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After conducting field research on how we share-rides today, I started a 
series of creative sessions to discover the solution space for autonomous 
ride-sharing. This booklet will take you through these different sessions, 
their purposes and the very creative results. Some of the raw outcomes 
are included to show some of the richness. 
The last three sessions served mostly as a means to enact several 
rideshare scenarios. Over the course of three weeks, I did a session every 
week, preparing a session based on the learnings and findings of the 
previous one and so iterating the outcomes and working towards a more 
and more profound solution space.

The first session helped me diverge in solution space and open-up my 
mind. Reading about today’s solution, experiencing those myself and 
doing in-depth interviews closed up my mind a little bit and getting fresh 
perspectives and ideas really helped my process and understanding of 
what people would want.
After coming to the conclusions that people would share their rides, but 
would rather not, I designed the next sessions on the use case in with 
relational design would have the largest impact in combination with 
providing a viable business model; the commute. These three sessions 
were designed to be iterative, narrowing and improving the service 
concepts by acting out different scenarios that could occur in the daily 

commute. 

introduction



This series of acting-out session consists of three different, 
interdependent sessions. During these, I invited recently 
graduated or graduate students of IDE to work on AV ride-
sharing service concepts for the daily commute. These 
people are currently in the same stage of their lives as the 
future target group that Ford should offer their ride-sharing 
service to. Besides acting out different scenarios that could 
occur during a service we started with co-creating the 
service, by doing so, both insights in their considerations 
and motives were gained as their reactions and reflections 
on moments of friction during acting out the service. 
The acting-out method is based on the Service Design 
elective, working with minimal prototypes, situations are 
staged to act-out what a shared ride might look like. At the 
end of this booklet, I will reflect upon this method. 

This creative session was performed at a high school with 
a group of 24 high school students from 5 VWO. If the scope 
of 2030 is indeed feasible, this would be the the first group 
of people that would be able to use a ride-sharing service 
as their primary mode of transportation. This makes 
them an interesting and relevant group to involve during 
my project. Furthermore, their driverless perspective on 
being on the go is very relevant as well. Since do never 
drove a car themselves they are less preoccupied with the 
prejudices of AVs and are thinking in a more free way about 
the opportunities to do on the go.

This was a exploratory session mostly done out of curiosity 
to see how people would respond to the idea of sharing an 
unmanned car with others. This session toke place just 
after getting back from San Francisco and mostly focused 
on how to substitute the roles of the driver.

2. Co-creation future user: High school session

1. Creative facilitation session 3. Series of acting-out sessions
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Facilitated by: Marie van den Bergh
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SESSION 4

SESSION 5

Goals



RQ How to substitute the values of 
the driver?

It was inspiring to hear others think out loud about ride-
sharing solutions, and to listen to discussions about 
possible problems. Most of what was said confirming the 
importance of the RQ during this session.

The concepts and ideas were not really applicable as 
a whole solution, but the components on which the 
students formed their final concepts are very interesting 
to keep in mind and take with me to the next stages. 

The values of the driver were partially replaced with 
advanced technology and with the pressence of other 
riders. 





Creative Session
Teylingen College Leeuwenhorst

26-03-2019
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SESSION 4

SESSION 5

1.  Work with and learn about the future user  
 o f the ride-sharing service.

2. G et original and new ideas.

Goals

Get a feeling for their technology adaption and ways of thinking, what is their normal?
What view do people without any drivers experience have on car travel?

One what aspects do they focus when creating a future service?RQ
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“Ja ik zou echt gewoon 
op mn telefoon gaan,

maar zij zou juist met 
mensen gaan praten”

“Bedoel je comfortabel met stoelen enzo
of niet awkward?”

“Ja maar dit is 
toch echt 100% anders

voor met wie je in 
die box zit”

“Sowieso neuken”
“Gozer misschien zit

je daar wel met je opa”



“Ik weet dat echt niet meer, 
in de auto zitten is echt zo iets 

wat je altijd vergeet”

“Mn vader zit elke dag dat
hele stuk alleen in de auto,

dat lijkt me mega saai man.”

“Ik haat het als
we muziek van mn

ouders moeten
luisteren”



“In de auto zitten met
vriendinnen maar zonder ouders

lijkt me wel super leuk”

“Ik wil wel n andere
auto voor op vakantie

als voor naar 
werk of school”



“Als je gewoon wakker 
wordt, waar je moet zijn, 

dat lijkt me het chillst”
“Als dit er echt komt he
dan hoeven wij gewoon

niet eens rijbewijs te
halen hé! Das wel winnen”

“Straks kan je de auto
toch ook gewoon

open doen door de kijken,
met zo’n oogscan enzo.”











Doing a session with inexperienced people takes a larger effort 
because methods need explaining and for a few, it took a while 
to get comfortable opening up. Getting an understanding of their 
‘normal’ was also a little harder, but very valuable. 

Not having a drivers licence meant they did not have to let go of 
the perspective of driving a car, which meant they were already 
viewing a car ride as a sort of free-time, making it easier to 
come up with original ideas on how to spend your time whilst 
riding. 

The sheets with their most recent, worst and best car ride 
provided me with clear (dis)satisfiers. Seeing their concepts, 
in the end, made it very clear what directions they found 
interesting, and were very much in line with the ideas from the 
previous session.  Furthermore, the H2 assignment showed the 
width of the sub-solution space and provided more insights into 
what they would consider being acceptable. 

On a more personal level, it was a great experience to do such a 
session in a new context! I always like doing creative session 
and facilitation, and challenging myself to do this with a large 

Take aways
unexperienced group was very exciting. The fact that they were 
not involved in the subject nor the methods made it challenging 
but it turned out very positively, I had a lot of fun during the 
whole process. 

High school kids where fun to work with, and I was grateful that 
I had gotten the tip to prepare back-up excercises since others 
had experienced them to be super quick in completing their 
assignments.  They were needed indeed.

Themes
Some themes came back in multiple 
concepts and were relatively unexpected. 
For example, political prefferences was 
used as matching method in multiple ideas. 
Furthermore, the ride-sharing tinder and 
rating systems passed the line. 
Other topics such as CO2 emissions and 
environmental impact were thought about, 
without me mentioning it at all.  And lastly, 
food and drinks were considered very 
important. This is not directly a ride-sharing 
issue, but a complicated aspect to get right 
for any car-sharing service. 
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What do people value during their commute?
To what extent, and how, would they like to interact with co-riders?RQ

1. Find ways to facilitate interpersonal   
 interaction in the servicescape of a   
 shared ride.

2. Get insights in their values during the   
 commute.

3. Experiment with acting-out the service

Goals
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Efficiency Personal
Preferences

I value this the most during my ride

Vary per
Person

Are the same
for most people

My previous answers

Vary per
moment

Are the same
most of the time

My previous answers











Tips, Tops & Take-aways
After the first session, I took extra time to talk with the participants to 
evaluate the session. I wanted to ensure that all the assignments were 
properly understood when executing them. Furthermore, I wanted to 
discover which assignments they saw as valuable and fun and which 
were a bit boring or vague. A very clear improvement would be to leave 
out the assignment were the participants were asked to further define 
the persona’s based upon the exercise with the scales. In the second 
session, I left this out, and used the imput of the students from the first 
session during the second one.
Another assignment that I left out was the H2 exercise. People indicated 
that it felt like a bit of a ‘pause’ in the session and that they were ready to 
start thinking about the service right away. 

I was a bit douptful about the quiz and the collage making but everybody 
was really enthusiastic about those exercises since they functioned 
nicely as an introduction.
Overall people reacted positively surprised to the acting out exercise. I 
was happy to see that everybody quite comfortably played along and 
was comfortable with improvising and acting out a scenario, this gave 
me more enthusiasm and confidence for the following sessions. It also 
learned me the value of this method, I was a little sceptic at first, but 
after seeing the richness that is delivered through acting out I felt very 
enthusiastic. For example, results showed that people would integrate 
their ride-sharing service within their overall voice assistant, but also the 
unfairness of obeying the preferences from the second passenger over 
the already boarded passenger. 



lunc
h

Steps session 2
6 stud ents & 2 hours

Steps session 1
4 students & 3  hours
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What do people value during their commute?
To what extent, and how, would they like to interact with co-riders?RQ

1. Find ways to facilitate interpersonal   
 interaction in the servicescape of a   
 shared ride.

2. Get insights in their values during the   
 commute.

3. Explore moments of friction by 
 acting-out.



Drivers licence

No licence

DfI IPD

SPD

Male

Female
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nothing
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know as little
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fully
personalize
my rides

I want the service to

Efficiency Personal
Preferences

I value this the most during my ride
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“Onderweg zijn is nu echt pure tijdverspilling, 
maar als ik ondertussen andere dingen

zou kunnen doen, dan maakt reistijd 
me helemaal niets meer uit.”

“Ik zou ‘s ochtends gewoon alleen of ik een
anti-sociale auto willen, maar na mn werk

vind ik het prima als het gezellig is onderweg.”



“Ik zou wel het liefst alleen reizen eigenlijk,
en als er andere mensen bij komen het liefst

wat op afstand zitten.”

“Van deur tot deur is me echt veel waard,
ik ben nu ook vaak langer onderweg, zodat

ik minder hoef over te stappen.”



“Het is minder ongemakkelijk
een praatje te maken als je
al wat van mensen weet.”

“Verschillende opties, voor 
praten of stilte, zodat ik 

kan kiezen waar ik op dat
moment zin in heb.”

“Ik wil wel weten wie er bij me 
in de auto zit of in komt stappen.”

“Ik vind de aankomst tijd heel belangrijk,
dus als er spontaan steeds mensen bij komen,

wil ik zeker weten dat ik op tijd blijf komen.”



“Ik heb liever dat al mn gegevens worden
opgeslagen, dan dat ik het zelf steeds

moet invoeren.”

“Als de service alles weet, maar mijn 
ervaring wordt er beter van; Prima.”

“Ik wil vooral veel keuze vrijheid en 
altijd nog kunnen veranderen.”

“Onzekerheid over je reis
is erg vervelend.”



Tips, Tops & Take-aways
The created concepts were very different from the ones 
in the previous session. It was clear that conflict is more 
likely to occur with more people in the same vehicle, 
simply because the service has to deal with more people 
and opinions.

Overall it was a fruitful and very fun session with a lot 
of laughter and good discussions. Two participants 
were fundamentally different in their preferences 
and opinions about ride-sharing which sparked nice 
conversations. 

At the end of the session, I received some feedback 
that helped me prepare the last acting-out session. 
Especially the feedback that a little more room for 
discussion would be good, and that I would probably 
need to try to take more notes during the session were 
good points of feedback that I tried to improve. And 
of course, it was nice to receive compliments on the 
program and execution. 

Next time
In the third and final session I have planned more time 
to talk and discus. I also fixed a second camera to record 
more. And I will show the results of the earlier sessions 
to have a greater focus on solutions for the moments of 
friction.







acting-out &  Co-creation Session 3
30-04-2019



Converge & 
testsession 1

session 2
session 3

session 4

session 5

1. Find ways to facilitate interpersonal 
interaction in the servicescape of a 
shared ride.

2. Get insights in their values during the 
commute.

3. Resolve earlier found frictions with an 
improved service.

Goals

RQ
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My previous answers
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most of the time

My previous answers

Efficiency Personal
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I value this the most during my ride
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“Onderweg zijn is voor mij nu een moment 
om te ontspannen, daarom ben ik ook 

echt fan van de trein.”

“Ik zou echt wel een extra euro neerleggen 
voor mijn eigen playlist.”

“Het is eigenlijk ook wel lekker
om je af en toe te kunnen

misdragen toch?”

“In de ochtend is het voor mij
ideaal geizeneen transitie 

van wakker worden,
naar werksfeer.”



“Ik vind oude omaatjes in het OV 
echt fantastisch om mee te kletsen.”

“Er begon iemand tegen me te praten
en ik had een kop telefoon op, 
maar ik had snel genoeg door 

dat hij toch wel zou blijven praten,
en eigenlijk was het best een 

leuk gesprek.”

“Als je met allemaal mensen in de
auto zou zitten en iedereen zit

helemaal auti op zn telefoon is het
wel heel ongezellig gelijk.”



“Ik geloof niet meer in privacy;
kom maar door, hier heb je

al mijn gegevens!”

“Het is leuk om genoeg over iemand
te weten, dat je haakjes hebt om

een gesprek mee te starten.”

“Hoe meer ik over hun weet, 
hoe meer ze over mij mogen weten.”

“Als mijn reistijd als zo kunnen tellen als werk tijd, 
zou ik zeker al gaan werken! maar anders lekker

even niets doen.”



“Als het goedkoper is, ja, boeie!”

“Ik zie het n beetje als 1e en 2e klas,
als je meer betaald, krijg je betere service.”

“Als je gewoon naar iedereen luistert,
en weet wat voor 

personen het zijn, 
zou je super goed kunnen matchen.”

“Eigenlijk zou ik per keer willen 
aan gegeven wat ik wil, dat weet 

je nooit van te voren.”



Looking back
As mentioned in the reflection of the second session, 
I aimed to have more room for conversation and 
discussion during this session. This resulted in a more 
slow and relaxed environment, were various doom 
and utopian scenarios were openly discussed. The 
participants had very different personalities but did 
agree upon most of the solutions. 
At the end, we also took a lot more time to act-out and 
have a discussion about what went well and what didn’t. 
The participants then improved their concepts based 
upon the learnings gained through acting out. This 
iteration was very valuable and the final two concepts 
contained all the earlier faced challenges. 

Content wise it is safe to conclude that offering a choice 
between a silent environment and a social environment 
is key in creating an enjoyable servicescape for 
multiple riders. Secondly, maintaining a certain state of 
autonomy over your ride and your preferences are just 
as important because preferences tend to change with 
certain factors or actors in the servicescape. 
 





work vs. window
The three enacting sessions all indicated that working versus relaxing was the 
biggest paradox in peoples desires. Everbody indicated that they would want 
to work ór would want to relax, mostly by staring out of the window with some 
music or a podcast. Whether they would want to do the one or the other was 
mostly depended on external factors, such as time of day or mood. 

Lorem ipsum dolor sit amet, cons ectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoreet dolore magna aliquam erat volutpat. Ut wisi enim ad minim veniam, quis nostrud exerci tation ullamcorper suscipit lobortis nisl ut aliquip ex ea commodo consequat.Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoreet dolore magna aliquam erat volutpat. Ut wisi enim ad minim veniam, quis nostrud exerci tation ullamcorper suscipit lobortis nisl ut aliquip ex ea commodo consequat. Duis autem vel eum iriure dolor in hendrerit in vulputate velit esse molestie consequat, vel illum dolore eu feugiat nulla facilisis at vero eros et accumsan et iusto odio dignissim qui blandit praesent luptatum zzril delenit augue duis dolore te feugait nulla facilisi.Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoreet dolore magna aliquam erat volutpat. m veniam, quis 

Over the course of these different sessions somethings 
really stood out and are briefly discussed here. More 
information about the outcomes and how it will be 
applied is explained in the thesis report. Especially the 
conflicts occurring during acting-out and their possible 
solutions are discussed.

To conclude
Maintain a sense of autonomy and offering freedom of 
choice seemed to be the most important elements of 
in ride-sharing services. This might seem like a bit of a 
vague requirement, but the need was well founded and 
recurred over and over again. The need for choice mostly 
derived from their travel needs to be inconsistent and a 
desire to maintain free to alter your preferences at any 
given time. 

freedom of choice



Black mirror
Every time during a discussion about co-
riders and how much you should be able to 
know about each other, the ‘black mirror’ 
argument came up. This illustrating what 

silence is king

bla bla blaa

When acting out a situation was one 
wanted to talk and the other would 
rather not, the clear winner was 
the person who preferred silence. 
Simply, because it is quite difficult 
to maintain a conversation on your 

own. When acting with three, one wanting silence and the other 
two a conversation, this led to an unsatisfied rider, because 
working or sleeping is difficult activities to do when others 
are talking. Concluding that a silent and non-silent ride would 
probably be the best solution. Even though silence might be on 
the upper hand, people did find it logical that it could cost a little 
more to demand silence.

Trust in technology
Personally, I was surprised how easily cameras and 
sensors were designed into all the solutions. During the 
creative facilitation session, the high school one and each 
acting out session included designs with cameras sensors 
and or microphones. Also, the scale that asked people to 
choose if they would prefer an anonymous option or a fully 
personalized option showed that the majority would choose 
a personalized ride over more privacy. Of these people, some 
admitted not to have given privacy risk much thought when 
deciding and just picking on the benefits they had in mind. 
Others indicated that they were indeed aware of what it 
would mean for their data, but said not really to care about it 
anymore ‘since their data was already everywhere anyways’. 
It must be said that de participants from IDE could be 
considered as biased towards technology since they are 
educated to be rather tech-savvy. The high school kids, 
however, provided a more neutral perspective, they represent 
a generation raised with high tech gadgets and therefore it 
might be no surprise that they seem to be open towards these 
types of solutions.

could happen if you would constantly let people rate each other. 
This is viewed as highly undesirable. The suggested alternative 
was to give the service more supervisory control to prevent 
misbehaving.



service

Looking back on the iterative acting out sessions 
I am very satisfied with the process and results, 
but there is definitely room for improvement. 
Acting-out is a method more suitable in groups, 
since you need multiple people when imitating 
interpersonal contact. It is challenging and was 
not very successful to try to let people play a 
service they did not understand. So it turned out 
to be essential to some extend to start with a co-
creation session in order to find internal support 
for the concept and an understanding how to 
play out the service. But you would also need 
unknowing participants during an enactment 
when you want to encounter points of friction 
and genuine reactions or feedback. 
As a solution, during each session, I let two 
teams each create their own service. So at the 
end of each session we played out two different 
concepts of a ride-sharing service. The service 
being played by on of the people who created 
this concept, and the riders being played by one 
or two people from the creating team and then 
being joined by unknowing participants from the 
other team. 

This worked nicely in two ways, first of all 
because the service did not know what 
type of person was going to board, nor his/
her preferences and had to anticipate many 
scenarios and think about the ‘intake’ 
questions it needed to ask in order to play 
out there envisioned service. And secondly it 
worked out nicely because it kept people from 
playing out a perfectly staged scenario and 
forced some moments of friction that would be 
likely to occur in the service as they designed 
it, opening up good discussions on how these 
bad moments could be fixed of avoided.What 
did not work out so great, was the extent to 
which it was possible to ‘iterate’ upon each 
other’s ideas. For the same reason as stated 
earlier, if people did not understand the service 
they where supposed to stage, it did not really 
work. Therefor the second session ended up 
being a bit more of a repetition of the first 
session then an iteration. But the benefit of a 
new group with different people was that they 
provided me with new insights and they come 
up with very different services. This was very 

Approach & ref ection acting-out l



informative for me as part of ideation. To get the most 
out of the second acting-out session we focused a 
bit more on conflicts rather than just playing a part. 
This worked out really well, and led to a fruitless 
discussion afterwards.
By the time I gave the last session I incorporated the 
feedback of the previous two sessions and was able 
to adapt according to my own insight about iterating 
vs co-creating. This session was very successful 
in improving the ideas of the previous sessions by 
showing them what the students before them had 
done. This gave more room for thinking about a 
service where the previous conflicts would not occur 
and therefor played out a more peaceful ride-sharing 
scenario in the end. 
Lastly, during acting out it is important to film 
everything because it is easily forgotten and body 
language is very essential. But not recording the 
discussions and reflections of the first two session is 
something I regret. Luckily this realisation kicked in 
before the last session and I did record it at the final 
session. 

Organising and facilitating these sessions has mostly though 
me a lot about interpersonal contact in AV ride-sharing services, 
but besides these insight, it was a valuable experience for me 
as a facilitator (and a person). There where many tasks that 
I heavily under estimated due to lack of experience on my 
own. Promising participants diner for example and ending up 
having to travelling to the faculty of IDE with a suitcase full of 
supplies and huge bag with containing a hot dinner for all the 
participants (gluten free, lactose free, vegan) are the kind of 
tasks that I did not foresee as significant, but certainly where.

Secondly, facilitating on my own, came with challenges like 
keeping track of the planning, managing everybody’s progress, 
providing supplies, providing food n drinks, taking photographs 
and trying to remember and take note of all the interesting 
things that where being said. Performing the last 3 sessions 
in small group was very essential to keep this task doable and 
having a buddy with me to the large high school ideation was a 
very valuable asset.
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