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Lived experiences are important.

Los Angeles

Source: Zocalo



People’s behaviours are complex.



Language matters.

Image: Robert Wood Johnson Foundation, 

as used on healthcarehome.org.nz



It’s not all about transport.

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



We are not Spock.

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



Making sense of choice making.

Structure of 
our lives

Day to day activities

Structure of our 
environment

Digital | Spatial | Mobility

Personal and 
mediating factors

Household
Preferences

Past behaviour
Socio-demographics

access

- macro -

- meso -

- micro -

Mott MacDonald, 2021



Putting the user front and centre.



MaaS in Queensland.



Developing a next generation transport strategy.
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Discover Define Develop Deliver

A - primary research (x12 interviews)

B - primary research (x12 interviews)

C - primary research (x12 interviews)

Refinement of TMR MaaS and 
Mobility Assessment Framework

Scalable and 
repeatable 

model

Kick-off 
Workshop

Completion of 

customer scan

Desktop review 

and discovery
Definition and 

development
Customer scan 

refinement
M1 M2 M3 M4

1a) What do we 
know from 
existing research 
and data?

1b) What are 
the customer’s 
unmet needs? 
Insights from 
customers

3) What are the 
customer 
attributes to be 
addressed by 
MaaS businesses?

5) What are the 
defined personas 
to be considered 
by MaaS 
businesses?

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

9) How can this 
understanding 
be integrated, 
applied and 
leveraged?

A C

2) What defines 
the potential 
customers?

B

Kick off 
workshop

4) How should 
our attributes be 
refined? Insights 
from customers

6) What do we 
know now? 



A structured approach to listening.

Interview 1 – macro 

and meso

The big picture - How 

do people live their 

lives? How do they 

want to live their lives? 

Interview 2 - micro

Understanding the day-

to-day activities people 

are doing in their lives. 

Interview 3 -

validation

How do our assertions 

stack up in reality?



Synthesising themes.

Four key attributes identified for 
anyone considering developing a 
MaaS product:

Trust

• How easy is it to gain 
or lose this person’s 
trust? 

Value

• What does the person 
value about services 
and products they use 
or might use and why? 

Alongside these were two fundamental 
pre-requisites for any MaaS product to be 
successful:

Commitments

• How much flexibility does 
this person have in their 
day? Is their day highly 
structured around 
activities?

Sharing

• How comfortable does 
this person feel about 
sharing space and 
sharing ownership, 
including digital 
subscriptions? 

Competency

• How many 
different forms of 
transport are they 
currently familiar 
with?

• How easy is it for 
this person to try 
new products and 
services including 
digital and 
transport?

Access

• How important is it 
for this person to 
access activities 
and services?

• Is 
access challenging 
for individual 
reasons other than 
competency?



Creating personas.



Making it real.



Scaling our approach.

Further qualitative 
interviews with ODIN 
Pass trial participants

Online survey with 
2,000 Queensland 

residents



Looking to the future.



Ensuring transport equality through a better 
understanding of our customers.



Chris Chinnock

Chris.Chinnock@mottmac.com

Thank you

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

