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0. Summary:
Strategic recommendations to providers of
transportation services in a nutshell
Core findings:
Mobility begins in the mind – and there’s a great deal moving
there. The USEmobility survey has shown that already today
there is a lot of dynamism in people’s modal choices. Almost
half of all people belong to the group of so-called ‘swing users’,
who switched in the last five years from the car to public
transport or vice versa. This dynamism is an opportunity to
motivate travellers to decide in favour of public transport and
multimodality respectively. In fact the movements towards and
away from public transport are still nearly balanced. This means:
there is no automatism leading to a higher share of eco-friendly
multimodal mobility.

Considerable dynamism
in people’s modal
choices. Openness to
change is an opportunity,
but not an automatism.

Swing users’ behavioural patterns when choosing their means
of transport are not only far more dynamic than expected, but
also much more multimodal and much more pragmatic.
Choosing one’s transport mode becomes more and more a
dynamic case of opting for ‘both – one as well as the other’, and
not so much a case of ‘either/or’. Changes to public transport
are by no means always due to a person’s not owning a car.
Seventy percent of swing users already use multimodal
combinations, or decide flexibly as the case arises which mode
of transport suits their purpose. Looking at swing users’ attitudes
towards mobility, it is interesting to see that in all USEmobility
countries mobility pragmatists comprise a considerable segment
within the swing users. On average more than a quarter of
swing users take a pragmatic point of view when choosing their
mode of transport.

More familiarity with
multimodality and more
pragmatism than
expected when choosing
means of transport.

These results underpin the thesis that people’s attitudes and
values regarding mobility are changing remarkably. Basically
one could say that ‘mobility’ is no longer automatically
associated with the car, but with different types of mobility,
including also mobile telephony and the Internet.
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A further new and surprising insight of the USEmobility project Changes in personal
has been how strongly changes in people’s personal situation situation often trigger
influence changes in their choice of means of transport. Over shifts in the mobility-mix.
half of the survey participants stated that change in their
personal situation (relocation, a new job, birth of children etc.)
was a central motive for the process of reorientation.
The dynamism in people’s modal choices, the ongoing change
in users’ attitudes towards mobility, as well as the influence of
changes in people’s personal situation have obviously been
underestimated. The USEmobility project wants to contribute
that these aspects are taken more fully into account when
discussing future mobility.
It is clear, that besides users’ attitudes and life situations further
aspects are relevant to modal choices. In fact, the decision in
favour of or against a certain means of transport is complex.
Swing users usually indicate a mix of several factors in
combination as relevant for their behavioural change.
The USEmobility project has made a comprehensive analysis of
the relevant influencing factors. In order to make orientation
easier for stakeholders, USEmobility has subdivided these
factors into three main clusters:

Clustering the relevant
influencing factors for
changes in the individual
mobility mix gives
orientation to
stakeholders willing to
take action.

1) User-related factors.
User-related factors are linked to the traveller’s personal
circumstances and mobility experience, e.g. changes in
the user’s personal situation and attitudes (for an
overview see Appendix 1).
2) Offer-related factors.
Offer-related factors apply to the characteristics of the
available transport alternatives (hard/soft factors, pull-in
factors/push-out factors). Characteristics of central
importance are for instance reachability, costs, journey
time, frequency of connections, flexibility, but also
environmental friendliness
(for an overview see Appendix 1).
3) Transport policy related factors (framework).
This cluster addresses the impact of transport policy on
people’s modal choices.
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The insights gained during the USEmobility project contribute to
a better understanding of people’s modal choices and give
useful orientation for further action to all players involved. For
providers of transportation services, that want to seize the
chance for more customers, promising opportunities for action
can be identified. In this respect two areas of action are of
particular importance for transportation companies: the
characteristics of the services offered (offer-related factors) and
customer orientation (user-related factors).

Better understanding of
people’s modal choices
discloses opportunities
for action for all players
involved.

Options for action:
Motivating more people to opt for public transport and
multimodal combinations is a structural task that makes
demands on many stakeholders. Cooperation of all players
involved is crucial therefore. Moreover, the importance will grow,
if multimodality is developed further and for example car-sharing
or bike rental offers will be integrated into public transport.
Providers of transportation services should be the driving force
for further development of cooperation with politics, as well as
with other operators and modes of transport. Furthermore, it is
crucial to integrate the users’ perspective into the decisionmaking processes.

Providers of
transportation services
should develop
cooperation with all
players involved further,
as well as integration of
the user perspective.

As to politics, providers of transportation services should call for
a reasonable and clear organisational framework, with clear
distribution of tasks. The framework should enable
transportation companies to be innovative and customer- and
market-oriented.
Better cooperation between different providers of transportation
services, as well as with other modes of transport (e.g. carsharing or bike rental services) will not only facilitate
multimodality for the users, but also can be a chance for the
transportation companies to establish new and promising
business models.
Finally, regular and institutionalised integration of the user
perspective (e.g. by establishing passenger advisory boards and
cooperation with customer organisations) can contribute to
better market success.
Transportation companies aiming at more passengers and a
higher market share for public transport and multimodality
should work systematically on both, attracting new customers
for public transport, and keeping current users from turning their

Attracting new customers
and generating customer
loyalty requires attractive
public transport services
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backs on public transport.
It is clear that the characteristics of the public transport offer are
not determined by the providers of transportation services alone,
but also by transport policy and public transport authorities.
Nevertheless transportation companies are the main catalysts
for the development of a well-functioning multimodal transport
chain.

and well developed
multimodal links.

The characteristics of the public transport services offered
usually have a decisive influence on modal choices. People
considering using regularly public transport and/or multimodal
combinations expect services that are a real alternative to
monomodal car use.
Crucial elements that address the dual aspects of attracting new
customers, as well as customer retention are:
-

Satisfying ‘hard factors’:
- Attractive and well coordinated services (intra- and

intermodal), including frequent connections,
extended times of operation, optimised transfer
situations, short travel times, and better integration
of other modes of transport;
- Satisfying reliability and punctuality, including concepts
in order to minimise the impacts of delays and
breakdowns on the customers;
- Competitive and flexible pricing system, including
common tickets for all public transport services (end-toend tickets).
-

Satisfying ‘soft factors’:
- Comprehensive approach in order to guarantee
satisfying soft factors (travel comfort, quality
management, cleanliness, customer-oriented staff, etc).
- Popularising the environmental advantages of public
transport and improving them still further.

Habits and mobility routines play an important role in people’s
daily mobility. In most cases people do not reconsider their
mobility routines and modal choices until a far-reaching change
in their personal situation gives an impulse (relocation, a new
job, birth of children etc.). In all USEmobility countries swing
users stated that changes in their personal situation had a major
impact on their behavioural change. However, lack of
experience with public transport is a considerable barrier for
changes in the mobility-mix. Despite this a systematic

Providers of
transportation services
should tap the potential
that lie in better
consideration of users’
personal circumstances
and mobility experiences.
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assistance to people whose personal situation is changing is
usually still missing. Furthermore, knowledge transfer and
information about public transport for non-users provided by
transportation companies is still underdeveloped.
Providers of transportation services aiming at more passengers
and a higher market share for public transport and multimodality
should provide relevant information proactively. Information
should take into account the needs of different target groups
(e.g. younger / elderly people (demographic change), disabled
users, different travel purposes, etc.). Communication should
not only address the relevant facts, but also aspects like image
and emotions, as well as the benefits of eco-friendly multimodal
mobility for the users and the society as a whole. Today, a more
emotional, lifestyle-oriented approach certainly has potential,
especially if one considers that not only among younger people
new attitudes and new values can be observed. Public transport
has the opportunity to be associated with modern mobility,
including the freedom to be online, to work, and to relax, and be
accompanied by a good environmental performance. This can
be achieved by:
-

Directly addressing people, whose life circumstances
have changed (welcome packages, info packages);

-

Improving information about public transport and
multimodality.
This
includes
a
comprehensive
communication strategy that covers all aspects relevant
for the customers (actual information about timetables
and delays, consideration of different target groups,
using most recent and tailored communication channels,
regular marketing activities addressing non-users).
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Overview: USEmobility recommendations to providers of transportation services
Area of action
General recommendations
Recommendations

Intensifying cooperation between all players involved
(page 19)



Integrating the users’ view
(page 20)



Clear distribution of tasks
(page 20)



Calling for a common vision for future mobility on national level (e.g.
master plan)
(page 21)



Cooperation with other operators and modes of transport
(page 21)

Area of action

Area of action ‘offered services’

Recommendations

Optimising the services offered
(page 24)



Integrated synchronised timetables and extended times of operation
(page 25)



Reducing travel times
(page 26)



Less transfers / optimised transfer situations
(page 26)



Enhanced multimodality
(page 27)



Growth oriented capacity building
(page 27)

Offering satisfying reliability and punctuality
(page 29)



Punctual services and reliable connections to other services
(page 30)

Offering a simple and user-friendly pricing system
(page 32)



Common ticket for all services (ticket- or tariff-integration)
(page 33)



Flexible conditions of use and offers for different travel purposes
(page 33)
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Making public transport attractive for different travel purposes and
different user groups
(page 35)



Information and specific offers for specific travel purposes
(page 36)

Taking soft factors seriously
(page 37)



Improved performance regarding soft factors
(page 38)



Improving environmental advantages of public transport still further
(page 39)

Recommendations
(by 2050)

Offering comprehensive mobility solutions beyond classical public
transport
(page 47)



Integrated mobility solutions
(page 48)



Preparing for growing demand
(page 48)

Area of action

Area of action ‘travellers / customers’

Recommendations

Directly addressing people whose life circumstances have changed
(page 41)



Welcome packages
(page 42)

Improving information about public transport and multimodality
(page 43)



Addressing different customer groups via various communication
channels
(page 43)



Addressing image and emotions
(page 44)



Get in touch with non-users
(page 44)



Offering practical advice on public transport
(page 44)
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1. Introduction
1.1

USEmobility approach for strategic recommendations

These strategic recommendations to providers of transportation services are part of a series of
strategic recommendations within the project "USEmobility – Understanding Social Behaviour
for Eco-friendly multimodal mobility". USEmobility is being funded by the Seventh Framework
Programme (FP7) of the European Commission.
USEmobility – Understanding Social Behaviour for Eco-friendly multimodal mobility focuses on
regional and local mobility, as short- and medium-distance travel is the biggest part of people’s
daily mobility. ‘Multimodal’ refers to the use of more than one transport mode in people’s
mobility patterns or transport chains, ‘eco-friendly’ to the integration of public transport, as well
as walking and cycling.
The central assumption of the USEmobility project is that a better understanding of social
behaviour for eco-friendly multimodal mobility can contribute towards more sustainable mobility.
On the question of what actually motivates people to use eco-friendly modes of transport,
particularly public transport and multimodal transport chains more intensively, the USEmobility
project has come up with a range of interesting new insights. It has also demonstrated that the
potential for more eco-friendly mobility in Europe has in no way been exhausted. In view of the
challenges that we are facing in the transport sector – the keywords here are climate
protection, resource conservation and land-use, as well as demographic change – actually
exploiting the potential for more public transport and more multimodality should not be left to
chance.
Action is needed – and all stakeholders involved need to act together. When it comes to
organising public transport and multimodal transport, many stakeholders are involved:
-

Decision makers in politics, who work on different levels (from the EU, through national
levels, to Public Transport Authorities) to determine the framework for our transport
systems and finance the infrastructure and transport services;
Transportation companies that offer and organise public transport;
Civil society organisations, such as passenger and consumer groups, environmental
organisations as well as trade unions, that articulate public interest in user-friendly
mobility with low environmental impact and often provide valuable input for developing
and improving the system.

In order to realise changes that will motivate more people to switch to public transport, all these
stakeholders have to take action, and for this reason the USEmobility project addresses its
strategic recommendations directly to the target groups named above:
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-

D5.1: Strategic recommendations to decision makers in politics
D5.2: Strategic recommendations to the European Commission
D5.3: Strategic recommendations to providers of transportation services
D5.4: Strategic recommendations for involvement of civil society organisations

1.2

Structure and aims of strategic recommendations

Chapter 1 and 2 describe the structure and aim of this publication and give a brief overview of
the challenges and opportunities that exist in the area of passenger mobility. This part is the
same for all addressees (stakeholders).
Subsequently, in chapter 3, a differentiated discussion takes place within each deliverable to
determine which areas of action are particularly relevant to the individual stakeholder groups,
and which specific strategic recommendations can be derived from these. Two time frames
have been defined for the strategic recommendations: a medium-term time frame until 2020,
and a long-term time frame until 2050. To facilitate the implementation of the recommendations,
some are illustrated with best-practice examples to demonstrate how an expedient course of
action can be conceived (knowledge transfer, inspiration).
The aim of these recommendations is twofold:
- To disseminate the USEmobility project’s insights into users’ reasons for choosing a mode of
transport (inform the relevant stakeholders) and thereby to unlock the potential that lies in
better understanding users’ decisions.
- To give the individual stakeholders a quick overview of the most important areas of action for
increasing public transport / multimodality and to provide them with orientation and inspiration
for their own actions by means of selected best-practice examples (‘learn more and get
inspired’, making no claim to completeness).
As part of the USEmobility project, strategic recommendations will be formulated. Strategic
recommendations are oriented towards potential and targets, and are of a general nature,
which means that they are transferable and applicable to a variety of situations, countries and
regions. In concrete situations there are, as a rule, different possible operative measures that
can and must be considered locally on an individual basis.
In other words, these strategic recommendations cannot and should not replace the
development of a strategy as a concrete basis for making decisions. The strategic
recommendations should in fact help stakeholders to recognise opportunities in their own
country or region, and inspire them to realise the potential in the user-oriented development of
the public transport system, and therefore to increase eco-friendly multimodal mobility.
We hope all stakeholders will enjoy reading the recommendations and consider this document
a helpful tool for their future work!
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2. Turn challenges into opportunities
2.1

Challenges

“Still, the transport system is not sustainable. Looking 40 years ahead, it is clear that transport
cannot develop along the same path.” was the unsurprisingly sober conclusion reached by the
European Commission in its current transport white paper (see: White Paper on Transport
COM(2011) 144 final). In view of the existing challenges, in fact a ‘business as usual’ mentality
is for the transport sector neither desirable nor viable.
“The next decade is likely to be one of transition for the transport system”, the European
Commission declared already in its 2009 report “A sustainable future for transport” (see
COM(2009) 279 final). The structure of mobility in the future and the transition that we are
facing require a clear overall concept. Mobility in the 21st century has to become more
sustainable, in other words it must increase energy efficiency, reduce environmental impact,
reduce pollution and noise emissions, and make more careful use of resources. But how can
this transition be managed?
Technical innovation will not be the only factor having a major influence, but above all the
course set out by policy makers, the decisions made by transport sector stakeholders and
finally, and centrally, the behaviour and decisions of the users of transport systems.
Making mobility more sustainable is a challenge that cannot be met without fostering more ecofriendly modes of transport. In the case of passenger transport, these are public transport (bus,
tram and rail), and also cycling and walking. The railways for example emit per passengerkilometre considerably less CO2 than private cars. Rail transport performs better by a factor of
between 2 and 11, depending on the concrete technology, the occupancy rate and (in the case
of electrified rail) the energy mix in the power supply. Therefore, modal shift towards public
transport is an important means of transport policy.
In order to achieve the transition needed it will be decisive to make sure that people are ‘on
board’ when changes are made. To this end, the USEmobility project will make a contribution
by examining the reasons why users decided to modify their modal choice. Focusing on
people’s needs, and better understanding their decisions, is an important basis for taking action
with the aim of structuring our transport system for the future.

2.2

USEmobility insights – opportunities for change

The USEmobility project focuses on regional and local mobility, as short- and medium-distance
travel is the biggest part of people’s daily mobility. This area is especially important for ecofriendly modal choices. In this context the USEmobility survey (see USEmobility report D3.6
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and, for an overview, appendix 1) has delivered a series of new and promising insights:

2.2.1 Dynamism in modal choice – many swing users
In choosing their mode of transport, users behave far more dynamically than one would expect
when examining today’s modal split, which appears to be rather static. Almost half of the people
contacted during the USEmobility survey said that they had modified their mobility mix in the
last five years. This means that already today half of all people belong to the group of so-called
‘swing users’, who switched from the car to public transport or vice versa. This result shows
that there is a lot of dynamism in people’s choice of transport mode. For practical purposes this
insight is of great importance: Where there is a great deal of movement there is also the
opportunity for policy makers and transportation companies to motivate travellers to decide in
favour of public transport.

2.2.2 Openness to multimodality
Thirty percent of swing users are aware of the advantages of combining multiple modes of
transport for a journey and use multimodal chains. A further forty percent of swing users now
decide as the case arises which mode of transport suits their purpose. Choosing one’s
transport mode becomes more and more a dynamic case of opting for ‘both – one as well as
the other’, and not so much a case of ‘either/or’. For the majority of swing users, multimodal
travel is already a reality. Overall, the change to public transport is by no means always due to
a person’s not owning a car. Multimodal users of public transport make a conscious decision
when to use cars, and when not.

2.2.3 Changes in personal situation often trigger shifts in the mobility-mix
A new and surprising insight of the USEmobility project has been how strongly changes in
people’s personal situation influence changes in their choice of means of transport. Over half of
the survey participants stated that change in their personal situation (relocation, a new job, birth
of children etc.) was a central motive for the process of reorientation. Such changes in life
circumstances relevant to the choice of transport mode do happen frequently. Greater
consideration and individual attention shown towards people in a situation of change will,
therefore, offer transport policy-makers as well as providers of transportation services, a good
opportunity to attract new customers to public transport or multimodal combinations, especially
where there is already a well developed public transport offer.

2.2.4 Interesting user segments
For users, the decision to change is based on their own personal background and attitudes.
According to their attitude towards different modes of transport, swing users can be more
precisely subdivided into various segments. The most important group of swing users covers
the public transport / motorised individual transport pragmatists with 26 percent. These people
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take a pragmatic point of view when choosing their mode of transport. They make different
decisions according to the situation they are in, and are the most dynamic group in their
behavioural patterns. It is interesting to see that in all USEmobility countries (except the
Netherlands) pragmatic swing users cover a considerably bigger segment than the group of
clearly car oriented swing users. Further important segments cover the advocates of public
transport and swing users who attach importance to sustainability. This insight is also of great
importance. Where there is great openness to public transport and multimodality there is also
the opportunity for policy makers and companies to motivate travellers to decide in favour of
public transport.
The insights gained are very similar in all project countries, suggesting that they are also
applicable to other European countries that did not participate in the USEmobility project.

3. Strategic recommendations to providers of
transportation services
3.1

Areas of action and relevance for stakeholders

The USEmobility project has focused on reasons for behavioural change in European citizens’
mobility. As a main result, USEmobility has identified the most relevant influencing factors that
have motivated people to change their mobility behaviour.
The decision in favour of or against a certain means of transport is complex. Swing users
usually indicate a mix of several factors in combination as relevant for their behavioural change.
These influencing factors can be subdivided into three main clusters:
-

User-related factors
Offer-related factors
Transport policy related factors (framework)
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Figure 1 – Main clusters of influencing factors relevant for behavioural change

From a strategic point of view, better understanding the key influencing factors is the basis for
further action. If stakeholders work systematically on improving these factors, people’s
willingness to change their mobility behaviour will increase.
USEmobility derives three areas of action from these main clusters. The strategic
recommendations in this document are structured according to these areas of action.
Recommendations that cannot be specifically assigned to one of the three areas are defined as
general recommendations and precede the other recommendations.
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Figure 2 – Areas of action for strategic recommendations

Developing ways towards more sustainable mobility is a structural task that makes demands on
many stakeholders. The exact constellation of stakeholders and their respective levels of
authority differ from country to country and even from region to region, and must therefore be
determined on an individual basis. It is obvious that not all areas of action are of the same
relevance for all stakeholders addressed by the USEmobility project, as different stakeholders
have different responsibilities. And, as already noted, it is important to keep in mind that in the
mobility sector responsibilities of different stakeholders often overlap. Nevertheless it is
possible to define core areas of responsibility for specific stakeholders.

3.2

Seize the chance for more customers – the role of providers
of transportation services

The providers of transportation services play a decisive role when it comes to future ecofriendly multimodal mobility. They are responsible for quality and reliability of services offered.
The providers determine – in most cases after clearance with political institutions like public
transport authorities – range and development of services and they are the main catalyst for the
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development of a multimodal transport chain. Providers of transportation services are in direct
contact with the users and hereby form to a large extent the users’ image of public transport
and multimodality. Although the transport sector is considerably dependent on the policy
framework, providers nevertheless have the ability to increase the market potential for
multimodality by making public transport easier to use, by offering attractive and reliable
services, by addressing potential new customer groups and by combining different transport
offers and transport modes.
It follows from the above that the strategic recommendations to providers of transportation
services will focus mainly on the areas of action entitled ‘offered services’ and ‘travellers /
customers’.

3.3

Recommendations and practical examples medium-term (by
2020) in detail

Based on the insights gained in the USEmobility project, the strategic recommendations identify
the most important topics that are relevant to addressees in the individual areas of action. They
are intended to aid the addressees in the decision-making process by offering them orientation
as to priority (importance) and potential of the individual topics. In this chapter only those
recommendations have been chosen, which can realistically be implemented by 2020.
The recommendations and the measures given by way of example (best practice, but also new
ideas) illustrate the possibilities for action. The examples make no claim to completeness but
are intended to inspire addressees to develop their own mix of measures, by offering them a
‘toolbox’ for fostering public transport and multimodality.

3.3.1 General strategic recommendations

3.3.1.1 Intensifying cooperation between all players involved
Context / Relevance: As different companies and authorities take decisions in the public
transport sector, cooperation between all players involved is a necessity already today.
Moreover, the importance will grow, if multimodality should be developed further and for
example car-sharing or bike rental offers will be integrated into public transport. Good
cooperation resulting in more flexibility and well coordinated services (intra- and intermodal) is
of high influence on the users’ decision towards public or multimodal transport. So the potential
for fostering the use of public transport and multimodality is considerable, while the costs for
permanent consultation and cooperation are comparatively low.
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Figure 3 – Strategic recommendation: Intensifying cooperation between all players involved

Integrating the users’ view
Transportation companies usually already cooperate with transport policy, public transport
authorities and other companies. Nevertheless, in most cases the situation has room for
improvement.
When discussing how to develop the public transport offer further, it is first of all crucial to
integrate also the users’ view into the discussion and the decision making processes. An
effective approach is to include customer organisations in consultation and cooperation directly,
e.g. by establishing passenger advisory boards. This can contribute to a better market success,
as the companies get to know the customers’ wishes better and positive or negative passenger
reactions to changes can be anticipated better. A start for a closer cooperation with customer
organisations can be made on local or regional level, which is close to the transport needs of
most people.
Clear distribution of tasks
When it comes to cooperation with transport policy, transportation companies need clarity about
the roles and responsibilities: who decides what and who pays for which costs? A clear
distribution of tasks is therefore necessary between the companies and transport policy. As
providers of transportation services depend to a large extend on political decisions, they should
call for a reasonable and clear organisational framework. For transportation companies it is
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especially important that the framework gives clear incentives to attract more passengers. Such
incentives are especially important for public service contracts between public transport
authorities and providers of transportation services and should enable transportation
companies to be innovative and customer- and market-oriented. At the same time they should
go proactively for regular consultation with the decision makers in politics, not only on local and
regional level, but also on national level, in order to achieve the needed clarity.
Calling for a common vision for future mobility on national level (e.g. master plan)
For providers of transportation services a comprehensive discussion process about the future
of transport is a chance to participate in the transition needed for the transport system. On
national level providers of transportation services should support a common vision for
affordable and environmentally friendly mobility in the future. Multimodality and public transport
must play a central role in the strategy, as well as spatial planning concepts fostering
alternatives to individual car use. The common vision should be concretised by politics in a
master plan for passenger transport. The national government has to coordinate such a master
plan in cooperation with regional and local political levels, the providers of transportation
services and relevant civil society organisations including customer organisations. For the
transportation companies such a process offers the chance to explain what they can contribute
to more sustainable mobility, but also to explain which policy framework conditions they need.
Cooperation with other operators and modes of transport
From the user perspective good cooperation between different providers of transportation
services is especially important. For example timetables and connecting services should be
well coordinated, even if different modes of public transport are involved (e.g. train and bus) or
the services are operated by different companies. A better cooperation with other modes of
transport (e.g. car-sharing or bike rental services) will not only facilitate multimodality for the
users, but also can be a chance for the transportation companies to establish new and
promising business models.
Learn more and get inspired:
Integrating the users’ view
The German railway company Südostbayernbahn (a subsidiary company of Deutsche Bahn)
has established a passenger advisory board (Kundenbeirat). In the advisory board, different
user and age groups are represented (commuters, occasional travellers, senior citizens,
disabled etc.). The advisory board is independent and make the users’ ideas, concerns and
suggestions heard. Based on the board’s recommendations, Südostbayernbahn has already
realised concrete improvements. For details see:
http://www.suedostbayernbahn.de/so_bayern/view/wir/kundenbeirat.shtml
and
http://www.suedostbayernbahn.de/so_bayern/view/mdb/so_bayern/wir/mdb_86742_plakat_kun
denbeirat_massnahmen_a1.pdf
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Master plan for affordable and environmentally friendly mobility
In December 2012, the Austrian Federal Ministry for Transport, Innovation and Technology
adopted a master plan for transport (“Gesamtverkehrsplan für Österreich”). The aim is to make
the transport system more environmentally friendly, more social, safer and more efficient. More
public transport plays a central role in the strategy, as well as enhanced multimodality.
Providers of transportation services will be involved in the implementation. For example, a
nationwide integrated synchronised timetable (clock-face schedule) should be introduced and
better traveller information systems.
For details see:
http://www.bmvit.gv.at/verkehr/gesamtverkehr/gvp/
and http://www.bmvit.gv.at/presse/aktuell/nvm/2012/1214OTS0129.html

Cooperation with other operators and modes of transport
In 2012, the transportation company Rheinbahn in Düsseldorf (Germany) has started
cooperation with the car-sharing provider “car2go” and the rental bike company “nextbike”. For
the customers now an extended season ticket (“Mobil in Düsseldorf”) is available, which
includes not only all public transport services in the region, but also 90 minutes free of charge
car-sharing per month and four hours free of charge bike rental per day. For details see:
http://www.rheinbahn.de/tickets/Seiten/MiDTicket.aspx

Cooperation with employers
In the Brussels region (Belgium) mobility plans have become mandatory for all employers with
more than 100 employees. By implementing mobility plans modal shift to public transport,
cycling and carpooling is to be fostered. As a new business model, S.T.I.B./M.I.V.B., the
Brussels public transport operator, offers advice to employers, on how to meet the
requirements of a mobility plan and how to motivate employees to switch to public transport.
For details see:
http://www.stib.be/bedrijfsvervoersplandeplacement.html?l=nl

3.3.2 Strategic recommendations in the ‘offered services’ area of action
Providers of transportation services aiming at more passengers and a higher market share for
public transport and multimodality, should work on both, attracting new customers for public
transport, by strengthening pull-in factors towards public transport, and keeping public transport
users from leaving the system by minimising push-out factors of existing offers. The
characteristics of the services offered are a crucial area of action in this respect.
The USEmobility project has chosen the following recommendations according to the
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importance of the related influencing factors for the users’ decision making process. They
address the dual aspects of attracting new customers, as well as customer retention. For the
‘offered services’ area of action they cover aspects with considerable potential for shifts towards
public transport and eco-friendly multimodal mobility respectively. Action in the ‘offered services’
area of action should view these aspects with priority.
Which of the measures are most suitable for a specific situation must, of course, be considered
locally on an individual basis. The level of public transport services already achieved plays a
central role in this respect, as well as the cost-benefit ratio of specific measures in a given
situation.
It is clear that the characteristics of the public transport offer are not determined by the
providers of transportation services alone, but also by transport policy and public transport
authorities. Nevertheless transportation companies are the main catalysts for the development
of a well-functioning multimodal transport chain. They are in charge of developing the offer and
are responsible for assuring that the transport offer is in line with what the users need and
want. The following strategic recommendations reflect this influence, not denying that in most
cases a close cooperation with transport policy and public transport authorities is necessary.
The USEmobility survey (see USEmobility report D3.6) has investigated the users’ reasons for
modifying their modal choice. As most relevant for their decision the swing users usually have
cited a mix of
a) changes in personal situation (user-related factors) and
b) influence of offer-related factors.
The offer-related factors can be further subdivided into
pull-in factors (attractiveness of a mode of transport, resulting in a more frequent use) and
push-out factors (dissatisfaction with a mode of transport, resulting in a less frequent use).
While the user-related factors will be addressed in the following chapter 3.3.3, in this chapter
strategic recommendations will be given with regard to offer-related factors.
If people are willing to reconsider their individual mobility mix – due to a change in the personal
situation or when a new mobility alternative gets available – offer-related factors move into the
spotlight of the decision process.
The USEmobility project has revealed that classical ‘hard’ offer-related factors (like reachability,
costs, journey time, waiting times, number of transfers, frequency of connections) have the
highest decision relevance in both, the decision to use public transport and multimodality more
often or, contrariwise, to quit public transport.
The influence of so-called ‘soft’ offer-related factors is less pronounced than the influence of
‘hard’ factors, but still considerable. Dissatisfaction with soft factors can be decisive for a
decision to quit public transport. Among the soft factors, flexibility, planning effort, availability of
information and environmental friendliness have the highest relevance, followed by comfort of
travel, atmosphere on the journey and staff.
For an overview of the most relevant pull-in and push-out factors concerning public transport
see appendix 1.
Both, hard and soft factors can influence the decision making process as pull-in factors or
push-out factors, depending on their specific characteristics. For example, a high frequency of
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public transport connections will influence the decision making process as pull-in factor towards
public transport, while a poor frequency of public transport connections will work as push-out
factor.

Figure 4 – Overview: Strategic recommendations in the ‘offered services’ area of action

3.3.2.1 Optimising the services offered
Context / Relevance: The attractiveness of public transport services offered is highly relevant
for a user’s decision to start or to increase the use of public transport. Especially short travel
times, the availability of direct connections, frequency of connections and flexibility are key pullin factors. For each of the mentioned aspects 38 to 40 percent of the swing users, who decided
to shift towards public transport, stated that it had a strong or decisive influence on their
behavioural change (see USEmobility report D3.6).
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If users are dissatisfied with these aspects, their importance as push-out factors is even higher.
For example 48 percent of the swing users, who decided to quit public transport, stated that
overly long travel times had a strong or decisive influence on their behavioural change (see
USEmobility report D3.6).

Figure 5 – Strategic recommendation: Optimising the services offered

Integrated synchronised timetables and extended times of operation
Optimising the services offered is a task, which makes demands on the providers of
transportation services, as well as on transport policy. Most promising is to prioritise those
improvements, which contribute to enhanced attractiveness of the entire system.
In most cases public transport authorities have direct influence on timetables. Nevertheless, the
transportation companies are equally in charge of developing the offer and therefore should
proactively develop attractive timetable concepts. In order to achieve both, attracting new

Document title: Deliverable D5.3 Strategic Recommendations to Providers of Transportation Services
File: USEmobility_WP5_D5_3_EN_vfinal
© USEmobility consortium

Date: 14.01.2013

25

customers, as well as customer retention, the aim should be well coordinated services (intraand intermodal). One of the most effective measures to optimise the services offered and the
flexibility of use is the introduction of integrated synchronised timetables (clock-face schedule).
An integrated synchronised timetable or clock-face timetable is a concept where public means
of transport run at consistent intervals (e.g. every two hours or every hour or every 30 minutes
etc.). This means that the minute of departure (as well as the minute of arrival) for a given
service is the same every hour. Timetables based on this principle contribute significantly to the
flexibility of use, as services are offered at regular intervals all day, not only during peak hours.
They are easier to memorise for passengers, because departure times repeat themselves in a
regular rhythm. Furthermore, connections to other services are the same all day, as their
departure times also repeat themselves. Both easy to memorise departure times and repeating
connections to other services will reduce planning effort and contribute to enhanced flexibility
and simplicity of use. Optimised transfer times are a further advantage (see below).
Integrated synchronised timetables can be introduced step-by-step. The final aim should be the
integration of all public transport modes. The concept of integrated synchronised timetables
should be combined with extended times of operation and an adequate frequency of
departures. Together, such measures will enhance the gain in flexibility and attractiveness.
Integrated synchronised timetables (clock-face timetables) can be attractive for public transport
authorities, funding the services, as well as for transportation companies, because the
repeating pattern can contribute to more efficient use of personnel, infrastructure and vehicles,
and can make resource planning easier.

Reducing travel times
In order to make the public transport system more attractive to the users, further options are
available for providers of transportation services. Infrastructure improvements usually result in
shorter travel times, either when upgrading an existent infrastructure or when building a new
one. However, usually transport policy and infrastructure managers are the key player when it
comes to infrastructure investments. Nevertheless, transportation companies play an important
role here, as they must explain their infrastructure needs to them.
More in the responsibility of the providers of transportation services are rolling stock
investments, which also can lead to shorter travel times, for example if new rolling stock has a
higher speed or can accelerate faster. A special solution is the use of tilting trains, which can
run faster in bends and therefore shorten the travel times on curvaceous lines. Another option
to shorten travel times is to offer additional fast trains, calling only at major stations.
For the transportation companies it is important to notice that measures to shorten travel times
result not only in more attractiveness for users, but in many cases also in lower operation costs,
since less rolling stock is needed for the same frequency of services.
Less transfers / optimised transfer situations
More direct connections will also improve the attractiveness for the users significantly. For
example services on a branch line can be extended to the final destination wanted by most
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travelers instead of ending at a junction halfway and forcing the passengers to change trains.
An alternative to extending services as such is splitting up and coupling trains at junctions. This
means that a train starts at the origin with different through coaches. Until a given junction the
different portions run jointly as one train, before the train is split up and the different portions
continue to different destinations. (In the opposite direction the different portions are coupled at
the junction). Again, in most cases for such improvements public transport authorities are
involved in the decision making process.
However, in many cases transfers can’t be omitted completely. Therefore special attention
should be paid to the transfer process. Short distances at transfer points and short waiting
times are decisive success factors (see USEmobility report D3.6). When it comes to transfer
points, connections at the same platform should be realised wherever possible. In some cases
operational changes will be sufficient, in other cases a redesign of stations or the
implementation of new intermodal hubs is necessary in order to link different public transport
modes at the same transfer point. Short waiting times can be achieved by well coordinated
timetables. Of course, timetable coordination should not be limited to rail services only, but
should integrate all public transport modes in order to facilitate multimodal transport chains.
Again, synchronised timetables are very suitable basis for better integration of all public
transport modes (for synchronised timetables see above). Consistent intervals offer the
opportunity to concentrate at hubs arrivals and departures of different lines in a very tight time
frame, resulting in short transfer times.
Enhanced multimodality
From the user perspective multimodality is a central aspect gaining more and more in
importance. 52 percent of the swing users, who decided to shift towards public transport, stated
that good reachability had a strong or decisive influence on their behavioural change (near
access to public transport and good reachability of destinations and places by public transport;
see USEmobility report D3.6). But is obvious that it will not be possible to link each possible
starting point or destination of a journey directly to a public transport service. In many cases, for
‘the last mile’, multimodal transport chains are a sensible solution. For most swing users
multimodality is already a reality today (see USEmobility report D3.6), which indicates that
combining public transport with other modes of transport is an attractive alternative for many
people when direct access to public transport services is not available.
Providers of transportation services can contribute to enhanced multimodality by integrating
solutions for ‘the last mile’ into their services. For a better combination of different modes, for
instance more park and ride facilities are needed, as well as bike and ride facilities (secure
bicycle stands). Furthermore, providers of transportation services should offer access to
comprehensive multimodal transport chains, by integrating bike rental and/or car-sharing offers
and/or taxi services. Enhanced multimodality will not only contribute to making public transport
more attractive to the user, but will also open up chances for new business activities to the
transportation companies.
Growth oriented capacity building
For transportation companies aiming at a higher market share for public transport and
multimodality, capacity is an important issue. Already today people decide to quit public
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transport or to use it less often because of overcrowding (see USEmobility report D3.6). It is
important not to neglect capacity building, especially if (as recommended above) measures are
taken to attract new customers by optimising the services offered (strengthening pull-in factors).
Otherwise there is a risk that the success of these measures could be compensated by
declining travel comfort. Therefore it is crucial that providers of transportation services base
their decisions on frequency of services and seat capacity not only on the status quo demand,
but also on future growth. As in most cases public transport authorities are involved in the
decision making process, it is important to sensitise them for the issue.

Learn more and get inspired:
More passengers owing to better services
There are already many examples of optimising the services offered, which have led to
significantly more passengers. The improvements usually comprise measures such as the
introduction of integrated synchronised timetables, extended times of operation, more frequent
departures, or faster and / or more direct connections. Information about successful examples
from all USEmobility countries can be found in USEmobility report D2.3:
http://www.usemobility.eu/sites/default/files/resources/usemobility_wp2_d2.3_regionselection_110505_v03.pdf
Further information about several German examples can be found here:
https://www.allianz-pro-schiene.de/publikationen/stadt-land-schiene/stadt-land-schiene-3neuauflage-januar-2010.pdf

More direct connections
In the Oberland region south of Munich in Germany, a new concept for the regional train
services has been introduced in 1998. The aim was to offer direct services from Munich to
various destinations in the Oberland region and vice versa. The trains, operated by Bayerische
Oberlandbahn (BOB), consist of three train units, which leave Munich jointly. At the junctions of
Holzkirchen and Schaftlach, the train is disconnected and the separate units continue to
different destinations. The concept has been a great success and the number of passengers
has risen significantly. For details see:
https://www.allianz-pro-schiene.de/publikationen/stadt-land-schiene/stadt-land-schiene-3neuauflage-januar-2010.pdf
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Enhanced multimodality: Making transfers easy
In many regions new park and ride or bike and ride facilities have been established in recent
years. The Regiobahn which is connecting Kaarst and Mettmann with Düsseldorf in Germany
has established such facilities at almost all stations. This has contributed significantly to the
great success of the Regiobahn services. Furthermore, transfer situations for passengers
wanting to change to bus or tram services have been optimised. Detailed information about all
multimodal options at all stations is published via Internet:
http://www.regio-bahn.de/index.cfm?view=fahrplan_haltepunkt&schrift

Enhanced multimodality: Integrating other means of transport
Since December 2012, the German transportation company Deutsche Bahn offers in Berlin a
“BahnCard” for multimodal travellers. The “BahnCard 25 mobil plus” grants not only 25 percent
fare reduction on train tickets in Germany for a whole year, but also includes a monthly credit
balance amounting to 10 Euros for the bike rental system “Call a Bike”, as well as a monthly
credit balance amounting to 15 Euros for the car-sharing offer “Flinkster – Mein Carsharing”.
For an additional fee, a season ticket for all public transport services in the City of Berlin can be
included. For details see:
http://www.bahn.de/p/view/bahncard/ueberblick/bahncard-mobil.shtml

3.3.2.2 Offering satisfying reliability and punctuality
Context / Relevance: Customers expect reliable and punctual services, if they are to remain
true to public transport and multimodal combinations. Punctual arrivals and departures,
independence from weather conditions and reliable connections to other services have a
considerable influence as pull-in factors and are equally important to the users. Good
punctuality and reliability will contribute to a positive image, showing that public transport is a
real alternative to private car use that suffers from congestion in many regions. In case of poor
performance, however, the importance of these aspects as push-out factors is also
considerable. In this respect, unpunctuality and unreliable connections to other services have
the strongest push-out impact on the users (see USEmobility report D3.6).
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Figure 6 – Strategic recommendation: Offering satisfying reliability and punctuality

Punctual services and reliable connections to other services
Offering punctual services and reliable connections to other services is the core business of
transportation companies. Nevertheless, in daily operation delays and breakdowns can’t be
omitted completely. In these cases it is especially important to offer information and advice
proactively to the customers and to make sure that passengers will not miss their connection to
other services. A delay of only five minutes can cause a much greater delay at final destination,
if a connecting service is not instructed to wait. Clear communication concepts and real-time
information systems can contribute significantly to minimise the impacts of delays and
breakdowns on the customers.
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Learn more and get inspired:
Reliable connections to other services
In order to guarantee reliable connections between connecting services (e.g. between train and
bus), various providers of transportation services have introduced information systems. Such
systems inform the connecting service about the delay and can instruct the driver to wait. The
passengers in the delayed service get informed in real-time via monitors that the connecting
service will wait. An example for such a system has recently been introduced in Austria. For
details see:
http://konzern.oebb.at/de/Presse/Presseinformationen_aus_den_Bundeslaendern/Kaernten/PD
F/2010/20100526_PI_PK_LInk_Krnten.pdf
In Germany, the transportation company Deutsche Bahn has recently started to introduce such
a system for their bus fleet. For details see:
http://www.deutschebahn.com/file/2251914/data/20120126_rbl_light.doc

Information and advice in case of delay
The risk to miss a connection in case of delay leads to uncertainty and can be a barrier to
decide in favour of public transport. Transparent communication about the general performance
regarding delays can contribute to remove this barrier. Various transportation companies,
therefore, publish statistical data about punctuality. An example is the Austrian railway company
ÖBB.
When a delay occurs, the passengers need comprehensive information and advice. The
German railway company Deutsche Bahn, for instance, offers real-time information about the
status of all services. Passengers can check via mobile phone during the journey, if their train is
running punctually. In case of delay, the passengers get information about connecting services
waiting, as well as alternative connections.
For details see:
http://www.oebb.at/de/Services/Puenktlichkeitsstatistik/
and
http://www.bahn.de/p/view/buchung/auskunft/echtzeitinformation.shtml
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3.3.2.3 Offering a simple and user-friendly pricing system
Context / Relevance: Travel costs are a central influencing factor for the users’ decision
making processes. Competitive travel costs of public transport have been identified as a strong
pull-in factor. Besides the price level as such, the fare structure is of high importance. Of
special interest is the very positive effect of ticket- or tariff-integration, which means that
passengers need only one end-to-end ticket, even when they use services of different providers
during a multimodal journey (e.g. in a transport chain combining train and bus). Accordingly,
non-competitive travel costs, and equally the need for several tickets for one journey or overly
difficult ticket purchase are considerable push-out factors (see USEmobility report D3.6).

Figure 7 – Strategic recommendation: Offering a simple and user-friendly pricing system
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Common ticket for all public transport services (ticket- or tariff-integration)
For both, attracting new customers to public transport and keeping current users from turning
their backs on public transport, competitive travel costs of public transport and a simple, easy to
understand fare structure are crucial. When it comes to the pricing system, the providers of
transportation services are the key player. Nevertheless, in most cases public transport
authorities are involved in the decision making process, so a close cooperation with them is
usually necessary, too.
From the user perspective, the most important measure is without doubt the introduction of a
common ticket for all public transport services (end-to-end ticket), which allows passengers to
use different services with only one ticket irrespective of the providing company. The options
vary from ticket-integration, adding the fares of different providers, to tariff-integration, where
the same tariff applies for all providers in a given area (transport association –
Verkehrsverbund).
Flexible conditions of use and offers for different travel purposes
Another strong instrument to make people start or increase the use of public transport is
offering more flexible tickets. Season tickets (e.g. monthly tickets), which are valid not only on a
specific line, but for the entire public transport offer in a given area are a successful example.
Making season tickets (e.g. monthly tickets) transferable is another way to enhance flexibility
and simplicity of use. Similar to car use, different persons living in a household can use a
transferable season ticket alternating. Transferability can be allowed permanently or for
specified time frames only (e.g. weekends or off-peak hours only). The possibility to take other
people along in specified time frames (e.g. weekends or off-peak hours) if using a season ticket
works equally as a pull-in factor.
In order to attract new customers, it is also important to create attractive tariff offers for different
travel purposes. Offers for people travelling in (small) groups are especially important, when it
comes to attract people travelling because of leisure activities or shopping. Again, these offers
can be restricted to specified time frames (e.g. weekends or off-peak hours).
Special offers restricted to off-peak times can be attractive for transportation companies, as well
as for public transport authorities, funding the services, because in off-peak times the demand
usually meets free capacities. This will lead to a more efficient use of personnel, infrastructure
and vehicles.
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Learn more and get inspired:
Flexible tickets
In many regions, flexible tickets have been introduced successfully. For example, in the BerlinBrandenburg Region (Germany) the public transport association VBB offers various flexible
season tickets. The season ticket “VBB-Umweltkarte” is transferable and entitles to take along
one adult and three children free of charge, on working days in the evening as of 08:00 p.m.
and at weekends the whole day. For travellers who do not need to travel in peak-hours, the
season ticket “10-Uhr-Karte” is on offer which is cheaper, but on working days not valid before
10:00 a.m. For details see:
http://www.s-bahn-berlin.de/aboundtickets/zeitkarten.htm

Only one ticket for travelling by bus and train
In Germany travellers using a train ticket with BahnCard discount, which is valid for a distance
longer than 100 kilometres, get a so-called “City-Ticket” for free. This means that the travellers
can go by bus, suburban train, tram or underground to and from the railway station before and
after the train ride without additional ticket. The “City-Ticket” option covers over 100 cities in
Germany. City-Ticket was developed jointly by Deutsche Bahn AG and the Association of
German Transport Companies (VDV – Verband Deutscher Verkehrsunternehmen) to enable rail
passengers to use both intercity and local transport using only one ticket. For details see:
http://www.bahn.de/i/view/GBR/en/prices/germany/city-ticket.shtml

Special offers for leisure travelling in off-peak hours
The Austrian Railway ÖBB company offers a special group ticket for two to five people, called
“Einfach-Raus-Ticket”. The ticket cost 32 Euros and is valid in all regional trains of ÖBB and
Raaberbahn in entire Austria. It allows unlimited travel on the selected day (Monday to Friday
as of 09:00 a.m., at weekends the whole day). The ticket is an attractive offer for people
wanting to make excursions or visits. Bicycle transport can be included for an additional fee.
For details see:
http://www.oebb.at/en/Tickets/Groups/Einfach-Raus-Ticket/index.jsp
and
http://www.oebb.at/en/Tickets/Groups/Einfach-Raus-Bicycle_ticket/index.jsp

Document title: Deliverable D5.3 Strategic Recommendations to Providers of Transportation Services
File: USEmobility_WP5_D5_3_EN_vfinal
© USEmobility consortium

Date: 14.01.2013

34

3.3.2.4 Making public transport attractive for different travel purposes
and different user groups
Context / Relevance: The USEmobility survey has shown that the swing users’ patterns of
change clearly depend on the travel purpose. If people switch to public transport or use it more
often, then commuting is the dominating travel purpose, while the travel purposes ‘running
errands/shopping’ and ‘leisure activities’ are less pronounced. When it comes to the type of
change (step-by-step or overnight) and the freedom of choice, remarkable differences between
the age groups can be observed (see USEmobility report D3.6). For providers of transportation
services making the use of public transport more attractive for travel purposes like ‘running
errands/shopping’ and ‘leisure activities’ has promising potential, as well as addressing specific
user groups like for example elderly people. Usually the demand for these travel purposes
exists in different time periods than the demand for commuting. More demand in off-peak hours
can contribute to a more efficient use of resources such as personnel, infrastructure and
vehicles.

Figure 8 – Strategic recommendation: Making public transport attractive for different travel purposes and
different user groups
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Information and specific offers for specific travel purposes
In order to stimulate the demand for travel purposes besides commuting and to address further
user groups, transportation companies have various options. Easy to realise is offering specific
information on how to combine public transport and leisure activities or shopping. Examples are
brochures or maps, showing places of excursions which can be reached by public transport, or
shopping guides, showing how to get there by public transport.
In most cases, it will be sensible to supplement such information with specific tariff offers (see
above chapter 3.3.2.3). In cooperation with partners such as museums, zoos, leisure parks etc.
tour packages can be offered including the public transport ticket, as well as the entrance fee.

Learn more and get inspired:
Excursions by train
The railway company Niederbarnimer Eisenbahn AG, operating in the Berlin-Brandenburg
Region (Germany), offers comprehensive information on how to combine public transport and
various leisure activities. The information is provided via various communication channels,
amongst others via Internet (for details see: http://www.neb.de/neb_ausflugstipps.html) or via
printed
publications
(for
details
see:
http://www.neb.de/fileadmin/RedaktionNEB/PDF/Ausflugtipps/NE26_Ausflugsbroschuere_2009_web.pdf).
Making public transport the first choice for leisure travelling
The Swiss railway company SBB has established jointly with 8 other transport companies
RailAway. RailAway is a provider of leisure day trip and multi-day excursion offers for individual
and group passengers. The company aims at making public transport the first choice for leisure
travelling in Switzerland. Thereby RailAway will contribute to increase traffic revenues from
public transport and to raise the modal split. Travellers will find a broad offer of trips and
excursions, always including the transfer by public transport. For details see:
http://www.railaway.ch/english/welcome-to-railaway/
Information for specific travel purposes
The Belgian railway company SNCB/NMBS offers comprehensive information on how to
combine public transport and various leisure activities, such as day trips to different places of
excursions (zoos, leisure parks, museums etc.) or tour packages combining public transport
and cycling. For details see: http://www.belgianrail.be/nl/vrije-tijd.aspx
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3.3.2.5 Taking soft factors seriously

Context / Relevance: An aspect often neglected is the influence of soft offer-related factors.
Although their influence is less pronounced than the influence of ‘hard’ factors, it is still
considerable. Soft factors like atmosphere or social contact are more often a reason to leave
than to enter public transport (see USEmobility report D3.6). This means that soft factors, with
exception of environmental friendliness and travel comfort, usually are not working as strong
pull-in factors alone. They rather have the character of a booster, if hard factors generally meet
swing users’ expectations. However, in case of a poor performance, they can have a strong
push-out effect.
Users expect satisfying soft factors to be in place, if they are to remain true to a mode of
transport. Looking at general customer satisfaction among swing users, it is interesting to see
that indifferent customers cover the lion’s share in all USEmobility countries (see USEmobility
report D3.6). This indicates rather weak customer retention. In particular for these customers,
but also generally, when new, comparable transport alternatives are offered, soft factors usually
become the subject of users’ attention. Especially if characteristics like cleanliness, smell,
temperature, personal safety or travel comfort fall below the tolerance levels and an alternative
is available, users will decide to quit public transport or use it less often. For example 29
percent of the swing users, who decided to quit public transport, stated that lacking travel
comfort had a strong or decisive influence on their behavioural change.
In contrast good environmental performance already today is the most decisive soft pull-in
factor towards public transport (see USEmobility report D3.6).
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Figure 9 – Strategic recommendation: Taking soft factors seriously

Improved performance regarding soft factors
A good performance regarding soft factors is crucial for customer retention. The providers of
transportation services are the key player, when it comes to satisfying soft factors.
Nevertheless, also public transport authorities play a role here, as they often define minimum
quality requirements (e.g. regarding travel comfort or cleanliness) in the public service contracts
and monitor them during the contract period. Nevertheless, transportation companies must
have an own interest to deliver services which are in line with what the users need and want.
Regarding satisfying soft factors, providers of transportation services have a large variety of
options for their own action. They can enhance travel comfort by investing in new rolling stock
or in refurbishment of existing rolling stock. Transportation companies can train the staff in
customer orientation and can introduce quality management systems in order to guarantee
cleanliness and reliability. Providers of transportation services should also take action if there
are security problems in certain areas or on certain lines, e.g. by increasing staff presence.
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Improving environmental advantages of public transport still further
Already today, public transport has clear environmental advantages in comparison to motorised
individual transport. For many swing users this fact has been relevant for their modified modal
choice. 36 percent of the swing users, who decided to switch to public transport, stated that
environmental friendliness of public transport had a strong or decisive influence on their
behavioural change (see USEmobility report D3.6). The remarkable importance of
environmental aspects for the modal choice is a chance for transportation companies to attract
new customers. On the one hand they can address the environmental advantages of public
transport in their marketing activities and point out that rail and tram are already offering
electro-mobility. On the other hand transportation companies should take the opportunity to
enhance the environmental performance of public transport even further, e.g. by integrating
more renewable energy, or by enhancing energy efficiency (energy-efficient rolling stock, ecodriving, regenerative braking etc.).
Learn more and get inspired:
More passengers owing to better travel comfort
On the Budapest – Esztergom railway line (Hungary) the old rolling stock has been replaced by
modern and comfortable diesel multiple units by 2006. As a result, the number of passengers
has risen sharply. For details see:
http://www.usemobility.eu/sites/default/files/resources/usemobility_wp2_d2.3_regionselection_110505_v03.pdf
Integrating passengers’ feedback on travel comfort into the decision making process
In 2011, the German railway company Deutsche Bahn has started a dialogue process with
customers and experts about future design of rolling stock for regional train services. Different
aspects are taken into account: comfort of seats (2011), atmosphere in the train (2012) and
services on board (planned for 2013). The aim is to integrate passengers’ feedback into the
innovation process, in order to guarantee that new rolling stock will meet passengers’
expectations. For details see:
http://www.deutschebahn.com/de/hidden_rss/pi_rss/2991366/p20120917.html

Better perceived security: Ban on alcohol
In order to improve the cleanliness in the trains and the perceived security for the passengers,
the transportation company Metronom in Germany has established a ban on alcohol in its trains
in 2009. For details see:
http://metronom-alkoholfrei.de/public/
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Strengthen soft pull-in factors: Even greener rail transport
The suburban railway system (S-Bahn) in Hamburg is operated completely by green electricity
since 2010. The public transport authority supported this decision by taking part of the
additional cost.
For details see:
http://www.s-bahn-hamburg.de/s_hamburg/view/service/oekostrom.shtml
Green energy for long-distance trains
As of April 2013, the German railway company Deutsche Bahn will only use green energy for
nearly five million travellers using a long-distance train and holding a BahnCard-ticket or a
season ticket without additional charge. As a result, renewable energy will then cover 75
percent of all long-distance travel by train in Germany. This is about three times more than
before. The aim is not only to improve further railway's environmental performance, but also to
raise customers' awareness of more eco-friendly modal choices. For details see:
http://www.deutschebahn.com/de/presse/presseinformationen/pi_p/3152776/p20121129.html

3.3.3 Strategic recommendations in the ‘travellers / customers’ area of
action
While the offer-related factors have been addressed in the previous chapter 3.3.2, this chapter
will focus on user-related factors. The USEmobility project has revealed a surprisingly high
influence of so called user-related factors on people’s modal choices. To providers of
transportation services aiming at more passengers and a higher market share for public
transport and multimodality, user-related factors, therefore, are a crucial area of action.
Providers of transportation services have several options to influence user-related factors. The
USEmobility project has chosen the following recommendations according to the importance of
the related influencing factors for the users’ decision making process. They address the dual
aspects of attracting new customers, as well as customer retention. Both aspects are equally
important to achieve a higher market share. For the ‘travellers / customers’ area of action they
cover aspects with considerable potential for shifts towards public transport and eco-friendly
multimodal mobility. Action in the ‘travellers / customers’ area of action should view these
aspects with priority.
Which of the measures are most suitable for a specific situation must, of course, be considered
locally on an individual basis. The level of public transport services already achieved plays a
central role in this respect, as well as the cost-benefit ratio of specific measures in a given
situation. In either case, action addressing user-related factors should not be subject to isolated
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decision making, but be accompanied by an attractive public transport offer.

Figure 10 – Overview: Strategic recommendations in the ‘travellers / customers’ area of action

3.3.3.1 Directly addressing people whose life circumstances have
changed
Context / Relevance: New circumstances in the personal situation are the most important
trigger for changes in the individual mobility mix. Over half of the swing users interviewed in the
USEmobility project cited changes in the personal situation as reason for reconsidering their
modal choice.
The type of change that is most decisive (although
choice is relocation to another city/town. For more
moved to another city, the relocation had a decisive
same time very common is a change of job or work
town is less decisive (see USEmobility report D3.6).

not most common) for a modified modal
than half of the swing users, who have
influence. Also highly relevant and at the
location; while relocation within the same

This result of the USEmobility survey reflects the fact that habits and mobility routines play an
important role for the modal choice. In many cases people do not reconsider their mobility
routines until they are forced to do so because of a far-reaching change in their personal
situation. From a strategic point of view the people’s openness to new solutions in such a
situation of change is great chance to influence the modal choice towards public transport.
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Figure 11 – Strategic recommendation: Directly addressing people whose life circumstances have
changed

Welcome packages
Regarding mobility, today a systematic assistance to people whose personal situation is
changing is usually missing. Transportation companies that want to tap the potential that lies in
this customer segment should provide relevant information proactively. For example people
who have just moved should be sent details on public transport and the multimodal services on
offer, incl. prices, in their new area (welcome packages). The packages can be combined with
further marketing tools, such as welcome discounts for new passengers.
In order to address people in situations of change, transportation companies need relevant
information. In this respect, they can cooperate with local authorities, as well as with business
partners such as housing enterprises or employers.
Directly addressing people, whose life circumstances have changed open up significant
potential for increasing the utilisation of public transport and multimodal transport chains, for
relatively little cost. As this approach is based on the existing services, it contributes to a better
use of capacity and therefore to a more efficient use of personnel, infrastructure and vehicles.
Learn more and get inspired:
Contacting potential new customers proactively
The USEmobility consortium is happy to see that the insights gained during the project already
had practical consequences. Inspired by a meeting of the USEmobility Business Advisory
Group, the Austrian transportation company ÖBB (S-Bahn Salzburg) has started in 2012
cooperation with housing enterprises. People moving in receive a comprehensive information
package about the S-Bahn services including a gift coupon for public transport tickets. The
method is currently being rolled out to other regions in Austria. For details see:
http://konzern.oebb.at/de/Presse/Presseinformationen_aus_den_Bundeslaendern/Salzburg/PD
F/2012/Q4/2012_11_16_Salzburg_Perfekte_Kombination_von_Wohnen_und_saubere_Mobilita
et.pdf
and
http://konzern.oebb.at/de/Presse/Presseinformationen_aus_den_Bundeslaendern/Steiermark/P
DF/2012/Q4/2012_11_16_PI_PV_Steiermark_Willkommenspaket_Bruck.pdf
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3.3.3.2 Improving information about public transport and multimodality
Context / Relevance: Even though there is no change in the personal situation, the availability
of information about public transport and multimodality has remarkable influence of the users’
decision making process. Most swing users have based their decision towards public transport
on their own experiences with public transport or on information they got from personal
contacts (family, friends, acquaintances or work colleagues). In comparison the influence of
information provided providers of transportation services or by authorities is clearly
underdeveloped (see USEmobility report D3.6).

Figure 12 – Strategic recommendation: Improving information about public transport and multimodality

Addressing different customer groups via various communication channels
Little planning effort and simple access to comprehensive information are highly relevant
aspects for transportation companies wanting to attract new customers and to create customer
loyalty (see USEmobility report D3.6). The importance of clear and comprehensive information
in case of delay and breakdowns has already been mentioned (see above chapter 3.3.2.2), but
transportation companies should develop an information strategy that covers all aspects
relevant for the customers.
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The rapid development of communication technologies has widened the opportunities to offer
comprehensive information to the customers considerably. Today, transportation companies
can offer better and more actual information, and this information is available wherever
customer stays. Transportation companies should integrate these new technologies (Internet,
mobile phones, smartphones etc.) into their communication strategy. According to the target
group addressed, different information channels can be used. For younger people, information
can be provided even via social networks, while for people not familiar with latest
communication technologies classical printed information should still be available.

Addressing image and emotions
Aspects like image and emotions should be included in the communication strategy.
Traditionally public transport tends to address its customers rationally and factually. Today,
however, a more emotional, lifestyle-oriented approach certainly has potential, especially if one
considers that not only among younger people new attitudes and new values can be observed.
Public transport has the opportunity to be associated with modern mobility, which means more
than just moving from A to B. Public transport includes the freedom to be online, to work, and to
relax, and is accompanied by a good environmental performance.

Get in touch with non-users
As own experience with public transport plays an important role for modal choices,
transportation companies should seize the chance to invite non-users to try their services. A
good opportunity for marketing activities in this respect are, of course, major improvements of
the services offered, such as introduction of new, attractive rolling stock, extended times of
operation and more frequent departures etc. Another option to attract non-users is to offer
cheaper or free tickets for a limited timeframe on a specific line or for specific user groups. In
either case, it would be sensible to evaluate the success of the measures and the participants’
reactions.

Offering practical advice on public transport
Uncertainty regarding practical and/or technical aspects of public transport or multimodal
combinations is a considerable psychological barrier for non-users. In fact, in an ageing society,
there is an increasing need for more practical advice on public transport, for example on how to
use a ticket vending machine or on how to buy a ticket online. The need for that kind of
information should be addressed by transportation companies. In many cases, relatively simple
measures can have a considerable effect.
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Learn more and get inspired:
Making improvements visible: Introductory campaigns
The Austrian railway company ÖBB accompanied, in close cooperation with the local
authorities, the introduction of the new suburban railway system in Styria (S-Bahn Steiermark)
2007 by a comprehensive awareness-raising campaign. Car drivers were informed via traffic
messages on the radio. A manual “How to use public transport” was sent to all households in
the region together with the timetable. For details see:
http://www.oebb.at/de/Reisen_in_Oesterreich/Steiermark/Angebote_u._Produkte/SBahn/index.jsp
and
http://www.verkehr.steiermark.at/cms/beitrag/11099454/41537773
Free tickets for non-users: inviting potential new customers
The German railway company Deutsche Bahn has started to invite non-user to try regional
trains for free on specific lines at a limited timeframe. In November 2012, 800 people got the
opportunity to use free tickets for regional train services on the railway lines Dresden–Zwickau
and Halle–Erfurt. The aim is to get in touch with non-users, and the participants are invited to fill
in a questionnaire about their experience. The feedback given by the participants will be used
to improve services and marketing. For details see:
http://www.deutschebahn.com/de/presse/pi_regional/3037618/ssat20121105.html
Special offer for non-users: inviting potential new customers
On the occasion of the European Mobility Week and the car-free day, the Austrian railway
company ÖBB invited citizens to try travelling by train at a more favourable price. In a two
weeks’ timeframe in September 2012 people had the opportunity to buy one ticket (single or
return) with 50 percent fare reduction. The aim was to motivate non-users to switch to rail and
to raise awareness of more eco-friendly modal choices. For details see:
http://konzern.oebb.at/de/Presse/Presseinformationen_aus_den_Bundeslaendern/Oberoesterr
eich/PDF/2012/Q3/2012_09_17_PI_Autofreier_Tag.pdf
Removing psychological barriers: Trainings on mobility
Public transport and multimodality seems to be complex and complicated to non-users – until
the system and how to use it is explained to them.
The German transportation company AKN (operating in the Hamburg region) offers trainings on
mobility for non-users. For details see:
http://www.akn.de/service/mobilitaetstraining/
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The German railway company Südostbayernbahn (a subsidiary company of Deutsche Bahn)
has started to offer trainings for senior citizens on how to use a ticket vending machine.
Südostbayernbahn’s passenger advisory board had given the impulse for this kind of practical
advice. For details see:
http://www.suedostbayernbahn.de/so_bayern/view/wir/automatenkunde.shtml

3.4

Recommendations and practical examples long-term (by
2050) in detail

Many experts contacted during the USEmobility project representing different stakeholder
groups (politics, transportations companies, CSOs, science and consultancy) found it difficult to
discuss the details of mobility in 2050 on the basis of today’s knowledge (see USEmobility
report D 4.4). Indeed, 2050 is still very far away. By then a lot of changes will have taken place
and new structures will have been established.
The necessary transformation of our transport system is without doubt a challenge, as the
status quo, which is still dominated by road transport, is the result of long-term development.
Short and medium-term action cannot change all structures and policy choices established in
the past at once. But it would represent immense progress to lay down now a basis for
transportation to develop along a more sustainable path in the next decades.
Especially when it comes to framework conditions and infrastructure planning, a long-term
approach is usually needed to achieve change. All the players involved should, therefore,
already start a discussion about long-term perspectives today, in order to ensure that measures
taken in the short- and medium-term will reach their full potential in the long run. It is highly
desirable that short- and medium-term measures should interact with long-term strategy in this
way.
Provided that consistent action is taken by 2020 in order to achieve a public transport oriented
policy framework, enhanced services and better integration of user perspectives, providers of
transportation services will be able to focus on new aspects by 2050. Improving services and
supporting modal shift will remain on the agenda. However, an aspect which is likely to become
more important after 2020 is offering comprehensive mobility solutions to customers not owning
a car.
Users not owning a car traditionally cover a considerable segment of public transport
customers and are, therefore, an interesting target group already today. But while in the past an
increasing motorisation rate has been observed in most European countries, this trend may
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change in the future. Already today an increasing motorisation rate not necessarily leads to
more intensive car use (see USEmobility report D2.2). If people, wanting to have on occasion
access to individual mobility, will find an easy to use and reliable offer of car-sharing services, a
growing number of people may forgo possessing their own car (using a car instead of owning
one).

3.4.1 Strategic recommendations long-term in the ‘offered services’ area
of action

3.4.1.1 Offering comprehensive mobility solutions beyond classical
public transport

Context / Relevance: Despite all uncertainties about the development of mobility patterns by
2050, it is to be expected that future mobility will be much more flexible than today. This means
that multimodal combinations of different modes will further gain in importance.

Figure 13 – Strategic recommendation: Offering comprehensive mobility solutions beyond classical
public transport

Document title: Deliverable D5.3 Strategic Recommendations to Providers of Transportation Services
File: USEmobility_WP5_D5_3_EN_vfinal
© USEmobility consortium

Date: 14.01.2013

47

Integrated mobility solutions
More flexible mobility patterns are certainly a challenge for providers offering public transport
services, but at the same time a chance to develop new business models and to win new
customers. In order to meet users’ expectations regarding flexibility and convenience,
transportation companies should offer comprehensive mobility solutions including services
beyond classical public transport. It will be crucial to integrate services for individual mobility,
such as car-sharing and bike rental services, whether as in-house activities or in cooperation
with other companies. It is interesting to see that first examples of such integration can already
be observed today (see above chapters 3.3.1.1 and 3.3.2.1).
From the user perspective such integration of further mobility options can redundantise owning
a private car without curbing users’ mobility. From a strategic point of view, this is a great
chance for providers of transportation companies. If more customers decide to organise their
mobility without owning a car, this will lead not only to demand for the new services, but also to
more demand for classical public transport services.
Preparing for growing demand
It is to be expected that growing flexibility in users’ mobility patterns will go along with further
societal and behavioural changes. For instance new priorities in urban and spatial planning
could contribute to less car-dependency and more car-free households, as well as to reduction
of total volume of traffic without curbing people’s mobility. Already existing trends such as the
trend towards (re-) urbanisation will stimulate change, as the need to improve urban quality and
to find alternatives to motorised individual transport that suffers from congestion in many
places, will rise. At the same time, changing values can already be observed today, with new
status symbols gaining in importance, especially when it comes to the younger generation.
“Mobility” is becoming more frequently associated with mobile telephony and the Internet than
with car use. In view of challenges such as climate protection, the awareness of eco-friendly
mobility will rise.
These societal and behavioural changes will result in new patterns of demand. It is to be
expected that demand for public transport and multimodal transport offers will rise, even if the
total volume of traffic declines. Transportation companies should prepare for those shifts in
demand. Therefore more capacity for public transport and for multimodal combinations is
needed. Close cooperation with transport policy regarding future capacities and network design
is crucial to achieve planning reliability for the providers of transportation, as well as for the
users.
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4. Conclusions
A better understanding of users’ social behaviour regarding choice of transport mode, as well
as their willingness to change, is opening up new opportunities for providers of transportation
services to attract more customers and to achieve a higher market share of eco-friendly
multimodal mobility.
This publication points out relevant areas of action and suggests possible measures related to
the factors influencing users’ modal choices. Now it is up to the transportation companies to
develop a strategy suitable to their specific situation.
The given status quo (financial potentials, legal framework, available infrastructure, technical
situation, level of public transport services etc.) determine the point of departure which is
different from country to country. Nevertheless, basic elements for a strategy to motivate more
people to decide in favour of eco-friendly multimodal mobility are very similar in all countries.
It is obvious that providers of transportation services depend to a large extend on political
decisions and on a supportive policy framework. Nevertheless, they should take action
themselves in order to achieve a higher market share for public transport and multimodal
combinations. They should seize the chance to be the driving force for the development of the
public transport offer and attractive multimodal mobility solutions. Cooperation with politics, as
well as with other companies is a crucial element in this context. It is important that all players
will pull in the same direction. A balance must be found between the user expectation, political
requirements and innovative and market-oriented transportation companies.
Providers of transportation services aiming at more passengers and a higher market share for
public transport and multimodality, should work systematically on both, attracting new
customers for public transport, by strengthening pull-in factors towards public transport, and
keeping public transport users from leaving the system by minimising push-out factors of
existing public transport offers. It is crucial to strategically manage the interdependence
between different areas of action.
The better the public transport services offered, the more important soft factors and userrelated factors become. All measures taken must be accompanied by a clear communication
towards users and non-users of public transport. Communication should not only address the
relevant facts, but also aspects like image and emotions, as well as the benefits of eco-friendly
multimodal mobility for the users and the society as a whole. When due to the measures taken
the demand for public transport or multimodal combinations is increasing, then further steps to
increase the capacity and to implement innovative concepts will become necessary.
This means the development of more eco-friendly multimodal mobility must be understood as
an ongoing process.
By following such an integrated approach a virtuous circle of enhanced eco-friendly multimodal
mobility can be achieved.
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Figure 14 – The virtuous circle of enhanced eco-friendly multimodal mobility
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Appendix 1:
Abstract: USEmobility survey of users who have
changed their mobility-mix
1.
1.1

Introduction
Aims of the Survey

USEmobility surveyed citizens in six European countries to analyse their behavioural
patterns when choosing their mode of transport. A representative picture has to be drawn of
the findings. The aim of the survey is to discover the individual reasons that lie behind
selecting a mode of transport. Particular focus is placed on the reasons that, from the point of
view of the survey participant, led them to decide to make more use of an eco-friendly
mobility mode, such as public transport. The analysis is set up to reveal the extent of the role
played by multimodal travel.
The survey is very comprehensive. It deals with factors relating to the range of mobility
services on offer as well as with factors rooted in the mobility needs and the traveller's
personal circumstances. It highlights public transport's potential for attracting new customers
and simultaneously examines factors relating to customer retention.

1.2

Survey Approach

The survey is solidly anchored in a representative selection of citizens who have changed
their preferred mode of transport in the last five years. We call these travellers swing users.
We understand this as including both, people who have completely changed to another mode
of transport as well as travellers who have altered the weighting (of a particular mode) within
their mix of multiple transport modes (‘mobility-mix’).
From the perspective of users who have already shifted their use of modes, we asked
travellers for their main reasons for changing. Participants were additionally asked about
detailed reasons for change to find out, which motives are behind the main reasons already
stated.
All the travellers who have shifted their use of modes are placed within a USEmobility palette
of socio-economic, socio-cultural and psychological characteristics. The analysis
concentrates on the following dimensions: cause for change, direction of change and the
environment in which the change took place. What was the situation that led to the change?
Was the reason external and did it therefore not primarily have anything to do with mobility
issues? Altogether, it is important to factor the user's personal circumstances into the
analysis as broadly as possible. From which position did the user change, and where to? The
ebb and flow between public transport and motorised personal transport is of particular
importance. What mobility choices were on offer when the change was made?
Once this analysis has been completed, a clear distinction can be made between different
circumstances: was it the attractiveness of the new transport mode (pull-in factor) or was it
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unhappiness with the old transport mode (push-out factor), which primarily influenced the
decision? As potential factors for change, the questionnaire did not just list hard, clearly
definable parameters such as punctuality and cost, but also 'soft factors' like feeling safe or
design issues.
An analysis of the information provided by users made it possible to develop a profile for
those users who simultaneously show characteristic behavioural patterns for change and
great potential for making increased use of multimodal transport chains. These groups are
especially interesting when it comes to making recommendations to policy makers or
transport companies.
The USEmobility survey covers issues relevant to transport policy and was carried out in
cooperation with six European countries from Belgium to Croatia. It focuses on the
similarities found in Europe but also identifies characteristics distinctive to a specific country.
In addition, ten surveys were carried out, mainly in regions where particularly successful
public transport or multimodal transport services had managed to become established.

1.3

Scope and Limits of the Survey

USEmobility is following an innovative approach and does not simply rely on the users'
stated intentions to make the desired decision on their mobility. To take part in the
USEmobility survey, users had to say that they had actually changed their behaviour within
the last five years. Depending on the reason for travelling, this was the case for up to 50
percent of those who were initially asked, so that it can be stated that almost half of all
travellers can be regarded as swing users.
The USEmobility team chose a survey methodology that enabled it to reconcile aspects of
psychology and sociology, which are hard to grasp, with hard facts. The remarks made by
users and other parties in the ten chosen regions with the best public-transport practices
were particularly valuable.
Decisive questions guided us through this process: Does the choice of transport mode have
a more static and personal character? Was the decision in favour of a new transport mode
made suddenly or was the change gradual? The answers to such questions are critical with
regard to attracting new customers. Why was the user's role in making the decision to
change hitherto not considered? Is it enough to offer a good range of services? Was the
importance of soft factors influencing the decision to change previously underestimated? Are
there distinct factors for attracting and retaining customers?
Most of the conclusions of the survey are representative of the motivation and behaviour of
swing users. Only a few of the questions were formulated to be representative of all citizens.
In contrast with the survey covering a whole country, the regional surveys make no claim to
be representative.
Whereas official transport forecasts use transport-performance reference values that make it
possible to state the exact market share (modal split) of the different modes of transport, the
reference value applied by USEmobility is the change in frequency of use as perceived by
users. The survey is not designed to collect data on the exact quantity of transport-kilometres
and therefore cannot be used to determine any changes in the modal split.
However, better understanding behavioural change-patterns is a basis for recognising further
potential for increasing the modal split of public transport.
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2.
2.1

Central Statements
New Insights

Our survey delivered a series of new, partly surprising insights: When choosing the mode of
transport, users' behaviour is far more dynamic than examining the modal split, which
appears to be static, would lead us to believe. Almost half of the participants said that they
had changed their mobility behaviour patterns in the last five years. This throws a new light
on the prevalent market share analyses, which show that overall there is very little dynamism
in the choice of transport mode. For practical purposes, this insight is of great importance:
Where there is a great deal of movement there is also the opportunity for policy makers and
companies to motivate travellers to decide in favour of public transport.
Today, already half of all people belong to the group of swing users. Within this group, only
30 percent travel using mono-modal transport, compared to 40 percent who are pragmatic in
deciding which mode of transport suits their purpose. Most rearrangements in the personal
mobility-mix were made when the participants were deciding how to travel to work.
Thirty percent were aware of the advantages of combining multiple modes of transport for
their journeys and changed their behaviour accordingly. Choosing the transport mode is
therefore not so much a case of either/or, but a dynamic case of 'both, one as well as the
other'. For the majority of swing users, multimodal travel is already a reality.
If people decide to make greater use of public transport, the share of those who completely
change to public transport and no longer use any form of personal motorised transport is
nevertheless nearly 30 percent. Overall, the change to public transport is by no means
always due to the person not owning a car. Multimodal users of public transport make a
conscious decision when to choose their cars, and when not. Altogether, with increasing age,
there is a higher degree of freedom-of-choice among swing users. Older people often own a
car but, nevertheless, show a greater flexibility in deciding whether or not to use public
transport in any given situation.
Above all, the cause for shifts in the mobility-mix is characterised by changes in users'
personal and private circumstances. Over half of participants stated that personal reasons
were the motivation for their reorientation. Such changes in life circumstances relevant to the
choice of transport mode do happen frequently. On average, almost three such relevant
changes occurred within the last five years.
The top ranked reasons, in terms of frequency and relevance, are changing jobs and moving
home, whether to another town or within the same town. This insight offers providers of
transport services a good opportunity to attract new customers to public transport.
The circumstances for change are characterised by factors that cause users to feel
unsatisfied and therefore motivate them to shift away from their preferred mode of transport
(push-out factors), as well as, of course, by encouraging factors that motivate them into
changing to a new transport mode (pull-in factors). Both types of factors are characterised by
what the transport companies offer users. For public transport, pull-in factors have a greater
effect than push-out factors, which means that travellers are more likely to decide to make
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changes for reasons of satisfaction as opposed to making changes because they are
dissatisfied.

Importance of selected Push-Out and Pull-In Factors concerning Public Transport

Push-Out Factor

Pull-In Factor

(PUB = public transport)

For such decisions, 'hard' factors such as availability, price and travel time were obviously of
central importance. In order to attract new users, providers of public transport must create
good conditions. However, there are only few factors - apart from cost - inherent to motorised
individual transport that will dissuade people from using their cars or motorcycles.
Especially in terms of user satisfaction, 'soft' factors also play an important role alongside a
given transport-mode's 'hard' factors. The former include aspects such as flexible and easy to
plan journeys, as well as the environmental impact. Overall, participants evaluated
sustainability and eco-friendliness as important issues. This was demonstrated by the fact
that, among other things, 88 percent of the swing users were willing to pay a certain amount
of additional cost for improved environmental performance of a mode of transport.
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Users expect satisfying 'soft' factors to be in place if they are to remain true to a mode of
transport. In particular when new, comparable transport alternatives are offered, these factors
once again become the subject of users' attention, and aspects such as comfort, personnel
and atmosphere become relevant factors when decisions are being made.
It is interesting to note that compared with public transport providers, the automotive industry
puts far more emphasis on emotions when addressing its customers. As a result, for swing
users, motorised individual transport usually has a positive, but in any case a distinctive
image profile. Public transport retains its customers in a far less emotional way. At most, the
participants associate dimensions such as urbanity, rational behaviour and communality
most strongly with public transport. Public transport could certainly gain some leverage from
projecting a more emotional image.

2.2

Swing User Profile

For citizens who change their previously chosen mobility-mix from time to time, the shift
takes place in all directions, but can be observed above all between the categories motorised
individual transport, bicycle and public transport. In cases where there are changes, there
are some occurrences where the participants have generally reduced or generally increased
their level of mobility. Mostly however, the emphasis on one particular transport mode is
shifted to another mode in the mix.
For users, the decisions to change are based on their own personal background and
attitudes. According to their attitude towards different modes of transport, the swing users
can be more precisely subdivided into various segments.

(PUB = public transport; MIT = motorised individual transport)

The most important group of swing users covers the public transport / motorised individual
transport pragmatists (segment 1) with 26 percent. These people take a pragmatic point of
view when choosing their mode of transport. They make different decisions according to the
situation they are in and are the most dynamic in their behavioural patterns. Another
Document title: Deliverable D5.3 Strategic Recommendations to Providers of Transportation Services
File: USEmobility_WP5_D5_3_EN_vfinal
Appendix 1
© USEmobility consortium

Date: 14.01.2013

5

important segment covers the advocates of public transport who are somewhat reserved in
their attitude towards motorised individual transport (segment 4). The distribution of the
attitude segments is specific to the country. For example, German and Dutch swing users
focus on quite different priorities.
The swing users can also be characterised according to their life circumstances because
change here also follows definite patterns. In most cases, a cause for change already existed
that motivated the user to think about shifting to another transport mode. This could have
been moving home or a new phase in their working life, from starting the first job to retiring
altogether. In such situations, the survey participants thought about whether they were
satisfied with their previous choice and looked to see if there were any better alternatives
available.

Occurrence and Importance of Factors related to the personal Life Situation

Alongside personal attitudes and the cause for change there are additional attributes
characterising swing users.
Those in urban environments, for example, tend towards making greater use of public
transport; in rural areas, there are a greater number of changes towards motorised individual
transport.
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3.

Country Portraits

The insights gained are very similar in all the countries that were surveyed, suggesting that
they are also applicable to other European countries that did not participate in the project.
Nevertheless, we also observed a series of characteristics specific to individual countries.
Whereas the characteristics of change and reasons for change showed hardly any
deviations, user characteristics displayed large differences. Satisfaction with public transport
also varied from country to country, although there were also large differences between
regions in individual countries.

3.1

Belgium

Belgium has, with the capital Brussels, its political and administrative centre and at the same
time, if the prevalent clichés can be believed, one of the most heterogeneous communities in
the EU. The USEmobility project did actually find indications for this: while 30 percent of
Flemish swing users were satisfied with public transport services, in the Walloon region and
Brussels it were only 20 percent.
Altogether, public transport in Belgium is regarded as being mainly an urban transport mode.
Typical push-out factors for Belgian public transport are lack of punctuality (for ca. 50 percent
a decisive factor) or journeys that are too complicated (changing, waiting times etc. for ca. 60
percent). However, motorised individual transport also displayed stress factors, for example,
the high risk of traffic congestion, which is the reason behind 84 percent of those swing users
who high-ranked the MIT push-out factor "punctuality problems.
Safety from accidents is in Belgium a considerably larger factor in favour of public transport
than, for example, in the Netherlands. The opposite is true for safety from crime.

3.2

Germany

Among Europeans, Germany is regarded as being well-organised - public transport included.
For example, Germany's railways are considered very punctual. At the same time, the
opposite view holds that Germany is a country that is completely dominated by the car.
In fact, our survey showed that motorised individual transport in Germany has a strong image
linked with mainly positive attributes such as fast, spontaneous, exciting. In contrast to the
cliché, that Germany is a nation of car drivers, the USEmobility survey also showed that the
frequency of change in Germany is particularly high. For journeys to the place of work, more
than 50 percent of those surveyed have made changes to the way they use public transport
in the last five years. Additionally, Germany also has the highest rate of multimodality (77
percent) out of all surveyed countries in Europe. When it comes to multimodal journey
chains, 42 percent of swing users travel with multiple modes, usually in a combination of cars
and public transport.
Satisfaction with personnel still has some issues in Germany. On average we have recorded
10 percent less swing users who are happy with personnel than in the other countries.

3.3

Croatia

The rest of Europe regards the acceding EU member Croatia's transport infrastructure as
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being in need of modernisation: Public transport is underfunded; its citizens have a lot of
catching-up to do in terms of individual transport; environmental issues tend to have a low
priority.
The USEmobility survey did not confirm this picture. It even showed that Croatia has the
lowest swing user rate, and there is only a very small image difference between public and
motorised individual transport.
Whereas those surveyed characterised Croatia's public transport as 'social' and 'less
aggressive', switching to motorised individual transport is actually considered less attractive
than in other countries. As a reason, people cited the high cost of purchase and repair, and
the running costs.
In comparison with other countries, the willingness of Croatians to increasingly organise
mobility in line with sustainability and environmental considerations is actually particularly
high. 28 percent of participants are planning to do so, with 31 percent stating that they are
not willing. 70 percent of swing users state that they would be prepared to pay 10 percent
and more for a transport that was more environmentally friendly.

3.4

The Netherlands

The Netherlands are seen by Europe as a country of cyclists. The Dutch are liberal and
open-minded towards public transport it is said. Judging by the USEmobility survey, the very
opposite is the case. It shows that in the Netherlands, 43 percent of swing users make strictly
mono-modal journeys, more than in any other country in the survey. Overall, more than half
the swing users regularly use a bike (78 percent are regular cyclists); however, 65 percent
use motorised individual transport (mono and multi modal). Only 45 percent of those who
switched to make more use of public transport were motivated by their own experience - in
comparison with 66 percent in Germany. Only 13 percent of those surveyed are unhappy
with their current choice of transport mode.
The segmentation based on attitudes shows that only 15 percent of Dutch swing users are
pragmatists; 19 percent have an affinity with cycling but astoundingly display a very reserved
attitude towards public transport. Seven percent of swing users are planning to use public
transport more often in the future; however, 40 percent rejected this idea.

3.5

Austria

Transport in the Alpine state Austria is characterised by a typically strong contrast between
urban and rural areas. The fact that the mountains restrict the space available for transport is
more than a simple cliché. However, the rest of Europe regards Austria's public transport
system as being well funded and properly organised by the state.
Largely this view correlates with the results of our survey: Austria displays a high level of
multimodality (75 percent). Within one journey, almost 40 percent of swing users travel
combining multiple modes and, by doing so, demonstrate the flexibility with which Austrians
counter the difficulties in travelling in the geographically challenging Alpine state.
Customer satisfaction with public transport is high in Austria, with a 43 percent satisfaction
rate and only 7 percent stating that they are unhappy with services. The aspects good
availability of destinations, low environmental impact and good accessibility of services were
particularly important here.
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Overall, public transport has a positive image and is perceived as being social and urban.
31 percent of swing users have an affinity with public transport while simultaneously having
reservations about individual transport. For this group, a series of soft factors also count
against motorised individual transport. They feel there is less time to relax or spend on other
activities. In addition, the parking situation is often bad, which is something that puts many
Austrians up against using motorised individual transport.

3.6

Hungary

Similar to the Croatian case, Europeans believe that Hungary needs to modernise. According
to the cliché, the country's public transport system is poorly developed and uses out-of-date
rolling stock; there is a lack of funding for appropriate infrastructure measures; Hungarians
have to be pragmatic about the services available to them.
In fact, the results of the USEmobility survey show that the Hungarian transport market is
highly dynamic. However, in the competitive environment between public transport and
motorised transport, the ratio of strict swing use is balanced at 20 percent for each direction
of change. The picture is similar for satisfaction / dissatisfaction with the current mode of
transport: 20 percent are satisfied compared with 18 percent who are dissatisfied. The rate of
change is high with the share of swing users reaching almost two thirds.
In cases, where Hungarians perceive a public transport service to be modern, this is a result
not only of low costs, but also soft factors such as safety from crime, or clean carriages with
air-conditioning. However, if there is a lack of cleanliness or comfort, or if bus stops and
stations are inadequately equipped, travellers will decide against public transport.
34 percent of swing users are pragmatists. 28 percent are planning to use park & ride
facilities once they’ve become available; 32 percent are not planning to do this. The
Hungarian transport companies seem to have missed an opportunity regarding
theirinformation policy: Only 7 percent of swing users stated that they had received
information from transport providers about their services.

4.

Regional Success Stories

Surveying travellers in mainly railway-based public transport systems in selected European
regions delivers highly interesting insights into the choice of transport mode in environments
with best practice cases. Here are several examples:
Efficiently networked rapid-transit train systems such as the S-Bahn in Salzburg and the SBahn Rhine-Neckar guarantee a high degree of multi-modality. Less than 10 percent of swing
users of the S-Bahn Salzburg use only the S-Bahn. For almost 40 percent, the S-Bahn is a
permanent component of a combined journey chain comprising several modes of transport.
Just 4 percent of the Rhine-Neckar swing users are solely S-Bahn users. For 80 percent the
decision to use the S-Bahn or another mode of transport depends on the journey's purpose.
For customers of the S-Bahn in Breisgau, their primary reasons for changing show a typical
profile for swing users in well-developed regional transit systems. Hard factors such as cost,
frequency of service and accessibility of train stations are important reasons for change for
more than half of those questioned. However, for 40 percent of those surveyed, soft factors
such as travel comfort, flexibility, eco-friendliness and easy-to-plan journeys are also decisive
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for increasing their use of public transport.
Public transport customers in the Croatian capital Zagreb are more satisfied with the services
on offer (45 percent) than in the rest of the country (on average 32 percent). 60 percent of
those surveyed in Zagreb saw particular improvements in travel comfort and accessibility.
When deciding to change transport mode, ease of accessing trains is 20 percent more
important in Zagreb than in the rest of Croatia.
In most cases, choosing the mode of transport is a process. This is not so in Gelderland in
the Netherlands: 60 percent of users of the Valleilijn train service made their decision from
one day to the next. Particularly significant factors here were change of workplace (68
percent) and moving home (70 percent).
Among users of the S-Bahn Steiermark or the rail-connection Varazdin-Medimurje in Croatia
there were a disproportionately high number of young people who had just completed their
job training (43 percent in Steiermark and 41 percent in Croatia). This customer group cited
'cost' as one of the most important reasons for the increased use of train services. In
addition, satisfaction with the performance of the S-Bahn is high at 75 percent.
75 percent of users of the route between Budapest and Esztergom in Hungary were
motivated into using the train service by friends, family or colleagues. This 'word-of-mouth'
was particularly significant since most of those questioned (80 percent) already had
alternatives. For users of the Metronom service between Hamburg and Cuxhaven, motivation
again was not a result of their own experience with the railways, as is the case for the
average swing user. In this case, other information channels played a larger role: For
example, information made available by the service provider, or even by employers for
people starting new jobs, were decisive factors for changes in the choice of transport mode.
Metropolitan regions such as greater Brussels show a typical urban background. Many swing
users have recently moved to the area (65 percent) and many do not have (or no longer
have) a car (75 percent). The reasons for switching to the public transport system STIB/MIVB
are mainly the transport-mode's eco-friendliness (48 percent) and the good accessibility of
bus stops and train stations (54 percent). At the same time, more than half of users say that
reliability of information and journey scheduling has improved considerably.

5

Basis for Strategic Recommendations

The approach used by the USEmobility project was clearly innovative. None of the previous
research into personal mobility has focussed on swing users with the aim of better
understand their motivation and gaining useful insights from this perspective for developing
future mobility. Although the modal split has hardly changed for years, the USEmobility
survey has shown that behind the apparent lack of movement there is considerable
dynamism, with fluctuations both towards and away from public transport. The second
important insight is that people are afforded a multitude of opportunities for rethinking their
choices, and that these often go hand-in-hand with changes in their life circumstances.
Above all, changing place of work leads to people questioning their usual behavioural
mobility patterns.
Since it can be assumed that there is a general desire for mobility to become increasingly
eco-friendly in the future, there is now an opportunity to take more notice of users' needs. For
the stakeholders who are involved in this project, USEmobility will develop strategic
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recommendations. These are developed, on the one hand, for politicians who set on a
national and local level the policy framework for sustainable transport. They also include the
European Commission, the contracting authority for this project, which wants to further
develop European transport policy ensuring that citizens' mobility is both, environmentally
friendly and sustainable in the future. The recommendations are also directed at providers of
transport services, who can attract new customers with made-to-measure offers. Particularly
in metropolitan regions, there is considerable potential for public transport, which can benefit
from a user-oriented approach incorporating decisive hard and soft factors to attract and
retain customers.
We will pay particular attention in our recommendations to civil society organisations that
consolidate and represent the interests of passengers. As part of the process of improving
the policy framework and the offered services, as well as customer service, these passenger
groups play an important role that will have to be strengthened in the future. Only then can it
be guaranteed that the needs of the individual (customer, passenger) will be at the centre of
this development.
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