
Samot - the Service and market oriented tranSport reSearch group

From research to reality
with the customer in Focus



Samot has about 30 active researchers who are all working 
 towards the same goal - generating knowledge of how to organ-
ize and improve public transport in order to increase the 
number of public transport journeys made.
 – In order for more people to want, and be able, to travel by 
public transport on a day-to-day basis, it must be an attractive 
alternative to the car. We want to be involved in helping the 
industry to develop, to think along new lines, and to put 
 research findings into practice, says margareta Friman, associ-
ate Professor in Psychology and Director of Samot.
 Samot collaborates with the Swedish Public transport 
 association, Värmlandstrafik, Stockholm Public transport, 
Västtrafik, mobility Services in Gothenburg, Veolia transport, 
Nobina, Gothenburg trams, and Karlstadsbuss. The Chair is 
Charlotte Wäreborn Schultz, mD of the Swedish Public trans-
port association.

impLementation For the increaSed attractiveneSS 
oF puBLic tranSport
Certainly it’s easiest to do as you’ve always done. But increasing the number 
of journeys made by public transport requires both innovative and customer-
oriented development. At SAmot, research is conducted on how to create 
more attractive public transport that’s based on travelers’ needs.
 - We offer the industry a veritable smorgasbord of scientifically-grounded 
knowledge to pick and choose from and to implement in various operations, 
says  Director of SAmot margareta Friman.

 – Just the fact that Samot is based on partnership, that 
 researchers collaborate with transportation principals and 
 operators, is an important part of our work. That makes our 
operation really exciting and enhances our possibilities of 
 developing public transport, she says.
 The research conducted at the centre is based on three different 
themes: travelers’ experiences, service offerings, and which insti-
tutional frameworks and rules govern this market. Further on in 
the brochure, there is a description of three types of  implementation 
projects which Samot’s partner companies are conducting 
within each and every one of these research themes.
 – today, much greater interest than previously is being shown 
in the sector regarding innovations and development  issues. 
These projects are good examples of how new knowledge can be 
implemented in public transport, explains margareta Friman. 
In order for the industry to achieve its goal of doubling public 

transport’s market share, the traveler has to take center stage.
Samot’s work is based on supporting the development of 
service- and market-oriented public transport based on cust-
omer needs.
 – That will provide us with a unique opportunity to gain 
 access to fresh knowledge which we can use to focus the entire 
industry on becoming more customer-oriented, says Charlotte 
Wäreborn Schultz. 
 Several studies also have an international focus. according to 
margareta Friman, it is not just Sweden that can learn from the 
world but also vice versa.
 – We have a lot of knowledge to share with other countries.
Samot is a pioneer that contributes towards the evolution of 
public transport both inside and outside Sweden.

Charlotte Wäreborn Schultz  
mD of the Swedish Public transport Association, 
Chair of the SAmot Board.

margareta Friman  
Associate Professor in Psychology, Director of SAmot.



Clarity attraCts new travelers.

Since 2005, travel on Karlstad’s bus network has increased 
by 38 percent, or 1.5 million journeys. The reason for this 
powerful increase is that Karlstadsbuss, which is responsible 
for this bus network, has designed a public transport system 
that everyone understands.
 – When planning transportation, you have to think on 
the basis of how to reduce the threshold for those who are 
not already in the system. Habitual travelers are already 
 experts, says Sören Bergerland, mD of Karlstadsbuss.
 Karlstadsbuss has been inspired by the simplicity of the 
 subway system. travelers are guided to their destinations using 
signs and route maps, which are on display in large-scale for-
mat at all stops; 400 in total. all special arrangements, such as 
school buses, have been excluded from the system, entailing 
that they are not visible to those not directly involved.
 Karlstadsbuss has also increased its production. This has 
been done by combining several routes and thereby concen-
trating the offering. This has enabled an increase in the 

In KArlStAD, PuBlIC trAnSPort has been planned in such a way that it 
will be perceived as simple to use. together with increased service frequencies, 
Karlstad is experiencing the largest passenger increase of all the town bus 
networks in Sweden. Behind this success is Karlstadsbuss, which is owned by 
the municipality.

”We need to know what guides people day-to-day; 
this is something that all public transport managers 

need to learn more about.”

Sören Bergerland, mD of Karlstadbuss.

 service frequency to ten minutes on some routes, which is 
unusual in a municipality with 85,000 inhabitants.
 Buying tickets-by-SmS has also been introduced, as have 
so called ’trip tokens’, a proprietary currency which will 
 reduce the risk of being mugged. Using their mobiles, trave-
lers can also find out exactly when their bus will arrive at 
their stop.
 In order to be able to design attractive public transport, 
you have to know what makes people tick when making 
choices. Thus, it is of great interest to Karlstadsbuss to be 
involved in the behavioral science research being conducted 
by Samot .
 – We need to know what guides people day-to-day; this is 
something that all public transport managers need to learn 
more about. If you confront people with something that is 
very complicated, they will choose another alternative.  Every 
time we plan transportation, we have to think about how it is 
to be sold and communicated, says Sören Bergerland.

theme 1 traveLerS’ perceptionS oF puBLic tranSport



Bus + taxi = more seCure journeys

In the County oF StoCKholm, travelers in some sparsely-populated areas, 
assisted by the bus driver or train manager, have been able to order a taxi to 
collect them at their bus stop or train station. this service has been developed 
by Stockholm Public transport and is an example of how public transport 
security can be increased during the evenings and at nights.

For those living in sparsely-populated areas and traveling by 
public transport, walking distances between the bus stop and 
home can be long. This walk can be experienced as unsafe, 
especially during the evenings and at nights; however, it is 
 often the only alternative for those without access to a car or 
bike. In order to enhance the security of these travelers, 
Stockholm Public transport started collaborating, in the fall 
of 2009, with three taxi firms in the north-eastern munici-
palities of the county. This meant that travelers aboard some 
bus and train routes could obtain the help of the bus driver 
or train manager in ordering a taxi to collect them from their 
bus stop and then drive them the final stretch to their homes. 
The taxi was ordered by means of staff contacting traffic 
 control who in turn booked a car from one of the taxi firms. 
The service was available between 9 pm and 4.30 am. The 
taxi fare was paid by the traveler.
 – Prior to start-up, we inserted a couple of questions into a 
county-wide population survey regarding what county resi-

dents would think about this type of service, says Johan 
Damström, project leader at Stockholm Public transport. 
We got a lot of positive responses, with interest being at its 
greatest in those rarely using Stockholm Public transport. 
 after 6 months, 250 telephone interviews were conducted 
in the area. This survey showed that 85 percent of those 
polled thought it was good that Stockholm Public transport 
was offering the service. The project was on trial for 6 months 
but has been both extended and expanded. In the long-term, 
there were thoughts of making the service permanentand also 
making it available throughout the county, around the clock. 
When fully developed, this can turn out to be a form of 
 on-demand transportation where the customer calls directly 
to a call center which arranges a car.
 The collaboration between Stockholm Public transport, 
transport operators, and taxi firms is an example of a service 
offering that makes public transport more attractive. often, 
new ideas need to come from outside.
 – many prefer to plan transportation the way they always 
have done. But thinking in new directions is not wrong. 
 Using different solutions, you can bring financial sense to 
transportation investments which could otherwise seem very 
expensive, points out Johan Damström.

”Many prefer to plan transportation the way they always have done. 
But thinking in new directions is not wrong. Using different solutions, 

you can bring financial sense to transportation investments which 
could otherwise seem very expensive.” 

Johan Damström, project leader at Stockholm Public transport.

theme 2  puBLic tranSport and itS Service oFFering



simpler rules using serviCe ConCessions

”We’ll have to acquaint ourselves with the operator’s 
know-how in an entirely different way and work together 

towards enhancing the quality of public transport.”

lars Bull, mD of Värmlandstrafik.

The most common form of contract in public transport is the 
gross contract whereby the public transport authority takes the 
ticketing revenues and compensates the operator for his run-
ning costs. However, when Värmlandstrafik was procuring re-
gional train services, it was decided to do this instead of using 
a service concession. This is based on an EU directive concern-
ing public transportation by road and rail, which came into 
force in December 2009 and which makes the  procurement 
process simpler. In contrast to traditional procure ment, the 
only requirements are that procurement must take place in a 
spirit of competition, that tenderers must be treated equally, 
and that the procedure must be transparent.
 – This entails, for instance, that there are no allocation or 
review rules. Procurement using a service concession is 
 completely exempt from the Public Procurement act, says 
Värmlandstrafik’s mD Lars Bull.
 In total, there were three operators that tendered for the 
transportation contract. after getting to know about the 

 conditions on the revenue side, they were also allowed to 
 propose a business model.
 The contract was awarded to Svenska tågkompaniet aB 
which retains ticketing revenues and receives remunerations 
from Värmlandstrafik based on the number of season tickets 
sold, but at the same time assumes the operating costs.
 This contract means that Svenska tågkompaniet acquires a 
much stronger role than during normal procurement. Värm-
landstrafik’s development of choice and content takes place in 
collaboration with tågkompaniet.
 Before the contract commenced, there was a joint in-depth 
analysis of issues concerning quality management, marketing, 
administration, and questions regarding vehicles.
 – We’ll have to acquaint ourselves with the operator’s 
know-how in an entirely different way and work together 
 towards enhancing the quality of public transport. Procure-
ment using a service concession is one example of the rejuve-
nation of the industry, Lars Bull points out.

FeWer ruleS AnD the operator simultaneously assuming the business risk. 
Värmlandstrafik sees several advantages to procuring public transport using a 
service concession.
 – you sidestep a lot of the bureaucracy that interferes with public procurement, 
and you also gain the opportunity to build a partnership with the operator,  
says lars Bull, Värmlandstrafik’s mD.

theme 3  inStitutionaL FrameworkS and ruLeS



SAMOT iS A ViNN ExcEllENcE cENTEr AT KArlSTAd UNiVErSiTy.
ViNN Excellence centers provide a forum for collaboration between the private and 
public sectors, universities and colleges, research institutes and other  organizations 
that conduct research. SAMOT’s operational concept is to conduct multi- scientific, 
internationally recognized research via active collaboration, thus contri buting toward 
the long-term and sustainable development of services in public transport. Our 
research operation is divided into three different themes.
The center was established in April 2006. Today, there are 30 or so active 
 researchers and research students. The director of SAMOT is Margareta Friman, 
Associate Professor in Psychology.
SAMOT’s mission is to deliver scientifically-grounded knowledge that can form the 
basis of change within the industry.

aBout samot

Board.

The Board has the overarching responsibility for the Cent-
er’s operations. The Board must work on behalf of our part-
ners’ shared interests and keep them informed of circum-
stances that delay or prevent the implementation of the 
operational plan. The tasks of the Board include making 
decisions regarding new research projects.

ExEcutivE tEam.

The Executive Team is charged with processing new research 
projects in collaboration with researchers and the represent-
atives of our partners. Over and above this, the Executive 
Team must also monitor the focus, development, and re-
sults of the ongoing research projects. Our researchers and 
partner representatives constitute a forum for discussion, 
for work orientation, for further research applications, and 
during the planning of seminars etc.

Themes 1, 2, and 3.

The division into different themes has the purpose of boost-
ing the interplay between the different actors and promot-
ing synergy in research and collaboration. These three 
themes are of major interest to our partners, while also con-
stituting exciting and profound research issues that are well 
suited to postgraduate studies.



samot  Karlstad University, SE-651 88 Karlstad, Sweden. Tel +46 54 700 11 68. Fax +46 54 83 65 52. Email samot@kau.se. www.samot.kau.se

SAMOT’s mission is to conduct interdisciplinary, internationally-
recognized research by means of actively collaborating with trade 
and industry, public sector actors, and universities, thus contribut-
ing toward the long-term and sustainable development of services 
in passenger transportation.
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