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Main objectives

We are the voice of public Advocate passengers’ views at EU level
transport users In Europe.

Promote sustainable mobility

e European association
of national and regiOnaI Improve end-to-end journey experience
passengers’ organisations

Tackle transport poverty

* 41 member organisations Defend better passenger rights

o 21 countries Always ask ‘What’s in it for users?’



Mobility = a social right 'l"s
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Source: © HiIReach project



In 2024, almost one quarter of the EU-27 'i"s
population aged >16 had some form of disability
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“‘Persons with disabllities include those who
have long-term physical, mental, intellectual
Or sensory impairments which in
Interaction with various barriers may hinder
their full and effective participation In
soclety on an equal basis with others.”

CONVENTION

OM THE RIGHTS
OF PERSOMS
WITH DISABILITIES




Mind the (digital) gap
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e 44% of EU citizens lack basic digital skills
(Digitalisation In Europe — 2025 edition, link)

e Digital exclusion and disadvantage
(London Travelwatch — 2023, link)

* 1,5 million Londoners are being left behind by a
digital-first approach to transport

 11In 6 people in London say they are unable to
buy a ticket as they can’t use or don’t have
access to a smartphone or internet connection

 1In 5 Londoners say they have paid more for
travel because they are not able to buy tickets
online or by using mobile apps


https://ec.europa.eu/eurostat/web/interactive-%20publications/digitalisation-2025
https://www.londontravelwatch.org.uk/campaigns/digital-exclusion/
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A greater focus on end-users — including vulnerable to
exclusion groups who may be at risk of transport /
moDIlity poverty — Is essential, when aiming for a
transition towards a more sustainable and smart
moDblility that Is also fair and just.



What do passengers need?
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EXPERIENCE

ON BOARD STATIONS/STOPS

COMFORT

INFORMATION MULTIMODAL TICKETING

EASE OF USE

SPEED / TRAVEL TIME PRICE / VALUE FOR MONE

AVAILABLE OFFER

SAFETY & SECURITY RELIABILITY

ACCESSIBILITY

Source: Maslow's pyramid, applied to public transport (CIPTEC, Peek and van Hagen) (left) & HIReach project (right)



What I1s Universal Design? l"s
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“Universal design Is design that Is
usable by all people, to the greatest
extent possible, without the need for
adaptation or specialized design.”

Ron Mace,
Nttps://universaldesign.org/definition

Source: https://www.indimoproject.eu/



https://universaldesign.org/definition

Source: © HiReach project
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https://Inclusive-spaces.eu/


https://inclusive-spaces.eu/
https://inclusive-spaces.eu/
https://inclusive-spaces.eu/

S

EUROPEAN
CONGRESS

ISTANBUL 2026




Delphine Grandsart
' Senior Researcher
European Passengers’ Federation
‘ Belgium
delphine.grandsart@epf.eu

LinkedIn: Delphine Grandsart
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