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ANALYSE HOW TRANSPORT OPERATORS UNDERSTAND 
SOCIAL MEDIA AND HOW PASSENGERS USE THIS 

Social Media

•Great Impact in various aspects of current lifestyle.

•Different habits have been transformed.

Social Activities

•People have a wide spatial distribution of Social Activities.

• Social Networks allow this fact and encourage to make longer 
journeys.

Current transport 
Models

•Models are not equipped to deal with this new social structure.

• They are based on past travel behaviours, social demand and 
Social habits.

The way of 
making a 
journey
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What was the main objective of this research?

It was to contribute to the exchange of different personal experiences and to assess 
the role of Social Media on travel behaviour  for Passengers and Public Transport 
Operators. 
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Steps in this project:

 To develop a preliminary study (e.g. Literature review, Interviews,
Meetings and phone calls, etc.) which was focused on the general
objective.

 In reference to passengers: To highlight characteristics of passengers
related to the use of Social Media, different roles, patterns when they
make a journey using Social Media by Public Transport, etc.

 In reference to transport operators: To highlight the possible use of
Social Media which Transport operators can integrated among their
service, the main problems with this aspect, how are using it now, etc.

 All of this allows to establish different patterns/characteristics of
journey, passengers, transport operators and future challenges.
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Social Media, the proliferation of 
Smartphones and the development of 2.0 web

Lifestyle of people and the 
way to do daily activities

People keep in touch with 
others who live in farther 

areas

To be updated of any event 
which take places in 

anywhere

To plan a journey by the way 
it fixes optimally to the 

requirements

Necessity of new 
models of mobility 

Make a journey

Three main findings, which support this project, are found in the literature:

• Diverse studies have demonstrated that the characteristics of people´s Social Media, specifically Social 
Networks, has a crucial influence in Travel Behaviour (e.g. Picornell et al., 2015; Axhausen, 2005; 
Carrasco and Miller, 2009; etc.).

• A suitable service of transport and the participation in social activities allow people to interact with 
others and , in consequence, to access a great variety of resources (Social resources) (Van den Berg et 
al., 2013). 

• Usually, transport and Social Media are linked due to the majority of current social activities are 
arranged through Social Media and derive in Social Travel Demand (de Abre e Silva et al., 2016). 

Public 
Transport
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SOCIAL MEDIA AND PUBLIC TRANSPORT

 Still little is known about this field.

 Traditionally, studies have been focused on socio-demographic and land use variables to explain 
individual (social) travel behaviour and these have not considered Social Media.

 Public Transport Operators consider Social Media like: 
• Source of data
• Variable
• Channel of communication

SOCIAL MEDIA  IN DISRUPTIONS SITUATIONS

 These types of information have the potential to raise travel satisfaction by managing travel time 
expectations and allow passengers to adjust travel choices according to their preferences and needs.

 It has also been shown that the availability of information obtained from others has potential to raise 
the efficiency and utility drawn from travel choices, particularly in relation to non-recurrent travel
behaviours

 This function is highlighted crucial in order to provide early warnings regarding unscheduled disruptions 
and information about safety and comfort-related aspects associated with travel alternatives.
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Main advantages:

- It allows to focus on the interviewees´ own
perspective which can highlight crucial aspects.

- Interviewer does not follow a schedule and
encourage to go off at tangents.

METHODOLOGY

Qualitative Interviews
Thematic Analysis

This kind of interview allows to put great emphasis
on the formulation of initial research ideas.
This aspect is crucial in this kind of research which is
starting to be studied.

To identify, analyse and report patterns (Themes)
within data which have been gathered by the
interviews.

Pilot Survey
It was developed in order to get more data about
different aspects which need deeper research. It
has 3 parts:

1. Regular use of Social Media.
2. The use of Social Media to travel by Public 

Transport.
3. Socioeconomic and demographic 

characteristics.
Bryman, A., 2015. Social research methods. Oxford 

university press.

Braun, V. and Clarke, V., 2006. Using thematic 

analysis in psychology. Qualitative Research in

Psychology, 3(2), pp. 77-101.
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Block 1: The role of Social Media in regular journeys 

• All the interviewees said Social Media represents a crucial role in their
lifestyle.

• Kind of use of Social Media:

 With «Social» objectives: informal communications, information
about an events or contact with relatives, etc. (i.e. Facebook,
WhatsApp, QQ, Instagram, etc.).

 With «Professional» objectives: search job, on line CVs,
opportunities in business, etc. (i.e. LinkedIn, E-mail, etc.).

• Social Media, specifically Social Networks, have a role of organizer of
activities, mainly social activities. And Apps, Web of Transport
Companies or Google Maps have a role more like planner of the
journey.

• All interviewees said that Social Media is important in no regular
journeys. They do not consider necessary to consult Social Media in
order to make regular journeys.

RESULTS OF INTERVIEWS WITH PASSANGERS
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Block 2: The role of Public Transport in regular journeys 

• The majority of interviewees consider it very important in their
lifestyle and the majority of them do not have own private car.

• However, the frequency of using Public Transport varies between the
interviewees and depends on the motives. It is a crucial support in
order to do social activities, but it loss relevance in their regular
journeys to job or university.

• Although in general interviewees were satisfied. One third of them said
that they had problems, specifically, in night services.

Block 3: Online and Social Media performance of Public Transport companies

• Interviewees said that in the websites of Public Transport companies,
the information is updated and is very useful to plan the journey.
However, they detected that these websites can be understood
difficultly by people who are not familiarized with the city, the
transport or even the language.

• Passengers usually ignore the presence of Public Transport companies
in Social Media (e.g. in Facebook, YouTube, Google+, etc.) or the
existence of transport companies´ Apps.
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Block 4: Behaviour before making a journey

• Regular steps to make a journey:

1.- To get information about the event through the official Website
of event or Social Media.
2.- To organize the activity with friends through Social Media.
3.- To use Google Maps in order to plan the journey.
4.- Occasionally, to consult websites of Public Transport or Apps.

• Interviewees were specially worried about the punctuality. They would
prefer the Taxi if the journey by Public Transport was long or
challenging.

Block 5: Behaviour facing an occasional/unexpected event before to start the journey

• The most chosen options:

1.- Ask people who are waiting for the same bus/train or staff. In less
grade, to call company.
2.- Use Google Maps to find a alternative route.
3.- Call a Taxi.

• No interviewees would use Social Media or Apps to find information 
about the reasons. No useful information.
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Block 6: Behaviour facing an occasional/unexpected event during the journey

• Same possible options which have been showed in the case of Block 5.

• Interviewees “whatsapp” their friends in order to alert about this
situation and, in less grade, share information through Social Media
about this experience.

Block 7: Behaviour facing an occasional/unexpected event after the journey

• The majority of interviewees would come back their home by Taxi or
relative´s/friend´s car. Only two would use the same Public Transport
service.

• All of them never would look for Social Media if the problem have
been solved in this situation.

Block 8: Reaction through Social Media when they face with these situations

• All the interviewees said that they would tell their experience to their
friends and family through Social Media and, if they know about
someone who are going to the event, they would inform him too.

• One third of the all the interviewees said that they share openly their
experience in Social Media. However, all of them would search in Social
Media in order to get information about this adverse event.
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Active Role

•Totally integrated Social Media in all their activities.

• Large networks and presence in many Social Media platforms.

• They share all kind of information in Social Media and look for information from others 
actively for their daily activities.

• Intense social life in their leisure time and show a big dependence of ICT and Social Media.

Passive Role

• Integration in a less grade Social Media in their activities.

• Presence in Social Media only in which they consider useful and important in order to keep in 
touch with friends or get relevant information.

• They do not share any information about themselves, only privately with close friends or 
relatives. However, they consider Social Media important in order to get information.

Communication 
role

•Their only use of Social Media is to communicate with friends, relatives, partner, etc.

• They do not share or look for any information although they could know about the different 
functions of Social Media.
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Block 1: The use of Social Media to share information about the service

• Operators use a wide range of Social Media (i.e. Google+, Twitter, Facebook, etc.). However, it depends on
the kind of information to share.

1.- To urgent information: Social Networks (i.e. Twitter, Facebook, Google+, etc.).
2.- To no urgent information: Through any channel of Social Media.

Block 2: Type of information which is usually shared

• E.g.: Special offers about tickets, information about special services due to events new lines of bus, traffic
information, news about their products and services, travel tips, practical information and inspiration,
information about disruption, surveys, etc.

• The kind of demanded information depend on the typology of passengers and their socioeconomic and
demographic characteristics. Also, it is necessary to highlight that each moment and situation needs a
kind of specific information.

Block 3: Special offers in Social Media

• They provide the same offers in all their channels.

RESULTS OF INTERVIEWS WITH PUBLIC TRANSPORT OPERATORS
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Block 4: The available channels to contact with Public Transport Companies

• They provide a customer service, mainly via Facebook and Twitter, with a timetable. However, other
channels of communication (e.g. email, Apps, Google+, etc.) are available to contact with them too, but
the answer time is not immediately.

Block 5: Disruption and events: Uses of Social Media

• They use the same Social Media that for regular information and consider that the information in this
situations through Social Media, which represents a useful and direct channel of contact, can provide
calm to the passengers.

• And all the event which could affect the service are showed in Social Media.

Block 6: Main problems to share information in Social Media

• To provide a quick customer service by Social Media.

• To know how many people have gotten the information which they have sent through Social Media.

Block 7: Social Media and the quality of Public Transport

• They consider Social Media in surveys about their performance, but it is not regular to use like a variable
in studies about the service quality.
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Benefits of integrating 
Social Media between 
the Public Transport 
services in the new 
models of mobility

Possibility of direct
contact between 

operators and
passengers

To understand the 
influence of Social 

Media on travel 
behaviour and 

choice

To get information 
about passengers´

satisfaction in 
order to improve 

the service

To influence and 
act on the traffic in 
real time in order
to solve adverse

situations or 
disruption
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• The brief literature and operators´ interviews shows that Social Media has three main functions for Public
Transport Operators:

a. Source of data: It represents a useful tool to extract different kind of data (e.g. opinions, patterns,
behaviors, etc.).

b. Variable: In studies about service quality, to understand travel behavior, develop models of
mobility, etc.

c. Channel of communication: Like a customer service.

• Passengers´ interviews show Social Media is totally integrate in their lifestyle and Public Transport
represents a crucial support in order to do social activities.

• Functions of Social Media according to passengers: Social Networks to organize the activities, and the
rest of Social Media (i.e. Google Maps, PT Apps or Websites) to plan the journey.

• Role of people in Social Media were extracted:

a. The active role: They use Social Media in all their daily activities, show opinions and share
information and experience with all the people in their networks.

b. The passive role: They use Social Media like a source of information, although, they never share
information/opinions through it, only with close friends or relatives.

c. The communication role: They use Social Media like a way of communication, they do not look for
information and do not share information or opinions.



5. CONCLUSIONS AND FUTURE RESEARCHES

STSM TITLE: “STUDY OF INTERPRETATION AND DECISION MAKING AROUND MOBILITY BY DIFFERENT 
TYPOLOGIES OF PASSENGERS”

• Passengers consider Social Media crucial in disruption events. It is supported by the answers in the pilot
survey and shows that timetable, maps and information about disruptions are the most useful aspects in
order to do a journey.

• According to the results of the interviews, literature review and pilot survey, people generally use Social
Media to make a journey by Public Transport in order to do social activities. Therefore, operators must
focus on this kind of activities to develop new models which support the new model of transport.

• Future researches:

a. To improve the pilot survey and achieve a better sample of passengers of Public Transport.

b. A further research about the methodology to analyze Social Media like source of data.

c. To develop more specifically the role of people in Social Media.

d. To research about why some people do not see Social Media like a useful tool to inform in adverse
situations and how the service of Public Transport can be improved in this sense.

e. To identify more specifically the problems of Public Transport operator to integrate Social Media
between their services and to propose solutions to them.
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