
Faculty of Industrial Design Engineering

Loeke Molenaar

Navigating information overload with a journey

based compass

18-10-2019

Strategic Product Design

Committee Prof. mr. dr. ir. Santema, S.C.

  Dr. ir. Silvester, S. 

   

 Company KLM Royal Dutch Airlines

  Mahender Gangadin

THE 
INFORMATION
COMPASS
A tool to navigate information overload 
and make KLM cabin crew 
feel up to date 

I want safety 
information in a 
di�erent color, 
separating it visually 
from other types of 
information. It has to 
be tailored to me and 
only show safety 
information I need to 
know.

Also, all messages 
related to my 
upcoming flight I want 
coloured and shown 
on top. This way, I 
know what I need to 
read.

Show what has been read by 
making it slightly lighter.
ShowShow whatwhat has bhas been reen read bead byy 
making it slightly lighter.
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FSQRC
update

Aanpassingen 
aan FSQRC cards
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.
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eum iriure dolor in

Nu IOS Update
beschikbaar
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  
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Aanpassingen
WBC Service
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.
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FSSM
update

Aanpassingen in
FSSM
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.
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1 theezakje i.p.v. 2
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.
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Zomerregeling
is  bekend
Lorem ipsum dolor sit amet, 
consectetuer adipiscing elit, sed diam 
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manager
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Lorem ipsum dolor sit amet, 
consectetuer adipiscing elit, sed diam 
nonummy nibh euismod tincidunt ut 
laoreet dolore magna aliquam erat.

lla facilisis at vero eros.nu
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eum iriure dolor in.
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Focus

Acknowledged

Emotional need
Value

Functional needs
Features

I want to feel 
acknowledged for 
my qualities and with 
that receive 
information that is 
for me. I want to see 
what I need to do my 
job well.

The one overview is 
important to easily 
access all 
information that I 
need for my flight.

The information I 
need tailored to my 
needs and my flight. 
It tends to become 
too much, so 
personalisation is 
important.

Either at home, or at the crew center, I start 
preparing my flight. I do this by reading and 
studying all updates and information that is 
needed for my upcoming flight. 

Information can be tailored automati-
cally by flight schedule and job duty, 
but AI can be used to make it smarter.

LEARN

Personalised1 overview

Work

I am
 co

n
fid

e
n
t

AN
INFORMATION

COMPASS

I 
am

 i
n
 c

o
n
tr

o
l

I am prepared

M
an

ag
e Learn

KnowDo

I f
ee

l e
mpo
wered

I feel updatedI fe
el e

na
bl

ed

*
I am satisfied

Br
ow

se

Unplug

Ch
ec

k
O
rganise

Focus

I feel supported

Check

Confirm

Nav

iga
te

IV
er

ify

A tool to navigate the 
cabin crew journey

10 CHEAT SHEETS
For each action, a cheat sheet is created. This way, the 
organisation can review what the action is about and 
what needs are. An example of a screen is shown in 
which all needs are made tangible. 

In assignment of KLM, the goal of the project was to make cabin crew feel up to 
date and with that reduce information overload. The Information Compass is a tool 
that can help guide the organisation into fulfulling the needs of cabin crew in re-
lation to information.

Each phase of the journey, cabin crew have di�erent needs and di�erent goals. In, 
for example, in the ‘manage’ phase, cabin crew manages their personal and pro-
fessional life. In an optimal working climate, they feel empowered by KLM and and 
perform actions such a ‘check’, ‘browse’ and ‘unplug’.  

The tool not only aims at guiding the organisation to fulfilling the right needs, but 
also at making the organisation more crew-centric. The Information Compass is ad-
ditionally designed in way it fits the organisation as a brand an with that aims at 
creating coherence between their strategy and their communication e�orts. The 
ultimate goal is to make cabin crew feel up to date and to reduce information 
overload.

IN 1 GUIDE
The Information Compass, the cheatheets and additional 
explanation and background information is designed into 
a digital guide. This way, all that is needed is combined 
into 1 file.
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An Information Compass

Loeke Molenaar
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A tool to navigate information
in the cabin crew journey


