
Field	  Trial	  of	  Tiramisu:	  Crowd-‐
Sourcing	  Bus	  Arrival	  Times	  to	  

Spur	  Co-‐Design



Crowd-‐sourcing	  Social	  Computing



The	  Fourth	  Generation	  of	  Computing



Service	  Design	  (is	  about	  improving	  user	  
experiences)

https://www.youtube.com/watch?v=BeEUemtdoJQ

1. Difference	  between	  products	  and	  services:	  value-‐
in-‐exchange to	  value-‐in-‐use

2. Challenges	  to	  HCI,	  from	  usability to	  user	  
experiences

Crowd-‐sourcing	  social	  computing	  systems	  provide	  a	  rich	  
space	  to	  investigate	  the	  intersection	  of	  HCI	  and	  service	  
design.



Research	  Question	  &	  Challenges

• How	  to	  use	  service	  design	  theory	  and	  crowd-‐sourcing	  technology	  to	  
improve	  public	  services?
• Challenges:
• Difficult	  to	  prototype.
• Improve	  contribution
• Customers	  perform	  some	  of	  the	  tasks	  of	  a	  service.

• Application：Transit	  commuters	  working	  as	  sensors	  in	  the	  transit	  
network.



Tiramisu	  (Pick	  me	  up)



System	  Overview



Field	  Trial

• Not	  lab-‐based.
• Participants	  must	  be	  regular	  commuters.
• Two	  weeks	  of	  usage	  (in-‐software	  data-‐log)
• 28	  participants:	  16	  fulltime	  students,	  5	  fulltime	  workers,	  and	  7	  part-‐
time	  students	  who	  also	  worked	  fulltime



Findings	  -‐ Participation

• Participants	  provided	  traces	  (the	  participation	  rate)	  for	  approximately	  
56%	  of	  their	  sessions.



Findings	  -‐ Bootstrapping

• Overall,	  13%	  (2,132	  out	  of	  16,263)	  of	  all	  impressions	  were	  created	  by	  
data	  participants	  supplied	  and	  87%	  came	  from	  the	  schedule.
• In	  general,	  participants	  really	  liked	  the	  real-‐time	  data,	  when	  it	  was	  
available.



Findings	  – Co-‐design

• 14	  participants	  submitted	  22	  problem	  reports.
• 9	  related	  to	  transit	  infrastructure
• 9	  related	  to	  schedule	  information
• 4	  reported	  the	  software	  crash.



Findings	  – User	  Experiences

• Several	  participants	  even	  expressed	  concern	  when	  we	  cabled	  their	  
phone	  to	  our	  computer,	  fearing	  we	  would	  delete	  the	  software



Discussion

• Participation:	  novelty	  effect,	  payment,	  information	  value
• Bootstrapping:	  no	  need	  for	  initial	  set	  of	  crowd-‐sourced	  data
• Co-‐design:	  lack	  of	  trust	  among	  commuters
• User	  Experience:	  increased	  likelihood	  of	  acceptance



Conclusion	  &	  Future	  Work

• Tiramisu’s	  design	  integrates	  theories	  from	  service	  design	  on	  co-‐
production	  and	  co-‐design,	  with	  the	  intention	  of	  getting	  commuters	  to	  
engage	  more	  deeply	  with	  the	  transit	  service	  and	  begin	  to	  feel	  they	  
can	  influence	  its	  service	  offerings.
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