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Problem 
 
Determine if digital kiosks should be introduced into Nicollet Mall based on the success of existing 
wayfinding solutions in other locations. If introducing kiosks is a good idea, the next step is to figure out 
how digital kiosks may fit into the existing environment within Nicollet and what role it would play in the 
digital space. The final step is to strategize how the kiosks would be deployed.  
 
Solution 
 
To make the scope of this project more manageable, I will focus on pedestrians that are already present 
within Nicollet Mall (i.e. they already work there, live there, or are visiting), and how their experience can 
be positively influenced and shaped by digital kiosks.  At this time, I will not focus on how potential kiosk 
users will be attracted to Nicollet.  
 
Based on the research I conducted over the weekend, digital kiosk deployment is a good idea. However, 
there may be a correct way and an incorrect way to do it. Fly on the wall observation of the kiosk within 
the IDS building showed that most pedestrians ignored it or quickly gave up on it after encountering 
issues. Fly on the wall observation of the kiosk within Mall of America showed that the system they have 
in place is extremely effective There was a user at almost every cluster of kiosks, and most users 
appeared to find what they were looking for (no visible display of frustration or confusion with the kiosk). 
Time of use was also short, usually between 30 - 90 seconds. Most users did not hesitate to approach the 
kiosk as well. In fact, many users took time to wait so they would get a chance to use it.  
 
Other major differences with the kiosk in the IDS building vs kiosk in MOA.  

● IDS kiosk was extremely large, vertically oriented. The kiosks was located at the center of a large 
open space. No signage other than additional advertising around it. (See image on left)  

● MOA kiosks were small, slanted at 45 degree angle. Located at major intersections where users 
may cross to get onto the main pathway of the mall, but also not in the way of other 
customers/pedestrians. There was signage showing “directory.” There were enough around the 
mall that a potential user would be able to  see other users already testing it out. (See image on 
right)  

 
 
 
 
 
 
 
 
 
 

 



There was an article that explained why the usability between the kiosk at the IDS building and 
the kiosk at MOA were different.  Dorothy Shamonsky, a lead UX designer at ViewPoint, 
identified several important items to consider when designing large touchscreen kiosks (Pernice 
2015). She stated that many large touch screens do not afford touchability. Displays mounted 
on the wall remind people of TVs implying that they cannot be touched. Display position of 45 
degrees is preferred over 90 degrees since it offers more privacy, looks more touchable, and 
ergonomically more comfortable. In addition smaller large screen kiosks may be better than 
extremely expansive large screen kiosks. It is harder to find items on the screen when the kiosk 
display gets too big. These reasons explain why the MOA kiosk would be a better model when 
designing a kiosk for Nicollet.  
 
Research shows digital signage is also preferred over non-digital signage (Kim 2011). These 
researchers showed that users who were asked to navigate a college campus using digital 
signage had significantly better satisfaction compared to user who navigated using paper 
signage. Kim suggests that this is due to the fact that many users focus on specific landmarks 
when navigating, and digital signage and 3D mapping allows for better conceptualization of 
landmarks. 

 
The following is my loose strategy (more research is required).  

1) Determine how to place the kiosks so they are approachable, perceived as potentially 
helpful, improve the aesthetics of the surrounding area, and ensure they are 
unobtrusive, but there when pedestrians need one. 

2) Determine how to ensure kiosks provide only relevant information and accomplish the 
user’s goal in a timely manner (i.e. figure out why users approach the kiosk in the first 
place).  Kiosk should accommodate and be usable for all types of users.  

3) Determine how kiosks could unexpectedly enhance the user’s experience. (i.e. give 
users helpful information or an additional experiences that they were not expecting to 
receive). The idea is that this will prompt the user to come back and reuse the kiosk and 
improve the overall experience they had at Nicollet.  

 
Users: 
 
Visitors who are already at Nicollet Mall: Variety. Some people arrive with an activity in mind, 
some people have an activity in mind but are open to additional suggestions, some people 
arrive and are open to browsing and plan as they go. They may feel unfamiliar and uncertain of 
their actions, hence more likely to use a kiosk (we observed a similar scenario at MOA where all 
the users were probably visitors).  
 
Workers of Nicollet Mall: Most already have an established pattern and don’t really think about 
exploring anything new. Hence, unlikely to approach kiosks. More likely to engage in new 
activities while they are on break or lunch. Will need additional incentives or explicit prompting 
to explore new experiences within Nicollet Mall.  
 

 



Residents of Nicollet Mall or nearby areas: Most already have established patterns. Hence, 
unlikely they will approach kiosk. However, they are likely to be more influenced by signage and 
promotions to try new things since they live close by.  

 
 

Have data collection and evaluation done by the end of Thursday  

9/5 
 

 Gather interview data in a single document and pull out observations.  

9/5-9/6 Create feature card type drawings for various pre-kiosk scenarios based on 
observations/research.  

 

9/5-9/6 Complete competitive analysis for different types of kiosks  
 

9/5 or 9/6 Send out survey 

9/5-9/6 Complete competitive analysis for specific cities 

9/7  Analyze survey data 

9/6 or 9/7 Go to Nicollet to determine what areas would be idea for kiosks.  

Start prototyping  

9/7 Determine features to prototype and what the deliverable is going to 
look like.  

9/7-9/8 Scenario or feature cards after kiosks have been placed.  

9/7-9/10 Start creating low fidelity prototype (kiosk placement and content) 

Evaluate prototype  

9/11 Observe the places in Nicollet where kiosks would be placed to 
determine potential pain points or benefits from that location.  

9/11 - 9/12 Usability test. Will have people envision themselves in a specific 
scenario, and complete tasks using the prototype of the kiosk.  

Refine prototype 

9/13-9/15  Create high fidelity prototype  

Sharing results 

 



9/15-9/17 Continue refining prototype. 

9/15-0/17 Put together final deliverable/presentation. 

 
 

Final Deliverable: Map to show possible kiosk locations. Concepts for what kiosk and 
surrounding environment should look like. Interactive prototype of kiosk screen. Keynote 
presentation to report findings.  
 
Final Presentation: September 18, 2017 
 
Sources: 
 
(Kim 2011) 
https://www.deepdyve.com/lp/institute-of-electrical-and-electronics-engineers/designing-digital-si
gnage-for-better-wayfinding-performance-new-r45mQLcuFW 
 
(Pernice 2015)  
https://www.nngroup.com/articles/very-large-touchscreen-ux-design/ 
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