
DESIGNING FOR DELIGHT: 
TRACKING THE RIGHT 

INDICATORS



1. Quantifiable & objective  
(e.g. a count, percentage, delta)

2. Accurate

3. Crucial to achieving the goal

4. Practical to measure

A quantifiable 
measure used to 
evaluate the 
success in 
meeting 
objectives for 
performance.

WHAT IS A KPI?



Think back to the last time you 
were riding public transportation 
and you experienced a moment 

of delight. 

Put a little differently, what are the little 
things that make you happy when riding 

MUNI / BART / AC Transit, etc?

RIDER HAPPINESS
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RIDER HAPPINESS



When the bus driver 
pauses just long enough 

So that I make the 
connection  

between the 22  
and the 5R.   

When a fellow rider 
offers to give up his / her 
seat (when I’m carrying 

my son in his front 
carrier).   

RIDER HAPPINESS



How many moments of delight were enabled by 
something that the transit operator had direct 

control over?  

How many moments of delight were enabled by 
fellow passengers / the community?

LET’S CLUSTER



Transit Operator      Fellow Passengers
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LET’S CLUSTER



What are the types of KPI’s that 
transit agencies really measure?

And why do they care about these  
particular metrics? 

WHAT TRANSIT MEASURES



Is there overlap between what 
makes riders happy and what 

transit measures?

LET’S COMPARE



Making KPIs Real



1.

Which  
KPIs do  

you  
track?

How do  
you 

track these  
KPIs?

How do  
you  

visualize  
these KPIs?

How do  
you 

celebrate 
the 

“winners”?

2. 3. 4.

We just 
brainstormed 

these

MAKING IT REAL



How do you track?



Make it someone’s job



Use an app



Use physical tokens



How do you visualize?



A scoreboard



A website



UNILEVER  
ANNUAL REPORT

Sustainability and 

workforce measures are 

displayed alongside financial 

measures (pages 7 and 6 

respectively) in Unilever’s 

2018 Annual Report.

In an annual report



How do you celebrate  
or reward?



Public recognition



A smile from a rider

AN EXAMPLE



A phone call from the mayor

AN EXAMPLE



OK! Let’s prototype.



OK! Let’s prototype.

Two rules: 

1. We need to test this next week

2. You’re budget is $1000



Find a partner and grab a 
worksheet to share.





Quick shareback


