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A benchmark definition of MaaS
• MaaS is a framework for delivering a portfolio of multi-

modal mobility services and non-transport-related multi-
service offerings that places the user at the centre of the 
offer.

• MaaS frameworks are ideally designed to achieve 
sustainable policy goals and objectives. 

• MaaS is an integrated transport service brokered by an 
integrator through a digital platform. 

• A digital platform provides information, booking, ticketing, 
payment (as PAYG and/or subscription plans), and feedback 
that improves the travel experience.

• MaaS is not simply a digital version of a travel planner, nor a 
flexible transport service (such as Mobility on Demand), nor 
a single shared transport offering (such as car sharing).

Source : SkedGo, 2020



The rural context

“Rural MaaS doesn't look exactly the same as MaaS
implemented in or planned for urban areas around the 
world. The objective of MaaS in rural areas is to increase 
efficiency and utilization rates of shared transportation 
options, as well as maintaining sufficient service levels 
and improving accessibility.

Using Mobility Equity Indicators, it is clear that certain 
services should be given higher priority in a rural setting 
than others. For example, on-demand rideshare 
programs are much more effective in rural communities 
than bikesharing programs, and thus should be given 
higher priority.” 

https://n-catt.org/wp-content/uploads/2020/07/MaaS-Factsheet.pdf

https://n-catt.org/wp-content/uploads/2020/07/MaaS-Factsheet.pdf


RTRH MaaS - project objectives

• This project aims to meet the following objectives: 

• To design a blueprint for future MaaS initiatives in a RTRH setting.

• To confirm, via in-depth interviews and structured online surveys, the integrated mobility 
services that should form part of the RTRH MaaS ecosystem. 

• To develop proposals for a prototype digital App for RTRH MaaS.

• To provide recommendations to inform prospective participants in a RTRH MaaS trial of the 
inputs necessary to make MaaS workable and successful in achieving societal and other 
goals.



Exemplar cases

• Key exemplars: Finland, Denmark, Sweden, 
Netherlands, Japan, USA 

https://feonixmobilityrising.org/

“When you’re deploying MaaS, you 
often have to create an ecosystem in 
rural communities.”

Valerie Lefler, Executive Director & 
Founder, Feonix – Mobility Rising

https://feonixmobilityrising.org/


Hinterland is a region, 
either rural or urban 
or both, that is closely 
linked economically
with a nearby town or 
city.

RTRH MaaS = MaaS
for Inner and Outer 
Regional Australia.

Definition of Hinterland by 
britannica.com/science

Remoteness



Qualitative research

• In-depth interviews
• To explore mobility requirements of rural dwellers in three locations

• How they access their surroundings

• The constraints they face

• The services and products available

• What role government could play to improve things

• How travel behaviour could be facilitated / influenced by closer integration between various mobility systems

• The role of technology in enhancing mobility and delivering societal benefits

• End-user discussions
• To explore current transport needs and experiences among regional and rural dwellers, in terms of:

• How they access their surroundings

• The constraints they face

• How barriers can be addressed to make it easier to get around

• To ascertain the nature and extent to which travel can be eased, and behaviour changed by: 
• Better integration of different forms of transport 

• The availability and use of supporting technology



TRANSPORT 
POLICY MAKERS

TRANSPORT 
USERS

TRANSPORT 
OPERATORS & 
CO-ORDINATING 
ORGANISATIONS

TRANSPORT 
CAPACITY 
BUILDING

TRANSPORT 
FINANCE 

RURAL 
TRANSPORT 

SYSTEM

State Government - Transport 
for NSW, NSW Health, NSW 
Education, Department of 
Primary Industries, NSW 
Treasury, DPC NSW. Federal 
Government, Tourism Australia

Passengers (Men, Women, 
children, frail and aged, 
mobility impaired, 
residents, tourists, 
seasonal workers, other 
user groups)

Operators (fixed route buses, trains, 
ODT, taxi, Uber, CT, carshare, 
bikeshare), BusNSW, TfNSW. Co-
ordinating organisations: hospitals, 
aged care centres, clubs etc.

NSW Treasury (taxes, duties 
etc), Banks and credit 
institutions, Donors   

Universities, peak bodies 
(BusNSW, CTO, Taxi 
Council, Roads Australia  
etc), Smart Innovation 
Centre

Major stakeholders in rural 
transport



Varying Perceptions of Need
Usage doesn’t reflect claimed need

Transport ProvidersNon-Transport Providers

Community Transport

We need more 
transport services

They don’t use the extra 
services we provide

Some can’t use the 
services provided

Transport Providers

Low awareness of available services, including ability to hire community transport vehicles, is a key barrier to needs being met. 
Claimed tendency for users to just want to know a service is there, rather than regularly needing it.

There are no 
accessible vehicles 

available

We have several 
accessible vehicles 

available

We have to bend rules 
to fill gaps



Transport service use (provider perspective)

Combination of public and private options used…

…ranging from expensive to subsidised to free

Tendency to use whatever is most convenient and affordable

Range available varies between regional towns and rural hinterlands around NSW



What are the barriers to getting around (users)?
A combination of functional and personal issues

Alternatives to 
car travel often 

fail to meet 
user-needs

Inadequate 
routes, e.g. buses 

+ train

Inadequate traffic 
management 

infrastructure, e.g. 
crossings

Traffic congestion , 
e.g. trucks in Coffs

Provider-focussed 
KPIs, e.g. buses

Unaffordability, e.g. 
taxis, metro 

accommodation, 
flights

Unreliable 
services, e.g. taxis 

+ buses

Insufficient 
services, e.g. taxis 

+ UbersInappropriate 
options, e.g. 
school buses

Incompatible 
systems, e.g.  
OPAL + taxi 
vouchers

Inadequate civil 
infrastructure design + 

maintenance, e.g. 
roads + footpaths

Insufficient 
resources, e.g. CT 

reliance on 
volunteers

Unsuccessful 
comms, e.g. of 

services available, 
bus routes + 
timetables

Lack of personal 
security, e.g. walking 

at night, crossing 
roads, buses + trains

Ailments / 
disabilities, 

physical, mental, 
sensory + 

intellectual
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Significant 
enough to 

impede sense 
of 

independence, 
control, 
security, 
and/or 

freedom 



Three layers of unmet needs
Barriers are overcome in a way that enables three layers of need to be met
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A user-centric approach to transport service provision can meet these needs – as long as the myriad stakeholders involved are all on board

User-focused 
KPIs 

Longer hours of 
operation

Awareness

Wider roads (in 
new estates)

Effective communication 
methods

More footpaths + in better 
condition

More extensive + direct routes 
that are not hub-focussed

More user-friendly 
timetabling

More frequent 
services

Smaller + easier to 
access buses

Less volunteer-dependent 
workforce

Choice of booking + 
payment methods

More inclusivity

Greater 
flexibility

Greater 
awareness

Easier 
accessibility

Less time 
wasted

Greater 
reliability

Easier to 
get out + about 

independently + safely in a 
way that makes one feel 
capable + in control of 

one’s mobility 

Roads better 
maintained

More affordable

By, for example, 
making it easier 

to get (all the 
way) to medical 
appointments in 
the city, with a 

companion, and 
stay overnight 

without breaking 
the bank

More suitable 
accommodation 

close to 
hospitals



Role of Government (provider perspective)

• Critical at all 3 tiers of government and between different departments

• Notably health, education, transport, communication and councils 

• Need for less siloed approach to funding
• To streamline funding, ease application process and increase eligibility

• To minimise duplication of services and increase efficiency

• To drive public private partnerships necessary for provision of better integrated transport services

• Introduce state-wide Opal system

• Ensure effective consultation with all stakeholders, including users (potential and current)

• Facilitate local design and implementation of integrated services

• Run an effective communication campaign about better integrated transport in RTRH, to:
• Increase awareness

• Improve attitudes towards use of transport services

• Encourage use of services, technology and cashless payment systems 

Improving integration of transport and use of services

Avoid adopting a ‘Build it and they will come’ approach.



Current Use of Technology for Transport Services
“Digital literacy” and use of technology when using transport services

Limited levels of digital literacy typically among those most in need. 
Much higher levels among younger. 

Devices unaffordable + limited use

Large numbers of elderly and low SES Limited access to internet

Reluctance to learn or use tech

Some trials with apps have had limited success. 
Functional issues + minimal uptake 

Preference for obtaining information and booking in person or on phone 
+ for paying with cash.

Tendency not to have or use
payment cards or apps



Subsidised Subscription

YES if:

• Subscription is the only way 
to access MaaS +

• Subscription fee = little / no 
cost on top of ticket price +

• Subscription fee is 
affordable

• Heavy subsidies required 
for those on entitlements 
or low income as every 
single $ counts

Must understand what they’re 
paying for
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App

YES if:

• Have a Smart phone +

• Sufficiently digitally literate to use it independently +

• See value in adding (yet another) app to their Smart phone 

• Or they have someone to help them install, understand and use it
BUT:
• Internet reception is unreliable (especially Coffs Harbour)

NO, if:
• Don’t (can’t/won’t) have a Smart phone
• No - low digital literacy
BUT:
• They do need / want to access MaaS

Vital to back up with non-digital access to MaaS so it can be used by travel 
disadvantaged / most vulnerable + because of unreliable internet 

connections

Are end users willing to pay for new travel system via subscription and use it via an App? 
As long as subscription is clearly explained and system (MaaS) useable via non-digital means

Good if one is available without the other and non-digital alternatives are available

“It would be nice to have 

1 app that you go onto; 1 

site that covers all 

transport. So, if you 

wanted a taxi, you press 

taxis; you want a bus, 

you press bus, if you 

want something else 

press that and then it’s 

got, ‘go into that’ and 

it’ll tell you all the times. 

That would be perfect!”



Rethinking the role of the car in MaaS*

• It is time for a rethink of the role of the car in a Mobility as a Service (MaaS) 
program?

• One way forward is the think of how best to utilise low occupancy electric cars 
within an eco-system that promotes sustainable outcomes (to some extent).

• In particular, we consider the appeal of including electric cars as part of the 
sharing service, which we call Electric Car Sharing as a Service (ECSaaS).

• While some may see the car-focussed model a worrying trend, we need to 
recognise that the car as an entity will not disappear (with electrification and 
autonomy making it even more attractive to many), and that the challenge is to 
find better ways of utilising the car and still move forward to achievable 
sustainable outcomes.

• ECSaaS may well be the way to do this.

• An ECaaS scheme may work even better in a Rural/Regional setting where 
having public transport as the centre of an eMaaS offering is less likely.

* Hensher, D.A., Nelson, J.D. and Mulley, C. (2022) Electric Car Sharing as a Service (ECSaaS) –
acknowledging the role of the car in the public mobility ecosystem and what it might mean for
MaaS as eMaaS?, Transport Policy, 116, 212-216.



Issues for discussion

• Issues around MaaS

• What is MaaS?

• How do we deal with the challenge of a fragmented evidence base?

• Rural and Regional MaaS looks quite different to urban MaaS.

• Why do we still not know what a viable MaaS business model looks like?

• Implementing Rural & Regional MaaS - Facilitators and key considerations

• Need for a better integrated transport system is recognised by all

• Availability of multiple vehicles that are not being used as much as they could be

• One-stop-shop for travel is very much welcome and identified as the key selling point

• A phased approach is considered necessary

• Can’t be fully reliant on an App

• Needs to be marketed using range of media and focus on user-benefits, reliability and ease of use

“The mobile app is only one of many channels for 
information and we need to think about the 
whole experience - not just the app. 

None of the tech companies out there are really 
getting this...” - Adam Stead, Transport for Wales
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