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FOREWORD –
MARKETING COMMITTEE CHAIR

Public transport is not just about moving people from 
A to B. It is about trust, experience, and connection. 
Behind every journey is the dedication of those who 
work in our sector — and at the heart of every deci-
sion is the satisfaction of our passengers. Listening to 
them, understanding their needs, and acting on their 
feedback is what makes our services relevant, resilient, 
and ready for the future.
This is why measuring customer satisfaction is so im-
portant. Going beyond the statistics, it tells us sto-
ries about how people experience public transport and 
what will make them choose it again tomorrow. Just 
as vital is understanding customers’ expectations for 
mobility services, so that we can plan and deliver new 
solutions that truly meet their demands.
The UPPER project shows how far we can go when 
we put people at the centre of mobility. By combining 
innovative methods, citizen engagement, and shared 
learning across European cities, UPPER is strength-
ening public transport as the backbone of sustainable, 
climate-neutral, and smart urban living.
As UITP’s Marketing Committee, we welcome and 
support this work. It reflects our shared commitment 
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KNOW YOUR CUSTOMER: 
ENHANCED AWARENESS OF TRAVEL 

PATTERNS AND PREFERENCES 

to making public transport not only the most sustain-
able choice, but also the most attractive, comfortable, 
and trusted one.
Public transport is the future of mobility. Projects like 
UPPER remind us that this future starts with people.

Anne Bigand,  
Passenger Experience Director, ALSTOM,  
and Chair of UITP Marketing Committee 
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Autonomous Holon vehicle, will be tested by Hamburger HOCHBAHN Figure 1: UPPER Innovation Axes

INTRODUCTION

It is a well-established practice among public trans-
port operators (PTOs) of all sizes to regularly meas-
ure customer satisfaction with the services provided. 
Moreover, both public transport authorities (PTAs) 
and PTOs have ways of responding to this feedback 
from passengers within their metropolitan area. 
However, involving current or even potential users 
in public transport (PT) planning is still rare. User 
involvement is an innovative approach that UPPER 
partners have integrated into their activities, looking 
to add a bottom-up approach complementing top-
down mobility planning at the urban and metropol-
itan level. The UPPER partners aim to learn from 
such approaches, tailoring them where needed and 
providing the lessons learned and outcomes to all 
other interested mobility stakeholders. 

UPPER is coordinated by UITP and includes 41 part-
ners. The project started in January 2023 and is sched-
uled for completion by the end of December 2026.
The project’s goal is to significantly increase PT use and 
satisfaction with PT services, thus helping cities reach 
their carbon neutrality objectives under the EU’s Smart 
and Sustainable Cities Mission. To reach these objec-
tives, the 10 project sites are implementing a total of 
80 measures that prioritise the use of public transport 
and sustainable mobility. These measures are grouped 
into five Innovation Axes, looking to influence travel be-
haviours through different mechanisms and at various 
timescales, through a combination of pushing people 
away from private car usage and pulling them towards 
public transport. The implementation of these measures 
is being supported by the development of a customised 
toolkit, U-TOOLS, which is taking advantage of the 
increased availability of reliable, high frequency data on 
mobility and PT services, allowing public transport au-
thorities and service providers to better understand and 
cater to the mobility needs of residents and customers.
As all the UPPER sites are part of the EU-supported 
Mission for Climate-Neutral and Smart Cities, ex-
changes with the other cities and partners support-
ing the Mission’s goals are a regular target of UPPER 
learning and dissemination activities.
The UPPER project is financed by the European 
Union’s (EU’s) Horizon Europe Research and Inno-
vation programme under Grant Agreement number 
101095904.
More information, as well as project publications, re-
sults, and achievements, is available at: 
www.upperprojecteu.eu
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Table 1

METHODOLOGICAL APPROACH 
AND INITIAL UNDERSTANDING

At the start of UPPER, several partners took a quanti-
tative approach to understanding the mobility needs and 
motivations of different target groups, as well as what 
motivates them to use certain urban transport modes.
Several approaches were taken to gather insights on how 
residents of UPPER cities and countries are using the 
available mobility services and modes:

 �Netnography: Analysed social media ratings and 
comments from users in five cities: Valencia, Paris, 
Rome, Oslo, and Mannheim. 
 �Experience Notebook: Collected information on daily 
mobility habits from citizens in eight EU countries, 
focusing on diverse user groups such as young, elderly, 
and low-income individuals.

NETNOGRAPHY
This is an online research method aimed at understand-
ing social interaction in digital communication contexts. 
Netnography uses the assessments and comments made 
on social media platforms as data, substituting the tradi-
tional in-person observation techniques with interactions 
and experiences seen via digital communications chan-
nels. Data was scraped from platforms where customers 
can post comment on transport services. After gender 
and residence were determined (e.g. to differentiate be-
tween tourists and residents), the number of reviews per 

year was established to determine the usage of the con-
cerned transport mode. Furthermore, the content of the 
comments was analysed using natural language process-
ing (NLP) techniques to get a sense of the sentiment/
polarity towards a type of shared transport, as well as the 
intensity of the observed feeling. The following types of 
transport were analysed in five of the UPPER cities: bus, 
metro and/or tram, taxi, shared bike, shared low-emis-
sions vehicle (LEV) (motorbike and/or electric scooter), 
and shared car. 
Table 1 presents the results of the Netnography analysis.

Copenhagen, Denmark

Cities
Valencia  
(Spain)

Ile de France 
(France) 

Rome  
(Italy) 

Oslo  
(Norway)

Mannheim 
(Germany)

Total

Type of 
transport

Nº 
Reviews

Nº 
Comments

Nº 
Reviews

Nº 
Comments

Nº 
Reviews

Nº 
Comments

Nº 
Reviews

Nº 
Comments

Nº 
Reviews

Nº 
Comments

Nº 
Reviews

Nº 
Comments

a. Shared 
bike 387 292 1,194 1,049 - - 49 49 32 19 1,662 1,409

b. Bus 623 363 952 512 1,087 835  251 140 44 18 2,957 1,868

c. Subway/
tram 847 847 2,923 2,923 2,377 942 459 336 187 101 6,793 5,149

d. Taxi 1,506 910 2,341 1,647 2,126 829 1,251 662 2,095 1,036 9,319 5,084

e. Shared 
lev 309 174 620 410 699 622 85 75 105 105 1,818 1,386

f. Shared 
car 93 64 237 191 133 127 608 371 109 105 1,180 858

Total 3,765 2,650 8,267 6,322 6,422 3,355 2,703 1,633 2,572 1,384 23,729 15,344

©
 G

ije
 C

ho



4

Figure 2 presents a synthetic overview of the comments 
analysed through Netnography for Valencia. This in-
cludes describing the sentiments expressed by the re-
viewers towards each analysed mode of transport, the 
level of emotion expressed, and the ratings of the differ-
ent transport modes.
Using NLP, the main reasons given for positive and neg-
ative reviews were extracted, as well as a list of the top 
suggested improvements and points of attention for 
each transport mode.
More details on the Netnography study are available here.

Figure 2: Netnography summary for Valencia. Sentiment polarity per mode of transport, emotions and overall ratings

Figure 3: Word cloud for bus service in Valencia generated via Netnography

2017 2018 2019 2020 2021 2022

Noun 
Verb 
Adjective

e. Shared 
lev

f. Shared 
car

a. Shared 
bike

b. Bus

c. Subway/
tram

d. Taxi

5.0
4.0
3.0
2.0
1.0

3.9
3.5

3.4

3.4
3.93.7

RATE (total): 3.6

RATE  
(by type of transport)

Level of Hateful

Sentiment – Emotions

Sadness 1.6%

Anger 
21.8%

Joy 23.1%

4.8%

Amsterdam, Netherlands

Sentiment – Polarity (total)

Sentiment – Polarity (per type of transport)

e. Shared lev

f. Shared car

a. Shared bike

b. Bus

c. Subway/tram

d. Taxi

48.7% 27.4% 17.1%

33.3% 25.5% 28.9% 12.2%

45.9% 34.8% 12.7%

52.6% 10.1% 28% 9.4%

45.1% 40.4% 10.3%

45.4% 42.5% 6.9%

69.8% 11.1% 15.9%

Positive Negative Mixed Neutral

6.8%

6.6%

4.2%

5.2%

3.2%
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EXPERIENCE NOTEBOOK & MOBILITY MAPS
To further investigate the perceptions, mobility choices, and 
challenges faced by residents in UPPER cities and countries, 
a combination of both qualitative and quantitative research 
techniques was used. This resulted in the creation of a mo-
bility map showing the average transport mode used and the 
reasons for using a certain mode. The technique is based on 
anthropological research and aims to provide a better under-
standing of people’s requests and expectations regarding the 
mobility services in their cities. The ultimate goal is to enable 
both PTOs and PTAs to better meet the public’s expectations. 
Transport user profiles were constructed according to vari-
ous demographic variables and characteristics. These profiles 
were then linked to preferences for transport modes and rea-
sons for using certain modes of transport within that group. 
Mobility maps were built for each of the following groups: 

 �adults with children
 �the elderly
 �people with functional diversities
 �low-income groups
 �women
 �young people

PT
ES

IT

FR HU

BE

GR

DE

NO

General 
mobility map

EUROPE`S

Frequency of use

Bus 58%

53%

17%

16%

17%

15%

PUBLIC TRANSPORT 44%

Metro, tram or train

Taxi

Shared LEV

Shared car

Shared bike

Car or motorcycle 75%

PRIVATE TRANSPORT 45%

Public transport 75%

ACTIVE MODES 11%

Reasons of use & main improvements 
in public transport modes

Bus
Proximity of the stop, cost 
and affordability, 
interconnection with other 
modes

REASONS OF USE

Service frequency, cost and 
affordability, interconnection 
with other modes

Metro, tram

Timetables, service at 
especific hours, speed 
journey time, interconnection 
with other modes

Train

Comfort, reliability 
(punctuality), flexibility, 
security, accessibility

Taxi

Awareness and sustainability, 
lack of alternatives, health 
and wellness

Shared LEV

Lack of alternatives, comfort, 
flexibility, security, 
accessibility

Shared car

Health and wellness, 
awareness and sustainability, 
lack of alternatives

Shared bike

Frequency, 
punctuality/reliability, good 
connections

Frequency, punctuality, 
security

Frequency, punctuality, 
security

Pricing structure, friendly and 
professional, customer 
service

Quality and reliable, easy to 
use, customer service

Cars well mantained, 
minimize fines, prevent 
charging problems

Improve bikes, locate bike 
stations, integrate the service 
into public transport

IMPROVEMENTS

Reasons of use & main 
improvements in active modes 
and private transport

On foot Health and wellness, awareness and sustainability, 
cost and affordability

Awareness and sustainability, health and wellness, 
cost and affordability

Lack of alternatives, awareness and sustainability, 
interconnection with other modes

Speed journey time, comfort, reliability (punctuality)

Lack of alternatives, speed journey time, timetables 

REASONS OF USE

Bike

Skate, e-scooter

Car

Motorcycle

Main measures 
for the near future
DATA SHARING AND 
TECHNOLOGIES
To adapt public transport stops and 
facilities

Real time public transport data

Increase the offer in peri-urban areas 
and in low demand areas

SUSTAINABILITY

Prioritize public transport

Financial incentives

Balance the level of service and 
passenger satisfaction

Figure 4: Mobility map aggregating all user profiles

All the mobility maps developed in UPPER are included in 
the report on the related deliverable, available at: 
https://www.upperprojecteu.eu/wp-content/uploads/2024/01/
D2_1_UPPER_User_mobility_needs_V1_0.pdf

Autonomous Holon vehicle, will be tested by Hamburger HOCHBAHN

https://www.upperprojecteu.eu/wp-content/uploads/2024/01/D2_1_UPPER_User_mobility_needs_V1_0.pdf
https://www.upperprojecteu.eu/wp-content/uploads/2024/01/D2_1_UPPER_User_mobility_needs_V1_0.pdf
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Mobility 
modes

Mobility story
I go cycling to University because it's the quickest 
and easiest option. Going to University by PT takes 
me the same amount of time, but it costs money and 
is not so functional. Sometimes I walk because it's 
more efficient in time moving without using any 
vehicle, but my feet hurt and I avoid walking. I go by 
walking when I meet with other people if it's the 
quickest and easiest option. If the distance is big, 
sometimes I move by public transport. When I go 
shopping or to the gym I 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. I 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 I can easily park near the 
various amenities. Omnipresence of the car is 
annoying and problematic. 
When I go out with friends I walk or take the bus or 
metro. If one day we come home late, we take a taxi 
for 4 people. To visit relatives, I go with my parents 
on foot or by car.

Expectations from public transport  for the 
future
They would like to see bikes and scooters on the subway, train and tram to 
a greater extent; demand more improvements related to technology 
aspects (apps, real-time data, ticket purchasing systems based in MDMS 
and adapted to different social groups); and expect multimodal nodes, low 
emission zones and participative governance and dialogue formats.

Young people 
mobility map

USER PROFILE

Jean
NAME

My name is Jean, I am 21 years old, I 
study and live with friends. I move 
around everyday by bike. 

Sociodemographics

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

AGE

They are usually students or workers.

MAIN OCCUPATION

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

HOUSEHOLD

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 if they are women and 
the cause is sexual harassment.

GENDER PERSPECTIVE

1 Reasons and needs

■ 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 
uses 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.

REASONS

■ 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 essential 
to promote a good service.

NEEDS

■ 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.

2 Mobility awareness

In general, the group of young people is willing to 
modify their habits and are not representative of a 
low level of mobility awareness.

LOW AWARENESS LEVEL

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

3

Figure 5: Mobility map for young people

Adult with children 
mobility map

USER PROFILE

Reasons and needs

■ They believe 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. 
■ They use the bike and walk for cost and 
affordability, as well as sustainability and 
well-being.
■ 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.
■ Metro/tram use is associated with frequency, 
speed and comfort.

REASONS

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

NEEDS

2 Mobility awareness

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.

LOW 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.

HIGH AWARENESS LEVEL

3Sociodemographics

This group represents people with children, men 
and women that need to commute with them.

AGE

They are usually workers, family caregivers, and 
housekeepers.

MAIN OCCUPATION

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

HOUSEHOLD

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.

GENDER PERSPECTIVE

1

Mobility story

Expectations from public transport  
for the 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.

Gabriele
NAME

My name is Gabriele, I’m 38 years old, I 
live with my wife and children and I am 
in charge of taking them to school.

I 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 I 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 I have 2 children that depend on me, I have to use the car to 
ensure that I 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.
I usually leave home to take the little girl to kindergarten, then I take 
the child to school, which is 5 minutes away by car, and finally I 
reach my workplace and from there, again for work reasons, I move 
on foot. In the afternoons, having a compact cargo bike, I ride with 
my second child to sport activities and, a couple of times a week, I 
go shopping. I 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. I 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).

Mobility 
modes

Figure 6: Mobility map for adults with children
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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.

MAIN OCCUPATION

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

HOUSEHOLD

Sociodemographics

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.

AGE

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 transport increases 
due to accidents.

GENDER PERSPECTIVE

Mobility story
On a day-to-day basis I walk, to buy, go to the bank, 
go to the doctor... Some years ago, I used to buy in 
larger supermarkets, I went by car with my husband 
(he loved to drive). Now we buy nearby in local 
supermarkets. If I have to travel to the city, my sons 
take me by car. I used to take the bus but I am afraid 
of falling. I 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 I took two buses. There were few 
people and the buses arrived quite frequently. Then 
I came back home, and there were even less people 
at the bus. I chose the bus again to pick up the child 
(his grandson) from school; I took 2 buses. The 
perfect experience, they coordinate perfectly; now 
the buses are doing very well. Then we went to a 
shopping centre with 2 buses, the transfer was at 
the same bus stop. On the way back, we took the 
same buses.”

Mobility awareness

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.

LOW 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. 

HIGH AWARENESS LEVEL

Reasons and needs

■ Higher degree of satisfaction with public 
transport due to the less importance of the time 
factor.
■ Greater enjoyment of travel time.
■ They walk for health and well-being. Although 
after 75 years of age they reduce their trips.
■ Reduction of use of your own bike and do not 
use a motorcycle and shared modalities (bike, 
electric scooter, motorcycle...). 
■ Reduction of all modes of transport from the 
age of 75 (especially they stop using their own 
car, bus, train and taxi).

REASONS

■ Reduction of the number of trips when health 
problems appear. They need measures of 
accessibility. 
■ They feel more unsafe in shared transport 
modes because of accidents. 

NEEDS

Expectations from public 
transport  for 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.

Elderly people 
mobility map

USER PROFILE

Paqui
NAME

My name is Paqui, I am 78 years old, 
and I live with my husband Pedro, who 
is 75 years old.

1 2 3

Mobility 
modes

Figure 7: Mobility map for elderly individuals

UPPER CITY-LEVEL MEASURES

Following the initial study described above, which was 
conducted during the first year of the project, each 
of the UPPER cities worked to better define their 
desired measures — particularly the target groups — 
followed by the development and implementation of 
interventions on the ground. As the overall project is 
due to finish in December 2026, the implementation 
stage is still ongoing.

BUDAPEST: NEIGHBOURHOOD TO 
NEIGHBOURHOOD TRAVEL PATTERNS 
The public transport authority in Budapest, Hungary —  
BKK — is in charge of the development of the Budapest 
Public Transport Network Development Strategy. With-
in the framework of this strategy development, a survey 
was conducted in five selected areas of the city to as-
sess tangential travel habits. Tangential travel refers to 
trips undertaken between districts without connections 
through the city centre.  

Figure 8: Map of Budapest: travels between the highlighted districts are 
considered tangential
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Respondents from each of the five highlighted districts were 
asked to list the other districts of Budapest they usually travel 
to at least once a month and provide information on the reason 
for travel, the mode of transport used (including any transfers 
from one mode to others), the frequency of such travel, the 
trip duration, whether or not the trip passed through the city 
centre, reasons for the modal choice, and satisfaction levels. 
The vast majority of respondents in the five districts said 
they were travelling frequently, at least once a month, to the 
immediately adjacent districts — e.g. residents in District III 
reported travelling most often to District II (69%) and Dis-
trict IV (46%). The reason for such travel was predominant-
ly not linked to work, with leisure, shopping, and entertain-
ment being the most often cited reasons for travel between 
adjacent districts. Especially in the context of changing work 
patterns, it is extremely important for the PT sector to cater 
to non-commuting trips.

Figure 9: Map of Budapest: trips originating from a district
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The majority of the trips identified did not pass through 
the city centre. However, even in cases where report-
ed PT trips included transfers, the modal share of public 
transport was greater than that of private car travel. Pub-
lic transport was the primary mode of transport for most 
of the pairs of districts studied. However, in the case of 
trips from District IV to III, IV to XV, and XV to XVI, pri-
vate cars were the primary mode. Speed, reduced num-
ber of transfers, and proximity of stops to the destination 
were the top reasons for making a PT trip. When asked 
why public transport was not chosen for a trip, the top 
reasons were slowness, numerous transfers, and the need 
to transport heavy or bulky luggage. 
It is important to note that Budapest is a city with a very 
high PT modal share in general, which is also reflected 
in the choices that residents make for their transversal 
travel between neighbouring districts. The majority of 
PT users stated that they were satisfied with the trips 
between adjacent neighbourhoods. In destination pairs 
where private cars were the most used mode, the share 
of passengers who said they were satisfied with public 
transport (overall) was significantly higher than the share 
of passengers who were ‘very satisfied’. 
The study on travel patterns for tangential trips is the 
main output of UPPER’s BUD_03 measure, and the re-
sults are being used by BKK to identify new PT connec-
tions to respond to users’ travel needs. 

VERSAILLES GRAND PARC: PERCEIVED 
PUBLIC TRANSPORT QUALITY OF SERVICE 
Versailles Grand Parc (VGP) conducted a survey of 
‘Communauté d’Agglomération’ residents to get a better 
understanding of their perception of the quality of ser-
vice (QoS) of the PT modes and services in their region. 
This qualitative public perception data complemented 
the quantitative indicators collected on a quarterly basis 
by Île-de-France Mobilité (IDFM), the regional trans-
port authority. The collection of a combination of qual-
itative and qualitative data is deeply rooted in the belief 
that in order to shift people’s mobility habits from private 
cars to PT, both the actual QoS and perceived QoS need 
to be at high levels. 
During UPPER, an initial survey was conducted in 
2023/2024 to establish the baseline values. A compar-
ative survey will be conducted at the end of the project 
in 2026 to assess the effectiveness of any communica-
tion and other actions undertaken by the various mobility 
stakeholders during the project. The perception baseline 
survey focused on five elements of PT QoS — PT offer, 
information available, comfort and cleanliness, whether 
they needed any additional service, and security of ser-
vice — with a further breakdown by transport mode used. 
In terms of satisfaction with the range of PT services 
provided, satisfaction with the routes available was simi-
lar across the three modes in the VGP area — bus, tram, 
and suburban rail. On the other hand, respondents per-
ceived trams as more reliable, i.e. suffering from fewer 
service interruptions, than both bus and suburban rail 
services. Moreover, the quantity of tram services was 
seen as superior to that of buses and suburban rail, during 
both peak and off-peak hours. In terms of information 
provision to travellers, the reliability of the information 
provided was seen as lower for buses than for both railway 
and tram. Looking at the cleanliness and comfort of fa-
cilities/stops and vehicles, trams were perceived as better 
than trains, which, in turn, were perceived as better than 
buses. Crowdedness at peak times was seen as having 
an impact on all three modes, as satisfaction with over-
all travel conditions was higher at off-peak times than 
peak times. In terms of perception of security, respond-
ents reported feeling generally at low risk of aggression 
in vehicles, while waiting at stops, and after alighting the 
vehicle. The lowest reported fear of safety issues was on 
buses, potentially due to the proximity of stops to final 
destinations and comparatively shorter in-vehicle times. 
The results of this survey were shared with IDFM to give 
them a view of users’ perception of their services, and the 
data is also being used by the VGP mobility department 
to determine what they need to focus on during their 
own mobility-related campaigns.Budapest, Hungary
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LEUVEN: IMPROVING CITY-LEVEL  
PUBLIC TRANSPORT POLICIES 
The backdrop of the UPPER interventions in Leuven is a 
major reorganisation of the public space in the city cen-
tre, coupled with a change in the bus network serving the 
city, as well as the surrounding area. 
To this end, the City of Leuven conducted a number of 
street surveys with citizens on how they had travelled into 
the city centre, their motivation for travel, and the mode 
used for their trip. The current use of PT, peripheral park-
ing lots, and mobility hubs was also covered. This qualita-
tive data is being integrated into an improved process for 
mobility data management, visualisation, and reporting 
developed by the City of Leuven. 
The survey highlighted the need to provide information 
on service disruptions to customers, thus allowing for al-
ternative plans to be made. Interestingly, it was non-us-
ers who declared themselves dissatisfied with PT ser-
vices. Declared satisfaction levels were high among PT 
users, regardless of frequency of use. This suggests that 
the major challenge is getting users to take the first step 
towards PT. 
Regarding the use of Park and Ride (P&R) lots, i.e. where 
a free bus service is provided from the parking lot to the 
city centre, the survey showed that the P&R lots are used 
frequently by both commuters (daily use, work trips) and 
for recreational purposes (less frequent use, for shopping 
or free time). However, commuters preferred walking 
from the P&R lots to their final destination rather than 
taking the free bus, which underscores the importance 
of the P&R lots’ location. Inner-city parking lots had a 
different user profile, with very few being frequented by 
the survey respondents on a daily basis and the reason for 
travel being mostly shopping or free time. 
Overall, the survey results on P&R lot use reflect the need 
for balance and location proximity to the desired destina-
tion by trip purpose when designing parking policies.
The street survey data has already been used to inform 
citywide transport policies, with a new dashboard being 
created to visualise transport data within the city. More-
over, the city’s transport portal is being updated to show 
information that was previously targeted at car drivers. 
As a next step in UPPER, a second street survey was 
conducted in the summer of 2025, with the aim of get-
ting a better understanding of the public’s knowledge of 
the most recent mobility developments in the city and 
gauging the level of satisfaction with planned and imple-
mented initiatives.

Figure 10: Use of Park and Ride lots by trip purpose

LISBON METROPOLITAN AREA: 
SUSTAINABLE URBAN MOBILITY 
PLAN DEVELOPMENT AND SERVICE 
ADAPTATION TO ALL USERS
Lisbon has implemented a range of innovative measures 
within the framework of the UPPER project, with gathering 
feedback from specific target groups being at the forefront of 
the activities undertaken by the project partners in the city. At 
the same time, the metropolitan authority, Transportes Met-
ropolitanos de Lisboa (TML), is in the process of adopting and 
implementing a Sustainable Urban Mobility Plan (SUMP) for 
the entire region, covering 18 municipalities. The plan follows 
the four-phase approach described by the European Com-
mission’s Urban Mobility Observatory: 1 — Preparation and 
analysis; 2 — Strategy development; 3 — Measure planning; 
and 4 — Implementation and monitoring. 
As the TML is moving into Phase 3 of the creation of the SUMP 
at the metropolitan level, a public consultation process has been 
put in place to ensure the representation and buy-in of local 
stakeholders in the actions and measures that will be included 
in the final plan. Five participative assembly sessions were con-
ducted as part of the consultative process for the plan, with the 
goal of gathering views and potential co-creation actions from 
the different geographic areas of the AML. Moreover, the plan 
also underwent a strategic environmental assessment, with cit-
izens and interested stakeholders in the area having the oppor-
tunity to submit their comments in May-July 2025. 
For the same UPPER measure in Lisbon — LIS_03, with the 
goal of improving mobility planning, PTO CARRIS conducted 

Shopping 
49%

Leisure activities 
33%

Work 
7%

Visiting family or friends 
5%

Medical  
3%

School 
2%

Other 
1%

https://urban-mobility-observatory.transport.ec.europa.eu/sustainable-urban-mobility-plans/sump-guidelines-and-decision-makers-summary_en
https://urban-mobility-observatory.transport.ec.europa.eu/sustainable-urban-mobility-plans/sump-guidelines-and-decision-makers-summary_en
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a perception study among its customers. As CARRIS operates 
bus and tram services in Lisbon, this study focused on PT with-
in the municipality of Lisbon. The study on customer percep-
tions of CARRIS aimed to get insights on how different user 
profiles — including clients, non-clients, and employees —  
view the current service. Using a qualitative methodology that 
included focus groups and customer journey mapping, the 
study identified perceived strengths, such as network cover-
age, affordability, and sustainability, alongside challenges like 
lack of reliability and poor real-time information provision.
The findings highlight the need for a more efficient and bet-
ter-integrated network and enhanced real-time passenger 
communication. Moreover, this exercise enabled the de-
velopment of ‘personas’ reflecting key user groups and their 
specific mobility needs. Moving forward, these findings will 
inform CARRIS’s network redesign.
One of the requirements raised by customers, especially in 
metropolitan area journeys, was an integrated app allowing 
users to travel across the region. As part of their activity 
in UPPER measure LIS_07, Transportes Metropolitanos 
de Lisboa focused on enhancing the features of the new 
Navegante app, which allows PT customers to renew, check 
the validity period, and pay for their season pass for PT and 
sustainable mobility services in the entire metropolitan 
area. The objective of this campaign was to strengthen the 
brand’s presence — with PT users already being familiar with 
Navegante as the ticketing card support app in use within 
the city — and connection with users, as well as building 
trust between customers and app developers directly.

Figure 11: Lisbon Navegante App APP Screenshot

MANNHEIM: NEW DIALOGUE FORMATS  
TO SUPPORT CITIZENS IN TRANSITIONING 
TO SUSTAINABLE TRANSPORT MODES 
UPPER measure MAN_01 aims to provide citizens with 
tailored information to support them in switching from 
private cars to PT and other sustainable modes of trans-
port. To do this, the residents of Mannheim and the Ver-
kehrsverbund Rhein-Neckar (VRN) area were asked for 
their input in terms of service and information needs. To 
elicit participation from individuals who would otherwise 
be unlikely to participate in public consultation, a serious 
game1 was selected as a public participation method in all 
UPPER sites — additional information is available in the 
Resource section of the project website. Held in Sep-
tember 2023, the Mannheim Serious Game was con-
ducted, focused on understanding the needs of various 
PT user groups at three pre-selected stops. 

1 The serious game is a format of public participation, similar to a focus group, designed to gather input from individuals who rely on public transport but are often unable or unlikely  
to participate in more standards types participatory formats. 

Picture 1: UPPER serious game board from Mannheim

Second, during the Mobility Week 2024, a Data Walk was 
organised with citizens in the metropolitan area to highlight 
the various datapoints and sources that are being used by 
the authorities to monitor and plan services. This also pro-
vided an opportunity to extend cooperation beyond the 
UPPER project partnership, with the City of Mannheim, 
MobiData BW®, SmartCity Mannheim, Rhein-Neck-
ar-Verkehr GmbH, and Rhein-Neckar Transport Associa-
tion all being involved in the activity. 

Picture 2: UPPER Data walk, 2024

https://www.upperprojecteu.eu/wp-content/uploads/2023/10/UPPER-D2.3-Serious-Game-Report_pu_v1.0-1.pdf
https://www.upperprojecteu.eu/wp-content/uploads/2023/10/UPPER-D2.3-Serious-Game-Report_pu_v1.0-1.pdf


UPPER TOOLKIT: U-GOV

An additional workstream of the UPPER project is focused 
on developing a suite of information technology (IT) tools 
that can be used by city authorities and PTOs to achieve 
objectives related to sustainable urban mobility. The seven 
U-TOOLs have been developed by the project’s techni-
cal partners, responding to a set of requirements that the 
project partners collectively agreed on. Once a software 
solution has been developed to respond to these require-
ments, interested UPPER cities and partners are acting as 
‘beta-testers’, using the U-TOOL in the implementation 
of their UPPER measures. The technical readiness level 
(TRL) of the final versions of the U-TOOLs is expected 
to be at 8-9; commercial release may be envisioned in the 
Exploitation Plan that will be drawn up for each U-TOOL.  
Among the seven U-TOOLs developed, U-GOV focuses 
on citizen engagement, as targeted engagement and the 
co-creation of solutions play important roles at many of 
the UPPER sites. U-GOV aims to facilitate these ac-
tivities by providing a platform for citizen interaction. It 
has been designed to foster participation at four distinct 
levels: information/sensitisation, consultation/dialogue, 
collaboration/co-creation, and alliance/decision-making. 
The objective of U-GOV is to serve as a conduit for ad-
dressing the expectations and aspirations of various citizen 
organisations seeking involvement in PT-related deci-
sion-making processes. The tool is currently being tested 
in local languages at six UPPER project sites. Starting in 
the autumn of 2025, U-GOV will be used to collect citi-
zen feedback on the information provided and equipment 
installed for several UPPER measures implemented in Va-
lencia. This includes information and guidance provided to 
citizens in and around stops, with reference to multimodal 
connections, as well as information delivery methods de-
veloped for people with physical disabilities.

NEXT STEPS

As seen in the description of the UPPER measures and 
activities, the work of using more comprehensive meth-
ods to respond to customer demands related to mobility 
services is ongoing. The role of UPPER is to demonstrate 
the benefits of these methods and bring them into main-
stream mobility planning, for both PTOs and PTAs. 
The UPPER project will continue until the end of 2026, 
allowing for the evaluation of the tools used, as well as 
the overall impact of the work done at the project sites. 
Cities that want to learn more about the project’s meth-
ods, approaches, measures, and results are invited to join 
UPPER’s replication programme. Ten selected cities will 
be given exclusive access to workshops with UPPER city 
representatives, who will discuss in detail their challenges 
and success factors in implementing their objectives in 
UPPER. Scan the QR code below for more information: 

Project information is available here and on LinkedIn 
and Youtube. 
UPPER contributes to achieving the aims of the CIVITAS 
Initiative and the goals of the EU Mission: Climate-Neutral 
and Smart Cities.
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