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Abstract

The UPPER project includes a user research component to identify needs and expectations of end users
regarding Public Transport (PT), with the aim of identifying keys to tackle the required improvements to increase
PT usage. This user research has been performed in two steps: a qualitative research aimed to reveal critical
aspects and innovation opportunities in the public transport, and a quantitative research to validate the main
findings through a survey. The qualitative research has included interventions with citizens (Netnography,
Experience notebook), being part of different users’ groups employing PT (young, elderly, women, low income,
adult with children, functional diversity), and with professionals (mobility agents, social agents). All the UPPER
demo sites have participated in this user research, and the survey has been distributed in the nine countries
where the sites are located.

The results of each intervention are presented separately, and have been combined to make up cards,
presenting the different requirements that diverse user groups have regarding mobility in PT: the mobility maps.
A general mobility map of the UPPER project presents the requirements of users from the behavioural change
point of view, while the other maps are related to citizens with special needs at risk of exclusion from PT as the
main resource to cover their mobility needs.

Keywords

User research, (Public Transport, private transport, Netnography, Delphi, experience notebook, Metro, Subway,
Bus, Taxi, Shared bike, Shared LEV, Shared car, young, women, elderly people, low income people, adult with
children, functional diversity, persona, mobility maps.



D2.1: User groups’ mobility needs, motivation and patterns

U
UPPER

Executive summary

This report presents the results generated in the user research performed within Task 2.1 of the UPPER project.

The user research has been divided in qualitative research and quantitative research. The qualitative research
has included three interventions: Netnography, Delphi questionnaire, and an Experience Notebook. The
Netnography was performed by analysing ratings and comments published on different social networks by PT
users, in five different cities: Valéncia, lle de France, Rome, Oslo and Manheim. The Delphi questionnaire, split
in two intervention rounds, was completed by the mobility agents of the UPPER consortium and professionals
working with exclusion risk’s groups (social agents) in nine EU countries, i.e. Belgium, France, Germany,
Greece, Hungary, Italy, Norway, Spain and Portugal. The Experience Notebook, a questionnaire prepared to
report the mobility habits of end users on a daily basis, was filled in by citizens from eight EU counties, i.e.
Belgium, France, Germany, Greece, ltaly, Norway, Spain and Portugal. These citizens were part of the following
user groups: young, elderly, women, adult with children, low income people and people with functional
diversities.

The quantitative research included a survey distributed in the nine countries where the UPPER project will
implement mobility measures, i.e. Belgium, France, Germany, Greece, Hungary, Italy, Norway, Spain and
Portugal. At least 200 users participated per country with a total sample size of 2676 participants.

The document presents separately the results generated in each intervention (3 qualitative and 1 quantitative),
introducing the methodology followed in each intervention.

The main findings generated in the user research are wrapped up in a group of cards, named mobility maps. A
general mobility map of the UPPER project presents the main motivations and expectations regarding the PT
of users from the point of view of the behavioural change. A second group of cards presents the features of
users’ profiles that could be excluded from PT usage if their special needs are not considered.
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1 Introduction

This report presents the work performed by UPPER consortium members from
January 2023 to October 2023, to define the users’ needs and expectations related
to Public Transport (PT). The results presented in the document have been
generated in the task 2.1 of the project planning, covering from M1 and M10. The
employment of online tools for contacting end users and intermediate users
allowed us to perform a user research exercise, which is presented in the
following section. In addition, all the consortium members have contributed to the
generation of these results, by participating in plenary workshops.

UPPER is an innovation project aimed at implementing mobility measures in ten sites from nine EU countries,
to foster sustainable mobility by increasing the use of PT. The project includes a definition of users’ requirements
and the mapping of citizens’ mobility needs, that has been tackled by performing a user research task, focused
on identifying key points and critical factors to increase the use of PT.

We have followed a basic strategy to perform this task and achieve our objective, consisting of user observation,
collection of users’ insights, firstly in an open way, secondly in an addressed way, and finally describing the main
characteristics of the citizens groups that employ the PT, by using Persona technique®.

Observation tasks are described in section 2.7, and the results obtained are presented in section 2.7.2. The
observation was performed by reviewing online chats and social networks, where users rate different transport
modes and make comments about their mobility experience, in the cities where they live or they visit as tourists.
We collected data from five UPPER’s living labs.

In the users’ insights collection, we differentiate between end users (citizens moving with PT), and intermediate
users (different professionals of the mobility sector and social agents). The methodology applied to get
intermediate users’ opinions regarding the PT is presented in section 2.2.1, and results in section 2.2.2. The
method to collect end users’ perceptions is presented in section 2.3.7, and results in section 2.3.2.

To validate quantitatively the main hypothesis and statements extracted from the qualitative research, we have
performed a big survey. More than 2,000 users have participated in the survey, distributed in nine different EU
countries. The survey definition is described in section 3.7, and the results obtained are presented in section
3.2.

Section 4 presents the descriptions of the different user profiles that employ PT in EU cities, in PERSONA
format. These descriptions are the base to map the citizens’ mobility needs (mobility maps) and have been
created to support the cities in the implementation of the UPPER mobility measures.

In section 5 we discuss about how to interpret the results we have obtained in the different tasks related to the
user research, and our conclusions regarding this topic.

1 https://en.wikipedia.org/wiki/Persona_(user_experience)
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2 Qualitative research

User qualitative research aims to understand which are the main factors (positives and negatives) that explain
the mobility experience of citizens when employing PT. To understand this experience, its key factors and critical
points, we have basically performed two types of interventions: observational interventions and inquire
interventions, i.e., interventions including a questionnaire, or a previous script based on hypothesises.

By observing, we intend to learn about the problems positive experiences users have when employing PT to
cover their transport needs in their daily life, and the context related to this use. Once we learned about the
problems, we directly inquired about the reasons for these problems, and if there are any interventions, new
ways of use or even strategies to overcome the failures they suffer when using the PT.

Qualitative research Quantitative research [M6-M7]
+ Netnography + Survey definition [M6]
5 UPPER living labs, 6 transport modes Collaboration with RC, EMTA, POLIS, EPF, IFP
» Delphi Questionnaire + Survey distribution [M7]
97 Professionals, 7 EU countries * 2,000 participants (>500 VRUs), 9 EU
. Experience Notebook countries (BE, DE, FR, GR, HU, IT, NO, ES,

81 end users, 7 EU countries PT). Users’ panels from CINT

Users mobility trends mapping [M9-M10]
* PERSONAS technique

Figure 1: User research performed in UPPER project

Figure 1 presents an overview of the user research activities performed in UPPER project. All these activities
are linked, as results generated in the Qualitative research have been employed to design the survey related to
the Quantitative research. Similarly, qualitative and quantitative results have supported the mapping of citizens’
mobility needs, by employing PERSONAs technique.

Qualitative research

- Netnography:
No guided research (observation) in SOCIAL MEDIA, >15.000 comments, >23.000 reviews
5 UPPER living labs (DE, ES, FR, IT, NO), 6 transport modes

- Delphi Questionnaire:
Semi-guided research (questionnaire) with PROFESSIONALS: Mobility agents and Social agents

97 professionals from 7 EU countries, participating in a 2 rounds questionnaire
- Experience Notebook:
Semi-guided research (diary) with CITIZENS (elderly, student, woman, family with children, low
income), contacted through passenger (EPF), cyclist (ECF) and pedestrian (IFP) associations.
81 end users from 8 EU countries (BE, DE, ES, FR, GR, IT, NO, PT).

Figure 2: Overview of UPPER qualitative research
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The number of users involved in the UPPER qualitative research, a brief profile description and the countries of
the participants are presented in Figure 2. In the following sections the methodology related to each qualitative
intervention and the results generated are presented.

2.1 Qualitative research i: Netnography in the Living Labs

211 Methodology description

To perform the online observation, we have applied Netnography?. This is an online research method aimed at
understanding social interaction in contemporary digital communications contexts. Netnography uses the
assessments and comments occurring in social media platforms as data, substituting the traditional in-person
observation techniques by interactions and experiences manifesting through digital communications.

TYPE OF SAMPLE:
TRANSPORT: p—
VALENCIA (SPAIN) ILE DE FRANCE ROME (ITALY) OSLO (NORWAY) MANNHEIM . i
: +  (FRANCE) H H I (GERMANY) : TOTAL:
H N° Reviews  N° Comments : N°® Reviews  N° Cummuntl: N° Reviews  N° Comments H N° Reviews  N° Eumm!nlu: N° Raviews  N° Commants] N Reviews  N° Commants
@ SHARED BIKE Poasr o202 Foraea rosel D o a0l a9 i sl el 1ee2! 1400
: b : : :
b.BUS 623 . 363 : o052 s12: 1087 835} 250 | 140 i 44 | 1 i 2957 1.868
c. SUBWAY TRAM D osa7 | a7 i 2028 20231 2877 wa2i aso ! 3z i 1e7! 101i 6703 5140
4. TAX 1506 | 010 i 2341 1647% 2126 820 i 1251 662 i o005 10367 9319! 5084
e. SHARED LEV i 300 ' 174 & 520: 410 © 699 ! 622 85 : 75 i 105: 105 1-313! 1.386
: I i I i I : [ : I : I
f. SHARED CAR i93, 64 i 237, 191 % 133, 127 : 608, 371 : 109 105 : 1.180, 858
lJJ totai: © 3.765! 2.650: 8.267' 6322 6.422' 3.355: 2703 | 1.633 i 2572 | 1384 | 23729 | 15344
UPPeﬂ H [ H 1 H 1 H [ . ] H 1

2 Robert V. Kozinets (1998),"On Netnography: Initial Reflections on Consumer Research Investigations of Cyberculture”, in NA - Advances in
Consumer Research Volume 25, eds. Joseph W. Alba & J. Wesley Hutchinson, Provo, UT : Association for Consumer Research, Pages: 366-
371

1"
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o

Figure 3: Sample description of the Netnography intervention.

The main aim of this Netnography intervention® has been to analyze citizen transport (in its different modes),
through the analysis of online comments and assessments (ratings). The methodology consisted of analyzing
5 representative cities in EU that participate in the UPPER project as Living Labs, and are: Valencia, lle de
France*, Rome, Oslo and Mannheim.

The transport modes analyzed have been: Bus, Subway/Tram, Taxi, Shared bike, Shared LEV (motorbike and/or
e-scooter), and Shared car. The methodological approach followed has included these steps:

1. Web Scraping to identify gender and residence aspects (tourists vs. local residents), using language
extraction and gender detection tools (e.g. ScrapeHero or Gender API), and the assessment (extraction of
rating).

2. Number of reviews per year, to determine the evolution of usage.

3. Analysis of textual data (natural language processing) represented in:

3 As other social research tools, Netnography is a generic tool to study human behaviour. The application to the study of persons mobility comes
from the fact that our interest is to investigate the human behaviour when employing different public transport modes. Some applications of
Netnography and natural language processing in persons mobility, can be found here
(https://revistas.unal.edu.co/index.php/innovar/article/view/42525, https://link.springer.com/chapter/10.1007/978-3-030-65785-7_15,

https://www.researchgate.net/publication/334486943 A Natural Language Processing Approach for_Appraisal_of Passenger Satisfaction

and_Service Quality of Public_Transportation ).

4 Data for llle the France was mainly extracted from ratings and comments for Paris transport modes.


https://revistas.unal.edu.co/index.php/innovar/article/view/42525
https://link.springer.com/chapter/10.1007/978-3-030-65785-7_15
https://www.researchgate.net/publication/334486943_A_Natural_Language_Processing_Approach_for_Appraisal_of_Passenger_Satisfaction_and_Service_Quality_of_Public_Transportation
https://www.researchgate.net/publication/334486943_A_Natural_Language_Processing_Approach_for_Appraisal_of_Passenger_Satisfaction_and_Service_Quality_of_Public_Transportation
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a. Sentiment-polarity analysis; classifying the comments as POSITIVE, NEGATIVE, MIXED or

NEUTRAL.

b. Analyzing the emotions and the hate/aggressive level of the comments.

c.  Word clouds: The word cloud allows us to synthetically view key words, according to their frequency

of occurrence.

d. Semantic analysis by manual coding: manual coding consists of reading the set or a representative
sample of the answers (around 100). Corresponding topics and categories are chosen, according to
meaning at expert level.

e. Extraction of characteristic verbatim: Once the topics of the comments have been identified, the
verbatim are extracted to illustrate the topics addressed.

4. Comparison study per transport mode considering aggregated data.

5. Comparison study per transport mode at each city considered in the study.

SAMPLE:

USER PROFILE:

TYPE OF TRANSPORT:
-1

a. SHARED BIKE

b. BUS 1.087 !

c. SUBWAY /TRAM2.377 !

d. TAXI 2.126 !

e. SHARED LEV 699 5

I
f.SHAREDCAR 133 |

TOTAL:

U
UPPER
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835
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829

622

127

6.422 3.355

. .
H H
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H .
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H H

59.7% 31.8% 8.5%5
65.7% 29.1% 5.1%5
55.1% 43.2% 17%?
60.7%%21.2% 18.2%5
65.4% 30.8% 3_3%§

-
" -
- .
- .
- o ¢ )
H 61.3% 31.2% 7.590
- .
- .

66.3%

78.1%

74.2%

33.4%

89.0%

68.2%

Tourist

33.7% :
21.9% :

25.8% :
+ N.C.C.Rome, RIM-
*OTAXI,...

i Lime, Dot

66.6% :

31.8% :

s— % Enjoy, SHARE NOW
o (] -

SOURCES:
E Company Web, social media, etc.
ATAC GOOg]_Q
e
Metropolitane di Goog le
Roma #odkk ok x5 tripadvisort
% Cab Shuttle Taxi, Taxi
Roma Samarcanda, Rome
= Airport Taxi, Cheap Taxi ,G.,Oggle

Cooltra, Zig Zag

*Trustpl!ot
EIE3EIE3EY

Figure 4: Sample description of Rome, including the data sources

A description of the sample considered in the Netnography study is presented in Figure 3. The number of
reviews is higher than the number of comments, as all the comments are linked to a review, but a review does

not imply writing a comment.

As shown in Figure 4, tripadvisor and Google reviews (and also other social networks like Twitter) have been
the main data sources of the study, although these sources can slightly vary among the five cities included in
the study. The data for this study was collected from mid-January 2023 to the end of February 2023.

21.2

Results per transport mode

The transport mode rating per city and the comments analysis is presented in Figure 5. This figure also shows
the aggregated data per transport mode, offering a general rating of different transport modes in five EU cities.



D2.1: User groups’ mobility needs, motivation and patterns

U .
UPPER

Indeed, Figure 6 shows the average value obtained for each transport mode, presenting three value levels: 3.5,
3 and 2.5% According to this classification we could state that the best rated transport modes are the
Subway/Tram, the Taxi and the Shared LEV. On a second level we can find the Shared bike and the Shared
car, and in third level the Bus.

CITIES:
© Positive VALENCIA (SPAIN) ILE DE FRANCE ~ ROME (ITALY) OSLO (NORWAY) MANNHEIM )
® Negative " ‘WCE) * (GERMANY) *AVERAGE.
® Mixed s it — - i pebbal
© Neutral . . _ i . - : . L @ P
Sentiment- FRREE N 2 S —_n D SR ness  asx @Eaex 25
Polarity (total) E e e sume -:::»E e it s s A e -; e e s e H arosTe wnesvE suam @ nerma
2 Snared bike :_,_,_.,; boanre W s er) ewoos e ms
Sentiment- & & D osex S 1RSI 52 XIS 19750 5. 12 o XINNGEI 17 v 5 212% WENRN 8% 123%
Polarity ¢ SuwayTm 3 0USZEKTAMKZEON Sss | 4Los a@EEEec vex D 39% BN 2ax 2wse 62N st 20sKess mes mEmNms nscl 458% AN 192%  200%
(type of 4 Tax E_;d_‘! —u.—'-_:_l!‘
transport) e snarearev Dome omemsr, o EESEcec. 8% Gsino 0% NS e sids o1 E_rux
1 Shared CAR :_‘__f__"_:._’
: e E der I E deymrs § oy E sopsas, E
Sentiment —
Emotions: . e o e — P :
Level of Hate P . — l — o :l e : lm

Figure 5: Rating per transport mode and comments analysis®

If we consider the results presented in Figure 6 from the point of view of type of transport, we see that the
collective transport modes (Subway/Tram and Bus) are rated very different(3.7 vs. 2.5, the best rating vs. the
worst rating), while the particular/individual transport modes (Taxi, Shared LEV, Shared bike, Shared car) are
grouped in two rating levels (Taxi&Shared LEV -> 3.6, Shared bike&Shared car -> 3).

5 Ratings range from 1 to 5. Users typically rate the transport modes selecting stars: 1 star is the worst assessment, and 5 stars is the best.

6 To review the figures contained in this graph, please download the complete report at https://www.upperprojecteu.eu/wp-
content/uploads/2023/07/UPPER_Netnography VLC IdF ROM_OSL MAN_Updated.pdf

14
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AVERAGE

~ . :
a. SHARED BIKE The reviews’ assessment:
5.0
» First group (~3.5):
3.0 o Subway/Tram
f. SHARED CAR 3.0 b. BUS o Taxi

3.0 o Shared LEV

» Second group (~3):
o Shared bike
3.6 3.7 o Shared car
e. SHARED LEV c. SUBWAY /TRAM
3.6 * Third group (~2.5):
o Bus

d. TAXI

Figure 6: Transport mode rating in five UPPER Living Labs

The comments classification presented in Figure 5 offers another perspective to enrich the ratings analysis
presented in the previous paragraph. Indeed, Figure 7 shows that Subway/Tram, Taxi, Shared LEV and Shared
car have obtained more positive comments than negative comments, while for Bus and Shared bike this ratio
changes. On the other hand, the best rating (Subway/ Tram) has not been obtained by the transport mode with
more positive comments, but with the best ratio positive/negative comments (3 for Subway/Tram vs. 2.5 for
Taxi). So according to this ratio, and considering that positive comments and negative comments are related to
fulfilling users’ expectations, we get another transport mode classification where Subway/Tram and Taxi are
transport modes that cover reasonably user’s expectations and Shared LEV, Shared car, Shared bike and Bus
do not.

Shared Bike [17/28:1% " INZEERIN  331% 10.6% The ratio positive-negative comments:
Bus  21.2% [NEZE%NNINN 19.3% 11.9% «  First group [2.5,3] :

o Subway/Tram

Subway/Tram [ 45.8%  [i49% 192% 20.0% o Taxi
Taxi [0 618%  N23I65N0.0%.6% - Second group [0.5,1.5]:
o Shared LEV
Shared LEV [T 41.0%  [N29I50N1.9% 17.8% o Shared Car
o Shared Bike
Shared Car [11742.7% ISR 15.5%6 o Bus

Figure 7: Comments classification for the aggregated data, per transport mode

In order to have a deeper understanding about the particular issues with those transport modes that are part of
the second group (Figure 7), we can explore what the users are saying when they make positive and negative
comments (verbatim analysis). Indeed, Figure 8 presents the semantic analysis of the comments collected in
the five Living Labs for the Shared car.
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Figure 8: Semantic analysis for the Shared car

The shape of the word cloud reveals the novelty of a system, that had a significative increase after the pandemic.
As a working hypothesis, that should be validated in a study that is out of the scope of this research, we have
related the increase of comments about a transport mode, with the increase of the use of this transport mode.
On the other hand, the comments are processed by an algorithm that identifies Sentiment-Polarity (Positive-
Negative-Mixed-Neutral) and Sentiment-Emotion (Joy-Anger-Sadness). For the Shared car, the analysis
reveals a high percentage of comments related to joy.
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The bubble graph included in Figure 8 presents the terms related to positive comments and negative comments
for the Shared car. The terms bad, cost and dirty used exclusively in negative comments, jointly with car, service,
rent and customer (employed in both, positive and negative comments), suggest that users consider the cars
are not in good condition, the customer service in not working properly, and that in general this transport mode

is expensive.
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Figure 9: Semantic analysis for the Shared bike
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Figure 9 presents the semantic analysis of the comments collected in the five Living Labs for the Shared bike.
The shape of the word cloud suggests the use of the service has not recovered the pre-pandemic level. Indeed,
the word cloud presents a decrease in the number of comments between 2019 and 2020, and the number of
comments does not recover the level previous to pandemic. On the other hand, the Sentiment-Emotion analysis
reveals a low percentage of comments related to joy, and a percentage of anger comments very similar to the
negative comments, suggesting that nearly all the negative comments are related to anger.

The bubble graph included in Figure 9 presents the terms related to positive comments and negative comments
for the Shared bike. The terms customer, terminal, broken and electric used exclusively in negative comments,
jointly with bicycle, service, station and application (employed in both, positive and negative comments), suggest
that users consider bikes and docks are not properly maintained, e-bikes could be an interesting alternative,
and the customer service should improve.
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Figure 10: Semantic analysis for the Bus

Figure 10 presents the semantic analysis of the comments collected in the five Living Labs for the Bus. The
shape of the word cloud suggests a recovery of the service similar to the pre-pandemic level (number of
comments decreases in 2020 but increases in 2021, and on onwards). On the other hand, the Sentiment-
Emotion analysis reveals a low percentage of comments related to joy, and a percentage of anger comments
very similar to the negative comments, suggesting that most of the negative comments are related to anger.

The bubble graph included in Figure 10 presents the terms related to positive comments and negative comments
for the Bus. The terms waiting, minute, late and delay used exclusively in negative comments, jointly with bus,
service, time and driver (employed in both, positive and negative comments), suggest that service has difficulties
to accomplish schedules, and the driver has a high interaction level with users, that most of the times is not
pleasant.
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Individual public transport vs. collective public transport (1)

+  According to the number of reviews, individual transport has grown more after the COVID pandemic compared to mass public transport.

= There are observed changes in mobility patterns after the pandemic: public mass transport is gradually recovering, taxis show a quicker recovery,
shared transport experiences a slower and uneven recovery (shared bicycles do not recover and have seen a decline in usage even before the pandemic, they
are the oldest service with the most improvement needs). Finally, motorcycles, electric scooters, and car sharing return to pre-pandemic levels.

»  The best mass public transport valued is Subway/Tram and the worst valued is the Bus.

= For individual transport modes, the best valued is the Taxi, followed by Shared LEV, Shared Car and Shared Bike.

+  According to emotions, Anger and Joy are balanced for the Subway/Tram, but surprisingly Taxi users feel Joy (nearly half of the comments) when they use

the service.

= Mass public transport has the lowest average ratings. There is a high correlation between the increase in reviews (usage) and the decrease in average ratings

(correlation of -0.7).

+ Inthat line, shared transport is experiencing a decline in satisfaction year after year, regardless of the COVID pandemic, due to wear and lack of improvements
made by the companies. There is a negative correlation between usage and satisfaction (-0.4).

= Taxis are the only mode of transport that increases their average rating (satisfaction) after the pandemic. There is a positive correlation (0.5) between the number

of reviews (usage) and higher ratings (satisfaction).

Individual public transport vs. collective public transport (ll)

Collective public transport

+  Subway/Tram is positively perceived as easy, clean, excellent, efficient,
fast, network. On the contrary, Bus is negatively perceived as bad, minute,
worst, waiting, late, arrive, schedule. Considering these terms,
Subway/Tram fulfils users' expectations related to trip duration, including
waiting time and access, and Bus does not.

«  The main difference between these two communal transport modes is the
infrastructure they use; Subway/Tram has a dedicated one, and the Bus
shares the infrastructure with all the other actors integrating the daily
traffic. This difference by itself should mostly explain this result.

* Regarding the Bus, the positive comments are related to the terms
attention, excellent, friendly, fast, staff, office, appointment. Some of
them (attention, friendly or staff) can be related with the driver, although the
term driver has gathered four negative comments per one positive. This
result shows an interaction between drivers and customers, that in most
situations is difficult.

Analysis of Gender Differences

Individual public transport

Among individual transport modes, Shared Bike is the only one that is active. Users value
positively the bikes as practical, easy, excellent, transport, trip, rental, ideal, cycling.
On the contrary, the users relate their negative comments to terms like pay/paid, bad,
euros, inscription, cust , broken, company, electric, account, terminal, pass,
scam, user, returned, which seem to be related to the service of hiring the bikes, and
the bikes maintenance.

For Shared LEV, the positive comments are related to excellent, friendly, city, day, staff,
experience, recommend, super and practical, while the negative comments are related
to minute, bad, application, phone, euros, card, expensive, company, and finish. Most
of the comments are reported by men, who value the experience of moving by the city with
LEV, but have objections about the price and the service.

Taxi is positively perceived as professional, excellent, recommend, friendly, perfect,
super, pleasant, and nice. On the contrary, Shared Car is negatively perceived as bad,
app, company, scam, euros, month, recommend, and day. Basically, both transport
modes are cars for private transport, but this result suggest that the service supplied by the
taxi driver is not counterbalanced by the better price (cost is a negative comment for Taxi
and price is positive for Shared Car) and the digital experience offered by the Shared
Car.

«  According to gender data, there would be a gender bias in shared transport (Bike+LEV+Car). 67.7% of comments are made by men.

+  According to the data, women tend to use bus, taxi, and subway more, but less shared transport.

+  Men are more critical of public transport than women, with a lower percentage of positive comments and more negative comments.
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«  Although there are some differences in the topics that women and men are

port modes, in g | the

*  However, media hate levels are similar for men and women, but are significantly higher for women both on the bus

and on the shared bike.

.
. If we compare the terms that women and men use the most, it stands out that women name more: punctual, ® female
hour and bad. Men, on the other hand, transport, scooter, company and customer.

Levelof hate by gender and by type of transport

t in terms of emotions (anger-joy-sadness) is very similar.

ing when ing the

Figure 11: Main conclusions extracted from Netnography study®
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The results of the UPPER Netnography study are available in ANNEX 1, and in the UPPER website®. The
transport modes are analysed per Living Lab, and similar graphs to those presented in Figure 8, Figure 9, Figure
10 are presented for each city. Figure 11 presents the main conclusions extracted from the study. These
conclusions are focused on comparing the different transport modes analysed, distinguishing between collective
transport modes and individual transport mode, and also presenting a gender analysis of the PT.

2.2 Qualitative research ii: Delphi questionnaire with professionals

221 Methodology description

To capture the professional perspective when dealing with PT improvement, we have applied the Delphi
methodology. This methodology foresees the participation of professionals and experts, who answer questions
related to the state of the art of a technology, and how this technology is evolving.

Considering that the UPPER consortium includes representatives of the most relevant entities participating in
the PT sector (PTOs, PTAs and Road Authorities, Technology developers, Municipalities and end users and
professionals’ associations), we have worked with these professionals (mobility agents), following the Delphi
methodology. To enrich the results generated in this qualitative intervention, and with the idea of having the
professional perspective of an inclusive PT, we also included the participation of social agents, external to the
consortium. Social agents are professional who work with persons belonging to groups that are in exclusion risk
(Figure 13).
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Figure 12: Distribution of tables, and results presentation in the workshop with mobility agents

For this purpose, we proposed the application of the Delphi methodology in two rounds. In the first round we
worked separately with the mobility agents (consortium members) and with the social agents (external to the
project). With the mobility agents we performed an in-person workshop during the project Kick off Meeting. All
the consortium members were distributed in four different tables (approximately ten people per table, Figure
12), working on a flip chart, including barriers, strengths and expectations of PT.
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A total of 97 professionals from social sector were involved in the DELPHI online questionnaire across
Europe.

In the first round, the participants were asked about habits, requirements, problems, barriers, necessary
lJJ improvements, ... for each social group with which they work.

All of the social groups considered have obtained responses and all the countries in the project have
U PPE R participated.

Figure 13: Social agents participating in Delphi’s first round”

The results generated in the workshop were employed to create an online questionnaire, that was distributed
among social agents through the SurveyMonkey online platform® (ANNEX 1). These social agents were
contacted by the municipalities among social entities actives in their cities, so participants were 97 professionals
from 7 different EU countries (Figure 13).

7 To review the figures included in the graph, please find the complete results of the Delphi intervention in ANNEX 4.

8 https://www.surveymonkey.com/
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40 professionals responded the 2" round questionnaire, including Mobility agents and Social agents,
from 9 EU countries
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Figure 14: Mobility agents and social agents participating in Delphi’'s second round
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The analysis of the collected data allowed the generation of the second-round questionnaire, distributed again
through SurveyMonkey among mobility agents and social agents. A total number of 40 professionals participated
in the Delphi’'s second round (Figure 2). The results related to this qualitative intervention are presented in the
following section (ANNEX 3).

2.2.2

Analysis and results

The flipcharts generated in the workshop attended by the consortium members (mobility agents) were reviewed,
extracting all the contributions and putting them together in a digital format. Figure 15 shows an example of the
digital panel generated by PTOs, PTAs and Road authorities.
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WP2 Workshop: Part Il - CHART G1. PTOs, PTAs, ROAD AUTHORITIES (MODERATED BY R¢)

Stoppers: Cooperation with the National State (Regional network integration), Staff shortage,
Historical/existing network (tram, trolley), Old bus fleet and buses are the only PT option
currently, Lack of drivers/Resources (internal), Lack of integration between PT & Shared mobility
providers, Frequency of services in several outer areas, Time-line (tough), Time line for
implementation compliance, Right skills to involve in innovation and administration projects,
Procurement processes, Long term planning/Commitment for modal shift, Blocking legislation
(e.g. GDPR), High dependency on private car (need for mentality change), Approval &
procurement processes, Lack of flexibility/Need to exchange nodes, Only low frequency bus
services for peri urban areas, Low reliability of vehicles (buses+metro), Low service level
(frequent PT service interruption), Low PT supply in suburban semi-peripheral areas, Need to
improve multimodality.

Values: Capacity to make happen (operations), New electric buses procurement, Bus fleet
" renewal, Network coverage, Adaptability, Cultural push for more sustainable mobility, Backbone
of the network (metros, trams), Shared bike system in the city centre area, Digitalisation support,
1A support, Society & Political pressure, An optimum of expected funding for PT (now), SUMP
approved, Maintenance of metro ongoing, Availability of funds?, Cooperation among
stakeholders, Trains & Trams are emotionally strong, Energy, Environment & climate play well
for PT.

Expectations: More digital & information, Less tailpipes, Fight for space in the city, MaaS
implementation, More high capacity PT, Improve PT accessibility, Improve PT perception,
Decrease private mobility share, Better air quality, Less vehicle occupancy, Promoting Electric
buses, Better integrated (digital) services, Seamless systems, Integration of the shared services,
Maas/MDMS will play a key role, Multimodal flexible transport ecosystem,
PT+AM+NMS+MaaS/MDMS, Integrated/Connected modes, New metro system (main line+one
extension, New PT options for all users (inclusive), Develop the DRT services (rural areas,
outside the rush-moor), New multimodal interchanges in operation, Simplify life without a private
car/Better quality of life, High level of service and coverage for the whole metropolitan area,
Transformation from technology driven to focus on human factor is finished.

Figure 15: Flip chart generated by one table in the Mobility agents’ workshop

Table 1: PT Stoppers classified by categories

- o Management O Resources O Multimodality O Quality&Inclusion O Behavioural change OSmart Mobility

CATEGORIES

Cooperation with the National State (Regional network integration), Staff shortage, Historical/existing network (tram, trolley), Old bus fleet and
buses are the only PT option currently, Lack of drivers/Resources (internal), Lack of integration between PT & Shared mobility providers,
PTOs, PTAs, Frequency of services in several outer areas, Time-line (tough), Time line for implementation compliance, Right skills to involve in innovation
and Road and administration projects, Procurement processes, Long term planning/Commitment for modal shift, Blocking legislation (e.g. GDPR), High
Authorities  dependency on private car (need for mentality change), Approval & procurement processes, Lack of flexibility/Need to exchange nodes, Only
low frequency bus services for peri urban areas, Low reliability of vehicles (buses+metro), Low service level (frequent PT service interruption),
Low PT supply in suburban semi-peripheral areas, Need to improve multimodality.

Congestion, PT time table not reliable, Frequency (network problems), Frequencies too low <> users too low (investment), Bike infrastructure:
Cities and  additional points & security, Political will to implement (unpopular measures), Mindset of users must be changed (PT reputational aspects),
regions Complex fare system, PT integration remoted zones, Lack of understanding of customers+data, Proper user data, Public transport information
is not integrated (EMT-Fernanbus-FGV), Customer information, Recruiting of drivers (lack of drivers), Not enough drivers.

Technology, Data availability, Data provision from PTOs, Lack of availability in sub-urban areas, Complexity (modelling requires personnel, knowledge, ...),

Having to create login & username & password for each app, Health restrictions (e.g. COVID-19), Rest on laurels (world is progressing, no
change=regression), Least adaptable users are most in need (VRUs, ...), Safety perception (health, security, access), Reliability and delays
Consu“ancv (scheduling, aging assets/fleets), Innovation process (procurement, specification tests/demos).

Research&

Lack of data for active modes & some mobility services, Sensitive to cyber-attacks, Lack of safe cycling infrastructure (parking + to go to PT
hubs), Lack of reliability (resilience), Social safety/Lack of security, Unknown to non-daily users, Fragmentation of PT competences among
different administrations (planning, execution, ...), Accessibility in surrounding areas/Intermunicipal PT lines, No clear information in

Network stopsistations, Accessibility public space (many players, operators not aware, municipalities more worries with sojourns than PT), Lack of
efficiency, Poor service (lack of dedicated space for PT), Not appropriate communication, Fragmentation of service between (central) city and
outskirts of periphery, Payment accessibility (credit cards can be difficult for some people), PT is not always attractive (expensive, bad
timetables, ...), Too many players but little coordination, Digitalization (assumption), Fragmentation of fares & tickets (not catering for different
users, e.g. occasional users).

The contributions generated in the four working groups (Figure 12) were put together, conforming three tables,
one for each of the topics tackled in the workshop (Stoppers-Values-Expectations). To have all the contributions
together allowed us to group them by categories, getting a table as the one shown in
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Table 1 where Stoppers identified by each mobility agents’ group are presented per identified categories

(Management-Resources-Multimodality-Behavioural change-Smart Mobility)

Table 2: Stopper-Values-Expectations organized by the defined Categories

Stoppers’ Health restrictions (e.g. COVID-19), Sensitive to cyber-attacks.
Categories

(o ion with the {{ State ( i network i i Til il Time line for implementation compliance,
, Blocking legi: ion (e.g. GDPR), App! & pr p , Having to create login & username &
Management passwurd for each app, Rest on laurels (world is progressing, no '] gl i i prnoess (p , specification
F of PT among different ini i i =) A ibility public space
() (many players, operators not aware, municipalities more worries with sojourns than PT), Lack of efﬁclency, Not appropriate
communication, Too many players but little linati [of lex fare e
Staff shortage, Historical/existing network (tram, trolley), Old bus fleet and buses are the only PT option currently, Lack of
FEsE TS drivers/Resources (internal), Right skills to involve in i ion and admini: ion projects, Lack of flexibility/Need to exchange

nodes, Congestion, Frequencies too low <> users too low (investment), Recruiting of drivers (lack of drivers), Not enough drivers,
Complexity (modelling requires personnel, knowledge, ...), Poor service (lack of dedicated space for PT), .

Lack of integration between PT & Shared mobility providers, Long term planning/Commitment for modal shift, Need to improve
Multimodality multimodality, Bike infrastructure: additional points & security, Lack of data for active modes & some mobility services, Lack of safe
() cycling infrastructure (parking + to go to PT hubs).

Frequency of services in several outer areas, Only low frequency bus services for peri urban areas, Low reliability of vehicles
(buses+metro), Low service level (frequent PT service interruption), Low PT supply in suburban semi-peripheral areas, PT time table not

. reliable, Fr (network pr PT integration remoted zones, Lack of availability in sub-urban areas, Least adaptable users
Quality & are most in need (VRUs, ...), Safety perception (health, security, access), Reliability and delays ing, aging ),
Inclusion Lack of reliability (resmence), Social safety/Lack of security, Unknown to non-daily users, Accessibility in surrounding

[} areas/Intermunicipal PT lines, No cleari ion in ion of service \:lty and outskirts of
periphery, Payment accessibility (credit cards can be dlﬂ' icult for some people), PT is not always i bad i
...), Fragmentation of fares & tickets (not catering for different users, e.g. occasional users).

Behavioural High dependency on private car (need for mentality change), Political will to implement (unpopular measures), Mindset of users must be

h ) (PT rept
Smart Lack of understanding of customers+data, Proper user data, Public transport information is not integrated (EMT-Fernanbus-FGV),
Mobility Customer information, Data availability, Data provision from PTOs, Digitalization (assumption).
Values’
Categories
Management Adaptability, Coop ion among , D izing mobility.
()
Capacity to make happen i New electric buses p , Bus fleet Network coverage, Backbone of the network
Resources (metros, trams), An optimum of expected funding for PT (now), Mair of metro ilability of funds?, Energy, PT
[ ] network, Public transport facilities, Bus company owned by municipality, Low fare or free, Renewed fleet (mostly electric),

Decarbonisation of fleets, Green PT + mobility (H,, e-buses), Incentives (discounts for students, elderly, ...), Cheap (for users).

Multimodality Shared bike system in the city centre area, Efficient connection of PT modes among them + with other (active) modes, Multimodal hubs
(including cycling), (good) Service drives demand & reinforces modal shift, Intermodality.

Quality & ‘Good connection cities, Ti ing il i A ibility ian, PT), PT stops (90% barrier free in Manheim), Serving
all users, Intuitive use of system, Accessibility to opportunities, Equity justice/Gender age, Safety/Security, Sustainability, Good service
in capital cities or big cities.

Inclusion

Behavioural Cultural push for more sustainable mobility, Society & Political pressure, SUMP approved, Trains & Trams are emotionally strong,
N Environment & climate play well for PT, Climate aware (new generation), PT time = usable time (work, phone, read, ...}, (air) Less
ge © ion/more gr 1er spaces, Public acceptance: PT is identified as an important asset.
Smart Digitalisation support, IA support, Pilot project on demand Sprinti, ordination + han ization of PT, Sensorization (app
Moblllty . = taxi, persons with reduced mobility), Data availability, Robust evaluation framework (data)/Close the debate/Scale up with public

support Traffic and PT management & data (Al tech).

Expectations’
Categories

Management Will the public sector host a central booking platform? (if so, huge CO, & congestion savings).

()
Resources Less tailpipes, Fight for space in the city, More high capacity PT, Promoting Electric buses, New metro system (main line+one extension,
[ More money for PT infrastructure, Dedicated lanes on all crucial segments, More infrastructure dedicates (bus lanes), Decarbonised.
Multimodality Maas/MDMS will play a key role, Multimodal i Y , PT+AM+NMS+MaaS/MDMS, New multimodal interchanges in
operation, Multimodal monthly pass (all integrated with acllve modes), Change modal split to enhance PT (more users), Integration of
[ ) different modes, Freedom of choice in different kind of mobility options.

Improve PT accessibility, New PT options for all users (inclusive), Develop the DRT services (rural areas, outside the rush-moor), High
level of service and coverage for the whole metropolitan area, Aut ted high frequency lines with peripheral hubs, Reduced

Quality & transportation time, Better connexions reducing trip time, Increase of frequency, Seamless, fast, efficient, pleasant/Connections,
Defining mobility as a Right (not just more PT), Better metropolitan transport network, High levels of walkability & accessibility, Comfort,

Inclusion Invmnq, Develop PT away from (male) commuter centricity, Good service for surrounding areas, Mobility as a Right for all users
(ir , More i ive (vulnerable groups), More sustainable, Have a more user-centric approach, Inclusive digital flexible
services (nul ively digital), A ibility as n°1 priority.
Behavioural Improve PT perception, Decrease private mobility share, Better air quality, Less vehicle occupancy, Transformation from technology

change ) driven to focus on human factor is finished, Increase PT use by kids and students, PT as a healthy way of getting around the city.

More digital & information, Maa$S implementation, Better integrated (digital) services, t , Integration of the shared
services, Integrated/Connected modes, Simplify life without a private l:arIBetter quality of life, Better dala analysis + dashboarding,
Smart Automated minibuses door to door, Inclusion of multiple modes in one app (Maa$), Door-to-door mobility (family or individual),
- Interoperability (ticketing, Maa$S, PT & micro-providers of mobility & shared mobility), Growing role of DRT & private hire of robotaxi (at
Mobility [ least in suburbs and rural), Reliable real-time information, Tools are fitting the needs, Users are at ease with the tools (know how to use
the tools, what they can do with them), Information, Maa$, Digitalised (more), Full inclusion of cycling in digital solutions (e.g. route
planning, with high quality static + dynamic data).
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The next step in our analysis was to reorganize the information included in the tables, presenting the Stoppers-
Values-Expectations organized by categories. these are presented in Table 2.

The number of contributions collected suggests that Quality & Inclusion and Management are the main PT
barriers today, followed by Resources and Multimodality. Behavioural change and Smart mobility seem to be
low level barriers. Regarding values, Resources is the most relevant strength of PT, while Behavioural change
of the citizenship and the arriving of new technology related to data seem to be important assets for the PT.
Although Quality & Inclusion has also many contributions in values, the number of comments related to
expectations suggest that this is an important improvement factor for PT. On the other hand, expectations in PT
seem to be mainly related to the improvement of the Quality of the service and the Inclusion, the implementation
of smart tools for the mobility, and the Multimodality.

Figure 16: List of terms related to Barriers and Values

Figure 16 shows the list of terms related to Barriers and Values collected in the workshop. While some terms
are clearly related to barriers (as fragmentation, lack or service), and others to values (as climate, support or
fleet), there are some terms that are considered in both conditions. This double condition could refer to concepts
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that in principle are perceived as positive (values), but can be considered as barriers when not properly deployed
or implemented.

The data collected with the questionnaire for social agents (ANNEX 1) followed an analysis procedure similar
to that described in the precedent paragraphs. The participants’ contributions were classified in categories,
including the professional profile as an additional classifying topic. Categories for social agents were similar to
those defined for mobility agents, except Sensitization and awareness which refers to the awareness level of
citizenship and PT’s staff on difficulties and limitations of people with special needs (ANNEX 4), when using a
collective transport mode.

Table 3: Categories related to Stoppers-Values-Expectations by social agents’ profile

STOPPERS

General barriers

Older people

Functional Diversity/
Physical

Functional
Diversity/Visual and
hearing

Functional
Diversity/Cognitive
Childhood/young people
Woman/gender
perspective

Migration, refugees,
ethnic minorities and

Accessibility, Economic resources, Smart communication,
Sensitization and awareness, Quality

Accessibility, Economic resources, Smart communication,
Sensitization and awareness, Quality

Accessibility, Smart communication, Sensitization and awareness,
Quality

Accessibility, Economic resources, Smart communication, Quality

Accessibility, Smart communication, Sensitization and awareness,
Quality

Accessibility, Economic resources, Smart communication,
Sensitization and awareness, Quality

Quality

Economic resources, Smart communication, Sensitization and

poverty awareness, Quality

VALUES

General values Accessibility, Economic resources, Quality, Environmental impact

oid Accessibility, Economic resources, Sensitization and awareness,
er people Quality

Functional Diversity Accessibility, Economic resources, Quality

Physical

Functional Accessibility, Smart communication

Diversity/Visual and
hearing

Functional Diversity/
Cognitive
Childhood/young people
Woman /gender
perspective

Migration, refugees,
ethnic minorities and

Accessibility

Accessibility, Quality

Accessibility, Economic resources, Quality

Accessibility, Economic resources, Sensitization and awareness,
Quality

poverty
EXPECTATIONS

. Accessibility, Economic resources, Sensitization and awareness,
General expectations . k .

Quality, Environmental impact

Older people & Accessibility, Economic resources, Smart communication,
Functional Diversity Sensitization and awareness, Quality, Environmental impact
Physical
Functional Smart communication, Sensitization and awareness, Quality

Diversity/Visual and
hearing
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Functional Diversity/ Smart communication, Sensitization and awareness, Quality
Cognitive

Accessibility, Economic resources, Sensitization and awareness,

Childhoodlyoung people Quality, Environmental impact

Woman /gender Smart communication, Quality

perspective

Migration, refugees, Economic resources, Smart communication, Quality
ethnic minorities and

poverty

Table 3 presents the categories related to Stoppers-Values-Expectations per social agent’s profile. The terms
related to each category are presented in ANNEX 4jError! No se encuentra el origen de la referencia. , and
the amount of contributions related to each category suggests that the lack of Accessibility, Economic resources
and Sensitization and awareness are the main PT barriers today (by frequency and severity). The following level
of barriers, Smart communication and Quality seem to be low level barriers from the point of view of the severity,
but with a high degree of improvement. Regarding values, all the identified criteria are currently implemented at
some level, but they present deficiencies and a high degree of improvement. Expectations in PT seem to be
mainly related to the improvement of all the categories (Accessibility, Economic resources, Sensitization and
awareness, Smart communication and Quality), with Environmental impact as a relevant aspect to play an
important role in the near future. As a conclusion, PT provides to people with special needs independence, well-
being, increase self-esteem, enjoy the city, access leisure, shopping, socialize and feel part of society.

Stoppers: Mobility agents & Social agents agreement level

STOPPERS. MOBILITY AGENTS STOPPERS. SOCIAL AGENTS
= Strongly disagree Dsaguee Neutral Agreg IS(mngry agree \lSllDﬂg\yasaglee wDisagree w=Neutral =Agree w Strongly agree
& o & <
\° ‘ / N s N / < / ,-\ \\,y«\*/ N
& < & &
S B & &

Figure 17: Agreement level in the PT Stoppers identified by Delphi®

The second round of the Delphi questionnaire was focused on defining the agreement level with the Stoppers-
Values-Expectations identified in the previous stage (ANNEX 3). Figure 17 shows that Management, Quality
and Inclusion-Accessibility-Quality, Resources, Multimodality and Behavioural change-Sensitization and
awareness are the stoppers that most respondents agreed with.

9 The respondents of the questionnaire had the results of the Delphi 1% round (2ANNEX 4), so they were asked: ‘Please indicate the agreement

on the identified Stoppers’.
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Values: Mobility agents & Social agents agreement level

VALUES. MOBILITY AGENTS VALUES. SOCIAL AGENTS
-Slmngly dxsaglee - D-sag-ee Neutra\ Agree  Strongly agree sStrongly disagree  wDisagree = Neutral = Agree  ®Strongly agree
7
\ l \ A B
5
13 U 10
8
& \ & -—— —
@\b*’ / / \’ / \‘\«* ‘r\b 3‘\ & \‘\«* &
o ° ) N 0 \a Oal
o o8 S 2 < o &
v & 9 a¥ &
- .\ & & < AN Q_o
\* & a‘r v & &
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Figure 18: Agreement level in the PT Values identified by Delphi®

Social agents point out an economic barrier for some groups, but Mobility agents do not identify this as a stopper.
The Environmental impact is considered more a value and an expectation than a barrier. Smart Mobility is not
a stopper at all; in fact, the lack of data is pointed out as a barrier to develop the potential of smart PT, or even
its performance. Management means the public administrations must be more efficient managing the existing
facilities, but more Resources, in terms of infrastructures, are needed.

Multimodality requires appropriate infrastructures, but also to focus on door-to-door mobility. Quality&Inclusion-
Accessibility means an efficient (in time) transport mode for citizens, secure and easy to access for all vulnerable
collectives (inclusive). Behavioural Change-Sensitization and awareness are social values, involving different
user groups. We need to trigger a change in the citizens that mainly user their private car to move daily, and we
also need to raise awareness of PT workers and end users regarding the adjustments needed by certain groups
(from women to people with functional diversity) when using PT.

Results shown in Figure 18 confirm that main values of PT are Resources, Multimodality, Quality&Inclusion and
Smart Mobility. It is considered that PT attracts important investments, so PT managers have available many
Resources; this fact is seen as a strength.

Quality&Inclusion means the PT has a good transport network, including adapted access and different services
(from ticketing system to facilities for people with special needs). However, accessibility is not as good as it
should be.

10 The respondents of the questionnaire had the results of the Delphi 1 round (2ANNEX 4), so they were asked: ‘Please indicate the agreement

on the identified Values'.
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Expectations: Mobility agents & Social agents agreement level

EXPECTATIONS. MOBILITY AGENTS EXPECTATIONS. SOCIAL AGENTS

lSlmnegﬂlsagrea lD\sagrae Neulral Agree lAgree mStrongly disagree  mDisagree = Neutral =Agree  mStrongly agree

A » o 3 Al 2 w7
& & o & R &£ &
& / & L & ° w &
& »* o \e \c & o g 2 < & &
& J'O \v”o & & «\¥ & d & &
< 3 C &
o @« 5 @ X & R & & o < O
E & B &£ ¢

Figure 19: Agreement level in the PT Expectations identified by Delphi

PT is viewed as a driver for multimodal transport, and this is seen as a positive value. On the other hand, Smart
mobility has the potential to transform PT. Technologies like Al applied to dynamic traffic management, the
monitoring of vehicles, or on-demand transport are seen as the future, but their implementation is not trivial.

Sustainability is a relevant value for PT. The Environmental impact should be an asset for PT, as people are
moving in a more efficient way, generating less emissions.

In general, the results presented in Figure 19 show that there is potential for PT improvements in all the
categories proposed in the study. The Management, Resources, Multimodality, Quality & Inclusion &
Accessibility, Behavioural change-Sensitization and awareness, Smart Mobility and Communication, and
Economic resources are fields where innovation is expected.

Among all these topics, Multimodality, Smart Mobility, Quality & Inclusion, Resources and Behavioural change
concentrate the highest agreement level. Multimodality will bring the smooth integration of the different transport
modes available in the city. Smart Mobility is the facilitator for multimodality, shared mobility or MaaS. It also
includes the data provision (Smart communication) that users are expecting in order to have a higher level of
predictability when using PT.

Quality & Inclusion improvements are related to trip time reduction, MaaR, better metropolitan-rural area
connections, comfort, and Accessibility for all the collectives as a priority.

Resources implies more infrastructures for PT and equipment that facilitate decarbonization. Behavioural
change of citizens will support a new mobility, not focused on the private car’s use.

2.3 Qualitative research iii: Experience notebook with end users

2.31 Methodology description

The objective of this work is to understand and to analyse citizens’ transport mode (in its different forms), through
the analysis of the users’ personal mobility experiences. The end users’ profiles considered in this study were
elderly people, students, woman, family with children, low-income people and persons with functional diversity,
with the aim of exploring requirements for an inclusive PT.
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The methodology consisted of analyzing user experiences in different European cities and countries,
participating in the UPPER project. The applied technique has been an online notebook, in which users have
shared their experiences in their daily mobility. This online notebook has a questionnaire format, uploaded in
the SurveyMonkey?® platform, that was accessible through a link, and it was answered in an anonymous way.
The questionnaire is presented in ANNEX 5.

To contact citizens in different EU countries, the UPPER project’'s end user associations (passengers EPF,
cyclists ECF and pedestrians IFP) distributed the online questionnaire among their national associates. As a
result of this, 72 persons from 8 EU countries (BE, DE, ES, FR, GR, IT, NO, PT,) completed the notebook. Figure
20 shows the sample size and the user profiles of the participants in this qualitative intervention.

SAMPLE BY USER PROFILE SAMPLE BY COUNTRY

= BELGIUM
= YOUTHS

= FRANCE
= ADULTS WITH CHILDREN 34%

= GERMANY
= WOMEN

GREECE
ELDER

» LOW INCOMES =ITALY

= FUNCTIONAL DIVERSITY = NORWAY
= PORTUGAL

SPAIN

Figure 20: Participants’ sample in the Experience Notebook
To analyze the collected information reported in the notebooks, we have followed the subsequent process:

Extraction of stories and characteristic verbatim: the stories and verbatims allow to illustrate the mobility
patterns.

Comments review and analysis, identifying emotions.

Semantic analysis: assigning the contents to the chosen topics and categories, according to meaning at
expert level.

Grouping the main findings of the study by user profile, taking the age as main variable (considering that this
variable defines the point a person is in its life cycle).

Comparative analysis and differences according to gender.

2.3.2 Analysis and results

The main features related to the mobility experiences for each user profile were summarized in a graphic format,
including both demographic data and mobility data.

Figure 21 presents the main features of the young profile’s mobility experiences. 14 participants in the
Experience Notebook have been classified under this profile, coming from Belgium, France, Norway and Spain.
They mainly live with other persons (friends, partners and relatives), and the sample is gender balanced. The
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young people are active in their mobility habits (they walk and move by bike), or use public transport (Bus or
Metro'/ Tram).

COUNTRIES
™ ? -~ Hou_sehold Size

: og

— i )
Mobility awareness @ Main occupation
“l walk, cycle or use public transport T — V-5
for most of my journeys” - 12 S Iatiame S

| work (not at home) - 11

h
x

PT cost FRANCE BELGIUM SPAIN NORWAY
mm | cover all my transport costs
=] without major difficulties” - 12
14 mOn foot
12
100 uBy o-bke
10 g

9 By skate or kick
8

scooter
uBy molorcycle
6

10
9 9
8
7 T

66 § 6 6 66 § =By car
5 5 5 5 55 5 5§ mBy shared car

4 4 4 4 4 =By taxi

4 3 3 3 s 3 3 3 o 3 3 3 3 3
mBy bus
2 K 2 2 2 2 2 2 2

2 1 L 11 1 1 1o 11 1 N

. ofjoofioo Jiigoooo 00] ooffol oo oIo o B B oogorli ooIo o oIo o Emeopeliic uBy train

Go home Bussinesstrips ~ Golowork  Shoppingand  Visitsomeone For care of others  School or Bring or collect Leisure, sportand  Services (e.g. =Nt applicable m
errands education someone cultural activities  bank, doctor...)

Figure 21: Main features of YOUNG profile’s mobility experiences

11 Across the report, Metro and Subway are employed as synonyms.
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.
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“l walk, cycle or use public transport
for most of my journeys” - 16
| study (not at home) - 7
=
= “I cover all my transport costs SPAIN PORTUGAL NORWAY |TALY GREECE FRANCE
| work or study at home - 5 without major difficulties” - 24

| take care of relatives - 4
25 = On foot
By bike

=By e-bike

By skate or kick scooter

m By motorcycle
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errands education ‘someone cultural activiies  bank, doctor...) m

Figure 22: Main features of ADULT WITH CHILDREN’s mobility experiences

Figure 22 presents the main features of the adult with children profile’s mobility experiences. 27 participants in
the Experience Notebook have been classified under this profile, coming from Belgium, France, Greece, ltaly,
Norway, Portugal and Spain. They mainly live with a partner and their children (family), and the sample is gender
unbalanced (30% women and 70% men). The adults with children are active in their mobility habits (they walk
and move by bike), use public transport (Metro/ Tram), but they also use (private) car.

Figure 23 presents the main features of the women profile’s mobility experiences. 30 participants in the
Experience Notebook have been classified under this profile, coming from Belgium, France, Germany, Greece,
Italy, Norway, Portugal and Spain. They mainly live with a partner, with their children or alone. The women are
active in their mobility habits (they walk and move by bike), use public transport (Metro/ Tram), but they also use
(private) car.

34



D2.1: User groups’ mobility needs, motivation and patterns

™ Household Size COUNTRIES
| < With 3
partner - ' partner and

13 = children - 5
[ ] [ ]

(9 Main occupation PORTUGAL

I take care of Mobility awareness

relatwes 2
A (by oo @ “I walk, cycle or use public transport
ousehusband/Housewife - 1 for most of my journeys” - 23
| study (not at home) -
| work (not at

-

| cover all my transport costs SPAIN NORWAY ITALY GREECE GERMANY FRAN

without major difficulties” - 25

home) - 8 I work (nct at home) - 16

25 = On foot
21 = By bike
19 19

20 20 u By e-bike

By skate or kick scooter
m By motorcycle
“.i.“ uljmj‘ I.“IO

1 15 6
12
10 9 g ) mBy shared car
N 7 mBy taxi
5 5 p) u By bus
0 OO 0 DI wBy train

16

]
2
8

10
) (£2y merman )
0 .
Go home Bussiness trips Go to work Shopping and  Visit someone For care of others  School or Bring or collect Leisure, sportand  Services (e.g. #Not applicable
errands education someone cultural activites bank, doctor...)

Figure 23: Main features of WOMEN profile’s mobility experiences
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Figure 24: Main features of ELDERLY profile’s mobility experiences
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Figure 24 presents the main features of the elderly profile’s mobility experiences. 9 participants in the
Experience Notebook have been classified under this profile, coming from Belgium, France, ltaly and Spain.
They live with a partner or alone, and the sample is balanced between women and men. The elderly people are
active in their mobility habits (they walk and move by bike), use public transport (Bus), but they also use (private)
car.

Figure 25 presents the main features of the low-income profile’s mobility experiences. 11 participants in the
Experience Notebook have been classified under this profile, coming from France, Greece, Spain and Portugal.
They mainly live with a partner, with children or alone, and the sample is balanced between women and men.
The low-income people are active in their mobility habits (they walk and move by bike), and use public transport
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Figure 25: Main features of LOW-INCOME profile’s mobility experiences

Figure 26 presents the main features of the functional diversity profile’s mobility experiences. 5 participants in
the Experience Notebook have been classified under this profile in Spain. They live alone or with relatives,
partner o caregiver, and the sample is balanced between women and men. The functional diversity people are
active in their mobility habits (walk), and use the public transport (Bus), or (private) car.
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Figure 26: Main features of FUNCTIONAL DIVERSITY profile’s mobility experiences

Results also include relevant stories reported by participants. These stories are divided into stories of a daily
journey, and stories of leisure days (Free time stories). Figure 27 shows the stories related to a daily journey of
an adult with children. ANNEX 6 includes all the stories reported by all the participants.
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Figure 27: Users’ stories reported in the Experience Notebook
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D2.1: User groups’ mobility needs, motivation and patterns

The results presented in ANNEX 6 also include a list of strengths, weaknesses and recommendations to
increase the use of PT per user profile. Figure 28 presents the PT's strengths, weaknesses and
recommendations to increase the use from the point of view of functional diversity people.

In general I

« The buses have a lot of service, the gold voucher gives many
facilities and is cheap and the EMT app is helpful in deciding I
itineraries (1l)

Dally journeys
The car because | have a parking card in a blue disabled space
which allows me to park relatively easily (depending on the area) I

« It works that many drivers help you get on and off, the treatment

is friendly, it is fast, and it leaves me at the door of the house I

(almost always)

Public transport in Valencia has a very good service with a I

number of routes and frequency. Time is not that important to me

Free time journeys I

« It gives me security to think that | will be able to get as close as
possible to all destinations avoiding architectural barriers. The I
car and the taxi.

« Utility of the app to control schedules and frequency of buses I

1

On the bus the anchorages are correct, it is comfortable,
kindness in general

U
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In general I

+ Accessibility to train, metro, bus. Eliminate steps on commuter
trains; EMT buses that had stops attached to the sidewalk I
av0|d|ng having to go down to the street and climb the step (lIl)
Access to the metro with elevator or escalator (lIl) I
Missing better auditory information. Some channel through
which you can hear the instructions. Larger font sizes and I
graphics at stops (I1)

Daily journeys I

« The buses are very crowded, you cannot access the reserved
seats or they are occupied. There are seats at height, with a I
step, that | cannot use. Infrequent and slow. The old buses have
dangerous accesses with high steps. I
If there are more people on the door-to-door bus, the service is
much slower. The bus may arrive later than expected, it does I
not meet the agreed schedule. At night there is no service, you
cannot go out for dinner. You have to call before 11am or it fills I
up. The renewal of the gold bond is done every 3 years even if it
is a permanent certificate. It is only requested by phone, people I
without verbal communication cannot use it autonomously

Free time journeys I

« Little service on weekends l
The companion has to pay, you don't fit in the aisle, so you can't
tick the bonus; lack of sensitivity 1

In general

+ In general, the improvement of accessibility and frequencies,
perhaps exclusive lanes so that they go faster (lIl)

+ Provide information in different ways and be able to anticipate
decisions, advice (1)

Daily journeys
Ideally all staff should be friendly and help you. That all drivers
leave you at the door to door (house door) and not at the
nearest stop, and that you can manage the service on the
same day.

Free time journeys

Increase the frequency of buses, smaller and some of them
fast track.

Figure 28: List of strengths, weaknesses and recommendations to increase PT’s use, per user profile

The analysis of the mobility experiences reported by participants through the Experience Notebook allowed the
identification of two basic profiles, regarding the awareness level on mobility: High awareness level, and Low
awareness level. This classification is based on the individual situation each profile taking part in the study has,
and some users are included in a profile by necessity, and other are included by conscience or willingness, but
in general we can identify the following common features:

e High mobility awareness

People of any age with values and habits related to health, physical exercise and environmental

awareness.

People who live in urban environments with good public transport services and infrastructure for active

modes.

People who live close to their jobs and frequent activities.

The student profile is highly represented in this group.

They do not give up the use of the private vehicle, they mainly reduce it.

Main reasons for using a bike or public transport: speed, well-being, health, exercise, reducing pollution,

family time, relaxing time...
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e Low mobility awareness
Workers.

Middle-aged people, with complex itineraries, who work and take care of dependents (children or
dependent relatives) or with many activities, have a greater use of private vehicles.

People who live far from their place of work or with a poor combination of public transport are less aware
of PT options.

People who move door to door (they have parking at home and at work) are prone to use a private
vehicle.

People who, due to accessibility problems, can’t use public transport.

Main reasons for using a private vehicle: speed, guarantee of arriving on time, freedom to choose the
moment of travel, door-to-door comfort...

On the other hand, the analysis has also allowed us to identify the three main features characterizing the
participating profiles:

e Young:
Greater diversity, less resistance to change, greater use of shared vehicles and electric scooters.
Freedom, speed and economy as decision criteria.
High mix of modes of transport; familiar with electric vehicles and less use of private cars.

e Adult with children:

Complexity of displacements (work, housework, picking up children at school...) and diversity in the ways
of living.

Importance of the values of coexistence and environment.
Importance of the time factor, efficiency and security in their decisions.
e Elderly:
Importance of health status for the ability to use of different modes of transport.
Higher degree of satisfaction with public transport due to lower importance of the time factor.
Greater enjoyment of travel time.
Reduction of the number of trips when health problems appear.
e Low-income people:
Few trips in general, life is reduced to the neighbourhood.
Access to transport vouchers and economic advantages are far from their reality (complex procedures).
Main use of bicycle and electric scooter when accessing a mode of transport.
e People with functional diversity:
Mobility affected by accessibility. Ordinary public transport is not a real option in many cases.

Specialized services heavily protocolized that limit the possibility of making decisions in the short term.
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People with autonomy opt for the private car.

The comparison of strengths, weaknesses and improvements to increase the use of PT identified for each
participating profile, gives us the following collection of topics, concentrating the higher agreement level:

e Strengths:
Efficiency and speed of the bike (24)
Easiness and speed of PT (19)
Faster and flexible (12)
e Weaknesses:
Frequency, punctuality and schedule compliance (28)
Regularity and reliability (20)
Limited offer (e.g. at night, in the outskirts...) (20)
Poor maintenance of the bike infrastructure and little prioritized (20)
e Improvements to increase the use of PT:
Increase the frequency (28)
Affordable and cheaper (24)
Punctual and schedule compliance (24)
Regularity and reliability (20)

From the gender analysis, women highlight proximity, flexibility and fluidity as most relevant strengths, and
men highlight efficiency, comfort, price and distance.

Regarding weaknesses women mention to a greater extent aspect such as safety, shared vehicle and the
need to address improvements for pedestrians. On the other hand, men highlight aspects such as
maintenance, distance and traffic more prominently.

Related to improvements to increase the use of PT and gender analysis, women mention to a greater extent
aspect such as connection, reliability, faster and fit. On the contrary, men highlight aspects such as price,
the use of the car, and the opportunity for using any modality at any moment more prominently.

3 Quantitative research: survey

3.1 Survey design and definition

In order to obtain the relative weight of the most relevant aspects related to different modes of PT, we performed
a survey in nine different countries. These countries are those represented in the UPPER consortium by pilot
sites, i.e. Valéncia-Spain, lle de France-France, Rome-Italy, Oslo-Norway, Manheim &Hannover-Germany,
Lisbon-Portugal, Leuven-Belgium, Budapest-Hungary, Thessaloniki-Greece.
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The survey is addressed to PT users in these nine EU countries. As shown in ANNEX 7, additionally to the
country of origin, different demographic variables such as age, gender, functional diversity’s level, transport
mode preferences or household composition, have been employed to get the participants characterization. The
size of the sample was 2000 participants, including 500 VRUs'?.

The survey (ANNEX 7) includes 30 questions, distributed in six sections. The questions have been created
according to the results generated in the qualitative research, and address citizens’ motivations to use PT,
mobility habits, assessment of PT, PT improvements, and evaluation on mobility measures to enhance the PT’s
use.

frequency
|319

248

iiooo Q ©

Hungary

o Portugal ~ Spain
France Germany Greece Italy
Belgium
‘ 248 304 315 286 319 295 306 300 303
[9.3%) [11.4%) [11.8%) (10.7%) (11.9%) (11.0%)  (11.4%) (11.2%)  (11.3%)

Figure 29: Description of the study sample

The total sample comprises 2676 participants, distributed across the 9 countries as presented in Figure 29.
Respondents from each country represented approximately 11% of the sample.

The sample has been stratified based on gender, age, PT user (50%) - Non-PT user (50%), and geographic
distribution, with the aim of achieving equitable representation in terms of gender, a population resembling the
normal distribution, and a minimum of 200 users per country.

Geographically, the sample is concentrated in major cities within the studied countries, including their respective
capitals and the UPPER’s pilot sites. This approach ensures a diverse representation of locations. In each city,
the same stratification of the sample has been applied.

Simultaneously, special care has been taken to ensure the inclusion of individuals with special needs (functional
diversity), people with low incomes, the elderly, and those with varying sensitivities towards public transportation
(awareness).

12 As an inclusive project, our aim in the UPPER survey was including 500 users from those groups which represent people who are in exclusion

risk, i.e., persons with disabilities or reduced mobility and orientation. https://transport.ec.europa.eu/transport-themes/intelligent-transport-

systems/road/action-plan-and-directive/its-vulnerable-road-users_en
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To enrol all the required participants in the nine countries, we bought users’ panels. A user panel is a group of
target users, who match the characteristic of the sample defined for a survey. Although initially it was planned
to get the users’ “panels from the Survey Monkey platform, we finally worked with Cint*3, in order to ensure the
size and the quality of the sample. The participants should match the user profile defined for the study, what in
practice means a limitation in the guaranteed amount of survey’s respondents, so we had to adjust our
requirements to our objective sample size in each country.

The survey was launched at the beginning of August 2023 (July 30t™), and responses were collected for the
entire month (September 3).

3.2 Analysis and results

3.21 Socio demographic and economic profile

Figure 30 shows the survey’s sample distribution by gender and age. The survey responses are well balanced
in terms of gender, as women and men are represented equally. Regarding the age distribution, young people
(18-35 years old) represent 28.4% of the sample, a percentage identical to that of elderly people (over 56 years
old) in the sample. The most represented group is in the middle age (23.1%, those being between 36 and 45

years old).
Gender Age
Please state your gender, as you self-identify: Please indicate your age:
23.1%
19.7% 20.2%
13.1%
50.1% 49.2% 11.4%

8.7%
I 3.9%
18-25 26-35 3645 46-55 56-65 86-75  Over 75 years

old

l“ =Female =Non-binary =Male = Prefer notto say

Figure 30: Sample distribution by Gender and Age

13 https://www.cint.com/
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Functional diversity:

| Motor or physical. "l use support product for walk" l42%

Motor or physical. "l use wheelchair" I2.58%

Motor or physical (upper limbs) I2.70%

Visual .2%
Auditory l.ss%

Intellectual or psychic b-85%

Multisensory |2.33%

oot have any | RATA%R

Other |1-73%
Figure 31: Typology of functional diversity in the survey’s sample

As shown in Figure 31, 22.3% of the total participants have a functional diversity. Among them, nearly 12% have
a motor disability, while visual, auditory and intellectual disabilities are also represented. 3 out 4 of the
participants declare to have no functional diversity.

The sample has been characterized based on occupation, type of employment (including mobility requirements),
and their capability to afford transportation needs. It is noteworthy that the majority of individuals work and study
outside their homes (68.6%, Figure 32), requiring some form of transportation. Additionally, 60.3% of
respondents state covering all their transportation expenses without significant difficulties, while a notable
percentage face difficulty in affording public transportation (9.7%), and particularly, private transportation
(23.4%).

Main occupations: Economic situation regarding transport:
Which of the following statements best describes your
Iwork (not at home) _ economic situation regarding fran?oﬁ?
N ~9.77%
474% 1.72%

Retired (by age or illness) . "I~

I work from home; | study from home .%

23.411%
Househusband/Housewife IS% 60.35%
| study (not at home) l_5%
Unemployed Ia.z% = | have difficulties affording public transport

u | have difficulties affording a car
| take care of relatives (elderly, children, Iz_y%

= | cover all my transport costs without major difficulties
functional diversity)

= | prefer not to say
lJJ Other |1.7°/. u Other (please specify)

Figure 32: Economic profile
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3.2.2 PUBLIC AND PRIVATE TRANSPORTATION USAGE HABITS.

The question related to results shown in Figure 33, serves as the primary filter in the questionnaire#, allowing
us to have a sample equally distributed between PT users and non-PT users. Thus, this question has a larger
sample size (4952 respondents), enabling us to analyze the modal distribution, both as a whole and broken
down by country.

As presented in Figure 33, nearly the same percentage of citizens (45%) use public transport and private
transport in their daily journeys, while around primarily use 10% have active modes (on foot and by bike).
Relating the use of public transport with GDP, we find a moderate correlation between them, concluding that
the more incomes citizens have, the less they use the PT.

According to results collected by country, Norway and Germany are the countries where the use of PT is lower
(~28%), and Hungary and Spain where are higher (~58%). Nevertheless, other factors have to be considered
to explain the high level of PT usage in France and Belgium (~50%).

Regarding the frequency of use, Figure 34 clearly shows the Bus stands out as the most widely utilized mode
of transport. In this sense, buses are the most accessible means of transportation, serving 88.2% of the
population, followed closely by the Metro/Tram/Train at 80.5%.

Mode of transport: What mode of transport do you mainly use on a daily journeys?

In broad terms, the modal split comprises 44.05% for public transport, 45.26% for private transport,

and 10.7% for active transport.

Notably, the countries with the lowest public transport usage are Norway (28.16%) and Germany
(28.62%). Conversely, Hungary (58.78%) and Spain (58.26%) are at the forefront in terms of public ® Public transport (bus, mefro, ram, frain, taxi, ferry, shared car, etc)
transport utilization.

Private ransport (your own moto or car)

‘When examining an economic indicator such as the GDP per capita for each country and its 1 Active mode mabilty (on oot or by bike)
correlation with public transportation usage, a significant negative correlation (-0.7) becomes
evident. This means that as GDP per capita increases, the utilization of public transportation tends to .

Comparing the Use of Public Transport to GDP per Capita

1200

100% rGermany __ 58.33%

90%
0%

100.0

80.0

60.0 50%
0%
30%
25 197 475 20%
10% Norwa

R

0%
P el T
W g ,P\zd\ <@ W e Q .
i Spain
lJJ Countries

Figure 33: Transportation modes in the different countries participating in the project'®

GDP per capita
(%)

60%
—

400

Use of Public transport

20.0
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3 3 @
0(\\)9'3 G‘eﬁ\ \e\\)“@\

Taxis are used by 67.6% of the population, but their usage frequency is relatively low, primarily for occasional
trips, with 50.4% of respondents reporting their use once or twice a month, or even less.

14 The number of participants per country was limited for PT users and non-PT users. When a participant in a given country was filling the

questionnaire, and he was identified as a member of a group with the covered sample, he was not allowed no continue with the questionnaire.

15 To review the figures in the graph, please find the complete results report on ANNEX 8.
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Shared public transportation, including Shared bicycles, Shared Light Electric Vehicles (LEV), and carpooling,
is chosen by 32.1% of the population. Among these options, shared CARs are the most popular, accounting for
36% of the usage.

-
® 0 Bus 0.88% 21.58% 10.32% 20.36% 10.88%
2
°
2 Metrroﬂ'ram / 9.85% 18.45% i 18.63%
§ | Train
o 2.64%
) 38.77%
Taxi 158% ©0:82%
o 2.7%
S [ LEV 10.2% 6.6% k
% Shared CAR 1222% PRI 5.59% 13.07%
@ ‘
5 Shared Bike 5.88% 4.30%
- 12.36% 2.66% 11.82%
lJJ mNot applicable ~ ® 5-7 daysiweek ~ m24 days/ week Once aweek  mOnce ortwice a month ~ mOccasionally ~ ®mNever

Figure 34: Frequency of use of the PT

Regarding the reasons given by participants to employ each transport mode, the three main topics shown by
the survey’s results are (Table 4,

Table 5):

Table 4: Main reasons to employ Bus, Metro/Tram, Train and Taxi

Mode not available in my city PrAxyZ
I don’t use this transport mode ALY

Proximity of the stop |45
Cost and affordability L4570

\ Interconnection with other modes [ f:E V7] ,

Mode not available in my city
| don’t use this transport mode
Interconnection with other modes
Service frequency

\ Cost and affordability FEi2LE ,

METRO/TRAM
Mode not available in my city [ENF

_____________ Idontuse this transportmode B&H
Timetables / Service at specific hours {11}
Speed-Journey time [,

\ Interconnection with other modes [l )
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Mode not available in my city PRI
| don’t use this transport mode
/ Comfort
Reliability (Punctuality)
Flexibility; Security- Safety; Accessibility

N Speed-Journey time [ iR ,

Bus:
Proximity of the stop
Cost and affordability
Interconnection with other modes
Metro/Tram:
Interconnection with other modes
Service frequency
Cost and affordability
Train:
Timetables / Service at specific hours
Speed-Journey time
Interconnection with other modes
Taxi:
Comfort
Reliability (punctuality)

Flexibility, Security, Accessibility and Speed of journey time

Table 5: Main reasons to employ Shared LEV, Shared CAR, Shared Bike.

Mode not available in my city
| don’t use this transport mode
Awareness & Sustainable
Lack of alternatives mﬂ
' Health & Wellness
Shared LEV
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Mode not available in my city
I don’t use this transport mode
Lack of alternatives
Comfort [IIFENE
Flexibility; Security- Safety; Accessibility

Shared CAR
Mode not available in my city
I don't use this transport mode
Health & Wellness
Awareness & Sustainable

\ Lack of alternatives [y
Shared Bike

,_______-
S ——

[ ———

e Shared LEV:
Awareness & sustainability
Lack of alternative options
Health and wellness
e Shared Car:
Lack of alternatives
Comfort
Flexibility; Security-Safety; Accessibility
e Shared bike:
Health & wellness
Awareness & sustainability
Lack of alternative options

Regarding active mobility, the main reasons to use personal modes of transportation such as walking or biking
(electric or non-electric bicycles) are awareness and sustainability, and health and sustainability. The third
reason is cost and affordability. Conversely, people use their own skateboards or e-scooters due to lack of
alternatives and awareness and sustainability .

Among the reasons to use a motorcycle and one's own car, the primary factors include Speed of journey time,
comfort, reliability (punctuality), and, in the case of the motorcycle, lack of alternatives.
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Collective Public Transport vs Individual Private Transport

45.00% - -
: Collective Public T
40.00%
35.00%
30.00% O
25.00%
20.00%
15.00%
10.00%
5.00%
0.00%
D =
& & & & & & S $ &® &
o «® «f & &5 & & o & B &
& .§~“°‘ & &5" &g@" & c,\‘»"" ~ g:i’@ ‘;!‘ é@&
o > ) & \s Y ~ & S
R A & & & g
,bd‘\ P Q & P @(‘ 0-\\'3 )
& & & @ <&
'S 9 RS v_-a\
& A %0(,
e‘cp o
¢
& 52 ,\-\\c\
]- 4\6‘9 Ry « This graph provides a comparison between Collective Public T. and Individual
l J <® PrivateTransport. Only the factors of “cost & affordability”, “awareness & sustainability”
“health & wellness”, and “Interconnection with other modes” stand out more prominently
U Ppe R in Collective PubicTransport, while all the other factors are more prominent in Individual 25
Private Transport.

Figure 35: Comparison of the reasons to employ Collective PT and Individual Private Transport

Figure 35 provides a comparison between reasons to employ Collective PT and Individual PrivateTransport.
The participants identified Cost and affordability, Awareness & Sustainability, and Interconnection with other
modes as advantageous reasons to employ Collective PT. On the other side, the Individual Private Transport
presents advantages in Flexibility; Security-Safety:Accessibility, Reliability (Punctuality), Comfort, and Speed-
Journe time.

3.2.3 Level of awareness
30.9% are
conss_ilt_ms and  4.389% = | mainly use my car or motorcycle and do not Level of awareness
use

consider changing to another mode.

» Only 24.28% use their car or motorcycle

= | mainly use my car or motorcycle, but | would and do not consider Changmg to another
like to partially switch to other modes of mode.
transport (bus/metro, car-sharing, cycling,
walking...). .
| : ; « In contrast, 43.4% express an attitude

= | am using my car less and trying other
alternatives (bus/metro, car-sharing, cycling, towards change.

A walking...).

» Lastly, 30.94% are conscious and use
public transportation or active mobility.

| walk or cycle.

43.4% Express an

attitude towards = | use public transport for most of my journeys
change

= Other (please specify).
Figure 36: Awareness level in the use of PT.

Figure 36 presents the awareness level of participants regarding public transport. 43.6% of participants declare
they use public transport, although only 21.8% use PT for most of their journeys. This percentage, jointly with
the 9.1% of participants using active mobility modes, form the group of users (52.7%) who are committed to a
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more sustainable mode of mobility. Nearly 46% of the participants are not PT users, but approximately half of

D2.1: User groups’ mobility needs, motivation and patterns

this group (21.6%) are rethinking their mobility habits, to shift to a more sustainable behaviour.

3.2.4

Importance and satisfaction

Figure 37 relates the level of importance to satisfaction among the different transport modes included in the
survey. This comparison allows us to determine if the modes of transportation considered most important are
also the ones that fulfil users’ expectations, generating higher satisfaction levels. As we can see in the upper
right quadrant of Figure 37, there is a high correlation between importance and satisfaction (0.92), as the more
important the transport mode is considered to be, the higher the satisfaction levels generated.

In this sense, the collective PT transport modes (Metro, Bus, and Tram) are the most important for users, and

correspondingly are the ones generating higher satisfaction levels. In contrast, Shared moto and Shared e-

scooter (Shared LEV) are considered the least important and generate lower satisfaction levels.

The satisfaction level of the Taxi is slightly lower than the Bus, but its importance level is lower.

5.00

4.50

4.00

3.50

3.00

2.50

2.00

1.50

1.00

1.00

Importance

Shared cari

Shared bike /e-bike

Shared e-scooter
" Ferry
S

hargd moto

Taxi

1.50 2.00 2.50 3.00 3.50 4.00

Satisfaction

This graph illustrates the
correlation between
importance and satisfaction,
enabling us to assess
whether the modes of
transportation deemed most
vital also yield the highest
satisfaction. As evident in the
upper right quadrant, there is
a strong correlation between
importance and satisfaction
(0.92). In essence, the
subway, bus, and tram
emerge as the most crucial
modes of transportation,
boasting the highest
satisfaction levels.

In contrast, shared moto and
e-scooter are the least
important and have lower
satisfaction.

4.50 5.00

Figure 37: Importance vs. Satisfaction among the different transport modes
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3.25 Routine Journeys

This subsection presents the results obtained for the questions included in the survey, to identify the main
activities performed by users during their daily journeys. As shown in Figure 38, different activities were
presented to users to select. Nearly half of the participants select work as the main reason to move in their daily
routine.

95% of the participants declare to do a second trip, where 30% of respondents identify shopping or doing
errands as the purpose of the trip.

87% said they do a third journey, being the main reason for 32% of the participants going shopping or going to
services.

Visiting friends or leisure activities are the main reasons for most of users to make more ftrips in their daily
routines. Two out of three of the respondents go home in their last journey of the day.

The transport mode that participants declare to use in their daily journeys is their own car as a first option, and
on foot as a second option (ANNEX 8, Section 6).

Please indicate the main journeys of your
day. A typical journey is home to home, — Y% USErS
but perhaps you make several trips home
to home. Please, describe the most

relevant (detail all the stages of your

Jjourneys):

I'm going to... I'm going to... I'm going to... I'm going to... I'm going to... I'm going to... I'm going to...
R s
business tip ‘ 55%
school or education 7.3% . 59% 59% 49%
A N 2 T 8% so% 7%
services (e.g.bank, L f27% | et S| 1.5% 104% 108%
bring or colect... 6.6% 1.0% To2e% | 96% 14% 7.9%
care for the elderty, 4.8% 58% 6.7% 5.8% 6.5%
dosport 9.0% 10.1% 98% 105% 82%
visit someone (friend 11% - e C12s% | 66%
leisure activities 7.5% 1.4% — _ 10.1%
fomo 2% 0% [zew | I I
|JJ | leave the house and Secondly Thirdly. Fourthly... Fifthly Sixthly. Finally...

UPPER ™ g o

Figure 38: Main activities performed by users in their routine journeys

3.2.6 Safety in the public transport

Figure 39 presents the results obtained to investigate the perception of safety levels in public transport. The
primary perceived cause of lack of safety in public transportation is thefts and robberies, particularly at stations
and stops, but also when travelling, specifically in Metro/Tram/Train and buses (collective PT). Obviously, the
safety perception related to thefts and robberies is higher in individual transport modes (shared transport and
taxi).
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The stations or public transport stop are secure | feel safe in public transport
for me...
10.0%

.0%

Az %

10.0% 6.9%

8% 00% 7.6%
* Risk of harassment or sexual assault » Thefts / Robberies = Risk of harassment or sexual assault » Thefts / Robberies
= Fights Accidents = Fights Accidents
= Others = | feel safe = Others = | feel safe
The bus is secure for me... The shared transport (bike, scooter, car...) is

secure for me...

5.9%

7.1%
5.8%

‘ - 16.8%
6.4%
8.4%
* Risk of harassment or sexual assault * Thefts / Robberies * Risk of harassment or sexual assault = Thefts / Robberies
= Fights Accidents = Fights Accidents
= Others = | feel safe = Others. = | feel safe
The Metro/Tram/Train is secure for me... The taxi is secure for me...

8.9%

8.3%

/Y
\

6.5%

5.4%

\ 10.2%

= Risk of harassment or sexual assault = Thefts / Robberies

6.5%
7.9%

= Risk of harassment or sexual assault = Thefts / Robberies
= Fights Accidents = Fights Accidents

= Others = | feel safe = Others = | feel safe

Figure 39: Safety in the different transport modes

Conversely, shared transportation mainly faces a perceived lack of safety due to accidents. Taxi and collective
PT (Metro/Tram/train and buses) are also related to lack of safety due to accidents, but at a decreasing level.

The second leading perceived cause of lack of safety at stations, collective PT (Metro/Tram/train and buses)
and taxis is the risk of harassment or sexual assault. This risk affects especially to women.

On the other hand, the risk of fights is perceived as especially high in the subway system and represents the
second most common reason for feeling a lack of safety, according to the survey’s results.
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3.2.7 improvements

Table 6 presents the main improvements*® identified by the survey’s participants, who are users'’ of the different
transport modes considered. The main collective PTs, (Bus and Metro/Tram/Train) should increase the service
frequency, and the reliability. Improved security in Metro/Tram/Train, and Intermodality for Bus are also among
the most expected improvements.

Table 6: Main improvements related to different transport modes

PO e L e e e L D e G e e LT L L e Y T ~
! To increase the frequency of buses 37.50% 1
{
B 1
BUS ! To ensure greater punctuality and reliability BEAREY !
' 1
\ between the bus service, airports, and other means of transport FEZEEY ]
Metrol ! To increase the frequency of t to provide more frequent service and reduce waiting times ALY Y
|
y " . . P I’ " i PPy : |
Tram 1 To emphasize punctuality, speed, and reliability of the train service, ensuring precision in adherence to schedules AR !
. ' H
[Train ¢ To improve security measures to prevent theft and other safety concerns for passengers J{Xl:5/3 )
, N
H To establish a pricing structure that offers value for money, accommodates various payment methods, ensures transparency with fixed rates. 31 4% 1
' |
= H i
Taxi H Train and friendly and professional iour in drivers AXW !
' i
' |
\ Streamline the process of hailing a taxi. )
{ To deliver a quality and reliable service, ensure motorcycles and e-scooters work well, are easy to drive, undergo regular maintenance and cleanliness, and are 23.8% \
Shared | designed to be attractive, ional, and durable. {
LEV H To ensure an easy-to-use service that is simple, fast, agile, and satisfactory, minimizing system errors such as incorrect charges. \
' {
' {
H To provide fast, decisive, and adequate customer service with 24-hour availability and a focus on kindness and responsiveness. |
( b
S h are d ' To ensure cars are well-maintained, regularly cleaned, easy to drive, comfortable, and offer a variety of models, including automatic transmission options. 39.97% ;
\ |
' |
CAR E To minimize fines and charges due to service or system failures, address common issues including malfunctioning doors, app errors, parking difficulties, 33.89% 5
'\ Jockir \g/unlockin g p \ returns, and double admission fee charges |
,’4 Improve bikes by addressing concems like excessive weight, and electric rental solutions and for children or 21.40% ™
: Conveniently locate bike stations or a sufficient number of bikes in a free-floating system near bike lanes and other transportation options to promote intermodaity i
are : 20.92% i
|
Bike 'To Integrate the bike sharing system into the public transport system, such as ticket and subscription integration or inclusion in the public transport mobile application m {
|
Promote respect for bike lanes and cyclists among all citizens to ensure safe coexistence with other road users. 1:

For Taxi, improvements are mainly related to a clearer tariff system, and a better service. The main drivers to
improve the service are the customer service, and the training of the drivers, to be friendlier and more
professional.

To adapt Public Transport stops and facilities (stations, bus stops...) to be more innovative, inclusive and convenient and safe. [FA LY

To improve the Public Transport offer in peri-urban areas and to increase the access to Public Transpert in low demands areas of the city (on-demand service). Bk K[/

‘To unleash the potential of the real-time Public Transport data in order to: provide the citizens with clear, reliable and accessible information before and during the trip; to enrich the
é{ala collected from Public Transport operation and evaluate future measures, policies and solutions; and to increase the resilience of Public Transport in front of foreseen and unforesee) 28.00%

Figure 40: Interventions based on data sharing and technology to promote PT use

16 |n a general sense, an improvement is a requirement that users demand to better fulfil their expectations, regarding a service or a product. It is
expected that fulfilling expectations we increase satisfaction, and consequently the use of a service or product, but the question addressed to

users in this survey was not directly improvements to increase the use’.

17 Note: This question is intended for individuals who use transportation services at least once or twice a month.
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The improvements identified for to Shared LEV and Shared CAR are mainly related to the quality of the service.
Users consider that vehicles are usually in bad conditions, and customer service should improve. In addition,
fines related to system failures are too common for Shared CAR.

The Shared Bike also needs to improve the quality of the vehicles (lighter, electric options and accessories for
transporting children or goods), a more efficient integration in the public transport network, and the promotion
of this transport mode among citizenship to facilitate safe coexistence with other road users.

Figure 40 presents the results obtained when we asked participants to select the type of interventions, based
on data sharing and technology, more suitable to foster the use of PT. The adaptation of stops facilities, to
increase the public transport offer in peri-urban areas, and to supply real time information on trip progress, are
the better valued interventions.

To prioritize Public Transport (traffic light priority based on social optimum...) in order to reduce Public Transport travel times, increase punctuality

. ) } 34.95%
and improve user satisfaction.

Figure 41: Interventions focused on improving PT sustainability

Regarding interventions to improve the public transport sustainability, the prioritization of PT vehicles within city
traffic, and the financial incentives, are the most relevant actions from the users’ point of view.

The analysis performed to the survey’s results has included the identification of significant differences by users’
groups. In detail, we have identified differences by gender, age, and among the nine different countries that
were included in the sample. These results are presented in the ANNEX 8.

4 Mobility maps by users’ groups

4.1 Methodology description

Combining the main findings obtained across the qualitative research (Section 2) and quantitative research
(Section 3), we have generated cards, which include a user profile description, the main features of their mobility
habits, and their needs and expectations for an improved public transport. These cards have been named
Mobility Maps.

We have generated two types of Mobility Maps: a generic one, (UPPER Mobility Map) including the main
findings coming from the survey in terms of user characterization, transport habits, needs and expectations, and
improvements for the future, and a second group of mobility maps characterized by a specific user profile.

The user profiles characterizing the second group of Mobility Maps are those considered in risk of exclusion
along this research, i.e.: young, adult with children, women, elderly, low income and functional diversity. A
description of these profiles is presented in Section 2.3, (Figure 21, Figure 22, Figure 23, Figure 24, Figure 25,
Figure 26), which has been enriched with the survey’s results to create the Mobility Maps.
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To describe the user profile in a more comprehensive way, we have employed Personas in the Mobility Map
make up. The Persona technique'® describes consumer groups through representations of fictional characters,
which are described in detail. The characters assume the attributes of the groups they represent: their social
and demographic characteristics, their needs, skills, desires, consumption, habits, or culture, among others.

The Persona technique facilitates an understanding of the user in terms of their characteristics, needs and goals
to achieve a usable system. The goal of the technique is to help the product and service development team feel
the world of users, and make them go beyond personal prejudices and stereotypes, focusing on the relevant
characteristics of consumer groups.

This information is much more powerful combined with the creation of scenarios that detail the characteristics
of the use of the product and service. Mobility Maps are not scenarios, but they provide information to put in
context the mobility behaviour of the user profile described by Persona.

4.2 PERSONAs Mobility Maps

4.21 UPPER general mobility map

Table 7 presents the main features of the Mobility Map related to UPPER general people. Figure 42 presents
these features in a graphic format.

Table 7: UPPER general Mobility Map

FREQUENCY OF USE

PT users employ the following transport modes:

58% use bus weekly

53% use the Metro, Tram or train weekly

17% use taxi weekly

16% use shared LEV (light electrical vehicle) weekly
17% use shared car weekly

15% use shared bike weekly

75% use own car or motorcycle weekly

75% use own bike or on foot weekly

PT users 2> 44%

Private transport users> 45%
Active modes practitioners > 11%

PT USERS: REASONS TO USE AND MAIN IMPROVEMENTS

Main reasons Main improvements
. Proximity of the stop ° Frequency
Bus e  Cost and affordability e  Punctuality/reliability
° Interconnection with other modes o Good connections
. Interconnection with other modes ° Frequency
Metrol Tram e  Service frequency e  Punctuality
° Cost and affordability ° Security
o Timetables, service at specific hours ° Frequency
Train ° Speed journey time ° Punctuality
° Interconnection with other modes ° Security
° Comfort ° Pricing structure
Taxi . Reliability (punctuality) ° Friendly and professional
° Flexibility, security, accessibility ° Customer service

18 https://en.wikipedia.org/wiki/Persona_(user_experience)
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e  Awareness and sustainability ° Quality and reliable
Shared LEV e  Lack of alternatives o Easy to use

° Health and wellness ° Customer service

° Health and wellness ° Improve bikes
Shared Bike ° Awareness and sustainability ° Locate bike stations

. Lack of alternatives . Integrate the service into public

transport

. Lack of alternatives . Cars well maintained
Shared CAR e  Comfort o Minimize fines

° Flexibility, security, accessibility ° Prevent charging problems
PRIVATE TRANSPORT: REASONS TO USE
On foot . Health and wellness

e  Awareness and sustainability
° Cost and affordability

Bike e  Awareness and sustainability
. Health and wellness
° Cost and affordability

Skate, e-scooter ° Lack of alternatives

e  Awareness and sustainability

° Interconnection with other modes
Car e  Speed journey time

. Comfort

° Reliability (punctuality)
MAIN MEASURES FOR THE NEAR FUTURE

° To adapt public transport stops and facilities
Data sharing and technologies e Toincrease the offer in peri-urban areas and in low demand areas
° Real time public transport data
e  To prioritize public transport
Sustainability e  Financial incentives
e To balance the level of service and passenger satisfaction
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Figure 42: Graphic representation of UPPER General Mobility Map
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4.2.2 Young mobility map

Table 8 presents the main features of the Mobility Map related to YOUNG people. Figure 43 presents these
features in a graphic format.

Table 8: YOUNG people Mobility Map

PERSONA:
My name is Jean, | am 21 years old, | study and live with friends. | move everyday with bike.

e User profile:
YOUNG people
e Mobility story:

I go cycling to University because it's the quickest and easiest option. Going to University by using PT takes me the same
time, but it costs money and is not so functional. Sometimes | walk because it's more efficient in time moving without
using any vehicle, but my feet hurt and | avoid walking. | go by walking when | meet with other people if it's the quickest
and easiest option. If the distance is big, sometimes | move by public transport. When | go shopping or to the gym | go on
foot; walking is easiest and quickest.

I mostly commute to university. Safer paths would be desirable and they should better maintained, to be more useful. |
use the bike because it is a pleasant way to get around, fast and allows me to be more active. More parking bike bays
would also be desirable so that | can easily park near the various amenities. Omnipresence of the car is annoying and
problematic.

When | go out with friends | walk or take the bus or metro. If one day we come home late, we take a taxi for 4 people. To
visit relatives, | go with my parents on foot or by car.

SOCIODEMOGRAPHICS

o Age:

This group represents young people, woman and man of 18-25 years old, up to 35 if they do not have children.

e Gender perspective:

The young women highlight the same characteristics as women in other population groups of age or household composition. Younger
people feel more insecure on public transport, on the bus, in the subway/tram/train, taxi and transport stations and bus stops. Specifically,
they are women, and the cause is sexual harassment.

¢ Main occupation:

They are usually students or workers.

e Household:

They usually live alone, with friends, with family (mother, father, siblings....) or with partner.

MOBILITY MODES

The most frequent modes of transport are: public transport (mainly bus), and active modes (on foot, bike, e-scooter and skate). People
who live with friends or roommates take more public transport. Young people use public transport more than other population groups. They
do not use taxis significantly and the frequency of use of private cars is lower.

MOBILITY AWARNESS LEVEL ASPECTS
e Low awareness level:

In general, the group of young people is willing to modify their habits and are not representative of a low level of mobility awareness.
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Younger individuals demonstrate a higher awareness of transport choices (utilizing more public transport and active modes). The 18 to 25
years old group says they use public transport more, and cars less, and those who use cars say they would like to change.

High awareness level:

REASONS AND NEEDS

Reasons:

The young people use the bus due to frequency, lack of alternatives, schedules/service, and interconnections with other modes, and
select the train for speed, frequency, punctuality/reliability, schedules/services, affordability, interconnections, and health/well-being.

They use bicycles for frequency, scheduling, interconnectivity, flexibility, safety, accessibility, proximity, health, and well-being. In
addition, those aged 18 to 25 use bicycles for reliability and punctuality.

They use skateboards or e-scooters for convenience, time efficiency, frequency, punctuality, lack of alternatives, scheduling, flexibility,
safety, accessibility, proximity, cost-effectiveness, interconnectivity, and sustainability. In addition, those aged 18 to 25 use them for
health and well-being.

Young people up to 25 years do not have or do not use cars.

They prefer motorcycles for convenience, speed, frequency, reliability, punctuality, lack of alternatives, service, accessibility,
affordability, cost-effectiveness, sustainability, and interconnectivity with other modes of transport.

Young people (18-25) cite a lack of alternatives, affordability, and sustainability as reasons. In general, this profile opts for shared
bikes for speed, reliability/punctuality, flexibility, and accessibility.

Needs to address:

About the bus, they demand for improvements in service, capacity, comfort, cleanliness and maintenance, safety, app enhancements,
extended operating hours, increased accessibility, and small door-to-door buses.

Regarding the metro/tram, there is a greater demand for improvements in comfort, a variety of ticket options, and extended night-time
service, and to allow bikes on board.

They consider Shared LEVs needs quality and reliable service, easy to use, adequate customer service, good maintenance of vehicles
among others. In general, it is essential to promote a good service.

EXPECTATIONS FOR PT IN THE FUTURE:

Young people aspire to have improvements in the near future in these areas: they would like to see bikes and scooters on
the subway, train and tram to a greater extent than currently; demand more improvements related to technology aspects
(apps, real-time data, ticket purchasing systems based in a MDMS and adapted to different social groups); and expect
multimodal nodes, low emission zones and participative governance and dialogue formats.
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Figure 43: Graphic representation of YOUNG people Mobility Map
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4.2.3 Adult with children mobility map

Table 9 presents the main features of the Mobility Map related to ADULT WITH CHILDREN. Figure 44 presents
these features in a graphic format.

Table 9: ADULT WITH CHILDREN Mobility Map

PERSONA:
My name is Gabriele, | am 38 years old, | live with my wife and children and | am in charge of taking them to
school in the mornings.

e User profile:

ADULT WITH CHILDREN
¢ Mobility story:

| am a fan of mobility that allows me to move around independently. The train and the underground usually serve that
purpose, but the cars do not. I'd like to be able to move more easily from where | live to work by bike, to have more
autonomy. However, the state of degradation of the roads is very high and many times, considering that | have 2
children that depend on me, | have to use the car to ensure that | arrive on time to cover their needs.

The problem of work/school time, no regular public transport, lack of coherence between the different actors of the
territory, traffic and roads shared with car without any particular action to protect the vulnerable, make not possible to
use the bike.

| usually leave home to take the little girl to kindergarten, then | take the child to school, which is 5 minutes away by car,
and finally | reach my workplace and from there, again for work reasons, | move on foot. In the afternoons, having a
compact cargo bike, | ride with my second child to sports activities and, a couple of times a week, | go shopping. | use
the bike because it makes me feel better in terms of mood and because it allows me to move around more quickly and
easily. | would like it if public transport worked better in the city and if there were more careful policies to incentivise the
use of bicycles and the renunciation of the car for commuting.

My sister lives in the city centre and has much easier mobility. She leaves the house around 8:15 with her two daughters
and with her husband. They take the bikes or walk to school, talk about the day's plans, check if the girls have any
exams... When they drop them off at school they take the bike and go to work (10-15 minutes).

SOCIODEMOGRAPHICS
e Age:
This group represents people with children, men and women that needs commute with them.

e Gender perspective:

Women with children respond to the gender pattern in which security is perceived more critically and they feel more insecure when
traveling. By having responsibility for their children, this perception of insecurity increases and they also fear situations related to
accidents.

e Main occupation:

They are usually workers, family caregivers, and housekeeper.
e Household:

They usually live with partners and children or with children without partner.

MOBILITY MODES
Adults with children mainly use their own car to get around. Family logistics often mean that they do not consider other alternatives on a
day-to-day basis.
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They also like walking and using public transport. Living close to their daily activities (school and work) favours these modes of transport
and the use of the bike. They use shared modes to a lesser degree.

MOBILITY AWARNESS LEVEL ASPECTS
e Low awareness level:

People with children prefer to use their own car because they make multi-stage trips and it gives them more freedom and security.
They feel insecure in active modes such as the bike or the electric skate. In general, private transport is more important to them than
other modes and they have more resistance to changing their habits.

e High awareness level:

People with children who choose public or active modes of transport usually have a good connection to public transport and live in
areas close to their destinations, which favours these habits. They consider it more sustainable and healthier to walk significantly
compared to other population groups.

REASONS AND NEEDS

e Reasons:

1. Adults with children consider the car provides them good connections to other means of transport and places, proximity, flexibility,
security, accessibility, reliability, speed, comfort, freedom of schedule and good service. Furthermore, in some cases, they consider
not having another alternative.

2. They use the bike and walk for cost and affordability, as well as sustainability and well-being.

3. Bus use is associated with proximity to the bus stop, frequency, accessibility, flexibility, safety, cost and affordability. The use of the
bus stands out among adults who live with their children without a partner.

4. Metro/tram use is associated with frequency, speed and comfort.
e Needs to address:

1. Thinking about the bus, adults with children demand for increased frequency of service, reliability and good connections.

2. Regarding the metro/tram/train, they demand for more improvements in customer service, enhancing signage, resolving issues with
ticket machines, optimizing space, and enhancing accessibility.

3.  When they use the bike, it is their own, and the improvements must be aimed at improving safety on the journey (respect for traffic
rules and good infrastructure for travel).

EXPECTATIONS FOR PT IN THE FUTURE:

Adults with children aspire to have the next improvements in the near future: To increase the Public Transport offer in
peri-urban areas and in low demands areas of the city; to adapt Public Transport stops and facilities; to prioritise Public
Transport; to implement financial incentives; and to unleash the real-time Public Transport data.
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Figure 44: Graphic representation of ADULT WITH CHILDREN Mobility Map
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424 Women mobility map

Table 10 presents the main features of the Mobility Map related to WOMEN. Figure 45 presents these features
in a graphic format.

Table 10: WOMEN Mobility Map

PERSONA:
My name is Ellen, | am 45 years old, | work and | take care of my son Evan. We both live on the outskirts of the city.

e User profile:
WOMEN
e Mobility story:

Using public transport to get around is a basic principle in my life because | try, firstly, to reduce my contribution to the
pollution of the environment, secondly, to follow the landscape evolution and the changes that are happening in it (if |
use my own transport | won't be able to look around), thirdly, | observe the behaviour of people and the changes that
occur in it, fourthly, | am afraid to use a two-wheeler (by bike or scooter) because of the violation of the rules by the
majority of drivers. | would like to see an improvement in public transport and no domination of the car.

| usually go on foot or by public transport; sporadically | also take the bike. It is not always easy to park your bicycle
safely; moreover, suitable urban furniture to fasten the bicycles is not always available.

For leisure, | always rely on public transport. Except in situations where there are no other viable alternatives for greater
distances.

In my district bus is the only option for public transport. The bus is infrequent and the access road to the city is
dangerous, with no sidewalks or crosswalks. My son was run over on that road. We used to ride the bike, but today |
have a greater perception of the risk and | can't ride on the road by bike.

SOCIODEMOGRAPHICS

e Age:

This group represents women of any age.
e Gender perspective:

Women consistently feel more insecure due to the risk of harassment or sexual assault. Additionally, women are more concerned about
thefts/robberies in public transport in general and on buses, as well as accidents on buses.

e Main occupation:

Similar occupation distribution as men, although it is detected that women's jobs have more variability (part-time job) and women have
a higher unemployment rate than men.

e Household:

Alone, as a partner without children, as a partner with children, or with children, are the most common types of cohabitation. It is more
common for the woman to live alone with her children.

MOBILITY MODES

The most frequent modes of transport are: public transport (mainly bus and metro/trams), and active modes (on foot, e-scooter and
bike). Women use public transport more than men.

MOBILITY AWARNESS LEVEL ASPECTS

e Low awareness level:

Most women have high mobility awareness, maybe some women, during the time they have children, they prefer the car.
e High awareness level:

Women use and prioritize public transport and active mobility. They attach more importance to buses and trams.
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They place greater importance on using active mobility modes and public transport more frequently. Specifically, collective public
transport (bus, subway, tram) stands out.

Higher percentage of women state, “I use public transportation for the majority of my trips”.

REASONS AND NEEDS

. Reasons:

1. Women prefer the bus because its schedule, proximity, cost, affordability, and interconnection with other modes of transport, the
metro/ tram because its flexibility, safety, and accessibility, and the train for its schedule and service.

2. Women are more likely to choose walking for awareness and sustainability, health and sustainability and cost and affordability.

3. Women consider that using a car is faster, more flexible, safer, more accessible, closer, and facilitates interconnectivity with other
modes of transport.

4.  Women may not use these modes because they may not have access to them or use them less than men do.
e Needs to address:

1. Women are focused on improvements in public transport (bus and subway), specifically seeking enhancements in frequency,
punctuality, and reliability, along with requests for extended operating hours and increased security measures.

EXPECTATIONS FOR PT IN THE FUTURE:

Women aspire to have improvements in the near future in these areas:

e To unleash the potential of the real-time Public Transport data in order to: provide clear, reliable and accessible
information before and during the trip.

e To adapt Public Transport stops and facilities to be more innovative, inclusive, convenient and safe.

e They are also interested in data revealing insecurity, especially at bus stops and stations.
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Figure 45: Graphic representation of WOMEN Mobility Map
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425 Elderly mobility map

Table 11 presents the main features of the Mobility Map related to ELDERLY people. Figure 46 presents these
features in a graphic format.

Table 11: ELDERLY people Mobility Map

PERSONA:
My name is Paqui, | am 78 years old, | live with my husband Pedro, who is 75 years old.

e User profile:
ELDERLY people
e Mobility story:

On a day-to-day basis | walk, to buy, go to the bank, go to the doctor... Some years ago, | used to buy in larger
supermarkets, | went by car with my husband (he loved to drive). Now we buy nearby in local supermarkets. If | have to
travel to the city, my sons take me by car. | used to take the bus but | am afraid of falling. | take the subway on a specific
occasion if the station is close to where I'm going. Taxi once in a while, for example this last year once back from the
hospital.

Now, my husband loves the bus, today he was telling our daughter... This morning to go to lunch with my friends | took
two buses. There were few people and the buses arrived quite frequently. Then | came back home, and there were even
less people at the bus. | have taken the bus again to pick up the child (his grandson) from school, and | have taken 2
buses. The perfect experience, they coordinate very well, now the buses are doing very well. Then we went to a
shopping centre with 2 buses, the transfer is at the same bus stop. On the way back, we have taken the same buses.

SOCIODEMOGRAPHICS
o Age:
The group represents those over 65 years of age, and mainly those over 75. In this group, in addition to age, it is necessary to consider

health status. An active person who is 67 years old, without chronic pathologies, will not have the same mobility pattern as a person with
some health incident.

e Gender perspective:

As in other age groups, women use public transport more than men, although the gap is smaller. The perceived insecurity in public
transport, on the bus, in the subway/ Tram/train, taxi and transport stations and stops decreases with respect to younger women
(especially the risk of sexual harassment). Although the perceived insecurity in shared transportation increases due to accidents.

¢ Main occupation:

They are usually people who are in retirement. The most active ones may be developing learning activities and in general distribute the
roles of caring for the home. Other main activities may be taking care of family members, whether grandchildren or parents.

e Household:

The most common types of cohabitation are as a couple or alone.

MOBILITY MODES

The most frequent modes of transport are: private vehicle, public transport (bus and Metro/ Tram) and on foot. In that order, linked to
age and health status. As the years progress or heath worsens, firstly decrease the use of private vehicles, secondly decrease the use
of public transport and finally, the on-foot mode decreases.

MOBILITY AWARNESS LEVEL ASPECTS
e Low awareness level:

Over 66 years group uses the car a lot and does not consider changing, if they maintain the activity of driving. The speed, comfort and
reliability are the reasons.
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e High awareness level:

The elderly gives more importance to active mobility. Specifically, those over 75 moves on foot more than other age groups. In this
group, the increase in the use of public transport and active modes is related to the insecurity generated by private vehicles. This
insecurity can be transferred to public transport. Another motivation for the use of active mobility is to maintain a state of health and
well-being. In addition, they usually make short trips. They are early adopters of the 15-minute city.

REASONS AND NEEDS

e Reasons:

1. Higher degree of satisfaction with public transport due to the less importance of the time factor.
2. Greater enjoyment of travel time.
3. They walk for health and well-being. Although after 75 years of age they reduce their trips.
4. Reduction of use of your own bike and do not use a motorcycle and shared modalities (bike, electric scooter, motorcycle...).
5. Reduction of all modes of transport from the age of 75 (especially they stop using their own car, bus, train and taxi).
. Needs to address:
1. Reduction of the number of trips when health problems appear. They need measures of accessibility.

2. They feel more unsafe in shared transport modes because of accidents.

EXPECTATIONS FOR PT IN THE FUTURE:
In the near future they aspire to more accessible public transport, with service improvements in peri-urban areas and
inclusive bus or Metro/ Tram stops.
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Figure 46: Graphic representation of ELDERLY people Mobility Map
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4.2.6 Low-income mobility map

Table 12 presents the main features of the Mobility Map related to LOW-INCOME people. Figure 47 presents
these features in a graphic format.

Table 12: LOW-INCOME people Mobility Map

PERSONA:
My name is Alison, | am 30 years old, | live with my daughter, who is 10 years old.
e User profile:

LOW-INCOME people
e Mobility story:

| work as a cook and | do night shifts. | usually get around on an electric scooter, it's faster and it takes me from door to
door. | also take the girl to school with the scooter and | go shopping to supermarkets near home.

If | need to go somewhere far away, | go by public transport or in combination with the e-scooter. | prefer the Metro
because it is faster but there is no a station near my home, so | take the bus Furthermore, the bus covers more areas. |
don't really like taking the bus at night because | don't feel very safe, but it is the option that takes me closer to home.

SOCIODEMOGRAPHICS
o Age:

This group represents people with low incomes of any age, mainly adults and seniors.
e Gender perspective:

The women with low income highlight the same characteristics as women in other population groups of age or household composition,
but the insecurity perceived is higher

e Main occupation:

They are usually unemployed, students, housewives/househusbands or workers.
e Household:

The household composition is varied, all the modalities are referenced.

MOBILITY MODES
The most frequent modes of transport are: public transport (in cities mainly bus), and active modes (on foot, e-scooter and skate).

Low income people use public transport more than other population groups. They do not use taxis significantly and the frequency of use
of private cars is lower.

MOBILITY AWARNESS LEVEL ASPECTS
e Low awareness level:

37% of the Low income people use private vehicles, due, to the speed and journey time (in car mode), like the general population, and
the speed and lack of alternatives (motorcycle).

e High awareness level:

The main mode of transport they use is the public transport (54%). Low income people take the public transport (mainly the bus) more
frequently than other collectives. For them, the bus is very important, it is a matter of lack of alternatives. They are less satisfied with
the public transport than the general population, but, in real terms this collective has high mobility awareness. They have sustainable
mobility habits for economic reasons.

REASONS AND NEEDS
e Reasons:
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6.

They use the bus in a notable way due to its speed, frequency, service hours and lack of alternatives, to a greater extent than other
population groups.

They use active modes like on foot or e-scooters due to a lack of alternatives, in addition to the flexibility, speed and affordable cost
that it provides them.

They use shared car because of its speed. Not having a car means that they use it to a lesser extent as private transportation.
They have a higher percentage of skateboarding than other population groups.

Needs to address:

They feel more unsafe in public transport in general (included stops) because of fights, thefts, harassment and accidents.
People with low income give more importance to shared LEV, shared car, bus and ferry.

They are less satisfied with the PT than other groups (because for them it is a very important mode of transportation and they
depend heavily on the service).

They feel less safe.
They would need a shared bike and shared car offer (they consider that they do not use it because it is not available).

They feel fear in the PT due to the possibility of theft and the possibility of accidents.

EXPECTATIONS FOR PT IN THE FUTURE:

People with low incomes aspire to have improvements related to the bus in the near future: increasing service in peri-
urban areas, increasing service hours and accessibility, in addition to having larger buses. On the other hand, they
would like to see bikes and scooters on the subway, train and Tram to a greater extent than currently.
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Figure 47: Graphic representation of LOW-INCOME Mobility Map
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4.2.7 Functional diversity mobility map

Table 13 presents the main features of the Mobility Map related to FUNCTIONAL DIVERSITY people. Figure
48 presents these features in a graphic format.

Table 13: FUNCTIONAL DIVERSITY people Mobility Map

PERSONA:
My name is Richard, | am 35 years old, | use crutches to walk, | live alone but | stay with friends a lot. | will try to tell
you our experiences.

e User profile:

FUNCTIONAL DIVERSITY people
¢ Mobility story:

I go from home to work by car, for short trips on foot or by bus. Since | found job | take the car because it gives me more
independence and speed. Besides, it gives me security to think that | will be able to get as close as possible to all
destinations avoiding architectural barriers. The buses take a long time and force me to get up much earlier. | never use
the Metro because the bus has many routes.

My friend Emma is blind, she uses different means of transport, walks in the neighbourhood every day. When she goes
further she takes the Metro ... In general, she manages by herself, but she has difficulties if she doesn't know the
itinerary (lack of information). She can't hear the audio information because of the number of people and they don't
usually help if asked. Crowds stress her out a lot and excessive noise disorients her. She avoids the bus because it
creates uncertainty.

Finally, my friend Christian uses a wheelchair, he takes a taxi, bus or car (his mother takes him in the car) never the
Metro because it is not accessible at all the stations. By taxi he always calls the same driver who is very friendly and
everything goes well. By bus there are only 2 seats, it is very crowded, when we go with friends with disabilities they can
only get 2. You need a companion to help you (call, tick the voucher...). The door to door bus service require excessive
planification. You need to have your life programmed and you cannot have improvised activities.

SOCIODEMOGRAPHICS
o Age:

This group represents people with functional diversity of any age, mainly adults and seniors.
e Gender perspective:

The women with functional diversity highlight the same characteristics as women in other groups. They use public transport and on foot
to a greater extent, they feel more insecure in all types of public transport and demand greater frequency, punctuality and schedules.

e Main occupation:

They are usually pensioner, students or workers.
e Household:

They usually live alone, with partners, with family (mother, father, siblings....) or with caregivers.

MOBILITY MODES
The most frequent modes of transport are: public transport (bus and Metro/ Tram depending on their type of disability), private vehicle
(car) and on foot/wheelchair. In that order, linked to disability typology.

MOBILITY AWARNESS LEVEL ASPECTS
e Low awareness level:
38% of people with functional diversity use private vehicles, due, among other reasons, to the non-availability of adapted buses or taxis

and the speed that the car offers them compared to public transport. The possibility of moving door to door means that part of the
group doesn’t want to change to this modality.
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High awareness level:

Even so, the main mode of transport they use is public transport. People with diversity take the bus, Metro-Tram-train and taxi more
frequently than other collectives. For them, public transport is very important, it is a matter of lack of alternatives. Their accessibility
needs dictate the choice of transport mode.

D2.1: User groups’ mobility needs, motivation and patterns

2.

REASONS AND NEEDS

Reasons:

The main reason for using a public transport typology is the lack of other alternatives. The lack of alternatives and their needs,

guides their choices.
Very low level of use of bike, motorcycle and shared modalities (bike, electric scooter, motorcycle...)

The speed of the car and the taxi service hours are the main reasons for using these modes.

Needs to address:

For them, public transport poses problems of accessibility, uncertainty due to difficulty in accessing information and problems of

lack of sensitivity towards their needs by the other passengers, which makes the transition to sustainable mobility difficult.

They feel more unsafe in public transport in general (included stops) because of fights, thefts, harassment and accidents.

EXPECTATIONS FOR PT IN THE FUTURE:
In the near future they aspire to more accessible public transport, with service improvements in peri-urban areas and
inclusive bus or Metro/ Tram stops. In addition, they hope to get involved in a participative governance.
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Figure 48: Graphic representation of FUNCTIONAL DIVERSITY Mobility Map
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5 Conclusions

The main conclusions derived from the results presented in the previous sections are:

The main figures of the UPPER user research are:

3 qualitative interventions (Netnography, Delphi and Experience Notebook), and 1 quantitative
intervention (survey).

The 9 countries, where the demonstration sites of the project are located, have participated in the user
research.

2 professional profiles (mobility agents and social agents) and 6 end users’ profiles (young, adult with
children, women, elderly, low income, functional diversity) have participated in the user research.

97 professionals and 72 end users participated in the qualitative research. In addition, the Netnography
intervention analyzed 23739 reviews and 15344 comments.

2676 end users participated in the survey. 22'3% of the participants have a functional diversity, so at
least 596 participants are VRUs'2,

3 collective transport modes analysed: Metro, Tram, Bus
3 individual transport modes analysed: Shared LEV, Shared bike, Shared car.

The satisfaction level of the collective PT and the individual PT, measured on a scale from 1 to 5 (3 is the
mean value), ranged for all the transport modes between 2.5 and 3.7. All the ratings are around the mean
value (3.2 in Netnography intervention, and 3.1 in the survey), but one collective transport mode is clearly
over: Metro.

The main difference between Metro and the other transport modes is the use of a dedicated infrastructure,
that facilitates the reliability of the service, covering users’ expectations.

Users consider Metro, Tram and Bus as the most important (relevant) transport modes. According to
Netnography, Tram is also fulfilling users’ expectations (similar to Metro), but Bus is not achieving this.

Considering the importance of the Bus for PT users, the challenge for technology and infrastructure is
achieving the satisfaction level of the Metro, in a transport mode that has to coexist with the city traffic.

Women exhibit a higher preference for the usage of public transportation and active mobility, compared to
men. Conversely, men tend to rely more on private transportation.

Public transportation is more popular among younger individuals, while active mobility is favored by older
individuals, particularly those aged 66 and above. Private transportation becomes more significant as people
age.

Taxis and buses are the safest modes of public transportation. Taxis experience minimal incidents of theft
compared to subways, and buses (thefts at stations). However, attention must be paid primarily to reduce
the possibility of accidents and the feeling of insecurity due to the risk of harassment or sexual assault, which
is predominantly experienced by young women.

Shared transportation stands out as being less secure than the rest, primarily due to accidents involving e-
scooters, or bikes.

76



D2.1: User groups’ mobility needs, motivation and patterns

U
UPPER

e The main transport users’ demands regarding collective PTs, (Bus and Metro/Tram/Train) are identical:
increase the service frequency, and the reliability.

e Improved security in Metro/Tram/Train, and intermodality for Bus are also among the most expected
improvements transport users demand.

e Individual transport modes (shared) are critical to support multimodal mobility. For these transport modes,
the main users’ demands are related to the maintenance of the vehicles, the customer service, and the fines
they receive due to system failures.

e For taxi services, users primarily demand: diverse payment methods (ensuring transparency through fixed
rates), promoting and encouraging friendly and professional behavior in drivers, and delivering excellent
customer service with prompt, adaptable, and courteous assistance.

e Transport users assign different attributes to collective public transport (Cost and affordability, Awareness &
Sustainability, Interconnection with other modes) and individual private transport (Flexibility; Security-Safety:
Accessibility, Reliability -Punctuality-, Comfort, and Speed-Journey time).

e The advantageous attributes identified for individual private transport (i.e. Flexibility, Reliability, Comfort and
Journey time) should be converted in collective PT’s improvements.

e On the other hand, the advantageous attributes of collective PT seem to support the statement that users
prefer individual private transport if they can afford it. Being this the situation, to promote the behavioural
change towards a more sustainable mobility emerges as crucial.

¢ Regarding the behavioural change, half of transport users declare to move in PT or are active users, while
the other half are moving in individual private transport. This second group should be the priority to address
initiatives that promote a change in mobility habits, that increase the use of PT.

e Transport uses selected the adaptation of stops facilities, to increase the public transport offer in peri-urban
areas, and to supply real time information on trip progress as the preferred interventions on PT, based on
data sharing and technology.

e Toimprove the sustainability of PT, transport users value interventions addressed to prioritize the PT vehicles
into the city traffic, and financial incentives.

e The UPPER general Mobility Map summarizes the main findings of this research from a behavioural change
point of view. In this sense, three groups of transport users are included (PT users, private transport user
and active users), and their motivations, preferences and expectations are presented.

e Alist of Mobility Maps for specific users’ groups have been generated. These mobility maps are intended to
exhibit the requirements of users with special needs, that could easily get excluded from PT usage.

e Groups of YOUNG PEOPLE, WOMEN, LOW-INCOME people and people with FUNCTIONAL DIVERSITY
use transport modes as a priority. Secondly they use private transport and thirdly active modes. The
exceptions to this model are ADULTS WITH CHILDREN, who first use private transport (mainly car), secondly
active modes (mainly on foot and by bike) and thirdly public transport, and the ELDERLY people, who use
active modes first, private transport (car) second, and public transport third.

e All the users’ groups presented in the Mobility Maps make a balanced use of public transport, private
transport and active transport weekly (around 60% of cases), except ELDERLY who use weekly public
transport (49%) and on foot mobility (75%).
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e Regarding the level of sustainable mobility awareness, the users’ groups presented in the Mobility Maps are
a mix between use of private vehicles without intention to change and use of public transport or intention of
greater use, except YOUNG PEOPLE, who have a predisposition to change their habits towards more
sustainable mobility, and WOMEN (if they have no children under their care).

e All women, regardless of their membership in other groups such as FUNCTIONAL DIVERSITY or ADULTS
WITH CHILDREN, report a greater feeling of insecurity, when using public transport, than men.

e The general aspirations are: the increase in the offer in peri-urban areas (mainly for ADULTS WITH
CHILDREN, the ELDERLY, people with FUNCTIONAL DIVERSITY and LOW-INCOME), the adaptation of
bus stops and stations, the availability of real-time data (mainly for ADULTS WITH CHILDREN, WOMEN and
YOUNG PEOPLE), prioritization of public transport, economic incentives and balancing quality of service
and satisfaction.

e Other expectations, regarding the future of public transport, are clearly different among social groups:
ADULTS WITH CHILDREN: they expect public transport covering low demand areas.
ELDERLY: they expect greater accessibility and inclusive bus stops and stations.

People with FUNCTIONAL DIVERSITY: they expect accessible public transport, with inclusive bus stops
ans stations, and the creation of an environment that favors participatory governance (involvement
and participation).

People with LOW-INCOME: they expect to find public transport that increases service hours, buses with
greater capacity, and the possibility of taking bikes or electric scooters to public transport.

WOMEN: they expect better accessibility, innovative and inclusive bus stops and stations, clear
information about the routes and data revealing insecurity.

YOUNG PEOPLE are the most ambitious group in terms of their vision of the future: they aspire to public
transport with multimodal nodes, which considers areas with low emissions, with an increase in
service hours, the possibility of bringing electric scooters and bikes onto the transport, increase
technological aspects (data, various purchasing systems...) and to become involved in participatory
governance processes.
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ANNEX 1. Netnography results

IJJ Instituto de Biomecanica (IBV)

Unleashing the Potential of
Public Transport in Europe

Report: Netnography of public
transport in UPPER’s Living Labs:
Valéncia, lle de France, Rome, Oslo
and Mannheim

Reported by: Carol Soriano Garcia, Amparo Lépez Vicente, Juan Giménez Pla

Data collected from January to February 2023

This project has received funding from the Horizon Europe research and
innovation programme under grant agreement No 101095904 April 23

Index:

1. Objective & methodology

2. Sample & sources

3. Comparative analysis of cities
4. Analysis by type of transport
5. Analysis of each CityLab:

Valencia (Spain)

lle de France (France)
Rome (ltaly)

Oslo (Norway)

Mannheim (Germany)

6. Conclusions & actions

lJJ Report: Netnography of public transport in UPPER's Living Labs: Valéncia, lle de France, Rome, Oslo and Mannheim

UPPER :
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Netnography, an online research method originating in ethnography, Is
understanding social interaction in contemporary digital
communications contexts. Netnography is a specific set of research practices
related to data collection, analysis, research ethics, and representation, rooted in
participant observation. In netnography, a significant amount of the data originates
in and manifests through the digital traces of naturally occurring public
conversations recorded by contemporary communications networks. Netnography
uses these conversations as data. It is an interpretive research method that
adapts the ftraditional, in-person participant observation techniques
of anthropology fo the study of inferactions and experiences manifesting
through digital communications (*).

. (YRobert V. Kozinets (1998) ,"On Netnography: Initial Reflections on Consumer Research Investigations of Cyberculture”, in NA -
ﬂ Advances in Consumer Research Volume 25, eds. Joseph W. Alba & J. Wesley Hutchinson, Provo, UT : Association for Consumer
Research, Pages: 366-371.

1. Objective & methodology (1) lU

fo

The objective of this work is to analyze citizen transport (in its different forms) through
the analysis of online comments (Netnography).
®  The methodology consisted of analyzing 5 representative cities in Europe that
participate in the UPPER project as Living Labs, and are: Valencia, lle de France,
Rome, Oslo and Mannheim.
2 The following types of transport have been analyzed:
2 Bus
2 Subway and/or Tram
e Taxi
2 Shared bike
& Shared LEV (motorbike and/or e-scooter)
& Shared car.
The methodological phases are:
2 1. Web Scraping to identify gender and residence aspects (tourists vs local
residents), using gender, language extraction, detection tools (e.g. ScrapeHero or
Gender API), and the comments’ rate.
& 2. Number of reviews per year, to determine the evolution of usage.
2 3. Analysis of textual data (natural language processing) represented in:

2 Sentiment-polarity analysis; classifying the comments as POSITIVE,
NEGATIVE, MIXED or NEUTRAL
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4. Comparative analysis of cities.

5. Analysis grouped by type of transport.
6. Differences according to gender.

7. Differences between the opinion

of residents or tourists.
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1. Objective & methodology (1) lw

Analyzing the emotions and the hate/aggressive level of the
comments.

Word clouds: The word cloud allow us to synthetically view key
words, according to their frequency of occurrence.

Semantic analysis by manual coding: manual coding consists of
reading the set or a representative sample of the answers (around
100). Corresponding topics and categories are chosen, according to
meaning at expert level.

Extraction of characteristic verbatim: Once the topics of the
comments have been identified, the verbatim are extracted to illustrate
the topics addressed.

.
Robert Plutchik's Wheel of Emotions

lJJJ TOTAL:
UPPER

TVPE OF SAMPLE:
TRANSPORT:
ILEDEFRANCE  ROME (ITALY) OSLO (NORWAY)  MANNHEIM
VALENCIA (SPAIN! (FRANCE) H H (GERMANY) : TOTAL:

EN“Rsviews N“GDmmsmsE N°Reviews ~ N°® Comments] N* Reviews N°GDmmenlsEN‘Rsviaws N‘Cummsm.si N®Reviews N Comments] N Reviews  N°Comments
2. SHARED BIKE 202 ! 1194! 1049 _! T ! 49 i 32 ! 19 1.662! 1.409

: : : : I
P Bus 33 : os2| 5121087 835 251 | 140 i 44 | 18 2057 1868
c. SUBWAY /TRAM 847 i 2.923! 29231 2_377! 942 1 459 ! 336 @ 187! 101 6-793! 5.149
d.TAXI 910 i 2341) 16477 2126 | 820} 1251! 662 i 2005 10361 0319 | 5.084
&. SHARED LEV 174 620: 410 ¢ 699 ! 622 ¢ 85 ! 75 105! 105 i 1-318! 1.386

: | : | : | : | : |
f. SHARED CAR 64 i 237, 191 : 133, 127 : 608 , 371 : 109  105; 1.180 858

2.650° 8.267 :

6.3225 6.422I 3.355 : 2.703 1 1.633 : 2.572 I1.384 i 23729 | 15.344
H 1 H - ] H

1
-
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TYPE OF
TRANSPORT:

a. SHARED BIKE

b. BUS

c. SUBWAY [TRAM

d. TAXI
e. SHARED LEV

f. SHARED CAR

U

TOTAL:

UPPER
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Sentiment- Polarity: @ Noun: #Bike @ Verb: #Use @ Adjective; #Good
aman EEEEZEEN 333%  10.8% #Station #Work #Many
Level of Hateful:  Pasitive Sentiment- Emoti #Senvice #lake #Electric
- entiment- Emotion: 1 .
® Negative #D_ay #Find #Available
|  Mired Joy 111 #Time #Pay #Al
@ Neutral T T
Rate: i
i
3.0 %k Aol i
i Ilg}s_' “day
20| (ST
SErViCe robia=n?
50
4,5
4,0
35
3.0
2,5
. 2,0
lJ 1.5
J 1,0
0,5
UPPER *°
2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

4. Analysis by type of transport: a. Shared Bike (Valencia+lle de
France+Rome+Oslo+Mannheim)

+ The most repeated words are bicycle, station, and service. In all three cases, there are more negative aspects/to improve
than positive ones. Therefore, bikes, stations, and services are important and should improve.

+ Velib and Paris also stand out (due to the volume of comments in the city).

+ Other areas for improvement are related to time (time, day, hour), rent, card, application, experience, and return.

+ The following words are highlighted in red as negative: pay/paid, bad, euros, inscription, , broken,
electric, account, terminal, pass, scam, user, returned.

pany,

+ The following words are highlighted in green as positive: practical, easy, excellent, minutes, transport, trip, lot,
Valencia, rental, located, parking, credit, ideal, loved, cycling

@ Positive
® Negative
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4. Analysis by type of transport: a. Shared Bike (Valencia+lle de
France+Rome+QOslo+Mannheim)

The words that only men say are highlighted as: broken, app, terminal, electric, rental, Valenbisi and bad.

The words that only women say are highlighted as: paid, condition, experience, pass, company, ride, money and phone.

« As for emotions, there are hardly any differences between men and women. The level of hatred is higher in women, 7.3% compared to 5.3% in
men.

Joy 13.5% 9

@ male
Surprise 1.6%
@ female Setness 655 Sadness 5:2%
4. Analysis by type of transport: a. Shared Bike (Valencia+lle de
France+Rome+Oslo+Mannheim)
IMPROVEMENTS & MAINTAIN:
+ To minimize or to elimi system fail , and in the event that they occur they must be solved with good customer service:

o Option of attention in different languages (service used by many tourists).
o That they are solved quickly, at the moment and without costs. (Fast and efficient customer service).

o Avoid charges for system/service failures (e.g. Advises to remember more frequent problems, such as the bad anchoring of the bike).

Well-sized stations: with enough spaces and bikes (balance according to the influx of users and information in real time)

Sufficient and well-located stations, close to bike lanes and close to other forms of transport, facilitating intermodality.

Improvement of the bikes and maintenance of the bikes: they are considered very heavy with little suspension among other aspects. Need to

have electrical rental solutions and accessories to travel with children and/or transport the purchase, etc.

App that notifies in real time about the availability of spaces and bikes, and that works well, is reliable and useful.

Transparent and adequate price with different types of tickets for different needs: single ticket, 24 hours, weekly, etc.

To improve the service by adapting to new, simpler and more agile forms of payment/rental:

)

Deposit of less amount of money.

45 minutes free better than 30 min does not meet the needs of tourists.

o

o

Refund of the deposit in a maximum of 24 hours.

Being able to pay with mobile.

« Contil service imp!

o Service that adapts to the changing needs of inhabitants and tourists.

o Being able to have accessories: being able to place the mobile, transport children, purchase, etc.
«+ Sufficient, adequate, well signposted and safe "bike lane" network.
« Promotion of the respect of all citizens for the bike lane and cyclists.

« Others: Bikes and covered stations in cities with rain and/or bad weather.
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4. Analysis by type of transport: b. Bus (Valencia+lle de
France+Rome+0Oslo+Mannheim)

« The most repeated words are bus, service, time and driver. In all four cases, there are more negative aspects/to improve than positive ones.
Therefore, bus, service, time and driver are important and should improve.

« The following words are highlighted in red as negative: bad, minute, worst, waiting, day, lat, atac, arrive, schedule, city,...

The following words are highlighted in green as positive: attention, excellent, friendly, fast, staff, office, Valencia, appointment,...

@ Positive
® Negative
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4. Analysis by type of transport: b. Bus (Valencia+lle de
France+Rome+Oslo+Mannheim)

» The words that only men say are
highlighted as: city, schedule, delay,
tourist and shame.

+ The words that only women say are
highlighted as: star, app, subway,
respect and staff.

« As for emotions, there are hardly any
differences between men and women.
Slightly higher level of anger in women.
The level of hatred is higher in women,
13.3% compared to 11.2% in men.

Joy 10.6%

~EE

@ male
@ female
4. Analysis by type of transport: b. Bus (Valencia+lle de J
France+Rome+0Oslo+Mannheim)
IMPROVEMENTS & MAINTAIN:
« Speed.

« Higher frequency of buses, more buses.

« Greater punctuality and reliability (no delays). Well located stops.

equate air conditioning; neith I
« Good customer service (quick resolution, 24 hour attention, etc.) and Adequate;airconditioning; nsitfieroldior heat

adequate management of the public service.

Greater safety for those who are standing, redesign of the

f walki .g. i-sitti
« Higher capacity buses, interior redesign to make better use of space. \way ofwalking, e.g. semi-siting

Improved securit! inst theft, etc.
« Safe driving, not so aggressive (avoiding braking and accelerating). Prey uryagansLet-eie

+ Improved attention from drivers (friendliness and professionalism). (e.g.
that they always stop at the bus stops)

« Intuitive service, easy to use and well signposted. Easy to get tickets and
pay.
« App improvement:
o No bugs, reliable, usable, fast,
o app accurately informing about the times of the buses,
o app managing the purchase/recharge of tickets in an agile way.

« Adequate price with different types of tickets. As well as cheaper tickets and
discounts.

« More service time slot (day and night), especially more night service.

+ More comfort and modernization of buses (new services, new needs)

« Ci i and good
« Good connection to the airport and other means of transport.

« Avoid fines for not knowing how the service works, for being poorly
explained, difficult to understand, etc.

« Greater accessibility of stops and buses for people with functional diversity,
the elderly, baby carriages, ramp lighting, etc.

« Clear rules for users and encouragement of respect for them.
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Sentiment- Polarity:  Positive @ Noun: #Metro @ Verb: zﬁet @ Adjective: #Easy
PSSR 200% @ Negative #Ticket p Gse #Good
© Mixed #Station - #All
Level of Hateful: @ Neutral #Train #Take #Many
l Sentiment- Emotion: #Day s bus #Buy #Other
BIL% #Line dayStation: s, #Pay #Clean
Rate: TS ) system"’p Ity carg
e o Pﬁﬂ persontraingday,.
3.7 ***** /" g - \\ tIC etCIt))L,a? 1 réuro &= airport
= S \ imeway, a a aay i
/ j y § \\ \ :Io_p wa‘ t’w 1 Ymuﬁ duvthggq‘t
/ / B \ \ staff rlneiOUHST tralnalrport tourist servic m;{;g;ew;ﬂ p Ctiffie
Anger 15.7% / 4 \ N ] to, make travel
\ \ i - / /’ at
O\ A
p- S = /
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Number of Reviews vs Rate (Subway / Tram) P i 0 i s - i
2000

2013 2014 2015 2016

France+Rome+0Oslo+Mannheim)

The most repeated words in addition to
subway and Paris (due to the volume of
comments in the city) are: ticket,
station, city, time, easy, train and day.

These aspects have positive and
negative comments (to improve),
especially ticket (ease, options, price),
station and train.

The following words are highlighted in
green as positive: easy, clean,
excellent, lines, beautiful, efficient,
Oslo, fast, pass, Valencia, visit, center
and network.

The following words are highlighted in
red as negative: dirty, service, people,
bought, machine, bad, tourist,
experience, Rome, stairs, pass, fine,
children and careful.

4. Analysis by type of transport: ¢.

'0..

2017 2018 2019 2020 2021 2022

Subway / Tram (Valencia+tlle de

“Q t.

@ Positive
® Negative
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4. Analysis by type of transport: ¢. Subway / Tram (Valencia+lle de
France+Rome+Oslo+Mannheim)

+ The words that only men say
are highlighted as:
beautiful, Rome, excellent,
efficient and Oslo.

» The words that only women
say are highlighted as:
bought, map, bus, minute,
and machine.

« There are no significant .
differences in detected t
emotions and level of
hatred. ‘ .

d iR Joy 15.7%

Anger 15.5% - Anger 18.0% ..

@ male
@ female

Sadness 4.3% Sadness 4.6%

4. Analysis by type of transport: ¢. Subway / Tram (Valencia+tlle de J
France+Rome+0Oslo+Mannheim)

IMPROVEMENTS & MAINTAIN:

» Cleaning and maintenance (Trains and stations, escalators, vending machines, especially in the suburbs, etc.). Maintenance and
renovation of trains.

» Improved comfort, efficiency and usability.

» Good connections with the airport, the rest of the city and other transport (important stations).

« Being able to get everywhere with enough lines and stops.

« Improved security against theft, etc.

= Higher frequency of trains.

» Punctuality, speed and reliability (precision).

« To eliminate or to minimize fines for failures or ignorance. (tourists): e.g. by mistake throwing the ticket before leaving.
« Improvement of accessibility: people with reduced mobility, baby carriages, etc.

- Improved customer service (solve doubts and incidents in a friendly way in several languages), friendly staff.

« Variety of ticket types (e.g. day, week or month tickets).

« Adequate price.

«  Well marked. Information available, complete, reliable and accurate on screens, web, etc.

« Adequate air conditioning.

= Clear rules of use and behavior (supervision, communication campaigns, sanctions,...) and encouragement of respect by users.
« Greater night service.

* Troubleshooting trains, minimizing problems/errors with ticketing machines (ticketing, etc.).

= More space inside. Redesign to optimize space.

» To facilitate various forms of payment (e.g. a photo is not necessary for the card).

+ Others: being able to get bikes on the train (even if they are not collapsible,...), ...
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Positive @ Noun: #Driver @ Verb: #Take @ Adjective: #Good
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Analysis by type of transport: d. Taxi (Valencia+lle de

The most repeated words in addition to
taxi are: service, driver, professional,
time, excellent and recommend.

These aspects have more positive
comments than negative ones, therefore
they are well resolved.

The following words are highlighted in
green as positive: professional,
it d, friendly, perfect,

r
super, pleasant, nice,....

The following words are highlighted in red
as negative: time, phone, minute, bad,
company, called, arrive, expensive,
waiting, answer, customer, day, star,
told, night, worst, impossible and cost.
All of them refer mainly to the waiting times
on calls and service arrivals and the cost of
the service. |

@ Positive
® Negative
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UPPER

4. Analysis by type of transport: d. Taxi (Valencia+lle de
France+Rome+Oslo+Mannheim)

The words that only men say are
highlighted as: Oslo, customer,
efficient and reliable

The words that only women say
are highlighted as: arrived, hour,
race and bad.

There are no significant
differences in detected emotions
and level of hatred. There is a
tendency for women to have a
higher level of joy and a lower
level of hatred.

d Joy 46.2% g SoyBtA%

@ male
@ female Anger 124% | Anger 128% | g
Sadness 1.2% ‘Sadness 1.3%
4. Analysis by type of transport: d. Taxi(Valencia+lle de J
France+Rome+Oslo+Mannheim)

IMPROVEMENTS & MAINTAIN:

« Friendly and professional driver (faster/shorter routes). In addition to being efficient, safe and flexible (in the face of
changes).

« Speed, punctuality, reliability and precision: if service cancellations, the taxi arrives on time and otherwise they notify
you.

« Good customer service; fast, flexible and friendly.

« Quick telephone attention and easy reservation.

« Quick to go to the taxi.

« Good price, good value for money and payment with all the comforts and facilities (various forms of payment).
« Transparency in prices, rates. Fixed price that does not vary.

« Clean and comfortable cars.

« More service at night.

« More accessible cars and with a suitable car seat for babies / children.
« Being able to recover lost objects.

« App useful, reliable and easy to use.

« Taxi availability.

< Airport service.

« Automatic refund.

« Others: low-emission taxis, home pick-up service, a driver who doesn't talk much, who smells good, who speak different
languages, you can go wherever you want without restrictions...
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Sentiment- Polarity: © Positive @ Noun: #Scooter @ Verb: #Use @ Adjective: #Good
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I T T #Time #Go #Friendly
Rate: f - P . \IV\\ -
/ ~ ~ S o
s Frk dokok VS A g ) el e iy
/-/ / / \\\ \\ \ . ROES ﬁyé%!yﬂ%n y ote time . “nscommoute e, c"?*"z
ke fh i ‘Customer g srenynt vQH e SOMPETY
o N scooter Jotice. wEBRERIT L
/ / - helmetCity [ o+ S ace Ay o i
\‘\ \ \ / // / SEIVIce motoreygle; moiorcyg\é, it ~yrental"--= ramcow'rrgr-:ré%fy‘!pe.‘ée’d&lceW'hnu's
\ \ S~ / / : s
A\ \ / / o reniriakes s ) use
\ \\.\\ /-"/ / P LR it . e ibiend - se oy o e ol A
A - A b jood i i gPOd T B
~ — <Y e Fbad b I
= - el et
Sadness-3.0% :”&Icc\\ggtn Y '
, §.
Numbg(r] of Reviews vs Rate (Shared LEV) e & w
400 56 4.9 A
———e45——e45 380
300 8
—= 32
J-. 200
lJ 100
0 1
UPPEH 100 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

The most repeated words in addition to
scooter /motorcycle are: service,
rome, rent, excellent, time and
customer.

These aspects have more positive
comments than negative ones, therefore
they are well resolved. Except for
customer and time, which have the
same number of positives as negatives

The following words are highlighted in
green as positive (in addition to
scooter/motorcycle, service, rent,
Rome): excellent, friendly, city, day,
staff, experience, recommend, super
and practical.

The following words are highlighted in
red as negative (in addition to time and
customer): minute, bad, application,
month, Cityscoot, phone, VOI, user,
euros, card, expensive, company,
finish, impossible and flee. Many
words refer to app failures, inability to
close the service, and the cost of the
service.

4. Analysis by type of transport: e. Shared LEV (Valencia+lle de
France+Rome+0Oslo+Mannheim)

@ Positive
® Negative
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4. Analysis by type of transport: e. Shared LEV (Valencia+lle de
France+Rome+Oslo+Mannheim)
» The words that only men say are

highlighted as: condition, bad and
perfect

The words that only women say are
highlighted as: coltra, satisfied, nice
and hour.

There are no significant differences in

detected emotions and level of hatred.

There is a tendency for women to have

a higher level of joy and a lower level of s'd
hatred.

Joy 38.4%
Joy 45.6%
male Al 19.8%
L4 e, S Anger 16.0% |
@ female
Sadness 1.9% Sadness 1.8%

4. Analysis by type of transport: e. Shared LEV (Valencia+lle de
France+Rome+0Oslo+Mannheim)

IMPROVEMENTS & MAINTAIN:

Easy-to-use service (simple, easy to understand, fast, agile and satisfactory) and without errors, minimizing system
errors (e.g. improper charges).

Fast, decisive and adequate customer service: 24-hour availability, kindness, etc.

Quality and reliable service: The motorcycles must work well, be easy to drive and have good maintenance,
cleanliness, etc.

Usable, functional, useful and flawless app.

It is a real alternative to other forms of transport, it must be improved, regulated and maintained.

Suitable price:
c Transparent price.

< Agile and simple forms of payment and rental (not having to pay a deposit and enter a lot of personal
information, etc.).

o With discounts according to use and user profiles.
< Automatic return (less than 24h)
« Availability of motorcycles / e-scooters.
+ To avoid parking motorcycles/skates in a disorderly manner (areas that disturb pedestrians, etc.)
« With an attractive, comfortable, functional and resistant design.
« With insurance that is managed with the rental and covers the users.
« Compatibility with cards from other countries such as the US card.
- Expansion of the service radius to areas that do not have it.

« Adequate and secure management of personal data.
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) .
UPPER

Sentiment- Polarity: © Positive ® Noun: #Car @ Verb: #Rent @ Adjective: #Good
e —— L\ L #Service #Use #Bad
: L":‘li?al #Customer #Take #Easy
Level of Hateful: #Rental #Get #Simple
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4. Analysis by type of transport: f. Shared Car (Valenciatlle de
France+Rome+Oslo+Mannheim)

« The most repeated words in addition to car
are: service, rent, customer, easy, app,
experience, time and simple.

« These less easy and simple aspects have
a high number of negative comments and
therefore need to be improved, especially
those related to: customer, time, and
experience.

The following words are highlighted in
green as positive (in addition to easy and
simple): excellent, price, practical,
happy, satisfied and fantastic.

The following words are highlighted in red
as negative (in addition to service,
customer and experience): bad, app,
company, scam, euros, month,
recommend, day and flee. Words that
refer to poor management by companies,
excessive cost, app not working well,
difficulty in parking, and dirtiness of the
vehicles.

@ Positive
® Negative
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4. Analysis by type of transport: f. Shared Car (Valencia+tlle de

France+Rome+Oslo+Mannheim)

The words that only men say are
highlighted as: excellent, lot,
concept, month, hour,...

The words that only women say
are highlighted as: super, euros,
pay, card, renting, scam,
practical money and hour.

As for emotions, there are hardly
any differences between men and ‘

women. The level of hatred is
higher in women, 6.1% compared

to 5.0% in men.

@ male
@ female

d Joy 23.4%

e

Sadness 2.7%

g

4. Analysis by type of transport: f. Shared Car

France+Rome+0Oslo+Mannheim)

IMPROVEMENTS & MAINTAIN:

* Good customer service with professionalism and good

treatment.

Useful and practical service:

a

owning a car.

o

To move around the city, go to the cenl
outside the city.

+ Suitable price:

o It should cost less than owning a car.

o Competitive price, good value for money and free

registration.

example:

o

o

Errors in app or it doesn't work.

o

spaces.

Problems to lock and unlock cars

o

1

system does not record it

o

For people who do not have a car, a good alternative to

To avoid fines and charges for service / system failures. For

The doors do not close and the service cannot be closed.

Not being able to park in the areas due to lack of parking

Cars that are not rented in the end, are returned and the

Pay admission fee 2 times because the car does not go.

ter and also

(Valencia+lle de

To aveid charging problems. For example:
< Discharged electric cars (i.e. less than 30% battery)
< Autonomy indicating unreliable
< Fines for leaving the car with less than 30% battery
o False or disproportionate mileage

< There is no cable in the car or it is broken

Sadness 3.0%

Surprise 1.1%

It must be a fast service (in 4 min, immediate), easy to use and

simple.

App easy to use and works well.

Cars have to work well, be easy to drive, comfortable. If possible, be

automatic and have a variety of models / typologies.

Cars in good condition, clean and well maintained.

Availability of cars throughout the city, always close to the user.

Facilities to park (free blue zone or similar).

Cars that do not pollute: electric, ecclogical.

Maintain the quality of the service over time, with improvements

and good maintenance.

Vouchers / Discounts for different types of user profiles (eg

couples, families, etc.).
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SAMPLE: USER PROFILE: SOURCES:
TYPE OF TRANSPORT: E N° Reviews N° Comments d 9 ? E Inhabitants Tourist Company Web, social media, stc. <
: I : Google OO
a.SHARED BIKEE 387 292 59.7% 27.6%12.7%  52.6% I 47.4% Valenbisi =Y Hgm tripadvisor*
] . . - 1
I E
b. BUS 623 | 363 55.4% 41.3% 5.4%  96.4% | 6% EMT Google ,
B & 83 St

Ciarammna

<
Metro Valencia

c. SUBWAY /TRAM 847 ! 847 50.4% 30.0% 19.6% 26.7% | 72.3%

Cl
: . 1 tripadvisor*
: I : o
d. TAXI E 1.506 . 910 53.7% 44.8% 1.6% E 94.2% ! 5.8% Radio Taxi Valencia, ... 99* *gil_e
E ] E I YEGO Valencia
e SHAREDLEVZ 309 174 7550 1a0 12794 78.3% | 21.7% Muving Valencia Google
H E Cooltra Valencia
: | : 1 ) CARGREEN
f. SHARED CAR = 93 , 64 62.0% 33.7% 4.3%s  96.8% 3.2% MOVILIDAD Go g'e
: : ' SOSTENIBLE, S.L. ok kS
lJJ TOTAL: : 3765 2.650 D ozazm | 2nan
B ! H ]

UPPER
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) .
UPPER
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5.1.1. Valéncia (Spain). Netnography of shared bike J

. @ Positive
a. Shared Bike  [331396 N NBEISIAN128.9%102.2% eneouie
@ Mixed
@ Neutral
The most important thing is the good location of the station (11.0%):
o Near the bike path.
= Well connected with other transport (e.g. near tram stations), facilitating intermodality.
o Near the historical center, commercial, etc.
» In second place, the availability of bicycles at each station (9.6%), adequate price (8.3%) and 30 min free (1.4%).
Another aspect that is repeated is the adequacy of the city of Valencia for this service {7.8%}: a city without slopes, flat (2.8%]), with a lot of bike
lanes (4.1%), with good weather { 0.9%).
Pleasant, satisfactory, simple service and it works well (5.0%).
Useful and practical service (4.6%).
It is very important that there are spaces to leave the bicycle, that the station has a size according to its influx / use.
Itis a healthy service (1.8%) and sustainable (0.9%).
The App is very useful to know where the nearest stations are and the availability of bicycles and spaces to leave them (1.8%).
There are few positive comments about the bicycles (0.9%) and they refer to robustness, resistance and comfort.

POSITIVE
33.3%

The largest number of c is focused on Ci Service (5.5%):
o They do not attend in English.
o There is no contact email or it is not easily found.
« There is no problem/breakdown resolution at the moment. When they call by phone they do not pick up, therefore, they cannot solve the problem
at the moment.
The most frequent problems is that the system does not work properly (5.0%):
o Failures in the anchorage that supposes that the users think that they have returned the bike correctly and this is not the case.
o Another failure that usually occurs is that they pay the subscription and do not obtain the code to be able to use the service.
+ Incidents with cards and extra payments (3.7%):
« Lack of transp : Users plain about extra/additional costs that are hidden or not easily read.
o They take time to return the deposit (e.g. to return the 150 euros it can take up to 3 weeks)
o Iftheir credit card expires during the year, the service is blocked and they cannot use it or change their payment card.
+ Another freguent problem is the bikes (3.2%):
o Heavy (1.4%).
 Old, broken, damaged brakes (0.9%).
o They should have support or electric option.
o Others: Uncomfortable, slow, they slip, they go wrong.
Only 30 minutes free system is not clear to everyone and it is not useful for tourists (3.2%).
When they arrive at a station there are no spaces to leave the bike (2.8%).
There are no bicycles (2.3%).
Others: the app is not useful to find out if there are spaces and/or bikes, not very usable, (...}

NEGATIVE
25.5%
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5.1.1. Valéncia (Spain). Netnography of shared bike
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zlke' Thf\]//amqu:}shsavyw:,sbmlrlsavsryu:mparra:!kssmcefurlhsdly |. #Use: *If you come back 1 would rent “normal” bikes or HSE very l :(:my:;mg;t;;emxysnﬁonszvm;’éﬂamfne
tation: “Very small station”. A large stafion with many bikes". ficient . ikes and wit app you can easily m".
#City: "Except for the weight of bicycle: some specific incidents, the service is % :r,:: %:a,’h':m,ywamys,,a‘,,m.,,,,,ym,,,,ck,,,,u,m,,, 3 (Good: “When you stay for several days itis 3

o and boi imprave okaly bt

The stations are present in many points and personal pin code. after which you can take a bike with you."
#Charge: *...they charge me € 27, | call it to claim, nor at
scandalous hours, at 5: at 5: at 5: 30 in the afternoon on a Aonday.

#somc 2 1 would never recommend this Seivice. First of al, when you have any

problem and want to inquire how to fix it..
#System: "To use the system of this municipal ransport of Valencia, you need to
make a Valenbisi card...”

#Hour: ‘Bikes are rented out on a weekly basis as opposed to dally and the payment
structure favours short rides under a haif Rout... not good for exploring”.

#Minute: “Buried somewhere in terms and conditions, that are NOT obvious, you

and my surprise is that they do not take it..."
#Pay: i you lap fasts less than half an hour, you will only pay the
initial figure of the subscription...
#Get: “They serve to get you out of trouble, but they are bad, hard
bicycles with poor maintenance”.

#Go: *...., moreover the city is covered with many cycle paths.

to move..
#Free: °...install the appiication with a parking lot. it
will also show the availabillty frea places and free
slots..”

#Heavy: “The bikes themselves are quits Feavy
making it difficult to check a map when you are
stopped”.

#Bad: *They serve to get you out of trouble, but

they are bad, hard bicycles with poor

have to return the bike every 30 minites to a docking station to avoid extra charges”. wihich allows you to g0 where you want to use the pedestrian {maintonance’. < .

#Week: "You pay for a Week (around € 14) or take an annual subscription”. sidewalks or the roads.” - #Full: “Another fil staion, keep looking....."

#Valencia: “Valencia is a city to go around absolutely by bike" #Sea: “Via the Allbikesnow app you can S6€ on ¢ it usually ilable holes and
bicycles.”

#Subscription: "Making the subseription | discovered that it was necessary to jeave €
150 with deposit that would be refumed at the end of the tion”.
#Time: “So you have fo dodge. avoid searching, searching takes time".

where there are bikes at your place of destination”
#Leave: “It is enough, howiever, at the end of the haif hour, change
the bike and leave another half hour for free.

5.1.1. Valéncia (Spain). Netnography of shared bike

Number of Reviews vs Rate (Shared bike- Valéncia)
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IMPROVEMENTS & MAINTAIN:

2021 2022

+ To minimize or to eliminate system failures, and in the event that there are any that are solved with good customer service:

o Service option in English, keep in mind that in Valencia it is used by many tourists.
o Failures must be solved quickly and without additional costs.
Advices to remind the most usual problems, as the incorrect anchorage.

Resize the stations so that they all have spaces and bikes.

Sufficient and well-located stations, close to bike lanes and close to other forms of transport, favoring intermodality.
App that warns in real time about the availability of spaces and bikes, working well and being reliable.

Improved bike maintenance.

Improved bikes: users consider them very heavy. To offer electric bikes option, and a chair to carry children.

In the city of Valencia it is widely used by tourists (45% approx.) and they consider that the limit of 30 free minutes does not suit their needs

To improve the rental service by adapting to new, simpler and more agile forms of payment/rental. For example:
o No need for a deposit of 150 €.
o Being able to pay with mobile.
o Being able to pay for a single use (single ticket)
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POSITIVE

NEGATIVE
34.8%

b. Bus

5.1.2. Valéncia (Spain). Netnography of Bus

The application fails many times.”
ty stop that is 1593, fails when trying to see buses or trying fo put it in

#Frequency: “Put more frequencies. Fix the app. That never works well and

D2.1: User groups’ mobility needs, motivation and patterns

5.1.2. Valéncia (Spain). Netnography of Bus
]

- Positive
2.7666% ® Mixed

® Neutral

45.9%

Good service, bus and/or line that reaches everywhere (12.8%)

Good bus frequency (5.8%).

Good customer service; resolution of incidents and procedures (5.2%).
Friendly and professional drivers (3.5%)

Long hours and availability of night hours (1.7%)

App works well and is useful (1.7%)

Long and high-capacity buses (1.1%)

New buses (more comfortable and with accessories such as plugs) (1.1%)
Others: ventilation, efficiency, speed, tranquility.

Low frequency of passage, there are no buses, waits of more than 20 minutes (7.0%)
Lack of punctuality (waiting time notices are not reliable / accurate) (3.5%)
App:
Improvable (4.1%)
Fails a lot (5.2%)
Inaccurate indicated times (4.1%)
Online card recharge fails (4.1%)
Low reliability (3.5%)
Error when giving the route (1.7%)
Can't see remaining trips (1.7%)
Does not recognize location (1.1%)
 Others: incompatibility, does not read QR, does not update,...
Limited hours; the daytime hours end early and at night it is scarce (2.3%).
Harsh driving (1.1%)
Drivers lack empathy and kindness (1.1%)
Others: lack of accessibility, screens or light in canopies do not work, users do not comply with the rules, there is a lack of service in new
neighborhoods, expensive tickets.

cco0o000GCO

sefyice |J
driver

d'"\(er‘ﬁ@g?@i line

car i L T
drivté? e valencia drives line" day
USiine bus SerViCe terseot T
! STyl , em
: service ;Service g bU S retihey
¢ \ight ||ne; ardiaf
Y ime T
bad b
good
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manyfull bad
@ Noun
1o
@ Adjective
2017 2018 2018 200 2021 22
#Bus: “Good bus line, very good cadence and covers an important part of the city”. .* #Go: "Check the app or talk to the responsible person and that the §*
#Service: “This line is very well provided a good service”. I bus goes at the right speed, | do not understand why hury, or the
#Driver: *._.most sympathetic tivers but a lot of car and bike invading the bus failure is humen or the app is of no use.”. #Bad: y
lane with what they have to paste brakes". #Take: “It is worth with the 90 is a circular bus | take it many times and in general they drive very badly.
ine: *Good bus line. Quite punctual at times”. and usually there is no incidence.” I #Many: ‘I have not been updated how many trips |

have in the bonobis, and it does not let me
recharge online, | really do not know why, | have
already tried many things for solve it, but nothing”.
#Public: *I always by bus public transport every

#Work: It is going well 1 in 100 times, o go to Work. of course it is
nothing reliable...”

#See: ".. the option to 56 the card balance never works ..."
#Wait: *Line 73 stop 472 PTXINA TODAY MONDAY, JANUARY 9 "+

#User: “They would increase frequencies, more buses could, and more drivers, to
give good quality and User service.".

#Card: “the application has not been going well when | put the numbering the
bonobus ¢ard | do not get the trips that | have Jeft”

#Night: “The ordinary service ends very soon and the hight service very badly at
times and waiting time.".

#App: *l take line 70 when | finish working and there is not a single day that passes|

above all and important put more night fréquency! " I
buses at the time in which the EMT application puts !f I" I

29 minutes of Waiting. | amive at 9:21 and the bus passes at 9:501"
#Leave: “The drvers are rude, and if they see you running and

climb the last person of the stop they close the door in the face and
leave "

#Know: “And why don't the screens work in all bus shelters to

Know when the bus arrives?"

#Say: “He always Says "we feel i, it has not been possible to

connect with the server." { have fried another Android mobile and
neither, there are several days™ .

time better. This govemment tastes.".
#Full: *I have come 10 go to the PereliG returning at
night and everything fill and i the middle of the tuo
baby carts making a natural border and nobody
passed to the background'”.

#More: “That facilitate carrying the bikes folding to
the bus is a step. Thus mobility becomes mare
sustainable, thanks™

#Full: “If is aiways too fill unless it is early morning”
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5.1.2. Valéncia (Spain). Netnography of Bus J

Number of Reviews vs Rate (Bus - Valencia)
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IMPROVEMENTS & MAINTAIN:

+ More buses to increase frequency

Better punctuality

.

Improvement of the app:
+ No bugs, reliable, user-friendly, fast, with precise bus schedules, and with an agile ticket purchase/loading system)

Extended service hours (day and night)

Increased bus capacity

Improved bus driving, less aggressive (less sudden stops and accelerations)

+ Friendliness and empathy from drivers

Improved customer service

Better buses in terms of comfort and modernization (new services, new needs)

Greater accessibility for people with disabilities, seniors, and baby/child strollers

Clear rules for users and promotion of respect for them

Cheaper tickets and discounts

5.1.3. Valéncia (Spain). Netnography of Subway/Tram J
R oo
d. Subway / Tram ® Mixed
@ Neutral

Well connected to the airport, etc (20.6%)

You can get to almost anywhere in the city (12.7%), even to the beach (6.3%)
Clean and well-maintained (14.3%)

Functional, comfortable (9.5%)

Punctual, precise with the minutes it says it will take (9.5%)

Suitable bonuses/cards for multiple trips, tourism and different modes of transportation (9.5%)
Easy to use, understandable and intuitive (9.5%)

Fast (9.5%)

Efficient (6.3%)

New and modern (4.8%)

Simple because it has few lines (4.8%)

Good frequency of service (3.2%)

Others: peaceful, safe, well signposted, with a good website, allows pets, (...)

POSITIVE

57 (9%

b7

Low frequency of service (9.5%)

Lack of civility: people not wearing masks, not paying for tickets, entering with wet bathing suits, etc. (9.5%)
Lack of maintenance in stations, broken escalators, vending machines not working (7.9%)

Inadequate air conditioning (6.3%)

Poorly functioning website (6.3%)

Expensive ticket (single fare without pass) (6.3%)

Metro very crowded (4.8%)

Need for impr t/ lack of si (3.2%)

Reduction of service (3.2%)

Incorrect information on website about schedules, etc. (3.2%)

Lack of night service (3.2%)

Others: arriving late, no lockers, no assistance for the elderly, need for more machines at the airport, lack of alerts for
breakdowns, many breakdowns, no loudspeakers indicating destination, bicycles not allowed...

NEGATIVE
10.1%
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5.1.3. Valéncia (Spain). Netnography of Subway/Tram
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D2.1: User groups’ mobility needs, motivation and patterns
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@ Noun
Verb
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2017 2018 2019 2020 2021 2022
#Metro: “1 enjoy walking any city I visit, but having & good WBHG is also useful”. #Use: “The metro itself is good and easy fo use but to my cost, I' very clean and animals inside the
#Clty: “A subway that does not touch all the points of the Gity as in other similar ”’"’”ﬁ;“;‘i;‘;ﬁ,’:ﬂ the plattorm and see the sights as you BB~ i #Easy: This metro system is very clean, £as§ to

stuctures in various European cities but which | seem fo be able to define as

and a very sfficient way to get from the itpot to the city."
eellent way to move to Valencia”.

#Center: “However punctual frain and the center can be easily reached.”
#Line: Yines 3 and 5 connect the airport with the city center in 15/20 minutes .
#Ticket: “... and also means you don't have to keep buying indlvidual tickets.”
#Train: ‘Trainis run frequently. They're fast, quiet, clean.”

#Card: “There is the posslbrllly of making a Gard (24, 48 or 72 hours) to very
interesting costs .

*Trains on and clean. Metro network is not very large and therefore
easily manageable ..
#Minute: *..frequency should be increased because certain races expect 15

minutes but it is punctual.”

#Subway: ‘In addition, the SUWaY takes, many lines have half of the equal stops |
(absurd) and is somewhat expensive’

#Person: ‘It is not possible for a person to wait 1 hour. person to wait 1 hour'.

undersland& pretty cheap...
Mtisa goodmnnacnnn with tha airport but
also 1o ge to the part where the sea is..

#Take: “They do not fake into account the elderiy or pregnant women
Who may need o use them”.
#Buy: *Once you bily a card for 0.50 euro, keep it and re-charge it at the

machines.". I #Comfortable"The L10 of Alacant-Natzet has

#Get: “and al kinds of obstacies thatprevent you from sterng the data surprised me. It is a short, cormfortable and very

and when after wearing patience you get it, beautiful route”

#Move: “The metro is an excelient way to m in Valencia.”. I' #Efficient: “The metro in Valencia is really efficient”.
or Bka the tram and make an uncomfortable #Great: 10 pack of tickets is a great buy.".

. #Cheap: “No problem also the metro and the tram

#Work: “The iram did not ven stop atthe bus sto, passed by e, I brings you down cheaply”.
\what kind of WorKls this? .« HUsefull: “Really Usefil, and pretty cheap, too”
#See: "Improve the schedules of the website please that it is Seen that if g+ #Bad: “Too bad that the service ends about 10 pm”.
Jleave a stop at 8 in the moming it is seen that | get to my destination.. |+ #Public: “They do not open on Sundays until seven
#Travel: °...the people traveling without a bif..." and peak, a public service of Metro does not open
#Allow: “and not what they allowed in the meter of 5.27 in the moming Sundays until seven and peak”

jing what so many people would rise, seeing, smoking and without I #Fast. ‘It is clean, modem, {88t and is usually quite
masks ... punctual™

5.1.3. Valéncia (Spain). Netnography of Subway-

Tram

Number of Reviews vs Rate (Subway/Tram - Valéncia)
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IMPROVEMENTS & MAINTAIN:

Good connections: airport and rest of the city
« C i and
Comfortable, functional and user-friendly
Increased frequency of service

(escalators, vending machines, etc.)

Reliable and accurate information on screens, website
« Safe

Adequate air conditioning

.

.

Improved signage
+ Increased nighttime service

Greater accessil

+ Others: being able to bring bikes (even if they are not foldable, ...)

Clear rules of use and behavior (supervision, communication campaigns, sanctions, etc.)
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D2.1: User groups’ mobility needs, motivation and patterns

5.1.4. Valéncia (Spain). Netnography of Taxi

‘ @ Positive

. 0, ® Negative
e Toxi 5156 INAOMNI0N. 4.2 % <

@ Neutral

- Goodlexcellent service (19.8%)

- Quick to respond (15.4%)

= Driver's kindness and professionalism (13.2%}

= Punctual (6.6%)

- Efficient (6.6%)

- (Good, efficient and fast telephone service (6.6%)

+ Useful, reliable app (timetables and accuracy) (5.5%)
= Takes the shortest route (without getting lost) (2.2%)
+ [Easy payment (all types of cards, etc.) (2.2%)

= Accessible and with seats for children (2.2%)

I
I
POSITIVE I
45.1% |
I
| Professionals with extensive experience (2.2%)

I

Good value for money (2.2%)
Others: comfort, cleanliness, safety, availability, eco-friendly, home pick-up service, lost and found service, ...

I Difficulty in contacting by phone (they don't answer the phone, there's a recording, etc.) (19.8%)
I - Cancellation of service without notice, the taxi doesn't show up, they don't provide service in a specific area (8.8%)
« Poor telephone service, rude operators (7.7%)
NEGATIVE - Slow to arrive, takes too long (7.7%)
40.4% | - No taxis available at night (6.6%)
- Poor service (6.6%)
I + They don't have a baby seat or they don't carry it properly (facing forward) (2.2%)
- Not enough taxis (2.2%)

I Unreliable (2.2%)
. = Others: lack of empathy, kindness of drivers, expensive payment of unspecified supplement (lack of transparency)

5.1.4. Valéncia (Spain). Netnography of Taxi tifper,

EMENce yper Way

cabi 2 1 call . .
: service taxi dcitaxi tme e it
ey service hour 1ax i unule diver s Pf ol hegy amdAXidriver BeK
: : call'2ss
attentive sy d Qte I I
fast to
s i oo
punctual '°Nd
ate” excellent

@Noun

Ve

@ Adjectve

2007 2018 2010 2000 2001 202

#Taxi: "We spent 2 hours calling 2 faxi and it was impassible, they didn' take the I #Gail: “He alied them in the city of Vaiencia and fufited as B #Good: “G66d service and eMCiENE.
phore. " professionals™ - #Bad: “Afier caling § tmes the canned uoice
#Time: “They have neither called me ror have they passed through there because | * #take: “ay, March 16 at 5:00 p.m. I call Radio Taxi to ask for a taxi that Insisted on giving f,e Bad my direction | had fo call
was waiting &l the Hime” takes some iriends to the station to iske & train. They have more than anathar company”
#Phone: *| was tiying to contact on the phone to request = service and it was fotally 10 min waifing.” . #Fast: “Fast and kind".
impossible” : #Ask: * call to ask for a taxi for 5 pecple. They tell me that they wil Punctual "PURGHE), fast and shsctive”
#Service: “We have called from the Puig, they have told us that the Service was not return the call to confirm. They call me again and they tell me thatitis |, #Frianclly: *Repid. Super Tenal. Al very
available worlh, approx. abaut € 207, et ]

#Driver: *Punctusl, vary kind the taxi drivar.”
#Hour: "SHIT SERVICE It | have been waiting for more than an hour ™

#Call: “| asked for a taxi two hours in advance because | needed two baby chairs. they

call me 5 minutes fo tsil me it will be difficult.”

#City: “And I'm embarrassed. PATHETIC. Third ity of Spain ... but for the fail in terms

of Laxi servics"
#Person: "could give the option that a persen directly atiends your'.
#Day: “Very good during the day bu at night it doesr't work"

#Cablfy: “Befter ta take Gabily in Valoncia, much better treatment, punctual, by the ape
you can see where they go, cleen cars, neat smployees. | fook 2 airport Gabify and

much betier experience

#End: “in the &nd They send Us the happy taxi after insisting and after again waiting

2gain”.

#Tell: "Apgalting. Numsrous family with young children who calls fo
ask for a faxi with 5 seats and tell hior of bad ways that there is no and
fhat takes two or fhe bus™

#Arrive: "That | had a dog, so it has made me lose half an hour of my
time walting for two taxis and afmive (ate to my destiny”.

#Go: "After reserving the day before a taxi fa g6 to the airport at € in
the morming waming that we kad & & -month -0id baby, they confimmed
that there would be the taxi”

#Take: “Do not the phone take Saturday night (at 22:00) 1o Book for
the next day? Wow & bad service!”

HMake: “l vas going with them a lot but they have bagun to frake
misiakes with orders”

#Wait: ‘Much waiting in August .."

cor
#Excellent: ‘Exgellant and quality service'
#Long: “Lang waits especially after Trn"

#Great: “In addiion, the Great app service, _.."
#Other: | rasist rasorting to ofher things but if this
is repeated & lot f will have 1o consider ..
#Lousy: A lausy service”

#Same: “The previous day the same service at
the same fime charges me atmost hall
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|_ D2.1: User groups’ mobility needs, motivation and patterns

5.1.4. Valencia (Spain). Netnography of Taxi J
Number of Reviews vs Rate (Taxi - Valéncia)

1000

6 5 &\ 878

600 \\4\ Pt opg——357 T—e 3.2

400 —e27] ' ' '

200

0 9
2015 2016 2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

Speed and efficiency in telephone assistance

Quick response time

Driver's friendliness and professionalism

Punctuality

Reliability (no errors, cancellations, etc.)
More nighttime service

Accessories such as car seats

Transparency

Shorter routes

Useful, reliable and easy-to-use app

Payment with all conveniences and facilities

Other: comfort, cleanliness, safety, availability, eco-friendliness, home pick-up service, lost and found service, etc.

5.1.5. Valéncia (Spain). Netnography of Shared LEV J
@ Positive

e. Shared 2% :m?:‘}lve

LEV @ Neutral

Good motorcycles; reliable, new, comfortable, and attractive (25.0%)

Good service; simple, straightforward, and fast (22.5%)

Good and fast customer service (17.5%)

Essential service for large cities (10.0%)

With discounts (10.0%)

App works well (5.0%)

Two helmets available (5.0%)

Good price (5.0%)

Others: useful for short distances, without having to leave a deposit, always motorcycles nearby, ...

POSITIVE

D R S R S Y

System errors (the motorcycle shuts down), improper charges (helmets, non-existent accidents) (37.5%)
Bad motorcycles: poor maintenance and don't work well, lack of stability (25.0%)

Poor customer service (15.0%)

Expensive service (7.5%)

App crashes (7.5%)

Dirty motorcycles (5.0%)

They ask for too much personal information to use them (5.0%)

Cannot be driven with a US driver's license (5.0%)

Insurance not included, you have to pay costs in case of an accident (5.0%)

Others: motorcycles bother on sidewalks, few discounts, improve mirror design, few motorcycles,..

NEGATIVE
42.5%

P PN
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D2.1: User groups’ mobility needs, motivation and patterns

5.1.5. Valéncia (Spain). Netnography of Shared LEV

customen
scooterstaf
minute emain.

problem.

time

trunk va
 rent motorcycle:

mp&r o
torcycle tion minute conditior service mimunicatior

good“

@ Noun

@ vere

@ Adjective

2019 2020 2021
#Take: *That aliows you to start the trip, take the heimet and
then the motorcycle does nof start s not fair for the user.”

2022
#Good: “My experience is §o0d, | have had problems

2017 2018
#Motorcycle: "Very good motorcycle service, the motorcycles that | have caught in
with some motorcycles and if it s true that the

Valencia have worked perfectly”.
#Service: “Without a doubt, the best efectric scooter SEice in Valencia”

—

customer service is disastrous”.

. #Work: * definiely discharge myself, 95% of the times | opt for o ¢
#Scooter: “Posiive:? Finaing everynere i ihe city, a maximum of S minutes runring unti l Yois atrvich doas ot Bl #Bad: ‘it s the company by distributing them through
the next #Use: "/ ised one (of the few that worked) will make a month, the city wha leaves them Iy parked

bl ey time, they were pioneers in Valéncia, but something happens with 03 £ <4 thare, cockioying i Irotd v pakTRg Gace i WAIl: “This Deplacement mode is ideal &l the more
them...~ ) pactcay st th door of my houss, without appeanng n the app I since there is 2 lot of molorcycie space in Valencia”
#Time: “The second Hfi the same thing happens to me: | take a motorcydle, it works, but ice™

the direction and the front wheel are badly aligned ... 2 danger” ﬂRenl “Of the last 5 fented motorcycles, 3 of them did not i

#Minute: *l have called for 30 minutes and have nof taken the phone.” [ I

#Customer: “Very bad customer service and very bad service™ ,,c,,,,q, “Gharged me 50 € for allegedly stealing a helmet. ”

#Problem: “After having a problem, | tried to contact them and after more than 24 hours #Recommend: | woutd ony ESERIRthat # be 2 fits

there is stil no response..” i I #hice: ‘the motorcycle gives me new and they are
#Helmet: “A motorcycle only had a helmetiand we couldn't fake it" #Cult: “The next day you Bl again and the same” super fice and pleasant,

#App: “The application works tenibly badly! He sticks, the minufes Keep running even ifyou_  yagate: L terally, o on fop of @ mtving and the map #Abandoned: “There is an bandoned motorcycle for
have aiready put “close route” (and they charge it, obviously). it does nof let you close e cartintes 1o M e et Brars 1 1 rikoitecla Wit i I fate for more than 2 months on Victor Hino Architect
motorcyele and tell you af those minutes". et Street in Valencia’.

#License: “they told me that my USA licenseé (which | have rented in ail parts of the worid Park: “constant changes of Billing aroas that once you callto #Comfortable: “New and Eomfortablé scooters thaf go
with that icense) told me that ! could nof be accepted . complain and indicate the registration changed it . I 2 wonder, value for money to envy to many other
#Phone:" Very poor that you do not have a 24 -hour service Bfi6né number to any problem| #00: | o hee ik thass mtoreyicles hocaites [ B bicyers, " Rent. *

#Price: "Good service, good motorcycies and good piice. “"'a  #Cheap: *Professionalism and truly Glieap prices”

5.1.5. Valéncia (Spain). Netnography of Shared
LEV

Number of Reviews vs Rate (Shared LEV - Valéncia)
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IMPROVEMENTS & MAINTAIN:

To minimize system errors

To avoid improper charges

To provide fast and adequate customer service

To ensure that the motorcycles work well and are properly maintained and cleaned

The service should be usable: simple, easy to understand, fast, agile, and satisfactory

Usable app without flaws

Agile and simple pay 1t and rental methods (without having to pay a deposit and provide many personal details, etc.)

Availability of motorcycles located in areas that do not bother pedestrians, etc.

.

Service with good affordable price with discounts based on usage and user profiles

With an attractive, comfortable, functional, and durable design

Insurance that is managed with the rental and covers users
Compatibility with driver's licenses from other countries such as the USA
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D2.1: User groups’ mobility needs, motivation and patterns

5.1.6. Valéncia (Spain). Netnography of Shared CAR

il F -
Positive
0, @ Negative
f. Shared 69.8% 11.-5.9?§'ZA © Mixed
CAR Neutral
I . Great innovative, and necessary service for people who do not have a car (43.3%)
| . service, professionalism, exceptional treatment (43.3%)
POSITIVE - Cars work well, easy to drive, comfortable, and automatic (30.0%)
I « Easy-to-use app (26.6%)
« Free parking in blue zone (26.6%)
I + Fast (4 minutes, immediate) and simple service (26.6%)
« Practical for moving around the city, going downtown, and also cutside the city (23.3%)
I + Electric, environmentally friendly car (16.6%)
+ Competitive price, good value for money (13.3%)
I + Good experience, recommendable (10.0%)
+ No signup fee (6.6%)
I « Others: reliable, ...
el

+ Wrong charges due to system/service failures {e.g. doors not closing and unable to end service) (10.0%)

| « Customer service needs improvement and poorly managed refunds (10.0%)
NEGATIVE | « Expensive service (6.6%)
+ Issues with the app or it doesn't work (6.6%)
11 10% | + Charging problems: (6.6%)
o Finding cars with less than 30% battery
| o Getting fined for leaving the car with less than 30% battery

5.1.6. Valéncia (Spain). Netnography of Shared CAR

-y gellida,
sService
vehlclgy a

L] A —(lw
2019 2021
3 #Car: “The Baits go very well and the application is very easy 10 use, #Make: "This is amazing, you can move with total mobility around the

reat car rental company, what | like most about this service is the free

parking in the biue zone, and the professionalism...” I

- #Customer: "...good customer service if you have any doubts about being new,
thank you.

«  #Enjoy: I have finally been able to enjoy electric cars thanks to CarGreen, _.." I

g #Problem: "It should be noted that any problem that arises with them is solved

immediately.”

~  #Time: *Very good service, like its professionals, who affend to you and resolve
doubts, at any fime and very good treatment”.

«  #App: Intuitive application.”

+  #Euro: *A shame, they invented a fine for me and | had to pay 150 Eures when the
error was theirs because the car stopped working..”

«  #Money: "Don't jet a mediocre company steal your Héne

- #Hour: “If everything works the same as the application, we're fine... an hour trying I
to enter (synchronizing data)”

. #Day: “After almost 15 days of someone telling me what happens with an extra |*
charge that has been made to me and being impossible to contact by phone, | am I
going to denounce the company for that extra charge.”

city, cheap price and free parking in bl zones, which takes it even I
easier for you to par,...”

#Take: “A pity but twice that | have taken the cars twice i've had

problems.”

#Use: "After a reseivation that | could not complete due to an error in the
app (1 was able to reserve but nof access the vehicle), hours later |

noticed that the appllcailon had assumed the Use of the vehicle for

several hours,

#Call: * called several times during an incident for not being able to open
the car, time kept running and no one answered there.”

#Try: “The project looks very good. and I'm looking forward to fiying

them

#Loave: “the bad thing is the people who IB&VE it dirty after using it If you
want more reviews and places fo visit" 5
#Park: *...when it came time to park | immediately found a space in the I L
blue zone for free.”

#Charge: “First of all, in the bases and condtions in a middle paragraph
they "wam" that f you leave the car with less than 15%, they wil charge

you a surcharge of €30. Even so. they lef you get into the car with only

20% of the battery” :

#Bad: “My experience with this company
was very bad, | do not recommend it at all.
There are cheaper options that provide
much better care.”

#Froe: "Great car rental company, what |
like most about this service is the fiee
parking in the blue zone,..."

#Other: “Something very innovative,
super different from the other
displacement options”

HAIl: “Perfect and wondertul &l super
practical”

#Good: “Good quality of vehicles and
good way to get around the city.
#Rental: “Great car rental company.”
#Recommended: *100% recommended!”
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D2.1: User groups’ mobility needs, motivation and patterns

UPPER

5.1.6. Valéncia (Spain). Netnography of Shared J
2:41 all F -
s 1 m Number of Reviews vs Rate (Shared CAR - Valéncia)
= 100 5 41
80

7] .
40
20 N Xr!

B I s

L e 20 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

* Good customer service, professionalism, exceptional treatment
= Service necessary for people who do not have a car
« Easy-to-use app that works well

Cars work well, are easy to drive, comfortable and automatic
@ Visje actual 20 min v

Facilities such as being able to park in blue zone for free

Competitive price, good price-quality ratio and no registration fee

Fast service (in 4 minutes, immediate), simple, easy to use and recommended

SMART FORFTWO .

5763KDP AT , , : !
Wt = Practical for moving around the city, going to the center and also outside the city

W 3 - Bk Fiee

@ Prados * Electric, eco-friendly car

To avoid errors, charges for faults, greater reliability:

+ Doors don't close and you can't close the service

« Errors in app or it doesn't work

Rer Problems with charging:
+ Finding the car with less than 30% battery
+ Being fined if the car is left with less than 30% battery

pg 2 d . X L . e N |- ¥ 5 | \Q i
a. Shared bike b. Bus ¢. Subway/Tram d. Taxi e. Shared LEV f. Shared car
orags Joy 27.0% Joy 9.1% Joy 24.8% Aoy 22 9% Joy 57.1%
Anger 14.4% g Angeb' Anger 9.2% e anger 27,74 - Annb Anger 7.9% -
Surprise 3.2%
Sadness 2.7% Sadness 1.9% Sadness 25% Sadness 1.3% Sadness 1.1% Sadneas 2%
Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful:

The Bus is the transportation mode that has the highest percentage of identified hate (6.1%), followed by Shared LEV (3.4%) and taxi (3.2%).

Shared Lev is the transportation mode that has the highest ratio of anger to joy comments.
Shared Car is the transportation mode that has the highest level of joy identified, 57.1% compared to 7.9% of anger, as well as the lowest level of hate.

lJJ Shared bike and Subway/tram are similar with low percentages of joy, anger, and hate.
Shared car is the only one that has a percentage of surprise (3.2%), perhaps due to the novelty of the service.

UPPER

.
.
.
.
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D2.1: User groups’ mobility needs, motivation and patterns

+ If we analyze all the transports grouped, the most repeated words

excluding Valencia are: service, subway, taxi, city, time, bike, airport,
minute and station.

+ The words that only men say are highlighted as: center, price, lines, lot
and easy.

« The words that only women say are highlighted as: waiting, punctual,
called, people, friendly and train.

5.9. Valéncia (Spain). Conclusions J

+  According to the number of reviews, Taxi and Subway seem to be the most used transports. According to this indicator, they are
also the ones that have grown the most after the COVID pandemic.

. In Valencia, shared transports do not recover after the pandemic (even Shared Car disappears), unlike in other cities.

«  Thereis a high and positive correlation between positive comments, a higher rate level (0.7), and lower levels of hate, and
conversely, the lower the rate level, the higher the number of negative and hateful comments.

+  The best-rated transports in Valencia are Shared Car and Subway, and the worst-rated is clearly the bus with a 6.1% level of
hate, followed by Shared LEV and Taxi.

«  60% of the analyzed users are men, 33% are women, and the remaining 7% are unknown.

. Men use shared transport more, and women use taxi and bus more. There is a slight correlation between a higher percentage of
men and a higher percentage of negative and mixed comments (men are more critical).

«  26% of the analyzed users are tourists, and the remaining 74% are residents.

*  Thereis a slight correlation (-0.47) between a higher percentage of tourists and fewer negative comments (they are less critical),
and conversely, a higher percentage of residents who give more negative comments (0.47). Tourists make more mixed and
neutral comments.

«  The higher the number of reviews (the more users of a service), the lower the ratings or satisfaction level (rate) (high correlation,

0.9).
Number of Reviews vs Rate (TOTAL - Valéncia)
2000
1500
1000
500
0
2016 2017 2018 2019 2020 2021 2022
d 4% o Positive
+  There are no gender differences in the number of [ ] Nggative
positive, negative, mixed or neutral comments: ® Mixed
9 ; @ Neutral
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D2.1: User groups’ mobility needs, motivation and patterns

5.9. Valéncia (Spain). Conclusions J

The main highlights / most important aspects of each transport are:
s »  Shared Bike:
o Good location of the station is the most important aspect for users.
Availability of bicycles at each station, adequate pricing, and 30 min free are also crucial factors.
Valencia's flat terrain, ample bike lanes, and good weather make it an ideal city for bike sharing.
Users value the simplicity, practicality, and usefulness of the service.
The biggest issues reported by users are related to customer service, system malfunctions, card incidents, bike quality, and unclear
policies regarding the 30-minute free system.

o
<]
]
o

@
c
0 &

Good service, bus and/or line that reaches everywhere

Low frequency of passage, there are no buses, waits of more than 20 minutes
Good bus frequency

Good customer service; resolution of incidents and procedures
App fails a lot

way /Tram:

Well connected to the airport.

Clean and well-maintained

You can get to almost anywhere in the city, even to the beach
Punctual, precise with the minutes it says it will take
Functional, comfortable

gocoo

+  Sul

© 00 o0

-
o
X o

Good/excellent service
Quick to respond
Driver's kindness and professionalism
o Difficulty in contacting by phone (they don't answer the phone, there's a recording, etc.)
o Cancellation of service without notice, the taxi doesn't show up, they don't provide service in a specific area
+  Shared LEV:
o The main complaints are related to system errors such as the motorcycle shutting down, improper charges for helmets or non-
accident insurance, bad motorcycles due to poor maintenance and lack of stability.
Good motorcycles are described as reliable, new, comfortable, and attractive.
The service itself is praised for being simple, straightforward, and fast.
Customer service is a mixed bag with some users experiencing good and fast service, while others complain about poor service.
o The service is seen as an essential one for large cities and often comes with discounts.
»  Shared CAR:
o Great, innovative, and necessary service for people who do not have a car
Customer service, professionalism, exceptional treatment
Cars work well, easy to drive, comfortable, and automatic
Easy-to-use app
Free parking in blue zone

00 o

oco

o
o
o
o
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D2.1: User groups’ mobility needs, motivation and patterns

UPPER

°
TYPE OF TRANSPORT: E N° Reviews N° Comments i d 9 ? E Inhabitants Tourist E Company Web, social media, efc.
: = = : oe)
a. SHARED BIKE: 1.194! 1.049  :49.0% 22.6% 21.8% 550% | 450% ' veliy Métropole 9939'9 tripadvisor
: : : ' :
b. BUS P 952 | 512 ioa3% s06% 50%i ess% | 57 RATR.L Google
H ! H H [ H Kok ok kT
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I : i ACTIFcab, Eurecab, VTC-
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H : : = PARISEN,..
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o.sHAREDLEV: 620 | 410 izgsy sarwzsn i ers | ozsy P oreowewavo Google
' 1 H H P 1 : Scooter Montparnasse, et 0o
f.SHARED CAR: 237 ! 191 jo27% 45.1% 20% oram | o26% D SnaRlsEne Google
: . . ! : Pars, ... Surirgfurks )
J TOTAL: i | | EETETETETYT : rarn | 250%
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POSITIVE

NEGATIVE
49.0%

@ Noun
ro
@ Adjective

#Servic

#Parl

#Acount:

spent anything more”.

customer service™

a. Shared Bike

ot biKe

2017

#Bike: "Of the 10 bikes at the station there are only three that
#Velib: “Good Velib station. well located and often with a choice of bikes"

“...They charge you and then you can't use them. Temble Service!.
#Station: “Stafion closed for more than 3 months.”

Station closed for more than 3 months.”

#Day: “We paid 7 days and we couldn't enjoy it once a day. Very bad"

#Time: “So a lot of timé lost to find it and when you finally find it, it is misery to rest. "
#System: “/ think there is a new system called Mobike, which is being used most and
does not work with stations rather you leave it anywhere in the city. "

#Problem: "1 highly recommend it. the only problem is the deposit of 150 euros per
bicycle, for those who are in 6 (2 parents + 4 children) are 900 euros of deposit™

“The money was not refunded to my account and they do not accept any
responsibility for making this charge or for providing the refund.”. 0
#Minute: ! broke 2 nails trying to pull it out for use when | stopped for a few Hiinitas. Not
cool when the majonty of their users are women.". '
#Hour: “Price for a week 8 Euro and if you take the bike in tranche half an ol is not

#Customer: "This is the most shocking me is the intransigence of the Veiib employees of | *

D2.1: User groups’ mobility needs, motivation and patterns

5.2.1. lle de France (France). Netnography of shared bike

Positive
® Negative
Mixed
Neutral

22.1% [TA900% T 22.6%6.3%

Ideal for sightseeing, exploring the city (8%)

Many stations available (7%)

Many bike lanes (5%)

Good price, affordable (1 euro per half hour or less) (4%)
Useful app (4%)

Amount of available bicycles (4%)

Useful and practical (4%)

First 30 minutes free (4%)

Good service, operates well (4%)

Well-located stations (3%)

24-hour ticket for 5 euros (3%)

Easy to use (3%)

Bikes work well, both electric and non-electric are comfortable (3%)
Drivers respect bikes and bike lanes (2%)

Deposit refunded in a few days (2%)

Bicycles don't work, have poor maintenance, and are dirty. For example: they're broken, tires are flat, not charged (electric
ones), the screen doesn't work, etc. (25%)

Poor customer service: long wait times, ineffective, doesn't solve problems, unpleasant, only in French,... (22%)
System failures, stations don't work (can't unlock bikes, codes don't work, etc.), problems when returning the bike (20%)
Unfair or unclear charges, charges for system failure (malfunction, scam) (14%)

Long wait times for deposit refund (high) (8%)

Poor service and functionality in general (8%)

No bikes available (7%)

Only a few bikes work in each station (5%)

A lot of time is wasted (5%)

Worsening of the service with the new company (5%)

Unusable app, malfunctions, errors (3%)

Others: can't buy the 24h ticket at all terminals, bikes are heavy (non-electric), bike lane is difficult to recognize

acc day
seryjce :
s.tatxo,n > Qt}mge
53 aris /
:bikesies: velib
Velibu PalS. ’

bike siatiq
service |faris

SEFViceitycle Sarcil

day J
. i stationproblefiibike

0 time

8 2019

s 2020
are not broken. "

. #Use: “You can se paying only the daily rate”.
+ #Work: *1 am often forced fo do 3 or 4 station To find 1 that Works”
+ #Take: *I requiarly use the Velib fo go fake the train because I don't

#Good: “At each station, for 1 bike in G668
condtion, ..."

#Available: “This afternoon for example, it is
impossible to take Vélibs yet available: 8 triais on
3 stations, no possibe taking,...".

#Electric: “Bycicles availability has improved a
bit with the Blectic bikes, ..."

#impossible: ... electric bikes are the worst, it
is Impossible to find a comrect one on several
occasions”.

#Bad: “Very bad maintenance of Velib, recurring
brake problem, speed change, punctured tires,
not enough Velib available. _.."

#Broken: ‘Actually a lot of them are broken and
you can not find bike on every station, but
generally with 5-10 minutes waiking it was
possible to find bike. "

#Many: “Many defective bicycies, app nof aluays
accurate...”

I have a metro nearby. but 2 times out of 3 { have a proble...".

+ #Find: 1 lost my time to find a bike than {o use them. | ended up
taking public transport. In short it is a scam’”.

| #Get: “impossible to gel clear information in English.
#Pay: “Sometimes it's impossible o retum the bike and you end up
paying hundreds of euros.”

| #Go: | have several fimes have problems with restitution of
unregistersd bikes, with invoices that can g up to more than 45

euros.”

| #Call: “| had to call them 10 times, always the same answer “Sorry,

we don't know™.

#Try: “The first 2 times we used the bikes we ended up riding from

| station to station for at least 30 minutes fiying fo find empty docks to

retum the bikes fo.

1 #Return: "We found two bikes which had just been returned that

worked"

r
I.
l
|
|
I.
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D2.1: User groups’ mobility needs, motivation and patterns

5.2.1. lle de France (France). Netnography of shared bike J

Number of Reviews vs Rate (Shared bike)
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IMPROVEMENTS & MAINTAIN:

« Bicycles should work, be well maintained and cleaned, and be more durable.

« Improved customer service: quick, efficient, and friendly attention.

+ Elimination of system failures and errors (issues when taking and returning the bike, etc.)
+ More transparency in prices, avoiding charges for mistakes.

« Lower deposit amounts, especially for large families.

+ Maximum deposit refund time of 24 hours.

«+ Sufficient bicycles and stations (rebalancing according to usage, real-time information).
+ Useful and easy-to-use app, with real-time information.

+ Service that meets the needs of residents and tourists.

« Well-located stations.

« Suitable, well-signposted, and safe bike lanes.

« Respect from all citizens for bike lanes and cyclists.

5.2.2. lle de France (France). Netnography of Bus J

Positive
® Negative
® Mixed
@ Neutral

b. Bus

Good service, works well (8%)

Friendly and professional driver (helps passengers) (7%)

Good connection and good price to the airport (7%)

Well-located stop with good access, pleasant (6%)

Simple, easy to use, practical (5%)

Punctual (4%)

Fast (4%)

Clean and well maintained (2%)

Possibility to recover lost items (2%)

Others: luggage space, peaceful trip, ease of payment, Navigo card is practical,...

POSITIVE

Low frequency of buses, they take a long time to come (1 or 2 hours), little reliability, causing people to arrive late for work (21%)
Buses often don't stop (because they are full) or don't come (18%)

Schedules are not followed, buses often arrive later or earlier than indicated (little reliability) (16%)
Few buses and they are full (9%)

Dangerous driving by the drivers (9%)

Incompetent company, poor management of a public service (8%)

Unpleasant and unprofessional drivers (8%)

Poor service, service in decline (5%)

Difficulty in paying/reactivating Navigo card (3%)

Standing on a moving bus is dangerous (2%)

Few lines and therefore few alternatives (2%)

Heat, poor air conditioning, thermal comfort (2%)

+ Poor communication, customer service (2%)

+ Others: no service at night, dirtiness, frequent reboots.

NEGATIVE
51.8%
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D2.1: User groups’ mobility needs, motivation and patterns

5.2.2. lle de France (France). Netnography of Bus

JL” ;
compal\ e
transport
e SlOpthe [oas
hour‘,
user pe on

mmu[e
me
[s.cShame
a) service
m K

#Many: ‘Buses 9101 are never there on time,
which makes us amve ate and miss the trains
many times. *.

this company.”. #Make: “Still late it happens but the worst it stays when it comes in
#Company: “The problems have been recurrent without any improvement for 1 year I advance it fiakés me crazy the bus is supposed fo come af 7:59
scandalous for a Gommpany undergoing public service, ..".

#Stop"1 hour waiting in a Stop when | had to wait theoretically 20min max. '

.l ate 36t
late
@ Noun
@ Ver
@ Adjective
2016 2017 2018 2018 200 2021 202
#Bus: “Buses never on time, . I #Wait: *Do ot Wal in the cold for 1 hour because a driver was not I #1.a10" They are stit I8l and sometimes the
Driver: ‘Diivers very often rude (nol all fortunately), on their laptop by driving. with able to do his job with professionalism 11" il i c:,',’,e "
risky pipes for users (to try to catch up with many delays surely)... #Go: “If you are af 12:15, you can g6 to the time and stand early.". #8ad: “Very very Bad service on this 9105
#Line: ‘Line 02 its been more than 2 hours that | don't expect a single bus frankly its I #Take: | had to take the bus at 9:24 p.m., having not been able to I Massy Palaissau-Evry Center bus ine."
ot serious". run with a sick leg to obtain a seat, ther: “The lines as worse as each: Bil
#Hour: "Buses go to an hout #Pass: *And again, when he even passes 15 minutes late we. #Good. “More transport would be good for -
#Service: *A mediacrs ,em 1 Jia missed my exam because of your buses, | I consider himself happy because very often he simply does not BASS. I certain areas which are almost neglecied by
was at a stop for 30 min any bus?". transport.”
#Time: *Bus 91.11 does not stop at Camille Claude! to take the people waiting in the »smp “They stop at stops without saying why (10/15 minutes of a #Dangerous: "Some BAHGEFBUE drivers ine
stop! This is the third time in the month that it happens to me! it is unacceptable. " | l LS Pt ‘
#Pm: “.. today 07/19/2022, bus n 8 from 5:46 pm has not passed...". #Arrive: “Never on time especially in winter, you arrive you cannot BAU: ‘they dnive almost &l bad and too fast
#Minute: *Buses go up regularly 5 inutes ahead (without even time to stopi) Or late.” even warm up, ... and fail to drop certain passengers”.
#Person: "There is accumulation of person etc. And this type of problem is very often #Come: “Bus 91.11 either late or it does not Come. " l #Unacceptable: ..., this lack of
encountered in 91.04 | do nof pay my ticket, lack of respect and not professional at all #Put: “Why put schedules if your drivers do not respect them?". I professionaism s fEERBHRB."
1

“...the dniver had to feave around twenty people outside”

5.2.2. lle de France (France). Netnography of Bus

Number of Reviews vs Rate (Bus)
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IMPROVEMENTS & MAINTAIN:

Increase frequency of buses and more buses on the route

Use buses with larger capacity and redesign interiors to make better use of space

Improve punctuality and reliability

Drivers should have a less abrupt, aggressive, and dangerous driving style

Improve customer service and friendliness from drivers

Good connection to airport at a reasonable price
Service should be easy to use: easy payment, etc.
Faster service

Well-located and accessible bus stops

Cleanliness and good maintenance
Safety for standing passengers, redesign the way to stand, e.g. semi-sitting

More bus lines, more alternatives

Adequate climate control; neither too cold nor too hot

More night service.
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D2.1: User groups’ mobility needs, motivation and patterns

5.2.3. lle de France (France). Netnography of Subway/Tram

Positive
d. Subway / Tram o 4% 37.9% :Wi?ve

@ Neutral

Easy to use (21%)

Reaches everywhere (20%)

Fast (13%)

Efficient, punctual (12%)

Variety of ticket / card options (11%)

Good price (11%)

Well signposted: interior panels, etc. (9%)

Reduced wait times, reduced frequency of passage (7%)
Clean (7%)

Well connected (5%)

Pleasant experience (5%)

Sufficient lines (5%)

Suitable for tourism (5%)

You can't sneak into the metro (5%)

Metro map available (5%)

The best transportation in the city (4%)

Safe (3%)

Stops close to each other (3%)

Live music (3%)

Others: Bakeries and other services, ticket valid for other transportation, ease of payment, connection to the airport, app, customer

POSITIVE

Insecure, with many pickpockets, frequent robberies and scammers (26%)
Excessive fines for mistakes (such as throwing away the ticket before exiting) (20%)
Poor customer service, unpleasant and only in French (20%)

Dirty, old, poorly maintained and with bad odor (16%)

Poor accessibility (escalators, elevators) (8%)

Very crowded (6%)

Not easy to board with children (baby strollers) (3%)

Photo required for the Navigo card (3%)

Noise (2%)

Heat, poor thermal comfort (2%)

Doors close and catch you, little time open for people getting on and off (2%)
Expensive (2%)

Others: queues at the machine, outdated system, ...

16.7%

I
NEGATIVE :
I
I
I

't"& kty""‘
euro fnachi chir III‘I ¢
III tatlon perysI,qnbL° t tIOIIﬁtIIbaInIme pocket metroticketey RS HCkek
UQO

4+

get

ticket.

man d
goodgi Al alleas
good other

®Noun

@ vero

@ Adjective

2017 2019 2020 2021 2023
#Matro: *Paris is a huge city, yet with the gt you reach the oppos:re head of the . #Get: *The Paris metro s excellen in that i's easy to/gef around and #Easy: "Once you figure out the routes, stops it's
city in & few minutes. is all at a very affordable price... very easy way fo get around the city.
#Tlcket: "It is very easy (o take the train, and there are staff of the Metro company | #Use: "We used the Metro as we had a daughter on crutches...the . #Good: “In Paris, metro stations are far from ail
that help you buy the ficket.” stairs in and out were a challenge”. clean, in good condition and above all decorated”
#Paris: Ideal for moving to Paris associated with an app that holds up and it's | #Go: “Fortunately it is very practical to g6 from point A to point B #Many: “They are friendiy to use in many languages
great.” quickly.”. by touching the screen”
#Station: “Well, the metro is dirty, mind -blowing smefls in stations". - #Take: “The tracks are poorly indicated and sad without counting . #AII: "It is cheaper and you don't have to wat in line
#Train: “The trains run on time and it worked out better value for money to purchase | that itis necessary to fake countliess stairs while escalators would all the time.”
the 7 day ..." suit the eiderly, people with strollers. disabled ...". . #Other: “.. controls equal to zero and incredibly
#Day: “We paid 22 € to use the seven days and use subway, RER and buses..". #Make: “The Mayor want to triake the city Green by encouraging I rude staff and unable to speak any other language
#Line: “the Parisien metro transport system consist of 14 lines each identifiable by | people to use fransit. She needs to address accessibility. And what that is not French "
it's number and destination..." to the disabled citizens do? Stay in their apartments?” . #Cheap: Trains are very frequent, relatively quiet,
#City: “The metro of Paris is very complete, with many lines, allowing access to any [+ #Buy: “Buy the camet navigo (you need a photo) valid from Monday I cheap, wide nefwork. °.
point of the Gity. " | to Sunday for € 27. " #Bad: “The connections with the RER (train) wers
#Subway: “Confused Subway! We could only find ourselves after we downloaded an | #Pay: “This works very similar to the tube in London, except for the bad and difficult. "
app that helped us a jot!” easy payment of contactless London has, Paris metro still uses the I . #Different: “Cora-lighter of the various stations are
#System: “‘compared to London's tube system, this is third werld. ticket machines | buying tickets method.”. the artistic decorations on the walls, always different
perennially not working, crazy queves every first of the month, Navigo passes #Tell: “Employees not in the ticket booths are hard to find and they and oniginal.".
completely not flexible and ...". don't wear uniforms like in London so it wasn't easy to fall if they I + #Same: ‘The color is the Same as a bus running in
n: ~.... the 10 trp ticket only serves alperson. | worked for the transport or not. the city, and the white -based green line looks

#Transport: “Not only does RATP not even allow tramway to be combined with #Travel: “This is definitely the way to travel if you want to get around |y fashionable. "
another mode of transport on the same ticket" . Paris quickly and efficiently. . #Great: “Great means of transport”
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D2.1: User groups’ mobility needs, motivation and patterns

5.2.3. lle de France (France). Netnography of Subway-Tram J

Number of Reviews vs Rate (Subway-Tram)
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IMPROVEMENTS & MAINTAIN:

Improvement of security against theft, etc.

Elimination of fines for mistakes or lack of knowledge (tourists), such as throwing the ticket before exiting the metro.
System that is easy to use.
Being able to reach everywhere with enough lines and stops.

. of service doubts, incidents in a friendly manner in various languages)

More i and better

Fast and punctual.

Variety of tickets according to needs.

Good price.

Well signposted.

More frequent service.

Improved accessibility for elderly people, people with mobility problems, children in strollers (more elevators and escalators).

Others: not requiring a photo for the Navigo card.

5.2.4. lle de France (France). Netnography of Taxi J

0% © Positive

® Negative
e. Taxi b=y
@ Neutral
- Kind and pleasant driver (28.3%)
- Professional and efficient driver/service (28.3%)
POSITIVE - Recommendable (28.3%)
i - Punctual (26.6%)
- Fast (18.3%)

Safe service: skilled driver and appropriate driving (15%)
Good price, appropriate quality-price ratio (11.6%)

Good customer service (6.6%)

Quality service (5%)

Comfortable, pleasant (5%)

- Airport service (3.3%)

Flexibility (3.3%)

Others: child seat, cleanliness, etc.

| - Charge for service not provided (11.6%)
NEGATIVE I - Cancellation of service without notice or too late (11.6%)
- Poor customer service (10%)
88% - Late refund (3.3%)
I - Non-transparent pricing or pricing that varies depending on the day, gas prices, etc. (3.3%)
) - Others: overcharging, bad driver...
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D2.1: User groups’ mobility needs, motivation and patterns

U
UPPER

2.4.2. lle de France (France). Netnography of Taxi o i
PoSliney
texi
time :
AX\ - v tm ‘
,SETVICE .5 eestop .
d rtrip_ drivin e S ar

aris res

serv1¢eprlce "me
“driver: drive

o S, « D'IT\S ;1 po :
‘ “ I y taxitimie n taxibeca reseva
A e et 1 o Frigyelh:
il (Nank
il punctual
1 nice good f good I
fpunctual punctua
nicegood
pleasant
perfect
great
2007 2018 2019 2020 2021 2022
#Driver: "A considerate diiver, skillful on his moforcycle, who was able fo I- #Recommend.: "Super service, very professional aesprrea #Punctual: “Reactive interiocutor, clear and very well respected
react to an emergency in complete safety. complex journey with several stops. quote, very clean and comfortable, punctual cars, very pleasant and

#Service: “Impaccable, serious Seivice.”.
unctual taxi and very competitive price.”.

recommend: saving undeniable fime and safety.”.

uPrlce ‘Super platform offering very competitive prices".

made a request for transport from the station to the centar of

next trips thank you.” #Good: “1 am very happy with their service. Very very §66d
professional. | recommend to all worlds. "

#Pleasant: “Very pleasant service, flexible driving and comfortable
motorcycle,...”

#Take: “You might as well take a taxi on site if you don't want
o see your race canceled at the last minute and be stressed.

#Thank: | highly mecmmand and will go through !hom formy I friendly drivers. *

: “Second race on the platform. Everything is perfect. speed of I_ sati

Pan #Use: “This i s the second time that / ise Eurecab and | am #Nice: *Supecb performance, punctuality, safety and hice dnvers !
#Ra #Perfect: “Pifact service for me when you want to reduce travel
confinmation of the race.". #Make: “They imake our safely a prionty and are always times in the Paris region.”
#Vehicle: “Comfortable and very ciean vehicles.". accommodating. " - #Professional:*Securs, professional and punctual! "
#Motorcycte: *| used to take the motorcycla taxi for my trps, #Arrive: ‘Excellent service, very reliable platform, great +  #Great: ‘Great journey, | recommend!"
HAirport: “We used the services of a taxi-VTC fo accompany us at the professionalism, punctual drivers (amives before time), ~ - #Fast: ‘Fast, efficient and pleasant.”
end of August at Roissy CDG airport. " . #Call: *I have called on Eurecab 3 times in recent months and +  #Excellent: *Hello | was lucky o have an excellent dnver in the
Nrmmey “Top driver, a quality journiey'. the service has been perfect at more than reasonable prices. person of Christophe. Excellent service™

#Driving: *Very kind driver and perfect driving. Thanks - - #Comfortable: ‘Punctual, weicome, comfortable vehicte, pleasant
#Car: "Little more: the Gar seats for children that were olrered to us during * #Go: “Good taxi service with attractive prices, | ordered fo go driving. Very satisfaying.”
the reservation.” 1o CDG, everything was ok, thank you" . #Clean: ‘Perfact setvice, on time, very nice and very courteous driver,
#Eurecab: “Thank you to all of you and thank you Eurecab, in my opinion, #Get: I can't get you on the phone! | am not sure if your site very clean vehicle, gently driving unlike certain faxi”
the best of driver comparators" 3 s valid! | cancel everything.” - #Safe: Punctualty, safety. comfort and ..."

I 5.2.4. lle de France (France). Netnography of Taxi '
Number of Reviews (Taxi)
1000 ‘ 46
7 2 2 810
TAX\ 600
400

~ PARISIEN °

2015 2016 2017 2018 2019 2020 2021 2022
IMPROVEMENTS & MAINTAIN:

Friendly, efficient, and professional drivers providing safe service with skilled driving and proper driving
Punctuality

Reliability: services should not be cancelled without notifying the customer with sufficient time to seek alternatives

Speed

Good customer service; quick, flexible, and friendly

Clear pricing, transparency, fixed price that does not vary

Quality service

Comfortable and pleasant service

Airport service
Flexibility
Automatic refunds

Cleanliness

Child car seat
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5.25. 1

POSITIVE

47.2%

NEGATIVE

33.3%

serv

@ Noun

@ Ver>
@ Adjective

D2.1: User groups’ mobility needs, motivation and patterns

e de France (France). Netnography of Shared LEV

@ Positive
® Negative
e. Shared ® Micod
LEV @ Neutral

Easy-to-use, efficient, practical, and professional service (20%)
Good customer service (18%)
Scooters in good condition: good quality, new, and clean (18%)

Recommended (10%)

Availability (6%)

Fast, faster than other modes of transportation (6%)
Good price, good value for money (4%)
Easy-to-use app (4%)

Eco-friendly (4%)

Service failures: unlocking and locking issues, server failures that don't connect or don't work (16%)
Poor customer service (14%)

Expensive and/or misleading prices (14%)

Refunds are not processed automatically, take too long, or are not made at all (10%)

Unjustified fines and charges due to system failures (10%)

Scooters in poor condition, deterioration and poor maintenance of the service (6%)

Insecure app, prone to hacking (4%)

« Dirty motorcycle and helmet (4%)

km/h, rarely fully charged, ...

Others: Intuitive service, easy pickup, beautiful scooter, discounts, exchange stations everywhere, ..."

rental

Mobility option that was missing in the city, revolutionizing the way of getting around, practical for daily use (18%)

Others: heavy scooters, slow app, charging time included in rental time, inadequate treatment of personal data, speed limited to 46

paris gay ‘ mlnute1 ’
minute ... pia SerV'Ce“”“megm
city ermrt D \dd ‘CUStornOer Qtéma‘? CO0 r;(dav
xS S OOt e : | Seryice e cityscoot ot

nut
scoot‘g‘r

account tea

1 good

Servicescooterat:

6 Da[good
practlca]

2007 2018

very simple, .
#Service: ‘Deplorable customer

service was unpleasant on the phone’

5 minutes and obviously at your expense”
#Rental: “Rentals always rounded above”.

pleasant to drive and the very excellent rental formula.

pay much more than my race"

#Scooter: “§cooters are of better qualty, the ignition system, end of rental is clear and

#Cityscoot: ‘we contacted the Cily Scoof service explaining this problem to them. The

#Month: “1 have rented a Zeway scooter for 3 months and | find the scooter very

#Paris: “Very good altemative in Paris and its suburbs, professional and attentive team.”
#Problem: “Each time | encounter problems to finish my rentals which makes me afways |,

#Zeway: “The Zeway team is very friendly and always responds quickly to requests.

#Minute: *| was charged 10 minutes when | used only 7 ifidtes and that at almost everyl

#Time: *The end of the rental is 100 problematic, 90% of the fime you have fo wait aimost | |

2020 2021

#Use: "Already that most invoices seem really high compared fo |
the real use of the service".

#Make: “Perfect for the use | make of it, unbeatable price, ultra
handy scooter”

#Find: "This service saved my life in times of strike. Not always
easy to find a scooter when evsryone rushes Dessusus (thank
you RATP) but it works well,.

#Move: "...very good way fo move easily in Paris”.

#Put: “people can move the scoofer it was piit on the road ! paid |
more than 250 €..."

#Pay: “The price announces on the site is false and at the time

of invoicing the tent rental company and wanted to make me pay
twice written on the website. "

#Put: *I First problem: the helmet impossible to put in the trunk
that does not work. l

202

#Practical: “Hyper practical to move quickly in Paris! *
#Good: “Top scooters, very reactive in boost,
comfortable, excellent braking and atways in very §66d

SErvice .. - "
. #Take: “The minutes rolied during the month of October were not|
#Customer: Thaugh the scooters are Great the Customer Service “Leave something to taken into account for the calculation of the loyalty bonus.” | condition.
be desired” . . MWork: 1t “"”s ol i s chiva and st 19 6oa e #Easy: “A great discovery, the grip of the scoofer is fast
#Motorcycle: *I park the scooter properly in a place dedicated to #Park: “tyscoot scooters are very hard to park with the central and easy” ) ,
Unfortunately. | receive an email telling me that the scooter had been nemaved and put in crutch..." #Great: “Very good team! Listening and top! The
the pound because poorly parked (fine+pound). * ' scooters are great.

#Available: "Perfect, easy to use, reactive customer
service and a lot of scooters

#AIL:*You monopolize allthe parking spaces near the
Institut Curie in Saint Cloud. .

#Nice: “Good evening very Hié young people, a great
service, reachable at all times. .. "

#New: “Excellent new scoofers and boost. *.
#Expensive: “In short, e for scoofers that lock
once in two, it's just a money pump. Buying a scoofer
will cost you much cheaper”.

#Perfect: “The service is p'lhl.‘l the professionals are
very nice and accommodatiny

#Pieasant: “Super light scooter, pleasant driving, |
recommend”
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5.2.5. lle de France (France). Netnography of Shared LEV J

Number of Reviews vs Rate (Shared LEV)

250
200
150
LRI 100

50
2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

+ Easy to use and error-free service

Good customer service: efficient and friendly

Scooters in good and clean condition

Real alternative offer that improves other transportation options

Appropriate and transparent pricing

Automatic refunds (less than 24h)

Avoid charges/fines due to system errors

Security and good management of personal data

Availability of scooters and parking space

Easy-to-use app

5.2.6. lle de France (France). Netnography of Shared CAR J
‘Positi\{e

f. Shared s :m?)?eegwe

CAR @ Neutral

Useful and necessary service, good service (16.6%)
Good cars and variety (8.3%)

Practical (6.6%)

Good price (6.6%)

Fast (no queues) and simple (6.6%)

Practical and fast app (5%)

Good customer service (3.3%)
Recommendable (3.3%)

Availability of cars (1.6%)

Availability of spots (1.6%)

Easy to use (1.6%)

Clear and transparent rules on usage (1.6%)
Quick refund (1.6%)

POSITIVE

Bad customer service (43.3%)
Fines, charges for service/system failures (e.g. inability to park in areas due to lack of space) (33.3%)
Dirty cars inside and out (6.6%)
Little car maintenance (6.6%)
Problems locking and unlocking cars (6.6%)
Unreliable indicated autonomy (5%)
No refunds (5%)
Electric cars discharged (5%)
Dangerous, cars in poor condition (3.3%)
Difficult to park, no spaces available (3.3%)
False, disproportionate mileage (3.3%)
No cable in the car or it is broken (3.3%)
Cars are not in the location indicated by the app (3.3%)
Expensive (3.3%)
Others:
o Service that has deteriorated over time
Broken terminal
Unstable app
No invoice

NEGATIVE
62.3%

oo o
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5.2.6. lle de France (France). Netnography of Shared CAR

problem

vehlcleUbeeqo

Ccustomer sbace,

experience

Se rVICe . Sérv

IS top card

Noun

ero
djective

2018 2010
#Service: *Very easy to use Service allowing access fo vehicles anywhere in Paris! "
#Vehicle: "Maintenance of terminals and Vehicles should be the prionity to enable &
"just” usable service. *
#Car: *I took a car that was over 30% battery and ran out of fuel on the device after
40min. | had to pay 200€ for a tow truck"
#Customer: “Finally the customer service is incompetent, real thieves | invite
everyone to boycott this company”.
#Rental: “Disappointed with my last rental"
#Time: | continued to use this service from tiime fo fime until day when | realized
that | had just been scammed.”.
#Problem: “Super service | recommend despite a small problém with the parking
badge”
#Day: "He wants to make me pay a fine that arrived 3 days after the date of my
rental, they are thisves,”
#Email: “| have never had to deal with such incompetence on the part of customer
service and a CEO who was touched by my email but who did not respond. | advise
against ZITY 100%."
#Experience: *Second experience, aimost 1 hour in the vehicle without having
rolied 1 cm”
#Acount: “1 gave you all my information to access my aeEolnt, it is useless to send
me back o your maifbox you never answered it

application DY

ental proplemen
cUSiSmer: '™
Gl g e

emose!\!}

hIC|e Service . o Veh|C

account r

CLIS UWCI
€ 'emailcarvel

2020 201
#Pay: “They make you pay for repairs for damage that cannot be.
detected during the inventory. Definitely avoid.”
#Charge: “| was charged 100 euros without any explanation. | asked
for a call back, I'm still waiting...
#Rent: “The damaged vebicle that is [gted is inacimissible on the part
of the company. ...

expeir\ence cost

T

3022
#Good: *At irst Good service with lots of cars
available... However, ternble customer service.”.
#Great: “Great and helpful service that was
‘missing in Pans!"

00 bad we cant put 0.."

#To flos ! MR ruch more ofessione

#Recommend: “Convenient and ive service. |
#Return: "Six days apart everything could have happened on the car
that | had already retumed. Stil no response from Getaround after 4
emails, and | noice that | was charged € 660, then € 60 3 days later"
#Find: "Difficult o find the car to take . charged only at 60 percent,
totally insufficient for the planned trp, not easy to recharge in Pars,
and in the end after a breakdown during the recharge.

#Take: “To fiee don't take a car with them you will pay for more than
300€ in the end.”

#Make: “The more time passes, the more the quality deferiorates,
with @ contact team that fmakes no effor to remedy a declared
concern.”

#Floo: “But they tell you: go see the gensral conditions, i short a
scam! Only one recommendation from me: FLEE!!!

#Use: *f will no longer use the service.”

5.2.6. lle de France (France). Netnography of Shared CAR

Number of Reviews vs Rate (Shared CAR)
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2017 2018
IMPROVEMENTS & MAINTAIN:

2019 2020 2021

» Improvement in customer service with automatic refund and without fines and

charges for service/system failures, e.g.:

I Fhate: A 1 th next day, 21/10, | vas billed 36

euros for late return when | wamed the owner”

| #Against: *! | strongly advise against!! | was

charged 100 euros without any explanation. |

asked for a call back, I'm still waiting...”

| #AIL: “Above all, do not book with them!tt!! A

scam ! The vehicle I reserved was broken

down,..

| #imposslble: *Terminal broken, impossible to
restart because the reboutage button is faulty”
#Dirty: “Very dirty vehicle, crushed cigarettes,

I empty pocket filed with paper and cigarette ends,
stained armchairs, greasy table of dried sodas, in

1 short, a real trash can

74

2022

Reliable and well-functioning app

Availability of cars

o Inability to park in certain areas due to lack of space Clear and transparent rules of use

o lIssues with locking and unlocking the cars Service should be maintained and improved.

Service should be practical and easy to use

Clean and well-maintained cars

Cars in good condition and safe

Improvements in the car charging system:
o Reliable autonomy indications
o Charged electric cars
o Available and functional cable

Good price

Good cars and variety

Fast (no queues) and simple service

Availability for parking with enough space

17
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-

\ 4 e
iops by tyng,ﬂtrénsgort

~, h—

a. Shared bike b. Bus c. Subway/Tram d. Taxi e. Shared LEV f. Shared car
Joy 64.1% sty

A“.. Ang’l Anger M%) .‘ Anger 5.2% Anoer 25 L -

Surprise 1.2¢

Sadness 3.7%
Sadness 8.5% Sadness 3.9% Sad 5.0% Sadness 3.2%

Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful:

. The Subway/Tram is the transportation mode that has the highest percentage of comments identified as hate (19.0%), followed by Shared Car (13.6%) and Shared Bike (6.7%).
s Although getting the highest percentage of hate comments, Subway/Tram is the second transport generating lower level of anger.
|JJ . Shared Car, Bus, and Shared Bike are the transportation modes that have the highest ratio of anger to joy comments.

Taxi is the transportation mode that has the highest level of identified joy, 64.1%, compared to only 5.2% of identified anger, as well as the lowest level of identified hate, at only 1.9%.
Shared Bike and Subway/Tram are the transportation modes that have the highest percentage of comments identified as sadness

If we analyze all the transports grouped, the most repeated words excluding Paris are: subway,

service, time, driver, station, bicycle, ticket, day, professional and recc i
« The words that only men say are highlighted as: scooter, customer, lot, efficient and velib.

The words that only women say are highlighted as: punctual, lines, car, people and perfect.

@ male

lJJ @ female
UPPER
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U
UPPER

5.2.9. lle de France (France). Conclusions

. Attending to the number of reviews, Subway and Taxi seem to be the most used transports. Considering the same indicator, Taxi is the
only transportation that has recovered after the pandemic and significantly increased the number of reviews. Bus, Shared LEV, and
Shared Car have returned to pre-pandemic figures. In contrast, the Subway (due to tourism) presents the lower recovery level.

. In Tle-de-France, shared transport is recovering after the pandemic (except for shared bikes), just like in other cities.

. There is a high and positive correlation between positive comments, a higher rate level (0.7). There is no clear correlation (strong)
between the percentage of negative comments and a high percentage of hate.

. The best-rated transport options in lle de France are Taxi (due to the moto-taxi service) and Shared LEV, while the worst-rated options
are clearly Shared Car and Shared Bike, with a 13.6% and 6.7% level of hate, respectively.

. 58% of the analyzed users are men, 31% are women, and the remaining 11% are unknown.

. Men use shared light electric vehicles (LEV) more often, while women use shared cars and taxis more often. There is a moderate
correlation (0.5) between a higher percentage of men using shared LEVs and a higher percentage of mixed comments.

. 75% of the analyzed users are residents, and the remaining 25% are tourists.

. There is a weak correlation (0.4) between a higher percentage of residents and higher negative comments, indicating that residents tend
to be more critical. On the other hand, tourists tend to make more neutral comments, with a higher correlation of 0.87.

. In the case of ile-de-France, there is no strong correlation (-0.3) between the higher number of reviews (the more users of a service) and
lower ratings or satisfaction level (rate).

Number of Reviews vs Rate (TOTAL —ILE DE FRANCE)

2000

1500

1000

500

0
2016 2017 2018 2019 2020 2021 2022

. In the case of lle de France, men are slightly more critical, Positive
with a higher number of negative comments and a lower d 6 @ Negative
number of positive comments. Although the differences are ® Mixed
not significant.

@ Neutral

9 [ s29%  IN23E%N 20.298.5%

5.2.9. lle de France (France). Conclusions i

The main highlights / most important aspects of each transport are:

. Shared Bike:
o Improving bike maintenance and cleanliness to ensure bikes are in good working condition.
o Enhancing customer service to provide better support and faster issue resolution.
o Fixing system failures and addressing station issues to improve the bike rental process.
o Ensuring that charges are clear and transparent to avoid confusion and dissatisfaction.
o Reducing wait times for deposit refunds to improve the overall customer experience.

. Bus:
o To improve bus reliability by increasing the frequency of buses, improving adherence to schedules, and ensuring that buses stop at all designated stops.
o To maintain and expand positive aspects of the service, such as good ions to imp inati friendly and p ional drivers, and

convenient stop locations.

o To address issues with bus overcrowding by adding more buses or increasing capacity on existing buses.

o To address negative driver behavior by providing training and incentives for safe and professional driving, and enforcing standards for appropriate
behavior towards passengers.

o To address miscellaneous issues by improving payment and card reactivation processes, providing safe seating for all passengers, ensuring adequate air
conditioning and temperature control, and improving communication with customers.

. Subway /Tram:

° Improved security measures to reduce pi 1g and prevent ies and scams

o Improved signage and information to make it even easier to use (e.g., clear maps, route information, and instructions).

o Reduction of excessive fines for minor mistakes, such as accidentally discarding a ticket

o p service with multi-lingual support and friendly and professional staff
Increased frequency of service to reduce wait times and ensure that the metro reaches all areas of the city.

o Kind and pleasant drivers are highly valued by customers.
) appreciate pr i and efficient driver/service.
o Punctuality is also important for customers.
o Customers appreciate fast transportation.
o Safe service with skilled drivers and appropriate driving is a factor that should not be overlooked.
® Shared LEV:
o The service needs to maintain its ease of use, efficiency, practicality, and professionalism to ensure customer satisfaction.
a The service has revolutionized the way people get around the city and is practical for daily use.
o Good customer service is highly valued by customers, and the service should continue to provide prompt and effective support to maintain customer
satisfaction.
o Maintaining the quality, cleanliness, and condition of the scooters is essential to meet customer expectations.
° Technical issues such as unlocking and locking problems and server failures need to be addressed to ensure smooth service operations and customer
satisfaction.
. Shared CAR:
o Poor customer service
Penalties and fees for service or system failures
The service is useful and necessary with good quality
Wide variety of good cars available
The service is practical, affordable, fast, and easy to use.

owooo
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TYPE OF TRANSPORT:

U
UPPER

D2.1: User groups’ mobility needs, motivation and patterns

SAMPLE: USER PROFILE:
N° Reviews  Ne Comments d Q ? Inhabitants
a. SHARED BIKE - ! - —_— _
b.BUS 1.087 ! 835 59.7% 31.8% 3.5%5 66.3%
c. SUBWAY [TRAMZ.377 ! 942 65.7% 29.1% 5.1%5 78.1%
4. TAXI 2126 ! 829 55.1% 43.2% 1.7%5 74.2%
e.SHAREDLEV 699 ! 622 Eso,mwa.z%w,z%é 33.4%
f SHARED cAR 133 ! 127 65.4% 30.8% 3.3%5 89.0%
ToTAL:  6.422' 3.355 68.2%

Tourist

33.7%

21.9%

25.8%

66.6%

11.0%

31.8%

SOURCES:
Company Web, social media, etc.
——
ATAC Go grle
L. 5 E Sl
<A
Metropolitane di Go gle
Roma Fok S tripadvisor®
Cab Shuttle Taxi, Taxi I
Roma Samarcanda, Rome
Airport Taxi, Cheap Taxi 9?‘, ‘,g:e
N.C.C. Rome, RIM-
T
ime, Do .
Cooltra, Zig Zag Google ' Google Play
s tripadvisor’
Enjoy, SHARE NOW ¢ Trustpilot Go gle
et
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Sentiment- Polarity (by type of
transport):
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b o S EEOR 19,755 9%
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POSITIVE
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NEGATIVE
63.0%

—
——Bus

‘ 5.3.1. Rome (ltaly). Netnography of Bus

b.Bus  GLAYGNNNNGSI0VGNNNNN 19.79%8.9%

D2.1: User groups’ mobility needs, motivation and patterns

Level of Hateful:

RATE (by type of transport):
a SHARED BIKE
50

40
Sentiment ~-Emotions: £ SHARED CAR b. BUS
Joy 28.2%
@ Positive 4o
@ Negative /o & SHARED LFY . SUBWAY /TRAM
@ Mixed T ) N \ \
@ Neutral N zﬁw, ) / \ \
nger 20. \
= ) i / d.TAX
v \ / / RATE (total):

2.9 Yok kol

Subway/Tram

2018 2019 2020 2021

=—Subway/ Tram =———Taxi Shared LEV ~ =——Shared CAR

© Positive
® Negative
® Mixed

@ Neutral

+ Good customer service: professional, friendly, lost and found management (6.25%)

+ Intuitive, easy to use, well signposted (6.25%)

+ Frequency of service (5%)

+ Good service: Comfortable and functional (5%)

+ Improved (3.75%): clean (3.75%) and renovated (2.5%)

+ Weekly ticket available (2.5%)

+ Inexpensive (2.5%)

« Covers all areas, sufficient stops (2.5%)

« Other positive aspects include availability in multiple languages, safety, and air conditioning. (...)

Poor service: degraded and chaotic (26.25%)

Obsolete, not modernized, rustic (do not accept cards, cannot be renewed online), break down frequently, in poor condition (16.25%)
Bad customer service (13.75%)

Long waiting times (10%)

Dirty, bad smell (8.75%)

Bad drivers, don't provide information, dangerous driving, unpleasant (6.80%)

Unreliable and not transparent (timetables) (6.80%)

Buses don't pass or stop (6.25%)

Lack of punctuality (5%)

Poor management by the company and public administration (5%)

Lack of information and signage (5%)

Rules/norms not respected: Covid, etc. (5%)

Always overcrowded (3.75%)

Tourists fined for system failures or difficulty in understanding how it works (3.75%)

App not very useful (3.75%)

Not very ible for elderly or di
Unsafe: pickpockets (2.5%)

Other negative aspects include noise, slow speed, abandoned outskirts, discriminatory prices, poorly lit stops, and few ticket vending

bled people (3.75%)

machines.
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5.3.1. Rome (ltaly). Netnography of Bus

#Service: “A shame for the capital to have such a service".
#Rome: “Bad bus service in Rome.”
#Time: “Bad servics, long waiting fimes".

MYAC “Like a mirror of talian society and its strengths and weaknesses, ATAC
works very badly.”

#City: “Shameful for 2 big Gity like Rome...".

#Minute: “160 in front of Villa Borghese an hour and 10 miites is expected 112 "
#Driver: “Unfortunately, & star is & must to write the review but the very scarce
preparation of the drivers does not even deserve that...

#Day: “...one journey ficket, 1,2,3 or 7 day tickets are valid on buses, trams and

in the top el always foaded with travelers abundantly beyond the

wmnspan Bus transportation is very bad. Go on foof that anives before. Hours

nn“eVBervié .
i stop, _
10 tlme r'Velra ac

Ckettranspon
omemlnuteda>

city

#Take: “I fake line 764 every morning, punctually the butons do
ot work to book the stops, ntify the driver and he responds

with very arrogant and rude tones 7277, Bader, negative
expenence.”.

#Know: “This is not an urban service !!! in any city in the

western world 1 do not Know that it is so bacly organized I”

#Make: “Impossible to make a subscription. On average there is |
a1 hour wait.”

#Get: "Public transport is usually a disaster. If you gét in, it is |
advisable to keep your wallet well.”

#Work: “Controllers make fines for good people who go to Work
every day and give a contribution in society” |

#Tell: *.... for example today | had the 69 that started from
Piazzale Clodio at 10:49, | arrive at 10:49 and another driver tells

5.3.1. Rome (ltaly). Netnography of Bus

Number of Reviews vs Rate (Bus - Rome)

b
bus“%wa
day seryi Oservmé‘mg

fine

atacday
ofOme

nchm dr‘

. _{ram

ticketi/ix ime
USdriver,

;étaff

line
‘m; any

rp netro
ransport

other
bad good
Y puk dirty

@ Noun

O vers

@ Adjective

017 2018 2019 2020 201 2022

#Bus: Obsols!a buses that are lost pieces Irom the ceiling with the risk of getting #Go: “but on Sunday who has to go to work, what does it do?". - #Bad: "Very very bad service on this 9105 Massy
seriously hurt” #Pay: "If | have to pay for such & poor service, well .. we're Palaiseau-Evry Center bus line.".
#Ticket: “The buszs do not charge you and the drivers do not know how to help or really bad " #Public: “If you want to fum Rome by public
where to buy the ficket.". #Wait , only one bus after 40min we were Waiting for.”. transport you need a jot of patience and good

legs because in the end it is befter to go on foot

#Good: “More transport would be Good for
certain areas which are almost neglected by
transport.”.

#DIrty: “The vehicles are in the breakthrough
dirty both outside and inside and if you do not
find a place to sit large risks for tosing."
#Rude: “Bus conductor 441 was really fuide. *
#Late: “Once we took the bus, which was
probably a lot late. Also, it was full and the air
conditioning didn't play properly.. "

#Many: *, he has many cars Vetuste who still
circulate by generating dolays (wher they pass),

capacity fimit.” me he was Already started,...”
#Stop: ‘jump the races despite the fact that there are people waiting for their bus #Pass: "Worse than the worst, full buses that never pass, close #Most: 1 think it is the ot ridiculous company
number at the stop." the doors in front of the nose despite you were there to enter. that exists”

350
300 205
250
200
150 5-e
100 145
1,8
50 70 ),
0
2015 2016 2017 2018 2019 2020 2021 2022
IMPROVEMENTS & MAINTAIN:
- Adequate maintenance of the service, improvements, and modernization * Useful and reliable app
« Customer service: quick resolution, 24-hour service, etc. * Accessibility and lighting of stops
+ Intuitive, easy-to-use, and well-signposted service. i+ Improved security (theft, etc.)
.| ion, moderni and impro are being implemented to enhance + Adequate air conditioning.

the public transportation system. Specifically, improvements to the buses include
modernization and the redesign of space.

Increased frequency of service, more buses

Proper cleaning and maintenance

Good price and variety of ticket options

Safe driving and friendly service

Punctuality and reliability

Compliance with rules on the bus (rules of coexistence, etc.)

Avoiding fines due to lack of knowledge, poorly explained service, difficult to
understand, etc.
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D2.1: User groups’ mobility needs, motivation and patterns

5.3.2. Rome (ltaly). Netnography of Subway/Tram

Positive
® Negative

Neutral

Clean, new, beautiful stations with museums and services (shops, vending machines) (30%)
Intuitive, easy to use (10%)

Reaches important places (monuments, center) (9%)

Well connected with the central station of Termini (6%)

Good price (4%)

Interconnected with other public transports, good connections (4%)
Works well, practical, useful (4%)

Punctual and fast (3%)

Well-located stations (3%)

Efficient, short waiting time, availability {3%)

Supervised, safe (2%)

Machines in English (2%)

Good attention (2%)

Well-signposted, informative panels (2%)

Different ticket options (2%)

Accessible: stairs and elevators (2%)

Others: ventilated, etc.

Dirtiness (stations and trains), even more in suburbs (13%)

Limited accessibility for wheelchairs and strollers, lack of elevators, broken escalators (12%)

Technical probl and breakd : ticket machines swallowing money, not returning change, train malfunctions, slow problem
resolution (7%)

Degraded, neglected, old trains, lack of maintenance, outdated, not modern (7%)

Insecurity: pickpockets, homeless, little police presence (6%)

Small, incomplete, few lines, stations and connections (6%) Very crowded (3%) Low frequency of trains (3%)
Poorly signposted, lack of information (2%)

Unpleasant staff (2%)

Do not accept bills or cards (2%)

Others: bad smell, closed bathrooms, no air conditioning, slow, no service on Christmas, expensive, uncomfortable, ...

5.3.2. Rome (ltaly). Netnography of Subway/Tram U
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#Statlon: “Very useful station to get to Roma Termini through Piazza di #Find: *...and | am sony fo find ll ina nor exactly excellent :vndrrmn #Good: “We rode the metro several times duning our
Spagn: but this because of those who use it... 4 days in Rome. It's a good way to get around fown."
#Metro: “Metro station, trains are often on time . #Go: “The other day a iady with the whee/che/r did not know howtoge ". #Beautiful: "Rome deserves much more above all
#Rome: "Beautiful! A real museum in the new metropolitan station C in up and those to the cage that did not move in the least to help her. A because it is one of the most beautiful cities in the
Rome...." 2 ) shame!". world and among the most visited by tourists from ail
#Ticket: “Metro tickets € 1.50 purchased with contactiess or with cash on the #Take: "..., so be careful to which it takes because then once the ticket over the world and the image we offer is not the best"
‘machine.". is stampsd there is no possibility to choose... #Many: ‘| have been to Rome many times, but every
#Subway: “...but careful transport in Rome work reguiarly. my first day in #Use: *| am forced to Use the private car, congratulations !I". time I take the metro | get goosebumps."
Rome and a strike, closed subway. last train at 8:30 and did not open until #Work: "For a while it has become a "Work" to get out of the metro. #Dirty: “... but the orange one that leads to San
5:00 p.m.” #Get: “We should get it all over and make it aesthetically the same as Pietro was very dirty and not suitable for such an
#Stop: "Metro stop like all the other dirty and without staff in charge™ the line C side”. important cify as Rome. Certainly it can be
#Train: “The metro service is always crowded and frains should be . #See: "As an [talian | am ashamed when tounists see those very dirty improved.”
overhauled.” and smelly means and improper delays !!" #Clean: “Stations without particular architectural
#Line: “Line B line station is not very used except by the boys from the three |+ #Buy: "There's plenty of signage, regular trains and a one-way fare is ‘embellishments very simple and often not always
schools nearby”. 1.50 EUR but you can buy a seven-day pass for 24 EUR.". very clean ... “
#Time: “The meter sucks and dirty does not work lift and mobile stairs have . #Pay: “easy accessibility to paying the ticket (good subscription #Crowded: "Always crowded but it works well”
been stopped for a long time. " conventions for tourists), trains with good frequency . " #All: *...don't understand &ll is arrogance but have
#Clty: “An old station in the Gity center ...". »; #Say: “| can't say anything about punctuality and service because you seen the prices you have?.”
#Day: “Often busy and fuli of (auns!s during the day.”. when | entered the elevator to get off from the Spanish square to the #Easy: “Clean. and easy fo travel”.
#Hour: “Biblical times. few trains, overcrowding in the fop hours. aimost daily metro, seeing dirt and degradation I went out and preferred more
disservices, lack of staff in the stations, * means. .
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D2.1: User groups’ mobility needs, motivation and patterns

5.3.2. Rome (ltaly). Netnography of Subway-Tram J

Number of Reviews vs Rate (Subway / Tram - Rome)

800
700 g A s
600 - - =52 : 3.7
500 -
400
300
200
100
0
100 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

+ Trains and stations that are clean and have basic services

271

+ Extended daytime and nighttime schedule

+ Good air conditioning and ventilation

Intuitive, easy-to-use, and well-signposted service

+ Improvement of maintenance and cleanliness in the suburbs

+ Improved accessibility for people with reduced mobility, strollers, etc.

« Communication with other transports and important stations (e.g. Termini)
+ Sufficient lines and stops that cover the needs of the entire city

« To solve train breakdowns, and to minimize problems/errors with ticket vending
machines (ticket issuance, etfc.)

Maintenance and renewal of trains

More security (robberies, etc.)
More frequent train service to prevent overcrowding

Punctuality, reliability, and speed

Friendly staff

Facilitation of diverse payment methods

Availability of various types of tickets

5.3.3. Rome (ltaly). Netnography of Taxi bosiive J
77.4% 10.0%70% ., sk

e. Taxi Neutral

Kind and professional driver (30%)

Good service, efficient (20%)

Punctual, precise, and reliable (20%)

Immediate response, easy to book (4.4%)

Recommended service (11.11%)

Good value for money (7.7%)

Accurate and detailed information about the city, etc. (6.6%)
Clean and tidy (5.5%)

Easy to book, simple, and quick (4.4%)

Fast (4.4%)

Adapt to changes, flexibility (3.3%)

Comfortable (2.2%)

Saves time (2.2%)

Well-equipped (2.2%)

Others: pleasant journey, time-saving compared to other transports, help with luggage, cash payment accepted, etc.

POSITIVE

After booking, the taxi does not show up, cancellation of service without notice (11.1%)

They don't answer the phone, long waiting times for calls (10%)

Scams to customers (higher prices than they should, not using the meter, questionable route) (8.9%)
Poor customer service: complaints, etc. (4.4%)

Unpleasant, rude driver (3.3%)

Bad service, not practical (3.3%)

Only accept cash payments (3.3%)

Lack of punctuality (3.3%)

Expensive (2.2%)

Unprofessional (2.2%)

Others: air conditioning not working, no taxis available, no car seats for children or in poor condition,...

NEGATIVE
10.0%
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D2.1: User groups’ mobility needs, motivation and patterns

5.3.3. Rome (ltaly). Netnography of Taxi

time

2017 2018

‘Fantastic S8iVies, punctuality and immediate avallability .” |
#Driver: “The driver's service attitude is very good, the car is clean and

tidy, very comfortable”

#Taxi: *Quick and precise, dear like all taxis in Rome but a good

et I
#Rome: “Every time | go to REme and for work | will often, they are my

frst contact’”. |
#Time: "Perfect service. Respected hmes discreet staff but ready to
respond, impeccable service. cool water

: “Impeccable, punctual service and the clean Gar.”
#Price: “The prices are really democratic”

#Punctuallty: “Precision, punctuality and accuracy of the logistical
details characterized the service. .

#Professionalism: “When you are looking for professionalism and
aiso find kindness and sympathy. An excellent service. | recommend it
fo everybody”.

#Courtesy: ‘Perfectly combined Courtesy and professionalism”
#Kindness: “l found every time maximum punctualty, kindness and an
impeccable service.”

time pr

serwce

n ; taxi Pro

serviceon service
taxi driver, driver

#Recommend: A very kind, nice driver. & very high level. professional in his
work. | recommend everyone!”

#Thank: “The excellent service is a very nice conductor a tip from Rome to
Sutni exceptional. Thanks for sverything and best wishes"

#Take: "It was a pleasure to take advantage of your services ! Punctuality
and courtesy by the driver”

#Arrive: ‘thanks to the taxi dniver Super kind and human | arTived in time"
#Make: *I have holiday homes and for my guests | always make use of their
services, they all remain very satisfied. Gentile drivers and impeccable

machines.”. I i

#Book: “quick response switchboard, pity that taxi cannot be booked for the
next day”

#Call: e dfiver Fausto was very kind so much that we left a bag in the taxi
and we Ealled and after 5 minutes they retumed to us again.”

#Answer: “Huge wait without answers"

#Find: “Our family remained incredibly surprised. we had never happened to
find such a good person in what he does, service of ten and honors.”

#Go: 'l took advantage of the service to go fo the center.”

5.3.3. Rome (ltaly). Netnography of Taxi

Number of Reviews vs Rate (Taxi - Rome)
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IMPROVEMENTS & MAINTAIN:

Reliable and efficient service

Punctuality and accuracy

Quick response time and ease of booking

Transparency in prices and fares

Reasonable prices
Clean and comfortable cars.

Various forms of payment accepted
Availability of taxis

Amiable and professional drivers (using faster routes) who are flexible and can adapt to changes

driver
Cal’ta XI
S eprics

hour

‘excellent i, ae:
good*

=i punctual

excelent
iind®

#Excellent: “excellent servics. Excellent
price. | asked to approve a shuttle almost
from the moment, during the night, a
courteous driver provided with an excellert
vehicle.”

#Punctual: "Very good service! PURCtUal,
clean car and great price.".

#Good: *Super effective. Good service.
Reliable. Recommendable”

#Kind: “The best service in all of Rome.
Professionalism, punctuality, kindness and
availabilty.".

#Helpful: “Super kind and helpfil staff."
#Professional: Professional and honest™
#Nice: ‘Excellent service, very nice
gentieman and the van looks like a limousine
#Great: “Excellent service and great
punctuality. Guaranteed”

2022
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D2.1: User groups’ mobility needs, motivation and patterns

5.3.4. Rome (ltaly). Netnography of Shared LEV

@ Positive

® Negative
e. Shared ® Mixed
LEV © Neutral

NEGATIVE
6.9%

Good service; excellent, impeccable (28.3%)

Available and friendly customer service (18.3%)

Saves time, facilitates mobility, especially for short trips (10%)

Good, reliable and easy-to-drive scooters (10%)

Reliable service, works well (10%)

Improvement of mobility, without waiting or having to look for parking space (8.3%)
Competitive prices (8.3%)

Recommended service (6.6%)

Helmet, insurance, etc. included (5%)

Comfortable, useful, practical and effective (3.3%)

Managed through an app (3.3%)

Discounts (3.3%)

Fast (3.3%)

Easy to use (3.3%)

Others: clean, replacement service, repairs, complete offer, economic savings, for daily use, ...

Poor customer service (slow and inefficient) (21.6%)

Outdated, inefficient, non-functional app with frequent errors (11.6%)

Scooters not functioning properly (e.g. broken brakes) (8.3%)

Poorly maintained and dirty scooters (6.6%) Incorrect charges due to system failures (booking start and end) (8.3%)
Bad service (6.6%)

No delivery of invoices (lack of transparency/legal compliance) (5%)

Limited coverage area (doesn't cover university area) (3.3%)

Other: missing second helmet, expensive service, ...

it
- b romecpoltra
coolt price U9

Frome"= ebeience pric
Sc%oter A romesis

e AV Bt .
ole

time time rome aféa Oter,
s COO“ra rome ser\/cice scooter mwf & Ty
recomn

Fenta rh rent

=
®

ental bj

rent gredl
{ good 5.5
friendly é i
emﬂw' good*
Best grea
I
mce best el
easy
fiective
2014 2015 2016 2007 2018 2019 2020 02 2022
#Scooter: “Not very advice, never take their Scooters if you don't want to run into these #Rent: “My boyfriend and | rent @ motorcycie to meet Rome. The *
problems” first day we did most of the taxi and walking routes (because the
finitely the best on Rome, never had problems” Rome subway is very small and only has two lines), and after better it was impossible”.

#Rome:
#Servic

#Motorcycle

#Price:

“Excellent electric scooter sharing Service”
#Stalf: "Excellent service used during my trip to Rome. always courteous Staff

s in perfect condition”.

#Cooltra: *1 decided 2 check Cooltra Motos because their scooters looked well maintained
jagnificent service especially at a good price if you leave with Booking code.
Immediate availability and very good state of motorcycles”.

being another 4 days visiting everything with a motorcycle we
can say thal it is the best way (o know.”

to go along Cooltra helpful people! *
Motos Roma if you want to explore Rome in & fun and fast way!".
#Visit: “The best to Visit Rome. Great motorcycles and at a very

good price. * service courtesy”.

#Good: "Very good the scoofers, good speed,
made me save me a lot of money in Rome,

#Great: "Very easy to use, Gréat service”
#Friendly: *Good prices and very fiendly and

#Helpful: *Staff was very kind and helpfull.”
#Excellent: ‘It was really amazing, excellent

#Day: “Staff was very kind and helpfull. We rented scooter for a day and everything was

excellent”

#City: *you will move very fast through the Eity but also it takes time park them".

| Taree

#Time: “Due fo the short time I've had in Rome. they made it possible to take a short trip on +
their scooter which I've rent! They're helpful, good enghlis knowledge and flexible attention!

#Go: “Take a scooter and g6 wherever you want.".

more in less time”

#Use: */ recommend to everyone to Use the two wheels as a

means of transport”
#Get: “A fabulous way to get to know Rome end its

#Perfect: “The perféct motorcycle and | could
park in many piaces without problems”

#AII: “The staff tell you &ll you need both o get
around nicely and safely and ride pleasurably. "
#Best: “A litlle scooter experience is the best!”

#Experience: “Bad experience: reached their destination, the top box did not close. After surmoundings”.

half an hour of rehearsa | look for a phone: nobody answvers on the phone..." | + #Glve: “The freedom a scooter gives you explains the number of sy: “It was 8asy to book.

#Rental: “Our stay in Rome thanks 1o this rental was even more magnificent. Easy of those vehicles in Rome.” #Available: “The hotline is lmmsdlats/y
movement, speed, efc”. « #Drive: "Driving scooter in Rome i an absolute must /1" available.”

#Helmet: “good conditions and nice helmets.” | + #Find: *A race with a loaded scooter and in perfect condition that

#Way: “A scooter is also the ideal way o explore Rome™ did not work and went to one per hour, which | had to load to me Cheap price."

#A4pp: *All motorcycles carty two helmets and with the application you can book them until tofind @ possible parking lot."

you reach them"”

#Take: “on a handy scooter to take you thers while you explore I

#Nice'Very nice equipment and very nice
people.”.

#Cheap: "E\ verylhmﬂ was nice. Good scooters.

126



D2.1: User groups’ mobility needs, motivation and patterns

5.3.4. Rome (ltaly). Netnography of Shared LEV J
Number of Reviews vs Rate (Shared LEV - Rome)
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IMPROVEMENTS & MAINTAIN:

« Improved customer service: availability 24/7, friendliness, etc.
+ High-quality and reliable service

+ Reliable, easy-to-drive, well-maintained and clean scooters

+ Functional and useful app

+ Elimination of charges due to system failures

+ Expansion of service radius (universities)

Low rates (5%)
Quick deposit refund (3-4 days) (5%)
Alternative to owning a car, convenient for commuting (5%)

5.3.5. Rome (ltaly). Netnography of Shared CAR J

Positive
® Negati
f. Shared 5 % oMo
CAR © Neutral
I + Comfortable, innovative, and interesting service (15%)
+ Clean cars (10%)
POSITIVE I «  Clarity and simplicity in the rental p (5%)

Poor customer service (long wait times on the phone) (40%)
Issues with starting/unlocking the car (app, etc.) (30%)

Cars not functioning properly (20%): Bluetooth not working, issues with handbrake, battery, oil, engine, deflated tires, low autonomy
Limited parking space (10%)

Unclear usage instructions (10%)

Issues when closing the service, returning the car (10%)

No invoice provided (10%)

Excessive costs and high penalties (10%)

No GPS navigation

App shows also rented cars

Very limited usage area

Dirty and not disinfected (e.g. vomit)

Cars parked incorrectly, in private spots

Occupying spaces needed for residents

Unreliable

Service has worsened

Issues when renewing the service.

NEGATIVE
73.0%
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D2.1: User groups’ mobility needs, motivation and patterns

5.3.5. Rome (ltaly). Netnography of Shared CAR ‘

o chicle o1 ‘
! serviceapp euro

Noun

<o
djective

020
#Car: I recommend, for those like me who uss the Gar sharing frequently not to use |
Enjoy.”

#Service: *Finally, always for the lack of clarity in the terms afso of the rental Service.
their electric cars have limited autonomy and itis not allowed to leave them except in |
areas close to the rental point™

#Rental: “But sach rental becomes unnerving”

#Customer: *| call cUstormer service that telis me that this is the only way to conclide |
the procedure, and i il doesn't work ‘s strange .." I wi be the fault of my phone
(Google Pixelda, with native Android)...

#Enjoy: “Car rental Enjoy for 10 minutes and | find myself held back for 3 days € 69 for
their line problem”

#Problem: “If the BroBIéi was due to the app, please solve!”

#Time: “The cars visible most of the time are already booked, or there are problems |
with the beginning and the rental end”.

#App: */ do not recommend the use of this

#Euro: *Very bad experience. 1 fime sublracted 70 8iifos for no reason, now a mistake |

with @ charge of 500 euro.

#Money: “Always dirty and damaged machines and they charged me more Fioney than
the duration of the rental. Not very nof recommended!”

#Hour: "An unclear service charge you the rate at the holirs even if you have chosen
the rate for € 39 in promotion until January 87"

#Day: “Temible experience. i got a fine while i was with their rental, i got notified after 53
days from notification which means i did ot get the 30% discount on the fine....

assis tam,'
&8y

i Y@ rental t|me
epvic é“e :

allMma

2021
#Make: “the very approximate geolocation makes you do I
Kilometers to find the selected car”

#Take: “I strongly advise against, far better to take a taxi, I

extreme disappointment, bad, not recommended.”
#Use: 1 have repeatedly USed the Enjoy Car Sharing service
in Rome and | found myself really well. Machines in order and
clean, clarity and simplicity of the beginning and end of the
rental ."
#Call: *I have Galled the toll -free number many times to make 1"
them re -credited by asking why they hold my pre -order I
money even after | finished the rentai”

#Try: Ity to call, the same thing that repeats itself. 1y to

look for an email, without outcome. | try to leave a message to I
the contact us, that too does not work.”

#Find: .. find this totally appaliing, especially considening that

I have been a customer for many years and my documents are
fully compliant with the Ministry of Transport's requirements,

#Leave: “their electric cars have imited autonomy and it is not I
alloved to leave them except in areas close to the rental

point.” 1
#Book: °I Booked the car that was leftin & private road in via I
Frai Bigi. | couldn't use it because it takes the key to entering”

5.3.5. Rome (ltaly). Netnography of Shared CAR

Number of Reviews vs Rate (Shared CAR - Rome)
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IMPROVEMENTS & MAINTAIN:
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#Bad: ‘bad experience, ...A night spent at the tel. o
contact non -existent customer service because of a
problem.”

#Free: *I have called the toll Hree number many times
to make thern re -credited by asking why they hold my
pre -order money even after | finished the rental...”
#Many: “Many margins of improvement.

#Other: “As soon as | tried to book the Dobio but like
many ofhier times ! have not been able o do anything™
#AIL: “They are beautiful and good scammers | highly
recommend not to register a company that s not at all
correct that steals almost 20 euros without warming
takes the money only after you have inserted the

ca
#Daily: *bad experience and the request for
assistance refused to solve the problem by inventing
that the car had been clear on the instructions making
me lose the:daily rental”

#Shametul: “Shameful. Non -existent customer
service. The worst rental of my life.

#Good: “The service seems good but then they take
away the money from the card € 25

69

Better customer service with reduced wait times

Improved functionality of the app for starting and unlocking cars

Better maintenance of cars to ensure they function properly

More parking spaces allocated for car sharing

Clearer and more detailed usage instructions for customers
Improved process for closing and returning the car

Provision of invoices for each rental

Fairer pricing with reduced costs and penalties

Addition of GPS navigation to the cars

Increased cleaning and disinfection measures for the cars to ensure they are in a hygienic condition.
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UPPER

b

b. Bus c. Subway/Tram d. Taxi e. Shared LEV f. Shared car

soy 0% Joy 18:5%
Joy 53.4% Joy 50.2% Joy 2.4%
; Sadness 4.8%
Sedue T i Sadness 1.2% Sadness 1.3%
Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful:

The Bus is the transportation mode that has the highest percentage of comments identified as hate (23.2%), followed by Shared Car (11.2%) and Subway/Tram (7.1%).

Shared Car and Bus are the transportation modes that have the highest ratio of anger comments.

g Taxi is the transportation mode that has the highest level of identified joy, 53.4%, compared to only 5.4% of identified anger, as well as the lowest level of identified hate, at only 1.8%.
lJJ . Second Shared LEV is the transportation mode with the highest percentage of Joy (50.2%) compared to 5.0% of Anger. As well as the second lowest level of hatred (2.4).

If we analyze all the transports grouped, the most repeated words excluding Rome are:
service, subway, excellent, time, station, bus, taxi, and driver.

« The words that only men say are highlighted as: public, company, ATAC, rent, motorcycle
and dirty.

The words that only women say are highlighted as: punctual, hour, waiting, recommend,
perfect and clean.

U
UPPER
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5.3.8. Rome (ltaly). Conclusions

D2.1: User groups’ mobility needs, motivation and patterns

Considering the number of reviews, it seems that Subway, Taxi, and Bus are the most commonly used forms of transportation.
Following the pandemic, only Taxi, Bus, and Shared Car have shown signs of recovery. The number of reviews for Taxi has
significantly increased, while Bus and Shared car usage has returned to pre-pandemic levels. However, due to decreased tourism, the
Subway has shown the slowest recovery and remains the least used form of transportation.

There is a high and positive correlation between positive comments, a higher rate level (0.9), and lower levels of hate, and conversely,
the lower the rate level, the higher the number of negative and hateful comments.

The best-rated transport options in Rome are Taxi (due to the moto-taxi service) and Shared LEV, while the worst-rated options are
clearly Bus and Shared Car, with a 23.2% and 11.2% level of hatred, respectively.

Out of the analyzed users, 61% are men, 31% are women, and the remaining 8% are unknown. It is noteworthy that men have
provided more feedback on all forms of public transportation. Additionally, men have demonstrated a higher usage of Shared Car,
Subway, and Shared Bikes, whereas women have shown a preference for taxis, buses, and shared light electric vehicles, although
still using them less frequently than men.

68% of the analyzed users are residents, and the remaining 32% are tourists.

Number of Reviews vs Rate (TOTAL —Rome)

2000
1500 1602
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If we analyze separately the comments made by men

and women, we see that men are more critical with a

lower number of positive comments (18.6%)

compared to 42.1% made by women. The @ Positive
percentage of negative comments is higher, 42.1% d _-5% ® Negative
compared to 28.5%. ® Mixed
Men make more mixed comments (containing © Neutral

positive and negative aspects) than women. 33.8% 9 | 425%  285% W 15.0% 14.0%
compared to 15.0%.

5.3.8. Rome (ltaly). Conclusions

The main highlights / most important aspects of each transport are:

o Poor service: disorganized and confusing
o  Outdated and unimproved: unable to accept cards or renew online, frequent breakdowns, and poor condition
o Unacceptable customer service
o  Excessive waiting times
o Unhygienic and unpleasant odor
Subway /Tram:
o  Clean, modern, and aesthetically pleasing stations that offer additional services such as museums and shops
o  Dirtiness and lack of maintenance in both stations and trains, particularly in suburban areas
o Limited accessibility for people with disabilities, due to broken escalators, lack of elevators, and other obstacles
o  Technical issues such as malfunctioning ticket machines, slow problem resolution, and other breakdowns
Degraded, neglected, and outdated trains that lack maintenance and modernization

o Kind and professional drivers

o  Good and efficient service

o Punctual, precise, and reliable

o No-show or cancellation without notice after booking

o  Long waiting times for phone calls or no answer at all

Shared LEV:

o  Excellent and impeccable service.

o  Friendly and available customer service.

o  Slow and inefficient customer service.

o  Non-functional, outdated and inefficient app with frequent errors.

o Malfunctioning scooters with issues like broken brakes.

Shared Car

o Improve customer service by reducing wait times on the phone and increasing responsiveness to customer inquiries.

o Address technical issues related to starting and unlocking the cars through the app to provide a seamless rental
experience.

o  Conduct regular maintenance checks to ensure that all cars are functioning properly and address any issues promptly.

o  Review and adjust pricing and penalties to ensure they are fair and reasonable for customers.

o Improve overall user experience by providing clear usage instructions, simplifying the process of closing the service,
and ensuring that invoices are provided to customers. Additionally, consider expanding parking availability to provide
more convenient options for renters.

w-
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) .
UPPER

Oslo: Netnography of transport

SAMPLE: USER PROFILE: SOURCES:

d o2

TYPE OF TRANSPORT:

N° Reviews  N° Comments Inhabitants Tourist Company Web, social media, etc.

. A
yelp’-‘ ’GooglePlay

Oslo City Bike tripadvisor:

a.SHAREDBKE 49 | 49

63.3%%44.3% 22.49; 30.0% I 70.0%
1

| : ¢ Trustpilot
b. BUS E 251 | 140 [65.3% 25.9% 5.5%  g64% : 12.6% Ruter Google
: : : : o
c. SUBWAY /TRAM 459 I 336 156.8% 21.2% 22.1%  25.3% | 747% : Sporveien T-Banen (5~ - |
: ! H : 1 : Sooge tripadvisor-
H H H H Oslo Taxi, Sentrum Taxi, N
. | H H H City Taxi 2, Oslo Varetaxi, ©‘T
d. TAXI 1.251 . 662 170.2% 26.4% 5.4%0  86.7% ! 13.3% Norgeiax, Onrstania ggggle tripad.visor
H E E . Bogstadveien
: | : ; : .
o.sHAREDLEVE 85 | 75 lsoow 200%200% 778w | 2224 i Voi Technology Google
E H H B . Norway AS,
| : D by b, G d
f.SHARED CAR: 608 = 371  173.2% 24.3% 2.5%  94.7% Fsan 0 Nogoonaonty Google
H = H L H Bilkollektivet SA, Fleks, dr o g e A
. E . . Move About
U TOTAL 2703 163 ICEMEEET eews | sz i
- 1 H = H

UPPER
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UPPER

Level of Hateful:

Sentiment- Polarity (total): [/ 34:1%  [NSEESN 20.6%.5:
NEUTRAL I

~ WPOSITIVE  MNEGATIVE M MIXED
Sentiment- Polaritty (per type of

transport): "f'y.-“.'m
a)  Shared bike [126.7% NNESEEIN 333% 6.7% Sentiment ~-Emotions:
k) Bus {25715 3% o Positive _
@ Negative / B
o subway/Tram [IIEEHEEH205%05% @ Mixed - i
Angerzs.ﬂg._]
@ Neutral \ -
d  Tax [19.9% IIISTE%ININ 19.29%0.1% )
o) Shared LV Iz 20,057 ¢
f) Shared CAR  [STIGH RN
Sadness 2.5%
400
Number of reviews
(by type of
transport): a0
300
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200
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D2.1: User groups’ mobility needs, motivation and patterns

RATE (by type of transport):
a.SHARED BIKE
50

40

. SHARED CAR 2.5

37 b BUS

30

1.8

1.9

. SUBVWAY /TRAM

€. SHARED LEV

d. TAXI
RATE (total):

2.8 % ki

Shared CAR

Shared Bike

2017

2018

2019
e—Shared bike ==—Bus ==—Subway ! Tram

2020

5.4.1. Oslo (Norway). Netnography of Shared bike

a. Shared Bike 12994 NNNNGOMVGNINNN17.199.3%

Suitable price (20%)

Perfect mode of transportation for the city (15%)
Day pass (24h) (15%)

45 minutes free (15%)

Sufficient stations (15%)

POSITIVE
12.9%

s e s e s e e

Other: you can place your mobile phone (elastic band) (5%)

Penalties for system anchoring failures (service closure) (30%)
Missing bikes or spots, poorly balanced or redistributed stations (20%)

Service has not evolved, rather it has degraded (10%)
Poor customer service: no response, only via chat (10%)
- Easy to use: ease of registration, clear instructions (10%)

NEGATIVE
60.7%

o Some bikes with larger wheels and others with smaller ones (5%)
Price not appropriate (5%)

Inadequate infrastructure (5%)

Service not suitable for tourist needs (5%)

o
=]
o
o Bikes not suitable for people with a lot of weight (5%)

2021

Taxi =mShared LEV ===Shared CAR

© Positive J
® Negative

® Mixed

@ Neutral

The app works well: easy to download, useful, shows stations, number of available bikes and spaces (20%)

Availability of bikes and spaces to leave them, good redistribution between stations (10%)

Bikes in poor condition, damaged (deflated tires, blocked pedals, dirty, etc.) (20%)

Others: Mechanical bike without electric assistance in a city with a lot of elevation (5%)
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5.4.1. Oslo (Norway). Netnography of shared bike

2018

#Bike /bycicle: *We picked up bicycles that worked well at Majorstua and cycled to Bygdy
where we had to change bicycles due to the 45-minute rule.".

#App: “According to Oslo bysykkels we did not retum 1 of our bikes. Absurd!!tt We didnt
lock to biKe properly????? Strange because we received By app a Message.”.

#City: A ride may take a maximum of 45 minutes, which is easy to do in this cify. ~
#0slo: “We were visiting Oslo as tounists, and used the day pass option, and found the
system fun and useful, and at a very reasonable 49kr for the day.”

#Station: “Most of the stations have 0 or 1 bikes. Most of the bikes need a repair. "
#Year: “Either the stands are completely full or empty. Therefore it is impossible to rely on.
This will be my last year. "

#Person: “First, the bikes are not comfortable to ride anymors, probably come fo the
Pperson and physique.".

| #Service: “Support team doesn't care about the users. Fingers crossed they fix this and
this could be a great $1Vica for everyone!”.

#Park: “There is no option to park the bike when there is no free at the stand.”.

: “1hour before we received for the other biKe a conformation that we did retum
?2? Does the system work.?2?2?2",

#Day: *For 98 NOK (10 euros) | was allowed fo use the Citybikes for 3 days."”.

#Minute: *Cons: ot the best bikes and you have to retum/ pick a new bike every 45
minute. This said, you find bike parkings all over the City.”

bike

201 200
#Use: “Either completely full or empty stands. For that it is
impossible to ise and rely onf”.

#Work: “They blamed me for their own lock mechanism not
Working and charged me 540 "

#Get: “The only minus is that the bike does not afways lock,
but gets a quick response to the chat.”

#Take: “Then it is very boring to have only a chat feature tha
sometimes takes too long to get answers when you are in a
huny’.

#Bike: *l am a big fan of city bikes when they work. "
#To: “Good offer. and it is a joy 16 cycle. However, this only
applies if the bike works. :)."

#Return: “retumed the bike to one of the station in
Spikersuppa but | cannot register that | returned the bike. "
#Up: “The app is reset U to several times during the week
and so it can't be. .

#Cycled: *Had to Cycle il the way to Tjuvholmen before we
found a tripod to get rid of the bikes ...."

#Pay: "Step 2: Pay for 24 hours rent via creditcard. "

5.4.1. Oslo (Norway). Netnography of shared bike

Number of Reviews vs Rate (Shared Bike - Oslo)

2015 2016 2017

-5

IMPROVEMENTS & MAINTAIN:

Reasonable pricing

First 45 minutes free

Bike redistribution according to demand

Good customer service

evolve)

; 12
= 4
0 00— ——of OO

2018

Stations are appropriately sized based on usage

2019 2020

Different vouchers/tickets available for different needs: 24 hours, weekly, etc.

Bikes are in good condition and properly maintained

Availability of accessories, such as phone holders

ages, and a service that caters to the needs of tourists.

t

bike

2021 2022

. #Available: *f you go over you pay more @ 15-min
increments. The bikes were readily available. The app

l worked really well.”.

- #Long: “Then it is very boring to have only a chat
feature that sometimes takes too long to get answers
when you are in a huny.".

> #Electric: “The cost is a bit high. After the introduction
of electiic scooters in streets of Oslo, the cycle is less
preferred..."

. #impossible: “his makes it impossible to depend on

I the bikes and is completely unjustifiable when you Jook
'

at how good the apps are for other offers out there. ~
#Bad: *..., sometimes experiencing bad brakes and
slow provides™

#Broken: *My friend had a broken saddie mechanism
and cannot restore the bike and pack a new one.”.
#Many: ‘thee cycles stations are not at ail available in
&l parts of the city and many of the stations are always
empty.”

’4'4\*29

e

2021 2022

The app functions well: easy to download, useful, shows available bikes and parking spaces at stations

Continual improvement of the service to meet evolving needs (service has remained the same since its creation and needs to

Other improvements include electrification, infrastructure upgrades (bike lanes), bikes adapted to different weight ranges and
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U
UPPER

5.4.2. Oslo (Norway). Netnography of Bus

Positive

25718 3% v

Neutral

b. Bus

| Good customer service (friendly, etc.) (8%)
+ Friendly, attentive driver who assists passengers (8%)
| + Good public transportation, good service (6%)
+ Others:
POSITIVE | o You can usually find a seat
o Runs smoothly
I o Tickets of different types
o Good, appropriate routes
| o Adequate information about routes and during service
: o User-friendly and clear app.

+ Poor management of public transportation, no competition, etc. (16%)
Long waits, infrequent bus schedules (14%)

Unreliable for commuting, frequent delays (12%)

Aggressive, dangerous, and unpleasant driving by the drivers (12%)
Poor customer service (8%)

High prices (8%)

Drivers not stopping (8%)

Poorly designed routes and schedules (6%)

Difficulty purchasing tickets (one by one and with different cards) (6%)
Penalties for system/service failures (e.g. app failure) (4%)
Inaccurate, slow app with ticket purchase failures (4%)

+ Others:

o Strikes

o Poorly visible stops

o Stops under direct sunlight

o Inadequate climate control.

NEGATIVE
60.7%

5.4.2. Oslo (Norway). Netnography of Bus stgo'p"
roHte‘ it
river
a TS ticket
pgﬁé%h'nﬂer e
et

me tict

bus

@ Vero
@ Adjective

2018 2018 2020 2021
#Bus: *Depending how long you stay it is probably befter to purchase an Osio card I - #Get: "The subway in Oslo ("T-Banen’) is the fastest | - #Late: “l travel with T-banen everyday for work and also on
which also allows the use of the boats and buses" and cheapest way to gt around in Oslo and the I my free time - it is seldom delays (at least lately ; )." "Trains
#App: “You can also buy ticksts online, @pp and in kiosks." surroundings.” are very rarely late."
#Tlcket: “Nice with the opportunity to buy a ticket on the app or via travei card”. I N #Drive: “Neat and nice drive". . #Bad: "Very bad experience. it is embarrassing to claim
#Route: "Funny thing is the line to Holmenkollen (line 1) takes you there on sucha I * #Stop: “Info over the speakers there will be I that the train amives in 2 minutes and actually take more
route that it more looks like & mountain railway instead of metro, very nice route.". unexpected stops or lower speeds. Great. Good trip!.” than 20! Not only once, almost every day in stations in
#Time: *Good service, clean, on time. We used this public transport service many I . #Run: "Al trains run either East or West and the periods when there are works.”
times during our 6-day stay * stations have good signs™ . #AM: “Almost all areas are served by this efficient system
#Driver: “Clean .Very friendly drivers. Ok information and not fo expensive.". ] #Go: “Download the RUTER app for tickets!! To figure of 6 metropolitan lines, which climbs up to the Marka
#Person: “In my opinion the best T-Bahn in the northemn countries. Cheap if you I out wherer to go, and wich train to take Download the woods, in spectacular natural oases nof far from the
take @ 24-hour ticket. We were two people and you can only pay with a card. For RUTER app for tickets!! To figure out wherer to go, center.”
each parson you can only pay on one card." and wich train to take" . #Expensive: “Even though it's not that fast and rather
#Stop: " destinations and stops are clearly marked at stations and on trains. And I ¢ #Work: “If works very well and serves important parts expensive it's a good choice for moving around in Oslo.."
the RUTUR app is pretty good.” of the city..” . #Right: “...maps and better information are missing at the
#Service: “The Osio subway is an excellent, efficient and punctual Service that - #Buy: "The only negative thing was biljing you pass at station to choose the right output *
connects the city center with all areas fo the forest and the ski resorts of I the automatic machines...not very user friendly” . #Good: *Nice and good. T The track towards the center
Nordmarka.” ¥ #Pay: “We were two people and you can only pay with stops very high above the platform but other than it quite
#Transport: “The subway is fast and stable transport in Oslo. It has high operating a card. For each person you can only pay on one card. nice”
stability and effectively transports you where you are going. I 1 was Jucky with me two cards™ . #Many: “We used the public transportation many times”
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UPPER

5.4.2. Oslo (Norway). Netnography of Bus J

Number of Reviews vs rate (Bus - Oslo)
100

2015 2016 2017 2018 2019 2020 2021 2022
IMPROVEMENTS & MAINTAIN:

+ Good customer service

+ Adequate management

Increased frequency of buses
Punctuality, reliability (no delays)

Safe driving

Reasonable prices and different types of tickets

Friendly and helpful drivers, professionals (e.g. always stop at the designated stops)

Well-designed routes and schedules

Easy ticket purchasing process

Accurate, user-friendly, and stable app (no crashes)

Avoid penalties for service failures

Comfortable stops (covered, seating available, easily visible, etc.)

Adequate information about routes and always available during the trip

Proper climate control

Positive

&, Sy Them 65.2% 4.8% 20.5%9.5% 2w

® Neutral

5.4.3. Oslo (Norway). Netnography of Subway/Tram J

Reaches the outskirts: mountains, nature, ski resorts (metro lines 1 and 5) (26%)
Punctual (22%)

Day, week or month tickets available (20%)

Clean (18%)

Efficient (18%)

Best transport in Oslo (12%)

Sufficient stops, takes you to important places, good network (10%)
Comfortable, pleasant (e.g. lines at the same level) (10%)

Good price (e.g. lines at the same level) (10%)

Fast (10%)

Good frequency (8%)

Useful, the most suitable/easy way to get around Oslo (8%)

Easy to use, understand and simple (8%)

Safe (8%)

Central station in the city where all lines connect (6%)

+ Good signage, adequate information (4%)

Useful app, helps to purchase tickets and use it easily (4%)

Inspectors and guards (4%)

+ Others: quiet, accessible, not too crowded, friendly staff, some stations have free 24-hour parking

POSITIVE

Insecure (pickpockets, homeless people, etc.) (8%)

Delays, lack of precision, not punctual (8%)

Expensive (8%)

Dirty, no toilets and bad odor (8%)

Crowded (6%)

Not accessible for wheelchairs and baby carriages (4%)

Lack of information on screens, incorrect or incomplete (4%)

Others: basic rules of coexistence not respected, low frequency, heat in summer, no adequate emergency plan, slow, etc.

NEGATIVE
4.8%
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5.4.3. Oslo (Norway) Netnography of Subway/Tram

bus SyStem centern

hne
trainCity holmenkolles trg| AAAAA

meto “line Jview transport
day, S Otuwv, OS
. machir

easyT’\SCG1 2 bl,QOOC
whc\c gleal ublica|
e good "many
éasy
2007 2018

#0slo: “The T-banen (know changed its name to the Metro) is running to I
many different places inside Osio.". =
#Ticket: “A ittle downtum that the fickt oniy lasts 1 hour.".
#Subway: “Oslo subway. Nothing special. Modemn, well organized, respects I
the traffic schedule, clean. It circulates both underground and on the surface,
on very long sections.”
#Train: “Trains come one after another don't need to wait much. Make sure
validate ticket, Although | was never checked.
#Station: * found the Station's clean and the services very reliable and I
smooth’.
#Metro: *| found the Oslo etrd really reliable and very punctual as was ail
the public transport "
#Way: “The public transit system in and around Osfo is efficient, easy to
figurs out and get you anywhere quickly and in a cost-sffective Way"
#App: “The &pp made it SO EASY to get around.”
#Hour: “In my opinion the best T-Bahn in the norther countries. Cheap if yoll "
take 2 24-hour ticket. *
#City: “Taking the * trikk " as some Norwegian still call it can be an excellent
way of getting around the Gty especially when you are pushed for time.". o
#TIme: “It is convenient to use the subway as the waiting fimes are not fong.

1

time
Stat[on tram

2019 2020
#Get: “Comfortably get around Oslo like the locals!...".

2021

#Take: | love taking public transit. Oslo’s mefro is very modern. clean

and efficient.”.

#Use: "For sure don't Use the old stations like the National Theatre

station. That is the worst."

#Buy: * If you by an Oslo pass, you shouid definitely go to the Okolin

Bow sculpfure park, the Munch Museurm, etc.”.

#Go: “This train walking is very beautiful. Do not stop Ging! For the

whole family and age! Great views of the city!"
#Around: ‘great way to get around Oslo.”

#Find: “There is no link between the route finder app (RuteReise) and
the ticketing app (RuterBillett), so you cannot find a route and then

ciickAap to buy the ticket"

#Need: “you will nged to check your start and finish zones before

ordering a ticket."

#Make: “Public transportation is excellent and makes i easy to get

around in Oslo.”

#Vislt: “We used it numerous times during our splendid Visit to the city."
#Out: “Easy fo figure oul, reliable, clean and very safe methods of public|

transportation.

#Work: “Fine and reliable in terms of access to and from Wwork”.

5.4.3. Oslo (Norway). Netnography of Subway-Tram

Number of Reviews vs Rate (Subwa / Tram) - Oslo

100
80
60
40
20

2012 2013 2014 2015
IMPROVEMENTS & MAINTAIN:

Cleanliness

Reasonable price
Safety

Comfort (e.g. level boarding)
Speed

2016 2017 2018 2019

Efficiency, usefulness, ease of use, best way to get around

Variety of ticket types (e.g. day, week, or month tickets)

More space and good frequency are necessary to avoid overcrowding.

Sufficient stops, takes you to important places, good network

Accessibility for wheelchairs and strollers
Available, complete, and reliable information
Others: respect for basic rules of coexistence, adequate climate control

2020

2022
#Good: “...depanures are frequent and connections
between t-bane and busfrainsirams are good.
#Public:
#Many: “Trains and metro system are linked in many
places, trams and busses connect the whole thing.."
#Clean: "Affordable, clean wagons, safe and trains
that kept the timetable.
#Easy: “you are sure that connections with the heart
of the city are gasy and probably without bad
surprises”.
#Great: "Took the subway from the city center up to
Ulleval Stadium from the city center, great way to get
ahead.2
#Nice: *A good, fast, ice way fo get around in Oslo.”
#Efficlent: “They are clean, efficient and much quieter
than transportation in other countries.”
#All: .. When in Oslo, get Oslo Card at the Airport.
gives unlimited accsess to &l transport. 1, 2 or 3 days
pass.”
#Over: "With a day card you swipe BVer a lot in one
day.”

2021 2022

Punctuality, reliability, accuracy; service in all parts of the city, e.g. reaches the mountains, etc.

136



j
UPPER

NEGATIVE

D2.1: User groups’ mobility needs, motivation and patterns

5.4.4. Oslo (Norway). Netnography of Taxi

et 119.9% INNINSTEIIINN 19.2%0.1%

+ Recommended, reliable, punctual, and serious (10%)

+ Pleasant, polite, helpful (8.3%)

POSITIVE
19.9%

+ Good service, quality (6.6%)
Good price, cheap (5%)

+ Good customer service (3.3%)
« Safe, no deception (3.3%)

« Poor customer service (11.6%)

« Unprofessional service (8.3%)
« Long waits, queues (8.3%)
« Expensive (8.3%)

51.8%

« Cannot retrieve lost items (3.3%)
« Other:

Charges for mistakes
Better with Uber

Bad smell

Arrives earlier

Do not speak

Norwegian

G 0000

c o

« Other: comfortable car, driver does not talk much.

+ Good drivers, safe and professional (8.3%)

« Taxi does not arrive and/or no notification is given (10%)

+ Unpleasant, unstable, unprofessional driver (6.6%)
« Slow to answer or pick up calls (6.6%)
Few accessible cars and/or cars with suitable child seats (5%)

Do not want to go to a specific destination (e.g. Gardermoen)

© Positive
@ Negative
® Mixed

@ Neutral

« Deception by taking longer routes and charging more than what should be or what is stipulated in the fares (21.6%)

5.4.4. Oslo (Norway). Netnography of Taxi

custorer
0S|Otripmint
drivercompany -

iy + pBfSon,3

S i (X

Klgsio SR mtime i
Ayl " service Price
s 'tl me

take
A

101
expensive ' ves

2007 2018
#Taxi: “Had pre -ordered taii on app. Got tel 10 min before that they
could not get a car. Unreliable. . 3
e “spoke very drefit Norwegian™

#0slo: “Only aitemative in Oslo. Besides Uber” |
#Price: “simply the most unknowable drivers in the city, but with one of  |*
the most expensive prices *
#Company: "More than double price of max price in the app on tel! The

te: ounted at a sick speed, it cannot possibly be legal. Never more L

#Service: "Do not call their customer Service if you lost something in one |
of their cars.”. i
#Trip: “The driver drove big detours and we had to end the trip. *

#Time: “Did not find the address and came 12 hours before the agreed

car for us.
#Minute: “Afer 45 FilRULes there was a taxi who claimed he had been
assigned 15 minutes before coming.” |

#Car: *The car did not come and we were not fold that they did not have a |'

#Customer: “Drit -expensive and rotten customer service!"
#Phone: “The driver uho answered the phone was very rude and nof
accommodating. " .

2019 2020

#Take: “A taxi that would take! 10 min to get to the pick -up
site took 40. Not very nice in the cold. . "

#Come: “Order Taxi at 1 pm, comes at 14. Giant service”
#Get: It took 1.5 hours to et the whole group transported
They are not to be trusted!”

#Drive: “Seems like nons of them actualy manages to ive
the right way ever ..

#Pay: “Coming 25 minutes late to have to pay ful price even
though | discuss with the driver.

#Go: “We were going from Vippetangen to Oslo S, but the
driver from Norgestaxi refused to drive us and waved himsslf
only behind even though he was in the queue first.”

#Use: ‘Dont use this company!”

# d a maxi taxi at 4.30 at night to Gardemoen
(to reach one fiight). Taxi never came.
#Call: *Ternble service, the taxi alled 1 hour before
departure, the diver got lost on the road, waisted for half an
hour and waited for him fo Show up, ...
#Say: “They have a fixed price it says on ebsites but then
you Fave o cal the GaN conter

|"corip

drlvcérr”“’dgervicé

,mng%?

driveto
gétora
come
= get driye’
“longove come’
2021 2022

#Expensive: Too Xpensive ... steer clear of this company.”
#Bad: “Watery bad service! Have just got off the phone where |
have been scolded after incredibly poor follow -up

#Good: “| am very happy with their service. Very very good
professional. | recommend to all worids".

#Nice: “Incredibly nice and sefe driver, made us elfecbve was
informative, ot least zero nonsense with payment.

#Long: “The dniver also chose fo fake a longer way than
necessary."

#Other: “No other taxi company should be used. Oslo Taxi is
senious

#Same: "Twice as expensive as Oslo Taxi for the Same strefch
in the Oslo center”

#Best: ‘Best in Norway on passenger fransport.”

#Late: “They can armive 10 minutes early or up to one quarter

later
#Fixed: “‘use ONLY OSLO TAXI and ask for the fixed fare,
otherwise the price can easily double!”
#New: “About the quality of the taxi in Osio are fiél and good
‘maintenance!”

.
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5.4.4. Oslo (Norway). Netnography of Taxi

D2.1: User groups’ mobility needs, motivation and patterns

Number of Reviews vs Rate (Taxi- Oslo)

372

2015 2016 2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

Professionalism, seriousness: no deception by taking longer routes
Reliability, punctuality: the taxi arrives and in case it doesn't, they notify
Pleasant, polite, helpful treatment

Good price

Good customer service

Good drivers, safe and professional

Prompt attention, when picking up the call

Good service, quality

Few accessible cars and/or cars with suitable child seats.

Cannot retrieve lost items

Other: safe, comfortable car, driver does not talk much, good smell, speak languages, can go wherever you want ...

LEV

POSITIVE
28.0%

NEGATIVE
49.3%

5.4.5. Oslo (Norway). Netnography of Shared LEV

© Positive jJ

() ® Negative
e. shared (1128109 INNNASISOANINN 20:02%7% 3\

@ Neutral

Good scooters; they drive well, have power, speed and stability (20%)
Good customer service and fast (17.5%)

Good service, recommended and a good way to get around (7.5%)
Fun and nice (7.5%)

Easy to use

Cheap

Good app

Bad customer service (15.0%)

Charges for failures or because the service is not clear (7.5%)

Impossible to close the service (park the scooter) (7.5%)

The scooters bother are messy on the floor (they prevent passage and cause accidents) (7.5%)
Failures at the time of service start (5%)

No availability of scooters

Expensive

You cannot cancel the service (failure that causes the customer to be charged without using the service)
Motorcycle degradation and service

There could be more bonuses

Limited area of use

Cannot be used at night

138




D2.1: User groups’ mobility needs, motivation and patterns

UPPER

nomsense

5.4.5. Oslo (Norway). Netnography of Shared LEV ii
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2020 a1

#VOL: “She trpped, fell and broke her neck because of Vei's business in Oslo - Shame on you!"} #Use: P

i e Off ks 0 a6 “inaccessible”. swnmougn’;gmupmm Thﬁahaehappeﬂza2| ’:?"’mz‘hmmm”-"hsm""”

dayslnamw Wil never use VOI again, for some rubbish!" . #Ger

#Scooter: “The scoolers are some of the most high quality scooters, they ar fast,..." I the App

#Bike: *...But they keep sending me emails saying they are going to remove & wrongly parked #Take: “Very bad service....they have taken money for

bike on my property... whole day but | couldn't start any of their scooter.”
#Service: ‘Steals money fiom the card. charges the card for days you have not used Voi. No I #Work: Wtk fine, but | had wanted more powerful

response to customer engine in the uphill Slopes”

#Good: *A good way fo get around the city".
#All: *I need an explanation and overview of 8l
‘my payment from Voi Customer Service.".

#Bad: "But | unfortunately can't recommend the

it is impossible to get back to the frontpage of I

#App: “Very simple 8pp. get help when you need it via support.” #Say: *f wrote them & compleint and the help | gof wes & it impossible to report the problem
may'lwvakmm.swmpm-mwmmynnmmommw-myaura tnip refund and a note Sajing «u uss our phone holders at I #Many: “many times | cant lock the scooter in
send your money back”. ur own risks” parking zone, but the worst part is the customer
#Time: “Nice rental voi scooter, but bad breaks 2 fimes.". #Start: I want to start of by saying that i really fiked Voi support” N
#Trip: “Had a complaint about the shooter. They took it further to take a closer look at about when they first Sfafted. The quality was great, ahways a I #Private: “Voi does not respect that it is
fixing it. Plus  got the money back for the tfig without asking about it 77 ", scooter around and the pricing was reasonable.” forbidden to park on other people's private
#Phone: "I started a tip in Oslo, put my phone in their phone hiider and made sure it was #See: ‘It is difficul to 568 how much time you have left 2
secure. Little did | know that their phone holders don't cope with vibration at afl and it sent my R Yol Siibserbe I #Electric: "Bibi Vance is 83 years old and visually
phone flying onto the ground not even 2 minutes into starting.” #Go: "So 'm not P it hasnt impaired. She did not see the electric scooter
#Customer: “It's not possible. Whenyouyotaﬂnvabm ‘customer service does not exist in hwmzxmx o4 monin, 85 & has lying on the ground in front of the entrance to
Norway even if you click on Norwegian. I Try: “Bought dey cards. Starts by getting » ermor I Mollihausen square on Skoyen. *
#Problem: “other problems is vith the app it sel, if you are uniucky the app wont even open ssssaipe in the app every tire. | B to start. The voi kst #Same: “Piece of trash service, impossible to
after u have started the ride. stops.” park even remotely close to a tier and Ryde
#Money: “l tred to et my mioney back but the customer support is impossible to work with..." | I parking the Same place”

— . &

5.4.5. Oslo (Norway). Netnography of Shared LEV ]J

Number of Reviews (Shared LEV)

50
40 i
30 31
20 )
10
0
2020 2021 2022

IMPROVEMENTS & MAINTAIN:

« Good customer service; fast and that responds to service failures.
+ The motorcycles must have an adequate design according to the needs of the city.

That there are no failures when starting the service, canceling it or closing the service.
+ Avoid unfair charges for service failures.

Control of where the motorcycles are left, prevent them from being left in places that hinder the passage,
private squares or in places where they can cause accidents

Availability of motorcycles in a suitable area

Reasonable price, not extortionate
+ Good maintenance of the motorcycles and the service, avoiding degradation.
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5.4.6. Oslo (Norway). Netnography of Shared CAR

D2.1: User groups’ mobility needs, motivation and patterns

Positive

f. Shared
CAR

Good customer service (15.7%)

POSITIVE

Good price (10%)
Fun, good experience (7.1%)

NEGATIVE
31.1%

« Expensive service (4.3%)
Uncharged cars (4.3%)
+ Not recommended service (4.3%)
Non-transparent pricing (2.9%)
Others:

o Difficult to unlock and lock

o Difficulty finding parking spots

- [1311% 713.8%%

Easy to use, simple and straightforward service (22.9%)

+ Easy-to-use app, accessible and easy to make reservations through it (14.3%)
+ Good, new, modern, and practical cars (12.9%)

Useful and practical service, recommendable (11.5%)

Availability of cars, accessibility, and proximity (11.5%)

o Car's autonomy is not as indicated
o Costs money to retrieve forgotten items, as one needs to pay to unlock the car

5.4.6. Oslo (Norway). Netnography of Shared CAR

@ Noun
erb

djective

2007 2018
#Car: “So simple and easy that it s fun to rent a gar )" .
#Customer: “Absolutely miserable Gustomer expenence. Were charged for | +
their own technical erors."
#App: “Very easy to use the Bpp and reserve a car. Unproblematic to pick
up and use the car and defiver again. Can be recommended.”
#Service: *Very happy with the cars, the app, customer servics and
evarymmg with hire”

: “Top to rent & car at Hyre. Recommended. We will do that again.”
Wrice: Fresile and practical service, great customer service and good
price”
explaining this problem to them. The service was unpleasant on the phone”.
#Time: "Cars in many locations and accessibility are better than in 8 long

that | paid too much | did not get back”
#Rental: “Over 2 weeks ago rental and no response or payment from
neighboring cars. Neighbile has become insolvent 11"

#Tenant: “Very good. Could have been cleaned somewhat better from the
previous fenant. Easy price.”

#Company: ‘Practical and affordable rental car Goripany. Very clear via the

#Money: *I got the money that was drawn to the app, but the money for Iusll .
app, which is also key." i

2019 2020
#Rent: “Is a very simple and nice way to fent a car."
#Get: I borrowed a car to get lots of stuf {o the West
Kanttorets market and did not find parking nearby after off".
#Use: “Expensive! It will never be worthwhile to Use fiex! You
want to et better out of it leasing a car.”
#Take: “Customer service shows zero willingness to cooperate
or understanding. Take a taxi. Or Limmo for that matter. If will
potentially be cheaper.”
#Work: “but customer service was easily accessible on chat
and phone and got switched to a car in the same place that
Worked. And then it was all super simple.”
#Pay: “Had to pay $ 12,000 for an injury | was not respensible
for. Picture Certificate did not hofd ....."
#Up: “The one | picked Up was a delicious automatic car (Seat
Leon Stv 2018). Natural extra costs such as toll passes and
fuel can occur. *
#To: *Easy parking, with plenty of space. Pretty central. Short
distance to public transport."
#Recommend: ‘Had it been possible to give zero stars, they
would have received this. Rude customer service and long
answer time. Do not racommend using their sarvices®

@ Negative
® Mixed
» Neutral

Others: Flexible service Sustainable Easy to move around All-inclusive Clear and transparent pricing

Unauthorized charges due to system/service errors (cars not rented, returned but not registered, etc.) (18.6%)
Poor customer service (unpleasant, unresponsive, etc.) (12.9%)
Poor service, bad company, lack of professionalism (8.6%)

Cars in bad condition (mechanical issues, etc.) and dirty (7.1%)
App errors, not user-friendly or useful, etc. (5.7%)

customer IJ
app

Service

2021 2022
. #Good: “Fantastic concept 666d selection of cars, good
prices and super service”.
#Simple: “Simple app. good selection and groat services."
. #Many: “Will use many times in the futus
+  #Recommended: ‘Quick on answering, am’ easy o use.
[Recommended!"

#Nice: “Was very Fiigé car to drive, but struggled to fock and
unlock the car .."
#Bad: 'Is not recommended. If you choose fo rent anyway:
I Take very good pictures and movies of the car, before and
after. Inside and outside. in Bad lighting conditions, do not
tire the car.”
I #Expensive: “Had a slight injury was very BXpensive so
there is something pulling down"
#Cheap: “Easy to ook and cheap car hire.”
I #Accesible: *So light, fine priced and 3ccassiblé when you
need an extra car quickly. .
#Great: “Very simple. great modern car and a good
nce.

ex :
I . #Clear: “Incredibly simple snd clear. Lots of cars available.
i Alittle too much seat cars...
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D2.1: User groups’ mobility needs, motivation and patterns

5.4.6. Oslo (Norway). Netnography of Shared CAR ]

Number of Reviews vs Rate (Shared CAR - Oslo)
350 359
4.0

300 38—

250 34— . P
‘ ——

200 —e7—

0 8=
2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

Adequate customer service (pleasant, quick to respond, etc.)

Easy-to-use, simple, flexible and straightforward service

Unauthorized charges due to system/service errors (cars that are not rented, returned but not registered, It's difficult to unlock and lock ...)

User-friendly app, accessible and easy to make reservations through

.

Good, new, modern and practical cars

Good price

Availability of cars, accessibility and proximity

Poor service, bad company, lack of professionalism

Fun, enjoyable experience

Cars in poor condition (malfunctioning, etc.) and dirty

App errors, low usability, usefulness, etc.

Cars not charged or the car's autonomy is not what it indicates

All-inclusive and the price should be clear and transparent

Sustainable

Difficulty finding parking spots

a. Shared bike b. Bus c. Subway/Tram d. Taxi e. Shared LEV f. Shared car

Joy 9.3% Joy 11.2% Joy 135% Joy 30.0%
Joysn Joy 7%

i 4.. o - ! et i -

Sadness 2.7%
Sadness 36%
‘Sadness 14.0% Sawman TR,

Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful:

In Oslo, it stands out that the level of joy in all types of transport is lower than in the rest of the cities studied.

The Bus is the transportation mode that has the highest percentage of identified hate (12.5%), followed by Taxi (3.4%).
Bus is the transportation mode that has the highest ratio of anger to joy comments.

Shared Car is the transportation mode that has the highest level of joy identified, 30.0% compared to 23.3% of anger.
Subway/tram are similar with low percentages of joy, anger, and hate.

DY

U
UPPER

141



D2.1: User groups’ mobility needs, motivation and patterns

+ If we analyze all the transports grouped, the most repeated words
excluding Oslo are: taxi, car, service, driver, time, customer and

application.

+ The words that only men say are highlighted as: transport, center,

excellent, rental and star.

+ The words that only women say are highlighted as: pleasant, hyre,

credible, worst and arrived.

U
UPPER

o e e

@ male
@ female

5.4.9. Oslo (Norway). Conclusions

According to the number of reviews, Taxi, Shared Car, and Subway/Tram appear to be the most used modes of transportatior
Taxi and Shared Car are the ones that have grown significantly after the pandemic. Bus and Shared Lev have grown less,
Shared Bike remain stable, and lastly, the Subway has not recovered.

In Oslo, shared transportation does recover after the pandemic (except for Shared Bike), as in most other cities.

There is a high and positive correlation between positive comments, a higher rate level (0.9), and lower levels of hate, and
conversely, the lower the rate level, the higher the number of negative and hateful comments.

The highest-rated modes of transportation in Oslo are the Subway and Shared Car, while the lowest-rated is clearly the Bus,
with a 12.5% level of hate, followed by Taxi, with an 8.6% level of hate.

65% of the analyzed users are men, 22% are women, and the remaining 13% are unknown.

Men use shared transport (shared car) more, and women use Taxi and Bus more.

33% of the analyzed users are tourists, and the remaining 67% are residents.

There is a medium-high correlation (-0.7) between a higher percentage of tourists and fewer negative comments (they are less
critical), and conversely, a higher percentage of residents who give more negative comments (0.7). Tourists make more mixed
comments.

There is no correlation between usage (number of reviews) and satisfaction (rate).

Number of Reviews vs Rate (TOTAL - Oslo)

1000

800 B i //"4'7\>\._242__, 3%

600
400

200

0
2016 2017 2018 2019 2020 2021 2022

If we analyze separately the comments made by men and
women, we see that men are more critical with a lower

number of positive comments (13.7%) compared to d B a2 5%alsy, © Positive

34.6% made by women. The percentage of negative L4 "\\JI?Q&JWQ
comments is higher, 50.3% compared to 39.0%. :NtlaX:traI

Men make more mixed comments (containing positive

and negative aspects) than women. 32.5% compared to 9 [3a6%  IINNSS0%NNN 18.1%8.3%
18.1%.
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U
UPPER

The main highlights / most important aspects of each transport are:
»  Shared Bike:
o The app performs well; it is easy to download, useful, and displays information on available bikes and parking spaces at

5.4.9. Oslo (Norway). Conclusions J

o There are various vouchers/tickets available to meet different needs, including 24-hour and weekly options.
o The pricing is reasonable.
o The bikes are in good condition and are properly maintained.
o The first 45 minutes of usage are free.
+  Bus

o Users demand excellent customer service
o Effective management
o Increased frequency of bus service
o Punctuality and reliability (no delays)
o Safe and reliable driving
*  Subway (Tram:
o Efficiency, usefulness, and ease of use are essential factors in determining the best way to get around.
o Punctuality, reliability, and accuracy are critical elements that define excellent service throughout the city, even in remote areas such
as the mountains.
o Avariety of ticket types, including day, week, or month tickets, provides flexibility and convenience for passengers.
o Cleanliness is also an important aspect of a top-notch transportation system.
o Finally, a reasonable price is a crucial consideration for many people when choosing their mode of transportation.
+  Taxi:
o Professionalism and honesty: no deceptive tactics such as taking longer routes
o Dependability and punctuality: the taxi arrives on time and if there are any delays, customers are promptly notified
o Friendly, polite, and helpful demeanor
o Competitive pricing
o Users demand excellent customer service
+  Shared LEV:
o Users expect prompt and responsive customer service that is excellent in addressing any service failures.
o Motorcycles must have a design suitable for the city's specific needs.
o No glitches or malfunctions when starting, canceling, or terminating the service.
o Fair and transparent policies to avoid any unjustified charges for service failures.
o Proper monitoring and control of where motorcycles are parked or left.
+  Shared CAR:
o Users demand customer service that is not only excellent but also friendly, prompt, and efficient
o User-friendly, simple, flexible, and straightforward service
o Resolution of unauthorized charges resulting from system/service errors (e.g., cars that were not rented, returned but not registered,
difficult to unlock and lock, etc.)
o Accessible and easy-to-use app for making reservations
Availability of high-quality, new, modern, and practical cars
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) .
UPPER

SAMPLE: USER PROFILE: SOURCES:
TYPE OF TRANSPORT: E NP Reviews  N* Comments E d 9 ? ; Inhabitants Tourist E Company Web, social media, etc.

; : : ! VRNnextbike

a SHARED BIKE 32 ! 19 :87.5%%25%0.0% grs% | 125% i Mannhem Google
: : : ' :

b. BUS P44 ! 18 177.3% 20.5% 2.3% g3y | g3 : RNVbUs Google
. H H ] H

c. SUBWAY TRAM 187 1 101  :754% 22.5% 2.1%  97.9% | 1% 1 RNV Tmam ngg!g
: ! : : ' : e
E I E E I E Mannheim Taxi, Taxi

d. TAXI i 2.095 1036 :79.6% 158%4.7%  96.6% 3.6% :  Memhem wiManheim-  GOOQle
: ! H H ] = City, Tesla Taxi Mannheim, ek
" : . = XXL taxi Mannheim
E I E E E F Trustpilot

e SHAREDLEV] 105 105 178.1% 17.1% 4.8%1  7.6% ! 924% i Lime B> Google Play
: 1 P - ! Stadmobil, mobileace -

f.sHaREDCAR: 109 105 :77.3% 17.3% 5.5 96.4% Y Carsharing, FRANKLIN -~ GOOgle
: : : ' ! Mobil

U TOTAL: i 2572 1384 i Loeow | 20w

" H H [ H

UPPER

Sentiment-alat ot SHEN A0 %] 22.9% pn— RATE (o type ofranspor:

mPOSITVE  WNEGATVE  mMIXED = NEUTRAL 2. SHARED BIKE

Sentiment- Polaritty (per type of transport): o 3T
Joy 55.5%
a)  Shared bike | 31.6%0.0% 47.4%  21.1% Sentiment ~Emotions: ) fsHaREDCaR 4, Lo
~ ~ 32

b)  Bus |22.2% T8RN 27.8% 22.2% B

@ Positive /o N
¢ subway/Tram [136.6%  JE0IEU 20.8% 21.8% @ Negative /AR S 4.0 37

® Mixed / / r ™\ \ ) &, SHARED LEV . SUBWIAY fTRAM

@ Tad SR, © Neural mgersze [ [ A
B shwed B s avd@Ekrsn  63.2% o\ T
f)  Shared CAR ~——

) share  coo%  HEEBR1s3 . 3.9 Fk Aok

i T
/o RATE (total):

1200
Number of
reviews (by 1000
type of
transport):
800
600
Shared CAR
400
. 200 Subway /
lJJJ Tram Shared Bike
uppe = @ —
2017 2018 2019 2020 2021 202
e Shared Bike e=——Bus =—Subway/Tram =———=Taxi e==|EV e=——ZShared Car
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5.5.1. Mannheim (Germany). Netnography of shared bike

a. Shared Bike

POSITIVE

MIXED I
47.4% |
|

|

Availability, enough bikes (33.3%)

Good service, useful, good idea (33.3%)
Well-located stops (e.g. near bus stop) (20%)
Easy-to-use app (6.6%)

Quick rental (6.6%)

Good customer service (6.6%)

Technical problems, technology, app (26.6%)

0.0% 47.4%

Positive
® Negative
ixed
Neutral

21.1%

oM

Bikes are not in good condition (handlebars, chain, etc.) (20.%)

No bike availability (13.3%)

Stations missing in some districts and north (13.3%)

No space to leave bikes (13.3%)

Uncovered stations (bikes get wet and dirty) (13.3%)

Charges for service failure (6.6%)
Expensive service (6.6%)

Bikes without suspension, uncomfortable (6.6%)

5.5.1. Mannheim (Germany). Netnography of shared bike
tHOmF‘

bike

#Bike:
connection.”.

quickly”

space of stationary locks. "

#Dlrection: *...
Kiifertal.”
#Time:
#A

#Number: “But there were also a few dark sides: The associated app never seems fo |

Bike

busweeko(\1bb!—‘l

other

2017 $ 2018

Jast night | wanted to rent a bike, but their terminal did not have intemet .

#Statlon: “The idea is great and the coverage with Stations s now quite usarur
#Week: *But that only happensd after two Weeks and | answered pmmprly a

but then after another almost four weeks | haven't heard anything from you. ."
#There: “There are almost never bikes available as they are always piaked up very

should be,

#Stop: "Otherwise good station, directly af the bus S1op".
#Home: *_.after an expeience in my own home country with NextBike: Among those 19
bikes that are at the officia drop-off point af the bus and tram station, | paried the bike at
the very edge because the other 18 bikes there have already crowded the very limited

work - 50 at least my impression when | was the support number. have called. Basically
ok, as long as someone is always available (which seems fo be the case).”.

#Rubbish: “There is afso & lot of rubbish and rubbish lying around.”.

itis placed on the outermost edge in the direction of the center of

“Often there are no bikes at pea times”.
rea: “would also like to mention that the bikes are probably only msumwanlly
maintained, s | found out at the beginning of this odyssey in the VRN &

goé}l

#Park: "It was very easy to see from the small Eat park
on the ABB premises in front of the old kiosk, right next
o the bus stop in the direction of NeckarawRheinau. "
#Blke /bycicle: * do not get any Tour de France
machines here - rather such a simple touring bike. *
ind: “Tho focston o very easy fo mach and find. *

: “The associated app never SEems to work - so
ul feast my impression when | was the support number.
#Get: “Always bikes available, it can be a bit expensive
if you use it too often. Better get a flat rate or your own
bike".

#Cancel: “Now | know it was the terminal. The lady
from the cail center was super nice, canceled it and told
me the next station.”

#Stolen: “it was very good there visible and could easily
have been stolen, which didn't happen - which is
miracle at this point™

#Happen: “But that only happenied after two weeks and
{answered promptly as it should be, but then after
another amost four weeks | haven't heard anything
from you.”

#Good: “Also their bikes are not in so good condition.”
#AHl: "And the second bike, which Jed to this incident.
wasn't all right either, because the chain sometimes got
stuck®

#Other: I parked the bike at the very edge because the
othier 18 bikes there have already crowded the very limited

nice and new"

#Cartain: My fiend had a broken saddle mechanism and
cannot restore the bike and pack & new one.”

#Next: “ Once it was not possible to adjust the sadale. |
complained via the contact form, was canceled the fiext
day.

»E:.sy “This VRN bike station in Mannheir is very well
placed and easyto reach from many sides.”

#Ok: “Basically ok, as long as someone is aliays
available (which seems 10 be the case)"

#Bad: “ was so relaxed, because | was glad fo drive at
all. But a fttie more well-groomed by the state would ot
have been bad."
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5.5.1. Mannheim (Germany). Netnography of shared bike J
Number of Reviews vs Rate (Shared bike - Mannheim)
10
8
6
4
2
0

2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN:

« Appropriate station size

Availability of bikes and spaces to leave them

+ No system failures or charges due to system/service errors
« Well-located stations in all areas of a city

« Useful and functional app

+ Well-maintained bikes

« Covered bikes/stations

+ Reasonable pricing

« Improved bikes (e.g. suspension)

5.5.2. Mannheim (Germany). Netnography of Bus J

b & B a : Positive
2.2% 27BN 27.8% 22.2%  encouve
o ) ® Mixed

» Neutral

« Large and well-equipped station (5.5%)
POSITIVE « Sufficient ticket machines (5.5%)
/ | « Useful notices and information (5.5%)
| « Accessible (5.5%)

Dirt, garbage, and urine (22.2%)
Unsafe and dangerous stop for women (11.1%)

Late and reckless drivers (11.1%)
NEGATIVE I Unsafe stop, delays (e.g. of 1 hour) (5.5%)
27.8% | Uncovered stop (5.5%)

Poor customer service, unresponsive staff (5.5%)
Users not following rules (e.g. mask-wearing) (5.5%)
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5.5.2. Mannheim (Germany). Netnography of Bus

@ Noun
@ Verd
@ Adjective

2018 2019

#Bus: “Great bus stop with a shelter without a ticket machine.”.
#Stop: “Quite normal stop. but often rambolled and there is often
a lot of rubbish lying around.”

#Rubbish: “There is a lot of rubbish lying around here. some of
the people sitting at this bus stop are extremely aggressive and it
is not uncommon for you to get angry about stepping on vomit. "
#Driver: “Bus drivers have become catastrophic. always late,
especially line 55 in the direction of Waldhof Bahnhof..".
#Answer: “My mother has been waiting at the bus stop for 1 hour.
She asked me to call RNV but no one answers or someone
answers but the microphone is on mute so you think it's a fault".
#RNV: “Compulsory masks only seem to be an option at RNV!? It
goes without saying that the passengers handle it as it suits them.

!;Tram: “I like the stop of the tram and the 60 bus from the mv.”

driver

sto us

rubbish sto D shsii;

2020 2021 2022

. #Good: “Perfect for comering and a
good altemative to public toilets”.

. #Public: “If public transport is to
become more attractive, then the
health of the passengers should not
be played with.”

#Dangerous: “The stop is confusing
and dangerous for wornen. it is better
not to be alone at this stop.”

| #Around: ‘Easily accessible but there is a lot of
rubbish lying around.”

#Become: 'If public transport is to become more

| attractive, then the health of the passengers should
not be played with".

| . #Wait: “Unfortunately no covered waiting area.”

I

. #Go: "Easy to reach, but dirty, complicated, and
every path leads somewhere you didn't want to go.".

. #Like: “Would like the bridge to be equipped with
police cameras. just like down on the Neckar where
it is very dangerous at night”

5.5.2. Mannheim (Germany). Netnography of Bus

12
10

oN &~ O

Number of Reviews (Bus)

2016 2017 2018 2019 2020 2021 2022

IMPROVEMENTS & MAINTAIN

including covered shelters.

Increase the number of ticket machines to

Improve cleanliness and maintenance of the station to reduce dirt, garbage, and urine.

Increase safety measures and provide security personnel to ensure the stop is safe for women.

Implement stricter hiring and training procedures for drivers to reduce incidents of reckless driving and lateness.

Ensure that all stops have adequate infrastructure and maintenance to avoid delays and provide a safe environment for passengers,

Provide better customer service training for staff and establish more efficient complaint resolution procedures.
Enforce rules more strictly and educate users on the importance of following them, such as wearing masks.

Expand and improve facilities at the station to accommodate increased passenger traffic, including more seating and restrooms.

reduce wait times and improve the purchasing experience for passengers.

Provide clear and comprehensive information for passengers, including schedules, route maps, and fare prices.

Ensure that the stop is easily

forallp gers, including those with disabilities or mobility issues, by providing ramps,

elevators, and other necessary accommodation.
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5.5.3. Mannheim (Germany). Netnography of Subway/Tram

d. Subway / Tram

POSITIVE

NEGATIVE
20.8%

5.5.3. Mannheim (Germany). Netnography of Subway/Tram

Positive
@ Negative
® Mixed

Neutral

36.6% | 20.8% 20.8% 21.8%

Good location (30%)
Stops with services: parking, cafes, etc. (23.3%)
Accessible for wheelchairs, etc. (13.3%)
Clean and organized (10%)
Good connection with other lines (10%)
Station with seating (6.6%)
Easy-to-see, real-time information that is accurate and works perfectly (6.6%)
Good atmosphere (6.6%)
Everything is okay (6.6%)
Others:
o Good customer service (3.3%)
o Punctual trains (3.3%)

Dirty and poorly maintained (benches), bad odor, etc. (20%)
Insecurity: aggressive people, beggars, unsafe for women, etc. (16.6%)
Not accessible for wheelchairs and strollers (6.6%)
Others:

o Train malfunctions, not running, long wait times (3.3%)

o Expensive (3.3%)

o Poor management (3.3%)

ticket
t[g m

stop

here 17 here
stopmarket

i
!

;-:
L

i

1

@ Noun
@ Verd
@ Adjective
2016 2017 2018

#Stop: “A tram stop which needs steps climbing.”.
#Tram: “It's a normal tram station. It has many seats to sit. Display board
of the bus stop is visible from long distance.”.
#Here: “People with restricted mobility have no chance here.
#Place: “Not to mention that the murder of Gabriele Z took place here in
2013"
#Ticket: "Actually a nice and central stop, with a covered waiting area.
notices. seats and ticket machines.”
#Yeal .pay a lot of money every year and what do | get? Lots of
delayed trains. endless construction sites and incompetent staff.”

ir: “Not ible for people in irs or for prams”.
#Station: "Unfortunately, the underground station is in a poor condition™.
#Everything: “She wrote down everything I could do to get my bag and
gave me another glass of water. Such nice and unbureaucratic service
made up for the wait for my bag .
#Direction: “The train (line 5) in the direction of Weinheim didn't come
and nobody could tell us where it was, even the conductors didn't know! ”

good

2019 2020

#To: “Display board of the bus stop is
easy fo observe. ".

#Go: “The stop is at a construction site
that has been going on for many year.”.
#Wait: “it is not always pleasant to wait
here. The stop is spacious and has
seating..”.
#Think: “. | think it's very good that the
Lidl is right next to the tram stop.”.
#Take: “One wonders why the people
take the train”.

#Star: "1 star deduction for the rubbish.”
#Train: “Trains run until late at night.”

good,.

1 2022

#Good: ‘There is a very good connection with the tram in
both directions™

#Many: “It's the same as in many other places in
Mannheim. Unfortunately, there is also a lack of security
staff here.”

#Late: "Either the train is 10 minutes late or 10 minutes
early!!!.."
#Other: “Those responsible must have an iq below 60,
there is no other way to explain it”.

#Nice: “Very nice, big. with cafes surrounded by and tram
stop in front of the market square.”

#Great: “The range of dealers is simply great".

#AIl: “The smell of urine was so bad, it was dirty and
scrawled all over the place when you enter the main
entrance

#Same: "Same bad quality, every year at an increased
price.”

#Bad: “The staff is very friendly, but the tram always
comes to Schpet, which is really bad.”
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5.5.3. Mannheim (Germany). Netnography of Subway-Tram J
Number of Reviews vs Rate (Subway /Tram - Mannheim)
50
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IMPROVEMENTS & MAINTAIN:

« Good location is highly valued by users.

« Stops with additional services, such as parking and cafes, are appreciated.

« Dirty and poorly maintained facilities, such as benches and bad odors.

+ Insecurity due to aggressive people, beggars, and unsafe conditions for women.

+ Accessibility for wheelchairs, strollers, and other mobility aids is crucial to users, while lack of it can be a significant

challenge for them.

Cleanliness and organization are significant factors for users.

Good connection with other lines is important to users.

Station seating is valued by users.
Accurate and easy-to-see real-time information is crucial for users.

A good atmosphere at the station is appreciated by users.

Others: Poor train performance, including malfunctions and long wait times, coupled with high service costs and
inadequate management, are significant issues that need to be addressed.

5.5.4. Mannheim (Germany). Netnography of Taxi J

G_O‘y Positive
. i 83.3%  7.1% 3% = i

Neutral

Punctuality (30%)
Professionalism (20%)
Value (20%)
Speed (20%)
Reliable and friendly driver (20%)
Quality (20%)
Fast (20%)
User-friendly, easy to use (10%)
Reliable service (10%)
Great service, recommended (6.6%
Others:

o Available (3.3%)

o Clean taxi (3.3%)

o Quick response to calls (3.3%)

POSITIVE

Bad customer service (10%)
Unprofessional, unreliable (10%)
Unavailable or taxi doesn't show up (10%)
Unpleasant, rude (10%)

Don't answer the phone (6.6%)

Others:

| o Lack of punctuality, arrive late (3.3%)

NEGATIVE

7.1% |
o No refunds (3.3%)
o Poor service (3.3%)
o Unsafe, driving at high speed, using phone, etc. (3.3%)
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5.5.4. Mannheim (Germany). Netnography of Taxi

2017 2018

#Punctuality: “Punetuality top” |
#Driver: "Very reliable driver is very nice” .
#Quality: "Positive: Professionaiism , Quality , Value” -

Quality , Value™

#Value: “Beiter driver good service and value for money top top™
#Taxi-“A very good taxi company in Mannheim'" .
#Time: “Everything was great and on time!.” .
#Company: "l am very saiisfied with the company. Ahead of |
timelit"

#Phone: * have never experienced such an impudent, unrienaly | *
and impatient person on the phone as the "fady" from the *
Mannheim taxi company.”

#Person: "l hardly ever leave reviews, but | just pre-booked a caal
and had what musf have been the rudsst persen on the phone. |
have never experienced anything like it ", .
#Positive: “Positive: Quality Fast & friendlyl. |

punctua

quality
professionalism
value

value

quality
! ’

pit] 220 2021

"Very satisfied. .
#Call: “Fast answering of galls no matter what time you call, fitendly
drivers and always there very quickly after you have ordered it."
#5ay: "On time, good value and friendly. | don't think | need to say more
about a taxi company.”
#Up: "Supposed to be 24/7 and they don't pick Up the phone™
#Order: “The second time | called fo order this taxi. { was told quite
rudely that something like this is not possibie (taken from a village to
Mannheim). "
#Thank: "Very polite, fast and helpful service team. Thanks™
#Drive: "Very good company. Good dhivers. Conversations lead top.”
#Get: “Call there. try fo get a taxi just after 6 in the marning. After asking
for my adaress they just hang up. Had previeusly tried 1 1/2 hours to
reach someone”
#Arrive: “I had an emergency and needed to go fo Unikiinikum
Mannheim. The driver amived immediately..."

5.5.4. Mannheim (Germany). Netnography of Taxi

Number of Reviews vs Rate (Taxi - Mannheim)

1200
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800
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0 e -5 =43

2015 2016 2017
IMPROVEMENTS & MAINTAIN

* Punctuality
+ Professionalism

+ Value

Speed

Reliable and friendly driver

- Quality

« Fast

= User-friendly, easy to use

+ Improve customer service

» Unavailable or taxi doesn't show up
+ Unpleasant, rude

+ Quick response to calls

+ Clean taxi

+ No refunds

+ Unsafe, driving at high speed, using phone,

LA A 028
Q=4 dsl

2018 2019 2020 2021

ete.

ity punctuality s,

professionali

—
<
—

: “Punctual and friendly.
#Good: ‘Friendly driver, good prices
and great music is playing. From my
point of view very recominendable’
#Great: "Used as a taxi to the
airport in an emergency very quick
very friendly great service definitely
would recommentd”

#Nice: “Very nice service, gladly
againl.”

#Punctual: Very punciual and
friendly driver”

#Fast: “Super friendly fast and
pleasant taxi fide. always happy
777"

#Reliable'Reliable and serious
drivers, fast good service. | like it. "

4,7
1067

2022
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D2.1: User groups’ mobility needs, motivation and patterns

5.5.5. Mannheim (Germany). Netnography of Shared LEV

o © Positive
o Shared  L5.SAMNBTS%  63.2%

® Mixed
LEV @ Neutral
+ Fun (20%)
Good app (12%)
POSMVE Easy to use (8%)

15.1%  Practical service (8%)
+ Good alternative for transportation (4%)

« Connects quickly (4%)

Scooters parked where they shouldn't, obstructing the way, etc. (12%)

No scooters available (within a radius of 20-30 km) (4%)

Unclear, non-transparent prices (4%)

App sometimes doesn't work (e.g. search function) (4%)

Require too much data to register (4%)

Unauthorized charges, system/service failures (4%)

Poor customer service (chat only responds in English, pre-set responses) (4%)

NEGATIVE
14.2%

5.5.5. Mannheim (Germany). Netnography of Shared LEV

app‘r;m—. payme
chpter scooter:

@Noun
&
@ Adjective
2018 2019 2020 2021

#Scooter / e-scooter: "One of your e-scooters has been In the Harbach underpass I . #Drive: "My second question is where can an e-scooter I
for a week. | suspect that he cannot be located there drive? %
#Credit: I don't have a credit card, but [ can e.g. B. offer FayFal Is there the = #Get: “Prices are fair and those things are everywhere so
possibility to store another payment route as a credit card?” you can get to where you want from where you want without
#Card: “Unfortunately it is absolutely dubious how to get an account. First you a ot of issues. .

accumulate the card data for payment. Then you get the information that the card ISI > #Park: “/ wanted to give the whole scooter topic a chance

not loaded and it is only an indication of future payments. A minute later | get the but tis ot a user frienaly and only adjusts parking spaces!”
news of my bank that was debited around 59 euros. . #Use: “But for daily use its too expensive”

#Account: | only have a normal savings bank chsckmg account, | also pay I . #Rent: "Would it also be possible to rent scooters on a daily
‘aceount with it.” basis?"

#There: “Today there was a Liueferwagen here, but did not invite the scooters! We |+ #Pay: “However. this did not drive. Now | should pay 9 I
are not a public parking space if you are not picked up in a timely manner, | contact euros. For what?”

the local police!” . #Need: "Where should | become a member. | only need
#Day: "Would it also be possible to rent/rent scooters on a daily basis? It has to I access. To the e-scooters. How can | activate the scooter I
drive about 12 km to work and back again every day.". and

#Paypal: “Is there only PayPal, credit card, or other number options" there is a short description. Where is my check card "
#Week: “Since 2 Weeks or more there is not 1 scooter in an area of 2230 km where still used.” I
have the scooters stayed in Paderbom. There has not been 1 scooter for 2 weeks -+ #Borrow: ‘| would like to borrow an e-scooter for the first

or more. Within a radius of 20 km." | time " I

rovide o
‘a‘k;pa‘qunén n

aquapa

ee(kjday _ _J

2022

#Best: “Thanks and best regards”
#Fun: Fun and fast, but not cheap™
#Private: "For days, an e-scooter
has besn on private grounds
around Bahngasse 48 or 48a
courtyard”
#Good: “Good app. Connects
quickly to the scooter. Search
function sometimes doesn't work
and the map appears empty for the
whole city.”.
#Daily: “Our question now is what
costs for a daily rent and how long
the accule output lasts?”
#Possible: "Why no Paypal
chargement possible?”
#Ezmnnslvo “But for daily use its
too expensive”
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D2.1: User groups’ mobility needs, motivation and patterns

5.5.5. Mannheim (Germany). Netnography of Shared LEV

Number of Reviews vs Rate (Shared LEV - Mannheim)
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2018 2019 2020 2021 2022

IMPROVEMENTS:

Improve the app's functionality to make it even better.

Streamline the app's interface to make it even easier to use.

Expand the service to more areas to make it more practical for users.
Develop a better system to prevent scooters from being parked in prohibited areas and obstructing pathways.

Optimize the connection speed to provide a seamless user experience.

Increase the number of available scooters to avoid situations where there are none within a reasonable distance.
« Provide clearer and more transparent pricing information to avoid confusion or surprises.

« Simplify the registration process to minimize the amount of personal information required.

+ Implement better monitoring and prevention mechanisms to prevent unauthorized charges or system failures.

« Improve the quality of customer service by providing more personalized and effective support, including multilingual
support.

5.5.6. Mannheim (Germany). Netnography of Shared CAR

@ Positive
. shared  [NG0I0% N EEI183%3%  orciane

® Mixed
CAR @ Neutral

Good service provided by the provider (20%)
Good customer service (20%)
Availability of cars throughout the city, always nearby (20%)
Fair price, cheaper than owning a car (20%)
Good alternative to owning a car or renting a car (17.1%)
Good experience (8.6%)
Easy to use, easy to handle (8.6%)
Quick and easy to register/rent (8.6%)
Cars in good condition, clean and well maintained (8.6%)
Others:
o Good location (2.9%)
o Good cars (2.9%)
o Makes life easier (2.9%)
o App works well (2.9%)

POSITIVE
60.0%

Incorrect charges, hidden penalties (e.g. paying admission fee twice because the car is not functioning) (11.4%)
+ Expensive service (8.6%)
+ Others:

o The service has lost quality (2.9%)

o Poor customer service (2.9%)

o No parking available (2.9%)

o No discounts for couples/families (2.9%)
Occupies necessary parking spots (2.9%)
No available parking spots (2.9%)
Expensive if you lose the card (2.9%)
App malfunctions (2.9%)

Not suitable for commuting to work (2.9%)

NEGATIVE
18.3%

o

o000
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5.5.6. Mannheim (Germany).

car

erb
@ Adjective

2013 2014 2015
#Car: "A great way to be mobile and stil not have to buy a Gar. Or as a
temporary solution. Very easy handiing, team always available and
different cars available. The app is still giving me problems, but that's
probably my fault.”

i for Stadtmobil CarShari

wias super easy

and went really quickly.”

#Fee: “Stadtmobil charges a whopping €30 processing fe8 for this! Sory,

but that's just a rip off.”

#insurance: *I signed up for membership at the end of November 2020

and | am requesting insranca to cover accident costs.”

#App: *Had a booking at 6pm. Was there 5 minutes before my pickup

when | no fonger had access to my account in the app, even though |

entered my relevant credentials.”

#Customer: "My experience is negative. Clstomers are systematically

ripped off here. | can only agree with the negative comments.”.

#Vehicle: “Large selection of Vehicles."

#Here: "My favorite provider for car sharing is now also here in ...

sxplammg this problem to them. The service was unpleasant on the
phon

‘Tum. “Very easy handling, team always available and different cars
available".

5.5.6. Mannheim (Germany). Netnography of Shared CAR

Number of Reviews vs Rate (Shared CAR - Mannheim)
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D2.1: User groups’ mobility needs, motivation and patterns

car

car

IMPROVEMENTS & MAINTAIN:

Fair price, cheaper than owning a car

Good service provided by the provider

Good customer service

car is not functioning)

Expensive if you lose the card

No available parking spots

App works well

Availability of cars throughout the city, always nearby
Good alternative to owning a car or renting a car, good for commuting to work
Easy to use, register/rent, easy and quick handling

Incorrect charges, hidden penalties (e.g. paying admission fee twice because the

Cars in good condition, clean and well maintained

2018 2019
#Cost: “Rebooking at the parking lot due to a defect in
the rented car cost me a rebooking

#Up: “The normal cars with the fixed stations are one
thing, but the new JoCar offer, where you can pick tp and
refum the cars in many parts of the city, is really a great
thing.

#To: “The app is very easy 6 use and the fees are
standard in the market."

#Buy: *A groat way to bo moble ard st not havs to B
2 car. Or as a temporary sol

#Work: “There are almost aMays clean and well-kept cars
available and booking by cell phone Works perfectly”

#Go: “If's pretty easy to register and there is auto all over
the city the price for having the auto is okay especially
when you have to go far away”

#Register: “Registering for Stadtmobil CarSharing was
super easy and went reafly quickly”

#Want: “Not recommendad if you Want to be treated
fairly."

2019 2020

2020

2021

stome

perso

2021

022

#Good: “Very §ood advice and service.”

was curbed
recently: { had lost my chip card anihad to apply for a new
one. it went smoothly, the new card came promptly in the
mail. but..."

#Great: "Graat altemative to renting a car and friendly staff.

#Easy: Good location. Road is not too busy. Easy parking in
#Expensive: “Only if you lose the card is that a bit

ensive. otherwise there would be 5 stars."
#Many: “Absolutely smooth transaction. Many focations.

Fair prices.”
#Bad: “Can't say anything bad."
#Friendly: “Ve service, my questions were

answered very quickly and competently”.

#Far: “So fa I've always been very satisfied but that's not
possible at all”

#Possible: “There are enough cars around. So far, a car
has always been available, even for short-term rentals. Even
renting for several days is gossible. Everything at  fair price™

12

2022

Others:
o Good location

o The service has lost quality

o No discounts for couples/families

o Occupies necessary parking spots
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D2.1: User groups’ mobility needs, motivation and patterns

a. Shared bike b. Bus c. Subway/Tram d. Taxi e. Shared LEV f. Shared car
Joy 22.2% Joy 17.6% Joy 21.0%
Joy 65.8% Joy 11.5% Joy 32.2%
Anger 11.8% Anger 13.0%
‘ .. - Anger 4.0% =¥ Anger 4.8% . Anger 16.9% ..
Tt SednessBne Sadness 4% Sadness 1.2% Sadness 5.1%
Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful: Level of Hateful:

»  The Bus is the transportation mode that has the highest percentage of identified hate (6.3%), followed by Subway/Tram (6.0%).
+  Taxiand Shared Bike are transportation modes with the highest ratio of joy to anger comments. However, shared bike has no comments classified as anger but does
A have comments classified as sadness (11.1%), the highest percentage among all modes of transportation.
IJJ +  Taxiand Shared Bike are transportation modes with the highest levels of identified joy, 65.8% and 32.2% respectively.

+  Shared bike and Taxi have the lowest levels of hate.
In general, Mannheim's ratings are the best compared to the rest of the cities

« If we analyze all the transports grouped, the most repeated words are:
driver, taxi, service, friendly, time, super, fast and reliable.

+ The words that only men say are highlighted as: company, drive,
scooter, hostile, night, station, waiting and perfect.

« The words that only women say are highlighted as: star, called, arrived,
train, staff, simply, loading, card, women, accessible and
comfortable.

® male

U
UPPER
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D2.1: User groups’ mobility needs, motivation and patterns

5.5.9. Mannheim (Germany). Conclusions J

+  According to the number of reviews, Taxi and Subway/Tram seem to be the most used transports.

«  Taxi and shared car are the ones that are growing the most after the pandemic.

+  There is a high and positive correlation between positive comments, a higher rate level (0.7), and lower levels of hate (-0.6).

+  The best-rated modes of transportation in Mannheim are Taxi and Shared Car, while the worst-rated are clearly the Bus and
Subway/Tram, with levels of hate of 6.3% and 6.0% respectively

. 79% of the analyzed users are men, 18% are women, and the remaining 3% are unknown.

+  Men tend to use shared transportation more, while women tend to use the Subway/Tram and Bus more. There is a high
correlation between a higher percentage of women and a higher percentage of negative and low ratings (women tend to be more
critical)

«  21% of the analyzed users are tourists, and the remaining 79% are residents.

+  The higher the number of reviews (the more users of a service), the lower the ratings or satisfaction level (rate) (high correlation,

0.9).
) Number of Reviews vs Rate (TOTAL - Valéncia)

2000 1886

1500
2,6
1000
500
0
2016 2017 2018 2019 2020 2021 2022

»  If we analyze separately the comments made by men
and women, we see that men are more critical with a

lower number of positive comments (30.0%) compared d 2505““{9
to 57.9% made by women. The percentage of negative b Me_zgadtlve
comments is higher, 24.0% compared to 19.3%. ® Néxlﬁral
*  Men make more mixed comments (containing positive
and negative aspects) than women. 34.9% compared to
9.4%.
5.5.9. Mannheim (Germany). Conclusions ;
The main highlights / most important aspects of each transport are: J

+  Shared Bike:
o Availability of bikes is crucial for users.
o Good service and well-located stops are appreciated.
o Technical problems and poor bike condition are major complaints.
o Some districts and areas lack stations.
o Uncovered stations and uncomfortable bikes are also problems.
*  Bus:
o Hygiene issues, including dirt, garbage, and urine
Safety concerns for women
Late and reckless drivers
Unsafe stops with delays
Poor customer service and rule-breaking users
way /Tram:
Good location of stations
Stops with services: parking, cafes, etc.
Dirty and poorly maintained (benches), bad odor, etc.
Accessible for wheelchairs, etc.
Insecurity: aggressive people, beggars, unsafe for women, etc.

o

gooo

+  Sul

.0 0000

-
o
o X

Punctuality
Professionalism
Value
Speed
o Reliable and friendly driver
o  Shared LEV:
o Fun factor
o Good app
o Issues with scooter parking
o User-friendly
o Practicality
+  Shared Car:
o Improve service quality and features to enhance customer satisfaction.
Strengthen customer service training to provide prompt and effective support.
Increase the number of cars available and their distribution to reduce wait times and ensure they are always nearby.
Continuously assess pricing strategies to ensure a fair and cost-effective alternative to owning a car.
Communicate the benefits of the service and promote it as a viable alternative to car ownership or rentals.
Implement clear and transparent billing practices to avoid hidden fees or penalties.

00 o0

0CO0C O
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6. Conclusions & actions

General conclusions (1)

= If we group all public transport modes together, it can be observed that during the pandemic, the usage of all public transport modes
decreases due to restrictions, remote work, etc., and it is not until 2022 that a recovery is seen. There is a high correlation (-0.88)
between the increase in reviews (usage) and the decrease in average ratings. The evaluations is lowering from 2015 to 2022 (average of
satisfaction from 3.8 to 3), which is based on the large increase in users, and probably a more saturated PT.

Number of Reviews vs Rate

siscion | -
88 o0 =5 ~
’ g 3,0
2015 2016 2017 2018 2019 2020 2021 2022

+ There is a correlation between lower ratings and larger cities with higher population density and greater complexity, such as Rome and
lle de France.

« The results and improvement needs repeat in the 5 analyzed cities (Valencia, lle de France, Rome, Oslo, and Mannheim), leading us to
conclude that the information can be extrapolated to most European cities.

U
UPPER

General conclusions (Il)

CITIES:
. Pasil ILE DEFRANCE  ROME (ITALY) OSLO (NORWAY)  MANNHEM
On average, for all the tran_s_port mode analysed, :Ngg'm“fe VQII-ENGIMSPNN‘ FRANGE) (GERMANY) AVERAGE:
there are 25% more positive comments than @ ixed pihae g ‘4
i * Neutral @ -
negative comments. 3 H Hiet
« Al transport modes in the 5 cities obtain an Rate

average rating of 3.2 out of 5. Above the average,
we have the metro with 3.7, taxi with a 3.6, and
shared LEV and shared Car with 3.6. Below the Sentiment-

average, and with lower average ratings, we have  Polarity (total) : : :
prr—— o WEERS max e

shared bike with 3, and the bus with the lowest Sentimen = : ! H 2 -
S nre [212% NSRRI 193% 11
score of (2.5). Polarity o memen b omen ommossd M @R e | owee B e oo e2s afwessy S WSRmsouel ey GAEE 1926 2006
«  There is a correlation between the average star (type of o T : s L _m:ﬁ
N s amo 10 aex EESEE1
ratings, the percentage of positive comments, transport) i g ! " T ——————

and the levels of hate speech. The bus has the : :
lowest average star rating (2.5 out of 5), the lowest : H
percentage of positive comments (21.2%), and the
highest percentage of negative comments (47.6%)
and hate speech (10.7%).

«  According to the ratio positive/negative comments,
we can distinguish two groups in the assessment Level of Hate
of the transport modes: Subway/Tram and Taxi
([3,2.5]), and Shared Car, Shared Bike, Shared
LEV and Bus ([1.5,0.5]).

*  The best valued (Subway/Tram) and the worst valued (Bus) are both communal transport modes.

Sentiment —
Emotions:

+  For individual transport modes, the best valued is the Taxi, followed by Shared LEV, Shared Car and Shared Bike.

U
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6. Conclusions & actions

Analysis of hate level

+ The hate level related to the big cities of the study is double to those related to the middle size
cities, and five times to that related to the small city of the study. This result suggests that PT
mobility in big cities is more difficult that in middle size cities or small cities. Paris and
Rome are the most mentioned cities in hateful comments due to their complexity and the volume
of tourists they receive.

« ltis important to pay attention to the levels of hate and aggression to see which topics provoke
this extreme emotion in users. Among the most repeated words in comments containing hate,
the highlighted topics that are most frequently menticned refer to:

Ticket: problems when purchasing tickets due to queues, malfunctioning machines, difficulty
understanding which ticket is appropriate and how to obtain it, fines for errors in ticket purchase or
validation, limited flexibility in payment methods, high prices or poor value for money...

Subway: insecurity, degraded or outdated carriages, overcrowding, limited flexibility in payment
methods, lack of accessibility, no single ticket for different modes of transport, poor customer
service, limited usability, dirty stations, stops, and carriages, malfunctioning app, no night
service, etc.

Bus: old, poorly maintained, and dirty, aggressive and unsafe driving, crowded (especially in
tourist cities), long waiting times, lack of information and functioning screens, no air
conditioning, fines for errors in ticket validation, not user-friendly, limited stops, poor customer
service...

Station: poorly designed, poorly maintained, inaccessible with long corridors, difficult for carrying
luggage and carts, lack of staff to ask for assist; dirty, fe, pickpockets, lack of lockers

P

or difficult to use, no bathrooms, smell of urine, disrespectful people and bad manners...

U
UPPER

6. Conclusions & actions

Individual public transport vs. collective public transport (1)

+  According to the number of reviews, individual transport has grown more after the COVID pandemic compared to mass public transport.

+ There are observed changes in mobhility patterns after the pandemic: public mass transport is gradually recovering, taxis show a quicker recovery,
shared transport experiences a slower and uneven recovery (shared bicycles do not recover and have seen a decline in usage even before the pandemic, they
are the oldest service with the most improvement needs). Finally, motorcycles, electric scooters, and car sharing return to pre-pandemic levels.

«  The best mass public transport valued is Subway/Tram and the worst valued is the Bus.
+ For individual transport modes, the best valued is the Taxi, followed by Shared LEV, Shared Car and Shared Bike.

+ According to emotions, Anger and Joy are balanced for the Subway/Tram, but surprisingly Taxi users feel Joy (nearly half of the comments) when they use
the service.

+« Mass public transport has the lowest average ratings. There is a high correlation between the increase in reviews (usage) and the decrease in average ratings
(correlation of -0.7).

« Inthat line, shared transport is experiencing a decline in satisfaction year after year, regardless of the COVID pandemic, due to wear and lack of improvements
made by the companies. There is a negative correlation between usage and satisfaction (-0.4).

+ Taxis are the only mode of transport that increases their average rating (satisfaction) after the pandemic. There is a positive correlation (0.5) between the number
of reviews (usage) and higher ratings (satisfaction).

U
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6. Conclusions & actions

Individual public transport vs. collective public transport (ll)

Collective public transport

Subway/Tram is positively perceived as easy, clean, excellent, efficient,
fast, network. On the contrary, Bus is negatively perceived as bad, minute,
worst, waiting, late, arrive, schedule. Considering these terms,
Subway/Tram fulfils users’ expectations related to trip duration, including
waiting time and access, and Bus does not.

The main difference between these two communal transport modes is the
infrastructure they use; Subway/Tram has a dedicated one, and the Bus
shares the infrastructure with all the other actors integrating the daily
traffic. This difference by itself should mostly explain this result.

Regarding the Bus, the positive comments are related to the terms
attention, excellent, friendly, fast, staff, office, appointment. Some of
them (attention, friendly or staff) can be related with the driver, although the
term driver has gathered four negative comments per one positive. This
result shows an interaction between drivers and customers, that in most

situations is difficult.
3. SHARED BIKE
50

40
f.SHARED CAR EX b. BUS

e. SHARED LEV.

c. SUBWAY /TRAM

Individual public transport

Among individual transport modes, Shared Bike is the only one that is active. Users value
positively the bikes as practical, easy, excellent, transport, trip, rental, ideal, cycling.
On the contrary, the users relate their negative comments to terms like pay/paid, bad,
euros, inscription, , broken, 1y, electric, account, terminal, pass,
scam, user, returned, which seem to be related to the service of hiring the bikes, and
the bikes maintenance.

For Shared LEV, the positive comments are related to excellent, friendly, city, day, staff,
experience, recommend, super and practical, while the negative comments are related
to minute, bad, application, phone, euros, card, expensive, company, and finish. Most
of the comments are reported by men, who value the experience of moving by the city with
LEV, but have objections about the price and the service.

Taxi is positively perceived as professional, r 1d, friendly, perfect,
super, pleasant, and nice. On the contrary, Shared Car is negatively perceived as bad,
app, company, scam, euros, month, recommend, and day. Basically, both transport
modes are cars for private transport, but this result suggest that the service supplied by the
taxi driver is not counterbalanced by the better price (cost is a negative comment for Taxi
and price is positive for Shared Car) and the digital experience offered by the Shared
Car.

UPPER -

Analysis of Gender Differences

+  According to gender data, there would be a gender bias in shared transport (Bike+LEV+Car). 67.7% of comments are made by men.
- According to the data, women tend to use bus, taxi, and subway more, but less shared transport.
- Men are more critical of public transport than women, with a lower percentage of positive comments and more negative comments.

Level of hate by gender and by type of transport

]

Bus Subway { Tram Taxi

shared L shared_car mean

+  Although there are some differences in the topics that women and men are addressing when assessing the
transport modes, in general the assessment in terms of emotions (anger-joy-sadness) is very similar.

+  However, media hate levels are similar for men and women, but are significantly higher for women both on the bus
and on the shared bike.

. If we compare the terms that women and men use the most, it stands out that women name more: punctual,
hour and bad. Men, on the other hand, transport, scooter, company and customer.

U =
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6. Conclusions & actions

4.

5.

6.

Georeferenced data and images

+ Furthermore, all these data are georeferenced, and images are also shared. Although this study did not analyse them, as an example,
heat maps of cities can be generated based on whether the comments are positive (or have 4 or 5 stars) or negative (or have 1 or 2

[Heat Map of Shared Bike (Valéncia-Spain)
mixed Mnegaiive ™ positive
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systems.

. acity ard comfort.
* Facilftate vasious oims of wylm.nl climinating the d and allowing allemalive

payment methods.

7. Multi-Modal Transportation Options
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1. Driver Behavior and Efficienc;
+ Train and encourage friendly and professional behavior among drivers.
Emphasize taking faster and shorter routes while maintaining efficiency. safety, and flexibility.
commadate Ghanges in routes when necsssary.

2. Service Quality and Customer Support:
Prioritize speed, punctuality, reliability. and precision in taxi services.
Provide good customer service with fast, flexible, and friendly assistance.
Streamline the process of hailing a taxi

Develop & useful, reliable, and user-friendly mobile app for taxi services.
Explore the use of I taxis for

3. Pricing and Transparency:
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1 ‘Customer Service and Communication
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. Service Excellence and Usability:
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2. Customer Service and Support

2. Bike Stations and Infrastructure I + Provide fast, decisive, and adequate customer service with 24-hour avallability and a focus on Kindness
Estabiish well-sized bike stations with an adequate number of spaces and bikes, balanced according to and responsiveness,
user demand and real-iime informaticn. - Offerdi based and user p rd loyal customers.

Ensure thal bike stations are focated near bike lanes and other
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users.
* Minimize fines and charges for service of system failures by addressing common issucs such as
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, app errors,
returns, and double admission fee charges.

2. Service Development and Accessibility
+ Develop  useful and practical service that serves a5 a viable alternative for individuals without a car,
allciing convenience and flexibility.
clty

nd trips outside the city center.

3. Competitive Pricing and Value
: Setamiabeand
for money and offering free registration.

that costs less ing a car, providing good

4. Charging Efficiency and Rellablllty

1 30%,
J 3
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disproportionate mileage charges, and ensuring the presence and functionallty of charging cables.

5. Fast and User-FrlendIy Experience

+ Offerafastan that allows users within four
minutes, enwhasm ity and ease of use.

+ Develop an inty i il to use and provides a seamless
‘experience for users.

6. Vehicle Condition and Variety
. Ens i i

varlety of models and typologles, Inciuding automatic transmission options.
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ANNEX 2. Delphi questionnaire for social agents

UPPER - Delphi Social agents

Welcome to the DELPHI questionnaire of the UPPER project.

We would like you to share with us your opinions (habits, barriers, strengths
and improvements) regarding the mobility and public transport, both in the city
and in the urban environment, of the different social groups.

The Europe Missions UPPER project, aims to increase the use and satisfaction of
public transport, improving the public transport and implementing active mobility
measures in 10 European cities that will generate successful initiatives applicable
to other EU cities.

The "DELPHI" activities consist of the following tasks:

1- To detail the typical displacements of the collectives that you represent.

2- To identify the main barriers of public transport for these collectives.

3- Toidentify the successful cases of the use of public transport in these
collectives.

4- To explain the necessary improvements to incentivize the public transport in
these collectives.

The deadline to fill up the questionnaire is March 15th.

This participation is completely anonymous. No personal data will be requested
(only a few socio-demographic characteristics). If you consider that any of these
demographic questions could reveal any personal data, please, do not answer. The
information will be analyzed in aggregate and grouped form. No specific data or

cases will be identified.

Thank you very much for your cooperation!
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UPPER - Delphi Social agents

Some information about you

1. Please indicaie the social sectors you work with:
__‘ Childhood and/or young people
J Woman and/or gender perspective
:' Older people
J Functional Diversity/ Physical
:I Functional Diversity/ Visual
:l Functional Diversity/ Hearing
:‘ Functional Diversity/ Cognitive

:I Migration, refugees and ethnic minorities

:‘ Poverty
:l Other:

2. Please indicate the entity that you represent:
3. Indicate your occupation / position in the entity:
4. Indicate the years of experience with the collective:

| |

5. Indicate the modes of travel that people from the group you represent usually use:

On By By
By skate or On public contracted By By
Walking bike scooter motorcycle By car  bus bus metro/tram  taxi
To go to
worldstudisalosrs 0O OO0 O OO g g O
center...

To make personal O O 0O O O 0O O ]

management/purchases...

For leisure and free time |— m |— l—‘ m |—] m T _|

in the city

Other:
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UPPER - Delphi Social agents

MOBILITY EXPERIENCES OF SOCIAL GROUPS AT RISK OF EXCLUSION FROM
PUBLIC TRANSPORTATION

In this section we are going to ask you about the factors that limit access to

public transport, the factors that favour the use of public transport, and the
improvements that must be made in public transport to increase the use of peopl
in the collective who you represent.

1. Detail the way in which the people you represent usually get around the city:

2. Explain the reasons and factors that limit or hinder the use of public transport for

the people you represent:

™

3. Explain the reasons and factors that favors the use of public transport for the people

you represent:

4. Explain the necessary improvements to increase the use of public transport by the

people you represent:
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ANNEX 3. Second round Delphi questionnaire

UPPER - SECOND ROUND DELPHI

Welcome to the second round DELPHI questionnaire of the UPPER project.

We would like you to validate the information that integrate the diagnosis of the
public transport (barriers, strengths and expectations/improvements). The

agreement level and the necessary aspects to complete the diagnosis.

The Europe Missions UPPER project, aims to increase the use and satisfaction of
public transport, improving the public transport and implementing active mobility
measures in 10 European cities that will generate successful initiatives applicable
to other EU cities.

‘The "DELPHI" second round activities consist of the following tasks:

1- To detail the agreement level of the identified barriers.

2- To detail the agreement level of the identified strengths.

3- To detail the aspects and factors missing in the diagnosis.

The deadline to fill up the questionnaire is May 7th.

This participation is completely anonymous. No personal data will be requested
(only a few socio-demographic characteristics). If you consider that any of these
demographic questions could reveal any personal data, please, do not answer. The
information will be analyzed in aggregate and grouped form. No specific data or

cases will be identified.

Thank you very much for your cooperation!

164



D2.1: User groups’ mobility needs, motivation and patterns

UPPER - SECOND ROUND DELPHI

Some information about you

1. Please indicate the sectors vou work with:
D PTO’s, PTA’s and road authorities
D Cities and regions
m Technology providers
D Consultancy and research
D Network
m Community of users (pedestrian, eycling, public transport...)
D Childhood and/or young people
D Woman and/or gender perspective
D older people
D Funetional Diversity (physical, visual, hearing, cognitive)

u Migration, refugees and ethnic minorities

D Poverty
D Othex:

|

2. Please indicate your country:

3. Please indicate the entity that you represent:

4. Indicate your occupation / position in the entily:

5. Indicate the years of experience with the collective!
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Agreement level and other factors description

6. Please indicate the agreement of the identified barriers (slides 4, 10, 11, 12, 13, 14,

15):

Strongly

agree Agree

Mobility agents - ~ ~
Management 2 :

Mobility agents -
Resources - - N~

Mobility agents -
Multimodality

Mobility agents -
Quality & Inclusion

Mobility agents - / y
Behavioural change N R =

Mobility agents -
Smart Mobility

Social agents - —~ ~ —~
Accessibility — \_/ -

Social agents -
Economic resources

Social agents -
Smart (
communication

Social agents -
Sensitization & ) ( (
awareness

Social agents - —~ — —~
Quality ~—/ A \

Social agents -
Environmental ) ( Q)
impact

Neutral

Strongly

Disagree disagree N/A

7. Explain the factors and aspects that are missing in the diagnosis about the barriers:

(Please, indicate the topic of reference)
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8. Please indicate the agreement of the identified values (slides 5, 16, 17, 18):

Strongly Strongly
agree Agree Neutral Disagree disagree N/A

Mobility agents -
Management

Mobility agents -
Resources

Mobility agents -
Multimodality
Mobility agents -
Quality & Inclusion
Mobility agents -
Behavioral change
Mobility agents -
Smart Mobility

Social agents -
Accessibility

Social agents -
Economic resources

Social agents -
Smart
communication

Social agents -
Sensitization &
awareness

Social agents -
Quality

Social agents -
Environmental
impact

9. Explain the factors and aspects that are missing in the diagnosis about the values:

(Please, indicate the topic of reference)
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10. Please indicate the agreement of the identified improvements and expectations
(slides 6, 19, 20):

Strongly Strongly
agree Agree Neutral Disagree disagree N/A

Mobility agents -
Management

Mobility agents -
Resources
Mobility agents -
Multimodality

Mobility agents -
Quality & Inclusion

Mobility agents -
Behavioral change

Mobility agents -
Smart Mobility

Social agents -
Accessibility

Social agents -

Economic resources

Social agents -
Smart
communication

Social agents -
Sensitization &
awareness

Social agents -
Quality

Social agents -
Environmental
impact

11. Explain the factors and aspects that are missing in the diagnosis about the

improvements and expectations: (Please, indicate the topic of reference)
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12. Finally, indicate the agreement with the conclusions (slides 7 and 21) and explain the

factors and aspects that you miss:
Strongly Strongly
agree Apree Neutral Disagree disagree N/A
Mobility agents
conclusions

Extend or explain the factors and aspects that you miss:

Social agents
conclusions

Extend or explain the factors and aspects that you miss:

iy
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Unleashing the Potential of
Public Transport in Europe

D2.1: User groups’ mobility needs, motivation and patterns

ANNEX 4. Delphi results

A. Lopez — C. Soriano — J. Giménez

DELPHI questionnaire for mobility

agents and social agents.

WP2 - T2.1

IBV — Instituto de Biomecanica de Valencia

This project has received funding from the Horizon Europe research and
innovation programme under grant agreement No 101095904

June 2023

WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS

Almost all the consortium was participated
in the workshop. A total of 43 professionals
were involved in the session.

In the first round, participants were
distributed in 4 groups by partner profile. In
the second round, participants was
contributed in others flip charts, moving
around them.

One WP leader moderated each flip chart,
explaining the main contributions and
listening to participants during the 2
rounds.

Partners wrote in post-its their
contributions related to requirements,
needs, problems, expectations, barriers...
for each flip chart.

U
UPPER

WORKSHOP (MOBILITY AGENTS)

PTO’s, PTA’s AND ROAD AUTHORITIES

PTOs, PTAsand road authorities

Eme=  Ruter# &

A‘mwm N carris © g 2

TECHNOLOGY PROVIDERS, CONSULTANCY AND
RESEARCH

Technology prowiders.

CITIES AND REGIONS @ o s
@) oso 4pLisEOA

Network & leuven :E_f

e s EMTA)

AES—

Region Kanaover

NETWORK

| jl EURO IcLEl
alicimies =
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WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS
WORKSHOP (MOBILITY AGENTS)

U s
UPPER

STOPPERS

Cooperation with the National State (Regional network integration), Time-line (tough), Time line for implementation compliance,
Procurement processes, Blocking legislation (e.g. GDPRY), Approval & procurement processes, Having to create login & username &
password for each app, Rest on laurels (world is progressing, no change=regression), Innovation process (procurement,

Management specification tests/demos), Fragmentation of PT competences among different administrations (planning, execution, ...), Accessibility
public space {(many players, operators not aware, municipalities more worries with sojourns than PT), Lack of efficiency, Not
appropriate communication, Too many players but little coordination, Complex fare system.

Staff shortage, Historical/existing network (tram, trolley), Old bus fleet and buses are the only PT option currently, Lack of
Resources drivers/Resources (internal), Right skills to invelve in innovation and administration projects, Lack of flexibility/Need to exchange

nodes, Congestion, Frequencies too low <> users too low (investment), Recruiting of drivers (lack of drivers), Not enough drivers,
Complexity (modelling requires personnel, knowledge, ...), Poor service (lack of dedicated space for PT).

Lack of integration between PT & Shared mobility providers, Long term planning/Commitment for modal shift, Need to improve
Multimodality  multimodality, Bike infrastructure: additional points & security, Lack of data for active modes & some mobility services, Lack of safe
cycling infrastructure (parking + to go to PT hubs).

Frequency of services in several outer areas, Only low frequency bus services for peri urban areas, Low reliability of vehicles
(buses+metro), Low service level (frequent PT service interruption), Low PT supply in suburban semi-peripheral areas, PT time table
not reliable, Frequency (network problems), PT integration remoted zones, Lack of availability in sub-urban areas, Least adaptable

Quality & users are most in need (VRUs, ...), Safety perception (health, security, access), Reliability and delays (scheduling, aging

Inclusion assets/fleets), Lack of reliability (resilience), Social safety/Lack of security, Unknown to non-daily users, Accessibility in surrounding
areas/Intermunicipal PT lines, Nec clear information in stops/stations, Fragmentation of service between (central) city and outskirts of
periphery, Payment accessibility (credit cards can be difficult for some people), PT is not always attractive (expensive, bad
timetables, ...), Fragmentation of fares & tickets (not catering for different users, e.g. occasional users).

Behavioural High dependency on private car (need for mentality change), Political will to implement (unpopular measures), Mindset of users must
change be changed (PT reputational aspects), Health restrictions (e.g. COVID-19), Sensitive to cyber-attacks.

Lack of understanding of customers+data, Proper user data, Public transport information is not integrated (EMT-Fernanbus-FGV),
Customer information, Data availability, Data provision from PTOs, Digitalization (assumpticn).

l]J Smart Mobility

UPPER
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Management Adaptability, Cooperation among stakeholders, Democratizing mobility.

Capacity to make happen (operations), New electric buses procurement, Bus fleet renewal, Network coverage, Backbone of the
network (metros, trams), An optimum of expected funding for PT (now), Maintenance of metro ongoing, Availability of funds?,

Resources i o . .
Energy, PT network, Public transport facilities, Bus company owned by municipality, Low fare or free, Renewed fleet (mostly electric),
Decarboenisation of fleets, Green PT + mobility (H,, e-buses), Incentives (discounts for students, elderly, ...), Cheap (for users).
Multimodalit Shared bike system in the city centre area, Efficient connection of PT modes among them + with other (active) modes, Multimodal
Y hubs (including cycling), (good) Service drives demand & reinforces modal shift, Intermodality.

B Good connection between cities, Ticketing integration, Accessibility (pedestrian, PT), PT stops (30% barrier free in Manheim),
Quality & ) o L " L . L
Inclusion Serving all users, Intuitive use of system, Accessibility to opportunities, Equity justice/Gender age, Safety/Security, Sustainability,

Good service in capital cities or big cities.
Behavioural Cultural push for more sustainable mobility, Society & Political pressure, SUMP approved, Trains & Trams are emotionally strong,
change Environment & climate play well for PT, Climate aware (new generation), PT time = usable time (work, phone, read, ...), (air) Less
pollution/more green/cleaner spaces, Public acceptance: PT is identified as an important asset.
Smart Digitalisation support, IA support, Pilot project on demand Sprinti, Semaphore coordination + harmenization of PT, Sensorization
Mobility (app = taxi, persons with reduced mobility), Data availability, Robust evaluation framework (data)/Close the debate/Scale up with

public support, Traffic and PT management & data (Al tech).

U
UPPER

- EXPECTATIONS

Management  Will the public sector host a central booking platform? (if so, huge CO, & congestion savings).

Less tailpipes, Fight for space in the city, More high capacity PT, Promoting Electric buses, New metro system (main line+one extension,

Resources ; ‘ . . . .
More money for PT infrastructure, Dedicated lanes on all crucial segments, More infrastructure dedicates (bus lanes), Decarbonised.

Maas/MDMS will play a key role, Multimedal flexible transport ecosystem, PT+AM+NMS+MaaS/MDMS, New multimodal interchanges in
Multimodality operation, Multimodal monthly pass (all integrated with active modes), Change modal split to enhance PT (more users), Integration of
different modes, Freedom of choice in different kind of mobility options.

Improve PT accessibility, New PT options for all users (inclusive), Develop the DRT setrvices (rural areas, outside the rush-moor), High
level of service and coverage for the whole metropolitan area, Automated high frequency lines with peripheral hubs, Reduced
transportation time, Better connexions reducing trip time, Increase of frequency, Seamless, fast, efficient, pleasant/Connections, Defining

ﬁ:ﬁﬂ:‘;!l’oﬁ mobility as a Right (not just more PT), Better metropolitan transport network, High levels of walkability & accessibility, Comfort, Inviting,
Develop PT away from (male) commuter centricity, Good service for surrounding areas, Mobility as a Right for all users (inclusiveness),
More inclusive (vulnerable groups), More sustainable, Have a more user-centric approach, Inclusive digital flexible services (not
exclusively digital), Accessibility as n°1 priority.

Behavioural  Improve PT perception, Decrease private mobility share, Better air quality, Less vehicle occupancy, Transformation from technology driven

change to focus on human factor is finished, Increase PT use by kids and students, PT as a healthy way of getting around the city.
More digital & information, MaaS implementation, Better integrated (digital) services, Seamless systems, Integration of the shared
services, Integrated/Connected modss, Simplify life without a private car/Better quality of life, Better data analysis + dashboarding,

Smart Automated minibuses door to door, Inclusion of multiple modes in one app (MaaS}), Door-to-door mobility (family or individual),

Mobility Interoperability (ticketing, MaaS, PT & micro-providers of mobility & shared mobility), Growing role of DRT & private hire of robotaxi (at

least in suburbs and rural), Reliable real-time information, Tools are fitting the needs, Users are at ease with the tools (know how to use
lJJ the tools, what they can do with them), Information, Maas$, Digitalised (more), Full inclusion of cycling in digital solutions {e.g. route

planning, with high quality static + dynamic data).
UPPER
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WP2 T2.1 DELPHI (first round)— Some conclusions
Mobility agents

U:
UPPER

Considering the amount of contributions, the results suggest the lack of Quality & Inclusion and
Management are the main PT barriers today.

Following this rationale, the following level of barriers are Resources and Multimodality.
Behavioural change and Smart mobility seem to be low level barriers

Regarding values, Resources is the most relevant strength of PT.

The Behavioural change of the citizenship and the arriving of new technology related to data
seem to be important assets for the PT.

Although Quality & Inclusion has also many contributions in values, the amount of comments
related to expectations suggest that this is an important improvement factor for PT.

Expectations in PT seem to be mainly related to the improvement of the Quality of the service
and the Inclusion, and the implementation of Smart tools for the mobility.

Multimodality seems to be a relevant aspect of PT, to play an important role in the near future.

WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS

[
8%

Childhood andior
young people

-~
11%

Functional
Diversity/ Visual

U
UPPER

WORKSHOP (SOCIAL AGENTS)

PARTICIPATION BY COUNTRY

- m:
o 0, 0, me
7% 12% 15% - .
d 3
Wornan andfor Functional n
gender perspective Older people Diversity! Physical : ’
11
u 17
- \
1% 13% 10% 13% o
’
Functional Functional Diversity/ Migration, refugees
Diversity Hearing Cognitive and ethnic minorities Poverty g"
© Geohlomes, Microsoft, O
A total of 97 professionals from social sector were involved in the DELPHI online questionnaire across
Europe.

In the first round, the participants were asked about habits, requirements, problems, barriers, necessary
improvements, ... for each social group with which they work.

All of the social groups considered have obtained responses and all the countries in the project have
participated.
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WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS
QUESTIONNAIRE (SOCIAL AGENTS)

U
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@ positive

@ negative

WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS

QUESTIONNAIRE (SOCIAL AGENTS)

STOPPERS

General
barriers

Accessibility: Factors hindering access to public transport are found on two fronts: on the one hand, architectural barriers that do not allow access to public
mobility, such as the lack of working platforms in buses, lifts in the metro, and sound signals at bus stops; on the other hand, barriers to mobility on the road
(disconnected pavements, lack of wheelchair passages) do not allow people with disabilities to move safely from bus stops to their destinations, further
discouraging the use of public transport; Shortage of space, hard to get of/on buses, trains etc; Long distances and a urban space full of cbstacles; Doors are
rarely placed correctly according the markers on the placements; Lack of universally designed stop and means of transport when getting on and off; Some stops
not barrier-free; Risk of falling especially in buses. Economic resources: Expensive tickets, Too high costs.

Smart communication: Lack of information to be able to plan the trip well; Lack of information about which line is coming and where it stops; Lack of
information and support on unforeseen events and deviations; Lack of confirmation that I'm on the right track and when to get off; Lack of reliable information
access in the event of cancellations at short notice; Important information is usually not available in the form needed. Sensitization and awareness: Lack of
help from drivers; The drivers seems stressed because they are always late; Not every driver drive close enough to the platform; The drivers are not service
minded; Varying degree of service attitude from service personnel; Negative meetings between passengers; Careless behaviour of other passengers. Quality:
Too traffic; Long distances and waiting times; The traffic congestion and the limited forms of public transports available to cover high distances within the city;
The city is not well served by means of transport; The limited number of available means; The frequent delays there are no direct means of transport and the
journey time by means doubles; The old trams are still impossible; Some buses are dangerous; The start and stops are very abrupt; Public transport is not
easily available and it's very busy and slow; Too little space in the trains for walkers/wheelchairs; Overcrowded trains and buses especially at peak times or in
the event of cancellations.
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WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS
QUESTIONNAIRE (SOCIAL AGENTS)

STOPPERS

Accessibility: Stops that are not barrier-free; Vehicles of the local traffic that are not barrier-free; Step to high to get on the bus of train, bus firmly of
unexpected stopping and starting is dangerous for fall-prone patients; There are many bus or tram lines doesn't have buses or trams with low floor, therefore the
elderly people or people using wheelchair cannot use the buses or trams with stairs on it; Some metro lines there are no elevators on the metro stations; Too
long distance to next stop; Many buses and trams are not yet barrier-fres, it is difficult to get on and off; Reduced mobility - difficulty walking to public transport;
Accessibility of public transport is problematic, mostly as far as access to bus stops and bus stations is concerned; Risk of falling, especially on buses; Too little
space in the trains for walkers/wheelchairs, Some stops not barrier-free; Fear and risk of falling, of being pushed around; Difficulty getting on the bus (height of
the step, getting on with a cane, walker, tiredness of waiting, there are not always benches). Economic resources: Too little money to buy a ticket; Too high
fares. Smart communication: Information that is not accessible without barriers; The lack of guidelines that guides the blind people through a square to help
them go straight; Navigating the system because of a disability, cognitive difficulties make it difficult to understand information and understanding how to get
where they need to go; Apps of the local traffic are not barrier-free; The 2-senses principle is missing; Older people often illiterate; Lack of reliable information
access in case of short-term cancellations; Difficult to look at. Sensitization and awareness: There are no accompanying tickets for relatives, as neither old
age nor dementia is considered disabilities that would allow the use of an accompanying ticket; Passengers are not very polite, so they often do not give up
their seats to those in need; Due to the stigmatization of dementia and the often "strange" behavior associated with the condition, those affected and their
relatives are reluctant to participate in public transport; In many cases the vehicles themselves are overcrowded and lack audible and visible information;

Older people

Problems concerning staff behaviour towards disabled users have also been mentioned; Careless behaviour of other passengers; Fear when there are too
many people. Quality: Public transport can be very busy, stressful to get off or to get a seat; Public transport vehicles are often crowded; Ice and snow in
winter; Uses on the hilly part are rare and many areas are not sufficiently covered by the service; Speed, height of steps, waiting time, walking distance;
Overcrowded trains and buses, especially at peak times or when there are cancellations; Road works, and delays; Noise/music; Fear of being attacked.
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QUESTIONNAIRE (SOCIAL AGENTS)

STOPPERS

Accessibility: Lack of barrier-free stops, sidewalks, sidewalk islands, and believed to be barrier-free but not correctly constructed (according to the regulations
and standards); Lack of barrier-free suburban trains multiplies the time it takes to get into the city center; In some areas even if the vehicle is step-free, the
platform height is not adapted to the entry height of the step-free vehicle, so it is difficult or impossible to use them with wheelchairs or electric mopeds;
accessibility of stops and buses (willingness of drivers...) varies a lot no reservation necessary anymore but non-accessible stops still limit independent use
perception is still very negative; On an unknown route the lack of barrier-free access for vehicles, sidewalks and sidewalk islands hinders and makes wheelchair
users uncertain; There are few elevators in the subways; Disabled people riding mopeds are not allowed to get on buses; In the metro some places the gap
between the train and station is too large, especially for those with electric wheel chairs; Reduced mobility difficulty walking to public transport; Accessibility of
public transport is problematic, mostly as far as access to bus stops and bus stations is concerned; Stops that are not barrier-free; Vehicles of the local traffic
that are not barrier-free; Public transport is not fully accessible, neither bus-stops or buses so many have persons with disabilities who do not drive themselves
have to use taxi to get around; Architectural barriers on public roads and access to transport and within the transport itself (absence or ineffectiveness of
escalators and elevators in metro stations); Lack of accessibility in public transport vehicles or poor timing of usable vehicles; Lack of reliable information

Functional
. . access in the event of cancellations at short notice; Risk of falling, especially in buses; Broken ramps or lifts restrain the capability of using buses and the
Diversity/ ) ; ; ) h : ) ) )
Physical (1) subway, which combined to the uncertainty of the availability of these equipment lead to people being less available to use public transport, as they might loose

their time or not even being able to get out of certain places. Sensitization and awareness: Accessibility of stops and buses varies a lot because the
willingness of drivers; In the event of a service interruption, replacement buses are with stairs and not a low-floor one; Another handicap is the fact that where
barrier-free access is solved with the help of the driver, in this case it also depends on the technical condition of the vehicle (whether there is a suitable ramp)
and the attitude of the driver, and thus it cannot be said to be smooth; In many cases the vehicles themselves are overcrowded and lack audible and visible
information; Problems concerning staff behaviour towards disabled users have also been mentioned; Careless behaviour of other passengers. Smart
communication: Navigating the system because of a disability, cognitive difficulties make it difficult to understand information and understanding how to get
where they need to go; The 2-senses principle is missing; Information that is not accessible without barriers; Apps of the local traffic are not barrier-free; as well
as communication signs - sound signals, subtitles - that allow autonomous use , by people with disabilities; Unreliable information about when which vehicle is
used; Quality: Outdated vehicles that are not low floored (mostly trams) and unfrequently low floored vehicles; You can get to many places with low-floor buses,
lJJ but only with roundabouts, which significantly extends the time to get from A to B; The main reasens are related to the reliability of the network; Too little space
in the trains for walkers/wheelchairs; Overcrowded trains and buses, especially at peak times or during cancellations;
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QUESTIONNAIRE (SOCIAL AGENTS)

STOPPERS

Accessibility: Lack of accessibility: If public transport is not accessible to persons with disabilities, it is difficult or impossible for them to use it; Lack of ramps,
lifts, platform lifts and other accessibility devices on public transport vehicles and at public transport stops can be a barrier for persons with disabilities; Lack of
transport adaptations: If public transport vehicles are not adapted to meet the needs of persons with disabilities, it is difficult for them to use them; Lack of
wheelchair spaces, ancharing devices and ather adaptive systems can be a barrier for some persons with disabilities; City buses have space for a PRM and do
not have anchorages; In public buses, the armrests of the reserved seats; Not being able to punch the voucher because they do not have access to it; Failure in
the ramps or that it is so full that you cannot get on or maneuver; Taxis can only transport mechanical wheelchairs (those who can get into the car!), they cannot
Functional transport electric wheelchairs. Smart communication: Lack of information: If information about public transport is not clear or accessible to persons with
Diversityl disabilities, it can be difficult for them to understand how to use it and plan their journeys; Lack of information in accessible formats, such as large text, Braille,

. audio and plain language, can be a barrier for some persons with disabilities; Sensitization and awareness: Lack of staff training: If public transport staff are
Physn:al amn not trained to deal with persons with disabilities, it may be difficult or uncomfortable for them to use public transport; Drivers and other staff need to know how to
interact with persons with disabilities and provide assistance if needed; Discrimination and prejudice: If persons with disabilities are discriminated against or
face prejudice when using public transport, they may be less likely to use it; Lack of awareness and respect for the needs of persons with disabilities can be an
obstacle to their inclusion in society; Most are not autonomous in their movements in public spaces, so many travel with an accompanying person; There is little
social awareness of facilitating access for PRM; Sometimes you have to ask for support in advance to be able to use a station; Having to go with a companion;
Quality: Not being sure if you are going to be able to take the transport as you do not know if there is space for PRM; The reduced number of seats, the space
as they use large chairs; Having to make several transfers; The distance to the stop from their homes and the access to the public road.
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STOPPER

Accessibility: Few sidewalks have tactile paving in order to find the bus stop; Dangerous sidewalk with variety of obstacles; Most of buses do not have audible

signs inside the buses for the stops; Lack of big size letters on the front and the side the bus for low vision passengers; Unfindable stops for blind people not

barrier-free. Economic resources: Expensive taxi; Smart communication: The light signals, the audible warnings and the written messages depend a lot on
Functional the location of the person inside the carriage, the lighting conditions and the noise level; The lack of guidelines that guides the blind people through a square to
help them go straight; If they announce over the public address system that there has been a breakdown, the deaf person does not find out; Sometimes they try

D.IverSItyI to talk to the driver and can't because they don't understand each other, there should be an interface or a magnetic loop (especially with the taxi drivers); Lack
Visual and o o g : ) . s irp i
h B of audible ‘beeping' signals on the traffic lights; Lack of communication signs, sound signals, subtitles, that allow autonomous use , by people with disabilities;
earing The communication accessibility of public transport has not yet been solved. There is a lack of textual display of spoken information and no textual display of
spoken communication on vehicles. In case of emergency, there are no solutions to rescue deaf and hard of hearing people; There is no accessible version of
passenger information; There is no special emergency signaling for the hearing impaired in the lifts to the platforms; There are no signal amplification systems
in ticket offices; Staffs are not trained to receive hearing impaired passengers; Quality: Very few buses per line, so usually are already full.
Accessibility: Many buses and trams are not yet barrier-free; It is difficult to get on and off; Smart communication: The most important thing for people with
intellectual disabilities is the availability of easy-to-understand information during public transport; In the absence of this, their sense of security decreases, they
Functional need external help and are greatly hindered in their everyday life; They do not have the autonomy to check another itinerary and it is difficult for them to use
3 . mobile apps to learn how to get there; Sensitization and awareness: They usually do the same route every time; Sometimes they stop doing things because
Diversity/ . i : : it i
Cognitive they don't know how to get there or because they don't go alone; They are overwhelmed by the crowds; There are no accompanying tickets for relatives, as

neither old age or dementia is considered disabilities that would allow the use of an accompanying ticket; Passengers are not very polite, so they often do not
give up their seats to those in need; Due to the stigmatization of dementia and the often "strange" behavior associated with the condition, those affected and
their relatives are reluctant to participate in public transport. Quality: Public transport vehicles are often crowded.
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QUESTIONNAIRE (SOCIAL AGENTS

STOPPERS

Accessibility: Hard to get of/on busses, trains etc; Some buses are dangerous; Too little space in the trains for walkers/wheelchairs, Some stops not barrier-
free; Risk of falling especially in buses. Economic resources: Too high costs; Expensive tickets. Smart communication: Important information is usually not
available in the form needed; Lack of reliable information access in the event of cancellations at short notice. Sensitization and awareness: Lack of help from
Childhood / drivers; The drivers seems stressed because they are always late; The start and stops are very abrupt, not every driver, drive close enough to the platform,
young people doors are rarely placed correctly according the markers on the placements; The drivers are not service minded; The dedicated areas for children and disabled,
are often crowded by other; Passengers' lack of understanding for children with conspicuous behavior; Careless behaviour of other passengers. Quality:
Shortage of space, The old trams are still impossible; Public transport is not easily available and it's very busy and slow; Overcrowded trains and buses
especially at peak times or in the event of cancellations.
Quality: Connectivity between lines is difficult; Reasons for distance and working hours; The transpert network is not very favourable, it is always one-way and

uncertain (buses are unpredictable); Not suitable when they live in the suburbs and it takes too long; Overcrowded frams and buses especially at peak times or
during breakdowns; Safety and Security.

Woman /gender
perspective

Economic resources: Costs for transportation are the main factor (few opportunities for people on low incomes); Financial supplies by the state are nor enough
to cover costs for transportation; Mo ticket sales on the train; Free access to stops and free boarding of the train possible without a ticket (again, fare evasion);
Required online payment service or credit card (not available without credit rating); Financial problems single ticket expensive; There is no short-distance ticket
for the city area; There is no discounted monthly pass; Collection from the doorstep is complicated and expensive; Smart communication: The lack of
information about the bus; The lack of information about the stops; Not enough information about public transport and language are further barriers;
Migration, Disorientation due to lack of language skills; Ticket machines difficult to operate, therefore often wrong ticket (risk of fare evasion high!); Complicated for people
refugees, ethnic  without access to the internet or smartphones; Lack of reliable information access in the event of cancellations at short notice; Sensitization and awareness:
minorities and Social tickets limited in number, enly available upen personal presentation at an authority; For persons without valid residence there is a residence obligation
poverty (obligation to stay in a city throughout - but the city border is not visible in public transport); Increasingly digital tickets; Unsympathetic bus drivers; Quality: The
few timetables, The crowds of people inside the bus; The narrowness of the bus; The few seats; The limited number of means available; The frequent delays
there are no direct means of transport and the journey time by vehicle is doubled; Reasons for distance and working hours; Lack of public transports during
some parts of the day and, specially, nigths - this situation affects particularly people who work in shifts; Fear of controls; Poor or no connection to destination,
lJJ journey times too long in relation to car (1h public transport, 15 minutes car); Sometimes poor connections for clients living in the outskirts of the city or outside;
Poor frequency of usable vehicles; Related to this, unreliable information about when which vehicle is used; Bad or no connection to the destination.
UPPER
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QUESTIONNAIRE (SOCIAL AGENTS)

VALUES

Accessibility: Availability, Accessibility and low-threshold; People must use public transportation because they are unable to drive a car or ride a bicycle due to

their disability; Already barrier-free; Already barrier-free stops with audible timetables. Economic resources: Public transport is still the cheapest means of

transport; Avoid getting fines because there is not much parking in the city; Factors that may favour the use of public transport might be the increase of fuel

prices in the recent peried; Costs for car, high traffic volume in the city, attractive public transport frequency. Quality: Public transports are very useful if we

values have to reach the city center; Good network of buses and tube lines; In a few minutes you can reach the other end of the city; Fewer road works, few delays;
Good public transport connection to the city centre, route on foot not possible or too far. Environmental impact: Sustainable and efficient travel; Sustainable
and efficient travel;

General

Accessibility: Bus stop or train station nearby home and direct line to for example hospital, increases independence, quick and no stress when public transport
can avoid traffic; In essence, for the experience gained in the service, which accompanies the user to his or her destination, it is necessary not only to have
accessible public transport, but a city accessible to transport; Old people travel like everybody else; Barrier-free vehicles; People who are already used to the
public transport network find it easier to continue using it after the loss of autcnomy; Discovering a new route by being accompanied several times (by a social
worker, a nurse or a home help) allows the person to be more autonomous afterwards, to reduce their fears or to find strategies. Economic resources: Cheap
price for old people. Sensitization and awareness: Polite fellow passengers, more priority seats. Quality: More frequent service; Smaller crowd; Mobility
impaired users mostly prefer the accessible DRT service operated by the local transport operator (OASTh) which utilizes accessible buses and a "deor to deor”
function; Good connection of public transport to the city centre, distance on foot not possible or too far.

Older people
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WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS
QUESTIONNAIRE (SOCIAL AGENTS)

VALUES

Accessibility: Elevators and low floor buses and trams on every lines; The accessibility of the metro, turning point in the city's public transport, large number of
low-floor vehicles, such as CAF trams, and various buses; For users who lives in peripheral districts, the public transport can be the unique option due to the
follow reasons: lack of parking spaces and high fuel prices act as an incentive to use public transport, searching for parking spaces is time consuming, public
transport is faster and more favorable, disabled people using public transport can feel like they have "equal opportunities”; The implementation of accessibility

Functional features on mainstream public transport services paying the same as everyone else; Public transport that is 'structured' also for those with disabilities (lifts,
Diversityf platforms operating in real time, audible signaling of stops), on the other hand, a road system that allows people with disabilities to move along pavements and
Physical streets to easily reach their destination from bus and metro stops; Fundamental to this are wheelchair-accessible pavements; The lack of a driver's license {or

the skills required to drive a car) and a private car, forces to use public transport; Transportation by taxi or the transportation services of NGOs are very
convenient for wheelchair users; For those who live near barrier-free Subway lines, it is significantly faster to get from A to B by using public transport;
Economic resources: Relatively cheap and (in theory) flexible. Quality: Mability impaired users mostly prefer the accessible DRT and a "door to door”
function; The currently improvements have allowed more people with disabilities to move around the city autonomously.

Functional Accessibility: Universal design vehicles and stations; Guidelines helping the blind to go straight on the bus stops; Stops with timetables that can be called up
Diversityf acoustically; Correct placement to the dedicated places for the blind aid markers; Routes for the blind, and traffic lights with audible signals, especially near

) major transport hubs; Audible signaling of stops. Smart communication: Information both visually and by sound; The electronic screens that announce stops
Visual and and news are very helpful.

hearing
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VALUES

Functional Accessibility: When inclusive leisure outings are organised and we go in groups, we use public transport, new routes and stops (they like); Travel like
Diversity/ everybody else; Discovering a new route by being accompanied several times allows the person to be more autonomous afterwards, to reduce their fears or to
find strategies.
Cognitive
Childhood / Accessibility: Childhood and youngers travel like everybody else; No elevation; Free space; Closeness to platform. Quality: Smooth stops and starts.
young
people
Woman Accessibility: Proximity; No need for parking if you are in the center of the city. Economic resources: It is an economical means of transport; Affordable in
Igender monetary terms and to be able to go to places where it is impossible or very expensive to go by car. Quality: It is more comfortable;

perspective

Migration Accessibility: Accessibility and low threshold; Close to bus stops; Easy access to home pickup options for seniors and those with mobility challenges.
’ Economic resources: Cars are much more expensive; Public transport can be more flexible with regard to costs; Due to economic limitations, public transports

ref"'gees’ is the only aption for moving; It would be a clear advantage if there were free or significantly cheaper tickets for the target group; Public transport is still the
ethnic cheapest means of transport; Lower public transport costs; Cheaper monthly tickets. Sensitization and awareness: Control staff now multilingual. Quality:
minorities Public transport is often the only way for longer distances; People have access to services and activities; No car available, public transport offers the possibility
and poverty of longer journeys; Often accommodation is far away from the city center, so the only option is to use public transport; There is no other means of transport

available (bike, car, taxi); Short distances are mostly covered on foot, but longer distances are not possible due to lack of a car, so public transport has to be
used, migrants cannot always ride bicycles.
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IMPROVEMENTS AND EXPECTATIONS

Accessibility: Greater range of hours and vehicles; A PT-system designed for everybody; More support for access to vulnerable people; Offensive ongoing
positive campaign regarding consideration for passengers with disabilities, elderly people, people with prams, so that the resources made available are also
General available to this group of people. Economic resources: Free public transport or low price for public transport; Sensitization and awareness: Ongoing training
. of the driver as well as the staff (development of an attitude/culture and sensitisation), recruitment of people with disabilities, refugees... Quality: Better attention
expectations from drivers in every way; Smooth stops and starts; Replace old trams and trains; The public transport has to be more efficient; Preferential lane and greater
frequency; The increase of underground lines; Create car-sharing opportunities in public transport; Expand bus and, above all, metro transport so that every
neighbourhood is well served and connected; Increase transport, bus and metro lines. Environmental impact: Pollution and traffic reduction;

Accessibility: Public transportation should be accessible to people with disabilities; Architectural barriers, such as steps and high curbs, must be removed and
ensure that people with disabilities can access and exit transport safely and comfortably; The availability of ramps on all buses, the availability of anchorages,
accessibility at metro and train stops, the positive attitude of the staff and other users, the fact that there is no need to request support in advance, reduce
uncertainty about whether there will be space (Information on the canopies in real time...); To intervene in places outside transport hubs with paths for people
with disabilities (accessible pavements, paths for the blind, acoustic traffic lights) and in transport facilities with fast, functioning platforms and/or lifts; Modify the
buses to bridge the gaps between bus and platform, the same way as subway and tram; Conversion of all stops into barrier-free stops; Public transportation
Older people  yenicles must be adapted to meet the needs of people with disabilities, such as wheelchairs, anchorage devices, and communication systems; More seats and

and parking spaces for people with disabilities, more safety handholds/devices. Economic resources: The cost of public transport is affordable for people with
Functional disabilities, it can be a cheaper option than other means of transport, especially if discounts or special rates are offered for people with disabilities. Smart
Diversity/ communication: Information about public transport, such as timetables and routes, must be clear and easy to understand for all people, including those with
Physical disabilities. Audio and visual information systems, such as announcements and screens, must be installed in vehicles and at bus and subway stops.

Sensitization and awareness: Awareness campaigns should be carried out to improve understanding of the needs of people with disabilities. This includes
promoting respect and empathy towards people with disabilities and fostering inclusion in society. To invalve people with disabilities and their organizations in the
process of improving public transport; Drivers and other public transport staff must receive training on how to care for people with disabilities, including how to
i operate wheelchairs and how to provide assistance if necessary. Quality: Public transportation should be easy to use and has a goed frequency. Public transport
lJJ should be more comfortable, safe, and attractive. The vehicles should be clean and well-maintained, and the staff friendly and helpful. Environmental impact:
Public transport can be a more sustainable and environmentally friendly option than other means of transport.

- WP2 - T2.1 DELPHI: QUALITATIVE PUBLIC TRANSPORT DIAGNOSIS
QUESTIONNAIRE (SOCIAL AGENTS)

EXPECTATIONS

Smart communication: Better information both visually and by sound, more universally designed vehicles and stations. Sensitization and awareness: The
public transport is inclusive for deaf and hard of hearing people in the following cases: staff are trained in the communication needs of deaf and hard of
Functional hearing persons, all audible information is displayed in text during passenger information, accessibility plans are in place for all emergency solutions to
Diversity.’ Visual rescue deaf and hard of hearing passengers, lifts and platforms have an indicator button in case of distress for deaf and hard of hearing persons, discounted,
; free travel passes should be well-known among inspectors, the discount cards should be compatible with digital systems, thus reducing the need for the
and hearing necessary interpersonal communication, light signaling safety devices at the crossing points of light rail and other fixed-track public transport vehicles to
ensure the safe crossing of deaf and hard of hearing persons; Must be easier to get offon, more help and patience from drivers, available information for
those hard of hearing or with visual impairments; Good service from service persennel. Quality: Stops and transport mean that are universal designed.

Smart communication: Information at bus stops is displayed with pictograms (ARASAC). Sensitization and awareness: Polite fellow passengers, more
priority seats. Quality: More frequent service and ensure more space.

In general, idem Older pecople and Functional Diversity/ Physical

Functional
Diversity/Cognitive

Childhood / young  Idem general expectations

people
Smart communication: More information on how public transportation is connected - how to use more than one lines; Better planning taking into account
Woman /gender the number of people and the traffic which is very regular. Quality: More coverage, with more transport and measures to promote a more favourable
perspective circulation of public transport.

. . Economic resources: Public transport allows for societal participation, therefore, an affordable and accessible transportation is fundamental; Low prices for
Mlgratlon, tickets and social tickets with discounts are important means; Public transports should be cheaper, have a larger territorial coverage, be more frequent and
refugees, ethnic function during more hours, specially nights. Smart communication: More information on how public transportation is connected - how to use more than cne
minorities and lines; Multilingual information at bus staps and on the trains. Quality: Reducing the procedures necessary to apply for financial aid for transport; Safety at
poverty bus stops should be increased, the surroundings of some bus stops are more likely to cause uncertainty; Punctuality and reliability need improvement; Better
connections in peripheral areas and at off-peak times.
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WP2 T2.1 DELPHI (first round) — Some conclusions

Social agents

Considering the amount of contributions, the results suggest the lack of Accessibility, Economic resources and
Sensitization and awareness are the main PT barriers today (by frequency and severity).

Following this rationale, the following level of barriers, Smart communication and Quality seem to be low level
barriers from the point of view of the severity but with a high degree of improvement.

Regarding values, all the identified criteria are currently implemented at some level, but they present

deficiencies and a high degree of improvement. It could be said that [Jil][[eR el E el ] g G R IR N elel g1 Qo HITI =TT
jty, in which improvements in the identified lines will provide an improvement in use and satisfaction§

Expectations in PT seem to be mainly related to the improvement of the all the criteria (Accessibility, Economic
resources, Sensitization and awareness, Smart communication and Quality).

Environmental impact, seems to be a relevant aspect of PT from the point of view of the social agents, to play an
important role in the near future.

LR I [TETGT W S WY Ts Nindependence, well-being, increase self-esteem, enjoy the city, access leisure,

shopping, socialize and feel part of society}
U
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WP2 T2.1 DELPHI second round: statements’ validation

40 professionals responded the 2" round questionnaire, including Mobility agents and Social agents,
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WP2 T2.1 DELPHI second round: statements’ validation

Stoppers: Mobility agents & Social agents agreement level

STOPPERS. MOBILITY AGENTS

mStrongly disagree B Disagree Neutral Agree mStrongly agree

“
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WP2 T2.1 DELPHI second round: statements’ validation

Stoppers: Missing factors and aspects for Mobility agents
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Resources: Main barriers that need to be mentioned and addressed at the i) management and ii) resources level of public
administrations to promote the use of PT at the mid and long-term: lack of dedicated infrastructure for PT (not only inside cities, but
also in metropolitan/suburban areas - why should people take a bus to go to the main city if they'll be stuck in a traffic jam as if they
will be using their own car?) - linked to the previous, lack of coordination between public administrations that have mobility
competences (local level, metropolitan level, regional level and national level); This lack of coordination leads to a lack of investment
and execution of the infrastructures and services needed to promote PT. All the other topics listed are important and complement the
previous ones; We can improve information in stations, we can improve integration of services, etc., but if we do not invest and
execute PT infrastructure and services, we will never make it attractive for citizens. As an example, a dedicated bus lane at the
access of a city combined with an express bus service that can reduce 10-15 min the travel time compared to using a private car will
make more people use the bus.

Multimodality: Low focus on first and last mile; The door-to-door mobility is highly relevant to move people from private car to PT;
Lack of real time and multimodal info to the public is a very critical barrier, not mentioned!; Comparison with other available modes of
transport, which is what users will use mostly to make a decision on PT use; Lack of a uniform ticketing system and information
(each time one changes city, go on holiday, one should understand the ticketing system of the city, the network, ...).
Quality&Inclusion: Low resilience of PT (relevant drop of service quality in front of expected and unexpected events such as sport
events, bad weather,...); Interchanges are generally not efficient (time consuming and add uncertainty to the trip), safety and security
needs to be expanded to lighting, design of space in stations/stops, appropriate fare integration; There are several barriers to
inclusion of people with walking difficulties not mentioned.

Behavioural change: Strong focus (of incentives, campaigns,...) on the students and young people (which already use the PT more
frequently) and low focus on the users groups that mainly use the private car; There is a need to understand the reasons behind that
behaviour and initiate corrective actions to change the mindset of that user groups.

Smart mobility: PT should be understood as a "common interest topic” for the municipality, mobility agents, PTOs, PTAs and
citizens. Thus, data should be shared and the mobility should be managed in an integrated way.
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WP2 T2.1 DELPHI second round: statements’ validation

Stoppers: Missing factors and aspects for Social agents

» Accessibility: The long distance between PT stops is also an accessibility barrier. PT should be accessible by walking in a
reasonable time/distance. Also, the access to PT with a bike is sometimes difficult.

= Economic resources: High cost of multimodal trips. Discounts should be applied to multimodal trips.

* Quality: Too long trips due to the planning of long routes and many stops to go from one point to another. There is a need to
create "express routes", especially at peak times, to make the PT more efficient and attractive, Safety (both in the vehicles
and at the stations) and comfort (cleanliness, comfort, heating, air conditioning etc.).

= Sensitization and awareness: Safety perception during night trips, either in the PT stop and in the bus/tram/metro, The
topic of gender needs review as it's less developed than the rest and should be looked at through an intersectional lense
(together with race, ethnicity, sexuality etc), Lack of training of drivers and personnel to deal with gender-based
harassment/violence, (sexual) harassment between passengers, lack of understanding and support from other passengers in
view of harassment/violence etc., Another thing missing is a look at gender beyond man/woman, not a binary thing and
should be noted the issues about transgender (and also LGBTQ people) in regards to sensitization and awareness, and
quality.

+ Smart Communication: Lack of information about options suitable for trip-chaining, lack of information about accessibility
etc.

U
UPPER

WP2 T2.1 DELPHI second round: statements’ validation

Values: Mobility agents & Social agents agreement level

VALUES. MOBILITY AGENTS VALUES. SOCIAL AGENTS

mStrongly disagree  m Disagree Neutral Agree mStrongly agree mStrongly disagree  m Disagree Neutral Agree  mStrongly agree
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WP2 T2.1 DELPHI second round: statements’ validation

Values: Missing factors and aspects for Mobility agents and Social agents

* Mobility agents
o Management: PT prioritization; dedicated lanes.

o Multimodality: Integrated ticketing system (Maa$S). Availability of different payment systems (QR, APP, PT card, money,...)
that fit the needs of different user groups.

+ Social agents

o Accessibility: PT guarantees the access to low emissions and zero emissions zones. Moreover, although it can be improved,
the PT allows you to reach almost any part of the city.

o Sensitization and awareness: Creation of "purple stops" for night bus routes (stop on demand near the house/destiny of the
woman).

o Environmental impact: Environmental aspects seem to be overlooked, especially by social agents.

*  General comments:

o There is a lack of mentions to specific needs of some social groups, such as women mobility needs and there is a focus on

people only needing public transport because they can use or afford a car, instead of public transport being the available as a
first choice.

o The values vary strongly from one PT system to the other, from one city to the other. This assessment would be better done at
local level rather than European level.

o Democratizing mobility (already included in management) and accessibility to opportunities (included in quality and inclusion)
are by far the most important values that must be associated to PT. Also, reliability.
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WP2 T2.1 DELPHI second round: statements’ validation

Expectations: Mobility agents & Social agents agreement level

EXPECTATIONS. MOBILITY AGENTS EXPECTATIONS. SOCIAL AGENTS
mStrongly disagree  mDisagree = Neutral = Agree  mAgree mStrongly disagree mDisagree = Neutral = Agree  m Strongly agree
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WP2 T2.1 DELPHI second round: statements’ validation

Expectations: Missing factors and aspects for Mobility agents and Social agents

= Mobility agents

o Management: Need to manage mobility (traffic, PT,...) in an integrated way and not independently. Need to prioritise PT.
Public sector management should be more ambitious, increasing management capacity, covering new mobility services,
turning more flexible and competitive comparing with cars.

o Resources: Need to create dedicated lanes to isolate PT from traffic.

o Multimodality: Again, real time and multimodal info to the public has to be an expectation - trully important!.

o Quality&Inclusion: Better inclusion of people with low walking capacity, gerder issues and inclusion of minorities have to be
expectations to meet.

» Social agents
o Sensitization and awareness: Passengers that don't harass other passengers ... Drivers trained to deal with such situations.
In general should say safe space more often, but in particular in the gender section where it's crucial.
o Environmental impact: Environmental aspects seem to be overlooked, especially by social agents.

» General comments:
o Efficiency of PT in comparison with other modes is a key improvement and expectation for PT users.

U
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WP2 T2.1 DELPHI second round: statements’ validation

Conclusions’ agreement level: Mobility agents & Social agents

CONCLUSIONS

m Strongly disagree  mDisagree Neutral Agree  mStrongly agree

-

MOBILITY AGENTS SOCIAL AGENTS

U
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WP2 T2.1 DELPHI second round: statements’ validation

Missing factors and aspects: Mobility agents & Social agents

* Mobility agents
o Resistance to behavioural change is still a relevant barrier.
o Access to human resources (e.g., drivers) is a significant challenge.
o | do miss the importance of listening to people and use the needs they tell us as reference for the development of the networks
instead of the now a days procedure based on guessing user needs without solid data.
o |strongly agree that Quality of PT and the use of smart tools are the main leverage for improvement. | would add or enhance the
Efficiency aspect as part of the service quality.
o Improvement/execution of dedicated PT infrastructure (can be included in both management and resources) leads to better quality
of service.
= Social agents
We perceive a gap between the identified barriers and the (high) expectations expressed.
Last statement concerning PT doesn't completely apply for Rome case, at present.
The last statement concerning PT provisions doesn't completely apply for Rome case, at the moment.
| agree that PT contributes to citizens' independence and enjoyment of cities, and that accessibility is a key improvement required.
But I would highlight the inclusivity of planning and operations: PT must cover better all areas of cities, not only the hyper center.

o Aninteresting discussion to have is the funding of PT. Social agents push for a free or almost free PT, whilst this might be seen as
complicated by public administrations. PT will never be economically sustainable (it has other positive externalities that can
monetized though) and administrations must take its cost. Reducing PT fares and or making PT free only increases the problem on
how to fund PT: this would lead to the fact that more money from public budgets has to be placed on the daily maintenance and

) operations of PT and it would not be oriented to other important aspects (such as the before mentioned investment on PT
lJJ infrastructures) that can increase the quality of the services.

UPPER

o 0 0 0

WP2 T2.1 DELPHI - Main Conclusions - Stoppers

* Results confirm that Management, Quality&Inclusion&Accessibility, Resources, Multimodality, Behavioural
Change&Sentizitation and Awareness are the main stoppers for the PT.

» Social agents point out an economic barrier for some collectives, but Mobility agents do not agree on this at
all.

» The Environmental impact is more a value and an expectation than a barrier.

» The Smart Mobility is not a stopper; in fact the lack of data is pointed out as a barrier to develop the potential
of the smart PT, or even its performance.

* Management means the public administrations must be more efficient managing the existing facilities, but
more Resources, in terms of infrastructures, are needed.

» Multimodality requires appropriate infrastructures, but also to focus on door-to-door mobility.

* Quality&Inclusion&Accessibility means an efficient (in time) transport mode for citizens, secure an easy to
access for all vulnerable collectives (inclusive).

* Behavioural Change&Sentizitation and Awareness are social values, involving different user groups. We
need to trigger a change in the citizens that mainly user their private car to move daily, and we also need to
raise awareness on PT workers and end users about the vulnerability of some collectives (from women to
people with functional diversity) when employing the PT.

U
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WP2 T2.1 DELPHI — Main Conclusions - Values

* Results confirm that main values of the PT are Resources, Multimodality, Quality&Inclusion and Smart
Mobility.

» ltis considered that PT attracts important investments, so the PT managers have available many
Resources; this fact is seen as a strength.

+ Quality&Iinclusion means the PT has a good transport network, with adapted accesses, and with different
services (from ticketing system to facilities for people with special needs). However, accessibility is not so
good as it should be.

» PT arises as a driver for multimodal transport, and this is seen as a positive value.

» Smart mobility has the potential to transform the PT. Technologies like Al applied to dynamic traffic
management, the monitorization of vehicles, or the on demand transport are seen as the future, but
implementation is not trivial.

« Sustainability is a relevant value for PT. The Environmental impact should be an asset for PT, as people is
moving in a more efficient way, generating less emissions.

U
UPPER

WP2 T2.1 DELPHI - Main Conclusions - Expectations

= In general, all the categories proposed in the study have the potential to take improvements for the PT.

* The Management, Resources, Multimodality, Quality&Inclusion&Accessibility, Behavioural change &
Sensitization and awareness, Smart Mobility and Communication, and Economic resources are fields were
innovation is expected.

= Among all these topics, Multimodality, Smart Mobility, Quality&Inclusion, Resources and Behavioural change
concentrate the highest agreement level.

* Multimodality will bring the smooth integration of the different transport modes available in the city.

« Smart Mobility is the facilitator for multimodality, shared mobility or Maa$. It also includes the data provision
(Smart communication) that users are expecting in order to have a bigger control of their mobility when
using PT.

* Quality&Inclusion improvements will bring trip time reduction, MaaR, better metropolitan-rural area
connections, comfort, and Accessibility for all the collectives as a priority.

* Resources implies more infrastructures for PT and equipments that facilitate decarbonisation.

« Behavioural change of citizens will support a new mobility, not focused on the private car’s use.

U
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ANNEX 5. Experience notebook

UPPER - Mobility Experience Notebook_ CONT

Welcome to the UPPER project MOBILITY EXPERIENCE NOTEBOOK

We would like to hear more about your mobility habits and opinions to help us
better understand how to improve public transport and increase its usage, which
is the goal of the UPPER project (https://www.uitp.org/news/unleashing-the-
innovation-potential-of-public-transport-as-backbone-of-urban-mobility-upper-
project-launches/).

What would you need to do?

+ Describe and evaluate all the journeys you make on a typical day during the
week, including commuting to work / school (if applicable);

- Describe and evaluate all the journeys you make on a typical day off or weekend
day, including leisure trips in the city or urban area (i.e., not including trips

outside the city).

Participation is completely anonymous. The information will be analysed in

aggregate and grouped form.

Thank you very much for your cooperation!

* 1. Before starting we would like you to share with us some information about you

Your age:

* 2. Your gender:

Man(

Woman

Other

* 3. Composition of your household: (you can choose more than one)
D Ilive alone
D I live with my mother/father/sibling(s)...
D I live with friends/roommates/ professional caregivers
D I live with a partner
D I live with son(s)/daughter(s)

‘—| I live with elderly or disabled relatives
>

D Indicate the age of your sons / daughters if it is the case:
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* 4. Main occupations (you can choose more than one):
D I study (not at home)
D I'work (not at home)
D Iwork or I study from home
D Househusband/Housewife
D I take care of relatives (elderly, children, disabled)
D Retired (by age or illness)

D Unemployed

>

D Other:

« 5. Which of the following statements fits best to describe your economicsituation
regarding transport?
I prefer not to say

I have difficulties to afford the public

transport I can't afford a car

I cover all my transport costs without major difficulties

Other:

* 6. Indicate your municipality/city and country:

* 7. Which of the following statements fits you best?

) 1have lived in this area most of my life

I come from another country or geographic area and plan to stay

I come from another country or geographical area and [ will be here temporarily

Other:
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* 8. Transport modes that you usually use, thinking about the past month: (Multiple

answers allowed)

By
On By e-

foot bike bike scooter motorcycle

Go home

L L)L
Elilpsiness D |:| |:|

wore 1010
Shopping, D |:| D

errands
Visit

someone D |:| D
For care

of others D I:I D
School or

education |:| D D
Bring or
collect

HpEpE

someone

Leisure,
sport,
cultural

HEEEE

activities

Services

(e.g.

bank, D I:‘ D

doctor)

By

skate
or kick

0 O O 0O 0O Qg o

[]

[]

By

O Ooodooodo ol

]

]

By car

O OO0 O dQg o

[]

[

Type of shared transport used or other type of transport:

By
share
d car

OO0 0 og ol

L]

* 9, Which of the following statements fits / describes you best?

( I mainly use my car or motorcycle and do not consider changing to another mode.

(

(bus/metro, car-sharing, cycling, walking...).

\ ' 1 am using my car less and trying other alternatives (bus/metro, car-sharing, cycling, walking...).

By By

By

By

Not

taxi bus metro/tram train Other applicable

L] L]
O

HEN
L]0

L] L]

1O
HaN

LI L

][]

[0

() I'walk, cycle or use public transport for most of my journeys.

>

() Other state (please specify)

OO0 0 og ol

L]

O Ooodooododd
O Ood o do ol

]
L]

I mainly use my car or motorcycle, but I would like to partially switch to other modes of transport

O Oodooodo ol

L]
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* 10. Please indicate the journeys of a usual day. A typical journey is home to home, but
perhaps you make several trips home to home. Please, detail all the stages of your journeys
by indicating the different modes of transportyou reach, firstly, secondly, thirdly, ...:

I'm going to... 1 travel by... For how long?
I leave the
house and : : :
firstly... ) .
Secondly... : $ :.
Thirdly... : : :'.
Fourthly... ¢ : :
Fifthly... — > —
Sixthly... — — =
Finally ... & — —

Other or more situations:

* 11. We start with the experience of daily mobility in the city or metropolitan

ared...

Please, tell us in detail your story about your journeys during the day: (your expectations, your
alternatives, why you choose those modes of transport... if it felt comfortable, if you would like to have
other alternatives, and so on)

12. Detail the advantages and disadvantages of your daily journeys:

What works well: ‘ ‘

‘What has to be
improved: ‘ ‘

What would make you
increase the use of
public transport in ‘ ‘

this situation:
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e 13.Please describe your different leisure and free time journeys in urban/city
environment: (I leave home to go to...)

I travel by... and by... For how long?
To do sport — — ‘ —
To visit
friends or a - | -
relatives ' v v
Togo
shopping as A A A
a leisure hd * ‘ v
activity
To go to
the cinema, A a | A
theater, hd i hd
museums...
To have a .
walk, urban : : ‘ :
excursions...
Togotoa
restaurant,
to have a A A | i
drink, meet v v h
with
friends...
To go back A A ‘ A
home M M ¥

Other situations:

* 14. We detail the mobility of days off or leisure in the city or metropolitan area...

Please, tell us in detail your story about your leisure or free time journeys in the city or
metropolitan area during a day: (your expectations, your alternatives, why you choose
those modes of transport... if it felt comfortable, if you would like to have other

alternatives, and so on)

* 15. Detail the advantages and disadvantages of your free time journeys:

What works well: | |

What has to be
improved: | |

What would make you
to increase your use of
public transport in | |

this situation:
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ANNEX 6. Experience Notebook results

U R
UPPER

Unleashing the Potential of
Public Transport in Europe

EXPERIENCE NOTEBOOK. Mobility
experiences of the citizenship.
WP2 - T21

IBV — Instituto de Biomecanica de Valencia

This project has received funding from the Horizon Europe research and
innovation programme under grant agreement No 101095904 July 2023

EXPERIENCE NOTEBOOK. Mobility
experiences of the citizenship.

Index:

Objective & methodology

Sample

Analysis by user profile

Analysis by mobility awareness level
Comparative analysis and conclusions

o RGN

Reported by: A. Lopez-Vicente, J. Giménez, C. Soriano

May "23

Data collected from February to May 2023

192



D2.1: User groups’ mobility needs, motivation and patterns

EXPERIENCE NOTEBOOK. Mobility
experiences of the citizenship.

Index:

1. Objective & methodology
2. Sample

3. Analysis by user profile
4. Analysis by mobility awareness level
5. Comparative analysis and conclusions

Objective & methodology lU

2 The objective of this work is to understand and analyse citizen transport (in its
different forms) through the analysis of the users’ personal mobility experiences.

2 The methodology consisted of analysing 72 representative user experiences in
different European cities, participating in the UPPER project.

)

The applied technique has been an online notebook, in which users have shared
their experiences in their daily mobility.

2 Analysis process:
& Extraction of stories and characteristic verbatim: the stories and
verbatims allows to illustrate the mobility patterns.
& Analyzing the emotions of the comments.

& Semantic analysis consists of assigning the contents to the chosen topics
and categories, according to meaning at expert level.

Analysis grouped by user profile (human life cycle) and awareness level.
Comparative analysis and differences according to gender.

o [eo
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SAMPLE: 81 USER

D2.1: User groups’ mobility needs, motivation and patterns

U

SAMPLE BY USER PROFILE

= YOUTHS
= ADULTS WITH CHILDREN
= WOMEN
ELDER
= LOW INCOMES
= FUNCTIONAL DIVERSITY

SAMPLE BY COUNTRY

. = BELGIUM
= FRANCE

34%
‘ + GERMANY

GREECE
= |TALY
17% = NORWAY

PORTUGAL
14% l SPAIN

EXPERIENCE NOTEBOOK. Mobility
experiences of the citizenship.

Index:
1. Objective & methodology
2. Sample

3.Analysis by user profile
1. Profile
2. Daily journeys stories
3. Free time journeys
4. Strenghs and weaknessess
4. Analysis by mobility awareness level
5. Comparative analysis and conclusions
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COUNTRIES

o

BELGIUM SPAIN NORWAY

Household Size

ﬁ >
‘ M i partner
= and
JL 4 SLe childrep -
2
‘

Mobility awareness

@ “I walk, cycle or use public transport

for most of my journeys” - 12
[ ereon ]

mm— | cover all my transport costs
without major difficulties” - 12

12
11
10 180 v
9| 9 9 By skate or kick
5 8 G - B , o —
66 6 6 6 66 g =By car
6 5 5 5) 5 55 5 5 mBy shared car
4 4 4 4 4 By taxi
4 3 3 3 g 3 3 3 3 3 3 3 il 3
2| 2 g9 2 2 2 2 2 2 2 2
2 1 1 11 1 1 111 11 1 1 11
OROOER00 0000 OO0 0 00@O! 00 0RO 0 00| 0] DGID 0l 0080 10) 0RO 0 OOID 00 WEBy train
0

Go home Bussiness trips Go to work Shopping and
errands

| work (not at home)

FRANCE

=)
©

N

mNot applicable

Visit someone  For care of others Schoal or

education

Bring or collect
someone

Leisure, sport and
cultural activities

Services (e.g.
bank, doctor ..}

l l Man, 31y.0., Norway
Cycling to work because it's the quickest and easiest option. | could have taken public transport in about the same time, but it costs money and is not as useful. Sometimes |
walk because it's easy not to have my bike with me and | den't lose much time, but my feet hurt and | avoid walking. | walk to some work meetings because it's the quickest
and easiest option. Sometimes by bike or public transport - depending on the distance. When | pick up or drop off at the day care centre, it is easiest and quickest to walk. It's

often the same for shepping or going to the gym. "
l l Woman, 32 y.0., Norway
| walk or use a city bike to work. Then | expect there to be a city bike near my home and | expect there to be a free space for my bike in a city bike rack outside
work. This doesn't happen very often - | would like it t | find cycling in Oslo scary, with all the angry drivers, tram rails, fast cyclists and bike lanes that suddenly just
end in the middle of the road. | wish | had my own electric bike, or that the route card also included a city bike. And that the city bikes were electric bikes. ’ ’
l ‘ Woman, 27 y.o0., France
Journeys of less than 10 minutes by bike: | choose the Vélib bicycle, preferably

electric, or if | have time, | walk Journeys of more than 10 minutes: | prefer the
metro / except in the evening, | feel more comfartable taking a VTC ' ’ s

'y
0., Fran

Man, 31 dy ance _
| mostly commute to work. More safe routes would be desirable and better maintenance of these would
also be useful. | use the bike because it is a pleasant way to get around, fast and allows me to be more
active. More parking bays would also be desirable so that | can easily park near the various amenities.
Omnipresence of the car is annoying and problematic. rry

dd Man, 34 y.o., Belgium

I usually use the cargo bike because it is the most efficient
way to get around Brussels with the children
ry
. Woman, 29 y.0., Belgium
a£4 Woman, 29 y.0., Spain :29Y.0. Belg

From home to work: it's uncomfortable because meost of the time I'm standing and | carry a lot
of things in my hand and the trip lasts about 40 minutes and | have to change from tram to bus
From work to home: | sit down resting but it lasts 45 minutes and then took the tram from the

Mostly | walk on foot in my city as | work from home and find everything | need
: here. When | travel to work | go by train and metro, finding the journey
uncomfortable and long, but being the only viable means of transport, since

house to do some shopping: it takes 5 minutes by tram it works for me when | do a lot of
shopping from the house to the gym: it's very far so | took the tram. | do sports at night so it
takes 10 minutes for the tram to arrive.

UPPER

car is not possible.

Man, 29 y.0., Spain
I leave home for work. Usually by car. When | finish, | take advantage of the fact that | have come by car to do the shopping and load it in the
boot. Then | go back home. On days when | don't need the car after work, | try to use the tram (not always). Usually, it is guite full in the
morning and in the evening. Sometimes it is difficult to travel seated even on long journeys. On days when | leave home late, | always go by
car because it takes less time to get to work. On weekdays when | go out for sport | always use the car because it takes less time to get
home when | finish. | don't use public transport because it takes longer and because the time frequency, at the time | finish the activity, is |l ’
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l l Man, 31 y.0., Norway

Varies a lot, it is difficult to use the table above. But the motives
are the same. | use what is quick, easy and cheap, and prefer
l l cycling when | can. because it is delicious.

Woman, 34 y.0., Norway
| often have a lunch appointment that | walk to. Or use an electric
scooter/bike or public transport (depends on time, place and weather). |
walk home and look in shops and buy what | need. Relaxing at home. If |
go out later, | take a taxi or electric scooter. | walk home from the
city/friends or use a taxi. | rarely take a bus home (if I'm close to a bus

that goes to where | live) ’ ’
i Woman, 23 y.0., France
| travel mostly by bike because it's faster, more by car , more
ecological. | feel quite comfortable but | would like more
facilities to feel safe ’ ,
44 Man, 31y.0., France
1 go eyeling or on foot, so it's my means of 44 Woman, 32 y.0., Belgium
l l transport that is my hobby r’ In brussels: public transport to other cities with good public
Man, 34 y.0., SPain connections also with train. If a little further or to a village
In leisure time | normally prioritize going to places on foot. If | have time, | prefer to leave home somewhere else in Belgium: by car. ' 4 4
earlier and take the opportunity to move around a bit. If not, | try to take the bus to take me to Woman, 29 v, Belgium

the destination or, at least, get me closer. Although the days that I'm in a hurry | do take a taxi,

which is the fastest way to get to the places (if you're lucky and you catch a fast one, go). For gl pares @ vy cane i bl bigses niod iz plite

the return, | do tend to use transportation, either the bus when there are activities during the day transport stops here in Belgium t?efore 11pm ar!d taxis are immense\y
(go shopping downtown, go to the movies, etc.), and for the return at night | recommend the expensive. There is no Uber or Bolt in Flanders, which makes returning even
taxi (for the same than before, speed). Basically the points that make me decide are time and mare difficult

climate. Yes, | avoid taking the car except if | go to the Cine Yelmo (it has parking), partly
because of the inconvenience of parking, partly because if | take something | don't have to driv.
back. | also try to avoid the subway because it is a medium that | have never really liked. Part of
the charm of traveling is seeing things, and on the subway that is lost when you go ’ ’

idl d. .
- undergrodn '{] Man, 18 y.0., Spain
U PPE R When | go out with friends | walk or take the bus or metro. If one day we come home late, we
take a taxi for 4 persons. To visit relatives or play sports | go with my parents on foot or by
car.

In general

« Improve the frequency of the metro/tram, reliability of timetables,
especially LESS crowded.

= Improve the opportunities to walk or cycle, free/paid public transport.

Daily journeys

Possibility to put your bike in it (intermodality).

Acceptable prices and possibility of boarding the bike.

Speed.

More chance of faster connections.

City bike included

Public transport in Oslo is great. But | find that it goes faster when

cycling/using an electric kick scooter and therefore choose this.

Comfort and time, more night transport and transport connecting

supermarkets and the center.

Free time journeys

- Acceptable prices and possibility of boarding the bike.

« Better public transport in the stations outside the capital

+ (still) Later passages in the weekend of OV

+ That there are no regular routes and it takes a long time, | often
choose a taxi-sharing service for my free time.

+ More trains at night

+ Fundamentally step frequency.

+ Improve transfers between metro lines. Quite a bit of time is wasted.

In general

» The frequency of metro/tram, timetable reliability. Frequency of
passage of the EMT (Valéncia). There are moments that are
frustrating.
Make the individual car disappear.
Security

In general

+ When it works, my journeys are fluid.

« Faster and flexible.

+ Uncrowded roads or safe cycle paths.

- Efficiency and speed of the bike.

Daily journeys

+ Swiftness.

The indication board.

Itis faster to cycle than to take the tram

Most of my trips are within relatively short distances that are pleasant to
walk in.

Freedom and flexibility to walk or cycle, | get health-promoting and
delicious exercise, and | get to be outdoors, | avoid being crowded with + Safety in front of the cars
others on public transport. Number of bus passages

Free time journeys I » More connected cycle paths I

» The cycling infrastructure and cycling culture; wider pavements and
safer cycle paths
Better bicycle arrangements

+ The maintenance of cycle paths and their development.

+ Alotof people go there

Daily journeys

Availability shared car- price & comfort by train. » Comfort and travel time by train

It takes little time to reach the destination by public transport. There is * More time, so not so close in time

always transport at any time. Free time journeys

Taxi sharing service, city bike. « Accessibility By train station - especially outside Brussels

The city is quite compact, so trips are within reasonable distance by e- « Evening passages OV: often a long wait in the evening

bike. + More limited parking for rental scooters

Itis quite easy to get anywhere by bus and walking. Valéncia is compact +  Trains at night

enough tomove b){ walking, and the weather:also supports this option. = Arriving at a stop and getting the next passes in 15-20 minutes does

The scope of the different lines that compose it. | can get anywhere. not seem acceptable to me and ends up limiting its use (more than
once | have done it or seen how they did it: get to the stop, check the
weather and hail a taxi). . In addition, these waiting times occur at
times when one expects displacement, such as a Saturday in the
afternoon.
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’ Unemployed- 2
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I work (not at home) ———

| work or study at home - 5

errands

23
1111
Mobility awareness
“l walk, cycle or use public transport
for most of my journeys” - 16
hor ]
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D2.1: User groups’ mobility needs, motivation and patterns

COUNTRIES

my Twith a partner

“| cover all my transport costs SPAIN PORTUGAL NORWAY |TALY GREECE FRANCE

without major difficulties” - 24

By skate or kick scooter

BBy moloreycle
By car

education someone cultural activities  bank, doctor...)

Go home Bussiness trips Go to work Shopping and Visit someone  For care of others School or Bring or collect Leisure, sport and ~ Services (e.g =Nt applicable -

id

Man, 31y.0., Norway

Cycling to work because it's the quickest and easiest option. | could have taken public transport in about the same time, but it costs money and is not as useful. Sometimes |
walk because it's easy not to have my bike with me and | don't lose much time, but my feet hurt and | avoid walking. | walk to some work meetings because it's the quickest

and easiest option. Sometimes by bike or public transport -

4

o Man, 38 y.0., France i -
The problem of work/school time imposes a rhythm that is not always feasible by biki

depending on the distance. When | pick up or drop off at the day care centre, it is easiest and quickest to walk. It's
often the same for shopping or geing to the gym. 1

e. No regular

public transport, lack of coherence between the different actors of the territory | chose to try to develop

my professional activity in the vicinity by breaking with my former job which required mo
car
aa Man, 45 y.0., Portugal

Delays on public transport lead me to use the carp »

a4 Woman, 39 y,0,, Portugal
| am a fan of mobility that allows me to move around independently. The train and the
underground usually serve that purpose, but the cars do not. So |'d like to be able to move more
easily from where | live to wark by bike, to have more autonomy. However, the state of
degradation of the roads (between Costa da Caparica and Pragal, where | catch the train) is
very high and many times, taking into account that | have 2 children that totally depend on me, |
have to use the car to ensure that | arrive on time to supply their needs

re than 80min of 44 Man, :_“ V.0, Belgl.l.lltll -
ry 1 usually use the cargo bike because it is the most efficient
3 way to get around Brussels with the children
: ry

Woman, 47 y.0., Spain
We all leave the house together around 8:15, my two daughters, my husband and myself. We take the bikes
but we walk to school. It's a rushed ride (we're short of time) but a pleasant one, we talk about the day's

plans, check if the girls have any exams? When we drop them off at school we take the bike and go to work,
it's quicker, another 10-15 minutes, walking would take us twice as long, it's relaxing, most of the journey is on
the university campus. If it rains a lot we take the car for convenience, those days the bike is lazy. On the way

back every day is different, but typically we go from work to school or extracurricular activities by bike, pick
up the girls and walk home, many of those days we stop to do some shopping. The truth is that | get tired but
| don't consider any other way, it relaxes me more when | walk all the way but for the girls it's demanding and

the bike allows you to go faster.

Man, 45 y.o., ltaly

l JJ | move almost entirely on foot or by bike, unfortunately immersed in traffic and on roads shared with car without any particular action to

protect the vulnerable. | leave

U PPE R workplace and from there, again for work reasons, | move on foot. In the afternoons, having a compact cargo bike, | cycle my second child to

sports activities and, a couple of

mood and because it allows me to move around more quickly and easily. | would like it if public transport worked better in the city and if thi

were more careful

home to take the little girl to kindergarten, while the older children go to school on foot, then | reach my

times a week, | go shopping, again on my bike. | use the bike because it makes me feel better in terms of

policies to incentivise the use of bicycles and the renunciation of the By car for commuting. ?’
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Woman, 41y.0., France

1 do a lot of on foots trips at the weekend because | have the possibility of having what | need
because of my home. If | have to travel further (visiting family, visiting museums, shopping

D2.1: User groups’ mobility needs, motivation and patterns

ad

Man, 31y.0., Norway

Varies a lot, it is difficult to use the table above. But the motives
are the same. | use what is quick, easy and cheap, and prefer
cycling when | can because it is delicious

dd

Woman, 38 y.o., France

We live in the center to have everything nearby

etc.), | use the car. As a family, at 4, | see little interest in public transport, it quickly becomes
expensive, and you have to anticipate logistics, timetables, etc. There has to be a real saving

of time for me to choose this mode of transport, which is rare

dd Woman, 39 y.0., Portugal

Generally, | always rely on public transport for leisure.
Except in situations where there are no other viable

alternatives for greater distances

i

Man, 34 y.o., Portugal

At weekends, the offer of transport is smaller in all cases. If | leave the city

1 4

and not live with the car. Everything is
accessible on foot or by bike

N

Man, 34 y.0., Belgium

| travel with small children so the important thing is accessibility, speed and

comfort. For family visits, | choose the car if there are also things to transport

a4

or else | just take the train

Man, 34 y.0., Spain

| play squash and sometimes the court is a bit far from home. On these occasions | go by car. | have to take the

ry

car from | anmorrow. So it is. We walk to the garage, | put the kids in the car, | get to school, | park badly, | rush the

kids out and put them in class, | run back to the car and go to work and park easily. When | get off work, | go by car

to the suqgash, play a game and then go straight back to the garage. If we are going to do some leisure activity with
the children, sometimes the four of us go by bike (each one with his own), sometimes the little boy goes on his
parents' bike and sometimes the two children go with their parents on the bike. Generally it depends on how far

where | live for leisure activities elsewhere, | usually go on foot, by train and
metro or by car, if there are such offers. To go shopping, | stay in the locality
where | live and take short trips, usually by car as it is the most comfortable
way to carry my purchases and because parking is available in
supermarkets and places where | go. If I'm going to buy a few things, | can
go on foot, at a distance-time of 10 mins or more. There is no internal
transport in the locality where | live that would allow me to go shopping f’ ’

transport

A4 B I I |

In general

+ On foot and bike trips (Il

» The train and the metro (lIII)

« Speed, ease, comfortability (llll)

Daily journeys

« Bicycle in the city (takes less time than coming by public transport,
freedom and flexibility to walk or cycle, | get health-promoting and | get
to be outdoors, | avoid being crowded with others, | know how long it
takes for the trip, | value the conviviality...) (Ill)

- [Ease and reliability of transportation (| arrive at the time | predicted) (Ill)

Free time journeys

+ On foot or by bike for short distances (enjoyable and relaxed ride

because of beautiful urban environment and reasonable distance) (l111)

Fluidity of movement (I1)

Availability shared car, car- price & comfort by train

The existing cycle paths and also more drivers aware of issues

involving smooth mobility, greater contact with nature, physical

activation, exercise, well-being

By bike trips were fun, reconcile sport, and protection of the

environment

Fewer people on transport and trips, more comfortable than during the

week

Not using the car saves you from having to park

The taxi modality is very good when the 4 of us go, it is cheap and fast.

The bus with voucher is cheap although it takes a long time to pass and

reach your destination

In general

» It needs to be an extensive and secure network of cycle paths (llII)

+ Traffic density (11l1)

+ Poor offer and regularity of the PT (Illl)

» Travel distance (must be reduced). Shuttle itineraries and preference of
passage to make it more reliable in time (lIl)

+ Car sharing (Il)

Daily journeys

+ Caution and safety in front of the cars (IIlll)
A lot of people are afraid to use their bike (I}
Sidewalks, wide streets, public spaces. Everything has been taken
over by cars (lIl)
Poor bus and access roads for bicycles allow people to use more car
on their journeys

» The roads, including cycle paths, in better condition and daily
maintenance

+ The duration, the fatigue associated with the trip, the huge queues

Free time journeys

= The bike through the city center is a little more stressful due to the

number of bikes and electric scooters that circulate.

Accessibility at train station

+ The roads and drivers are not prepared/educated to share the road
with pedestrians and cyclists
In far distances, the children cannot go with their own bike

+ Traffic status; night time public transport; taxi availability

I
I
"
I
I
I
I
I
I
I
I
I
I
I

H

In

the place where we are going is. If we go far enough, we already use the metro or the bus. We take the car if we
leave the city (>20km)

144

Man, 51y.0., Greece
| do not have free time

general

More frequently routes (lI1111)

Regularity and reliability (111111}

Agile and speed (llll)

Cheaper and cheaper (IlIl)

Restrictions on the use of private vehicles; environmental
awareness (l1I1)

Highest security, frequency and regularity of the early morning
network (I1)

Daily journeys

Easier to reach the destination (greater intermodality)
Punctual attendance and greater travel

The existence of more diversified transport other than bus
To increase the cycle path network and to make it purely for
bicycles

Better bicycle arrangements

Free time journeys

Better public transport in the stations outside the capital
Give priority of passage so that the times improve.
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(] Household Size

b | With 3

1} partner - ' partner and
children - 5
] [ ]

COUNTRIES
'. BELGIUM
) ; ; PORTUGAL /
| "

I work (not at == | cover all my transport costs SPAIN NORWAY  ITALY GREECE GERMANY FRANCE
homé)fa ot 1€ = without major difficulties” - 25

Mobility awareness

“l walk, cycle or use public transport
for most of my journeys” - 23

20 20
20

lnlﬂliloluh

Go home Bussiness trips Go to work Shopping and ~ Visit someone  For care of others School or
errands

=By a-bike
By skate or kick scooter

16
m By motoreycle

g m By shared car
mBy taxi
mBy bus
I mBy train

Bring or cellect Leisure, sportand  Services (e g mNot applicable

education someone cultural activities  bank, doctor....) -

o

l l Woman, 34 y.0., Norway
1 go to work. | always walk to work this takes about 10-15 min and is about 1km. | am in the
office all day (very little meetings outside). | walk home from work 10-15min, the shop is on
the road so | shop on the return journey. 5-6 times a week | see someone else. These are trips
that vary in length and my means of transport accordingly. If it is a weekend | can use a taxi
sharing service in the evenings and nights. on weekdays | usually walk up to 3km approx. If
the walk is longer than about 3km | cycle if | have not dressed up, then | choose an electric
scooter to feel fresh on arrival (from May-September). | take the bus when | go out of the
'y municipality on business. | live in Oslo and use the burrrrrrr333333s if I'm going to asker or

baerum.
Woman, 66 y.o., France

1 usually travel by bike, it's very practical and | can cover long distances. When | go to the center of my
small town, | am usually on foot. | regret that there are no more trains in my small town and bus journeys

; : sl v Woman, 29 y.o., Belgium
are not as frequent. Sometimes | have to take the car, but on longer trips. | give priority to carpooling Mostly | walk on foot in my city as | work from home and find everything I need
when possible: for example, to go to events, shows, etc. | am aware that | have to stop or reduce my car here. When | travel to work | go by train and metro, finding the journey
use, which | have been doing for a long time. When | was still working, | always used my bike to get uncomfortable and long, but being the only viable means of transport, from
around. We could still improve the cycle lanes in the area and in the city, make them safe’ ) 4

car is not possible.

a4 Woman, 77 y.o., Spain l l Woman, 50 y.o., Italy
On a day-to-day basis | walk, to buy, go to the bank, go to the doctor... Before | bought in larger On working days | have to use the car because | have to travel 37 km to go and 37
supermarkets, | went by car with my husband, now we buy nearby in local supermarkets. If | km to come back and there is no alternative. On weekends | use the bicycle for
have to travel to Valencia, my children take me by car, before | used to take the bus but | have Tt o e o e e e e e
become afraid of falling. | take the subway on a specific occasion if the stop is close to where 9 P PORL: "
I'm going. Taxi once in a while, for example this last year once back from the hospital. rry N
J Woman, 45 y.0., Greece
J ‘ ‘ 1 use the bike in my municipality because it is the fastest and simplest means of transport. If | need to go somewhere far

U PPE ﬂ away, | go by public transport or in combination with the bike. | prefer the metro because it is fast and sometimes the bus

because it covers more areas. ’ ’ -
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Woman, 23 y.o., France

| travel mostly by bike because it's faster, more autonomy, more
ecological. | feel quite comfortable but | would like more

facilities to feel safe

4

4

Woman, 31y.0., France

| do a lot of on foot trips at the weekend because | have the possibility of having what |
need because of my home. If | have to travel further (visiting family, visiting museums,
shopping etc.), | use the car. As a family, at 4, | see little interest in public transport, it

quickly becomes expensive, and you have to anticipate logistics, timetables, ete. There

D2.1: User groups’ mobility needs, motivation and patterns

l l Woman, 32 y.o., Norway

| often have a lunch appointment that | walk to. Or | use an electric scooter/bike

or public transport (depends on time, place and weather). | walk home and look

in shops and buy what | need. If | go out later, | take a taxi or electric scooter. |

walk home from the city or use a taxi. | rarely take a bus home (if I'm close to a
bus that goes to where | live)

N

id
Woman, 54 y.0., Germany
Always by bike because flexible, fresh air and exercise. Buses and
trains are only used during Blitzeis. The OV does not represent an
alternative because it is too slow. | only use it in combination with the
folding bike if it's more than 20 km each way. The OV is very well

1

developed overall, but fresh air is better!

44

has to be a real saving of time for me to choose this mode of transport, which is rare. JJ

o Woman, 44 y.o., Portugal

Generally, | always rely on public transport for leisure. Except in situations where

there are no other viable alternatives for greater distances

In my region there is only the bus as public transport. The bus are infrequent and
the access road to the city is dangerous, with no sidewalks or crosswalks... my son
was run over on that road. We used to walk a lot by bike, but today | have a greater

perception of the risk and I can't drive on the road by bike.

U
UPPER

dd

144

Woman, 69 y.0., Belgium

1 usually go on foot or by public transport; sporadically | also
take the bike. Not always easy to park your bicycle safely;
also not always suitable material to fasten bicycles

ry

available
Woman, 63 y.0., Greece

"
Using MMM for my commute is a basic principle in my life because | try, firstly, to reduce my
contribution to the pollution of its environment, secondly, to monitor its evolution and the changes

that oceur in it (if | use my means | won't be able to fool around), thirdly, | observe people's

behavior and the changes that oceur in it, fourthly, | am afraid to use a two-wheeler (By bike or

motorbike) due to the violation of the KOK rules by the majority of drivers of all media. | would like
transport to be improved and the dominance of the car not to exist. By bike is unfortunately not a
solution for me anymore since | have a problem with my knees although I could consider using an

electric bike. Also the frequency of services on holidays is so sparse that it is unacceptable for a
city where people are constantly moving and the population is as large as Athens and its

Woman, 29 y.o., Spain

Q

Y

I

|

.

Going out to have a meal: it's convenient because | know what time | have to leave to take the subway, but the downside is that there are a lot of
people and fewer subways come going out ta shop: it's convenient because sometimes | take the bus but it's always full to visit relatives. | go by
bike and it is comfortable because it takes a short time to go on a trip: sometimes it is very expensive because | have to take the train or car J§

suburbs/districts

In general

When it works, my journeys are fiuid (Ill)
Good in general. By foot / metro / tram / bus (Il

Daily journeys

Fast, flexible, speed, ease (Il

On foot and bike trips quiets. Good pedestrian and bike space (Illil)
Zero petrol, zero euro expense

The metro is fast, the buses in my area are relatively good

The car stretch to be covered is smooth and without traffic

The weather is almost always good

Indicator signs

Most trips are within relatively short distances

Small supermarkets and some local shops close to home

I live close to the metro and this is an excellent means of transport

In general

+ Infrastructure: improvements on the way - you have to be and
city bike wider lanes, large network of cycle paths; the urban road system; more
and better bike paths (I11llll)

« The frequency (Il

« The regularity and reliability (I111)

« Less crowded PT (llll)

+  Everything needs to be improved (Ill).

+ Security. Secure bicycle locking, area with cameras at all stations.. (Il)

+  The possibility of having an altemative to the car like the car sharing (II)

-+ The acceptance of cyclists and the sharing of the road (drivers education) (Il

Daily journeys

» City at 30 km / hour everywhere

« Traffic density

. i the bus don't work so | don't know if | have to wait or not

The pass for the entire Metropolitan Area covers a large region for an
price

Free time journeys

Fluidity of movement, relaxed. Travel outside peak hours. In Sunday the streets are
empty. Driving quietly, and playing sports (I1liI)

Bike trips and paths are fun and made it possible to reconcile sport, fun and
protection of the environment (I1)

Taxi sharing service and city bikes independent of services, cheap and fast (I}

My sons take me wherever in their car and | don't abuse asking to go out.

There is always transport at any time

The bus with voucher is cheap although it takes a long time to pass and reach your
destination

UIFIFen

+ Number of bus passes

+ Comfort and travel time by train

+ More connected cycle paths

+ Cars and access roads for bicycles, which allow people to be more car on their
joumeys

+ The duration, the fatigue associated with the trip, the huge queues

+ Pedestrian space with less slippery pavement, with shade and passing through
more garden areas

+ Itis not possible to take my bicycle on the train/metro

Free time journeys

+  More evening offer (Il)

+ Development of a real cycling policy in the city

+ Have more offer, better schedules, easier to reach the
destination (II1111)

« Even more & smoother connections, more chance of faster
connections (l111)

+ Less crowded PT (Il)

Daily journeys

+ More time for more freedom of movement and cheaper or free

transport

Improvement of telematics service

The creation of a safe route for cycling that was not too long.

The existence of more diversified transport other than cars, or

cars with more regular schedules.

Free time journeys

« Toincrease the frequency of some tram and bus lines,
especially during the later hours; subway until 1 am.

« ldon't think it will increase the use of transport.
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COUNTRIES

Household Size

Mobility awareness

“I walk, cycle or use public

transport for most of my journeys” -
‘| cover all my transport costs
= without major difficulties” - 9

BELGIUM  SPAIN

gD

FRANCE ITALY

| work (not at hom

9
8 n foot
7 m By bike
6 u By e-bike
:
4 m By taxi
:
2 ® By metroftram
1 ] 1 L 1 I e
0 u Not applicable
Go home Bussiness trips Go to work Shopping and Visit someone  For care of others School or Bring or collect  Leisure, sportand  Services (e.g
errands education someane cultural activities  bank, doctor...) -
d4 Man, 76 y.o., Belgium
'y To Ghent EPF office, on foot from the station or bus in case of rain, by train
Woman, 66 y.0., France to Ghent, on foot 1‘0 EPF'offlce or I:ramt,hM?st_slm%Ii and economical, no
1 usually travel by bike, it's very practical and | can cover long distances. When | go to the center of my : stresg,-ear i o s ang oun: I & 4
small town, | am usually on foot. | regret that there are no more trains in my small town and bus journeys Woman, 69 y.o., Belgium
are not as frequent. Sometimes | have to take the car, but on longer trips. | give priority to carpooling Given | live in city center, shopping is possible within walking distance; also
when possible: for example, to go to events, shows, etc. | am aware that | have to stop or reduce my car cultural activities within walking distance or by public transport. Most
use, which | have been doing for a long time. When | was still working, | always used my bike to get activities during the day are easiest to reach by public transport; no need for
around. We could still improve the cycle lanes in the area and in the city, make them safe’ ) 4 car.
a4 Woman, 77 y.0., Spain a“" Man, 65 y.0., Italy
On a day-to-day basis | walk, to buy, go to the bank, go to the doctor... Before | bought in larger | always travel by bike to work and back home. There is a lack of cycle paths that
supermarkets, | went by car with my husband, now we buy nearby in local supermarkets. If | could make the commute safer and more pleasant.
have to travel to Valencia, my sons take me by car, before | used to take the bus but | have . n

become afraid of falling. | take the subway on a specific occasion if the stop is close to where
I'm going. Taxi once in a while, for example this last year once back from the hospital. rry

Man, 71y.0., Spain
| like my routes by bus. This morning to go to lunch with my friends | took two buses, number 13 and number 95. There were few people and the buses arrived quite frequently. Then | came back home, and there were even
less people at the bus. | have taken the bus again to pick up my grandson from school, and | have taken 2 buses, the 7 and the C3. The perfect experience, they coordinate very well, now the buses in Valencia are doing very
U well. Then we have walked to the speech therapist and we have returned by bus, in 72 and we did not have a seat and we stood up but well. And then we went to a shopping center with 2 buses, the C3 and the 36 and very
well, the transfer is at the same bus stop. On the way back, we have taken the same buses. The 35 in the Ciudad de las Ciencias was full and about 50 boys and girs got on in the back and sat in the seat of the elderly and
an older couple made them get up and the driver told them that they are entering the bus by the front part and that they had to buy tickets. ’ ’
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d4

{d Woman, 66 y.0., France

| chose the least polluting mode, on foot or by bike. It's also faster. | feel very comfortable on my bike, a
feeling of freedom! | would like more public transport to avoid having to take my car. 17

Man, 76 y.o., Belgium

On foot, by bus, by train. Outside normal public transport hours the car

' & 4
Woman, 69 y.o., Belgium

| usually go on foot or by public transport; sporadically | also take the bike. Not
always easy to park your bicycle safely; also not always suitable material to

i

i Woman, 77 y.o., Spain
My leisure activities have been greatly limited. | sometimes go shopping or visit my children. To go, they
pick me up and bring me home, | can no longer go places alone if | have to make transfers because | am
afraid of falling or having an incident. | used to go on excursions through the center of Valencia but | have

stopped doing it, | have to stop right away because my legs hurt and I prefer to go out less.

U
UPPER

In general

« Everything, the frequencies are good, the buses are good, the
stops, the price...

* Good pedestrian spaces. (Il)

Daily journeys

+ On foot travel, by bike, especially around towns.

« The use of the bicycle makes my travel quick and easy on foot /
metro / tram / bus.

= Connection every half hour with the train.

Walking everywhere, | depend on myself and rest when | want,

besides, now | always stay close to home, | don't go far.

Secondly, my sons always accompany me and take me in their

car if the process is more complicated or far away (specialist

doctors, purchases of furniture or electrical appliances, bank or

municipal procedures...).

Free time journeys

« The time and the opportunity to walk where | fly, even changing
ideas.

= On foot/ metro/ tram / bus.

« Public transport during normal hours.

« My sons take me wherever in their car and | don't abuse asking
to go out.

UPPER

14

Man, 71y.0., Spain

| take a bus to go shopping downtown. On Saturday morning it is empty but

they are less frequent.

n

In general

- City bike lanes and public transport priority.

» Frequency some tram and bus lines.

* Too many terraces and skates that invade sidewalks. (Il)

Daily journeys

» There would be dedicated cycle paths.

» Punctuality of the train, not reliable, at an important meeting,

leave an hour earlier.

| don't see the buses safe anymore, the steps are very high and

when | get the ticket it starts moving, I'm afraid of falling. If there

are a lot of people | can't find a place to sit down and | can't go

standing up.

Free time journeys

» Coordination different modes, higher amplitudes (early/late),
public transport accessibility and reliability, strikes.

» Expand the tram network.

» The shorter frequency on weekends. Sometimes | have to wait
20 minutes (although with the application it works fine).

fasten bicycles available

Man, 70 y.o., Woman 70 y.o., Spain
1 do not move in the metropolitan area in free time.
| only occasionally go to some other city in the metropolitan area.

n

In general

+ To improve times for more freedom of movement and cheaper
or free transport.

« Even more & smoother connections.

« Affordability, reliability, coordination of means of transport, eco-
friendly and accessible physically and booking.

Daily journeys

« Smaller buses that pick me up from home and take me to the
exact place | want to go, like public taxis that are requested
and can be shared.

Free time journeys

+ Toincrease the frequency of some tram and bus lines,
especially during the later hours; subway until 1 am.

« | don't think it will increase the use of transport.
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Household Size COUNTRIES

With & I
“I walk, cycle or use public transport
for most of my journeys” - 11

partner - partner and | . gisabled
children -2 | relatives - 1
[ ] ]
SPAIN  PORTUGAL
S | have difficulties to afford the public GREECE FRANCE
transport” - 5 | can't afford to have a
car"-6

u By e-bike

By skale or kick scooter

8y motorcycle

By car
u By shared car
mBytaxi
uBy bus
11 R AT AT allw il nh G
: w By train

Go home Bussiness trips Go to work Shopping and Visit someone  For care of others School or Bring or collect  Leisure, sportand  Services (e.g. uNot applicable
errands education someone cultural activities  bank, doctor...)

9
8
7
6
5
4
3
2

{4
Woman, 66 y.o., France
1 usually travel by bike, it's very practical and | can cover long distances. When | go to the center of my
small town, | am usually on foot. | regret that there are no more trains in my small town and bus journeys
are not as frequent. Sometimes | have to take the car, but on longer trips. | give priority to carpooling
when possible: for example, to go to events, shows, etc. | am aware that | have to stop or reduce my car l l Man, 31y.0., France
use, which | have been doing for a long time. When | was still working, | always used my bike to get | mostly commute to work. More safe routes would be desirable and better
around. We could still improve the cycle lanes in the area and in the city, make them safe’ Y 4 maintenance of these would also be useful. | use the bike because it is a pleasant
way to get around, fast and allows me to be more active. More parking bays would
e also be desirable so that | can easily park near the various amenities. ’ ’
l l Woman, 38 y.0., Portugal

From where | live to the city where | work and access other services (like doctors, for
example), | can only use the train, which has few available times (at most every 30 minutes,
even during rush hour). Outside rush hour, the train has half the carriages, and therefore

fewer seats, and is only every 1 hour, so it's not the most comfortable. The metro also .
suffers delays sometimes, but it is the most. The By-cars, which | use less lately, could als7 ’

Woman, 45 y.o., Greece
1 use the bike in my municipality because it is the fastest and simplest means
of transport. If | need to go somewhere far away, | go by public transport or in
combination with the By bike. | prefer the metro because it is fast and
sometimes the By bus because it covers more areas.

circulate more regularly.

= Woman, 30 y.0., Spain i
| work as a cook and | do night shifts. | usually get around on an electric scooter, it's S hansesd
faster and it takes me from door to door. | also take the girl to school with the scooter

and | go shopping to supermarkets near home. ada Man, 72 y.0., Spain
y ¥ 4 | rarely leave the house, two or three days a week when | go to the senior center, as it is close | walk. | do some small shopping
a4 but normally 1 get food delivered to my home from the social services. If | have ever had to go to the doctor, | take a taxi or have
Woman, 35 y.0., Spain asked a neighbor to take me in their car. rry
Normally | don't leave my neighborhood and | walk everywhere. In the morning the Man, 28y.0., Spain
children get up and go to school, | usually get up later and | walk to buy and my e q P ity 1 q ; "
i J il ) | have been living here for a short time, my family is in Morocco. In the city | go walking or by bike. My jobs are sporadic, for example,
cousin's h?use, I help him with h.'s mother who is older. Then_ 1go black home to cook in the agriculture, and to go they pick us up in a foreman's van, | also collect products from the street and sell them, | go around on
food and in the afternoon | don't go out or | go out to the neighbor's house or to the my bike and look for material to sell. | never use public transport because I feel uncomfortable and to get a voucher I have to do a lot
street to chat with the neighbors. of paperwork and | have no documents. The bike is useful to me because | can store things. If | had a better job | would buy an
rry electric scooter.
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dd Woman, 32-Belgium; Man, 51-Greece; Woman; 30-Spain;
Man, 28-Spain...
| do not have free time. It is not different to other days

ry

Woman, 38 y.o., Portugal
At weekends, the offer of transport is smaller in all cases. If | leave the city where |
aa " live for leisure activities elsewhere, | usually go on foot, by train and metro or by bus,
Woman, 35 y.0., Spain if there are such offers. To go shopping, | stay in the town where | live and take short
On weekends we stay at the door of the house with the neighbors and the children trips, usually by car as it is the most comfortable way to carry my purchases and
play in the street. We don't have a car, to go to the doctor or go shopping my cousin because parking is available in supermarkets and places where | go. If I'm going to
who has a van takes me. buy a few things, | can go on foot, at a distance-time of 10 mins or more. There is no
rr internal transport in the town where | live that would allow me to go shopping for
transport.

|JJ i Man, 39 y.0., Greece

U PPE R | choose the bike for ease of movement,
exercise and economy.

In general

= Frequency, timetable and reliability of some metro, tram and bus
lines (I111)

» The education of the world

In general

+ When it works, my journeys are fluid (l11)

- Ease of movement, parking, exercise

« Bicycles in the subway

Daily journeys

* Uncrowded roads or safe cycle paths

= The metro is fast, the buses in my area are relatively good and
the area is quiet for bike

« There are no delays in the timetables indicated on the trains

- Sometimes | go by public transport, the bus is very comfortable
and the price is very good, what happens is that with the

' In general
skateboard | arrive before I
]

+ The frequency of metro, intermodality, reliability of timetables,
less crowded PT

Daily journeys

+ More frequency and more stops near my home and work

« The social worker could give me some free vouchers to try

+ lam too old to use public transport

« Bonus systems that do not require complicated procedures
that could be solved in social services or immigrant

I associations.
1

Daily journeys

» Sometimes the bus telematics don't work so | don't know if |
have to wait or not

« Secure bicycle locking in an area with cameras at all stations.
Large network of cycle paths

» | would have to spend in less time, especially on weekends. If |
had to go to work by public transport it would be a problem
because sometimes | leave very late and there are no buses or
they take a long time to come
| don't know how to use the internet and now everything has to
be with the computer or go to the center to do the paperwork. It
is very cumbersome
All financial aid is complicated and | don't know how to manage
it, language is also a problem

Free time journeys

» The frequency of metro
All drivers should be trained not to drive aggressively and with a
safe distance from bicycles and two-wheelers in front

» Bike lanes and bus routes

+ Improvement of telematics service

+ Greater frequency of buses and trolleybuses

Free time journeys

« To operate later on weekdays as well, maybe until 2:00 am.

+ The buses should come every 10 minutes.

« Greater availability of timetables, for example, metro and trains
until later (instead of the metro closing at 1 am and trains only
until around midnight).

+ | don't need the bus, | don't have the discount voucher and | don't

go from here to there

| rarely go out of the house and | don't use it, although | imagine

it works well

» A colleague's wife uses it a lot to go to work and is very happy

Free time journeys

« Whenit's Sunday morning or Wednesday afternoon and the
streets are empty

« There are usually fewer people on transport and trips are more
comfortable than during the week

UPPER
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Household Size COUNTRIES
partner “I walk, cycle or use public transport
for most of my journeys” - 3. “| mainly
use my car and do not consider
changing to another mode” - 2

[—
= | cover all my transport costs
without major difficulties” - 5

0_1.

SPAIN

mBy bike
mBy e-bike

5

B

By skate or kick scooter
mBy motorcycle

m By car
5 W By shared car
mBy taxi
I m By metro/tram
0

m By train
Go home Bussiness trips Go to work Shopping and Visit someone  For care of others School or Bring or collect Leisure, sportand  Services (e.g.
errands education someone cultural activities  bank, doctor...) = Not applicablg]

a4 Man, 34y.0., Spain
a4 1 usually use my mother's car, or taxi, to get around. They are the most
Woman, 55 y.0., Spain comfortable, safer and quick for me. Sometimes | take the bus (for visit
| use all means of transport, | walk in the neighborhood every day, but if | go further | take the metro, tram, friends or organised activities), is funny but require a big planification and is
bus... In general | manage by myself, but | have difficulties if | don't know the itinerary (lack of slow.
information). We can't hear the audio information because of the number of people on the bus, and they
don't usually help if asked. Crowds stress me out a lot and excessive noise disorients meg
. ‘ l Man, 37 y.o., Spain
a4 Woman, 38 y.0., Spain 21050

| go home from work by car, for short trips on foot or by bus. Since the pandemic |
take the car because it gives me more independence and speed. The buses take a
long time and force me to get up much earlier. The door-to-door bus is a very good

Due to my disability, my first alternative to travel on excursions is the car. It gives me
security to think that | will be able to get as close as possible to all destinations

avoiding architectural barriers. rr solution, if you have to change it is slower. | never use the metro because the bus
has many routes.
j' i Man, 48 y.0., Spain
J I mainly use the door-to-door bus to go to the residence, home, or to other centers, and sometimes | take a taxi, or
car to visit relatives. | manage the bus by calling by phone. | request the service 2-3 days before. On Thursday you
U PPE R have to ask for Monday's service. You need to have your life programmed and you cannot have improvised

activities.
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a4 .
Woman, 55 y.o., Spain
In my case the situation is the same during the week as it is on the weekend. Maybe before you noticed
that during the week there were fewer people and less frequently, but now, due to my schedule, | don't
notice the difference. For physical activity, | go by bike with my husband, I like the sensations, but in the
city is much stressful for me. Yy 4
i
aa Woman, 38 y.0., Spain

Due to my disability, my first alternative for my leisure or free time trips is the car or

the taxi.

U
UPPER

Man, 37 y.0., Spain

On weekends there is much less bus service. Even so, if | meet friends | try to use the

ry

Man, 48 y.0., Spain

bus or stay close to my house and walk.

n

On weekends | use the taxi, bus or car, never the metro because it is not accessible. By taxi | always call the same
driver who is very friendly and everything goes well. By bus there are only 2 seats, it is very crowded, if you go with
friends with disabilities they can only get 2. You need a companion to help you (call, tick the voucher...).

ry

In general

« The buses have a lot of service, the gold voucher gives many
facilities and is cheap and the EMT app is helpful in deciding
itineraries (I1)

Daily journeys

« The car because | have a parking card in a blue disabled space
which allows me to park relatively easily (depending on the area)

» It works that many drivers help you get on and off, the treatment
is friendly, it is fast, and it leaves me at the door of the house
(almost always)

« Public transport in Valencia has a very good service with a
number of routes and frequency. Time is not that important to me

Free time journeys

« It gives me security to think that | will be able to get as close as
possible to all destinations avoiding architectural barriers. The
car and the taxi.

« Utility of the app to control schedules and frequency of buses

+ On the bus the anchorages are correct, it is comfortable,
kindness in general

U
UPPER

In general

Accessibility to train, metro, bus. Eliminate steps on commuter

trains; EMT buses that had stops attached to the sidewalk

avoiding having to go down to the street and climb the step (lIl)

Access to the metro with elevator or escalator (l1l)

+ Missing better auditory information. Some channel through
which you can hear the instructions. Larger font sizes and
graphics at stops (11)

Daily journeys

+ The buses are very crowded, you cannot access the reserved
seats or they are occupied. There are seats at height, with a
step, that | cannot use. Infrequent and slow. The old buses have
dangerous accesses with high steps.

« If there are more people on the door-to-door bus, the service is
much slower. The bus may arrive later than expected, it does
not meet the agreed schedule. At night there is no service, you
cannot go out for dinner. You have to call before 11am or it fills
up. The renewal of the gold bond is done every 3 years even if it
is a permanent certificate. It is only requested by phone, people
without verbal communication cannot use it autonomously

Free time journeys

« Little service on weekends

+ The companion has to pay, you don't fit in the aisle, so you can't
tick the bonus; lack of sensitivity

In general

In general, the improvement of accessibility and frequencies,
perhaps exclusive lanes so that they go faster (l11)

Provide information in different ways and be able to anticipate
decisions, advice (I)

Daily journeys

Ideally all staff should be friendly and help you. That all drivers
leave you at the door to door (house door) and not at the
nearest stop, and that you can manage the service on the
same day.

Free time journeys

Increase the frequency of buses, smaller and some of them
fast track.
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EXPERIENCE NOTEBOOK. Mobility
experiences of the citizenship.

Index:
1. Objective & methodology
2. Sample

3. Analysis by user profile

4. Analysis by mobility awareness
level

5. Comparative analysis and conclusions

Two profiles are identified regarding awareness level on mobility. Some users are included in a profile by
necessity, and other are included in a group by conscience/will.

High awareness level on mobility awareness; some hypothesis Low awareness level on mobility; some hypothesis

+ People of any age with values and habits related to health, = Workers.

physical exercise and environmental awareness. . . » .
« Middle-aged people, with complex itineraries, who works and

People who live in urban environments with good public
transport services and infrastructure for active modes.

People who live close to their jobs and frequent activities.
The student profile is representative in this group.

They do not give up the use of the private vehicle, they mainly
reduce it.

Main reasons for using a bike or public transport: speed, well-
being, health, exercise, reducing pollution, family time, relaxing
time...

U

UPPER

take care of dependents (children or dependent relatives) or with
many activities, have a greater use of private vehicles.

People who live far from their place of work or with a poor
combination of public transport are less aware about mobility.

People who move door to door (they have parking at home and
at work) are prone to use a private vehicle.

People who, due to accessibility problems, can't use the public
transport.

Main reasons for using a private vehicle: speed, guarantee of
arriving on time, freedom to choose the moment of travel, door-

to-door comfort...
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EXPERIENCE NOTEBOOK. Mobility
experiences of the citizenship.

Index:
1. Objective & methodology
2. Sample

3. Analysis by user profile
4. Analysis by mobility awareness level

5. Comparative analysis and conclusions

Young Adult with children Elderly
Greater diversity, less resistance to Complexity of displacements (work, Importance of health status for the use of
change, greater use of shared vehicles housework, picking up children at different modes of transport.
and electric scooters. school...) and diversity in the ways of Higher degree of satisfaction with public
living. ;
Freedom, speed and economy as a trans_ponfdue to the less importance of
decision criteria. Importance of the values of coexistence the time factor.
and environment. Greater enjoyment of travel time.
High mix of modes of transport. Greater ) i i
familiarity with the electric vehicles and Importance of the time factor, efficiency Reduction of the number of trips when
less use of the private car. and security in their decisions. health problems appear.
Low income people People with functional diversity
Few trips in general, life is reduced to the neighborhood. Mobility marked by accessibility. Ordinary public transport

. is not a real option in many cases.
Access to transport vouchers and economic advantages are

far from their reality (complex procedures). Specialized services heavily protocolized that limit the

. . ) ) possibility of making decisions in the short term.
Main use of bicycle and electric scooter when accessing a

mode of transport. People with autonomy opt for the private car.

U
UPPER
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Semantic analysis of gender differences —
strenghs in PT

Based on the semantic study of the responses,
strengths are identified by gender. Regarding the
transport modes, the main satisfactory modes are on
foot, bike and bus. For women, other satisfactory
modes are the subway/tram/train, and for the men, the
car and train.

Both groups, the main strengths are considered the
ease, speed and the times of public transport.

In addition to these attributes, women highlight
proximity, flexibility and fluidity, and men highlight
efficiency, comfort, price and distance.

For the use of the bike, both groups consider making
exercise as a strength.

U
UPPER

Semantic analysis of gender differences —
weaknessess in PT

The most important weakness for all the participants
is related to the bike: infrastructure, security, wider
and maintenance of the paths and lanes... Most of
the participants in the study are cyclists or pedestrians
and usually practice active mobility modes.

Another important point to improve by consensus is
related de reliability, timetables and frequency of the
PT (train, tram, metro specially).

Different aspects are observed according to gender:
women mention to a greater extent aspects such as
safety, shared vehicle and the need to address
improvements for pedestrians. On the other hand,
men highlight aspects such as maintenance,
distance and traffic more prominently.

U
UPPER
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@ Man
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Semantic analysis of gender differences —
improvements for increase the use in PT

The most important improvements for all the
participants is related to the times, frequencies and
schedules of public transport (bus, train, and metro
specially). They consider that these are the keys.

Another important points to improve by consensus is
related the use of the bike and the increment of the
opportunities for the use of public transport (more
routes, regularity...)

Different aspects are observed according to gender:
women mention to a greater extent aspects such as
connection, reliability, faster and fit. On the other
hand, men highlight aspects such as price, the use of
the car, and the opportunity for using any modality at
any moment more prominently.

lJJ @® Man
Woman
UPPER 2
STRENGHTS IMPROVEMENTS TO INCREASE THE USE
+ EFFICIENCY AND SPEED OF THE BIKE (24) OF PUBLIC TRANSPORT

* EASINSESS AND SPEED OF PT (19)
+ FASTER AND FLEXIBLE (12)

- WHEN IT WORKS, MY JOURNEYS ARE
FLUID: THE FREQUENCIES ARE GOOD, THE
BUSES ARE GOOD, THE STOPS, THE
PRICE... (8)

WEAKNESSESS

INCREASE THE FREQUENCY (28)
AFFORDABLE AND CHEAPER (24)

PUNCTUAL AND SCHEDULE
COMPLIANCE (24)

REGULARITY AND RELIABILITY (20)
MORE COFFER (16)

CONNECTIONS AND INTERMODALITY
(10)

+ FREQUENCY, PUNCTUALITY AND SCHEDULE COMPLIANCE (28)

+ REGULARITY AND RELIABILITY (20)
+ LITTLE OFFER (e.g. at night, in the outskirts...) (20)

+ POOR MAINTENANCE OF THE BIKE INFRASTRUCTURE AND LITTLE PRIORITIZED

(20)
lJJ « ALOT OF PEOPLE, THE PT IS MASSIFIED (15)
SAFETY AND SECURITY (10)
UPPER
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ANNEX 7. Survey’ questionnaire

UPPER- Survey
Welcome to the UPPER project SURVEY

We would like to hear more about your mobility habits and opinions to help us to improve
public transport and increase its usage, which is the goal of the UPPER project
(https:/lwww.upperprojecteu.eul).

Your participation consists of filling out a 15-minute survey and it is completely
anonymous. The information will be analysed in aggregate and grouped form.

Thank you very much for your cooperation!

1. USER CHARACTERIZATION

1. Please indicate your age:

e 18-25
e 26-35
e 36-45
e 46-55
* 56-65
* 66-75

* Over 75 years old

2. Please state your gender, as you self-identify:

*  Female
e Non-binary
e Male

* Prefer not to say
3. Could you please indicate if you have functional diversity? (You can choice more than one)
e Motor or physical. "l use support product for walk"

* Motor or physical. "l use wheelchair"
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e Motor or physical (upper limbs)
*  Visual

* Auditory

* Intellectual or psychic

* Multisensory

e |ldo not have any

e Other (please specify)

4. What mode of transport do you mainly use on a daily journeys?

e Public transport (bus, metro, tram, train, taxi, ferry, shared car, etc.)
e Private transport (your own moto or car)

e Active mode mobility (on foot or by bike)

5. Composition of your household: (you can choose more than one)

* |live alone

e llive with my mother/father/sibling(s)
e | live with friends/roommates

e | live with professional caregivers

e |live with a partner

e | live with son(s)/daughter(s)

* |live with elderly or disabled relatives

e Other (please specify)

6. Indicate the age of your sons / daughters if it is the case:

e Lessthan 1 year old;
e 1yearold

e 2yearsold

e 3yearsold...

* More than 14 years old

7. Main occupations (you can choose more than one):

e |study (not at home)
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e | work (not at home)

e lwork from home; | study from home

e Househusband/Housewife

e | take care of relatives (elderly, children, functional diversity)
e Retired (by age or illness)

e Unemployed

* Other (please specify)

8. Which of the following statements best describes your economic situation regarding transport?

e | have difficulties affording public transport

* | have difficulties affording a car

e | cover all my transport costs without major difficulties
e | prefer not to say

e Other (please specify)

2. MOTIVATION FOR TRANSPORT / MOBILITY

9. Please review the list of public transport options below. For each option that you use, indicate
a maximum of two reasons why you use it.

e By shared Bike

e By shared car

e By shared light electric vehicle (e- bike, e-bike; scooter, motorbikes...)
e By taxi

e Bybus

e By metro/tram

e By train

Reasons:

e Mode not available in my city

e ldon’t use this transport mode
e Comfort

e Speed-Journey time

e Service frequency

e Reliability (Punctuality)

e Lack of alternatives
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e Timetables / Service at specific hours

* Flexibility; Security- Safety; Accessibility
e Proximity of the stop

e Cost and affordability

* Interconnection with other modes

e Health & Wellness

e Awareness & Sustainable

e Other (please specify)

10. Please review the list of non-public transport options below. For each option that you use,
indicate a maximum of two reasons why you use it.

e On foot

e By own bike / e-bike

e By own skate, e-scooter...
e By own Motorcycle

e Byown car

e Other (please specify)

Reasons:

e ldon’t have this type of vehicle

e ldon’t use this transport mode

e Comfort

e Speed-Journey time

e Service frequency

e Reliability (Punctuality)

e Lack of alternatives

e Timetables / Service at specific hours
* Flexibility; Security- Safety; Accessibility
e Proximity of the stop

e Cost and affordability

* Interconnection with other modes

e Health & Wellness

e Awareness & Sustainable

e Other (please specify)
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11. Please, indicate the frequency of use and importance of the following types of transport /
mobility.

e Public transport (bus, metro, tram, train, taxi, ferry, shared car, etc.)
e Private transport (your own moto or car)

e Active mode mobility (on foot or by bike)

Frequency of transport modes:
e 5-7 days/week
e 2-4 days/ week
e Once a week
e Once or twice a month
e Occasionally

* Never

Importance of transport modes

* No interest

e Less important

e Somewhat important
e Important

e Essential

12. Which of the following statements describes you best?

* | mainly use my car or motorcycle and do not consider changing to another mode.

e | mainly use my car or motorcycle, but | would like to partially switch to other modes of
transport (bus/metro, car-sharing, cycling, walking...).

e | am using my car less and trying other alternatives (bus/metro, car-sharing, cycling,
walking...).

e | walk or cycle.
e luse public transport for most of my journeys.

e Other (please specify).

3. HOW DO YOU COMMUTE ON A WEEKDAY? UNDESTANDING DOOR-TO-DOOR MOBILITY

We start with the experience of daily mobility in the city or metropolitan area...

215



U

UPPER

D2.1: User groups’ mobility needs, motivation and patterns

13. Please indicate the main journeys of your day. A typical journey is home to home, but perhaps you
make several trips home to home. Please, describe the most relevant (detail all the stages of your
journeys):

I leave the house and firstly...

Secondly...

Thirdly..

Fourthly...

Fifthly...

Sixthly..

Finally..

I'm going to...

I travel

work

business trip

school or education
shopping, errands (e.g. food)
services (e.g. bank, doctor...)

bring or collect someone

care for the elderly, disabled, children...

do sport
visit someone (friends, relatives...)
leisure activities

home

by...

on foot

own bike

own e-bike

own skate or scooter
own motorcycle
own car

taxi

bus

216



D2.1: User groups’ mobility needs, motivation and patterns

U
UPPER

*  metro/tram

e train

e shared bike / e-bike

e shared Light Electric Vehicle (e-scooter, moto, e-bike)

e shared car

For how long?

e Less than 5 minutes
e -10 minutes

e 11-20 minutes

e 21-30 minutes

e 31-45 minutes

e 46 - 60 minutes

e more than 1 hour

4. PUBLIC TRANSPORT
14. Please, indicate the importance of the following public transport modes for your daily mobility:

* Not applicable

* No interest

e Less important

e Somewhat important
e Important

e Essential

Transport modes:

e Shared bike /e-bike
e Shared moto
e Shared e-scooter

e Shared car

e Bus

e Tram

* Metro
e Ferry
e Taxi
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15. Please, indicate the level of satisfaction with the following public transport modes in your
city/town:

* Not applicable

* Not satisfactory

e Slightly satisfactory

e Somewhat Satisfactory
e Satisfactory

e Very satisfactory

Transport modes:
e Shared bike /e-bike
e Shared moto
e Shared e-scooter

e Shared car

e Bus

e Tram

e Metro
* Ferry
e Taxi

16. Please, indicate your level of agreement or disagreement with the following statements

e | feel safe in public transport

e The bus is secure for me...

e The Metro/Tram/Train is secure for me...

e The shared transport (bike, scooter, car...) is secure for me...
e The taxiis secure for me...

e The stations or public transport stop are secure for me...

Level of agreement

* Not applicable

e Strongly disagree
e Disagree

* Neutral

e Agree
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Strongly Agree

If you disagree, please provide a reason:

°

°

Not applicable

Risk of harassment or sexual assault
Thefts / Robberies

Fights

Accidents

5. POTENTIAL IMPROVEMENTS IN THE FOLLOWING PUBLIC TRANSPORT MODES

17. How often do you use the bus in your city?

5-7 days / week

2-4 days / week

Once a week

Once or twice a month
Occasionally

Never

There is not in my city

18. Please, choose the 3 potential improvements that you consider most important for the bus in
your city:

To increase the frequency of buses
To ensure greater punctuality and reliability
To provide good customer service

Improve the capacity of the buses and limit the number of passengers so that they are
not crowded. To upgrade buses to improve comfort (seating, temperature, etc) and
modernize services

To maintain cleanliness and ensure regular maintenance of buses To enhance safety for
standing passengers

To promote safe driving practices
To improve driver attentiveness, emphasizing friendliness and professionalism

To enhance the mobile app’s functionality and user experience, it should provide
seamless ticket acquisition and payment options, along with an appropriate pricing
structure offering various ticket choices

To extend the service time slots, especially for night service
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To establish good connections between the bus service, airports, and other means of
transport

To improve accessibility for individuals with disabilities, the elderly, and those using baby
carriages, measures such as providing more space, priority seats, and assistance for
people with reduced mobility should be implemented at bus stops and on buses.

To establish clear rules for users and promote respect among passengers, including
prioritizing passengers in need, such as the elderly

Door-to-door small buses with fewer passengers

Other (please specify)

19. How often do you use the metro/tram/train in your city?

5-7 days / week

2-4 days / week

Once a week

Once or twice a month
Occasionally

Never

There is not in my city

20. Please, choose the 3 potential improvements that you consider most important for the
metro/tram/train in your city:

Improvements in the maintenance and cleanliness of trains and stations, with regular
renewal.

To enhance comfort (temperature, etc), efficiency, and usability of the train service
through upgrades and improvements

To establish good connections between the train service, airports, major city hubs, and
other modes of transportation, it is important to expand the train network to ensure
comprehensive coverage.

To improve security measures to prevent theft and other safety concerns for passengers

To increase the frequency of trains to provide more frequent service and reduce waiting
times

To emphasize punctuality, speed, and reliability of the train service, ensuring precision in
adherence to schedules

To minimize or to eliminate fines for failures or lack of knowledge (especially for tourists)

To enhance accessibility for individuals with reduced mobility, baby carriages, and other
special needs (e.g. more space and priority seats, support in accessing)

To improve customer service by addressing inquiries and incidents in a friendly manner,
catering to multiple languages, and ensuring helpful staff
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To offer a variety of ticket types and establish an adequate pricing structure that balances
affordability with the quality of service provided

To ensure clear and visible signage, complete and reliable information on screens,
websites, and other platforms

To establish clear rules of use and behaviour, including effective supervision,
communication campaigns, and sanctions, to encourage respectful behaviour among
users

To expand the night service to cater to passengers during late hours

To implement troubleshooting measures to minimize problems or errors with ticketing
machines and other systems and facilitate various forms of payment

To optimize the interior space of trains through redesigning to maximize capacity and
comfort. To consider allowing passengers to bring bikes / e-scooters on the train

Other (please specify)

21. How often do you use the taxi in your city?

5-7 days / week

2-4 days / week

Once a week

Once or twice a month
Occasionally

Never

There is not in my city

22. Please, choose the 3 potential improvements that you consider most important for the taxi in
your city:

Train and encourage friendly and professional behaviour in drivers

Emphasize efficiency, safety, and flexibility by prioritizing faster and shorter routes
Prioritize speed, punctuality, reliability, and precision in taxi services

Provide excellent customer service with fast, flexible, and friendly assistance Streamline
the process of hailing a taxi.

Develop a useful, reliable, and user-friendly taxi mobile app.

To establish a pricing structure that offers value for money, accommodates various
payment methods, ensures transparency with fixed rates.

To maintain clean and comfortable cars.
To increase taxi service availability during night time hours.

To enhance taxi accessibility, provide suitable car seats and accommodations for
passengers with specific accessibility needs
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To implement a system for recovering lost items in taxis.

To provide dedicated taxi services to and from airports. To consider offering a home pick-
up service.

To allow passengers to specify preferences. To promote multilingualism among drivers.
To remove unnecessary restrictions on travel destinations.

Other (please specify)

23. How often do you use the Shared Light Electric Vehicles (e-scooter, e-bike) in your city?

5-7 days / week

2-4 days / week

Once a week

Once or twice a month
Occasionally

Never

There is not in my city

24. Please, choose the 3 potential improvements that you consider most important for the
Shared Light Electric Vehicles (e-scooter, e-bike) in your city:

To ensure an easy-to-use service that is simple, fast, agile, and satisfactory, minimizing
system errors such as incorrect charges.

To develop a usable, functional, useful, and flawless mobile app for seamless interaction
with the service.

To establish a transparent and user-friendly price structure, offering discounts based on
usage and user profiles to incentivize loyal customers.

To provide fast, decisive, and adequate customer service with 24-hour availability and a
focus on kindness and responsiveness.

To deliver a quality and reliable service, ensure motorcycles and e-scooters work well, are
easy to drive, undergo regular maintenance and cleanliness, and are designed to be
attractive, comfortable, functional, and durable.

To provide insurance coverage that is integrated with the rental service and adequately
protects users.

To maintain a sufficient availability of motorcycles / e-scooters to meet user demand at
various locations.

To expand the service radius to cover areas that currently do not have access to the
service, improving its availability and reach.

To implement agile and simple forms of payment and rental processes, minimizing the
need for large deposits or excessive personal information.
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To ensure automatic return of funds within a timeframe of less than 24 hours for
smoother transactions.

To enforce proper parking protocols to prevent disorderly parking that may
inconvenience pedestrians or disrupt public spaces.

To ensure compatibility with international cards, including cards from other countries
such as the US.

To establish robust and secure management practices for handling personal data,
prioritizing user privacy and data protection.

Other (please specify)

25. How often do you use the Shared CAR in your city?

5-7 days / week

2-4 days / week

Once a week

Once or twice a month
Occasionally

Never

There is not in my city

26. Please, choose the 3 potential improvements that you consider most important for Shared
Cars in your city:

To implement good customer service practices with professionalism and excellent
treatment towards users.

To minimize fines and charges due to service or system failures, address common issues
including malfunctioning doors, app errors, parking difficulties, locking/unlocking
problems, unrecorded returns, and double admission fee charges

To develop a fast, convenient, and flexible service that serves as a viable alternative for
individuals without a car.

To ensure the service caters to both city transport needs and trips outside the city centre.

To establish a competitive pricing structure that offers good value for money, costs less
than owning a car, and includes free registration.

To prevent charging problems with electric cars, maintain a charge level above 30%,
provide reliable autonomy indications, avoid fines for low battery levels, prevent false
mileage charges, and ensure the presence and functionality of charging cables

To develop an intuitive and well-functioning mobile app that is easy to use and provides
a seamless experience for users.

To ensure cars are well-maintained, regularly cleaned, easy to drive, comfortable, and
offer a variety of models, including automatic transmission options.
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°

Other (please specify)

27. How often do you use the Shared bike in your city?

5-7 days / week

2-4 days / week

Once a week

Once or twice a month
Occasionally

Never

There is not in my city

28. Please, choose the 3 potential improvements that you consider most important for Shared
bike in your city:

Implement multilingual customer service to cater to tourists.
Resolve system failures quickly and efficiently without additional costs to customers.

Develop a system that avoids charging customers for system or service failures and
provides immediate advice to address common issues.

Establish well-sized bike stations or a free-floating system with ample parking spaces and
balanced bike availability based on user demand and real-time information.

Conveniently locate bike stations or a sufficient number of bikes in a free-floating system
near bike lanes and other transportation options to promote intermodality.

Create a comprehensive, well-signposted, and safe network of bike lanes.

Improve bikes by addressing concerns like excessive weight, inadequate suspension, and
introducing electric rental solutions and accessories for transporting children or
purchases.

Provide customer accessories such as mobile device holders, child seats, and cargo
options.

Develop a mobile application with real-time information on bike availability and user-
friendly interface.

Establish transparent pricing options with various ticket types for customer needs,
including single tickets, 24-hour passes, weekly passes, etc.

Simplify payment and rental methods, such as reducing deposit amounts, offering a 45-
minute free rental period, and ensuring timely deposit refunds.

Enable mobile payment options for customer convenience.
Continuously improve the service to meet changing needs of residents and tourists.

Promote respect for bike lanes and cyclists among all citizens to ensure safe coexistence
with other road users.

224



U

D2.1: User groups’ mobility needs, motivation and patterns

UPPER

Integrate the bike sharing system into the public transport system, such as ticket and
subscription integration or inclusion in the public transport mobile application.

Other (please specify)

6. GENERAL MEASURES TO INCREASE THE USE OF PUBLIC TRANSPORT

29. Choose the 3 improvements related to data sharing and technology, that you consider most
important for increase the use of the Public Transport (PT) in your city.

To redistribute and redesign urban space to promote active travel modes (by bike, on
foot...) and public transport (hew lanes...), and to reduce on-street parking space in favour
of more sustainable modes.

To create a network of multimodal hubs, increasing the offer of new mobility services,
improving the access to public transport and active modes, and improving user
experience in the first/last mile.

To improve the integration of Public Transport ticketing; to modernize and increase the
attractiveness of digital sales channels; and to promote private sector partnerships.

To implement and/or improve the Multimodal Digital Mobility Services (MDMS), to
increase visibility and integration of sustainable modes of transport through a single App.

To implement and/or improve the multimodal route planners (App) to increase the user
satisfaction and encourage multimodality.

To implement data-driven mechanisms as a support for Public Transport planning
(optimise Public Transport network, service, frequency...) in order to improve the
efficiency and convenience of Public Transport service for all, and in order to better adapt
the Public Transport network to the city or transport operators’ needs (fleet
electrification, creation of Low Emission Zones/Zero Emission Zones...).

To unleash the potential of the real-time Public Transport data in order to: provide the
citizens with clear, reliable and accessible information before and during the trip; to
enrich the data collected from Public Transport operation and evaluate future measures,
policies and solutions; and to increase the resilience of Public Transport in front of
foreseen and unforeseen events.

To implement dedicated Public Transport lanes (for bus, tram...) in order to reduce travel
times and improve Public Transport operation.

To improve the Public Transport offer in peri-urban areas and to increase the access to
Public Transport in low demands areas of the city (on-demand service).

To study the needs of parking and public transport in different areas of the city and to
influence modal shift through congestion sensitive Parking pricing.

To support local governments in monitoring their Sustainable Urban Mobility Plans and
to encourage them to integrate the mobility indicators monitoring in their decision
making process.

To adapt Public Transport stops and facilities (stations, bus stops...) to be more innovative,
inclusive and convenient and safe.
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30. Finally, choose the 2 improvements related to sustainability, that you consider most important
for increase the use of the Public Transport in your city.

To prioritise Public Transport (traffic light priority based on social optimum...) in order to
reduce Public Transport travel times, increase punctuality and improve user satisfaction.

To better understand dependencies between the level of service and passenger
satisfaction and to initiate actions to improve public perception of Public Transport.

To promote modal shift towards Public Transport through the implementation of a Low
Emission Zones/Zero Emission Zones and to adapt Public Transport offer to cover the
needs of these zones.

To implement congestion and/or pollution charging scheme to encourage the shift
towards the Public Transport.

To implement special ticketing systems for different social groups (e.g. adapted to school
students).

To implement financial incentives to increase the share of Public Transport (discounts,
tariffs, tax bonuses...).

To establish participative governance and dialog formats to better address the citizens
needs and expectations.

To implement campaigns to encourage sustainable forms of transport, such as Public
Transport, walking and cycling.
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ANNEX 8. Survey’s results

JJ Instituto de Biomecanica (IBV)

UPPER

Unleashing the Potential of
Public Transport in Europe

UPPER SURVEY RESULTS

Study on Mobility and Public Transportation in 9 EU
Countries (Belgium, France, Germany, Greece, Hungary,
Italy, Norway, Portugal, Spain)

Reported by: Carol Soriano Garcia, Amparo Lépez Vicente, Juan Giménez Pla

Data collected from July to August 2023

This project has received funding from the Herizon Europe research and

innovation programme under grant agreement No 101095904 Date
1. Introduction

2. Description of the Study Sample

3. Sociodemographic and Economic Profile

4. Public and Private Transportation Usage Habits
1. Regular mode of transportation
2. Frequency of use for each public transportation.
3. Reasons for Using Each Type of transport

5. Level of awareness in the use of PT

6. Importance vs. Satisfaction

7. Routine journeys

8. Safety in public transportation

9. Improvements in the PT

10. Significant differences by gender, age, country.

11. CONCLUSIONS
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1. Introduction

In order to obtain the relative weight of the most relevant aspects related to different modes of PT, we performed
a survey in nine different countries. These countries were those represented in UPPER consortium by pilot sites
cities, i.e. Valéncia-Spain, lle de France-France, Rome-Italy, Oslo-Norway, Manhein&Hannover-Germany, Lisbon-
Portugal, Leuven-Belgium, Budapest-Hungary, Thessaloniki-Greece.

The survey is addressed to PT users and non PT users in these nine EU countries. Additionally to the country of
origin, different demographic variables as age, gender, functional diversity’s level, transport mode preferences or
household composition, have been employed to get the participants characterization. The proposed sample size
in the DoA document was 2000 participants, including 500 VRUs .

The survey includes 30 questions, distributed in six sections. The questions have been created according to the
results generated in the qualitative research, and address citizen's motivations to employ PT, mobility habits,
assessment of PT, PT improvements, and evaluation on mobility measures to enhance the PT's use

The main objective of this task is to facilitate research on the improvement measures that the city labs want to
introduce in PT.

I-J Title of the presentation goes here

UPPER :

2. Description of the Study Sample

The total sample comprises 2676 users, distributed across the 9 countries in the UPPER project: Belgium,
France, Germany, Greece, Hungary, Italy, Norway, Portugal, and Spain.

The sample has been stratified based on gender, age, and geographic distribution, with the aim of achieving
equitable representation in terms of gender, a population distribution resembling the norm, and a minimum of
200 users per country.

Geographically, the sample is concentrated in major cities within the studied countries, including their respective
capitals. This approach ensures a diverse representation of locations.

In each country, the same stratification of the sample has been applied.

Simultaneously, endeavors have been undertaken to ensure the inclusion of individuals with special needs
(functional diversity), people with low incomes, the elderly, and those with varying sensitivities towards public
transportation (awareness).

1

UPPER “

228



U
UPPER

D2.1: User groups’ mobility needs, motivation and patterns

2. Description of the Study Sample

UPPER

2. Description of the Study Sample
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3. Sociodemographic and Economic Profile

+ In the following graphs, you can see how the sample is distributed in terms of gender and age for all grouped countries:

Gender

Please state your gender, as you self-identify:

50,1% \ ~49,2%

IJJ =Female =Non-binary Male = Prefer not to say

UPP€ER

Age

Please indicate your age:

23,1%

19,7% 20.2%
13,1%
114%
8.7%
39%

18-25 26-35 36-45 46-55 56-65 66-75 Qver 75 years
old

3. Sociodemographic and Economic Profile

* The following graphs illustrate the family composition of the participants and the number of children:

Composition of household:
| live with a partner 65,03%
I live with son(s)/daughter(s) = 56.29%
live alone | 1149%
1 live with my mother/father/sibling(s) = 7.76%
I live with friends/roommates | 2:98%
| live with elderly or disabled relatives = 1,28%

| live with professional caregivers 138

IJJ Other | 204%
UPPER

Age of sons/daughters

4512%

. o 7.76%
5,46% 5.74% 5,35% O %2 5 a5, 5.28% 5,55% 6.04% 5,300 4 o 5.20% B24% 8.08%

7.43
6 7 8

Less 1year 2 3 dyear & 9 10 1" 12 13 14 More
than1 old years years old years years years years years years years years years years than
year old old old old old old old old old old old old 14
old years

old
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3. Sociodemographic and Economic Profile

» 77.7% of users report having 'no' functional diversity, while the remaining 22.3% indicate experiencing some form of functional
diversity, as depicted in the following graph:

Functional diversity:

| Motor or physical. "l use support product for walk" l42%

Motor or physical. "l use wheelchair’ I2.58%

Motor or physical (upper limbs) |2.70%

Visual .2%

Auditory I,BG%

Intellectual or psychic EBS%

Multisensory I2,33%

ldonothaveany  [ZZATIGNI]

Other I 1.73%

U
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3. Sociodemographic and Economic Profile

+ The sample has been characterized based on occupation, type of employment (including mobility requirements), and their ability to afford their transportation mode. It is
noteworthy that the majority of individuals engage in work and study outside their homes (68.6%), necessitating some form of transportation. Additionally, 60.3% of
respondents 'manage to cover all their transportation expenses without significant challenges,' while a notable percentage faces difficulties in affording public
transportation (9.7%), and particularly private transportation (23.4%).

Main occupations: Economic situation regarding transport:
Which of the following statements best describes your
I'work (not at home) _ economic situation regarding trapgvs_;)_roo‘.;t?

4,74% 1.72%

Retired (by age or illness) - “‘

I work from home; | study from home [F124%
work from home; | study from home 23.41%
Househusband/Housewife.5% 60,35%

I study (not at home) I‘5%

Unemployed IS,Z% = | have difficulties affording public transport
= | have difficulties affording a car
| take care of relatives (elderly, children, IZT% = | cover all my transport costs without major difficulties
functional diversity) » | prefer not to say
IJJ Other |1'7% m Other (please specify)

UPPER 1
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4. Public and Private Transportation Usage Habits
N=4952 (*)
Mode Of trans pOI't: What mode of transport do you mainly use on a daify journeys?

In broad terms, the modal split comprises 44.05% for public transport, 45.26% for private transport,

and 10.7% for active transport.

Notably, the countries with the lowest public transport usage are Norway (28.16%) and Germany
(28.62%). Conversely, Hungary (58.78%) and Spain (58.26%) are at the forefront in terms of public WPublic transport { bus, metro, fram, train, taxi, ferry, shared car, etc.)

transport utilization.
Private transport [your own moto or car)

‘When examining an economic indicator such as the GDP per capita for each country and its mctive mode mobilty {on foat or by biks)
correlation with public transportation usage, a significant negative correlation (-0.7) becomes
evident. This means that as GDP per capita increases, the utilization of public transportation tends to
N , ‘ W conn R o B2
Comparing the Use of Public Transport to GDP per Capita
N 0,
o [ consny [ Vs
90%
D oo DR oo
2 70% é
‘o {7
a E iy N w88
5 50% 5 &
! 5y D oo 08
8 0% B e}
o
CEENETE 0 D
10% —
T e N v B

Bélgica Francia Espana Grecia

Countries

UPPER "

*) This question serves as the primary filter in the questionnaire, thus providing a larger sample size (4952 respondents). It enables us to analyze the modal distribution both as a
whole and broken down by country

4. Public and Private Transportation Usage Habits

Frequency of use:

« In line with the preceding query, it is apparent that the active mode of mobility scores an average of 3.5 out of 5,
while private transport garners a 3.4 on average out of 5, signifying their more frequent utilization. Conversely,
public transportation registers a lower frequency of use (3.1? in the aggregated data across all countries. As
illustrated below, disparities emerge when we delve into the analysis by factors such as gender, age, and country.

N=2675 Average:

Public transport (bus, metro, tram, train, taxi, ferry, shared car, etc.) _ 10,2% _o 31

m Not applicable m 5-7 days/week m 2-4 days/ week Once a week m Once or twice a month = Qccasionally mNever

U
UPPER E
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Shared Transport
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4. Public and Private Transportation Usage Habits
Frequency of use by type of Public Transport:

Clearly, within the realm of public transportation, the bus stands out as the most widely utilized mode of transit. To begin with, buses are the most accessible
means of transportation, serving 88.2% of the population, followed closely by the subway at 80.5%.

Taxis are used by 67.6% of the population, but their usage frequency is relatively low, primarily for occasional trips, with 50.42% of respondents reporting use

once or twice a month.

Shared public transportation, including shared bicycles, Light Electric Vehicles (LEV), and carpooling, is chosen by 33.21% of the population. Among these
options, shared car is the most popular, accounting for 36.01% of the usage.

Metrf}/Tram 9.85%
/ Train
L 2,64%
e 1,589 6:62%
LEV
Shared CAR
Shared Bike

12,36%
IJJ m Not applicable

UPPER

Bus 0,88% 21,58% 24,45%

18,45%

11,65%

N= 2675

10,32% 20,36% 10,88%

22,82% 9,00% 18,63% 9,67%

38,77% 30,82%

52% 12,1% 56,8%

5,59% 13,07%
. 4,30%
2,558 11.829%
m 5-7 days/week m2-4 days/ week Once a week ® Once or twice a month ® QOccasionally m Never
13

Shared Transportation (PT)
By Shared Bike

As depicted in the graph below, the primary motivations driving people to use shared bicycles
are 'health & wellness' and “awareness & sustainability”. In third place, we find “lack of
alternative options” as a significant factor.

Mode not available in my city
oo_.____Mdon'tusethistransportmode ICNETMNNNNNNNNNN <
Health & Wellness
Awareness & Sustainable

Lack of alternatives [EENED

Cost and affordability FEENY

Flexibility; Security- Safety; Accessibility RER
Comfort [l
Interconnection with other modes I
Reliability (Punctuality) [FEE
Service frequency ¥
Proximity of the stop [ 8
Speed-Journey time [ 8]

Timetables / Service at specific hours X

14
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Shared Transportation (PT)

—
nsportation.Usage Habits [gEvEerres
3 &QﬂS for USlng EaCh Type Of As depicted in the graph below, the primary motivation is “lack of alternatives” followed by
comfort” and in third place the grouping “Flexibility; Security-Safety; Accessibility”.
=PUblie-Transportation ™ "&s
g » Ina closely adjacent category, we find “speed-journey time” and “Awareness & Sustainable
additional motivating factor

Mode not available in my city 40,69%
+-—_._____1don tusethis transport mode _
f) Lack of alternatives \:
E Comfort E
:\\ Flexibility; Security- Safety; Accessibility ’::
""""""""""" Speec-doumeytime WENEE
Awareness & Sustainable
Reliability (Punctuality)
Health & Wellness
Timetables / Service at specific hours
Service frequency
Cost and affordability
Proximity of the stop
Interconnection with other modes
e 15

Shared Transportation (PT)

By Shared LEV

As illustrated in the graph below, the leading motivation for people to use shared Light Electric
Vehicles (LEVs) such as e-bikes, e-scooters, and e-motos is “awareness & sustainability”. In
second place, “lack of alternative options” and “health and wellness” are significant contributing

[ 'portatlon Usage H
Reasons for Usmg Each

factors.
Mode not available in my city
eeooo..._ldontusethistransportmode DTN @
f/ Awareness & Sustainable \:
E Lack of alternatives E
:‘ Health & Wellness /;:

Flexibility; Security- Safety; Accessibility
Comfort

Cost and affordability

Speed-Journey time

Interconnection with other modes
Reliability (Punctuality) BEFE

Timetables / Service at specific hours
Proximity of the stop

Service frequency
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Reasons for Usmg Each Type of
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D2.1: User groups’ mobility needs, motivation and patterns

Public Transport -Individual
Taxi

« The primary incentive for utilizing a taxi service is “comfort”. In a secondary category, the
motivations include “Reliability (punctuality)”, “Flexibility, Security, Accessibility” and “Speed
journey time”.

Mode not available in my city
|1 don "t use this transport mode
Comfort

Reliability (Punctuality)

Flexibility; Security- Safety; Accessibility

;9 Speed-Journey time ,
__________________ Service frequency WEERED
Lack of alternatives
Health & Wellness
Proximity of the stop m

Timetables / Service at specific hours
Interconnection with other modes [EIETE
Cost and affordability
Awareness & Sustainable
17

Collective PT

Bus

« The primary incentive for utilizing a bus service is “proximity of the stop”. In a secondary
category, the motivations include “Cost and affordability” and “Interconnection with other
modes

Mode not available in my city
’ Proximity of the stop )
Cost and affordability
____________ Interconnection with other modes WSTIEEMMMNNN "~ "1
Timetables / Service at specific hours
Service frequency
Flexibility; Security- Safety; Accessibility
Awareness & Sustainable
Comfort m_
Reliability (Punctuality)
Health & Wellness
Lack of alternatives
Speed-Journey time

18
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Collective PT
Metro/Tram

The top three incentives for utilizing a metro/tram service are, firstly, “Interconnection with
other modes", followed by “Service frequency”, and "Cost and affordability”.

Mode not available in my city 39,38%

1 don "t use this transport mode

; Interconnection with other modes
Service frequency
e Costand affordability EIFZEMNNNN ‘

Timetables / Service at specific hours

Reliability (Punctuality)

Speed-Journey time

Flexibility; Security- Safety; Accessibility

Proximity of the stop

Awareness & Sustainable
Comfort
Health & Wellness [EEEZIN

Lack of alternatives JPEEE

19

Collective PT
Train

The top three incentives for utilizing a train service are, firstly, “Timetables / Service at specific
hours”, followed by “Speed-Journey time”, and “Interconnection with other modes”.

Mode not available in my city
oo____.__ldontusethistransportmode EEEN
7 Timetables / Service at specific hours |

Speed-Journey time

Interconnection with other modes [ J

Comfort ke

Awareness & Sustainable [EEE

Flexibility; Security- Safety; Accessibility BEIEE
Cost and affordability
Reliability (Punctuality)
Service frequency
Proximity of the stop [JEEEE
Lack of alternatives
Health & Wellness

20
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On foot

| don’t have this type of vehicle mmmm 14,35%

4. Public and Private
Transportation Usage
Habits

_______________________________________

Health & Wellness IEE—_—— G(,33%
Awareness & Sustainable G 57 93%
Cost and affordability I 52, 78%
Interconnection with other.. GG 42 22%
Proximity of the stop I 35 07%
Flexibility; Security- Safety;.. I 37,23%
Comfort IEEE— 3C,06%
Reliability (Punctuality) n—— 34,39%
Lack of alternatives nE— —— 3 08%
Service frequency I 32 19%
Timetables / Service at.. I 30,2 1%
Speed-Journey time  IE—— 19,60%

N

By own skate, e-scooter... .

| don't have this type of . K ———————— | 5%
| don't use this transport mode I ———
Lack of alternatives —me— 24 97% 70.99%
Awareness & Sustainable m— 17,22%
Interconnection with other. . m—" 16 47%

Proximity of the stop mmmm 16,45%
.

Timetables / Service at.. m— 16,27%
Cost and affordability s 15,99%
Flexibility, Security- Safety,.. s 14 94%
Health & Wellness mmmm 14,15%
Comfort mmmm 13,84%

Service frequency mmmm 13,58%

U

By own bike / e-bike

| don't have this type. . G 0,35%
I don’t use this. . EEEG—G———EENSN )G %
T 77 T Awareness & IEEE— 33 35%
Health & Wellness IE———— 23,57 % i
\Costand affordabilly e 26206% ;
Lack of alternatives nE—— 23 16%
Interconnection with. . nE— 22.40%
Timetables / Service.. I 22 13%
Proximity of the stop  IE—8 20,99%
Reliability (Punctuality) m— 20,63%
Flexibility; Security- . nummm— 20,56%
Service frequency IS 19 40%
Comfort IS 19,16%

Speed-Journey time I 18,46%

{
1
1
1

Regarding active mobility, the reasons for using
personal modes of transportation such as walking or
using electric or non-electric bicycles are “awareness
and sustainability” and “health and sustainability”. In
third place, there is “cost and affordability”.

Conversely, people use their own skateboards or
electric bikes due to “lack of alternatives” and
“awareness and sustainability”.

Reliability (Punctuality) msm 13 50%
U PPE R Speed-Journey time  m— 13 31% 21
4. Public and Private
.

Transportatlon Usage By own Motorcycle By own car

Hablts | don't have this type of vehicle I 50 1% I don't have this type of vehicle IE——  22.6%
| don't use this transport mode I 2 0% | don't use this fransport mode  —— 8 17,5%

--------------------------------------- . B v ettt edtataaled - L <. Y

Speed-Journey time "

— 21,7% :
I 18,1% :
'

Lack of alternatives
Speed-Journey time

Reliability {Punctuality)
— 16,4%
—— 16,2%
— 15,2%
— 15,6%
—— 14,6%
m— 139%
—— 12.3%
m—— 10,7%

Interconnection with other modes
Proximity of the stop

Service frequency

Flexibility; Security- Safety; Accessibility
Comfort

Cost and affordability

Awareness & Sustainable

Health & Wellness

of journey time”,
alternatives”.

UPPER

Comfort

59,0%
Service frequency 58,1%
Timetables / Service at specific hours GGG 54 4%
Proximity of the stop  IEEEE—GN 49,0
Interconnection with other modes  IEEEEGSG 4 5,9%
Lack of alternatives nEE  _ —_—_— 35, 1%
Cost and affordability I 33,1%
Health & Wellness IEE——— 27 2%
Awareness & Sustainable T 24, 1%

- Safety; Accessibility

Flexibility; Seci

Among the reasons for using a motorcycle and one's own car, the primary factors include “Speed
" " “comfort”, “reliability (punctuality)”, and, in the case of the motorcycle, “lack of

22
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4. Public and Private Transportation Usage Habits
Reasons for Using different kind of PT...
Collective PT vs Taxi vs Shared PT

45,00% Collective PT
40,00% .

35,00%

30,00%

25,00%
20,00%

5,00%
0,00%

. 4\@ S * This graph provides a comparison between various modes of public tfransportation,
IJJ Q\0+ including collective public transport (bus+metroftram), taxis, and shared public transport
(shared bike, shared car, and shared LEV).

UPPER z

4. Public and Private Transportation Usage Habits
Reasons for Using different kind of Private T...

Combustions Private Transport vs No combustion Private Transport

45,0%
40.0% My own car/moto

35,0%
30,0%
25,0%
20,0%
15.0% My own bike,
10,0%
5,0%
0,0%
@ { < 3 & Q & & & & @
& & o\’\c\ N & ~o°° s & & a& & &
& P & & & @ ® & « & & B
g o & S & & ¢ & G ol
S & RS & ,,Q S o § S v
& & K@’d & & R & & e & &
& a0 2 ) @ & I3 3 &
< N © © < & Y o &
Qg' Y e,?\ Ioid &
& & & 8
& A S ¥
&S & &
N i &
. Rl &
A S
IJJ @ + This graph provides a comparison between Combustion and Non-Combustion Private
Transport. Only the factors of “cost & affordability,’ 'health & wellness,’ and ‘awareness &
U PPE R sustainability' stand out more prominently in Non-Combustion Private Transport, while all | 24
the other factors are more prominent in Combustion Private Transport.
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4. Public and Private Transportation Usage Habits
Reasons for Using different kind of PT...

Collective Public Transport vs Individual Private Transport

45,00% Collective Public T )
40,00% S o o o

35,00% &= S ?
0
30,00% © o o . 0
25,00% - 5
o
20,00% .‘
15,00%
10,00%
5,00%
0,00%
oé"": ‘,);\\c\ c,\°Q o&% é@\ ) (,)\»\;c\ (oee‘ q}@\ &@(\ \,\\@0 Qe?% @@e
& P e & 2‘6? & {b‘e rou [ex & Q\@\\ &
° &° & & * Cy & & S & ¥
S > B R & ¥ @ & X o 5
& & & % o <& o sy ¥ A 9
& &7 G o7 of i€ & RS &L R &
;\\Oﬂ‘ P QS (_-\\o &t @:\ é{b R N
(@O o k&\ 4\@
& %\ Q‘c? ks
Gl s 2
« & N
i 4@ ® + This graph provides a comparison between Collective Public T. and Individual
IJJ ¢ PrivateTransport. Only the factors of “cost & affordability”, “awareness & sustainability”

“health & wellness”, and “Interconnection with other modes” stand out more prominently
U PPE ﬂ in Collective PubicTransport, while all the other factors are more prominent in Individual 25
Private Transport.

5. Level of awareness in the use of PT

Which of the following statements describes you best?

30.9% are

conscious and 1,38% = | mainly use my car or motorcycle and do not Level of awareness
use PT consider changing to another mode.

« Only 24.28% use their car or motorcycle
and do not consider changing to another

24,2 = | mainly use my car or motorcycle, but | would
like to partially switch to other modes of mode_
transport (bus/metro, car-sharing, cycling,
walking...). o .
| ) i = In contrast, 43.4% express an attitude
= | am using my car less and trying other
alternatives (bus/metro, car-sharing, cycling, towards Change.
b walking...).
+ Lastly, 30.94% are conscious and use
) | walk or cycle, . . . .
public transportation or active mobility.
N
43.4% Express an
attitude towards = | use public transport for most of my journeys

change

= Other (please specify).

U
UPPER "
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6. Importance vs.

Importance of transport modes Plea_se, indicate the importance of t_he follo_\@ring
Satisfaction P P .4  public transport modes for your daily mobility
Active mode mobility (on _
foot or by bike) Metro I 3 5
Bus I 3

. Private transport (your own
Note: We understand importance because of moto or car) _ 3.3 Tram I .2
the importance thgl the_use!'lrespor_w_dent gives P —————
to each transport in their daily mobility. Public transport (bus, metro,

tram, train, taxi, ferry, _ 31 Shared bike /e-bike  IEEEEEEEGEE

shared car, etc.) Taxi I 2 5

Ferry I 2 4
Shared e-scooter NN 2.3
Shared moto G 0,0

+ When users are asked about the importance of different types of public transportation, they
assign higher importance to 'active mode mobility' (3.4 out of 5) and "private transport' (3.3 out
of 5), and finally, they choose public transportation with an importance rating of 3.1 out of 5.

« When we inquire about the various types of public transportation, we find that the subway is the
most important (3.8 out of 5), followed by the bus (3.3 out of 5) and tram (3.2 out of 5). Less
important are shared car and shared bike or e-bike (2.6 out of 5) and the taxi (2.5 out of 5). In
last place, we have the ferry (2.4 out of 5), shared e-scooter (2.3 out of 5), and shared moto
(2.2 out of 5).

U
UPPER o

6. Importance vs.
Satisfaction « This graph illustrates the

correlation between
450 importance and satisfaction,
enabling us to assess
whether the modes of
transportation deemed most
vital also yield the highest
. Metro satisfaction. As evident in the
upper right quadrant, there is
a strong correlation between

Bus importance and satisfaction
s (0.92). In essence, the
Tram

4,00

3.50

Importance

subway, bus, and tram

emerge as the most crucial

modes of transportation,
Shared car boasting the highest

Shared bike /obike satisfaction levels.

3] -

Taxi

Shared e-scooter * In contrast, shared moto and
Ferny e-scooter are the least
Shardd moto important and have lower

2,00 satisfaction.

1.50

IJJ 1,00

U PPG R 1,00 1,50 2,00 2,50 3.00 3,50 4.00 4,50 5,00
28

Satisfaction
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7.Routine journeys  © o ) o 0SR U SE ) e

Please indicate the main journeys of your
day. A typical journey is home to home, —— 9% users
but perhaps you make several trips hoime
to home. Please, describe the most

refevant (detail all the stages of your

T
i
i
i
i
i
i
i
i

Journeys). |
i
i
i
i
i
i
i
i
i
i
|
i

i
i
|
i
i
i
' . ’ i i ' P . . ' i . .
I'm going to... I'm going to... I'm going to... ! I'm going to... I'm going to... I'm going to... I'm going to...
A ors o o
|
business trip 05% 1
school or education 07% | 06% 06% - : 05% 05%
shopping, errands (e... _ L Lo 10% 08% 07%
\
services (e.9. bank,... ! [ 1a% | _ J \: 12% 10% 1%
i
bring or eollect... 06% ; 07% 1% “\ _ 10% 1% 08%
i
care for the elderly.... ! 05% : \ 06% 07% 06% 06%
da sport ; 05% 09% 1 \\ 10% 10% 10% 08%
s (e | oL o {—} R or%
| i e -y
leisure activities : 07% : 1% i _ ) - : 10%
S ow R . — o
. i i
IJJ | leave the house and Secondly... Thirdly... Fourthly... Fifthly... Sixthly... Finally...

firstly...

UPPER 2

7.Routine journeys 503 o DER R VER D S gm Demy

Please indicate the main journeys of your

day. A typical journey is home fo home, — % users
but perhaps you make several trips home
to home. Please, describe the most

refevant (detail all the sfages of your

Journeys):
L
I travel by... I travel by... | travel by... I travel by... I travel by... I travel by... I travel by...
on foot 02
own bike
own e-bike

own skate or scooter

own motorcycle

own car
taxi
bus 0119
metro/tram [ 009% |
train
shared bike / e-bike |
shared Light Electri... ‘
shared car
J | leave the house and Secondly... Thirdly... Fourthly... Fifthly... Sixthly... Finally...

UPPER - 0
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7. Routine journeys Lo o ER OIS GRIES o oam o e

Please indicate the main journeys of your
day. A typical journey is home fo home, % users
but perhaps you make several trips horme
to home. Please, describe the most
refevant (detail all the stages of your
Journeys):
?
For how long? For how long? For how long? For how long? For how long? For how long? For how long?
Less than 5...

510 mintes
11- 20 minutes

21 - 30 minutes 20%

31 - 45 minutes
48 - 60 minutes
More than 1

IJJ | leave the house and Secondly... Thirdly... Fourthly... Fifthly... Sixthly... Finally...

UPPER ™ 4

8. Safety in public
transportation.

Please, indicate your level of agreement or disagreement with the following statements
The taxi is secure for me... |  NRRHE NG :
The bus is secure for me... [ GGG : .5
The Metro/Tram/Train is secure for me... | NN :./
| feel safe in public transport || NNNGNGGE 3.3

The shared transport (bike, scooter, .

car...) is secure for me...

The stations or public transport stop are .
secure for me... ’

» In general, all types of public transportation have more than 3 points out of 5, which would be
considered a “passing grade”.

+  When asked about public transportation in general, a rating of 3.3 out of 5 is obtained.

+  The modes of transportation with higher scores are the taxi, bus, and metro/tram/train, and
i therefore, they are the perceveid safest options. In contrast, the least safe options are shared
IJJ transportation modes (we will see the reasons below) and public transportation stations and

stops, which score 3.2 out of 5. 30
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8. Safety in public
transportation.

Please, indicate your level of agreement or disagreement with the following statements

The stations or public transport stop are secure | feel safe in public transport The Metro/Tram/Train is secure for me...
for me...
10,0% 38,3%
‘ . 10.0% k 6.9% 6.5%

8.6% 6.0% 7.6% 7.9%
= Risk of harassment or sexual assault » Thefts / Robberies » Risk of harassment or sexual assault » Thefts / Robberies » Risk of harassment or sexual assault » Thefts / Robberies
= Fights Accidents = Fights Accidants = Fights Accidents
= Others = | fesl safe = Others = | feel safe = Others = | feel safa

The bus is secure for me... The shared transport (bike, scooter, car...) is The taxi is secure for me...

secure for me...

8,9%

5,9% 6,5%

N q%

- 10,2%

7.4%

4%
8.4%
« Risk of harassment or sexual assault = Thefts / Rabberies + Risk of harassment or sexual assault = Thefls / Robberies * Risk of harassment or sexual assault = Thefts / Robberies
= Fights Accidents = Fights. Accidents = Fights Accidents
= Others = | feel safe = Others = | feel safe = Others. = | feel safe
8 . Safety N p u bI IC Please, indicate your level of agreement or disagreement with the following statements

tl’a nSpO rtatlo n. | disagree for...the following reasons:

+ The primary cause of insecurity in public
transportation is thefts and robberies, particularly at 9,7%
stations and stops, encompassing public transport 8,9%

as a whole, including subways and buses.

5,4%

+ Conversely, shared transportation and taxis mainly
face insecurity due to accidents.

+ The second leading cause of insecurity at stations,
public transportation in general, and buses is the risk
of harassment or sexual assault.

+ Meanwhile, in the subway system, fights represent

the second most common reason for feelings of The stations or public | feel safe in public  The Metro/Tram/Train The bus is secure for The shared transport  The taxi is secure for
insecurity. transport stop are transport is secure for me... me... (bike, scocter, car...) is me...
'. secure for me.. secure for me...
lJJ —Risk of harassment or sexual assault ~——Thefts / Robberies = ——Fights Accidents ~ ==Others

UPPER s
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To increase the frequency of buses
To ensure greater punctuality and reliability 29,75%

To establish good connections between the bus service, airports, and other means of transport

* The most chosen
improvements for the bus are:

To extend the service time slots, especially for night service RV

18,99%
18,88%
18,82%

Improve the capacity of the buses and limit the number of passengers so that they are not crowded 17,939

To enhance the mobile app’s functionality and user experience, it should provide seamless ticket acquisition and payment options, along with an appropriate
To enhance safety for standing passengers

To establish clear rules for users and promote respect among passengers, including prioritizing passengers in need, such as the elderly
To improve driver attentiveness, emphasizing friendliness and professionalism

To improve accessibility for individuals with disabilities, the elderly, and those using baby carriages, measures such as providing more space, priority seats, and
assistance for people with reduced mobility should be implemented at bus stops and on buses.
To upgrade buses to improve comfort (seating, temperature, etc.) and modernize services

To maintain cleanliness and ensure regular maintenance of buses

pricing structure offering various ticket choices

To promote safe driving practices
Door-to-door small buses with fewer passengers m

To provide good customer service E
others |

Note: This question is intended for individuals who use transportation services at least

once or twice a month.

35

To increase the frequency of trains to provide more frequent service and reduce waiting times 27,38%

= The most chosen s )
improvements for th ! !
mgtrg/t?an?/tglnoa:ee | To emphasize p lity, speed, and reliability of the train service, ensuring precision in adherence to schedules A} ]

: i i

!t To improve security measures to prevent theft and other safety concerns for passengers [PANi}:¥/3 ]

To expand the night service to cater to passengers during late hours  [EIPERA

ensure comprehensive coverage.
To enhance comfort (temperature, etc), efficiency, and usability of the train service through upgrades and improvements  [ERFEA

Improvements in the maintenance and cleanliness of trains and stations, with regular renewal. ({55

To enhance accessibility for individuals with reduced mobility, baby carriages, and other special needs (e.g. more space and priority seats, support in accessing)

To offer a variety of ticket types and establish an adequate pricing structure that balances affordability with the quality of service provided
[0 establish clear rules of use and behaviour, including effective supervision, communication campaigns, and sanctions, to encourage respectful behaviour among users
To optimize the interior space of trains through redesigning to maximize capacity and comforL

or errors with ticketing machines and other systems and facilitate various forms of payment

To implement troubleshooting v to minimize p
To improve customer service by addressing inquiries and incidents in a friendly manner, catering to multiple languages, and ensuring helpful staff

To ensure clear and visible signage, complete and reliable information on screens, websites, and other platforms Il
To consider allowing passengers to bring bikes / e-scooters on the train EX

To minimize or to elimi fines for failures or lack of knowledge (especially for tourists) m

lJJ Note: This question is intended for individuals who use transportation services at least

once or twice a month.
UPPER

others |
36
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{' To establish a pricing structure that offers value for money, accommodates various payment methods, ensures transparency with fixed rates. \:
i Train and encourage friendly and professional behaviour in drivers i
:\\ Streamline the process of hailing a taxi. /l:
Emphasize efficiency, safety, and flexibility by prioritizing faster and shorter routes
* The mOSt Chosen Prioritize speed, punctuality, reliability, and precision in taxi services
Improvements for the @ are. To maintain clean and comfortable cars.
To increase taxi service availability during night time hours.  [JE{0]
Develop a useful, reliable, and user-friendly taxi mobile app.
To enhance taxi accessibility, provide suitable car seats and accommodations for passengers with specific accessibility needs
To provide dedicated taxi services to and from airports. To consider offering a home pick-up service.
To implement a system for recovering lost items in taxis.
To allow passengers to specify preferences. To promote multilingualism among drivers.
. To remove unnecessary restrictions on travel destinations. il
lJJ ’ Note: This question is intended for individuals who use transportation services at least Others |

once or twice a month.
37

UPPER

¥ 3
| To deliver a quality and reliable service, ensure motorcycles and e-scooters work well, are easy to drive, undergo regular maintenance and cleanliness, and are desigriig@if:t/s

| to be attractive, comfortable, functional, and durable.
H To ensure an easy-to-use service that is simple, fast, agile, and satisfactory, minimizing system errors such as incorrect charges. [N

: 0/

A To provide fast, decisive, and adequate customer service with 24-hour availability and a focus on kindness and responsiveness. A

\

To enforce proper parking protocols to prevent disorderly parking that may inconvenience pedestrians or disrupt public spaces. 20,4%

To establish a transparent and user-friendly price structure, offering discounts based on usage and user profiles to incentivize loyal customers. 20,4%
To expand the service radius to cover areas that currently do not have access to the service, improving its availability and reach.

To develop a usable, functional, useful, and flawless mobile app for seamless interaction with the service. AU

* The most chosen
lmprovements for the
shared LEV are:: To provide insurance coverage that is integrated with the rental service and adequately protects users.

To ensure compatibility with international cards, including cards from other countries such as the US. 19,4%

To maintain a sufficient availability of motorcycles / e-scooters to meet user demand at various locations. 17,9%
To establish robust and secure management practices for handling personal data, prioritizing user privacy and data protection. 17,2%

To ensure automatic return of funds within a timeframe of less than 24 hours for smoother transactions. AL

To implement agile and simple forms of payment and rental processes, minimizing the need for large deposits or excessive personal

& o :
information:

|JJ Note: This question is intended for individuals who use transportation services at least Others
once or twice a month.

UPPER s
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To ensure cars are well-maintained, regularly cleaned, easy to drive, comfortable, and offer a variety of models, including automatic transmission options.

To minimize fines and charges due to service or system failures, address common issues including malfunctioning doors, app errors, parking difficulties, 33.80%

locking/unlocking unrecorded returns, an dmis = /
To prevent charging problems with electric cars, maintain a charge level above 30%, provide reliable autonomy indications, avoid fines for low battery levels,
prevent false mileage charges, and ensure the presence and functionality of charging cables
To establish a competitive pricing structure that offers good value for money, costs less than owning a car, and includes free registration. 32,42%
Th o develop an intuitive and well-functioning mobile app that is easy to use and provides a seamless experience for users.
* The most chosen P 9 PP y P P d
improvements for the
Shared CAR are: To develop a fast, convenient, and flexible service that serves as a viable alternative for individuals without a car.
To impl good service practices with professionalism and excellent treatment towards users.

0
To ensure the service caters to both city transport needs and trips outside the city centre. 20,77%

Note: This question is intended for individuals who use transportation services at least Others |

once or twice a month.

39

/' Improve bikes by addressing concerns like ive weight, inad ion, and introducing electric rental solutions and accessories for transporting children or purchases. VAR

Conveniently locate bike stations or a sufficient number of bikes in a free-floating system near bike lanes and other transportation options to promote intermodality. [AUNPA/

[
'
H
'
iTo Integrate the bike sharing system into the public transport system, such as ticket and subscription integration or inclusion in the public transport mobile application kX1

Establish transparent pricing options with various ticket types for customer needs, including single tickets, 24-hour passes, weekly passes, etc.

Continuously improve the service to meet changing needs of residents and tourists.

Establish well-sized bike stations or a free-floating system with ample parking spaces and balanced bike availability based on user demand and real-time information
Develop a system that avoids charging customers for system or service failures and provides immediate advice to address common issues.

Develop a mobile application with real-time information on bike availability and user-friendly interface.

ds, such as reducing deposit amounts, offering a 45-minute free rental period, and ensuring timely deposit refunds. 16,53

Simplify and rental
Create a comprehensive, well-signposted, and safe network of bike lanes.
* The mOSt Chosen Resolve system failures quickly and effici without additional costs to

improvements for the e mobi )

. Enable mobile payment options for customer convenience.
shared BIKE are:: ERmentey
Provide customer accessories such as mobile device holders, child seats, and cargo options.
- Implement multilingual customer service to cater to tourists.
lJJ Note: This question is intended for individuals who use transportation services at least Others |
once or twice a month.

UPPER .
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9. Improvements related to data sharing and technology for increase
the use of the Public Transport

-
- .
i To adapt Public Transport stops and facilities (stations, bus stops.) to be more innovative, inclusive and convenient and safe 29,26% H
!

I
! i
' To improve the Public Transport offer in peri-urban areas and to increase the access to Public Transport in low demands areas of the city (on-demand service). 29,16% H

i
|

i
r

i

|

]
‘Tn unleash the potential of the real-time Public Transport data in order to: provide the citizens with clear, reliable and accessible information before and during the trip; to enrich the da-
o
¢ollected from Public Transport operation and evaluate future measures, policies and solutions; and te increase the resilience of Public Transport in front of foreseen and unforeseen 28,00%

To implement dedicated Public Transport lanes (for bus, tram...) in order to reduce travel times and improve Public Transport cperation. 27,23%

To study the needs of parking and public transport in different areas of the city and to influence modal shift through congestion sensitive Parking pricing. 24,16%
To implement data-driven mechanisms as a support for Public Transport planning (optimise Public Transport network, service, frequency..) in order to improve the efficiency and
o

convenience of Public Transport service for all, and in order to better adapt the Public Transport network to the city or transport operators’ needs (fleet electrification, creation of Low
Emission Zones/Zero Emission Zones..)
To redistribute and redesign urban space to promote active travel modes (by bike, on foot...) and public transport (new lanes...), and to reduce on-street parking space in favour of 21,99%
more sustainable modes,

To improve the i ion of Public T P i ing; to ize and increase the attractiveness of digital sales channels; and to promote private sector parinerships

To create a network of multimodal hubs, increasing the offer of new mobility services, improving the access to public transport and active modes, and improving user experience 17,869
in the first/last mile.
To implement and/or improve the multimodal route planners (App) to increase the user satisfaction and encourage multimodality.

To suppart local in monitoring their inable Urban Mobility Plans and to encourage them to integrate the mobility indicators monitoring in their decision makin
process,
J To implement and/or improve the Multimodal Digital Mobility Services (MDMS), to increase visibility and integration of sustainable modes of transport

through a single App.

UPPER .

9. Improvements related to sustainability for increase the use of the
Public Transport

e Public Transport (traffic light priority based on social optimum...) in order to reduce Public Transport travel times, increase punctuality 34.05%
05%

and improve user satisfaction.

To better understand dependencies between the level of service and passenger satisfaction and to initiate actions to improve public perception of Public

Transport.
To implement campaigns to encourage sustainable forms of transport, such as Public Transport, walking and cycling. 22,65%
To implement special ticketing systems for different social groups (e.¢. adapted to school students).
To promote modal shift towards Public Transport through the implementation of a Low Emission Zones/Zero ission Zones and to adapt Public Transport offer

to cover the needs of these zones.

To implement ion and/or polluti i h to encourage the shift towards the Public Transport.

I]J To establish participative governance and dialog formats to better address the citizens needs and expectations.

UPPER %
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10. Significant differences
1.By gender

2.By age

3.By country

U

D2.1: User groups’ mobility needs, motivation and patterns

Title of the presentation goes here

UPPER a
Frequency of use, importance, and satisfaction with public and private transportation, broken down by each type
1 0 S I n lfl cant +  Women use and prioritize public transportation and active mobility more than men. Conversely, men use private transportation
o more frequently than women.
. ff
d I eren ces . Men attach greater significance to and use shared bikes, shared LEV and taxis more frequently, while they are also more critical

| rm— | ——— — of the latter (expressing lower satisfaction) in comparison to women.

Safety

«  Women attach more importance to buses and trams

Reasons for Using Transportation

Reasons for using each mode of Public/Active Transportation:

Walking: Women are more likely to choose walking for almost all reasons compared to men.

Private Bike: WWomen own and use fewer private bikes than men. Additionally, men prefer using private bikes for aimost all
reasons, including flexibility, safety, accessibility, proximity, cost, and affordability.

Shared Bike: Men choose it more for convenience and sustainability than women.

Shared Electric Vehicle (LEV): Men opt for it more for cor , cost, and

Bus: Women prefer it more for its schedule, proximity, cost, affordability, and interconnection with other modes of transport.
Subway and tram: Chosen more by women for its flexibility, safety, and accessibility.

Train: Women choose it more for its schedule and service.

Private Skateboard: Significantly, women do not own and use skateboards as much as men do. Men prefer skateboarding
for the following reasons: proximity, cost, affordability, and sustainability.

Private Motorcycle: Significantly, women do not own and use motorcycles as much as men do. Men prefer motorcycles for
almost all reasons, including comfort, speed, frequency, and schedule/service

Private Car: Significantly, women do not own and use cars as much as men do. Despite this, women consider that using a
car is faster, more flexible, safer, more accessible, closer, and facilitates interconnectivity with other modes of transport
compared to men.

This suggests that women may not use these modes because they may not have access to them or use them less than men
do.

- It's noteworthy that women feel less secure in all types of public transportation and at stops/stations compared to men. 44
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Y \ : (*)= significant differences

Disagreement with: "The bus is secure for me... " Disagreement with: "The Metro/Tram/Train is secure

forme..."

Disagreement with: "l feel safe in public transport"
59,50%
52,20%

52,10%

51 20% 50,90%

50,00%

50,00%

* * * * * * *

*
Risk of Thefts / Robberies Fights Accidents Risk of Thefts / Robberies Fights Accidents Risk of harassment Thefts / Robberies Fights Accidents
harassment or harassment or or sexual assault
sexual assault QR ¥ 1y — ] sexual assault P VISV —— e U] s HOMbTE

Disagreement with: "The taxi is secure for me... "

Disagreement with: "The stations or public transport

stop are secure for me... +  When comparing the reasons for insecurity in
40%

different modes of transportation between men and
women, it is observed that:

56,40%

‘ 48,50% =
[31,80% | [45,20%)

i
i
i
!
* 1 accidents on buses.
i
i
i
i

i
" Safety- Reasons

*  Women consistently feel more insecure due
to the risk of harassment or sexual assault

+ Additionally, women are more concerned
about thefts/robberies in public transportation

in general and on buses, as well as
* * .
Risk of Thefts / Robberies Fights Accidents Risk of harassment Thefts / Robberies Fights Accidents + Conversely, men are more concerned about
harassment or

or sexual assault fights on public transport and buses.
sexual assault —|UjEr  s—HOmbre

e fUjeT e HoMTIDE

45
Seguridad- Reasons
« If we analyze the risk of harassment or sexual assault in all types of transportation,
significantly, women consider it the primary cause of insecurity more than men,
except in shared transport.
Level of disagreement with the following statements
80,00%

8 63,70%
—

60,00%

50,00%

40,00%

30,00%
31,80%
20,00%
10.00%
I * * * *
The taxi is secure  The stations or The | feel safe in ~ The bus is secure  The shared

for me... public transport  Metro/Tram/Train  public transport for me... transport (bike,

stop are secure is secure for me... scooter, car...) is

forme... secure for me...

e [\|UjEr = Hombre

46
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Awareness

Higher percentage of men state, “I primarily use the car or motorcycle and do not consider switching to another mode of

1 0 & s ig n ifi cant E transportation”.

d iﬁe re n ces « Higher percentage of women state, “I use public transportation for the majority of my trips”.

Improvements

Bus:
Women demand higher bus frequency.
Women seek greater bus punctuality and reliability.
Women request extended bus operating hours

Metro:
Women seek increased security in the subway/tram/train.
Men demand better customer service

Taxi:
Men demand more efficiency, safety, and flexibility in taxis.
Men call for further improvements in customer service in taxis.

Shared bike:

Men demand more improvement in the application and bicycle, as well as a wider range of bicycle accessories
(helmets, child seats, etc.).

Shared LEV:

Men show a higher demand for improvements in transparent pricing, better customer service, inclusion of insurance
in the service, simplified payment methods, driver's license compatibility, and proper handling of personal data.

Shared Car:

Men exhibit a greater demand for improvements in car charging, app functionality, and maintenance and
cleanliness. 47

Proposed improvements for the UPPER project

,' -

E 4
1 Significant ' > » Women prefer the following improvements more than men do:
differences_g4

« To unleash the potential of the real-time Public Transport data in order to: provide the
. citizens with clear, reliable and accessible information before and during the trip; (...)

= To adapt Public Transport stops and facilities (stations, bus stops...) to be more
innovative, inclusive and convenient and safe.

+ These results are consistent with previous findings that women place a greater
emphasis on frequency, punctuality, and reliability, and real-time data would assist in
this regard. They are also in line with data indicating a heightened sense of insecurity,
especially at stops and stations

» Men prefer the following improvements more than women do:

« To redistribute and redesi?n urban space to promote active travel modes (by bike, on foot...)
and public transport (new lanes...), and to reduce on-street parking space in favour of more
sustainable modes.

+ To create a network of multimodal hubs, increasing the offer of new mobility services,
;{npt;lovmg tlhe access to public transport and active modes, and improving user experience in the
irst/last mile.

« To improve the integration of Public Transport ticketing; to modernize and increase the
attractiveness of digital sales channels; and to promote private sector partnerships.

» To implement and/or improve the Multimodal Digital Mobility Services (MDMS), to increase
visibility and integration of sustainable modes of transport through a single App.

« To support local governments in monitoring their Sustainable Urban Mobility Plans and to
encourage them to integrate the mobility indicators monitoring in their decision making process.

« To establish participative governance and dialog formats to better address the citizens needs
and expectations. -
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10. Significant differences
1.By gender

2.By age
3.By country

Title of the presentation goes here
49

Frequency of use, importance, and satisfaction with public and private transportation, broken down by
each type

« FErequency

»  Public transportation is used more by younger people, whereas active mobility is favored by older individuals (aged 66
and above). Those between 36 and 55 years old tend to rely more on private transportation. As age increases, the
significance of private transportation grows.

+  Young people predominantly rely on buses and metro/tram services, while the age group of 26 to 35 tends to favor taxis.

+  Young people, particularly those aged between 18 and 35, use shared bicycles more frequently. Usage declines
significantly after the age of 56.

+  Young adults aged 18 to 35 are the most frequent users of shared LEVs and shared cars, with usage gradually declining
after the age of 46.
« Importance and Satisfaction by Transportation Type
Shared Motorcycle and Scooter: The 18 to 45 age group places greater importance on shared motorcycles and scooters, while
those over 75 years of age assign less significance. Individuals aged 46 and older express lower satisfaction with shared
motorcycles and scooters.

Shared Car: Those over 75 years of age assign less importance to shared cars. The 46 to 55 age group, as well as those over
75, are less satisfied with shared cars.

Bus: Younger individuals use the bus more frequently, while those over 66 years of age consider it less important.

Subway and Tram: Younger individuals use the subway/tram more often. However, the importance of subway/tram decreases
starting at age 46.

Egrry: Amﬁjn)g older age groups, both the importance and satisfaction with ferries decline (between 45 to 55 years old and over
years old).

Taxi: The 26 to 35 age group utilizes taxis more frequently. After the age of 45, the importance of taxis significantly diminishes.

Safety

+  Younger individuals feel more insecure in public transportation, on buses, subways/tramsftrains, taxis, and at
transportation stations and stops. Specifically, as previously observed, it is women who feel this way, and the cause is
sexual harassment.

+ Individuals over the age of 65 feel more insecure in shared transportation due to accidents.

50
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10. Significant differ

| feel safe in public transport The bus is secure for me... The Metro/Tram/Train is secure for me...

18-26 2635 36-45 46-55 56-65 66-75 Over75 18-26 2635 3645 4655  56-65 6675 Over75 18-25  26-35  36-45 46-55  56-65  66-75 Over75
years old years old years old
The shared transport (bike, scooter, car...) is The taxi is secure forme... The stations or public transport stop are secure

secure for me... for me...

o .
= ! 3.0 3,2
25
1825 2635 3645 4655 5665 6675 Over75 y X ' ! z
years old 1825  26-35 3645 4655  56-65  66-75 Over75 18:25 2635 3645 4655 5665 66-75 y?;f;;z
years old

== Risk of harassment or sexual assault
Thefts / Robberies

e Fights

= Accidents By age

Disagreement with: "The bus is secure for me... " Disagreement with: "The Metro/Tram/Train is

Disagreement with: "I feel safe in public transport”
* secure for me... "

18-25 26-35 36-45 46-55 56-65 66-r5  QOver 75 18-25 26-35 36-45 46-55 56-65 66-75 Qver 76 18-25 26-35 36-45 48-55 56-65 66-75  Over 75
years old years old years old
Disagreement with: "The shared transport is secure Disagreement with: "The taxi is secure for me... " Disagreement with: "The stations or public transport
for me... " * stop are secure for me..."
-~ ok
|

18-25 26-35 36-45 46-55 56-65 66-75 Over 75 18-25 26-35 36-45 46-55 56-65 66-75 Over 75 18-25 26-35 36-45 46-55 56-65 66-7%2 Over 75
years old years old years old
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Reasons for Transportation Use

Reasons for using Public, Private, and Active Transportation:

Walking: Those over 75 years of age walk less. Individuals aged 18 to 25 walk more due to
frequency, scheduling, and service. In contrast, those between 46 and 65 walk for health and well-
being.

Own Bicycle: People aged 66 and older use and own bicycles less. Additionally:
Those under 55 use bicycles more for convenience.
Those under 45 use bicycles more for time efficiency, speed, and sustainability.

Those under 35 use bicycles for frequency, scheduling, interconnectivity, flexibility, safety, accessibility, proximity,
health, and well-being.

Those aged 18 to 25 use bicycles for reliability and punctuality.

Own Skateboard or Scooter: Those over 45 do not have skateboards or scooters, and those
over 55 do not use them. Additionally:

Those aged 18 to 35 use skateboards for convenience, time efficiency, frequency, punctuality, lack of alternatives,
scheduling, flexibility, safety, accessibility, proximity, cost- effectiveness, interconnectivity, and sustainability.

Those aged 18 to 25 use them for health and well-being.

Own Motorcycle: Those aged 66 and above do not have their own motorcycles, and those over
56 do not use them. Additionally:
Those under 35 prefer motorcycles for convenience, speed, frequency, reliability, punctuality, lack of alternatives,
service, accessibility, affordability, cost-effectiveness, sustainability, and interconnectivity with other modes of
transportation (ages 26 to 35).

Those under 45 use motorcycles for proximity and health and well-being.

Own Car: Individuals aged 18 to 25 either do not have or do not use cars, and those over 75 do
not use them. Additionally:

Those aged 36 to 45 use their own cars for proximity.
Those aged 46 to 55 use them for convenience, speed, and punctuality.
Those aged 56 to 65 use them for scheduling, services, and proximity.

Finally, those aged 46 to 65 use them for frequency, alternatives, and flexibility. 53

Reasons for Transportation Use

« Shared Bike: The use of shared bikes declines from the age of 46, and it is hardly used from the age
of 66 onwards. Additionally:

Ages 18 to 25 cite a lack of alternatives, affordability, and sustainability as reasons.
Those under 45 use shared bikes for frequency, proximity to stops, health and well-being, and affordability.

Those under 35 opt for shared bikes for speed, reliability/punctuality, flexibility, and accessibility.

Ages 36 to 55 mention sustainability health and well-being, and ility

Shared Car: Usage decreases from age 46, and at 66, there is no use of shared cars. Additionally:

Ages 18 to 45 choose shared cars for convenience, frequency, affordability, speed, lack of alternatives, flexibility,
safety, accessibility, and sustainability awareness.

Ages 26 to 45 prioritize p ity to stops, i iability, schedules and service, interconnections with other
modes, and health and well- belng

Shared Light Electric Vehicle (LEV): Usage drops from age 46, and at 66, there is no use of shared
LEVs. Additionally:

Ages 18 to 35 favor shared LEVs for convenience, reliability/punctuality, flexibility, safety and accessibility,
interconnections with other modes, and health and well- being.

Ages 18 to 45 value speed, freq Y. imity to stops, ility, and

Ages 26 to 35 consider the lack of alternatives and schedules/service.

Taxi: Those over 75 years do not use taxis. Additionally:

Those under 35 use taxis for frequency, affordability, health and well-being, st ity, speed, punctt
proximity to stops, and interconnections with other modes.

Ages 56 to 75 prioritize frequency and health/well-being.

Bus: Notably, those aged 18 to 25 use the bus due to frequency, lack of alternatives,
schedules/service, and interconnections with other modes.

Subway and Tram: Ages 56 to 75 choose the subway/tram for health and well-being, sustainability
awareness.

Train: Those over 75 years do not use the train, and ages 18 to 25 select the train for speed,
ge_quency. punctuality/reliability, schedules/services, affordability, interconnections, and health/well-
eing.
54
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Awareness

The 18-25 age group claims to use public transportation more and rely less on cars, and those who do use cars express a desire to change.

1 0 ol S I g n Ifl ca nt + The 26-35 age group uses cars less frequently, and those who do use them express a desire lo change and experiment with other allemalives. However, they use public

transportation sparingly.

differences 1 o5 200 o s  dsts vt vy o o g ot i sl spaan sty

The 56-65 age group heavily relies on cars and has no intention of changing, similar to those over 66 years old, although they use cars less and use public transportalion
more. Those over 75 tend to walk more

Improvements

+ Bus:

From 18 to 25 years old, there is a higher demand for improvements in service, capacity, comfort, and safety, app , extended
operating hours, increased accessibility, and small door-to-door buses.

From 46 to 65 years old, there is a demand for increased frequency of service.

*  Metro /Tram /Train:
From 18 to 25 years old. there is a grealer demand for improvements in comfort, a variely of ticket options, and extended nighttime service.
From 26 to 35 years old. there is a demand to allow bikes on board.
From 18 to 35 years old, there is a demand for more improvements in resolving issues with ticket machines, optimizing space, and enhancing accessibility.
From 18 to 45 years old, there is a demand for more improvements in eliminating unjustified fines, improving customer service, and enhancing signage.

Individuals over 75 years old demand increased accessibility.

- Taxi:

Between the ages of 18 and 25, there is a heightened demand for enhancements in efficiency, safely. reliability, app improvements. cleanliness, comfort, the relrieval
of lost items, airport lransportalion services, muliiingualism among drivers, and. ultimalely. the eliminalion of unnecessary lravel destination resirictions.

From 26 to 35 years old, there is a demand for more improvements in nighttime schedules, accessibility, and pricing.
From 26 to 45 years old, there is a demand for more improvements in driver behavior, punctuality, reliability, and speed.

Fram 18 to 45 years old, there is a need for enhanced customer service.
. Shared bike: Young people are more inclined to choose all the improvement measures for shared bicycles compared 1o older people.

. Shared LEV / Shared CAR: Individuals aged 18 to 35 are the ones who significantly request all the improvements.

55

Proposed improvements for the UPPER project
« Youngq people prefer the following improvements more than older people:

« To create a network of multimodal hubs, increasing the offer of new mobility services,
improving the access to public transport and active modes, and improving user experience in the
first/last mile.

» To implement and/or improve the Multimodal Digital Mobility Services (MDMS), to increase
visibility and integration of sustainable modes of transport through a single App

» To implement data-driven mechanisms as a support for Public Transport planning
(optimise Public Transport network, service, frequency...) in order to improve the efficiency (...)

» To support local gover i g their Sustainable Urban Mobility Plans and to
encourage them to integrate the moblllty /ndlcators monitoring in their decision making process.

» To establish participative governance and dialog formats to better address the citizens needs
and expectations.

+ Older people prefer the following improvements more than young people:

« To improve the Public Transport offer in peri-urban areas and to increase the access to
Public Transport in low demands areas of the city (on-demand service).

» To adapt Public Transport stops and facilities (stations, bus stops...) to be more innovative,
inclusive and convenient and safe.

« To prioritise Public Transport (traffic light priority based on social optimum...) in order to
reduce Public Transport travel times, increase punctuality and improve user satisfaction.

« To implement financial incentives to increase the share of Public Transport (discounts, tariffs,
tax bonuses...).

56
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Frequency of use, importance, and satisfaction with public and private transportation, broken
down by each type

1 0 " S i g n if i c a nt = Among users in Spain, public transportation is the more prevalent choice over private transportation.

d iff erences + Forusers in Spain and Portugal, public transportation is held in higher regard. In Italy, Belgium, and Norway, active mobility takes the lead in usage.

= Inltaly, Belgium, and Norway, active mobility takes the lead in usage.
*  Users in Spain and Greece, on the other hand, prioritize active mobility.
. In Norway, public transportation is less frequently used, and private transportation is favored.

+  For users in Germany and Norway, public ion is given less it while private tion takes (similar to Greece).

Importance by mode of transportation and by country

" Italy: Among all countries, Italian users place the highest emphasis on shared transportation, including bicycles, motorcycles, and cars.
Greece: Greek users follow Italy's lead in prioritizing shared bicycle and car transportation.

- Norway: Norwegian users also stand out for giving greater importance than the rest to shared motorcycles. scooters, and cars.

Hungary and Germany: Users in Hungary and Germany show a lower preference for shared bicycles, scooters, and motorcycles, with Germany
placing more is on shared car i

+  Bus: Among the surv?ed countries, Spain, Hungary, and France stand out for assigning the highest priority to buses, whereas Norway ranks
them as of least importance.

oo = Tram: In Hungary and Belgium, tram services are given the utmost significance by users, whereas Norway rates them as the least important.
ollective
transport - Metro: Users in Spain and France express the greatest preference for metro transportation, while Norway ranks it with the least importance.

= Ferry: Interestingly, users in Norway rank ferry services as the mostimportant, in contrast to Hungary, where they are deemed of least
significance.

+ Taxi: Taxis are highly favored by users in Greece and Spain, while Hungary and Germany consider them of least importance.

Satisfaction by mode of transportation and by country

I Shared Bike: Users in Germany report the highest satisfaction levels with shared bikes, whereas Greece ranks the lowest in satisfaction
Shared Moto: Italy leads in satisfaction with shared motoreycles, while Hungary and Portugal have the lowest levels of satisfaction.
Shared LEV: Germany and Spain top the satisfaction rankings for shared LEVs, while Greece and Hungary rank at the bottom.

Shared Car: Greece and Spain have the highest satisfaction levels for shared cars, while Greece has the lowest satisfaction.
- 58

255




Collective
transport

D2.1: User groups’ mobility needs, motivation and patterns

Satisfaction by mode of transportation and by country

" Bus: Among transportation users in Spain and France, shared cars receive the highest levels of satisfaction,
while Greece and ltaly report the lowest levels.

Tram: Spain stands out as the country with the highest tram satisfaction levels, whereas Greece records the
lowest satisfaction rates.

Metro: Users in Spain show the greatest satisfaction with metro services, while Germany reports the lowest
satisfaction levels.

Ferry: No significant differences in satisfaction levels were observed.

Taxi: Spain and Greece have the most satisfied taxi users among all the countries surveyed, while Belgium
reports the lowest satisfaction levels, followed closely by Norway and Hungary.

Frequency by mode of transportation and by country

In Spain, buses, metros, and trams are the preferred modes of transportation, with frequent usage.
In Greece, taxis are the more prevalent choice.

Belgium and France are the leading countries for shared bicycle usage, while Portugal and Spain show the least
frequent use.

Shared LEVs are least popular in Hungary, Greece, and Spain, with the highest utilization found in Germany,
Belgium, France, Norway, and Italy, in descending order.

Lastly, shared cars are least commonly used in Spain and Portugal, while Italy, Belgium, and Greece have the
highest adoption rates, respectively.

Security:

In Spain, people tend to feel safer when using various modes of transportation, with the exception of shared
transportation. In Germany, shared transportation is where they feel the most secure.

Greece, Itagf, and France are the countries where people feel the least safe when usin? public transportation. Italy,
Greece, and Belgium are where individuals feel the least safe while on buses. France, ltaly, and Germany are the

countries where people feel the least safe when using metro, trams, or trains.

In Greece and Belgium, shared transportation is where individuals feel less secure. In Belgium and Germany, taxis
are the mode of transport where people feel less secure. In Germany and France, stations and stops are the
locations where people feel less secure. 59

Reasons for Insecurity:

« The reasons behind respondents' safety concerns regarding public transportation are as follows::

Belgium (18.5%) and Germany (17.7%) have the highest levels of sexual harassment, while Portugal (4.8%) and Spain
(5.5%) have the lowest.

The highest levels of thefts/robberies occur in Italy (18.9%), Greece (15.6%), and Hungary (13.8%). In contrast, the
lowest levels are found in Norway (4.6%)

The highest levels of altercations/fights are in France (29.4%), and the lowest are in Spain (5%)

The highest number of accidents occurs in Norway (21%) and Greece (20.4%), while the lowest levels are in France
(4.4%) and Belgium (5%).

= The reasons for insecurity among respondents about buses are the following:

Germany (19.5%) and Italy (17.4%) have the highest levels of sexual harassment, while Portugal (5%) and Spain (5%)
have the lowest.

The highest levels of thefts/robberies occur in Greece (18.8%) and Italy (17.6%). In contrast, the lowest levels are
found in Norway (4%)

The highest levels of altercations/fights are in France (25.3%), while the lowest are in Spain (6.2%) and Portugal
(7.1%).

The highest number of accidents occurs in Greece (17.2%) and Norway (14.1%), while the lowest levels are in
Portugal (4.4%) and Italy (5%).

* The reasons for insecurity among respondents about metro/tram/train are as follows:

Germany (24.8%) has the highest levels of sexual harassment, while Portugal (5.4%), Norway (5.9%), and Greece
(5.9%) have the lowest.

The highest levels of thefts/robberies occur in Italy (18.2%). In contrast, the lowest levels are found in Norway (7%).
The highest levels of altercations/fights are in France (27.5%), while the lowest are in Portugal (4.9%).

The highest number of accidents occurs in Hungary (17.6%) and Greece (17%), while the lowest levels are in France
(5.1%) and Portugal (5.7%) 60
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« The reasons for insecurity among respondents about taxis are as follows:

« France (17.7%) and Greece (13.5%) have the highest levels of sexual harassment in taxis, while Hungary
(6.3%) and Spain (6.8%) have the lowest.

The highest levels of thefts/robberies occur in Italy (17.1%). In contrast, the lowest levels are found in
Portugal (7.4%).

The highest levels of altercations/fights are in Greece (16.3%), while the lowest are in Spain (4.8%) and
Portugal (6.1%).

+ The highest number of accidents occurs in Hungary (14.2%). The lowest levels are in France (6.2%).

« The reasons for insecurity among respondents about stations and stops are as follows:

= Germany (20.2%) has the highest levels of sexual harassment at stations and stops, while Portugal
(5%) and Spain (5%) have the lowest.

The highest levels of thefts/robberies occur in Portugal (15.5%) and Italy (14.5%). In contrast, the
lowest levels are found in Norway (6.2%).

= The highest levels of altercations/fights are in France (23.8%), while the lowest are in Portugal (5.6%)
and Spain (5.9%).

+ The highest number of accidents occurs in Greece (17.2%). The lowest levels are in Portugal (3.7%).
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Reasons for Transportation Use

According to the users surveyed:

10. Significant
d iffe I'e n CeS and Portugal in second place for low usage. Additionally:

France and Norway stand out as the countries that most frequently cite reasons such as convenience, speed, frequency,

Shared Bike: Greece has the fewest shared bikes and the lowest usage, with Germany coming in second for both availability and usage,

ility, lack of ing or service issues, flexibility, proximity to stops, cost, ivity, health, and
sustainability.

« Shared Car: Greece has the lowest availability of shared cars, and Germany and France have the lowest usage. Additionally:
In Germany, a significant number of people choose "lack of alternatives” as the reason for using shared cars.
Belgium and Italy cite scheduling or service issues more frequently.
Greece attributes its usage to the proximity of stops.
Norway and Belgium prioritize the interconnectivity with other forms of transportation

+ Shared Light Electric Vehicle (LEV): Greece, Germany, and France have the lowest availability of shared LEVs, and
Greece, Germany, and Norway have the lowest usage. Additionally:

Germany and France opt for shared LEVs primarily due to reasons of convenience, speed, lack of alternatives, safety,
accessibility, and flexibility, with cost being a secondary factor.

Italy leans towards shared LEVs for health and well-being reasons, scheduling or service issues, and proximity to stops.
Norway places a higher emphasis on frequency when choosing shared LEVs.
Greece and France prioritize sustainability as a key factor in their choice of shared LEVs

+ Taxi: France has the lowest usage. Additionally:

Greece and Spaln opt for shared transportation primarily due to reasons such as comfort, speed, lack of
flexibility, safety, and accessibility. Proximity to stops is also a significant factor.

Spain emphasizes scheduling as a key reason for using shared transportation.
Germany prioritizes cost and affordability.

Both Spain and Germany consider health and sustainability as important factors in their choice of shared transponaéi%n.
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Reasons for Transportation Use

- - o « Bus: Belgium and Hungary have fewer shared transportation options, and they also make less use of them. Additionally:
10. Significan

differences

Hungary prioritizes speed, frequency, and schedules as the main reasons for choosing shared transportation.

Both Hungary and Spain value shared transportation for its convenience, punctuality, flexibility, proximity to stops,
. well-being, and sustainability.

Italy and Norway, on the other hand, lean towards shared transportation due to a lack of alternatives.
« Subway and Tram:

The countries with the lowest availability are Norway and Germany, and the least usage can be observed in Norway
and Belgium

Spain and ltaly opt for the subway due to their ience, speed, proximity to stops, cost-effectiveness, and
sustainability.

Spain values it for its interconnections, reliability, punctuality, flexibility, and health benefits. Meanwhile, Norway
primarily uses it due to a lack of alternatives, and Greece prefers it for its schedules and services.

In Spain, France, and lItaly, the preference is for subway/tram systems with high frequency.
Train:
Norway has fewer options and lower usage rates.

Portugal and France prioritize subway/tram systems more due lo their comfort, speed frequency, punctuality/reliability,
p y to stops, cost: , flexibility, safety, . and inter

France, Germany, and Portugal emphasize schedules.

Portugal, Germany, and Norway lean towards these systems for health and sustainability reasons. Norway, on the
other hand, mainly relies on them due to a lack of alternatives.
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Awareness

According to the users surveyed:

1 0 L] s I g n Ifl ca nt + In Spain, public transportation is used more frequently than cars, and people explore other alternatives.
-
d |ffe re n ces = Inltaly, they also explore other alternatives.

. Ir; Gerrtnany. there is greater awareness of reducing car usage, and more people walk or bike, although they do not use other
alternatives.

» In Belgium and Norway, car usage is high, and public transportation is less commonly used.
«  In Portugal, public transportation is heavily used, and walking or biking is less common
Improvements

According to the users surveyed:

+ Bus:

Spain has the highest demand for bus improvements (6), followed by Italy (4), Greece (3), and Hungary (3).

Spain is seeking il frequency, i ity, safety, driver attention improvement, schedule improvements,
and better connections.

Ila1ly. more than any other country, demands il d frequency, punctuality/reliability, maintenance and cleanliness, and greater
safety.

Greece, more than any other country, seeks comfort, maintenance and cleanliness, and bus p

Hungary, more than any other country, desires comfort, mail and i and better cor

*  Metro /Tram /Train:

gpain hTTZt)he highest demand for metro/tram/train improvements (10), followed by Italy (6), then Hungary (2), France (2), and
ortugal (2).

Spain is seeking maintenance and cleanliness, comfort, improved connections, safety, frequency, punctuality/reliability, acce ssibility,
enhanced customer service, clear behavior ruJes extende nighttime operating hours, and space optimization.

Italy, more than any other country, demands and improved { safety, frequency,
punctuality/reliability, and extended nighttime operatlng hours
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Improvements

1 0. Signifi cant According to the users surveyed:
differences . Taxi

« Spain has the highest demand for taxi improvements (12), followed by Greece (10) and Italy (2).
Spain is seeking improvements in driver behavior, efficiency, safety, flexibility, speed, punctuality, reliability, customer
service enhancement, app improvement, pricing, car cleanliness, comfort, nocturnal schedule improvement, taxi

accessibility enhancement, the retrieval of lost items, airport transportation services, , multilingualism among drivers,
and, ultimately, the elimination of unnecessary travel destination restrictions.

» Shared bike:

France and Germany are more likely to choose to avoid charges due to system errors.
« Italy and Germany prioritize well-sized stations more frequently.

Norway and ltaly integrate shared bicycles into public transportation.

» Shared LEV:
« Norway and Italy request improved performance of motorcycles and scooters.
Italy and Germany advocate for coverage or inclusion of insurance.

Germany and Norway demand simplified payment options.

* Shared Car:

« Greece and ltaly are the countries that demand the most significant improvements in customer service.

Germany, Italy, and Belgium are the ones with the highest demand for minimizing fines due to service faults and
errors.

Greece, France, and Germany are advocating for improvements that allow shared car trips outside city centers.

Belgium, Spain, and Norway are seeking enhancements related to car charging aspects. 65

Proposed improvements for the UPPER Project

1 0 S |gn ificant + Southern European Countries + Hungary

differences

- To redistribute and redesign urban space to promote active travel modes (by bike, on foot...) and public transport (new lanes...), and
to reduce on-street parking space in favour of more sustainable modes.

= Toimprove the integration of Public T D it ing; to ize and the 0 of digital sales channels; and
to promote private sector partnerships.

= Toimplement and/or improve the multimodal route planners (App) to increase the user sati: ion and ltimodali

+  Toimplement data-driven mechanisms as a support for Public Transport planning (optimise Public Transport network, service,
frequency...) in order to improve the efficiency (...)

«  Tounleash the potential of the real-time Public Transport data in order to: provide the citizens with clear, reliable and accessible
information before and during the trip; (...).

+  Toimplement dedicated Public Transport lanes (for bus, tram...) in order to reduce travel times and improve Public Transport
operation.

«  To prioritise Public Transport (traffic light 'prion'ry based on social optimum...) in order to reduce Public Transport travel times,
increase punctuality and improve user satisfaction.

+  Tobetter dependencies b the level of service and passenger satisfaction and to initiate actions to improve
public perception of Public Transpo.

« Central/Northern European Countries:

«  Toimprove the Public Transport offer in peri-urban areas and to increase the access to Public Transport in low demands areas of
the city (on-demand seNicef

«  Tosupport local g in itoring their i Urban Mobility Plans and to encourage them to integrate the
mobility indicators monitoring in their decision making process.

+  To adapt Public Transport stops and facilities (stations, bus stops...) to be more it ive, ir ive and ient and safe.

« Toimple special ticketing sy for different social groups (e.g. adapted to school students).

«  Toimplement financial incentives to increase the share of Public Transport (discounts, tariffs, tax bonuses...).

« To blish participative g and dialog formats to better address the citizens needs and expectations. 66
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11. Conclusions (l)

General conclusions Frequency, importance and satisfaction

Thanks to the screening question about the primary mode of transport used for daily journeys, we were able to gather data from o
4,952 users. This data reveals that the modal split consists of 44.05% for public transport, 45.26% for private transport, and
10.7% for active transport. These figures represent the average across the nine countries surveyed. However, when we analyze

the data by gender, age, and country, the results vary.

Importance of transport modes

e I |
4 or by bike)

+  The key findings are as follows:

- Women exhibit a higher preference for and usage of public transportation and active mobility compared to men. Conversely. men tend to rely Fivete wameport e | o
more on private transportation. o
Putic anspant (bus, mein
p . w oy [
«  Public transportation is more popular among younger individuals, while active mobility is favored by older individuals, particularly those aged sharec car. el s
66 and above. Private becomes more as peaple age. o0
= Itis worth noting that the countries with the lowest rates of public transport usage are Norway (28.16%) and Germany (28.62% ), while .
Hungary {58.78%) and Spain (58.26%] lead in terms of public transport utilization.
e "
= When asked about their individual frequency of use, the most commonly used modes of transportation are as follows: active mode .
of mobility scores an average of 3.5 out of 5, while private transport garners an average of 3.4 out of 8, and finally, public transport e 0w v am o am am 9w 4 @
scores 3.1 on average aon
Q-
+  Frequency of use by type of Public Transport:
aso Aus
* Among the various modes of public transportation, it is evident that buses are the most extensively utilized. Buses offer a high
level of accessibility, serving 88 2% of the population, closely followed by subways at 80.5%. Taxis are utilized by 67 6% of the Toam
population, while shared public transportation is selected by 33.21% of the population. oo 1 N,
+ If we analyze the importance and satisfaction in relation to them: Sharedbike o bike
280 N
- Active transportation and private transportation are the most important, with public transportation ranking last with a score of % "

e St somor 0 oy

Share moto
Within the realm of public transportation, collective transport is the most crucial and provides the highest level of satisfaction to

users. There is a strong correlation indicating that the most important modes of transportation are being prioritized, and things
are being done correctly.

150
In second place is the taxi (individual PT), and lastly, the least important and least satisfying mode is shared transportation.
Within collective transportation, the modes of least importance and lowest satisfaction rating are motorcycles and e-scooters

U P PE R Cim 130 200 250 500 550 so0 A

11. Conclusions (ll)
Reasons for Using different kind of Transports

In line with the previous analysis, we observe that collective public transport better meets most needs, except for comfort, where it falls behind taxis and loses points to individual private transportation in aspecis such as
flexibility, security, accessibility, frequency, and, above all, reliability (punctuality). comfort, speed journey time, and the fact that there are no alternatives.

45.00% Collective PT _ A5p0% Collective Public T
4000% - _ e 40.00%
> 3 35.00%

0pa% ~ / —
i

15.00%
10.00%
5.00%

B00%

The results regarding the level of awareness are promising. Only 24.5% state that they do not want to change their habits (i.e., they use their car or motorcycle and do not consider switching to another mode). Meanwhile,

30.94% are conscious and opt for public transportation or active mobility, and 43.4% express a willingness to embrace change.

\ ME \ ., _shapping, - servicesfeg . wisitsomeans . y » .
HOl work errands (e.g. bank, {friends, isure leisure HOME
) >) ) food) / doctor...) ) relatives...) activities acivilies)

Travel by... st owncar T T
2nd on foot 22 a5 L 235e% ]
3rd on Bus | 10.96% ] | 1200 | EEEEY
IJJ - Consistent with the previous conclusions, people still prefer and make their journeys in private transportation (own car), followed by walking (primary active transportation) or by bus (the most

commonly used public transportation).

UPPER o
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| disagree for...the following reasons

11. Conclusions (lll)
Safety

Taxis and buses are the safest modes of public transportation. Taxis experience minimal incidents of theft
compared to subways, buses, and thefts at stations and stops. However, attention must be paid primarily
to reduce the possibility of accidents and the feeling of insecurity due to the risk of harassment or sexual
assault, which is predominantly experienced by young women.

Shared transportation stands out as being less secure than the rest, primarily due to accidents involving e-
scooters, bikes, etc., possibly caused by the severity of injuries

Buses and subways are primarily unsafe due to thefts and, secondarily, due to the risk of harassment or
sexual assault on buses, which exclusively affects wamen, and the risk of fights in the subway, affecting

young men. 55.4% 49.8% 48.7% 40.7% 42.0% 40.7%
3.2sobre5 3.3 sobred 34sobre5 3.5sobre5 32sobre5 3.6 sobred

Finally, transportation stations and stops are the most insecure in terms of theft, harassment, and fights.

The stalians or public | fel safa in public  The MelrofTramiTrain The bus is secura for  The shansd ansporl  The Laxi is secure for
transport stop are transport is secure for me me. (nike, scooter, car...)is me.
I roVe ents in PT secure for me secure for me.
m p m ——Risk of harassment or sexual assault  ——Thefis | Robberies  —— Fights Accidents  ——Othars
= Collective public transportation (bus, metro, tram, train) primarily requires the following: freq Y, i iability, and robust ivity. In the case of the metro, there is also a need to "enhance security measures

to prevent theft and address safety concerns for passengers,” while for buses, there is a demand to "expand service hours, particularly for nighttime service.

For taxi services, users primarily demand the following:
Diverse payment methods, ensuring lransparency through fixed rates.
Promating and encouraging friendly and professional behavior in drivers.

Delivering excellent customer service with prompt, adaptable, and courteous assistance.

Far shared transportation, users’ primary demands include:
Ensuring that bikes, e-sconters, cars, elc, operate smoathly, are easy to drive, comfortable, well-maintained, and clean.
Providing an easy1o-use service.
Offering fast, responsive, and efficient customer service available 24/7

-+ Minimizing fines and charges resuiting from service or system failures

Urrcn ve

11. Conclusions (IV)
By Gender By Age

Women place greater importance on and use active mobility modes and public transportation more frequently Publie transportation is used more by younger people, whereas active mobility is favored by older

than men. Specifically, collective public transportation (bus, subway, tram) stands out. individuals (aged 66 and above). Those between 36 and 55 years old tend to rely more on private
transportation. As age increases, the significance of private transportation grows.

On the other hand, men tend to use private transportation, individual public transportation (taxis), as well as
shared transportation. All of these modes share a more individualistic approach compared to the greater use of
collective transportation by women (which is also healthier and more sustainable).

+ Young people predominantly rely on buses and metro/tram services, while the age group of 26 to 35 tends to favor taxi.
Between 18 and 35, use shared bicycles, shared LEVs and shared cars more frequently

. R - Younger individuals (women) feel more insecure in public ion, on buses, , taxis, and at
It's noteworthy that women feel less secure in all types of public transportation and at stops/stations compared transportation stations and stops
to men
. Individuals over the age of 65 feel more insecure in shared transportation due to accidents
Women consistently feel more insecure due to the risk of harassment or sexual assault
Additionally, women are more concerned about thefts/robberies in public transportation in general and on buses, as well +  Reasons for using Private and Active Transportation are:

as accidents on buses.

+  Walking: Those aged 75 and above typically do not engage in walking anymore. Individuals aged 18 1o 25 tend to walk
more frequently due to scheduling and service availability. In contrast, thase between 46 and 65 often walk for the sake
of their health and well-being

- Conversely, men are more concerned about fights on public transport and buses

In terms of awareness:

= Ownership of bicycles and motorcycles ceases around the age of 66, while personal car ownership diminishes at the

Higher percentage of men state, “I primarily use the car or motorcycle and do not consider switching to another age of 77. Skateboards and scooters, typically used by individuals aged 45 to 55 (the younger age group), decline in
mode of transportation” usage due to safefy concerns and the risk of accidents

N . " .- - + R i i blic 1 rtati follows:
Higher percentage of women state, "l use public transportation for the majority of my trips” easons for using pudlic transportation are as follows

N _ N . Shared transportation becomes less popular starting at the age of 45 due to inconveniences with rental bikes,
Finally, women are focused on improvements in public transportation (bus and subway), specifically seeking accidents, and other factors

enhancements in frequency, punctuality, and reliability, along with requests for extended operating hours and

increased security measures . .
+  Collective public transportation is more commonly used by the youngest age group, those aged 18 to 25,

Ivlen, on the other hand, demand improvements in taxi and shared transport services related to customer service,
efficiency, safety, and flexibility. They also seek enhancements in apps, transparent pricing, and payment
methods, in addition to addressing maintenance and cleanliness concerns.

+  Younger individuals demonstrate a higher awareness of transportation choices (utilizing more public transportation and
active modes), but as they age, they exprass less intention to change and rely more on private transportation,

i . Lastly, younger individuals demand more improvements related to technology aspects (apps, real-time data, ticket
J purchasing systems), while older individuals prioritize i stop ibility, better pricing, and discounts, among
other factors.

UPPER L
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