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// The SBB challenge:
 IMPROVING THE BAGGAGE EXPERIENCE

Empathize

Define

ideate

User interviews
[Obtain deep view into feelings, behaviors and perceptions of SBB 
passengers]

The Problem Research Question

Lost letter Experiment
[Engage with users by doing an unusual experiment in 
which letter finders are asked to return intentionally 
left letters to tell their lost and found story]

“When I am stressed I often tend 
to forget something on the train. 
Unfortunately other travelers are 
also inattentive and don’t help or 
call me back.”

“If you lose something you become very depending on the 
goodwill of other people and lost and found offices. I wish 
the one loosing something could take on a more active role.”

“I never leave my belongings 
unattended. When the train 
starts, I rush to the toilet, and 
only then unpack my PC or other 
valuables.”
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The concept

Expansion of lost and found 
market, while potentially 
lowering or even eliminating lost 
and found service costs. 

Generation of additional 
customer value for its very 
popular SBB app.

Compared to existing luggage 
tracking devices findr includes 
reminder features that help 
prevent item loss.

Crowd-based solution, that is 
integrated in the SBB app with a 
network of more than six million 
existing users.

Great advantage over competitor 
solutions due to its huge existing 
customer base and highly trusted 
brand.

Smart and customizable lost 
and found functions increase 
the probability of recovering 
lost valuables.

“Findr” combines the ideas of tracking chips with a reminder 
application to provide SBB travelers with a sense of security and 
help them keep track of their personal valuables. Integrated into 
the existing SBB app as one of the most popular apps on Swiss 
smartphones, it utilizes a huge existing traveler base and crowd-
based mechanisms to revolutionize the lost and found market.

Benefits for the user

Benefits for SBB

How can we provide a sense of 
security for travelers and help them 
keep track of their personal items?

Point of View

Prototype & Test

How may we redesign the door to door 
experience of rail travel with personal items?

While this service is considered among 
the best in the world, the  transportation 
of baggage and person items offers 
various areas of opportunity.

Number of passengers traveling  on 
rail transport within Switzerland 
during 2014 moving around 792 
different train stations.475 Million

INDUSTRY interviews
[Understand how various 
industries manage logistics 
and customer interaction]

Trust is higher on SBB than 
on other train systems, but 
there is still a social distrust 
between many passengers.

Join the ideas of the tracking 
chips and the reminder 
function integrated into the 
SBB app

Findr
The findr blue tooth chips are attached 
to personal items and individually 
connected with the integrated SBB findr 
app to enable travelers to remember and 
track valuables.

Leash
The virtual leash 
function can notify the 
user in case his chipped 
item leaves the set range 
of maximal 50 meters.

Locator
If a chipped item is missing, 
the owner can check the 
last location point or set 
the findr-chip as lost, 
so potential finders can 
contact him and send 
new coordinates.

Crowd-findr
Other app users 
within the crowd-findr 
community will get 
informed, if they come 
within range of the lost 
finder-chip.

SBB
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Synthesis
[Summarize and analyze 

collected information to 
infer meaning]

Need to 
track
lost

items

Lack of  
social 
trust & 

security

brainstorming
[Generate as many ideas as possible by applying different ideation methods]

Realistic

GPS Tracker
Haptic Reminder
Number Wheel
Location Reminder
Flexible lockers

Visionary

Holographics 
Unlosable Bags 
Brain Washing
Music Conditioning 
Reminder subtones
Travel buddy

Successful 

Lost suitcase sings 
Fly back and get it 
Bet with friends 
Different music 
compartments
People mingle

Selection
[Cluster, combine and filter 
ideas to discover the most 
valuable concepts] Iterations

+

RAPID prototyping
[Convert the intangible idea into a 
tangible form that can be experienced]

Prototype Features
[Envision and test different potential features and critical functions to add 
value to the user experience]

User Testing
[Test critical functions to gather qualitative feedback & drive deeper user-understanding]

Price & Incentives

Instead of offering findr at a 
normal price it could be free 
for all GA travelers to ensure 
a high number of users.

Battery & Connection

Compared to some previous 
versions Bluetooth 4.0 LE has 
a wider connection range and 
uses much less energy.

Privacy

Specific features, e.g. a slow 
rate of geo-positional data 
updates, can ensure privacy 
and help prevent misuse.

CHF

Future Steps
[Internal and external requirements for the 
refinement and implementation of the solution]

Tech Development

Network Development

Additional Features

> 50 m

Remember &
keep valuables safe

TRack & Find 
lost valuables

owner

owner

Passers-by


