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Imagine a future when public transport 

is the first choice of the commuter. 

When the profitability of the industry 

relies on the needs of the individual  

and when its development leads to  

a sustainable environment.

WE CONDUCT RESEARCH 
INTO HOW PUBLIC TRANSPORT IS  
EXPERIENCED AND USED.

The SAMOT research profile at Karlstad University focuses on the  
theoretical, methodological and empirical aspects of transport-related  
services. One of the main arguments is that the demand for customer-
orientation and flexible transport systems will increase. This will entail 
new issues coming onto the research agenda – issues that the industry 
must work with in order to achieve the goal of making public transport 
an attractive and obvious alternative for human mobility. 
 Public transport as a field of research is nothing new. However, so far, 
research has focused mainly on technology and logistics but this does not 
contribute towards improving the customer’s experience of a bus trip or 
a train journey.
 - Improving technology and logistics alone will not guarantee more 
customers using public transport systems. This requires a wider perspec-
tive which involves people’s preferences, habits, and experiences of 
their journeys. What mechanisms can make people choose buses, 
trains, or trams instead of their own convenient and treasured cars? 
This is one of the key issues that we investigate. In fact, this is one of 
the most urgent issues we face if we want to achieve a sustainable and 
more environmentally-friendly way of getting around in our day-to-day 
lives, says Margareta Friman, Head of the SAMOT Group.
 The SAMOT Group received VINN Excellence Center status from 
the Swedish Governmental Agency for Innovation Systems in competi-
tion with several other successful Swedish research groups.
 - The SAMOT Group has a strong research environment and inter-
national credibility based on its long-standing tradition of service  
research, says John Sören Pettersson, Dean of the Faculty of Economic 
Sciences, Communications and IT. Karlstad University has identified 
this research field as one of our major strategic areas. The work of the 
Group has also been evaluated by an international group of experts and 
researchers. Their report showed that the SAMOT Group conducts  
excellent research and that it has developed a successful model for  
collaborating with stakeholders in the public transport sector, both in  
Sweden and internationally.

The SAMOT Group is organised into three different themes. This division into themes is intended to increase the level of 
interaction between the different players and to promote synergies in research and collaboration. The themes are: Perceptions 
of public transport, Public transport’s customer offering, and Public transport’s regulatory and institutional frameworks. The 
themes come together in a unique overall perspective of public transport and travellers’ habits. The research done results from the 
SAMOT Group providing important input into the public transport sector - companies on the one hand and politicians, policymakers, and 
legislators on the other.

THIS IS WHY



THEmE 1  Passengers’ PercePtions  
of Public transPort

AttrActing more people onto public trAnsport is A hArd tAsk, 
but this is the mAin goAl of our reseArch. to understand those who 
avoid public transport, we need to know what motivates those who do choose it 
and how they experience the services offered. theme 1 deals with passengers’ 
perceptions and interpretations of public transport.

BAckGrOund

Passengers’ perceptions of their journeys are not only influ-
enced by the transport provider’s current operations, but also 
by factors over and above how the journey is implemented. 
These can be of a technical, psychological, and social nature. 
For example, the purpose of a journey has a major influence 
on the passenger’s perception of it, irrespective of the objec-
tive circumstances otherwise prevailing.

chAllenGe

It is not enough to understand how the transport system is 
organised to understand the services it produces. Instead, a 
genuine understanding of the customer’s perception and 
his/her perspective on the journey is necessary, both in order 
to define the service itself and to develop successful service 
strategies. Understanding the service on the basis of “the 
person it exists for” is something that constitutes the very 
essence of the service perspective, thus also being a theme 
which explicitly or implicitly reoccurs in all the projects the 
research group has undertaken. One way of increasing pass-
enger numbers is to sway them towards using public trans-
port services, instead of other types of transport-related 
services. Research needs to conduct advanced studies of the 
various possibilities associated with bringing an influence  
to bear. In the future, we will need more knowledge of the  
significance of involving the passenger in the service  
development process. Various methods of user involvement 
in public transport need to be illuminated. 

iSSueS

Public transport is deemed capable of making an important 
contribution to sustainable development. In what way can 
we design today’s transport-related services so that they will 
be perceived as providing a good level of quality and a pleasant 
experience? Not until this is achieved will passenger num-
bers increase, in all likelihood, enabling a reduced number 
of private car journeys. Assessing this requires good methods 
of determining passengers’ quality perceptions. One impor-
tant research task lies in conducting various method evalu-
ations. A relevant question concerns how the assessments and 
experiences of various groups differ. Furthermore, follow-up 
studies need to be carried out during change work which are 
aimed at assessing the effectiveness of quality work. 

“Public transport is deemed capable of making an important contribution to sustainable development.”

Per echeverri (top left),  
Margareta Friman (top  
right), and lars eriksson  
(bottom right) are three of  
the researchers active  
within Theme 1.

PROJECT  
ongoing research  
Projects within theme 1

Project 1.  

Coaching

This project focuses on training and other activities that 

promote service-oriented behaviour at the staff level. One 

part of the project addresses issues such as organisational 

tension between control and support and the inconsistent 

use of assessment criteria. Another part addresses the  

issue of interaction between coaches and bus drivers and 

addresses questions concerning coaching design and indi-

vidual learning.

For more information per.echeverri@kau.se

Project 2.

Daily travel and subjective life satisfaction  

Motorized traffic is one important cause of negative impact 

on our environment. By changing people’s travel behaviour, 

some of these effects may be reduced, however. Despite 

the implementation of different measures aimed at chang-

ing behaviour, positive effects have been limited. This study 

aims to investigate whether one reason for this could be  

that changes in transport behaviour affect subjective well-

being (happiness) negatively, and thus we do not find it easy 

to change.

For more information lars.e.olsson@kau.se

Project 3.

Determinants of car user’s switching to public  

transport for their work commute

The main purpose of this PhD project is to study how pub-

lic transport services can be made attractive to car users.  

In particular, factors determining car users’ mode of choice 

when travelling are investigated. Within the project, a method 

will be developed for investigating how car users might travel 

on public transport if the service offering were to change. 

In the future, this method can constitute a market research 

technique within public transport. 

For more information lars.eriksson@kau.se

The above are just a few examples of ongoing research 

being conducted within Theme 1 at SAMOT.



THEmE 2  Public transPort and its  
customer offering

in theme 2, the focus shifts to the orgAnizAtions providing 
public trAnsport services. What do they offer their passengers, and in 
what way is this offering organized and produced? these two tightly-integrated 
questions are the common denominator for the research carried out under 
theme 2. 

BAckGrOund

The customer’s perspective in Theme 1 provides a natural 
point of departure for analyzing passenger services. A jour-
ney can be seen as a chain of events (“moments of truth”) 
experienced by the customer. During this chain of events, 
the customer logic (how customers act and think during 
their journeys) is linked to the different resources and inter-
nal routines which the transportation company puts at the 
passenger’s disposal. During each element of the journey, 
interactions occur with the company; these interactions can 
be with combinations of frontline staff, rolling stock, IT 
systems, physical/technical aids, environments, and, not 
uncommonly, with other customers as well. The journey is 
thus not just a question of what the customer gets, but also 
a question of how. Thus, analyzing and improving the ser-
vice offering also becomes a matter of analyzing and im-
proving how public transport is organised.

chAllenGeS

The theme deals with several central managerial and theo-
retical problems. The role of technology in the provision of 
public transport services is one important area that needs to 
be studied in greater detail; in particular, in relation to new 
service development as well as the cultural aspects of service 
management. How different organizations can find con-
structive forms of working together under the constraint of 
a unified service offering is another key challenge. The latter 
issue also points to the operative role played by contracts 
and public tendering procedures in public transport.

iSSueS

How can new services be developed in a way that safeguards 
both profitability and a high level of customer-perceived 
quality? How will the practical work of the public transport 
providers be organised so as to enable the services to be 
provided as planned? How can this work be coordinated 
when different service providers are involved? Moreover, 
how can we bring out the full potential of the extended, 
enhanced, and refined customer offerings made possible by 
the transport sector as a whole? All of these challenges are 
ultimately about public transport’s attractiveness and com-
petitiveness, as regards both the individual company and 
public transport per se.

ongoing research 
 Projects within theme 2

“The journey is thus not just a question of what the customer gets, but also a question of how.”

Project 1.

Organisational reconfiguration based on the  

service concept

In management research, concepts such as customer- and 

market-orientation, customer culture, and service climate have 

been put forward as desirable end-states to strive for. How-

ever, empirical studies show that achieving these is not very 

easy in practice, despite ambitious internal marketing, train-

ing, and empowerment programmes. This project deals with 

how development occurs in situations with double regimes, 

where a societal logic and a commercial logic are at work  

side-by-side. This project takes its point of departure in the latter 

logic and asks questions regarding how to make an organisation 

function in a customer-/service-oriented way along commercial 

lines, given the prerequisites of the industry.

For more information markus.fellesson@kau.se

Project 2. 

Quality from a system perspective

As the outsourcing of service provision has become an  

increasingly common business strategy, this has resulted in 

new managerial challenges when creating value for customers. 

The establishment of such inter-organisational relationships 

has resulted in additional actors performing more activities of 

a higher complexity. In this research project, the focus is on 

how the ideas of quality management, in general, and quality 

management systems, in particular, can be used as a strategy 

for managing this situation.

For more information asa.ronnback@varmlandstrafik.se

Project 3.

The role of the service environment in the 

service experience  

The importance of the physical and social service environments 

for the service experience is unquestioned. Little is known  

today about the interaction processes occurring between the  

customer and the service environment. The aim of this PhD 

thesis project is to improve understanding of these processes; 

in particular, how value is created for the customer and to iden-

tify the underlying drivers of favourable service experiences. 

For more information jorg.pareigis@kau.se

The above are just a few examples of ongoing research being 

conducted within Theme 2 at SAMOT.

Per echeverri (top left), 
Markus Fellesson (top right), 
and Jörg Pareigis (bottom 
right), among others, work 
within Theme 2.

PROJECT  



THEmE 3  regulation, institutional 
frameworks, and rules of Play

lAWs And regulAtions shApe corporAte cultures And thus 
the public trAnsport services. developments in society, the world 
around us, and the social play behaviour influence the development and 
objectives of public transport. covered by theme 3 are how this influence 
impacts on the services provided as well as what changes need to be made 
to improve passenger services.

BAckGrOund

Services are provided and created in interaction with 
the customers within the framework of a larger social, 
economic, and political context. This context forms the 
foundations upon which the public transport service is 
organised in terms of business, operations, and encoun-
ter, defining the roles of the various players in the service 
and their mutual relationships, as well as relationships 
with the adjacent society. These basic “rules of play” – in 
research often called institutions – have shown them-
selves to be of crucial importance as regards the efficiency 
of entire economies, as well as the design and quality of 
individual services. During the deregulation and realign-
ment that has taken place during recent decades, the con-
ditions of the transport providers have changed radically: 
a previously sector-wide organisation has been broken up 
and new players have made their entrance. The objective 
has been to achieve a more market-adapted playing field 
and, in doing so, also create the prerequisites for the flexi-
bility, effectiveness, and innovation capability believed to 
characterise trading in the private sector.

chAllenGe

Public transport can be seen as a value network which 
creates value-in-use for its users but which also creates 
common good for society, e.g. environmental protection, 
safety, security, and mobility, for regional development 
etc. Independent players operating in competition with 
one another are assumed to have stronger incentives to 
improve their operations and develop new, customer-
oriented service concepts as well as more efficient  
production solutions. However, this has to be organized  
using local and regional value networks in various forms 
of private – public partnership. A functional and socio-
economically efficient transport network presupposes a 
considerable level of collaboration, both between various 
transport operators and as regards infrastructure and supp-
ort services. In such a situation, transport sector players 
must be made to act upon principles which combine  
collaboration and competition, in turn presupposing that 
the sector’s “rules of play” encourage such behaviour.  

iSSueS

One contribution made by the Research Group is an 
analysis of the institutional structures of the area in the 
form of laws and regulations, as well as the forms and 
conditions of transport procurement and other commis-
sioner-implementer arrangements. An equally important 
contribution is to look deeper into different value net-
works in both Sweden and other countries in order to 
learn and obtain good role models regarding the transfor-
mation process of going from a production logic to a 
more customer- and service-oriented logic within these 
value networks.

Project 1. 

Market relations and relationship markets in public 

tendering

Procurement has become a central feature of public trans-

port. This project’s aim is to increase understanding of how 

the managerial ideal of long-term development, based on 

cooperation and relations of trust, can be reconciled within 

the context of the more competitively-based and price-

oriented logic that a tendering process traditionally implies. 

The goal is to document and evaluate a large-scale tender-

ing process together with key actors at the procurement 

agency, in order to stimulate a process of learning and de-

velopment for future procurements.

For more information patrik.gottfridsson@kau.se

Project 2. 

Sustainable performance management

Today’s business models do not focus on customer- 

orientation or increased travel. The public transport sector 

is a true partnership between the public and private sec-

tors. Benchmarking against other industries will provide a 

great potential to develop a more dynamic customer- and 

service-oriented business model. The purpose of the proj-

ect is to create the conditions needed for a new business 

model that supports the public transport change process in 

its move towards increased customer-orientation, thus cre-

ating value and stimulating sustainable development when 

taking into account economic, social, and environmental 

perspectives which derive from a service logic. This is 

achieved through interaction with modern service research 

theories and concepts as well as deep empirical studies of 

interesting Swedish and international value networks.

For more information bo.enquist@kau.se

Project 3. 

Key performance indicators

Public transport has a wide span of operations – from the 

metropolis to the countryside. Performance measures must 

capture this span. The aim of this study is to come up with 

key performance indicators which are customer-oriented 

and which relate to corporate social responsibility, i.e. take 

into account the economic, social, and environmental con-

sequences of business operations. But also to find forms 

of auditing that support a sustainable business model for 

public transport.

For more information mikael.johnson@kau.se

The above are just a few examples of ongoing research 

being conducted within Theme 3 at SAMOT.

ongoing research  
Projects within theme 3

“Rules of play are of vital importance to the economy, design, and quality of individual services.”

Patrik Gottfridsson (top 
left), Bo enquist (top right), 
Mikael Johnson (midddle), 
Samuel Petros Sebhatu 
(bottom left) and carolina 
camén (bottom right) are 
five of the researchers ac-
tive within Theme 3.

PROJECT  



The heAd. Our BOArd.

The Board is comprehensively responsible for operations at 
the centre. The Board is to work towards the common  
interests of the Parties and keep them informed about  
circumstances which considerably delay, or prevent the  
implementation of, the operational plan. The Board’s duties 
include making decisions regarding individual projects after 
processing by the Executive Team.

The heArT. Our execuTive TeAM.

The duties of the Executive Team include processing new 
research projects in collaboration with the Researcher and 
Partner Councils. Over and above this, the Executive Team 

is to monitor project outlines, as well as progression and  
outcome. Our Researcher and Partner Councils are forums 
for discussion, work-orientation, applying for additional  
research grants, and planning for seminars etc.

The SOul. Our TheMeS 1, 2, And 3.

The division into themes is intended to increase the level of 
interaction between the different players and promote  
synergies in research and collaboration. These three themes 
are of great interest to our partners, while at the same time 
constituting exciting and in-depth research tasks well  
suited to PhD studies.  

about samot

our Partners – Points of view 
from the real world.

We are a vinn excellence center and thus we 
obviously work with our partners in various 
ways within the international transport sector. 
collaboration is an important opportunity for 
gaining access to transport processes in the 
form of relevant data. SAMOT’s projects can 
also intervene in these processes, thus 
ensuring the direct implementation of 
research results. Our partners are a part of 
SAMOT. Without them, our research would 
not deliver the same breakthrough results.

Charlotte Wäreborn Schultz

Managing Director/CEO of the Swedish Public  

Transport Association and Chairman of SAMOT

– One strength of the research conducted at SAMOT  
is its explicit connection with society. My primary  

task, as Chairman, is to bridge the gap between  
researchers and industry.

Kerstin Norén

Rector of Karlstad University

– We are proud of the results accomplished by the 
research conducted at SAMOT. This echoes around the 
world. It is an important issue for the world community 
and a matter of priority at Karlstad University. Today, 
we are developing courses within this area at our uni-
versity and this is attracting a lot of interest.

sAmot is A vinn excellence center And finAnced by vinnovA which is a forum for 
collaboration between industry, the public sector, universities and higher education, research 
institutes, and other organisations conducting research. our operational concept is to conduct 
multidisciplinary, internationally-recognized research via active collaboration. in doing so, the 
sAmot group will contribute to the long-term sustainable development of passenger trans-
port services. the three related main themes constitute the basis for our research profile. the 
centre was established in April 2006. today, there are 30 or so active researchers and research 
students at sAmot whose director is margareta friman, an Associate professor in psychology. 
sAmot’s brief is to provide scientifically-rooted knowledge as a foundation for change within 
the industry.

PARTneR cOuncil
Members from  
each partner

inTeRnATiOnAl AdviSORy  
bOARd
Patricia Mokhtarian

Randi Hjorthol

Harry TimmermansReSeARcheR cOuncil
everyone in research group

execuTive TeAM/diRecTOR
Margareta Friman,  
director

Per Echeverri,  
coordinator of Theme 1

Markus Fellesson,  
coordinator of Theme 2

Bo Enquist,  
coordinator of Theme 3

TheMe 1: 
Perceptions of  
public transport

coordinator: Per echeverri

TheMe 2: 
Public transport’s  
customer offering

coordinator: Markus Fellesson

TheMe 3: 
Public transport’s regulatory  
and institutional frameworks

coordinator: Bo enquist

bOARd
4 partners (incl chair)

3 researchers (incl vice chair)

1 representive of karlstad university



SAMOT’s operational concept is to conduct multidisciplinary, 
internationally-recognized research via active collaboration 
with trade and industry, public sector players, and universities. 
In doing so, the SAMOT Group will contribute to the long-term 
sustainable development of passenger transport services.

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


