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1 ABSTRACT

Due to the ongoing development of growing car owhigy, individual mode choices, increasing mobility
needs and travellers’ high requirements, Europé&#es @re more and more faced with the pressucéfén
reasonable modal alternatives to the car. Hentgglaquality supply of public transport is essenta a
sustainable city of the future. Railway stations arost important intermodal nodes within the citg also
links between the urban and rural area. To meetettpairements they have to offer high quality ssssifor
seamless short- and long-distance passenger tfaweher, the clear transport concentrated functébn
railway stations has changed to centres of shopamdgcommunication.

The paper gives a short overview of services, dbaratics and facilities of railway stations inies that
support seamless intermodal passenger travel. Witle European research project KITE (A Knowledge
Base for Intermodal Passenger Travel in Europe)yaeyg was carried out to analyse good-practice @kasn

all over Europe. The survey was conducted in cadjmer with responsible managers at intermodal
interchanges and operators of different servicdmrdby not only infrastructural, equipment and giesi
aspects of railway stations were analysed, buthduriplanning, implementation and operation related
processes running behind passenger related servitese are amongst others questions of quality
management system, the participation of stakeh®ldeprocess barriers that occurred during thengtan
implementation and/or operation phase. Within tla@ep promising measurements and strategies that
support successful implementations will be preskragamples for outstanding services are included.

2 RAILWAY STATIONS AS NODES

2.1 Transport node function

At the beginning of the 2Dcentury railway stations in Europe were mostlyrahterised as locations and
places isolated in the periphery of cities (Fig.Until the 1970s their transport activities aneigtions had
been more and more emphasised and they developedjto transit nodes integrated in the urban arbae.
ongoing development of increasing road traffic,vgrg car ownership and individual mode choices lead
a redevelopment of the role of railway stationsrassport nodes; in parallel they began to evatve inode
and place buildings well embedded within the urbetting” [THAMMARUANGSRI 2003, 60]. Today the
function of railway stations as transport node imitrban centres is defined in their role as igional
connection within the transport network, also ak hetween the urban and rural area and furthea-imban

as major transport interchange within the city #sopublic transport modes systems like undergtpun
tram, busses have been enhanced [ibid]. As tharezaent of not only useful but also sustainablegpert
systems is getting more and more urgent, especibBy latter named function of railway stations as
intermodal interchanges has to be considered withe future development of railway stations. The
principle of intermodality considers that everynsport mode (e. g. railway, bus, car, cycling aradking)
offers its own strengths and weaknesses; their owhbn can lead to more environmentally friendgod
to-door transport chains (LAST 2008) (see also thah3).

But the travellers’ increasing requirements areondy reflected in a change of mobility needs, &lsb in
requirements concerning the equipment of a railstagion, the supply of shopping facilities and aesants
etc. That leads to the second central functioraibivay stations — their “place function”.

2.2 Place function

Besides the transport related node function ofvegil stations today, their place function in thg tias been
growing. This place function “(...) describes the ity and diversity of possible activities at oranghe
[railway] station. More precisely passengers using [thgway] station provide a potential for human
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interaction (including commercial activities) (... )REUSSER et al., 193]. As a result the developnuoént
shops and other facilities at railway stations eéased and today the integration of non transpdatec
facilities is business as usual for all new prgemt reconstruction activities. Even more, new guty are
promoted as business, retail or social/communinatentres within cities and linked with expectasidar
further development and investments in the surrmgn@rea. “Previously unthinkable facilities such a
restaurants, cinemas, business centres, exhib#fiates, conference rooms, performance stagesh healt
clubs, banks, and child care centres are now Iddatide railway stations (...)” [THAMMARUANGSRI
2003, 56]. Also food markets, book and clothes shimglong to a modern image of railway stationssThi
change from a mono functional site as a publicsppart node towards a multi functional site coulsbabe
discovered in the case of the reconstruction ofrtia@n railway station in Linz (capital of the Ausin
province of Upper-Austria with about 183 500 inltabis). The site was reconstructed and equippédd wit
more than 30 different shops and restaurants. ¥egun the year 2006 (two years after the reconstm)
shows that about 35% of all visitors of the railvagtion make use of the shopping and restauratiitits

in addition to changing modes of public transp@TARK et al. 2007]. Even more, about 15% of the
surveyed people used the railway station in Lidelgas shopping centre or meeting point. Withiotaer
research project this share of users at Germarrarth railway stations was even one third tilltoifp0%
[PRETSCH et al. 2005]. This makes clear that timeatglity of facilities at railway stations couldnhonly

be ensured by a huge number of public transporsubat further by a relevant customer share ofusers.
Especially for smaller railway stations this le&ol$he chance of a profit-making service offer. iflseiccess
depends on the railway stations’ location to retipely integration within the residential area atie
existing supply of shops etc. in the surroundid[i
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Fig. 1: Historical development of a railway statofunction from a mono transport related funct{ontside the urban area and
embedded) until the late ®@entury to a combined transport and place funaticteday [own illustration on the basis of
THAMMARUANGSRI 2003]

2.3 Challenges

The common overall objective and challenge for fitere is the creation of a sufficient and susthiea
transport system. The four major dimensions of siasnable transportation system defined by the BY —
gain a more efficient, safer, cleaner and more oatable transportation system [GRONAU 2008] — lead
the question of the challenges for railway statiohthe future.

As the development during the last years showhbyagi stations of the future have to fulfil the griogy
requirements of their users (passengers and \g@§ittioth, in terms of place and transport function.
Regarding to the transport function one of the ntdiallenges of the future will be the supply ofraksss
intermodal passenger travel. Because only an efficatnd comfortable transport supply at railwayichs
could gain a change of people’'s travel behavioun tmore sustainable mode choice. As most railway
stations have developed to major transport intergés at various scales - local, regional, andnatesnal -
passenger intermodality concerns inter-urban Idatadce travel as well as the first respectivet laban
mile, since passenger intermodality aims to prowdamless door-to-door trip chains. This subjectiss
integrated in laws and regulations of the EU, whasissenger intermodality is defined as an upcoming
policy and planning principle: “Passenger interniitgas on the EC agenda because seamless inteimoda
travel is expected to contribute to different Ewap policy objectives. These include the economit a
social cohesion as well as the competitiveness wbe, the protection (...) of the environment and
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increasing accessibility especially for travellgrith mobility impairments” [KITE CONSORTIUM 2007,
7]. Therefore particularly at the end of the 199@sl at the beginning of this century research lessn b
undertaken concerning intermodality, but ratheteimns of freight transport than passenger trangpgdrt=
CONSORTIUM 2008]. The research project KITE — A Wwhedge base for intermodal passenger travel
(started in 2007, funded by the European Commijsiorreats the topic intermodality and “aims at
identifying, collecting and combining all relevanformation necessary for decision makers and stefathe
intermodal passenger transport in Europe. [It a®rs] relevant aspects (...) a user needs to beah#bl
act intermodally” [LAST 2008]. The results will lmencluded in a web based knowledge base for passeng
as well as for operators of intermodal interchanesairports, railway stations and ports.

Concerning the function of railway stations as plagthin the city - regarding to social and comnuatiion
patterns - the ongoing challenge will be to fulfie travellers’ and also the visitors’ high reqments of a
maximum attractiveness. This includes on the omel femgood supply of shopping, restaurant and servic
facilities, but in the broader sense also desigage and even safety aspects.

Relevant services, features and facilities at mjlstations that are crucial to fulfil the passesghigh
requirements in terms of transport and place fonstiof railway station can be grouped into follogvin
different main fields [KITE CONSORTIUM 2008]:

e Additional equipment and services (supply of shogpfacilities, provision of good waiting
conditions, left-luggage offices and lockers, sigigervices etc.) support a high quality of rajwa
stations. On the one hand this is important fooalihe passengers changing the transport mode at
the railway station to shorten the waiting time. @ other hand a good supply of shopping
facilities and restaurants leads to an attractioresidents living in the surrounding; they appasr
visitors of the railway stations.

« The intermodal integration of modes describes rgathke transport supply and its quality. It
concerns the availability and high quality (intdsyacosts, directions) of connections of long-
distance and local public transport modes. Furtherrailway station profits from a good integratio
into the network of roads, but also the accessihili urban bicycle and walking lanes.

« Besides the availability of different modes furthmssenger services, facilities and characteristics
could support seamless passenger travel, for exastyrt transfer and waiting times, high quality
offer of information (real time, intermodal inforth@n etc.), easy ticketing and intermodal luggage
handling.

e Also the constructional design plays an importatd for users of railway stations. To create a good
image, railway stations have to be aesthetic andtional. These aspects are further preconditions
for the other aspects mentioned above. Concerhmfuinctional aspect for example the provision of
short distances between the platforms and betweesdrvice facilities and platforms are positive
characteristics.

In the background of such services, features atitities at railway stations a lot of “non visibl@tocesses
are running [STARK et al. 2008]. These processesc&m management issues, coordination and
cooperation between different relevant actors: Eigflg - treating the topic intermodality - at main
interchange terminals a lot of operators, stakedrsldand further user groups pursue different goals.
Therefore a good coordination is necessary sineeetls a large number of different transport moaies
facilities concentrated at a constricted area.

It could be summarized that all of the new chalEengnd circumstances mentioned above stand for
increasing requirements concerning the decisionimgakplanning and operations processes of new and
existing railway stations. “[A] (...) balance betwerade and place provides a first criterion for assg
sustainability regarding spatial development pagtemnd infrastructure” [REUSSER et al., 193]. Botvido
operators of railway stations address such chadehg
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3 GOOD PRACTICE EXAMPLES — PROMISING STRATEGIES

3.1 Survey

Within the KITE project services, features andlfaes at railway stations in Europe were analysedrder
to find out:

« How do railway stations ensure the supply of highlity for passengers with the focus on seamless
intermodal passenger travel? How are different kihdervices, features, facilities (infrastructural
equipment and design aspects) treated? (chapler 3.2

« What kinds of strategies are/were used during taening, implementation and operation process
for their development? What kind of process basrigan arise probably during different stages of
the development of services? What external keyrsetod relevant stakeholders are involved? What
quality management system is applied? (chapter 3.3)

To find out more about these questions a survey aoaslucted in 2008. The survey was carried out in
several steps; it included amongst others a seluation by the general operators and in-depthviges.
Appropriate ‘key-persons’ for the in-depth intewie were persons who are involved and responsible in
optimising interchanges for seamless intermodadqyager travel. This could be

e the general operator,

« operators of the main transport modes if diffefeon the above (e. g. metro, train, bus, taxi, car
and bike rental)

e operators of transport and interchange relatedicesre. g. luggage transfer, security, cleaning,
information) and/or

* representatives of further passenger related seprmviders (e. g. catering, shops).

In the following chapters selected results of thevay with railway stations were presented. Outitagn
services of good practice railway stations andltedtom literature research are embedded. By comga
the different railway stations, it should alwayskegt in mind that they exist under individual cinestances
— differences in numbers of passengers, of pubdicsport supply and location (e. g. distance todhe
centre).

3.2 Services for passengers’ needs in terms of transgand place function

Within the survey the operators of seven diffengtilivay stations in Europe that were assessed ad-go
practice interchanges had to evaluate a list oertiwain 20 different services or characteristich wie focus

on intermodal passenger travel at their interchdaeguinal. They had to give marks between 1 (veryd,

2 (good), 3 (improvable) and 4 (poor). The serviwese grouped into four different fields (see atbapter
2.3): The intermodal integrations of modes mairdgatibing the supply of public transport (1); pasg
services to support intermodality mainly concernseamless “processing” of the passenger (2); design
aspects of the railway station (3), that are reléva support (1) and (2) and additional servicelependent
from the transport function of the railway stati@). Fig. 2 shows the average value of assessroéntsre
than 20 different services. Due to the large amofintlevant services and facilities that were gead, only
some interesting aspects will be described morailddt
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Liege Guillemines
Lisbon Oriente Station

> Linz Central Station
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very good # Intermodal integration of modes

(long distance modes, public transport for first/la
urban mile, integration road network, car parks/
garages, bicycle lanes/stands/deposit boxes etc.)

>——+ Berlin Main Station

[l Passenger services to support intermodality
(schedule synchronisation, intermodal luggage
handling, easy ticketing, short waiting times at
capacity restraint points etc.)

:
>

.

Be>—-¢———— Karlsruhe Central Station

good

A Design aspects of the intermodal interchange
(good signage, short distances, barrier free
accessibilty etc.)

improvable

@ Additional services for passengers’ conveniences
(supply of shops and facilties, information about
destination, baggage rooms, waiting conditions) etc.

poor

Fig. 2: Self-evaluation of different characteristand services at railway stations of operatorgrédge value of assessments of more
than 20 different services from very good (1), g¢®y improvable (3) to poor (4).

The results show that the operators evaluateditégquite critically (for example 6% of all assessits was
“poor”, 29% “improvable”). It is getting obvious dh particularly railway stations, which are new or
redesigned, fulfilled their own requirements imtsrof high quality very well. That leads to thelamption
that operators of the transport nodes are awatheohew challenges, as they consider aspects nflesa
passenger travel and conveniences for passengexgsitors as planning principle.

For example, th€entral Station of Berlin (Germanwas opened in May 2006 as the largest European two
level railway station. It is located on the sitetloé historic Lehrter Stadtbahnhof that was comsidi¢éo be
the logical location for a new central station @l after Germany’s reunification and the extensif the
railway network [KITE CONSORTIUM 2008]. Although ¢hstation is very new and all of the requirements
concerning the integration of modes should be agfithe self assessment shows that the situatiootis
ideally yet. This is due to the fact that not dlttee measures planned have been implemented! uywit
Besides the urban railway trains, linking the westgnd eastern parts of Berlin with the statiorsoath-
north track is planned to be constructed and wélliaugurated in 2012 [KITE CONSORTIUM 2008];
furthermore, the local tram and the underground gl integrated within the next years. The maitwuay
station inLinz (Austria)integrated different transport modes very wellela its reconstruction (1999-2004)
long distance trains, regional trains, urban tramd a bus station for urban and regional busemtagrated
within one complex building. Therefore, very shadlking distances between the stops can be guadnte
According to the interviewees about 15 differentalo public transport lines are available (Tab. 1).
Additionally, an adequate supply of facilities fmr and bike parking prove to high quality for mamgers.

Tab. 1: Local public transport modes available and
number of different lines, number of train operatat railway stations according to the interviepts< public transport; n.a. — data
not available)

railway station local pt modes available number of local | number of train
pt lines operators
Antwerp Central Station Tram, bus, urban railwagtnm 32 4
Brussels South Station Metro, bus, tram 30 6
Berlin Central Station Bus, tram, urban railway 21 5
Karlsruhe Central Station Tram, bus, urban railway 17 3
Linz Central Station Bus, tram, local train 15 n.a.
Gare do Oriente Station Metro, bus 13 2
Liege Guillemins Station Bus, tram 10 5
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| Central Station Zurich | Tram, bus | 10 | 8 |

The quite low assessment of the integration ofed#iit modes fotisbon Oriente StatiorfPortugal) is

predominantly attributed to the lack of stands exedistent deposit boxes for bicycles at the statiurther,
there is no direct connection to the airport yeffiulties with the integration of local publicansport and
further intermodal information providing or adjugnts (all evaluated with improvable) could be reasb
by the separation of the underground and the meotively tram operator of Lisbon.

Nevertheless, the detailed analysis of the supilgoal public transport at the railway station sisathat the
intervals of local public transport are quite higelow 10 minutes) and a fast access to/egressdtoof the
interchange terminals is guaranteed (Fig. 3).
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Fig. 3:  Frequency of public transport (averagedalptime) and costs per travel time
(trip between railway station — city centre) atwaly stations

As operators stated, these short intervals ledldetdact that the timetable of local public tran$@md long-
distance modes do not need to be harmonized. Bhisgponds to the results of the research projdigti®]

that a coordination of departure times with longtaiice mode is not reasonable if the frequencyhef t
public transport exceeds about five minutes. Otlsrwcoordination meetings between operators and
timetable and operation time adjustment are helghaltegies and actions to minimize waiting timasthe
passengers. It should be pointed out that a gopplgof frequencies and attractive intervals suppug use

of trains for shopping and leisure travel and thare of non captive [PRETSCH 2005].

Some more differences could be analysed concethimgosts for the accessibility of the site: As.Rg
shows, the costs ranges from 0.1 till about 0.5ifite. Basis for the calculation were average cfusta
trip from railway stations to the city centre byhfia transport. For the interpretation it must bken into
account that the distances of the railway stattortbe city centre differ; therefore the figureoisly a rough
overview.

Coordination of the public transport supply suppatamless passenger travel, but also easy tigketic
intermodal luggage handling, short transfer tinsdficient information about arrival and departtirees
and about further connections prove to high quétitynmarized within the group of passenger sentitats
support intermodality). As outstanding example @are do Oriente in Lisbon (Portugatpould be named
where a good fare integration (between train-recéda train-parking space) is existent [KITE
CONSORTIUM 2008]. The provision of sufficient infaation for the passengers should include ideally re
time information about arrival and departure timesther connections, other stops in the area,ydeta
breakdowns as well as information about changgsdatforms for the available long-distance modes/al
as for the local public transport. Such integradath is provided at the main railway statidnz (Austria)
where departure and arrival times of tram, busallt@in as well as of regional and long-distanmeint are
displayed at the information panels together.

As already mentioned, railway stations change rnaoik more towards central nodes of communication and
social activities within the cities. The important@ consider this trend and to satisfy the resgitin
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requirements was confirmed within the interviewshwoperators of railway stations in Europe. Besides
huge supply of shops (sales area per passengefaeilities for daily use and consumption, alsdatiént
branches beyond supermarkets and gastronomy atenee for a high quality. Fig. 4 shows the number o
shops, the sales area and the sales area per gesgpar year) at railway stations according to the
interviews.
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Fig. 4:Number of shops, sales area and sales argaapsenger (per year) at railway stations (mfata not available) [D14]

Whereas years ago shopping was of no interesthafyastations, the huge numbers of shops undettine
change of their mono-functional transport functiéor example, at th€entral Railway Station in Berlin
(Germany)about 72 shops are integrated as well as all aatefacilities needed for a convenient travel (e. g
info points, luggage lockers and lounges). Opesatoaluate the aspect “Good supply of shops arlitiés

for daily use and consumption” with “very good”. i@parably fewer shops (about 11) are offered at the
Railway StationGare do Oriente in Lisbon (PortugalThis is due to the reason that there is the shgpp
centre “Vasco da Gama” with 164 shops directly asitee from the station within a distance of 50 engt

As this is very close to the station, this accotdiota “very good” self-evaluation for this issue.

Operators stated that the shops and facilities Ildhiog located along the passenger streams wittont sh
walking distances. The opening hours of the shaowsfarther facilities should be adapted to the opgn
hours of the interchange terminal. An outstandirgnaple in this case is th@entral Railway Station of
Berlin (Germany) where shops, restaurants and facilities for dagg and consumption have extended
opening hours daily from 8.00 a.m. until 10.00 p.m.

As mentioned above, another sign which stands fugh quality of the service is the variety of tieops
(different branches) as mentioned within the intdepterviews: Especially the bigger railway stasooffer
a great variety of branches: (For example at the @entral Railway Station of Berli(Germany) there was
only one change of a shop leaser within the lastyears according to the interviews, which pointstbat
it is an economic favourable location for the detales.) Restaurants, snack bars and cafés aye ver
beneficial because of the function of the railwtgtien as meeting point. Supermarkets and furthepging
facilities like shops for electronics, books, clathy souvenirs etc. attract people from the surding area.
The gastronomy and shopping facilities shortenwthiting time for passengers. The interviews shotiad
post offices, car rentals and bank are availablm@dt of the interchanges investigated. Offeringhter
special facilities like conference rooms, mediaamtces are advantageous. A passenger survey aidime
railway stationLinz (Austria)showed that especially a pharmacy, clothes respictshoe and electric
shops (as this is actually not available) seenetmteresting for the users [STARK et al. 2007].

3.3 Planning, implementation and operation related proesses

Besides the technical and design characteristichigif quality services, features and charactesistit
railway stations also the “background processeghiwithe development, implementation and operation
procedure of services could be crucial for a highlity (chapter 2.3). Due to the changing circumeés
and framework described in chapter 2.3 it couldassumed that this leads to increasing requirements
concerning the planning and operation processegairoinformation about these processes furthelejpth
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interviews at good practice railway stations weoaducted: To find out more about possible hurdied a
challenges the operators of railway stations haveldal with, the services were analysed regarding t
barriers that arose during planning/decision-makingplementation and operation phase and the gieste
applied to overcome themselves. Further topics wieeecomposition of the project team and also the
involvement of external key persons and institigidhwas also analysed what kind of quality manasyst
system has proven itself to ensure a high qualitthe services. In total 26 interviews at five diffnt
railway stations were carried out. As this topespecially the topic of barriers - is very compiteshould be
considered that in the following only parts of tkesults are presented.

Although all of the problems (respectively stragsgto overcome those) arising during the developrogn
(services at) railway stations are only examplesd éepend on a special situation and circumstartbes,
analysis can facilitate to understand the cruaxahts that have to be considered by operators auldi help

to derive recommendations. For the analysis theidsarthat can decrease the quality of serviceswer
distinguished between the phases of planning, im@hgation and operation [KELLY et al. 2004]. As the
analysis of the in-depth interviews shows followiyges of barriers could appear when setting upices

at a railway station: Management barriers, findro#ariers, legal barriers, technical barriers attters. In
total 42 barriers could be identified (Fig. 5). Mo them (about 60%) appeared during the operatiase,
about 29% during the planning phase.

16
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Fig. 5: Number and type of different process basrthat appeared during the planning, implementadind operation of services at
railway stations

Most of the problems that occurred concerned teehniinancial issues or the legal framework. Egdbc
legal barriers depend heavily on the regional and national cdnéexl often can’'t be evaded. The high
appearance of technical and legal barriers carxplaiaed with the fact that railway stations arsttwical
grown nodes; they often were/had to be redesignddeconstructed during the last years, the “newilip
transport systems had to be integrated, adaptatorithe new legal framework were necessary. One
interesting example concerning changes of the liegaiework that led to difficulties was the tighiteg of

the safety regulations for tunnels at railway stai Another hurdle was registration approvals rfew
railway vehicles. Often the modifying of the lededmework required further investments (e.g. addi
safety devices) to fulfil the new conditions. Inngaarison to other types of barrietechnical barriers of
course are very individually and project relateat, ®ome general conclusions could be derived: utccbe
found out that the difficulties due to the coordioa of the different modes to optimize seamlessspager
travel at the interchange were decisive. As onengka the integration of two different railway (elecity)
systems at one site could be named: Operatorsohagi¢e upon the purchase of new vehicles appéiagabl
both systems to offer the best supply for the pagmes. Another example (planning phase) was diggens
concerning the design of taxi stands. At one railatation problems were named concerning the dglive

the shops. The problem could be overcome by theeteaassociation which found an adequate logistic
solution. For all of these cases an intensive comeation and the give-and-take-willingness between
different actors involved in the planning proces$phd to find a solution in the interest of the qeamers.
But not only the cooperation between the operai®rsrucial to evade technical problems, further the
dialogue between the operators and the local atifsorespectively communes is necessary.
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Financial difficulties were manly explained with the lack of efficiendyat could not be reached yet.
Financial problems mainly occurred in the plannamgl implementation phase were difficulties duehi® t
co-financing or exceeding costs due to additioegliests of the public authorities.

It should be pointed out that in some cases teahaied financial barriers can be alignednanagement
barriers. Those are often avoidable barriers. With the lnélthe in-depth interviews it could be found out
that mostly unclear roles and responsibilities Iéadifficulties within the management. This causes
complication of cooperation processes and evenl@assaof control, for example in terms of finanagdues

as named in two cases. This is a very importaxdirftnand shows that a good coordination and cotipera
between the various transport operators at railstagions is crucial for a high quality, e.g. innerof the
intermodal integration of modes and high qualitycohnections. Setting-up of work plans includinglear
definition of responsibilities and roles at the in@gng could help to overcome these problems. Atesdtin

the interviews, cooperation or communication diffiees could be mitigated using the “unofficial” mo
bureaucratic channels. It seemed to be disadvasiiagé cooperation depending departments were not
located together since spatial distances also skémeause unclear roles and problems in commuaitat
Interviewees reported that also improvements of ghality management systemhelped to overcome
management barriers. As the operators statedcplarly surveys involving passengers as well aslyar
employees and management staff are a very pomdaand approved to analyse and control processes t
ensure the customers’ and/or employees’ satisfactio identify major problems and to deal with
weaknesses and obstacles. About 90% of the suwityspassengers at the railway stations surveyed ar
conducted regularly. Interviewees reported in tlagomity that the quality management system apgkedo
consequences (adaptations in the process ettuyther could be found out that the more combinetiof
different tools are used the more barriers couldusrcome.

A main finding was that the involvement of extermgabups, decision makerstakeholders plays an
important role for the development of passengerices at railway stations. It could be found ouwttthe
more barriers could be overcome, the more groupe weolved, the earlier the involvement took place
with rising intensity of involvement. As expectedore groups outside the project team have to behiad

for that services that are directly related to tevelopment and operation of high quality intermoda
systems. Fewer stakeholders need to be involvethéodevelopment of ‘additional’ passenger servit@s
example convenient waiting conditions (equipmehbpping facilities etc.). Fig. 6 shows the type and
number of external stakeholder groups involvedhvay stations and the phase of their involvemistast

of the external stakeholders were special intapesips. According to the interviewees this couldlieate
enterprises, infrastructure management enterpriseganisations of handicapped persons, advisory
committees of users, the police, etc. Very impdrsgems to be the consideration of the interestk an
requirements of the city respectively provincespdhe support of elected officials could lead Buecess of
the project itself or help to communicate the te&gge the public. Especially in the planning phabés
seems to be very important; by contrast less eata¥rperts were involved in that phase (but theyewe
involved on high level). As media is a main infotroa tool a permanently involvement is needed,;
particularly for redesign or new development prtgetn most of the cases the media was involvetban
level.
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Fig. 6: Number of external stakeholders and ph&gsvolvement for services at railway stations

4 CONCLUSION

Railway stations in cities are confronted withnigsrequirements of travellers and not public transpsers:
With the background of sustainability they haveoptimize their transport supply and services imteof
seamless intermodal travelling. Further their gravplace function in the city stands for chanced an
challenges for the operators and the community pggadling of the whole railway station area can be
activated. This trend could be proved within diéfiet research projects.

The results of the survey conducted with operatbrailway stations all over Europe presented e phper
reflect the new challenges for the operators aadctianges of the planning process. It could be sarmed

that operators seem to be aware of the futureastgdls. They try to consider the travellers’ requeets

and optimize the transport supply integrating albdes. Nevertheless, barriers appear. The in-depth
interviews could examine typical management barikre to misjudgements of timeframe, financial feam
or legal regulations. If barriers appeared quiccti®ns and a good communication between respenisgyl
actors were useful strategies to overcome the @nadl As expected, the cooperation between transport
operators, the community and further key actorsnseebe a fundamental point at the complex systaefms
railway stations. Clear responsibilities and comitation streams are required. It should be poiotgdhat
these aspects have to be ensured permanently dypergtion. To minimize possibly negative effects o
such situations, for example in Germany it iSs comnto appoint an interchange manager for the
coordination of the different interests when plagnthe transport node and related services [PORTAL
2003]. Also the willingness of improvements/chan(fes example of quality management system) anah eve
sometimes to unconventional reactions has to bgepte The analysis show that more barriers could be
overcome the more stakeholders were involved (érkee and the more intensive) in the developmént o
services. Special quality agreements and contrhate proven themselves. As expected, no general
approaches could be recommended. Successful radtedipn projects are characterized by aiming for a
conflict resolution between and within the funcbmreas - transport function and place functiamder
consideration of the specific local circumstances.
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