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Bookability of International Train Tickets project title

Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project.

start date 27 - 09 - 2023 07 - 03 - 2024 end date

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet

complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money....), technology, ...).

space available for images / figures on next page

Every year, many European countries welcome travellers from all over the world. Many of these travellers travel by
plane with short distance flights from one European country to another. However, as people are becoming more
aware of the environmental impact of travelling, there has been an increasing need for more sustainable travel
options. Travelling by train could serve as a more sustainable alternative to flying, especially for short distance travels.

Though both forms of transport have negative impacts on air pollution, greenhouse gas emissions, noise, soil and
water pollution, habitat damage and produce waste, the environmental costs of travelling by train are significantly
lower than travelling by plane (European Environmental Agency, 2021). Therefore, the European Union, governments
and railway companies see great value in promoting train travel over flying for shorter journeys. Some countries, like
France, are even introducing a short-haul flight ban on routes where a comparable more sustainable alternative is
available, in the effort to cut down on journeys that could also be made by train (Euronews Green, 2023).

Another party that is invested in this effort and client in this project is Royal HaskoningDHV (RHDHV), a global
consulting engineering company of which the Rail department works closely together with railway companies in
Europe. RHDHV's mission is to ‘Enhance Society Together’, through which they take responsibility for having a positive
impact on the world with sustainability being one of their main focus points. The Rail department of RHDHV has
therefore taken a keen interest in improving international train travel. As part of their efforts to accelerate the air to rail
transition for short distance travels, they have identified several crucial steps, with ticketing being a significant aspect.

Unlike booking a flight ticket - which can be done within just a few clicks - finding, comparing, and booking a train
ticket has proven to be a more challenging task. Recent research conducted by the University of St. Polten in Austria
(Preslmayr, 2022) focused on the bookability of international train tickets. The study showed that more than one-third
of the participants were unable to find and book an international train ticket, highlighting the difficulty of this process.
Travellers encounter difficulties with finding suitable tickets, such as tickets being unavailable on certain platforms,
limited route alternatives are presented and the need to buy tickets from multiple carriers, among other challenges.

There are certain barriers within the railway industry that could be the cause of the difficulty that travellers experience
during the booking process. Different types of barriers are: organisational, infrastructural, operational and political
barriers.

For this graduation project, | will focus on improving and simplifying the bookability of international train tickets, while
taking the existing systemic barriers into consideration.

Stakeholders in this project include: Royal HaskoningDHV, governments (like the Ministry of lenW), railway companies
(like NS International, Deutsche Bahn, OBB, etc.) and third party ticketing platforms (like Happyrail, Trainline etc.).

References:

European Environmental Agency (2021). Transport and environment report 2020: Train or

plane? EEA Report No 19/2020.

Euronews Green (2023) The introduction of France’s short-haul flight ban has renewed calls for Europe to cut down on
journeys that could be made by train. Euronews.green. Retrieved on 31 August 2023, from https:.//www.euronews.com
Preslmayr, T. (2022) Improving international rail ticketing - great potential for model shift. ST. Polten University of
Applied Sciences.
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image / figure 1:  lllustration of transitioning from air to rail for short distance travels

image / figure 2. __Difference in bookability of plane tickets vs. international train tickets
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PROBLEM DEFINITION **

Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **

State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

This project focuses on a specific aspect of a much bigger effort, namely the air-rail transition. In order to reduce the
environmental impact of air travel, opting for train travel within Europe presents a more sustainable alternative.
According to a research conducted by the St. Polten University of Applied Sciences (2022), travellers experience
obstacles when attempting to book a train ticket, with one third being unable to complete their booking. Previous
graduation projects of Inge Boon and Laura van Overhagen also showed that the difficulty of the booking process of
international train tickets is an obstacle for travellers. Therefore improving the bookability of international train tickets
has been identified as a key factor in the air-rail substitution. During this project, | will address this problem with the
following research question: How can the booking process for train travel within Europe be optimised to achieve a
positive travel experience?

The primary challenge is about travellers’ experience during the bookings process. However, there are certain systemic
barriers that should be considered during this project. In order to travel internationally within Europe, one must
navigate various carriers, different regulations per country, diverse ticketing systems and rules, limited cooperation
between carriers, restricted information exchange amongst stakeholders, and more. All these factors show the
complexity of the context which partially explains the cause of the current complexity of the booking process. In order
to create a user-centred solution that is also feasible, both travellers' needs and systemic barriers should be considered.

References:
Presimayr, T. (2022) Improving international rail ticketing - great potential for model shift. ST. Pélten University of
Applied Sciences.

prototype to be able to test with users.

This graduation project will result in a design for a service (platform) that enables travellers to easily find and book train
tickets to travel within Europe. In order to resolve the previously stated problem, | will need to get to the core of what
is hindering users in this booking process that prevents them from booking their tickets. In order to do this, user tests
will be conducted of the current booking platforms to explore what obstacles users face in this booking process. For
this project, | will mainly focus on holiday travellers and not business travellers, since business travellers do not always
book their own tickets, have limited control over their mode of transport and have very different travel needs and
values. A lot of research has already been conducted about the railway industry and how it operates and could
potentially improve. Therefore, a lot of information is already available. In addition, to the recreated Austrian study, | will
build upon existing knowledge of the industry to get an understanding for how these barriers impact the booking
process. | will consider which barriers can realistically be addressed on a short term basis and which | will have to work
around. Based on the results of my research phase, | will iteratively design and prototype a service concept which
caters to the needs of travellers. Finally, | will conduct a comparative usability evaluation in which | will test the
designed concept and determine if it indeed improves the bookability of international train tickets.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within

the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term
meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance
because of holidays or parallel activities.

Travellers Interviews
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| will take a human-centred design approach while also combining service design and UX design. In order to improve
the bookability of international train tickets, | believe it is of great importance to involve the user in different phases of
the design process. But since the context is quite complex and many different stakeholders are involved, | plan on
taking a holistic service design approach through which I will consider the ecosystem surrounding the rail-industry.
Finally, | will adopt a UX design approach to understand the usability issues users face during the booking process and
to eventually design new interaction concepts.

This project follows a double diamond approach with four phases: Discover, Define, Design and Evaluate. Due to the
complexity of the context of this project an additional preparation phase is added. During this phase, | will have the
time to get acquainted with the context, its stakeholders, experience travelling by train myself and see to some final
preparations for the start of the project. The planning of this graduation is based on 100 days, which including holidays
and breaks will result in a 22 week project.
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
specific tool and/or methodology, ... . Stick to no more than five ambitions.

| have a personal interest in this topic as | love to travel but also care about the environment and the impact | have on
it. In the past, | have explored the possibility of train travel as a more eco-friendly option, but | struggled finding
suitable tickets and usually opted for flights instead. It appears that | am not the only one, as there are many who want
to travel in @ more sustainable manner but find it difficult to do so. Given the international focus on the sustainable
development goals and the need for more environmentally friendly alternatives, | firmly believe in the importance of
improving the bookability of international train tickets. | am excited to be able to contribute to this cause, seeing the
potential for train travel to become a more viable option for travellers like myself.

In addition, as a Design for Interaction student, | have a keen interest in exploring user experiences and approaching
design from a user-centred perspective. The primary challenge of this project revolves around addressing the ticket
purchasing and travel preparation processes for travellers, which is in line with the user-centred way of designing that |
have been taught. Both service design and UX design play a big role in this project as they are essential for creating the
‘ideal service platform that caters to the travellers needs. Over the past few years, | have gained experience with both
service design and UX design through my academic pursuits, internships, and extracurricular projects. | am eager to
apply and expand upon these skills throughout the duration of this project. For my future career, | would love to
explore ways to combine service design and UX design, and | believe that this project is a perfect stepping stone for
that.

My personal learning ambitions:

- So far | have been able to work in service design projects and UX/UI design projects, but never one that combines
both. In the professional landscape, | have noticed that these two disciplines are often separated in different
departments. However, | strongly believe that integrating service design and UX design can lead to great results as
they can build on each other. Therefore, | have the ambition to explore how to effectively combine these two design
approaches.

- In addition, | have the ambition to improve and gain confidence in my usability test skills, which | will need to
evaluate the current ticketing process and see how it compares to the potential future ticketing platform as well as see
how this competes with plane ticket platforms.

- Moreover, I would like to improve my project management skills which include organisation, planning, stakeholder
mangement, communication, decision making and overall managing a project on my own.

This project would be a great success for me when:

... I have had a lot of fun during the project and really enjoyed working on it.

... lam able to create a cool platform that meets the travellers needs and desires.

... l'am able to prove that with the newly designed platform, travellers are able to find and book train tickets much
more easily and are therefore more likely to use this mode of transport.

... I'have made a contribution to the air to rail transition for short distance travels.

FINAL COMMENTS

In case your project brief needs final comments, please add any information you think is relevant.
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	Project Introduction: Every year, many European countries welcome travellers from all over the world. Many of these travellers travel by plane with short distance flights from one European country to another. However, as people are becoming more aware of the environmental impact of travelling, there has been an increasing need for more sustainable travel options. Travelling by train could serve as a more sustainable alternative to flying, especially for short distance travels. 

Though both forms of transport have negative impacts on air pollution, greenhouse gas emissions, noise, soil and water pollution, habitat damage and produce waste, the environmental costs of travelling by train are significantly lower than travelling by plane (European Environmental Agency, 2021). Therefore, the European Union, governments and railway companies see great value in promoting train travel over flying for shorter journeys. Some countries, like France, are even introducing a short-haul flight ban on routes where a comparable more sustainable alternative is available, in the effort to cut down on journeys that could also be made by train (Euronews Green, 2023).
Another party that is invested in this effort and client in this project is Royal HaskoningDHV (RHDHV), a global consulting engineering company of which the Rail department works closely together with railway companies in Europe. RHDHV’s mission is to ‘Enhance Society Together’, through which they take responsibility for having a positive impact on the world with sustainability being one of their main focus points. The Rail department of RHDHV has therefore taken a keen interest in improving international train travel. As part of their efforts to accelerate the air to rail transition for short distance travels, they have identified several crucial steps, with ticketing being a significant aspect. 

Unlike booking a flight ticket - which can be done within just a few clicks - finding, comparing, and booking a train ticket has proven to be a more challenging task. Recent research conducted by the University of St. Pölten in Austria (Preslmayr, 2022) focused on the bookability of international train tickets. The study showed that more than one-third of the participants were unable to find and book an international train ticket, highlighting the difficulty of this process. Travellers encounter difficulties with finding suitable tickets, such as tickets being unavailable on certain platforms, limited route alternatives are presented and the need to buy tickets from multiple carriers, among other challenges.

There are certain barriers within the railway industry that could be the cause of the difficulty that travellers experience during the booking process. Different types of barriers are: organisational, infrastructural, operational and political barriers.

For this graduation project, I will focus on improving and simplifying the bookability of international train tickets, while taking the existing systemic barriers into consideration. 
Stakeholders in this project include: Royal HaskoningDHV, governments (like the Ministry of IenW), railway companies (like NS International, Deutsche Bahn, ÖBB, etc.) and third party ticketing platforms (like Happyrail, Trainline etc.).
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	Project Problem: This project focuses on a specific aspect of a much bigger effort, namely the air-rail transition. In order to reduce the environmental impact of air travel, opting for train travel within Europe presents a more sustainable alternative. According to a research conducted by the St. Pölten University of Applied Sciences (2022), travellers experience obstacles when attempting to book a train ticket, with one third being unable to complete their booking. Previous graduation projects of Inge Boon and Laura van Overhagen also showed that the difficulty of the booking process of international train tickets is an obstacle for travellers. Therefore improving the bookability of international train tickets has been identified as a key factor in the air-rail substitution. During this project, I will address this problem with the following research question: How can the booking process for train travel within Europe be optimised to achieve a positive travel experience?

The primary challenge is about travellers’ experience during the bookings process. However, there are certain systemic barriers that should be considered during this project. In order to travel internationally within Europe, one must navigate various carriers, different regulations per country, diverse ticketing systems and rules, limited cooperation between carriers, restricted information exchange amongst stakeholders, and more. All these factors show the complexity of the context which partially explains the cause of the current complexity of the booking process. In order to create a user-centred solution that is also feasible, both travellers' needs and systemic barriers should be considered. 
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	Project Assignment in 3: Design a service that enables travellers to easily find and book train tickets to travel around in Europe in order to be able to travel in a more sustainable way. The user-product interaction will be taken into account while also considering the existing systemic barriers and challenging them when necessary. The aim is to deliver a sufficiently functional service prototype to be able to test with users. 
	Project Assignment Elaboration: This graduation project will result in a design for a service (platform) that enables travellers to easily find and book train tickets to travel within Europe. In order to resolve the previously stated problem, I will need to get to the core of what is hindering users in this booking process that prevents them from booking their tickets. In order to do this, user tests will be conducted of the current booking platforms to explore what obstacles users face in this booking process. For this project, I will mainly focus on holiday travellers and not business travellers, since business travellers do not always book their own tickets, have limited control over their mode of transport and have very different travel needs and values. A lot of research has already been conducted about the railway industry and how it operates and could potentially improve. Therefore, a lot of information is already available. In addition, to the recreated Austrian study, I will build upon existing knowledge of the industry to get an understanding for how these barriers impact the booking process. I will consider which barriers can realistically be addressed on a short term basis and which I will have to work around. Based on the results of my research phase, I will iteratively design and prototype a service concept which caters to the needs of travellers. Finally, I will conduct a comparative usability evaluation in which I will test the designed concept and determine if it indeed improves the bookability of international train tickets.
	Planning Gantt: 
	Planning Elaboration: I will take a human-centred design approach while also combining service design and UX design. In order to improve the bookability of international train tickets, I believe it is of great importance to involve the user in different phases of the design process. But since the context is quite complex and many different stakeholders are involved, I plan on taking a holistic service design approach through which I will consider the ecosystem surrounding the rail-industry. Finally, I will adopt a UX design approach to understand the usability issues users face during the booking process and to eventually design new interaction concepts. 

This project follows a double diamond approach with four phases: Discover, Define, Design and Evaluate. Due to the complexity of the context of this project an additional preparation phase is added. During this phase, I will have the time to get acquainted with the context, its stakeholders, experience travelling by train myself and see to some final preparations for the start of the project. The planning of this graduation is based on 100 days, which including holidays and breaks will result in a 22 week project. 
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	Project Motivation: I have a personal interest in this topic as I love to travel but also care about the environment and the impact I have on it. In the past, I have explored the possibility of train travel as a more eco-friendly option, but I struggled finding suitable tickets and usually opted for flights instead. It appears that I am not the only one, as there are many who want to travel in a more sustainable manner but find it difficult to do so. Given the international focus on the sustainable development goals and the need for more environmentally friendly alternatives, I firmly believe in the importance of improving the bookability of international train tickets. I am excited to be able to contribute to this cause, seeing the potential for train travel to become a more viable option for travellers like myself. 

In addition, as a Design for Interaction student, I have a keen interest in exploring user experiences and approaching design from a user-centred perspective. The primary challenge of this project revolves around addressing the ticket purchasing and travel preparation processes for travellers, which is in line with the user-centred way of designing that I have been taught. Both service design and UX design play a big role in this project as they are essential for creating the ‘ideal’ service platform that caters to the travellers needs. Over the past few years, I have gained experience with both service design and UX design through my academic pursuits, internships, and extracurricular projects. I am eager to apply and expand upon these skills throughout the duration of this project. For my future career, I would love to explore ways to combine service design and UX design, and I believe that this project is a perfect stepping stone for that.

My personal learning ambitions:
- So far I have been able to work in service design projects and UX/UI design projects, but never one that combines both. In the professional landscape, I have noticed that these two disciplines are often separated in different departments. However, I strongly believe that integrating service design and UX design can lead to great results as they can build on each other. Therefore, I have the ambition to explore how to effectively combine these two design approaches.
- In addition, I have the ambition to improve and gain confidence in my usability test skills, which I will need to evaluate the current ticketing process and see how it compares to the potential future ticketing platform as well as see how this competes with plane ticket platforms.
- Moreover, I would like to improve my project management skills which include organisation, planning, stakeholder mangement, communication, decision making and overall managing a project on my own. 


This project would be a great success for me when:
… I have had a lot of fun during the project and really enjoyed working on it.
… I am able to create a cool platform that meets the travellers needs and desires.
… I am able to prove that with the newly designed platform, travellers are able to find and book train tickets much more easily and are therefore more likely to use this mode of transport.
… I have made a contribution to the air to rail transition for short distance travels.
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