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The co-design of digital mobility tools

Just transition: digital tools to support policy and practice

Julienne Chen
Citizen Engagement and Programme Manager

EIT Urban Mobility



Citizen & User Engagement
at EIT Urban Mobility

1. Develop and pilot new digital technologies for
participation in urban mobility topics

2. Support youth, children and other under-
represented population groups to co-create ideas
for active mobility

3. Incorporate citizen and end user perspectives into
urban mobility solutions



The growth of
digital tools
and services

ncreased rapidly in the
orevious years, accelerated
oy COVID.
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Administration, IT and data have priority for digital investments

In which areas is the need for investment In digital infrastructure and digital solutions greatest in your
municipality?

Administration
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Base: All municipalities (n=623) surveyed, maximum of three entries possible

Source:; Bitkom Research 2020




Examples

il 4G @)

| 3 DEBATES

Filter V.
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Micromobility parking design
Official debate

What design would you use for the
micromobility parking area under the bridges
(simply delineate space with paint; inverted U
type structures for bikes/skateboards; parking
like PVerde, etc.).

(L) | OPEN DEBATE

Commented 11 min. ago ago

PARTICIPATE

CREATED AT
09/06/2022

ngz FOLLOW ] 86

AA & engage.eiturbanmobility.eu ¢

Digital Engagement
Platforms
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Bike Share

Report incidents within
Brussels’ public space
and help make your city

better!

Report an incident

Warning:
Please call the police should a dangerous situation occur by
calling the 112

Address

Street, number, post code,

All incidents

Issue Reporting




Creating great
digital experiences

Technology Acceptance Model
(TAM) (Davis, 1989)

Perceived usefulness + perceived
ease of use = adoption
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Error

QOops, something went wrong. Please try
again later.




Feedback Answer
Navigoi kaupunkimallista kohteeseen, josta
haluat antaa palautetta. Voit mybs osoittaa

kohteen mallista klikkaamalla tarkemmin,
Vastaa taman jalkeen palautekysymyksiin.

Tyytyvéisyytesi autoliikenteeseen

©OE®

Tyytyvaisyytesijulkiseen

SCOO®

Tyytyvaisyytesi pyorailyyn

©OO@

Tyytyvaisyytesi jalankulkuun

©O8eeE

Tyytyvaisyytesi saavutettavuuteen

©OOO®

Mita pitaisi parantaa

Fertile territory

Partnerships between cities,
researchers, companies to co-develop
and pilot new digital tools

Liikennejarjestelyt
Julkinen liikenne Pyoraily
Jalankulku Esteettomyys
Meluntorjunta
Liikenneturvallisuus

Liikenteen paastét
Vapaa palaute
Jalankulkijoiden ja pybrailijoiden

ehdottomasti parantaa sillallal
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Recommendations

1. Start with user research

2. Co-create functionalities with the target audience(s)

3. Incorporate time for continuous evaluation and iteration

4. Strengthen collaboration between cities and (digital) companies

5. Focus on communication (beyond, but including, language)

www.polisnetwork.eu



Start with user research

www.polisnetwork.eu

« Flash interviews at bus stops
* In-depth interviews

« On-site demos + feedback

* Online focus group

Outcome
Define 2 key target groups:
« Regular riders

« Infrequent riders

Develop the ideal user flow for
each target group



Use of the AMB Mobility APP

C O - c r e a t e Willingness to communicate ideas and improvements through an App

Preference to report issues with pre-codified items or with open fields

f [ I [ [ [
u n Ct I O n a I t I e s W I t Willingness about giving the location of the incidence

Usefullness to attach photographs

h di
t e t a r g e t a u I e n c e Possibility of see and comment on the contributions of other people

Expectation to receive updates on their contributions

Willingness you give personal details to register in the App

Outcome

< C () [ https:;//ambvosaltres.wesolve.app/app/main/member/issues AN 6 7= [ Mot syncing ‘

Define key functionalities for a web
app to report concerns and propose

surveys

L]
I d e a S Challenges

News

Profile

fae | oot
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=5 Julienne

Share your experience

Help us understand the opinions and needs of women travelling with
the bus in the metropolitan area of Barcelona. Lets work together for a
more inclusive, accessible and safe bus travels.

Share experience

See experiences shared by others

You can tell us about your experiences regardless whether they are positive or negative. Your thoughts are highly valued
and help us understand current problems better and come up with the best decisions.

[ ] User [ ] User [ ] User
» » »

The transport infrastructures of the outskirts of Line BS Badalona, santo cristo. The line ends at It is very frustrating that it can only be

Barcelona are deficient at all levels, with non- 10:30 pm and Sundays at 9:30 pm. We are accessed through the front door of the bus,

compliance with the timetables, old polluting many people who live or have moved to this That forces all passengers to be in a steady

buses that Barcelona no longer wants and thus neighborhood. We come back from work or flow from the front to the rear. In addition, it

pollutes Montcada i Reixac which belongs to sometimes with children and we have to do it favors that there is friction in unwanted or

the AMB. on foot because this line ends very early. violent body areas between passengers. If the
Would there be any way to extend the loading and unloading of passengers through

£ 1 Comment Q o Likes schedule? all doors is enabled: 1. The maneuver would be



Build in time for continuous evaluation

SalLIE (S ¢ Evaluate
Round | and adjust

SalLIE S ¢ Evaluate
Round |l and adjust

lllllll

’ o Engagement EEaVEINER:
Round [l and adjust
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Strengthen collaboration between cities
and companies

How to facilitate conversations and a
defined process that:

 Prioritise most important needs and
functionalities

 Discuss intricacies and trade-offs
(design, effort, unintended
consequences)

« Translate needs into developable
technical specifications

www.polisnetwork.eu



Strengthen collaboration between cities
and companies

oge . * Elon Musk € @elonmusk - Nov 6
H ow to faCI I Itate conve rsatlons d nd d 2 Going forward, any Twitter handles engaging in impersonation without
d efi ned p rocess th at. clearly specifying “parody” will be permanently suspended
Q 871K 1 126.1K Q 649.7K iy

 Prioritise most important needs and

functionalities
« Discuss intricacies and trade-offs M. Elon Musk & @elonmusk - Nov 22

(d es|gn effo rt un | nte N d ed 2 Holding off relaunch of Blue Verified until there is high confidence of

! ! stopping impersonation.
consequences)

Will probably use different color check for organizations than individuals.

« Translate needs into developable Q 263K 1 19.6K Q 243K 2
technical specifications

www.polisnetwork.eu



Strengthen collaboration between cities
and companies

€ C @ 18f.gsa.gov G & & G 3w = 0O O : < C @ thedigitalacademy.tech.gov.sg G M * @G g™ = 0O o :
B= An official website of the United States government Here's how you know v N
]8F What we deliver How we work Guides Blog Contact | n

Be at the intersection of
technology and public service

About The Digital Academy

18F is a technology and
design consultancy for
the U.S. Government,

inside the government.

18F partners with agencies to improve the user —

experience of government services by helping them , %
o = [—
e —
® —

build and buy technology.

DA Upskilling Guide  The Digital Academy  Press Release

“We engaged with 18F, and it was a game-changer for us. They

came in and helped the [T team and business owners get involved The first 'Practitioner for

in the agile development process. It changed our whole prqctitioner' QCGdemy Wlth |CT
hodology.” i

methodology programmes contextualised for

aanye. — Alec Palmer 1 1

I \/ FEC'’s Chief Information Officer the pUbIIC serVIceo

Established by GovTech for the Whole Of Government.

www.polisnetwork.eu



https://www.media.mit.edu » projects » overview  :

Overview ¢ Language Simplification - MIT Media Lab

The Language Simplification project is developing automatic methods to simplify ... These

capabilities can be wrapped into a reading assistance tool for end ...

https://aclanthology.org » ... PDF :

A Tool for Automatic Simplification of Swedish Texts

by E Rennes - 2015 - Cited by 25 — erful tools for natural language processing needed for
more advanced text simplification. The group of people that might benefit from a.
4 pages

https://lirias.kuleuven.be > retrieve pDF :

Automating lexical simplification in Dutch - Lirias
by B Bulté - 2018 - Cited by 12 — reason it is useful to dispose of automated tools to simplify

language. Such language simplification systems have been developed with different target ...

www.polisnetwork.eu

Focus on communication (beyond, but
including, language)

Voice and Tone

Content creators for the City of Oakland should write in a way that is friendly and
informative but also conveys authority and builds trust. Use a conversational tone
when you’re writing and don’t use City-specific language or jargon. Imagine that you
are having a friendly conversation with your reader and that you are in a position to
provide them helpful information. You understand the topic at hand and are there to
help. Never assume readers have a deep understanding of a subject, and when you are
describing a complicated issue, explain the point in clear language and, when
necessary, provide context for the topic.

Address the user as “you” when possible.
e “You can contact the Oaklanders Assistance Center by phone or email.”

Make direct appeals to users to get involved or take action.
e “Pay your parking ticket.”

Use positive language
e Yes: “Please pay by personal check or cash.”
e No: “No credit cards accepted.”

Be polite and clear.
e Yes: “Please look for signs, curb colors and stickers on meters.”

e No: “Be sure to obey parking restrictions indicated by posted signs.”

Use an active Voice.

Please take, borrow, and share. T
Please remember to attribute the City of Oakland.
We <3 Our City. 1)



Focus on communication (beyond, but
iIncluding, language)

Voice and Tone

Content creators for the City of Oakland should write in a way that is friendly and

informative but also conveys authority and builds trust. Use a conversational tone

when vou’re writing and don’t use City-specific language or jargon. Imagine that you
hn a position to

' and are there to

=, and when you are

_—nd, when

https://www.media.mit.edu
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Overview ¢« Languyage Simplification - MIT Med
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A Tool for Automeg

phone or email.”

https://lirias.kuleuven.be

Automating lexicd

meters.”
e INO. Be sUre 1o obey parking restricuons maicated Dy posted signs.”

Use an active Voice.

OO
Please take, borrow, and share. 3

Please remember to attribute the City of Oakland.
We <3 Our City. )
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It's digital, but it’s still human

In front of every app or digital service is...
Your 70 year old neighbour

Your 12 year old niece

Your friend

Youl!

Let's continue to build the competences and practices to ensure that poor utility
and usability isn't what holds back the adoption of digital mobility solutions.

www.polisnetwork.eu



Thank you for your attention!

julienne.chen@eiturbanmobility.eu
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