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B - Fundamental needs

(Desmet & Fockkinga, 2020)
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C - Sensitising booklet

YOUR JOURNEY
Thank you for participating in this research about the quality of the public 

transport network in The Netherlands. This booklet is about your specific 

travel experience in public transport. After the booklet is filled in, we will 

go over your anwers and I will ask some aditional questions. There are no 

wrong answers and it will be fully anonymous. 

In this booklet you will document your journey. It contains a few questions 

to create a timeline of your travel experience, see other side. 

Let’s begin!

What is your final destination (e.g. home/work)? Write at: 

in your timeline
1

Where do you travel from? (e.g. home/work)? Write at:

in your timeline
2

What means of transport are you using? Use them on the line based 

on the time you spend with them. 
3

Do you have any transfers between the means of transport (e.g. 

catch a different train?) Draw this and include the expected time you 

have for the transfer.

4

Is there anything else you want to include in your timeline? If yes put 

this also in the timeline. 
5

PREPERATION

What moments during the journey do you feel positive? Draw 

the emotion you feel in the timeline, describe with keywords what 

happens. 

6

What moments during the journey do you feel negative? Draw 

the emotion you feel in the timeline, describe with keywords what 

happens. 

7

And when and where could the quality be improved?10

DURING

Can you shortly describe the overall experience of your journey?8

When looking back at your journey, where and when do you think 

the quality of the public transport was good?
9

AFTER

walking bike bus train tram metro



1312

D - Interview guide

Introduction; 
- thanks for taking your time

- permission to record the interview

- consent form

Current situation – the specific commute
1. Can you explain your journey using your timeline 

(Sensitising booklet)

- What happened? 

- How did you those things make you feel?

- Why?

2. Can you explain the answers you gave in your 

sensitising booklet?

3.How could the journey be made more nice? How 

could it have a better quality?

4. So which aspects do you find important in the 

public transport network?

5. And why did you choose to commute with the 

public transport network in this journey? And why in 

general?

Previous experiences 
6. How was this journey different or similar to other 

journeys? How so?

7. Can you give an example of a memory of a 

nice journey? Why was this nice for you?

8. Can you give an example of a memory of a not 

so nice journey? What happened? What could have 

improved the journey? And why?

Future experiences
9. Imagine you can create your desired future high 

quality public transport network? How should it look 

like? (try to push outside the box ideas) 

R-net
10. Do you know R-net?

11. What do you think it stands for?

12. What associations do you have with R-net (show 

R-net pictures for reference)

13. Which disadvantages or advantages do you see 

with R-net?

14. Do you make use of the R-net or would you in the 

future? And why?

Closing
Thank you for taking the time

E - Found needs interivews

Comfort
Comfort applies to a comfortable surroundings in 

which the commuters travel, for example the train or 

bus needs to be new, clean, have comfortable interior 

and temperatures. This applies also to the waiting 

areas like the station or a bus shelter. Another thing 

that was mentioned was a cup of coffee you can drink 

in the train which brings comfort. 

Ease
For the commuters ease was important in the sense 

of that they don’t need to watch the road and that they 

are being transported without any effort. Furthermore, 

the need of ease comes back for the wish to extra 

facilities like the OVfiets and the information apps. 

Especially those facilities have been from the last 

couples of years and will most likely increase even 

more according to the commuters. Another thing 

that was mentioned was the wish for long enough 

transfers between connection so the commuter 

doesn’t need to rush. 

Free of worries
Free of worries was mostly mentioned as a answer of 

why commuters prefer a direct route. Because then 

they are sure that they can keep their seat and there 

is no the worrying of missing the next train. Clear, 

actual and accurate information was also important 

for the commuters, this gave them peace of mind. 

Also a frequent schedule and guaranteed place for 

the bike provides free of worries, because then the 

commuter does not need to plan. 

In control
Another reason why commuters want accurate travel 

information is because the need of being in control. 

This way, they can anticipate on the information 

and make decisions accordingly. The need of being 

in control came also from wanting a free choice of 

orientation of seating place for the commuter. 

Reliability
Every one of the commuters found reliability one of 

the most important things. There were different means 

of being reliable mentioned; in the operating schedule 

and in de provided travel information. They wanted to 

trust those elements. 

Feeling of safety
The need of feeling safe is important for commuters. 

This need was found from different aspects. First, 

because of safety measures undertaken by the 

organisation, like lights, checks, camera and 

enforcement of the rules. But also, people want to be 

aware of what is happening in their surroundings to 

make sure they are safe. However, the commuters 

believes the feeling of safety can be improved with the 

way the drivers drive. They could drive the bus more 

safe, responsible and considerate of the passengers.

Due to the current situation of COVID-19, people 

prefer quiet trains, so they have less chance of 

contamination. So this is also an important wish for 

the feeling of safety. 
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Privacy
Privacy was often mentioned in the interviews. The 

commuters want to have enough space and be as 

little as possible disturbed by the other travellers. 

They mentioned they don’t want to hear other’s 

awkward conversations and prefer to shut them out.

No waste of time
The frequently heard wishes of fast connections, 

direct/efficient routes and not standing in traffic 

actually comes down to that people value their own 

time. They don’t want to waste this by waiting, having 

a transfer, have too many stops along their route or 

go via a detour.

Innovation
The need of innovation was mentioned by the 

commuters. They are happy to see innovations 

happen and especially if this influence the speed of 

their public transport route.

Efficient travel time
Commuters have the need to spend the time they 

travel efficiently. This came back in a frequently 

named wish for a place to sit so they could do 

something. This was either working or relaxing. Other 

wishes were also related by those two, like a good 

and trustworthy internet connection and well behaved 

travel companions who won’t disturbed them. This 

way they can work or have time for themselves to 

reach their destination well-rested.

Accessibility
Another need is that public transport is accessible 

for everybody and that it is inclusive. An example 

mentioned by the commuter is that it should be low 

costs so it will attract more people.

Trustworthy organisation
The need for a trustworthy organisation was 

mentioned by the commuters in different ways. 

First, the organisation should be responsible for 

their (tax)money and should invest this wisely. The 

commuter doesn’t want to see a waste of money, like 

a bus shelter which is never used. Furthermore, the 

commuter wants good and safe organisation skills 

when something goes wrong, like a delay or other 

problems. The commuter wants an organisation in 

which they can believe that they are doing the right 

thing for them.

Sustainability
Last, the need for sustainability was often times 

mentioned to be a good reason to choose for public 

transport. The commuter would like to see this 

improved, for example with electric buses. 

F - Desired future visions according to 
commuters
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G - Authorities in R-net

Province Noord-Holland
The province of Noord-Holland is located in the 

northwest of The Netherlands. They are responsible 

for the public transport within all the municipalities 

except for those of the Amsterdam Transport 

Authority. The only regional operator in Noord-Holland 

is Connexxion. 

Province Flevoland
The most part of Flevoland is operated by OV Regio 

IJsselmond, which is a subsidiary company of 

Connexxion. They strive for a good availability in time 

and place, sufficient comfort and a good feeling of 

safety. The municipality of Almere and Lelystad are 

self-responsible for their public transport by bus. In 

Almere operates Keolis, in Lelystad Arriva. Lelystad is 

not part of R-net. 

Amsterdam transport authority (Vervoersregio 
Amsterdam)
As client is Amsterdam Transport Authoriy responsible 

for the public transport in fiteen municipalities, among 

which the city Amsterdam itself, see figure X. Its focus 

is creating the optimum accessibility within the area 

and act as director for this. The area is devided in four 

parts with each their conscession. These include the 

bus, metro and tram. GVB, Connexxion and EBS are 

the operators of the concessions in the area. Next 

to granting consessions works the tranport authority 

together with (regional) roadadministrators and 

operators to improve the public transport services. 

 

MRA
The province Noord-Holland, province of Flevoland 

and the Amsterdam Transport Authority collaborate 

together as the Metropoolregio Amsterdam (MRA). 

They believe by working together the challenges and 

ambitions of the future can better be tackled. The 

vision of MRA for the public transport is, together 

with the bike and car, being part of an integrated and 

emission free system by which residents and visitors 

can travel fast, sustainable and efficient from door-

to-door. €15,4 billion euros is needed to achieve the 

goal of the desired network in 2040. This vision is in 

line with the general vision of public transport in The 

Netherlands discussed in chapter X. 

Province Zuid-Holland
The province Zuid-Holland is responsible for the 

public transport with the exception of the Rotterdam-

The Hague metropolitan area (MRDH). This comes 

down to three concessions which are operated by 

Arriva, Qbuzz and Connexxion. Furthermore, in 

2005 is decided that the province will be responsible 

for two train connection; between Dordrecht and 

Geldermalsen and between Gouda and Alphen 

aan den Rijn. This is the reason only those train 

connections belong to R-net, because the other 

connections are owned by the government of The 

Netherlands. 
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H - Overview strengths and weaknesses R-net

strengths
• R-net forces the authorities to collaborate with 

each other.

• R-net has a clear collaboration agreement in the 

board agreement.

• R-net has a strong reputation among the 

operators and road administrators.

• R-net seems to be the reason for an increase in 

demand of high quality public transport.

• R-net seems to be the reason for the 

stakeholders to make more money available for 

high quality public transport.

• implementation of R-net takes place at a clear 

moment, with a new concession. 

• The authorities and operators of R-net believe 

in the concept behind R-net as it increases the 

quality of the public transport network. 

• Brand awareness has been rising.

• R-net has its own website. 

• R-net has its own Facebook page.

• R-net has had multiple campaigns to increase 

brand awareness.

Weaknesses
• Conflict of interests between the different 

stakeholders

• None of the stakeholders have R-net as their top 

priority

• A feeling of responsibility is missing from the 

stakeholders

• Commitment, time and capacity is lacking in the 

board of representatives

• The structure of the collaboration between 

the authorities makes it impossible to make 

overarching decisions of R-net as a whole.

• Insufficient communication within the board and 

to the rest of the organisations 

• Operators don’t have enough say in the decisions 

made about R-net

• Routes are transformed into R-net even though 

they are not high quality enough nor have this 

potential and nobody is stopping this.

• The traveller is not involved in the conversation 

about R-net causing a lack of knowledge about 

their needs 

• The requirements of R-net in the concessions 

are often less strict as should be according to the 

R-net handbook.

• All the elements of R-net need to collaboratively 

come together at the same time with 

implementation, but this timing is difficult leading 

to confusing situations

• R-net is becoming outdated instead of being a 

premium brand, because they are not innovating.

• Implementing R-net with urban operators is a 

struggle, because of the negotiations.
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Weaknesses
• Compensations in the negotiations between the 

authority and urban operator about implementing 

R-net leads to different executions.

• R-net is positioned as one brand, but actually 

stands for different things depending on area and 

operator.

• The brand R-net is under pressure. The 

operators find it hard to communicate its 

distinctive features and question the value for the 

traveller. 

• R-net is confusing for the traveller as the 

modalities look like just another operator, display 

a lot of other brands and the name R-net is 

similar to RET.

• The traveller does not know what R-net is or 

stands for.

• The traveller does not see R-net as a premium 

brand.

• The social media page is outdated.

• They have no customer service

• An overarching branding/communication strategy 

is missing

I - Iterations future vision

Iteration 1
The first iteration consisted of a scenario with different 

steps in the future journey from travelling from home 

to work. The trends are either reflected directly or 

indirectly and act as behind the scenes enables or 

motivators. 

Scenario
A person will choose to go to work only when 

necessary. A desired transport mode is chosen and 

he would walk to a hub. He drives on an electric step 

to the station and smoothly gets on the train through 

life data. In the train he can spend his time effectively. 

His work is close to the station so he can walk the 

last-mile. 

Proud to travel with the public transport network
In the future the commuters should choose for the 

public transport network instead of, for example, the 

car and would feel proud by this. Proud because they 

would help the people and planet as public transport 

is considered the more sustainable and space 

effective alternative. 
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Iteration 2
The second iteration has a bigger focus on some 

selected trends relevant to the public transport 

network. Also needs found in the co-creation sessions 

are incorporated. The scenario consists of the same 

elements as iteration 1, however it is transformed into 

one visual to make it more attractive. Also, the journey 

back home is included in the scenario, see figure X.

Scenario
The start of the scenario is equal to iteration 1. 

However the journey back home shows a more 

complete picture. The person takes a bus directly 

from his work to school. There he can get a bike also 

suitable for transporting his kids. 

Travelling with the public transport network is the 
normal
In the future, in 2040, travelling with the public 

transport network is the normal. This would mean 

a lot of people would choose for this option and are 

content with the journey.

Insights from validation for iteration 3
Presentation R-net
During a meeting with the ‘core team’ members of 

R-net the future vision was presented and generated 

an in-depth discussion, see figure X. In general 

they could imagine the vision and found it realistic. 

However, they did see some obstacles. They saw 

themselves as a part of this chain by offering some 

mobility solutions, like the bus. 

Other insights:

• It is good the traveller is put at the center. 

• Missing the option to stay at home

• The bus in the vision could very well be a BRT 

(Bus Rapid Transit) bus as this concept works 

with direct routes

• This vision would need customisation in a lot of 

different parts, for example in different cities. 

• Its striking the car is removed from this vision. 

With all good efforts to increase capacity in public 

transport, it will still not be enough to remove the 

car. 

• Logistical problems of all the people going to 

the station with a step in the morning, how can 

guarantee availability? 

• Interesting to think about the role of the 

government in this vision. 

Insights from others
The vision was also discussed in an informal way with 

the supervisory team and some commuters. It was 

found that it could have a stronger connection with my 

analysis. The commuters all reacted in a positive way 

and would be very happy to see this really happening. 

The commuters argued they would be more willing 

to use the public transport network. However most 

people could not envision eliminating their own (e)

bike completely. 
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Iteration 3
With another reflection on the analysis phase and 

the input from the meeting with R-net stakeholders, 

a final iteration was made. This iteration shows a 

clear difference between the trends and needs from 

my research. This will be further explained in chapter 

six. Furthermore, the design is more attractive and 

professional which is important to present it with 

confidence. See figure X.

Scenario
The scenario is very similar to the previous iteration. 

The biggest difference is the ‘adaptive system’ which 

got a recognisable reason to get the kids from school.

Commuting with the public transport network is 
the norm
The title has changed to make it more clear the focus 

group are commuters. The public transport network is 

the norm, the needs of the commuter are satisfied. 

J - Co-creation session 1
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K - Co-creation session 2
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L - Trends

Demographic trends
Growing cities: The number of inhabitants in cities 

continues to grow at the expense of the numbers of 

people in the countryside. This increase puts pressure 

on the public spaces in the cities. It is getting too busy 

in the streets, on the roads and in public transport. 

Some cities are starting to introduce car-free 

neighbourhoods or find other ways to ward of cars 

as cars relatively need a lot of space, for example for 

parking. 

Individualism: You can’t speak anymore of the city 

or the citizen. The masses are fragmentised and 

locations, positions, preferences, opportunities and 

ambitions are different for everybody. Never have 

there been so many small households. The individual 

sets more and more requirements for customization 

and freedom. Also social media plays a big role in 

individualisation by personalising the information 

people see. This creates a separation of people with 

different lifestyles who don’t meet and talk to each 

other anymore.

More complex lives: There is an increase in the 

activity patterns for people. People have more and 

more roles and responsibilities that they have to 

combine in their life. This is also reflected on the 

travel behaviours of people. They don’t just go directly 

go to their destination, but go from A to B via C and D. 

They come from work but get first some groceries and 

then pick their child up from day-care.

Economic trends
Pay-per-use: Servitization and pay per use has been 

introduced over the last couple of years. People pay 

for the use of the product, instead of the product 

itself. For example with the bike, with Swapfiets 

where people pay a monthly fee to have a bike and 

repair services to have the guaranteed a bike. In 

the upcoming years this will increase with the micro 

mobility services. Experts believe this will eventually 

also be introduced with cars, as it provide insights 

into the actual costs and therefore can make a more 

realistic choice. 

Less travelling: Shopping from home has been 

a trend for a long time now. However, due to the 

COVID-19 pandemic now also working from home 

is the normal. Furthermore, people are getting used 

to communication with friend from home. Experts 

believe people will also keep working from home 

during some days of the week. Therefore, people 

have less need to travel. 
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Socio-cultural trends
Flexibilisation. The way people work is changing in 

which the importance of time-and location preferences 

develops with the help of new technological 

advancements. More and more working takes place 

outside the real offices and office hours. For example 

that people choose for working in a “workhub” with all 

different people in which you can rent a place which 

is accessible with public transport. This trend has also 

the potential to decrease the peakhour rush, because 

travelling will be spread over a longer period of time. 

Travel time enrichment: Experts believe that the 

time people spend in public transport more and more 

changes into working time and therefore spend it 

more effectively. They will for example have virtual 

meetings and there will be facilities available to make 

this possible. 

Active mobility: The interest to walking as a mode 

of transport is increasing. Also because of electric 

bikes in The Netherlands more people travel by bike 

instead of by car or public transport. The electric 

bike is a good alternative for distances up to 15 

kilometres. This is beneficial because of health 

reasons and for the quality of the public spaces. This 

realisation is getting more attention of people and the 

authorities. 

Technological trends
Real time data gathering and providing: The 

sensors in our phone, home, offices, transport modes 

and public places gather increasingly data about us 

and the people around us. With the help of algorithms 

predications are made about behaviour and with this 

it can give advice in our lives. For example, it gives 

the most optimal travel route and real time travel 

information. However, we need to watch out for digital 

exclusiveness and also keep in mind the people 

without the smartphone. 

New forms of (electric) mobility: Over the lasts 

years, new forms of electric mobility have been 

introduced. For example, electric bikes, scooters, 

steps and hover boards. Expert believe drones and 

the Hyperloop could be implemented in this list in the 

future. 

MaaS: Mobility as a Service is a new concept that 

integrates different mobility services into one single 

digital platform for a door-to-door transport and 

planning. In the Netherlands are several pilots to 

experiment with MaaS. The new technology trend 

of real time data gathering and providing makes this 

possible. Most likely it will be a complex network with 

collaborations between competitors. 
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Policial trends
Complex networks The worls is becoming more 

and more complex as everything can connect with 

each other. These network has its benefits, but also 

its challenges. In the future it is expected to become 

even more connected.

Competitor collaborations
In this connected world, competitors are forced to 

work together to achieve the same goal. This is 

because the challenges were are facing today, like 

climate change, it impossible to tackle alone. 

Ecological trends
Green cities. Cities are warding of cars and having 

green in cities is becoming more important as the 

benefits, for example cooling of the city and mental 

health, are gaining more attention.

Car shame
The current trend is flight shame. People realise the 

harm flying does to the environment and travel more 

conciously. The next thing on this could be car shame, 

as this is also bad for the environment with CO2 

emmissions. 

M - Evaluation on requirements CH2
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