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What is the first thing you do?

Where would you go to find the information?

What key word would you search?
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When you’re traveling to a new city,  



things to do in chicago
chicago sights
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Among the top featured travel sights in Chicago, 
most of them are within 2.5 miles from Union 
Station, the central rail station of Chicago. 
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“The heart and soul of Chicago lives in our 77 
vibrant neighborhoods and within the people 

who call them home.” 

        Choose Chicago
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So, what is the problem?
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Persona 1
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John
Male | 28 | Individual Traveler

John is a graduate student that has a lot of time for 
traveling. He loves photography. He has a low budget. 
He prefers to travel using public transportation. This is his 
first time in Chicago and he lives in a downtown Airbnb.
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“I like to use TripAdvisor 
because the information 
on the Internet is more 
up-to-date”

Insight 1
Some people loves to get up-to-
date information from the 
Internet
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Insight 2

People revise their travel plan 
just before or during the trip due 
to sudden changes, such as 
weather.

“...it was snowy on that day 
and I expected a beautiful 
snowy lake scenery.” 
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Insight 2

People revise their travel plan 
just before or during the trip due 
to sudden changes, such as 
weather.“I like the L train.You 

can see everything 
from above.”

Insight 3

Some visitors perceive CTA train 
as special and experiential 
because of the skyscrapers and 
graffiti, but between two 
interesting spots could be 
boring.  
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Insight 4

Public transportation as well as  
certain neighborhoods in 
Chicago are perceived as 
unsafe both because of visitors 
hear information from others or 
feel it by themselves. After they 
experienced it, some people 
changed their view.

“Before I came to Chicago, I 
heard that the southern part is 
unsafe. Then I went there. It 
turned out to be fine.” 
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“I like to collect local 
maps and post-cards 
which could represent 
the local culture”.   

Insight 5

There are not enough incentives 
for visitors to go to some 
neighborhoods in Chicago, for 
example souvenirs like well-
designed maps or stamps which 
visitors always like to collect.



Persona 2
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Amy
Female | 28 | Group Travel

Amy is a young professional who is a local Chicagoan. 
She has been living in Chicago for 8 years. She is an 
environmental advocate. Although she has lived in 
Chicago for 8 years, she still loves to ride on weekends to 
explore the other parts of the city.
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“I also get the Chicago 
magazine, which tells you 
the restaurant and ranks… 
each issue it highlights a 
neighborhood... ”

Insight 6
Some people prefer 
recommendations from friends, 
written books, magazines and 
newspapers because information 
from these source are more 
credible and reliable.
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Insight 7
Sometime, people just have one 
target destination in mind when 
they are visiting neighborhoods.

“I go out to visit different 
neighborhoods almost 
every weekend, sometimes 
I just have one plan, like for 
restaurant, and because I 
don’t know this place, so I 
don’t know other places. ” 
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Insight 8 
Exploration can be interesting, 
but it can also be boring when 
there’s nothing in between.

“We walk a lot, but Chicago 
doesn't have long walkable 
streets…. sometimes you 
have one (interesting place) 
here and another one far 
away, then there's nothing 
in between.” 



Insights

Insights Seven

INFORMATION TRANSPORTATIONPERCEPTIONPLANNING

Insights Three Insights FiveInsights One
Some people prefer recommendations from 
friends, written books, magazines and 
newspapers to internet search when they 
choose which neighborhoods and what to do.

Public transportation in certain 
neighborhoods in Chicago are perceived as 
unsafe both because of visitors hear 
information from others or feel it by 
themselves. After they experienced it, some 
people changed their view.

People revise their travel plan just before or 
during the trip due to sudden changes in 
circumstances such as weather, but existing 
travel agencies don’t provide this service.

Some visitors perceive CTA train as special 
and experiential because CTA train travels 
across skyscrapers and special artworks 
(like graffiti) along the way. However, in 
between two interesting spots can be 
boring. Similar things also happen when 
people are exploring the neighborhoods.

Insights Eight
People who cannot travel easily sometimes 
prefer the places which offer holistic 
services to visitors, but neighborhoods 
outside of downtown Chicago can’t provide 
this now.

Insights Six
There are not enough incentives for visitors 
to go to some neighborhoods in Chicago, 
for example souvenirs like well-designed 
maps or stamps which visitors always like to 
collect.

Insights Four
People seek for information from reliable 
source. The ones who do like Internet search 
is more into the more up-to-date information.

Insights Two
Sometime, people might just have one 
specific destination in mind when they are 
visiting neighborhoods in Chicago. Then it’s 
hard for them to find other destinations 
around that.
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How Might We…

DESIGN PRINCIPLES 4

INFORMATION TRANSPORTATIONPERCEPTIONPLANNING

DESIGN PRINCIPLES 2 DESIGN PRINCIPLES 3DESIGN PRINCIPLES 1

Help visitors to be learn about our 
public transportation system, and 
change CTA service as a mean to 
commute into one part of the holistic 
experience visiting Chicago.

Help visitors to get reliable and 
up-to-date travel information by 
leveraging local resources and 
crowdsourcing from visitors to attract 
visitors to explore neighborhoods which 
are not well known.

Change people’s misunderstanding of 
neighborhoods outside downtown 
Chicago by incenting them to have a 
visit first through different kinds of 
incentives and neutral information

Help people to make their visit more 
flexible by providing multiple routes 
and alternative ways to enjoy 
neighborhoods, and also giving 
recommendation according to visitors’ 
situation
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Provide dynamically 
changing routes and 
customization for visitors to 
enjoy neighborhoods with 
maximum flexibility.

Leverage existing travel and 
local sources to inform and 
attract travelers with up-to-
date and reliable 
information.

Give people incentive to 
come to neighborhoods 
outside of downtown Chicago 
and reduce negative 
perceptions of certain areas.

Make using the CTA and 
other public transportation a 
highlight when visiting 
Chicago.
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See Chicago the local way
C-CHICAGO 
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The Wabash Arts 
Corridor promotes the 
use of public space as a 
“living urban canvas”

for artists to intersect 
with the cultural and 
educational assets of 
the South Loop.
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A Bite of China in Chicago
On top of the scenic and artistic routes to take throughout 
Chinatown, you can look into getting some of the best food 
that is offered. This is because they have only the finest 
Chinese dishes. Each of their restaurants uses only the best 
ingredients, and also aims to please each and every person 
that walks into their restaurant. Try a bite of tradition by 
splurging on some of the best Dim Sum, tiny dumplings, and 
roasted pork throughout the city. 
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Amy and her local guide
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So, how does the system work?
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Local
Business

Local
Residents

Travelers

Public
Transit

City of 
Chicago

$ for development

$ for development

certificate, $, business chance

transport system

tax

registration, $

$

authorization 
$

$, personal info, log

personal info, log

Value Map
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service

navigation system and 
transport system 
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du
ty

 fr
ee

 (i
f a

pp
lic

ab
le

)

C-CHICAGO 



SHORT TERM
(0-2 YEARS)

TECHNOLOGY

PARTNERS

SCOPE

OFFERINGS

MID TERM
(2-5 YEARS)

LONG TERM
(5-10 YEARS)

2 Neighborhoods
in Chicago

Website
App
New functions to old kiosks
Decoration of trains and stations
3-4 local hubs
Digital gift

10 Neighborhoods
in Chicago

60%-70% Neighborhoods
in Chicago

Google map
CTA
3-4 selected local hubs

hardware providers
Divvy
All local business

Technology providers
Uber, Lyft, cabs...
Local residents

App development
Geolocation
Wifi at stations

Device manufacture
Audio guide
Wifi at trains and buses

AR application
Matching algorithm
Wifi everywhere

Separate devices
New kiosks
Special train (Jazz, bar...)
Many local hubs
Physical gift

Separate devices (AR function)

Tour guide by locals

Road Map
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THANK YOU!

Funny Group Time

Chieko Tazuke, Jessie Lujia Yu, Ran Kuang, Shangyanyan Li
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Q&A



DESIGN PRINCIPLES 1

INFORMATIONTRANSPORTATION PERCEPTION PLANNING

DESIGN PRINCIPLES 2 DESIGN PRINCIPLES 3 DESIGN PRINCIPLES 4

Insights one: some visitors perceive CTA train as 
special and experiential because CTA train travels 
across skyscrapers and special artworks (like graffiti) 
along the way. However, in between two interesting 
spots can be boring. Similar things also happen when 
people are exploring the neighborhoods.

Help visitors to be learn about our public 
transportation system, and change CTA service as 
a mean to commute into one part of the holistic 
experience visiting Chicago.

Help visitors to get reliable and up-to-date travel 
information by leveraging local resources and 
crowdsourcing from visitors to attract visitors to 
explore neighborhoods which are not well known.

Change people’s misunderstanding of 
neighborhoods outside downtown Chicago by 
incenting them to have a visit first through different 
kinds of incentives and neutral information

Help people to make their visit more flexible by 
providing multiple routes and alternative ways to 
enjoy neighborhoods, and also giving 
recommendation according to visitors’ situation

Insights three: some people prefer 
recommendations from friends, written books, 
magazines and newspapers to internet search when 
they choose which neighborhoods and what to do.

Insights five: public transportation in certain 
neighborhoods in Chicago are perceived as unsafe 
both because of visitors hear information from 
others or feel it by themselves. After they 
experienced it, some people changed their view.

Insights seven: people revise their travel plan just 
before or during the trip due to sudden changes in 
circumstances such as weather, but existing travel 
agencies don’t provide this service.

“I like the L train.You can see everything from above.”

“We walk a lot, but Chicago doesn't have long walkable 
streets…. sometimes you have one (interesting place) here 
and another one far away, then there's nothing in between.”

“My family uses a guidebook we bought in Japan to find an 
interesting neighborhood in Chicago.”

“I use Lonely Planet to get information.”

“I visited a Vietnamese market in Old town because I heard it 
from a friend.”

Insights four: people seek for information from 
reliable source. The ones who do like Internet search 
is more into the more up-to-date information.

“I look for good restaurants by New York Times.”

“I like to use TripAdvisor rather than books because the 
information on the Internet is more up-to-date.”

Insights Two: people who cannot travel easily 
sometimes prefer the places which offer holistic 
services to visitors, but neighborhoods outside of 
downtown Chicago can’t provide this now.

“I visited the lakeshore because it was snowy on that day and I 
expected a beautiful snowy lake scenery.”

“My family visited a library because it was too cold for our 
baby.”

Insights seven: sometime, people might just have 
one specific destination in mind when they are 
visiting neighborhoods in Chicago. Then it’s hard for 
them to find other destinations around that.

“I go out to visit different neighborhoods almost every 
weekend, sometimes I just have one plan, like for restaurant, 
and because I don’t know this place, so I don’t know other 
places.”

“Before I came to Chicago, I heard that the southern part is 
unsafe. Then I went there. It turned out to be fine.”

Insights six: There are not enough incentives for 
visitors to go to some neighborhoods in Chicago, 
for example souvenirs like well-designed maps or 
stamps which visitors always like to collect.

“I like to collect local maps and post-cards which could 
represent the local culture.”

APPENDIX 1
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Entice

Gusai, 28, single traveller, $, public tanspotation, downtown area, experience-oriented

PHYSICAL
EVIDENCE

CUSTOMER
ACTION

PROVIDER
ACTIONS

SUPPORT
PROCESSES

Service Blueprint (Future)

Enter Engage Exit Extend

- Signage

Landing and 
picking up 
luggage

- Kiosk screen
- Instructor/
manager

- Trained 
manager

- Kiosk System
- Payment System
- Map system

- Database
- GPS system
- Tracking system
- AR platiform

- Certification system
- Population/Traffic 
control

- Communication 
system between  
Kiosk and Device

- Data visualization 
service

- Kiosk design
- Device design
- Manufacturer

- AR conten
- Physical 
content

- Station design 
with landmark

- GEO location based 
database info
- Guidelines to biz 
owners

- Talk with manager 
with certificated local 
guide 

- Device screen
- Payment
- Distribute device

- Itinerary structure
- Train/Bus/Bike
- AR materials

- Stamp checking
- Notification
- Checking notifica-
tion(beep)
- Route suggesting

- Printing
- Sharing with social network
- Mail box

- On-demand 
search

Go to 
Kiosk and 
know info

Get device 
and check 
info

Make 
decision

Go to 
public 
transporta-
tion station

Train station 
arrived, explore 
info in station

Find a hub and check 
in with device; or go 
to Divvy station with 
an audio guide

Find a local 
guide to get a 
new destination 
and enjoy

Take public 
transporta-
tion to leave

Get to the 
airport and 
return the 
device

Print footprint 
and post-cards, 
and send the 
post-cards

- Kiosk - Device

- Device; 
- Deposit;

- Cash/Card - Train - Smart card

- Train; 
- Station;

- Bus/Divvy - Train

- Kiosk;
- Device;
- Signage - Kiosk;

- Printer； 
- Souvenier

- Hub
- Kiosk
- Device

on
st
ag
e

ba
ck
st
ag
e

- Paper
- Sync system

APPENDIX 2
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KIOSKDEVICE/APP

SouvenirPaymentGeneral infoNeighborhood
info

Transportation
info

One-the-go
infoGuide infoHub infoAccount SyncPayment

(if app)
Detailed
hoods info

Map

Your location

Nearby

Route

Audio/video/
AR

Add
interests

Recommendation

Google Service

Location

Local guides

Charging

Coffee

Features

Personal info

Interests

Booking

Scheduling

Rating

Audio guide

Info overlay
(AR)

Video (AR)

Scavenger
hunt

Special train

CTA/Divvy

Shuttle bus

Time

Location

Predefined
route

General
features

Sync

User
Generated

History

C-Cube
generated
with reviews

Connection
to USPS

Print

Stamp

Physical

Digital

Digital footprint/
pre-defined

Landmarks

Advertisement

General info
about hoods

Videos

...

Facebook

Instagram

Digital
souvenir

Transportation
fee

Credit card/
debit

Weibo

...

APPENDIX 3
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User Value

User Value
1. Experience
2. Cognition
3. Convenience

Business Value
1. Number of Visitors
2. Feasibility

Concept 1

Concept 2

Concept 3

Concept 4

1
1

10

10

Bu
si

ne
ss

 V
al

ue

Uber NeighborhoodDivvy Local

Divvy Design
Competition

Local Tour

Well-designed Fliers

Kiosk in Stations
Local Business
as Info Hub

Buddy System

Local ArtifactCultural Event

Station Stuff Face

Divvy Shop

Stamp System

DiscountManhole

Post Card

Martial Art Training

Children-oriented Design

Ads of
Neighborhood

Clean up CampaignSelected Blog

Decorated Bus
and Train

Customized
Agenda

Guide Book

Graffiti in Train and Wall

Poster or Info in Train Station

Website for 
Each Neighborhood

Signage about
Historical Content

Glass Train

More Lights on Stations

Stares and Elevators

Local Shuttle

Existing Infrastructure Tour

Criminal Map

Security Tips

Hotel Local

Testimonial

Train as Hotel
and Restaurants

Auto-audio Guide

Personalized Tour

Immediate Response

Weather Hobbies

APPENDIX 4
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