
 

  

  
 

Research goal

To study how users interact with self-service laundry facilities,
identify key usability and service pain points, and explore
opportunities to improve efficiency, comfort and overall user
experience.

 

Target participant groups

• Target Participant Group 1: Working adults (age: 25-55)
• Target Participant Group 2: Senior citizens (age: 60+)

 

Research finding –
a. Survey method for Group 1 participant

 

 
     

 

 
     

 

 
     

 

 
     

 

Research finding –
b. Covert Observation method for Group 1 participant
1. How do working adults navigate the end-to-end laundry process during time constrained

visits?
• Most users pause to find the available machine and instructions.

2. How do users understand and interact with machine controls and instructions without
staff assistance?
• Most users read the step-by-step instruction board before using the machines.
• They took longer time to decide which extra options they want to use for their laundry.

3. How do working adults manage waiting time while their laundry is in progress?
• Most users leave the self-service laundry facility and come back when the laundry is almost done.
• One of them came back when their laundry is almost 15 minutes done.

4. How do users handle payment at the facility?
• All of them were able to make payment successfully.

5. How do users respond when issues arise? (e.g. machine errors, full machines, missing
items)
• At the time of observation, there was no issue. But there is a step-by-step instruction on what to do in

case of emergency. There is also a contact number if there’s any inquiry.

 

Research finding –
c. Survey method for Group 2 participant

 

 
     

 

 
     

 

 
     

 

Research finding –
d. Covert Observation method for Group 2 participant
1. How do senior users navigate the facility and machines from entry to exit?

• Most users will look for the available machines at the bottom
2. What difficulties do seniors encounter when operating washing and drying

machines?
• Most users have to squint their eyes to read the instructions as the texts are very small

3. How do seniors manage time while waiting for laundry cycles to complete?
• They usually go to Kopitiam for coffee

4. How do seniors handle physical tasks such as loading, unloading, and
transporting laundry?
• They transfer their laundry load by load in small portions to the nearest dryers

5. How do seniors seek help when they encounter problems or uncertainty?
• They ask other people for help when needed
• One of them just left the place when they encountered a problem
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Research finding – Core parts of the service business

1) Entering the Laundromat
• Users stop at the entrance to check the pricing
• Users usually pause to find the available machine and instructions.

2) Using washer and dryer
• Users tend to re-read instructions before using the machine.
• Users tend to squint their eyes in order to read the features of each setting for the washer and dryer

3) Payment process
• QR code payment (PayNow) is preferred by working adults
• Senior citizens normally use coins to pay

4) Waiting for laundry
• Not many seating area for users to rest while waiting, therefore a lot of people leave to run errands

before coming back to unload their laundry
• Those waiting in the laundromat normally spend their time using their phones

5) Completion and leaving the Laundromat
• Most users will come back before their laundry is done
• Most users squeeze their laundry inside their bags and leave immediately instead of packing at the

packing area

 

Research finding – Touchpoints
1) Entering the Laundromat

• Touchpoints:
 Instruction board at the top of the wall
 Locate available machines to wash and dry laundry
 Screens on washer and dryer to indicate their current status

2) Using washer and dryer
• Touchpoints:

 Choose wash settings such as temperature, wash and dry periods and any special washes

3) Payment process
• Touchpoints:

 Making payment (PayNow and coins)

4) Waiting for laundry
• Touchpoints:

 Multitasking activities (eating, shopping, phone using)
 Check the progress from machine display

5) Completion and leaving the Laundromat
• Touchpoints:

 Transfer clothes to bags/baskets/trolleys
 Exit laundromat



 

 Mappings  

Journey map

 

Service blueprint

 

Key insights

• Users get frustrated when machines, payments, or notifications
fail, hence it is important for these things to operate smoothly.

• Clear updates and timely notifications let users leave and run
their errands while their laundry is washing and drying, so that
they can manage their time efficiently.

• Users can check when the laundromat is busiest so they can
avoid long waits, plan their visits more efficiently, and do their
laundry without stress.

 

Frame/Reframe How Might We statement

• How might we make the machines easy to use so anyone can start
their laundry without hesitation or confusion?

• How might we let users know exactly when their laundry will be
done so they can leave and return without worry?

• How might we make waiting time feel useful and comfortable for
users when they are running errands or grabbing a meal?

• How might we help users see patterns of peak and off-peak hours
to better plan their visit to the laundromat?

 

Ideation outcomes

Ideation Outcomes:
• Users can check the off-peak hours in the app, so they can do

their laundry when the laundromat is not crowded to prevent long
waits and frustrations.

• Users will receive notifications when their laundry is done, so
they can run their errands while their laundry is being
washed/dried.  

Service prototyping – Overview Map


