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Who are you planning for?

Ensuring transport equality through a better
understanding of our customers.

Chris Chinnock

IMOVE Conference, 14th November 2022
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Lived experiences are important.
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People’s behaviours are complex.
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Image: Robert Wood Johnson Foundation,
as used on healthcarehome.org.nz

Language matters.
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Transport System Telecommunications System
Physical Mobility Digital Connectivity

The Triple Access System
Source: Lyons, G. and Davidson, C. 2016.

It's not all about transport.
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Homo economicus

For every trip the individual wishes to have as full a
knowledge as possible about all the options and to
make a set of decisions which maximises the utility
(attractiveness) of the trip

Homo psychologicus

Many trips are ‘no big deal’ and so long
as they work out there are plenty of
other things to occupy the mind

Credit: Glenn Lyons

We are not Spock.
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Structure of our

environment
Digital | Spatial | Mobility

- macro -

Personal and

mediating factors
Household
Preferences
Past behaviour
Socio-demographics

- micro -

Structure of

our lives
Day to day activities

- meso -

Mott MacDonald, 2021

Making sense of choice making.
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RESEARCH  INSIGHTS

USER-CENTERED
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ITERATIVE PROCESS
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Putting the user front and centre.
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Department of Transport and Main Roads

aas

Mobility as a Service

MaaS in Queensland.
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Developing a next generation transport strategy.

Kick off
workshop

08

PROBLEM
SPACE
1a) What do we 4) How should
know from 2) What defines our attributes be
existing research the potential refined? Insights
and data? customers? from customers
7 ¢ 7 4
1b) What are 3) What are the
the customer’s customer 5) What are the
unmet needs? attributes to be defined personas
Insights from addressed by to be considered
customers MaaS businesses? ;7 e
businesses?

QO
QR

gé?éé;

SOLUTION

SPACE

6) What do we
know now?

7) & 8) How do
our assertions
stack up in the
real world?
Insights from
customers

D c
QR

Discover

Desktop review
and discovery

A - primary research (x12 interviews)
B - primary research (x12 interviews)
C - primary research (x12 interviews)

Define

developme

Definition and

Develop

nt refinement

Customer scan

Refinement of TMR MaaS and
Mobility Assessment Framework

>

Deliver

<

>

Completion of
customer scan

9) How can this
understanding
be integrated,
applied and

leveraged?

Scalable and
repeatable
model
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Interview 1 — macro
and meso Interview 3 -
The big picture - How Understanding the day-  |alieoiiiol
do people live their to-day activities people How do our assertions
lives? How do they are doing in their lives. stack up in reality?
want to live their lives?

A structured approach to listening.
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Maa$S product: Alongside these were two fundamental

pre-requisites for any MaaS product to be

e
e How easy is it to gain e What does the person

sty persons anl prosiices they use T e T
or might use and why? different forms of for this person to
' transport are they access activities
currently familiar and services?
 How much flexibility does  How comfortable does this person to try for individual
this person have in their this person feel about new products and reasons othe?r than
day? Is their day highly sharing space and services including competency-
structured around sharing ownership, digital angl
activities? including digital transport:

subscriptions?

Synthesising themes.



MOVER & SHAKER  anmon Mover & Shaker ANCHOR — Anchor LIGHTHOUSE Lighthouse
- They will be interested They will not try a MaaS oRIENTATION It's hard for the Lighthouse to
in using a MaaS product on their own, at immediately see how a MaaS
e - | product at least once. least the first time. They product could work for them. But
el e Either because of the will need someone to they do have some flexibility in
novelty, the value or show them how, and get it their lives, which means they
how it can enhance set up. But once it's part might be able to consider doing
urese their routine. They will of their routine, they something differently,
oty sy it e o e - ln-_.-_.-,_ stop using it or switch ey aren't likely to change. B T particularly if it's of benefit to
S svretcoes == _ | to a different service oottt B T their household. Once they try
ﬁiﬂ&my - - when/if it no longer f;;f;;f"w'g,::wm' o senagers something new, if it works for
wetigter e offers value. totng o them, they are likely to keep
. R . e going with it.
e N courerency i e
Ideal Holiday Spet? — Ideal Hsliday Spat? Early 407 - Early 505
e = — pertlanicirsatiis Nhienda g
- . . COASTER onevnon e ACHIEVER —— e QUARTERMASTER A
s — | T N T
o ——— d e . . - —| = .
iw- *— o T —| - . -
, | - . | Quartermaster
"j‘E;":h;m‘ . - %m They are gc‘:rfgll::)vl:?; "";,z‘,“mm - The mobililfy system b_eyond S
B | - sceptical about any MaaS e eog S e e ~ ' the private car will be a " Py Gong e
EE - R product and want to know o T N tough sell for this person. S
I = what is in it for them - " e seBsr ces e Their overall focus is on .
T comperency down to the minute and the i, coupernce needing to be sure they can e
Coaster P dyond : i_ cent. They might give S -f'“_w meet their house_hold vt
Technology is not always the v — something a go but will - - e commitments, all the t|rne. e
easiest for them, but they are e ° o % always be on the lookout “,nﬂ ::ﬂ — | — . If they Ere to COHSI:ETI' o P |
wiling to give new thingsa e o —— for a better alternative too. ~ corenee . e rr;a lnghany <:_"angn=;\js to thalr | —— o ke
try. If it is too hardto learn == = N If it doesn't make their life = o SRS ives they will need a MaaS - o ST
how to use, they will move more efficient and give product that they can ——— -
on. If it suits their needs they SRR them more control, they're - absolutely trust to deliver, n T
will stick with it. not likely to consider it. every time.

Creating personas.
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ORIENTATION

Future Focused

These people are comfortable in their life,
although they always wonder what else is out there...

Stage of life:
« People with an Established Career
« Growing Families

In the moment

Vox Populs

Present Focused

“Vd fike to see o CBD without cors. just

pedestrians and bicycles ...
it would be guieter

MORNING

Thair baby wakes them up. rice & earty.
maybe a b oo earty.

They stan getting scene food gong for the
rest of thew farmely. Can't Forges the coffee
for themselves.

They tevee thew schedule on thew chone,
'3 8 new ace somecne recommanded to

LIFESTYLE

After o few hours of work they need &
break. They harve an interview fo &
Promotion later 1oday 50 they need to clear
their head.

They head back out to the iches and
ko ancther cofies. Thee eldest lod is
dong cnlne schoobing. so they check o
on them.

Brand New Day
They take each day as
7 comes. bies to plan
G0 mizh the fiew Faivepiger e
BctILes 16 do over
the:
ollective Cargo aplain
Passerger Leader
Structured Routine
“Locking after my doughter and my
business takes o fot of my time”
DAYTIME MIDDAY

The Mover & Shaker is feeling super
comdent about ther internew!

1¥'s time 10 celebrate with some dunch. They
take 0ut & packaged mesl from & meai plan
they recently subscribed 1o, they recered &
wocher for a trial But they're Snding # quae
handy. This new Dromation Mght make it
wasier to afford soo.

COMPETENCY

Digital Resident

By the back

Cor

Exparimenter

1F 2 an't broke

Digital Visitor

T used 10 be subscribed to the
Courier Mol but there was too much
spom so { got rid of ™

AFTERNOON

With work done for the day it's time to
wnwvind. They Like 10 spend the time
werking on ther hobbies. Unfortunately
their package was redirected 1o the pest
<f6cm w0 frst they have to make a quick trip.
Thew partner has thewr car 10day 40 they
meed 10 catch an Ubsc,

While they're cut their partae: teminds

EVENING

It's their night to cook, 50 a5 the famity is
satring domn for the day they st
prepanng dnner.

They're making & basic meal. and whie
cookng they're thnkung about how they
Gould shake things up. maybe they will
research a new Cook Back 10 buy, maybe
there in sormathing on Youtube that wil

i i i them 10 track thaw schedule, it’s been them they reed some mik. 50 they Dk inspire them, Oh na... is shat buming®?
+ Looking for or Experiencing Change A DAY IN swupee helpha for them. Thay're thiriking about vesting. 56 Ty While they et they check out what other that v a8 well. Luckily the stcce  fight
(Promotion, Moving, New Baby) THEIR LIFE check up an thew banking apps about mesls the plan offers 10 select thew opticns  nvext 10 post cice They quickty pisse up the stghtly bumt
Tho ses1 of thei family s drmen 3 the rocent developments in ther area. Soe thaw rext delrvery. et and bang it o o thew Iamdy. They
bitchen from the noise and start going They bock an Uker back home, i1's slways share some wine with thew partner 5o
Looking for: about Bhw S MOming foutnes. It's a They cocerve & notAcation about & new They'e expectng a delivery Today. 40 white  reliable and fairly choao for them. They're celeteate 8 successhs ntensen
controtied chaos. Droparty that 3 open for mapection tha they're on thaw phone they chack 10 ses # ©ad 10 have the option nstaad of getting a
« Excitement weekend 50 they fenward & 1o thew partner 4 on track. secend car. Thit prometon mill come with a raise. $0
Thay werk from home, 30 once everycne 1o chack ot [1's withn walking distance so aftar the lods are in bed they chat sbout
« Instant Gratification s setvied they sbp off 10 the office to they might take thetr kids too. Once they're home they make themsetves a some hauses 10 look 8t Over the weekend,
2 5 ot statad. quick shake and work on their hobby.
« Achange in routine for the better fter thas. s back 10 work their nterwen They're quite proud of thew work 50 they
will be startng scon... take & moment to post about 1 on ther
comemunity forum.
Typical age:
0 .
Early 20's - Early 50's MOBILITY AS A SERVICE - MOBILITY SYSTEM BEYOND THE PRIVATE CAR
Ideal Holiday Spot? :‘::‘:1::’(‘::;“";‘:"':‘:’"‘ Findng easy 10 use applications, R e Db They don't mind disruption / change.  1f they are interested  scmething.
Somewhere new and exciting! IMPLICATIONS technotogies. Otherwise they will 25 long as they are kept updated with they will gve it a go. even if they are 3
8 :’;’::i' the @okdoad would e on to something batter. Thory pacmaalist S thk smuti: what's happening 5o they can adapt. bit unsure of themsehres.
Attributes:
Technology is an Impornam part They enjoy the convenience of Discuptions s their day are no 11 can take & few tmes of practicing
Trust COMPETENCY  of their estyle - it helps 1o keep m’;ﬁ:::’z::‘: il being able to do everything big deal. They adapt 10 what's something new o ge1 1t Fight - but
Corefree O Conservalive them organised. remately. on their phone. gongon. that's ok, they keep trying,
Value
Getting ahead 50 thay can improve
Driven Budget Drven 4 Thry enyoy havang a range of options They get feom plating Trying R NAW 1§ BXCRING,
MNOTVATIONS., Fining some.matime s impoctact :::: :.n:“a':on Ll bt that they can explore. 1asks and hobdbies, ven d 1 dossn’t quite work out,
Commitments i
Tume to explore Busy See i
Sharin They will be interested In using a servics at least once. Either bacause of the novelty, the valise o how it can enhance thee routine.
8 They will stop using the prods switeh it service i it no longer olfers value.
Personal Bubble . Open House

Making it real.
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Further qualitative Online survey with
interviews with ODIN 2,000 Queensland
Pass trial participants residents

New in town and learning the ropes, these people
tend to follow the status quo before forging their
own path

Scaling our approach.



Persona Allocation

Your responses to the following statements will align you to one of the Maas Personas.

How much do you agree or disagree with each of the following statements in relation to your life? (1=Strongly disagree, 2=Disagree, 3=Neither agree or disagree, 4=Agree, 5=Strongly agree).

| will pay as | go rather than
pay for a mobile phone plan

(0]
q

| am comfortable using
technology (such as smart
phone apps, using online
services for banking or
shopping etc.)

(0]
q

2 3 4

| struggle to say "no" to
people/l overcommit my time

Q
q

I'm most comfortable taking
the back seat and letting
others make the decisions

2 3 4

o

o

o

| would rather pay a little more
for gas and electricity than
spend my time researching for
the best deal

Q
q

2

| always opt to do things
online rather than in person

Q
q

o

I like to keep the same daily
routine

Q
q

o

| prefer to be around others
than on my own

2% What persona am I? @

If | have a bad experience with
something, | won't give ita
second chance

2

| feel anxious when | need to
use a new service

o

| enjoy being spontaneous and
trying new things

o

I would try a new service if all
my friends were using it

Looking to the f

| like to slow down and take
"me" time
a 5

If | can’t figure out how to use
a service quickly, | will give up
a 5

| am the one in my household
who organises everyone else
a 5

| am an active member of my
local community
a 5

| always read the Terms and
Conditions of any new product
or service before purchasing
o 5

ra
w
-
o

It's extremely important for me
to have my independence

o 5
(|

ra
e
-
e

It is important to me to be able
to support the people | am
closest to e.g. family

0 5

ra
e
.
o

| trust organisations run by my
local community (e.g.
volunteer organisations,
sporting clubs, religious
groups)

u 5
|

1 2 3 4 ]

| get stressed about things
outside of my control

n 5
q

| have a clear plan for where |
want to be in five years’ time

u 5

uture.

| pick up new technology
quickly

| recover quickly from
challenging situations

0]
q

1 take the lead in planning
activities and trips with my
friends and family
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understanding of our customers.
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Thank you

Chris Chinnock
Chris.Chinnock@mottmac.com

What's my Persona?


https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fipsos-australia.shinyapps.io%2FMaaS_Personas%2F&amp;data=05%7C01%7CChris.Chinnock%40mottmac.com%7C986363763bd74e87a6e208da92297855%7Ca2bed0c459574f73b0c2a811407590fb%7C0%7C0%7C637983004054715200%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&amp;sdata=GmdtiollbpmS7JIzzE5G8AVzBrza1n7SS2fHwMghTRw%3D&amp;reserved=0

