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Setting off

Planning, walking, 

choosing

At the hub or station

Alighting

On board

Experience while traveling

Arriving

Getting to the final 

destination

It would be better if...

I stop at the shop for change. I prepare my change exactly so I don’t have to 

argue with the driver.

- I sit next to the tout or in the middle so if 

something happens I will have witnesses.

- I avoid the window seat so no one steals 

passing by.

I’ll check for promotions on Bolt or Didi to 

hopefully get a smoother ride next time.
COVID protocol was followed.

1. Get to work on time. Discomfort of old or dirty 
vehicles.

Matatu

Rude drivers and touts. Train (because it does not 
experience traffic and it’s 
cheaper). 
 
Swvl (offers door to door 
services, it is classy, keeps 
on time, plays soft music, 
is cheaper, reliable, and 
can be booked at your 
convenience). 
 
Uber/ Bolt (for privacy, 
uses only when financially 
liquid). 
 
Motorbike (it is convenient 
and fast). 
 
Hire a friend’s car (for 
convenience especially 
when travelling).

2. Physical and mental 

health preservation.

What are her key 

goals and needs as 

she travels?

What does she 

struggle with most 

when she travels?

What modes of 

transport does she 

use predominantly?

Strategies
What does she do to avoid the 
pains?

It’s important to get to work on time. - I wonder if everything will run smoothly today, 

last time there was an accident.

- I wish the drivers took M-pesa.

- I think I should save up to buy my own car.

- Those cars are beautiful, I would love one.

- I really need to finish that report today for my 

boss.

- I could change to a bus and get closer to the 

office but these matataus are just much more 

frequent.

- The driver dropped me off too far away 

because he felt like it - now I have to walk 

further.

- Those matataus were uncomfortable and 

loud.

- Next time I will take a Bolt!

Regulated matatu conditions.Thinking
What is she thinking about as she 
travels?

- I get a matatu right outside my house, didn’t 

have to walk much.

- I prepare my change exactly so I don’t have to 

argue with the driver.

- I’m not too scared and I travel alone.

- I change matatus to avoid too much traffic.

- I listen to podcasts and catch up on social 

media.

- I work on my report, which is why I like the 

matatus with free wifi.

I walk to my office, I am on time but not as early 

as I wanted to be.

Regulation of drivers.- I leave at about 7am.

- I wear my office clothes.

- I collect change for the drivers.

Doing
What does she do? What 
information does she look for? 
What is her context?

😠 😌😠 
I had my own car.Feeling

What is she feeling? 

I want to get to work on time without being too 

uncomfortable.

- I want to have a journey without any surprises.

- There are drunk men on the street who are 

shouting and being general nuisances.

- This matatu is playing loud music - it’s too 

early in the morning.

- This matatu is dirty and cramped, we’re still in 

a pandemic!

- The drivers are rude, I feel sorry for the 

passengers they shout at.

Drivers will stop at random places if they have a 

change of plans.

I could use M-pesa instead of cash.Needs and Pains
What does she want to achieve or 
avoid?

Exact change. Phone.Tools
What does she use?

Working professional - Nairobi

- Bag with perfume, toiletries, headphones, 
powerbank and make up.
- Google Maps to check route and traffic.
- I listen to the radio to get updates.


