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Abstract

Attracting and retaining public transport passengers is a common policy goal amongst cities worldwide.
Understanding new users of services is crucial to achieving this goal. This thesis addresses this

challenge by examining unfamiliar public transport travel. The overarching aim of the research is:

To explore unfamiliar public transport trips to better understand their circumstances, experiences and significance fo mode

chotce.

This aim is being addressed through exploration of ‘first trips” or ‘unfamiliar public transport travel’;

that is, the first time using a public transport route never taken before.

There is very limited previous research directly concerning experiences of unfamiliar transit journeys
and their impact on subsequent travel behaviour; therefore the Review of Literature draws from a
wider, multi-disciplinary pool of research to explore the conceptual framework of unfamiliar public
transport travel. For example, studies in psychology have repeatedly shown that first impressions are
associated with higher rates of recall and influence on subsequent attitudes, a phenomenon referred to
as the ‘primacy effect’ (Stiff et al. 1989; Forgas 2011; Le-Klihn et al. 2014). This suggests that
unfamiliar public transport trips could be particularly important to attitudes and subsequent travel

behaviout.

Four research methods were employed to collect and analyse primary data related to the topic. 1)
Thirty audio-recorded semi-structured interviews provided rich qualitative data and insights about
unfamiliar public transport travel. 2) The Origin-Destination (OD) Survey involved working with the
research sponsor, Public Transport Victoria (PTV), to add questions to a very large annual origin-
destination survey of transit users to better understand circumstances of unfamiliar transit travel. 3)
The University Access Survey employed a web-based survey of Monash University staff and students
to learn about their first trips to campus by public transport and compare those experiences with their
subsequent transit travel to campus. 4) The PTV Journey Planner Poll & Follow up Survey utilised a
popular transit passenger information website to conduct a poll and then recruit respondents to
complete a ‘post-trip” follow up survey, enabling monitoring of any shifts in attitudes and reporting
about unfamiliar travel experiences soon after they occurred. The Discussion and Conclusions draws
together the key findings from the research and confers the practical applications and implications of

the research, as well as suggesting the direction for further research.
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1 Introduction

This thesis explores ‘unfamiliar public transport travel’, a topic with the potential to facilitate
growth of public transport markets. In the context of this research, ‘unfamiliar travel” generally
refers to the first time one uses a particular public transport service. The data collected is
primarily concerned with transit in Melbourne, Australia; however there is some reference to

other cities’ public transport and the findings are likely to be transferable to other cities.

This Introduction begins by providing the context and background to the thesis topic. This is
then followed by outlining the aim of the research along with the research questions that frame

the thesis. The structure of the thesis is then outlined.

1.1 Background

Growing public transport markets is a common goal of city planners and decision-makers
worldwide who seek to revitalise their cities, accommodate population growth, and reduce
automobile dependence associated with a host of negative economic, environmental, and social
effects. Economic ramifications of automobile dependence include congestion, operating cost
recovery in transit travel times, and missed benefits of agglomeration (Kenworthy and Laube
1999; Chatman and Noland 2014). For instance the Australian Bureau of Infrastructure,
Transport and Regional Economics (2007; 2014) describes how road congestion in capital cities
is expected to rise from $14.2 billion in 2012 to $20.4billion by 2020. Environmental
externalities include greenhouse gas emissions and other pollutants, oil dependency, and high
energy consumption (Liddle 2013). Social implications include effects on personal health such as
obesity, reduced social interactions, and transport disadvantage (Loader and Stanley 2009;
Hasunuma et al. 2014). Many of these externalities are interdependent; for example, the
transport disadvantage experienced by lower socioeconomic groups also has economic

ramifications.

It is generally accepted that in order for cities to reduce such negative impacts, they need to
reduce dependence on automobiles which can be partly achieved by shifting trips onto public
transport (Newman and Kenworthy 1999). Public transport has the capacity to move large

quantities of people distances which are further than can be achieved efficiently by walking and



cycling alone and is thus seen to be a crucial component to the efficient functioning of cities.
However in many Australian and international cities travel mode share is dominated by private
vehicle (Mees et al. 2008). Thus much research is devoted to increasing the share of travel
undertaken by public transport. In order to grow the public transport market, individuals must
be encouraged to undertake new and unfamiliar transit travel, including attracting entirely new
users, and for occasional users, increasing the frequency of use and widening the spectrum of
journey purposes for which transit is used. Retaining existing users is also essential though not
the focus of this thesis, but measures intended to benefit new public transport users would likely

benefit existing users.

Despite the need to attract and retain new market segments little is known about unfamiliar
public transport use. In particular, it would be beneficial to better understand opportunities to
attract new users, characteristics and needs of unfamiliar transit travel and the impact of first trip
experiences on attitudes and subsequent patronage. This thesis attempts to inform this gap in

knowledge by exploring ‘unfamiliar public transport travel’.

By the end of thesis PhD thesis it will become apparent that the research not only fulfils a major
gap in exiting research, but also offers useful insights to improve the planning of transport
systems particularly for new and infrequent users. Ideally this will assist in growing public
transport markets which will contribute to addressing the numerous social, environmental and

economic challenges discussed previously.

1.2 Research aim and research questions

Thus, the over-arching aim of the research is:

To explore unfamiliar public transport trips to better understand their circumstances, experiences and significance

to mode choice.

As previously noted, in the context of this PhD research, ‘unfamiliar travel’ generally refers to
the ‘first time using a public transport service’. While the above definition was maintained where
possible, the thesis contains some exploration of what unfamiliarity and familiarity mean in real
terms to people. It is also worth noting that ‘unfamiliar’ public transport travel is primarily
examined in the context of ‘first trips’, and thus both terminologies are used often throughout

the thesis and somewhat interchangeably. The research may also have some relevance to
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‘infrequent’ public transport trips, but for the sake of simplicity, the research scope concerns first

trips only.

From the over-arching aim of the research, three primary research questions were developed

including:

* Research Question 1: “Under what circumstances do first trips occur?”

* Research Question 2: “What experiences are associated with first trips?”

* Research Question 3: “To what extent do first trips impact attitudes and behaviour

related to mode choice?”

Research Question 1 is broad and examines a variety of circumstances potentially surrounding
unfamiliar public transport travel such as life events, trip and demographic characteristics, and
even the prevalence of first trips. One focus of the research is ascertaining under which
circumstances unfamiliar transit travel occurs. This focus is not limited to those entirely new to
using public transport but also of those committed to transit but trying an unfamiliar service.
These are both strategic market segments on which to focus. As part of this research question,
the prevalence of unfamiliar travel is investigated along with prompts for unfamiliar travel (such
as life events) and more general circumstances of unfamiliar transit travel (such as trip purpose,

time of day and so on).

Research Question 2 secks to understand first trip experiences ranging from service attributes
(such as ticketing), to personal experiences like navigation and emotions. Understanding users’
capabilities and perceptions in terms unfamiliar travel experiences has been touted as ensuring
the success of transport policy measures (Gehlert et al. 2013). While existing research
documents various aspects of travel experience, only limited research specifically examines
unfamiliar public transport travel experiences, though some studies discuss aspects of unfamiliar
travel experiences. For example, in one of the most relevant studies, Dziekan and Dicke-Ogenia
(2010) due to discuss how public transport travel in unknown environments can be challenging
and stressful due to lacking information, updating one’s cognitive map and perceptions of
lacking control. Other authors describe vulnerability of unfamiliar travel and wayfinding on
transit (Stradling 2002; Zhang 2002; Woyciechowicz and Shliselberg 2005; Hutchinson 2009).
Meanwhile new behaviours are generally acknowledged to require increased cognitive effort for
information searching and decision-making (Aarts et al. 1997; Van Exel and Rietveld 2001;
Klockner and Matthies 2004; Chorus et al. 2007; Klockner and Friedrichsmeier 2011).



Research Question 3 aims to ascertain whether first trips impact attitudes about: public transport
as well as whether unfamiliar travel experiences impact subsequent travel behaviour choices.
Behaviour change campaigns and marketing tend to assume that use of public transport will
result in more favourable attitudes about the mode (Thoegersen 2009), however little research has
actually investigated this. This research tries to fill this gap by examining new public transport
travel behaviour as a facilitator of long-term behaviour change. Because almost no research
currently exists about first impressions of public transport, the background research reviewed as
part of this thesis research has drawn from diverse fields including transport planning, social and
environmental psychology, urban planning, marketing, and civil engineering. As will become
increasingly evident in the next chapter, existing research from these fields suggest that
understanding unfamiliar travel may be an important step toward attracting and retaining new

service usets.

One particularly unique aspect of this research topic is that it addresses three general phases of

new behaviours:

1. Circumstances prompting the behaviour
2. The travel experience

3. The impact on attitudes and behaviour.

Thus under the model of dynamic wellbeing posed by Dolan and White (2006) which is captured
in Figure 1-1, the research captures the ‘anticipation’ and ‘planning’ stages in the examination of
circumstances by Research Question 1. Meanwhile the ‘behaviour’, ‘outcome’, ‘experience’ and
‘evaluation’ stages are addressed by Research Questions 2 and 3 (Dolan and White 2006; Abou-
Zeid et al. 2012). It is also apparent that the outcome of the ‘evaluation’ phase results with a

repeat of the cycle as new or repeated behaviours are undertaken.
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Figure 1-1: Stages in dynamic well-being (reproduced from Dolan and White 2006)

In addition to these broad research questions a number of subsidiary research questions were
also developed to guide the research investigation. These are identified in Chapter 3,

Methodology.

1.3 Thesis structure

In order to address these research questions diverse research methodologies have been

employed. As depicted in Figure 1-2, a Review of Literature has been conducted and four



practical research methods have been applied utilising both quantitative analysis and qualitative
inquiry. This combination has provided a diverse and relatively comprehensive set of research
findings as will be presented throughout this thesis. Figure 1-2 also highlights the publications

that have been written from the research collected in this thesis.

This Introduction chapter has provided a review of the background context and documented the
aim and research questions associated with the research. In Chapter 2, Review of Literature, a
full review of literature is provided drawing from a diverse range of disciplines including
transportation planning, social and environmental psychology, and engineering. The Review of
literature concludes with a summary of the gaps in existing research. Chapter 3, Methodology,
outlines the research methods developed to addresses these emergent research questions. This is
followed by Chapters 4-7, which describe the four individual research methods. Each of these
chapters provides a more detailed description of the research method, presentation of the results
and a discussion of the associated implications. Chapter 4, Interviews, describes the most
qualitative research method which involved conducting a number of one-on-one semi-structured
interviews. Chapter 5 describes the Origin-destination survey analysis which provided a number
of useful insights about unfamiliar travel characteristics such as spatial distribution, prevalence,
and trip and demographic characteristics. The University access survey is described in Chapter 6,
which used a web-based survey about participants’ first time using public transport to travel to a
university compared with their subsequent trip experiences. In Chapter 7, the Journey planner
poll and follow-up Survey research method is described. This method utilised a popular public
transport information website in Melbourne survey to survey public transport users before and
after their trip. Finally Chapter 8, the Discussion, provides a number of useful insights from all
of the research conducted, discusses the implications from the findings, suggests a number of

implications arising from the research and provides some direction for future research.
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2 Review of Literature

The previous chapter, the Introduction (Chapter 1), explained the rationale for studying
unfamiliar public transport travel. It also identified the overarching aim and research questions
of the research and outlined the structure of the thesis. This chapter, the Review of Literature,
further explores the context of the research topic by reviewing existing research relevant to

unfamiliar public transport travel.

Attracting and retaining public transport ridership is a common policy goal amongst cities
wortldwide. There are varying reasons why people choose different travel modes or for different
origins and destinations. Factors such as available infrastructure, relative travel time, cost and
attitudes have been argued as key drivers of mode choice and route choice. Many of these
aspects are relatively well understood. However many authors argue that further research into
travel decision making is needed for more effective transportation planning (Bovy and Stern

1990).

Travel habits have long been recognized as playing a fundamental role in travel mode choice (e.g.
Verplanken and Aarts 1999; Thegersen 2009), particularly for commuting (Kuhnimhof et al.
20006; Klockner and Friedrichsmeier 2011). Habits can be defined as automated sequences of
behaviour that happen in response to certain cues (Verplanken and Orbell 2003). They result
from repetition of behaviour which is usually partnered with favourable outcomes (Thegersen
2009). For this reason, habits are often touted as a key barrier to increasing public transport
patronage and a strong predictor of behaviour (Klockner and Matthies 2004). Habits reduce
cognitive effort by decreasing the decision making process; however this also means that
additional information about transport alternatives is not sought (Aarts et al. 1997; Verplanken et
al. 1997; Klockner and Matthies 2004; Klockner and Friedrichsmeier 2011) and thus travellers
may not be well-informed about transport options, and this may prevent travellers changing

mode choices (Fujii et al. 2001; Thogersen 2009).

For a new travel choice to be made, an old travel habit must be broken. Although there is a
wealth of existing literature related to travel habits, there is little research focusing specifically on
the experience of non-habitual and unfamiliar travel. A number of authors acknowledge that
different market segments may have different needs and that it is important to better understand

users, non-users, and barriers (e.g. see Beirdo and Sarsfield Cabral 2007) and in order to grow



transit markets travellers must try new services. Very little research specifically looks at these

new and in many cases unfamiliar, trips. The research contained in this thesis tries to fulfil this

gap-

In this chapter, it will become apparent that while there is limited research directly about
unfamiliar public transport travel, other research indirectly suggests new trip experiences are a
critical period when individuals decide whether to continue transit services or not. First trips
provide transit operators with a window of opportunity to potentially turn a new user into a
habitual user. Despite this potentially critical role surprisingly little research has focused

specifically on unfamiliar transit travel.

As discussed in the previous chapter, in the context of this research, unfamiliar public transport
travel refers to use of a service one has not used before. This definition is largely adopted
throughout this chapter, though there are also wider discussions of the concept of familiarity.
Also throughout the chapter, the term ‘affect’, a commonly used term in psychology, is used to

refer to ‘emotional experiences’.

The chapter has begun with an introduction re-emphasising the importance of the research
topic. In the next section, 2.1, Research Question 1 is addressed, beginning with a more
extensive review of barriers to new public transport travel with an emphasis on travel habits.
This is followed by consideration of the prevalence of unfamiliar public transport travel
(section2.1.2).  Next a fairly extensive sub-section 2.1.3 reviews the existing research
documenting prompts of unfamiliar transit travel. Finally, section 2.1 is concluded with research

about the circumstances of unfamiliar trips.

In the next major section of the Literature Review, section 2.2, existing literature regarding the
experience of unfamiliar transit travel is documented. The section begins with a review of
affective experiences (2.2.1). Wayfinding is discussed in sections 2.2.2 and 2.2.3, followed by an
overview of perceptions of time (2.2.4). The section on experiences concludes with a review of
literature related to expectations and preconceptions (2.2.5) and a discussion of the interpersonal

variability of experiences (2.2.6).

Following the review of unfamiliar travel experiences, Research Question 3 is addressed in
section 2.3, which draws from a vast array of psychology and transport research to attempt to
understand the impact of first trips on subsequent attitudes and behaviours. The section begins

by presenting a framework to understand how first trips can impact behaviour, primarily
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focusing on the Theory of Planned Behaviour (TPB), which explains the relationship between
attitudes and behaviour, and a review of how first trips fits into this context (2.3.1). This is
followed with an examination of how first trips may shape attitudes (2.3.2), and a closer
examination of potentially relevant biases 2.3.2.1) and a discussion of first impressions of
environments 2.3.2.2).  Finally, travel behaviour is examined from a more longitudinal
perspective in section 2.3.3. The chapter concludes with a summary of the key findings from the

literature review (2.4), with key gaps in knowledge identified.

2.1 Circumstances surrounding unfamiliar journeys

This section examines the existing literature around circumstances of first public transport trips.
It begins by identifying barriers to unfamiliar transit travel, including habits. This is followed by

a review of first trip prevalence and prompts for unfamiliar transit travel.

2.1.1 Habits and other barriers to unfamiliar trave |

The introduction of this chapter outlined how habits are an obstacle to travel behaviour change.
This section provides more details about this subject. There are three particularly noteworthy
characteristics of habit formation and persistence. Firstly habits grow in strength the longer they
exist (Van Exel and Rietveld 2001; Davidov 2007). They also become stronger the more often
that an action is performed (Klockner and Matthies 2004; Davidov 2007). And finally they serve
to preserve cognitive resources by decreasing the complexity of decision making which decreases
the power of intention. By not having to carefully deliberate each day how to travel, people are
able to more fully consider other choices like what to cook for dinner. In contrast, Aarts et al
(1997) describes how weak habits are associated with more complex cognitive demand. All of
this suggests that the longer one has been performing a behaviour the less cognition is required.
This implies that a first trip, in contrast, would require significant cognition. This has important
implications to the topic, suggesting that habits may be a barrier to unfamiliar travel occurring

and that trip experiences would be associated with more cognitive effort.

Individuals generally seek to minimise cognitive costs such as the information-seeking required
to consider new ways to travel. There are also additional barriers that may inhibit public
transport uptake. Tertoolen es a/ (1998) argue that reducing car use is associated with

psychological resistance due to perceived individual disadvantages such as loss of independence.
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Autonomy and predictable travel times have also been found to be attributes that other mode
users wish to protect (Thomas et al. 2014). Thus Thomas et al (2014, p.79) suggests the
implementation of public transport infrastructure that reduces perceptions of uncertainty such as

real-time information and potentially even dedicated bus lanes.

Authors also argue that changing travel modes to public transport has a high cognitive cost. For
example, Stradling (2002, p.23) argues that, “current car commuters see a public transport
alternative involving interchange as requiring unwelcome additional expenditure of physical and
emotional resource”. On this basis, a possible key to initiating first trips is to initiate
circumstances which make the execution of the habitual behaviour impossible or unappealing to
automatically complete (Thogersen 2009). In such circumstances the traveller will execute a
more rigorous decision-making process which may induce a shift to a different and potentially
more rational behaviour (Van Exel and Rietveld 2001). Such circumstances will be explored in

section 2.1.3.

Research suggests that marketing alone does not necessarily induce travel behaviour change. For
example a study was conducted which involved the dissemination of marketing materials to
random participants partnered with a follow-up survey aimed to assess any subsequent shifts in
attitudes or behaviours, and included both treatment and control groups (Beale and Bonsall
2007). Marketing material aimed at overcoming perceived barriers to local bus use and
‘cotrecting’ common misperceptions about the services was found to support increased bus use

among habitual bus users but significantly decreased bus use among infrequent users.

Habits are well recognised to influence behaviours and thus have been incorporated into discrete
choices models such as the Triandis theory of interpersonal behaviour (e.g. refer Galdames et al.
2011) and the Theory of Planned Behaviour (refer Verplanken et al. 1994; Bamberg et al. 2003).

The latter is discussed further in section 2.3.1.

2.1.2 Prevalence of unfamiliar travel

One aspect of Research Question 1 is investigating the prevalence of unfamiliar public transport
travel. Previous research indirectly suggests that first trips on public transport may be somewhat
infrequent. As previously discussed, there is some inherent psychological resistance to breaking
habits and a number of characteristics about public transport that inhibit its attractiveness to new
users, which may be inhibiting unfamiliar use of transit services. Verplanken and Orbell (2003)

argue that new behaviours are uncommon with repetition being much more common. Likewise
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Van Exel and Reitveld (2001) suggest that deliberation about how to travel somewhere is only
likely to occur infrequently, usually as a result of a great change in travel-related circumstances.
However there does not appear to be any existing studies that specifically measure the

prevalence of unfamiliar travel.

2.1.3 Circumstances that prompt unfamiliar travel

It is important to understand when first trips may occur in order to target the provision of
measures to support unfamiliar trips and ensure passenger retention. The remainder of this

section explores circumstances that might prompt first trips to occut.

2.1.3.1 Life events / transitions

A major prompt for people to reconsider their travel patterns is a life event (also known as ‘life
shocks’, ‘life transitions’, or ‘turning points’). Life events tend to involve a change in home
origin, travel destination, or other circumstances that cause a change in routine (Sharples 2009).
Some major life events that may be associated with altered travel patterns include moving
houses, moving cities, starting university, starting a new job, obtaining a driver’s license,
switching schools, changed personal mobility, workplace relocation and having children
(Davidov 2007; Sharples 2009; Van Exel and Rietveld 2009; Engel et al. 2014). A significant
reduction in income could potentially also be considered a life event as someone struggles to
reorganise their finances in a way to live within their means, potentially causing a reassessment of

travel behaviour.

Because life events typically involve great changes they do not happen very frequently but rather
are uncommon events (Sharples 2009). Beige and Axhausen (2014) undertook longitudinal
analysis for a 20 year period in Switzerland and found that personal and familial events such as
moving out of parents’ houses, births and marriages only occur for 0-2% of people a year and
are more frequent in younger stages of lives; in contrast changes in employment, residence and
education occur much more frequently with approximately 15% of respondents changing at least
one of these within each year. The authors also note that life events often occur simultaneously,
such as for example, when one has a child and moves to a different location (Engel et al. 2014).
Goodwin (2004) found that most people will have at least one life event within a five year

period.

Because of the role of life events in promoting travel behaviour shifts, Thegersen (2009, p.343)

suggests targeting public transport trials and promotions to “consumer segments whose lives are
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undergoing changes that make them more open to reconsider their travel options”. Some life
events may be generally associated with increased or decreased likelihood of trying public
transport based on characteristics of typical public transport users. For example, Venezia (2009,
p.-89) postulates that studying and working often prompt use of public transport: “these
motivations are three times more important than reasons related to shopping and one and a half
times more important than reasons related to leisure activities. Moreover employees and
students are four times keener on using buses than housewives”. Scheiner (2014) also found that
childbirth results in the mothers walking considerably more often but decreasing travel by most
other modes (car passenger, public transport, and bicycle). However what constitutes a life event
may differ between people (Shatrples 2009). So, for example, whereas one person may think that
starting university is a big life event which causes them to reassess how they travel, another
person may not consider it as such, particularly if they continue to live at home and their

university is located near to their high school.

Moving residences is one life event that research suggests is particularly likely to upset
commuting habits. Indeed Dziekan and Dicke-Ogenia (2010) has examined unfamiliar transit
travel related to being a newcomer to a city. Newcomers have also been found to value public
transport information provision and reliability more than traditionally favoured service aspects
such as quality and safety (Kinsella and Caufield 2011) Mackett and Sutcliffe (2003) argue that
new public transport services are likely to be more successful if they are introduced to growth
areas. It seems likely that this could be at least partly attributed to the fact that growth areas
would likely be associated with higher levels of people moving home, hence supporting the
notion that life events like these may be associated with reassessing travel habits. In fact Bristow
et al (2008, p.416) advise that if new developments are not supported by public transport
services from the outset, car dependence will be maintained due to the life event induced re-

evaluation of commuter habits happening without the availability of viable alternatives:

Individuals are more likely to change their travel behaviour when changing home or job
locations. New developments give easy access to people who are by definition changing their
journey origins and/or destinations. Commercial operators are unlikely to enter such markets
until a critical mass of population is attained at which stage it is likely to be too late as car

dependent patterns will have emerged.

Thence the authors argue for implementation of programmes to support the facilitation of new

or marginal bus services.
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In a study of university staff, Verplanken et al (2008) found that those who were characterised as
environmentally concerned and who had moved recently used the car less frequently for work
than those who had not moved recently. In another study, people moving to a new town who
received information about local transit service used public transport more often than those who
were not given this information (Davidov 2007). This result contrasts the previously discussed
study by Beale and Bonsall (2007) which found that marketing materials alone were not enough
to induce travel behaviour change. Therefore it seems that habits are more likely to be broken if
information is provided when habits are forced to change (through life events). Interestingly,
however, Davidov (2007) found that the amount of independent information search about
services by the individuals prior to the move was not correlated with higher rates of patronage.
Despite the documented influence of moving houses to reassess travel habits, some research
suggests that travel considerations play a negligible role in the location decision making process

(Benjamin and Paaswell 1981).

2.1.3.2 Tourism

Tourists often undertake unfamiliar public transport travel in cities (Le-Kldhn et al. 2014). Thus,
tourists make up a share of ‘new users’ of services and may offer the potential to provide insights
about first trip experience, though possibly differing to that of locals undertaking unfamiliar
travel in their own city. These authors add that “the target customers for PT in an urban area are
younger tourists on their first visit to the city. These tourists often travel on holiday and stay in
the city for more than one day” (Le-Klahn et al. 2014, p.159). In addition, an indirect effect of
first trips for tourism may occur: it seems plausible that travel to another place could prompt
reassessment of their travel at home. For instance, if a car user tried public transport travel
whilst overseas this experience may cause them to reconsider using their local city’s public

transport system for some activities.

2.1.3.3 New systems

New public transport systems are by definition associated with a high number of unfamiliar
travellers. Authorities are typically eager to better understand just how many new users services
will generate and within what timeframe they can expect patronage to grow (Chatterjee and Ma
2009). This is usually an important measure of success for a new system, particularly if new
users are former car drivers, as one of the most common justifications for new systems is
reducing traffic congestion (Mackett and Sutcliffe 2003). Chatterjee and Ma (2009) argue that

responses are not always instantaneous, but rather evolve over time.
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Evidence suggests that most new service uptake happens within the first year of the service
being introduced, with the first week of service introduction attracting the largest number of new
users (Chatterjee and Ma 2009). For example, Figure 2-1 depicts the number of new users for
cach week, along with the number cumulative new users, after a modern fast bus service was

introduced to Gatwick airport in England.
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Figure 2-1: New users of Gatwick (UK) bus service by week  (Chatterjee and Ma 2009)

For the above service, it was found that younger residents and residents without driving licenses
comprised a larger proportion of the new users than other groups (Chatterjee and Ma 2009).
This age profile was also found by Nordlund and Westin (2013) in a study of a new rail line in

Sweden.

2.1.3.4 Change in generalised cost of travel

Changes on the generalised cost of travel can sometimes prompt re-evaluation of travel
behaviour and prompt new public transport trips to occur. Changes in generalised costs can

occut in relation to a number of scenarios some of which are outlined below.

Promotion of public transport services, often in the form of vouchers for free public transport
use, offers another circumstance when a number of first trips might take place. Travel vouchers
can provide the motivation not to commute by car but can be expensive to administer, so are

not very common (Root 2001; Gould and Zhou 2010). Such trials are often justified by the
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prospect of drivers’ adjusting their attitudes towards public transport and continuing to use it,
with some authors (e.g. Thogersen 2009) even arguing that the trial may lead to the development
of a public transport habit that prompts the individual to change structural conditions like car
ownership in the long run, further supporting continued use of public transport. However,
provision of travel vouchers in the USA, at least, has shown to mostly effect existing users of
public transport who simply increase their ridership while the vouchers are on offer (Root 2001).

Impacts of such trials on attitudes behaviour is examined further in section 2.3.

Bamberg and Schmidt (1999) researched the impact of provision of a ‘semester ticket’ in
Germany which enabled free public transport for any student ID card holder and found that bus
use increased significantly form 15.3% to 30.8%. Thus a number of first trips would have been
associated with this intervention. The authors explain that, “in the case of the Giessen semester
ticket, the drastic price reduction seems to have had the primary effect of raising motivation

especially of car-using students to re-evaluate their travel mode choice consciously” (Bamberg

and Schmidt 1999, p.506).

Lane (2010) has argued that the rapid rise in gasoline prices in the spring and summer of 2008
encouraged a reappraisal of commuting habits that led to some people adjusting their travel
behaviour, as evidenced in increased transit ridership during this period in the USA. Likewise in
a public transport trial experiment undertaken by Gould and Zhou (2010, p.95), “the price of gas
was the primary reason commuters sought out the experiment.” This suggests that, particularly
in combination with other circumstances which may question habitual processes, fuel prices can

serve to prompt a change in travel habits.

Road closures which may either remove or diminish private vehicle accessibility may also be
associated with prompting people to try using public transport for the first time. Fujii ez 2/ (2001)
examined how a temporary freeway closure affected drivers. Statistical analysis indicated that
frequency of public transport use was significantly greater during the road closure period than
beforehand. Similarly Chatterjee and Ma (2009) argue that delays on roads due to large events,

road works or other factors may encourage some to consider public transport.

There are other circumstances that might induce mode shift to public transport. For example,
implementing road pricing on a temporary basis may prompt some people to try public transport
(Fujii et al. 2001). Special events like concerts or sports games may attract some individuals to
use public transport due to a desire to consume alcohol or concerns about event traffic

(Chatterjee and Ma 2009). Ongoing adverse impacts of car use such as difficulty finding parking,
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congestion or costs could combine to the point where someone reconsiders their travel. Hebel
(2009) describes a study of Polish travellers which revealed that difficulty in finding a place to
park at a destination was the biggest reason why car users opted to use public transport.
However, even with a number of these circumstances a new trip will not definitively occur,
particularly if transit options are limited, non-existent, or are not competitive with car travel
times. For example in the study of a public transport trial by Gould and Zhou (2010), 34% of
participants investigating the public transport trial chose not to actually take public transport.
This sub-group lived farther from their work than the other groups who tried public transport,

so probably had reduced convenience in public transport services.

2.1.3.5 Temporary Loss of Access to Driving/Car

Another prompt for unfamiliar public transport journeys to occur include loss of access to a car
or legal permit to drive a private vehicle. Kunimhof (2006, p.45) describes how, “some
multimodal travellers might choose public transport exclusively in situations when no car is
available to them, for example, because the only car in the household is in use by other
household members,” which shows the importance of car availability to mode choice. Access to
a car could be removed either temporarily or permanently due to mechanical failure, theft or
another person using the car. Drivers’ licenses can be revoked for a number of reasons
including too many driving infringements or a single severe infringement (e.g. driving under the

influences of drugs and alcohol) or failure to renew a license.

2.2 Experience of unfamiliar travel compared to familiar travel

The previous section examined circumstances prompting unfamiliar public transport travel. This
section addresses Research Question 3 by reviewing research related to the experience of
undertaking unfamiliar public transport travel. There is no extensive, well-collated previous
research about experiences of unfamiliar public transport travel so this section reviews research
pertinent to unfamiliar transit travel and identifies some of the key emergent features of

unfamiliar travel experiences based on the literature.

A fundamental challenge for public transport operators to meet is that their perceptions of the
usability of a system are not always aligned with the perspectives of existing and potential
passengers (Rochefort 1981; Hutchinson 2009). In particular, the experience of someone who is

unfamiliar with a system, having never used it previously, is likely fairly different to that of a
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service operator, who knows the system inside and out (Lai and Chen 2011). This disparity is a
fundamental challenge for public transport operators to overcome to ensure positive customer
experiences. This section reviews research related to unfamiliar travel experiences more

specifically.

Some research about variability of trip experiences between different passenger and trip types
may offer insights about unfamiliar public transport travel experiences. Within the general
research about public transport travel experience, some studies touch upon the role of familiarity
in affecting experience. For example Lyons et al. (2007) looked at activities undertaken during
travel and found that more people gazed out of windows for leisure trips than for business trips
and that perceived value of travel time varied by passenger types. Bissell (2010 p.271) looked at
transit experience in terms of the interpersonal experience between passengers and noted the
“sense of familiarity that might develop between passengers who commute by the same bus,
tube or train on a daily basis”. Earlier work by Bissell (2009) noted that repetition of public
transport journeys might aide development of skills and techniques for moving with large objects
through railway stations and that “inexperienced travelers who have not had the chance to
develop such strategies...might experience relatively greater degrees of encumbrance” (Bissell

2009, p.191).

One particularly relevant study (Echeverri 2005) included eight public transport users with
disabilities of various kinds and 12 passengers without disabilities; six of these were infrequent
travelers and six were frequent travelers. Customers were given microphones to document
emotions, thoughts and behaviour while they travelled from home to a selected destination. The
study captured 33 trips including “well-known” journeys and “unknown” journeys. The
recordings captured particular problems encountered in transferring between modes and for the
final trip ends (from the transit service to the final destination). Echeverti (2005, p.205)
specifically identifies inadequacy in information provision as contributing to these issues,
especially for disabled and unfamiliar travelers, “able-bodied travellers, especially in the
“infrequent traveller” group, showed similar perceptions [of difficulty]. People who are not used
to the environment find it difficult to navigate the transit environment”. In addition to the
study’s findings regarding obstacles for those with disabilities, it is interesting that this quote

identifies ‘able-bodied’ travellers who travel infrequently to have similarly negative perceptions.

Some of the major themes of unfamiliar transit travel experiences will now be explored in the

next section.
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2.2.1 Affective experiences of unfamiliar transitt  ravel

Affective (emotional) experiences such as pleasure, freedom, powetlessness, security and
anticipated regret, it has been argued, have impacts on intention and travel choice behaviour that
are greater than those associated with utility assessments (Mann and Abraham 2006). In fact,
Reman et al. argue that (2013, p.119) “attributes most effective in attracting car users are largely
affective and connected to individual perceptions, motivations and contexts.” It is, however,
acknowledged in the present research and by other authors (e.g. Mann and Abraham 20006) that
utility is important and that it is more important to some individuals or circumstances than

othets.

Louise Jensen (2012) examines public transport travel from a phenomenological perspective and
describes how travelling can affect emotions and emotions can affect travel. She identifies public
transport as “an important everyday space — an ever-changing space where the practices of
commuting with all their variations fill and add to lives on board and outside of the train”
(Louise Jensen 2012, p.206). She also highlights how commuting can become a routine which is
contrasted by atypical events, “while the everyday routinized commuting and the disruptions in it
are characterised by different degrees of habitual social interaction and practices, the
extraordinary events represent situations in which it is difficult to fall back on prior patterns of
behaviour” (2012, p.205). Thus her phenomenological description captures the seeming contrast

between familiar and unfamiliar transit travel.

Numerous studies suggest that public transport is generally associated with more negative affect
than private car use, primarily due to a number of psychological stressors that often accompany
public transport use (Ellaway et al. 2003; Mann and Abraham 2006; Gatersleben and Uzzell
2007). Some of the major stressors include crowding, unpredictability, longer travel times, trip

planning and a lack of perceived control (Hutchinson 2009).

It seems likely that unfamiliarity with transit services may exacerbate some of these negative
stressors. Because first trips are not habitual, it seems likely that they would require more
cognitive effort. Travelling in an unknown environment by public transport is discussed by
Dzickan and Dicke-Ogenia (2010) as being challenging and stressful due to a perceived lack of
control, a lack of information and a process of updating one’s ‘cognitive map’. Indeed, Davidov
(2007, p.319) describes how “the price of using the bus, for example, is not only the price of
purchasing the ticket but also includes the cost of looking for information” including the

timetable, the location of bus stops and which route to take.

20



Review of Literature

Moreover, Stradling (2002, p.26-27 ) describes the potential for embarrassment, frustration and
regret on a first trip, “waiting in the wrong place at an interchange makes you vulnerable to
ridicule as well as to the possibility of missing the right bus or catching the wrong one”. The
worry associated with the unfamiliar is also articulated by Zhang (2002) who suggests that people
would be less anxious and impatient on unfamiliar trips if they knew how long it would take to
reach a destination. Journey time estimates on public transport information websites have
probably aided in abating some of this worry but until people have undertaken the trip, and
probably a few times, they might not ‘trust’ the time estimates offered by computer. Increasing
perceived control has been posed as one way to mediate stress related to public transport use

(Evans and Carrere 1991).

Interestingly, much of the research about transport worry, in general, has been concerned with
uncommon fatal or safety risks rather than lesser but more likely risks, such as, for example,
being late to work (Backer-Grondahl et al. 2009). This is worth noting because research
indicates that worry in relation to public transport is associated more with unpleasant incidents
than accidents, whereas private vehicle travel is associated with the opposite characteristics of
worry (Backer-Grendahl et al. 2009). This would suggest that worry associated with public
transport may be under-researched due to the perception that such worries tend to be ‘trivial’ in

nature.

2.2.2 Overview of wayfinding

One area of environmental cognition related to novel environments which has been extensively
explored is wayfinding. Wayfinding can be defined as “the process of collecting information
from our built environment, to know where we are relative to where we want to go and how to
get there” (Woyciechowicz and Shliselberg 2005, p.36). Wayfinding is a large component of the
psychological processing of a novel environment, and fundamental for unfamiliar travellers to

reach their destinations.

Prestopnik and Roskos-Ewoldsen (2000) argue that wayfinding involves complex cognitive
processes. These of processes include remembering street names, locations of streets and
landmarks, how streets lay in relation to one another, and how the locations of these are all
related to the location of the traveller. In addition, as someone moves, they must continually
update this information. Rochefort (1981, p.76) argues that this can be particularly challenging

as people “don’t know their own town to the degree a cartographer would expect. They know

21



the major points of reference (church, hospital, shopping centre, rail station) and they relate

them to one another with no connection to actual scaling.”

There is variability in personal willingness to try new routes vs. sticking with known routes (Bovy
and Stern 1990). However, in general research suggests that people tend to prefer familiar
routes, in fact it is not uncommon for people to travel by a familiar means even if there is a
potentially shorter but unfamiliar way (Bovy and Stern 1990). Even with navigational aids
people may prefer familiar environments to the unfamiliar due to unknowns associated with the
unfamiliar route. For example, maps do not show traffic lights or speed cameras, and may not
show the level of detail required. Prestopnik and Roskos-Ewoldsen (2000) postulate that one of
the reasons that people prefer familiar to unfamiliar environments has to do with varying

wayfinding abilities and navigational techniques.

In addition to individual differentiation in wayfinding abilities, there are a number of external
factors that may affect wayfinding. These include characteristics of one’s situation, information
available, density of buildings in area, landmark availability, and street patterns (Bovy and Stern
1990; Prestopnik and Roskos-Ewoldsen 2000). Old city networks are regarded as being more
complicated to the unfamiliar traveller (Bovy and Stern 1990) and thus would greatly benefit
from design components that could improve wayfinding (Woyciechowicz and Shliselberg 2005).
Farr et al (2012) contend that there are particular wayfinding challenges in transport hubs. While
their research focuses on airport terminals, the aspects identified as challenging seem likely to be
similar for public transport hubs: “passengers can be nervous, time-constrained, come from
different cultural backgrounds, are unfamiliar with the language used, are inexperienced in the
travel process and are in an unfamiliar environment” (Farr et al. 2012, p.23). Thus the authors
emphasise the importance of wayfinding information to reduce stress and to improve passenger

satisfaction and support positive expetiences.
2.2.3 Wayfinding on public transport and supporting tools

Woyciechowicz and Shliselberg (2005) state that although there is much research related to
wayfinding in general, research pertaining to its application on public transport is limited. A
great challenge for transport professionals and infrastructure providers in general is to
understand the mind-set of unfamiliar travellers. Woyciechowicz and Shliselberg (2005, p.35)
articulate this obstacle well: “constraints imposed by the road network and local geography often
create patterns that, however obvious to the professional transportation planner, are not at all

obvious to the average user examining a map”.
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Wayfinding on public transport systems is characterised by trying to address the following types

of questions:

How does one navigate a public transport system? Which bus will go most quickly where a
passenger wants to go? Where will the needed stop be found? How will a passenger recognize
where to get off? How does a person find a way through the transit network? (Woyciechowicz

and Shliselberg 2005, p.35).

Public transport systems are not always intuitive to use. Transferring between public transport
services can be particulatly challenging for wayfinding. Interchanges can be difficult to navigate
due to multitudes of services coming together in one location with sometimes complex passages
and stairs to venture around (Zhang 2002). Multiple, grade separated levels and multiple
directional changes can make transit centres more complex and thus difficult for a new user.
Woyciechowicz and Shliselberg (2005, p.35) describe the confusing bus network in metropolitan
Tel Aviv, “there are many lines with asymmetrical routes over a course of hundreds of meters,
and in some cases far more than a kilometer. Only the most veteran user can possibly find the
stop for the return journey [sic]”, which of course does not sound promising or inviting to a first
time user. Difficulties with wayfinding likely contribute to the large transfer penalty imposed

when travellers must change services.

Thus wayfinding is associated with an intensified need for clear, understandable, and easily
accessible information (Hutchinson 2009). Woyciechowicz and Shliselberg (2005) describe the
importance of accessible information (though their term used is ‘legibility’) on public transport.
Examining the benefits of good information highlights the risks of sub-standard information.
Non-legible public transport signs may increase the amount of time passengers spend finding a
route and may result in non-optimal route selection which may take more time and decrease
perceptions of public transport’s real travel time potential. This also implies the experience of an
unfamiliar public transport user; they are always at risk of making a wrong and potentially costly
(time-wise) decision. A first trip may require more physical effort if it is not performed exactly as
it should be due to a lack of information. For example, one may walk in the wrong direction to
tind a bus stop and then have to double back which has utility implications as well as ‘costing’

extra time.

Common tools to avoid such risks for unfamiliar public transport users include color-coded
maps, fliers and signs which “provide essential information to the veteran rider and especially to

the first time or infrequent ride” (Woyciechowicz and Shliselberg 2005, p.35). Hutchinson
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(2009) cautions though that information provision is often fragmented. In particular, in terms of
trip planning, the maps in street directories are typically designed to be useful to car and truck
drivers, not public transport users. This issue could potentially result in negative experiences for
new users. In their research about visitors and non-users of public transport, Le-Klihn et al
(2014, p.152) advise “the study highlights the importance of public transport information and

accessible and conveniently located train stations and bus stops for visitors and locals alike.”

Ample wayfinding information is essential for reducing the uncertainty associated with
wayfinding.  Dziekan and Dicke-Ogenia (2010, p.87) discuss the differentiated needs of

unfamiliar transit travellers compared with familiar users:

The inexperienced traveller needs more and different information compared with those travellers
who already have some previous knowledge of the public transport system in general or within a
specific metropolitan area. To focus on the first user group means to define some minimal
requirements for the system. Meeting these requirements will also satisfy the more experienced
travellers, because they are able to select the information they need. It is better to provide
redundant information than leave out important details. The experienced traveller, who does not
need specific information, will automatically skip this information....Applying this user-centred
approach to the provision of travel information about public transport options in an unknown
environment, could result in a more optimised use of public transport. Travellers and potential
travellers may experience travel chains including public transport as less stressful. Thus, the
image of buses, trams and trains may improve and in the long-run, increasing usage of these

services could result.

The importance of adequate information is also iterated by research about advanced traveller

information systems. For example, Farag and Lyons (2012, p.91) argue that:

Access to PT information could in certain circumstances increase the use of public transport.
Persons who occasionally use public transport might extend this use to more trips once they
have gained familiarity with both the public transport system and consulting PT information.
Also, if PT information services would be advertised on trains and buses, public transport users
might be reminded to use these information services and consequently might travel again by

public transport.

Thus the authors see transit information access as fundamental to growing public transport

markets by supporting unfamiliar transit users.
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2.2.4 Perceptions of time

Wayfinding literature posits that unfamiliar travellers are likely to be spending their travel time
actively observing their environment as they attempt to navigate to their destination. Some
authors argue that people are more cognizant in unknown environments (Nahemow 1971;
Oliver 2002). This suggests that first trips may be characterised by more observational behaviour
than other trips and due to the heightened environmental cognition, may ‘feel longer’. In
contrast, it is likely that habitual travellers will be more likely to spend their travel time
undertaking other activities. For example Lyons (2007) looked at how travellers use travel time
productively, providing positive utility. i (2003) describes how ‘polychronic’ use of time (e.g.
like reviewing journal articles on a train trip) passes quicker. Meanwhile Fujii et al (2001) found
that car users’ negative preconceptions of long public transport travel times were “corrected” by

trying public transport during a freeway closure.

Together these studies suggest that unfamiliar public transport travel may ‘feel longer’ due to
elevated cognition associated with the unfamiliarity whereas familiar travel may feel shorter due
to polychromic activities which also serve to provide positive utility. Meanwhile the unfamiliar
travel itself may help to “correct” car travellers” and infrequent transit users’ negative temporal

expectations.

2.2.5 Expectations & preconceptions

Some people may not opt to try public transport even when offered free travel due to negative
subjective preconceptions of the services (Gould and Zhou 2010). This suggests that even if
such individuals were cajoled into using public transport for another reason, such as, for
example, if their car has mechanical failure, they may bring negative expectations of the service.
This could result in them either being pleasantly surprised if the service is generally good or,
consistent with social psychology’s well-documented “confirmatory bias”, interpreting every
detail negatively. Indeed, Pedersen et al (2011) found that car users underestimate future
satisfaction of services, whereas their actual experienced satisfaction is much higher than they
predict. Similarly Beirdo and Sarsfield Cabral (2007) argue that, consistent with previous studies
(e.g. Beale and Bonsall 2007), frequent bus users have more positive beliefs of bus services than
non-users and also do not identify as many barriers to using buses as non-users. More

specifically, they add:
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People who never use buses or have only used them many years ago have a very negative image
of the bus service. This may be due to their lack of actual knowledge about bus service and how
much they have improved since they have last used them. Also, they may have based their
beliefs on opinions given by others, and on observing, as car users, long queues of people

waiting at the bus stop in the rain (Beirdo and Sarsfield Cabral 2007, p.486)

Thus the authors imply that non-users may be negatively biased even if they do try public

transport.
2.2.6 Interpersonal variability of experiences with circumstances

Considering the diversity of circumstances prompting first trips, as discussed in section 2.1, it is
worth exploring how first trip experiences might vary among different users or with differing

circumstances of travel.

In a study by Nahemow (1971) examining experience of a novel environment, the researchers
were fascinated by the variation in the way people responded to the environment. Individuals
may also experience first public transport trips differently to one another due to different
background experiences, different preferences and varying expectations of the services. Indeed
some suggest that in order for public transport marketing to be successful it may be important to
vary it, according to different populations (Hutchinson 2009). Van Exel and Rietveld (2009,
p.375) suggest “identifying distributions of differences among individuals and addressing
significant subgroups in different ways. In other words, policy interventions need to be more

responsive to the different motivations and constraints of different travel behaviour segments”.

Higher incomes have been shown to be associated with greater preferences for convenience
(Vredin Johansson et al. 2006), which implies that someone with a higher income may
experience a first public transport trip differently to someone of a lower socioeconomic class
even if they are using the same service. According to this finding, one would expect the higher

income individual to be more frustrated by inconveniences on unfamiliar transit travel.

Stradling (2002) notes that there is variability in the kind of psychological benefits associated
with different modes. It is recognised that there is general variation in what factors are more
important to different people in either trying public transport or factors which affect satisfaction.
Ellaway ez a/ (2003) suggest that there are significant differences between gender and the social
significance of cars and public transport. For example men find cars more intrinsically

interesting and use them more than women. Davidov (2007) argues that respondents with a
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higher education have a lower preference to use public transport. This could be, he surmises,
partly due to the role of the car as a status symbol with perhaps more educated respondents also
more interested in status secking activities. It seems reasonable to assume that someone who
values their car as a status symbol may have a different attitude on a first trip than someone who

does not care as much about modal status identity.

Age differences may lead to different experiences on a first trip. Robin ¢z o/ (2007) found that
older respondents were particularly sensitive to incivilities in public places. Meanwhile,
participants in the under-25 year-old age group were less concerned about incivilities but were

more concerned about automobiles, public transportation, and environmental annoyances.

Familiarity with areas or transit use can also be associated with different public transport
experiences. Rochefort (1981) found differences in perceptions about the quality of service
offered by local bus system differed greatly between regular users, non-users and occasional
users. Mackett and Edwards (1998) maintain that for first trips associated with new services,
many of the new users will have undertaken the same journey previously on another service or
by another mode, so will be somewhat familiar with the surrounding area. New users on other
services could be from the local area or other states or countries (Zhang 2002). It seems fair to
assume that the experience of a migrant would likely differ to someone who has lived in at least
the same metropolitan area for their entire life. A new migrant or tourist may be spending time
using the public transport service to evaluate the system in comparison to where he or she is
from and examine the surroundings. Navigational ability will also vary between new and long-
time residents, partly because they have different bearings to use (Woyciechowicz and Shliselberg

2005).

Overall there are a number of challenges to ensuring positive public transport experiences, but
there are also some aspects of public transport use that can be positive. It has been argued that
some of the sensations associated with public transport, particularly affective experiences, are not
necessarily obvious, nor well researched (Coxon et al. 2008). It is hoped that the present

research helps to fill this gap, at least with regard to first trip experiences.

In the next section the impact of these unfamiliar journey experiences is discussed.
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2.3 Impact of unfamiliar travel on attitudes and subsequent

behaviour

This section reviews literature related to determining the impact of unfamiliar public transport
journeys on attitudes and subsequent travel behaviour. It begins by presenting a framework of
how first trips can impact behaviour, notably under the popular and well-known Theory of
Planned Behaviour (TPB), which is often used to explain behavioural trends and predictors of
behaviour. It then explains how first trips can impact key predictors of travel behaviour,
particularly attitudes. This is followed with an examination of how first trips may shape attitudes
(2.3.2), and a closer examination of potentially relevant biases 2.3.2.1) and a discussion of first
impressions of environments 2.3.2.2). Finally, in 2.3.3 the role of unfamiliar travel in impacting

future travel behaviour and habituation is explored more deeply.
2.3.1 A framework of how first trips can impact beh aviour

One of the central theories used to explain travel behaviour is the Theory of Planned Behaviour.
The Theory of Planned Behaviour (ITPB) is a decision-making model, or framework, posed by
Ajzen (e.g. 1991) that is commonly cited and discussed in research about travel behaviour
choices (Thegersen 2009). The framework is comprised of core psychological constructs and
contends that behaviour is predicted by intention which is predicted by attitudes and beliefs

regarding the behaviour (Collins and Chambers 2005). This process is depicted in Figure 2-2.

Subjective

Behaviour

Perceived
Behavioural
Control

Figure 2-2: The Theory of Planned Behaviour (Ajzen 1991)
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In this model, attitudes “represent a general evaluation of each behavioural alternative based on
beliefs about possible outcomes of selecting the respective alternative” (Kléckner and
Friedrichsmeier 2011, p.262). Beliefs about behaviour include subjective norms and perceived
behavioural control. Subjective norms can be defined as the perceived social expectation
associated with each alternative (Kléckner and Friedrichsmeier 2011). Perceived behavioural
control refers to people’s assessments of their capability to perform a particular behaviour (Mann
and Abraham 2006). Klbckner and Friedrichsmeir (2011, p.262) explain that intentions “are
generated in a maximum utility calculation, integrating the three components: attitudes (ATT)
towards the different behavioural alternatives, subjective norms (SN) regarding the alternatives,
and perceived behavioural control.” In other words, intention, which precedes behaviour, is
determined by people’s attitudes, perceived social pressure, and perceived behavioural control

(Mann and Abraham 2000).

Evidence suggests that variations in intentions to use different modes can be explained by
variations in these three factors, though much of the research focuses particulatly on attitudes
and perceived behavioural control. When travel habits are disrupted or someone’s context is
somehow shifted, individuals go through a task of information processing, which involves
rethinking costs and benefits. The result is that they usually choose the most rational choice in
behaviour, which differs from habitual travel as it is not always the most rational choice (Van
Exel and Rietveld 2001). Going through a rational information processing exercise does not
always result in a change in mode; the individual must be (or become) aware of alternative ways
to travel (Davidov 2007). In addition, from the deliberation, public transport must be deemed
the superior option for the individual to use it and to continue using it (Thegersen 2009). Thus
for long term changes in habit to occur, the new travel behaviour must be perceived as better
than the former travel pattern (Thogersen 2009). Research undertaken by Kuhnimof et al (2000,
p-47) in Germany indicated that half of all car drivers also use public transport for some trips
indicating, the researchers argue, that “multimodals today choose public transport because it is
the better option compared with the car in specific situations”. The fact that these patrons
continually use public transport alongside private car use seems to suggest that a rational decision
making process is taking place where they have found it to be suitable for some purposes but not
others. In other words, the experience has validated the mode’s superiority for some trips. The
impact of first trip experiences in affecting perceptions and attitudes is discussed more

thoroughly in the next section.
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As explored eatlier in this chapter, habits play an important role in travel choices, however much
less is known about the importance of ‘intervention’ behaviours like first trips in the context of
the TPB. Bamberg et al (2003, p.176) frame the role of ‘interventions’ like first trips in the
concept of the TPB articulately: “according to the theory [TPB], it should be possible to
influence intentions and behaviour by designing an intervention that has significant effects on
one or more of the antecedent factors, that is, on attitudes toward the behaviour, subjective
norms, and perceptions of behavioural control”. The authors also highlight that the predicting
antecedents identified in the TPB are only “accessed” and “consciously formulated...in the early
stages when behaviour is newly enacted. Once the behaviour has been performed many times, it
is usually no longer necessary to go through a consideration of accessible beliefs” (Bamberg et al.
2003, p.185). Thus the authors are arguing that the TPB is particularly relevant for new travel
behaviours like first trips, before the behaviours become semi-automated, at which stage the
TPB becomes less relevant. Similarly other authors also argue that the TPB is particularly
relevant for novel or unfamiliar situations or weak habits (Aarts and Dijksterhuis 2000; Gardner

2009).

The TPB is well-regarded for explaining much of the variance associated with travel mode
choice, and attitudes have been observed to be one of the central predictors of behavioural
intention. Attitudes are important to transport decision making because they allow people to
make decisions relatively quickly, providing for efficient cognitive processing and thus reducing
the ‘cognitive cost’ of behaviours (Sanbonmatsu and Fazio 1990). For example, in a study
sample of Swedish commuters, Vredin Johansson et al (2000) found attitudes towards flexibility
and comfort as well as personality traits like being pro-environmentally inclined, to be important
in mode choice decisions. The authors note that modal time and cost (more reflective of
traditional transport planning metrics and perceived behavioural control) are still important but
that these attributes offer an alternative means to attract individuals to use public transport.
Some authors even suggest that attitudinal data may be an even more important predictor of
mode choice than traditional measures such as travel time and cost (Venezia 2009). Despite the
advantages that have been observed in research using attitudinal determinants to model travel
behaviour, widespread integration of such factors has been limited into transport planning
practice (Ashok et al. 2002; Deutsch and Goulias 2010). In the next part of this section, the role

of first trips in shaping attitudes is explored.
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2.3.2 How first trips shape attitudes

One of the major theories about how we develop attitudes is that they are learned. More
specifically, learning theory suggests that people acquire information and feelings by the process
of association (Taylor et al. 1997). For example, learning can occur through reinforcement and
punishment. In the public transport context, it may be that a bad experience (such as a train
being delayed for multiple hours) ‘punishes’ someone by ‘teaching’ them that public transport is
unreliable. A pleasant experience, like getting work done on a public transport trip, might serve
to reinforce its attractiveness. Learning can also occur through ‘transfer of affect’ which
happens when people transfer an emotion from one object to another that is associated with it
(Taylor et al. 1997). This effect could take place in the context of public transport; for example,
if someone was reading a book that made them feel happy, this feeling would likely reflect
positively on public transport itself. According to Taylot, et al (1997), ‘transfer of affect” appears
to be more pronounced for unfamiliar than familiar objects. This suggests that one’s first trip on
public transport could be more important to attitude development because of ‘transfer of affect’
than subsequent, more familiar, trips. More exploration of potentially relevant memory biases is

offered in section 2.3.2.1.

Lin (2004) studied public ‘servicescapes’; that is, physical environments in which services are
offered like hotel lobbies and hospitals. Servicescapes, he argues, guide customers’ positive or
negative beliefs, attitudes and expectations of service providers through impression formation.
This happens through a process of evaluation arising from interactions between the person and
the environment. The personal perspective may differ between individuals in accordance with
biological differences, personality attributes, culture, experiences, goal and expectations. He
contends that servicescapes provide a lasting “first impression, before customers have a chance
to interact with service employee” that affects their overall perception of the services offered
(Lin 2004, p.176). In theory one could see public transport stops, stations, and vehicles, as being

a servicescape, generating an evaluation of the service.

Numerous authors discuss the importance of experience in affecting attitudes and behaviour of
travel options within the framework of the Theory of Planned Behaviour (Aarts et al. 1997).
Van Exel and Rietvald (2001, p.245) explain that, “travellers’ positive experiences with a
consumption good increases the likelithood that that same good will be consumed in the future.”
Recker and Golob (1976) describe how past travel expetriences and current individual

circumstance affect attitudes. They also maintain that attitudes are therefore also based on one’s
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current choice of alternative. Thus behaviour (through experience) can change and sometimes
control attitudes (Collins and Chambers 2005). In the context of present research, an example
of this may be a regular public transport user trying a new bus route and having his or her
previous transit experiences impacting the new bus trip, but also the experience of the new bus

trip impacting the person’s overall attitude about public transport.

Positive experiences with public transportation, or customer satisfaction, are thought to
contribute to overall satisfaction and thus favourable behavioural intentions, as found in studies
based on the TPB. Lai and Chen (2011, p.318) explain that, “travellers who perceive good
quality of public transit service are...more likely to have a higher level of perceived value and
satisfaction, and so continue to use this service”. Indeed Friman et al (2013), in her discussion
about her research examining differing satisfaction between travel modes, argues that people will
not maintain new sustainable travel behaviours if they do not experience satisfaction with the
new behaviour. In addition, positive experiences are thought to contribute to other customer
loyalty practices such as word-of-mouth interactions, purchase intentions, and price insensitivity.
Thus, positive customer experiences that encourage loyalty are seen to be a long-term
determinant of financial performance for public transport operators and a major source of
competitive advantage (Ashok et al. 2002; Lai and Chen 2011). Although the importance of
positive public transport experiences is well understood under TPB, little research explicitly
mentions about the importance of first trips or unfamiliar trips as a subset of experiences.

Psychology does however suggest that they may be of particular importance.

Given the difficulty in attracting new public transport users, it seems important to encourage re-
patronage. Hutchinson (2009) explains the chain reaction of how a good or bad experience on
public transport can lead to subsequent attitudes and thence behaviour with regards to public

transport. His description has been captured in Figure 2-3.
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Action by a member of staff of a
public transport system leads to...

A positive or negative reaction by a
passenger that in turn may result in...

The establishment of a long-lasting
attitude towards public transport,
which finally...

Influences actual future selection or
avoidance of public tranpsort

Figure 2-3: From server action, via attitude, to future cu  stomer behaviour (based on

Hutchinson 2009)

This process model depicts the influence of experiences in impacting attitudes and thus future

travel behaviours.

Determining which characteristics of travel are most important to the indoctrination of attitudes
towards travel options is a subject of much debate. As previously noted, attitudes derive from
affective, behavioural and cognitive components. While it is acknowledged that there are a
number of factors that affect attitudes about public transport and mode choice, the differentiator
of interest to the present research is familiarity (or lack of familiarity) with a public transport
service. More specifically, in relation to Research Question 3, this research seeks to explore first
impressions of public transport and gauge their relevance to the development of attitudes about

public transport. Existing literature suggests this topic is worthy of further study.

Research suggests overall that they offer an opportunity:

* to validate perceptions of usability of public transport
* for misperceptions about public transport to be ‘corrected’

* to learn about characteristics of the public transport service, the knowledge of which may

enable the individual to use the service with more ease in the future.
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These potential impacts will be examined in greater detail momentarily but it is worth noting that
these impacts have the potential to affect all three predictive components of the TPB: attitudes,
social norms, and perceived behavioural control. If changes are in a positive direction, this may
encourage repeated behaviours and as such first trips may help to establish a new habit. These

points will now be examined in more detail.

Numerous authors suggest that ‘trials’ (first trips) of public transport services offer an
opporttunity to re-evaluate perceptions of usability of public transport services. Thergersen
(2009, p.336) postulates the justification for public transport trials: “trial based experience
resulting from the promotion period would result in more favourable attitudes towards using
public transport”. Thergersen (2009) undertook a study in which car owners were provided with
one free month of public transport. Some recipients also received customised travel planning
assistance. A control group received no intervention. Attitudinal variables, car habits and travel
behaviour were measured before and immediately after intervention and again six months later.
Results indicated that the trial experience led to a positive change in beliefs about public
transport that resulted in continued public transport use six months after the intervention.
Similarly, during a period of high fuel prices, Gould and Zhou (2010) offered three months of
free public transport to drivers who traded in commuter parking permits. Following the three-
month trial a 50% discount was given for public transport passes, and 70% of those who tried

using public transport continued using it.

First trips may also be useful for correcting misinformation, increasing quality of knowledge and
reducing the gap between public perceptions of public transport and reality (Taylor 2007,
Thegersen 2009; Gould and Zhou 2010). For example, Fujii et al (2001) took advantage of a
freeway closure and found that car drivers’ experience of using public transport ‘corrected’ their
perceptions of travel times on public transport. Interestingly, for participants whose time
estimates were corrected, there was more continued use of commuting by public transport
following the freeway re-opening than for those whose time perceptions were not corrected.
Fujii et al (2001, p.805) even substantiate the importance of the first trip specifically, “these
findings then suggest that if high-frequency drivers use public transport at least once, their
overestimates of public transport commute time are corrected, leading to an increase in the
frequency of public transport use”. Thus the information gained through ‘trying’ public

transport supported continued use of public transport services.

First trips offer an opportunity for patrons to learn about that public transport service, which

may make the service easier for them to use or affect how they use it. Knowledge gained from
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unfamiliar travel may affect subsequent travel through the formation of adaptations and
optimisation, and can potentially reduce the amount of cognitive effort required for subsequent
trips by increasing familiarity of the associated system and environment (Stradling 2002). It may

also reduce the psychological barriers by reducing uncertainty.

Perhaps the most relevant research related to this thesis topic, and particulatly with regard to
reducing cognitive cost and the process of familiarisation is by Dziekan (2008). This research
documents three studies which all focus on overseas exchange students. From the research, the
author poses a 3-stage phase of learning process for unfamiliar transit travel, as captured in
Table 2-1. The research by Dziekan (2008) indicates that there is a learning process associated
with unfamiliar public transport travel and that the information and competence gained during
the process of familiarisation provides assurances to the traveller. Once journeys or transit

systems are more familiar, individuals generally reduce their process of information gathering.

One of the key findings from this work by Dziekan (2008) is that good maps are essential for
newcomers to a city. The research also explains that newcomers first learn frequently-used
routes, and then develop survey knowledge of new transit systems, and that prior experience
with public transport systems supports use of transit in unfamiliar cities. The author’s in-depth
study revealed that “taking one route by transit once is enough to remember it”, but it is worth

highlighting that this study only examined one subject (Dziekan 2008, p.10).
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Table 2-1: The three phases of learning when using an unf

amiliar transit system in an unfamiliar urban area

(posed by Dziekan 2008, edited)

Cognitive Phase 1 Phase 2 Phase 3
Approach (1st week) (2nd to 6th week) (7th week and after)
- Alert phase — everything is new, all - Increasingly more familiar with routes and
routes and places are unknown, - Differentiation between familiar and places
unfamiliar routes
Cooniti - Cautious: requires information for all - All places with a meaning become
ognitive 4 )
Mg trips - Has background or reference reference points
a . .
‘P knowledge on which to base decisions
- Begins to fix reference points in the city | and orientation tasks - Even for unfamiliar routes, many more
(declarative knowledge) and, later, routes reference points in the urban area are now
between frequently-visited places - Feels more confident in the system available and the growing cognitive map
(procedural knowledge) enables faster and easier route discovery
- Grasps for all available information . - For unfamiliar routes the procedure applied
. - For known routes, a metro map is no . o
(preferably from various sources) during the first days is still used
. longer necessary
Information
Gatherin, - Use a combination of information . - Ceases to carry maps
g . . - Begins to use the bus map more fy map
sources because no single medium s
. . frequently, although still difficult . .
presents all information - Process of pre-trip planning more relaxed
. . - Checks metro signs only to confirm - Realizes that there is a logic in the network
- Learns to detect and interpret the signs & Y s
and symbols in the system, often by trial 4 , . 4 . .
Y y ’ Y - Tries to increase bus use, but still - Bus rides are still complicated
and error 4 .
avoidant, trips by metro have become
System Use « » i i
. . normal - Routes with many transfers are still
- Avoids the bus because this can be A
) N . complicated due to the lack of a system
stressful and orientation inside the buses is . - : : : : .
4 - Begins to optimize the daily route overview and little reliable travel time
not possible L . .
after 3-4 weeks and reports habituation | information
. - Everything is exhausting and requires . . - Feels competent to gather information and
Feeling rything & q - Still unsure and makes mistakes P 5

special cognitive effort

trust information access
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Reflecting the findings by Dziekan (2008) that increased use of transit services can impact
feelings of competency, Chorus et al (2007, p.61) found travellers to “feel more resourceful when
they engage in trips toward frequently visited destinations, compared to destinations they never
have visited before” with highly significant differences found for both car-drivers and transit-
users. Interestingly, car users considered themselves to be ‘more resourceful’ with their own
mode than frequent transit users were for their own mode for areas frequently visited, which the
authors attribute to an increased number of route choices available. No significant differences in
‘resourcefulness’ were found between the car-user and transit-user groups for destinations that
they had not visited previously: “for those trips, route availability plays a less important role than
does route knowledge: both car-drivers and transit users perceive themselves as less
knowledgeable for trips towards new destinations” (Chorus et al. 2007, p.65). The study also
examined perceptions of resourcefulness for other modes and found that for frequently visited
destinations, public transport travellers perceived themselves to be more resourceful in

undertaking car travel than vice-versa.

The authors then go on to make a number of conclusions of high relevance to this thesis

research:

A number of conclusions may be drawn concerning (the determinants of) travelers' need
for information. A first set of conclusions concerns the role of knowledge; it was found
that there is a strong positive relationship between destination familiarity and perceived
resourcefulness (operationalized as one's perceived awareness of alternative routes for a
given mode and destination). Level of experience with a given mode is found to be of far
lesser importance. Concerning perceived reliability of estimates for all sorts of trip
characteristics (such as travel times and costs), destination familiarity also appeared to
play an important role. Concerning travel time estimates, the occurrence of nonnormal
trip circumstances was a crucial factor: incidental circumstances such as the occurrence
of deviations or accidents appeared to induce a more negative influence than does the
occurrence of more “recurrent” circumstances such as peak hour conditions. This signals
the important role of “learning by doing” among travellers (Chorus et al. 2007, p.65).

While these conclusions are certainly pertinent to this thesis research in highlighting the role of
knowledge gained in supporting increased transport patronage, it is worth highlighting that the
study only looked at new destinations, not unfamiliar services more broadly. It is unclear if this
trend would be the same for travel to a familiar destination that the user had not previously

visited by public transport.

Research by Kuhnimof ef a/ (2006) found that of the group of people who predominantly drive
but use public transport for commuting, 30% also use public transport for other purposes. In

contrast, of drivers who do not use public transport for commuting, only 10% use public
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transport for other purposes. Kuhnimof ez a/ (2000, p.47) explains this finding: "public transport
commuters have experience with using transit, which makes it easier for them to use it for other
purposes.” This is consistent with theory behind habits — less information searching is required.
Thus any experience makes it easier to use public transport. The first trip is the window of
learning which can improve perceptions of the viability of services because it is the first stage of

the learning process required for a behaviour to perhaps become habitual (Davidov 2007).

In section 2.2.1 the affective experience of unfamiliar transit travel was discussed and highlighted
that unfamiliar transit travel may increase negative affect, primarily affect associated with anxiety.
Worry is very important, because behavioural adaptation to avoid it is common (Backer-
Grondahl et al. 2009). For example, it is common for people to adapt behaviour in an effort to
avoid worty by travelling by a different mode or travelling at a different time. It has even been
argued that worry can serve as a predicator of behavioural adaptations for public transport
(Backer-Grondahl et al. 2009). Backer-Grondahl, et al. (2009) asked participants to use Likert
scales to describe how often they think about incidents when travelling by private vehicle or
public transport and whether or not this influences travel behaviour. The results indicated that
for public transport, past experiences with unpleasant incidents were correlated with worry about
similar incidents happening in the future. This finding is important as it suggests that first
experience may strongly affect one’s future worry about public transport. Their research found
that much variance remained unexplained, suggesting a need for further research to find what

variables predict worry in the transport domain.

Another important point is that many of these studies examining public transport attitudes noted
the differences in attitudes between various sub-groups. One study is particularly relevant to this
thesis research. Rochefort (1981) undertook a study interviewing participants about planned
improvements to a bus system. He found that regular users found the system so poor that they
could not imagine any improvements; nonusers of the system had a positive opinion of the
existing system, though they would never consider using it; and occasional users had a very poor
opinion of the system. This research thus suggests that higher frequency of use may contribute

to a negative attitude about transit services.

2.3.2.1 First trips as a special case of the primac vy effect

An important characteristic about first public transport trips is that they appear to be somewhat
atypical (Verplanken and Aarts 1999; 2003; Thogersen 2009) and can therefore be associated
with memory biases such as better recall (Morewedge et al. 2005). In the psychology discipline it
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has repeatedly been observed that the first item or event occurring in a sequence (e.g. the first
time meeting someone) has a tendency to affect evaluations of the subsequent items or events in
the sequence and to be remembered better than subsequent stimuli. This is known as the
‘primacy effect’ (Asch 1946; Stiff et al. 1989; Forgas 2011; Le-Klidhn et al. 2014). Given that this
thesis research attempts to explore first impressions of public transport through unfamiliar

journeys this research seems likely relevant.

Research on the primacy effect within the psychology discipline has been primarily concerned
with impressions of other people, objects and sequential items (like lists). First impressions are
important as they have been demonstrated to impact subsequent processing of information and
development of attitudes (Taylor et al. 1997). Forgas (2011) argues that first impressions are one
of the most robust and reliable factors which distort judgements. There is a strong tendency for
attributions, once made, to continue to be maintained (Mower-White 1982; Tetlock 1983). This
is referred to as ‘belief perseverance’ and it has been show that there is a tendency for causal
attributions to persist, even when the evidence from which they were initially based is

discredited. This is due to difficulty in reversing the cognitive assimilation process.

Much of the research exploring the primacy effect looks at the phenomenon in terms of its role
in social situations (called “social primacy”). Asch (1946) published a classic paper which
revealed that reversing the order in which positive or negative personality traits were presented
to participants had large impacts on participants’ impressions of people. Studies have also

shown appearances to be important to first impression formation (Kimble 1990).

In order to consider the relevance of the primacy effect to this research, it is worth considering
how the phenomenon occurs. The overall driver for the primacy effect is the simplification of
information. Mower-White (1982) suggests that it may be more economical in terms of
‘cognitive effort’ to use pre-existing categories and to distort evidence as required than to adopt
new categories in response to contradictory information. There are three primary explanations
for why the primacy effect occurs: attention decrement, discounting and biased assimilation
(Mower-White 1982; Tetlock 1983). In simple terms, attention decrement means eatly
information is processed with more care and attention than later information (Forgas 2011).
Positron emission tomography (PET) has even shown that novel stimuli are processed in the
brain differently to familiar (Tulving et al. 1994; DiGirolamo and Hintzman 1997; Miller et al.
2004). Applied to the context of public transport, this could mean that different areas of the
brain may be active on one’s first trip on a public transport service than on subsequent trips.

This will not be researched specifically in the present study, but it is interesting to consider.
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Discounting is offered as a further explanation for the primacy effect and can accompany
attention decrement. If discounting is occurring, then subjects are assuming that information
provided later is less reliable or valid than information presented earlier (Tetlock 1983).
Alternatively, discounting may occur from ignoring subsequent, contrasting information
presented (Mower-White 1982). Kruglanski and Freund (1983) surmise that discounting is more
likely to occur in high time pressure-situations, increasing the primacy effect. This may mean
that unfamiliar journeys undertaken under high time-pressure scenarios may be associated with

stronger primacy effects.

Biased assimilation, another explanation for the primacy effect, occurs when subjects, after
forming first impressions, interpret later evidence in a way to be consistent with the initial
impressions (Mower-White, 1982; Kimble, 1990). For example, if someone has a positive first
impression of a person, they may interpret information presented later that is ‘neutral’ as
positive. In the context of unfamiliar transit journeys this may mean that first trip experiences

impact subsequent travel experiences through pre-conceived notions.

Some researchers who study the primacy effect caution that it may not be as ubiquitous and
irrepressible as once thought (Miller et al. 2004). In the absence of the primacy effect (such as,
perhaps, when one is in a negative mood), remembering and using information which one has
been exposed to most recently is the default pattern; this is called the recency effect (Forgas
2011). Thus, primacy effects can be reduced or reversed by manipulations that direct equal

attention to later information (Forgas 2011).

Not only do general psychological constructs like the aforementioned primacy effect suggest the
importance of first trips on public transport due to being somewhat atypical events that can
therefore be associated with memory biases, but also some research suggests that public
transport memories may be negatively biased. More specifically, Pedersen et al (2011) found that
recollection of satisfaction with public transport services is negatively biased, which likely affects
subsequent travel choices. Some research suggests that negative judgements are made more
quickly than positive judgements (Carney et al. 2007). Interestingly, in their research about first
impressions of unfamiliar faces, Willis and Todorov (2006) found that longer time exposure to
faces was correlated with more negative judgements, decreased response times for judgements
and increased confidence of the judgements. This finding does not bode well for public
transport, as first trips would likely be associated with longer time exposures leading to

potentially negative-biased judgments of the services.
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The study of primacy has historically concentrated on interactions with people and objects rather
than upon the relation between an individual and their environment (Nahemow 1971). This is
worth noting because public transport constitutes an environment. One of the key
differentiators between an object and an environment is that the environment surrounds a
person. This means that there is always peripheral and central information present: more
information than an individual can process. What one perceives depends upon what aspects of

the complex environmental surroundings attract his or her attention.

Perhaps the complexity of the cognitive process in a novel environment can partially explain why
primacy research has primarily been focused on more simplistic stimuli. Yet, novel experiences
in the environment have a strong psychological affect that is yet to be thoroughly researched.
Though the emotional experience may be familiar for some, for example, most people would
agree that when we find ourselves in a new environment, such as a foreign country, we pay much

greater attention to our surroundings (Nahemow 1971; Kimble 1990).

Some environmental psychologists make reference to aspects of first impressions or experiences
in discussions about environmental cognition, though not necessarily with the use of the term
‘primacy effect’. For example, Oliver (2002) describes the impact of familiarity on people’s
perceptions of areas. She provides the example of one’s first day at a university and notes that at
first it would likely seem quite large and confusing, but after a couple of weeks would seem
smaller. This is because familiarity influences estimates of distance. Oliver (2002) also provides
the example that often one’s outward journey seems much longer than the return journey. This,
she argues, can be attributed to a lower inclination to process information with as much intensity
as with first exposure to stimuli. This in turn means that one would be less likely to remember
information from the return journey, therefore making it seem shorter. Likewise, Nahemow
(1971) contends that one usually devotes more attention to an unusual or unknown

environment.

Helstrup and Magnussen (2001) examined the memory of a familiar long-distance journey in
comparison to that of a previous day’s events by asking participants’ to rate memory clarity.
Results showed primacy and recency effects on the spatial distance task. However, these effects
were observed for the trip itself (e.g. the beginnings and ends of trips were associated with more
pronounced memories) rather than being in reference to the first time a trip was taken versus

subsequent trips. And of course the latter is the focus of the present research.
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Thus, it seems that methods that have examined primacy have primarily focused on simple
controlled stimuli in laboratory settings, with few studies examining holistic experiences of
environments. That’s not to say that cognition of environmental settings have never been
studied, but rather, the examination of the primacy effect on environmental stimuli in terms of
being associated with disproportionately strong recall and memory biases is very limited. That
said, there has been research related to unfamiliar cognition of environments, notably related to
special cognition like wayfinding, as explored in section 2.2.2, and in terms of environmental

psychology more broadly.

The lack of research related to the primacy effect in environmental contexts is acknowledged by
Forgas (2011, p.428) who states that, “it would be desirable to demonstrate the effects of
positive and negative moods on the power of first impression in a wider variety of naturalistic
situations”. Though this advice was written with regard to impressions of people, and while the
present research will not be focusing on positive and negative moods strictly, it does seek to
learn more about the applicability of the primacy effect in the naturalistic setting of public
transport. Fulfilling this research gap would provide useful information about what is important
to new users’ first trips on public transport services. And this would have the potential to

inform policies and management to better attract and retain new users.

2.3.2.2 First impressions of environments

While primacy has not been investigated extensively for environmental stimuli, there is some
fairly extensive research from the environmental psychology discipline that offers insights into
some of the psychological processes associated with new environments. Perceptions and
expetiences of environments can differ between individuals. Lin (2004, p.164) explains this
concept eloquently: “perception is a function of multiple sources of input from the environment
and from one's own predisposition, expectations, motives, and knowledge gleaned from past
learning experiences”. Numerous senses are used to perceive an environment including: smell,
sound, sight, and touch. But environments are large and interactive, so people can experience
them by moving around in them in different ways, inspecting them from various heights,
examining maps or listening to a verbal descriptions (Pazzaglia and Meneghetti 2010). How an
environment is experienced can influence its spatial representation and, thus, spatial performance
in interacting with that environment. People who are present in an environment for different
purposes may have a different experience of it. Tying this concept back to the research at hand,
trip purpose could greatly impact on people’s experiences of public transport, and hence,

potentially their attitudes about services. Bechtel and Churchman (2002) discuss how one’s
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experience of an environment may differ depending on the context of their health and body.
For example, someone who has food poisoning and urgently requires a toilet may experience a
city street differently than a healthy tourist. Likewise a very overweight person may find the
experience of a confined space like an airplane or crowded bus much different (and likely

uncomfortable) to a child or petite person.

Lawrence and Leather (1999) argue that processing of environmental information helps people
to generate consistent and consensual expectations of the social behavioural norms of places.
The researchers found that the environmental context of a pub affected participants’ impressions
of the pub owners (Lawrence and Leather 1999). In a study of unfamiliar neighbourhoods,
maintenance of physical infrastructure impacted overall judgements of the neighbourhoods and
impacted perceptions of the associated social environment (O'Brien and Wilson 2011).
Lawrence and Leather (1999, p.392) explain, “individuals....have clear expectations about the
‘type of person’ they think is appropriate for the environment, in terms of that person’s beliefs,

values and behavioural intentions” and thus individuals form category-based impressions.

Applying this finding to the public transport context, it would seem likely that the condition and
urban design of public transport infrastructure, such as train stations, might affect users’
opinions of other public transport users and/or services. And the appearance of public
transport vehicles or infrastructure (like a smashed bus shelter) might affect people’s perceptions
about the type of person that would be using public transport and therefore whether or not he
or she would want to use it as well. A phenomenon referred to as the ‘broken window effect’
supports this premise. The ‘broken window effect’ is a theory that explains how observing
others partaking in disorderly behaviour increases the likelihood of the observer also partaking in
disorderly behaviour (Keizer et al. 2008). Keizer ¢ a/ (2008) undertook a series of experiments
illustrating correlations between the obvious presence of background antisocial behaviours like
littering and graffiti and found that they increased the frequency of other antisocial behaviours.
For example, people were more likely to steal money from a post-box surrounded by litter or
graffiti, and thus propose that early intervention is necessary to prevent widespread anti-social
chaos. Applying this finding to the present research, it could be inferred that the presence of
anti-social indicators like graffiti might instil in new public transport users the fear that further

anti-social behaviours are likely to be present also.

Public transport consists of public environments. These environments bring together a variety of
individuals, some of whom may partake in anti-social behaviours within the environment. Anti-

social behaviours may include littering, ‘tagging’, swearing, being intoxicated, spitting, or even

43



more serious ctiminal activities like theft or assault. Evidence of anti-social behaviour (or the
allusion to it) may create feelings of anxiety about safety or general discomfort for users. A study
by Engel et al (2012, p.134) examined first impressions of neighbourhoods in terms of the
broken window effect and found a “strong effect of first impressions on cooperation in a linear
public good” and provided the analogy of someone new to the neighbourhood perceiving a neat
environment, then expecting to be treated well if she behaves, and being willing to help maintain
order. Interestingly, Gatersleben et al (2013) have found that the mode of travel can influence
judgements of neighbourhoods, with those travelling by car (and therefore potentially being
exposed to less information) judging less affluent areas more negatively than pedestrians.
However, this trend applied only to those not living in the neighbourhoods. The authors argue
that such superficial, modally-biased judgements adversely affect poorer communities in

particular.

2.3.3 The role of first trips in affecting future t  ravel behaviour and habituation

The previous sections discussed the TPB, and described the different ways that unfamiliar
journeys may affect attitudes about public transport, and provided some research noting the
implications for behaviour. This final segment of the section examines behaviour in a longer-

term sense, in terms of habituation and factors that can undermine TPB.

Policy makers who wish to reduce congestion and pollution would likely deem habituation of
public transport use following a first trip desirable. In terms of first trips using a public transport
service, there is potential for the new behaviour to lead to a more educated perception of that
behaviour and therefore aide the formation of a new habit which replaces the old habit (Fujii et
al. 2001). This point is well-illustrated in research by Van Exel and Rietveld (2001) related to
public transport strikes which showed that the strike resulted in a loss of patronage of between
2.1% - 2.6% depending on commute purpose. In this instance, the strike caused habituation
away from public transport (and onto other modes like car and possibly some trip suppression),
however the finding is still informative. Likewise, Klockner and Friedrichsmeir (2011, p.264)
contend that, “disruptions of the public transportation network like delays, cancelled trains or

strikes hitting the system have been also shown to impact travel mode choice”.

Verplanken and Orbell (2003, p.1314) describe how a new behaviour follows from conscious
decision making, but that “the formation of a habit implies the delegation of control over the
behaviour to the environment.” These researchers also argue that despite the abundance of

intervention campaigns seeking to form new behaviours, interventions tend not to allocate
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enough attention to the habituation of the new behaviour. This thesis research may provide

some assistance in informing this gap in knowledge

One public transport trial that does measure habituation is by Abou-Zeid et al (2012) who
document a public transport trial in Switzerland where habitual car commuters completed a
satisfaction with travel questionnaire prior to being given a free public transport pass.
Participants completed travel diaries assessing travel satisfaction during the ‘intervention’, and
then reported their travel behaviour following the intervention. A number of participants had
positively changed attitudinal ratings toward public transport, particularly in relation to
perceptions about overall service, reliability, convenience and ability to conduct activities en-
route, which the authors suggest reflects a change in reference points. However, many had
unfavourable perceptions of the flexibility offered and travel time, and none of the participants
switched completely to commuting by public transport, though some continued to use it
occasionally, particularly those with higher levels of reported satisfaction. Thus, while
satisfaction was associated with some continued travel by public transport, none of the
participants became dedicated transit users following the intervention. This study highlights the
difficulty in encouraging actual changes in behaviour, though it does call attention to how ‘trying’
public transport services can encourage some positive shifts in attitudes. This indicates the

importance of first trips in establishing public transport habits.

Some further insights about subsequent travel behaviour following first trips are offered by
research focused on the introduction of new systems. Knowles (1996) describes an instance of a
light rail system being installed to replace two train lines. This project involved the closure of
each train line, one for six months and the other for eight months while the new infrastructure
was installed. This was associated with more than 4 million of the 7.6 million rail users not
transferring to the light rail line, when a 100% retention rate was forecast. This shows just how
fragile public transport attitudes can be: people’s habits were broken and their travel behaviour
was reconsidered, only to have a large proportion decide that public transport (or light rail at
least) was no longer appealing. However, in this instance the transit managers were lucky to have
a much higher than predicted number of people switch from car to public transport (3.3 million)

which made up for the loss of former users.

Not all travellers who try using a public transport service for the first time will continue using the
service, and so to better understand these users Chatterjee and Ma (2009) recommend
widespread use of smartcards. Smartcards enable monitoring when first uses of a service take

place and analysis of their subsequent patterns of usage. Another tactic to learn about the
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impact of first trips relating to the introduction of a new service, they advise, is to provide a free
or discounted introductory pass with a requirement that recipients submit a form with their
contact details upon first use of the service. Offering another discounted pass upon receipt of
the completed form could enhance this approach. Administering this within a controlled
population would allow one to “not only obtain data for those people that eventually use the

service, but also those people that do not use the service” (Chatterjee and Ma 2009, p.22).

While attitudes to public transport consistent with the TPB serve an important role in predicting
behaviour, attitudes do not always lead to behaviours consistent with the attitudes (Taylor et al.
1997; Tertoolen et al. 1998; Collins and Chambers 2005). The discrepancy between attitude and
behaviour has been observed in relation to discord between environmental awareness and car
use (Tertoolen et al. 1998). There are a number of instances that can be associated with a
reduced impact of attitudes on behaviour, such as the aforementioned Swiss public transport trial
highlighted by Abou-Zeid et al (2012) in which the transit travel time and lack of flexibility
inhibited car users from adopting habitual public transport behaviours. Two other noteworthy

factors that can inhibit consistent attitudes and behaviour will now be reviewed.

One explanation for the difference between attitudes and actual behaviour is that when a
behaviour has been performed repeatedly to the point of becoming habitual, behavioural choices
are enacted without a thoroughly weighted decision making process (Aarts et al. 1997).
Therefore it could be argued that as habits increase in strength, attitudes become less and less
predictive of behaviours. In the context of this research an example could be if someone drives
to work every day, but then uses public transport once for the first time while their car is being
repaired, has a good experience that changes their attitude positively, but continues to drive upon

getting their car back due to the strength of the prior habit.

Another factor that can lead to conflicting attitudes and behaviour is ‘captivity’, in which
individuals find themselves tied to one mode of transport due to situational factors beyond their
control. This is related to the ‘perceived behavioural control” aspect of TPB. When travel
choices are limited (or are perceived to be limited), then one is considered ‘captive’ to a particular
way of travelling; for example, someone who does not have a driving license would be
considered a ‘captive’ public transport user. Captivity is typically referred to in reference to
travel mode, but could, in theory, also refer to the routes one can take. Thegersen (2000)
provides an illustration of the role of habits and captivity in moderating the impacts of attitudes
on mode choice. He used a panel survey of 1,300 Danish residents who were interviewed up to

three times to analyse the TPB while incorporating access to automobiles and focusing on
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examining habits as explanatory variables. He found that public transport use could be
accounted for by: attitudes about using it, perceptions that public transport can meet travel
needs, and ownership of a car. However the influence of these variables was found to be
reduced when past behaviour was included in the model. Moreover, car ownership reduced the
impact of attitudes, whereas attitudes and behaviour were found to be more consistent for those
without automobile access. Thogersen (2000) argues that a key implication from this work is
that information and encouragement of new public transport trips is only rational to enact in
situations where transit services are really viable and attractive alternatives to car-based travel.
He warns that “if this is not the case, should one succeed in persuading car drivers to try public
transport, the experience will only confirm the individual’s prior conviction that car transport is
better” (Thogersen 2006, p. 634). He adds that when individuals try public transport their
experience must be reinforced in order to re-patronise services until the behaviour becomes
habitual. An interesting implication from this study is one of the final conclusions proposed by

Thegersen (20006, p.365), the:

Study showed that attitudes towards using public transport and perceptions about its
ability to fulfill one’s transport needs are influenced positively by the use of public
transport, and that the more people use public transport the more likely it is that they will
sell their car...it also illustrates the importance of getting people to try public transport.
Not only is experience an effective way to correct unfavourable misconceptions. People
may also change their evaluations of known attributes in a favourable direction due to
practical experience. If, for example, a person expetiences that the time spent in public
transport can be used for valued purposes (e.g., working, reading, and sleeping), the
belief that the travel time by public transport is longer may carry less negative weight
than before.

Thus Thegersen (2006) argues that ‘trying’ public transport is imperative to correct

misconceptions and to re-evaluate the importance of service aspects, or the weighting of

perceptions. This reaffirms the potential benefit of the present research for facilitating new

transit travel to recut.

Consistent with the TPB, some researchers contend that trialling public transport may help to
change individuals’ attitudes about the services offered, which may result in a lasting behaviour
change, consistent with the theory of planned behaviour (Fujii et al. 2001). Thegersen (2009,
p.336) maintains that public transport trials can cause some drivers to “realise that for them,
using public transport is actually preferable to using the car, at least for some purposes”. In a
longitudinal study of the introduction of free public transport travel with a student identification

card, Bamberg and Schmidt (1999) found an increase of public transport use but they also
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measured changes in ratings of a number of attitudinal, behavioural control and norm variables

before and after the introduction of the ticket to test the TPB. They found that:

The perceived knowledge of the time-table increased significantly, whereas the perceived
existence of good bus connections decreased significantly. One may conclude that through their
direct experience with the bus system, more students came to be familiar with the departure
times of the buses in 1995 than in 1994, but that this direct experience led to an even more
critical evaluation of the actual bus service...the huge increase in perceived behavioural control
over the use of the bus is astonishing...Perceived consequences may not only determine the

attitude but may also “colour” the perceived behavioural control.

Thus this research suggests that experiences of services increase knowledge, which can impact

perceived behavioural control.

2.4 Conclusions

In summary, if cities wish to encourage people to take up public transport it is important to
understand the process and experience of being an unfamiliar traveller. Although there is very
little research looking directly at unfamiliar travel, a range of studies do examine the issue

indirectly.

First trips seem most likely to occur when a structural change takes place in the users' lives, such
as moving house, beginning study, introduction of a new public transport system, or a usual
mode of commuting is not offered or becomes less convenient for some time. First trips related

to transit trials are fairly well documented and evaluated.

Much research suggests that unfamiliar trip experiences are quite different to familiar journeys
and that unfamiliar travellers have an increased need for information. Unfamiliar trip
experiences seem to be associated with elevated uncertainty, negative affect and an active process
of wayfinding. Thus they are likely to be characterised by heightened cognitive processes that
would be atypical in comparison to familiar trips, and may result in perceptions of public
transport having a higher cognitive cost. In addition, prior to undertaking a first trip, the user
may have strong preconceptions and expectations of the journey and the system which may

greatly influence the users' perceived experience of the trip. Finally first trips are likely
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experienced differently for various groups of people and depending upon the context in which

the trip was taken.

Existing research related to attitudes and behaviours suggests that the experience of unfamiliar
travel may have a significant impact on attitudes and mode choice behaviour. Consistent with
the TPB, attitudes are important predictors of behavioural intention and thus likely behaviour.
While research suggests attitudes are important, it also acknowledges that they are not completely
reliable predictors of behaviour, primarily due to habits and mode ‘captivity’. Psychology
research offers an abundance of information about attitude development. In particular, research
related to the primacy effect and first impressions more generally suggests that first impressions

have a disproportionate effect on attitude development.

Overall, there is much existing research that has helped to inform the thesis topic. However
there are also significant opportunities to contribute to gaps in the existing literature. In

particular, gaps in research have been identified for:

* The prevalence of unfamiliar transit service use

* Experiences of unfamiliar travel, particularly in relation to further documenting affective
experiences, and wayfinding on public transport

* The application and investigation of the primacy effect in environmental contexts
generally, and specifically in terms of first trips

* The role of travel histories on future travel behaviour (Recker and Golob 1976), which
will be investigated for first trips

* The role of first trips in habituation of public transport use

* Adaptations in behaviour resulting from first public transport trips

While some existing research is suggestive in terms of these research gaps, further, more
focussed, research related to addressing these research gaps would be useful. Moreover, in
relation to circumstances prompting unfamiliar transit travel, this literature review has helped to
bring together a number of sources and the research methods will further examine this aspect of

unfamiliar transit travel.

The strategies for addressing the research questions are discussed in the next chapter (Chapter 3,

the Methodology).
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3 Methodology

The last chapter (Chapter 2) provided an overview of existing research related to unfamiliar
public transport. While much can be learned from this existing information, it also became
apparent that there are still a number of gaps in knowledge necessitating further research.
Moreover, existing research suggests that unfamiliar public transport travel may have an
important influence on attitudes and potentially subsequent travel behaviour further justifying

more research enquiry.

This chapter provides a general overview of the research design utilised to achieve the research
aim and associated research questions. The research methods were developed following the
Review of Literature to inform their design. This Methodology chapter begins with a review of
the overarching aim of the research and associated research questions (3.1) which is followed by
an overview of the context of the research in 3.2. This is followed by a description of the overall
research design, 3.3, including an overview of how unfamiliarity was defined in each research
method 3.3.1). Note that more detailed desctiptions of each of the research methods are
provided along with the associated results in Chapters 4-7. Finally the present chapter concludes

with a description the strategies of data analysis employed (3.4).

3.1 Research aims
Again, to reiterate, the overarching aim of the PhD research is:

To excplore unfamiliar public transport trips to better understand their circumstances, experiences and significance

to mode choice.

As noted previously in this thesis, ‘unfamiliar public transport trips’ are defined as the first time
using a public transport route never taken before. That said, some exploration of what
‘unfamiliarity’ is, how it may differ by context, and the implications of such differences was

explored also. This is discussed in more detail in 3.3.1.

In order to better understand the aim of this research and how to address this aim, three main

research questions were developed:
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* Research Question 1: Under what circumstances do first trips occur?
* Research Question 2: What experiences are associated with first trips?

*  Research Question 3: To what extent do first trips on public transport impact attitudes

and behaviour related to mode choice?

3.2 Research context

All of the data in this thesis was collected in Melbourne and primarily dealt with public transport
travel in the Melbourne area, although one of the research methods, the Interviews, asked about
travel in other cities and overseas. Melbourne has a population of approximately four million
people. In terms of land use, the city centre, or Central Business District (CBD), has a fairly high
density of employment and residence which is surrounded in closer proximity by medium
density development, which then gives way to low density suburbs further from the CBD. The
city has a river, the Yarra River, running through it and is next to a large harbour called Port

Phillip Bay.

In terms of public transport, there is a large radial system of trains going to the city (Figure 3-1),
which is supplanted by a tram network in the inner areas while buses primarily provide access
between suburbs further out from the CBD. There are trains that serve the metropolitan area,
currently operated by ‘Metro’, while trains servicing areas further away, or ‘regional’ are run by

‘V/Line’, who also have a fleet of coaches that help to service further away regional districts.

The thesis research primarily examined public transport in the metropolitan area (metropolitan
trains, trams, and buses), though in some instances participants discuss experiences on public

transport in regional areas, other Australian cities or other countries.

3.3 Research design

The research questions were addressed through a variety of methods aimed to collect both
quantitative and qualitative information. Ultilising diverse research methods that produce both of
these types of data is referred to as triangulation. Triangulation is thought to provide more
robust and reliable research findings than relying solely on quantitative or qualitative information

(e.g. Egan et al. 1995).
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Figure 3-1: Melbourne’s rail map

Wherever possible the research approach focuses on exploring recent instances of unfamiliar
public transport travel. However, as the Review of Literature (Chapter 2) has revealed, existing
research suggests that unfamiliar public transport travel may not be common. Thus some
creativity has been applied in developing the research methods to identify and explore examples

of unfamiliar public transport travel. As will soon become apparent, some of the research

methods hence rely on recall of past unfamiliar journeys. However, effort has also made to

explore unfamiliar journeys closer to when they are undertaken and even before being

undertaken.

Each of the four primary research methods is depicted concisely in

Figure 3-2 and then described briefly in the following paragraphs. Then section 3.3.1 offers an

explicit description of how unfamiliarity is examined in each research method.
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The Interviews (Chapter 4) involve the collection of rich exploratory, qualitative data addressing all
three of the research questions through conducting thirty-one interviews. In these semi-
structured interviews, participants were first asked to describe a public transport journey that
they undertake regularly (or have undertaken regularly in the past) and then to describe their first
time undertaking that journey. If they could not recall their first time taking that trip, they were
asked to describe another unfamiliar public transport journey that they could remember then
they were requested to describe further unfamiliar journeys. “Grounded Theory”, a commonly
used research method for qualitative research (Morse 2009), was used both during interviews and
between interviews. Grounded Theory relies on adapting research methods during the process
of data collection in accordance with emergent themes by a process of analysis and hypothesis
formation while collecting data and then adapting further data collection on the basis of the
findings. Note that although conducted after the University Access Survey the Interviews

chapter is presented first.

The Rail Origin-Destination Survey (O-D survey) (Chapter 5) is a large, on-platform rail survey of
approximately 23,000 transit users. The O-D Survey is conducted annually by Public Transport
Victoria (PTV), every year targeting a different mode of public transport. Travellers are
approached while waiting for their transit services. The survey asks participants to describe
aspects of their journey, such as origin, access, modes, transfers, trip legs, and final destinations.
For the 2012 O-D survey of train users, the PhD student was able to work with PTV to amend
one question about frequency of travel and to add another question about satisfaction in order to
address Research Questions 1 and 2 about circumstances and experience of unfamiliar public
transport travel. This research method primarily explores Research Question 1, circumstances of
unfamiliar public transport travel with the data collected particularly suited to spatial analysis.
The method relies on between-subjects analysis, that is, two distinct groups of participants are
compared: those undertaking unfamiliar travel and another group of people undertaking familiar
journeys. One publication resulting from this research method has been accepted for

publication (Schmitt et al. IN PRESS).

The University Access Survey, (Chapter 6) is a web-hosted survey of Monash University staff and
students which aimed to address Research Questions 2 and 3. Participants were primarily
recruited using an electronic newsletter which was sent to all university staff and postgraduate
students. They completed a web-hosted survey asking them about their use of transit to and
from Monash University, current travel behaviour habits, and other background variables.

Participants were first asked to rate their overall experience of travelling to Monash University by
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transit which provided a sense of their overall attitudes toward using public transport to travel to
the campus. Participants were then asked to rate their experience of their first transit trip to the
university. Experiences were rated using eleven experiential factors (e.g. ease of navigation,
sense of security etc.) on a five-point rating scale where low numbers indicated negative
experiences. In addition, participants were asked about a number of other factors that may have
affected the first trip experience. This is a ‘within-subjects’ design because rating of familiar and
unfamiliar travel are compared across the same group of participants. Three publications have
resulted from this research method (Schmitt et al. 2012; Schmitt et al. 2013a; Schmitt et al.

2013¢)

The Journey Planner Poll and Follow-up Survey (Chapter 7) aimed to address aspects of all three
research questions through an innovative research method which allowed for pre-trip and post-
trip data collection. This research method utilised PTV’s popular Journey Planner website, when
visitors searched for a trip itinerary a random sample of users was asked two questions: whether
it would be their first time taking the searched-for trip and whether their experiences of public
transport meet their expectations of the services. Respondents were then invited to provide an
email address to complete a follow up survey after undertaking their travel. The follow-up
survey asked about respondents’ recent travel experience, whether they will use public transport
for that journey again and asked about their travel habits. The research was a ‘between-subjects’
design, comparing the responses of those taking an unfamiliar journey with familiar journey
responses. This research method was fairly innovative and hence resulted in publications about
the research method itself (Schmitt and Harris 2013d; Schmitt et al. 2014b; Schmitt et al. 2014c)

in addition to publications about unfamiliar travel (Schmitt et al. 2013b; Schmitt et al. 2014a).

In order to reduce bias and support objective responses, the research methods were carefully
designed to conceal the intent of the studies. For the within-subjects designs (the Interviews and
University Access Survey) this was done by first asking about familiar public transport travel and

then asking about unfamiliar transit travel.

Table 3-1 shows which research questions are answered by each of the research methods. Also
included in the table are a number of subsidiary questions which guided the research. From this
table, it should be apparent that all of the research questions and associated subsidiary questions

were addressed, at least to a degree, by at least two of the research methods.
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Table 3-1: The relationship between research questions an

d research methods

Methodol ogy

Research Method
Research . Review of | Interviews 0-D University JP Poll &
. Sub-questions . Survey Access Follow-Up
Questions Literature | (Chapter
(Chapter 2) 4) (Chapter Survey Survey
P 5) (Chapter 6) | (Chapter 7)
RQ1la: How prevalent are first trips? v x v x x
RQ1b: Are life events associated with first trips? v v x x v
RQ1: Under — - - - -
RQlc: Which life events in particular are associated with
what . x v x x v
circumstances first trips?
do first trins RQ1d: Do first trips require more assistance than familiar v v N M v
5 P travel?
occurr . —
RQ1le: What personal and trip characteristics are v v v < v
associated with higher prevalence of first trips?
RQ2: What | RQ2a: How are first trips different to other trips? v v v v v
expetiences RQ2b: How do unfamiliar travel experiences vary with v v N M v
are associated | Circumstances?
with first RQ2c: Are different modes of public transport associated v v N M v
trips? with different first trip experiences?
RQ3a: Are first trips more memorable than other trips? x v x v x
RQ3: To RQ3b: Does a first trip create an impression that affects
what extent attitudés about public transport in a similar way to the way v v N v v
do first trips | that primacy effect has been shown to create biased
impact impressions with more simplistic stimuli/meeting people?
attitudes and | RQ3c: DQ first Frips provide inform.ation acquisition with v v N < <
behaviour the potential to impact future behaviour?
related to RQ;d: Are first impressions of public transport more or M v M v v
mode choice? | less important for different people? What are the trends?
RQ3§: Are there any behavioural trends related to first trip M v N v v
experiences?
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3.3.1 The definition of unfamiliarity

As noted previously, unfamiliarity of public transport services is predominantly defined in this thesis

as the first time using a public transport route or service never taken before. However, the

definition varied slightly between methods, as described below.

In the Interviews, the ‘concept’ of unfamiliarity was explored more than in the other research
methods because of the exploratory nature of the method. Generally unfamiliarity was defined
as one’s first time using a particular service (generally in one’s hometown) but this research
method also included some examination of unfamiliar transit use overseas. Because the
Interviews were only semi-structured, participants had some freedom in their responses and
some participants described unfamiliar transit travel in different ways such as using an unfamiliar

ticketing system or an unfamiliar transit mode.

In the O-D survey unfamiliar travel referred to the following responses to the question, ‘on
average, how often would you use this [train] service?”:

» ‘first time (Victorian resident)’

» “first time (Visitor to Victortia)
These groups were then disaggregated into whether they were about to undertake their first trip

or had used the setrvice earlier in the day.

In the University Access Survey unfamiliar travel was examined as one’s first time travelling to
the university by public transport. This means that in a few instances people had used the
subject services before to travel elsewhere or travelled to the campus previously by another

mode.

In the Journey Planner Follow-up Survey unfamiliar public transport referred to the first time
using at least one of the services in their journeys (even if they were also using a familiar service
for a ‘leg’ of their journeys). The definition for the poll was not as explicitly defined due to a
desire to limit wording on the initial interface, as will be discussed in more detail in the Journey

Planner chapter (Chapter 7).

3.4 Data analysis

A number of methods have been employed to analyse the data.
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Qualitative data analysis methods employed include Grounded Theory methods such as line-by-line
coding, sorting, memo-writing and final write ups. These methods are particulatly prevalent for the
Interviews. Some qualitative responses have also been captured through the University Access
Survey and the Journey Planner Poll and Follow-up Survey through open-ended responses to survey
questions. For the latter methods, Grounded Theory is less appropriate, given there would not be
opportunity for intervention within the research method. Thus in these two research methods, two
other methods are used to interpret the qualitative comments. One method of analysis involves
manually categorising the comments to identify recurrent themes. Another method is developing
‘Word Clouds’ which involves copying all of the comments into a (usually internet-based)
application which indicates recurrent associated with the subject matter by making recurrent words
bigger on the basis of the frequency of the word. This latter method provides a ‘snapshot’

illustration to key descriptive words.

The quantitative data analysis primarily relies on using the statistical package SPSS. Descriptive
analyses first provide initial insights into the quantitative data. A variety of statistical tests and
models are also employed to further explore and analyse the datasets, each being selected on the
basis of the type of data collected and the objectives for each analysis. Some of the statistical
models used include Chi-Square tests, Paired-Sample and Independent-Sample t-tests, Analysis of
Variance (ANOVA) tests, Pearson Correlation analysis, and Regression (linear and multivariate). T-
tests are used for analyses comparing only two groups whereas ANOVAs are used for comparisons
of three or more groups. Some tools for analysis, such as factor analysis, have been used in

exploring the data but are not included in the final results presented in this thesis.

Now that an overview of the Methodology has been provided, the next four chapters (4-7) will
examine each of these research methods in more detail including more information about the
research design, presentation of the findings and a discussion of the implications of the findings in

each research method. This begins with Chapter 4 which presents the Interviews.
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4 Interviews

This chapter documents the ‘Interviews’ research approach and results which uses a qualitative
method to explore all three research questions about unfamiliar travel. The three other research
methods contained in this thesis rely on questionnaire-based data collection. While those survey-
based research methods are quantitatively robust and serve to address number of research
questions, undertaking one-on-one interviews permitted people to describe their unfamiliar
travel in a more personalised and in-depth way, allowing them to highlight which characteristics
were particularly important to them. Many authors argue that because travel behaviour is
complex qualitative research methods are an important tool to allow individuals to provides their
own explanations of their perceptions and behaviours (Clifton and Handy 2001; Beirdo and
Sarsfield Cabral 2007). This research approach provides for a rich exploration of unfamiliar
public transport travel enabling the identification of important aspects that may not emerge

though sole reliance on survey questions.

The chapter begins with an overview of the research context which includes identification of the
research objectives and a review of ‘Grounded theory’ which was integral to the research design.
Then a review of the research method is provided including a description of how participants
were recruited, how the interviews were structured, and how the data was analysed. The results
section describes the key findings that emerged from the data. Finally the discussion and
conclusions section discusses these findings in light of existing research and the other research

methods.

4.1 Research context

In understanding the context of this research method, it is important to firstly understand that
the qualitative research tool, ‘Grounded theory’, guided the research design. Grounded theory
research often begins with no research objectives or very broad research objectives. This is
because grounded theory research involves an adaptive process whereby the researcher refines
the research objectives from prominent and/or interesting themes as they emerge from the initial

data (Charmaz 1995; Corbin 2009; Morse 2009; Charmaz 2011).
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Thus at the outset of implementing the interviews, the research objectives were somewhat broad

and included three main, broad research questions:

1. to explore circumstances under which unfamiliar trips occur, particularly whether or not
life events emerged as a frequent prompt for unfamiliar travel

2. to explore the experience of unfamiliar travel compared to familiar travel in general,
exploring any experiential interpersonal variability, and any inter-modal variability.

3. to explore the impact that unfamiliar travel has on attitudes and subsequent behaviour.

Thus, the focus of this research method was really on exploring unfamiliar travel, and it was
surmised that the approach would be particularly advantageous in highlighting subtle but
important components of unfamiliar public transport travel. In line with grounded theory
principles, it was expected that as the research method progressed some elements of the research
topic might emerge as particularly worthwhile to explore further during the interviews. Thus
some aspects of unfamiliar travel that emerged during the first phase of interviews were then

explored in more depth during later interviews.

4.1.1 Grounded theory

As already noted, in order to achieve the broad research objectives and explore aspects of
unfamiliar travel that might not have emerged via the other research methods, grounded theory
was deemed a useful tool to achieve this. Grounded theory research methods assist in
conducting rigorous qualitative research (Charmaz 1995). A short review of grounded theory

will now be provided.

Grounded theory emerged during the 1960’s from sociologists Glaser and Strauss (Charmaz
1995). Corbin (2009, p.52), who worked with Strauss during her doctorate and later published
several books with the grounded theory co-founder, explains that Strauss “wanted to provide
researchers with a methodology that would enable them to capture some of the complexity and
variation in this world, qualities that add so much richness to life, as we experience and live it as
well as to our research findings.” The method is particularly useful for research which seeks to
identify and describe attributes of phenomena, core social psychological processes, and
interactions of the two (Morse 2009). Well-known grounded theory researcher Charmaz (1995,
p-30) explains, “grounded theory offers systematic approaches for discovering significant aspects

of human experience that remain inaccessible with traditional verification methods.”

62



I nterviews

4.1.1.1 Application of grounded theory

Grounded theory aims to “develop useful theory that is grounded in data” (Corbin, p.52). Morse
(2009) argues that grounded theory methods are not formulaic but rather grounded theory is a
means of thinking about data and includes several tools which can be used for data collection
and analysis. Thus, grounded theory research may be performed differently each time that it is
used based on the requirements and nature of the research as well as on the basis of the
researcher (Corbin 2009; Morse 2009). This non-prescriptive approach allows researchers to
adapt their data collection to the specific context and challenges of their research (Corbin 2009).
Because of the diversity of grounded theory approaches, some question whether or not it should
even be referred to as a method itself. Corbin (2009, p.41) states, “perhaps it would be better to
think of grounded theory as a compendium of different methods that have as their purpose the
construction of theory from data, with each version of grounded method having its own
philosophical foundation and approach to data gathering and analysis, while sharing some

common procedures.”

However despite the methods not being formulaic, Charmaz (1995) argues that they are
systematic and range from interpretive to structured positivist. Interpretive analyses involve
examining the lived experiences of people to gain knowledge from the point of view of the
experiencing person by allowing them to describe their situations, thoughts, feelings, actions and
intentions by relying on portraying the research participants’ lives and voices. Charmaz (1995,
p.36), who tends to practice interpretive grounded theory explains that she generates data “by
investigating aspects of life that the research participant takes for granted”. By contrast,
structured positivist studies tend to rely more on the researcher’s structure of enquiry and rely on
the world as predictable. The present research method is more interpretive than structured

positivist in nature.

In practicing grounded theory, analysis tends to begin with individual cases or experiences and
develop towards abstract conceptual categories which can help to explain and synthesize the data
(Charmaz 1995). Some of the main characteristics described by prominent grounded theorists

(Charmaz 1995; Corbin 2009; Morse 2009; Charmaz 2011) include:

* Concurrent involvement in both data collection and analysis
* No preconceived hypotheses — categories and analytic codes developed from data

* Middle range theories to explain practices
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*  Memo writing as an imperative intermediate step between coding and writing first drafts
of the paper.

* Theoretical sampling (i.e. sampling to check and refine emerging categories) rather than
attempting to represent an entire population

* Delaying the literature review

* Rich detailed data (e.g. extensive accounts of personal experiences such as transcribed

tapes)

Data collection typically concludes with saturation; that is once there are no new major emerging
concepts (Corbin 2009). Charmaz (1995) also suggests noting a description of the situation

under which an interview takes places, what the interaction is like, and the interviewee’s affect.

The present research method adopted all of the above grounded theory principles, though some
review of literature and a prior research method had taken place. However the review of
literature primarily had suggested that there was actually very little known about unfamiliar public
transport travel. The researcher made a concerted effort not to integrate any of the findings
from the previous research method into this method, but rather allow interviewees a platform to

provide open-ended descriptions about their public transport travel.

4.2 Method

The method of data collection involved undertaking audio-recorded interviews with participants
followed by completion of a short questionnaire capturing demographic attributes. This
particular research method allowed participants to describe their public transport travel in their

own words and in the detail that they could recall, highlighting features that stood out to them.
4.2.1 Data collection

4.2.1.1 Recruitment

As part of the university access survey, participants were invited to provide their contact
information if they were willing to participate in follow up related research. Of the sample, 121

respondents provided an affirmative response and contact information.

The 121 contacts were randomly ordered (initially) in a database and then contacted by e-mail. A

copy of the research invitation that was sent is provided in Appendix 1 and included a
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description of the study, the financial incentive to participate and asked potential participants to
reply advising whether or not they would be willing to participate in the study and if willing
which interview timeframes/locations they prefetrred. In order minimise bias, the title of the
invitational email was generic, “Public Transport User Survey Follow-up Interviews” and the
purpose of the interview was simply identified as “to undertake a 45 minute semi-structured
interview about your experiences using public transport”. Thus the focus on unfamiliarity was
not clearly identified and the interviews themselves began with a discussion of familiar travel
prior to unfamiliar travel so as to not reveal the intent of the study. This enabled a user-based

initiation of any issues associate with unfamiliarity and avoided self-selection response bias.

A full explanatory statement was attached to the invitation email (refer Appendix 2). All
respondents who expressed an interest in participating in the research were then sent a follow up
email-based calendar invitation within a few days of their reply which advised of their allocated
time and location for their interview (the template for this is provided in Appendix 3). During
the beginning of the research, contacts who did not respond to the initial email within one week
were then sent one follow up email, giving them a second chance to register to participate (refer
Appendix 4). However because the response rates were generally satisfactory, follow-ups were

not sent to all potential participants.

Thirty interviews were conducted overall. Aside from a number of the email addresses being
defunct by the time the interviews were being organised, the response rate was generally
satisfactory with 88 invitation emails sent, 32 responses received, eight email addresses did not
work and the remainder did not respond or had automated messages returned saying they were
away/on leave. Halfway through conducting the interviews it became apparent that the random
selection of the 121 participants was yielding a large share of participants who were regular
public transport users. In order to achieve a better range of responses covering low frequency
public transport users, midway through the data collection stage, non-random sampling was
employed whereby the initial dataset was again accessed and people’s percentage of travel by
public transport, (assessed during the university access survey) were examined alongside their

contact details'. Participants who used public transport for less than 40% of travel were then

!initially the contact details were separated out from all of the other responses to protect individuals’ privacy and
minimise the potential for researcher bias
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prioritised for invitations to participate. Thus the second half of interviews included a larger

share of car-dependent interviewees in order to stratify the sample.

In line with grounded theory, once it appeared that no new themes were emerging in the
interviews (in grounded theory this is referred to as reaching ‘saturation’) no further interviews

were scheduled.

4.2.1.2 The interviews

The first set of interviews were undertaken over six weeks (August 2012 — September 2012)
which allowed for some interim analysis between interviews and adaptation of interview styles
consistent with ‘grounded theory’ principles of qualitative research. A second set of interviews,
utilising an updated set of research questions, was then performed (April 2013 — June 2013) to

allow for additional data collection.

The interviews were primarily held at public libraries around the Melbourne area, in a public
section of the libraries where talking was permitted. Before the interviews began, participants
were given a hard copy of the explanatory statement and asked to review and sign a consent
form if they were satisfied with the explanatory statement, which all participants were (refer to

Appendix 5 for a copy of the Consent Form template).

Following the completion of the consent forms, the audio recorder was switched on and the
interviews began. Interviews tended to be approximately 20 minutes in length though some
were longer or slightly shorter. The interviews were semi-structured, so that as concepts
emerged during the interview they could be explored in greater detail. The over-arching
questions which guided the interviews are provided are Appendix 6. Participants were first asked
to describe a familiar public transport journey and then asked to describe either the first time
that they undertook that journey or another unfamiliar journey. They were asked to describe the
journeys in as much detail as possible including details like origin, destination, trip purpose, what
activities they were engaged in while travelling, and other attributes of the experience. They were

then asked about other unfamiliar journeys in Melbourne, interstate, or overseas.

Following the semi-structured interview each participant was asked to complete a short, two-
minute survey which included questions about demography, travel habits and residential
locations. A copy of this short survey is offered in Appendix 7 of this document. Finally each
participant was provided with $30 cash in compensation for their time and asked to sign an

accounting sheet stating that they had been paid.
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4.2.2 Data management

Each participant was given an alias in order to keep their information and interview data
anonymous. Following each interview each participant’s survey responses were recorded in a

database and the audio-recording of each interview was uploaded to the secure file folder.

4.2.3 Data analysis — stage 1

All of the interviews performed during Stage 1 were full transcribed and line-by-line data analysis
was undertaken. This involved identifying the dominant process being described in each
sentence the interviewee said. Memos and notes synthesising the emergent themes were then
prepared to identify the key themes emerging from the interviews. Some additional interview

questions were then added to the list of semi-structured interview questions.
4.2.4 Data analysis — stage 2

Initially many of the interviews from Stage 2 were transcribed. However given this is a lengthy
process, it was eventually deemed to be more efficient and equally effective to create an outline
of the key themes emerging from the data and review each interview, selecting out interesting
quotes and integrating these under the key themes. On occasion, additional themes needed to be
added to the outline also. Overall, the interviews provided rich, informative and new concepts
to the research, but did require an extensive stage of data analysis to process all of the rich

information objectively.

4.3 Results

Overall 30 interviews were conducted. Appendix 8 provides a summary of all of the
interviewees’ aliases, basic socio-demographic information, reported satisfaction with

Melbourne’s public transport, and typical weekly modal split of travel behaviour.

The interview results which follow are presented primarily by the over-arching research
questions, but also include some other key emergent themes. The results begin with an
exploration of what unfamiliar travel is, which is followed by a section examining the
circumstances surrounding unfamiliar travel. Then the experience of unfamiliar travel is
examined, and is followed by a section about the impacts on attitudes and behaviour. While the

results are structured in a series of categorised headings and sub-headings, such categorisation of
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the data was not a simple task: many of the variables overlapped quite a bit. Throughout the

results, the aspects of unfamiliar travel are compared with familiar travel as much as practicable.
4.3.1 What is unfamiliar travel

A recurring issue encountered in examining unfamiliar travel is defining exactly what unfamiliar
travel is. This issue has been encountered throughout the thesis research both disseminating the
results of the research and also while collecting data. Despite careful wording being used during
the interviews, the issue was still apparent at times. For example an excerpt from one

conversation follows:

Interviewer: Now, I would like you to take a moment and think, can you remember your
first time taking the above trip by public transport?

Interview D: Sorry? (asking for question to be repeated)
Interviewer: Taking that bus trip by public transport. Can you remember?
Interview D: First time I got this particular bus or first time catching the bus?

(The respondent could not recall his first time using that bus service so was then asked
about another unfamiliar journey.)

Interviewer: ....Can you think of a time, the first time taking another trip by public
transport? So, like on a service that was unfamiliar to you?

Interview D: first time ever taking a trip on public transport?

Interviewer: Yeah, well, for example like — I don’t know if there was maybe a first time
going to Yarraville by train or you know, something, something like that?

Interviewee D: I have been using — I don’t actually — I have, I haven’t owned a car for 15
years or so I'm sorry I couldn’t remember.

Interviewer: No, that’s all right, that’s all right. So, you can’t think of any sort of public
transport trips where you went to use a service that you have never used before?

Interviewee D: I've certainly done that many times...

Thus this interviewee was confused about what first time taking a journey and unfamiliar travel
meant. Once he eventually understood what was being asked, he could not remember a specific
trip, attributing this to his long-term dedication to using public transport. He ultimately noted
that he had undertaken unfamiliar public transport journeys many times, but could not recall one
specifically. Most respondents could at least remember a few particular instances of unfamiliar

journey, but in some instances, particularly in interviews like this, participants were instead asked
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about unfamiliar travel in general or about unfamiliar travel overseas (which they seemed better

able to recall).

In a similar vein, for some, unfamiliarity was often experienced on a bit of a continuum with

some trips more unfamiliar and others /ess unfamiliar:

Um, I can’t remember where it was, but I had to, I think it was even on my train line.
But, I had to get off at a stop that I hadn’t gotten off at before. And I wasn’t sure like
which side of the road I was supposed to head down. So, I did a bit of a walk up this
way. “I’'m not sure it’s this way”, a walk back. “I don’t think it’s this way either”. And I
had gone with my dad a couple of times and finally was like, “it’s definitely this way”
(Interview C).

hmmm...um I remember the early days I don’t know if I remember the first time...I had
[also] used the service [before] similatly, I used to work in the city a couple of years

prior...and I’d used the same service but got off at a station or two earlier (Interview
BB).

And that was so unfamiliar and I was a bit lost there. Because the roads were such — they
stopped on a main road and then you had to go looking sideways for the place and things
like that. So, it was unfamiliar territory but it was nothing to do with the tram, the tram,
I mean took you on the main road and dropped you there (Interview G).

It is quite new because in my hometown of Penang of Malaysia, there is still no train
services of public transport...so during, in the year of 2004 when I first came to
Australia, taking a train within the metropolitan area is a new experience for me
(Interview AA).

I guess pretty much any time I've been to a new city, you know, it’s always new
(Interview P).

In these examples unfamiliar travel referred to using a service that had been used before but
alighting at a different stop or station (Interview C, BB), remembering ‘early days’ (Interview
BB), and an unfamiliar area once alighting from a tram (a trip end, Interview G). For Interview
AA, the fact that he was in an entirely new city and using a mode that was entirely new to him

seemed to be a very unfamiliar experience.

One life-time user of Melbourne’s public transport (Interview A) when asked about his first time
using a particular service, instead described his first time using a service by himself as a boy (he
had used the service before with his parents). Thus his ‘unfamiliar’ trip was not actually
unfamiliar but it was still an important milestone for him due to the significantly changed
circumstances of his travel. Similarly another participant (Interview C) described her first time

travelling alone when asked to describe an unfamiliar journey.
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Thus, during the interviews it also became apparent some people think of unfamiliarity with
public transport services differently than the researchers had defined it: they thought of aspects of
travel that were unfamiliar. Another example of this was one participant describing how when

she moved back to Melbourne from overseas, ticketing was:

an absolute nightmare. When I’'d been away I think they’d introduced Metcard, which
was fine, okay. But on this particular day, I could not buy a Metcard. First I tried the
machine at the station and it was not working. Then I tried, there were supposed to be
for sale at a newsagent, so I tried to go across the road to a newsagent and they’d run
out. There was a little kiosk (Interview X).

Similarly another participant described issues with the ‘unfamiliar ticketing” of Myki’:

I found the switch to myki harder I thought when I got used to the tickets and stuff
because it’s in my hand ya know with myki its money you can’t see....we just went
through it so much quicker, I didn’t pay attention to how much funds we had on the
card and stuff (Interview Z)

Thus for some respondents, familiarity changed with new system rules like the structure of

ticketing.

Despite these examples, the unfamiliar journeys described in the remainder of this section are
predominantly about unfamiliar journeys as defined in the rest of this thesis, that is, the first time
using a service. Itis simply interesting to note that, to a degree, unfamiliarity is not dichotomous
but rather is experienced as a sort of spectrum; for some people unfamiliar may mean ‘first time

travelling alone’ or ‘less familiar’.

4.3.2 Circumstances surrounding unfamiliar journeys

In this section the circumstances of unfamiliar travel are explored, and when practicable,
contrasted with circumstances of familiar travel. These circumstances are important for
understanding when unfamiliar travel occurs, and also the context of unfamiliar journeys, which

in some cases, may impact trip experience.

4.3.2.1 Circumstances that prompt unfamiliar travel

Prevalence of unfamiliar travel was not directly examined in the interviews but many comments

provided useful insights about the prevalence of unfamiliar travel. Some Interviewees stated that

2 Myki is the name for the Smart Card ticketing in Melbourne.
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unfamiliar journeys were relatively rare, “tend to stick to the same route near home” (Interview
U) or that they had not recently undertaken unfamiliar travel. Meanwhile other interviewees could
readily recall a number of instances of unfamiliar travel, often recently undertaken. Some
interviewees also described bartiers preventing them from undertaking more unfamiliar travel,
such as for example, the availability of late night services. In contrast, the interviewees seemed
readily able to identify a number of familiar journeys, suggesting that familiar journeys are
relatively common and/or that the repeated occurrence of travel behaviour increases the

memorability. Recall and memory of travel is explored further in section 4.3.4.1: Attitudes.

One major prompt for unfamiliar travel was life events, major milestones, causing a disruption to
usual travel patterns, such as, for example, beginning a new job, a new study course, moving
houses or other big life events. Other prompts of unfamiliar travel included travelling, visiting
friends and family, events, shopping and a handful of other purposes. In contrast, familiar travel
tended to be for regular commuting for work or study. Life events as prompt for unfamiliar

travel will now be examined.

A number of the unfamiliar journeys interviewees described were related to ‘life events’,
particularly unfamiliar journeys which were the participants’ first of their then-regular, or
familiar, journeys described at the beginning of the interviews. For example, one participant
described her daily commute to the university by bus and then described her first time taking
that bus journey to university and how she was excited (Interview C). A few examples of quotes

about unfamiliar journeys related to life events follow:

When I started a job in Hawthorn and I was living in Cheltenham I thought, ‘oh I'll drive
the first day and there really was nowhere to park, I had to keep moving the car so I
worked out I could get a train to Richmond and then a tram out so I did that instead of
driving because I mean it’s not good to drive when there’s nowhere to park and I mean
driving through peak hour traffic and everything and I prefer to get public transport if I
can but it really was a very long trip (Interview W).

It would probably have been my very first day I actually moved over here [to Melbourne,
from Perth] and having to use public transport and that was quite a challenge (Interview

Q).
For the job interview that I had in September last year (Interview I).

In these examples, unfamiliar travel related to life events were for starting new jobs, interviewing
for jobs and moving cities. There were a number of unfamiliar journeys related to life events. It
was interesting that Interview W’s life event (starting a new job) prompted her unfamiliar travel

but only because her initial experience of driving was negative, prompting her to try using public
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transport. Similarly, one participant described using a new train service to get from Geelong to
Monash University Clayton, a two hour trip; this was to evaluate the travel for his next year of

studies:

Yes, I can, it was — it was the first time I went to Monash to see if the trip was even
feasible from Geelong (Interview N).

This is an interesting example because it shows that for this participant at least, unfamiliar travel
undertaken in relation to a life event was used, quite consciously, to gather information which

would impact future travel habits. This provides insights to address Research Question 3.

In some instances, interviewees described unfamiliar journeys undertaken affer life events, but
also as a consequence of them. For example, Interview Q described the unfamiliar journey she

took to explore Melbourne after moving from Perth:

It would have been a weekend and I would have just gone in the city just for curiosity
reasons and going to the markets and I'm still sort of doing a bit of touristy things
because I'm still sort of relatively new to Melbourne (Interview Q).

This example suggests that some life events may elicit @ series of new trips. Interview Q stated
that she also continues to use the same train line (now familiarly) to explore Melbourne (a

subsequent travel behaviour).

Another interesting characteristic of unfamiliar travel related to life events that people also
discussed, was the impact of their life events on their emotions during unfamiliar journeys. This

is discussed further in section 4.3.3.2

A number of circumstances other than life events were also reported to prompt unfamiliar travel.
One instance when many people undertook unfamiliar travel was for travel in other cities. Many
participants were asked about such travel, particularly, in instances when they were unable to
recall local unfamiliar travel. People discussed travel in other cities of Victoria and Australia and
overseas. Overseas journeys described were geographically diverse but some of the locations
included the United Kingdom, Paris, Singapore, Finland, the United States of America, Spain

France, India, Japan, Italy, among other places:

I was in the UK last June and I used the underground and took the train from the airport
and all that. Interestingly enough I haven’t travelled much in my own country on the
regional trains. I tend to drive more which is quite interesting. When you travel overseas
you tend to...I think after being stuck on a plane for so many hours usually if you want
to go to the US, or Europe or the UK you’re a bit more happy to travel on trains, a bit
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more ‘cause you can sort of see and I think if you’re a tourist you’re looking a bit more
for the visual (Interview U).

Yeah. In each case, I don’t tend to routinely hire cars overseas 1 tend to use public
transport a lot more (Interview BB).

I did 6 months abroad in San Diego, study abroad. That was amazing but every public
transport over there was unfamiliar (Interview F).

Many of the interviewees expressed a high willingness to use public transport for travel overseas,
often they said they were more willing to try public transport overseas than in their own cities,

however, a few people stated that they had not used public transport overseas.

Many other prompts to undertake unfamiliar public transport related to visiting friends and

family and attending parties:

Yep. I went to a friend’s birthday party, which is in...I can’t remember what it’s called
but on the way to Ballarat so I...went into the city and then had to get onto the V/Line
which I had never done before. And then I had to wait for another bus to get to her
house (Interview C).

I was going to a party, so meeting someone before going to a party, so I took the bus. I
hurt myself recently, I normally would walk...but because I hurt my ankles I couldn’t
walk (Interview I).

It was interesting that Interview I’s travel had a combination of factors prompting her travel: a
party, meeting someone before the party, and having recently hurt herself. It is interesting that
Interview C recalled an unfamiliar journey to attend a friend’s birthday party but does not recall
exactly where it was. Some more examples included Interview H described visiting her daughter
in Brisbane as prompting travel and Interview | described using an unfamiliar journey to attend
and engagement party in Heidelberg Heights. Another interviewee (Interview W), who had not
undertaken unfamiliar travel in recent times, described how she went to St Kilda to meet her

mother and sister for lunch approximately two years ago.

One participant (Interview X) described how the introduction of a new service prompted her
first trip and continued use of the service. When Interview X was asked how she found out that
the service was being introduced, she could not quite recall but thought it was either by an
advertisement in the newspaper or a flier on another bus. Similarly, Interview CC described how

the introduction of a bus service in Brisbane prompted her to use the service:

The bus system was only introduced a few years ago so when I spent two months living
in Brizzy, it took a while to get my head around how the buses worked. I still prefer
going on the ferry but the buses are handy and quick and again information, I think they
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also have really good printed material available that you can get at the information centre
and then I also shared a house with some friends and they also told me which buses to
use and where to change (Interview CC).

Another prompt for unfamiliar travel for some interviewees was work, attending conferences

and school field trips.

I was working in an area that I hadn't worked in before and I was unfamiliar with and 1
was taking train and tram (Interview H)

Yeah, I was in Wollongong recently, maybe the 1st week of July, so two months ago and
I stayed at a hotel then I had to catch a bus to the conference venue (Interview I).

Yeah, I mean it was actually for work here. I had to take a group of visitors from
overseas to a school in the Eastern Suburbs from here. And I had to take them on bus
(Interview P).

I was involved with a school excursion with our kids and we went to Docklands and I’d
never been to Docklands before (Interview BB).

Interview H had to work an area that she was unfamiliar with. Interview I had to attend a
conference in a regional city and used a bus to get to the venue. In the latter two examples the
interviewees described having to guide other unfamiliar travellers on services that they too were
not familiar with. It is interesting to note that many of these trip purposes would have an

element of time pressure and expectations of others associated as well.
Sometimes personal and health appointments necessitated unfamiliar travel:

My osteopath changed her rooms so she moved to somewhere in South Melbourne so I
had to catch the light rail and I wasn’t sure which stop to get off at...so I just had
maps. .. cause it tracks on your phone so yeah it was easy (Interview S).

Only a week or so ago, a friend of mine was in the hospital in Moreland (Interview A).

I had to go and see a specialist in the city so, that was an unfamiliar transport trip
(Interview Q).
Interview S’s example is interesting because it was her specialist having a life event (moved
workplaces) that prompted her unfamiliar travel. Similarly, Interview A’s travel was affected by
somebody’s admission to the hospital, which could be seen as a life event. Presumably Interview
Q had a health-related need to see a specialist also. Hence it seems that healthcare (either for self

or others) can prompt unfamiliar travel.

Some interviewees described undertaking unfamiliar travel for leisure including going to events

like attending concerts, going to the movies and shopping:
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So I decided to see a movie that wasn’t showing at anywhere I was familiar with and it
was showing in Sunshine, so this was on a weekday so I was travelling all the way from
Clayton out to Sunshine (Interview DD).

Did I say Avalon? No I'm pretty sure it begins with ‘A’ and it’s past Footscray, past
Sunshine, ah Antona is that a place? Altona? Altona. Okay so 1 was trying to get to a
concert in Altona and there were organised buses from North Melbourne train station
and I knew the street they were on but I didn’t know how to find that street so I had
taken the train to North Melbourne to catch these buses. Once in the flow of the journey
it was fine but it was quite a difficult process to prepare for (Interview T).

Overall a number of unfamiliar journeys described were for recreation and shopping. One
interviewee, Interview U, suggested that large crowds generally encourage her use of public
transport. Interview T°s unfamiliarity is clear with his inability to recall the name of his
destination. The last part of his quote is interesting in that it indicates that the pre-trip planning
requirement for cognitive effort is more taxing than the trip itself (trip planning will soon be

examined in more depth).

In addition to travel overseas, some respondents described taking unfamiliar travel as a means to

explore their current metropolitan area:

Sometimes I take public transport for pleasure. Sometimes, especially in the afternoon; I
would potentially take an unorthodox route home just to expand my knowledge of the
grid system...I’m open to novel public transport experiences (Interview T).

If I had absolutely nothing to do and I kind of had a bit of an aim to go shopping or to
get something for dinner, I'd just catch the bus and kind of jump off when it looked
good and it was kind of orientation and getting familiar (Interview F).

Thus for some participants unfamiliar travel was a way to learn the local geography, explore and
have leisure time. Interestingly, this type of non-directed travel seemed more desirable to
participants for afternoons and evenings. Such exploration travel was more common amongst

people who had been living in a city for less than two years

Interestingly, Interview T also described how the structure of ticketing in Melbourne encourages

him to undertake more unfamiliar travel:

I come from New Zealand and there we don’t have an integrated ticketing system which
I would say dramatically reduces my public transport usage. Coming to Melbourne, and
knowing that I could pay a certain amount of money would provide me with unlimited
public transport across all platforms really was, it seemed like a great thing to me, and it
has become less novel, but I still hold an appreciation of it (Interview T).

75



Thus the integrated ticketing in Melbourne encourages this participant to use transit more often
as there is less cognitive effort and anxiety associated with ticketing and he uses his home

country of New Zealand as a benchmark to compare with.

Opverall there was a relatively big diversity in prompts for unfamiliar transit travel including life
events, travel interstate or overseas, new services, work, conferences, appointments, visiting
friends and/or relatives, healthcare, leisure events, tecreation and explorations. In some
instances, other people’s life events prompted unfamiliar travel. Crowds, exploration and the

structure of ticketing also facilitated unfamiliar travel.

4.3.2.2 Mode choices

Throughout the interviews people were asked why they had chosen to use transit for their
journeys as opposed to other modes. Mode choice was examined between car, walking, cycling, or
public transport and for mode choice between different types of public transport. Mode choice in the
former context is examined first, and in the latter context after this. It is worth noting that
throughout the interviews it became apparent that there was a sort of feedback mechanism with
mode choice. Sometimes people’s previous experiences with certain modes influenced their
choice of modes for future travel, thus mode choice was quite relevant to circumstances of travel
but also future behaviour (research question 3), often on the basis of their experiences (research

question 2).

The rationale for taking unfamiliar travel by public transport tended to be fairly similar to the
reasons provided for familiar travel and typically related to: parking, travel time, activities, finances,
other responsibilities related to travel, the availability of someone else to drive, and for some, an
inherent preference for public transport. The rationale for using public transport was very
similar for familiar travel but for familiar travel respondents more often mentioned health and
environmental benefits also. For unfamiliar travel a few respondents mentioned occasions when
they wanted to drink alcohol whereas this was not brought up for familiar travel. For both
familiar and unfamiliar travel, some people described preferences for public transport that lead
to intentionally not getting a catr/license to drive or choosing their residential locations to
facilitate travel by public transport. In relation to familiar travel, some respondents described
having to adjust their schedules to use transit and in some instances, trip suppression occurring
due to the unavailability of services. Ovwerall many of the reasons to use transit as opposed to

other modes were similar between unfamiliar and familiar travel.
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Participants were asked whether they would have any preferences related to #ode of public transport
for their unfamiliar travel and specifically, if one mode of public transport would discourage

them from travelling on unfamiliar services.

A few participants did not seem to have a preference for whether unfamiliar travel would be by

bus, train or other modes:

It would be whatever was available (Interview W).

Usually, if the time difference is not that big. I mean, we usually chose the most
convenient one where we don’t have to change (Interview K).

Meanwhile many participants reported strong preferences for particular modes for unfamiliar
travel, with some people even stating that they would not use public transport if only certain

modes were available. Overall people tended to prefer trains, and to a degree, trams, over buses:

I’d avoid the bus...because in my mind it takes longer and the services are a bit more
intermittent I guess, and can be delayed by the traffic conditions whereas the train and
the tram ya know, particularly now as they’re freed up, you know the predicted travel
time is probably more accurate than the bus...I’d probably go straight for the train rather
than thinking of a bus (Interview S).

I preferred the trains ‘cause ya know throughout my life I’'ve been more of a train user
anyway so 1 had a bit of an understanding of how they worked...The buses were
something more we ventured into after a while there so it took a bit more, local
knowledge before you start using the bus service (Interview BB).

I would never have taken the bus too because I didn't have a clue where the buses would
be going. You know because that part of the city, I am not familiar with...yes, the tram
or train [would be more intuitive] definitely. The buses in areas that you’ve not been in, I
would be a bit afraid to take it. Because sometimes they can go round and round and
round and round before they get to a spot (Interview E).

Interview S perceived trains and trams to be more reliable in terms of travel time and admitted
that she would likely not even think to take a bus. Meanwhile Interview BB attributed his
preference for trains to his history of experience using trains and thought that buses were only
appropriate in circumstances where you have accumulated a substantial familiarity with an area.
Similarly Interview E seemed concerned that she would not know where buses were going and
thought trains and trams are more intuitive. People often explained that trains were easier to

navigate than buses, which they perceived to be difficult for wayfinding:
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Except for the SmartBuses’, buses don’t have the ‘your next stop is blah blah’ so if it’s
the first time you know exactly where you are on the train so buses 1 suppose you can
kind of see from street signs and whatnot (Interview Y).

Well I never used buses ‘cause I really never quite worked them out and I found the
Underground took me to wherever I needed to go (Interview W, describing her time
living in London).

I think if 'm unfamiliar with a city or an area I would prefer to catch a train because you
can have the map and you know the secrets of stops and then you basically only get into
trouble if the train starts skipping a whole bunch of stations and you can’t get off
whereas I think with buses it’s a lot harder to orient yourself, I mean there might be stop
numbers but you probably haven’t got a map that gives you an indication of where those
stops are (Interview DD).

Opverall these quotes suggest that buses (except for SmartBuses) were seen to be hard for
wayfinding in terms of orienting oneself on maps, and necessitating reading of street signs which
was perceived to be more difficult than reading a train map. It was implied that trains tend to be
equipped with maps whereas there was less certainty about this for buses. The real time route
information on trains was seen as beneficial. Also some respondents discussed how trains and
trams are more permanent and tend to be more linear (particularly trains) both of which reduced
their anxiety for unfamiliar travel. The special Melbourne ‘SmartBuses’ were identified by some
participants as being more attractive than other buses due to the presence of real time

orientation route signage.

A few respondents identified travelling with family as a factor that would influence their mode

choices for unfamiliar travel:

Certainly train because I think it works really well, travelling with families on the train, I
don’t know why that necessarily is but I just think it’s more comfortable, shuffling kids
on and off the train and you can usually get them a seat, although they love the bus
(Interview BB).

I wouldn’t go by tram I don’t think. It depends on where it was, what we were
doing...[because of the issue with prams being problematic to have on trams]...so 1
would probably look at train options and bus options if I was with him (her son),
(Interview Z).

This ‘family factor’ was not raised by many respondents but at least for the examples above, it

seems that if children are factored into the mode choice equation, trains would be the most

3 SmartBuses are higher frequency buses which have a dedicated branding and are provided with bus priority and
real-time information.
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preferred mode because of level platform for boarding and alighting (particularly with a pram)
and availability of seats. It was interesting that to a degree, Interview BB was not entirely sure

precisely what factors made the train more comfortable for travel with his family.

Preference for trains (and sometimes trams) over buses was not always entirely related to
practical aspects but sometimes amenity, comfort, or innate interest. For example, Interview T

described what characteristics of buses dissuade him from using them:

It’s actually the streets that they’re on...I just don’t like car traffic a great deal so streets
that have trams running up them often aren’t very busy with road traffic, the train and
tram system...is so much more fluid cause I guess the whole running on rails thing feels
like it’s a conveyor belt. It just runs very smoothly...with a bus, the traffic is more erratic.
I associated them more with cars which is something I don’t appreciate (Interview T).

A few interviewees reported that modal options in areas have even caused trip suppression:

I haven’t really explored the bus network in Melbourne much at all...I’ve kind of
preferred to find alternate ways...I have really wanted to get to know the north and west
parts of Brunswick more than I do...[but| there’s no east-west...tram transport, there
might be a bus, but what seems to be easiest, but at the same time nonsense, is to catch a
train the opposite way, back into the city to exchange it for one that is heading out but
because of the lack of east-west tram thing and I don’t know, my lack of desire to catch
buses I haven’t actually gone to that part of the city, even though I’'m very intrigued by it
(Interview T).

I would reconsider my decision if it was going to be very inconvenient. If for example, 1
had to change modes of transport a number of times but I have to say because I don’t
have an alternative, if it’s somewhere I really need to go and I can’t afford a taxi, because
usually a taxi costs a lot, I'll still go. I have an example of this. On the weekend I needed
to get to a medical centre and there’s one out in Berwick that seems to be the closest 24
hour medical centre and so 1 made the trek out there (Interview DD).

It is interesting that Interview T interpreted it to be easier to catch a train in the opposite
direction to get on a train heading to his desired destination than to catch a bus, though the latter
would be more direct (but presumably less frequent). Interview DD identified a large number of
transfers as being a factor that would potentially suppress her travel but admits that because she

is a bit ‘captive’ to public transport, trip suppression is somewhat rare.

It was also somewhat evident that there are feedback mechanisms whereby people’s previous
experiences impact their mode choices for later unfamiliar travel. People described how their

previous unfamiliar travel experiences shaped their subsequent attitudes related to mode choice:
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So I would definitely consider it (travelling by train in and around Melbourne), the whole
family would, because my wife and I had that good experience travelling by train in the
UK (Interview BB).

Interview BB’s good experience of transit in the UK have given him and his family positive
attitudes about transit that, he thinks, may translate into undertaking unfamiliar transit travel in
Melbourne. Interview L also how her unfamiliar journey experience on a bus impacted her
opinion about buses more generally (they make her sick). Meanwhile another interviewee,
Interview M, explained that his experience of using unfamiliar transit in Melbourne to travel to
places other than the CBD has given him a perception that it tends to take a long time,
particularly as it often requires transfers, so he prefers to drive anywhere other than the CBD.
These findings are provided in this section because they are about mode choice but they also

address research question 3.

Overall, for unfamiliar travel, a number of participants expressed public transport modal
preferences, with some even avoiding using public transport if it would be by a certain mode.
Some of the modal specific elements influencing attitudes were about perceptions of wayfinding,
speed, network simplicity, and ability of a mode to accommodate certain travel needs, such as
travelling with children, and having a background understanding of modes like trains. These
preferences often seemed to relate to minimising anxiety associated with wayfinding. Trains
were perceived to be particularly attractive and some interviewees had an aversion to trams and
many to buses. Mode choice between different types of public transport was not explored
extensively for familiar travel though some interviewees did mention some preference for trains.
Thus modal preferences seemed to be particularly important to unfamiliar travel, particularly to
facilitate wayfinding. Also some people described how previous unfamiliar travel experiences

have shaped their future mode choices for unfamiliar travel and for travel more broadly.

43.2.3 Characteristics of unfamiliar travel

In this section, some characteristics of unfamiliar travel are examined.  First, travel

companionship is reviewed which is followed by an examination of trip planning.

Unfamiliar journeys were sometimes solitary but were often reported to be undertaken with

company:

The first time, I took the train was with my sister and my father (Interview K).

I was grateful to have a friend who was able to guide me on this journey (Interview T).
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In many instances travel companionship was seen to be positive (e.g. Interview T above),
presumably because the anxiety of wayfinding is reduced by shared responsibility. Some people
described having one of the group (or duo) as dominating the navigation, for example, Interview
BB described leading navigation when travelling with his wife. ~ High rates of travel
companionship for unfamiliar travel may have been due to different trip purposes associated
with unfamiliar travel. Indeed many people described having company for overseas unfamiliar
travel (e.g. Interview DD). One interviewee (Interview X) stated that she tends to end up
travelling with other people for longer unfamiliar journeys but for short everyday ones she more

often travelled alone.
Contrastingly, familiar journeys were more often undertaken alone:

Most normally by myself (Interview J).
Usually, I am by myself (Interview L).

Usually alone...Sometimes I'll bump into to a colleague on my trip home, but usually
alone (Interview G).

This may because a large proportion of the familiar journeys described were for commuting to
work/university. People tended to be travelling by themselves for these journeys, unless they

happened to bump into someone.

One particularly prominent contrast between unfamiliar and familiar travel was how much pre-
trip planning was required for unfamiliar use versus how much information familiar travellers
tended to know about their travel options and services they were using. For unfamiliar travel,
many of the interviewees described undertaking relatively extensive information gathering to

reduce anxiety and uncertainty:

I do use PTV Journey Planner” a fair bit; if I am going somewhere new and I am not sure
how to get there I will use PTV Journey Planner and sort of work things out... And I
had gone on Journey Planner to figure it all out and even looked on the G Map’ street
directory so that I could look at the landmarks around the area so that if I was looking
out the bus window when I would be able to go “well, that's the shop that I saw in G
Map (Interview G).

4 PTV stands for Public Transport Victoria, the umbrella organisation for public transport in Melbourne.

> Google Maps
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Well before I came [to Melbourne I thoroughly explored the website in terms of the
journey planner on there (Interview Q).

For Melbourne-based unfamiliar travel, many interviewees described using the PTV journey
planner. Some people reported that the Journey Planner was very helpful while others were not
confident it always offered the most direct option. Many interviewees also used Google Maps to
identify landmarks to assist with their wayfinding. Interview Q reported exploring the PTV

website thoroughly before moving to Melbourne.

A number of people reported getting assistance from other people they know for their trip
planning, for example Interview CC reported her friend in Hong Kong printing out maps for her

when Interview CC visited her.
Interview D reported needing to carefully plan ‘really unfamiliar’ journeys:

If it is really unfamiliar and I need to plan I do plan it pretty carefully. And usually, it
goes okay. So, I think because I have the mentality of being happy to use time and to
always have stuff with me that I can do. I'm never really, if I ever stuck; it’s not usually a
big drama because 1 have got stuff to do to use the time... as long as you’ve allowed
enough time, as long as you built into your journey a margin for error so that you have
got time to get there even if something goes wrong. And then, okay, you have a hitch
and it delays you. But, if you’ve planned your journey well you will get there on time
anyway and [if] you’ve got stuff with you, you can make use of the time (Interview D).
Thus Interview D plans trips very carefully “if it is really unfamiliar”, but even so, allows extra
time and brings activities to do in case there are any problems with getting stuck. His testament
suggests that previous unfamiliar (and possibly familiar) travel has led him to believe in the

necessity of planning carefully and allowing extra time. Trip planning was often described

adaptation people made to optimise their unfamiliar travel experiences.

Many participants couldn’t remember exactly what they had done to prepare for trips but rather
commented on what they usually do to prepare, surmising that they probably went to the journey

planner website or looked at maps:

I'm on the internet and I’'m printing out maps, writing down directions and I just...like
to be prepared. I hate getting lost and I like to know where I'm going (Interview Z).

If 'm going somewhere new I like to look it up, look it up on the map, and print out the
map and take it with me (Interview B).
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I still don’t have a smartphone...in year 2008 I started to use the website to search for
public transport route...I draw it on a piece of paper, not to use printing because
printing costs money...[that way] I don’t have to bring the whole Melways® with
me...Before that I didn’t realise that public transport route can be traced easily on the
Melways....I'd just ask people, ask the driver...later for everything I referred to
Melways, later even easier I used the website. Because the Melway cannot locate for you
the exact location. Using the streetdirectory.com.au you can look at basically which side
of the road...the website make the work (Interview AA).
Thus a number of respondents reported having a bit of a pre-trip planning routine for unfamiliar
travel. Interview AA’s account is interesting because it shows how his pre-trip planning his
evolved over time: he used to rely on asking drivers and others for assistance but has found a
website that works well for him to prepare. Also like Interview AA, a number of people
reported having a smartphone (or not) as affecting the amount of trip planning they undertake.
A number of interviewees discussed which apps they use for unfamiliar travel and which tools
they preferred or disliked. The PTV Journey Planner was a relatively popular tool though some
identified issues with it (particularly the app), and many reported wanting to use it in conjunction
with other tools like Google Maps. Another interviewee described using hotel information and

website information to plan her unfamiliar journey, but she found some of the information was

conflicting which confused her:

The hotel had told me where the bus stop was but didn't say which direction to catch it
in. When I...looked at the university website to see transport options and they said the
free shuttle bus doesn't run during the semester break which led me to believe that this
bus which I knew was free, wasn't going to be running, which clashed with what the
transport information website had told me, so I was confused with all of the information
that was provided...so, in practice it was fine but the information gathering exercise was
a quite complex one. Information everywhere, it was all just conflicting (Interview I).

So Interview I found her information gathering exercise taxing because there was overly-

abundant information but some of it was conflicting and non-specific.

Consulting others was another common pre-trip planning strategy. For domestic unfamiliar
travel people often got advice from relatives and friends. For interstate and international travel

people often got advice at their accommodation:

I did have help there from other people I asked, I was staying at a hostel, I just asked
them, “where’s the nearest stop?” (Interview J).

6 Melways is a local street map book for Melbourne.
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It was not uncommon for people, like Interview J, to get advice from accommodation when they
were travelling interstate or overseas. Interview R described how her tour guide book was an
asset for travelling in Italy with her husband in helping them to figure out the ticketing as the
ticket validation machines were not obvious, among other obstacles. However she also had a

local provide assistance:

This was all explained to us by someone who had been living there so it was all really
easy and I think we would have found it a lot more difficult if we hadn’t known but we
used that kind of knowledge and that experience in order to research the situation in
Paris so that we didn’t have any problems in Paris at all. I think we probably would have
if we hadn’t had a previous experience of someone actually tell us ‘this is how European
rail works’ (Interview R).

This example is interesting because it seems the knowledge Interview R gained from a local in

Italy also impacted her future unfamiliar travel behaviour in other countries in Europe.

Thus relatively extensive information gathering exercises were undertaken prior to unfamiliar
travel though occasionally interviewees reported not requiring extensive trip planning. Some
interviewees had less uncertainty about services, in particular, some frequent and long term users

of Melbourne’s public transport system reported that they often require less travel planning:

It depends on the journey, but I mean I have got to know the public transport network
reasonably well. And so, I can sometimes just know that you just — you know, work out
from general knowledge of the route which way to go. So, just take it, you know, but
sometimes — I have to plan a bit because, you know, time may be a constraint. And
probably the weekend — the weekend when the services don’t run so often, time is more
of an issue making connections is more of an issue. So, I will typically have to look up
timetables or maybe get on the web and look up the timetables on line and work out the
route (Interview D).

I did a quick search on the internet to work out the fastest way to uni and I did it.
Because I was so comfortable using public transport by that stage (Interview J).

Interview D’s quote suggests that he often requires very little trip planning which he attributes to
his extensive knowledge of public transport in Melbourne, but time constraints and frequency of
services at off-peak times can necessitate additional trip planning, primarily checking timetables.
Interview J also attributed her minimal need for trip planning to her background experience with
public transport use generally. Another interviewee reported that she sometimes does little trip

planning for unfamiliar travel, at least, domestically:

I mean not always [I don’t always plan trips much in advance for unfamiliar travel]. I
mean sometimes I just get on the train, get off wherever or, you know, or say you want
to go to a place you just look and see where the train, you know, the nearest train stop is
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for example. But, I guess being in a foreign country, you’re more likely to plan a little bit
in some ways (Interview P).

In this example, Interview P reports that she feels more trip planning is necessary abroad

whereas at home she feels less anxiety so undertakes less extensive, if any, pre-trip planning.

In contrast to unfamiliar travel, descriptions of familiar journeys exemplified a high level of

knowledge about services:

I regularly get the, usually the bus to Monash so I usually ride the bike or I go for a long
walk up to my next station where they’ve got a bus interchange and I get a bus from
Oakleigh to Monash...there’s a few routes. There’s the 900, the SmartBus, or there’s a
few of the 800 buses, there’s the 802, 804 or 862 I think, they all follow much the same
route to Monash. (Interview X)

Okay it’s a journey of about 30 to 40 minutes depending on the time of the day. It’s the
number 733 bus or sometimes it’s the 733 and sometimes it’s the 703 bus but mainly it’s
the 733 (Interview D).

I live 15 minutes away from South Yarra Station. If it seems like it will get me there
quicker and the tram is there on Toorak Road I will jump on the train, but the traffic on
Toorak Road is shocking I kind have to do a little kind of like mental calculation of like
okay, “is it going to be quicker for me to walk or is this tram actually going to beat me to
the station rather if I end up walking will the tram pass mer”... because the tram is not on
a — it doesn’t have like its own are access way, it gets stuck behind traffic. And so, every
morning I do that juggle like “am I going to walk all the way and then catch the tram?”,
and I'm always like, “okay, I've gotta get to the train station, get the 9:01 so that I can get
to work on time for 9:30” (Interview G).

Thus many of these participants have extensive enough knowledge about their services that they
can do some trip planning while they’re travelling, that is, make adjustments to optimise their
journeys based on the conditions that they encounter. The ease with which they can do this with

their knowledge likely reduces anxiety whereas the pre-trip planning required prior to unfamiliar

public transport travel likely increases the cognitive cost.

Some participants could describe in detail common incidents affecting their familiar travel time

and causing delays:

Then I take any of the other buses that brings me to Monash. That’s the 900 or the 862
to Chadstone or any of these. Now I catch the bus at about 5 to 8 in the morning. Very
rarely they would be early but in all probability they are on time at that stop. But as we
go down the Springvale Road, it starts backing up because it caters for the Hailbury
College student, it caters for Killester College and it caters for all the people are getting
off at Springvale Station. Now, in the previous days they used to have another shuttle
that used to run from Chelsea to Springvale Station that used to take these people but
now they have all these people on this long route. So, when I get into the bus, I have to
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take a back seat but at Springvale Station half of the bus empties. So, I run and come
back to the front to make it easier for me to get out at Wellington Rd. Now invariably,
we get caught at Springvale gates’. And sometimes if there is a problem that could be at
least a 20 minute wait otherwise it's about 5 minutes ‘till the gates- the trains come and
go. And most of the people empty out there. So after that it's, if the Mackinnon School
bus has not come to Springvale Station before our bus then we tend to get all those
children in our bus too (Interview E).

Interview E cleatly has strong knowledge of the incidents that affect her daily commute in terms

of locations that can be problematic, what causes the disruptions (e.g. train gates), and additional

bus travel demand generators. She also could describe the historical change in services that has

increased demand along her route. Such knowledge was not uncommon; some of the long-time

public transit users also could even recall the history of changes to services of their familiar trips:

Nowadays there’s enough buses that you don’t actually have to check, I used to a few
years back, I used to only really know about the 900, so that’s when I started getting the
bus [she used to drive], when that service came in. I used to check the bus timetable for
a particular time but then I discovered that the 800 buses also go to Monash and
between them there’s enough. Ya know something is always going to come along within
10 minutes (Interview X).

Thus Interview X could also see that her transit travel options are better now than they used to

be, this has reduced the amount of trip planning she requires.

Thus overall little pre-trip planning was associated with familiar travel, though occasionally
participants would describe how they would look up departures times for familiar trips,
particularly when their travel would require transfers and they would want to minimise wait
times. On the other hand, unfamiliar travel was associated with more extensive trip planning.
This would have had a higher cognitive cost than familiar travel. Motreover, familiar travellers,
who were knowledgeable about their routes, could sometimes describe a number of service
options for their travel, making them more resilient to service disruptions as their knowledge of

travel options allows them to adapt their travel easily while travelling.

43.2.4 Summary of overall findings related to circ ~ umstances

In summary, the key findings from the interviews related to research question one, the

circumstances of unfamiliar travel, are:

7 Rail level crossing gates.

86



I nterviews

The concept of ‘unfamiliarity’ was not clear and meant different things to different
interviewees. Responses indicated a spectrum of unfamiliarity: people described services
they had used previously but alighted at different stations, their first time travelling alone,
using services that were ‘less familiat’, or even just when aspect of a system changed (e.g.

a new ticketing system).

Unfamiliar travel was often described as being associated with life events like starting
university courses, starting a new job (or interviewing for one) and moving cities. In
some instances people described having strong emotions related to the trip purpose (e.g.
increased anxiety associated with unfamiliar journeys related to job interviews). In some
instances interviewees described trialling various ways to travel for these life events,
which impacted their long terms travel behaviour, and sometimes explicitly described
such travel being used to evaluate continued use of the service (Research Question 3). In
addition, some interviewees described life events eliciting a series of unfamiliar journeys,

notably after moving to a new city.

Other prompts for unfamiliar travel included travelling interstate or overseas, visiting
friends and family, the introduction of new services, work, conferences, school field
trips, personal appointments including health for oneself or others, others’ life events
(e.g. moved businesses), leisure and events, and exploration. Sometimes new aspects of
services like integrated ticketing facilitated more unfamiliar travel. Familiar travel tended

to be associated with commuting for regular work and study.

For choice of mode, decisions were based on similar incentives for familiar and
unfamiliar journeys (cost, travel, preferences, other responsibilities, parking availability,
etc.) though health and environmental reasons were mentioned a few times for familiar
travel and drinking alcohol was mentioned as a reason to use public transport for

unfamiliar travel.

For mode choice between different modes of public transport for unfamiliar travel, most
respondents described a preference for trains over buses and sometimes trams. This was
due to a perception of buses being associated with more uncertainty: difficult to navigate,
taking longer and being more vulnerable to delays, less experience with buses, less
conducive to travelling with children and be less enjoyable to travel on. These factors

were generally identified as prompting anxiety. Some people described how previous
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unfamiliar travel experiences have shaped their future mode choices for unfamiliar travel

and for travel more broadly.

Unfamiliar journeys were more often taken with company. Some people mentioned this
as reducing anxiety for unfamiliar travel. Sometimes interviewees described one of the

travellers as dominating the navigation

Unfamiliar travellers tended to require pre-trip preparation and research for their travel
to reduce anxiety and aid successful travel execution. Information gathering strategies
identified for unfamiliar travel were: obtaining information from websites, mobile
applications, hotels and other people. Some reported this pre-trip planning to be
somewhat taxing (having a higher cognitive cost), particularly when there was conflicting
information. In contrast, many interviewees were impressively knowledgeable about
their familiar journeys, sometimes able to describe factors causing service disruptions and
knowing a number of service options for their travel. This enabled reduced anxiety and

the ability to adapt travel if there were service interruptions, making them more resilient.

4.3.3 Experience of unfamiliar travel comparedto f  amiliar travel

The second research question, which aims to explore the experience of unfamiliar travel

compared to familiar travel, is addressed in this section.

4.3.3.1 Activities while travelling

Participants were asked what activities they do while travelling. There was a stark contrast in

responses for unfamiliar and familiar travel accounts. Unfamiliar travel interviewees tended to

describe active cognitive activities such as reading maps, looking for signs, and observing

scenery:
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If 'm going somewhere less familiar ’'m more likely to read less and then keep an eye
out for the station I've got to get off at (Interview B).

Just looking out the window for where my stop was and the stop numbers (Interview Y).

I was concerned about missing my bus stop because I didn’t know where it was so I was
paying very very close attention. Now if I take a bus trip and I don’t know where I'm
going I have my GPS on my phone so I know exactly when my street comes up and I
press the button close enough to that stop but back then I didn’t have a mobile phone
that had GPS on it (Interview R).

If it is a new route that I haven’t been to before I will look around and have a look at
what is going on, what is happening around. Once I am familiar with the route then
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there is no need to look around because it appears the same every day when I go to work
and then come back (Interview AA).

Interview B described looking for her station rather than reading. Interview Y described looking
his stop and stop numbers. Most respondents discussed active cognitive activities related to
unfamiliarity for unfamiliar journeys: primarily looking around and trying to ensure that they did
not miss their stops and, particularly when overseas, getting to know the area. Some
participants, such as Interview R, discussed how the development of technology has impacted
the activities they do on unfamiliar journeys, enabling them to be somewhat less cognitively
aware on unfamiliar journey. Interview AA even explicitly noted that there is no reason to look

around once he is familiar with an area.

Occasionally participants described undertaking activities on unfamiliar journeys that were

related to the life events for which they were travelling:

Yeah, I was doing what you do before an interview and worrying about what I was going
to say just ya know, preparing a game plan, going over the questions, trying not to be
nervous and just to calm myself (Interview I).

In some instances, like Interview I, the pressure of the life event attracted more cognitive focus
that waytinding on the trip itself.

Some unfamiliar travel contexts, particularly overseas travel, elicited other activities:

The other thing is when you’re travelling overseas is you’re lugging your suitcase a lot so
you’re looking for somewhere to store your baggage so you can get it in and out so that’s
probably something you wouldn’t contemplate so much when you’re coming to and
from work (Interview U talking about her unfamiliar public transport travel overseas).

Looking at the signage of where we were as each stop passed and just keeping an eye on
my belongings and fellow travellers (Interview M).

Thus some interviewees’ activity focus for unfamiliar travel overseas was finding a location to

store their luggage and protecting their belongings due to concerns about security.

Infrequently, unfamiliar travellers described not feeling a need to look around, or doing activities

similar to those described by familiar travellers:

I feel I can [use the time as productively on unfamiliar trips as familiar trips] if I want to.
It depends on how interested I am in the journey itself (Interview D).

I was stuffing around on Twitter (Interview I).
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Compared to unfamiliar travel, there were some major differences in what activities were
undertaken during familiar travel. People tended to describe sleeping, dozing, reading, studying
foreign languages, playing games on their phones, looking out the window, and listening to

music:

While ’'m on the train I’'m often looking at the newspaper on my iPhone, to just sort of
catch up with what’s happening in the world and I also sometimes send messages to
people if I'm trying to organise to go to the movies with friends or something like that
(Interview DD).

In the mornings...I’'m usually kind of half asleep. But usually when I come back, I will
read the newspaper or just listen to music (Interview K).

I usually will read my book or listen to music or do a crossword (Interview J).

The above quotes are only a small selection of similar descriptions. Familiar travellers
overwhelmingly described doing activities generally unrelated to their commute itself including
reading, relaxing and other activities. Many of the interviewees described their journeys as a
unique opportunity for downtime to do such activities in the midst of their busy lives. Though
occasionally people described an interest in looking out the window for familiar travel, many

described not noticing the journey itself:

It’s just, you get used to it when you’ve done it so often and you start to just not see
anything because it’s so familiar. The things that you probably would notice are the
things that have changed or change in the traffic mostly [her bus route is on a busy road
with no priority] you notice if it’s busier than usual mostly because it affects your travel
to work (Interview Z describing her journey to work).

Thus Interview Z only notices anything out of the norm for her familiar journey to work.

4.3.3.2 Emotional state

Another area of strong contrast between unfamiliar and familiar travel was emotional state: how
people tended to feel on journeys differing by familiarity. Overall, there was a variety of
emotions experienced for unfamiliar travel. The most prevalent unfamiliar travel emotions
raised were anxiety and excitement; these are discussed in more detail in the remainder of this
section. Other emotions experienced for unfamiliar travel included enjoyment, anticipation to
see someone, annoyance, discomfort (with heat), gratitude for air conditioning and feeling alert.
One interviewee even described feeling satisfaction at the end of his unfamiliar journey at having

completed it successfully.

A number of interviewees described feelings of anxiety associated with their unfamiliar travel:
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Anxious about getting lost I think...going to end up way out of the way. I wasn’t really
worried about the getting the wrong bus because it’s usually cleatly marked. I was
worried about missing the stop (Interview C).

I’m usually nervous if I don’t know what I’'m doing. Yeah particularly if I have to do it by
myself which I don’t usually have to, usually there’s someone else there that knows what
we’re doing. But yeah I would get nervous if I think that, ’'m going to miss my stop and
not know how to get back (Interview R).

I was a bit of nervous because I have never taken the bus and I rarely take the bus. So,
that is the only bus that I take, basically. Yeah. So, I was bit nervous and I was afraid, 1
didn't want to miss the stop again (Interview L).

From these quotes it is clear that much of the anxiety associated with unfamiliar travel is due to
concern about missing one’s stop. Much of the anxiety people described was attributed to
concern about wayfinding. They used a variety of words to describe their feelings, ‘nervous’,
‘concern’, ‘confusion’ and even ‘frustration” but overwhelmingly a large share of respondents
described negative emotion for unfamiliar travel. Interview L’s anxiety was partly due to her
unfamiliarity with buses as a mode of transit but also because she had previously missed a stop
when undertaking unfamiliar travel. The fact that she was nervous from previous mistakes poses
an interesting implication for research question 3: would such anxiety from a first trip experience
discourage some from even undertaking subsequent unfamiliar travel? Anxiety was often related
to worry about making mistakes and as will be discussed shortly, people did describe a number

of errors made on unfamiliar travel.

Some interviewees also cited being anxious about security, but this is explored in section 4.3.3.8.

Some described anxiety being elicited by the lack of autonomy they felt:

I guess I like being in control so I wasn’t too comfortable with that sense of not knowing
where I was and not being in control of the situation, but I mean I didn’t feel very
uncomfortable (Interview DD).

This lack of autonomy may be a source of stress for many of the interviewees. It is worth noting
that Interview DD also said that she was “not that uncomfortable”, thus though some anxiety

may be experienced it was not an overwhelming level.

Another source of anxiety for unfamiliar travel was travel being related to life events. For
example, occasionally people were undertaking unfamiliar travel in relation to starting a course or
job and were anxious for this new activity. This was sometimes reported to exacerbate travel

anxiety, for example:

91



I didn't realize that it was semester break and that the shuttle does not run during
semester break so I ended up at Caulfield on the day of my interview and getting to the
bus stop, finding a notice saying this bus does not run during semester break, and being
like “oh my God, this is my bus and I have to get to my interview” and so I ended up
having to catch a taxi just so that I could get to my interview on time (Interview G).

In this example, Interview G had a job interview which is already a stressful component of a life
event (starting a new job) which added extra anxiety; she wanted to make a good impression.
Her unfamiliarity with the travel meant that she did not know about services ceasing to run
during semester break, which led to her making a mistake and actually led to her taking a taxi.
During her job interview for which she was travelling, Interview G was informed about another
service that she could have taken but did not know about and subsequently used this service in

the future.

While many participants described some level of anxiety for their unfamiliar travel, not everyone
reported stress for unfamiliar travel. Some described apathy and a number described feeling

excitement.

Perhaps reflecting inter-personal characteristics, some participants described more positive
feelings of excitement or novelty for unfamiliar travel. For example, Interview A described
having an intrinsic interest in public transport and feels comfortable using unfamiliar travel in
other states. Another participant described how when she first moved to Melbourne from her
small town in New Zealand with no public transport, she was very overwhelmed but also

excited:

It was exciting and it was a novelty and it was really fun and we couldn’t wait for our
family to come over so that we could show them the trams and all that sort of stuff.
And then it becomes not a novelty anymore, it becomes a matter of convenience and
then sometimes it can be just a pain...if things don’t go your way (Interview Z).

Thus while she was initially very excited, over time the novelty wore off. Some interviewees
differentiated between wayfinding in their home city as tedious and unfamiliar travel overseas or

in a new city as more exciting, offering novelty and sparking their curiosity:

Well it’s always fun when you’re on holidays because you’ve not got that pressure like
when you’re trying to get to work. I'm usually quite curious. I quite enjoy it. I don’t
remember having any particular problems (Interview S).

The other interesting, yeah, they had like, wheelchair ramps and stuff and that was pretty
common over there. So, I remember being fascinated by all these signs (Interview F).
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Mostly I guess, well, nothing in particular; it’s just that going to a new place is just a bit
exciting because like I don't know what it's like (Interview L).
Thus in some instances people felt feelings of excitement associated with unfamiliar travel,

primarily related to getting to explore and learn about a different area.

Meanwhile, participants tended to provide little description for emotions associated with familiar

travel other than apathy, boredom and frustration:

Sort of boredom usually and frustration if there were delays (Interview N).

I don't think I had really strong emotions or really strong perception of any particular
good or bad thing about the train...I mean, it was just the train (Interview O).

Thus apathy and boredom were prevalent emotions associated with unfamiliar travel.

Frustration was common and typically due to delays, cancellations, and crowding.

Anxiety was occasionally mentioned for familiar services and was primarily related to concern
about potentially missing services and disruptions to services. A few people described emotions
that they associate with their familiar travel based on previous experiences, sometimes with a

negative expectation:

Well, I’'ve gotten used to it, used to it, so when I get into the bus early in the morning I
say my morning prayers. Because it's, you know, it’s 45 minutes. So, I just sit there and
say my morning prayers (Interview E).

If a train was cancelled, you knew it was going to be a horrible journey, crammed in like
sardines (Interview W).

Familiar with how her bus is often delayed in traffic, when prompted about emotions, Interview
E suggested a process of ‘getting used to it” which dulls you; she had an expectation of possible
disappointment. Similarly Interview W experienced dread in anticipation of negative impacts of

train cancellations.

Opverall, familiar journeys tended to associated with no emotions, a feeling of dread on the basis
of prior experience with disruptions to services, frustration at crowding and occasionally anxiety

about missing services.

4.3.3.3 Wayfinding

As discussed previously, unfamiliar travellers had often undertaken a process of pre-trip planning
to assist with wayfinding to minimise anxiety and ensure they successfully completed their

journeys. Unfamiliar journeys were also shown to be associated with a more active process of
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environmental cognition than for familiar journeys, often related to navigation and wayfinding.
This is perhaps one of the most prominent and possibly important experiential characteristics of
unfamiliar travel: an active process of wayfinding. Wayfinding is examined in-depth in this

section.
Respondents often described undertaking wayfinding on their unfamiliar journeys:

I kept looking, ‘is this the street?’ Is this the street?” because I didn’t really know the area.
I knew a bit of it but then it went into a part I didn’t know and it’s just looking at all the
street signs. I knew what street I had to get off at, so I was just constantly on the alert
for most of the time really. 1 mean you get the hang of it after a bit but at first, ya know,
‘what’s that street? Should I have got off therer” (Interview W).
Like Interview W’s testament above, wayfinding typically involves looking for street signs,
landmarks, and at maps. It is a process that many reported requiring concentration and

sometimes elicited anxiety, particulatly as people second-guessed their navigation, like Interview

W, wondering if they had already missed their stops.

A large number of interviewees described particular elements of journeys that challenged them in

wayfinding:

So, Parliament and Flagstaff are those classic ones that have multiple layers of, I guess
Concourses and then you jump up and depending on which escalator you got, you end
up in a different side of the block and then I am a little bit disorientated until I can,
generally I am looking for a street sign to tell which part of the grid I am on because it's
often, it's sunset or dusk or even dark (Interview F).

Stops you couldn’t necessarily find. ‘there’s a stop at this station’, whereas actually it
meant down the road and round the corner, you couldn’t find anything (Interview R,
discussing her experience in Toronto).

And I found that quite confusing, they have strange ways of organizing their buses. It
was actually quite a good bus; it was free and the bus was going in a loop and they label
their buses 55A and 55C depending on what direction they are going in. Where we were,
we were at kind of either end of the, at the mid-point of the loop, so it didn't matter in
fact whether I caught the 55A or the 55C and I had trouble understanding that concept
(Interview I)

A number of people, like Interview F, described underground stations with multiple exits as

being a bit disorientating. Interview R found stops being marked as at a station, but actually just

being close a point of confusion. Some people, like Interview I, said they became confused

when services and stations had similar sounding names/numbers. People generally reported

having services change at different times of day to be problematic: Interview K stated that she
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was confused by how the city loop part of train services switches directions at different times of

day.® Other wayfinding challenges for unfamiliar travel itself included:

* no route maps on-board transit vehicles

* maps being difficult to interpret or inaccurate
* phones not working

* trouble with apps

* figuring out which bus shelter to go to

» different operators of services leading to less integration of information.

In addition, some people described their unfamiliarity with the local geography their services
went through as being problematic and one woman expressed particular concern for wayfinding
in a quiet area where she would be unable to ask for help. Another woman described moving

her luggage up and down platforms to pose an additional wayfinding challenge.

Participants also desctibed difficulty with wayfinding at ‘trip ends’, that is, once they alighted
from their service to get to their final destination. Aspects which were identified as particularly
challenging were lack of maps upon exiting stations (one participant described wishing there was
a ‘you are here’ map upon exiting), confusion related to coming out underground stations with

multiple exits, being unable to see one’s destination from the street.

Some participants stated that whether it was day or night would impact their wayfinding with

darkness associated with reduced information and sometimes increased wayfinding anxiety:

Like trams it’s a little bit easy because it will say the exact stop number you need to get
off at, but then again if you are on the tram and if it’s dark you are like...it can be kind of
hard to see the number of the tram stop sometimes and you are kind of like poking your
head out the door when it stops and there is that worry of like “oh my God is this my
stop?” (Interview G).

It’s not a place where they have a lot of overnight buses and I prefer to take a bus during
the day when I don’t know where I’'m going. It makes it a lot easier but it also means
you can look at the scenery (Interview DD).

My vision is not very good at night and also travelling by public transport at night, I’d be
very careful travelling on public transport on my own as a single (Interview CC).

8 The Melbourne City Loop is a one-directional set of tracks that reverses direction at midday to facilitate direct
journeys to/from the city.
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Thus although tram stop numbers facilitate wayfinding, Interview G reported that darkness can
be problematic in actually reading stop numbers. Interview CC described how she had poor
vision at night which can exacerbate wayfinding challenges further. Similarly Interview DD
reported a preference for day-time travel. Another Interviewee described how the real-time

directional information on board SmartBuses helped alleviate this challenge, when it is accurate

anyway:

It can tell you the location. During the dark time I cannot see much outside, but be
careful sometimes when the driver press the bus wrongly it can tell you false information
(Interview AA).

Thus it seems Interview AA has observed times when the real-time information was set

incorrectly negating the benefit of having it.

One other interesting aspect of wayfinding which has been alluded to previously (in
section 2.1.2) was whether or not there was variability in wayfinding experience by mode. When
asked if certain modes were easier or harder to navigate a minority of interviewees stated that
they would not find a bus or train or tram more or less hard to navigate while the majority of
other participants stated the opposite: that some modes of public transport required more or less
wayfinding. For example one participant (Interview Y) said they she has to check more often

where she is on buses. Other interviewee’s wayfinding experiences of buses include:

Buses are even a bit more stressier because it's hard to kind of know, if you don't know
exactly where you’re going, you've never done that journey before, it is really hard to
know where to get off the bus. So I usually ask the bus driver like I usually know the
stop like an intersection I need to get off at and I usually tell the bus driver, “can you
give me a bell when you hit this spot?” But sometimes they forget which is fair enough.
Sometimes it’s like ya know you kind of craning your neck trying to look out the window
and seeing road signs go past and yeah Interview G).

With the trains and trams yes [it was fairly easy to navigate] what is tricky is the
buses...figuring out the bus and the connection that can get tricky...to figure out which
is the right stop and where the bus actually goes and how it links and then I think the
major thing is to not miss my stop and when they go and stop and they do little turns
and detours then I’'m not quite sure where I am now and there’s some buses that do
awkward loops (Interview CC).

Hence Interview G reports that buses are more stressful for wayfinding that other transit modes,

and has found that asking drivers is not a foolproof wayfinding strategy and that trying to look

out the window can be difficult. Interview CC noted that she gets confused about the transfers

(‘connections’), where the buses actually go and particularly, how not to miss her stop. She gets

confused by the non-linear nature of buses. Based on testaments like these and the mode choice
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analysis in the circumstances section, it seems that buses pose the most discussed wayfinding
challenges (with the exception perhaps of SmartBuses as discussed previously), and trains pose

the least wayfinding challenges. Trams seem to be somewhere in between.

Interview DD, who stated she had a preference for trains because of the maps on board, offers a

recommendation for how wayfinding on buses could be improved:

I think the route maps could be a bit more specific. I think in Canberra they might have
all of the stops marked on the maps but I don’t think they do that for Melbourne [buses]
(Interview DD).

Thus Interview DD has found that the route maps on buses in Melbourne to not be specific

enough and has observed better route maps on buses in another city, Canberra.

In addition to challenges with wayfinding encountered, a number of interviewees, like Interview
DD above, described facilitators to their wayfinding. Some people mentioned that transferring
onto shuttle services with only one stop helped with wayfinding as did having a destination that

was an end-station of a line:

Maybe because it was on, it was from Glen Waverly” and it was on the Glen Waverly line
and so, you know, it was never like, you know, like in Oakleighm, you know, there are
two different lines you can take and neither of them is called the Oakleigh line you know
(Interview O)

Similarly, people described how going to very popular destinations was also fairly easy because

they could just follow the crowd. Service labelling was also appreciated:

That was all really nice because the train was there, it's doors were opened, it was all
nicely labelled on the train itself, on the door, you know, on the screens and so on but
that was a train ran to — I believe it, it wasn't, it didn't say Geelong; it said something else
but I was able to work out that that was the one I wanted again because it labelled by
where it was terminating rather than the main city it's going through (Interview F).

It is interesting that interview F noted the number of places the train route was sign-posted.
There is an implication that multiple sign-postings are better than less, to better assist passengers

with wayfinding,.

9 Glen Waverly is a terminal station

10 Oakleigh is a mid-station along a rail line.
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A large number of people described how modern technology, apps and websites assisted them

with wayfinding:

I find it [using unfamiliar travel around Melbourne] easy now because I use the web-
based supports in terms of scheduling and working out what I need. I still don’t think
our public transport maps are that great, although the system is not that complex, it is
when you factor the buses in, I don’t think there is a really good connection, personally,
between tram and train services and the bus network. It’s like they’re two separate
entities to me, even to the point where at this stage I’'m not sure what I do with my myki
on the bus (Interview BB).
In this quote from Interview BB, he attributes his ease of wayfinding to modern technology but
also can see potential improvements to the navigational cues available, that is, that the public
transport maps are not ‘that great’ and that the different types of public transport are not well-
integrated for wayfinding. It seems that modern technology helps him cope with wayfinding but

that he recognises that in terms of waytinding, the system and informational needs for customers

the system could be improved.

A substantial number of people noted aspects of other cities’ transit systems that facilitated
wayfinding and often they found the navigational aids abroad better than in Melbourne.

Interview F described how in the USA public transport options are integrated into Google maps:

One of the really, really nice things and I am really sad that Melbourne doesn’t have it is,
because I had a limited access to a car as well; I would just put in where I was, where I
wanted to go in Google Maps and there would be buttons, it went “walk, cycle, public
transport or car’” (Interview F).

Thus Interview I really liked having public transport information integrated into Google Maps
so that all of the modal options were readily and easily available for comparison. He was

disappointed that multi-modal navigational software was not available in Melbourne particularly

as his access to a car was limited.

Interview O who described how in Barcelona, despite not speaking the language, it was easy to

navigate due to good signage and different coloured lines:

the different coloured lines, you know, I don't know the signage is really good, but that’s
something compared to Melbourne I think that some other large cities around the wozld
are really much better at: the signage and you know...sometimes you see in the CBD like
you know...”Federation Square this way” and stuff but it's not quite as comprehensive as
what we get other cities and, you know, like for instance in Barcelona when you are
getting off of the train, the metro....you know, there are different exits there of
course...and so as soon as you step off the train you can see like the “Church, this way”,
you know, “whatever street that way” and so it tells you which exit you need to take
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from the time you get off of the train which is really helpful. And so, for instance on
Saturday we went to the Melbourne Museum to see an exhibit and we get off the
Parliament and it really wasn't until actually we were out of the station that there was
signs for the Melbourne Museum. And you know, that’s something that, that's a big spot,
you know, that’s the kind of thing that Melbourne really could improve (Interview O).

Interestingly Interview O’s experience of unfamiliar travel abroad made her more concerned
about wayfinding facilitators in her hometown. From a research perspective, it is helpful that
she could make a specific recommendation: that having signs for popular destinations should be
in transit stations rather than after you exit them, presumably because that would assist in

reducing one’s anxiety about which exit to take when there are multiple choices.

A final example of wayfinding experience abroad is Interview DD who found that having a
conductor on services in Sti Lanka was beneficial in advising tourists when their stop was

approaching and when to get off:

It makes it easier than here where you have to rely on the driver for any information
about where you are. It’s that they knew we were tourists so they looked after us
(Interview DD).

Her quote suggests that having a conductor not only facilitated her wayfinding experience but
also left her with a positive sentiment of being taken care of. Such impacts on attitudes are

examined more thoroughly in section 2.3, as previously mentioned.

Thus design components that were identified as facilitating wayfinding on public transport

included:

* stop numbers being provided on the journey planner site and on signs
* directional signage

* real time information boards (e.g. ‘next stop is’)

* route maps on-board and at stops/stations

* services differentiated by colour

* multi-modal (including transit) options integrated into Google Maps

* one stop shuttles / end-of-line destinations

*  multiple labels of services

* end-of-trip destination information outside transit stations

* good integration between transit modes

* modern technology, apps and websites
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Drivers and conductors that were willing to provide assistance were also noted, but are perhaps,

not a design component.

Earlier the impact of having experience with transit was also identified as being a factor that
reduced the amount of trip planning required before an unfamiliar journey. Similarly, previous

experience with transit generally was identified as a facilitator for wayfinding:
I think I knew exactly where to go because of my experience (Interview A).

This quote implies that one’s background experience with using transit assists in wayfinding.
The exact reason for this is unclear but some potential explanations are: because they are more
knowledgeable about where to find wayfinding information, perhaps they can use a system more
easily so are more able to more readily focus on wayfinding, or are simply more familiar with the

services generally even if they do not use them perhaps they know where exactly they go.

Another key finding from the research on wayfinding experience was participants’ reporting of
strategies that they utilise to assist in wayfinding. For example, some people reported relying on

others they were travelling with:

I wasn’t really familiar with that. But because my sister studied at Caulfield she was
familiar with that whole area [around Chadstone]| (Interview K).

I remember coming back there was always someone from the place where I was doing
work experience, with me. So I never actually remembered where the second stop was,
I’d just get off with them and then walk to the station with them and then everything was
fine (Interview C).
For Interviewee C, observing others was not always helpful particularly when he developed a
sort of dependency on using a colleague for wayfinding and so did not learn the geography

himself. This strategy would also be useful for unfamiliar journeys where one had a travelling

companion.

One of the most prevalent wayfinding strategies was asking for help either from drivers or other

passengers:

Well often times I will ask the conductor or the driver I will ask, you know, and they are
usually pretty good about, you know, telling you, when the right stop is and everything
so. That's when I am on the tram or the bus that's usually who I ask for advice (Interview

0)
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Yeah so, there were about 10 people or so [that I was responsible for], you know, they
were all international visitors. And....there was nothing saying, “the next stop is this”,
and so I asked the driver (Interview P).

Relying on the bus driver to, reassure me that I had — actually that I got on the correct
bus, even the numbers on it, I knew that but I didn't know any other suburbs and again
also, getting you know, engaging with him to make sure that I got off at the place I was
expecting to get off (Interview H).

You know you’re not always in a position in a busy bus to ask the driver so you just have
to take a bit of a punt sometimes...I use that as a standard always to ask the driver [if the
bus isn’t as busy] (Interview BB).

In these examples, Interview O reports having positive experiences with asking the driver for
assistance which has resulting in her viewing the driver as the ‘go-to’ for assistance. Interview P
was responsible for 10 or so people and found signage to be lacking so asked the driver for
assistance. Interview H sees asking the driver for help as a means to confirm she is using the
right service and so that she alights at the rights stop. It’s interesting that she refers to “relying”
on the driver for “reassurance” as this almost implies a dependent relationship and that the
interaction helps mitigate anxiety. Interview BB’s testament reveals that while he is happy to ask
a driver for assistance, he finds that is a busy bus can be an obstacle for relying on this strategy.
Interview E (note quoted) even reported ringing her sons who were familiar with the area for

advice when she got off a bus service too early.

Despite a large proportion of interviewees reporting they asked drivers and other passengers for
assistance, some participants stated that they did not ask for assistance on their unfamiliar

journeys. In fact some of the interviewees described avoiding asking for help:

Rarely [do I ask others around for assistance]. I don’t like to (Interview S).

I eventually found it after asking someone. Normally I don't do that, I am very good at
directions and locations (Interview E).

There is almost an implication from these quotes (and other interviews) that not only do people
not like to ask for help, but perhaps there is almost a sense of failure or embarrassment in asking.
Then again, not wanting to ask for help may just reflect interpersonal preferences, such as
introversion and extroversion. Perhaps sympathetic to the reluctance to ask for help or at least

the frustration of getting lost, one interviewee described going out of her way to help others:

[In Melbourne] generally I accost other people if they look lost and offer to help
them...I do [see a lot of people getting lost] because I work here [the Alfred Hospital]
and so you often see people who, they want to get to the Alfred and they’re not sure
which tram to get or they’re not sure which stop to get off and often if they’re coming to
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the hospital they’re quite stressed because they’re either coming to see someone who’s
sick or they’ve got an appointment. It’s nice to be able to help. Occasionally I accost
people who look lost but they aren’t lost and they don’t want my help (Interview S).

This testament is interesting because it reveals that Interview S senses that others sometimes do
not want to be approached and offered assistance and also that she understands that struggling
with wayfinding may be more stressful when compounded with a stressful trip purpose. She

values being able to help in such instances.
Another wayfinding strategy that people discussed was observing what others were doing:

It was a matter of looking around, seeking out people who looked like uni students and
following them and realizing they all stood at one bus stop and I didn’t know which side
of the road I needed to stand, in order to get to Monash, but I noticed that there was one
side where a lot of students were gathered so I just sort of figured that must be the uni-
bus and so I hopped on there, which was absolutely packed (Interview Q).

But once I got to the bus stop and got on the bus- And then I realized there were
conference people on the other side of the road which I tried the next day and it got me
there in roughly the same amount of time (Interview I).

Interview Q sought out a particular demographic, people who liked like university students, to
guide her when she transferred. Meanwhile Interview I also looked for a particular group of
people and after observing their behaviour, tried their transit strategy the following day. While
observing others may be beneficial at times, it is worth considering that for many trip purposes

with lower travel demand generation this may not be effective.

Another wayfinding strategy interviewees reported employing was sitting in a certain part of

vehicles to assist with wayfinding:

I noticed what [stop] number I had to get off at and in the tram you have to really be
seated at the window to be able to see the stop numbers (Interview E).

In the quote by Interview E, she has found that sitting a certain part of the tram helps her see
stop numbers. Similarly, Interview W described how she tries to sit near the door for unfamiliar
travel so that she can get out quickly when she realizes she is at her stop. Interview G also
applies this strategy of strategic sitting, notably to see signs, especially on long trams but that this
does not always work if the tram is busy and struggles at night. While strategic position may be
an effective wayfinding strategy, it may rely on previous experiences of trams before, knowing an
optimal place to sit on the tram for waytinding, is a sort of adaptation of how one takes

unfamiliar travel.
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Another participant (Interview W) evaluated her as not being wayfinding-savvy and described

how carrying a little book of maps helps her:

I’m a map person. I'm not good....like if I turn a corner I tend to be lost, forget what
direction I came from so if I've got a map, I can look where I am, hold it up the right
way...but if I've got a map I’'m all right (Interview W)

Thus Interview W does not consider herself to have a good sense of direction but has found
carrying maps an appropriate adaptation to facilitate unfamiliar travel. Another interviewee

described how she prefers to purchase tickets that allow for getting lost on unfamiliar travel.

I like the idea of overall passes even if they cost you a little bit more. ‘Cause you don’t
even have to think about um, you can just hop on, hop off, and I think for tourists being
able to hop on and hop off, if you get yourself a little bit lost you can always seem to find
your way out of it (Interview U, discussing her preference to buy a weekly pass for
unfamiliar travel in London).

So Interview U finds weekly passes better allow for getting lost, presumably because anxiety

about purchasing subsequent tickets would be reduced.

Opverall there was a diverse mix of strategies employed to assist in wayfinding on unfamiliar
public transport travel including relying on travel companions, asking for help (though many
reported avoiding doing so), observing others, sitting in a certain place on vehicles, carrying

navigational aids, and purchasing open tickets to allow for getting lost.

Although wayfinding was a prevalent characteristic of much of the unfamiliar travel discussed
some participants did not explicitly describe wayfinding as a big part of the unfamiliar journeys

they described:

I’'ve used public transport lots in Europe and have found it pretty easy. Once I got on a
wrong train though, only once though and I’'ve used it quite a lot (Interview X).

I think I knew where I was going to, so you know, that’s good (Interview C).

Usually it was pretty easy and we had our smartphones and GPS works everywhere and
so yeah usually we’d have a look before we left (Interview Y discussing travel in Japan)

Thus, although many interviewees discussed wayfinding as an important aspect of their
unfamiliar travel, some accounts of trips and unfamiliar travel generally seemed to be

characterised by ease in wayfinding.
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In terms of familiar travel, perhaps not surprisingly, there were few wayfinding challenges
associated with familiar travel though occasionally interviewees described trying to juggle which

service to use based on timing:

I mean, I do the juggle of like “okay, well which bus is leaving first, and so not the bus
900 to Caulfield I'll jump on that, if the 601’s not here, I'll jump on the Caulfield or the
Elwood as well”. The Elwood tends to sit in the loop for ages before it sort of departs,
so again it’s a bit of a juggle like, hey, “which bus is going to leave, which is here, which
one is going to leave first and”... (Interview G).

Thus for familiar travel, wayfinding is uncommon, but rather sometimes people go through a
process of trying to figure out which service will be gptimal. In contrast to unfamiliar travellers,
familiar travellers tended to be well-informed about their journeys and did not typically require
much in the way of wayfinding. However consistent with the previous finding that familiarity

occurs on a spectrum one familiar traveller who does not travel #hat frequently reported:

Because it's often I am trying to get around like to the next couple of stations in the city
loop and I can never work out because I am always traveling at odd times and it’s not
regular enough I can never work out which way it's going. So, I generally look for the
guy in the high-vis around on the Concourse saying which is the next train or which
platform for the next train to wherever and I normally go across and do what he says... I
am not regular enough in the city and I am not always going to the same spots, 1
normally jump out and become a bit disoriented (Interview I)

In this example even though it was a somewhat familiar journey, Interview F still requires some

wayfinding assistance, he attributes this need to the low frequency of him undertaking the travel.

Interestingly, commenting on navigation prompted a number of the interviewees to provide self-
evaluations of their wayfinding abilities to help explain why they did/did not get lost. People

often described themselves as being good or bad at wayfinding:

It [unfamiliar travel] usually doesn’t bother me too much like, 1 just use the Metlink
[PTV] site and plan my journey and then I go look at the maps (Interview C).

I wouldn’t say that I've got a good sense of direction but I kind of pay attention where
I'm going so I know how to get back in case I need to and I think travelling helps, if
you've travelled a lot and you’ve had to get used to how to navigate in certain areas and
stuff like that (Interview 7).

As 1 say having a really poor sense of direction, I do worry about getting lost (Interview
B).

[I say I have a bad sense of direction]| because when I drive I regularly get lost. These
days I have a GPS in the car and even sometimes when I’m in familiar areas I get in the
wrong lane (Interview CC).
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Thus it was observed that people have perceptions about their wayfinding abilities and ‘sense of
direction’. Interview C claimed she does not get too bothered about taking unfamiliar travel
whereas Interview Z and Interview B, among other interviewees, claim to have poor ‘sense of
directions’ which increases their levels of anxiety. When one of these interviewees (Interview
CC) was asked about her self-proclaimed poor sense of direction she attributed her self-
evaluation to frequently getting lost in her car. It is, however, unclear if self-perceptions shaped
their experiences, if people’s experiences shaped their self-evaluations, or if both mechanisms are

at work.

4.3.3.4 Mistakes / errors

Despite the facilitators and strategies for wayfinding discussed above, a number of people
reported making mistakes while undertaking unfamiliar transit, often in wayfinding. Some

mistakes increased the length of the journeys:

I think the first time I was quite unlucky because I didn't know it was an express train.
So, I missed my stop and then I had to go back again... So, it didn't stop at my suburb
and it went on — and I didn't know what to do...because I missed my stop, so I didn't
know when the next stop was, so I asked someone in the train and they said, “oh, this is
an express train, it’s going to Moonee Ponds and the next stop was Newmarket” and so 1
said “okay”. So, they said “just get off at Moonee Ponds and take the train back
again”...I was a more scared than anything else ‘cause I wasn't sure where I was going
(Interview L).

There was an A and a B loop that was concentric and they just almost went continuously
and I was — my house is kind of the second to last stop on one of the directions that I
normally catch but I wanted to go past the shops and I didn't actually realize that they
change- they kick you off the bus at the end of the concentric loops, they kick you off
because the bus driver gets off and has a smoke and gets coffee and whatever and gets
back on in 10 minutes. And so that was a little bit because I was just sitting there going,
you know, “this is going around again, isn't it?”” (Interview F).
Interview L accidently took an express train and missed her stop, meaning that she had to alight
further along on the service and then go back. Interview I did not realise that a driver would be
stopping for a break, meaning he had to sit and wait for that. Errors in wayfinding were faitly
common. Most mistakes related to missing one’s stop, getting off too early in anticipation of
potentially missing a stop, not taking the most efficient route, and going the wrong way toward
one’s destination after alighting from a service. These types of errors would have the effect of
making people’s unfamiliar journeys longer. This may have in turn increased people’s perception

of how long a journey would take by public transport typically even if their experience was

somewhat exceptional in that they would be unlikely to make mistakes once the trip became
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familiar. Such experiences were reported to elicit negative emotions in some cases and may have

led to further anxiety for future unfamiliar travel.

Some mistakes were more problematic than others though. For instance, some interviewees

reporting getting lost for substantial periods of time after making a transit mistake:

[When I moved to Canberra], I did catch the wrong bus a couple of times and end up
somewhere lost in the suburbs so I had no idea where I was and didn’t have a
smartphone at that stage and couldn’t even lookup where I was (Interview DD).

In this example, the person’s use of the wrong service led to him being lost in an unfamiliar area
and he did not have resources to quickly and tirelessly rectify his mistake. Other mistakes were

less troublesome:

On the trams it's usually not too much of a problem; it just means you’ve got a bit of an
extra walk. Depending on the line but yeah, sometimes you can end up with an extra 15
minute walk which it’s not ideal but you deal with it... when it is unfamiliar you don't
know how... even though you can check how far the train — the next train is away just it's
you’re in a new environment, you don’t know what to expect. People might be different
though it's no big deal to me. At night it might be a little bit more worrying because it's -
particularly if you are a lone woman traveling by yourself it’s like, “oh my God”
(Interview G).

Thus Interview G perceives missing one’s stop on a tram to be simply a slight inconvenience
that she can rectify by simply walking an extra 15 minutes. It is worth considering that someone
who is more mobility-impaired might find such a mistake more daunting, particularly if services
are infrequent and they might have to wait awhile for a tram back again. Moreover, some travel
purposes and scenarios may not readily offer 15 minutes of flexibility. Interview G does see
mistakes at night to be a bigger deal due to concerns about security when walking by herself at

night.

4.3.3.5 Fares & ticketing

Some participants described ticketing as a noteworthy aspect of their unfamiliar travel
experiences though this was not the case for all unfamiliar travel. Within Melbourne there was a

variety of experiences reported in association with unfamiliar travel:

And I remember we were unsure how to use the Metlink ticket (Interview K).
Not confusing. Previously there was 3 zones now only 2 zones are available so it makes

the system less confused [sic] (Interview AA describing using public transport in
Melbourne after moving from Malaysia).
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Thus, some interviewees reported confusion about ticketing in Melbourne, though this was not
always the case. Interview AA’s quote suggests that having two rather than three zones has
made the system even simpler to use. Generally people reported that once they figured out
Melbourne’s metropolitan ticketing system they could generally switch between modes without

trouble, because of the integrated ticketing system:

I think that it was pretty easy to understand. The only thing I think there was some
confusion about was like the, 2 hour tickets or you know, the daily tickets and stuff
because I think in Glen Waverly Station maybe it wasn't immediately obvious where,
who, to talk to. So, I think, probably there were the machines and stuff and so probably
if you knew what you wanted, then you could do that but if you weren't sure, I
remember, we kind of wandered around and we ended up looking, like going into a
convenience store or something. But you know, they had the sign saying, you know,
“Metcard sold here or something”, so. Yeah, I think there was a little bit of confusion
about that. And the tram, I think once we knew that the train and tram, the buses were
all connected like on the same ticket, yeah then it was really like, it's really easy and
convenient and we knew, what we could do and how long we could do it... I think we
probably asked the person who we bought our first metcard from (to learn about
integrated ticketing), I don't think we were ever, I don't think we knew beforehand, I'm
pretty sure we didn't, we definitely asked somebody (Interview O describing her first
train trip in Melbourne).

Interview O’s recount reveals some confusion about the 2 hour versus daily and other ticket
options. She recalls not knowing where to go to get help as the machines did not offer enough
information for her and her partner so they went out of their way to get personal assistance but
she also stated that once they understood it, they were fine to use all of the metropolitan
services. 'That said, another respondent reported a bit of confusion about ticketing on a

Melbourne bus:

It might have been the first time I ever used a bus in Melbourne and I we were using the
older system back then I wouldn’t have had a myki and I think I would have paid for a
day’s journey from the driver and then on subsequent trips just waved the card rather
than realising that you needed to slot it in and so I would just get on the bus and show
the driver and they seemed to think that was okay but I was using it in ignorance
(Interview T).

Interestingly Interview T’s experience showed that he continued to use his ticket incorrectly for

some time after the first trip. This highlights the issue that people may not learn all components

of transit use from a first trip.

A few interviewees recounted their first times using the regional train service in Melbourne,

V/Line:
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Cheltenham is a premium station so I bought my V/Line ticket there and I was amazed
by how cheap it was. With a concession, in off-peak and it was like, basically only 50
cents more to go all the way round to Ocean Grove. I think I was, it was a big change
(Interview F).

The first time would have been down when I was living in the country so add a two hour
V-Line bus trip to that and I remember being very confused about the ticketing system. I
couldn’t understand why the drivers were so rude...and I didn’t understand that you
couldn’t just hand over a $20 note and get back a $2 ticket but soon learnt how to work
it and now just pity other people who don’t know how to do it (interview R).

Interview F was pleasantly surprised by how inexpensive the regional train fare was. Interview R

had a less pleasant expetience when she was confused about Aow #0 buy a ticket on a V/Line bus.

It is interesting that she then pitied other unfamiliar travellers.

There were quite a lot of counts of tourist travel overseas with a mixture of experiences

reported:

Yeah it’s extremely easy, it’s incredibly impressive. There are enough ticket machines
there are loads of them, there are plenty. They are very simple to use. There’s a really
clear system. The only thing that can be difficult is in some of the less busy stations
there’s no map. So the idea is you look up where you want to go and it will actually tell
you how much you need to pay and so you put your money in the machine and your
ticket comes out....if you’re not sure it’s simple: you buy the cheapest ticket and top it up
when you get out....you just put your ticket in and it tells you how much you need to pay
(Interview X describing ticketing in Tokyo).

The buying of tickets [in Toronto] was very complicated too. You had to buy the tickets
from vending machines but you couldn’t’ ask a question at the vending machine and it
was not obvious what you needed to get from A to B (Interview R).

Thus some unfamiliar travel overseas had issues with ticketing (e.g. Interview R), while others
were impressed by other systems. Interview X thought ticketing was easier when a map is
available by the ticket-buying location and appreciated that she could top up her ticket if she did
not buy the right one. Generally people did not report having trouble with using vending
machines to purchase tickets but did occasionally mention frustration at the inability to ask
questions. Sometimes people mentioned countries having ‘tourist tickets” which were generally
looked at positively. One aspect of ticketing some interviewees found confusing overseas was

figuring out where to insert your ticket at stations (e.g. Interview M).

People did not generally report speaking a different language to be difficult when purchasing
tickets overseas but some people (e.g. Interview S) found that researching ahead of time helped

alleviate that potential problem. Other interviewees recalled vending machines having an option
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to purchase tickets in their preferred language (generally English). One participant recalled how

in Sri Lanka:

They have a conductor who comes through and sells tickets so you can just tell them
where you’re going and they charge you the appropriate rate. They don’t necessarily
speak English but what they would do is write a ticket for you and hand it over so you
knew how much you had to pay and then you would hand over the money and they
would give you back the change (Interview DD).

She found this system, whereby the conductor would write you a ticket when he or she did not

speak English to be relatively easy to use.

A few respondents also discussed currencies in relation to their ticketing; generally different

currencies were not problematic but sometimes an interesting novelty:

That was the working out which coins are which, working out that all the vending
machines would take all of the coins and not all vending machines would take notes, so it
was all bit of a, it was that mix of unfamiliar currency... Dimes and nickels which were
all backwards in size and it didn't actually say how much they were. So, yes — so got the
ticketing worked out, again I was a bit bizarre by the, you— you get a ticket per trip kind
of thing rather than the Melbourne system of, you know, you buy a ticket based on
where you want to go and you use that until when you get there (Interview F).

Interview I’s account shows that the currency was an interesting novelty but not necessarily
intuitive and he found the ticketing per trip a bit ‘bizarre’. Some other interviewees discussed the

exchange rates as being a little tricky to work out at first for their overseas transit travel.

Sometimes people were simply surprised at how you buy tickets in other places. For instance
Interview R was surprised that they used subway tokens in New York City. Interview T

described how different ticketing was on buses in India:

This is often but not always the case in India: you jump on board and in some seat on
the bus there will be someone who takes the money but there’s not a prescribed time at
which you pay him and you wouldn’t really know who he is. But what happens is that
you’ll see people on the bus start to send money down it. So, if you’re sitting in the seat
behind me, I might give you some money and you’ll pass it on, and pass it on...and it’s a
very trusting system where perhaps you’re going to a destination 20 rupees away and
you’ve only got 500 rupee, you can generally expect that 480 rupees will flow up the bus
back to you with your ticket validated. It’s kind of beautiful (Interview T).

Interview T seemed not only surprised at this type of ticketing but also impressed by the level of

trust and interaction with other passengers involved.
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Ticketing for familiar travel was not examined extensively as it was surmised that once people
understood the ticketing systems, they either would not have any further issues related to ticket

purchase, or at least issues related to unfamiliarity, for example:

I’'ve had a myki since I got here one and a half years ago so by that time I’'ve known just
to try and touch off (Interview Q).

Overall fares and ticketing was not an important aspect of unfamiliar travel for all interviewees:
some experienced some anxiety in figuring out systems while for others it was not a source of
stress. Generally once someone understood a system they were okay for other unfamiliar travel.
Some people preferred to have an option of buying a ticket from a person rather than a vending
machine and many people found language differences not to be problematic. There was some

intrinsic interest in different ticketing systems and currencies.

4.3.3.6 Transfers

Transfers were brought up as a source of anxiety for unfamiliar travel in some of the previous
sections, notably with regard to trying to minimise the number of transfers in the section on
mode choice, in the wayfinding section in terms of the lack of integration between services,
following crowds when transferring, and making mistakes or asking for help when transferring.
Interview M described needing to be aware of transfers in terms of when one service is supposed
to arrive and the next one depart. Some interviewees reported that having to buy tickets per trip
rather than in an integrated way (like in Melbourne) was negative for unfamiliar travel that

required transfers:

[In] Toronto, the public transport system there was insanely complicated...And you
couldn’t buy group tickets so sometimes you’d go a day and if you went anywhere you
hadn’t anticipated you’d end up spending $30 on different bus tickets and then train sort
of sections. If you got off your bus you had to buy a new ticket unless you got on the
next one at exactly the same stop. If you didn’t know that, you didn’t know what you
were doing, you didn’t realize you had to have passes, like you had to hand your token in,

they’d give you a pass...you couldn’t get on transport for the rest of the day (Interview
R).

Thus Interview R found the ticketing in Toronto confusing, expensive and not user-friendly,
particularly that you had to transfer at exactly the same stop. When asked how this system could

be improved, Interview R seemed pessimistic:

I don’t think they can do anything with what they’ve currently got. It’s awful. Their own
people can’t even understand it (Interview R).
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Thus while Interview R thought the system was confusing for unfamiliar travellers, she also
thought it was problematic for familiar travellers. Some interviewees found transferring less

stressful for unfamiliar travel when services had high frequencies:

It all worked quite well I guess because I was travelling in the peak time so there was lots
of trains (Interview DD).

Some of the anxiety associated with transferring for unfamiliar travel could be alleviated by
researching ahead of time. For instance one interviewee went into a regional area with low

frequency services which he recounted:

The only thing I wortied about is whether the bus would wait for the train if the train
was running very late, but I know that — I went on to the internet before I went and sort
of worked out that, you know, there is a journey planner. And it said on that, ‘bus waits
for train’. So, I knew that, and the train was on time so it was not a problem (Interview
A).

Thus the low frequency of services was a point of concern for Interview A but the fact that he

was able to confirm that the connecting bus was integrated and would wait for his train reduced

his anxiety.

4.3.3.7 Interactions with other passengers

Unfamiliar travellers described some interesting interactions with other passengers as part of
their experiences. For example, as previously discussed in the section on wayfinding, some
people discussed getting help from other passengers for their unfamiliar journeys though many
others stated that they did not do this. Some interviewees also described how when they travel

abroad they are more likely to talk to other people:

And [we would] chat with a few locals, if they realized we were talking in English or
notice that we were Australian (Interview J).

I think I strike up the conversation on the bus because there was two of us, for the first
half an hour, like it was the bus driver and one other guy. So, we struck the
conversation, which is very easy to do as a foreigner because as soon as you open your
mouth they realize that you are not from around there (Interview F).

Thus, it seemed that people would often strike up conversations while travelling abroad; they
found locals to be particularly friendly when they sensed the interviewees were foreign. Talking
to people can also be a means to reduce anxiety by acquiring information, the conversation
seemed to provide some comfort to the interviewees and be a positive experience for people. In
some instances, casual conversations with others were seen as so positive as to outweigh less

savoury interactions with other passengers:
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I found it quite good but my sister didn’t really enjoy the trips. I think she found it too
crowded and too hot and that she was quite uncomfortable being squished up against
lots of other people whereas I think because I've been places like India and caught local
buses in similar conditions I’'m maybe a bit more used to it and I really quite like it
because of the interactions I get to have with locals whereas I don’t think she sees the
interactions with the locals as outweighing the discomfort (Interview DD discussing
public transport use in Sri Lanka).
In Interview DD’s case she found that her interactions in Sri Lanka with locals provided enough
gratification so as to outweigh the discomfort of the heat and crowding. Interestingly, her sister,
who she mentioned did not enjoy the trips, was from Sydney and drives for the vast majority of
her travel there. This could suggest that her usual travel, which is characterised by more
individual space, solitude, and temperature control, may make her less adaptable to different

experiences; however, it also could be attributed to simple differences in personalities like

introversion and extroversion.

Another interviewee even thought he would be more likely to interact with other passengers on

an unfamiliar journey in Australia:

It’s always like you if you find someone who is also travelling than it’s easier to talk to
them I think like the same if I was in Sydney and I met someone from Melbourne I
could talk to them more easily (Interview Y).

His statement implies a sense of camaraderie that you feel when you meet another person from

your hometown in another place.

Some interviewees described an increased tendency to talk to strangers on unfamiliar journeys

related to life events:

But the first time I took the 737, it was like my first day so I was kind of excited. And 1
actually started talking to — I don’t remember who started the conversation, me or her,
but I started talking to this girl on the bus saying it’s my first day of uni and she like told
me about her experience. So I had an interaction and that was pretty cool. (Interview C)

I think it was the next day after we arrived [in Melbourne]| or something... while we were
on the tram, we met a couple who were on their way to gallery exhibition and like just
some guy’s house basically in the inner north and so they were like, “oh, do you want to
come?” and we were like, “yeah, why not” so we went...I think it was — just the thing
about when you are being in a new place, you know, when you are really, really fresh
somewhere, I think it's just you know, you are quite open to new things and probably or
maybe you walk different, you look little a little bit different or something you don't quite
fit into the crowd and so people notice you and I think that's why (Interview O).

Interview C had a life event as the circumstance prompting her travel. In terms of experience,

she was excited. This contributed to her having a conversation with someone else on her bus
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(experience & circumstance — characteristic of travel), which she saw as a positive aspect of her
travel (potentially impacting her attitude about use of that service). Interview O ended up talking
to another couple on a tram just after moving to Melbourne and then even going out with them

that night.

Overall the interviews seemed to suggest that unfamiliar travellers end up talking to strangers
more often than familiar travellers do. There are a few possible explanations for why this might
occur. It may be that unfamiliar travellers look lost and people might want to help them or it
may be that when people are unfamiliar, they can be uncertain about components of their travel
and seek information to reduced uncertainty so are more open to talking to other people (and
may therefore appear more approachable). Likely it is some combination of these two

explanations.

In terms of familiar travel, people did not describe interacting with strangers but some
respondents did describe people that they regularly see or regular patterns of patrons on their

journeys:

People either keep to themselves or they’re really loud, there’s no kind of like in-between
like I don’t really ever talk to anyone because everyone’s always kind of in their group or
on their own (Interview P).

I do [discuss my concerns with other passengers|. I mean I have a few regular friends at
the bus stop, we will exchange conversation. And then when I get off here som