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Executive summary  
Deliverable 1.3: Interactive catalogue with good examples of mobility products for vulnerable groups, 
including an overview of success factors for mobility products / services to meet user needs of vulnerable 
groups is part of Work Package 1: Understanding the digital gap in Europe of the Horizon 2020 research and 
innovation project DIGNITY - DIGital traNsport In and for society. The overarching goal of DIGNITY is to foster 
a sustainable, integrated and user-friendly digital travel ecosystem that improves accessibility and social 
inclusion, along with the travel experience and daily life of all citizens. 

Deliverable 1.3 is linked to Task 1.3: Mapping exclusion from digitally based mobility solutions and, 
particularly, Subtask 1.3.1: Collection of examples of existing digital mobility services across Europe 
(catalogue of practices). The objective is to develop an interactive catalogue that presents and 
systematically categorizes good examples of European mobility products and services that meet the user 
needs of the population groups that have been identified in DIGNITY as being particularly vulnerable to 
digital mobility exclusion. The catalogue does not present a complete overview of best practices available 
in Europe, but provides some good examples of digital products and services addressing different aspects 
that are important for the vulnerable to exclusion groups. This interactive catalogue is available on the 
DIGNITY website. There is an option to submit additional products/services for consideration for inclusion in 
the catalogue. 

This document presents the following:  

● Key findings of the exclusion audit linked to Subtask 1.3.2: Quantify exclusion from digitally based 
mobility solutions and identify the main causes of this exclusion 

● Background information on the development and format of the interactive catalogue  
● The entries in the catalogue 
● An overview of success factors for mobility products / services to meet the user needs of the vulnerable 

to exclusion groups 
 

The exclusion audit focuses on technology access requirements. It is essential for a person to have access 
to requisite technology in order to use a digital product or service. People who lack access are excluded 
from using it. The exclusion audit identifies the exclusion associated with the technology access 
requirements for a range of digital mobility services.  
 

The results from this audit show that the lowest levels of exclusion are associated with fixed installations in 
public places that do not require the user to provide/use extra equipment (e.g., interactive information 
kiosks and digital ticket machines). The next lowest exclusion is associated with services requiring the user 
to be able to send or receive a text message or mobile phone call (e.g., parking payment services). Next 
in line are websites that do not need mobile internet access and could be accessed from a personal 
computer or in a public location, such as a library. Smartphone apps have the highest levels of exclusion. 
Apps requiring installation have higher exclusion than apps which are pre-installed on the user`s phone. 
With regard to the vulnerable to exclusion groups, the exclusion figures for older people, people with low 



 
education, people with low income and people with disabilities is noticeably higher than the exclusion in 
the population as a whole. The levels of exclusion are particularly high for older people and those with 
disabilities.  
 
This chapter further delves into the characteristics of digital interfaces that can cause exclusionary usability 
issues, namely: the lack of visibility of controls, codification of information, lack of clarity in the next step in 
the user journey, complex mental models, modal interfaces, non-obvious and digital specific interaction 
patterns and user registration complexity.  
 
The following chapter presents the catalogue structure and background information on the development 
and format of the interactive catalogue. To facilitate a structured and systematic catalogue development, 
a standardized catalogue structure was developed for each entry in the catalogue. This structure contains 
a first page with general information about the service/product (e.g., main and sub-function, target group, 
short description, technologies needed to use the service, etc.) and a second page listing the success 
factors which make it a good example.  
 
Several data collection methods were used to select and populate the catalogue entries: literature and 
media review, semi-structured interviews with representatives of the vulnerable to exclusion groups and a 
review of the pilots’ self-assessment framework results at the MESO level (i.e., at the level of products and 
services). Furthermore, key definitions are presented in order to establish a common understanding of the 
catalogue scope. These cover the DIGNITY vulnerable to exclusion groups (e.g., Older people), the main 
functions of the services/products in the catalogue (e.g., Digital journey planning services/platforms) and 
their sub-functions (e.g., Trip planning). As well as categorizing the products and services in terms of the 
population groups addressed and their main and sub-functions, the catalogue deploys a structured 
tagging approach for the success factors. These include main categories of tags (e.g., Functionality) and 
sub-categories (e.g., Integration of services).  
 
As a result of the data collection and analysis, a total of 32 digital transport products or services were 
selected for the catalogue. These included Digital journey planning services/platforms such as Google 
Maps and Moovit; Digital information services/platforms such as TELESOR and Servicio de Asistencia; Digital 
vehicle sharing services/platforms such as Nemi and Donkey Republic; Digital payment and booking 
services/platforms such as EasyPark and ParkMobile; and others. This deliverable presents the full overview 
of the 32 selected products/services in the standardized catalogue structure.  
 
Key success factors for the development of inclusive digital mobility services/products were identified 
based on an analysis of the catalogue entries, the interviews with representatives of vulnerable to exclusion 
groups, and the exclusion audit. Firstly, general patterns and factors are listed, relevant for all DIGNITY 
vulnerable to exclusion groups. Then patterns and factors are described that are relevant to specific groups.   
 
Two important general factors are the option to access and use a service/product in non-digital ways and 
to have payment options available in both digital and non-digital formats. This particularly helps to increase 



 
the inclusion of people who are not digitally savvy, elderly people and people with low income. Other 
general factors include easy-to-use, clear, straightforward and simple interfaces which do not require too 
many actions to be taken to use the service, having a clear overview of route and transport mode options, 
and the possibility of prioritizing the best options.  
 
With regard to the specific vulnerable to exclusion groups, older people, in particular, tend to appreciate 
services which help to enhance their social inclusion in addition to their mobility needs. Among other 
groups, an important success factor for people with disabilities is the accuracy of the information provided 
within the digital product/service compared to the real-life offer. Inhabitants of rural areas have expressed 
concern regarding the lack of access to alternatives to the car for their trips. For them, offering access to 
digital products/services without needing to use mobile data or Wi-Fi is an important factor. Success factors 
in relation to women mainly relate to the additional functionality of the digital transport product/service, 
such as integration of information about the crime/abuse history of a location or route. People with low 
income tend to value, among other things, services/products which are free of charge or affordable and 
the availability of affordable or free alternative travel options and tickets. A barrier for people with low 
education levels could be coded information with acronyms, technical words, symbols or layout. For this 
reason, this group can benefit from easy-to-use and simple interfaces with clear explanations of the coded 
information. Lastly, migrants value services/products that allow the user to switch to another language and 
easily recognisable map interfaces.    
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INTRODUCTION  
The objective of the Dignity Task 1.3: Mapping exclusion from digitally based mobility solutions and, more 
precisely, Subtask 1.3.1: Collection of examples of existing digital mobility services across Europe (catalogue 
of practices) is to develop an organised and systematic interactive catalogue of good examples of digital 
mobility products and services for vulnerable to exclusion groups.  In addition, it aims to provide an overview 
of the success factors for such products and services in order to meet the user needs of vulnerable to 
exclusion groups. The interactive catalogue is published on the DIGNITY website. There is an option for 
interested parties to submit additional products/services for consideration for inclusion in the catalogue. 

The catalogue links to Subtask 1.3.2: Quantify exclusion from digitally based mobility solutions and identify 
the main causes of this exclusion. Key findings of the exclusion audit are also presented in this deliverable.  

Several data collection methods were used to compile the set of existing digital mobility products and 
services for the catalogue: 

● Literature and media review; 

● Semi-structured interviews with representatives of vulnerable to exclusion groups; 

● Review of the pilots’ self-assessment framework results at the MESO level (i.e., at the level of products 
and services). 

The catalogue does not aim to present a complete overview of the best practices available in Europe, but 
to illustrate good examples of digital products and services addressing different aspects important for the 
vulnerable to exclusion groups.   

Deliverable 1.3 is organised in following chapters, where: 

● Chapter 1 presents the key findings of the exclusion audit; 

● Chapter 2 presents the structure and process of catalogue development; 

●  Chapter 3 presents the catalogue; 

● Chapter 4 presents success factors.   
 
Appendix 1 contains the template used in the semi-structured interviews with representatives of vulnerable 
to exclusion groups. 
 
  



 

1. DIGITAL INTERFACE EXCLUSION 
 

1.1. Technology access requirements 
Access to the requisite technology is essential for the use of a digital product or service. If someone lacks 
this access, then he/she will be unable to use the service and thus be excluded from it. For example, if a 
service is only available via a smartphone app, then someone with no access to a smartphone, or the app, 
will be unable to use it.  

This section describes the exclusion associated with these technology access requirements for a range of 
different types of digital mobility services. It is important to note that there are several other reasons to be 
excluded from using a digital product or service (e.g., a lack of skills or motivation). As a result, the 
technology access requirements provide only a minimum estimate of exclusion; a baseline level of 
exclusion to which other exclusion estimates relating to the specifics of the interface would be added 
increasing the overall exclusion estimate. In practice, the exclusion could be much higher, particularly if the 
user interface is poorly designed or the user journey is particularly convoluted.   

 

1.1.1. Exclusion analysis process 
 

The exclusion audit process estimates the proportion of a population that would be excluded from using a 
product or service based on the match between the product demands and the user’s characteristics 
(Clarkson et al, 2014; Goodman-Deane et al, 2020a), as shown in Figure 1. 

 
In this section, the focus is on the exclusion caused by technology access requirements only. As such, this 
exclusion audit estimates the proportion of the population who do not have access to the technologies 
required to use a particular type of service. As mentioned above, this provides a lower bound on the 
exclusion to which other sources of exclusion would add. Exclusion audits on specific services can go 
beyond technology access, considering aspects such as usability and interface complexity. This extended 
audit is not done here because it is very specific to individual services and less relevant for a catalogue 
which seeks to provide general advice of practical use to developers and other stakeholders. Instead, 
Section 1.2 provides a general discussion of usability issues for digital mobility products and services.  

 
The exclusion audit process utilises a dataset that represents a particular population (e.g., the population 
of Barcelona or of Germany). It examines each person in the dataset in turn, comparing their characteristics 
with the demand of the task. In this case, it examines whether the person has the technology access 
required to use the digital mobility service (e.g., whether they have access to the Internet or own a 
smartphone). 

 
 



 
 
 
 
 

 

 

 
 
 
 

 

 

 

 

Figure 1. Model of demand and exclusion for digital products. Taken from (Goodman-Deane et al, 2020a). 

The exclusion audit reported here uses data from the Dignity surveys conducted in Task 1.2. At the time of 
writing (15/6/21), these surveys were completed in Germany, Italy and the Barcelona Metropolitan area 
(Spain). The surveys in the Netherlands and Belgium were incomplete, having been delayed due to Covid-
19 restrictions. The Dignity surveys were based on a survey conducted in the UK in 2019 which also included 
the relevant variables. Thus, the audit was conducted for Germany, Italy, Barcelona (Spain) and the UK. 
The German and Italian datasets were weighted by age, gender and region; the Spanish dataset was 
unweighted and the UK dataset was weighted by a broad education group. More information on the 
Dignity survey and the German dataset is available in Goodman-Deane (2021). The UK survey and dataset 
are described in Goodman-Deane (2020b). 

Table 1 shows how the technology access requirements were matched to the variables from the Dignity 
surveys. In some cases, there was no survey variable that was an exact match for a requirement. In these 
cases, variables were chosen to approximate the requirement. For example, the survey did not ask if 
participants had mobile internet access. Instead, it has been used data on whether the participant had 
used the internet on a smartphone in the last 3 months. Although this internet use was not necessarily mobile 
(it could be through home Wi-Fi only), it provides a baseline. Someone who had not used the internet on a 
smartphone in the last 3 months would be very unlikely to have mobile internet access. 

 

 

 



 
Table 1. Survey variables corresponding to each digital technology requirement. 

 

Digital technology requirement Variables from survey 

Smartphone access Ownership of smartphone 

Access to any computing device Access to a computer OR tablet OR ownership of a 
smartphone 

Mobile internet access Internet access in any location AND has used 
internet on a smartphone in the last 3 months 

Internet access in general Internet access in any location 
Ability to send and receive calls and texts while 
on the move Own any mobile phone 

Ability to install apps Installed an app on a smartphone OR tablet in the 
last 12 months, AND has internet access 

   
1.1.2. Results of technology access exclusion analysis 

Table 2 below shows the estimated exclusion for various types of digital mobility services in various 
countries/regions. Note that the German and Italian datasets are population representative, while the 
Spanish and UK surveys were smaller and used as a quota sampling approach. The results for these areas 
are thus indicative of the population distribution rather than truly population representative.  Note also that 
the Spanish survey focused just on the Barcelona Metropolitan area and thus can only be considered to 
be representative of that region.  

There is considerable variation in levels of exclusion among  countries. This may be partly due to population 
differences and sampling differences. However, it should also be noted that the UK survey was run in 2019 
prior to the Covid-19 pandemic, while the other surveys were run in 2020 during the pandemic. It is possible 
that technology access increased in 2020 due to the increased reliance on Internet services for work and 
communication. If so, this increased access would result in a decrease in exclusion associated with 
technology access requirements. This may account for part of the greater levels of exclusion identified in 
the UK survey. 

More generally, all the countries show a similar pattern. As expected, the lowest levels of technology access 
exclusion are associated with fixed installations in public places that do not require the user to provide any 
equipment. Examples of these would include interactive information kiosks and digital ticket machines. As 
the users do not need to supply any specific equipment to be able to access the technology, the exclusion 
listed in Table 2 is 0%. However, the actual and estimated exclusion will almost certainly be higher, when 
the difficulty of use of the digital interface is also considered. 

The next lowest estimated exclusion is associated with services that require the user to be able to send or 
receive a text message or mobile phone call. Examples of these include parking payment services where 
the user sends a text message with their vehicle registration number to a given number. In this scenario, the 
only equipment needed is a mobile phone, which need not be a smartphone. These services are estimated 



 
to exclude between 2.1% and 8.8% of the population, depending on the country. Again, remember that 
the exclusion in practice will be higher once the difficulty of use of the interface is also considered. 

Table 2. Estimates of technology access exclusion. Note that the actual exclusion will almost certainly be 
higher in practice, when the exclusion caused by the difficulty of use of the digital interface is added to 

the technology access exclusion. In particular, the population exclusion for fixed installations will certainly 
be higher than the 0% technology access baseline figure. 

 

 Estimates of exclusion (% of sample who do not meet the basic 
technology access requirements to use this type of service) 

Type of service Germany 
(n=10101) Italy (n=1002) 

Spain 
(Barcelona 

Metropolitan 
area) (n=601) 

UK (n=338) 

A public fixed installation 
(e.g., an information kiosk or 
ticket machine) that does not 
require any other equipment 

0%  0% 0% 0% 

A service that requires the 
user to have a mobile phone 
(e.g., to receive a text or 
make a call) but no other 
equipment 

2.1%  8.8% 3.0% 5.8% 

Website that does not need 
mobile internet access (e.g., 
can be used successfully 
from home)  

10.8%  25.2% 8.7% 21.0% 

Pre-installed smartphone app 
that does not need mobile 
internet access 

17.7%  20.4% 14.8% 23.8% 

Pre-installed smartphone app 
or website accessed via a 
smartphone that requires 
mobile internet access 

19.2%  26.9% (n=994) 16.9% (n=596) 31.4% (n=335) 

Smartphone app that requires 
installation but not mobile 
internet access 

47.3%  59.8% (n=1000) 39.2% (n=600) 43.8% 

Smartphone app that requires 
installation and mobile 
internet access 

47.4%  59.7% (n=992) 38.8% (n=595) 43.4% (n=335) 

 

 
1 In this table, n (the total number of people in the calculation) is specified for particular calculations if it differs from 
the total for the whole country due to instances of missing data. 



 
Websites that do not need mobile internet access are predicted to exclude between 8.7% and 21.0% of 
the population depending on the country. These websites could be accessed from a computer at the 
person’s home or in a public location such as a library. They would typically provide information in advance 
of travel or options to purchase tickets.  

Smartphone apps have the highest levels of exclusion but there is a big difference between those that 
require installation and those that are pre-installed. This is because many people have not installed an app 
on a smartphone or tablet within the last year, and may not be familiar nor willing to engage with the 
process of finding, downloading and installing the app. They may be able to figure it out on their own, but 
would need to be highly motivated to do so (given that they have not bothered to do so in the preceding 
12 months) and many are likely to find it difficult. 

 

1.1.3. Vulnerable to exclusion groups 

Earlier in the DIGNITY project, Deliverable 1.1 identified various groups that may be vulnerable to digital 
mobility exclusion because of particular characteristics or requirements related to this topic. Examining the 
exclusion levels for these groups may provide some useful information and insight. As this is not the focus of 
the current deliverable, the figures are given for one country (Germany) only as an example (see Table 3). 
Note that the distribution may vary by country, e.g., the gender divide may be more noticeable in some 
countries than others. However, the results for Germany provide a good indication of some of the issues.  

For this analysis, the groups were defined as follows (definitions taken from Goodman-Deane et al, 2021): 

● Older people (25.3% of German sample): those aged 65 and over. 

● Women (51.0% of German sample): those giving their gender as female. 

● Low education (32.2% of German sample): those listing their highest level of education as secondary 
general school-leaving certificate or below. This roughly corresponds to ISCED levels 0-2 (Eurostat, 
undated). Those currently attending general school are not included in this group. 

● Low income (14.1% of German sample): those with a net monthly household income below a poverty 
line of 1040 euros for a single-person household (Statistisches Bundesamt, 2021). The poverty line for 
multi-person households was calculated from this based on the OECD-modified household size (OECD, 
undated). 

● Rural inhabitants (28.3% of German sample): those living in a postal code in an area identified as “rural 
distinct with some densification” or “sparsely populated rural district” according to the official 
classification from the Federal Office for Building and Regional Planning (BBR). However, note that using 
whole districts means that some residents of towns may actually be classified as rural and vice-versa.  

● Migrants (9.7% of German sample): those who did not acquire German citizenship at birth. This includes 
both those who acquired it later and those who are not German citizens. 

● People with disabilities (15.8% of German sample): those reporting being “very limited” in their daily 
activities due to issues with their eyesight, hearing, hands, mobility, reach, memory or concentration. 



 
Note that these groups are not homogenous. There is considerable variation within each group as well as 
between groups. For example, there are older people who are very technologically capable as well as 
many with low levels of technology access and digital competence. Nevertheless, the exclusion figures are 
useful in highlighting certain groups where the proportions of excluded people are particularly high, and 
where extra precautions need to be taken to reduce exclusion.     

In addition, the groups are not independent. In particular, there is a large cross-over between older people 
and those with disabilities. 67.8 percent of those with disabilities were aged 65 and over. A further 
examination of the intersectional issues would be valuable in future work.   

Table 3. Estimates of technology access exclusion for vulnerable to exclusion groups in Germany. Note 
that the exclusion will almost certainly be higher in practice, when the difficulty of use of the digital 

interface is also considered. 
 

 Estimates of exclusion (% of group in Germany who do not meet the 
basic technology access requirements to use this type of service) 

Type of service 
Older 

people 
(n=2552) 

Women 
(n=515) 

Low 
education 

(n=326) 

Low 
income 
(n=143) 

Rural 
(n=286) 

Migrants 
(n=98) 

With 
disabilities 

(n=160) 
A public fixed installation 
that does not require any 
other equipment 

0% 0% 0% 0% 0% 0% 0% 

A service that requires 
the user to have a 
mobile phone but no 
other equipment 

7.9% 3.2% 4.4% 5.5% 1.5% 5.1% 11.0% 

Website that does not 
need mobile internet 
access  

40.5% 11.5% 21.2% 18.8% 14.1% 12.6% 36.2% 

Pre-installed smartphone 
app that does not need 
mobile internet access 

55.8% 17.0% 32.9% 28.1% 18.7% 23.7% 50.2% 

Pre-installed smartphone 
app or website 
accessed via a 
smartphone that requires 
mobile internet access 

59.6% 18.0% 34.6% 30.6% 20.0% 23.7% 53.2% 

Smartphone app that 
requires installation but 
not mobile internet 
access 

85.5% 52.3% 71.5% 64.2% 49.3% 49.9% 82.3% 

Smartphone app that 
requires installation and 
mobile internet access 

85.5% 52.4% 71.5% 64.2% 49.4% 49.9% 82.3% 

 
2 In this table, n (the total number of people in the calculation) is specified for particular calculations if it 
differs from the total for the subgroup due to instances of missing data. 



 
For all services, the technology access exclusion estimates for older people, people with low education, 
people with low income and people with disabilities is noticeably higher than the exclusion estimates for 
the population as a whole. The figures for women, rural inhabitants and migrants are more varied, with 
some of the figures being slightly higher and some slightly lower than the population as a whole.  

The estimates of technology access exclusion are particularly high for older people and those with 
disabilities. Over 80% of these groups are excluded from using smartphone apps that require installation on 
the basis of technology access requirements alone. Even if the app is installed for them, over 50% of these 
groups are still predicted to be excluded.   

 

1.1.4. Implications 

The high levels of technology access exclusion alone associated with some of these services highlight the 
importance of offering services in alternative non-digital forms. For example, if a service provides 
information through a smartphone app, if this information can be easily obtained in another manner, e.g. 
by looking at a website, phoning an information number or asking a customer service representative, then 
the resultant exclusion will be significantly reduced. Care is also needed that these alternatives are 
designed inclusively and are not neglected during the development phase.  

This is particularly important when the target user group includes older people, people with low education, 
people with low income or people with disabilities. Care needs to be taken to ensure that already 
disadvantaged groups are not further disadvantaged by the introduction of a new technology-based 
service. 

Consequently, if a service is primarily aimed at one of these groups, then it needs to be considered whether 
a digital solution is suitable. For example, if a transport provider wishes to introduce a new service to improve 
the mobility of older people, then they should consider avoiding the primary access to the service via a 
smartphone app. A smartphone app is likely to exclude many of the target population, simply because it 
necessitates a user having a smartphone and being able and willing to install the app, even if it is extremely 
well designed.  

However, in some cases, offering a service through a smartphone app will be a sensible option, with 
appropriate non-digital alternatives. In these cases, providers should note the difference in exclusion 
between pre-installed apps and those which require installation. Offering help with app installation could 
dramatically reduce exclusion and hence increase uptake. This could be achieved by providing clear 
instructions and motivation on information posters and other advertising, or even offering support or sessions 
where someone could help install the app for potential users. The latter is probably best suited to services 
that are offered through a clearly reputable authority, such as local governments.   

 



 

1.2. Exclusionary usability issues 
If user interfaces are complex, unclear or rely on previous knowledge, then these can cause people to 
become stuck or lost during their user journey. This is particularly likely for those with limited experience with 
digital interfaces. The frustration and anxiety that this causes can result in these users giving up, and 
consequently becoming excluded.  

This section describes some common characteristics of digital interfaces that can cause exclusionary 
usability issues. Often these kinds of issues will result in difficulty and frustration for many users, even if they 
are not excluded from using the service as a result. Thus, addressing these is likely to improve the user 
experience for users in general.  

Note that this section does not provide a complete list of usability issues, nor does it constitute conventional 
usability guidance. The issues highlighted in this section are ones that are likely to cause exclusion and 
actually prevent users from completing their goals with the service successfully. They have been chosen 
from ones that have been observed in our experience with older and less technically capable participants.  

There are various usability heuristics and guidance available for developers, who would like to find out more 
about conventional usability issues, e.g.: https://www.nngroup.com/articles/ten-usability-heuristics/ 
(Nielsen Norman Group, undated). 

 

1.2.1  Lack of visibility of controls 

One common issue is the lack of visibility of key controls. In many digital touchscreen interfaces, key controls 
are hidden or not explicitly identified as controls. For example, a symbol, piece of text or area on the 
interface may be tappable, but this may not be indicated with any visible signals such as the outline of a 
button or underline. Figure 2 shows an example where each possible journey can be tapped to provide 
more information about that journey. However, this is not obvious to a novice user. People who are familiar 
with user interfaces in general may try tapping on this just to see what will happen, but doing this requires a 
level of confidence in using digital technology and willingness to explore an interface that many people 
do not have. 

 

Figure 2. Example app screen showing an area that can 
be tapped on to obtain further journey information. 

 

 

 

 

 

https://www.nngroup.com/articles/ten-usability-heuristics/


 
1.2.2 Codification of information 

Many digital interfaces rely on information that has been coded in some way to reduce space requirements 
or for aesthetic reasons. This can take many forms including the use of acronyms, technical words and 
symbols, as well as conveying information implicitly through layout. This codification requires that the user 
‘de-codes’ it to be able to understand what it represents. Where the codes require prior experience for 
users to easily decode, this can result in the exclusion of users who do not have the relevant prior digital 
technology experience.  

A simple example would be the use of the ‘burger menu’ icon (which 
often looks like three horizontal lines vertically aligned: ≡ ) for a menu 
function. As part of the Dignity surveys (in Task 1.2), participants were 
presented with a mock-up of an interface that included the burger 
menu icon (see Figure 3). Participants were asked what they would 
do to see a menu with more options. In the German survey, less than 
60% selected the burger menu icon, and over 20% responded that 
they ‘didn’t know’. 

 

 

Figure 3. Mock-up of an interface shown to participants in the Dignity 
surveys. The burger menu icon is circled in pink (this circle did not 
appear on the version shown to participants). 

 

 

Codification can also occur in the layout of information. For example, the layout of the screen in Figure 4 
has been designed to show several options for public transport journeys in a vertical list. The horizontal 
dimension displays a representation of a timeline of a particular journey. This may seem obvious to those 
who are familiar with transport apps, but it may not be clear to novices. 

Care needs to be taken to ensure that any codification used is clear to the intended users. Where it is not 
clear, further explanation and guidance to the users may be required in order to avoid exclusion. 

 

 

 

 

 

 



 
 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 4. Example screen showing codification in context of a journey planning app (needs modification 

to remove the relationship to a real app). 

 
 

1.2.3 Lack of clarity in the next step in the user journey  
At every point when using an interface, it should be clear to the user what the next thing they need to do 
is in order to achieve likely goals, such as obtaining navigation directions and booking tickets. However, this 
is not always the case. In some cases, the next step is not visible. The user may be expected to tap a menu 
button, change mode (e.g., from a map view to a navigation view) or perform a gestural interaction (such 
as swiping) before the controls for the next step are displayed. In other cases, the controls are visible but 
codified so that some users will not understand them (see Section 1.2.3). Another common issue is salience: 
the controls may be visible and understandable, but the correct ones are hard to identify amongst all the 
options on the screen.   

A good example is shown in Figure 5 where the user is guided to select a likely next step, in this case to plan 
or buy tickets for the top result in the journey search. 

 

 

 

 



 
 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 5. Example screen interface where a likely next step is clearly indicated with a green button. 

 
1.2.4 Complex mental models 

A mental model refers to a person’s mental understanding of how something (such as a service or interface) 
works. It includes their understanding of how the different parts of the service or item are related to each 
other, and what the consequences of various actions on the interface will be.  

An incomplete or inaccurate mental model can result in exclusion. It is thus important that a service helps 
users to develop correct mental models about how they work, especially for any elements that may be 
unfamiliar to someone who hasn’t used a similar service or digital interface previously.   

For example, if someone doesn’t have a mental model for the concept of off-peak/peak transport 
ticketing, they are likely to be confused by a ticket machine that tries to give these options, without sufficient 
explanation.  

Mental models also apply to how an interface works. An example from our user trials involved users 
searching in a navigation interface for a café, as shown in Figure 6. Users needed to understand that 
locations were categorised either as addresses or points of interest, and searches needed to be performed 
within the right category to be successful. A common issue was searching for the café within the Addresses 
category and finding no matches. Several users then concluded that the system could not direct them to 
the café and gave up. If they had the correct mental model, they would have switched to the “Points of 
interest” category and found the café.  



 
It would be better to make this aspect of the search clear within the interface itself. Even better would be 
to use a simpler, more common mental model for a search.  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 6. Mock-up of an Interface for a navigation service. A search for Harriets tea rooms within the 
“Addresses” category was unsuccessful. Users needed to have the mental model that searches took 
place within different categories and switch to the “Points of Interest” category and retry the search. 

 

1.2.5 Modal interfaces 

A modal interface is an interface where the same user input will produce different outputs depending on 
the mode that the interface is in. For example, a ticket machine may use physical buttons to select from 
options on the screen. The same physical button will do different things depending on whether the machine 
is in “select station” mode or “payment” mode.  

Modal interfaces can be particularly confusing for older people and those with low digital technology prior 
experience, who may be more used to products where the same button always does the same thing. Even 
more digital literate users can be confused by badly designed modal interfaces, e.g., where the labels for 
controls are separated from the controls themselves. An example of this can be seen in the ‘soft keys’ (the 
buttons directly beneath ‘Select’ and ‘Back’) shown in Figure 7, which change function depending on the 
label closest to them at the time. 

 

 



 
 

 

 

 

 

 

 

 

 

 

 

 

Figure 7. Mock-up of an Interface showing modal ‘soft keys’ which change function depending on the 
label above them. 

Developers should consider if a modal interface is really necessary. If a modal interface is used, then any 
changes in mode should be clearly signalled, and the current mode clearly displayed. It should be clear 
what the controls do in each mode, with labels for the controls placed as close to them as possible. 

 
1.2.6 Non-obvious and digital specific interaction patterns 

Interaction patterns are the control types that users interact with to operate a system, and are considered 
‘patterns’ as they are repeated in different contexts. A simple example would be a domestic light switch in 
say a bedroom, which would have similar activation and operational characteristics to other light switches 
in the same building and other buildings. Whilst it is not intrinsically obvious how a light switch would operate 
or what it would do, through repetition of the pattern it very quickly becomes a standard. As a result of the 
frequency of seeing this same pattern, users develop a ‘mental model’ of what a light switch looks like, how 
it operates and what it does, enabling users to have a good idea of what will happen if they activate a 
light switch in an unfamiliar environment. 

Most physical world interaction patterns are familiar to everyone even if not obvious how to operate on 
initial exposure. However, interaction patterns in the digital world, for example those that only exist in a 
digital interface, are not familiar to everyone because those with limited digital interface experience may 
not have developed a mental model for them. For those who can easily learn from discovery, this may not 
be a barrier to inclusion, however for those who lack willingness to explore or sufficient capability to recover 
from an erroneous action these can cause exclusion.  

Any interaction pattern that can only exist digitally has the potential to exclude, unless it is very clear as to 
its function and how to operate it. Examples of exclusive interaction patterns include requiring users to hold 



 
a button down for a specific length of time (such as experienced on some phones to turn them on or off), 
touchscreen swipes that are not supported by visual indication of operation (such as interfaces which 
require scrolling, but it is not clear that a scroll is possible nor required), and touchscreen controls that do 
not look like controls (see above for the example in Figure 2).  

Using interaction patterns which mimic those that exist in the physical world (such as push buttons) are a 
safe way of minimising exclusion. Other ways to reduce the exclusion of digital specific interaction patterns 
include providing visual instructions on how to interact with them as a hint or tutorial. 

 
1.2.7 User registration complexity 

Some digital transport services require users to register before they can use the service. In some cases, this 
registration process can be complex. It may require the entry of multiple pieces of personal information, 
including details of other documents such as driving licenses. It may also involve setting up a password with 
potentially confusing restrictions on the type of password that is allowed. There may be a CAPTCHA check. 
Many services then send an e-mail with a link that needs to be clicked in to complete the registration 
process. These convoluted multi-step user journeys are likely to cause exclusion as they provide greater 
opportunity for errors and hence for users to get lost or abandon the process.  

It is important to consider whether user registration is actually necessary or whether it is feasible to allow 
people to use the service (or some features of the service) without registration. If registration is necessary, 
developers can consider ways of simplifying the process, e.g., requiring less information. Enabling people 
to log in with existing accounts (e.g., with Google or Facebook) can also help if this is done carefully and 
transparently. Clarity in the instructions and the task steps is also important. If CAPTCHAs are used, care 
needs to be taken to ensure that they are accessible to all users, e.g., that they do not exclude people 
who are blind and use a screen reader. 
  



 

2. CATALOGUE DEVELOPMENT PROCESS  
 

2.1. Data collection methods 
A variety of data collection methods were deployed to select and populate the catalogue entries. A 
structured data collection template was developed to ensure the information was gathered in an 
organized and systematic way. A selection of categorisation parameters also helped to organize the data 
collection process.  

The data collection methods used were: 

● Literature and media review; 

● Semi-structured interviews with representatives of vulnerable to exclusion groups; 

● Review of the pilots’ self-assessment framework results at the MESO level (i.e., at the level of products 
and services). 

Each of these methods is elaborated in the sections below. As a result of the data collection, a total of 32 
digital transport products or services were selected for the catalogue.  

 

2.1.1. Literature and media review 

As a starting point, the official websites of the H2020 sister projects TRIPS - TRansport Innovation for disabled 
People needs Satisfaction and INDIMO - Inclusive Digital Mobility Solutions were consulted to gain a better 
understanding of their approach in tackling the digital divide in the mobility sector. 

Recent deliverables from these two projects were reviewed to identify relevant successful examples for the 
catalogue. The following project deliverables were reviewed:  

● INDIMO D1.1 – Analysis Framework of User Needs, Capabilities, Limitations & Constraints of Digital 
Mobility Services  

● TRIPS D2.2 – Qualitative Insights report 

● TRIPS D3.1 – Report on Mobility Services Trends Impacts and Related Policies 

● TRIPS D3.2 – Report on Digital Technology Trends Impacts and Related Policies  

● TRIPS D3.4 – Report on Assistive Technologies Trends Impacts and Related Policies 
 

TRIPS D3.1 – Report on Mobility Services Trends Impacts and Related Policies was particularly useful for the 
collection of the practices to be featured in the catalogue. The good practice examples presented in TRIPS 
D3.1 were further analysed based on: 1. the abilities required to operate or use the service/product and 2. 
the factors that shape it as a good example.  

 

https://trips-project.eu/
https://trips-project.eu/
https://www.indimoproject.eu/


 
Next, articles from diverse scientific and academic journals were consulted, for example, on the topics of:  

● Impact of digitalization on access to mobility services/products; 

● Mobility poverty and its consequences; 

● Digital inequality in mobility services/products; 

● Best practices on accessible and inclusive digital transport services/products; 

● Factors that affects whether a digital transport service/product is successful in relation to inclusivity; 

● User requirements/needs for inclusive mobility services/products; 

● Parameters for the evaluation of digital mobility services/products. 

To collect additional information about the chosen services/products, their official websites, app store 
pages and ratings were further reviewed.   
  

2.1.2. Semi-structured interviews with representatives of vulnerable to 
exclusion groups 

Each of the partners involved in this task conducted semi-structured interviews with representatives of the 
DIGNITY vulnerable to exclusion groups. 36 interviews were conducted virtually or in-person with local end-
users and their representatives living in Belgium, the Netherlands, Spain, Italy and the United Kingdom during 
the period February-April 2021. The goal of these interviews was to increase the understanding of what 
makes a digital transport product or service work well (or not so well) for vulnerable users. Out of the 36 
interviewees, 32 were end-users and 4 were representatives of vulnerable to exclusion groups (e.g., a 
representative from an association providing support to a specific group).  

Of the 32 interviewed end-users:  

● 14 were Older people (aged 65 years old and over); 

● 7 had disabilities (a capability loss that limits them in daily activities); 

● 8 were Inhabitants of rural areas (areas with <1000 households per km2); 
● 24 were Women; 
● 12 were People with low income (those on a minimum salary or who receive government support 

with their income); 
● 3 were People with low education levels (basic education or no education); and  
● 9 were Migrants (those who were born with a different nationality from their country of residence). 

The interview template with the detailed questions asked in the interviews can be found in Appendix 1.  

The interviews were structured in the following way: 

Background information about interviewee: 



 
The objective of this part of the interview was to identify the vulnerable group(s) the interviewee belonged 
to. Thus, questions about the age, gender, educational attainment, socio-economic class, rural or urban 
residency, migrant/ non-migrant background, and presence of disabilities were asked.  

Travel behaviour and transport use: 

The objective of this part of the interview was to understand the travel behaviour and transport use of the 
interviewees in terms of: how often they travel, the purpose of their travel, transport modes used regularly 
and transport modes owned/borrowed/rented regularly.  

General access and use of technology and digital devices: 

This part helped to identify the level of access to and use of technology of the interviewees. It covered: 
access to the internet, frequency of use of the internet, ownership of smartphones and tablets, what they 
were used for and apps installed and used.   

Digital transport services used: 

This part helped to identify relevant examples of digital transport services/products and to gain an 
understanding of the interviewees’ experience using them. Thus interviewees were whether they used any 
mobility-related digital services, how often, what they felt made one service better than another, and which 
information sources they used and why.  

Success factors: 

This part helped to identify the factors that affected whether a particular digital transport service was a 
success for the interviewees in terms of, for example, design, usefulness, language, confidence and cost.  

Problems/barriers: 

This part helped to clarify problems and barriers the interviewees faced when using a particular digital 
transport service in terms of, for example, design, usefulness, language, confidence and cost.  

General comments and remarks: 

In this part, interviewees were asked to elaborate in general what makes a service a success for them and 
for the group they represent, as well as which needs are important to satisfy for this group.  

The analysis of the interview results helped to identify good examples of digital transport products and 
services, and the factors that shape them as successful.  

To narrow down the list of good examples mentioned by the interviewees, each of them was analysed 
based on the following: 

● How many of the interviewees use this service/product? 

● What are the factors that make this service/product successful for the interviewees? (per 
vulnerable group) 

● Which are the problems/barriers that interviewees have faced (are facing) when using the 
service/product? (per vulnerable group) 



 
From this analysis, the services/products used by most interviewees and the ones with the most relevant 
success factors (and least problems/barriers mentioned) were selected to be featured in the catalogue.  

2.1.3. Review of the pilots’ self-assessment framework at the MESO level  
As part of WP2 – Building the DIGNITY approach, the DIGNITY pilot cities and regions collected the following 
information about the MESO level context: An overview of existing digital transport products and services 
in the region, their characteristics, target groups and the partners involved; (where available) information 
on the user involvement in the design process. 

A total of 127 services and products were collected from the pilot cities and regions, with information on:  

● The main type of service offered (e.g., Trip Planning, Navigation, etc.) 

● Other types of services offered (e.g., Trip Planning, Navigation, etc.) 

● Level of operation: international, national, regional, local 

● Ownership: public or private 

● Company size (i.e., number of employees) 

● Number of unique users per year 

● Intended user groups during the design-making process of the service 

● Number of people using this service (per year) for each vulnerable-to-exclusion group 

● Specific measures taken to include vulnerable-to-exclusion groups 

● Service integration in MaaS application 

● Existence of non-digital ways to use this service or product 

Based on this information, services and products were pre-selected from this list for the catalogue while 
ensuring that the pre-selected entries met a variety of criteria, such as a wide range of main types of service 
offered.   

The list was extended by the partners involved in this task after doing a comprehensive literature and media 
review. This MESO level data has been taken into consideration when compiling the final list of services and 
products for the catalogue to ensure the presence of a variety of service types. Also, pilot cities and regions, 
mobility experts and providers were asked to propose additional services and products to be featured in 
the catalogue and to elaborate why they can be considered to be successful practices.    

 

 



 

2.2. Catalogue structure 

The catalogue will be presented online as part of the DIGNITY website: www.dignity-project.eu. This will 
enable it to be interactive and visually attractive, featuring various categorisation and search possibilities. 
It also allows interested users to submit their own digital products and services.  

The section below presents a standardised structure for catalogue entries.  
 

[NAME digital product/service]  
Category: xxx 
Website/link(s): xxx  

Developer: xxx 
 
General information  

Main function (multiple selection) 

● Digital journey planning services/platforms 

● Digital vehicle sharing services/platforms 

● Digital information services/platforms 

● Digital payment and booking services/platforms 

● Other 
 

What is the main sub-function of the service/product? (multiple selection)  

Trip planning | Navigation | Consumer car sharing | Personal car sharing |Corporate car sharing | Ride 
sourcing |Ride splitting |E-hailing (taxis) |Demand responsive public transport sharing |Bike sharing 

Other vehicle sharing |Vehicle information provision |Parking information provision |Facility information 
provision |Travel information provision |Roadside assisting |Ticket payment |(shared) Vehicle payment 
|Parking payment |Travel assistance | Other function 

 

Short description of the product/service:  

A paragraph describing the product/service and its functionalities.  
 

Target group(s): (multiple selection)  

● General public 

● Older people (those aged 65 years old and over) 

● People with disabilities (a capability loss that limits them in daily activities) 

Logo/Image 

http://www.dignity-project.eu/


 
● Inhabitants of rural areas (areas with <1000 households per km2) 

● Women 

● People with low income (those on a minimum salary or who receive government support with their 
income) 

● People with low education levels (basic education or no education) 

● Migrants (those who were born with a different nationality from their country of residence) 
 

 

Countries/cities of operation: e.g., Barcelona (Spain) 
 

Technologies needed to use the service:  

● Mobile phone (without internet connection) 

● Digital device with internet connection (at home) 

● Digital device with internet connection on the way (smartphone) 

● Use of digital interface at specific location (such as a ticket machine) 

● Other 
 
 

Is there a non-digital way to use this service or product? 

● Yes – how? 

● No 
 

Best practice (success factor) selection criteria 

Why is this a good example? 

Reason  

More details  

Tags  

 

(Add more tables where applicable) 

 

 

 

 



 

2.3. Categorisation and tagging parameters 

Key definitions were established to enable a common understanding of key aspects in the catalogue. A 
structured tagging scheme was also developed for the success factors to make it easier to identify and 
search these.  

2.3.1. Categorisation parameters  
This section explains the main definitions deployed in the catalogue. These definitions are identical to those 
used in other deliverables of the DIGNITY project. 
 
Vulnerable to exclusion groups:  
 

● Older people (those aged 65 years old and over); 
● People with disabilities (a capability loss that limits them in daily activities); 
● Inhabitants of rural areas (areas with <1000 households per km2); 
● Women; 
● People with low income (those on a minimum salary or who receive government support with their 

income); 
● People with low education levels (basic education or no education); and  
● Migrants (those who were born with a different nationality from their country of residence). 

Each of the catalogue entries has a main category, followed by their main function and other sub-
functions. The full set of main (and sub) functions are: 

Digital journey planning services/platforms: 
● Trip planning - Trip planning services provide information for users to help them plan their itineraries 

within and between cities. 
 

● Navigation - Navigation services support the user in following a route by giving directions. Navigation 
services are mostly used in-car or by pedestrians and cyclists. Some navigation services have 
evolved into trip planners by including different means of transportation. 

 
Digital vehicle sharing services/platforms: 
 

● Consumer car sharing (B2C) - Consumer car sharing (B2C) is a car sharing system where a company 
owns a fleet of vehicles which it provides to its members or clients, for either one-way trips or round 
trips. 

 

● Personal car sharing (C2C) - Personal car sharing (C2C) is a peer-to-peer car sharing system where 
private vehicle owners make their cars available for other drivers to rent. 

 

● Corporate car sharing (B2B) - Corporate car sharing (B2B) is a business car sharing system where 
government agencies and employers replace their own private fleets with car sharing services. 
These cars are not open to everyone who registers, but only to members of a specific 
company/community. 

 



 
● Ride sourcing - Ride sourcing is a vehicle sharing system where private car owners drive their own 

vehicles to provide for-hide rides. Only one (group of) customer(s) is picked up along the way. 
 

● Ride splitting - Ride splitting is a vehicle sharing system where private car owners drive their own 
vehicles to provide for-hide rides, and additional passengers can be picked up along the way. That 
way, customers split their ride and the costs with other customers. 

 

● E-hailing (taxis) - E-hailing is a vehicle sharing system by which taxis can be reserved via the internet 
or smartphone applications maintained by either a third-party provider or the taxi company. 

 

● Demand responsive public transport sharing - Demand responsive public transport (DRT) is a flexible 
mode of public transportation that changes its operation scheme based on the demand of its users. 
Typically, this involves users calling a booking service, which will plan a personal route for them on 
the day they require. 

 

● Bike sharing - Bike sharing is a vehicle sharing system where a company owns a fleet of bikes which 
it provides to its members or clients. This can be for one way or round trips, and can be station based 
or free floating. 

 

● Other vehicle sharing - Other vehicle sharing systems might be similar to car and bike sharing 
systems, but with special target groups and characteristics. They include scooter sharing and other 
relevant shared mobility modes. 

 
Digital information services/platforms: 
 

● Vehicle information provision - Vehicle information platforms provide the users with real-time 
information about the availability of vehicles. This can be the availability of shared bikes, shared 
cars, shared scooters or shared kick scooters. This can be station-based or free-floating. 

 

● Parking information provision - Parking information platforms provide the users with real-time 
information about the availability of parking spots. 

 

● Facility information provision - Facility information provision provides the users with information about 
the location and availability of facilities. This includes charging stations for electric cars and the 
locations of bike stations or car stations. This can be real-time or static. 

 

● Travel information provision - Travel information platforms provide the users with real-time information 
about travel related issues and problems. This can include public transport delays, traffic jams, etc. 

 

● Roadside assistance - Roadside assistance services provide the users with the option to request 
assistance when needed on the road. This could be due to a car or bike accident. 

 
Digital payment and booking services/platforms: 
 

● Ticket payment - Ticket payment services are mobile paying/booking services that are mainly 
focused on buying tickets in order to book and use transport. This can be done with a subscription, 
a mobile on the go paying application or a smart card. 

 

● (Shared) Vehicle payment - Vehicle payment services are mobile paying services that are mainly 
focused on paying for and booking a (shared) vehicle that you want to use in the near future. This 
can be done with a subscription, a mobile on the go paying application or a smart card. 

 



 
● Parking payment - Parking payment services are mobile paying services that are mainly focused on 

paying for a parking spot. This can be in a parking garage, car park or on the roadside and is mostly 
done with a mobile on the go paying application. 
 

 

2.3.2. Structured tagging approach  
The catalogue also deploys a structured tagging approach for the success factors. The following 
paragraphs describe the main tags (categories) and what they mean, how they could be used and 
examples of reasons falling under them. Some of the categories (e.g., Functionality) are split into further 
more detailed subcategories. In these cases, the tags are listed in the following form in the catalogue: Main 
category-Subcategory (e.g., Specific user groups-Older people, Usability-User control).  

Cost   

Description of tag: A service that helps with money issues. 

Note: For services that are explicitly aimed at reducing the cost or offering services for free, the tag “Specific 
user groups-People with low income” has been used instead. 

Examples of some reasons that fall under this tag: Helps to find the cheapest ticket options; Offers discounts 
on parking and works on the pay per minute principle; Allows a comparison of the journey time and cost of 
different routes to find the fastest and cheapest ways to get around London.  

Functionality 

Description of tag: A service that provides some extra functionality that can be highlighted as an example 
of good practice.  

This tag is not used for a service that has some nice but standard functionality. This tag is not used for 
functionality that is specific to just one vulnerable user group. Instead, the tag “Specific user groups” is used. 

● Subcategory: Integration of services 

Description of tag: Integration of travel services (i.e., services that provide help for journeys, travel or 
navigation). This may include finding, booking and paying for services and finding out useful information 
about the area or facilities. 

Examples of some reasons that fall under this tag:  Integrates different services into one (e.g., finding, 
booking and paying for service); Features information about multiple transport modes. 
● Subcategory: On-demand services 

Description of tag: Demand-responsive public transport services.  

Examples of some reasons that fall under this tag: Use of virtual stops to get closer to users; Other on-
demand services.  
● Subcategory: Real-time information 

Description of tag: The provision of accurate, real-time information 



 
Examples of some reasons that fall under this tag: Real-time traffic updates and alternative route 
options, Real-time updated transport options. 
● Subcategory: Other 

Functionality may have other sub-categories.  

Examples of some reasons that fall under this tag: Allows users to publish frequent routes and/or save 
trips. 

Specific user groups 

Description of tag: A service that is particularly helpful for a specific user group, particularly one of the 
groups that are identified as “vulnerable to digital mobility exclusion”. This could be because the service 
offers a functionality, option or feature that this specific group would find useful or beneficial.  

Accessibility features and options are listed separately under “Accessibility” as these may be relevant for a 
wider group of people than those identifying as having disabilities.  

Examples of some reasons that fall under this tag: Functionality that is designed for a particular user group 
(e.g., provides information on disabled parking); Information on drivers to help passengers feel more secure 
during taxi rides; Targets underserved areas; An interface that has been designed specifically for people 
with capabilities, e.g., low vision. If the low vision version is an accessibility option rather than the main 
interface, use the tag “Accessibility” instead.  

Subcategories: 
● Older people 
● People with disabilities 
● Inhabitants of rural areas 
● Women 
● People with low income 
● People with low education levels 
● Migrants 
● Other 

Examples of some reasons that fall under Specific user groups-People with low income: Available to use 
for free; Lower cost than other similar services on the market, e.g., through a co-operative. Note that if 
the reason deals with more general money issues, then the tag “Cost” is used instead. 

Accessibility 

Description of tag: Accessibility features and options. 

This refers to the accessibility of the service and the interface. Services and options that are specifically 
targeted for people with disabilities are listed separately under “Specific user groups-People with 
disabilities”.  



 
Examples of some reasons that fall under this tag: Accessibility features and options; A low-vision option on 
the interface; An option for audio navigation directions. 

International aspects 

Description of tag: Aspects related to internationalisation such as being available in multiple countries and 
languages. 

Examples of some reasons that fall under this tag: Available in multiple countries and languages; Payment 
options in different currencies. 

Caters for low technology users 

Description of tag: Offers alternative interaction for people who do not have access to smartphones, the 
internet, ability to install an app, etc. This may be non-digital or require a lower level of technology or 
technology expertise.  

Examples of some reasons that fall under this tag: Offers access to the service/product in non-digital ways; 
Usage of service/product (or a specific feature) does not require internet access; Can be used via a web 
browser as well as an app. 

Usability 

Description of tag: Has some good usability features that can be highlighted as good examples.  

● Subcategory: User control 

Description of tag: Gives the user good control over their interaction, including the ability to “undo” 
individual actions, Cancel/Exit a sequence of actions, and to go back to a “safe” Home page, e.g., if 
they get lost in the navigation.   

Examples of some reasons that fall under this tag: Enables the user to always return to the previous 
screen with a clear, consistently placed button; Supports Undo, Redo, Exit and Home with clear, salient 
options. 

● Subcategory: Match with real world 

Description of tag: Uses words, concepts and interactions that are understandable by users who are 
digital novices.  

Examples of some reasons that fall under this tag: Follows real-world conventions and mental models; 
Presents novel concepts in a clear way; Labels icons clearly in simple language. 

● Subcategory: Learnability  

Description of tag: Supports novice users in learning how to use the service simply and easily.  

Examples of some reasons that fall under this tag: Provides options for Wizard-style interaction; Provides 
tips and guidance through the interaction; Clear explanations at each point. 

● Subcategory: Visibility 



 
Description of tag: Controls are visible and salient. Avoids hidden functionality. Provides clear and 
immediate system feedback.  

Examples of some reasons that fall under this tag: Clear and salient controls throughout the interaction; 
The mode of the interface is always clear and visible, and presented in a way that makes sense to 
someone who is unfamiliar with modal interaction (i.e., where the same buttons do different things 
depending on the mode that the interface is in). 

● Subcategory: Simplicity 

Description of tag: Avoids presenting information which is irrelevant or rarely needed.  

Examples of some reasons that fall under this tag: Limited controls are shown on each screen, making it 
clear what the options at each point are; Reduces distractors and potential error paths. 

● Subcategory: Customisation 

Description of tag: Provides options for customising the interface and/or interaction to meet an 
individual user’s needs. This may be done manually by setting up options in a profile, or automatically 
by the system. If the latter, care needs to be taken as automatic customisation can be very unhelpful if 
done badly.   

Examples of some reasons that fall under this tag: Customisation options, Adaptive interface. 

● Subcategory: Help facilities 

Description of tag: Provides some help facilities, e.g., clear instructions and answers to common 
questions, ability to phone or contact someone to get help.  

Examples of some reasons that fall under this tag: Option to contact people to get help. 

● Subcategory: User registration 

Description of tag: The user registration process is improved in some way, e.g., by providing an option 
to use existing accounts with other providers. 

Examples of some reasons that fall under this tag: Integration with a Facebook or Google account. 

●  Subcategory: Multimodality 

Description of tag: Offers input and/or output in multiple modalities (e.g., audio, speech, touch as well 
as a visual interface) 

Examples of some reasons that fall under this tag: Accessibility via voice navigation. 

● Subcategory: Other 

Description of tag: Other things to do with usability that can be highlighted as good examples.  

Other 

Description of tag: Any other reasons that do not fall into the categories above.  
  



 

3. CATALOGUE 
1. Google Maps - navigation app feature 

 

Google Maps – navigation app feature 
Category: Digital journey planning services/platforms  
Website/link(s):  
Google Maps Website 
Google Maps App (Google Play Store) 
Google Maps App (App Store) 

Developer: Google 
 

Main function: Digital journey planning service/platform 

What is the main sub-function of the service/product: Navigation  

Short description of the product/service: Google Maps is a digital journey planning platform which can be 
accessed through web browsers (desktop/laptop interface focusses on journey planning) and standalone 
apps (which focus on real-time navigation). Its navigation feature provides the option to get easy, turn-by-
turn navigation to places. Maps shows the directions and uses real-time traffic information to find the best 
route to the desired destination. With voice navigation, the user could hear traffic alerts, where to turn, 
which lane to use, and if there is a better route. Directions can be obtained for driving, public transit, 
walking, or biking. Whenever there are multiple routes available, the best route to the destination is 
highlighted in blue. Other alternative routes are shown in grey on the map. 
 

Target group(s): General public/other 

Countries/cities of operation: 200+ countries and territories (https://developers.google.com/maps/coverage) 

Technologies needed to use the service:  

● Smartphone or tablet (without internet connection) – Users can save an area from Google Maps to 
their phone or tablet and use it when they are offline. Users can get driving directions offline, but not 
transit, bicycling, or walking directions. In the driving directions, they will not have traffic info, 
alternate routes, or lane guidance. 

● Laptop, desktop, tablet or smartphone with internet connection for journey planning 

● Tablet or smartphone with mobile internet connection on the way for real-time turn-by-turn 
navigation 

 

Is there a non-digital way to use this service or product?  No 

https://www.google.com/maps
https://play.google.com/store/apps/details?id=com.google.android.apps.maps&hl=en&gl=US
https://play.google.com/store/apps/details?id=com.google.android.apps.maps&hl=en&gl=US
https://apps.apple.com/us/app/google-maps-transit-food/id585027354
https://developers.google.com/maps/coverage


 
 
Why is this a good example? 

Reason Free to download and use 

More details The sophistication and breadth of the functionality combined with its use for free makes it 
a very popular app, and because it is free, it is accessible to people on low income. 

Tags Cost, Specific user groups- People with low income 

 

Reason Integration with related tasks – extensive functionality and information 

More details Google Maps is able to draw upon a continually updated dataset to provide real-time 
route timings, guidance and contextual information for users. Examples of related tasks 
include finding a fuel station en route to a destination, finding a restaurant near a 
destination, and being able to find details of the restaurant including if it will be open at 
the estimated arrival time and phone number which can be used to dial it directly (on a 
smartphone). 

Tags Functionality- Integration of services 

  

Reason Usability – Clear directions  

More details Google maps can provide clear turn by turn directions, correctly timed based on the 
person’s current location and speed of mode of transport. These are generally provided 
enough in advance of a turn or navigation decision that the person can process them 
without rushing, but not so far in advance that it is unclear what junction they apply to. 
The current location is marked clearly on the map. The user can move around the map to 
get an idea of their surroundings and look further ahead in their journey, and a prominent 
button enables the user to re-centre the map on their current location.  

Tags Usability 

 

Reason Accessibility via voice navigation 

More details The app includes a voice navigation feature which supports use by people with visual 
impairments and people with difficulties reading. It also enables hands free use which is 
valuable when driving, cycling or using a manual wheelchair. 

Tags Accessibility, Usability-Multimodality 

 



 
Reason Information on multiple transport modes 

More details Google maps provides information on journeys on foot, by bike, car, taxi and public 
transport. This makes it useful for a wide range of users in different areas.   

Tags Functionality-Integration of services 

 

Reason Available in multiple countries and languages 

More details Google maps works in multiple countries and multiple languages, making it particularly 
valuable for immigrants and visitors to the country. Users may be familiar with it from their 
home country and do not need to download and familiarise themselves with a new 
service or product when they move to another country.  

Being available in their own language also removes language barriers and makes it easier 
for them to find their way around in an unfamiliar country.  

Tags International aspects, Specific user groups-Migrants 

 

Reason Real-time traffic updates and alternative route options 

More details The app provides direct and in-time information about the situation on the road. It shows 
alternative routes and traffic jam information.  

Tags Functionality-Real-time information 

  



 

2. Citymapper – navigation and trip planning app 
 

  Citymapper – navigation and trip planning app 
Category: Digital journey planning services/platforms  
Website/link(s):  
Citymapper Website 
Citymapper App (Google Play Store) 
Citymapper App (App Store) 

Developer: Citymapper Limited 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Navigation, Trip planning and Travel information 
provision 
 

Short description of the product/service:  

Citymapper is a public transit app and mapping service which displays transport options in a city. It 
integrates data for all urban modes of transport, including walking, cycling, driving and public transport. It 
is free of charge to users, and is accessed via an app on devices such as smartphones and via a website. 

The data behind Citymapper comes from a variety of sources, such as open-source data (usually GTFS-files 
provided by transport authorities) and local transit authorities. Some data is user-generated or provided by 
local employed personnel. 
 

Target group(s):  General public/other 

Countries/cities of operation: Many cities around Europe, as well as worldwide. European cities include 
Barcelona, Madrid, Paris, Lyon, Bologna, Zürich, Amsterdam, Hamburg and others. 

Technologies needed to use the service:  
● Digital device with internet connection (at home) 
● Digital device with internet connection on the way (smartphone) 

A device with a web browser and internet connection for planning travel in advance. Smartphone with 
internet connection for navigation and other use during a trip. The route can be programmed in advance 
making it usable without mobile internet connection if necessary. 
 
Is there a non-digital way to use this service or product? No. 
 

 

https://citymapper.com/company
https://play.google.com/store/apps/details?id=com.citymapper.app.release&hl=es
https://apps.apple.com/es/app/citymapper-rutas-y-horarios/id469463298


 
Why is this a good example? 

Reason Free to download and use 

More details The app is downloadable for free giving access to trip planning functions and all other 
services.  

Tags Cost, Specific user groups- People with low income 

 

Reason Available in multiple countries and languages 

More details The service is available in more than 75 cities around the world. This reduces the need to 
download new applications or discover new services. 

Tags International aspects, Specific user groups-Migrants 

 

Reason It is usable without mobile data 

More details Routes can be downloaded in advance and then used without mobile data. This is 
particularly useful for people who are travelling who may not have mobile data in a new 
country.  

Tags International aspects, Specific user groups-Migrants; Caters for low technology users 

 

Reason Accuracy of the information and time estimates 

More details The app provides accurate information, navigation features and time estimates 

Tags Functionality-Real-time information 

 

Reason Integrated multimodal access 

More details Citymapper offers the Citymapper Pass service, which allows users to access public and 
private mobility services (public transport, cycles and cabs) from one app. It offers two 
different subscriptions: unlimited public transport or unlimited public transport plus cycles 
and cabs. It uses a smart travel card integrated with the smartphone app. This option is 
currently only available in London. 

Tags Functionality-Integration of services 

 



 

3. Moovit - navigation and trip planning app 
 

Moovit - navigation and trip planning app 
Category: Digital journey planning services/platforms  
Website/link(s):  
Moovit Website 

Moovit App (Google Play Store) 

Moovit App (App Store) 

Developer: Moovit App Global LTD 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Navigation and Trip planning 
 

Short description of the product/service: The Moovit transit and urban mobility app combines information 
from public transit operators and authorities with live information from the user community to offer travellers 
a real-time picture, including the best route for their journey. Moovit amasses up to 6 Billion anonymous data 
points a day to add to the world’s largest repository of transit data. The data gathering is aided by a network 
of more than 720,000 local editors, these users help map and maintain local transit information in cities that 
would otherwise be unserved. Moovit provides a one-stop-shop journey experience to help users get from 
point A to B in the easiest and most efficient way. Users gain access to train and bus times, maps, live 
navigation, and real-time arrival information. Additionally, users are able to pay for their travel, find critical 
alerts and service disruptions for their favourite routes. The app provides step-by-step directions of optimal 
route bus, train, metro, bike, scooter, or a combination of them. Commuters will find updated bus times and 
train times, transit maps, and, where available, real-time line arrivals.  

 

Target group(s): General public/other 
 

Countries/cities of operation: 3,400 cities across 112 countries 

Technologies needed to use the service:  

● Smartphone, laptop, desktop, tablet with internet connection for journey planning 

● Tablet or smartphone with internet connection on the way for real-time turn-by-turn navigation 
 

Is there a non-digital way to use this service or product?  No 
 

https://moovitapp.com/netherlands-101/poi/en-gb?utm_medium=organic&utm_source=company_website
https://play.google.com/store/apps/details?id=com.tranzmate&hl=en-US
https://apps.apple.com/us/app/moovit-public-transit/id498477945


 
Why is this a good example? 

Reason(s) Free to download and use 

More details The Moovit app is free to download and use on iOS and Android. This makes it accessible 
to people on low income. 

Tags Cost, Specific user groups- People with low income 

 

 
Reason(s) Provides location of nearby bus stops and delivers “get-off” alerts 

More details The app allows users to locate nearby bus stops and train stations and receive alerts as 
to when to get off the vehicle. This can be particularly useful to people with visual 
impairments.  

Tags Functionality-Real-time information  

 

 
Reason(s) Maps are available offline 

More details Maps are available in PDF for when users are offline, or underground on the subway.  

Tags Cost, Specific user groups- People with low income 

 

 
Reason(s) Allows users to save favourite journeys and delivers appropriate updates  

More details Users are able to save favourite routes, stations and places. Furthermore, they can get 
real-time updates if/when there are changes to the saved routes in case bus and train 
times are impacted. 

Tags Usability-Customisation; Functionality-Other 

 

 
Reason(s) Integrates different services into one 

More details The app has a variety of features, such as provision of live navigation, real-time travel 
updates, digital payment, stops` visualisation, user reports and more. 

Tags Functionality-Integration of services 

 

 
Reason(s) Available in multiple countries and languages 

More details Available for 110+ counties and in 40+ languages.   

Tags International aspects, Specific user groups-Migrants 

  



 

4. My Cicero - trip planning and e-ticketing app 
  

My Cicero - trip planning and e-ticketing app 
Category:  
Digital journey planning services/platforms  
Digital payment and booking services/platforms 

Website/link(s):  
myCicero Website 
myCicero App (Google Play Store) 
myCicero App (App Store) 
 

Developer: myCicero Srl 
 

Main function: Digital journey planning service/platform and Digital payment and booking service/platform 

What is the main sub-function of the service/product: Trip planning, Ticket payment and Parking payment 

Short description of the product/service: myCicero is a MaaS application that enables users to plan their 
trip as well as pay for parking and municipal services, all from a single platform. The transport function helps 
users optimise their public transportation routes and has e-ticketing functionalities as well as a user account 
where money can be preloaded. The e-parking functionality allows for the purchase of parking tickets 
online with the options of activating parking via a phone call, SMS or interactive voice response. The main 
functionalities are: 

- Organising a trip with solutions that integrate national connections with the last mile and consult the 
train, bus and metro timetables throughout Italy. 

- Tickets, subscriptions, carnets and much more can be bought directly from a smartphone, for more 
than 70 transport companies throughout Italy. 

- The user can activate, extend and end the parking from the app, at any time and wherever they 
are. The app sends a notification when the parking is about to expire. The user can also request 
monthly billing for parking. 

Target group(s): General public/other 

Countries/cities of operation: Italy 

Technologies needed to use the service:  

● Smartphone or tablet (without internet connection) 
● Laptop, desktop, tablet or smartphone with internet connection for journey planning 
● Tablet or smartphone with mobile internet connection on the way for real-time turn-by-turn 

navigation 
● Phone for calls/SMS activation of parking facility use. 

Is there a non-digital way to use this service or product? Yes. The parking tickets can be activated or 
deactivated by a call or SMS only once registered on the myCicero website. 

http://www.mycicero.eu/
http://www.mycicero.eu/
https://play.google.com/store/apps/details?id=net.pluservice.myCicero&hl=en_US&gl=US
https://play.google.com/store/apps/details?id=net.pluservice.myCicero&hl=en_US&gl=US
https://apps.apple.com/it/app/mycicero/id595700208


 
 
Why is this a good example? 

Reason Free to download and use 

More details The app is downloadable for free giving access to trip planning functions and all other 
free and paid services.  

Tags Cost, Specific user groups- People with low income 

 

Reason Real-time updated transport options  

More details The app provides real time information on journeys combining multiple transport modes: 
by train, bus, metro and ferries. It also displays the alternative route by foot. 

Tags Functionality-Real-time information 

  

Reason Integrates different services into one 

More details The app gives access to multiple services such as trip planning, booking and directly 
paying for service. The app integrates more than 70 public transport providers throughout 
Italy and allows to purchase e-tickets for the selected routes. If travelling by car, the app 
offers information on available parking slots and possibilities to pay the parking through 
the app for the time needed. 

Tags Functionality-Integration of services 

 
 

Reason Easy to use interface 

More details It is straight forward, with clear and simple design and easy search functions. 

Tags Usability-Simplicity 

 
  



 

5. 9292 - trip planning app 
 

9292 - trip planning app  
Category: Digital journey planning services/platforms  
Website/link(s):  
9292 Website 

9292 App (Google Play Store) 

9292 App (App Store) 

Developer: 9292 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Journey planning 
 

Short description of the product/service: 9292 is a public transport journey planning app that makes mobility 
simpler and more accessible by integrating travel advice from public transport with real time updates. It 
has been providing travellers with reliable travel advice for more than 25 years by being the connecting 
link between travellers, public transport companies and responsible authorities. Users can view bus, tram, 
metro and train schedules and pick from a variety of suggested routes with the attached pricing and transit 
times. 
 

Target group(s): General public/other 
 

Countries/cities of operation: The Netherlands 
 

Technologies needed to use the service:  

● Laptop, desktop, tablet or smartphone with internet connection for journey planning 

● Tablet or smartphone with mobile internet connection on the way for real-time transit plans 
 

Is there a non-digital way to use this service or product?  No 
  

https://9292.nl/
https://play.google.com/store/apps/details?id=nl.negentwee
https://apps.apple.com/nl/app/9292/id556557690


 
Why is this a good example? 

Reason Free to download and use 

More details The app is downloadable for free giving access to trip planning functions and information.  

Tags Cost, Specific user groups- People with low income 

 

Reason(s) Clear, uncluttered interface 

More details The app has a straightforward clear starting page interface. It immediately requires the 
user to fill in the starting point of the trip and the arrival point without any additional 
distracting information being present.  

Tags Usability-Simplicity 

 

Reason(s) Allows users to save favourite trips 

More details To save a trip, users can use the plus sign in the top right corner of the travel advice. 
Then, they can find their saved travel advice by using the menu in the app. 

Tags Functionality-Other; Usability-Customisation 

 

Reason(s) Displays the expected occupancy per mode of transport for each travel advice 

More details After selecting their starting and ending point of the journey, users are able to select the 
option ‘Crowd expectation’ to find out how crowded the mode of transport is expected 
to be. This can be particularly useful to people with disabilities who want to avoid 
overcrowded vehicles where getting in and out of the vehicle could be more difficult.   

Tags Functionality – Real-time information 

 

Reason(s) Integrates different services into one 

More details The app has a variety of features, including: information about journey changes, buying 
e-tickets directly from the app, crowdedness predictions, checking different transport 
times and modes options, etc.  

Tags Functionality-Integration of services 

 
 

Reason(s) Ability to select a wheelchair accessible journey plan 

More details Once the user has selected the starting and ending point of their trip, they can select 
the option to plan a wheelchair accessible journey.   



 
Tags Specific user groups - People with disabilities 

 
 

Reason(s) Information on multiple transport modes 

More details The users can choose the modes of transport they want to use for their trip including bus, 
train, tram, subway and ferry.  

Tags Functionality-Integration of services 

  



 

6. Trenitalia - trip planning and e-ticketing app 
 

Trenitalia – trip planning and e-ticketing app 
Category:  
Digital journey planning services/platforms 

Digital payment and booking services/platforms 

Website/link(s):  
Trenitalia Website 
Trenitalia App (Google Play Store) 
Trenitalia App (App Store) 

Developer: Trenitalia S.p.A 
 

Main function: Digital journey planning service/platform and Digital payment and booking 
service/platform 
 

What is the main sub-function of the service/product: Trip planning and Ticket payment 
 

Short description of the product/service: Trenitalia is the primary train operator in Italy and a subsidiary of 
Ferrovie dello Stato Italiane. The Trenitalia app serves as a platform where users can check which trains are 
running, plan their train journey and purchase tickets digitally. Trenitalia offers additional assistance services 
carried out by Rete Ferroviaria Italiana (RFI) and is aimed at "people with disabilities" or "people with 
reduced mobility" (PRM), which include:  

● people with limb problems or walking difficulties; 
● elderly people; 
● pregnant women; 
● people with visual impairments; 
● deaf people or hearing impaired. 

 

Target group(s): General public/other 
 

Countries/cities of operation: Italy 
 

Technologies needed to use the service:  

● Laptop, desktop, tablet or smartphone with internet connection for journey planning 

● Tablet or smartphone with mobile internet connection on the way for viewing timetable changes 
 

Is there a non-digital way to use this service or product?  Yes, tickets and assistance can be requested by 
phone and at the train station. 

 

https://www.trenitalia.com/it.html
https://play.google.com/store/apps/details?id=com.lynxspa.prontotreno&hl=it
https://apps.apple.com/it/app/trenitalia/id331050847


 
Why is this a good example? 

 
Reason(s) Available for free/helps to find the cheapest tickets options 

More details Once the request to go from station A to station B on a specific day and time is made, 
Trenitalia offers different solutions for the journey and provides for multiple information such 
as the length of the trip, the number of changes needed, and the price allowing to find 
the fastest and cheapest option. 

Tags Cost, Specific user groups- People with low income 

 
Reason(s) Provides for a fidelity program that allows to win free tickets 

More details Users can apply for free to the fidelity program and collect points for each trip they 
purchase online.   

Tags Cost, Specific user groups- People with low income 

 
Reason(s) Integrates different services into one 

More details Trip planning, booking and payment. 

Tags Functionality-Integration of services 

 
Reason(s) Allows users to publish frequent routes and/or save trips 

More details  The application allows users to publish and / or request routes with the same 
characteristics for recurrent use, avoiding having to do it multiple times. 

Tags Usability-Customisation 

 
Reason(s) Available in multiple languages 

More details The service is offered in four languages (Italian, English, French and Chinese). 

Tags International aspects, Specific user groups-Migrants 

 
Reason(s) Offers access to the service/product via non-digital ways 

More details Via a call centre and/or ticket office. 

Tags Caters for low technology users 



 

7. Tube Map - navigation app 
 

Tube Map – navigation app 
Category: Digital journey planning services/platforms  
Website/link(s):  
Tube Map Website 

Tube Map App (Google Play Store) 

Tube Map App (App Store) 

Developer: Mapway Limited 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Navigation  
 

Short description of the product/service: Tube Map is an award-winning navigation app that includes the 
official TfL (Transport for London) Tube Map. Tube Map - London Underground works both on and offline. It 
provides line status updates, real-time routing to anywhere in London and the latest official Tube Map from 
Transport for London. It includes information about how accessible each platform is with ratings for those 
travelling with heavy luggage, a pushchair or using a wheelchair. Other similar apps from this provider 
include New York and Berlin Subways, Paris, Mexico City, Munich, Madrid and Barcelona Metros, and Bus 
times for London and the UK.  
 

Target group(s): General public/other 
 

Countries/cities of operation: The United Kingdom (London), with similar apps in New York, Mexico City, 
Madrid, Berlin, Paris, Munich and Barcelona. 
 

Technologies needed to use the service:  

● Smartphone or tablet with internet connection, or without connection with reduced functionality 
 

Is there a non-digital way to use this service or product?  No, although tube maps are available in non-
digital form. 
  

https://www.mapway.com/apps/tube-map-london-underground/
https://play.google.com/store/apps/details?id=com.mxdata.tube.Market&hl=en&gl=US
https://apps.apple.com/gb/app/tube-map-london-underground/id320969612


 
Why is this a good example? 

Reason Free to download and use 

More details The app is downloadable for free giving access to trip planning functions and information.  

Tags Cost, Specific user groups- People with low income 

 

Reason(s) A journey planner that works with and without an internet connection 

More details Tube Map’s route planner also works without an internet connection. This can be very 
handy for people who cannot afford to use mobile data on their phone. However, 
internet is required for installing the app and for real train time information. 

Tags Caters for users with limited data access 

 

Reason(s) Allows to compare the journey time and cost of different routes to find the fastest and 
cheapest ways to get around  

More details This specifically helps people with low incomes to find the most affordable option for their 
journey.  

Tags Cost, Specific user groups- People with low income 

  

 
Reason(s) Features the iconic Harry Beck Tube Map which is easily recognisable to both local 

commuters and non-locals 

More details This supports usage of the app by migrants who need navigation in a foreign country and 
may be unfamiliar with the local context. 

Tags Usability-Simplicity 

 
 

Reason(s) Offers wheelchair accessibility information (supports use by people with disabilities) 

More details The app includes information about how accessible each platform is with ratings for those 
travelling with heavy luggage, a pushchair or using a wheelchair. 

Tags Specific user groups-People with disabilities 

  



 

8. Smou – trip planning app 

Smou – trip planning app  
Category: Digital journey planning services/platforms 
Website/link(s):  
Smou Website 

Smou App (Google Play Store) 

Smou App (App Store) 

Developer: Ajuntament de Barcelona 
 

Main function: Digital vehicle sharing services/platforms and Digital payment and booking services/ 
platforms 
 

What is the main sub-function of the service/product: Trip planning, Ride sourcing, Bike sharing, Parking 
information provision, Vehicle payment, Parking payment 
 

Short description of the product/service: Smou is the municipal app for Barcelona. It helps users to travel 
around Barcelona, providing access to information and mobility services. The aim behind this new app is to 
improve users’ experiences by bringing together apps and integrating several BSM (the municipal 
infrastructure company) mobility services such as parking regulated areas, bicing (bicycle sharing), 
carsharing, electric vehicle chargers and others into a one-stop-shop space. It aims to provide access to 
these services in an easier, more comfortable and more intuitive way. 
 

Target group(s): General public/other 
 

Countries/cities of operation: Metropolitan Area of Barcelona, Spain 
 

Technologies needed to use the service: 

● Digital device with internet connection on the way (smartphone) 

Is there a non-digital way to use this service or product?  No   

https://www.smou.cat/en/home
https://play.google.com/store/apps/details?id=cat.bcn.smoubcn&hl=en
https://apps.apple.com/us/app/id1439898721?ign-mpt=uo%3D4


 
Why is this a good example? 

Reason Integrates different services in one app 

More details The app provides access to multiple different services such as Apparkb and Agilpark 
(systems for accessing and paying for car parks), Endolla (activate electric-charging 
points) and Bicing (bicycle-sharing platform). 

In this way, the user has access to information about multiple transport modes, and also 
allows them to access and pay for the services during their mobility experience in an 
integrated platform. Availability of these services is shown on a single map. 

Tags Functionality-Integration of services 

 
Reason Allows the user to see real-time information 

More details The app shows the availability of services in real-time. Through this function, the user can 
consult, for example, the number of electric/ mechanical bikes available in the nearest 
station. 

Tags Functionality-Real-time information 

 
Reason Integration of virtual discount vouchers 

More details The app offers the option to digitize analog discount vouchers through the scanning of a 
QR code and store them inside the app.   

Tags Cost, Specific user groups- People with low income, Functionality-Integration of services 

 
  



 

9. WeWALK – accessible navigation app 
 

WeWALK – accessible navigation app 
Category: Digital journey planning services/platforms  
Website/link(s):  
WeWalk Website 

WeWalk App (Google Play Store) 

WeWalk App (App Store) 

Developer: WeWALK Teknoloji A.S. 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Navigation 
 

Short description of the product/service: WeWALK is a free accessible navigation and exploration 
application developed by visually impaired people for the visually impaired and people with low vision. 
WeWALK enables visually impaired people to explore their surroundings and get accessible step-by-step 
navigation. Users can view the public transportation stops nearby and learn the times of the public 
transportation lines passing through the stop.  
 

Target group(s): People with disabilities: visually impaired people and people with low vision 
 

Countries/cities of operation: The UK and Turkey 
 

Technologies needed to use the service:  

● Smartphone or tablet (with internet connection)  
 

Is there a non-digital way to use this service or product?  No  

 
  

https://wewalk.io/en/
https://play.google.com/store/apps/details?id=tr.org.yga.wewalk.android
https://apps.apple.com/tr/app/wewalk-ak%C4%B1ll%C4%B1-baston/id1344297911


 
Why is this a good example? 

 
Reason(s) Free to download and use 

More details The WeWALK Smartphone App is free to download on iOS and Android.  

Tags Cost, Specific user groups- People with low income 

 

Reason(s) Enhances independence, mobility and accessibility for visually impaired people and 
people with low vision 

More details The WeWalk app specifically target visually impaired people and people with low vision. 
The app provides step-by-step navigation and informs about intersections, stairs and 
elevators. It has a location discovery mode which announces the locations in the 
environment while walking on the road. Thus, visually impaired and low vision users can 
enjoy accessible exploration without missing the locations in their surroundings.  

Tags Specific user groups-People with disabilities 

 

Reason(s) Integration of public transport information 

More details The public transport feature of the app allows users to find out about transit options, 
navigate to stops, check timetables and more. Particularly, users can check the public 
transportation stops nearby and learn the times of the public transportation lines passing 
through the stop. When they get on the public vehicle, when approaching the stop where 
they need to get off, WeWALK notifies them by sending notifications to not miss the stop.  

Tags Functionality-Integration of services 

  

 
Reason(s) Available in 11 languages 

More details The app is available in English, Arabic, French, German, Italian, Japanese, Portuguese, 
Romanian, Russian, Spanish and Turkish. This supports usage of the app by migrants who 
need navigation in a foreign country and are unfamiliar with the local context and 
language. 

Tags International aspects, Specific user groups-Migrants 

 
 

Reason(s) Accessible and adaptable interface – integrates low vision interface and low vision maps 



 
More details Users are able to change the text size, colour, and background across the whole WeWALK 

app, from the home screen to the low vision maps. These maps allow low vision users to 
be able to view the route that the mapping system has traced.  

Tags Accessibility 

 
 

Reason(s) Build-in voice assistant   

More details The WeWALK App’s built-in voice assistant allow to access the WeWALK features with voice 
command. It is similar to Siri or Google Voice in that it allows to control certain actions on 
the app by asking commands. 

Tags Usability-Multimodality, Accessibility 

 
 

 
  



 

10. Karta GPS - navigation and trip planning app 
 

Karta GPS - navigation and trip planning app 
Category: Digital journey planning services/platforms  
Website/link(s):  
Karta GPS Website 

Karta GPS App (Google Play Store) 

Karta GPS App (App Store) 

Developer: NDrive 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Navigation and Trip planning 
 

Short description of the product/service: Karta GPS is an application available for free and pairs open-
source map data from OpenStreetMap alongside content from Yelp and Foursquare. The application does 
not require connection to the Internet and uses a GPS satellite connection to determine its location. Karta 
GPS provides traffic info from INRIX to plot the best route available based on real-time traffic information. 
 

Target group(s): General public/other 
 

Countries/cities of operation: More than 50 countries worldwide 
 

Technologies needed to use the service:  

● Smartphone or tablet (without internet connection)  

● GPS satellite connection 
 

Is there a non-digital way to use this service or product?  No 
 

  

https://kartagps.com/
https://play.google.com/store/apps/details?id=com.kartatech.karta.gps&hl=en_IE&gl=US
https://apps.apple.com/app/karta-gps-free-offline-navigation/id1072400876


 
Why is this a good example? 

Reason(s) Available to use for free and does not require internet connection  

More details Karta GPS can navigate offline and all maps can be downloaded for free. No internet is 
required for searching, route calculation or turn-by-turn instructions. This can be very 
handy for people who cannot afford to always have mobile data on their phone and for 
people driving through remote areas where the mobile internet connection is unstable. 
However, internet is required for installing the app.  

Tags Cost, Specific user groups- People with low income; Caters for low technology users 

 

Reason(s) One-box search makes it easy-to-use  

More details The one-box search supports partial names, initials and can search everything: points of 
interest, street names, crossing streets, GPS coordinates and address points. People who 
are not digital natives could benefit from this interface making it easier for them to 
navigate through the app.  

Tags Usability-Simplicity 

  

Reason(s) Accessibility via voice navigation 

More details The app offers full voice guidance with spoken street names. This could be particularly 
useful for people with visual impairments and people experiencing difficulties reading. It 
also enables hands free use which is valuable when driving or using a manual wheelchair. 
Users are also offered the opportunity to choose the specific voice that will be guiding 
them on their trip. The app has a voice search function as well supporting users who are 
unable to type in the one-box search bar. 

Tags Accessibility 

 

Reason(s) Available in 26 languages 

More details The app is available in English, Arabic, Czech, Danish, Dutch, Finnish, French, German, 
Greek, Indonesian, Italian, Japanese, Korean, Malay, Norwegian Bokmål, Polish, 
Portuguese, Russian, Simplified Chinese, Slovak, Spanish, Swedish, Thai, Traditional Chinese, 
Turkish and Vietnamese. This supports usage of the app by migrants who need navigation 
in a foreign country and are unfamiliar with the local context and language.  

Tags International aspects, Specific user groups-Migrants 



 

11. Waze – navigation and trip planning app 
 

Waze – navigation and trip planning app 
Category: Digital journey planning services/platform  
Website/link(s):  
Waze Website  
Waze App (Google Play Store) 
Waze App (App Store) 

Developer: Waze Inc. 
 

Main function: Digital journey planning service/platform 

What is the main sub-function of the service/product: Navigation  

Short description of the product/service:  Waze is a smartphone application which uses GPS and mobile 
internet connection to offer real-time traffic optimised navigation. It has various features such as alerts 
about traffic, instant routing changes and estimates time of arrival based on live traffic data. What makes 
Waze different is that users can indicate hazards/obstacles on the roads themselves and update other road 
users on the Waze application. 

Target group(s): General public/other 

Countries/cities of operation: Waze can be used anywhere in the world but requires enough initial users to 
create the maps and continuously update data to make it useful. Currently, only 13 countries have a full 
base map; the others are incompletely mapped. 

Technologies needed to use the service:  

● Smartphone or tablet (without internet connection) - Users can save an area from Waze to their 
phone or tablet and can get driving directions when they are offline. Using offline driving directions, 
they will not have traffic info, alternate routes, or lane guidance. 

● Laptop, desktop, tablet or smartphone with internet connection for journey planning 
● Tablet or smartphone with mobile internet connection on the way for real-time turn-by-turn 

navigation 
 

Is there a non-digital way to use this service or product?  No 
  

https://www.waze.com/en-GB/
https://play.google.com/store/apps/details?id=com.waze&referrer=utm_source%3Dwaze_website%26utm_medium%3Dweb-waze-index%26utm_campaign%3Ddefault
https://apps.apple.com/app/app-store/id323229106


 
Why is this a good example? 

Reason(s) Free to download and use 

More details The Waze Smartphone App is free to download on iOS and Android. This makes it 
accessible to people on low income. 

Tags Cost, Specific user groups- People with low income 

 
Reason(s) Integrates different services into one 

More details Users gain access to a variety of features: navigation with turn-by-turn driving instructions 
with the help of voice commands, accident or hazards alerts, a carpool service and 
more. 

Tags Functionality- Integration of services 

 
 

Reason(s) Accessibility via voice navigation 

More details The app gives users turn-by-turn driving instructions with the help of voice commands 
and alerts users of any accidents or hazards on the road. There are spoken turn-by-turn 
directions and spoken street names (Text-to-Speech). 

Tags Accessibility 

 
 

Reason(s) Available in multiple countries and languages 

More details Waze can be used anywhere in the world but requires enough initial users to create the 
maps and continuously update data to make it useful. Currently, only 13 countries have 
a full base map; the others are incompletely mapped. Available in 26+ languages. 

Tags International aspects, Specific user groups-Migrants 

 
 

Reason(s) User reports and modification of the map 

More details Waze directs users based on crowdsourced information. Waze users are able to report 
traffic-related incidents. This data helps other users either by alerting them of the 
condition ahead or rerouting them. It also relies on information from state agencies for 
traffic events such as road construction. This helps to make the information provided to 
users as accurate as possible. Waze also allows registered users to modify the map data 
itself through the Waze Map Editor. 

Tags Functionality-Other 

 
 

Reason(s) Supports offline navigation 



 
More details Although Waze is an online navigation app, it is able to store a copy of routes offline. This 

helps to ensure that even if users lose internet connection, they will be able to follow the 
road to their destination.  

Tags Cost, Specific user groups- People with low income, Caters for low technology users 

 
Reason(s) Provides instant alerts 

More details Waze crowdsources its data from other drivers who are on the road within the user’s 
route and vicinity, constantly updating them with notifications about accidents, traffic 
jams or a slowdown in traffic.  

Tags Functionality-Real-time information 

 
 

Reason(s) Adjusts route in real-time and provided instant alerts 

More details Waze crowdsources its data from other drivers who are on the road within the user’s 
route and vicinity, constantly updating them with notifications about accidents, traffic 
jams or a slowdown in traffic. As the app is constantly collecting information, it can 
adapt quickly to ensure the fastest route possible. 

Tags Functionality-Real-time information 

 
 

Reason(s) Provides useful contextual information 

More details Allows users to find the cheapest fuel stations along the route and other facilities en-
route or near a destination. 

Tags Functionality-Integration of services;  

 
  



 

12. Sala Blu+ - navigation and transport assistance app 
 

SalaBlu+ - navigation and transport assistance app 
Category: Digital journey planning services/platforms  
Website/link(s):  
SalaBlu+ Website 
SalaBlu+ App (Google Play Store) 
SalaBlu+ App (App Store) 

Developer: Rete Ferroviaria Italiana 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Navigation and transport assistance for persons with 
mobility issues or disabilities 
 

Short description of the product/service: SalaBlu+ is a smartphone application for the Rete Ferroviaria 
Italiana (the Italian Railway network) that, upon registration, allows travellers with disabilities and reduced 
mobility to request Sala Blu for assistance in accessing the departing train, locating the assigned seat and 
with accompaniment to the exit or to the train for the next journey leg. 
 

Target group(s): People with disabilities: reduced mobility 
 

Countries/cities of operation: Italy 
 

Technologies needed to use the service:  

● Laptop, desktop, tablet or smartphone with internet connection for journey planning 

● Tablet or smartphone with mobile internet connection on the way for real-time turn-by-turn 
navigation 

 

Is there a non-digital way to use this service or product?  Yes, assistance can be requested by phone and 
at a train station offering Sala Blu services. 
 

 

 

https://salabluonline.rfi.it/
https://play.google.com/store/apps/details?id=it.rfi.salabluplus&hl=en_US&gl=US
https://apps.apple.com/nl/app/salablu/id1450485098


 
Why is this a good example? 

Reason Integrates different services into one 

More details Trip planning, booking and special assistance services. 

Tags Functionality-Integration of services 

 
 

Reason Service dedicated to passengers with disabilities and reduced mobility 

More details The service allows people with reduced mobility to travel by train with special assistance 
at the stations of origin and destination, and at interconnections. It is possible to send a 
travel request not less than 24h from the departure time. SalaBlu proposes different 
options for the trip within three hours. 

Tags Specific user groups-People with disabilities 

 

 
Reason Accessibility features and options 

More details The site has been created in compliance with the current Italian legislation on 
accessibility (Law No. 4/2004) and certified according to the standards recommended 
by the W3C (World Wide Web Consortium). Sufficient colour contrast is provided 
between information content and background; an equivalent alternative text is 
provided for each non-text object on the pages; data entry is facilitated; and the 
movement commands can be selected from the keyboard. 

The site has obtained the certification of accessibility issued by the ASPHI Foundation 
onlus (Assessment of Accessibility, included in the ministerial lists) in October 2017. 

Tags Accessibility 

 
 

Reason Available in multiple languages 

More details Italian and English 

Tags International aspects, Specific user groups-Migrants 

 
 

Reason Offers access to the service/product via non-digital ways 

More details Via a call centre and/or ticket office 

Tags Caters for low technology users 



 

13. TELESOR - travel information service 

TELESOR – travel information service 
Category: Digital information services/platforms 

Website/link(s):  
Telesor Website - ADIF Service 
Telesor App (Google Play Store) 
Telesor App (App Store) 

Developer: Fundación ICH 
 

Main function: Digital information service/platform 
 

What is the main sub-function of the service/product: Travel information provision - for people with 
disabilities 
 

Short description of the product/service: With Telesor users can communicate in real time, via a text 
interface and free of charge, with various organisations and companies, including the customer service of 
the train operator ADIF. 

The application is intended for the use of deaf or hard of hearing people and / or people with verbal 
communication problems (although it can be used by other groups). It aims to facilitate their interaction 
with the organisations attached to the service, including ADIF. 

Users communicate through a free app that can be downloaded to a smartphone. They can 
communicate via text in real time, quickly and easily, without interruptions or waiting. 

Target group(s): People with disabilities: impaired hearing 
 

Countries/cities of operation: Spain 
 

Technologies needed to use the service:  

• Smartphone with internet connection  
 
Is there a non-digital way to use this service or product? Yes. The information can be obtained by phone 
from the train station (Adif) information telephone service, but this is not as accessible to people who are 
deaf or hard of hearing or who have verbal communication difficulties.   
 

https://www.telesor.es/indextelesorweb.php
http://www.adif.es/es_ES/infraestructuras/accesibilidad_estaciones/atencion_dialoga.shtml
https://play.google.com/store/apps/details?id=com.fundacionich.telesor
https://play.google.com/store/apps/details?id=com.eastcoders.journify&utm_source=web&campaignid=MKT-Other-global-all-co-prtnr-py-PartBadge-Mar2515-1
https://play.google.com/store/apps/details?id=com.eastcoders.journify&utm_source=web&campaignid=MKT-Other-global-all-co-prtnr-py-PartBadge-Mar2515-1
https://apps.apple.com/es/app/telesor-texto/id1486633624


 
Why is this a good example? 

Reason(s) Free to download and use 

More details The app is free to download on web browser, iOS and Android. This makes it accessible 
to people on low income. 

Tags Cost, Specific user groups- People with low income 

 

Reason Provides access to travel information for people who are deaf or hard of hearing or have 
verbal communication problems  

More details Through the free app, users are able to communicate with an agent via text in real time, 
quickly, easily and without interruptions. 

Tags Usability-Multimodality, Accessibility, Group-People with disabilities 

 

Reason Information from qualified staff 

More details The agents who answer via text are the same people who answer the train station (Adif) 
information telephone service. This allows them to have first-hand contact with updated 
information, avoiding consultation with third parties and delays in the response.  

Tags Functionality-Real-time information 

 

  



 

14. Servicio de Asistencia – travel assistance service 
 

Servicio de Asistencia – travel assistance service 
Category: Digital information services/platforms and Other 
Website/link(s):  
Servicio de Asistencia Website 
Servicio de Asistencia App (Google Play Store) 
Servicio de Asistencia App (App Store) 
Provider: Renfe Viajeros SA 

 
Main function: Digital information services/platforms and Other 
 
What is the main sub-function of the service/product: Travel assistance: passengers with disabilities 
 
Short description of the product/service: This service provides assistance to railway passengers with 
disabilities. It is a personalized service which informs and assists passengers with disabilities with access and 
transit in stations. It also offers help with boarding and disembarking from trains. 
 
Target group(s): People with disabilities: 
 
Countries/cities of operation: Spain 
 
Technologies needed to use the service:  
 

● Mobile phone (without internet connection) 
● Digital device with internet connection (at home) 
● Digital device with internet connection on the way (smartphone) 

 
Is there a non-digital way to use this service or product? Yes, the assistance service can be requested 
telephonically. 
 

  

http://rodalies.gencat.cat/en/sobre-rodalies/accessibilitat/servei_atendo/index.html
https://play.google.com/store/apps/details?id=com.renfe.renfeatendo&hl=es_PE
https://apps.apple.com/gr/app/renfe-atendo/id1238264486


 
Why is this a good example? 

Reason(s) Free to download and use 

More details The app is free to download on web browser, iOS and Android. This makes it accessible 
to people on low income. 

Tags Cost, Specific user groups- People with low income 

 

Reason Provides travel assistance for people with disabilities.  

More details It assists passengers with disabilities with access and transit in stations. It also offers help 
with boarding and disembarking from trains.  
Personal assistance is often available in stations but it can also be booked in advance. In 
addition, at main stations, the service is available without booking. The passenger simply 
needs to present their ticket at the starting station at least 30 minutes before the train 
departure. Assistance will be provided at both the starting and destination stations.  

Tags Specific user groups-People with disabilities 

 

Reason Assistance can be requested in multiple ways 

More details Assistance can be requested via a telephone call, through a free smartphone app or in 
person at a station.  

Tags Caters for low technology users 

 

Reason Simple interface on the smartphone app 

More details Limited controls are shown on each screen, making it clear what the options at each point 
are.  

Tags Usability-Simplicity 

  



 

15. BeMyEyes – visual assistance app 
 

BeMyEyes – visual assistance app 
Category: Other 
Website/link(s):  
BeMyEyes Website  
BeMyEyes App (Google Play Store) 
BeMyEyes App (App Store) 

Developer: Be My Eyes 
 

Main function: Other 
 

What is the main sub-function of the service/product: Visual assistance for those with visual impairments 
 

Short description of the product/service: Be My Eyes is a free app that connects people with visual 
impairments with sighted volunteers and company representatives for visual assistance through a live video 
call. This platform can be used by people with visual impairments in every aspect of their life where they 
need help including with navigating their day-to-day travels. 
 

Target group(s): People with disabilities: visually impaired people 
 

Countries/cities of operation: 150+ countries 
 

Technologies needed to use the service:  

• Internet connected smartphone, computer or tablet with camera. 
 

Is there a non-digital way to use this service or product?  No 
  

https://www.bemyeyes.com/
https://play.google.com/store/apps/details?id=com.bemyeyes.bemyeyes&referrer=utm_source%3Dbemyeyes%26utm_medium%3Dwebsite%26utm_campaign%3Dinstall
https://apps.apple.com/app/apple-store/id905177575?mt=8


 
Why is this a good example? 

Reason(s) Free to download and use 

More details The BeMyEyes Smartphone App is free to download on iOS and Android. This makes it 
accessible to people on low income. 

Tags Cost, Specific user groups- People with low income 

 

Reason(s) Enhances independence, mobility and accessibility for people with visual impairments  

More details The BeMyEyes app specifically target people with visual impairments.  

Tags Specific user groups-People with disabilities 

 
 

Reason(s) Available in multiple countries and provides multi-lingual support  

More details The app is available in 150+ countries and 180+ languages and volunteers are offered 
the opportunity to translate the app in their native language in order to make it more 
accessible.  This helps to remove language barriers. 

Tags International aspects, Specific user groups-Migrants 

 
 

Reason(s) Accessible to people with visual impairments and has a simple interface 

More details When a user needs to see what is in front of them, they go into the app and there is a 
large button in the middle they need to press. Then, an available volunteer is connected 
to their phone, the user holds the phone up and the volunteer can see through their 
camera to describe what is in front. The presence of a single large button makes it more 
accessible and easier to use for the targeted users of the app.  

Tags Accessibility; Usability-Simplicity 



 

16. RogerVoice – audio-to-text app 
 

RogerVoice - audio-to-text app 
Category: Other  
Website/link(s):  
RogerVoice Website 

RogerVoice App (Google Play Store) 

RogerVoice App (App Store) 

Developer: RogerVoice 
 

Main function: Other 
 

What is the main sub-function of the service/product: Transcribing phone calls, saving captions for future 
reference 
 

Short description of the product/service: RogerVoice is a transcription service that allows people with 
impaired hearing to read their phone calls from their home screen. When a call comes into the user’s 
phone, the application connects to the telephone network, analyses the callers voice and automatically 
transforms it into text in less than a second, thus allowing the user to follow the conversation and save it. 
 

Target group(s): People with disabilities: impaired hearing 
 

Countries/cities of operation: 50+ countries 
 

Technologies needed to use the service:  

● Smartphone or tablet with internet connection (Wi-Fi and 4G connection) and the RogerVoice app 
installed. 

 

Is there a non-digital way to use this service or product?  No 
  

https://rogervoice.com/en/about
https://play.google.com/store/apps/details?id=com.rogervoice.app&hl=en_US&gl=US
https://apps.apple.com/us/app/rogervoice/id1033113354


 
Why is this a good example? 

Reason(s) A service dedicated to people with impaired hearing and with difficulty speaking or 
aphasia 

More details The app subtitles phone calls and specifically targets people with impaired hearing and 
with difficulty speaking or aphasia. 

Tags Usability-Multimodality, Specific user groups-People with disabilities 

 
 

Reason(s) Available in multiple countries and transcribes in multiple languages 

More details The app is available to download in 50+ countries and transcribes in over 100 languages.  

Tags International aspects, Specific user groups-Migrants 

 
 

Reason(s) Customizable captions and app appearance 

More details When having a call, users can select the option to have captions and define their text 
size preference. Furthermore, they can choose a language for the captions and a voice 
gender in case they want the messages they type to be vocalized. The app`s interface 
appearance could be also customized and the user can add pre-recorded messages in 
their list which they can use to be vocalized during the call. 

Tags Usability-Customisation 

  



 

17. Nemi - Demand Responsive Bus app 
 

Nemi - Demand Responsive Bus service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Nemi Website 
Nemi App (Google Play Store) 
Nemi App (App Store) 

Developer: ne-mi / Pildo Consulting (segons App Store) 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Demand responsive public transport (DRT) 
 

Short description of the product/service: Nemi is a platform focused on improving the efficiency of bus 
services in contexts of low or irregular demand. This is the case, for example, for low population-density 
areas, remote areas, off-peak hours and weekends, or in areas with internal mobility of students and 
workers. The platform consists of a system back-end (which hosts the routing algorithm), a smartphone app, 
a driver app, and a web back-office. The combination of these components allows citizens to book seats 
on vehicles which are operating different demand-responsive lines by indicating origin, destination and 
time of their desired trip. The routing algorithm always provides the optimal route when it comes to distance 
and duration based on the existing requests from users for a specific area and time. In practice, most of 
their users are older people living in rural areas or away from the city centre.  
 

Target group(s): General public/other; Inhabitants of rural areas 
 

Countries/cities of operation:  Spain: Metropolitan areas of Barcelona and Girona  
 

Technologies needed to use the service:  

• Smartphone or tablet (with internet connection) for on-route navigation. 

• Laptop, desktop, tablet or smartphone with internet connection for managing the back-office.   

 

Is there a non-digital way to use this service or product?  Yes, booking through a phone call.   

http://www.nemi.mobi/
https://play.google.com/store/apps/details?id=mobi.nemi&hl=en_ZA&gl=US
https://play.google.com/store/apps/details?id=mobi.nemi&hl=en_ZA&gl=US
https://apps.apple.com/es/app/nemi/id1470386612?l=en


 
Why is this a good example? 

 
Reason Providing public transport provision in underserved areas 

More details People living in low-density areas (e.g. rural environments, spread-out towns, peripheral 
neighbourhoods, residential areas in the mountains) often have no access to public 
transport or have a public bus service which does not satisfy their needs. This often leaves 
them with no affordable alternative to private means of transport. Nemi provides a viable 
and convenient mobility solution for such areas by optimizing the resources involved in the 
operation of bus services, such as vehicles, energy, money and time.  

Tags Specific user groups-Inhabitants of rural areas, Functionality-On-demand services 

 

Reason Option to book transport via a phone call 

More details The services operated through the Nemi platform offer the possibility of booking a trip by 
calling the public transport operator and talking to an agent. This is useful for people who 
can't or don't know how to use a smartphone at its full potential, don't have a smartphone 
or simply prefer to arrange matters through a phone call. Currently, the phone call service 
represents 50-70% of the total number of bookings, revealing the importance of providing 
this analogue channel, particularly for older people. 

Tags Caters for low technology users, Specific user groups-Older people 

 

Reason Facility for booking adapted seats for wheelchair users 

More details The platform offers a facility to book seats for wheelchair users. This can be done through 
the app or through the back-office if an agent receives a phone call requesting this. The 
availability of seats on the platform automatically changes after processing a booking for 
an adapted seat. This is based on how the adapted seat modifies the available space in 
the vehicle, e.g. it may require folding regular seats to accommodate a wheelchair. 

Tags Specific user groups-People with disabilities, Caters for low technology users 

 

Reason Use of virtual stops to get closer to users 

More details The service uses virtual stops to get closer to users and to services and points of interest. 
This is particularly relevant in areas with an aging population, where many users (or 
potential users) of public transport services are old people who are experiencing loss of 
mobility. The flexibility provided by this functionality is a step forward in the fight against 
social exclusion and dependence among the elderly. 



 
Tags Functionality-On-Demand services; Specific user groups-Older people, Specific user 

groups-People with disabilities 

 

Reason Allows users to save favourite trips 

More details Users can save frequent trips in the favourites section, where they can name them (e.g., 
Hospital), to save steps in the next booking. This functionality allows them to just indicate 
day and time of the trip, instead of having to also indicate origin and destination. 

Tags Usability-Customisation 

 
  



 

18. Driving Miss Daisy – companion driving service 
 

Driving Miss Daisy – companion driving service 
Category: Other 
Website/link(s):  
Driving Miss Daisy Website  

Driving Miss Daisy Facebook 

Driving Miss Daisy Email 

Telephone Line: +44 333 014 6211 
 

Main function: Other 
 

What is the main sub-function of the service/product: Companion driving service 
 

Short description of the product/service: The Driving Miss Daisy service provides transportation and 
companion driving services for the elderly, children, disabled and for anyone who is unable to drive from A 
to B. This enables users to get out, have fun, and add some independence into their everyday living. The 
special service also provides assistance in and out of the car, going to appointments, shopping and 
company on outings. Special needs are catered for including assistance with a walker or wheelchair. The 
users can book these services via email, Facebook or phone call. 
 

Target group(s): People with disabilities, older people and children  
 

Countries/cities of operation: New Zealand, Australia, United Kingdom 
 

Technologies needed to use the service:  

● Mobile phone or tablet (without internet connection) for phone calls 

● Laptop, desktop, tablet or smartphone with internet connection for Facebook or email contact 
 

Is there a non-digital way to use this service or product?  Yes, Driving Miss Daisy can be reached 
telephonically. 
  

https://drivingmissdaisy.co.uk/
http://facebook.com/drivingmissdaisyuk
https://drivingmissdaisy.co.uk/contact


 
Why is this a good example? 

Reason(s) Supports independence and safety for vulnerable groups - elderly, children and people 
with disabilities 

More details The service offers companionship and assisted transportation by licenced, trained and 
qualified companion drivers. The drivers are police checked and First-Aid qualified. With 
the service people with disabilities, elderly and children are empowered to get out and 
about with a trained professional ensuring their safety. This allows for a stress-free and 
personalized door-to-door transport experience getting users anywhere they want at 
any time they want. 

Tags Specific user groups-Older people; Specific user groups-People with disabilities, Specific 
user groups-Women 

 

Reason(s) Booking via non-digital ways (accessibility for non-digital natives) 

More details Users can book the service via phone. This enables elderly people who are not digitally 
savvy to have access to the service and further supports use of the service by people with 
low incomes who are not able to afford internet access.   

Tags Caters for low technology users 

  

 
Reason(s) Offers vehicles catering the needs of elderly and people with disabilities  

More details A range of vehicles are offered. As well as standard cars, the service offers vehicles with 
higher seating and swing out front seats to make entry and exit much easier. There are 
also wheelchair adapted vehicles. The drivers provide assistance going in and out of the 
car.  

Tags Specific user groups-Older people; Specific user groups-People with disabilities 

  



 

19. ANWB AutoMaatje - companion driving service 
  

ANWB AutoMaatje - companion driving service 
Category: Other 
Website/link(s):  
Automaatje Website 

Developer: ANWB 
 

Main function: Other 

What is the main sub-function of the service/product: Companion driving service 
 

Short description of the product/service: ANWB AutoMaatje is a transport service where volunteer drivers 
transport less mobile fellow citizens. The drivers use their own car for this. This service is particularly geared 
towards elderly as the ANWB would like to keep people mobile for as long as possible so as to avoid their 
isolation from day-to-day public activities. This service is almost free as the user only has to pay a small 
expense allowance of € 0.30 cents per kilometre to the volunteer driver. 
 

Target group(s): Older people 
 

Countries/cities of operation: The Netherlands, running in 79 municipalities 
 

Technologies needed to use the service:  

● Telephone to make a phone call to the local ANWB Automaatje coordinator 

● Laptop, desktop, tablet or smartphone with internet connection for viewing service points 
 

Is there a non-digital way to use this service or product?  Yes, Automaatje can be booked by telephone 
two days before the desired travel. 
  

https://www.anwb.nl/lidmaatschap/maatschappelijk/mobiliteit/automaatje


 
Why is this a good example? 

Reason Enhances sociability and mobility of older people 

More details The service specifically targets elderly people who are isolated and less mobile. The goal 
is to assist them in remaining mobile and social, and help them in getting to their 
destinations. For a small expense, local volunteers use their vehicles to drive elderly 
people to their destinations.  

Tags Specific user groups-Older people, Specific user groups-People with disabilities 

 

Reason Booking possible via non-digital ways  

More details Automaatje is booked by telephone 2 days before the desired travel. This enables elderly 
people who are not digitally savvy to have access to the service and further supports use 
of the service by people with low incomes who are not able to afford internet access.   

Tags Caters for low technology users 

  

Reason Very low cost  

More details This service is almost free as the user only has to pay a small expense allowance of € 0.30 
cents per kilometre to the volunteer driver. 

Tags Cost, Specific user groups-People with low income 

  

 
 

  



 

20. Museum Plus Bus – dedicated bus service 
 

Museum Plus Bus – dedicated bus service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Museum Plus Bus Website 

Developer:  
 

Main function: Other 
 

What is the main sub-function of the service/product: Other 
 

Short description of the product/service: In non-COVID times, the Museum Plus Bus drives a group of elderly 
people to one of fourteen participating museums, providing a fully catered museum day out free of charge. 
It is intended for older people who can no longer visit a museum independently. Participants often come 
from care homes but other older people can join if they meet the eligibility criteria. During the Covid-19 
pandemic the bus instead brings artworks from the museums to residential care centers. The care centres 
can borrow one of four travelling exhibitions for two weeks.  
 

Target group(s): Older people; People with disabilities 
 

Countries/cities of operation: The Netherlands 
 

Technologies needed to use the service:  

● Mobile phone or tablet (with internet connection)  

 

Is there a non-digital way to use this service or product?  No 
  

https://www.museumplusbus.nl/


 
Why is this a good example? 

Reason Adaptable interface of the website 

More details The website has an option to change the letter size. This can be a useful option for 
people with impaired vision. 

Tags Accessibility 

 
 

Reason Enhances sociability and mobility of the elderly 

More details The service offers trips to museums for elderly people who can no longer visit a museum 
independently. 

Tags Specific user groups-Older people 

 
 

Reason Offers companion services for wheelchair users 

More details The Museum Plus Bus is intended for groups of 30 to 45 people. This includes guides (at 
least 1 companion for every 15 people and one-on-one guidance for wheelchair-bound 
participants). 

Tags Specific user groups-Older people; Specific user groups-People with disabilities 

 
 

Reason The bus caters to the needs of people with disabilities 

More details 10 to16 foldable aids (wheelchairs / walkers) can be carried in the bus. 2 fixed 
wheelchairs or 1 electric wheelchair can also be taken on the bus via the wheelchair lift. 
The lift is used to place the fixed wheelchairs at the top, and can also be used to help a 
participant enter the bus if they have difficulty walking, the wheelchair lift can be used 
under the supervision of the driver.  

Tags Specific user groups-People with disabilities 

 
 

Reason The service is completely free of charge  

More details Transport, entrance to the museum, a guided tour and one cup of coffee are offered 
free of charge. This makes the services accessible for people on low income.  

Tags Cost; Specific user groups-People with low income 

  



 

21. Donkey Republic – bike sharing service 
 

 Donkey Republic – bike sharing service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Donkey Republic Website 

Donkey Republic App (Google Play Store) 

Donkey Republic App (App Store) 

Developer: Donkey Republic IVS 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Bike sharing 
 

Short description of the product/service: Donkey Republic is a bike rental company. Users can download 
the Donkey Republic app on a smartphone, find the nearest available Donkey Bike and rent it in the app.  
The user can rent up to 5 bikes, for short or long rental periods. The bikes can be unlocked with the app 
through a Bluetooth connection and users can take the bikes wherever they like and lock/unlock multiple 
times. At the end of the rental, the user returns the bicycle to one of the designated drop-off locations, 
which helps the next riders find the bikes too. 
 

Target group(s): General public/other 
 

Countries/cities of operation: 71 Cities in Europe, in Belgium, Denmark, Finland, France, Germany, 
Hungary, Iceland, the Netherlands, Norway, Portugal, Spain, Sweden, Switzerland, and the UK. 
 

Technologies needed to use the service:  

● Smartphone or tablet that is Bluetooth enabled and has a mobile internet connection 
 

Is there a non-digital way to use this service or product?  No 
  

https://www.donkey.bike/
https://play.google.com/store/apps/details?id=com.donkeyrepublic.bike.android&referrer=utm_source%3Ddonkey.bike%26utm_campaign%3Dfooter-link
https://itunes.apple.com/app/apple-store/id933526449?pt=102786806&ct=footer-link&mt=8


 
Why is this a good example? 

Reason Users pay per minute of rental. The cost per minute reduces as the session gets longer. 

More details The users pay at the end of a session for the length of the rental period. The cost per minute 
reduces as the session gets longer. Users can see the total cost of their ongoing rental(s) 
at all times at the top of their screens. This provides potentially useful information. 

Tags Cost 

 

Reason The application is available in multiple countries, languages and currencies. 

More details The service is available in several European countries. This allows users to keep using the 
application and the Donkey Republic services when they are travelling abroad. This 
reduces the need to download new applications or discover new services. 

Tags International Aspects 

 

Reason Clear indication of the real-time location of the user and available bicycles 

More details Once signed in, the app shows users a map with a circle denoting their own location and 
the real-time locations of available nearby bicycles. This makes it clear whether there is 
an available bicycle nearby or not. In addition, the distance to each bicycle is also 
displayed on the map. 

Tags Functionality-Real-time information 

 

Reason Option to view the map in different formats when searching for an available bicycle on 
the map 

More details The application allows users to change the map view to a satellite view. This increases the 
possibility that people will be able to understand and interpret the map.  

Tags Usability-Customisation 

 
 

Reason Help facilities 

More details The application has a “How it works” section for those having questions with the booking, 
payment or unlocking process of the bike; or those with general questions about the 
service. In addition, they have a built-in help centre with a long list of frequently asked 



 
questions. If the user still has questions left, they can contact the people from Donkey 
Republic directly by mail or phone or through the chat function.  

Tags Usability-Help facilities 

 
 

Reason Integration with a Facebook account 

More details Instead of creating a separate account, users can sign in with a Facebook account. This 
means that personal details do not have to be entered again.  

Tags Usability-User registration 

  



 

22. Lime App - scooter/bike sharing service 
 

Lime App - scooter/bike sharing service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Lime Website 

Lime App (Google Play Store) 

Lime App (App Store) 

Developer: Neutron Holdings Inc. 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Bike sharing and Other vehicle sharing 
 

Short description of the product/service: Lime is a micromobility service that enables users to hire Lime 
owned mopeds, scooters and bikes in cities. The app displays nearby locations of available vehicles. The 
user can go to a vehicle location as indicated on the app, scan the QR code with the Lime application 
and hire it for use. 
 

Target group(s): General public/other 
 

Countries/cities of operation: Over 100 countries, including France, Germany, Italy, Spain, the UK and the 
US 
 

Technologies needed to use the service:  

● Smartphone or tablet with the app installed and mobile internet connection  
 

Is there a non-digital way to use this service or product?  No 
 

  

https://www.li.me/en-us/home
https://play.google.com/store/apps/details?id=com.limebike&pcampaignid=MKT-Other-global-all-co-prtnr-py-PartBadge-Mar2515-1&pcampaignid=MKT-Other-global-all-co-prtnr-py-PartBadge-Mar2515-1
https://apps.apple.com/us/app/lime-your-ride-anytime/id1199780189


 
 
Why is this a good example? 

Reason Clear indication of the real-time location of the user and available vehicles 

More details Once signed in, the app shows users a map with a circle denoting their own location and 
the real-time locations of available nearby Lime vehicles. This makes it clear whether there 
is an available vehicle nearby or not. In addition, the travel time to get to a vehicle is also 
displayed on the map (e.g., 1 min walking). 

Tags Functionality-Real-time information 

 

Reason Facility to start a group ride and book and pay a scooter for others 

More details It is possible to set up a group ride, in which one person is in charge of booking, paying for  
and unlocking multiple vehicles. This way enables people without a smartphone, internet 
access or credit card to join a trip, provided that at least one person in their group does 
have access to these.  

Tags Caters for low technology users 

 
Reason The application is available in multiple countries, languages and currencies. 

More details The application is available in many different countries. This allows users to keep using the 
application and the Lime services when they are travelling abroad. This reduces the need 
to download new applications or discover new services.  

Tags International Aspects 

 
Reason Integration with a Facebook or Google account 

More details Instead of creating a separate account, users can sign in with a Facebook or Google 
account. This simplifies the process in several ways. For example, if using a Google 
account, the personal details are automatically filled in and the application is 
automatically linked to the user’s Google Pay account.  

Tags Usability-User registration 

 
Reason Help facilities 



 
More details The application has a built-in help centre for those having difficulties with their booking, 

payment or unlocking of the vehicle. A long list of frequently asked questions has been 
implemented. If a user`s question is not in there, they can submit a request directly.  

Tags Usability-Help facilities 

 
Reason Simplified user interface based on Google maps 

More details The interface does not show many details or buttons. It uses a base map from Google 
maps, enlarging the possibility that people will be able to ‘read’ it.  

Tags Usability-Simplicity 

 
Reason Users pay per minute of rental  

More details The users pay at the end of a session for the length of the rental period. Users can see the 
total cost of their ongoing rental(s) at all time at the top of their screens. This provides 
potentially useful information.  

Tags Cost 

 
 

Reason Allows people with limited physical health to be mobile 

More details Using a scooter is a low threshold way of travelling (short) distances in an easy and quick 
way. Because the scooters are electric, also people who are limited in their ability to walk 
or cycle are able to use them. 

Tags Specific user groups- People with disabilities 

  



 

23. Uber – e-hailing taxi service 
 

Uber – e-hailing taxi app 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Uber Website 

Uber App (Google Play Store) 

Uber App (App Store) 

Developer: Uber Technologies Inc. 
 

Main function: Taxi service/platform 
 

What is the main sub-function of the service/product: Hailing nearby taxis  
 

Short description of the product/service: Uber is an on-demand taxi hailing platform where traditional taxis 
can serve commuters with A-B taxi services. Uber does not own any taxis; however, it has created an online 
platform linking drivers to customers. Uber has recently introduced “Uber Health” to provide healthcare 
employees and patients with access to flexible ride options for their healthcare needs. Healthcare 
professionals can use a central dashboard to plan rides for patients and caregivers. 

Target group(s): General public/other 

Countries/cities of operation: 83 countries and over 858 cities worldwide 

Technologies needed to use the service:  

● Smartphone, laptop, desktop, tablet with internet connection for booking taxi rides and following 
the taxi route 

Is there a non-digital way to use this service or product?  No 
 

 

 

 

 

 

https://www.uber.com/
https://play.google.com/store/apps/details?id=com.ubercab&uclick_id=45750357-aae5-410b-b7d2-37e3c663137e
https://apps.apple.com/us/app/uber/id368677368?uclick_id=45750357-aae5-410b-b7d2-37e3c663137e


 
Why is this a good example? 

Reason(s) Clear indication of the real-time location of the user and the vehicles on the map 

More details When opening the application, the first thing the user sees is a map with a circle (including 
a direction arrow) of their own location and the real-time locations of the vehicles driving 
around. This way, it is instantly clear whether there is a vehicle nearby or not. This gives a 
good indication of the waiting time. Moreover, the base map used is from Google Maps, 
which is familiar to many, enlarging the possibility that people will be able to interpret it. 
Finally, the travel time to get to a taxi is also displayed on the map (e.g., 1 min walking). 

Tags Functionality–Integration of services; Usability–Match with real world; Functionality–On-
demand services 

 

Reason(s) Simple user interface, starting from a clear call to action: “Where to” 

More details When opening the application, a clear call to action is formulated, without many other 
buttons or text. This way, the functionality of the app is clear from the start. There is a 
reduced chance of making errors or being afraid to push the wrong button . 

Tags Accessibility; Usability–Simplicity; Usability–Visibility; Usability–User control 

  

Reason(s) The application is available in multiple countries, languages and currencies. 

More details The application is available in 83 countries and over 858 cities worldwide. This allows users 
to keep using the application and the Uber services when they are travelling abroad. 
Downloading new applications or discovering new services is therefore not necessary, 
avoiding a lot of trouble.  

Tags International Aspects 

 
Reason(s) Users can choose a suitable vehicle based on their own needs 

More details When looking for a vehicle (a taxi), users have the possibility to choose your own type of 
vehicle. This way, users can choose for a high-end car or a budget alternative. Every car 
also indicates the number of seats available, the level of comfort, the possibility to 
transport pets and if the car is equipped with a car seat for children.  

Tags Specific user groups – People with low income, Specific user groups – parents with children, 
Specific user groups – people with pets, Specific user groups – older people, Cost 

 

 



 
Reason(s) Registration using existing popular service accounts 

More details When users want to use the application and book a vehicle, there is no need to create 
yet another account. Users can simply integrate with their Facebook or Google Account. 
This helps make registration easy because personal details can be prefilled, their account 
can be directly linked to an existing payment method, and their saved locations (like 
Home or Work) are already added to the application. It is just one click away to look at 
the possibilities to get to work. 

Tags Usability-User registration, Usability-Customisation, Usability-Simplicity 

 
Reason(s) Users can also use the application on a web browser 

More details It is possible to use the application in several ways: smartphone, laptop, desktop and 
tablet. People without a smartphone are therefore also able to use this service.  

Tags Caters for low technology users 

 
Reason(s) It is possible to share trip real-time with trusted contacts 

More details There is a built-in functionality that allows users to share their trip with trusted contacts when 
they are travelling in a taxi.  

Tags Functionality-Other 

 
  



 

24. Journify – ride splitting service 
 

Journify – ride splitting service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Journify Website 
Journify App (Google Play Store) 
Journify App (App Store) 

Developer: East Coders SL 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Ride splitting 
 

Short description of the product/service: Journify is a ride splitting solution for daily ride splitting to work. Users 
are able to share their journeys and move around the city in a sustainable and economic way. 
 

Target group(s): General public/other 
 

Countries/cities of operation: > 10 Spanish Cities 

 

Technologies needed to use the service:  

• Laptop, desktop, tablet or smartphone with internet connection for journey planning 

• Tablet or smartphone with mobile internet connection for real-time turn-by-turn navigation 
 

Is there a non-digital way to use this service or product?  No 
 

 

 

 

 

 

https://journify.com/
https://play.google.com/store/apps/details?id=com.eastcoders.journify&utm_source=web&campaignid=MKT-Other-global-all-co-prtnr-py-PartBadge-Mar2515-1
https://play.google.com/store/apps/details?id=com.eastcoders.journify&utm_source=web&campaignid=MKT-Other-global-all-co-prtnr-py-PartBadge-Mar2515-1
https://apps.apple.com/es/app/journify-compartir-coche/id1327099220


 
Why is this a good example? 

 
Reason Allows users to publish frequent routes 

More details The application allows users to publish and / or request routes with the same characteristics 
for recurrent use, avoiding having to do it multiple times. 

Tags Usability-Customisation 

 

Reason Helps to find shared travels to reduce cost and environmental impact 

More details Sharing car journeys reduces the cost of the journey per user and reduces the 
environmental impact. 

Tags Cost 

 
  



 

25. RaCC Hop – ride splitting app 
 

RACC Hop – ride splitting service 
Category: Digital journey planning services/platforms  
Website/link(s):  
RaCC Hop Website 
RaCC Hop App (Google Play Store) 
RaCC Hop App (App Store) 

Developer: RACC 
 

Main function: Digital journey planning service/platform 
 

What is the main sub-function of the service/product: Ride splitting 
 

Short description of the product/service: RACC Hop is a mobility platform that connects passengers and 
drivers from the same company or companies located in the same area, who make the same journey on 
a daily basis. Users can share a ride and thus save time and money on their commute to work. This 
application also benefits companies by helping them to optimize the use of their parking spaces. 

Target group(s): General public/other 
 

Countries/cities of operation: Spain 
 

Technologies needed to use the service:  

• Smartphone (with internet connection) 

 

Is there a non-digital way to use this service or product?  No   

http://www.racc.es/
https://play.google.com/store/apps/details?id=com.racc.hop&hl=en&gl=US
https://play.google.com/store/apps/details?id=com.racc.hop&hl=en&gl=US
https://apps.apple.com/es/app/racc-hop/id1353115011


 
Why is this a good example? 

Reason Allows users to publish frequent routes 

More details Users can select the days and hours in which they are making the same trip. This 
functionality allows the user to plan the trips ahead of time and save time, instead of 
having to publish each trip manually. 

Tags Usability-Customisation 

 

Reason Integration with institutional buses 

More details Besides carpooling, RAAC Hop offers the option of integrating data from institutional 
buses, companies or universities. Routes, stops and location, as well as the bus capacity in 
real-time, are displayed on a map. In addition, if a company/ university does not have 
buses or the technology integrated to connect to the app, RAAC Hop can assist them in 
this task. 

Tags Functionality-Integration of services 

 

Reason Option to select the carpooling audience for each trip 

More details The platform offers users the option to add an institution (e.g. company or university) 
through the verification of an institutional email account. When publishing a route, users 
are able to determine the privacy of the trip by choosing between three options: the car 
pooling trip is available to any user of RAAC Hop, available to members of related groups 
as well as their own institution or only available only to members of their own institution. 
This level of customisation is especially important for population groups (e.g. women) who 
appreciate extra safety measures in their commute. 

Tags Functionality-Customisation, Specific user groups-Women 

 
  



 

26. De Zonnebloemauto - wheelchair-friendly vehicle rental service 
 

De Zonnebloemauto - wheelchair-friendly vehicle rental service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
De Zonnebloem Auto Website 

De Zonnebloem Auto Email 

  
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Consumer car sharing (Wheelchair-friendly vehicles)  
 

Short description of the product/service: De Zonnebloem Auto rents out wheelchair friendly vehicles. There 
is an option to request a volunteer driver for the vehicle. Alternatively, the cars could be driven by a friend 
or family member. Users can access this service via a website or phone call. On initial registration, De 
Zonnebloem creates a pass with an identification number. The pass number is given immediately and a 
physical pass is sent in the post. With the pass number, users reserve a car via the website or by telephone. 
Once reserved, users can collect the Zonnebloem car from the rental location. If a volunteer driver is 
allocated, they will drive the vehicle from the rental location to the user. This service is priced daily and at 
the end of the day the vehicle is returned to the rental location.  
 

Target group(s): People with disabilities; Older people 
 

Countries/cities of operation: The Netherlands 
 

Technologies needed to use the service:  

● Mobile phone or tablet (without internet connection) 

 

Is there a non-digital way to use this service or product?  Yes, the vehicles can be booked by telephone. 
  

https://www.zonnebloem.nl/doe-mee/eropuit/auto-huren
mailto:zonnebloemauto@welzorg.nl


 
Why is this a good example? 

Reason Booking possible via non-digital ways 

More details Reservations can be made via the website or by telephone (during office hours).  

Tags Caters for low technology users 

 
 

Reason Enhances sociability and mobility of people with disabilities and the elderly 

More details The service aims to support people with disabilities and older people with mobility issues.   
Tags Specific user groups-Older people; Specific user groups-People with disabilities 

 

Reason Reduced cost for those who are dependent on a wheelchair or mobility scooter 

More details Customers who are not dependent on a wheelchair or a mobility scooter pay the 
commercial rate of €100 per day. For people dependent on a wheelchair or a mobility 
scooter, the cost is €40 per day. 

Tags Cost; Specific user groups-People with disabilities 
  

Reason Option to book a volunteer driver  

More details It is possible to request a volunteer driver. The driver will pick up the vehicle, drive to the 
pick-up location of the passenger and take them to their destination. 

Tags Functionality-On-demand services; Specific user groups-Older people; Specific user 
groups-People with disabilities; 

 
 

Reason Offers wheelchair accessible vehicles  

More details All the vehicles in the fleet (both electric and non-electric) are wheelchair-accessible.  

Tags Specific user groups-People with disabilities 

 
  



 

27. SOM Mobilitat – car rental service 
 

SOM Mobilitat – car rental service 
Category: Digital vehicle sharing services/platforms 

Website/link(s):  
Som Mobilitat Website 
SOM Mobilitat App (Google Play Store) 
Som Mobilitat App (App Store) 

Developer: The Mobility Factory 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Corporate car sharing (B2B) and Vehicle information 
provision 
 

Short description of the product/service: Som Mobilitat is a non-profit consumer cooperative that offers 
mobility products and services to accelerate the transition towards a more sustainable mobility. The service 
allows members of the Som Mobilitat Co-op to make use of a fleet of electric vehicles. Vehicles can be 
used by accessing a digital platform (using a web-app) that allows users to make reservations, and open 
and close hired vehicles. 
 

Target group(s): General public/other 
 

Countries/cities of operation: Catalonia region, Spain 
 

Technologies needed to use the service:  

• Laptop, desktop, tablet or smartphone with internet connection for journey planning 

• Tablet or smartphone with mobile internet connection real-time turn-by-turn navigation 
 

Is there a non-digital way to use this service or product?  No   

http://www.sommobilitat.coop/
https://play.google.com/store/apps/details?id=coop.sommobilitat.carsharing&hl=en&gl=US
https://play.google.com/store/apps/details?id=coop.sommobilitat.carsharing&hl=en&gl=US
https://apps.apple.com/us/app/som-mobilitat-carsharing/id1332988058


 
Why is this a good example? 

Reason Cooperative service 

More details Som Mobilitat offer a rental service for electric cars (car-sharing). These cars can be either 
owned by the cooperative or by individuals, enterprises and public institutions (P2P 
service). Through this platform, Som Mobilitat have organized local groups in different 
areas to ensure that it is the people of each municipality who promote and adapt the 
mobility services for each neighbourhood, town or city. 

Using a non-profit co-operative model provides users with access to cheaper vehicles 
than commercial alternatives or owning their own vehicle. It also allows customisation of 
the service to meet the needs of each area.  

Tags Cost; Specific user groups-People with low income 
 

 

Reason Access to electric cars  

More details Cities are increasingly adopting measures for low emission areas to mitigate climate 
change. This platform allows people who do not own an electric vehicle the opportunity 
to access areas where non-electric vehicles are restricted due to greenhouse emissions. 

Tags Functionality-Other 

  



 

28. Amber - electric car rental service 
 

Amber - electric car rental service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Amber Website  
Amber App (Google Play Store) 
Amber App (App Store) 

Developer: Amber Nederland B.V. 
 

 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Consumer car sharing (B2C) 
 

Short description of the product/service: Amber is a car sharing platform that uses electric powered 
vehicles. The Amber app allows users to book, start, refuel and park an Amber vehicle which provides a 
seamless alternative to car ownership. 
 

Target group(s): General public/other 
 

Countries/cities of operation: The Netherlands 
 

Technologies needed to use the service:  

● Internet connected smartphone or tablet using either the Android or iOS operating systems 
 

Is there a non-digital way to use this service or product?  No 
  

https://driveamber.com/en/
https://play.google.com/store/apps/details?id=com.amber.p33.ambermobility
https://apps.apple.com/nl/app/amber-mobility/id1225584623


 
Why is this a good example? 

Reason(s) Flexible drop off and pick up 

More details The platform allows users to pick up or drop off an Amber car on virtually any street 
corner. This makes using the service easier and more accessible. If a customer happens 
to live a bit further away, they can have an Amber car delivered to a location nearby. 
This makes the service more accessible to people with physical disabilities who are 
unable to walk to a distant location.  

Tags Accessibility 

 
 

Reason Access to electric vehicles  

More details Cities are increasingly adopting measures for low emission areas to mitigate climate 
change. This platform allows people who do not own an electric vehicle the opportunity 
to access areas where non-electric vehicles are restricted due to greenhouse emissions. 

Tags Functionality-Other 

 
 

Reason(s) No registration fee to use service, and parking charges waived at some locations.  

More details Amber works on the pay-per-use principle. Customers can check out the cost of their trip 
in advance. There are no registration fees and no parking charges at municipal parking 
locations.  

Tags Cost 

  



 

29. Cambio – car rental service 
  

Cambio – car rental service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Cambio Website 
Cambio App (Google Play Store) 
Cambio App (App Store) 

Developer: Cambio 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Consumer car sharing (B2C) 
 

Short description of the product/service: Cambio allows the user to rent a nearby Cambio registered car In 
the area, or reserve it for use. 
 

Target group(s): General public/other 
 

Countries/cities of operation: Belgium, Germany 
 

Technologies needed to use the service:  

● Smartphone or tablet (with an internet connection) 

 

Is there a non-digital way to use this service or product?  No 
  

http://www.cambio.be/
https://play.google.com/store/apps/details?id=de.cambio.app&hl=en&gl=US
https://play.google.com/store/apps/details?id=de.cambio.app&hl=en&gl=US
https://apps.apple.com/be/app/cambio-carsharing/id516627231


 
Why is this a good example? 

Reason Clear indication of the locations of available cars 

More details Once signed in, the app shows a map with the locations of all the available nearby cars. 
This makes it clear whether there is a car nearby or not.  

Tags Functionality-Real-time information 

 

Reason Option to rent a wheelchair accessible car 

More details Cambio has wheelchair-accessible cars available for people to rent. These are available 
to all Cambio users, not just wheelchair users. Thanks to the specific adaptations, the car 
remains usable for everyone: the trunk did not have to lose any space and the back seat 
also remains intact.  

Tags Specific user groups-People with disabilities 

 

Reason Users can also book a car by telephone or through a web browser 

More details It is possible to use the application in several ways: smartphone, laptop, desktop and 
tablet. If desired, people can just book by telephone. This makes the service accessible to 
those who are digitally excluded or not digitally-savvy.  

Tags Caters for low technology users 

 

Reason Users can choose a suitable vehicle based on their needs 

More details Users can choose from a variety of vehicle types, e.g. a high-end car, a budget 
alternative, a car with a higher comfort level or a car with more space inside.  

Tags Specific user groups, Cost 

 

Reason Help facilities 

More details The application has a Frequently Asked Questions section for those having questions the 
booking, payment or unlocking process of the car; or those with general questions about 
the service. If the user still has questions left, they can contact the people from Cambio 
directly by mail or phone or by going to their office.  

Tags Usability-Help facilities 



 

30. Greenwheels – car rental service 
 

Greenwheels – car rental service 
Category: Digital vehicle sharing services/platforms 
Website/link(s):  
Greenwheels Website 

Greenwheels App (Google Play Store) 

Greenwheels App (App Store) 

Developer: Greenwheels 
 

Main function: Digital vehicle sharing service/platform 
 

What is the main sub-function of the service/product: Consumer car sharing (B2C) 
 

Short description of the product/service: Greenwheels is a vehicle sharing platform that provides users with 
cars at selected NS train stations. Greenwheels offers a variety of vehicles to suit the users’ needs, from small 
cars for short errands and city trips, to larger electric cars, and small vans for longer trips or goods transport. 
Business travellers and companies can also hire shared vehicles that are only allocated to their employees.  
 

Target group(s): General public/other 
 

Countries/cities of operation: The Netherlands 
 

Technologies needed to use the service:  

● Laptop, desktop, tablet or smartphone with internet connection for vehicle booking 

● Tablet or smartphone with mobile internet connection for booking, unlocking the vehicle, fuelling 
the vehicle and checking vehicle information 

 

Is there a non-digital way to use this service or product?  No 
 
 

 

 

https://www.greenwheels.nl/
https://play.google.com/store/apps/details?id=com.greenwheels&hl=nl
https://apps.apple.com/nl/app/greenwheels/id513239812


 
Why is this a good example? 

Reason(s) Offering a variety of vehicles suiting different needs 

More details The car models offered by Greenwheels are energy-efficient, compact city car (VW 
Up!), an estate car (Golf), an electric shared car (e-Golf), and a van (Caddy). 
Customers can use all the car types with any subscription. The Volkswagen Caddy 
vehicle can be suitable for the transport of larger items, as its loading space is 803 kg. 
This vehicle can be suitable for people with disabilities and elderly needing space for a 
wheelchair or similar support equipment.   

Tags Accessibility 

 
 

Reason(s) Reservation is possible any time via the app, website and by phone to customer services  

More details The customer service of Greenwheels is accessible anytime on 088-2100100. In case a 
customer wants to change or cancel a registration, they can do so not only via the app 
or the website, but also telephonically. They can also call for other questions.   

Tags Caters for low technology users 

  



 

31. EasyPark – parking app 
 

EasyPark – parking app 
Category:  
Digital information services/platforms; 

Digital payment and booking services/platforms 

Website/link(s):  
EasyPark Website 
EasyPark App (Google Play Store) 
EasyPark App (App Store) 

Developer: EasyPark AB 
 

Main function: Digital information service/platform and Digital payment and booking service/platform 
 

What is the main sub-function of the service/product: Parking information provision and Parking payment 
 

Short description of the product/service: EasyPark is a parking app that allows users to find a spot, manage 
their parking session and pay for it. It offers a Find & Park service that navigates users turn-by-turn along the 
optimized route to available parking on the street or in a garage. Users can avoid parking fines by extending 
the duration of a parking session remotely from their phone. 
 

Target group(s): General public/other 
 

Countries/cities of operation: Over 25+ countries and 3,200 cities. 

 

Technologies needed to use the service:  

● Smartphone (with an internet connection and GPS service) 

 

Is there a non-digital way to use this service or product?  Yes, via SMS. 
  

https://play.google.com/store/apps/details?id=net.easypark.android&hl=en_ZA&gl=US
https://play.google.com/store/apps/details?id=net.easypark.android&hl=en_ZA&gl=US
https://apps.apple.com/us/app/easypark/id449594317


 
Why is this a good example? 

Reason Integrates different services into one 

More details The app provides various services related to parking: 
- Find available parking spots on-street or in a garage; 
- Navigate to a parking spot; 
- Start and stop the parking duration; 
- Pay for the parking; 
- Receive reminders about parking. 

Tags Functionality-Integration of services 

 

Reason The Find & Park function finds and guides users to available parking spots 

More details Find & Park helps users find an available parking space based on the likelihood of 
available spaces in different locations. It then guides them via an optimised route to this 
space. This is likely to be particularly useful for people who are unfamiliar with the layout 
and parking facilities in the city, e.g., rural inhabitants and other visitors to a city, new 
migrants and travellers.  

Tags Functionality-Other 

 

Reason Users only pay for the exact amount of time that they park and can extend parking 
sessions via the app 

More details Parking charges stop when the vehicle leaves. This saves users money because they do 
not have to predict the exact time when they will leave and do not have to pay for 
parking time that they do not use. In addition, the service allows users to extend parking 
sessions remotely via the app to avoid fines.  

Tags Cost 

  

 
Reason The services is available via SMS and Interactive Voice Response  

More details The user can send an SMS specifying their license plate number, zip code of the area 
where they are parking and the parking duration. The SMS and Interactive Voice Response 
services are useful for users without smartphones or mobile internet access and those who 
struggle to use digital technology.  

Tags Usability-Multimodality, Caters for low technology users 



 

32. ParkMobile – parking app  
 

ParkMobile – parking app 
Category:  
Digital information services/platforms;  

Digital payment and booking platform 
  Website/link(s):  
  ParkMobile Website 

  ParkMobile App (Google Play Store) 

  ParkMobile App (App Store) 

                Developer: Park Mobile B.V. 
 

Main function: Digital information service/platform and Digital payment and booking service/platform 
 

What is the main sub-function of the service/product: Parking information provision and payment 
 

Short description of the product/service: With ParkMobile, drivers can search for parking by address, 
location or parking zone and they will see the parking options in the area: both on the street and in parking 
garages. They can then make their choice and drive to a parking space close to their destination, 
furthermore the app charges for parking by the minute and the user is alerted by beeps to start and end 
the parking booking. The user can additionally opt for a parking subscription and pay via the app. 
 

Target group(s): General public/other 
 

Countries/cities of operation: The Netherlands, Belgium and some regions of the United Kingdom 
 

Technologies needed to use the service:  

● Smartphone or tablet with internet to use the app 

● Mobile phone without internet to start and stop the parking by calling or SMS 

 

Is there a non-digital way to use this service or product?  Yes, the platform allows users to call or SMS 

 
 

https://parkmobile.nl/
https://play.google.com/store/apps/details?id=com.parkmobile
https://apps.apple.com/nl/app/parkmobile-parkeren/id383091814


 
Why is this a good example? 

Reason(s) Integrates different services into one 

More details The app allows users to:  
- Find available parking spots in garage and on-street; 
- Start and stop the parking duration; 
- Pay for the parking; 
- Reserve a spot; 
- Receive reminders about parking 

Tags Functionality-Integration of services 

 

Reason(s) Displays all parking availability at a chosen location (supports rural inhabitants and 
migrants) 

More details The app provides a map with information about all parking locations available at a certain 
address, location or parking zone. This is a feature useful for people who are unaware of 
the context of the city they are visiting or living in: rural inhabitants who need to go to a 
certain city without knowing about parking locations and availability and migrants who 
are newcomers.  

Tags Functionality-Other 

  

 
Reason(s) Offers discounts on parking and works on the pay per minute principle 

More details Users can save up to 50% of the parking fee in more than 150 garages. The parking fee 
starts accumulating when the users leave the vehicle and stops upon departure back in 
the vehicle. That way, users are not overpaying and do not have to predict the exact time 
when they will be back. This is particularly useful for people who are with lower income 
and do not have access to free parking.  

Tags Cost 

 
 

Reason(s) Available to use by call or SMS 

More details Users can start and stop their parking via SMS or a call. This enables elderly people who 
are not digitally savvy to have access to the service and further supports use of the service 
by people with low incomes who are not able to afford mobile internet access.   

Tags Caters for low technology users 

  



 

4. SUCCESS FACTORS FOR MOBILITY PRODUCTS AND 
SERVICES TO MEET THE USER NEEDS 

Several analyses were conducted to identify success factors for digital mobility products and services, Firstly, 
the main findings from the exclusion audit chapter were examined. Secondly, the success factors for each 
of the products and services listed in the catalogue were analysed and categorized based on the tagging 
system. Thirdly, the semi-structured interviews with representatives of vulnerable to exclusion groups were 
explored further to identify the success factors and barriers that the different groups experience with using 
digital products and services. Following these analyses, general success factors and barriers relevant for all 
of the DIGNITY vulnerable to exclusion groups were identified as well as success factors and barriers 
specifically relevant for each of the groups.  

The main results confirm the findings from the exclusion audit that the exclusion figures (in terms of access 
to and use of digital mobility services/products) are noticeably higher for older people, people with low 
education, people with low income and people with disabilities than for the population as a whole. The 
levels of exclusion are particularly high for older people and people with disabilities, followed by those with 
low income and low education. For women, rural inhabitants and migrants, the reasons for exclusion are 
less dependent on the digitalisation of the specific transport service or product.   

This chapter firstly presents overarching success factors relevant for all vulnerable to exclusion groups. These 
are followed by some additional success factors that are important for specific groups.  

4.1. Success factors relevant for all DIGNITY vulnerable to 
exclusion groups 

Analysis shows that many of those who are vulnerable to exclusion value it when access to transport 
products and services is available in non-digital formats (e.g., via a telephone call; SMS; machine or in 
person). An example of this is when a service provides information via an app, but also enables it to be 
easily obtained by calling customer service or asking at a service point at a real-life location. The lack of 
non-digital alternatives can present an accessibility obstacle to people on low income without access to a 
smartphone and to those with low digital expertise (such as many older people) who find it difficult to 
navigate through digital services, resulting in exclusion from using the service. As mentioned by an elderly 
woman, “Even though I am no expert in using digital services, I feel like I would be able to find my way 
eventually, with the help of my family. But I know from my friends that this is not always the case. It is 
important to keep non-digital services around for them, to prevent them to get into social isolation when 
the car is no longer an option." Another elderly woman has indicated: “transitioning from a paper card to 
a chipcard to use public transport, gave me a lot of anxiety. It took me a long time to learn where to hold 
my card against the machine to validate my ride, which embarrassed me towards other passengers”. This 
is also confirmed by another elderly, low-income woman who said, “I prefer using the paper. That is 
something familiar for me to use.  It works for me (the printed paper) and I can read the signs at the station. 



 
I rely on my paper: what time? which platform? I don't need anything else; it is fantastic, and I will manage 
to reach my destination”.  

Similarly, representatives of the vulnerable to exclusion groups regularly prefer to have payment options 
available in both digital and non-digital formats. A low-income, migrant woman mentioned: “I buy tickets 
at the station, because I don't have an online account to buy them. I don't like to pay by mobile because 
I'm not very tech savvy”. Digital payment/booking products that are perceived as complex could lead to 
people making mistakes in the process (e.g., entering the wrong credit card information, paying twice, 
etc.). Confirming this, an elderly couple shared their experience: “I would rather do it by phone because 
I'm afraid I'll make a mistake and give them too much money; I am not confident enough on the computer. 
Also just prefer to speak to someone". They continued: "Once we did something twice by mistake... you 
think nothing's happened, so you do it again and in fact you book it twice; Whereas you give the lady your 
credit card and she immediately sends you an official e-mail from her firm, so you feel quite safe".  Another 
elderly, low educated woman said: "Nothing would make me go to a ticket machine.  I have an underlying 
fear that I will spend £1000 on a ticket to London. I feel uncomfortable with it". "They are gradually closing 
all ticket offices in train stations, which is not easy for me. I do not take the train often, and when I do it gives 
me a lot of confidence and reassurance when I can ask for information and book my ticket at a ticket 
office. Other than that, it is also nice to have a chat with someone. I am already talking to the walls all day 
in my house” (elderly woman).  

However, there are also perceived benefits from the digitalisation of payment services. Some users 
expressed appreciation of automatic online payments that do not require them to have a credit card 
physically with them. This can be particularly beneficial for people with visual impairments and/or hearing 
difficulties, and women who are travelling on their own on public transport or in shared vehicles.   

If there is a lack of non-digital alternatives, help with the installation of the digital product/service is 
appreciated by a variety of vulnerable to exclusion groups. Some possible ways to achieve this include 
clear instructions in the app store, sessions with someone helping in real-life and calling someone via the 
phone to assist with the installation process. Next, it is essential to make it explicitly clear how to navigate 
through the digital product/service and what the steps are to follow to achieve desired actions. Closely 
related to this, in some digital interfaces, controls/buttons can be hidden and not easily identifiable for 
someone with low digital experience. Users tend to appreciate simple and limited controls/buttons, such as 
one-box search and bigger buttons. As mentioned by a visually impaired user of the BeMyEyes app “The 
large button is helpful, they really thought about it, and accessible". In general, users prefer to use a digital 
service/product without having to go through many clicks which overcomplicates the overall use 
experience.  

A general barrier resulting in people giving up on using a digital product/service is the presence of complex 
and difficult to use interfaces. This is particularly relevant for people with limited digital experience, such as 
many older people. As mentioned by a representative from an association assisting low income, low 
educated and migrant people: "I have sometimes received complaints that you have to click too many 
times (on the app) to get where you want to go. I think it is a question of usability, and this happens in all 
apps, not just transport apps. In general, the design of apps or websites does not consider ease of use, and 



 
sometimes people get confused".  An elderly woman confirmed: "I don't use other apps than Google Maps 
because I feel they are uncomfortable and chaotic." All things considered, users appreciate easy-to-use, 
clear, straightforward, and simple interfaces which do not require too many actions to be taken to use the 
service. A rural inhabitant said: "RouteYou is my number one choice when I go on a bicycle trip. I love the 
interface and the calm colors they use, in combination with the crowd-sourced routing information from 
the local experts. Gives me a lot of new inspiration to discover new routes in my own neighborhood."  The 
presence of advertisements, many icons, too much information and other distractions could make the 
usage experience overcomplicated as well. A woman said: "I tried so many times to use the app but I 
always get frustrated. In those pages there are so many ads and it makes it really difficult to access to the 
information. It should be more intuitive and accessible." An overcomplicated interface makes it difficult for 
users to find the right information/service they need fast and easily. 

An additional valued feature is the ability to adapt the interface according to user needs – e.g., to change 
the sizes of maps, backgrounds of maps, letter size, fonts and colours.  A female rural inhabitant mentioned: 
“When looking for information on a map, I need it to be clear and big enough”. An elderly woman stated: 
"Sometimes they [elements on Google Maps] are so small we can hardly see".  As mentioned by a woman 
with visual impairments, some apps that do not have a zoom in option and have small elements in the 
interface can be difficult to work with for people with visual impairments: “With apps, you cannot zoom in 
and I do not always carry glasses with me. Then I use voiceover. I can use it, but I do not like it personally". 

Finally, with regards to utility, short and easy registration processes, and an option to use the service without 
registration is preferred by many representatives of vulnerable to exclusion groups. Consulted users tended 
to appreciate short registration processes, without many steps to take and information to fill in.  

Regarding functionality, the provision with real-time and accurate information is an aspect that is valued 
highly by the general population. Users value real-time updates en-route about traffic jams, delays, road 
closures, speeding cameras, etc. A woman living in a rural area said: “I find direct information on what is 
happening on the road very pleasant. The navigation in my car does not show this information or with a 
delay." "The app perfectly gave me a route to avoid the traffic jam on the highway. I missed a good hour 
of traffic jam because of that. That works very well. Then you learn to gain confidence in it."  In addition, 
additional features enhancing the travel experience are nice to have (e.g., shopping facilities; restaurants; 
etc.).  

All vulnerable to exclusion groups value the option to have a clear overview of route and transport mode 
options, as well as the possibility to prioritize the best options (e.g., in terms of affordability, speed, 
crowdedness). A woman living in a rural area said: “The most important thing I need to know is: when do I 
have to leave to be somewhere on a specific time? This means I need to know how far it is, how long the 
journey will be, what the best option is to get there. That's the information I'm looking for.” She continued, 
saying: “Transport providers need to bundle their forces, and work together to implement their services in a 
MaaS application. That way, we would get more insight on how a trip can consist out of different types of 
mobility options, instead of using our cars for the whole trip. People don't want to make a lot of effort to 
search for this, you have to give it to them on a silver platter." Users find it useful when a service/product is 
multifunctional by offering a variety of features/services in one (e.g., provision of live navigation, real-time 



 
travel updates, digital payment, stops` visualisation, user reports and more). This could be helpful to users 
who experience difficulties with installation. By having all the services they need integrated into one app, 
they would no longer have to go through multiple complex installation processes, which often causes them 
to abandon services.  

4.2. Success factors relevant for each of the DIGNITY 
vulnerable to exclusion groups 

In addition to the success factors relevant to all vulnerable to exclusion groups, some groups have more 
specific needs. Frequently, addressing the success factors for a specific user group also helps to address 
the needs of other groups. The success factors relevant for each vulnerable to exclusion group are listed 
and explained below.  

Older people  

Some of the factors that are especially relevant for this group are the availability of non-digital options to 
access the service, the availability of non-digital and a variety of payment methods, the option to receive 
assistance with the installation of products, easy-to-use and simple interfaces that do not require many 
actions to be taken, and the availability of multifunctional services/products.  

In addition, many older people appreciate it when services and products help to enhance their social 
inclusion in addition to their mobility needs. For example, this could be through in-person contact at 
information desks or in-person contact with companion drivers. An elderly woman with low education said: 
"I go down to the station to book my tickets with the person at the ticket office who can explain very 
efficiently, route and pricing options." "I like talking to people". Another elderly migrant woman confirmed:  
"I like one to one with somebody". This is further reinforced by the statement of this elderly woman who said: 
"They are gradually closing all ticket offices in train stations, which is not easy for me. I don't take the train 
often, and when I do it gives me a lot of confidence and reassurance when I can ask for information and 
book my ticket at a ticket office. Other than that, it's also nice to have a chat with someone. I am already 
talking to the walls all day in my house."  

In terms of functionality, many older people (together with many people with disabilities and women) value 
the option of being able to share trips real-time with trusted contacts in order to feel more secure during 
travel. This enables their trusted contacts to easily locate them in case of an emergency. Additionally, they 
value the option of being able to save favourite routes, stations and/or places. This helps to reduce the 
complexity of filling in commonly used trip details each time.  

In terms of functionality, services providing information about whether vehicles catering to the needs of 
older people are offered tend to be appreciated by many in this vulnerable group. This might include 
information on wheelchair-adapted vehicles, vehicles with more leg space, etc. Many also appreciate 
knowing whether a companion driver can assist them during the journey, for example, with getting in and 
out of the vehicle. It is also important for them to know if the accompanying drivers are licenced, and First-
Aid qualified which helps to increase feelings of safety during the trip.  



 
Overall, many in this vulnerable to exclusion group value assistance with the usage/understanding of the 
digital service/product. This could be through demo videos or ”How it works?” sections integrated into the 
digital product explaining step-by-step how to use it. It could be through in-person sessions which also help 
to enhance sociability. It could also be through a voice or a video call.  
 
People with disabilities 

Some of the factors that are especially relevant for this group are easy-to-use and simple interfaces that do 
not require many actions to be taken, and the availability of multifunctional services/products and user-
centred real-time transport information. 

In addition, the accuracy of the information provided within the digital product/service compared to the 
real-life offer is important for this group. Digital products and services often offer general information about 
route and mode options without offering information targeting specific user needs, such as the needs of 
wheelchair users or people travelling with baby strollers or guide dogs. Hence, crowdsourced products are 
highly appreciated by them – they help to boost confidence as they are checked by peers.   

Wheelchair users and, in general, people with mobility difficulties appreciate having access to information 
about wheelchair-friendly modes and routes and any accompanying conditions/requirements. This 
enables them to pick a route/mode which is more usable for them than other options available. A 
wheelchair user said: "I really don't want to see information that is irrelevant for me and tells me journeys 
with much shorter travel times until I select step free, it’s annoying”. Another wheelchair user added, “I find 
it very hard to actually find information about whether buses are routinely accessible, whether you can just 
get on or off a bus or whether you have to plan ahead [with a wheelchair]. Like one time I tried to find out 
whether buses on [route] were accessible and it took me ages to find it out".  

Offering user-centred products and services is important, providing specific information rather than 
generalising many types of disabilities into one category (e.g., wheelchair). A female wheelchair user said: 
“it would be good if they had a little bit more information because [the standard service offered is for] 
'wheelchair users who want to remain in their wheelchair' and I never found out the information about 
wheelchair users who maybe need assistance getting on the train but would want to sit in a seat. And I 
actually found out there's a separate site where you book a normal ticket and then tick to say that you've 
got a folding wheelchair”. She also said: ”It would be nice if there was a reliable app that could tell you 
what to expect on public transport in each city and that had collected all of that information, like 'all buses 
in Cambridge are accessible'… and maybe told you which stops were suitable and which stops were not 
suitable. I've mostly defaulted to taxis just because buses do seem to be so awkward”. In addition, offering 
information about vehicles catering the needs of people with disabilities and assistance with mobility is 
valued. Services providing information about whether vehicles catering to the needs of people with 
disabilities (e.g., wheelchair-adapted vehicles, more leg space, etc.) are offered tend to be preferred by 
this vulnerable group. Many in this group also appreciate knowing whether a companion driver can assist 
them during the journey, for example, with getting in and out of the vehicle. People with visual impairments 
can also benefit from information about which vehicles accept guide dogs. A low income, visually impaired 
woman shared: "You book a taxi, but they will actually get someone ... and make sure they have their bag 



 
and their medication and everything else...It can be very personalized and make sure they have everything 
with them".  

Display of the available disabled parking spots at a destination is appreciated. This is especially relevant for 
parking apps where booking and payment for parking is possible, but also for digital journey planners. A 
low income, female wheelchair user mentioned: "It would be so nice to have an ISO standard on how 
disabled parking should be presented to you. And then someone should make an app and take this ISO 
standard and put it into human-readable form". She added: “I wish there was a standardised way… of how 
cities communicate on where their disabled parking was. I wish that they would always put it on a map, 
not just list road names. Because if you don't know a city, you don't know that Dover Street is in the city 
centre and that Fairisle Street is a mile away... You need a map… and you need a clear statement of 'it is 
pay and display' or if 'blue badges get free parking in this city' because it does vary" [Blue badges are the 
disabled drivers badges in the UK].  

For people with visual impairments and/or reading difficulties the availability of an option for voice 
navigation, voice warnings and voice assistance is of crucial importance. This is both helpful when 
navigating, typing or selecting an action in the digital interface, as well as providing guidance during travel.  
For instance, digital services/products that announce landmarks and/or read information the user is 
pointing to help to help them orientate are helpful. The same goes for the touchscreens of ticket machines: 
“It is all touch screen, no tactile buttons that make sense to someone with no sight. I avoid touch screen" 
said a low income visually impaired woman.   

The information provided has to be as precise as possible. An example was given by an elderly visually 
impaired man: “The problem of the bus tracker is it does not tell you where the bus is going. It will say 
Brighton to Hove, but it does not tell you where it stops. Then you have to stick your arm out and stop the 
bus and ask them". "In Leeds, the bus stop tells you which bus is coming along, when you are blind, you 
cannot see it coming. If the app says the 407 is coming, if you are new to somewhere you haven't got a 
clue. Brighton and Leeds have got it right". An elderly visually impaired woman shared the following public 
transport experience: “You are relying on the driver and sometimes they forget". A low income, visually 
impaired woman said, “the ideal would be, say there is a pair of glasses, so you would not have your phone 
out, or headphones like the ones you have on [Interviewer had on over the head wireless headphones], 
like you have, camera in the top, help to connect to BeMyEyes, then you can ask where is the lift."  

For people with hearing difficulties, the availability of digital screens at stations enhances their orientation 
alternatives.   

Inhabitants of rural areas 

The consulted inhabitants of rural areas did not encounter as many difficulties with digital aspects of a 
mobility service/product as other vulnerable to exclusion groups. However, they expressed concerns about 
the overall lack of access to alternatives to the car for their trips. For example, a woman living in a rural area 
mentiond: "Rural people are very neglected when it comes to public transport, and we have become 
accustomed to using private vehicles. If you add to this the fact that most rural people are over 60 years 
old and that everything digital is difficult for us, it is even more complicated to use public transport." Another 



 
woman confirmed: "Living in a farmhouse... here we are isolated"...I have to rely on friends or neighbours to 
be able to go anywhere, because I don't have a driver's licence". 

Offering access to digital products/services without having to use mobile data or Wi-Fi can be sometimes 
helpful for remote areas, where internet coverage is not sufficient. This could be, for instance, via a call, by 
downloading the route/map in advance, or by using offline maps.  

Women 

In general, representatives from this group do not encounter as many difficulties with the usage/access to 
digital mobility products/services. Success factors in relation to women, as a vulnerable to exclusion group, 
mainly relate to the additional functionality of the digital transport product/service.  

Integration of information about the crime/abuse history of a location/route is specifically appreciated by 
this vulnerable to exclusion group. An interviewed woman confessed: "It has happened to me and to my 
friends: we would follow the route and pass through a favela. Depending on the time and location, this 
could be very dangerous." A female wheelchair user shared: "If you're coming home at night or in the dark, 
or if... your stops are in isolated places, as a woman you're vulnerable anyway. As a disabled person and a 
woman, you are even more vulnerable. I just wouldn't put myself in that situation". A suggestion from an 
interviewee related to this: “Maintain a history about sexual abuse in the places I'm going, along with a help 
me option to denounce sexual abuse or related types of crimes”.  

This also relates to the inside of vehicles. One interviewee said “As a woman, to be able to see how crowded 
the bus/train is - helps to avoid inconvenient situations". Therefore, information about the occupancy of 
public transport, and also about the driver and passengers when using shared vehicles is of advantage. 
When using vehicle sharing platforms/services, women tend to value the option to review who will be 
accompanying them on their trip.  

Related to this, women, along with older people and disabled groups, appreciate the functionality of 
sharing a location with trusted contacts. A low-income woman said: “I almost always forward the trip to the 
person I am going to, so that they also know which train I am on”.  

People with low income 

Free of charge or affordable services/products are preferred by people on low income. They also value 
discounts and promotions. An elderly low-income woman confessed: “I only use free apps. You already 
pay for your phone and internet. I will not pay for an app. I just have small budget to spend”.  

The availability of affordable or free alternative travel options and tickets can be particularly useful for 
people who do not own a personal vehicle and need to travel to a distant location regularly (e.g., to/from 
work in another city). Sometimes, there are dedicated organizations that hand out free public transport 
cards to people on low incomes and migrants to enhance their mobility in case they do not own a personal 
vehicle, cannot afford to pay for public transport and/or must walk long distances daily. In addition, a clear 
overview of journey options, in order from most to least affordable helps people with low income to choose 
the most affordable journey option and save money that way.  



 
People who cannot afford to pay for mobile data or a home Wi-Fi connection can benefit from having 
access to digital transport products and services without needing to use mobile data or Wi-Fi. This could be, 
for instance, via a call, by downloading the route/map in advance, or by using offline maps. 

Parking apps offering pay-per-usage and parking fee discounts are valued by the representatives of the 
low-income population group. People on low income who possess a personal vehicle could benefit from 
parking apps where users only pay for the exact amount of time they park. That way, they are not 
overpaying. Some apps offer discounts on some parking locations which can be another useful feature 
that helps people on low income to reduce their parking expenses.  

People with low education levels  

The barriers of usage for users with low education levels are mainly related to their level of digital skills. A 
barrier for them can be coded information with acronyms, technical words, symbols or layout. Often, such 
coded information requires prior digital experience. For this, users appreciate simple and easy to 
understand interfaces, explained acronyms, technical words, buttons and layouts. Although we did not 
encounter this in our interviews, a lack of literacy may also be a concern for some. Using simple words and 
sentences and offering options for voice input and output can help with this.  

Migrants  

People who do not speak the local language might find it difficult to navigate in a foreign country due to 
language barriers. Thus, services/products that allow the user to switch to another language could be 
beneficial to travellers and migrants. Alternatively, an option to ask for assistance in a language of their 
choice can help to make a service/product more accessible to these groups. A representative of a 
migrants association pointed out: “Most of them are people who don't know the language (...) But Google 
Maps is in their mother tongue, so they understand it perfectly”.  

In addition, a map interface that is easily recognisable by both local commuters and non-locals supports 
the usage of the service/product by migrants and people travelling in/to other countries who need 
navigation in a foreign country and may be unfamiliar with the local context.   



 

5. CONCLUSIONS 

Based on the exclusion audit results, it can be concluded that smartphone apps require the most attention 
regarding inclusivity as they have the highest level of exclusion. Furthermore, it is important to consider 
whether a digital solution is the most suitable, or whether a non-digital one is a more inclusive option for a 
specific group. For example, if a transport provider wishes to introduce a new service to improve the mobility 
of older people, then they should consider avoiding the use of smartphone apps as they are likely to 
exclude the majority of the target population. More emphasis should be placed on increasing inclusivity of 
digital services for older people, people with low education, people with low income and people with 
disabilities due to the fact that exclusion is noticeably higher for these groups. In addition to the exclusion 
associated with technology access requirements, complex and difficult to use interfaces can further cause 
people with limited experience with digital interfaces to become stuck or lost on their user journey, leading 
them to give up and consequently become excluded. Therefore, the development of easy-to-use and 
understandable interfaces is another integral aspect to be taken into consideration when designing 
inclusive digital mobility services/products.  

With regard to the interactive catalogue, the identified digital services/products and the success factors 
that make them good examples could serve as practices to be looked at when designing inclusive digital 
services/products in terms of: the way they address specific population groups, the specific functions that 
contribute to bridging the gap in the usage of digital mobility services and the usability aspects such as the 
simplicity of the user interface. The overview of inclusive digital mobility products/services can be expanded 
by developers and other stakeholders by submitting entries to be featured on the DIGNITY website.  

The identified success factors can be further taken into consideration when designing inclusive 
services/products. The listed factors can be considered not only for the design of services/products 
targeting specific vulnerable to exclusion groups, but also for services/products that target the general 
public. In this way, services/products can become more inclusive and reach/serve a wider audience.  

The success factors identified from the digital interface exclusion chapter are: 

• Offering access to services in both digital and non-digital forms  
• Offering help with installation of apps (e.g., clear instructions and motivation in advertising; sessions 

where someone helps with installation)   
• Presence of simple controls (e.g., one box search; limited buttons/actions) 
• Simple and easy-to-understand information; well-explained symbols, words and layout  
• Clarity on the next steps in using the user interface 
• Clear/sufficient explanation of complex mental models for interaction 
• Making modal interfaces explicit through obvious visual changes and clear change mechanisms 
• Increasing clarity of non-obvious and digital specific interaction patterns as to their function and 

how to operate with them   
• Making the registration process easier and shorter with less information and actions required 



 
The success factors relevant for all DIGNITY vulnerable population groups are:  

• Offering access to services in both digital and non-digital forms  
• Offering different payment options in both digital and non-digital forms 
• Offering assistance with the installation of products 
• Clarity on the next steps in using the user interface 
• Simple and limited controls/buttons 
• Easy-to-use, clear, straightforward and simple interfaces that do not require many actions to be 

taken to use the service 
• Option to adapt the interface according to user needs 
• Short and easy registration processes, and option to use the service without registration   
• Provision with real-time and accurate information   
• Clear overview of route and transport mode options including a prioritization of best options 
• Multiple services/features integrated into one service/product 

The success factors relevant for older people are: 

• Service/product helps to enhance social inclusion and mobility needs 
• Option to share trips real-time with trusted contacts  
• Offering vehicles catering the needs of elderly and assistance with mobility 
• Assistance with the usage/understanding of the digital service/product 

The success factors relevant for people with disabilities are: 

• Display of accurate information 
• Availability of information about wheelchair accessibility modes/routes and their conditions/ 

requirements 
• Offering user-centred products and services, not generalising all types of disabilities into one 

general category 
• Offering vehicles catering the needs of people with disabilities and assistance with mobility 
• Display of available disabled parking spots  
• Options for voice navigation, voice warnings and voice assistance 
• Precise information 
• Availability of digital screens at stations  

The success factors relevant for inhabitants of rural areas are: 

• Access to information about the availability of alternative transport options 
• Access to services without having to use mobile data or Wi-Fi 

 



 
 

The success factors relevant for women are: 

• Information about the crime/abuse history of a location/route 
• Information about occupancy of public transport 
• Information about the driver and passengers when using shared vehicles  

The success factors relevant for people with low income are: 

• Free of charge or affordable services/products  
• Availability of affordable or free alternative travel options and tickets 
• Clear overview of journey options, in order from most to least affordable 
• Access to services without having to use mobile data or Wi-Fi 
• Parking apps offering pay-per-usage and parking fee discounts 

The success factors for people with low education levels are: 

• Simple and easy-to-understand interfaces, clearly explained acronyms, technical words, buttons 
and layouts 

• Simple words and sentences and options for voice input and output 

The success factors for migrants are: 

• Availability of service/product in multiple countries and languages 
• A map interface that is easily recognisable by both local commuters and non-locals 
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APPENDICES 
 

Appendix 1: Semi-structured interviews with vulnerable group 
representatives – Interview template 
 

PARTICIPANT DETAILS     
Participant: (give a number, no name)     
End-user or representative:     
Initiated target group:     
Date of interview:     
DIGNITY partner:     
Location of the interview:     

TARGET GROUP DESCRIPTION Representative User 
Older people: aged 65 years old and over     
Woman     
Low educated     
Low income     
Rural inhabitants     
Migrants     
Disabilities      

  

TRAVEL BEHAVIOUR  
AND TRANSPORT USE Main issues 

Excerpts/ 
quotations Questions  

Modes of transport used 
    

- How often do you 
travel/make a journey? 
Consider all kinds of journeys 
with a purpose. 
 
- What kind of transport 
modes do you use for your 
regular journeys? 
 
- What transport modes do 
you own? Which one do you 
borrow or rent? What other 
possibilities do you use to 
make a journey? 

Frequency and purpose of using these 
transport modes 

    

Transport mode ownerships  

    

Other relevant details 
    

 
 



 
 

USE OF TECHNOLOGY 
AND DIGITAL DEVICES     Main issues 

Excerpts/ 
quotations Questions  

G
en

er
al

 a
cc

es
s 

an
d 

us
e Access to internet 

(Smartphone, tablet..)     

- Do you have access to internet? Do you 
use internet? How often do you visit 
websites? 
 
- Do you have a smart phone and/or a 
tablet? How often do you use it? For what 
purposes? 
 
- Do you have apps on your smart phone? 
What kinds (in general): social, games, 
information, etc.? 

Frequency of use   

Reasons for not using 
digital services, ways to 
solve that 

  

Di
gi

ta
l t

ra
ns

po
rt 

se
rv

ic
es

 li
st

 Digital transport services 
heard about/known 

Example A  

- Do you have mobility/transport related 
apps on your smart phone or tablet? Do 
you use them? How often?  
 
- Are there any information sources, 
websites, apps, etc. that you would 
particularly recommend and why? What is 
it about them that you particularly like?  
 
- What do you think makes one source 
better than another? When you are looking 
for information, what makes you choose 
one source (e.g., website) rather than the 
other options?  
 
- Do you know of any websites, apps or 
other travel information sources that are 
popular with others that you know? What 
do you think is good about them (or what 
do others say is good about them)? 
 
- What makes the mentioned services good 
in terms of, for example, design, usefulness, 
language, confidence, cost? 
 
- Which types of problems/barriers do you 
identify when using the mentioned services 
in terms of, for example, design, usefulness, 
language, confidence, cost? 

Digital transport services 
used and frequency. 

Example B, C...  

Ex
am

pl
e 

A
 

Info on the experience 
(when/how they 
learn/get in contact/1st 
experience) 

  

Success factors (design, 
usefulness, language, 
confidence, cost...) 

  

Problems/Barriers (Cost, 
design, usefulness,  
confidence, language...) 

  

Ex
am

pl
e 

B 

Info on the experience 
(when/how they 
learn/get in contact/1st 
experience) 

  

Success factors (design, 
usefulness, language, 
confidence, cost...) 

  

Problems/Barriers (Cost, 
design, usefulness,  
confidence, language...) 

  

 
 



 
GENERAL COMMENTS AND FINAL REMARKS                                 Questions 

General comments on success factors 

  

 - Thinking about digital transport 
services in general, what do you think 
makes a service particularly good for 
people like yourself/like those that you 
represent? What would make a service 
“delight” you?  
 
- What are the particular needs of this 
group/for you when it comes to 
transport services and digital ones in 
particular? 
 
- Are there any other digital transport 
products or services that you would 
recommend that you have not 
mentioned already? Why? 
 
Ask for other comments related to the 
topic, suggestions, proposals or some 
other specific things the interviewee 
would like to mention that is not yet 
discussed. 

Needs/aspects that would promote 
the inclusivity of this group 

  

Final comments 
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