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UITP (Union Internationale des Transports Publics) is the International Association of Public Transport and a passionate champion of sustainable
urban mobility. It is the only worldwide network to bring together all public transport stakeholders and all sustainable transport modes.
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TYPES OF PUBLICATIONS
UITP members can access all of our publications for free on

POLICY BRIEF

EU POSITION PAPER

STATISTICS BRIEF

A Policy Brief outlines recommendations to decision
makers based on a specific topic. Often Policy Briefs
can be derived from a longer report. They were formerly
called Focus Papers. Policy briefs are approved by UITP
policy board.

An EU Position Paper presents the opinion of UITP’s
European members on a specific EU legislation or initiative, with the objective to explain why we are in favour/
against some provisions in a specific EU legislation/EU
legislative proposals. EU position papers are approved
by UITP EU Committee.

Selected statistical data, often on an international scale
and specific mode or topic. Often derived from a larger
report and supported by a full dataset.
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> Available on our Website

FREE FOR
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FREE FOR
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> Available on our Website

ACTION POINTS

KNOWLEDGE BRIEF

REPORT

An Action Point provides recommended actions for the
sector on a specific topic. They are often focusing on
new trends or innovations affecting the sector. Action
Points are approved by UITP policy board.

A Knowledge Brief is a short note on a knowledge topic.
It is often a shortened version of a report. Knowledge
briefs were formerly called a Core Briefs.

A report is an extensive publication providing enriched
details on a topic. It offers clear argumentation for a
wide target audience, and often supported with a deeper analysis through technical explanations and several
best practice case studies.
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> Available on MyLibrary
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Non-members can order by sending an email to
publications@uitp.org
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FIELD STUDY ON BUS DEPOTS
AND BUS MAINTENANCE
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Includes SORT for hybrid buses and E-Buses
The main aim of the SORT project is to design reproducible
test cycles for on-road tests of buses in order to measure
their fuel consumption. This 2014 revised edition presents
an additional protocol for hybrid buses called SORT-Hy, for
hybrid vehicles that cannot be externally recharged (charge
sustaining HEV). This edition thus complements both the
2004 edition (12-metre single chassis buses, mounted with
diesel engines) and the 2009 edition (providing SORT formula for different single deck sizes of buses). More info:

UITP PROJECT E-SORT
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This technical study evaluates the differences between various engine technologies and examines the consequences
of those differences. Based on the in-the-field experience
of international public transport companies, this report
addresses the need for economical and environmentally
friendly engine technologies for the future. It provides a
solid overview of the factors to bear in mind when planning
a public transport bus depot and highlights key aspects to
consider for certain engine technologies.
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● “SORT” testing methodology: a new protocol for hybrid buses
● Electric buses addendum
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VREF, UITP AND BRT+ COE REPORT

This report argues that a systemic approach, acknowledging
that BRT impacts and performance depend on local conditions. It draws on the global knowledge of the VREF BRT +
CoE to pay particular attention to Africa through the cases
of Cape Town and Dakar.
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TRANSFORMING CITIES WITH BUS:
RAPID TRANSIT (BRT) SYSTEMS

TRANSFORMING CITIES WITH BUS
RAPID TRANSIT (BRT) SYSTEMS

This report seeks to assess various approaches to understand the rate of return and the impact of different regulatory contexts under which bus systems operate. It is noted
that the rate of return is relevant regardless of the operator,
or how the sector is regulated. It is important to highlight
that the required rate of return may change depending on
the form of regulation adopted.
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THE IMPACT OF ELECTRIC
BUSES ON URBAN LIFE
JUNE | 2019

INTRODUCTION

BENEFITS OF ELECTRIC BUSES FOR CITIES

To meet their transport emissions reduction targets, many cities are setting up transport strategies, considering electric mobility and more specifically electric buses for their public transport
networks. These political choices are part of cities’
efforts to improve air quality in urban spaces, not
only to take part in the global effort to combat
climate change but also to make cities healthier
places to live in. Apart from the positive local impact of electric buses on cities’ air quality, these
changes have infrastructural impacts on urban
space and on the organisation of the transport
network. Impacts will vary according to the technology chosen and the level of deployment. Rethinking the interface between the bus and the
urban infrastructure may result in a better integrated mobility and higher quality of life in cities.

INCREASING URBAN QUALITY OF LIFE:
AIR QUALITY AND HEALTH
Today in Europe, GHG emissions linked to transport account for 25% of total GHG emissions of which urban
buses account for 8%1 (per passenger per km). Renewing
and modernising bus fleets to cleaner technology, is always
an opportunity for cities to improve the quality of transport and reduce polluting emissions, despite the technology chosen (lower norm of diesel, CNG or electric). Electric buses are part of this renewing process to modernise
a network and improve air quality. By replacing their conventional buses with fully electric buses, cities wish to cut
CO2 emissions linked to transport and fine particles at exhaust such as PM and NOx which are known to have negative effects on citizens’ health. Since fully electric buses
do not emit any emissions at tailpipe and are quiet, they are
often put forward in political strategies to enhance health
and quality of life in urban centers.

Trolley Bus
1,7%
Standard Bus
67,7%

Figure 1. Bus fleet types

1. Definition of different vehicle fleet types is available in the annex
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IN MOTION CHARGING

INNOVATIVE TROLLEYBUS
MAY | 2019

The objective of this Policy Brief is to provide decision makers, urban planners and authorities with an overview of the
benefits electric buses can bring to cities and to help them
understand their various infrastructural impacts on urban
spaces and space needs.

- 15 seconds during the boarding of passengers, Opportunity charging, charging at the terminus stops between
the shifts, Overnight charging, charging during the night
at the bus depots or In Motion Charging.

INTRODUCTION

Urban sprawl and the significant environmental
degradation are among the main factors that have
led to a renewed interest in urban development and
sustainable urban mobility. The latest technologies
answered the public call for better environmental
and post-fossil alternatives. The electric transition
is not inexpensive but by using high efficiency systems, like light or heavy rail, the electrical drive can
be cost-effective, sustainable and, in the end, a given no-brainer solution.

In Motion Charging provides a very efficient and interesting solution for the electrification of city transport. All
other means of charging on the spot have their potential
limits, as electrical energy is approximately 100 times
longer than chemical energy transfer, pumping diesel
into the bus.
In Motion Charging can be also combined with opportunity charging.
This Knowledge Brief presents the benefits of introducing trolleybuses with In Motion Charging into a city. It
also describes the benefits of upgrading an already existing trolleybus system with In Motion Charging technology, combining passing under the overhead wires network
with battery charge while operating in autonomous battery mode (with lowered current collectors).

IN MOTION FEEDING
Electric transport solutions are based on the permanent
supply of electric energy to the vehicle in motion, what
is called In Motion Feeding. The development of electric
batteries led engineers to propose new environmentally
friendly solutions and make electric vehicles more flexible and maneuverable for operators.

A VERY EFFICIENT AND INTERESTING
SOLUTION

1. EU Commission Expert Group on Clean Bus Deployment; D2 Procurement and Operations.
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Double deck bus
5,0%
Minibus
5,2%
Midibus
8,4%
Articulated bus
12,0%
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The objective of this policy brief is to provide
decision makers, urban planners and authorities
with an overview of the benefits electric buses can
bring to cities and to help them understand their
various infrastructural impacts on urban spaces
and space needs.

These numbers are related to the average of the entire
sample, so the situation might be different if the focus is
on specific countries. For example, in Argentina, Denmark, Finland, Japan, Nigeria and Republic of Korea,
more than 90% of the buses are standard buses which is
largely above the average.
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GLOBAL TRENDS FOR THE WORLD’S
BUS FLEET
THE SPLIT OF VEHICLE TYPES
Almost 68% of bus fleet are standard buses (as regular
12-meter buses). A further 12% of them are articulated
and the remainder consists of midibuses, minibuses,
double-decker and trolleybuses . The precise share of
each type of bus is represented in Figure 1.
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INTRODUCTION

In this report, the main results of a world-wide
survey on more than 320 bus operators in 46
countries, including 29 European countries, are
presented. The data was collected on a number of
operational indicators, most of them on bus fleet.
Each of the indicators are introduced and further
explained in this report, with graphs illustrating the
findings.
Since it was not possible to study all bus operators
in the world, a sampling process was set up which
led us to the selected operators. Further information on the sampling can be provided upon request.
Complementary to this report, an extensive dataset, presented by countries and indicators is also
available.

RS

Dissemination
Level
Leader/Responsible
of Deliverable

This document is describing the standards and definitions
that are used in the ASSURED project for conformance
and interoperability testing of vehicles and chargers. As the
standards related to the testing are not yet finalized, or are
lacking definitions of some of the parts required for successful interoperability, this document is used to define the
missing requirements.

BE

Reference specification

AVAILABLE ON OUR WEBSITE

The main results of a world-wide survey on more than
320 bus operators in 46 countries, including 29 European
countries, are presented. The data was collected on a number of operational indicators, most of them on bus fleet.
Each of the indicators are introduced with graphs illustrating the findings. Since it was not possible to study all bus
operators in the world, a sampling process was set up which
led us to the selected operators. Further information on the
sampling can be provided upon request. An extensive dataset, presented by countries and indicators is also available.
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Type of Deliverable

There are several ways of charging electric systems such
as Flash charging, charging at the bus stops for about 10
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IN MOTION CHARGING:
INNOVATIVE TROLLEYBUS
This Knowledge Brief presents the benefits of introducing
trolleybuses with In Motion Charging into a city. It also describes the benefits of upgrading an already existing trolleybus system with In Motion Charging technology, combining passing under the overhead wires network with battery
charge while operating in autonomous battery mode (with
lowered current collectors).
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Includes tendering for E-bus
The UITP Bus Tender Structure 2018 Report is an update
of our previously published guidance document for tendering buses and related services, published in 2009, in order
to ensure that it adequately covers the evolving introduction
of electric buses. The new Report also reflects more general
changes in the sector, thereby ensuring that the document
remains credible and of value to all participants.
PRICE: €160.00
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IMPACT OF COVID-19
ON INDIAN BUS OPERATORS
MAY | 2020

INTRODUCTION

PROVIDING INSIGHTS
FOR A RESPONSE STRATEGY

Since March 25, the Government of India has imposed a lockdown to contain the spread of Covid-19. Public transport services have been limited
to essential services only. The ban on operations
during lockdown, combined with fixed costs such as
salaries, has caused significant financial losses to
operators. It is predicted that even when services
resume, demand will not resume to pre-lockdown
levels particularly due to the physical distancing
norms and passengers’ perceived risk of travelling
in public transport.

The objective of the survey was to derive insights that can
inform decision makers and fellow public transport agencies in developing a post-Covid response strategy that
best addresses their needs. This was done by understanding the operators’ condition before the lockdown during
normal operations, conditions during the lockdown and
the measures to be taken up during service resumption
post lockdown. Responses from 27 bus operators covering government, private, urban and intercity operations
were collected. This document presents the aggregated
findings from the survey across all agencies.

UITP and the World Bank have surveyed bus operators across India to understand the specific financial and operational impacts of the Covid-19
outbreak on Indian public transport agencies, and
the support needed as they prepare to resume their
services. This Statistics Brief provides an overview
of the specific challenges faced by the sector and
the support needed to address these challenges.
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IMPACT OF COVID-19 ON
INDIAN BUS OPERATORS
UITP and the World Bank have surveyed bus operators across
India to understand the specific financial and operational impacts of the Covid-19 outbreak on Indian public transport
agencies, and the support needed as they prepare to resume
their services.

© Reuters
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UITP has over 500 bus operator members.
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During the Trial Run, the Operator provides
evidence of being capable of operating and
maintaining the system in an efficient and safe
manner, according to the required specifications.
Compared to traditional non-automated lines,
the Trial Run of an automated system assumes
greater importance, due to both a higher technological system complexity as a whole, and a critical
organisation considering the smaller amount
of staff on trains and stations. Furthermore, an
enhanced level of knowledge and training for the
staff is required.

The purpose of the Trial Run is to verify:
- That the Operator staff knows all the practical aspects of their job,
are capable of performing it effectively and that the Operation &
Maintenance (O&M) organisation in place functions effectively as
a whole;
- That the Operator is capable of operating and maintaining all assets
of the system in a safe way, in order to obtain the license for the start
of passenger operations;
- That the Operator is capable of operating the systems according
to the required specifications in normal, fallback and emergency
operation modes;
- That the system can be operated in accordance with its expected
performance.
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Collective mobility is delivered through many
forms and systems, ranging from the traditional
forms of rail and road vehicles in all designs and
sizes, so-called unconventional systems (cable,
monorails…), or even more personalized forms of
shared mobility like taxis, car-sharing etc., each
with its own operating features and performance
levels.
As a promoter of sustainable mobility, UITP recognizes that all formats of transport do have a
role to play in cities and regions and that only
well-designed and seamless integration of all
complementary modalities suited to the local requirements will offer citizens quality options to
choose public transport over individual mobility.

As a result, light rail systems can now be found in 53 countries on
all continents; they move 45 million people every day in 388 cities
(Nov. 2015). Prospects are very promising, as around 80 cities are
building or planning their first LRT line.

New LRT system openings - 1985-2015
80
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Completion of the trial phase is a key precondition for the start of passenger service.
(photo: © VAG Verkehrs-Aktiengesellschaft Nürnberg – Claus Felix)
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All formats of transport do have a role to play in cities and
regions and that only well-designed and seamless integration of all complementary modalities suited to the local
requirements will offer citizens quality options to choose
public transport over individual mobility.

history
In the 1950/70ies, many countries dismantled their tram lines
to provide space for cars. A few cities modernised and upgraded
them with newer vehicles and (partly) segregated tracks and Light
Rail Transit (LRT) was born! Since the mid-80s, street rail systems
have enjoyed a strong revival; many cities, where tramways had
disappeared, started to build new LRT schemes: primarily in North
America and in Europe, but since the beginning of the new Millennium they have also been introduced in the Middle East, Asia-Pacific and more recently in South-America and Africa.
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The Trial Run phase is becoming increasingly
important during the start-up of a new line or
its extension. Its successful completion is a key
precondition for the start of passenger service.

light rail: a tool to serve Customers and Cities

This discusses how the Trial Run phase is becoming increasingly important during the start-up of a new line or its extension. Its successful completion is a key precondition for
the start of passenger service.

GOALS OF THE TRIAL RUN PHASE

LIGHT RAIL: A TOOL TO SERVE
CUSTOMERS AND CITIES

knowledge Brief
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DEFINITION AND RECOMMENDATIONS FROM THE UITP OBSERVATORY OF AUTOMATED
METROS
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Knowledge BrieF
light rail transit – a saFe means oF transport

introduction

The aim of this document is to demonstrate the
objective reality of safety records of Light Rail
Transit (LRT), based on statistical data from a
number of cities from various countries.

In 2009, UITP released a core brief with the same title. On the
basis of accident statistics of several cities the core brief was able
to illustrate that LRT is a safe means of transport.
Since its publication the core brief was used as a source in several European research projects and studies. As the database is no
longer up-to-date, the Light Rail Committee of the UITP decided
to:
• update the database
• increase the number of investigated cities
As a result, the differing network structures can be taken into account.
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lrt – part oF the puBlic street space

© UITP

In traditional systems trams share the same pathway as general
road traffic; newly built LRT systems operate on partly separated
infrastructure, still within public street space but segregated from
private transport pathways. The right of way is regulated by laws,
signage and signaling equipment.

Peaceful and safe coexistence with pedestrians in Leidsestraat, Amsterdam, 2009
© Aqnus Febriyant
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OCTOBER 2018

This study provides an extensive and global picture of “commuter railway” systems in the rest of the world. It focuses on
29 countries who are serving around 100 specifically identified metropolitan areas + all major cities of Japan, Russia,
Ukraine, Israel, Korea and Taiwan which have a more extensive geographical coverage.

Under these preconditions the UITP Light Rail Committee set
out to examine “how safe is LRT?”. The research assignment is to
check whether the assumption “LRT is safer than private transport
(especially cars)” can be confirmed by robust statistical analysis.

Generally trams move in public street space and are “operated by
sight”, just like all other road users.

DATASET

COMMUTER RAILWAY LANDSCAPE

REPORT

COMMUTER RAILWAY
LANDSCAPE

This document is to demonstrate the objective reality of
safety records of Light Rail Transit (LRT), based on statistical data from a number of cities from various countries.

context

In the public opinion and the media, accidents
involving trams are frequently reported in a very
negative way. The main reason behind this is that
due to limited number of occurrences, public
opinion tends to react more emotionally.
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LIGHT RAIL TRANSIT: A SAFE MEANS
OF TRANSPORT
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INTRODUCTION

years will however overshadow this achievement: if
confirmed projects advance to plan, by 2023 the
number of automated metro km in the world is set
to triple, with most of the growth taking place in
China. This Statistics Brief offers a general overview of the world metro automation landscape today and its expected future evolution.

In March 2018 automated metros reached the
1,000km milestone with the opening of the Pujiang Line in Shanghai. As of December 2018,
nearly a quarter of the world’s metro systems have
at least one fully automated line in operation. In
total, there are 64 fully automated metro lines in
42 cities, operating 1,026km, a 27.7% increase in
km over the 2016 World Report figures. The next
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High capacity lines: more than 700 passengers per train
Low capacity lines: under 300 passengers per train

Medium capacity lines: 300 to 700 passengers per train

Figure 1: Cities with fully automated metro lines in operation, as of 31 December 2018
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INTRODUCTION

As of 31 December 2018, tram and light rail systems (both described as LRT in this article) are
available in 389 cities across the world. The present

article describes the evolution of LRT since 2015,
and provides a snapshot of the situation in 2018.

EUROPE

40 systems
111 lines
1,596 km
770 m pax

SOUTH
AMERICA
8 systems
10 lines
110 km
151 m pax

EURASIA

204 systems
1,276 lines
9,296 km
10,422 m pax

83 systems
735 lines
3,483 km
2,061 m pax

ASIAPACIFIC

AFRICA
1 system
2 lines
34 km
38 m pax

MENA

11 systems
37 lines
238 km
415 m pax

42 systems
133 lines
1,090 km
794 m pax
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Includes Statistics brief, report and dataset
The statistics in these documents, collected by UITP, cover
each of the metro systems in the world operational at the
end of 2017. The Statistics Brief is a snapshot of the more
in-depth, granular analysis of the underlying trends in the
construction and operation of metro systems worldwide
which can be found in the full Report. The in-depth Report
also contains an extensive Dataset highlighting the following annual data points for each metro system.

DATASET

THE GLOBAL TRAM AND
LIGHT RAIL LANDSCAPE

2018

WORLD METRO FIGURES
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THE BENEFITS OF FULL
METRO AUTOMATION
SEPTEMBER | 2019

MOBILITY: the transport system must efficiently
address current and future mobility needs

INTRODUCTION

Full metro automation has been a reality for over
35 years; every day, over 1000 km of metro are
operated automatically around the world, carrying
millions of passengers safely and reliably to their
destination.
A quarter of the world’s metros already have at
least one fully automated line, representing 7% of
the metro infrastructure in operation today. In the
coming 5 years, full automation is expected to become the mainstream design for new metro lines.
Yet authorities, decision-makers and operators still
face many questions on the advantages of automation over conventional operation. This Knowledge Brief presents the analysis of the experienced
networks of the UITP Observatory of Automated
Metros on the benefits that full automated operation (FAO) can bring to a metro network.

SAFETY: ensuring that mobility is safe for
customers and staff
AFFORDABILITY: ensuring the most efficient
total cost of ownership for the transport system
ECOLOGY: minimising the ecological imprint of
the mobility solution
HUMANITY: ensuring that the transport system
is designed to human scale i.e. placing the customer
at the centre and providing a motivating work
environment
According to the professional views of the members
of the UITP Observatory of Automated Metros, FAO
supports metro companies in achieving these goals:
• Improving the mobility offer
• Enhancing safety
• Contributing to the economic balance of the system

THE FIVE KEY DIMENSIONS
IN PUBLIC TRANSPORT SYSTEM DESIGN

• Reducing its ecological imprint
• Providing customers with an improved travel
experience while enhancing staff satisfaction

When implementing a public transport system, there are
five key dimensions that any authority must consider in
its design:

Benefits of these five strategic dimensions are delivered
in 10 key areas, which are relevant to any metro network.

OCTOBER 2019

THE BENEFITS OF FULL METRO
AUTOMATION
This Knowledge Brief presents the analysis of the experienced networks of the UITP Observatory of Automated Metros on the benefits that full automated operation
(FAO) can bring to a metro network. In the coming 5 years,
full automation is expected to become the mainstream design for new metro lines.
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LIGHT RAIL STATISTICS

THE GLOBAL TRAM AND
LIGHT RAIL LANDSCAPE

The Light Rail Statistics provides an entire dataset of updated statistics encompassing multiple aspects of the LRT
global situation in the latest years, with a particular focus on
infrastructure, fleet and ridership.
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INTRODUCTION

As of 31 December 2018, tram and light rail systems (both described as LRT in this article) are
available in 389 cities across the world. The present

article describes the evolution of LRT since 2015,
and provides a snapshot of the situation in 2018.
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THE GLOBAL TRAM AND LIGHT RAIL
LANDSCAPE
The Global Tram and Light Rail Landscape Statistics Brief
provides an informed review of the evolution of LRT since
2015, alongside a snapshot of the situation in 2018.
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MOBILITY
ENABLERS

Mobility enablers deal with the development of new technologies,
systems, standardisations and infrastructure to enhance
operations, services and data management of urban mobility.
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Session 6: The bus in the city-Think Bus
Speech 2: Serge Vierendeel, Responsible for Quality and
Porcesses, STIB, Brussels
Biographical note:
- works since 1979 at STIB
- from 1986 until 2001 responsible for Planning Bus, Tram and Metro
- implemented since 2002 the EN 13816 quality certification norm for buses at the STIB . 47 Buslines
are certified.

Abstract:

Stéphane CODECK presents the conclusions of the WORKING GROUP ON
INTERCHANGE HUBS IN THE URBAN ENVIRONMENT. THIS WORKING GROUP , WHICH RAN
2010 TO 2011 AND ENDED IN 2012 WAS A JOINT INITIATIVE FROM THE BUS
COMMITTEE AND THE COMMISSION ON TRANSPORT AND URBAN LIFE AND FOCUSED ON
THE NECESSITY OF IMPROVING INTERCHANGE HUBS ON SURFACE LEVEL.
THE WORKING GROUP DEVELOPED A TOOLKIT FOR ASSESSING PASSENGERS’ TRANSFERS
AT SMALL, MEDIUM AND LARGE SURFACE INTERCHANGE HUBS, FROM THE PASSENGER’S
POINT OF VIEW. THIS TOOLKIT IS NOW RELEASED ON A CD-ROM.
The purpose of the CD-ROM is to assist public transport professionals
confronted with the need to assess and improve the quality, planning and
design of bus stops and interchange stations at surface level, by putting
forward the passenger’s point of view and the interchange’s integration
into the urban environment.

FROM

Stéphane CODECK will take you on a journey with many nice visuals
showing good international examples.
The presentation will be finished by Yo KAMINAGAI, with the EBSF Bus
station tester at the surface level in front on the Gare de Lyon in Paris. A
trial bus station built on the functional specifications of the Bus Systems of
the Future Project and with a “bi-face” design i.e. with transport functions
1/2
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7ème Conférence Internationale BUS – Istanbul – 19-20 avril 2012
Session 4 – Fuel economy. Think Bus
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LOCAL PUBLIC TRANSPORT
TRENDS IN THE EUROPEAN UNION
STATISTICS DATABASE 2010-2014
The ‘Local Public Transport Trends in the European Union’
Statistics Database contains the number of passenger journeys per country for the period 2000-2012. To provide
the most complete information, and aid the users in making
comparisons, a modal breakdown of this figure is provided
where possible.
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The report titled strives to provide a structured and data-driven overview of the absorption and implementation of
EU Structural Funds invested in Central and Eastern Europe in the transport and urban mobility sectors over the
two EU financial programming periods of 2007-2013 and
2014-2020.
PRICE: €160.00

DATASET

MOBILITY IN CITIES DATABASE

HEADLINE
FIGURES

This dataset comprises 85 standardised indicators, covering
63 cities. The data are from 2012. The dataset also contains
key figures comparing the evolution of selected metropolitan areas over the three editions of the MCD – data for
2001 and 1995. In addition to the data for 2012, the dataset
also contains key figures comparing the evolution of selected metropolitan areas over the three editions of the MCD
– data for 2001 and 1995 – as included in the Report.
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A – HEADLINE FIGURES

This dataset comprises 20 standardised indicators, covering
all the 63 cities included in MCD 2015. The data focuses
on the headline figures within each subgroup of indicators
collected.
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THE VALUE OF DATA
FOR THE PUBLIC
TRANSPORT SECTOR

SUMMARY

THE ROLE OF DATA IN PUBLIC
TRANSPORT

This Action Points paper highlights the necessity of
the sector, particularly for Public Transport Operators (PTO) and Public Transport Authorities (PTA)
to develop a data strategy, based on the cost and
value, focusing on the strategic benefits of data.
There are many ways to develop and monetise
data-based applications whether by enhancing
cost-efficiency or by developing new services. To do
so, data is a key component and should be generated around the customer journey and smart asset
maintenance, enabling incumbents in the mobility
sector to be their own mobility disruptors. It is crucial that mobility stakeholders are not only able to
compete against potential new market entrants,
but also need a suitable environment to develop
new business models and services.
UITP suggests a differentiated view on data governance and related regulations, as public transport
is becoming a data-enabled or data-driven business
and has to answer different local conditions. It does
not aim to present a generally applicable solution
nor to contradict previous UITP positions.

The need and drive to change and innovate can be hard
for incumbents in any specific market, the public transport sector is by no means an exception1. New players
have modified the prevailing modes of value creation and
disrupted what was considered the traditional business
model. As power tends to concentrate towards those
who own information, creating room for new players to
enter the mobility market. These new entrants increasingly try to become intermediators between original
market players and their customers. A similar outcome
happened in the hotel business, and could be replicated in the mobility sector, where the direct relationship to
the customer may be lost to commercial and non-transport related platforms.
The changing value chain of the urban transport offer2
OFFER OF TRAINS
AND BUSES

SALES AND CUSTOMER
INFORMATION

MULTIMODAL
OFFERS
PLANNING OF
PT OFFER

1 UITP (2017) Digitalisation in Public Transport, Report.
2 Based on Rogers D (2016) The digital transformation playbook, Columbia University Press: New York.
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This dataset comprises 21 standardised indicators, covering
all the 63 cities included in MCD 2015. The data focuses on the public transport indicators collected, providing a
handy overview of the system in the MCD 2015 cities.
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This Action Points paper highlights the necessity of the
sector, particularly for Public Transport Operators (PTO)
and Public Transport Authorities (PTA) to develop a data
strategy, based on the cost and value, focusing on the strategic benefits of data.
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ARTIFICIAL INTELLIGENCE IN
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The report equips the industry with a comprehensive collection of concrete examples and best practices, and outlines what the future might hold for AI in public transport
systems.

CUSTOMER

FREE FOR
MEMBERS

Executive Summary

Pdf, Hardcopy 144p.
EN

14

PRICE: €200.00

FREE FOR
MEMBERS

BOOK

JANUARY 2018

REPORT

RESHAPING URBAN MOBILITY IN
CENTRAL & EASTERN EUROPE

The UITP Public Transport Trends Report highlights some of
the driving trends and challenges that are shaping public and
urban transport. This edition illustrates how the sector is responding to urban mobility innovations and, in many cases,
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All formats of transport do have a role to play in cities and
regions and that only well-designed and seamless integration of all complementary modalities suited to the local
requirements will offer citizens quality options to choose
public transport over individual mobility.
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IMPLEMENTING PREDICTIVE ASSET MAINTENANCE
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INTRODUCTION

FROM PREVENTIVE TO PREDICTIVE
MAINTENANCE

The purpose of maintenance is to keep assets performing their prescribed functions at the optimum
cost. Along with design, acquisition, operation and
de-commissioning, maintenance is a key component of a wider asset management strategy1.
The impact of digitalisation will be a game-changer on all asset maintenance activities in the public transport sector. Research and discussion with
asset designers, manufacturers, owners, operators
and maintainers showed that condition-based
maintenance (CBM) is still in its infancy. This brief
clarifies the principles of CBM, provides a strategic
vision of a new maintenance regime and expected
benefits, challenges and recommendations.

Maintenance of public transport assets has traditionally been performed by a combination of corrective and
preventive actions. Preventive action means that equipment or devices are inspected and maintained before any
failures occur. The intervals for maintenance are defined
based on experience and understanding, and apply uniformly to all items of a given asset type, regardless of the
real health state of individual items. In many cases, assets
are deliberately maintained or replaced too early to avoid
failure which would lead to higher financial costs.
New and emerging technologies have started to impact
the transport business; together with interconnected
sensors and diagnosis tools, big data analytics, Internet
of Things (IoT), machine learning and Artificial Intelligence begin to allow intelligent and rapid interpretation
of data into meaningful information. This will lead to a
radical transformation of business planning, operation
and maintenance activities, delivering increased asset
availability and cost-efficiency.
Smarter asset management is possible with systems
that learn, diagnoses, predict failures and trigger specific
maintenance. Data from multiple sources are processed
for predictive analytics, based on forecasting of the assets’ remaining useful life (RUL). Asset deterioration and
precursors of failure can be identified and predicted from
past asset behaviour. This makes it possible to plan maintenance activities for each specific asset when necessary.
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The impact of digitalisation will be a game-changer on all
asset maintenance activities in the public transport sector. This brief clarifies the principles of Condition-based
maintenance (CBM), provides a strategic vision of a new
maintenance regime and expected benefits, challenges and
recommendations.

1 UITP, 2017. Strategic asset management for safer, more efficient and sustainable metros, Report. Available for UITP members on MyLibrary.
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MOBILITY
GOVERNANCE
Mobility Governance relates to the development
of integrated urban transport policies from city
authorities and other mobility organisations.
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The first part of this UITP publication outlines and stresses the central role of transport authorities when developing
visionary integrated policies. The second part offers a comprehensive overview of the key questions that need to be
addressed when setting up or reorganising a transport authority. Furthermore, a number of case studies have been
chosen from Europe, the Americas, Africa, the Middle East,
Asia and Oceania to illustrate, from one city to another, the
diverse range of governance approaches, of public transport
markets and of competences devolved to authorities.
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UNLOCKING THE HEALTH BENEFITS OF MOBILITY 1

INTRODUCTION

Governments at the local, regional and national
levels around the globe are challenged by dramatic increases in health problems due to physical
inactivity, poor air quality, road traffic injuries,
noise, stress and isolation, which are all intimately linked to transport and street environments.

URBAN TRANSPORT MATTERS
TO PUBLIC HEALTH
According to the World Health Organisation, insufficient physical activity has been identified as the fourth leading risk factor
for global mortality and is on the rise in many countries, adding to
the burden of NCDs (Non communicable diseases) and affecting
general health worldwide.

Active travel can help prevent many of the 3.2
million deaths from physical inactivity3
Regional, national or international agencies and organizations4
have conducted studies that provide evidence on the full range of
health impacts of transport policies. Detailed studies have measured the health outcomes of walking and cycling for transport and
showed the health benefits associated with active travel including on diabetes, mental well-being, obesity, bone strengths, the
reduction of risks of cardiovascular disease (CVD) and different
types of cancers.

Good public transport is a key enabler for
active travel modes and as such unlocks their
health benefits. It also contributes to reduced
emissions, improved accessibility and increased
road safety.
1 This Policy Brief is part of a dossier available on Mobi+. The electronic dossier includes a full
report and a bibliography.
2 Global health risks, Geneva, Word Health Organisation 2009 and Fact Sheet n° 385
updated January 2015.
3 Health in the green economy, Transport Sector, WHO, 2011.
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4 Reference to the bibliography in annex.

A study of the employment situation of women in the urban
public transport sector in Europe, with a view to contribute
to a better representation and integration of women in the
sector. The study identified following areas as having a high
importance for women‘s employment in the urban public
transport sector.

WISE II – Women‘s Employment
and Gender Policy in Urban Public
Transport Companies in Europe
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ENSURING OPTIMUM ACCESSIBILITY OF PEDESTRIAN ZONES

Public Transport has a key role to play in encouraging more
active travel, as most public transport journeys involve a
walk to and from the public transport stop compared with
the much more sedentary experience of travelling by car.
AVAILABLE ON OUR WEBSITE

INTRODUCTION

Street life is the motor of society, where humans
come together. In order to regain urban space
for citizens, a rising number of cities around the
world have banned private cars in parts of the
city. To benefit the economy, social cohesion and
sustainability, there is a need to align traffic and
transport policies to accommodate pedestrian
zones in the city.
The role of public transport is essential in bringing
the balance that is needed to ensure accessibility
to these pedestrian zones. The scope of this UITP
Policy Brief is about the creation of large pedestrian
zones including whole streets and public squares
and ensuring their accessibility by involving all
concerned stakeholders and especially public
transport. This paper aims at demonstrating the
critical role public transport and combined mobility
play to ensure optimum accessibility of pedestrian
zones and hence the need to involve these actors
from the very beginning of the project.

FREE FOR
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PEDESTRIAN ZONES
A STRATEGIC PLACE IN THE CITY
An important part of city life happens on the streets. Street life is
the motor of society, where humans come together.
As cities grow and vehicle traffic becomes increasingly important,
a rising number of cities have banned or have made plans to
ban private cars in parts of the city. These cities are part of a
movement to regain urban space for citizens and wish to create
places where people can meet and interact. Pedestrian areas
are usually introduced for reasons including better quality of life,
safety, air quality and lower noise levels and they have social and
economic goals. These goals could be either the revitalisation of
central business districts, restoring the concept of cohesiveness
among communities, or the development of new opportunities1.

Rio de Janeiro, Brazil
1 Project for Public Spaces, Transit Cooperative Research Program, & National Research Council (U.S.) (Eds.). (1998). Transit-friendly streets: design and traffic management
strategies to support livable communities. Washington, D.C: Transportation Research Board, National Research Council ; National Academy Press.
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The scope of this UITP Policy Brief is about the creation
of large pedestrian zones including whole streets and public
squares and ensuring their accessibility by involving all concerned stakeholders and especially public transport. This
paper aims at demonstrating the critical role public transport and combined mobility play to ensure optimum accessibility of pedestrian zones and hence the need to involve
these actors from the very beginning of the project.
AVAILABLE ON OUR WEBSITE
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URBAN PUBLIC TRANSPORT IN THE 21ST CENTURY

This study details the different public transport
trends occurring in selected countries, and finds
that though the paths of evolution differ, the
common factor between all of the countries is increasing ridership for public transport.
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PUBLIC TRANSPORT AND BUSINESS: EMPOWERING OUR CITIES
INTRODUCTION

COMPREHENSIVE AND GLOBAL STUDY
In order to comprehensively analyse the current state of urban
public transport around the world, 39 countries from different regions were studied, including 27 European countries; US and Canada (North America); Brazil (Latin America); Ukraine and Russia
(Eurasia); China, Singapore, South Korea and Japan (Asia); Australia and New Zealand (Oceania); and Turkey.
The criteria for selection of countries was size of population and/
or development of public transport systems. In 2015, the urban
population of these countries (roughly 2 billion, equal to half of the
world’s urban population) made, on average, 121 journeys per capita. Of course, this number varies significantly from one country
to another.

THE CHALLENGES

Cities and metropolitan areas are playing a key role in
reaching strategic global policy objectives, including
competitiveness, social cohesion and innovation leadership.
Cities offer businesses (large and SMEs), industries and
services a flourishing environment to help spur economic
development. As the backbone of our metropolitan areas,
public transport is an essential contributor to make cities
better places to live in, to work in and to launch a new
business in. Urban mobility should be a priority for local
leaders in order to help cities achieve inclusive growth and
climate goals.
This Policy Brief presents the many ways in which public
transport is an essential instrument to create value, not
only for individuals and public authorities, but also for
businesses. It also features the benefits that could emerge
from a strong collaboration between public transport
actors and the business community, as well as concrete
recommendations on how it could be articulated as part
of a city’s strategy for sustainable development.
2019
New road links Buses
DLR
Jubilee
Crossrail

Twenty-four of the 39 countries involved in the
study experienced an increase or at least maintained a stable rate of public transport use (journeys per capita) over the past 15 years. This shows
the growing role that public transport plays on
the world stage.

Population growth, urbanisation, climate change, traffic
congestion, air quality, the lack of adequate and affordable
housing, education and healthcare are just some of the most
pressing issues our cities are facing.
Mobility can be key to successfully meet these challenges. Efficient
mobility strategies improve competitiveness in metropolitan
areas, understood as a network of centres, and reduce constraints
on growth, by moving more people within the space available. This
leads to economies of scale, as an increased connectivity allows a
densification of businesses activities. This agglomeration reduces
labour and infrastructure costs, while improving communication
and interactions, resulting in enhanced overall productivity and
efficiency of the business community.
Public transport plays a central role in several urban policy packages,
thus benefiting businesses and the economy by increasing travel
time reliability, reducing traffic externalities and creating access
to a wider and more diverse work force. This availability of trained
workers increases the productivity of businesses by enabling a
better match between required and available skills.
Optimising the benefits of public transport for businesses requires
aligning public transport with urban development strategies
(housing, education and employment, health, tourism and culture,
resilience, social inclusion...), the New Urban Agenda and the
SDGs, particularly 9 and 11.2. Decisions made by businesses,
notably in terms of localisation strategies and corporate mobility
plans, also play a crucial role.
While large public transport infrastructures and services are still
needed everywhere, new mobility players are challenging the
conventional business models. The concept of public transport
must evolve, adopt an entrepreneurial approach and partner with
all the different stakeholders, including the business community.
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PUBLIC TRANSPORT AND BUSINESS
EMPOWERING OUR CITIES

POLICY BRIEF

This study details the different public transport trends occurring in selected countries, and finds that through the
paths of evolution differ, the common factor between all
of the countries is increasing ridership for public transport.

This Statistics Brief is an abridged version of the extensive report, “Urban Public Transport in the 21st Century”, available
on the UITP MyLibrary (my.uitp.org/mylibrary). You also can access data on all studied countries through the dataset .

In 2015, 243 billion public transport journeys
were made in 39 countries around the world. This
figure represents an 18% increase compared to
2000.
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This Policy Brief presents the many ways in which public
transport is an essential instrument to create value, not only
for individuals and public authorities, but also for businesses.
It also features the benefits that could emerge from a strong
collaboration between public transport actors and the business community, as well as concrete recommendations on
how it could be articulated as part of a city’s strategy for
sustainable development.
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ORGANISATION AND MAJOR PLAYERS OF LOCAL PUBLIC TRANSPORT
IN EUROPE

MOBILITY AS A SERVICE (MaaS)

Explore how local public transport is organised in each
Member State and discover who the major players of the
sector are across the EU. Formerly a report, the content
is now available on a digital platform so information can be
regularly updated.

This report intends to provide the reader with an overview
on the topic of Mobility as a Service by explaining what is it,
how it works and who are the different stakeholders involved
and their roles and expectations. It aims to show the complexity of setting up such an integrated mobility platform
and key points that need to be addressed.
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INTRODUCTION

THE LVC CHALLENGE

People want to live in places that are wellconnected to businesses, schools and other
recreational facilities. In other words, the value of
land is determined by the amount of public works
and government development projects carried
out in the area. In this respect, land and property
prices increase with the delivery of transport
infrastructures and services, hence the idea to have
land users contribute to the funding of the system.

Public transport infrastructure and services typically rely
on fares and public compensations. These funding channels are not always sufficient in ensuring the financial
sustainability of the system, thus giving relevance to LVC.

LVC is more than just a funding method; it is about
creating a governance framework that integrates
transport and land use, so that developments
can be undertaken jointly for an optimised urban
environment. To implement LVC, there is a need
to rethink how we plan and deliver transport
infrastructure and services in relation to the city.
This includes reconsidering the way we value the
benefits of public transport, at both the institutional
and societal levels, and how we communicate these
benefits to make LVC acceptable to the widest
range of stakeholders, land users in particular.
© Copyright

This paper provides Public Transport Authorities
(PTAs) with guiding principles on how to implement LVC.
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NEW MOBILITY SERVICES
MANAGING CHANGE AND DISRUPTION
MAY | 2020

(PTAs) to manage the transition in the pursuit of a
more sustainable city vision which is less dependent
on the private car. It encourages PTAs to engage
with new mobility services to complement public
transport, and to use modalities such as regulation
and legislation to foster sustainable business models.

INTRODUCTION

Current technological developments have led to
new mobility services. These services are contributing to the restructuring of urban mobility systems,
just as motorised transport has done in the past.
Technology has helped raise the public interest for
shared goods and services. The notion of sharing
journeys on an on-demand basis is now widespread
practice. Such novel practices are fundamentally transforming cities and the way people move
around, a trend that could accelerate if combined
with the development of automated vehicles (AVs)
and artificial intelligence (AI).
While technology and innovation should be seen as
an opportunity to upgrade urban mobility systems
into systems that better serve societal and political goals, interestingly the disruption and pace of
change also generates fear and resistance. This can
question our ability to harness the transition for a
better future.

Pdf
EN

PUBLIC TRANSPORT FOR BETTER LIVES

MAY | 2020

INTRODUCTION
and is now literally fighting to survive. Ride-hailers have
also experienced declines of up to 70%, and many micro-mobility and carpooling enterprises have suspended
services.

The crisis generated by Covid-19 has had a major impact on public transport systems across many regions
of the world. Public and private sector stakeholders
have adopted all the necessary measures to guarantee
service continuity, ensuring the mobility of essential
front-line workers.

With a progressive resumption of activities after lockdown, it is imperative to step in with exceptional measures
or the system will collapse. According to the International
Labour Organization (ILO), 305 million jobs are expected to be lost worldwide by mid-year, including losses in
the transport sector (public and private transport operators, subcontractors, industry, new mobility providers...).

Existing services have been kept running or new ones
put in place so that people who cannot stay home and
must travel have an adequate mobility alternative. Supply has been adapted to the newly required distancing
measures, face masks have been mandated across most
cities, and station and vehicle cleaning has been scaled
up with no regard to the extra costs. All this has been
done while protecting workers and customers.

Climate, health, social inclusion, road safety and the
economy are all under attack and public transport,
driven by innovation and service quality, is a vital part
of the solution.

However, the health situation has powered a widespread
and unsustainable fall in public transport ridership and
associated farebox revenues of close to 90%, despite
supply far outstripping demand since the crisis began,

With an expected 10% fall in GDP1, we must act now to
prevent the health crisis triggering a social and economic tsunami whose curves will be very difficult to flatten.
Indeed, we are facing a global pandemic that is
profoundly deepening inequalities and undoing progress
on the Sustainable Development Goals (SDGs),
pushing over 150 million people into poverty, according
to the World Bank. At the same time, we continue to
face many global challenges with irreversible impacts
for people. In the responses to these interconnected
crises, we cannot afford to tackle just one or the other.

CITIES FOR PEOPLE

PUBLIC TRANSPORT FOR BETTER LIVES

Our greatly anticipated Policy Brief, Cities for People: Public Transport for better lives, sets the bar high for all city authorities. The facts are laid out, with concise recommendations backed up by the international Paris Agreement which
we should all be working towards. This is a renewed commitment to address the climate crisis.
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INTRODUCTION

CREATING CITIES OF THE FUTURE NOW

The urban landscape has evolved throughout history in response to social, economic and environmental changes. Today, climate change and health
issues due to poor air quality are major concerns.
With urban areas responsible for 70% of global
carbon dioxide emissions, it has pushed cities to rethink the way mobility is organised. Initiatives have
been taken to discourage individual car use, offering a greater role to public transport, regaining
space from cars and providing infrastructures for
active mobility. The digital revolution has brought
radical changes to our economies, freight and passenger mobility travel behaviours, and encouraged
new actors to enter the mobility market. Their introduction affects cities’ mobility management and
impacts the urban streetscape. Cities have to adapt
and find solutions to integrate these new mobility
services in an efficient and sustainable way.
In line with UN Sustainable Goal 11, the aim of this
paper is to understand the impacts of new mobility services on the urban streetscape and how cities
can remain inclusive, safe and resilient.

This paper aims to make sense of the change and disruption
caused by new mobility services, and provides guidelines for
managing the rise of this new mobility supply.
AVAILABLE ON OUR WEBSITE
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● 1. McKinsey Centre for Future Mobility, 2020. The impact of Covid-19 on future mobility solutions.
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This paper aims to make sense of the change and
disruption caused by new mobility services, and
provides guidelines for managing the rise of this
new mobility supply. It focuses on governance, especially the need for Public Transport Authorities

1

CITIES FOR PEOPLE:

People want to live in places that are well-connected to
businesses, schools and other recreational facilities. In other words, the value of land is determined by the amount of
public works and development projects carried out in the
area. Land value can increase with the delivery of transport
infrastructure and services – and Land Value Capture is
about creating the governance framework that integrates
transport and land use.
AVAILABLE ON OUR WEBSITE
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URBAN GROWTH AND CHANGES IN LIFE
STYLES
Mobility is a city’s essential tool in providing access to
employment, education, goods and services. More than
half the world’s population are already living in urban areas1, and this is predicted to reach 70% by 2050. Global
passenger transport activity (passenger-km) will consequently double2, putting more pressure on mobility services. With the unprecedented rate of our ageing populations, and the inflow of young people attracted to these
urban centres, the demographic changes are affecting
mobility needs. These growing segments within the urban
population are looking for accessible, safe and personalised transport.

© gabriel12

POLICY BRIEF
POLICY BRIEF

FREE FOR
EVERYONE

2020

NEW MOBILITY AND URBAN SPACE:
HOW CAN CITIES ADAPT?
The aim of this paper is to understand the impacts of new
mobility services on the urban streetscape and how cities
can remain inclusive, safe and resilient.
AVAILABLE ON OUR WEBSITE

FREE FOR
EVERYONE

● 1. UN Habitat, 2016. World cities report. ● 2. In OECD countries
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SERVICE
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Activities related to internal organisational,
processes and management of urban mobility
stakeholders.
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This report breaks down and describes the public transport
infrastructure within each European country.

The 160-page report describes the public transport sector
in 23 EU Member States and Serbia, providing details on
the institutional organisation, legal framework and market
structure together with key statistics.
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REPORT

MANAGEMENT OF COVID-19

MANAGEMENT OF VIRUS OUTBREAKS IN

GUIDELINES FOR PUBLIC TRANSPORT
OPERATORS, 2020

PUBLIC TRANSPORT
CASE STUDIES AND PRACTICES AGAINST COVID19 AND ADDITIONAL REFERENCES
LATEST UPDATES (24, 25, 26, 27, 28/04/2020) ARE HIGHLIGHTED IN RED

Contents
International travel restrictions in the European Union ............................................................................................... 5

OBJECTIVE

CONTEXT

These guidelines have been prepared in February
2020 in the framework of the coronavirus disease
(COVID-19) outbreak. They aim to assist public
transport operators in tailoring business continuity
plans responding to the specific challenges of communicable diseases.

According to the WHO, the new coronavirus is a respiratory virus, which spreads primarily through contact with
an infected person through respiratory droplets generated by coughing or sneezing, which can be inhaled or contaminate hands and surfaces. It is still unknown how the
virus can survive on surfaces, but preliminary information
suggests that it may last a few hours or more.
Public transport systems have to be considered a highrisk environment due to:
high number of people in a confined space with limited
ventilation;
no access control to identify potentially sick persons;
a variety of common surfaces to touch (ticket machines, handrails, door knobs, etc.).
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Public transport is an essential service to provide mobility, also in times of pandemics, not least to provide access to health care facilities. The key objective for public transport operators therefore has to be maintaining
the operation. Consequently, public transport operators
should focus their pandemic plan efforts on staff, trying
to protect them and preparing to deal with absenteeism.

These guidelines have been prepared in February 2020
in the framework of the coronavirus disease (COVID-19)
outbreak. They aim to assist public transport operators in
tailoring business continuity plans responding to the specific challenges of communicable diseases.
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Human factors such as human capabilities, limitations,
physical conditions and psychological states, play a significant role in transportation safety. Understanding these
human factors, taking into account the diversity of failures
and contexts of errors, and adopting a systemic vision can
help influence these factors, as part of a risk management
approach to decrease accidents. The aim of this Knowledge
Brief is to observe the positive and adverse effects of the
human factor, types of human failures, intrinsic and extrinsic factors that influence the human factor, and to consider
a risk management framework. Also, it gives tools for the
creation of a culture of safety.

HUMAN FACTORS OF SAFETY

INTRODUCTION

The aim of this Knowledge Brief is to observe the
positive and adverse effects of the human factor,
types of human failures, intrinsic and extrinsic
factors that influence the human factor, and to
consider a risk management framework. Also, it
gives tools for the creation of a culture of safety.
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Human factors such as human capabilities, limitations, physical conditions and psychological
states, play a significant role in transportation
safety. Understanding these human factors,
taking into account the diversity of failures and
contexts of errors, and adopting a systemic vision
can help influence these factors, as part of a risk
management approach to decrease accidents.
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1 The purpose violation to deliberately harm assets or passengers is excluded from the scope, as it would fall in the category of security concern.
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PUBLIC TRANSPORT SECTOR IN
SPECIFIC CENTRAL AND EASTERN
EUROPEAN COUNTRIES

Project Report

The report titled strives to provide a structured and data-driven overview of the absorption and implementation
of EU Structural Funds invested in Central and Eastern
Europe in the transport and urban mobility sectors over
the two EU financial programming periods of 2007-2013
and 2014-2020. Structural Funds account for one third
of the current EU budget and represent its second largest
spending line. At the same time, they represent a strategic
financing tool used for the majority of public transport projects and initiatives implemented in the CEE region.
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Moreover the benefits are manifold as building
a culture of service excellence can significantly
increase performance and productivity, and stabilise or decrease absenteeism. All these positive
financial outcomes can be easily measured with
the use of relevant key performance indicators.
This paper therefore provides specific recommendations to change the business culture by making
the human factor a central concern inside the
overall company structure: in its organisation,
management and communication.
The document elaborates on the key points to
drive people’s service excellence and highlights a
number of inspiring examples in building a culture
of service excellence.
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These Action Points are part of the full electronic
dossier “Excelling in customer service”, available
on the UITP MyLibrary in January 2018.
This dossier includes a full report and a bibliography.
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HOW TO BUILD A DIVERSE
AND INCLUSIVE SECTOR
MARCH | 2020

INTRODUCTION

A COMMON UNDERSTANDING
ON DIVERSITY AND INCLUSION

Cities are becoming more diverse due to globalisation and urbanisation. Urban mobility is shifting
towards on-demand and personalised services. Society is recognising people in their individuality and
within their minorities. These changes require public
transport actors to adopt to a culture of inclusion
which extends to both customers and employees, to
offer well equipped services.

These Action Points aim to present the importance of
building a culture of service excellence for public transport
companies in order to respond to the increasing and ever
changing needs and expectations of customers. This paper
provides specific recommendations to change the business
culture by making the human factor a central concern inside
the overall company structure.

Before looking at the benefits and recommendations, it is
important to outline some common definitions.
Diversity is sometimes addressed by legal obligations of
non-discrimination. A diverse workforce should include
people of different gender, age, religion, race, ethnicity,
cultural background, sexual orientation, religion, language, education, abilities according to Equality and Human Rights within the EU.

These Action Points aim to offer a better understanding of diversity and inclusion in public transport, and the benefits that come with promoting
it in the sector. Sector-specific recommendations
and key actions are proposed in this paper for employers to build a more diverse and inclusive environment. Having a diverse and well-included labour
force is directly linked to innovation and creativity,
which translates into better customer experience,
improved service quality and stronger branding.
The document is complemented by a Diversity and
Inclusion Case Study Tool Box and a list of literature references, which are available on MyLibrary.
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BUILDING A CULTURE OF SERVICE
EXCELLENCE TO DEVELOP A PUBLIC
TRANSPORT BUSINESS

Action points

These Action Points aim to present the importance
for public transport companies to build a culture
of service excellence in order to respond to the
increasing and ever changing needs and expectations of customers and successfully deliver a
positive experience to them.
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HOW TO BUILD A DIVERSE AND
INCLUSIVE SECTOR
These Action Points aim to offer a better understanding of
diversity and inclusion in public transport, and the benefits
that come with promoting it in the sector. Sector-specific
recommendations and key actions are proposed in this paper for employers to build a more diverse and inclusive environment. Having a diverse and well-included labour force is
directly linked to innovation and creativity, which translates
into better customer experience, improved service quality
and stronger branding.
FREE FOR
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