
Samot - the Service and market oriented tranSport reSearch group

academy and practice in european collaboration  
to increase travel by public transport



By collaborating with BEST, SAMOT will be able to gain unique insight into how other countries conduct the practical 

work of developing public transport. Every year, BEST conducts surveys of how the inhabitants of a number of 

European cities perceive their public transport. The results are gathered in a database which currently 

holds close to 80,000 interviews, and which SAMOT can utilize in its research.

 – Using data from customer surveys, we can identify new problems that have resulted from 

changes in Europe, but which have not yet arrived in Sweden. This enables us to be prepared 

for the effects of various measures and to envisage potential solutions for public transport 

in Sweden, explains Margareta Friman, Professor and Director of SAMOT.

 The BEST network consists of transit authorities from the Nordic capitals and 

other parts of Europe. Several times a year, they meet at seminars and work-

shops, in which researchers from SAMOT have participated.

 – For us, these occasions have constituted a good arena, not just for 

knowledge acquisition but also for passing on our own research 

results to a larger target group, says Margareta Friman. 

Collaboration also enables SAMOT and BEST to jointly 

apply for EU subsidies for international research 

projects in public transport.

 – In order to achieve all the ambitious aims of the 

public transport of the future, academy and 

practice must work together. We need to learn 

about, and from, each other, and BEST is a good 

example of how this can be achieved in 

practice.

Margareta Friman,  
Professor and Director of SAMOT.

“Over the years, we’ve conducted thousands of interviews about cus-
tomers’ and non-customers’ perceptions of public transport. That 
 provides a unique database and the opportunity to research into deeper 
issues. We urge researchers and students to use the large corpus of data 
as this will benefit both the research community and the transport 
 operators. This is why we have invited researchers, on several occasions, 
to submit concrete findings at our annual conferences where all the 
participating cities meet. In the future, we would also like to encourage 
researchers and students to become absorbed in our data. In the practi-
cal world, we often occupy ourselves with short-term results and do not 
have the time to become absorbed in the material”.

Per Gellert, Divisional Manager of transport operator Movia,
Copenhagen, and Chairman of BEST 2008-2010.

“BEST plays an important role as the coordinator of research and prac-
tice. Each year, we utilize the findings from BEST when planning the 
services of Helsinki Region Transport. BEST has previously enjoyed 
good collaboration with, for instance, Karlstad University and, through 
the network, we too can obtain fresh research ideas. We’ll be happy to 
carry on collaborating with universities and research institutes”.

Suvi Rihtniemi, MD of joint municipality Helsinki Region Transport, 
and Chairman of BEST from 2011.

knowledge exchange in an international arena

TWO vOICES ON BEST AS AN ARENA  
FOR COllABORATION BETWEEN  
RESEARCHERS AND PRACTITIONERS:

SAMOT conducts research into how to create more attractive public transport.
One important collaboration partner is the international network BEST.
 – We want to be involved in leading developments in Sweden and, in order for this to 
 succeed, we need to monitor world developments, says Margareta Friman, Director of SAMOT.



BEST - ciTiES ThaT mEET up To improvE puBlic TranSporT.

BEST stands for Benchmarking European Service of Public 
Transport. It was started up in 1999 on the initiative of SL 
(Stockholm Public Transport). The reason for this was that 
SL needed to enhance the quality of its services, and saw an 
opportunity to learn from cities that had been successful in 
developing travel. Today, BEST is a very active network that 
includes participants from the transport operators in Oslo, 
Copenhagen, Helsinki, Geneva, Vienna, and Stockholm.
 – We meet up several times a year in both large and small 
groups to discuss and exchange experiences, says Kjetil 
Vrenne, Project Leader of BEST. Each year, at the beginning 
of March, BEST conducts a survey on inhabitants’ attitudes 
towards public transport. A thousand individuals from each 
city are interviewed about factors such as reliability, comfort, 
security, and information. The findings from the customer 
surveys are discussed at the annual seminar that is arranged 
in a BEST city, or in some other place of significance.
 – There are a lot of interesting conversations where, by 

By Bringing TrAnSpOrT OpErATOrS from various countries together, 
and having them inspire each other, BEST seeks to contribute towards 
 increasing the use of public transport in European metropolitan areas.

“Our motto in BEST is that we have to be humble enough  
to realize that there are constantly new things we  

can learn from each other and from others.”

Kjetil Vrenne, project Leader of BEST

listening to how other cities have solved their problems, you 
can get ideas about what you should do in your home  region 
to develop public transport, says Kjetil Vrenne.
 At the seminar, different projects are also presented that 
are being conducted by the cities to strengthen the attrac-
tion of their public transport.
 Moreover, decisions are made regarding which special is-
sues will be discussed in greater depth at the workshops held 
that year.
 – At our workshops, those at the leading edge of the 
 relevant areas will get the opportunity to meet like-minded 
colleagues from the other transport operators. We also  invite 
experts from outside the industry in order to enrich the 
 exchanging of experience within the group, says Kjetil 
Vrenne, adding that non-members are welcome, too.
 – Our motto in BEST is that we have to be humble 
enough to realize that there are constantly new things that 
we can learn from each other and from others.



our ExpEriEncE iS uSEful, and vicE vErSa.
SincE cOLLABOrATiOnS WiTh BEST STArTED, SAMOT has written several 
articles and reports based on findings from the cities’ customer satisfaction  surveys. 
in order to contribute a scientific perspective, SAMOT has also participated in 
recurring discussions about the problems that usually arise when a transport 
 operator wants to find out about its customers’ opinions on public transport.

Within BEST, the participants meet up regularly in small 
groups to deeply involve themselves in special issues within 
public transport. Markus Fellesson, who is a researcher at 
SAMOT, is a member of a Nordic team whose discussions 
have concerned how customer satisfaction surveys relate to 
the services actually on offer.
 – All transport operators want to know what their 
 customers think, but it is difficult to interpret customer 
data, no perfect method of implementing a survey exists. 
Instead, it is a matter of finding ways of circumventing the 
deficiencies in order to obtain useful findings. It was inter-
esting to see how our own experience of surveys could be of 
use, says Markus.
 The issues raised included what we can learn from a cus-
tomer survey, how it can be used, and what it really says. 
 – There was a practical exchange of experience concern-
ing how things work when you do this type of survey. The 

cities had a lot of the problems in common, but there were 
also differences, continues Markus Fellesson.
 The same group included Marit Elin Leite from transport 
operator Ruter in Oslo. According to her, it made a major 
difference having a researcher involved in the conversations, 
compared to just meeting with practitioners.
 – The discussion was raised to a more academic level and 
brought new angles for those of us who otherwise work 
purely practically in the sector, she explains.
 Thanks to these meetings, SAMOT has also obtained 
 impulses for future research projects. Markus Fellesson also 
feels that his insight into the circumstances of the industry 
has increased. 
 – Being involved in the exchange of experience between 
the cities has enabled me to gain more fundamental knowl-
edge of how the public transport industry works and how 
everyday life looks for the various transport operators.

“Being involved in the exchange of experience between the 
cities has enabled me to gain more fundamental knowledge 

of how the public transport industry works and how  
everyday life looks for the various transport operators.” 

Markus Fellesson, researcher at SAMOT



samot  Karlstads universitet, SE-651 88 Karlstad. Phone +46 54 700 11 68. Fax +46 54 83 65 52. E-mail samot@kau.se. samot.kau.se

SAMOT iS A Vinn ExcELLEncE cEnTEr AT KArLSTAD 
UniVErSiTy. A VINN Exellence Center is a form of collaboration  between 
trade and industry,  public sector operations, and universities  established 
by Vinnova. The Center was formed in 2006 and today has 30 or so active 
 researchers and postgrads and the Director is Professor Margareta Friman. 
SAMOT’s operational concept is to conduct multidisciplinary, internation-
ally-renowned research via active collaborations and to contribute, by means 
of this, towards the long-term and enduring development of services in public 
transport. SAMOT’s mission is to deliver scientifically-grounded knowledge 
that can form the basis of change within the industry.
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