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User-centred design of mobility-related services

Abstract

Public transport is one of the services that is offered to a maximum range of different customers. In a
project at FH Joanneum, we identified 20 different means of transport, 10 personas with 10 different
optional attributes and more than 20 scenario settings.

Based on these examples we set up a four-dimensional matrix enabling us to predict the maximum
number of different combinations of personas, means of transport, attributes and scenario settings.
Every possible combination represents a scenario that has a certain probability of happening in real
life. This concept is illustrated with a series of case studies in form of scenarios and storyboards, i.e.
the visualised versions of the scenarios.

Most unforeseen events arising in public transport have their roots in the lack of interconnectivity or
infoconnectivity bewteen different transport modalities. Typical problems arise if one or more
exceptions from large user groups, frequent travel times or frequent travel itineraries occurs. Our
structured analysis of the current status can serve as a basis to create new concepts aimed at
improving the public transport sector’s service quality, usability and customer satisfaction.



