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Introduction
Travel in the future is unlikely to decrease. And in order to offer attractive,
passenger-friendly and sustainable
ways of moving around, we all need to
rethink how we travel. The passenger
transport industry also has to make
sure that eco-friendly travel is the easy
and natural choice. In order to make
people change their behaviour, the
alternatives to cars and flights must be
at least equally good. Environmental
reasons alone will not be enough. There
are several other determinants of travel
mode choice – such as cost, convenience, efficiency and flexibility – that
will have impact.
The continuously increasing demand
for mobility has so far resulted in exceptional growth rates for motorised
individual transport, as well as long and
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short distance flights. In order to break
this trend, tomorrow’s passengers must
be offered more flexibility than a single
transport mode can offer alone. Multimodal travel and the rise of Mobility as
a Service (MaaS) have the potential to
generate the necessary shift in passenger transport, with solutions tailored to
the individual needs of customers.

“Tomorrow’s passengers must
be offered more flexibility than
a single transport mode can
offer alone.”
The following white paper sets out the
driving forces, challenges and opportunities for the rail industry to develop
and utilise the transition to fully integrated travel across Europe.

It all starts with
the passenger

Customer-centric approach, p. 5
Understand your passengers, p. 6
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Putting the customer first

Customer-centric
approach
Customer expectations regarding travel are evolving at
a rapid pace. Today’s consumers and business buyers are
more informed and less loyal than their predecessors. They
are looking for differentiated experiences that induce trust,
and they will shop around to find them.
In this internet era, where all services
are available to everyone at any time,
customers are used to problem-free
user experiences and personalised
offers. Everything has to be relevant,
trustworthy and comprehensive. Simply providing service with a smile is
therefore not enough. According to
Salesforce’s “State of the Connected
Customer” report, 84% of customers
say being treated like a person rather
than a number is important in terms of
winning their business.
Putting the customer first is not a new
idea. The same technologies that are
changing he overall customer behaviour
– such as mobile devices, social media,
the cloud, Internet of Things and Artificial Intelligence (AI) – are enabling
businesses to personalise interactions
with customers in a brand-new way.
As a rail operator, or any other transport service provider, you need to view
your business from the passenger’s
perspective at all stages of the journey.
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Many of the customer experiences and
interfaces often reflect internal and
organisational processes instead of
satisfying the actual customer need.
Even though some of it makes sense, it
sometimes might be efficient for your
staff but not for your passengers. So
make sure your back-end systems and
procedures are addressing what your
passenger wants to encounter at the
front end.

Target groups

Understand
your passengers
Knowing your passengers will
be crucial to being able to offer
multimodal options relevant to
your target group.
Multimodal travel involves a number
of different solutions. Cooperation with
other carriers or the possibility of adding a car-sharing service or taxi to the
rail ticket are a couple of examples. In
order to offer your passengers the right
products and services, knowing your
passengers will be crucial to being able
to offer multimodal options relevant to
your target group. To make this easier
to achieve, you can ask yourself a number of questions as a guide.
You will probably find that you are
serving several customer segments,
but maybe one or two segments would
benefit more from multimodal.
In the survey “Europeans’ satisfaction
with rail services”, conducted by the
European Commission in 2018, it turns
out that as many as 92 percent of all
passengers today think that access to
simple ticket and booking systems is
crucial to their choice of transport. In
the same survey, 36 percent say they
are dissatisfied with the information
provided during a trip, especially with
regard to delays.
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Questions
to ask about
your target
group:

• When do they travel
and where?
• How far?
• Do they carry luggage?
• How does the weather
impact travel patterns?
• Are they occasional or
frequent passengers in the
area they are travelling in?
• Are the interchanges easy
to navigate?
• Are they digitally mature
or not?
• Are they travelling for
business or pleasure?
• Do they travel alone or
with friends and family?

36%

of the passengers say
they are dissatisfied
with the information
provided during a trip

As in most major transformations, the
younger generation functions as the catalyst for change. Young people today have
a heightened awareness of their impact
on the environment. In order to attract
new customers, you will need to understand the reasons why people choose
not to travel by train or bus. What could
make them change their behaviour? As we
develop new services, we need to address
their needs.
In the research paper “Why do urban
travelers select multimodal travel options”
by Thomas Clauß & Sebastian Döppe, the
following determinants are listed as factors
for choosing the car instead of public
transport:
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• Cost
• Comfort
• Flexibility
• Autonomy
• Long-distance capacity
• Privacy
• Lack of stress
• Flexible route
• Weather independent
Research from Adobe (The 2018
Digital Transformation Report) shows
that 55% of Generation Z – those born
between 1995 and 2005 – want apps
and services that not only help them
budget for trips. 46% also want the
apps to book, track and manage the
entire trip. For the customers of today,
it is crucial that the data is reliable.

EU regulation on rail passengers’
rights being revised
Currently there is a separate regulation for each mode of
transport within the EU. This means that trains, buses, planes
and seafaring vessels all operate under different regulations.
It is also possible for Member States to deviate from certain
articles of the regulations to varying degrees, which means that
not all traffic is currently covered. At present new legislation on
passenger rights for rail travel is being negotiated within the EU
Recast of Regulation (EC) 1371/2007 on Rail Passenger Rights.
“There is an idea regarding the
possibility in the future of shaping
a common EU regulatory framework for multimodal passenger
rights, which will include journeys
involving several modes of transport. But this work is so far only
in its infancy,” says Emil Frodlund,
board member of European
Passengers’ Federation.
For air travel, it is now possible to
compare different journeys using
various flight websites such as Momondo and Skyscanner. It should be possible to apply this solution to more modes of transport, according to Emil Frodlund.
“The fact that aviation has come a long way compared to other
passenger regulations is partly due to the fact that the regulation (CRS Code of Conduct) was brought in early, and partly because air travel often entails international transport from point
A to B without switching between several different companies.
However, the regulation regarding booking transparency is independent of whether there are several different companies,” says
Emil Frodlund.
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Challenges

#1: Keeping your passengers informed, p. 10
#2: Controlling your data, p. 11
#3: Multimodal travel outside the big cities, p. 13
#4: Commercial agreements, settlements and clearing, p. 14
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Challenge #1

Keeping your
passengers informed
In order for concepts such as MaaS and multimodal travelling
to really work, passengers need to be able to easily access all
the information about their trip. This also includes schedules
and pricing, especially in times of disruption.
However, the bigger challenge is in
integrated ticketing solutions. While
the conversation about online flight
booking has progressed to best prices
and ancillary services, it seems in rail as
if an explanation of how to book is still
required. Also, rail must function as the
entire backbone of the transport system. These challenges aside, the more
data that can be collected, the more
suppliers can understand demand and
deploy assets and move people around
more efficiently.

“The feeling of control
is extremely important in
terms of making passengers
feel secure in their chosen
mode of transport.”
A key to offering passengers reliable
ways of travelling is to keep them informed when things don’t go according to plan. For example, if the train is
delayed, you quickly need to inform
your passengers – preferably before
they start searching for this information
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themselves. The feeling of control is
extremely important in terms of making
passengers feel secure in their chosen
mode of transport. Passengers knowing
that the travel operators are keeping
track of them and offering both information and solutions to unexpected
errors can significantly contribute to
overall satisfaction with public transport quality.

Challenge #2

Controlling your data
Since multimodal travel means new combinations of transport,
new routes and hopefully new customers, having full control
of your data is an important factor for success.
You need to keep track of your passengers and their travel patterns to
continue to offer them relevant services.
For multimodal travel, you must also be
able to share data with other operators,
which requires that you have correct,
consistent and accessible data in all
your different systems.
Today many train operators have good
track of and accessibility when it comes
to their rolling stock data whereas this
is not always the case for passengers.
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Often due to the passenger data belonging to several different systems.
Around Europe, public transport – the
transport services operated regionally
or nationally – is currently being deregulated, which opens up for new players
to gain market share. Deregulation is
basically positive, but common rules are
needed for market players. In order for
consumers to be able to make good,
conscious choices, they need access to
relevant and correct information, which

“From a commercial perspective, confidential
data is something of an asset for the operator
and has to be enabled through legislation.”

requires public transport companies to
collect data in real time. One challenge
is that there is currently no incentive for
data collection among the public transport operators procured.
The Swedish and British railways were
early deregulators and therefore have
extensive experience in a deregulated
market. In Sweden, however, stateowned rail operator SJ still holds a large
majority of the market share. The deregulation of train transport has still in
many ways led to a better situation for
the consumer. Compared to a few years
ago, there is a greater range of tickets
to choose from and services have been
expanded, although competition in
public transport is still relatively minor.
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Deregulation of the transport market
is driving rail operators to open up, collaborate and share data. From a commercial perspective, confidential data is
something of an asset for the operator
and has to be enabled through legislation. In addition, consumer expectations of all that is live and available via
digital channels are serving as further
drive for change.
So far, it seems that deregulation has
driven existing operators to act faster
and speed up their work when it comes
to putting consumers first. But even if
this helps drive change and encourage
collaboration, the landscape remains
complicated.

Challenge #3

Multimodal travel
outside the big cities

If a trip is affected by delays, it is usually not sufficient to find
alternative passenger routes, because travel in Europe can
vary so widely. Some trips are made far from the big cities,
with a lack of proximity to other flexible travel modes.
So, in order for multimodal travel to
function in practice, the entire transport
system must be developed and secured
to ensure no delays in services. The
infrastructure needs to be upgraded to
accommodate an increased number of
multimodal passengers in the future.
This also means that train and bus
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operators must be able to receive
compensation from the state if a fault in
a facility prevents the train or bus from
operating as planned. This is partly regulated today by the right of recourse;
however, the compensation system has
not yet been fully developed.

Challenge #4

Commercial agreements,
settlements and clearing

There are few technical barriers to offering multimodal means
of transport. Most of all, it requires cooperation between
different carriers and different transport operators.
The most common challenge is usually
that there is no commercial agreement
between operators that regulates how
to sell each other’s services and what
these should consist of. Often, settlement between operators takes place
manually, with great uncertainty among
them as to whether the payment system
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is working correctly or not. MaaS is
often considered a solution for more
sustainable and flexible travel. It is
easy to talk about in theory, and more
difficult when it comes to legislation.
To succeed, all players must pull in the
same direction.

Through collaboration on many
different modes of transport, the train
also becomes a possibility for those
who do not live right next door to a
train station. One way to lower the
threshold for multimodal travel may be
to offer tickets for connecting journeys
or car parking adjacent to a train station
outside the city centre. This could encourage passengers to leave their cars
outside the centre and take the train for
the final stretch into the city. In this way,
passengers of the future will not need
to consider that there should be a bus

“Through collaboration on many
different modes of transport, the
train also becomes a possibility
for those who do not live right
next door to a train station.”
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line that goes all the way from point
A to B, and car traffic inside city centres
will be reduced.
Another way to meet customers’
needs for flexible travel times is transport on demand. This means that there
is a route for public transport, but
the service only runs when there are
passengers who want to travel on that
route. The journey needs to be prebooked and usually runs with smaller
vehicles to optimise costs.

Opportunities

#1: The backbone of sustainable multimodal travel, p. 17
#2: New customer offers, p. 18
#3: Multimodal in every step of the journey, p. 19
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Opportunity #1

Rail forms the
backbone of sustainable
multimodal travel

Although the rail industry is relatively complex, it cannot remain
static and inflexible in relation to changing trends in society.
Megatrends such as increasing urbanisation and the growing impact of climate change are changing behaviours
and creating the need for responses
from the rail industry. Since rail is an
environmentally friendly way of travelling with a medium-distance capacity,
the railway system serves as the natural
backbone for multimodal travel.
The train’s biggest competitor is the
car. Today it is the only means of trans-
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port where you can stay sitting in the
same vehicle and cross both national
and international borders with the same
fuel being used throughout Europe.
A key factor for the train to achieve the
same level of flexibility is that it must
be easier to buy a ticket from point A
to point B without having to determine
which ticketing system works where.
There are a few technical barriers
– the challenge lies in getting all
transport operators to work together.

Opportunity #2

New customer offers

There are several incentives that could serve as fuel
to speed up multimodal travel in Europe.
One of them is that airports often are
located a long way outside the city
centre in most cities. This should make
airlines interested in working with train
and bus companies to make it easier for
future passengers to choose efficient
and environmentally friendly travel
alternatives to and from the airport.
To take it even further, in Europe,
cooperation between airlines and train
companies is currently under way to
replace flights with train travel. These
trains are shown and booked as flights,
but the aircraft has been replaced by a
high-speed train.
Today’s technology combined with
the deregulation of public transport in
Europe offers significant opportunities
for train transport. Through passengers’
mobile phones, train companies would
easily be able to gather information
about where people are. This is partly
of interest in terms of offering automatic compensation for delays in a secure way, and partly due to the fact that
it would be possible to map passengers’ travel patterns on a larger scale.
At the same time, it would be a method
of collecting data about the travel
habits of those who do not currently
choose public transport. Only then
would it be possible to draw definitive
conclusions about traffic needs.
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At both national and international
level, work is currently under way on
standardising solutions that allow
technical systems to communicate with
each other. At the same time, the EU
is negotiating new legislation on passenger rights. These changes will lead
to new offers in the market – ones that
have not yet been invented and ones
we have already seen examples of. It
may be possible for private consumers
to have transport offers linked to their
accommodation or a subscription for
mixed travel. With MaaS, there are
also great opportunities to improve
corporate travel, as it simplifies the way
in which you can plan, purchase and
manage a business trip.
In the Eurobarometer 2018 survey,
78 percent of respondents said that
they never travel by train when travelling internationally within the EU. If
half of these started using the train
for cross-border travel, it would mean
sizable profits for the companies operating in public transport, both nationally and internationally. In addition, it
would mean a significant benefit for
the environment, as many of those who
do not travel on public transport today
probably chooses to go by car or plane
as their mode of transport.

Opportunity #3

Multimodal in every
step of the journey
Multimodal travel is not just about the journey itself,
but includes the entire travel experience.
How you present combined trips at
the time of booking, how you communicate with the customer after booking
and the ticket that is to accompany the
passenger during the entire trip have
important roles to play in the overall
experience and willingness to return
as a customer. In short, if the booking
process for a trip is not as simple as the
few clicks it takes to book a hotel or
flight, rail will never be considered as
the number one option by tomorrow’s
passengers.
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One way of making things easier for
passengers is to offer new services that
do not actually have anything to do
with the transport itself. This may be
the opportunity to add five euros to
send a taxi, book a hotel room or order
food for pick-up at the train station. If
more people are to park their cars and
voluntarily make the switch to public
transport, we need to provide solutions
that allow the customer to have a positive experience of their journey – even
though everything may not have gone
as planned.

Embracing cooperation

Case study

Resplus

Resplus is a collaborative ticket and travel service that connects
Sweden’s public transport systems, in more than 4,000 locations.
This is possible thanks to a unique collaboration between almost
all of the transport companies in Sweden, which work together
to make the journey as smooth and convenient as possible for
passengers. Resplus offers a multimodal ticket for long-distance,
regional and local trains, as well as trams, the metro and commercial bus and boat services. Pre-booked taxis are also available as
part of the service in less populated areas.
This project is run by Samtrafiken, a
company owned by all regional public
transport authorities and most of the
commercial traffic operators. Its core
business involves both coordinating
the entire country’s traffic information,
such as departure times and stops, and
combining different players’ traffic data
and ticket formats. This gives partner
companies, owners and other organisations the opportunity to sell both their
own and others’ journeys. In this way,
the combined needs of passengers from
start to finish can be packaged in one
purchase. Resplus has been of huge benefit to consumers who
now have everything in one place and no longer have to concern
themselves with the different operators and modes of transport.
Currently, the service works well for tickets purchased in
advance. Going forward, the next step is to make buying more
spontaneous or on-the-move travel just as seamless. As Europe
heads towards further deregulation of the railway market, others
can look to the Swedish model for inspiration. There is a great
opportunity for the Swedish model to extend beyond its country
borders to other parts of the Nordic region and serve as a guiding light for the rest of Europe.
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Where next?

The challenge of commercial relationships between
rail operators, as well as between operators and
suppliers of other modes of transport, remains. >>
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Change is not going to happen overnight. The challenge of commercial
relationships between rail operators,
as well as between operators and
suppliers of other modes of transport,
remains. Technology means that the
conditions for multimodal travel are
good, although the challenge consists
of finding innovative solutions and
business models that are beneficial for
all stakeholders. It is important that we
respect and understand that changes in
the railway industry is taking time. Many
factors are interdependent, most of all
for political reasons. But improving the
first step in contact with the customer,
which usually consists of ticket purchase, is already possible.
The entire concept of MaaS is based
on other business models and mega-
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trends in society, such as artificial intelligence, electrification, autonomy and
the sharing economy. As the initiatives
mature, tomorrow’s passengers will
demand more convenient ways of travelling, both nationally and internationally. Once the change has taken place,
it is important to be well positioned and
prepared to see a quick pay-off.
MaaS and multimodal travel could be
the starting point for operators to open
up and share data, with the goal of truly
integrated domestic and cross-border services. In order to succeed, the
industry needs efficiently connected inventory platforms to be able to provide
a user-friendly, convenient and seamless
passenger experience throughout the
whole journey. Let’s be prepared.

About

SilverRail
Digital infrastructure
for the travel industry
SilverRail Technologies builds digital infrastructure for the travel
industry, focusing on rail and other ground transportation. Whether
it is a question of finding the right trip, ensuring convenient booking
and easy payment options, or accessing relevant information before,
during or after a journey, we built the digital infrastructure that makes
it possible. Our solutions enable our clients to provide an excellent
experience at every stage of the customer journey. Over one billion
searches and 30 million bookings are handled through our applications
and solutions, used by both carriers and agencies.

SilverRail Technologies AB
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111 20 Stockholm
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