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The DIGNITY project has been a three-year exploration of 
inclusive transport and digital mobility in Europe, funded by 
the European Union’s Horizon 2020 Research and Innovation 
programme. Combining literature review with established 
research modes and hands-on case studies, DIGNITY has 
produced a wealth of knowledge about the digital mobility 
landscape and a number of tools to assist in developing more 
inclusive digital mobility solutions.  

This Framing the Gap publication is the opening chapter of 
DIGNITY’s story on digital mobility. It will be followed by two 
other chapters concentrating, respectively, on the project’s 
approaches to bridging the digital gap in mobility (issue n.2:  
Bridging the Gap)  and on the gender dimension of digital 
mobility (issue n.3: The Gender Gap - Building a gender-neutral 
transportation system).

Framing the Gap sets the stage by providing a snapshot of the 
current digital transport scene and its level of inclusivity. This 
was obtained through an innovative, multi-method approach 
using both qualitative and quantitative research methods. 
The scene is examined at three levels, representing the main 
characters in digital transport: the people/users, the market 
players and the institutional system.

If you are a local, regional or national authority wanting to 
address the digital divide in mobility in your area, DIGNITY's 
findings and methods may be helpful and/or inspiring.

Please sit back, relax and enjoy the (inclusive) ride!

DIGNITY’s overarching goal is to foster a sustainable, integrated and user-
friendly digital travel eco-system - one with improved accessibility and social 
inclusion, where quality in daily travel experiences of all citizens is paramount; 
one that makes sure no one is left behind!

The project delves into today’s digital transport eco-system to grasp the full 
range of factors that might lead to disparities in the uptake of digitalized 
mobility solutions by different user groups in Europe.

Analysing the digital transition from the users’, providers’ and policy 
perspective, DIGNITY looks at the challenges brought about by digitalization 
to then design, test and validate the DIGNITY approach: a novel concept 
seeking to become the ‘ABC for a digital inclusive travel system’.

Preface

The DIGNITY Project

DIGNITY’s Approach
To help achieve and implement a digitally inclusive mobility system, 
the DIGNITY approach has three main parts:

• framing the digital gap in mobility,
• bridging the digital gap in mobility,
• validating, evaluating and accelerating results to make 

inclusive digital mobility the norm.

The approach combines established inclusive design methodolo-
gies with the principles of foresight analysis to examine how a struc-
tured involvement of all actors - local institutions, market players, 
interest groups and end users - can help bridge the digital gap by 
co-creating more inclusive mobility solutions and by formulating 
user-centred policy frameworks. 

The idea is to support public and private mobility providers in 
conceiving mainstream digital products or services that are 
accessible to and usable by as many people as possible, regardless 
of their income, social background, health situation or age. At the 
same time, the aim is to help policy makers formulate long-term 
strategies that promote innovation in transport, while responding to 
global social, demographic and economic changes, including the 
challenges of poverty and migration. 

4
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For consistency and to maximise comprehension of DIGNITY’s framework, a set of keywords and definitions 
is provided below.

Vulnerable-to-exclusion group - a group of people with one (or more) similar characteristic(s) who have a 
higher risk of experiencing exclusion and inequality.

Digital ability - refers to someone’s ability to use digital interfaces. This ability is influenced by aspects such 
as: cognitive capabilities, neurodiversity, access to technology, technology competence, ability to learn/
cope with errors, access to support, psychological factors and other capabilities and skills.

Digital skills - these are one aspect of digital ability. Digital skills can be measured at different levels, from 
a person’s ability to use simple interface components to their ability to perform complex problem-solving 
tasks with ICT. Digital skills affect how easy or difficult it is for a person to use digital interfaces.

Digital gap - a mismatch between digitalization in society and the digital ability of individuals. It results in 
people having difficulties with daily/regular activities due to digitalization.

Digital gap in mobility - a mismatch between digitalization in mobility and the digital ability of individuals 
which allows them to access and use digital mobility options. It results in people having difficulties with daily 
traveling due to digitalization.

Digital mobility services and products - all mobility products and services that can be used for travel, 
transport and mobility, including digital interactions with the end-users. This category is not limited to 
applications and online services. It includes items such as an information unit at a bus stop and other forms 
of interactive assistance to travel.

Inclusivity - the practice or policy of providing equal access to opportunities, resources, products and 
services to people who might otherwise be excluded or marginalized, such as those having physical or 
mental disabilities or belonging to other minority groups.

Micro level - focus on individual  attitudes and requirements (people/user dimension in DIGNITY's scope).

Meso level - focus on the provision of digital products and services (the market player dimension in DIGNITY's scope).

Macro level - focus on governance policies and transport stategies (the institutional dimension in DIGNITY's scope).

DIGNITY’s keywords

Barcelona is the capital city of the Spanish region 
of Catalonia. The focus within the DIGNITY project 
lies mainly on the Metropolitan Area of Barcelona 
, with a population size of around 3,2 million, half of 
which live in the city itself. In recent years the city 
is undergoing a smart city revolution, which makes 
it highly digitalized.

Key objective in DIGNITY → Increase the 
participation of vulnerable groups in the co-design 
of digital mobility solutions such as inclusive last-
mile services.

The Region of Flanders is an area of about 13,000 
km², situated in the north of Belgium. Counting 6,5 
million inhabitants, Flanders is the biggest of all 
three Belgian regions. Flanders includes a number 
of mid-sized cities, among which are Antwerp 
(500,000 inhabitants), Ghent (257,000 inhabitants) 
and Bruges (118,000 inhabitants).

Key objective in DIGNITY → Implement a MaaS 
scheme throughout the region and develop a 
digital inclusion policy strategy focused on older, 
low-income and disabled people.

Tilburg is a city located in the south of the 
Netherlands counting 225,000 inhabitants. The city 
is part of the metropolitan area of Brabantstad, 
which counts 2,5 million inhabitants and is made 
up of five main cities.

Key objective in DIGNITY → Implement mobility 
solutions, such as a bikeshare scheme, to benefit 
older, low-income and other marginalised users.

Ancona is the capital city of the Marche region, 
located in the centre of Italy with around 100,000 
inhabitants. Partly due to its location next to the 
Adriatic sea, there are three major interchange 
hubs in Ancona: the port, the airport and the train 
station. This attracts a lot of passengers (citizens, 
tourists, commuters) to the city who make 
abundant use of its public transport.

Key objective in DIGNITY → Increase access for 
vulnerable users, particularly the visually impaired, 
through improvements to the city's multimodal app.

Flanders (BE)

Tilburg (NL)

Ancona (IT)

Barcelona (ES)

Meet DIGNITY’s pilots

The DIGNITY framing methodology has been 
implemented and tested in four pilot regions/
metropolitan areas across Europe: Barcelona (ES), 
Flanders (BE), Ancona (IT), and Tilburg (NL).
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To frame the digital gap in mobility, DIGNITY conceived a multi-method research design consisting of 
methodologies that were either originally developed by the project or adapted from existing ones. The 
perspective of the end users, especially those most vulnerable to digital exclusion, is at the centre of this 
research design. The goal is to gain insights on the local status concerning digital abilities and mobility 
poverty (micro level), digital mobility provision (meso level) and policy relating to digital mobility and 
inclusion (macro level). Using a combination of qualitative and quantitative methods allows to better 
understand what the actual problems around digital mobility are and which groups are most affected by 
them. The following tools and methods were developed and employed within DIGNITY’s framing phase:

HOW DIGNITY frames the digital gap
A systematic collection of information across all three levels of the self-assessment framework will provide 
policy and decision makers with an overall understanding of the size of the digital gap in mobility present 
in their city or region. Zooming into the different assessment levels will generate further in-depth knowledge 
about each dimension (micro/meso/macro). Carrying out self-assessments on a regular basis will allow to 
keep track of how the digital gap in mobility changes within a city or regional area.

In addition, the results of the framework can also be used by digital mobility product/service providers to 
identify where gaps in the provision for vulnerable-to-exclusion groups still exist.

The framework operates on three levels:

1. the people (micro) - focusing on citizens in general and, 
specifically, on vulnerable-to-exclusion user groups; probing 
their digital skills, potential mobility poverty and the role that 
digitalization of mobility products and services plays in it;

2. the market players (meso) - focusing on the provision 
of transport products and services; involving transport 
providers in understanding the current transport landscape 
and how well it meets users’ needs, including those of 
vulnerable-to-exclusion groups;

3. the institutional system (macro) - focusing on policymaking 
at national/regional/local levels; looking at the provision 
of accessible and inclusive mobility for all citizens and 
mapping the governance framework behind it.

DIGNITY's self-assessment 
framework

Ready-to-use guidelines (self-assessment tool) were developed by DIGNITY to support 
local authorities in the implementation of the above research methods independently.

Digitalization is one of the current trends in society, with a major impact on citizens and industry. It facilitates 
connectivity between people, businesses, regions, and countries. Location and distance are no longer a 
barrier to meeting and exchanging information. The transport sector is no exception and digitalization in 
transport is already changing the ways people access information about transport services and products, 
as well as shaping new mobility patterns and transport options.

However, not everyone benefits from these digital upgrades.

Framing the digital gap in mobility
WHY is framing the digital gap important?

Literature available on the effects of mobility digitalization in society indicates that the digital gap in 
mobility, and specifically its potential effects on mobility poverty, have not yet received the necessary 
attention in national and local mobility policies. If not urgently addressed, the growing digitalization of 
mobility solutions is likely to cause further exclusion of specific vulnerable groups who, for diverse reasons, 
are not able to access emerging transport options.

Several vulnerable-to-exclusion groups were identified in DIGNITY, based on an in-depth review of the 
available literature and an integration of further research. Since these groups overlap and interact with 
each other they are considered intersectionally.

• older people (aged 65+);
• people with disabilities (any kind of capability loss that limits them in daily activities);
• economically vulnerable people (those on a minimum salary or who receive government support 

with their income);
• people with low education levels (basic education or no education);
• inhabitants of the rural areas (areas with <1000 households per km2)
• women (those who identify as female)
• migrants (those who were born with a different nationality from their Country of residence).

The groups above may have a higher risk of being excluded from the use of digital mobility products or services 
because of a range of issues including: inadequate access to the required technology, poor digital skills and a 
failure to meet their specific mobility/travel requirements. This does not mean that all members of these groups 
are at higher risk, but that a greater proportion of them may experience some form of digital mobility exclusion.

WHO is at risk of exclusion?

For modern metropolitan cities and regions to develop a healthy and inclusive society for their inhabitants, 
the whole societal system must be coherent. Framing the digital gap in mobility means looking in a 
structured way at how many people are at risk of being excluded by the mobility sector and why.

Analysing how target groups use existing digital mobility products and services and, more importantly, why 
they use or don’t use them, will lead to a more detailed understanding of vulnerable users and their needs. This 
process will also point to where exactly the current digital transport systems are at risk of leaving someone behind.

1. Digital gap self-assessment - a new, innovative, and easy to use instrument created by DIGNITY 
which combines desk-review with survey tools to help city authorities identify which vulnerable-to-
exclusion groups need extra attention and prioritize policy actions in addressing digital gaps. This 
type of assessment process provides the state-of-the-art of the digital transport eco-system, looking 
at the people, the market players and the institutional system with an integrated gaze.

1.1 Large scale surveys – these gather data on users' digital capability and mobility needs at a 
population-level, enabling the scale of potential exclusion to be identified.

2. Customer Journey Mapping - an established research methodology to gain a deeper understanding 
of the interactions between a customer/user and a provider, and the activities a customer/user 
undertakes along his/her journey into a service or product (Følstad & Kvale, 2018). Its application 
within DIGNITY has been mapping travelers’ experiences of a daily trip.

3. Focus groups (with vulnerable-to-exclusion groups) - are a well-known qualitative research method 
consisting in a small selection of people assembled to discuss a specific topic in an interactive way, 
guided and moderated by experts.

DIGNITY’s self-assessment framework was developed to assist cities and regions in identifying the digital 
gap in mobility and understanding the current local situation regarding the use and penetration of digital 
mobility services.

focus on individual  
attitudes and 

requirements (people/
user dimension in 
DIGNITY's scope).

focus on governance policies and 
transport stategies (the institutional 

dimension in DIGNITY's scope).

focus on the provision of 
digital products and services 
(the market player dimension 

in DIGNITY's scope).

https://www.dignity-project.eu/wp-content/uploads/2020/12/DIGNITY_D2.1.pdf
https://www.dignity-project.eu/wp-content/uploads/2020/10/200519-D1.1-Literature-Review-Final.pdf
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Guiding question - What factors might determine leaving someone behind during the shift to digital 
mobility services and products and limit their everyday travel experiences?

Framing the people

Data to be collected for the digital gap self-assessment framework cover the following areas:

Population - What does the population look like in the area?

This includes general characteristics of the citizens in the area and the share of vulnerable-to-exclusion 

The purpouse of this exploration is to understandwho is experiencing difficulties in digitalization and in 
mobility and to what extent the mobility poverty involving vulnerable-to-exclusion groups is due to the 
presence of a digital gap.

To do this, it is important to identify which elements come into play and how these factors affecting digital 
mobility exclusion are spread across the population.

The self-assessment of the people (users) concentrates on yielding:

• an overview of the characteristics of the population in the area;

• a general understanding of the digital skills of the population in the area and their accessibility to 
digital products and infrastructure;

• an awareness of the profiles of the population in the area experiencing mobility poverty;

• a sense of the extent to which the digital gap experienced by specific profiles in the area contributes 
to their mobility poverty.

Digital ability - What are the local citizens’ abilities in using digital products?

Digital ability accounts for the level of digital skills, access to and use of digital devices 
and infrastructure (e.g., the internet), and attitude towards digital products.

These factors can be measured by assessing access to technology (internet, 
smartphone, other devices), use of technology (both in general and for transport), 
attitudes towards technology (affinity and confidence with digital technology) and 
competence with basic digital interface patterns.

The DIGNITY surveys include data on these factors. Ad hoc surveys can also be useful 
and some general data about technology access and use is available per country 
via the Digital Scoreboard of the European Commission. This makes use of Eurostat 
data to provide a digital score for each country using several indicators.

Digital linked to mobility - What general issues arise due to the digitalisation of the 
mobility system?

To understand this aspect, the primary approach is to consider the use of digital mobility 
solutions by different groups and investigate which types of digital transport solutions and 
services are utilised (vehicle-sharing, carpooling, on-demand transport, digital payment 
of parking, etc.) and with which frequency. Another related issue is the use of digital 
methods to find travel information. This dimension also investigates the confidence 
inhabitants have in planning an unfamiliar trip with either a computer or a smartphone.

The DIGNITY surveys were designed to provide data on the specific link between 
mobility and digital aspects.

groups, considering aspects such as: gender, age, residence (urban or rural), 
disabilities, education, income, etc.. This scan will indicate whether the area has an 
unusually high proportion of any of the vulnerable-to-exclusion groups.

It is likely that most data on this aspect will come from national or local population 
statistics. The DIGNITY surveys (see pages 12-14) and national statistics (e.g. from 
Eurostat) provide useful data for this purpose. Additional ad hoc surveys can also 
supplement and complement the available data.

Mobility - What is the modal split in the area and what are the mobility patterns?

Mapping mobility will give insights on mobility poverty (whether people experience 
difficulties and/or limitations regarding their desired mobility patterns). Modal splits 
consider data such as preferred transport modes (public transport, private cars, 
vehicle-sharing, bike, foot, etc.) and amounts of trips.

Mobility patterns and transport choices can be explored using existing national/
local transport statistics. In addition, the DIGNITY surveys examined mobility poverty, 
exploring limitations in regular travel due to issues of availability (infrastructure, services 
and support for special needs), cost (prices and affordability) and safety (concerns about 
personal safety during travel).

Neurodiversity

Psychological
factors

Cognitive
capabilities

Technology
access

Technological
competence

Ability
to learn

Other
capabilities

Access
to support

Ability to
use a digital

interface

https://digital-agenda-data.eu/datasets/desi/visualizations
https://ec.europa.eu/eurostat
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DIGNITY’s surveys
The DIGNITY surveys are the largest data source for the micro level of 
the project’s digital gap self-assessment framework. The survey results 
provide crucial information on how various key factors affecting digital 
mobility exclusion are spread across the population. Understanding 
the distribution of these factors is particularly important because those 
who struggle with digital interfaces are often already disadvantaged 
due to issues such as poverty, low education, disability and age.

The survey questionnaire tackled key factors that are likely to affect 
the use of digital products and services, including the aspects below.

Technology access and use

Participants were asked multiple-choice questions about their access 
to and frequency of use of various kinds of technology including 
mobile phones, smartphones and tablet devices.

General computer and mobile device activities

Participants were asked whether they had performed various 
technology-related activities recently.

Attitudes towards technology

Overall attitudes towards technology were investigated using the ATI 
(Affinity for Technology Interaction) scale, which examines people’s 
tendency to actively engage in or avoid interacting with technology. 
Other items examined aspects such as willingness to explore an 
unfamiliar interface and confidence in using new technology.

Digital interface competence

Basic technology competence was measured using paper mock-ups 
of smartphone interfaces. Participants were shown a picture of an 
interface and asked what they would do to perform a simple task on it, 
such as change the number of adults in a search for accommodation, 
set a website to be one of their favourites or go back to the previous 
screen (using a back arrow). Due to the basic nature of the tasks, 
participants were considered to have a low level of basic digital interface 
competence if they got four or fewer tasks correct out of a total of eight.

Capabilities

Another perspective on the diversity in the population was obtained 
by looking at participants’ general sensory, motor and cognitive 
capabilities. These capabilities may impact a user’s interaction with 
an interface or use of transport.  In the surveys, participants were 
asked to rate how restricted they were in their daily activities because 
of limitations with eyesight, hearing, use of their hands, mobility, reach 
and memory/concentration. They also did a simplified vision test with 
an eye chart.

Technology for transport

A special questionnaire section was developed for the DIGNITY project focusing on transport. Participants 
were first asked to rate their confidence in their ability to plan an unfamiliar, local public transport journey 
using a computer and a smartphone. They were then asked about their use of digital and non-digital 
transport information sources, and their use of various digital mobility solutions. Finally, they reported 
whether (and why) they felt limited in their regular travel within their area of residence.

DIGNITY’s framing of the people in...
The DIGNITY survey was conducted in five regions/countries across Europe and the results fed the self-
assessment framework in DIGNITY's pilot areas. Each pilot used the data from the survey which covered its 
region or country. Below are some headline results for each pilot area.

...Barcelona
This pilot used data from the DIGNITY survey carried out in the Barcelona Metropolitan Area.

• Considering the sample, 93% has access to the internet and 85% has access to a smartphone. Within 
certain sub-groups identified in the sample, the data for access to the internet was 92% for women, 
97% for migrants, 82% for those with a lower education level and about 75% for older people and 
people with diabilities.

• 71% of the sample showed ‘at least basic digital skills’, with similar exceptions for the aforementioned 
groups who report the following data: only 21% of older people and 44% of people with disabilities 
have 'at least basic digital skills'; 38% of the elderly, 48% of lower educated and 39% of migrants who 
took part in the interview reported having little or no confidence with the internet and other digital 
means.

• 76% of the sample experiences (slight) limitations in their desirable mobility; for vulnerable groups this 
limitation is tied mostly to cost of travel and concerns about safety.

• More than 80% of the sample reports using digital methods to find travel information mostly through 
apps (except older people who prefer computers).

...Flanders
This pilot used data from the DIGNITY survey conducted in the Flanders region of Belgium.

• Digital access, usage and attitudes seem to decrease with age and increase with education level, 
in the sample.

• Analysing the sample, half of the elderly, more than one third of people with disabilities, and almost 
half of people with low education levels have low digital skills. No less than 29% of the respondents 
feels limited in their ability to travel because of the requirement of digital skills for trip planning.

• The use of digital mobility services amongst the sample population is quite low: only 38% of people 
with a lower education level, 37% of people with a disability, 25% of migrants and 20% of older people 
do so. However, 84% of migrants in the sample reports using digital methods to find travel information.

...Tilburg

This pilot used data from the DIGNITY survey performed on a national level for the whole of the Netherlands.

• 18% of the sample population has low digital skills; of these 31% are older people, 29% are people 

https://ati-scale.org/
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with low education levels and 27% are unemployed.

• 3% of the sample does not have access to the internet, 10% does not have access to a smartphone 
and 30% doesn’t have access to a computer, laptop or tablet.

...Ancona

This pilot used data from the DIGNITY survey performed at the national level for the whole of Italy.

• 80% of the sample has access to internet and a smartphone and uses both at least once a week. 
Computer/tablet access and use are lower: around 60% of the sample has access to a computer or 
tablet (or both) and uses it at least once a week. Around half of the sample with a low income or a 
low education has access to internet and a smartphone and uses it at least once a week. For people 
with disabilities included in the sample the use is a bit below half, and for the elderly it’s only a little 
more than one in three.

• Only a minority uses digital transport services (around 7% of the sample reported using these in the 
last 3 months): parking ticket payment and car sharing services being the most popular.

• The use of digital services by people with disabilities and migrants included in the sample is, 
respectively, 10% and 18%.

• 57% of the sample feels confident using an app or a smartphone; specifically, 63% of migrants and 
50% of women reported having confidence in using these devices.

Lessons learnt from framing the people  

Data availability – Apart from DIGNITY's surveys, it can be hard to find specific data on the digital 
mobility gap. Data on lower income groups, migrants, disabled people and inhabitants of rural areas 
are particularly difficult to find. 

 TIP - To have the complete picture, the digital gap self-assessment framework around the people 
should be completed in two steps. First a desk research to identify the information that is readily available, 
on vulnerable-to-exclusion groups. Having mapped the existing data, the next step is to assess the data 
gaps and tackle these  in a really targeted way (i.e. with DIGNITY’s specific, tailored survey).

 TIP - It is important to recognise that most of the DIGNITY surveys were not large enough to be 
population representative. Furthermore, they were conducted during the COVID-19 pandemic which 
is likely to have affected people’s willingness to take part in a face-to-face study and thus skewed the 
sample. As a result, the surveys merely give a snapshot of the situation and are only indicative of what the 
scenario is likely to be like more widely.

Guiding question - What kind of digital mobility services and products are available and to what extent 
are users’ needs and expectations addressed in their design?

Framing the market players

The current era of digitalization is not only changing the way technology providers communicate with their 
users but is also expanding the availability of different transport options. New types of services are offered, 
and new dimensions are explored. As using these services requires a certain level of technical know-how, 
a lot of people are excluded from the mobility system as a result.

After having collected the people’s perspective, the digital gap 
self-assessment should focus on the market players, both in terms 
of providers/developers involved in designing and supplying 
technology for transport and on the digital mobility products 
and services themselves.

This level of DIGNITY's self-assessment framework concentrates 
on presenting a complete overview of digital mobility provision 
in a given area. This should not be limited to a mere mapping 
and evaluation of existing local mobility service providers 
and products. The focus should also be on the way products 
and services interact (or don’t interact) with the users they are 
designed for. Particular attention goes to the way technology 
for transport meets the needs of vulnerable-to-exclusion groups  
to identify which service dimensions need specific attention to 
meet their users’ needs and in what way.

The availability and the usage of non-digital alternatives should 
also be considered. 

The self-assessment on the level of digital products and services provides detailed information on:

Key market players - Who are the important (local) actors creating digital transport products and services?

By mapping the main local players involved in designing, creating and monitoring digital mobility products 
and services a complete overview of the digital mobility provision market is created. This type of information 
allows to spot the dynamics of digital mobility provision in a given area. At the same time, it is useful to 
make local policymakers aware of the key players who should be involved to plan and deliver a successful 
digital mobility policy.

The following categories could be used to map relevant players:

• core business stakeholders (transport operators, data providers, users),

• extended enterprise stakeholders (IT developers and designers, digital support solutions, insurance 
companies),

• business ecosystem stakeholders (regulators and policymakers, investors, research institutes, media 
and marketing firms, and unions).

Digital transport provision - Which digital products and services are available in the area?

Providing a structured approach to frame the main digital products and services present in an area will 
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help clarify the local digital transport scenario. This vision will not only informed about the area’s main 
services in actual transport provision but will also create an awareness and understanding of the current 
mobility trends, anticipating possible challenges and opportunities.

The following categories might be relevant to break down and map digital transport services/platforms 
based on their primary function:

• digital journey planning (trip planning, navigation, etc.),

• digital vehicle sharing [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 (e.g., scooters, kick scooters, etc.)],

• digital information (vehicle information provision, parking information provision, facility information 
provision, travel information provision, roadside assistance, etc.),

• digital payment/booking [ticket payment, (shared) vehicle payment, parking payment].

Market and usage - For whom are existing digital transport products and services developed and who turn 
out to be the actual user groups?

To assess the market and usage of each digital transport service/product in a given area, detailed 
information on each provider/company could be collected using a scheme similar to the one below.

Name of service/product/platform
Name of the company
Main type of service offered
Level of operation (international–national–regional–local)
Ownership (public–private)

Company size (micro enterprise: <10 employees – small enterprise: 10-49 employees – medium-sized 
enterprise: 50-249 employees – large enterprise: >=250 employees)
Intended user groups during the design-making process of the service?
Number of people using this service (per year) in total and for each vulnerable-to-exclusion group?
Does this service/platform take specific measures to include vulnerable-to-exclusion groups? (If yes, 
please specify)
Is this service integrated in a MaaS application? (If yes, specify name of application)
Does the service have functions other than the 
main ones indicated?

Digital journey planning
Digital vehicle sharing
Digital information provision
Digital payment/booking
Other, please specify

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

Lessons learnt from framing the market players

Finding detailed information – Detailed information on different digital products and services, such 
as user numbers, user groups targeted and involvement of vulnerable groups proved very hard to 
gather. Overall, information is often only available on a higher, broader level.

 TIP - It’s a good idea to collect data about the main digital mobility services separately, preferably 
by contacting companies individually and involving them in a questionnaire or an interview. 
Contacting service providers individually is the only way to guarantee a correct measurement of all 
inclusivity indicators and obtain a quantifiable estimate of the digital gap at this level.

DIGNITY’s framing of the market players in...
As part of the digital gap self-assessment, along with the survey used to frame the people/users, the DIGNITY 
pilots collected relevant data on digital mobility market players. Below are some of the most interesting 
(and policy-inspiring) insights coming from the local application of the digital market players’ framing tool 
outlined in the previous section.

...Barcelona

Extensive offer of digital mobility services and products operating at local, regional and national (even 
international) level. Most digital mobility servies are privately owned and usually do not specifically target 
or involve vulnerable-to-exclusion groups.

...Flanders

The Flemish Government and the Belgian government are the main providers of digital mobility solutions. 
Generally, little or no engagement between providers of mobility services and products and their actual 
users happen when designing or improving a service. There is a lack of publicly available information about 
transport provision.

...Tilburg

Main mobility providers identified via the framing tool are Arriva, NS, OV9292, MyWheels, Snappcar, 
Greenwheels, Amber, Regiovervoer Midden-Brabant, Hopperpoint, GO Sharing and Fietstaxi Tilburg. There 
is a general lack of information and knowledge about how the above providers of mobility services and 
products organize themselves, design their products and interact with vulnerable-to-exclusion groups. Little 
engagement has been identified between providers of the main digital transport services mapped in the 
framework and the vulnerable-to-exclusion groups investigated.

...Ancona

The pilot's main focus was on the ATMA and myCicero apps, released in 2016 to better integrate multimodal 
information and ticketing. Some vulnerable-to-exclusion groups, such as older and disabled people, 
migrants and people with a lower education or income are not sufficiently reached by the app. A group 
of local and national stakeholders are involved in the digital mobility system, each bringing in their own 
expertise. Users and customers of the digital mobility system are only involved to a limited extend in shaping 
the digital mobility scene (i.e. providing feedback on social media and via marketplaces).

Browse through DIGNITY's interactive catalogue to find some of 
Europe’s most inclusive digital mobility services and products, 
adressing journey planning, vehicle sharing, companion driving 
and payment/booking procedures, bike sharing platforms, 

demand responsive buses, wheelchair-friendly vehicle bookings, easy 
parking apps, real-time traffic navigation systems (all entries share 
attention to inclusivity and user diversity through features such as 
usability, accessibility, cost, functionality, multi-language options and 
catering for low technology users).

SCAN TO ACCESS:
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Framing the institutional system
Guiding question: -What governance approaches and regulatory 
frameworks are in place to foster both digital transition and social 
inclusion in mobility policies?

Once the people and market players dimensions have been 
explored, it is time to bring the insights collected to a “higher” 
level and create the meaningful connection with the institutional 
system's role in mobility development and management. This 
activity is bound to set the stage for putting in place successful 
mobility policies, able to guarantee an inclusive and accessible 
digital technology for all citizen groups, one which is responsive 
to users’ needs.

Through a detailed mapping of mobility policies in place, 
considering intradepartmental attention to inclusion and any 
support programmes available to power inclusive digital mobility, 
the self-assessment gains another crucial perspective to frame 
the bigger picture of an area’s level of digital inclusivity.

The digital gap self-assessment at this ‘institutional’ level 
concentrates on gaining a comprehensive overview of the three 
realms below.

Governance structures - how participatory and inclusive is the 
local policy-making mechanism?

This includes a mapping of all policy domains and policy actors 
relevant for designing a digital transport eco-system (politicians 
and administrations on local, regional and national levels) and 
information on decision-making processes in terms of open 
consultation and/or participatory interventions.

The first step is to analyse the local governance structure in place 
(how the system works and is organized) and identify the main 
policy and planning actors who contribute to the digitalization 
of the transport system. This also involves an assessment of the 
degree of cooperation existing between public/private actors, 
cross-sectorial domains and governance levels (local, regional 
and national).

To identify which policy instruments or processes have already 
been defined to design an inclusive and fair mobility system a 
range of indicators may be examined.

The following indicators specify and refine the regulatory structure 
by capturing its degree of inclusiveness and contextualizing the 
scope for policy making: to analyse the digital gap it is necessary 
to determine the degree to which the concept of inclusion is 
institutionalised.

Regulatory frameworks - are local institutional and policy assets prepared to meet the challenges of digital 
transition in transport and mobility whilst ensuring social inclusion?

The aim here is to collect information about regulatory frameworks already in place (existing laws and 
regulations) on local, regional and national levels regarding social inclusion, ICT, transportation, data sharing, 
etc. and assess whether these are supporting or hindering an inclusive (digital) transportation system. A 
parallel screening of relevant policy and planning documents regarding technological developments and 
smart cities, social inclusion, transport, the sharing economy, will help evaluate the readiness to face the 
challenges of the digital transition in transport, whilst ensuring social inclusion.

Almost all of this information can be gathered through desk research. By looking at public administration 
registers, relevant regulations, directives, operational programmes or other reference documents this 
information should be easy to find. An analysis of the official policy and planning documents, together with 
the documents that normally accompany official publications, should provide all the information needed 
at this level.

Targeted interviews may also help evaluate the extent to which vulnerable-to-exclusion groups and their 
needs and requirements have been addressed in the elaboration of documents and through the formulation 
of policies and plans.

Budget and outreach programmes - to what extent is the local authority allocating financial resources to 
support the digital transition in mobility and to ensure that vulnerable-to-exclusion groups are included in 
this process?

The focus here is on providing an overview of the local range of supporting and outreach programmes and 
related budget allocations towards digitalisation in transport. This includes subsidies, incentives, acceleration 
programmes for start-ups and educational programmes for society at large, together with participation in 
research and pilot initiatives.

This will help identify the extent to which local authority is investing in inclusive mobility activities and 
supporting market up-take of new mobility technology whilst quantifying the proportions allocated to 
specific fields of action.

As for the data requested on the budget and outreach programmes, a mix of interviews to public officials 
in the different administrative departments, combined with desk research, can be used, especially for what 
concerns participation in research or pilot initiatives. 

Leadership Presence of a clear reference position towards an inclusive 
digital transition in transport and mobility

Degree of institutionalization of inclusion
Specific positions or administrative units that deal with the 
inclusion of potentially disadvantaged groups (e.g. Equal 
Opportunities Officer, Diversity Manager)

Cross-disciplinary collaboration Policy domains and administrative units that are involved in 
mobility digitalization

Degree of public/private cooperation
Level of networking and cooperation between private 
and public actors, including the types of organization and 
cooperation mechanisms 

Degree of participation in decision-
making process 

To what extent are relevant actors involved in the decision-
making process? 
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DIGNITY’s framing of the 
institutional system in...
The self-assessment of the institutional system 
rolled out in DIGNITY’s four pilot areas has 
highlighted similar weaknesses across the 
different geographical areas.

...Barcelona
Specific roles within the local administration 
are responsible for the link between transport 
and digitization but are not directly tackling 
the social inclusion domain or the connection 
between the three aspects. Although there 
is ‘administrative dispersion’ in Catalonia, 
with overlapping territorial and thematic 
competences (Catalonia, Barcelona 
Metropolitan Area, City of Barcelona), the 
potential for thinking about inclusive digital 
mobility is there. Several policy documents 
include specific references to both digital 
mobility products and services, as well as 
vulnerable-to-exclusion groups, often in 
combination, although not all vulnerable 
groups are targeted in the same way. The 
development of a Mobility-as-a-Service 
(MaaS) platform is on the table. Budget 
programs operate at regional and local 
level: 3 programs deal with digitalization; 
one of these is specifically targeted at digital 
inclusion within mobility of older, lower income 
and lower educated people, while another 
one is directed to mobility products/services.

...Flanders
Two administrative units are directly involved 
in the digitization of the transport system: the 
Department of Transport and the Department 
of Environment. Inclusion is on the agenda, 
as it’s one of the five key values around 
which the strategic ITS (Intelligent Transport 
Systems) plan was built. Two regional 
subsidies are available from the Flemish 
government: the Meermobiel database/
knowledge hub, which focuses on inclusion, 
and the Green Deal on shared mobility, 
which aims to accelerate the growth of 
shared mobility through cooperation with 
mobility operators, public transport and 
environmental NGOs. Up to now, only people 
with disabilities have been specifically 
targeted within these programs and budgets.

...Tilburg
No specific department or position directly responsible for digitalisation and social inclusion exists within 
the authorities at present. Although the complexity of the policy system is a barrier to certain groups’ 
participation, older people and those with low income or low education are the groups most expliticly 
addressed in policies and programmes.

...Ancona
Ancona counts one person involved in managing the connection between transport and digitization (Smart 
City Office) and two roles looking at the link between transport and social inclusion (Social Innovation 
Office and Social Inclusion Office). No specific position/department is specifically dedicated to fostering 
the link between transport, digitalisation and inclusivity. However, the potential to work on inclusivity in 
transport is there because several units are already dealing with the safeguard and inclusion of potentially 
disadvantaged groups (disability unit, migrants unit, elderly unit, equal opportunities office, social inclusion 
office, poverty unit, gender-based violence unit).

Lessons learnt from framing the institutional system

 TIP - To map the governance structure, it is a good idea to look at the organigram of the 
administration and identify those in charge within the different departments related to the topic: 
transport & mobility, social affairs, ICT, etc. One-to-one interviews can be carried out with different 
policy and decision makers to get a wider perspective on the decision-making system in terms of 
cooperation between (and beyond) departments.

 TIP - To ease the collection of information available within the government itself and achieve the 
most complete overview, an internal and cross departmental review may be beneficial. If this turns 
out to be insufficient, the expertise of external informants or organisations can be summoned.

 TIP - Parallel interviews and/or surveys conducted with interest groups, civil society organizations 
and representatives of vulnerable-to-exclusion groups are useful to better assess if (and how) they 
have benefited from regulations in place and local support programmes.

 TIP - A direct contact with the financial department might be a plus to speed up the gathering of 
data on the budget and outreach programmes, especially to fill in the information on the amounts 
and percentages of budget allocated in the different categories (subsidies, incentives, educational 
programmes, etc.). A cross-check with the information collected from the business/market players’ 
ecosystem can help better define the use of the subsidies, incentives, and outreach programmes, to 
support specific digital products or services.
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Once the first part of the digital gap self-assessment has painted its picture of the local situation in 
terms of people impacted, market players present and governance approaches, the next step in 
the DIGNITY framing method dives deeper into the digital mobility scene with a Customer Journey 
Mapping (CJM).

DIGNITY’s Customer Journey 
Mapping (CJM)

The CJM is used to obtain an in-depth understanding of the 
practical mobility challenges faced by specific vulnerable-to-
exclusion groups during a recurring journey. The twist that CJM 
allows is to provide a qualitative dimension to the data already 
collected through the self-assessment.

Because of the limitations in meeting people physically, due 
to the COVID-19 pandemic at the time of implementing the 
methodology within DIGNITY, an adapted approach was 
developed combining two qualitative research methods: an 
intake survey and an in-depth interview with the participants.              

More specifically, the CJM approach used within DIGNITY follows 
three phases:

• before the journey - first, general participant profiles are 
collected by conducting a small intake survey. After that, 
participants are asked to describe how they figure out and 
choose their travel options towards a predefined location;

• during the journey - participants are asked to describe 
a journey based on a past experience. In doing so, they 
are invited to share certain steps of their travelling and 
how they would score their emotional state at every step 
on a scale from 1 to 10. Without COVID-19 limitations, this 
second step would consist of a direct observation of the 
participant during the trip itself;

• after the journey - a final in-depth interview with participants 
aims to understand the reasons behind their scores and 
identify specific aspects that would improve their travel 
experience in general.

• By combining the data gathered from each phase of the 
CJM approach, a final customer journey map can be 
developed.

DIGNITY’s CJM in...
As part of testing the DIGNITY framing method in the project’s pilot areas, Customer Journey Mapping 
was conducted in Barcelona, Flanders, Tilburg and Ancona.

Each pilot selected a small group of people (about 10) in representation of vulnerable-to-exclusion 
groups and chose to explore a given service/journey through their own personal experiences. Each 
CJM included general inquiries, common to all four pilots, and specific questions tailored to the local 
area. The selection of certain groups was also tied to each pilot's specific scope in relation to DIGNITY's 
following phase: 'Bridging the Gap'.

SCAN THE QR CODE TO FIND OUT 
MORE ABOUT DIGNITY’S PILOTS’ CJMS

...Barcelona
Barcelona’s CJM involved 10 low-income women aged between mid-twenties to late-sixties. All participants 
were employed in the fields of cleaning and catering services, working for one of the major hospitals in the 
Barcelona Metropolitan Region (Can Ruti Hospital). The hospital is located at the foot of the Sierra de la 
Marina, isolated from the urban area and with difficult access as the route is not suitable for walking. 

The CJM concentrated on the “emotional mapping” of their daily trip to and from work. Most participants took 
local buses that arrive/depart to/from the hospital. Some use private vehicles for the whole trip or parts of it.

...Flanders
The CJM in Flanders involved 7 elderly participants (average age of 68) and their use of a dial-a-bus service 
called “Belbus”, operated by the Flemish Transport Company De Lijn (external independent agency within 
the Mobility & Public Works Policy Area of the Flemish government). The dial-a-bus helps people travel by bus 
in less populated areas of Flanders, where regular public transport falls short. This bus service only runs on 

request and has no fixed routes or timetables. The normal rates and De Lijn tickets also apply to the dial-a-bus, and 
all buses are wheelchair accessible. People can reserve upfront via phone or through the internet.

The CJM investigated the extent to which older people are struggling with this service, which aspects they 
deeply appreciate and what would improve their experience.

...Ancona
The CJM in Ancona gathered 11 older people and people with disabilities who use the local bus 
service and the digital planning app (ATMA app). The group (55% female) included two deaf users, 
one person in a wheelchair, two people with low visual capacity and a blind participant. All participants 
used their smartphones and computers daily, although their reported digital confidence was low. 

The CJM “followed” their journey on the local bus transport powered by an app.

...Tilburg
Tilburg’s CJM focused on a group of 9 participants belonging to the elderly and low-income groups, 
and followed their journey experience of a bus trip in the city.
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DID YOU KNOW…

Often people seem to overestimate their digital abilities and then end up struggling in real 
life. For example, there was a discrepancy in what participants reported in the survey to 
be their confidence levels in planning an unfamiliar trip using a computer and the actual 
performance when looking up digital information to plan a journey using public transport.

It’s hard to predict digital abilities. One might be reasonably good with a smartphone, 
know how to pay by card, be able to read and understand SMS confirmations, but might 
also not have an email address and be completely reliant on family and friends to plan a 
trip…

Distrust in digital means is an issue... Even though people are able to access correct travel 
information through digital apps, they often are more likely to trust a person to provide this 
kind of information.

Lessons learnt from the CJMs 

Reliability of results – As customer journey mapping is very time and resource consuming, it is often the 
case that smaller sample sizes are opted for, narrowing the scope. Results of the CJM are therefore 
not necessarily representative for the population as a whole; because of the small sample size, extra 
caution should be used when analysing data.

Transcriptions issues – Transcribed recordings of the CJM interviews are instrumental in allowing an in-
depth analysis of results. Very often there might be issues with the recordings and transcriptions (due 
to inaudible, corrupted or missing audio files). This can also penalise the verification and, to a certain 
extent, the reliability of the results.

Language – The CJM interviews were always conducted in the language of the pilot area and then 
translated into English for the DIGNITY research team to process. It is important to consider that some 
nuances, which are very important in this kind of qualitative research, can be lost in translation.

 TIP - CJM should be employed not as a singular approach but as a supplement to a larger process 
with a greater scope; as for DIGNITY, where CJM was part of a broader framing methodology. 
Also, it is recommended to validate the results of the CJM through a focus group.

The greatest challenge perceived to finding travel information online is that of formulating 
questions that a computer can logically understand. This does not happen with humans 
who offer a more flexible communication. Thus, the human dimension still ranks high in 
users’ concerns.

Ready-to-use guidelines (Customer Journey Mapping) were developed by DIGNITY to 
enable local authorities to implement the above research methods independently.

DIGNITY’s Focus Groups

The final step of the DIGNITY framing methodology is a focus group with vulnerable-to-exclusion groups. 
The focus group aims to discuss and validate the data collected during the previous steps of DIGNITY's self-
assessment, with specific attention to the survey and the Customer Journey Mapping.

The goal of this final step is not to gather a lot of new data, but rather to better understand and contextualise 
the results already collected, thus finalising DIGNITY’s people-oriented framing methodology.

Building on themes and aspects emerging from both the survey and the CJM, the focus group provides 
the occasion for DIGNITY to deep dive into the key aspects of digital mobility from the users’ perspective, 
concentrating on the point of view of vulnerable-to exclusion groups.

A focus group is a well-known qualitative research method with a long-established tradition and proven 
merits. In essence, a small selection of people is assembled to discuss a specific topic in an interactive way.
Focus groups help researchers understand group dynamics and the construction of opinion as individual 
responses are not only shaped by their own experience, but also by the social setting.

To assess the digital gap in mobility, it is particularly important to take the perspective of the vulnerable-to-
exclusion groups themselves into account. In this context, the content of the focus group is therefore not 
fixed but varies according to the insights into the vulnerable-to-exclusion groups coming from the previous 
steps of DIGNITY’s framing methodology (surveys and CJM). 

Each pilot area involved in the DIGNITY project followed up on the survey and CJM with a dedicated 
focus group to tackle digitalisation in general and mobility in particular, with direct reference to each local 
scenario.

*https://www.dignity-project.eu/wp-content/uploads/2022/05/Manual-Customer-Journey-Mapping-FINAL.pdf
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Lessons learnt from the Focus Groups

The challenges of setting up a focus group – For a focus group to reach its full potential it’s important 
to have a live setting, especially considering that participants are not digitally literate. This proved to 
be a challenge during the COVID-19 pandemic.

Time factors – Ice-breaking takes time and before a group discussion reaches a good level of 
animation and exchange there might be little time left to cover the different shades of such a vast 
and highly experiential topic.

 TIP - Make sure the focus group does not end abruptly and allow time for closing remarks by 
the focus leader that wrap-up key points for everyone’s sake. This will help both researchers and 
participants concentrate on the purpose and collect all relevant inputs.

Each Dignity pilot hosted 
a Focus Group discussing 

digitalisation in general and 
mobility in particular, along 

with issues such as:

VOICES FROM... 
BARCELONA

VOICES FROM... 
ANCONA

VOICES FROM... 
TILBURGVOICES FROM... 

FLANDERS

 Need for more 
availability of open 
wi-fi in public travel 
spaces/facilities 

 Need for 
analogical 
alternatives (on site 
timetables, staff in 
stations, etc.)

 Encourage 
training sessions 
with citizens to 
demonstrate the use 
of transport apps 
and services

 Manage 
language barriers in 
information provision

 Importance of 
human dimension 
in planning travel 
(speaking to people 
over a counter or on 
the phone)

 Empower users to 
use digital transport 
options on their own

 Improve clarity 
and availability of 
travel info

 Need a better 
integration between 
transport services

• impact of digitalization on mobility,

• the provision of travel information 
(including non-digital alternatives),

• the offer of digital mobility services,

• the use of shared mobility services 
and digital paying methods for 
public transport,

• assistance needed when 
approaching digital mobility 
solutions,

• safety tied to transport.

Inputs coming from the three levels of the self-assessment framework (people/micro, market players/meso 
and institutional/macro) are meant to work together and be combined to help decision-makers identify 
priority policy areas in terms of vulnerable-to-exclusion groups, specific markets to empower, regulations 
to develop, and digital transport and services to focus on. 

Each level is linked to and feeds from the others to paint certain shades of the digital mobility offer, usage 
and inclusivity features. Combining inputs from different levels will provide added value to the overall self-
assessment.

The bigger picture: people, 
market players and institutional 
system

PEOPLE

Usage by
vulnerable

groups
Stakeholders

Digital transport
provision

Government
structure Regulatory

framework

Budget and
outreach
programs

IN
STITUTIONAL SYSTEM MARKET PLA

YER
S

Digitalization
in

mobility
Population

Mobility Digital ability

11
22 33

Find ways to reflect
digital needs and mobility

behaviour in policy

Identify lacks in addressing 
the digital mobility scenario

11

22

Evaluate use
of digital transport
services available

Identify gaps in digital 
services' provision and use

33

44

Inform regulations to guide digital mobility 
provision and reflect mobility needs

Spot missing links between digital mobility providers and 
institutional actors and departments

55

66

55

66

44



28 29Framing the Gap Towards Inclusive Digital Mobility

 

 

When Market players meet the 
Institutional system 
The growing degree of digitalization in 
transport provision does not only affect its 
users, but also the institutional frameworks 
managing and facilitating this eco-system. 
The outputs coming from the framing of 
market players may guide the organisation 
and prioritisation of mobility strategies on 
the institutional level, taking into account 
specific concerns of each mobility function. 
The intensity and quality of the relationship 
between political actors and mobility service 
providers in a given area characterizes the 
political policy mechanisms, dynamics and 
therefore influences the digital mobility 
ecosystem as a whole.

Combining inputs from these two dimensions 
will shed light on these potential issues:

• digital mobility products/services that 
need extra attention and support 
from the government in order to meet 
the needs of specific vulnerable-to-
exclusion groups,

• important key players in digital mobility 
provision who are not sufficiently 
involved in the policy making process.

When People/Users meet Market 
players 

The recognition of a user-centred approach 
in the development of products and services 
is taking the stage, also within the mobility 
sector. This is especially relevant for the design 
of digital mobility products that address the 
needs of vulnerable-to-exclusion groups. 

Combining inputs from these two 
perspectives will shed light on these potential 
issues:

• the vulnerable-to-exclusion groups 
who need attention during the design 
and provision of digital mobility 
products and services,

• the type of digital mobility products 
and services needing extra 
consideration to improve usability for 
vulnerable-to-exclusion groups. 

Data gathered on the people/users allows to draw important conclusions to be passed on to the 
institutional system. The identification of the vulnerable-to-exclusion groups gives meaningful indications 
on the population structure of a given area. Insights in mobility poverty of the population might point to a 
need for political and regulative support. The same applies to the modal split - knowing the distribution of 
individual traffic modes can provide important assets to face transport challenges.

Results from framing the institutional system will show how strategies, programmes and budget are currently 
used and what focus local authorities have regarding vulnerable-to-exclusion groups. Comparing these 
priorities with data coming from people/users might highlight potential gaps and give local authorities the 
chance to rethink their current policy in order to support those vulnerable-to-exclusion groups that need 
it the most.

Combining inputs from these two realms will shed light on these potential issues:

• vulnerable-to-exclusion groups who experience mobility poverty and thus need extra support in 
regulatory framework and budget allocation,

• vulnerable-to-exclusion groups with the lowest digital ability who need extra attention to avoid 
exclusion from society due to digitalization.

When People/Users meet the Institutional system
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DIGNITY's framing methodology has not only helped to better define what a digital gap in mobility actually 
means but has also generated a novel way of investigating this theme in depth, together with all actors 
involved. An approach that can be replicated at local, regional and national level using the inspiring tools 
and methodologies developed during the project.

Combing quantitative and qualitative data obtained through the self-assessment framing methodology 
in pilot areas and taking into account the three perspectives (people, market players and institutions), 
DIGNITY has identified a number of factors impacting on people’s use of digital mobility services and linked 
some shared causes of mobility poverty.

Although results from the self-assessment point to the existence of a digital gap in mobility, it becomes clear 
with the CJMs and Focus Groups that this gap takes different shapes and forms depending on the local 
situation. The combined methodology used to frame the people/users has also provided evidence of the 
existence of vulnerable-to-exclusion groups experiencing some degree of mobility poverty due to a variety 
of digital and non-digital factors.

Overall, results from the DIGNITY experience show 
that migrants, in general, seem to be more digitally 
included than expected and appear comfortable with 
digital skills (both in general and applied to mobility). 
However, there may be subgroups of migrants 
experiencing greater challenges.

Older people (over 65), on the other hand, are the 
group that seems to be the more at risk of exclusion 
from the digital transition, including in the transport 
and mobility sector.

Disabled travelers face multiple obstacles due, mostly, 
to: lack of digital skills (needed both in planning a trip 
and during the trip itself), the  infrastructure provision 
itself (accessible bus stops and vehicles, etc.) and 
issues of safety of transport services.

Unsurprisingly, the most significant limitations to travel 
for low-income groups are cost-related issues, on top 
of limited access to technology (and thus to digital 
mobility services).

On the other hand, women’s mobility poverty seems 
to be connected to their belonging to other socio-
demographic groups (intersectorial profiles) and more 
tied to pre-existing issues of safety and limitations to 
social life in general (DIGNITY will devote issue n.3 to 
tackling women & digital mobility challenges).

This journey through the framing of 
the digital gap in mobility is meant to 
provide the baseline measurement to 
structure and organize the following 
step towards the shaping of an inclusive 
travel eco-system: bridging the digital 
gap.

To bridge the digital gap in mobility 
means to find ways to fill the cracks 
in and overcome the shortcomings, 
identified during the framing phase, 
between the people/users, the market 
players and the institutional system.

The latter will be the focus of DIGNITY's 
second publication.

Join us soon on our next ride! 

A snapshot from DIGNITY’s framing of 
the digital gap

Overall, when it comes to the actual use of digital mobility services, some vulnerable-to-
exclusion groups (notably older people, people with low education and people with disabilities) 
experience more limitations when travelling (compared to the rest of the population) due to the 
need of digital skills in planning a trip or during the use of transport. For people with disabilities, 
these limitations are higher during the trip itself than during the journey planning phase. 

In general, older people, those with disabilities and (to a lesser extent) those with low levels 
of education had the lowest scores in technology-related performances, including digital 
technology access, use, competence and attitudes. It is important to remember that these 
groups are not mutually exclusive as there is, for example, a large overlap between older 
people and those with disabilities.

In addition, representatives from these vulnerable-to-exclusion groups often have low digital 
interface competence and, even if they have access to smartphones and tablets, they might 
still struggle in using them.

Results from DIGNITY’s framing of the digital gap highlight the extra importance that should be 
given to inclusive design when developing products and services for older people, those with 
disabilities and those with a low education.

It is also sobering to realise that these groups above are already experiencing the highest 
levels of mobility poverty. This presents a key challenge to develop more inclusive mobility 
systems and not inadvertently cause further exclusion of these vulnerable groups in the move 
to digitalisation.
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Visit the DIGNITY website (www.dignity-project.eu)
for more information and follow DIGNITY on social media.

DIGNITY's journey towards 
inclusive digital mobility begins 
with a new methodology to frame the 
gap in the use, provision and prioritisation 
of digital mobility services. 

Framing the Gap provides a hands-on account about 
DIGNITY's approach to investigating inclusive digital mobility 
by including all actors involved. 

This practical guide will help replicate DIGNITY's approach 
at local, regional and national level using the inspiring tools 
and methodologies developed during the project.

https://www.linkedin.com/in/dignityeu/
https://www.linkedin.com/in/dignityeu/
https://twitter.com/dignity_eu
https://twitter.com/dignity_eu
https://www.facebook.com/DignityEU/
https://www.facebook.com/DignityEU/
https://dignity-project.eu/
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