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1

Introduction

1.1 AENEAS in a nutshell
AENEAS is a European project in the framework of the Intelligent Energy Europe (IEE) programme. Its
acronym stands for "Attaining Energy-Efficient Mobility in an Ageing Society." Europe is facing
tremendous demographic shifts. As the "car generation" is growing old, older people (50 and above)
are increasingly using the private car instead of environmentally sustainable modes of urban
transport – with massive impacts on energy efficiency. Bringing together leading European players in
the field of older people's mobility, AENEAS aims to improve the attractiveness of sustainable
transport and to contribute to modal shifts towards energy-efficient modes of transport among older
people.
In AENEAS, the cities of Donostia-San Sebastián, Kraków, Munich, Odense, Salzburg and their
supporting organisations are pursuing the following aims:
•

Raise awareness concerning the challenge of energy-efficient urban mobility in an ageing
society among stakeholders in European cities;

•

Enable key actors to address these issues by applying successful, non-technological
concepts;

•

Raise awareness concerning energy-efficient travel options (walking, Public Transport,
cycling, car sharing and public bicycles) and promote them as alternatives to the private
car;

•

Train older people on how to use sustainable transport according to their needs and
expectations; and

•

Improve the attractiveness and safety of energy-efficient modes by small-scale, innovative
interventions.

Find out more on www.aeneas-project.eu!
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1.2 The AENEAS training approach
1.2.1 Training Methodology
The main target group of the AENEAS training workshops were professionals from city mobility
departments and Public Transport operators. Representatives from NGOs working on the theme of
sustainable transport were also considered as part of the target audience. There was a maximum of
30 external participants for each workshop. The training workshops lasted two days. The first day had
a more plenary character where the 30 participants were all in the same room. During the second
day, AENEAS worked with smaller groups of up to 15 participants.
Before each workshop, AENEAS produced a Workshop Reader with background material to allow
participants to prepare themselves. After each workshop the readers were complemented with the
conclusions from the training workshop.

1.2.2 F ive Training Workshops
The Salzburg workshop was the last workshop in a series of five. The themes of all workshops are
included in the table below.

AENEAS training workshops
Date

Location

Theme

17-18 June 2009

Kraków

Understanding mobility of older people

28-29 October 2009

Donostia - San
Sebastián

Walking and traffic safety

4-5 March 2010

Munich

Multimodal mobility marketing in an ageing
society

9-10 June 2010

Odense

Cycling and health

24-25 November 2010

Salzburg

Older passengers: It’s all about
communication. How to address them? How to
keep them?

The reports with conclusions from the workshops and the presentations of the speakers can be
downloaded from the project website.

1.3 Objectives of the Salzburg workshop
The aims for the fifth training workshop were:
•

Understand the specific requirements for communication with older passengers;

•

Learn from experiences in AENEAS Cities;

•

Develop implementation recommendations of successful programs from Salzburg;

•

Launch of the Salzburg AENEAS toolboxes of passenger training and drivers training
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1.4 Scope and structure of this report
This report is meant to encompass both the preparatory information and the conclusions from the
workshop itself. The goal is that also people who did not attend the workshop are able to understand
the proceedings and the conclusions. The chapters 2 to 5 contain background information that was
largely prepared before the workshop. Chapter 2 presents an analysis of the growing importance of
older people as Public Transport passengers. The impact of functional limitations related to ageing on
communication is the topic of chapter 3. In continuation, in chapter 4, the reader provides practical
examples of communication actions with older passengers. Chapter 5 contains suggestions for
further reading and useful links.
The abstracts of the workshops presentations of the different speakers and the outcomes of the
group work are included in chapter 6. The outcomes of the evaluation among participants are placed
in chapter 7, while the overall conclusions from the workshop are provided in chapter 8. The final
chapter lists the participants in this final AENEAS workshop.

The Participants of the Salzburg Workshop (Picture by Johannes Link).
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2

The growing importance of older passengers

2.1 The share of older people is rising
2.1.1 Definition of “Older People”
Who is an old person? Is it a person beyond a certain numeric age or beyond working age? Are
abilities and activities crucial or is it the individually perceived age? Various approaches can be found
and are valid. In terms of mobility behaviour, there is a clear difference between the working
population and retired people. Therefore, we will focus on people beyond working age within the
AENEAS project. As this definition is not often to be found in statistics, we use in parallel the age limit
of 55 years. At this age, the share of retired people equals the share of working people in European
countries. In addition, the number of people with locomotor disabilities starts to rise notably at this
age.
It should, however, be taken into account that local projects can have a different definition of “older
people” that is more tailored to the objective of that specific project. Since Public Transport can be
used up to a very high age, several of the Public Transport measures are targeting people of 75+.

2.1.2 The demographics
With the ‘Baby Boomer’ generation entering retirement age, increased life expectancy and
decreasing birth rates, the proportion of older people will increase in all European societies. The
share of the 55+ population in Europe is forecasted to rise from 28% in 2005 to 40% in 2035 (cf.
Figure 1). While the group of the “young old” (55-64) will only grow for the next approx. 20 years, the
share of “very old” (75+) citizens will continue to grow steadily (see AENEAS San Sebastián workshop
report).

Figure 1: Expected Demographic Shifts in Europe
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U.S. Bureau of Census – International Database (2006)
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However, the ageing of the population will not have the same character and dynamics all over
Europe. In the year of 2035, the population aged 65 or more will make for up to 28 – 33% in many
European countries such as Austria, Bulgaria, Germany, Italy, Slovenia and Spain. The “youngest” six
countries of the EU-27 (with 20-23% older than 65 years) are expected to be Cyprus, Hungary,
Ireland, Luxembourg, Romania and Slovakia. All other EU-27 countries as well Norway and
Switzerland will have rates around 25%.

Mobility behaviour and car ownership
1

Based on the MOBILATE survey and national data from Germany, the United Kingdom, France and
2
the Netherlands, Matthias Fiedler identified the following conclusions on the mobility behaviour
and car ownership of older people:
•

Older people use Public Transport more frequently than middle-aged persons. They also
walk and cycle more, while car usage still is lower;

•

They cover lower distances and make fewer trips than younger people. Also less time is
dedicated to outdoor mobility;

•

The trips are getting shorter. Older peoples’ mobility focuses on the proximities of the own
home;

•

When analysing the mobility of older people, age effects and generation effects must be
separated. This means that it is unlikely that an average 75 year old person in the year 2025
will have the same mobility behaviour as a 75 year old person today.

Figure 2: Increasing driving license ownership among women in Europe
Women with Driving License
90
80
70
60
50
40
30
20
10
0

DE (54-59 / 56-61)

NL (50-64)

ca. 1982-86

UK (50-59)

ca. 2001-05

Rupprecht Consult (2009) based on data by BMVMS, AAV and DfT

1
MOLLENKOPF Heidrun, MARCELLINI Fiorella and Isto RUOPPILA (2003/1): The MOBILATE Cohort Study 1995
– 2000. Enhancing Outdoor Mobility in Later Life: Personal Coping, Environmental Resources, and Technical
Support
2

FIEDLER Matthias (2007), Older People and Public Transport, EMTA & Rupprecht Consult
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Future trends mobility behaviour and car ownership
Based on the same sources, Fiedler (2007) predicts the following future trends:
•

Car ownership (and thus car usage) of senior people will increase during the coming years.
This is due to the fact that the middle-aged people of today will probably maintain their
mobility behaviour in old age (“Ageing of travel-intensive lifestyles”). It is also expected that
mobility levels (i.e. number of trips and distances) will increase within the next years;

•

Other trends in urbanism (e.g. suburbanisation, concentration processes in retail) and
changes in society (individualisation, migration and diversification) will also have an impact
on mobility behaviour;

•

Within the next 20 or 30 years, women will reach almost the same car and driving license
ownership levels as men in most countries (see Figure 2);

•

In Central and Eastern European countries, these changes are expected to emerge much
slower;

•

Even if older people benefit from improved health conditions, it is likely that very old
people will reduce or give up driving. However, this cannot be expected before the age of
75 or 80 on average.

2.2 Older people as clients of Public Transport
2.2.1 The importance of older clients for Public Transport
Due to increased motorisation, most Public Transport companies are currently losing market share
among the population aged 50+. However, a future business case for urban Public Transport will need
to rely on an important share of paying older clients and a corresponding Public Transport service
that is user friendly for older passengers.
This is, firstly, because of the demographic evolution leading to a larger share of older people in the
population. Public Transport needs an increased patronage among older people in order to balance
out the decrease of trips made by younger people.
The second economic argument in favour of older passengers is that fact that their trip purposes are
different from younger people and the working population in general. Older people are mainly
travelling on off-peak hours for activities such as leisure, shopping and social (visiting friends, family,
and cemetery). This makes older people an even more interesting group of customers since they can
balance out the peaks in the Public Transport service throughout the day.
Thirdly, an adapted Public Transport system decreases the need for demand responsive transport.
More people are able to use mainstream Public Transport. This may contribute to save costs,
particularly in areas where demand responsive transport and Public Transport are managed by the
same authority.
Finally, by better adapting the Public Transport service to the needs of older passengers the number
of accidents in Public Transport vehicles can be reduced. This in turn reduces operation costs.

No longer captive riders
Historically, many Public Transport companies have treated older people as captive riders since Public
Transport is their only means of mobility. However, the future trends from the previous section
indicate that this will be much less evident in the years to come. The new older generation will be
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much more accustomed to using the car, will have more drivers’ licences and will continue to use the
car until a higher age also helped by technological innovations in safety by the car industry. People
will not start to use Public Transport more intensively just because they get old. Instead they will try
to maintain the mobility behaviour they were used to in earlier years. In addition, at the age of 75+ it
is hard to learn new mobility behaviour like using Public Transport. Public Transport companies will
have to increase their efforts to gain and maintain clients from higher age groups.

Fare reductions for all older passengers will no longer be sustainable
While the share of older passengers is rising it will no longer be sustainable to offer subsidised or
even free Public Transport for all older people, as is currently the case in several EU countries.
Companies cannot afford that half of the passengers ride for free in the future. This is why the
opening statement of this section refers to “paying older clients”. Whereas some older people being
– like other age cohorts- on low income, must benefit from social measures of reduced or free rides
in order to help them keep a strong link with the social life and the city, many others can afford the
standard ticket price of Public Transport. Concessionary fares as a stand-alone solution are not
sufficient to convince older people to get on Public Transport means. The quality of the infrastructure
to get to the Public Transport stop/station, the reliability of the travel information and the customer
care on board are of equal importance to older people. Good quality of service is what matters in
Public Transport, and good quality has a fair price.

Targeting older people
The AENEAS partners believe the Public Transport companies need to make an effort in better
understanding the needs of older passengers and in improving their services and communication
actions for this target group. In previous AENEAS readers the heterogeneity of the target group of
older people was discussed. A first step in further segmenting the group of older people is by
describing their current status regarding Public Transport use:
1. Older people who have not been using Public Transport for the last years and could be
convinced to come back to PT or to a project that familiarises them with the service;
2. Older passengers that are infrequent users of PT and could be convinced to use the PT
service more;
3. Current users with (increasing) impairments who can be supported to use Public Transport
services as long as possible.

Not all older people are potential frequent users. Thus, fare solutions for non-frequent users and an
easy-to-use Public Transport system are key to convince older car drivers.

2.2.2 Barriers for older people related to using Public Transport
When developing new services and communication actions, the needs of the target group have to be
taken into account. This section provides as brief overview of relevant studies on the mobility needs
of older people related to Public Transport.
3

The German FRAME study (2002) focused on leisure activities and transport among 4.500
respondents aged 60+. Half of the respondents (49%) stated unmet activity wishes. Out of this group,
3

SCHEINER Joachim (2003): Bewertung des ÖPNV durch ältere Menschen . In: Der Nahverkehr 3/2003, pp. 18-24
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41% indicated Public Transport related reasons for their unfulfilled activity wishes. This means that
20% of the surveyed persons were not able to enjoy a leisure activity because of issues related to
Public Transport. The table below only contains the reasons related to Public Transport.
Table 1: FRAME Unmet leisure activity wishes (PT related)
Reasons (multiple answers)

% of persons with
unmet act. Wishes

Schedules and Ticketing machines are difficult to use/unclear
Low level of Public Transport provision

4

26
16

Security issues, fear of harassment

13

Difficulties getting on & off the vehicles

11

Public Transport stop is unfavourably located

11

Equipment and furniture inside vehicles not suitable

7

Scheiner (2003)

The results in the table show that only a small proportion mentions physical accessibility problems as
a barrier (11% and 7%). It stands out that issues on actually using the Public Transport system are
more important. This includes information on schedules and the use of ticketing machines. It is worth
consideration that 13% complain of security and safety issues being responsible for their unmet
need. This may concern both the fear of victimisation and of accidents.
In the ANBINDUNG survey older car drivers were asked to set priorities on how to make Public
Transport more attractive (Table 2). The study was based on empirical research among 203 car drivers
in the urban areas of Cologne and Dresden.
Table 2: Desiderata of older car drivers (60 years and older)
Necessary Improvements (Public Transport)
Cheaper trips

4.13

Security from crime and harassment

4.02

Easier ticket purchase

3.71

Less anonymity

3.68

More Toilets

3.64

Improved image of Public Transport

3.54

Safety from accidents

3.44

Easier usage of vehicle doors

3.35

Scale from 0 = not important to 5 = extremely important
Source: ANBINDUNG Final Report (2001)

Like in the FRAME study, also the ANBINDING survey identified important desiderata related to safety
and security and to the ease of public purchase.
4

Rural areas were included in the survey as well
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From a wider research of existing market studies about older people and Public Transport, Matthias
Fiedler (2007) identified the following common barriers among older people:
•

Older people highlight the behaviour of staff and other passengers and safety issues (e.g.
fear of falling down inside the vehicle or while getting on and off);

•

Ease of use is very important to older people. Many find it difficult to get the right
information, to cope with ticketing machines or unclear network plans. Information should
not only available in different formats but also understandable;

•

Older people wish measures that reduce physical efforts and stress or anxiety;

•

Enhanced interchanges and waiting environment is crucial. Seniors complain on long
distances to walk and lack of toilets, shelters, lighting and seating;

•

Particularly older car drivers expect cleaner Public Transport vehicles and stops;

•

Many older people would appreciate to find more approachable staff at vehicles and stops.
This would help to address many of the issues raised by older people.

5

Studies in other European countries in general support the findings outlined above .

5

Fiona Dobbie, Susan McConville & Rachel Ormston (2010), Understanding why some people do not use buses,
Scottish Centre for Social Research (ScotCen), Transport Research Series. This report is available on the Scottish
Government Social Research website: www.scotland.gov.uk/socialresearch
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3

Communication with older people

The previous chapter addressed the importance of older people as clients of Public Transport and the
main barriers they experience when using Public Transport. This chapter presents an introduction to
the issues related to the communication with older people. When a Public Transport sets out to
develop communication actions directed at older passengers, it needs to take into account:
•

Age related personal constraints including cognitive psychological issues (discussed in
section 3.1);

•

The different cultural background as opposed to younger generations (section 3.2).

The last section of this chapter then presents a first overview of practical recommendations for
different types of communication. A more extensive overview of practical local projects is then
provided in chapter 4.

3.1 Age related personal constraints

% with locomotor disability

The likeliness of impairments, which affect mobility, is increasing with age. While only 10% of the 45
to 54 year olds in the EU suffer from locomotor disabilities, the figure is more than 20% of the 65 to
74 year old and more than 50% for persons aged 85 and beyond (see Figure 3). This means that there
is a clear link between age and disability. It is also worth mentioning that above the age of approx.
75, women are more likely to suffer from such a disability than men (see Figure 3).

80
70
60
50
40
30
20
10
0

45 -54

55 - 64

65-74
men

75 - 84

85+

women

Figure 3: The link between age and locomotor disability (EU)
Department for Transport (2005)

Although there are differences among individuals, aging is related to the gradual loss of
physical and psychological abilities. Relevant abilities for mobility are:
•

Sensory abilities such as seeing, hearing, touch, taste, smell and balance;

•

Physical abilities such as speech, dexterity, manipulation, mobility, strength and endurance;

•

Cognitive abilities such as intellect, memory, language, information processing and literacy;

•

Psychological issues like anxiety and self-confidence.
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The reduced abilities should be taken into account for marketing actions directed at older people, as
well as in direct communication with this target group.
During the AENEAS workshop in San Sebastián, Gerardo Zamora (2009) pointed out further details
related to communication and reduced physical abilities among older people. Firstly, elderly users
may have a decrease in information processing speed, including slower reactions and slower
reasoning and thinking capacity. Sometimes older people need a second round or a second
explanation. This is relevant for bus drivers, for example, and when organising training courses for
older people.
On the other hand, older people may still have many abilities, although some of them can think they
do not have them anymore just because of their age. This can be important when designing
marketing and mobility management tools. An approach can be to stimulate users to activate their
“forgotten” abilities.

3.2 Different cultural backgrounds
Besides reduced physical abilities older people can be different from younger generations because
they have a different cultural background. The rapid cultural changes in the last fifty years have a
great impact on how individuals from different ages perceive information.
Older people often have a different understanding of communication and service than younger
generations. Typically, personal assistance is more appreciated by older passengers. The general
trend of reducing public counters for information and tickets sales and the reduction of service staff
within the vehicles implies an important decline in perceived quality of service for older passengers.
Another typical example, valid in many EU countries, could be the greater respect for uniforms and
authority among older generations. Related to this are also the differences in mobility behaviour
between older men and women, discussed in the previous section. There is, however, not a cleancut approach since one can also observe cultural differences among different groups of older people
and between EU member states.

3.3 Communicating with older people
3.3.1 Outreach and personal approach
Older people prefer personal communication and advice to “anonymous” information. Beyond this,
not all older people are familiar with electronic devices and the internet. It is thus crucial to bring in a
personal touch when applying marketing and communication measures addressed to seniors.
Telephone communication and personal letters are more appreciated among this target groups than
e-mails, internet and leaflets.
The first challenge for communication is to reach your target group to be able to engage in a
conversation. The AENEAS partners and others have good experiences with the co-operation with
multiplier organisations for reaching the target group. In practice the local partners co-operate with
organisations like community centres, senior leisure clubs, sports clubs and senior homes to prepare
and organise communication actions. Individuals do not like to be addressed as belonging to a group
of older people. However, when addressing them individually or in smaller groups within the context
of an existing club or association their specific circumstances can be taken into account. Joint
organisation of events with these clubs provides this possibility.
A time-intensive but very effective form to communicate the benefits of Public Transport is via
personal coaching (or peer-to-peer) approaches during which new users are being coached by a
friend or a trained coach.
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Personal contact can also be established by being present with an information stand at larger public
events that are frequented by the target group like market places or fairs.
When organising training sessions, smaller groups are preferred to be able for the older participants
to feel safe and be able to follow the programme. The user friendliness of an event can be improved
by involving older people in the organisation. This way, obvious mistakes can be avoided and the
constraints of older age are taken into consideration.

3.3.2 Recommendations for talking with older people
When talking to older people the possibly reduced hearing and cognitive abilities need to be taken
into account. From the AENEAS toolboxes of passenger and driver training that are mainly based on
the experiences with passenger and driver training in the city of Salzburg, the following
recommendations for talking with older people emerge:
For bus drivers and other service personnel:
•

Bridge of Eye Contact: When personally speaking with elderly passengers, special attention
should be paid to eye contact. This makes understanding speech easier, as something not
heard or poorly heard can be supplemented with the eyes, by mimicking, lip reading and
gestures;

•

Articulation & volume: Clear, plain and not too quick pronunciation makes it easier to
register what is heard. The driver must take care to speak at a sufficient volume while
avoiding being too loud or even yelling;

•

Interference noise: Interference or background noise often makes it difficult for elderly
people to properly understand what is being said. These outside influences cannot be
avoided, especially in road traffic; therefore, special attention should be paid to the bridge
of eye contact and to optimum articulation and volume.

During training sessions with older people
•

Use easy language, avoid technological terminology and English terms;

•

Be patient and repeat when necessary;

•

Give time for questions.

3.3.3 Recommendations for written communication:
Although live demonstrations are more likely to increase understanding, written information is
important to help older people remember, for example through brochures or timetables on a bus
stop. In these cases the reduced sight of older people is of importance. An obvious, but easily
forgotten guidance is to never use font sizes below 12 points for printed information.
The city of Munich has organised a large mobility management campaign among older people as part
of the AENEAS project (see also the good practice description in chapter 4). Based on this experience
the Munich team formulated five rules for mobility management campaigns for older people:
1. Distinguish your product from the rest!
The advantage of printed information and mailings is that you can reach many people. Theoretically.
In practice however flyers and brochures are frequently thrown away without severely looking at
them. In the last years the amount of mailed or distributed advertisements, information brochures
etc. increased dramatically. Printed information, which shall attract the interest of the target group,
needs to set itself apart from the whole bunch of printed information which is available. There are a
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couple of recommendable possibilities how to distinguish the product from the rest and how to
prevent that the information is thrown away:
•

A trustful and / or popular sender (for example lord mayor, university);

•

A high-class product (for example a folder instead of a brochure);

•

The possibility to win something (for example a contest).

Although the above mentioned is true for all age groups, it has to be kept in mind also for older
people.
2. Use a visual language!
Changes in behaviour are very dependent on emotions. A brochure including many pictures is
therefore much more likely to change someone's mind then pages full of text. However the picture
selection needs to be done thoroughly. It is obvious that older people should be on the pictures. It is
important that the reader can identify him-/herself with the shown persons. However one important
hint is that people tend to feel more attracted by pictures which show people who are approximately
10 years younger. So if people around seventy shall be targeted pictures of people aged sixty should
be used.
3. Small fonts are forbidden!
Visual abilities decline at older ages. Small fonts are hard to read for older people. An obvious, but
easily forgotten guidance is to never use font sizes below twelve points for printed information.
4. Older people don't want to be addressed as older people!
There is absolutely no need to tell older people that they are old. The provided information and the
pictures are enough to show that this brochure or leaflet is directed at a target group of older people.
It is not recommended to write “dear senior citizen”.
5. Older people don't want to be educated!
The main objective of most campaigns is usually to convince older people of certain behaviour. This
might be for example to be more cautious with regard to road safety. Especially in this case it is
difficult to prevent a finger-wagging style of writing: “Do only cross roads at traffic lights”. Older
people have a life-long experience and they hardly accept that they are treated like children who
have to learn the basics of road safety. Do not treat them like persons needing help but like someone
deserving special attention.
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4

Practical examples of communication actions for older
passengers

In many European agglomerations, older people have an excellent Public Transport system at their
doorsteps but they hardly use it. This is partly due to barriers, and not just high doorsteps: Many
older citizens have little or no experience with using buses or ticketing machines.
This makes them anxious about Public Transport and keeps them in their cars until the day they can
no longer drive and have no options left for longer distances.
Extra effort at improving the service, information provision and thoughtful outreach are powerful
tools in attracting and maintaining older users of Public Transport.
The challenge will be to communicate the advantages of Public Transport to a target group that has
experienced the private car as a status symbol.
In continuation practical examples of different ways to address these challenges are presented:
•

Improving service and communication skills of Public Transport staff though training;

•

Develop specific services for older people using Public Transport;

•

Training courses can help improve safety and familiarise people with Public Transport;

•

Personal outreach to potential new passengers:

•

Campaigns informing older people of the benefits of alternatives to the private car.

4.1 Training of drivers and other service personnel
Awareness of bus drivers and other personnel of Public Transport company about needs of older
passengers and communication with older passengers.
Bus driver training, Salzburg (Austria)
The bus driver training in Salzburg is a spin-off project from the passenger training described in the
next section. The feedback received during the first series of training sessions with older passengers
made it clear that the behaviour of the bus driver is an important determinant for the perceived
quality of the bus service.
The training is now provided to all new drivers of Salzburg AG, the Public Transport company of
Salzburg, and also to the existing staff of bus drivers on a step-by-step basis. The drivers learn about
the requirements of older people and how to communicate with them.
The training consists of seven main sections:
I.

General introduction

II.

Demographic changes, the future

III.

Significance of older passengers for the company – gaining customers, keeping customers

IV.

What is old age? – Typical age-related changes.

V.

The importance of mobility

VI.

The importance of respect, friendliness and helpfulness

VII.

Summary and outlook

The goal of the training is to make the bus drivers understand better the needs and requirements of
older passengers as well as making them aware of typical age-related functional limitations. The
decline in hearing, seeing and balance is experienced during the training making use of special aids
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like earplugs and ageing glasses.
The complete contents of the training course form part of the AENEAS driver training toolbox that
was launched during the Salzburg training workshop.

Staff training in customer service, RATP, Paris (France)
The introduction of a new remote electronic ticketing service in the Greater Paris region was the
cause for RATP to start a wider training programme for all staff regarding customer service. The
underlying philosophy behind the training and customer service in general is: "Let us make
ourselves available to our customers whenever they need us”.
The training programme involves all levels of staff in contact with the public, i.e. 20.000 people
ranging from ticket sellers to inspectors to metro and bus drivers.
The training is based on the following assumptions:
•

Influencing passenger behaviour is often feasible;

•

Influencing passenger behaviour is a learnable skill;

•

Efficiency, legitimacy and pleasure are pay-offs.

RATP staff members were trained both classroom situations as well as on the job. The learning
objectives included:
•

How to work hand in hand with the customer when selling, checking tickets, driving or
providing information

•

How to develop an individual approach;

•

How to acknowledge customer expectations;

•

How to obtain a win/win relationship with your customer.

This type of approach offers a good opportunity to also take into account the needs of an individual
older passenger.
Source: ELTIS database.
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4.2 Specific services for older passengers

Ombudsman for senior passengers, Salzburg (Austria)
Angelika Gasteiner, of Salzburg AG, is the face of the local project for senior citizens. As Ombudsman
for senior passengers she can be called by telephone. She can also be easily contacted on a stand at
the weekly local market. All information for seniors is available by telephone. Different from the
“anonymous” hotline staff, an ombudsman can represent the personal interface between the Public
Transport Authority or operator and the public. When older people have the impression, that their
suggestions and complaints are taken serious, this helps much to improve their satisfaction and the
image of Public Transport.

Public Transport assistants in Kraków (Poland)
For the oldest Public Transport passengers (group 76 to 100+) it is often a problem to enter or to
leave a tram or bus in a safe and comfortable way. This might prevent them from travelling
independently or even from travelling around the city at all.
The city of Kraków started a pilot project at two Public Transport interchange points, with dedicated
staff throughout the whole year. The staffs serve and help older people to enter and to exit buses
and trams, based on previously defined rules (e.g. how
to select passengers; what shall be done if a person
refuses to be served). The idea is not only to directly
help older people, but also to raise awareness among
other passengers on how they themselves can assist
older passengers as well.

Assistance Team
(Photo: City of Kraków / MPK)

In order to be recognisable for the older passengers, the
young assistants wear red jackets or T-shirts with
AENEAS logos. They also have easily visible special IDcards. From the very beginning there has been much
media interest involving written press, radio and TV
interviews. The AENEAS team was invited to a one-hour
live radio debate about this measure. For direct
information to the passenger the project uses real-time
information panels with short information about the
service. Kraków has also launched a campaign
promoting this new service using cartoons on posters
around the city. After several months operating the
service it became clear that older passengers
appreciate the direct contact with young people.
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Mobility assistance at Piccadilly train station, Manchester (United Kingdom)
The different train operating companies (TOCs) in Manchester share a centralised mobility
assistance service for Piccadilly station. Customers are required to request assistance 24 hours in
advance of their journey. If the journey includes multiple carriers, the primary TOC will pass on
details to others. Anyone can reasonably request travel assistance at Piccadilly be it requests from
disabled passengers, senior citizens
who have mobility or health issues,
and passengers travelling with large
amounts of luggage.
At Piccadilly, there are between one
and three mobility assistants on shift
between 07.00h and 22.00h, seven
days a week. The assistance requests
are divided between the team
members on duty to be completed
throughout the day. Passengers can
also request assistance at the station
on the day that they travel, however,
priority is given to those who have
Customer assistance buggy
pre-booked assistance. Nevertheless,
(Photo: Manchester Piccadilly mobility assistance service
when a team member is free, he
covers these additional assistance
requests, manning the central help point, and offering general assistance.
Additional mobility aids at Manchester Piccadilly:
•

Two customer assistance buggies capable of carrying two to three passengers and their
luggage.

•

A device used in the event of lift failure to bring a wheelchair up or down stairs.

•

One main assistance point in the middle of the station.

•

Each member of mobility staff has printed cards which detail each of the telephone
numbers needed to arrange travel assistance, these can be handed to customers as and
when needed.

•

Assistance intercoms: Each of the toilet areas and the station reception desk have an
intercom which can be used by the public to request assistance with directions, using the
facilities and getting information.

Source: Mrs Caitriona Gibson, Station Support Assistant, Manchester Piccadilly Station
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Travel companions, Paris (France)
The assistance service in Paris, named
“Travel companions” is provided by an
association established in 1993 by two
mayor Public Transport operators: SNCF
and RATP. It offers personal company for
children, older and disabled people
throughout their complete trip in Public
Transport. The aim of the association is to
make life in the city easier for everyone,
especially for those who need regular
assistance while travelling.
The
100
assistants
have
been
professionally trained on working with
Travel assistance
older people and handicapped and are
(Photo: les compagnons du voyage)
very familiar with the Public Transport
network. The service is tailored to the
personal needs of each of the users. According to the association people are using the service
6
because :
•
•
•
•

They feel safer and more secure,
They are provided with a special, personal city guide,
They become familiar with Public Transport network and in consequence are encouraged
to use it regularly,
They become more self-confident.

In order to book the particular service, one needs to contact the call centre. Then a personalised
cost-estimate is prepared and after its acceptance by the customer, the service is confirmed.
Bookings can also be done via fax or by traditional post. When booking, the customer is asked about
all crucial details and requirements including possible impairments. The centre provides its services
through the whole week, regardless of the character of the journey (everyday travelling or
occasional one, within Ile-de-France or outside this area including abroad voyages).
The Assistance in Paris is a paid service. The service costs 27 euro per hour from Monday till Friday
with higher prices during weekends and holidays. However, there is a possibility of tax reduction
(one can deduct up to 50% of the service’s costs in the tax declaration) within the limits determined
by the Ministry of Finance. Furthermore, seniors are offered special discounts for the trips inside
the Ile de France area. The reduced prices for older people are:
•
•
•

6

From Monday till Friday from 10 to15: 15 euros per hour,
From Monday till Friday till 10 and from 15: 20 euros per hour,
During weekend and holidays: 25 euro per hour.

http://www.compagnons.com/WebApplicationLesCompagnons/faces/site/Page_accueil_extranet.jsp
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4.3 Passenger training
In the city of Salzburg, passenger training was already being organised before the start of the AENES
project. During the AENES project, similar training programmes were also started in the cities of
Munich and Donostia-San Sebastián.
Get On, Get Off and Get Around! - Passenger Training in Salzburg (Austria)
Target Group: Older seniors, particularly those who feel unsafe using the bus and those with
impaired mobility. Statistical analysis by the local bus operator Salzburg AG StadtBus revealed that
more than half of the accidents on buses involve older people, particularly those boarding or
alighting the vehicle. Since it was also clear that older people were becoming a larger part of the
service’s clients, Salzburg AG and the local NGO ZGB (Centre for Generations and Accessibility)
cooperated in developing a training scheme for passengers. It was launched in 2004 and has been
enhanced with a training scheme for drivers in 2009. The aim is to encourage older people to use
buses and to give them advice on how to avoid accidents.

Training for Older Passengers in Salzburg (Photo: www.zgb.at)
During the passenger training sessions, small groups learn how to get on and off the bus; usually the
most dangerous part of a journey. Seniors learn how to stand and walk safely inside the vehicle and
see how easy it is to ask other passengers to let them take a seat. There is time for participants to
air their complaints and ask questions. In a second session, a trip is organised, during which the
newly–learned knowledge can be put into practice. The training sessions also address people who
have recently had an accident and are in danger of becoming immobile. Most of the participants are
over 80 years old and benefit by gaining confidence in using the bus. An evaluation showed that
people use the bus more frequently and feel safer after the training.
More information: www.zgb.at, www.stadtbus.at and www.aeneas-project.eu
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Passenger training Munich (Germany)
Munich is a pulsing city with buses, tramlines, a subway, and commuter, interregional and
international trains. Although the Public Transport offer wider than in Salzburg, the basic needs and
fears for older passengers are the same.
The passenger training in Munich is offered by two partners: The Munich based environmental
organisation Green City, who wants to increase sustainable mobility, and the Munich transport
operator MVG. The courses are held in co-operation with the ASZ (older citizens service centre),
that are recruiting the participants and offering rooms for the first meeting and the “coffee and
cake”-sessions after the courses.
The participants meet at the ASZ and are there welcomed by Green City and a person from the
MVG. They are then picked up by a bus and brought to a not used station to practice in a safe
environment. The lessons are similar to Salzburg. There is also a trip on the second day that is not
just only made by bus but also includes tramlines and subways. During the trip the special
infrastructure and facilities that could help passengers are explained and tried out. At the end of
each training day there is a “coffee and cake”-session, where the participants can discuss about the
learned things and provide comments. During this session the participants also get some gadgets
like timetables and information about the Public Transport system.
For a lot of older people it is not just important to learn about the facilities in the bus and get a
training session. They also like the opportunity to complain and talk about their experiences. It is
very important to calculate time for this exchange.
A good way to attract participants in Munich is to work together with the ASZ. They are settled in
every district and so very easy to reach for the people. The ASZ are also doing the advertisement for
the courses in a mouth-to-mouth way.
At the end of an eventful training day (Photo: Green City / MVG)
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Passenger training in Donostia-San Sebastián (Spain)
In San Sebastián the training sessions are organised by the Public Transport company (dBus) in cooperation with the different clubs of older citizens throughout the city. The training starts at the
premises of a senior club with a practical information session about Public Transport in that specific
district. The participants are invited to ask questions and make proposals about Public Transport in
their area.
The second part of the training programme involves a trip with the bus. At the bus stop practical
information is provided about timetables, connections and electronic panels. Then the dBus
representative explains how to get in and out of the bus and how to prepare for buying or validating
a ticket. In the bus, the reserved seats for older people are shown and also the way to walk in the
bus, their rights as passenger and the possibility to ask for audio information is discussed. After this
a short trip is made in the bus.
After the trip, the group returns to the club for coffee and biscuits. During these final sessions the
evaluation is done and there is again a possibility for asking questions.

Training in a friendly atmosphere (Photo: City of Donostia – San Sebastián / dBus)
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Training on how to use online PT information/ticketing, Munich (Germany)
The main goal of these courses is to enable older passengers to use the internet to get information
about mobility services or even buy tickets, make train reservations and use car sharing. The target
group includes people above the age of 55 who have an active lifestyle.
The courses are for small groups - about 12 persons. Each participant gets a computer so the
sessions are very efficient. Each course is divided into five sessions of two hours each meaning ten
hours in total. Sessions cover specific topics and therefore can focus on detailed information.
Questions can be answered and there is enough time to respond to specific requests. The courses
are held by the Mediencenter50plus who are well known for their IT training courses.
Green City, a Munich-based environmental organisation, acts as partner for the Internet courses. It
supports the courses by having staff providing further information about energy-efficient mobility.
Green City further supports the courses by enhancing their publicity.
A common challenge is to convince participants that energy-efficient transport can actually reduce
CO2 emissions, improve the environment, fit in with individual lifestyles, and introduce more
choices and fun in local travel and save money. Private car use is very common and it not easy to
change people’s habits. A key condition for the success of such a project is the availability of a wellknown IT training centre for older people to help promote the initiative.
Further information:
Mediencenter50plus: http://www.mc50plus.de/ (DE)
Green City: http://www.greencity.de/category/projekte/mobilitat/aeneas/ (DE)

Finding travel information on the web (Photo: Green City)
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4.4 Personal outreach actions to potential passengers
An effective method to reach older people that are not using Public Transport is through a personal,
face-to-face, approach. There exist several ways:
•

An information stand at a public event that is frequented by older people, like the weekly
market;

•

The organisation of a mobility day, combining information on health, active living and
mobility (see case study);

•

Organisation of information sessions at senior clubs, senior fairs and senior homes;

•

Through their peers, family or friends that are already users of Public Transport, like the
PatenTicket project in Cologne (see case study).

Mobility Day for seniors, Salzburg (Austria)
The mobility day is a yearly event for senior citizens on the importance of being mobile and covers
all transport modes. Staying mobile is necessary to lead an independent life and to enhance the
quality of life at higher age. The Mobility Day shows various
possibilities for older people and enables the providers to
present their activities by exhibition of vehicles and
information stands. The target groups are older citizens (55+)
and people with a handicap

The venue is a large hall, which belongs to the local Public
Transport company. Selected exhibitors who are involved in
mobility are invited to a start meeting explaining the idea and
the process. All exhibitors have to bring their own equipment
and pay a small contribution to the common costs. The
Mobility Day is promoted with a budget of about 10.000 € for
folders, banners etc. Folders are distributed in senior
organisations, through the exhibitors and in Public Transport
vehicles (approx.15.000 of them). Articles are published in a
monthly newspaper and a calendar of events. There is a direct
mailing to holders of a monthly pass for Public Transport
(approx. 3.500 seniors).

At
the
Mobility
(Photo: Salzburg AG)

Day

During the Mobility Day there is an outdoor presentation of
vehicles with approximately 25 exhibitors. Additional presentations and lectures are held on the
topics of health, public traffic and safety. Also Guided tours are offered in the depot of the trolleybus
company.
In its four years of existence the Mobility Day has become a well-known and popular event among
senior citizens. The third Mobility Day in 2009 had 800 participants. In 2010 the event has won the
Austrian Mobility Award.
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“PatenTicket” – Peer to Peer Consulting for the generation 60+, Cologne (Germany)
PatenTicket is a competence building project for older people with regard to Public Transport use.
The project encourages people older than 60 years who are frequent users of Public Transport
(owners of a season ticket) to introduce and accompany friends or relatives of their age group who
are not yet familiar with Public Transport. The project showed that the transfer of age-relevant
coping strategies and know-how is a very important factor in order to familiarise older people with
Public Transport.
To enable the "godchildren" to try out and to establish routines they received a three months valid
ticket for the whole Public Transport network from their "patrons".
The "PatenTicket" follows the well-proven
method that people are more likely to follow
the advice of a familiar person if trying
something new. A crucial part of the whole
project is to acquire motivated and
experienced
"godparents".
Information
meetings proved to be the best way to inform
them about their tasks and to show them the
seriousness of the project.

“Godparent” and “Godchild” in Cologne
(Photo: Urbane Projekte)

An evaluation found out that most of the
tandems were successful - the "godchildren"
used Public Transport much more frequently
than before, 30% purchased a season ticket
right away and half of them stated that they
would subscribe for a season ticket in the near
future.

More information (in German) on http://www.bkplanung.de/Patenticket.htm
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4.5 Printed campaign information
The Sustainable Mobility Guide for older citizens, Munich (Germany)
In January 2010 the Mayor of Munich has send a personal letter and a Guidebook to 10.000
households in the age range from 60 to 75. The data of the targeted households was provided by
the registration office, as in Germany there is an obligation to register. In projects, which are of
common interest it is allowed to
use this data.
The 40-page Guidebook contains
a comprehensive overview of
sustainable mobility options in
the city of Munich, as well as
arguments for a smarter use of
the private car. The options
include
Public
Transport,
walking, cycling and car sharing.
For each of the mobility options
targeted information for older
users is provided, including
ticketing,
training
courses,
information services and useful
telephone numbers and weblinks.

Reply card for further information
(Photo: City of Munich)

By sending in a reply card with
three questions on sustainable mobility, the older citizens were able to obtain one of 50 free weeklong Public Transport tickets. The answers to the questions could be found by reading the
guidebook. The readers could order further free information material, including maps and
information about special tickets. The reply card also provided the possibility to express interest in
one of the presented training courses. In this case, the older citizen received a personal telephone
call to provide more detailed information and register for the course.
More than 20% of the addressed households reacted and expressed interest in further information
by sending back the reply card. However in many cases an additional call or a reminder letter was
necessary to point out that there is the possibility to order further information material.
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5

Further reading and related projects

5.1 Related [European] Projects
Since the late 1990ies, there have been a couple of projects dealing with demographic change and
mobility. Far from being exhaustive, AENEAS wants to provide a short overview of some selected
projects on the European and national level. AENEAS put emphasis on initiatives that are going
beyond the technical accessibility focus and are also addressing the issue of a car generation growing
old and “soft” issues (psychological & cognitive).

5.1.1 SIZE - Life quality of senior citizens in relation to mobility conditions
This research project (2003-05) dealt with the urban mobility of senior citizens in eight European
countries. As a research project, it described the mobility conditions in quantitative and qualitative
terms, with the aim of motivating action of authorities and other relevant stakeholders. The project
also developed recommendations on how to keep the older generation mobile.
The project followed a multidisciplinary approach, involving psychologists, sociologists, urban/
transport planners as well as senior citizens’ organisations in all participating countries. The project’s
results can be found via http://www.size-project.at/index.htm or http://factum.at/ (Final Report).

5.1.2 ANBINDUNG - Anforderungen Älterer an eine benutzergerechte
Vernetzung individueller und gemeinschaftlich genutzter
Verkehrsmittel
The German ANBINDUNG (“Connection”) project (1994-2001) can be considered as a pioneering
activity in a double sense: It was developed at a moment when ageing societies and mobility had
lower priority on the political agenda. Even more relevant in the AENEAS context, it dedicatedly
focused on making Public Transport versus the private car more attractive to older people. This
approach was chosen in the light that seniors relying too much on one transport mode easily become
immobile when they are temporarily or permanently not able to use an automobile.
Despite being finalised for a couple of years now, the project’ s results can be still considered as very
relevant, as they do not only outline mobility problems of older people regarding different areas
(physical, sensory, cognitive and psychological abilities/ wishes) but clearly address the issues arising
from increasing motorisation.
Further details on this project (incl. final report) can be found on http://vplno2.vkw.tudresden.de/psycho/projekte/anbindung/d_anbindung.html. While most information is in German,
some articles in English are available as well.
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5.1.3 MESsAGE - Mobility and Elderly: Successful Ageing in a Sustainable
Transport System
The Belgian MESsAGE project (2007-09) can be considered as complementary to AENEAS, since it is
very much addressing the same issue: How can an ageing car generation be convinced of sustainable
alternatives (walking, cycling, Public Transport & more), using mobility management, investments
and strategies. While AENEAS is focusing on the implementation of soft measures, MESsAGE worked
also on the theoretical background.
The project aimed at identifying policy measures that contribute to maintaining independent
mobility of the older generation and to achieving shifts towards more sustainable modes, particularly
among the 55-70 years old. It also sought for good practice on participatory actions of older people in
local mobility policy.
More information (in English) is available via http://www.mobiel21.be/Index.aspx?SGREF=627&CREF=3214.

5.1.4 MOBILATE - Enhancing Outdoor Mobility in Later Life: Personal Coping,
Environmental Resources, and Technical Support
The European MOBILATE survey (2000-02) analysed the mobility patterns of older people in five
European countries and identified factors that further or hinder older people’s mobility.
The MOBILATE survey stands out for two reasons: First, it describes and compares mobility patterns
of older people across Europe. Second, it is a Cohort Study, meaning that it has been repeated two
times with the same cohort (however not all countries/ persons were in it), indicating how personal
travel patterns change when people advance in ageing. This way, the process of ageing and its
impacts on personal mobility could be described quite precisely.
The website of the MOBILATE projects is not available anymore, if you are interested in products of
the project and do not find them elsewhere on the web, please contact Matthias Fiedler
(m.fiedler@rupprecht-consult.eu or +49-221-60 60 55 22).

5.1.5 FRAME – Freizeitmobilität älterer Menschen (Leisure related mobility
of older people)
This German research project ran from 2000 until 2003, highlighting a very important part of older
people’s mobility: Leisure related trips. Since the elderly usually do not work anymore, this kind of
trips makes up a good part of their daily mobility. However, it became clear that there are very
different forms of leisure related activities, and very different forms of being mobile. With pluralising
lifestyles of the older generation, leisure related mobility even becomes key to understanding the
changes in mobility patterns of older people compared to twenty or thirty years ago. The study
setting also differentiated between urban, suburban and rural areas, showing barriers and promoting
factors for older people’s leisure related mobility, particularly as regards reducing car use.
Unfortunately, only some basic parts of the FRAME website are still available (in German
http://www.evaluation.uni-bonn.de/FRAME/index.htm). However a 17 p abstract in English can be
accessed via:
http://www-sre.wu-wien.ac.at/ersa/ersaconfs/ersa03/cdrom/papers/159.pdf. A couple of further
documents are available from Matthias Fiedler (see contact details above).
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5.1.6 TAPESTRY, Campaign solutions for transport
TAPESTRY is the acronym for a collaborative research project with the objective of improving the
knowledge and understanding of how effective communication programmes or campaigns can be
developed to support and encourage sustainable travel behaviour throughout Europe. Based on
practical experiences with campaigns in different European cities, the TAPESTRY project produced
recommendations, which can be downloaded by following the link below.
Some results from analysis of the TAPESTRY case studies are:
•

Some attitudinal shifts are more easily achieved by campaigns. For example few campaigns
were able to alter people's perceptions about the cost of bus travel, while they were able to
change opinions about personal security or comfort;

•

Changing levels of awareness, attitudes and perceptions, prior to behavioural change are
valid and useful campaign objectives. Some campaigns demonstrated attitudinal changes
without behaviour change.

The project was finalised in 2003, but the website and reports can still be accessed through:
http://www.max-success.eu/tapestry/www.eu-tapestry.org/

5.1.7 MAX, Successful Travel Awareness Campaigns and Mobility
Management Strategies

The MAX-project ran from 2006 to 2009 and was a research project on Mobility Management within
the EU’s sixth framework programme. The MAX consortium, of 28 partners, served to extend,
standardise and improve Mobility Management – it did so in the fields of quality management,
campaigns, evaluation, modelling and land use planning.
http://www.max-success.eu/
The MAX project has developed several tools for the development and evaluation of Mobility
Management projects. These tools can be found on the EPOMM website at:
http://www.epomm.org/index.phtml?Main_ID=2174
MaxExplorer is an interactive tool designed to help people who are not experts in mobility
management in choosing the MM measures most appropriate to their specific problems.
The Quality Management System for Mobility Management (QMSMM) focuses on developing,
monitoring, assessing and improving both the overall Mobility Management policy and separate
Mobility Management measures.
The MAX project developed different tools for evaluation and monitoring:
•

MaxSumo is a systematic step-by step guide for evaluation of Mobility Management
measures and projects. With this tool you can plan, monitor and evaluate Mobility
Management measures and programmes with several measures;

•

MaxEva is an interactive database that provides a resource for benchmarking of
achievements, using the MaxSumo structure;

•

MaxSem is a psychological model that shows that behavioural change moves through
stages. MaxSem provides stage-diagnostic questions that can be used to group a target
group into sub groups for which more tailor-made Mobility Management measures can be
made;

•

MaxImise experimental tool is an assessment tool intended to help evaluate the likely
effectiveness of one mobility management measure: personalised travel planning (PTP).
Page 32

D3.2.5 Older Passengers: it’s all about communication

MaxLupo – Consists of a set of Guidelines for the integration of Mobility Management with Land Use
planning.
MaxTag - The Travel Awareness Campaign Guide. The guide offers a 10-step guidance in setting up
successful campaigns.

5.1.8 Mobil sein und mobil bleiben – To be and to stay mobile
It might not be 100% correct to call it a project, it is actually a local initiative in the Swiss town of
Thun that has been extended to other Swiss localities in the meantime. Being among the first to
deliver mobility training to older people with the combined aim to strengthen independence of the
aged and sustainability in urban transport, the activities in Thun have exemplary character for many
activities across Europe.
The mobility trainings address citizens 50+, focusing on Public Transport and walking. Compared to
the Salzburg example, the training courses include different means of Public Transport (bus,
trolleybus, tram, train etc., depending on the supply in the relevant city). The courses furthermore go
beyond the scope of safety and very much address handling issues (e.g. ticketing machines) and
orientation (e.g. at major hubs or in Public Transport one is not familiar with). The main aim is to
maintain independent mobility of older people without being dependent on the private car. The
initiative cooperates with different Public Transport providers across Switzerland.
http://www.mobilsein-mobilbleiben.ch/ offers more details on the activities in German and French.

5.1.9 PTAccess
This FP6 project analysed the state of accessibility of the Public Transport network in Europe and
elaborated on the cost benefits of good practice examples. Thus, the main aims of the project were
gaining comprehensive data on accessibility status and collecting good practice examples. While not
addressing older people exclusively or particularly, this project offered information on the state-ofthe–art in the then 25 EU countries. The project ran from 2007 to 2009.
The project website can be found via http://www.ptaccess.eu/

5.1.10 EuroAccess
This project can be considered as complementary to the aforementioned PTAccess project, since it
focused on legal frameworks and accessibility policies concerning Public Transport across Europe. The
final aim was to develop recommendations for common European accessibility policies in transport
systems. Like the sister project, it provided a comprehensive overview of the accessibility policies in
Public Transport in 27 European countries, forming a good knowledge basis also for AENEAS.
EuroAccess ran from 2007 to 2009.
More information is available via http://www.euro-access.org/

5.1.11 ICMA - IMPROVING MOBILITY ACCESS AND CONNECTIVITY
In this EU-funded Interreg IVB project, 11 organisations from 7 Northwest European countries
created a transnational platform for sharing and transferring innovative and sustainable approaches
to meet the following challenge: Providing attractive and effective alternatives to using the private
car for the ‘first and last miles’ of journeys.
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The project covers social, economic, technological and organisational aspects of this challenge, and
the best use of existing resources and infrastructure, to:
•

Provide and test missing links in mobility chains;

•

Improve Public Transport information, booking options and connections;

•

Improve the scheduling and delivery of door to door transport;

•

Provide mobility training for people using different modes.

One of the themes of ICMA is especially related to the topic of this reader. This is the theme of “skills”
further specified as: “Qualifying the customer and mobility management staff”. Practical examples
are available for the cities of Manchester, Offenbach and Uppsala.
Project website: http://www.icma-mobilife.eu/

5.2 Further reading
The AENEAS team wants to recommend some further studies, good practice guides and websites that
have been considered as valuable input. The documents should be available via download (where
indicated). If you have any problems accessing these documents, please contact Matthias Fiedler
(m.fiedler@rupprecht-consult.eu or +49-221 60 60 55 22).

AENEAS (2010) Study Tour Catalogue: A trip through Europe about mobility management in ageing
societies .This 54-page booklet takes the reader on a trip across Europe to witness innovative "soft"
measures that improve the mobility of older people by encouraging sustainable choices. Each stop on
the tour represents a real measure or activity undertaken in a city.

Fiona Dobbie, Susan McConville & Rachel Ormston (2010), Understanding why some people do not
use buses, Scottish Centre for Social Research (ScotCen), Transport Research Series. This report is
available on the Scottish Government Social Research website: www.scotland.gov.uk/socialresearch
Matthias Fiedler, Rupprecht Consult for EMTA (2007), Older People and Public Transport, Challenges
and Chances of an Ageing Society.
http://www.emta.com/IMG/pdf/Final_Report_Older_People_protec.pdf

EMTA Barometer 2008 (2010), Performances of Public Transport networks in the European
metropolitan areas, http://www.emta.com/article.php3?id_article=267

United Nations Economic Commission for Europe, UNECE (2007), Challenges and opportunities of
population ageing, Brochure, http://www.unece.org/pau/ .
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6

Workshop Presentations and group work

The AENEAS workshop of 24 and 25 November 2010 consisted of four main blocks:
•

Introduction to the theme of communication with older passengers;

•

Practical experiences with communication with older people on mobility;

•

Video and panel discussion with older passengers from Salzburg;

•

Transferring the bus driver training and passenger training concepts to other cities in
Europe.

In this chapter a summary of the presentations and discussions of each of the blocks is provided. The
complete power point presentations can be downloaded from www.aenaes-project.eu. The results
from the evaluation among participants are presented in chapter 7. Chapter 8 contains the overall
conclusions from the workshop.

6.1 Introduction to the theme

Introduction
Official welcome by the Managing Director of Public
Transport operator and short overview on transport and
mobility in Salzburg

Dir. Gunter Mackinger, StadtBus

Introduction to the training workshop

Bernd Decker, Rupprecht Consult

The AENEAS project; objectives and actions

Matthias Fiedler, Rupprecht Consult

The impact of ageing on communication abilities

Dr Christa Erhart

Key note speech: It´s really all about communication. A
discussion along the marketing model.

Prof Ralf Risser, Factum
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6.1.1 Official welcome, Gunter Mackinger, Salzburg PT operator
Mr Mackinger wished the participants a wonderful morning and efficient day and forwarded
greetings from the Mayor of Salzburg.
Salzburg has about 150.000 inhabitants. It is a
small city but with an urban area of about 50-70
kilometres around the city that has in total 1,5
million inhabitants. Commuters cause some traffic
problems Therefore Salzburg has a suburb railway
system in place and within the city there is a trolley
bus network. Before further introducing the
company, Mr. Mackinger thanked Angelika
Gasteiner from Stadtbus and Susanne Schinagl and
Christina Erhart from ZGB for their work on the
AENEAS project in Salzburg.
The company operates different kinds of transport services, these include:
•

A light-rail line from Salzburg to the north;

•

Freight services also internationally in the alpine region, with the transport of 1,7 million
tons of goods throughout Europe;

•

A cross border train between Austria and Bavaria;

•

A Pedal steamer;

•

A cogwheel railway from 1893 up to the mountains;

•

A funicular system towards the Salzburg fort;

•

And the very successful trolley buses within the city of Salzburg.

The trolley bus network consists of nine lines on which the 86 trolleybuses of Stadtbus operate. In
2009 there were 38 million passengers. On average every two years, the trolleybus network is
extended with new lines. People in the city prefer a trolleybus because they are smooth and silent
and represent the real electric mobility.
The company has programmes for special target groups. This includes older people. The project with
older people in Salzburg is very successful. Seniors are economically interesting for a PT company.
Our community is getting older and older. Now approximately 30% of the passengers are over 60
years old. Salzburg AG has a social responsibility to do our bests for this group. AENEAS supports a
number of new measures in Public Transport, such as increased communication work for older
people. The benefit is that that the project has generated a good international reputation and much
local interest.

6.1.2 Introduction to the training workshop, Bernd Decker
7

Bernd Decker provided and overview of the previous four AENEAS workshops and presented the
objectives of the Salzburg workshop:

7

•

Understand the specific requirements for communication with older people;

•

Learn from the experiences in AENEAS cities;

•

Develop recommendations for implementation of successful programmes based on the
Salzburg experiences;

See overview of workshops in chapter 1
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•

How to transfer the training approach to other cities (toolboxes and group discussions
during the workshop).

After commenting on the workshop programme, Bernd Decker explained that the AENEAS workshops
aim to create an interactive environment with the active participation of all people present.

6.1.3 The AENEAS project, Matthias F iedler
Matthias Fielder, AENEAS project coordinator, presented AENEAS, a project started in August 2008
and co-funded by the Intelligent Energy Europe Programme of the European Commission. The project
is carried out by a consortium of five cities, two European networks, two supporting organisations
and a project ambassador.
Population 65+ is expected to double between 1995 and 2050 in the EU-25. Europe is challenged
with a car generation growing old. More and more older people have a driving licence. There is also a
growing motorisation rate among older people. Things are changing. There is a need to react both for
sustainable mobility and for reasons of independence of older individuals: for them to have more
mobility options. Data from Germany show that younger people are using Public Transport more
than before while older people are using Public Transport less. Also the number of driving licences
among the 65+ is rising while this figure is decreasing among the 18-24 years old.
The transport system must be adapted to the demographic change. Older people need to be
motivated use sustainable transport but also need to be enabled to use them. The group of older
people is now more heterogeneous than it was thirty years ago. Mobility management measures for
older people have to take the needs of the target group into account, for example in the ways of
communication.
The AENEAS consortium is working towards the multimobile older traveller. Only when they are able
to use all modes, older people can keep their independence and mobility. The aims of the AENEAS
project are therefore:
•

Promote sustainable alternatives to the private car (encourage) and

•

Make sure that older people can use them (enable);

•

Keep senior citizens healthy and mobile;

•

Foster active ageing;

•

Improve safety of older people in transport;

•

Exchange knowledge across Europe;

•

Create awareness for the (future) dimension of the challenge.

Each of the five AENEAS cities has three local (soft) measures, which are implemented within the
AENEAS project. The AENEAS cities are Donostia-San Sebastián, Kraków, Munich, Odense and
Salzburg. Examples of local measures are mobility management, awareness raising, training and
mobility days. The local applications aim to achieve modal shift and to positively influence abilities of
older people to live healthy and independently. More information on the local measures can be
found on the AENEAS website.
What does AENEAS offer to mobility professionals throughout Europe?
•

A website in different European languages: www.aeneas-project.eu. From the download
centre users can access: AENEAS workshops reports and presentations; the AENEAS Study
Tour Catalogue; AENEAS brochures in six languages; AENEAS training toolboxes and much
more!
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•

The project newsletter is sent to the contact database and can be read at:
http://www.aeneas-project.eu/newsletter/index.html

•

Another feature of the website is the Good practice database. Everybody is invited to add
further good practices to the database. http://www.aeneas-project.eu/gper/search.php

•

A final conference on the 8 of April 2011, at the building of the Committee of the Regions
in Brussels.

th

6.1.4 The impact of ageing on communication abilities, Dr Christa Erhart
What is ageing?
Answering this question fully would take at least half a day.
However, the first principle to characterise ageing is the
heterogeneity among older people with respect to their
somatic, physic and mental state as well as to their experiences
and settings. You will never find a similar person. Ageing is, like
any other period of life, a period of changes in these three
entities (somatic, physic & mental and social).
Nowadays, it is almost normal to reach old age. Therefore,
talking about ageing means talking about our own future. Life
expectancy is growing. Today the life expectancy of a 60 years
old female is of 23,2 years while this figure is 18,9 for a man of
the same age. WHO statistics show that by 2050 the life
expectancy will be 26,7 years for women and 21,6 years for
men. This means that that the demographic situation is not a
short time adventure but it is going to remain an issue over the
predictable time. Understanding what is going on when people
are ageing, appears to be increasingly important both for
clinicians, as for the society as a whole.
Population ageing is often considered as a problem. Dr Erhart
proposed to consider it more as a challenge. Ageing itself is part of the natural course of life and even
part of demographic development. Both of them are predictable and gradual, and allow gradual
adaptation, which is usually much less costly than emergency actions taken as a last resort. Ageing
does become a problem when timely action for adaptation is not taken and society does not adapt to
the changes. The last 45 years could be described as a “demographic window of opportunity” or
“demographic bonus” in Europe, as the proportion of working age population has been relatively
8
large compared to the proportion of children and older persons . However, this window of
opportunity is closing within the coming 20 years, meaning that the first steps for adaptation must be
taken soon before the window closes.
Bio-psycho-social factors determine the individual process of ageing. Ageing is a genetic, progressive
and non-reversible process. In addition it should be pointed out that extrinsic factors contribute a
considerable part to the individual ageing process. The most important of these self-made causative
factors are inadequate physical surroundings and ignorance. They lead to an accumulation of threats
that affect the elderly.
The main features of the physiological ageing process are:
•

Reduced structural and functional capacity;

•

Compromised adaptability and ability to cope with environmental challenges;

8

United Nations Economic Commission for Europe, UNECE (2007), Challenges and opportunities of
population ageing, Brochure, http://www.unece.org/pau/ .
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•

Lowered stress tolerance.

The importance of communication
Communication sets the stage for and interacts with:
•

Understanding;

•

Learning;

•

Adaptation;

•

Coping;

•

Stress prevention;

•

Autonomy and control, and therefore: Independent living.

Any life depends on communication and harmony with its living and physical environment. A loss of
the normality, implicitness and security in everyday life leads to measurable impairments, to
withdrawal, immobility, accidents and disease.
The extent to which an individual can determine his or her course of action - significantly depends on
physical functioning and the potential to communicate.
Communication can be defined as a process with three domains:
•

Stimulus and Receptor Inputs;

•

Information processing;

•

Execution/Reaction: Outputs.

The process is described in the slide below.

Afferent mechanism
or sensory system

Brain
Efferent mechanism
Central Nervous System
Verbal reactions

Visual-Input
Motor activity
Auditory-Input
Psychic reactions
Vestibular-Input
Psychomotor reactions
Tactile-Input
Vegetative reactions
ProprioceptiveImpressions constitute a new input
Input
Zentrum für Generationen & Barrierefreiheit• www.zgb.at
! Dr.Christa Erhart Scientific Director
‚The impact of ageing on communication abilities‘
Fifth AENEAS Training Workshop 24 - 25 November 2010 City of Salzburg, Austria
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What does ageing mean for communication?
The physiologic changes related to ageing have an impact on the ability to communicate. The three
domains of communication (input, information processing, output) are subject to considerable
changes.
The inputs domain is affected by physiological changes of the sense organs:
•

Changes in eyesight leading to for example to reduced contour/contrast sensitivity, colour
discrimination and visual field. This can lead for example to misinterpretation of distances;

•

Increased difficulties in hearing, related to high frequencies, speech understanding and
reduced directional hearing and sound processing;

•

Tactile inputs: Ageing reduces and disorganises the nerve supply of the skin with a 75%
reduction in the number of tactile corpuscles. These leads to loss of sensitivity and fine
motor manipulation as well as a higher threshold to pain;

•

Proprioception: The reception of stimuli produced within the organism is reduced;

•

Vestibular inputs: The loss of receptors leads to a delayed balance reaction.

The normal ageing process also has an impact on the domain of information processing. Typical
impacts are a 20-30 milliseconds delay in reaction time and a poor short-time memory.
In the domain of execution/reaction the main impacts of ageing are the structural and functional
impairment of the muscle function and the cardio vascular system. This can lead to the following
practical problems:
•

Reduced grip strength: for example holding a bar in a bus;

•

Climbing stairs and getting up from low seats;

•

Back and neck pain and stiffness;

•

Reduced range of movements of the spine and peripheral joints.

The combined impact of the domains of communication can lead to a range of negative
consequences for older people:
•

Immobility;

•

Fear;

•

Falling;

•

Stress;

•

Vertigo;

•

Loosing control;

•

Withdrawal from society.

Communication is a basic need for normality in everyday life. Society therefore needs to offer a fair
environment for older citizens so that their abilities to communicate are increased. Older people
need to be involved in the design of public space and public services. The greatest violation against
the human rights of the aged is the fact that judgements are never made by their peers.

Questions and answer session:
Sabine Avril: Question about new technologies, mobile phones and internet:
Answer: I think it is very important that older people do use new technologies. Twenty years ago the
C.Doppler-hospital did a project with lightly demented older people. It is good for their self-esteem.
However, the technologies need to be adapted: for example the size of the buttons. Older people are
proud to use new technologies because it makes them feel younger.
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Angelika Gasteiner: There is a generation of car drivers getting older. When do you have to stop to
use a car? Is this an opportunity for Public Transport?
Answer: It is the reduced visual communication/visual field that makes car driving very dangerous at
a certain moment. The peripheral vision is lost. They should be critical with themselves and know
when to stop driving.
Florian Paul: The usage of new technologies. It is not only important that they like the technologies
but older people also have to adapt to new systems. For example in Munich we will have a new
ticketing system with touch screens. There will be no personal service anymore at each station. There
will be (only) machines. So it really becomes necessary to learn the new forms.
Answer: It is important that there are advisers at the stations. You need to have somebody there to
help older people to adapt. It cannot only be machines.
Isabella Weiss, Green City: I think older people should be included in the development of these ticket
systems.
Answer: Older people want to be able to make the decisions by themselves.

6.1.5 It’s really all about communication. A discussion along the marketing
model, Prof Ralf Risser
Communication is a process of inter-individual perception, which
can have several functions:
•

Feedback (rewarding or not);

•

Support, to assist somebody;

•

Social climate, chat, have fun;

•

To discuss and solve problems;

•

And many more.

Becoming member of a certain society and acquiring skills and
goods is based on inter-personal communication. For a human
being, communication is one of the basic needs.
Communication is not only about words. It also includes paraverbal behaviours like shouting and being ironic, as well as
gestures, mimics and body posture. Even actions can be tools for
communication, like giving gifts, holding the door or providing
something for somebody. These actions imply that one is treating the other person in certain way.
Watzlawik et al. (1974) state that, “each communication process consists of an emotional and a
rational - or factual - dimension. Thus, it is not only relevant what is communicated, but also how it is
communicated and what the contents mean on a connotative level”. The emotional dimension is
decisive for relationship, climate and efficiency.
Marketing is communication in a broader sense. There are five elements in the marketing mix:
•

Information: Learn about your target group(s);

•

Product shaping: Provide good products;

•

Communication measures in narrow sense;

•

Incentives: Motivate action;

•

Distribution: Place P,C & Inc well.
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Senior citizens are the target group of the AENEAS project. The first remark that needs to be made is
that it is better to speak of different groups of senior citizens. There is, for example, a difference
between genders and also between age groups. Much of the statistical research uses as the oldest
group the 80+. Only recently, older target groups of 90+ are appearing in the literature. The target
group are both people who are users (customers) and those who one wants to become users
(potential customers). Those who are already users know the weak points of the system. Those who
are not-users have prejudices.
Everybody wants something from, or related to senior citizens:
•

People/institutions that want something from them: Authorities on different levels want
people to have sustainable behaviour and use sustainable products;

•

Persons with professional obligations, for example designers of Public Transport vehicles,
personnel of Public Transport companies;

•

Persons with ethical obligations (general public).

Stakeholder

Information

Politicians &
decision makers

Systematically
Support
Finance (research
finance research on development on) campaigns for
user needs
of product that sustainable and
suit the needs
healthy mobility
of older people

Co-passengers

Feel empathy

Product

Communication

Contribute to
agreeable
social climate

Show respect &
be friendly,
sympathy, provide
assistance

Lobby for good
products

Provide support
according to user
needs

PT companies

Systematically carry
Provide
out research about products that
needs of older user suit the needs
groups
of older people

Campaigns for
sustainable and
healthy mobility

Personnel in PT

Be informed and
interest in needs of
different senior
citizens groups

Show respect &
be friendly, try
sympathy, be
patient without
rolling their eyes

NGO researchers
Systematically carry
out research about
needs of older user
groups

Contribute to
an agreeable
social climate,
provide
practical help;
make sure that
equipment
works

Incentives

Distribution

Incentives to
Distribute
employers and information on
employees for
laws and
the use of PT
regulations

Concentrate
support,
where it is
most needed
and well
visible
Provide
incentives for
using PT

Distribute all
activities in an
optimum way.
Involve PR
department

If the marketing approach is applied to the goal of increasing the use of Public Transport among
senior citizens, actions can be defined for each of the five elements.
Information: Learn about the users by conducting market research. Who is really the target group
and what are the segments? What are the needs and resistances of the different subgroups? What
are the values supported by the target groups? What are conditions for co-operation/compliance?
Product: provide among other things: physically good access to PT and good usability of
infrastructure and vehicles. Friendly staff. Create an agreeable climate, safety and security.
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Communicate well with your target groups. Provide information about your offers – timetables,
prices, networks, etc. Do so before, during and after use. Professional advertising to mitigate mental
barriers to use, give the product a good image. Explain failures, problems and delays.
Incentives: Making new users try your product and to experience it as convenient. Give users a
reward every now and then, for example: special prices for certain groups, free rides to test the
product, special offers for long term users.
Distribution: Place and distribute your offers, your communication, your arguments, your
advertisements and your incentives well so to achieve high probability that senior citizens get in
contact with them.
There are different actors that should play a role in the marketing of Public Transport. The table
above summarises the actions of the different actors.
A holistic approach is needed and should be implemented by the different actors involved. Without
knowing target group(s) well there is a high risk of a lack of effectiveness, efficiency, and satisfaction.
If you have established good product but they are not known well enough and are not sufficiently
used, communication actions are needed. The other way around, good communication and
incentives alone are not sufficient. If people are convinced to try the product and than have a bad
experience there is a boomerang effect. Finally, all of us (transport professionals) are responsible for
creating an attractive Public Transport for senior citizens for example as co-passengers, but especially
those who are professionally involved should have a leading role.
Questions and answer session
Martin Bødker Krogh: It is important to know the target groups. But target groups today are not the
same as 10 years ago. Society is going in a more individual way and each person can be his/her own
target group. There is a danger that market research does not give us the right information.
Answer: Still similarities between individuals are good enough; otherwise psychology would not exist
as a science. But it is correct that the problem is getting more difficult. You should always gather
fresh information from the users, even about a well-known product. The only way to know this is to
do it continuously.
Ragnar Domstad: Many years ago SAS started a charm-school for flight personnel. We had one of
these educators also at our PT-company (Västtrafik). One of the tips to our drivers was: look at the
passenger when he enters in the bus and give him a friendly nod.
Answer: This is so basic, but still it is very common to not see this.
Florian Paul: In Berlin they started to install Plexiglas cabins for the drivers because they are being
attacked. Sometimes there are passengers who are violent towards drivers, especially if drivers have
to control the tickets at night. It is difficult to find the balance between being secure and being user
friendly.
Answer: First there is a question about data on security: statistics do not show a worsening of the
situation. There is a lot of perception involved here. It is known that in many surveys the number one
complaint is about a driver who was not friendly. Some PT companies work with a second person on
the vehicle that can function as a de-escalator.
Matthias Fiedler: In the city of Bochum they have (re-)introduced conductors (a second person on the
tram line). The tramlines have an increase of 20% in the number passengers. It is of course a costly
measure but can be made less expensive by making the conductors shift vehicles, meaning that there
is not a conductor / service staff in each vehicle at any time.

Page 43

D3.2.5 Older Passengers: it’s all about communication

6.2 Experiences on communication with older people on mobility

Experiences – communication with older people on mobility
Communication with older people on mobility,
experiences from Salzburg

Angelika Gasteiner, Salzburg AG

KOLLA: Public Transport for everybody in Göteborg

Eva Rödsta, City of Göteborg

Round table: “Communication with older people”: do’s
and don’ts – success factors and lessons learnt.

Representatives from AENEAS cities,
audience

6.2.1 Communication with older people on mobility, experience from
Salzburg, Angelika Gasteiner
Introduction
Older passengers form a special target group. It is a large and growing target group. In Salzburg in 20
years half of the passengers might be over 60 years old. Safety is the main issue that older people
care about. The have specific fears, especially the fear of falling. A generation of car users is growing
old. Public Transport (PT) companies might be confronted with new passengers that have always used
the car. Mobility guarantees an independent life and a Public Transport company can play a role in
this. The projects in Salzburg are directed at the old and very old passengers.
PT companies have to adjust to the
demographic changes and adjust to the
needs of older people. The first step is to
understand the requirements of senior
citizens. The companies can then play a role
in developing the motivation and
strengthening (hidden) abilities to use
Public Transport among the target group.
Older people are not a homogenous target
group but it is clear that if you are over 80
years there is a high probability that you will
have some problems when using Public
Transport. The target group has to be
addressed in an adequate and appropriate way. For this it is important to have sufficient know-how
about communication. The Public Transport sector needs to move from only providing information to
really communicating with the (potential) users.
For the Salzburg Public Transport company the co-operation with ZGB, the Centre for Generations
and Accessibility, has been crucial to incorporate the know-how about communication with older
people. In 2004, the two organisations jointly developed an integrated concept with seven elements
and targeting the following questions:
How can we…
•

Keep senior citizens mobile?

•

Make the use of trolleybuses easier and safer?

•

Keep senior citizens as paying passengers?

•

Meet their needs and approach them?
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1. Training of senior passengers
Training sessions for seniors are being organised since 2004 in a very successful way. The average age
of the participants is 80. The trainings are held in the bus depot, in small groups with two trainers, a
bus driver and bus. There is a welcoming and protected atmosphere and no time pressure during the
programme. The training is organised in two sessions of two hours each on different days. During the
first training day there is practice on the bus, general information and time for questions. On the
second day, a joint bus ride is followed by a visit too a café when there is again time to listen to the
older people. The target of training is that the senior passengers gain confidence, strengthen their
abilities and learn to apply precaution. The trainers need to be patient and devoted.
The topics of the training include practical issues when using the bus, which are also practiced in the
vehicle itself:
•

Strategies for requesting a seat (making clear what you want, establishing eye contact) that
provide a safer feeling to older passengers;

•

Getting on and off the bus. (!) Half of the accidents with older people happen when the bus
is standing still at the bus stops. A useful tip is to make use of the button for the pram, which
makes the bus doors stay open longer. Again, this reduces stress;

•

Dangers of falling, self-responsibility;

•

Advice on how to carry handbags (not holding in your hand), sticks and walking frames;

•

Tarzan in the jungle: Johnny Weissmuller, the first man that many older ladies saw half
naked. He is taken as an example. You have to move through the bus always holding a liana.
The Tarzan picture is imprinted in the mind of the participants and they remember when
they use the bus;

•

The second part of the first training day contains information about the bus service. It is
important part to listen to the older people so they can express their problems. After the
joint bus ride on the second day, there is again a session to for questions and complaints;

•

At the end of the participants receive an information bag with an individual timetable,
network map, magnifier, safety brochures and other give-aways like chocolates.

The experiences with the training sessions show that the trainers need to have very high social
abilities and empathy in understanding of problems of older people. Angelika Gasteiner underlined
that it is better to have a woman as trainer. A trainer can never go alone. There always need to be a
second person.
Participants are not so easy to approach and they are hard to activate. You need a known company or
person inviting the participants. This can for example be the Mayor.
The trainers need to be aware that older people themselves often deny having mobility problems.
Furthermore, at the beginning of the training the participants are very shy, sceptic and cautious. This
makes creating the right atmosphere at the start very important.
The clear benefit for the participants needs to be highlighted. Do older people want to learn how to
use a ticketing machine or do they prefer a personal service?
The individual contact takes time, so it should be available in the programme. It is important to listen
and increase the trust of the participants.
The evaluation results of the training show that most of the participants are female (81%) and older
than 75 (67%). The majority of the participants (86%) are already using Public Transport more often.
The participants are very satisfied with the training. Almost all of them (96%) called it very useful,
many feel safer and more confident (85%) and more than half stated that they would use Public
Transport more often (59%). Even the frequent PT users told the trainers that they had learned new
things.
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2. Safety brochure
It is important to have a brochure to remind training participants of the main points. The Salzburg
brochure contains tips for a safe bus ride and instructions for exercises. There is also information
about fares, services and a telephone number to contact for questions.
With the brochure a larger public can be reached. It is being distributed at clubs, info-stands, via
direct mail and at senior centres.
When producing a brochure the rules for printed communication with older people need to be
applied (see also section 3.3.3 of this report), regarding font size, contrast, clear chapter and photos.
The brochure can be easily be reproduced by other companies as a first step of information. The
cities of Vienna, Kraków, Gera and Offenbach have actually used the Salzburg brochure as a starting
point for producing their local brochures.
3. Events
Older people like events. Salzburg AG organises a yearly mobility day (for the fifth time in 2010)
including walking, cycling, Public Transport and other mobility. There is an exhibition, and people can
visit, try out different vehicles. Angelika Gasteiner has an information stand at the weekly market: A
little table and an umbrella of Stadtbus. The older people come to the stand to complain and give
positive feedback to the bus company.
Within AENEAS the “Explore your city programme” has been developed. For each trolley bus line an
attractive leaflet was printed, explaining interesting sites along the line for older people. The
information includes location of benches for sitting down and toilets.
When organising an event for older people there needs to be tailored entertainment and a variety in
the programme. Other elements are a welcoming atmosphere with sufficient dedicated staff,
references to the past (for example older vehicles, old music), no background music and accessible
toilets.
4. Training of drivers
The direct contact of passenger to the PT Company is the bus driver. It is therefore very important to
train the drivers. The training aims to develop consideration and understanding of the feeling of
being old (treat older passengers as your grandmother). The trainer explains the (growing)
importance of older people as customers and teaches proper ways of communicating with older
clients: eye contact, friendly, clear and loud.
5. Customer service
Customer service needs to move from information to communication: meaning direct human
contact. This is what older people want and make them feel comfortable. Stadtbus has an
Ombudswoman who is always available for questions, feedback. The Ombudswoman is present at
the weekly market and provides presentations at senior clubs. The company provides service centre
and drivers as alternative to ticketing machines. Older people can use one telephone number for
their questions to the Ombudswoman.
6. Public Relations
The products and services for older people need to be made public. Stadtbus uses announcements in
the newspaper. Older people listen to local television and local radio. Another way is direct mailing,
since letters are still appreciated among the target group, especially if it comes from the Mayor or
the director of the Public Transport Company. In the advertising the needs of older people have to be
taken in to account. Angelika Gasteiner showed two examples of posters pointing out that using
Public Transport reduces stress:
•

“Today we are using Public Transport and we do not need a parking lot”;
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•

“We have no stress, we arrive easily in the city centre”.

7. Internal communication
All departments of the company need to be aware of the existence and needs of older passengers:
•

The director needs to be convinced, that budget is needed. Arguments can be: the link to
accidents, how to keep passengers for a longer period; It is much easier to keep a passenger
you already have than to get a new one;

•

There is a need to train the own staff;

•

Learn from other projects, use consulting and use the experiences that are already there;

•

The photo archive needs to include photos of older people;

•

Follow regulations for printed information;

•

In surveys, you need to make differences in gender and include specific segmentations
above 60 (not only 60+).

Conclusions
The balance of working with the integrated concept for older passengers is positive. The company
received very positive media reaction and improved its acceptance among all passengers (not only
the older ones). The activities served to acquire and retain passengers and to reduce accidents. The
activities are now used as a flagship for Corporate Social Responsibility and increased the prestige of
the company.
On a more personal note, Angelika Gasteiner mentioned that it has really been a joint project
between ZGB and Salzburg AG and that it has been a rewarding experience. The work with older
persons is not always easy: it demands devotion, patience and empathy. On the other hand, it is also
motivating to receive a lot of positive feedback. The activities made her think of her own mobility in
older age and created awareness.

6.2.2 KOLLA: Public Transport for everybody in Göteborg, Eva Rödsta
The KOLLA project started in 2005 and ends in 2010. The main
aim of the project was to improve the physical availability of PT in
Göteborg and have users of Specialised Transport Services (STS)
use flexible bus lines (flex lines) and normal Public Transport
services more than they do now.
Göteborg has 500.000 inhabitants. Since 2008, Göteborg offers
gratis Public Transport for people aged 65+, during off-peak hours
and weekends. The Public Transport system includes buses,
trams, trains and ferries.
Special Transport Services (Public Transport for disabled) exist
since 1967 in Göteborg. Passengers apply for a permit and will
obtain it if they have great difficulties in using normal Public
Transport. The ticket price for STS is subsidised by the city. One
STS journey costs the city 14 times more than a trip with normal
PT. This is why the City of Göteborg is so eager to shift people
from STS to other forms of Public Transport. The STS Service is provided by taxis and minibuses. In
2005 there were 22.000 permit holders of STS (4,4% of the population) at the end of the KOLLA
project these are 19.400 (3,8%).
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One of the elements of the KOLLA project is to provide electric ramps and wheelchair spaces in all
Public Transport vehicles. By 2010, all buses are low floor and are equipped with ramps. The
objective is not yet reached for all trams, since a new objective for doubling Public Transport used
has led to the decision to keep the high floor trams longer in operation than previously expected.
Even so, the installation of electric ramps on trams has started in June 2010.
The Flexline mini bus service is a relatively new kind of PT in Göteborg that started in 1996. There is
no timetable. Users call and book for a ride. Since the autumn of 2009, there are flexlines covering
almost all of Göteborg’s area. User surveys show that 99% of passengers are content with the drivers.
A network of flex line bus stops has been developed in a way that the traveller has at most 150
meters to 200 meters to the nearest meeting place. The route can be different every time, so that
one trip can take at most one hour. The flexline can be booked 14 days in advance but can also be
called right away. However, in the latter case it may happen that passengers have to wait for an hour.
In addition people receive an automated call ten minutes before the bus arrives at their stop. This call
can be directed to a mobile phone if this is so requested by the user. On the contrary to the normal
PT, the flexline service is not free for 65+ passengers. The typical user takes the flexline close to his /
her house and then reaches a stop of the normal Public Transport.
In 2008 the rules for giving out STS permits were changed and became more individually
customised. People who apply for the permit are asked, either by phone or face-to-face, three
questions:
•

Does a person have great difficulties in travelling by Public Transport?

•

With what kinds of vehicles does the person manage to travel?

•

How many STS journeys does a person get?

This way the number of STS could be reduced still keeping a high user satisfaction among the
applicants (90%).
An educational programme is offered to everyone who works in Public Transport. The goal is to
influence all staff in order to improve the way they drive and treat disabled and older passengers. The
contents of the training were prepared in co-operation with organisations of the disabled. In total
3.000 drivers and other staff have participated in the trainingAdditionally Göteborg is working with driver shadowing. The coaches go on the bus when the driver
does not know and then provides feedback at the end of the line. A driver with a bad performance
has to do the training again.
Results from surveys show that customer satisfaction is now 5% higher than in 2008 when the
trainings were started.
At the central railway station an accompanying service is available for all passengers of Västtrafik, the
regional transport authority. The staff accompanies traveller in transfer to the next vehicle and when
necessary helps with the luggage.
Travel training is free of charge for everyone in Göteborg and available since 2006. It is a coach that
assists you while travelling by Public Transport. The coach also addresses topics such as ticket
purchase, since there is a new system. There are now less travel training sessions then at the start in
2006. Their STS Officer often points the current trainees to the training. Mostly people are trained
one-on-one. The training period is at least one month. Evaluation shows that most people that
received training, continue using PT afterwards. Right now, the city has four travel trainers employed
in a part-time job.
When booking STS, now more people are referred to the flexline service. This, of course, only
happens in cases were these people are able to travel with the flexline.
About 20.000 permit holders of STS were invited to a Public Transport testing day with vehicles in the
depot. There were 200 participants. Drivers and staff from STS were there to help and show how all
the buttons and the ramps function. There was an experiment with adapted interiors of trams. These
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were also used during the testing days. However, the city has stopped organising this kind of events
because they were considered as too expensive compared to the impacts achieved.
An alternative to the relatively expensive testing days it to join large events for disabled and older
people. In 2009 the KOLLA project joined the Accessibility Expo and also joined “all ages day”
organised by the cultural department of the city.
9

After hearing the presentation on the PatenTicket project in Cologne in a previous AENEAS
workshop, the KOLLA team decided to transfer this peer-to-peer approach to Göteborg. Flex line
users were invited to teach a friend on how to use the flex lines. The participants received a Public
Transport travel check of 30 Euros. The project had 30 godfathers, who brought in 44 friends. By
October, KOLLA had data on eight people that had tried out the service. Further telephone interviews
will be done to obtain more data about the others.
In 2008, 1.000 people were informed by phone about the KOLLA project. After hearing the
information about one third of the interviewed stated they would try the flexline or regular Public
Transport. The results were good but there the staff that should do the phone calls, often called in
sick. In the future the city might use the travel trainers (in the time when they are not training) to
man the telephone service.
KOLLA uses several other information channels. These include a newsletter that STS users receive a
newsletter twice a year; displays all over the city; meetings at older people associations and personal
letters for example to explain the introduction of the electric ramps.

Overview of the results of the KOLLA project
2005

2010

22.000 STS permits by taxi cabs and mini bus, 4,4 %
inhabitants of Göteborg

19.400 STS permits by taxi cabs and mini bus, 3,8 %
inhabitants of Göteborg

700.000 trips by taxi cabs and mini bus

540.000 trips by taxi cabs and mini bus

40 % of the tram stops and 10 % of the largest of the other
stops are adapted

90 % of the tram stops and 100 % of the largest of
the other stops are adapted

50 % of the trams and 86 % of the buses have low floor

62 % of the trams have low floor and ramp and so
have all the buses

8 Flex lines, only seniors and those who have STS permits
may travel

20 Flex lines and everyone can travel with them

196.000 trips with flex line

260.000 trips with flex line

9

See case study description in section 4.4 of this report.
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6.2.3 Communication with older people in AENEAS cities: do´s and don´ts
The five cities Donostia-San Sebastián, Kraków, Munich, Odense and Salzburg, which are participating
in the AENEAS project have successfully developed strategies in the planning and implementation
process of the demonstration measures. The
communication with older people as the primary
target group was crucial from the beginning of the
work. During this roundtable the representatives of
the five cities discussed which communication
strategies they applied to involve older people in
the design, the planning, the implementation and
the assessment of measures. Bernd Decker of
Rupprecht Consult moderated the round table and
the participants were: Tomasz Zwoliński (City of
Kraków), Isabella Weiss (Green City, Munich),
Johanna Balthesen (City of Munich), Dorthe
Gyldenlund Råby (City of Odense), Andrés Martínez (City of San Sebastián), Angelika Gasteiner
(Salzburg AG), Sabine Avril (EMTA) and Ilenia Gheno (AGE platform).
Bernd Decker asked the panellists to highlight a good communication measure in their city but also
to report a bad experience in communication with older people.
10

The Public Transport assistants in Kraków, is an innovative measure in Poland . The city started
informing the public about the measure in the local media, including a one-hour live radio debate.
The assistants themselves were made easily recognisable by giving them red jackets and a large ID
card with large font. The assistants are young people who have been trained to communicate with
older people. A recent bad experience involves the change of location of the service, which was only
communicated to the public one week before the change. On the first day of the change the city
already received phone calls from the users: “Where are my assistants?”
A second example from Kraków is the information
brochure, which uses big fonts, nice colours and
nice pictures. It starts with an introduction by the
Mayor of Kraków. From the evaluation the city
learned not to have started the brochure with
general policy descriptions. It would rather be
better to start right away with the practical
information, which is useful for the older
travellers.
The mission of the Mobility Management Division
of the City of Munich is to convince more people
in Munich to use sustainable modes of transport instead of the car. Johanna Balthesen is in charge of
11
the target group of older people . The measure is a direct marketing approach. An information
brochure was sent to a selected group of 10.000 people from 60 to 75 years old. This is only an
information brochure, but it also has a dialogue part in it. People can order more information
material about different modes of transport and register for training courses. It is a promotion of an
already existing offer of mobility and training courses. The project was planned to target people at a
biographical break. In practice it turned out that this specific group did not use the brochure more
than others.

10

See also the more detailed project description in section 4.2.

11

See also the project description in section 4.5.
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12

Green City organised ten passenger training sessions in Munich during October and November
2010 in co-operation with the Public Transport operator MVG. The training approach was based on
the example from Salzburg to which the Munich partners added local information and more physical
exercises. In the bus itself some balance practices are done and music is played to create an open
atmosphere. One of the highlights was with a group of nine people of which two had a wheelchair.
Normally, the wheelchairs are in the middle of the bus. One part of the training is experiencing to be
a bus driver and one of the wheelchair ladies volunteered to do it. See was very happy and smiling
and said: I can do everything if I want to do it!
The City of San Sebastián appreciated the co-operation with an NGO with experience in
communication with older people, in the organisation of the successful AENEAS walking tours in the
city. For the other two measures Andrés Martínez contacts with the older people´s clubs to find
participants and venues for training sessions. Normally the contact is with the presidents of the clubs.
However, sometimes it was noticed that the telephone calls were not sufficient to convince them.
For the Odense measure on accessibility the city invited citizens to come to two meetings. The
meetings were communicated with adverts in the newspapers and information at older people
centres. When the participants arrived to the meetings they were received well in a good
atmosphere and with food.
In the other two measures, Odense tries to convince people to participate in cycling and walking
tours. The measures were promoted with adverts in the newspaper and posters in the buses. For the
cycling trips, in the first year there was a large communication effort. In the second year less effort
was needed to obtain participants since there was a lot of word to mouth communication among the
older citizens.
Several cities have taken the example from Salzburg, so the moderator asked Angelika Gasteiner how
the project in Salzburg started. What was the driver of getting something like this moving? The initial
start of the work in Salzburg was an action by the ZGB that made a telephone survey about
difficulties among older people. The outcomes of the survey showed that half of the people had
problems with Public Transport. So ZGB contacted the PT company and then it started.
The panellists and audience discussed about the ideal person to communicate with older people,
since it seems that it is not always easy for young people to talk with older people. On the other
hand, from previous AENEAS workshops it was concluded that in general the parent-child relation is
harder than the grandfather and grandchild communication. Also, while Angelika Gasteiner
mentioned during her presentation that trainers should preferably be middle-aged women, Eva
Rödsta noted that one of the best travel trainers in Göteborg was a young man. The conclusion from
the discussion was that it is not only about age and gender, but probably more about having the right
attitude. An ideal trainer needs to show respect and have empathy and patience.
How do you actually reach the older people? How do you make people come to the events?
All AENEAS cities have worked with the existing networks of elderly clubs, which are often organised
on a district level. The risk with this approach is that you only connect with the active people. In
Munich, when preparing the direct marketing project, the city found out that many of the existing
courses had problems finding participants. Either you find people that are already active or you
attract a group that only attends because “something is happening” and might not really be
interested in the theme. This is why Munich wanted to do direct marketing. A direct marketing
method along the Munich example is, however, not possible in all cities. The City of Kraków found out
that because of privacy regulations they were not able to build an address database based on the age
of citizens.
Other media were mentioned as means to reach the “non-active” older people:

12

See also section 4.3.
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•

Small local newspapers, which are really read by older people;

•

Also local radio and television have many older people among their audience;

•

Finally, bus drivers can be an important source of information about the needs of older
people.

Isabella Weiss shared her experience that the older generation is not used to be asking for
something. They have not the feeling that society wants to hear what they have to say. They put
themselves in the background and are not used to ask for help. They need to be encouraged to ask
for help. Angelika Gasteiner linked this remark to the older ladies that have participated in the
production of a movie about the AENEAS project in Salzburg. They were happy to feel that they were
needed. A success factor is to integrate them and treat them with respect.
As a European project AENEAS has to aim to reach out to other actors in Europe. The Age Platform
and European Metropolitan Transport Authority are directly involved in AENEAS since the start.
Sabine Avril and Ilenia Gheno explained the role of their organisation in the dissemination of the
outcomes of the AENEAS project.
All European project dealing about Public Transport and accessibility are extremely important for
EMTA members. The examples are very important and they can be spread easily. It is important to
have this incentive from the European Commission to be able to these tests and generate promotion
on a European level like is being done in the AENEAS project. Many cities are not so interested in
doing trials. In November 2010 Angelika Gasteiner presented the Salzburg project to the 20 EMTA
members at a meeting and raised the interest from these major European cities. Most of the time the
transport authorities tend to think that needs of older people is just a complete cocktail of all
disabilities. This is why they have put a lot of effort in people with reduced mobility and think that
these actions also cover older people in general. They are now aware that they need to go beyond
this. They were also impressed by the fact that in the future half of the passengers will be 60+.
AGE Platform Europe is a network of 156 members from all over Europe. AGE is mainly engaged in
lobbying activities on European level and besides Age is working in European projects. For us the user
involvement approaches are interesting for our members. The AENEAS project will for example be
mentioned in a future AGE brochure on user involvement.
AGE can bring forward the good practices and experiences to the European level. A good opportunity
for this is a new project, which has an end-user platform for which AGE is establishing a pool of
experts of user organisations. A good opportunity for this will be the AENEAS final conference, which
will be hosted by the Committee of the Regions.
The members of AGE are organisations for older people. They are interested in learning about what is
going in other cities and can use the AENEAS experiences to start up something in their countries.
It is important to note that these kinds of experiences reported by the AENEAS project, will actually
go into policy making at the European level.
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6.3 Panel discussion with older passengers
On the start of the second day of the workshop, the first public screening of the AENEAS Salzburg
movie on bus drivers training took place. This movie and a second movie on the passenger training
are part of the AENEAS toolboxes. After the screening, the workshop participants could ask questions
to several of the older people that starred in the movie. In continuation a summary of the statements
of the panel is provided.

Mrs Ingeborg Deisenhammer joined the film after participating in the Mobility Day: “I went there and
I was curious and people were friendly so I decided to participate in the movie”. She has never had a
driving licence. She did have a change in here mobility because four years ago she had to start using a
walking frame (rollator). She has good experiences with the Salzburg drivers who are always very
helpful, lower the bus at the stop and wait with riding off until her rollator is fixed. She noted that for
her it is very hard to see the number of the bus line when the bus arrives. Would it be possible to
make the number more visible, for example in a different colour or larger?
Mrs Annemarie Schobesberger (79 years) is already involved with the bus company for a longer time
because she is active as a local politician. She still uses the bus every day at least once and many
times more than once. Every time when she enters the bus she remembers she has to walk like
Tarzan in the jungle. She has told her friends in the different clubs that it is fun to participate in the
passenger training. She would like to find a solution for her bags after shopping: where to put the
bags and how to carry them when changing buses? She pointed out that older people like to travel
on Sunday and on those days the frequencies are lower and connections become more difficult and
waiting times are much longer.
Mrs Edith Stögner (90 years) was also interested in participating in the movie. She did not use to go
with Public Transport. However, since one year she does not have a car anymore and is happy with
the bus offer and the measures taken by the Salzburg AG and ZGB. In most cases she now travels by
taxi, but she also takes the bus several times a week to not to forget how to use it. She hoped that
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the participants would have the opportunity to apply the ideas in larger cities and really take the
needs of older people into account.
Mrs Elisabeth Thanhofer (70) is a lawyer and participated in the movie because she always wanted to
be a movie star. She is interested in learning how to ride and feel on the bus and to find out how it
can be more fun to be in the bus. She has promoted the training among members of her senior
dance club and senior citizens club. The dedicated bus lane really convinced her to use the bus. She
found it very stressful to look for a parking spot so now prefers Public Transport. She expects that
Public Transport for older people will grow in importance and hoped the workshop participants
would use the video to bring this message forward and take action in their cities to make mobility for
older people more comfortable.

Mrs. Vera Sturm (84) used to be a set designer. She is retired but does not want to sit still. She still
drives her own car but only to the outskirts of Salzburg. She lives in the green area where there is no
bus service. She parks her car in the outskirts and from there she takes the bus. In the past it was still
possible to drive in the city centre with your car and choose between different parking lots. But the
times have changed. Now the cars are in the traffic jam and the bus passes them on the bus lane.
This is the reason that she parks outside of the city and take the bus to enter in the city. She really
liked to mobility day and to learn about the pram button for the bus doors. Among her friends many
people did not know about the pram button. It is interesting to talk to them about how to go on and
off the bus. Many people are happy to learn this. She thinks that women are much smarter / rational
and give up their car in time. While men do not give up their car since they are more vain and deny
getting old. She stated that PT stops should have a good lighting because older people have problem
with their eyes. It should be easy to recognise where the steps are.
Mr. Jürgen Grosch (71): Is a retired engineer and fond of Public Transport. He is the editor of a
transport magazine. He hates his car because it is too expensive. He prefers to take the train to come
to Salzburg and inside of Salzburg he takes the trolley buses. He observed that for most other older
man the car is still a status symbol. An older man without a car is a very bad situation for his selfesteem. He recommends older people not to use Public Transport during the rush hour. This is much
better both for the older people themselves and for the other passengers.
There was a discussion on how to attract more men to travel trainings and to Public Transport in
general. Two possible ways of communication were mentioned. The first is to work with associations
of men interested in Public Transport and use them as multipliers. The second was an example from
the German City of Essen where they have a co-operation with the steel workers’ union to attract
men to their travel trainings.
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6.4 Transferring the training concepts to other cities
Salzburg AG and ZGB (Centre for Generations & Accessibility) developed two “tool boxes” for Public
Transport companies, which transfer their experiences. Both are available in German and English and
one copy of each box was handed out to the participants of the workshop free of charge. A general
introduction of the toolbox was given after which in each group, a part of the training, as described in
the toolboxes, was simulated with the trainees acting as bus drivers or older passengers.
As a next step small groups discussed how the presented training approach could be transferred
other European cities. Whenever possible, cities represented among the trainees will be chosen for
this transfer exercise. The results reported in this report however don’t necessarily reflect the official
policies of the mentioned cities and organisations. The results of the small groups were presented in
a market place setting.
In continuation the outcomes of the group work are presented. One main lesson from the group
work was that it showed it is possible to transfer the concept to other cities.
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6.4.1 Transferring passenger training to the City of Warsaw
The pre-conditions for a passenger training in Warsaw are rather good. The modal share of Public
Transport is about 60% and the population of the city is still growing. That means, that more and
more older people will need to use Public Transport over time. There is awareness of the problem on
the political side, even if there are no statistics on the usage of PT by older people up to now.
Considering all these facts one can assume that many pre-conditions are met. Since many people are
already using PT in Warsaw, the training would concentrate more on keeping customers and making
travelling safer than on gaining new customers.
The key persons and organisations in Warsaw would be the PT authority, the PT provider, the
municipal departments of healthcare and of social affairs. Additionally a NGO in the field of older
people or mobility seems essential as well as an institution to provide scientific support.
Some important steps for implementation were also discussed during the workshop. First of all,
clear objectives for the training should be defined to gain more support from the political side and
from the PT companies. As a second step, stakeholders and partners should be involved, e.g. by
organising meetings for the exchange of ideas. Qualified trainers should be involved quickly.
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Marketing work and cooperation with media is an essential step to communicate the measure. Not
only communication to the outside needs attention. Also the communication within the company
itself should not be neglected. One action that could be very helpful would also be to involve famous
people in the training, like actors or singers that older people can relate to.
The funding of this kind of trainings could come from EU-projects to start with. Other funding might
come from the municipality itself or even from insurance companies that are interested in keeping
their customers healthy. The funding really depends on what goal is to be achieved.
To make the measure sustainable it should be included in the budget and the strategy of the
company, this helps to plan years ahead. The measure should also be evaluated because of two
reasons: firstly, evaluation results help to improve the measure and secondly, given that the results
are good, they can be a good form of advertising towards sponsors or decision makers.

6.4.2 Transferring passenger training to the City of Zagreb
Currently there is not any similar training program in the City of Zagreb. In
fact most do not see the need to organise a program like this. Elderly people
are not specially treated as a specific target group. On the one hand, it is
true that everybody over 65 years has free transport in Zagreb. But on the
other hand, there are no special actions to attract or to keep them. It was
also stated that this group of old people, depending on the actions taken,
can feel that as if they were treated as “too old” people. There is a general
need to improve statistics due to the lack of data about accidents, users in
relation to age.
So maybe, the first step could be to do some surveys to obtain better data
on behaviour and characteristics of the users. First of all the target group
must be established. Also they should know the problem they have (if they have a problem). A
campaign with small groups (no more than eight persons) could be carried out in order to know
people’s needs and enquiries. This should also take into account gender related issues.
It would be necessary to involve a local association dealing with older people. However, there is a
problem due to the lack of organisations working with older people. So perhaps is necessary to
contract some people on part-time contracts.
As there is too much work to do for the whole city, maybe is possible to think in starting by one
district of the municipality. Public Transport workers also should be involved, as well as the local
press, University, local police. A good idea could be to invite a famous person (actor, ex football
player…). What is necessary with all these ideas is to try to build a local network or a group to work
with older people in mobility or in other fields.
About funding, to get funding from a European project can be a good idea, although private sponsors
can be found.
The way to make this training last is to include these programs in the training programmes of the
municipality and try to be absorbed by the local funding and organisation. Normally the main
problem is to start-up a project. Once it has started, it is easier to go on with it.

Page 57

D3.2.5 Older Passengers: it’s all about communication

6.4.3 Transferring bus driver training to the City of Ljubljana
The most important way to
motivate drivers is to explain at
the very beginning the benefits
of this training to them. For
example by not just telling them
that older people are important
clients, but also that if there are
less accidents it is good for the
drivers. Or if they need to
choose between keeping the
schedule and waiting for older
passengers, the second one
should be more important.
The trainer should be a
communicative person with a
strong charisma. It is also important that the trainer should have executive power. This is an
important element to gain the respect of drivers. If they don’t do something that they are asked at
the training, there will be consequences. In this regard, external trainers may not be taken seriously
and the whole training programme will not be very effective.
There should be different training curriculum for new drivers and for old drivers. New (i.e. less than
five years behind the wheel), or newly recruited drivers are relatively easily influenced to change
their behaviour. Older drivers are already very much accustomed to their habits, and may not take a
trainer seriously, who has either never driven a bus or is with the company for less time than they
are.
The training programmes should take place in a pleasant atmosphere. It should be a sign that the
company cares for its drivers (not only for its passengers), and it is a sign of appreciation.
All drivers have the same fix salary, no matter how good they are with passenger relations. For this
reason a bonus/malus system should be introduced to reward drivers who follow the training
instructions (and vice-versa). In Bregenz (Austria) there is already such a bonus / malus system in
place. Drivers need to follow company rules (e.g. timeliness to work, wearing the uniform) and
passenger complaints are already taken into consideration. In Göteborg there is also a bonus / malus
system, and drivers are paid by the number of journeys as well as the quality of their driving.
Activist type persons should be involved from each stakeholder. They should be very committed to
their cause and should not give up easily. Older people could be represented by a person who still
uses PT, even if she/he had negative experiences. The same way, trainers should be also very
dedicated, even if the first training is not very successful (e.g. she/he is not taken seriously by
drivers).
Before making such a training programme, it is very important that first the trade union
representative is approached. This is not a difficult step and almost certainly they will support this
training programme. But if this step is not done, and a complaint comes from a driver first, it may
make further implementation very difficult.
An employee should be hired for this, which is fully responsible for the entire spectrum of organising
these training workshops.
The main steps for the implementation of the training programme are:
1.

Identify problems (e.g. accidents, passenger complaints etc.);
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2.

Come up with a strategy to address these problems. This strategy should approach the
solutions from the drivers’ point of view. (After all, they will implement this, so it is crucial
they buy in);

3.

Establish communication rules. These are guidelines for drivers that give concrete
suggestions about how they should communicate with older passengers;

4.

Continued awareness raising. This is the last step, but still very important: the training
results should be continuously promoted among the drivers. So the main message should be
repeated again and again, in order to assure uptake.

The funding can come from the PT companies’ budget. It is simply a matter of priorities and can be
provided by internal budget reallocation. For example, the budget line ‘improving security’ is very
well suited for this purpose. Funding is not a major issue. In fact, of all the issues listed here, funding
is the easiest to secure. It is only a matter of priorities and interest of the company (or municipality)
managers’ interest.

6.4.4 Transferring bus driver training to the City of V ienna
There is one main Public Transport operator in Vienna, which
is “Wiener Linien” and two smaller companies that operate
buses. The two smaller companies operate rather on longer
distances. The city has some experience with bus trainings,
but not in the context of seniors (rather for disabled people,
for children etc.). Somehow activities conducted with regard
to disabled people overlap with those for older ones.
However, one should remember that on cannot “put” older
people to the same group (in some cases they may only need
a little bit more time (they may simply have some problems
with dividing their attention into many areas at once).
Vienna suffers the same demographic problems as other European cities with a growing proportion
of older people. Retired people are offered reduced tickets for PT.
What may be a disadvantage for the idea of the drivers’ training implementation is the fact that
Wiener Linien has decided recently to focus on their core business. The good news is that at the
same time the company is interested in Salzburg brochure for older people concerning their PT
mobility and some other activities.
The key stakeholders for this measure could be:
•

Regular (but not necessarily) travel trainers (not necessarily special for older people) –
possibly someone from already experienced city such as Salzburg or someone from the
outside;

•

The appropriate manager (who could impact successfully on the director of the company);

•

A kind of ambassador of this measure within the company.

The company’s director could be maybe influenced somehow by the municipality of Vienna or by one
of the member of the city council (political level).
The first step should be the definition of the training’s content, and then maybe carry out survey
among the passengers (survey’s outcome could be very helpful as an argument for the training).
Trainers should be also trained and be well prepared for their role. Training should be regularly
evaluated in order to make it modified when needed. Training should be conducted in small groups.
In case of a kind of resistance form the director to fund the training from the regular budget, one
could:
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•

Look for the sponsors (e.g. insurance companies);

•

Find someone within the company that could conduct the trainings within her/his working
hours (obviously, this person should be professionally prepared to conduct the trainings);

•

Ask the municipality for financial help;

•

Apply for the special EU-projects or national programs.

In case the Wiener Linien is still reluctant to participate in this activity, one could turn to one of the
smaller PT operators which could be much more willing to this in order to promote itself. One of the
ways to reduce part of the training costs for Vienna’s operator would be strong cooperation with the
City of Salzburg, e.g. in the field of the trainers’ education.
The company will see the impacts of the training (that could be easily proved by surveys among
passengers) and will like them in a natural way. This will be a great argument for the continuation of
the trainings. It may happen that the trainer’s costs could be reduced when he / she could be
replaced e.g. by a bus driver from the company. The measure could be also integrated into the yearly
training plans and could make a company become a real showcase (as it happened in some way with
the Salzburg’s Public Transport operator).

Page 60

D3.2.5 Older Passengers: it’s all about communication

7

Evaluation by participants

Level of satisfaction:
1.1. How satisfied were you:
low .… medium …. high
a)

With the registration process and pre-event information?

4.8 (N=29)

b) With the organisation of the sessions

4.8 (N=29)

c)

4.8 (N=28)

With the training reader?

d) With the networking opportunities outside the sessions

4.6 (N=29)

1.2. Which parts of the event were most useful for you?
Several parts were most useful (17 times)
All (6 times)
More than 2 elements mentioned (6 times)
2 elements mentioned (5 times)
Training sessions on second day (15 times)
Passenger training
Education of drivers
Toolkit and ageing suits
Presentations on the first day (13 times)
specifically mentioned:
• Experiences from Salzburg (7)
• Keynote on communication (4)
• Impact of ageing on communication abilities (2)
Discussions among participants in small groups (9 times)
The Movie (5 times)
Great movie!
Presence of older people (4 times)
1.3. Which parts of the event were of little or no use to you?
•
•
•
•

25 times none/ no answer
2 times round table: (too late in the day, too confused)
Talkative participants taking too much time with individual presentations and views
The presentation of Mrs Erhart from ZGB was not useful as not understandable and too
professional.
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1.4. What changes or improvements should be made? (or any other comments)
Positive feedback (6 times):
• Just keep this going with these real time operating projects and good practice
• Perfect organisation and nice side events
• Super workshop! Most valuable!
• Excellent organisation – warm atmosphere- stimulating debates
• Timing has been perfect, what is really important. OK for the moderator!
• THANK YOU SALZBURG! THANK YOU ANGELIKA!
Suggestions for improving the organisation (5 times)
•

There could have been more room (time) for the discussion with the cities during the
roundtable. I got the feeling people had a lot of things to say. Even if a good hour for
discussion had been foreseen.
• More time for exchange
• To finish at 16.00 hours. Although the presentation of the other cities were interesting it
was hard to stay concentrated.
• Presentations should be selected in a better way.
• If possible have working groups in separate rooms.
Suggestions from improving the content (3 times)
•
•
•

Road safety in Public Transport should be made as project and create awareness to Public
Transport users.
More different types of training could have been presented or at least different
approaches to training.
Perhaps more benefits for the drivers should be mentioned in the drivers training (e.g. it
relieves also the drivers from stress, if they let older people “take their time” for getting
on and off.

1.5 Please indicate whether you are interested in coming to the AENEAS final conference?
Date

Place

Topic

8 April 2011

Committee of the Regions,
Brussels

Final conclusions from the
AENEAS project
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1.6 What would you like to learn during the final conference ?
Overview of practices in AENEAS cities (6 times)
Experiences summary
Share good practices – communication with passengers
The training tools are very important
The main experiences of the AENEAS cities.
How to find “a way” to older people.
best practice
Overview of results, conclusions (4 times)
Overview of the results, general conclusions of the project
Deepen and check lessons learned in Salzburg after having them practiced
How this has started and how this idea has evolved to present state
Summary – appeal of stakeholders
Opinion of politicians (2 times)
What EU politicians and policy makers can learn from such a project and how they could transfer
good practices at EU level.
What politicians say about this particular matter and if they think that it is or not quite important.
The future perspective (2 times)
Future needs.
What future for AENEAS? Any next steps?
Other
new ideas from other cities
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Main conclusions from the workshop

Why work on the topic of older passengers?
In 20 years half of the passengers will be 60+. It is a social responsibility of Public Transport
companies to offer a good service to older people. There are also economic arguments for focussing
on older passengers. Projects for older passengers can help to reduce accidents. Also older people
are an interesting target group for the off-peak hours in Public Transport. The example of Göteborg
shows that by making regular Public Transport more accessible, cost savings can be achieved by
reducing the need for specialised transport services.
It is crucial to understand the requirements and needs of older people.
Public Transport companies should carry out regular surveys and organise focus groups. In this
research the heterogeneity of the target group needs to be taken into account and a further
segmentation of the older age groups is necessary.
•

Workshops like this one can help to spread the knowledge about the ageing process and
what it needs for the mobility and communication abilities of an individual;

•

The service personnel and drivers can be trained to better understand the needs and
requirements. Ageing tools like the ageing life experience can be very effective in this
respect;

•

Older people should be involved in the development of new products and services;

•

Use the direct feedback from communication with older passengers received for example
through trainers and bus drivers, to improve the Public Transport service.

Who should adapt: The Public Transport Company or the passenger?
Should the system / service be adapted to the needs of older people? Or is it necessary to train older
people so that they can adapt to the (changes in the) system. During the workshop examples of both
approaches have been discussed. Examples of changes in the service are:
•

Accessible vehicles and stops;

•

Train the bus drivers and other service personnel;

•

Service personnel at transfer points, personal contact, conductor on the vehicle;

•

From information to communication in customer service;

•

Involve older people in developing system.

On the other hand, cities and PT companies are also implementing the second type of measures, for
example:
•

Passenger training on how to behave in a Public Transport vehicle;

•

Training/Information about new ticketing systems.

It is often much more costly to make changes in the service itself than to organise information
campaigns and passenger training sessions. The AENEAS cities, however, aim to implement both
types of measures.
Different actors have role in communication and marketing of Public Transport
Besides the management of a Public Transport company, also other actors like PT personnel, copassengers, politicians and researchers should play their part in making Public Transport more userfriendly and attractive for older people.
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How to reach older people?
It is not always easy to reach older people, especially when you want to engage them in a training or
activity. Several cities have good experiences with organising events or joining larger events for older
citizens. It is helpful to have an Ombudsman for older passengers as recognisable contact with a
telephone number. The projects have good experiences in working with older people centres and
clubs for organisation of events and for attracting participants. Interesting effective examples worked
with peers (other older people) and grand children to deliver messages and experiences to older
people. Other options for reaching the non-organised older citizens is with direct marketing, targeted
mailings and by using local media (district newspapers, local television and radio stations) which tend
to have a large audience among older people.
How to address older people?
When communicating with older people it is important to understand and take into account the
physiological ageing process. Ageing has an impact on reduced functional capacity, compromised
adaptability and leads to a lower stress tolerance. Being friendly, establishing eye contact and being
patient are the starting points for communication with older people. Trainers and service personnel
need to have empathy and high social abilities. Public Transport companies need to be aware that
their staff can be trained in how to address older passengers.
AENEAS measures are easily transferred to other cities in Europe
The soft measures that are implemented within AENEAS are relatively cheap and can be easily
transferred to other European cities. During the workshop the toolboxes for bus drivers training and
passenger training were launched. These toolboxes are expected to support practitioners in other
cities to start their own training programmes. First draft implementation plans for Vienna, Warsaw,
Ljubljana and Zagreb were already discussed during the workshop.

Thank you Angelika for waiting even for the latecomers!
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