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We are the voice of public 
transport users in Europe.

• European association
of national and regional 
passengers’ organisations

• 39 member organisations

• 21 countries 
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Advocate passengers’ views at EU level

Promote sustainable mobility

Improve end-to-end journey experience

Tackle transport poverty

Defend better passenger rights

Always ask ‘What’s in it for users?’

Main objectives
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Passengers want:
A public transport system that is 

• affordable, 

• dependable, 

• accessible

• sustainable and 

• coordinated 

with sufficient capacity to get people 
comfortably to where they want to go at 
the times they wish to travel, using 
whichever combination of modes is most 
efficient overall, in social and 
environmental as well as economic terms.
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Source: Maslow's pyramid, applied to public transport (CIPTEC, Peek and van Hagen) (left) - © HiReach project (https://hireach-project.eu/) (right) 

Drivers of mobility behaviour

https://hireach-project.eu/


Way forward

EPF priorities for future EU action

https://www.epf.eu/wp/wp-content/uploads/2024/05/EPF-priorities-24-04-10.pdf


A seamless European passenger transport system
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Transport is an integrated system
Infrastructure
Underlying IT systems
Timetables & connections
Information and ticketing
Passenger rights
Taxation, funding, price
…
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Passengers are confused 
and frustrated!

How do I book a trip cross-border in the EU? 

Why do I see different prices on different 
websites? How do I get to the cheapest one?

What happens if my train to the airport is 
delayed? 

Is there any bus connection in the airport or 
station of my arrival or should I take a taxi?

They might take the easiest solution. 
But… Sometimes that’s not the most 

sustainable!



Integrated information and ticketing
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“Planning and purchasing tickets for 
multimodal journeys is cumbersome, 

as a conducive framework for EU-
wide, integrated, multimodal 

information, ticketing and payment 
services is lacking”

Sustainable and Smart Mobility 
Strategy (09.12.2020)

https://jonworth.eu/a-report-for-jakop-dalunde-mep-and-a-follow-up-event-about-rail-and-multimodal-ticketing-in-the-eu/
https://www.tweedekamer.nl/downloads/document?id=83670c4f-02e5-4f7a-801f-216438dc6e8f&title=Voortgangsrapport%20IRP.pdf
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A52020DC0789
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1. Passengers should have access to unbiased, dynamic journey 
information, enabling informed choices, both when planning and 
making their journeys;

2. Buying multimodal tickets should be easy, affordable and offer 
protection in case something goes wrong;

3. Data sharing and readiness to conclude distribution agreements 
between operators and Multimodal Digital Mobility Services 
should be the default option, i.e. the norm.

EPF position paper (October 2023)

MDMS position EPF – Key takeaways

https://www.epf.eu/wp/wp-content/uploads/2023/10/MDMS-EPF-position-Oct-23.pdf


Passenger 
protection
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 Fewer exemptions
 Better protection in case of delays and 

cancellations
 Better information, pre-journey and during 

the journey
 Clarification of ticket vendors’ and tour 

operators’ responsibilities
 Easier to take bikes on trains
 Easier to travel for PRM: shorter notification 

period, better information, accompanying 
person travelling free of charge

Webinar with best practices

Rail passengers’ rights recast

https://www.epf.eu/wp/setting-the-scene-for-new-rail-passenger-rights/
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Passenger Mobility Package (November 2023)
• Missing: 

• legislative proposal on MDMS 
• provisions on insolvency protection and 

self-cancellation in case of major crisis 

• Multimodal passenger rights: welcome as a 
first step in the right direction; better 
protection needed for combined 
multimodal tickets 

• Enforcement: some improvements but no 
game-changing new provisions

“Better protection for passengers and their rights”

https://transport.ec.europa.eu/news-events/news/passenger-mobility-package-2023-11-29_en
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Agreement on Journey Continuation (AJC)



Overcome administrative and political boundaries
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Peak rail vs. today’s patchy route system

Map showing the European Transport Corridors

https://www.europarl.europa.eu/pdf/plenary/ANNEX_III/Part14en.pdf
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https://transport.ec.europa.eu/news-events/news/action-plan-boost-passenger-rail-2021-12-14_en 

https://transport.ec.europa.eu/news-events/news/action-plan-boost-passenger-rail-2021-12-14_en
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https://crossborderrail.trainsforeurope.eu/ 

https://crossborderrail.trainsforeurope.eu/
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• UNECE work on the identification 
of hubs

• The hub is usually not the final 
destination – connection to other 
modes of transport

• Passenger facing station facilities 
-> “Attractive rather than 
appropriate”

• TEN-T revision: inclusion of urban 
nodes -> SUMPs

Importance of hubs

https://unece.org/transport/rail-transport/group-experts-international-railway-passenger-hubs
https://unece.org/transport/rail-transport/group-experts-international-railway-passenger-hubs
https://transport.ec.europa.eu/transport-themes/infrastructure-and-investment/trans-european-transport-network-ten-t_en


Better informed decision-making 
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Source: T&E State of Transport 2024 – available 
https://www.transportenvironment.org/discover/
the-state-of-european-transport-2024/ 

“The European Green Deal is 
delivering the change we 
need to reduce CO² emissions 
The legislation to reduce our 
greenhouse gas emissions by 
at least 55% by 2030 is now in 
place, and I am very happy 
that we are even on track to 
overshoot this ambition.”

Ursula von der Leyen, 
9. October 2023

Transport– emissions

https://www.transportenvironment.org/discover/the-state-of-european-transport-2024/
https://www.transportenvironment.org/discover/the-state-of-european-transport-2024/
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Source: International Energy Agency – https://www.iea.org/regions/europe/efficiency-demand#how-is-energy-used-in-europe 

Transport– energy consumption

https://www.iea.org/regions/europe/efficiency-demand#how-is-energy-used-in-europe
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Per mode

Source: Allianz pro Schiene – available https://www.allianz-pro-schiene.de/themen/umwelt/treibhausgas-emissionen/
Source: Allianz pro Schiene – available https://www.allianz-pro-schiene.de/themen/umwelt/energieverbrauch 

https://www.allianz-pro-schiene.de/themen/umwelt/treibhausgas-emissionen/
https://www.allianz-pro-schiene.de/themen/umwelt/energieverbrauch


A greater focus on end-users
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Mobility = 
a social right
• EU Pillar of Social Rights
• Service of general economic 

interest (SGEI)
• Public Service Obligations (PSO)

Report on Access to Essential Services in the EU
Study on the social dimension of the future EU 
transport system

https://ec.europa.eu/social/main.jsp?catId=1606&langId=en
https://eur-lex.europa.eu/EN/legal-content/glossary/services-of-general-economic-interest.html#:%7E:text=Services%20of%20general%20economic%20interest%20(SGEI)%20are%20commercial%20services%20of,postal%20services%20are%20prime%20examples.
https://eur-lex.europa.eu/EN/legal-content/glossary/services-of-general-economic-interest.html#:%7E:text=Services%20of%20general%20economic%20interest%20(SGEI)%20are%20commercial%20services%20of,postal%20services%20are%20prime%20examples.
https://transport.ec.europa.eu/transport-themes/public-service-obligations_en
https://ec.europa.eu/social/main.jsp?langId=en&catId=89&furtherNews=yes&newsId=10595#navItem-1
https://transport.ec.europa.eu/transport-themes/social-issues-equality-and-attractiveness-transport-sector/studies/study-social-dimension-future-eu-transport-system-regarding-users-and-passengers_en
https://transport.ec.europa.eu/transport-themes/social-issues-equality-and-attractiveness-transport-sector/studies/study-social-dimension-future-eu-transport-system-regarding-users-and-passengers_en
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What is transport poverty?

Source: © HiReach project (https://hireach-project.eu/) 
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Reach out to citizens! Listen to them; actively involve them in R&I
Existing/new mobility solutions: meeting user expectations?
Service design principles

Develop inclusive and accessible mobility services
Universal Design
 Identify ‘hidden’ needs
Digital divide - technology is a means, not a goal! 

Changing travel behaviour
Break the habit
Skills - Positive/negative experiences - Socialisation
 Importance of life-changing events

End-user engagement



Strengths of rail
• Large volumes
• High speed
• Very safe
• Sustainable & energy efficient
• Backbone of a seamless 

multimodal mobility system
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Are we on track?

Source: Eurostat – Key figures on European transport – 2023 edition – available https://ec.europa.eu/eurostat/web/products-key-figures/  

https://ec.europa.eu/eurostat/web/products-key-figures/
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Good news: people willing to switch
• … main conditions being: availability, 

cost, speed (see for ex. Special 
Eurobarometer 495)

• Green Deal chapter on transport: 
“Achieving sustainable transport 
means putting users first and 
providing them with more 
affordable, accessible, healthier 
and cleaner alternatives to their 
current mobility habits.”

• Carrot & stick approach!
Maslow's pyramid, applied to public transport 

(CIPTEC, Peek and van Hagen) 



ADOPTING A PASSENGERS’ PERSPECTIVE IS 
ESSENTIAL FOR THE SHIFT TO RAIL
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Thank you
Delphine Grandsart, Senior Researcher

delphine.grandsart@epf.eu

mailto:delphine.grandsart@epf.eu
http://www.epf.eu/
https://www.linkedin.com/company/european-passengers-federation/
https://twitter.com/EUpassengers
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