
DESIGN PROCESS
From Problem to System

System Reality

The laundry system 
is entirely manual, 
leading to delays, 

confusion, and 
dependency on 

staff.

User Behavior

Students frequently 
check status 

multiple times and 
rely heavily on 

verbal updates.

Core Friction

Lack of transparency 
creates frustration 
and uncertainty in 
the entire process.

Opportunity

Introducing a digital 
layer can reduce 

errors and give users 
real-time visibility.

Direction

A connected system 
combining a kiosk 

and tracking 
interface can 

simplify the entire 
experience.

INSIGHTS FROM THE FIELD
Data was collected through a combination of Google Form surveys and in-person interviews with 
students at Rishihood University to gain deeper insights into their laundry experience. The research 
highlighted recurring issues such as frequent delays, absence of real-time tracking, and heavy reliance 
on staff communication, resulting in confusion and inefficiency. Students also indicated a strong 
preference for a faster, more seamless submission process and showed clear interest in a digitally 
enabled system. These findings underscore the need for a solution that enhances transparency, 
consistency, and user control. 

USER EXPERIENCE
Understanding student laundry behavior

85%
Don’t know


laundry status

80%
Experience


frequent delays

90%
Fear of clothes 


getting lost

Where things break

70%
Struggle with 

manual system

95%
Want a digital


solution

Students don’t know

if clothes are ready

Paper based logs 

cause mistakes

Que and

repeated visits 

Wrong or delayed

updates

                            Students don’t just need laundry done

they need visibility, control, and trust in the system.
Key insights

USER BEHAVIOR & SYSTEM GAPS
Students experience 

frequent confusion and 
delays due to the lack of a 
transparent and reliable 
system. The absence of 

real-time tracking forces 
repeated visits and 

dependence on staff, while 
inconsistent delivery 

timelines reduce trust. At 
the same time, users 

expect a fast and seamless 
submission process, 

indicating a clear need for 
efficiency and clarity. 

These gaps highlight an 
opportunity to introduce a 
system that offers visibility, 

consistency, and user 
control.

OPPORTUNITY AREAS
HOW MIGHT WE?

How might we 
provide real-
time laundry 

status updates 
so students 

don’t need to 
repeatedly 
follow up?

How might we 
create a simple 
and fast digital 

check-in process 
that reduces 

manual writing 
and errors?

How might we 
enable students 

to report issues or 
delays instantly, 

improving 
transparency and 

service 
accountability?

EMPATHY MAPPING

Where do I start?

Can I customise this?


Why is this taking so long?

Is it faster than the counter?


I hope i dont mess it up?

This looks so cool


Says Thinks

Does Feels

Touces the screen finishes it 
super quickly 


Calls a friend and reminds her 
 Thank god it’s done so fast

What if it loose my bag


Will I get it on time?


CUSTOMER JOURNEY MAP

INFORMATION ARCHITECTURE

FINAL DESIGNSFINAL DESIGNS

Kiosk

Rishiverse - Student App


