empathy for the 
client, not only the users, creates a personal touch 
and increases the likelihood of your efforts being 
received positively. 

We might have been too mild on the idea of safety, 
making sure that there is sufficient lighting at 
any time of the day. The use of empathy in this 
particular issue was different within the group, as 
the perceived safety and feeling of security in a 
tunnel late at night was not considered that big of a 
problem. However, we came to the conclusion that 
this was a really essential property of the Willem II 
Passage. 

Relation to business

In a real business case situation, we would like to 
do further research on the context. For instance: 
ethnographic information about people using the 
tunnel, the amount of traffic that goes through, 
and the reasons people have for using the tunnel. 
The conceptualization process we would like to 
approach the same way we have done it in the 
assignment, although we will go through a more 
thorough process. With a larger set of initial 
concepts (more than five), the range of ideas can 
be explored further than we did currently. 

Finally, as the three final concepts are tested in VR 
experience, we would like to locate a VR testing 
setup in the NS station. This would increase the 
chance of interviewing participants that make use 
of the Willem II Passage tunnel on a regular basis 
and hear their opinions. 



3 | OTHER CHALLENGES

Challenge 1: Mirabeau - Booking.com

It was useful that the design brief asked the teams 
to define UX and how they interpret its most 
important aspects. This could easily help them to 
frame their work and personal vision in the context 
of the user experience. However, we found that the 
challenge remained quite vague, because the design 
team was tasked to argue in favour of both concrete 
improvements to the website and doing user studies 
to come up with aforementioned improvements. 

In one of the rounds, the idea awarded first place 
was the proposal of a “main results” page that 
gave the option to compare two or more search 
results. We think this was a good choice, because 
it both encourages the exploration of new options 
and offers users the possibility to optimize choosing 
between similar results. For example, a user can 
compare different locations, prices, and luxury 
features at one glance. For this same reason, 
the “map location” suggestion would also be an 
interesting feature, because it allows the user to 
explore all offers in an area. However, when this 
was presented we felt that the team did not explain 
the core value it would provide to the user. 

The proposal to adapt the website for colorblind 
people had a very narrow use subset as target 
audience, and did not consider that colorblind users 
would encounter the addressed problem on all the 
websites they visit. Therefore, they most likely 
already use methods to create more accessibility, 
such as browser add-ons or software that adapt the 
monitor’s colors. During the debate, we also found 
that there was not much psychological research 
done on the user group. This could also explain the 
lack of empathy for the colorblind in the discussion, 
as the group did not deem the human need of 
autonomy a priority.  

Challenge 3: Philips - Smart Changing Room

In this challenge, we felt like more decisions were 
made in the field of ‘interaction design’ rather 
than UX. Many decisions were made about where, 
when, and how interactions with the virtual nurse 
should take place, but we believe that there was 
insufficient focus on the emotional state of hospital 
patients; for instance, worries they may have about 
the outcome of the scan, how they view themselves 
if they have physical disabilities, or how mentally 
prepared they are before or during the process. 

One group that did pay much attention to this 
was the fourth group, who presented the support 
dog concept. They mentioned that they prepare 
patients before their visit with 360 views of 
the scan room and sound samples of the scan, 
implemented in a mobile app. 

Furthermore, the discussion about choosing 
between abstract or realistic digital nurse was 
interesting. The most important argument was 
a trade-off between the higher level of privacy 
experienced by the patients the abstract virtual 
nurse could provide, and the empathic qualities 
of the more realistic virtual nurse. For us, it is 
hard to imagine how one would interact with a 
realistic virtual nurse. This might be because we 
currently think it could create more distance, or 
even a feeling of discomfort, between the patient 
and health care provider. Currently, we are only 
familiar with avatars in the gaming industry and 
digital customer service, which is a fundamentally 
different interaction than one would expect in 
healthcare. 

Although it is hard to imagine, we missed that 
none of the groups had explored the combination 
between an abstract and a realistic nurse. We 
believe that the concept of the dog has potential 

to accommodate this possibility by, for example, 
picturing a professional nurse as the dog’s boss 
to simulate one avatar for patient comfort and 
another avatar for professionalism and authority. 
With enough supporting dialog and interaction, 
a professional yet playful environment can be 
created.



4 | GENERAL REFLECTION

Differences between challenges

Mirabeau

The challenge of Booking.com had time and 
location related constraints, making the design 
or research decisions in order to improve the UX 
different from the others. This challenge does seem 
very realistic, because there is always a business 
perspective involved: it needs to be valuable for the 
users and for the employer to translate into profit. 
The design brief already provided four options per 
team to debate about, but the possibility existed to 
introduce novel ideas. This challenge was primarily 
research-focused, since an existing design needed 
to be verified on its UX qualities. This means the 
chosen activities’ goal was to optimize an existing 
experience rather than creating a new one.

VanBerlo

VanBerlo’s challenge for the Willem II Passage had 
the constraint of the structure’s predefined shape 
and form. The light bricks have a fixed shape and 
are arranged in a certain pattern, which greatly 
limits the amount of flexibility and detail for 
possible visualizations in the passage. One other 
issue might be that the tunnel is light-sensitive 
and therefore the effect is different at different 
moments during the day or the year. Moreover, the 
challenge was not to win the debate against the 
other team but to collaborate together to identify 
the three best concepts that will be developed 
further which was an interesting shift as it allows us 
to seek for the positive aspects of the other teams 
concepts and not to focus on the negative ones. 

Philips

The changing room challenge from Philips revolved 
around a single choice for the teams: either design 
an abstract virtual nurse or a lifelike one. This may 

have limited the teams to explore combinations 
of the abstract and realistic, as described in part 
3. Furthermore, only one concept was presented 
per group, which made it possible to create more 
finished concepts, but excluded room for any 
deeper explorations of the assignment. 

Company approach

Mirabeau’s initial web improvements showed a 
mixture of research and design activities. It made 
us think about how incremental design can be 
applied to a real business case in order to improve 
UX (Norman & Verganti, 2014). In this challenge 
it is also easier to perform A-B tests because 
changing one part of the website is much easier to 
implement than changing it entirely. There is an 
opportunity to test with hundreds of people each 
day with limited effort, which makes it possible 
to do quick research iterations and test more 
prototypes than, for example, during the Philips 
challenge.

In VanBerlo’s challenge, there was a lot of freedom 
to explore out of the box concepts, as long as they 
contributed to the already researched values of 
feeling safe, experiencing a transition, and a playful 
interaction with others. The feeling of safety is one 
of  the psychological need related to security as 
identified by K. M. Sheldon et al. (2001) as such 
it is an important point to consider while doing UX 
design for the tunnel. The psychological need of 
competence is embodied by the pattern creation, 
since the users’ actions in the tunnel have a direct 
influence on the behavior of the lighting. The 
need of relatedness could be slightly connected to 
the playful interaction that takes place inside the 
tunnel. The people are of course just trespassing 
each other, which does not provide them with a 
strong relation. However, they can see how each 

others’ actions influence the overall pattern and 
how you need each other in order to fulfill the 
interaction.

In contrast to the other companies, Philips places 
more focus on accounting for all the different 
stakeholders involved in the project. In order to 
design the right UX, Philips’ vision strongly argues 
that this should address the needs for the patients, 
management, radiographers, and Philips itself. This 
vision complements the innovative and strategic 
mindset that Brand and Rocchi described in their 
paper which functions as the basis of Philips’ 
philosophy (2011), where paradigms in value 
creation are presented from a user perspective 
as well as a business perspective. This mindset 
reflected the challenge, as well as the Philips design 
manifesto which was shown before the team’s 
concepts were introduced. 

In the case of hospital patients, incorporating 
empathic design could be of greater importance 
than the Mirabeau or VanBerlo challenge, because 
it can contribute more direct benefits to the user’s 
health.

After involvement in these realistic UX challenges, 
we got a better understanding of how UX 
departments within different companies deal with 
their own design cases on a daily basis. We are 
aware that the challenges only reflect a small 
part of the bigger picture, however, we have 
been able to experience how each company has 
another view on UX and how to design for their 
own products or clients. We learned that the 
company’s vision, combined with your own will 
determine which direction the design will take. It 
was quite interesting to see how the UX design 
process is very dynamic and organic, based on 
discussions and explorations of the options as 
fellow colleagues, and finding the best solution to 
the case together as a team. 



5 | LOGBOOK

Week 4

It was not possible to prepare anything for the 
first challenge, because the design brief was 
shared afterwards. During this session we tried 
to first understand the presented issue, and then 
participate as best as we could in the conversation 
leaving also space to other members of the 
audience to intervene.

Week 5

This week was the week we had to debate our 
own challenge. We met three times to prepare the 
discussion. The first time we met to divide the work 
and create a plan to approach the assignment. The 
second meeting was a work meeting to discuss and 
develop the final three concepts to present, and in 
the last meeting we would finalize the presentation 
and rehearse it to fit the time constraints. 

The discussion we had after the lecture with the 
lecturers and Koen about the challenge and the 
concepts we created was a valuable experience. 
We discussed that it is a good practice to show 
the client that you took the effort to understand 
their identity and values. In our case this meant 
integrating the textile history and colors of the 
Tilburg flag in our design, which is a strategic 
choice in favor of the client . This showed us that 
empathy is not only a tool for designing UX, but 
can also be used strategically to make the client 
appreciate your efforts more or to make a certain 
design more favorable to them. 

Week 6

This week we could prepare for the challenge by 
reading the design brief, which we felt greatly 
improved our ability to participate and collaborate 
with the speakers compared to week 4. During the 
group discussions each team member wrote down 
their own insights, which were later discussed 
together when writing the report. In this week we 
met three times as well, to divide tasks and write 
the report together. 
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