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Problem

53 minutes is 
the average 
commute time 
in Australia.

71 minutes is 
the average 
commute time 
in Sydney.



Objective



Understand the effects of lengthy commuting on health, 
wellbeing and relationships, and quality of life in general.



Research Questions



• How does your commute make you feel?

• How does commuting affect your health?

• Does commuting limit your time for family or friends?

• Does commuting impact the quantity or quality of you sleep?

• Does commuting limit the time you spend of yourself? 



Literature Review

Five facts about commuting in Australia 

https://bitre.gov.au/publications/2016/files/is_077.pdf

• The vast majority of people doing the longest commutes are sitting in trains not cars.

• The average mass transit commute in Sydney, for example, is 62 minutes compared to 26 
minutes by car

• Average speed of trains in Sydney is 24 km/h. Buses are 14 km/h. Cars average 33km/h.

• Specialist jobs are unevenly distributed throughout the city and to reach them can often 
involve longer commutes. This means that longer commutes are predominantly 
undertaken by people travelling to higher wage jobs.

• Marchetti’s constant dictates that people will only devote around an hour and ten minutes 
to travel and has been proven to part of our human genetic makeup.

https://bitre.gov.au/publications/2016/files/is_077.pdf


Lengthy commutes in Australia

https://bitre.gov.au/publications/2016/files/rr_144.pdf

• Nearly 1/4 of commuters, more that 2 million people, travel for 45 minutes or more one 
way. 

• 77% of lengthy commuters are in the five largest cities. 

• Nearly three quarters (73.2%) of lengthy commutes in Sydney are on mass transit while 16% 
of light vehicle drivers are lengthy commuters.

• Evidence shows that lengthy commuting is negatively related to life satisfaction and to 
wider measures of mental health and wellbeing.

• It has been reported that longer commuting times are associated with higher stress levels, 
particularly in full-time workers

Literature Review

https://bitre.gov.au/publications/2016/files/rr_144.pdf


Seven factors for 
length 

commuting,
Öhman and 

Lindgren (2003)

Lengthy 
Commuting

Transportation
Do you have 

access to public 
transport or a 

car?

Housing 
Market

Do you own your 
own home? What’s 
the cost of rent?

Social Ties
Ties to friends, 

relatives, 
colleagues etc.

Household 
Composition
Do you have a 

partner or 
children?

Individual 
Characteristics

Gender, 
education, local 

or immigrant 
born, age etc. 

Labour 
Market

Types of jobs 
available and 

regional 
distribution

Preferences 
and Norms
Individual and 

societal values. Is 
it common? Is is 

accepted?



Current Solutions



DrivingCycling

Ferry Ride-sharing
(Uber)

Jet-sharing
(Airly)

Public Transport



Future Solutions



High Speed RailAutonomous CarsSydney Metro

A future automated 
rapid transit 

system which will be 
the first metro 

system in Australia.

To be completed in 
2024.

Self-driving cars 
capable of sensing it’s 

environment and 
navigating without 

human input. 

Tesla, Google and 
Uber are all investing 

in this market.

A high speed bullet 
train capable of 

speeds over 200km/h 
Sydney to Newcastle, 

Wollongong, 
Melbourne and more. 



Self-driving
Workspaces

VTOL Aircrafts
(vertical take-off and landing)

Hyperloop

A high speed 
transportation 

concept from Elon 
Musk consisting of a 
pod travelling tubes 

free from air 
resistance or 

friction and thus 
highly efficient.

On demand air taxis 
that can travel 5 times 

fast than a car and 
eliminate the pain of 
road congestion and 

traffic jams.

Uber intends to bring 
this to the market 

within 5 years.

An automated 
workspace pod ideo 

by IDEO that 
commutes to you. 

Thus minimizing time 
usually wasted 

commuting and 
maximizing 
productivity 



Teleportation?



Methodology



User testing seeks insight about who will 
be using a product or service.

https://uxplanet.org/ux-is-process-actionable-user-insight-9c17107887bd

User testing 
Why?

I’m not testing a specific product 
or service. My objective is to 

explore the problem space to 
better understand the problem 
and who I will be designing for, 

therefore user testing is the more 
appropriate method.

Usability testing seeks insight about how 
people are using a product or service

Usability testing

NOT



Qualitative Research is used to gain an 
understanding of underlying reasons, opinions, and 
motivations. It provides insights into the problem or 

helps to develop ideas.

https://www.snapsurveys.com/blog/qualitative-vs-quantitative-research/

Qualitative Research

Quantitative Research is used to quantify the 
problem through usable statistics. It is used to 

quantify attitudes, opinions, behaviors, and other 
defined variables.

Quantitative Research

Why?

The qualitative data is more 
valuable relevant to my objective 

as I’m trying to understand the 
relationship between lengthy 

commutes and quality of life. By 
doing this I can learn new 

insights about the problem which 
will inform my ideas going forth.

NOT



DISCOVER

Surveys
Why: Quick and relatively easy way to get data about your users and potential users. It’s also 
inexpensive can be distributed physically or digitally and anonymity of it encourages more users to 
complete it. 

Interviews
Why: Interviews are one of the most flexible research tools available that allow you to ask why and 
probe deeper to find out what you really need to know. It can be adapted on the go so if during your 
interview you can hone in on the important parts.

Online Ethnography
Why: Gathering insights from online communities is very useful as it opens up doors to rooms you 
didn’t know existed. Gives more thoughtful insights as users act naturally in a comfortable digital 
environment and allows you to access a more diverse users.

Contextual Observation
Why: People will often say one thing but do another which is why observation is such a useful method 
is learning the true needs of a user or ‘tacit’ knowledge. What is felt and related to emotions but 
difficult to put into words. Very valuable in understanding the deeper needs of users. 



DEFINE

Affinity Diagramming
Why: Affinity diagramming is used to sort large amounts of data into logical groups in a quick and non 
permanent way so that the themes or clusters can iteratively refined. Useful for synthesising big data 
and pulling key insights out of.

Personas
Why: Useful tool to create and share an understanding of who the users and what their needs maybe. 
Can be revisited throughout the design process to test ideas before any high costs are incurred.

Storyboard
Why: Allows you to easily and quickly visualise a user's experience with a product or service and how 
they interact with it over time, highlighting what’s really important the true needs of a user.

Journey Map
Why:  Helps breakdown complex user experiences into small, more digestible chunks of information. By 
presenting and describing every important step of an experience in a single overview it is easier to 
understand where the pain points are in the journey.



DEFINE

UX Design Principles
Why: Creating a set of of simple and clear guidelines to ensure that your insights are being acted 
upon is a good way to maintain consistency of user needs throughout the design process. Helps 
maintain clarity when looking at all  of the findings.

How Might We
Why: A good method to frame your design challenge in new and interesting way that may can 
stimulate new ideas and possibilities. By asking How Might We? you create more opportunities for 
innovative ideas.



Discover



Survey
Intercept Surveys (40 participants)

North Sydney Train Station
Wynyard Train Station
Wynyard Bus Exchange

I conducted 40 intercept surveys over 
the course of a multiple evenings at 
various public transport hubs in 
business districts.

I wanted to ensure that relevant users 
such as officeworkers and business 
professionals whom I have less access 
to would not be missed in the survey 
results.

Online Surveys (131 participants)

Social Media
Forums and Message Boards

I distributed the survey online 
through social media in addition to 
online forums and message boards. 

This expanded my user pool to 
increase the number of responses 
and a more diverse cross section of 
users.







Interviews
5 Interview Subjects

Exposition Questions
Why they commute, how long for,  what transport do they take? 
What time do they leave in the morning and when do they get 
back in the evening?

Research Questions
How does your commute make you feel? 
How does commuting affect your health? 
Does commuting limit your time for family or friends? 
Does commuting impact the quantity or quality of you sleep? 
Does commuting limit the time you spend of yourself?

Laddering Technique

Using the research 
questions as a 

semi-structured interview 
guide I used the laddering 
technique and repeatedly 

asked why in order to probe 
deeper and gain richer 

insights.



Fiona
Office Worker / Mid 20’s / 2 hour commute / walking + train

“It affects my boyfriend definitely. I feel like we don’t to see each other that much since we kind of 
run on different schedules, he’s never up when I wake up early so we only hang out for a couple of 

hours in the evening which is kind of annoying.”

• Only stressed out when running late and keeps checking google maps for updates on train times

• Wouldn’t want to move closer to work, enjoys the lifestyle in the inner west. It’s where her life is.

• Commuting affects her boyfriend mostly, throughout the week they don’t see much of each other 
as they have different schedules

• Comes home from work and is tired and doesn’t want to do anything which limits her socialising

• Feels like her free time is limited so sacrifices sleeping to be able to do more in her day

• Thinks the 40 minutes of walking a day as part of her commute is good for her health

• Is frustrated by the amount of time she spends commuting and feels like it’s a waste



Mathew
Student / Early 20’s / 4  hour commute /  3-5 per week / walking + bus + train

“I got a hotel and woke up at 8 to get a 8:30 thing. It was the most amazing thing ever. My day just 
felt so much more. I just felt so much, I want to say I achieved more because I didn't feel so tired. I 

just didn't use my time to get somewhere. I was already there. I felt more productive.”

• Finds it very frustrating when a bus or train doesn’t show or is cancelled 
• Is annoyed when he can’t do what he wants on PT such as sit down and do work, feels like his time 

is being wasted
• Is usually exhausted when he gets home late and sees his family which can cause conflict as they 

are also tired
• Leaves in the morning before anyone else wakes up in his house and is usually the last the come 

home
• Only has a finite amount of time in his day and will often have to choose between sleep or 

assessments
• The commute affects his social life and ability to hang out with friends, always has to assess 

whether it’s worth it
• Would like more time to do other things like walking the dog or exercising



Liam
Healthcare Professional / Mid 50’s / 2 hour commute / Drives

“Normally I really enjoy the drive but I get impatient if there's trucks or slow cars on the road 
because it goes against my personality of having a smooth rhythm. I like to be able to control 

my environment.”

• Enjoys the independence of driving and listening to music in his car and has no option of 
public transport

• Loves his job and is willing to compromise for it

• Wouldn’t move as he loves his home and needs to care for elderly mother 

• Gets stressed when running late, which is usually caused by bad traffic

• Would only be happy to drive a maximum of two hours a day, any longer would not be too 
stressful and dangerous



Casey
Office Worker / Mid 20’s / 10 minute walk previously 1.5 hours commute on the train / Health Issues

“It was too tiring and exhausting for me to be commuting 2, almost 3 hours a day every day, I 
would wake up and it would literally feel like I had been hit by a truck.”

• When commuting daily she would be so drained by the time she got home she’d have to go 
straight to sleep

• Considered quitting her job at one point because the commute was so taxing and affecting her 
health but opted to live near work during the week and come home on weekends as she loves her 
job

• Moving closer to work has made a huge difference in her life and more importantly her health

• Is now able to accidentally sleep-in and not have to be so stressed or rush, it’s more flexible

• Once healthier would still like to move back home as that is where her mum and boyfriend live. 
Where her life is



Craig
Travelling Optometrist, Mid 40’s, 4-8 hours commute fortnightly / drives

“You have time but you don't have the same time. You don't do the same things, it's not doing the 
things you want to be doing but travelling instead.”

• Considers commuting as just part of his job

• Misses the day to day things like mowing the lawn, sitting in his cinema, doing his modelling, 
going for coffee etc.  

• Doesn’t have as much time for things he enjoys

• Finds that it limits his time with family and friends because he isn’t there much

• Spends 20 - 25 days a year in his car travelling

• Enjoys the job, and the pay is very rewarding

• Only affects his wife as children have grown up and moved away



Online Ethnography
“Living out west and commuting to and then 

from the city sucks, let alone the lack of 
consideration and common sense which 

prevails on public transport.”

“If you want to do anything other than work, 
eat and sleep then 430am starts are 

normal.”

“I commute 2.5 hours each way, 3 hours or 
more when there are delays which is often, 
each day when I am on site at clients. It's no 
life at all. It is soul destroying. It is brutally 
uncomfortable and tiring being bounced 

around like self loading, paying, cattle. It is 
mind numbing and the first opportunity I 

get to cut that commute down to less than 
30 mins, I will take it.”

“2hrs to go, 2hrs to come back. I know it's 
crazy, but so is the flexibility I get from my 
employer. + I like my job, my coworkers, my 

paycheck and my neighbourhood.”

“An hour both ways. Honestly, if I could make 
my commute shorter I would.

Some days it's not so bad, put on a podcast 
and chill out till I get home. But a lot of the 

time I just want to get home and get into my 
after work activities quicker”

 “I can tolerate a 45  minute one-way. In 
my previous job, I was spending 2-4 hours 
driving too and from work (1+ hour there, 

and 1-3 hours back) and it just made my life 
f***king miserable.”



“Until recently I was also a Mega 
Commuter, my travel, inner Newcastle to 
Burwood/Haymarket. I managed to do it 
for four years working one day a week in 

Newcastle... It is not sustainable long term 
and you must have resilience . Each 

person is different and have there on 
thresholds, for me you have to be 

disciplined and ensure you still exercise. 
Personally as my second child came along 
your perspective on life changes and the 
sacrifice of missing quality time with my 
first child in their first three years to me 

really made the decision to stop.”

“My commute should be 25 minutes, but, due 
to traffic, is around an hour each way. I 

need Audible to keep me sane, but it's a safe 
bet that at least twice daily I will imagine 
myself killing another human being for 

being an asshole driver.”

“I have an hour and a half one way commute 
5-6 times a week. Honestly it's horrible. 

Traffic is a daily headache. However, audio 
books are a great buy if you have a long 

commute. Audio books make time seem to 
pass quicker.”



“I have an hour and a half one way commute 
5-6 times a week. Honestly it's horrible. 

Traffic is a daily headache. However, audio 
books are a great buy if you have a long 

commute. Audio books make time seem to 
pass quicker.”

“Husband and I commute from Central 
Coast too. We moved there three years ago 
as we couldn't afford to buy in Sydney. Love 

it. I'm used to the commute and use it to 
unwind.”

“Draining. It takes 2 hours out of my day and 
leaves me exhausted and unmotivated. I've 
been listening to books on tape lately and 

it's helped a little.”

“I used to travel 2.5 hours each way, 5 days a 
week. So five hours per day...it was actually 
fine. I got used to it and would sleep on the 
train or take a book. The only time I hated it 
was when a train/bus was delayed because 

it would mess up the entire rest of my 
journey and make me significantly later. I 

really loved my job though, so perhaps that 
played a large part in my ambivalence :)”

“Yes, I find public transport more relaxing, 
convenient, and cheaper than driving and 

parking. Also, depending which form I take, I 
walk +/- 15 minutes which is good for me ; 

spend my day at a desk. So positive”



“It's hard. I have a 12 hour door to door 
day. I've done it for nearly 4 years but will 
be starting a new job in Newcastle next 

month. I've had to take a considerable pay 
cut, but worked out I'll save 21 days a year 
just in travel time. If I had to, I could do it 

again but it's tough.”

“An hour 20 minutes each way - I’ve been 
doing basically the commute from western 

suburbs to the city since I was at uni 10 
years ago and now with how overcrowded 

and unreliable the trains are it’s starting to 
really take its toll on me.”

“So 2 hours of commuting per day including 
1 hour of walking. I love the commute as I get 
to read, relax or just take time out and the 

walk keeps me healthy.”

“A shorter commute would actually diminish 
my quality of life - smaller/crappier/noisier 

apartment, I'd have to write off the commute 
time since I can't get work/reading/sleeping 
done on the way, less discretionary income, 
etc. Yes, Sydney cost of living is completely 

mad. Heck if would improve my quality of life 
significantly to get a job anywhere but 

Sydney…no point having attractions if you 
can't afford any of them. Besides, it's nice to 
come home to a nice home at the end of a 

long workday.”



Observation







Activities - How are people spending their time?

Phone Addict - Glued to their phone, checking social media and reading news articles

Workaholic - Typically head down doing work on their computer

Audiophile - Deeply invested in their latest spotify playlist or true crime podcasts or 

audiobooks

Bookworm - Bookworms love to bury their heads in hard copy books, newspapers and 

kindles

Snoozers - Those trying to catch my shut eye whilst on the go

Coffee Fanatics - Coffee cup tightly gripped in their hand

Netflix Binge - Watching TV shows on their phones

Window Gazer - A blankly staring out the window, no earphones 



Behaviors - What are people doing?

Peak Hour - Work commuters all flock together outside of train stations, like a herd

Invisible Bubble - Most people don’t interact or speak with anyone when using public 

transport, they keep to themselves and expect others to do the same

Lone Wolf - Most people are commuting alone

Sardine Can - Always packed into the carriage tightly, no spare seats and everyone is 

brushing up against each other

Blockers - They block your way in or out by standing too close to the door or shove you 

out of the way to make their way in or out



Behaviors - What are people doing?

Rushers - Always those who snoozed their alarm once too many and are rushing to get to 

work on time, they start running when the train station is in sight

Mad Dash Connectors - Sub-category of rushers who spill off the train and make a mad 

dash across the platform to try and make the connecting train

Germ sharers - They don’t cover their mouth when coughing or sneezing and are loudly 

sniffling instead of blowing their nose

Seat hoggers - They take up unnecessary space even during peak hour



Define



Affinity Diagramming





SleepPersonal 
Time

Relation-
ships HealthCompen-

sation
Circumst

ances Comfort

Overall 
Wellbeing

Commute 
Experience

I hate it when 
my commute 

does not go as 
planned

I don’t like 
being 

uncomfortable 
when 

commuting

Being 
compensated 

makes my 
commute 

worthwhile

My time is 
precious and  

should be mine 
to spend as I 

wish

Commuting 
limits my time 
for family and 

friends

I often sacrifice 
sleep to have 

more time in my 
day

Commuting 
affects my 

physical and 
mental health

Actionable Insights



UX Principles

Be Reliable

Don’t make me late 
with delayed or 

cancelled services or 
unexpected changes

Time is Precious

Get me where I need 
to be as quick as 
possible so I can 

spend more of my 
time doing that 

things that I enjoy

Manage Expectations

If any there are any 
changes to my 

commute update me 
immediately so I can 
act accordingly e.g. 
trackworks or traffic 

jams 

Value Me

Some form of reward 
or compensation will 
make my commute 

more enjoyable and 
increase my 

patience

Respect Me

I deserve to be 
comfortable and 

treated with respect 
throughout my 

commute e.g. less 
overcrowding and 

outdated trains



Personas



Cassandra - Business Professional

Cassandra
Age: 36
Gender: Female
Household: Married w/ Kids
Occupation: Senior Banking 
Executive
Commute Length: 30 minutes
Mode of Transport:
Uber Black

“I always need to be in a hundred different places all at once!”

Backstory:
Cassandra is a busy modern day woman juggling her career as well 
as her family. Luckily she has a supportive husband who helps out at 
home when she has late nights. There’s a new acquisition on the 
table for her bank so she’s been extra busy trying to schedule 
meetings with all the stakeholders. She’s definitely racked up a few 
rides on her Uber Business account in the last week and was 
charged extra because of a traffic jam which she wasn’t too happy 
about.
Motivations:
• Doesn’t want to waste time and money sitting in traffic
• Wants to be able to get home to her family quicker
• Has lots of meetings all over town for the next month
Frustration:
• Gets car sick quite easily and can’t do work in the car
• Hates missing out on family dinner but often gets stuck in traffic 

on the way home
• Doesn’t think she should have to to pay Uber for just sitting there



Kris - The Daily Grind

Kris
Age: 24
Gender: Male
Household: Single
Occupation: Software Dev
Commute Length: 90 minutes
Mode of Transport:
Bus + Train

“I leave home before the sun comes up and come home after it 
sets. Talk about depressing.”

Backstory:
Kris is looking for a studio closer to the city but can’t find anything 
within in his price range. He wishes there was an alternative because 
his commute is killing him, he’s just so bored. He takes his laptop 
most days but can never get a seat so feels like his time is just being 
wasted. Once he tried driving but the traffic was just as bad, if not 
worse. He’ll just have to suck it up for now.

Motivations:
• Wants to be able to use his laptop while commuting
• Never has any time left in the day once he gets home
• Commute is starting to affect his mental health
Frustration:
• Can’t just quit his job because he loves it
• When services are delayed or cancelled it makes him late
• Hates how rude and rushed everyone is on public transport



 Graham - Weekly Commuter

Graham
Age: 53
Gender: Male
Household: Married 
Occupation: Engineering 
Consultant
Commute Length: 120 
minutes
Mode of Transport:
Driving

“It beats driving there and back everyday but I do miss my bed at 
home most night, but there’s always going to be trade-offs”
Backstory:
Graham drives to Sydney early Monday morning and comes home to 
Newcastle Friday night which works great as he’s getting too old to 
be doing so much driving daily. He’s been doing it for a couple of 
years now and it’s been working out well, he usually calls his wife 
most evenings and truth be told their marriage is a lot better now 
that he’s not coming home tired and irritated every night. He wishes 
that there was a better option than the train to commute though 
because some days he doesn’t feel up to the drive.
Motivations:
• Wants more flexibility and options for commuting
• Is considering driving less as he gets older
• Enjoys his job and want to continue doing it
Frustration:
• Doesn’t like the train service from Newcastle to Sydney, too slow 

and with all the stops as well
• Sitting in traffic can be very taxing 



Storyboard



Kris - The Daily Grind



Current User Journey Map





How might we restore ownership 
of time to commuters?



How might we transport our 
users more efficiently and with 

no delays?



How might we better keep users 
updated on their commute?



How might we design a more 
comfortable commuting 

experience?



How might we transform public 
transport from a liminal space 

into a productive one?



Next Steps



  DEVELOP

Brainstorming

Role Play

Sketching

Wireframing

Prototyping


