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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
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The growth of 
digital tools 
and services

Increased rapidly in the 
previous years, accelerated 
by COVID.
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Examples

Digital Engagement 
Platforms

Mobility as a Service Bike Share Issue Reporting
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Creating great 
digital experiences

Technology Acceptance Model 
(TAM) (Davis, 1989) 

Perceived usefulness + perceived 
ease of use = adoption
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Fertile territory

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

E.g.,:

Digital twins for public input

Digital engagement platforms

Urban mobility solutions w/ a digital 
interface

xd twin for Forum Virium 
(Helsinki)

Novality Smart 
Mobility Lockers

WeSolve Digital 
Engagement Platform



#POLIS2022

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)
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Start with user research

• 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
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Co-create 
functionalities with 
the target audience

Outcome

Define key functionalities for a web 
app to report concerns and propose 
ideas
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Build in time for continuous evaluation

Engagement 
Round I

• Evaluate 
and adjust

Engagement 
Round II

• Evaluate 
and adjust

Engagement 
Round III

• Evaluate 
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 
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Strengthen collaboration between cities 
and companies
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Focus on communication (beyond, but 
including, language)
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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

You! 

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.



Thank you for your attention!
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