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Introduction

The 14@ORY project “Streamlining services and facilities 
of Paris metro line 14 up to its future Paris Orly Airport 
connection”, co-financed by the European Commission, aims 
to optimise the range of services and infrastructure provided 
by metro line 14 when it is extended to Orly Airport, prima-
rily targeting air passengers, while keeping in mind the real 
context of the line’s various user types.

Activity 1 pointed out that the project for the northern and 
southern extensions of metro line 14 comes within the more 
general framework of the Grand Paris Express, and under-
lined the complex governance of this project given the large 
number of players involved.

Activity 2 brought together a large body of information 
characterising customer expectations after the extension to 
Orly Airport:
1. understanding and assessment of metro line 14 

customers,
2. assessment of railway and metro stations,
3. distribution study in this context,
4. analysis of available services,
5. analysis of Wi-Fi and digital tools surveys,
6. update on the door-to-door programme,
7. development of guidelines for service specifications and 

prioritisation of the services offered.

Due to the health crisis, much of Activity 2 had to be 
delayed, especially when air traffic at Orly Airport was 
interrupted and then only partially relaunched. Paradoxically, 
therefore, this study of service recommendations for air 
passengers took place in the (almost complete) absence of 
air traffic. This exceptional situation has been taken into 
account in the methodology adopted for Activity 3, to best 
compensate for the bias resulting from the sudden change 
of context and priorities in terms of mobility, by putting 
increased emphasis on external views intended to confirm or 
challenge the conclusions to be proposed.

Activity 3 is intended to provide concrete recommendations 
for services to be offered to passengers, and air passengers in 
particular, specifying changes or additions to be made to the 
facilities, infrastructure and vehicles of metro line 14 and its 
physical and digital environment.

The concept of service is understood here to mean a nested 
set of physical, human and digital provisions. For this reason, 
the discipline of service design was chosen from the out-
set, to lead to a concrete result that puts the end customer 
centre stage.

This discipline, explained in this report and its annex, will 
lead to the creation of a Design Book as part of Activity 3 
(Milestone 10 of the 14@ORY project), designed to provide 

an intuitive presentation of recommendations relating to the 
customer journey, backed up by a summary video to give a 
quick understanding of the nature of the results.

As the report explains, the choice of User Studio, the service 
design agency selected after a call for tenders, played an 
important role in the methodology adopted, which was based 
in particular on a deliberate detour to a 2050 vision (before 
returning to the 2024 time frame) and through calling on a 
College of Experts to analyse, criticise and consolidate the 
proposals developed during the study.

This deliverable (Milestone 9 of the 14@ORY project) 
focuses on describing how Activity 3 was carried out 
and detailing its main outcomes. Full understanding 
of the 14@ORY project results also requires reference 
to the Design Book (Milestone 10) and the General 
Recommendations (Milestone 11) that result from 
Activities 1, 2 and 3.
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2.1 - Implementation  
of Activity 3
2.1.1 - Specific goals of Activity 3
The project to extend metro line 14 at both ends (PL14), and 
in particular to Orly Airport to the south, as well as imple-
menting the use of the new MP14 rolling stock, includes no 
specific provisions to respond to the situation created by the 
arrival of air passengers. 
The specific goal of Activity 3 is therefore to respond to 
these passengers’ expectations by formulating concrete and 
attractive recommendations, which are intended:
• to arouse the interest of decision-makers and to 

encourage their adoption, through methods adapted to 
the nature of the actions:

 – an investment project in addition to projects PL14 and 
MF14, through funding methods that need to be defined, 
 – development of digital services as part of the digital 
transformation of RATP Group, in particular through its 
“Digital Customer Programme”,
 – changes in management methods and professional prac-
tices of the staff of operating/maintenance companies 
working on metro line 14 and in its environment.

• to produce initial concrete specifications for these 
actions.

In addition, 14@ORY results in the underlying production 
of a generic recommendation, not specific to Paris metro 
line 14, applicable to high-traffic rail connections between 
other large European cities and their airports.

2.1.2 - Input information for Activity 3
Under 14@ORY Activities 1 and 2, the RATP Sales and 
Marketing Department undertook a large number of studies 
helping to characterise air passengers’ expectations for metro 
line 14:
1. The Activity 1 report “Streamlining services and facilities 

of Paris metro line 14 up to its future Paris Orly Airport 
connection”, which presents a general approach to 
metro line 14 users and stations.

2. Benchmarking with other city–airport connections in 
large cities around the world.

3. A general study on the profiles and expectations of 
future metro line 14 passengers, including the services 
expected in stations and on board trains, differentiated 
by passenger type.  

4. A study on the public’s expectations in terms of 
connectivity on board metro line 14 trains. 

5. A study focused on welcoming tourists, defining tourist 
information counters in particular (concept, offer, 
design). 

6. A study on the human visibility, roles and scenarios 
expected by the public on an automated, 100% 
accessible line with high traffic and a strong tourist 
presence: the results of this study should also be 
considered as input information for the assignment 
described in this report.  

7. A study is also planned focusing on the possibilities for 
informing the public about passenger loads on trains, 
using measurements on board trains and on platforms. 

8. A study of transport modes serving Orly Airport 
other than metro line 14, for departures and arrivals, 
comparing the appeal of the metro with other public and 
individual transport modes, is also planned.  
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In addition, Urbanopolis workshop sessions (Urbanopolis is 
the RATP innovation lab network set up in 2018) were orga-
nised in 2019, concerning metro line 14:
• “How to increase flows in Gare de Lyon station on metro 

line 14”: specific conclusions on possible solutions to be 
explored in order to deal with foreseeable overcrowding at 
this station have been provided.

• “How to speed up resumption of service after 
interruption of traffic on automated metro line 14”: 
extracts from this workshop’s conclusions, which are more 
focused on operating conditions, are available.

2.1.3 - Main conclusions of Activity 2
The reader should refer to the Activity 2 report for detailed 
results on customer expectations. Here are the main conclu-
sions that fed into the service design work carried out in 
Activity 3:
• There is a need to focus on the consequences of the arrival 

of new customer types: 
 – international air passengers with specific expectations 
in terms of reassurance, advice and support, and if pos-
sible in languages other than French,
 – Paris-region residents who have made the modal choice 
of metro line 14 over using the car, and who are 
more demanding overall in terms of the reception and 
consideration.

• In line with the perception of transport function excellence 
provided by metro line 14, a general expectation of being 
able to perceive a high service quality must be taken into 
account in terms of welcome and presence, with particular 
care to be taken with vulnerable passengers (people with 
reduced mobility, visitors, etc.)

• Paris-region residents fear that, with the extension of 
metro line 14 from Saint Denis to Orly, there will be 
a deterioration in fluidity, safety and ambience, and 
therefore hope that preventive action will be taken to 
counteract these effects, especially in busy or congested 
situations.

• To cover all contexts, it became clear that it was necessary 
to know how to produce this high-quality service from the 
outset, in three types of situation:

 – normal situations, without significant crowding,
 – periods with high passenger numbers, either scheduled 
or observed,
 – situations of disruption, with specific attention to flow 
management.

• Beyond the different facets (physical, digital and human) of 
the “service mix” to be produced, a real human-dimension 
challenge appeared, represented by the staff:

 – through a hoped-for improvement of reception processes 
and support skills, particularly responsive to the needs of 
vulnerable passengers who should not be relegated to the 
status of “dependent customers”, 
 – through greater fluency and practice in the use of foreign 
languages,
 – through putting planned and organised scenarios in place 
for easier identification of reception staff members at 
dedicated counters, 
 – through extended coverage of the facilities by mobile 
operations staff (on platforms or on board trains), 
with the support of security staff able to defuse tense 
situations.

• “Top-of-the-range” passenger information is expected: 
continuous and reassuring, well positioned in the space, 
accurate and in real time, suited to all audiences and 
especially air passengers.

• Particular expectations were expressed in favour of good 
connections with the surroundings of metro line 14, 

 – on the one hand, in terms of transport and inter-moda-
lity (with conventional or innovative modes), 
 – on the other hand, in the urban dimension, with the 
regions and the lives and activities of the districts served.

• Finally, the foreseeable high passenger numbers on 
metro line 14 should lead to the creation of attractive 
alternative and inter-modal offers, in particular by bus or 
in partnership with taxi and minicab companies.

2.1.4 - The contribution of service design
In order to effectively develop concrete recommendations 
covering all components of the metro line 14 offer (stations, 
vehicles, passenger information systems, digital media, etc.), 
the RATP Project Ownership Department adopted a service 
design approach.
A general description of the benefits and relevance of service 
design can be found annexed in section 5.
It is a recent discipline that emerged less than 25 years ago, 
and is developing rapidly due to the exponential growth 
of the digital offer. Its method consists of adapting classic 
design methods relating to products, objects, signs, facilities, 
etc. to complex sets that constitute services, formed from a 
series of multiple components. 
This method applies particularly well to the mobility field, 
since one of the fundamental tools consists of breaking down 
the perceived service into customer experience maps, in this 
case passenger journeys maps, which are diagrams allowing 
the identification of points of contact (or “touchpoints”) 
along the way, by finely integrating in situ observations 
from upstream to downstream, i.e. from preparation for 
the journey through to the final destination, putting the 
use of metro line 14 at the heart of the study. Among the 
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touchpoints identified, priority for action is given to “black 
points”, characterising points at which the customer feels 
dissatisfied or less satisfied.
This global upstream approach leads to recommendations 
for downstream actions that involve the various design disci-
plines contributing to the “service mix”:
• Physical: in transport facilities and vehicles: through 

architecture, layout, product design and graphic design,
• Digital: through UX and UI design, especially in terms of 

passenger information and sales and promotion systems,
• Human: through the design and development of the 

service provided by staff.
In order to extend the global character of this service design 
study (which puts the physical, digital and human compo-
nents at the same level) in the actions that result from it, 
appropriate governance has to be defined, to guarantee the 
continuity and consistency that customers will be able to per-
ceive, and to coordinate the nesting of the different actions.
After a call for tenders, User Studio was chosen to conduct 
the studies, from among the service design agencies identi-
fied in the RATP framework agreement.

2.1.5 - Description of the methodology 
applied 
In the Grant Agreement, Activity 3 was described as having 
to be structured in 4 parts, each of them requiring responses 
detailed at the “touchpoint” level:
1. Standard station improvement specifications 
2. Specifications for the hubs used by air passengers in Paris
3. Vehicle improvement specifications
4. Design book (to present a global vision of passenger 

journeys)
The specific methodology, suggested by User Studio and 
accepted by RATP, reinforces the relevance of the responses 

that will be adopted through two working principles adapted 
to current uncertainties about the future of mobility (espe-
cially in the air):
• The choice of a “detour to a 2050 vision”, before 

returning to recommendations for 2024, so as not to 
be satisfied with an incremental approach that may be 
blurred by the current crisis and its consequences for the 
population: the expression “the new normal”, charged with 
doubts, used by Anglo-Saxons to try to qualify the years to 
come, shows the importance of the precautions to be taken 
and the interest of including offset approaches,

• The use of a College of Experts from both inside and 
outside RATP to challenge the proposals from User 
Studio and RATP: the purpose of this group is to open 
up perspectives, to moderate convictions that are too 
traditional to the world of transport, or point out weak 
signals to be taken into account.

The study therefore took place in 5 phases:
1. Data collection and identification of the major issues 

to be explored over the different time frames (2050 and 
2024)

2. Projection to a long-term (2050) target vision to 
consider and discuss desirable futures

3. Return to a 2024 scenario, the time frame specified for 
the 14@ORY study

4. Detailed design of some of the concepts proposed for 
2024, selected on the basis of their relevance and the 
need for further development to allow their adoption.

5. Development of added-value and communications 
information, to feed into Activity 4

The first two phases are described in the remainder of 
Chapter 2 of the report, phases 3 and 4 form Chapter 3 and 
are developed in the Design book (Milestone 10 deliverable), 
the whole being the subject of the general recommendations 
(Milestone 11 deliverable).
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2.2 - Findings from conducting the study 
2.2.1 - Phase 1: desk research and first orientations
This is the timeline followed for Phase 1.

In addition to the reports from Activities 1 and 2 produced by the Sales and Marketing Department (see section 2.1.2), the 
following elements were taken into account to initiate the service design study in more detail:

 – Numerous historical and forward-looking documents relating to the Paris metro and metro line 14,
 – Information from in-depth discussions during outreach meetings with specialists, who were selected and then invited to the 
College of Experts, mixing people from inside and outside RATP

 – In situ immersion partly carried out by shadowing, i.e. observing volunteer passengers on metro line 14, as well as on their 
journeys before and after taking the metro.

Director of the Paris 
office, JR Japan Railway

Accessibility manager, 
RATP

Fundamental rights 
artist

Security manager,  
RATP

Manager of Customer 
Insight Department, 
ADP (Paris airports)

UO Ligne 14, RATP

Marketing studies 
manager, RATP

Eco-design officer, 
RATP

Customer experience, 
RATP

Innovation manager, 
RATP

Urban hubs researcher, 
RATP

Health & Environment 
teacher-researcher at 
EHESP

Architect and 
cartographer

VP Design, Accor Placemaking 
Ambassador for Projects 
for Public Spaces

Founder of 
Ghett’up

Transport

International

Accessibility

Art

Culture

Security

Air

Innovation

Passenger knowledge Environment Passenger knowledge

Role of RATP staff members

Prospective Urban hubs

Health

Environment

Maps

Urban networks

French style

Public spaces

Diversity, inclusion



From this information, initial analysis made it possible to:
 – focus on 18 major dimensions to explore, in order to 
identify the criteria for developing the service to be 
produced:

 – produce design fiction material made up of 12 narra-
tives of more or less desirable futures related to metro 
line 14. Design fiction is a method that allows readers to 
project into scenarios creating extensions of their imagi-
nation, so that their thinking is based on this calibrated 
information and not only on their own imagination and 
beliefs.

These items are not detailed here as they are intermediate 
materials (working documents and illustrations) intended to 
feed into the College of Experts. 

The experts’ reactions to these items (18 design dimensions, 
12 narratives on futures) were analysed and consolidated 
into 5 design pathways forming the conclusion of phase 1, 
intended to characterise the major issues to be addressed 
in terms of the service to be provided for air passengers on 
metro line 14:

1. End-to-end service: air passengers want end-to-end 
support, from managing their luggage to exploring 
the city. RATP thus has the opportunity to diversify its 
business (and create new sources of income), with service 
offers that would involve it in other forms of activity than 
passenger transport.

2. A good atmosphere for everyone, including locals: 
as well as providing a welcoming atmosphere for air 
passengers – who often differ from everyday local 
passengers (occasional passengers, not local, not French, 
etc.) – it is also necessary to improve the experience for 
everyday local passengers. 

3. A journey to the “real” Île-de-France region on metro 
line 14: air passengers who want to experience Parisian 
life will favour use of metro line 14 if it can promote 
a feeling of belonging and generate more respect and 
security, by enhancing regional identities (through 
culture or art, example).

4. Simple fare structure: a smooth service experience, 
essential for passengers unfamiliar with the system, 
requires an understandable fare structure and ease of 
payment.

5. Flexibility in anticipating air passengers’ needs: 
while it is impossible to anticipate all future needs, the 
exemplary nature of service on metro line 14 must be 
made durable through design at the right level: modular 
and adaptable equipment, aesthetics that stand up to 
the test of time, components that can be recycled when 
they are removed.

Contextual dimensions
what cannot be acted on, or not directly

Population diversity

Airports might disappear

Climate change

Public health

Everyone is disabled

High passenger numbers

Social urban planning

Immobility

Experience dimensions
what can be acted on directly

Information and orientation

Facilities

Feeling safe

Travel: occupation or liberation of the mind

Alternatives

French cliché vs. Grand Paris identity

Thinking in downgraded mode

The staff member, human vs. systems

New business models

Exemplary behaviour
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2.2.2 - Phase 2: building a 2050 vision
The goal of phase 2 was to build a target vision for 2050 
based on contrasting working scenarios that used the inter-
mediate conclusions from phase 1 to feed into the collective 
exploration and investigation that took place at the second 
meeting of the College of Experts.

2.2.2.1 - Working scenarios
Three scenarios were produced and, as can be seen below, 
the examples given in the tables show how these scenarios 
relate to the issues identified in Activity 3 of the Grant 
Agreement. 

1
Improvement 
of standard 
stations 

Treatment of the surroundings linked 
to the regions, additional services 
(toilets, water fountains, left luggage 
lockers, etc.), differentiated staging, 
etc.

2
Hubs used 
by air passengers 
in Paris

Meeting and guidance points, 
dedicated staff available at the 
right times, shops appropriate to air 
passengers, etc.

3 Vehicle 
improvement

References to the local area in 
display content, message translation 
apps, etc.

4 For the Design 
Book 

Seamless signage linking transport 
and the city, suitable companion-type 
apps, etc.

Metro line 14 crosses Grand Paris from north to 
south. How quickly it flies by! But more than just 
a metro line it is a series of stations, each with a 
remarkable identity. The metro, and in particular its 
stations, are real links between here and elsewhere 
and offer a space for local life to authentically re-
flect the diversity of a Grand Paris with many faces. 
The inhabitants pass through it just as much as the 
passengers inhabit it.



1
Improvement 
of standard 
stations 

Routine availability of electric bicycle 
parks and charging stations, display 
of train loads, specific arrange-
ments for passengers with luggage, 
real-time multimodal information 
including air travel, etc.

2
Hubs used 
by air passengers 
in Paris

Mobility kit offer for occasional 
visitors, communication points for 
passengers without devices, smart 
flow control using AI, etc.

3 Vehicle 
improvement

Displays on board the train showing 
staff in action or the view through 
the front window, detailed audio 
announcements in the event of an 
incident, etc.

4 For the Design 
Book 

Real-time navigation recommending 
less congested areas, widespread use 
of low-tech components or energy 
recovery systems, etc.

1
Improvement 
of standard 
stations 

Well-kept waiting areas at entrances, 
offering services that relieve urban 
stress (e.g. misting systems), greening 
of the surroundings adding biodiver-
sity, climate quality on entering the 
facilities, etc.

2
Hubs used 
by air passengers 
in Paris

Use of plants and water to help 
calm high-flow areas, staff present 
throughout to reassure passengers, 
recessed rest areas with or without 
connection, etc.

3 Vehicle 
improvement

Low-tech staging in tunnel sections, 
privacy alcoves for telephone conver-
sations, etc.

4 For the Design 
Book 

Use of soothing materials (wood, 
natural stone, etc.), signage and dis-
plays kept to a strict minimum and 
of reduced size, etc.

The metro is an amazing machine. Leonardo da 
Vinci, Jules Verne or even James Dyson remind 
us how much man has always been fascinated by 
machines. As far as forgetting how much man is in 
control of these machines that he invented. Metro 
line 14 will amaze future passengers by showing 
its concentration of human, mechanical and 
digital techniques, high-tech but also and above 
all low-tech, to place the metro in a definitively 
sustainable future.

The metro is this journey, this transition from point 
A to point B. It is also the place where the mind 
wanders. In 2050, the metro assumes this bene-
volent role in relation to passengers in the grip of 
a struggling world. As the outside world runs to 
ruin, what remains if not to better tame your inner 
world? The stations, the staff, the train are thus 
designed to calm the soul of each passenger.
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2.2.2.2 - 2050 vision
The cross analysis by the College of Experts resulted 
in projection to a 2050 vision. This result constitutes a 
deliverable in itself, not initially foreseen within the scope 
of 14@ORY but with its own strategic value: it can be used 
to guide RATP in building exit scenarios from the current 
crisis, and serve as the basis for future thinking in the 
event of other major hazards that lead to high levels of 
uncertainty.
The 2050 vision takes the form of a multi-persona typi-
cal day, involving 12 personas covering diverse passenger 
and staff profiles.
 



These personas interact over several time slots covering the characteristic moments of a day, and all the touchpoints of metro 
line 14 and its physical, human and digital environment. This is an original and “augmented” application of the persona 
principle used in service design to give concrete form to their interactions.

Arrival of 1,000 passengers Several TGV trains  
at Gare de Lyon

Orientation
Personalised  
signage

Travelling with 
restraint
Low-carbon
travel pass
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3.1 - Outcome of the 14@ORY 
project
3.1.1 - Construction criteria for the 2024 
scenario
In Phase 3, as from the 2050 vision, the application of 
certain criteria made it possible to arrive at a preferential 
scenario for the coming years, with the first outcomes for 
2024 in sight. The choices were made based on:
• the interest for passengers, particularly in view of the 

2024 Summer Olympics in Paris, for metro line 14 but also 
in the wider context of the RATP Île-de-France network,

• the technical (physical constraints related to infrastructure 
and the transport system), economic (budgets available) 
and social (staffing scalability) feasibility constraints, 
which should lead to staggering of the actions before and 
after 2024, while ensuring coordinated planning,

• the interest for RATP Group, which has competitiveness 
goals in all its markets, with defensive or offensive calls 
for competition that could make use of the some of the 
pathways resulting from 14@ORY projects,

• the compatibility with the expectations expressed by 
players in the Île-de-France ecosystem (Île-de-France 
Mobilités, regional authorities, other stakeholders – such as 
SGP or ADP (Paris airports) for metro line 14) or in other 
regions.

3.1.2 - Structure and level of achievement of 
the recommendations
As the goal of the 14@ORY project is to find adopters to take 
on the proposed actions so that they can be developed, a 
reasonable level of practical application has been sought, 
whether in terms of:
• physical actions requiring an investment budget in 

addition to the investment plans negotiated by RATP and 
its transport authority, Île-de-France Mobilités, 

• development of digital services to be incorporated into 
the “Digital Customer Programme” of RATP Group’s digital 
transformation,

• changes in management processes concerning the 
operations/maintenance staff on metro line 14 and in its 
environment.

3.2 - Phases 3 and 4: 
presentation of the production 
of Activity 3 of the 14@ORY 
project
This deliverable is published at the same time as the miles-
tone 9 (Design Book) and milestone 10 (Global recommen-
dations) deliverables of the 14@ORY project. Its content 
can therefore be considered as conclusive, even if complete 
understanding of the conclusions requires reading the other 
two deliverables, and will be made easier by watching an 
additional video.
The conclusions from Activity 3 consist of:
• cross-cutting principles, 
• a global scenario integrating physical, human and digital 

dimensions,
• in-depth studies or references to initiate follow-up to the 

14@ORY project.
It is important to keep in mind that the outcome of Activity 
3 is reflected at two levels: an overall proposal in the form 
of a scenario, and proposals at the level of each touchpoint. 
For a passenger, as for any customer using a service, service 
perception depends on an overall feeling (in terms of logic, 
sequences, completeness) and experiences at each step 
(activation, efficiency, comfort, distraction, pleasure, well-
being, etc.).

3.2.1 - Cross-cutting principles
The proposal for 14@ORY is based on 5 fundamental topics:
1. Streamlining of all journeys
2. Goodwill towards one another
3. Protection against foreseeable challenges and threats
4. Enhancement of the areas by and for its inhabitants
5. A low-tech and low-carbon requirement

3.2.1.1 - Streamlining of all journeys 
Originally, a metro line and more generally a public transport 
network has a circulatory function.
But on metro line 14 in 2024, the extension to Orly Airport 
will generate a cumulative risk of saturation and a mix of 
users with diverse behaviours (regular local passengers, eve-
ryday passengers, and international visitors arriving by air, 
not speaking French, and vulnerable in this context). It is this 
risk, moreover, that justified the 14@ORY project.
All types of passenger flows need to be taken care of, 
whether fast or slow, confident or hesitant, light or 
congested.

Activity 3 
productions 

Part 3 
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The first cross-cutting principle proposed is therefore 
aiming to make journeys more streamlined for all users. 
Indeed, international air passengers laden with luggage and 
“newcomers” will only get a good welcome if other passenger 
types also find their place in the flow.
In this context, in terms of luggage, the 14@ORY project 
does not lead to recommending, at this stage, a specific 
rail check-in and handling service (as in Hong Kong or 
Vienna), on the one hand because the origins and desti-
nations of journeys are distributed throughout the capital, 
but also and above all because this service type is limited 
to departing air passengers, arriving passengers not being 
catered for specifically. 
In addition to streamlining for all, the goal will be to 
offer ease of use and a seamless service to heavily laden 
passengers at all touchpoints on metro line 14. 

3.2.1.2 - Goodwill towards one another
The adoption of a reasoning based on individual perceptions 
leads to encouraging inter-personal interactions, which can 
directly benefit from goodwill between passengers, instead of 
the indifference that prevails in public transport facilities.
In anticipation of difficulties that may arise during satu-
ration or disruption on metro line 14, and which may also 
be experienced by newcomers when discovering the line, a 
certain level of availability of other passengers is therefore 
desirable, since reception and operations staff cannot be 
present at all times and in all places.
The second cross-cutting principle therefore consists of 
promoting the principle of mutual goodwill, with realism 
and without naivety, and with a possible resultant impact on 
the quality of interactions between all customer types.  

3.2.1.3 - Protection against foreseeable 
challenges and threats
Over the past few decades, we have seen an increase in 
the challenges and threats affecting society (terrorism, the 
health crisis, the effects of global warming) with clear conse-
quences on transport modes and the mobility of people and 
goods. 

The world of urban public transport is no exception and is 
increasingly affected. Metro line 14, connecting a major 
metropolis to an international airport, will be a showcase.
Faced with terrorist risks, health threats, or climate effects, 
metro line 14 should retain a safe and protective charac-
ter to form a kind of refuge that is chosen and not just put 
up with. This is the third cross-cutting principle proposed 
under the 14@ORY study, intended to properly anticipate the 
possible consequences of already foreseeable challenges.

3.2.1.4 - Enhancement of the areas by and for 
its inhabitants
From a visitor’s perspective, Paris is not just a destination of 
magnificent city landscapes or impressive monuments. It is 
also a place of culture, anchored in the capital and increa-
singly in the suburbs, and a region where multiple forms 
of the art of living coexist, traditional and contemporary, 
French and cosmopolitan.
In the eyes of its passengers, metro line 14 can hold up a 
mirror to the regions it passes through, expressed not only 
by the station names, but also by the specific character of 
each district and its inhabitants, which can contribute to this 
anchoring.
The fourth cross-cutting principle aims to make use of the 
specific characteristics of the areas served, from Châtelet 
or Madeleine to Rungis, from Saint Ouen to Villejuif, to 
make the line more lively, more expressive, more endearing. 
In addition, there could be a business interest, even if it is 
marginal, in developing commercial activities that enhance 
the regions.

3.2.1.5 - Low-tech and low-carbon requirement
Public transport, considered as a system, is itself deserving 
of eco-design, and in particular through a responsible digital 
approach. The environmental restraint of the solutions is a 
requirement, even an obsession, to be applied to metro line 
14 in the coming decades, with the challenge of an intelli-
gent combination with the goal of economic restraint.
But a metro line is intrinsically a vector for sustainable 
development. So in relation to air passengers, whose traffic 
will experience changes in volume and in kind following the 
current health and economic crises, the objective of metro 
line 14’s attractiveness in the multimodal offer serving Orly 
Airport will remain, but in combination with the periodic risk 
of saturation. 
The fifth cross-cutting principle for designing a recom-
mendation under the 14@ORY project is therefore 
expressed by a high-level environmental requirement, 
both low-tech and low-carbon.

3.2.2 - The global scenario
Against the background of the 5 cross-cutting themes set out 
above, the 14@ORY service design study was applied in the 
field of metro line 14 and its physical and digital environ-
ment described by customer experience mapping structured 
over 17 touchpoints, generating a series of 48 service 
packages.
These packages, distributed over the various touchpoints, 
are ultimately presented in 3 significant “sets of services”, 
completed by a series of additional service packages. 
The 3 sets of services highlighted correspond to the major 
conclusions brought out by Activity 2, namely the main 
expectations expressed by metro line 14 customers.
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3.2.2.1 - Customer experience mapping
During Phase 3, a typical customer journey was proposed for the demonstration, for an international passenger whose first 
touchpoint with metro line 14 starts in the country of origin before departure, continues through all the arrival stages as from 
Orly Airport, then certain journeys within Paris, ending with a return journey to the airport.

Touchpoints Remarks
1 Before the journey In the place of origin and on the plane
2 On leaving the airport On the inbound journey to Paris
3 On entering the metro On the inbound journey to Paris
4 In the reception hall On the inbound journey to Paris
5 In the connections hall On the inbound journey to Paris
6 On the platform On the inbound journey to Paris 
7 On the train On the inbound journey to Paris
8 On the platform on the way out On the inbound journey to Paris
9 Towards the metro exit On the inbound journey to Paris
10 On the train During a lone journey
11 On the platform During a meeting
12 On the platform A busy day
13 On the train During an incident
14 In the station surroundings As an alternative to the metro
15 In the station surroundings At the metro entrance/exit
16 In the city At the end of metro service
17 On the train On the return journey to the airport at the end of the trip

17



Touchpoints
Service package 

NSP = Next Stop Paris app for visitors
MCM = Mon client et moi app for staff

VIA = Smart jacket for staff

1 Before the journey

NSP Sale of passes ahead of the journey
NSP Low-carbon travel pass and No-hurry travel pass
NSP Paris arrival kit: expat podcasts
NSP Paris arrival kit: tips

2 On leaving the airport NSP Passenger numbers on the app
Signpost

3 On entering the metro Staff member in charge of welcoming at Orly
NSP Paris arrival kit: your first journey

4 In the reception hall

NSP Paris arrival kit: NFC validation
Slow-down distractions
Water fountains
Rental of a local telecom package

VIA Welcoming mode
Welcoming processes for staff

MCM Welcoming tips
MCM Simplified dialogue interface

Reassuring and welcoming line of control
Relay points

5 In the connections hall Scalable map of the region
Real-time network map

6 On the platform Luggage alcoves
#monbeauquartier (My beautiful district)

7 On the train Recommended standing points in the trains

8 On the platform on the way out

Exits map
VIA Emergency mode

MCM Real-time translator
MCM Video contact between staff

3.2.2.2 - The service packages offered
To conclude Phase 3, 50 service packages were identified and positioned on the 17 touchpoints making up the customer expe-
rience mapping. 
Only the titles of these services are indicated here, with details to be found in the Design Book (milestone 10 deliverable of the 
14@ORY project).



9 Towards the metro exit

Clothing rental
Shopping facilities run by local players
Toilets for adults and children
Luggage ramps

10 On the train Convex mirrors

11 On the platform Reference point
Crowding indicator

12 On the platform Filling rate

13 On the train 

Translated messages in case of incident
NSP Announcement repeater

Multilingual passenger information in the event of an incident
Vigilance campaign

14 In the station surroundings
Secured bicycle parks
Bike lane along the line 14
Shuttles to surrounding stations in the event of crowding

15 In the station surroundings

Roofed public space
Oasis of biodiversity
Exterior reference points

VIA Mode off
Atmosphere at the end of service
Noctilien night bus 14

16 On the train Travelling times to Orly terminals
Flight information from and to Orly

3.2.3 - Significant families of services
In Phase 4, with the aim of consolidating the most interes-
ting service packages, further in-depth studies were carried 
out to initiate specifications for development actions that 
could result from these proposals being taken up by adop-
ters, within RATP Group or its environment (Île-de-France 
Mobilités, SGP, ADP (Paris airports), regional authorities, 
State services).

The 50 service packages have been grouped into 3 significant 
sets, clarifying the response to the expectations expressed in 
the studies carried out in Activity 2 (see section 2.1.3):
• Providing a warm welcome
• Offering comprehensive information
• Supporting and streamlining journeys 

© User Studio pour RATP
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3.2.3.1 - Providing a warm welcome
This set of services focuses on the steps ahead of the jour-
ney, on visitors’ first steps and on the human presence along 
their journeys, to make Paris a popular destination for the 
support provided in the first instance by metro line 14 and 
its staff. This breaks down into two sub-sets:
• Before the journey, with the offer of advance delivery of 

the keys to better enjoyment of Paris and the Île-de-France 
region, taking advantage of the opportunity created by the 
extension of metro line 14 to Orly Airport to promote the 
most environmentally friendly way of getting around Paris 
and the Île-de-France region:

 – Low-carbon travel pass: a mobility package that can be 
downloaded from a dedicated app offered in association 
with the pre-purchase of tickets to events 
 – No-hurry travel pass: a less expensive version, limited to 
more selective travel, especially outside peak hours
 – Paris arrival kit:

 › educational digital content in which each visitor can 
discover the capital region and receive advice (offline, 
when on the plane for example) by Paris residents spea-
king the visitor’s language

 › operationally, on arrival at Orly, the onboarding of the 
app by the passenger initiates navigation guidance to a 
previously entered destination (see illustration 1  )

 › at the ticket check, the terminal authorises initial 
access to the network because the pass is recognised in 
NFC (an alternative in physical form is available)

• On entering metro line 14, the personnel are seen to have 
enhanced capabilities, the staff members are equipped 
and trained to embody a new ambition for French-style 
hospitality, surprising customers with their natural attitude 
and empathy:

 – Clearly identifiable staff uniforms: the ecological and 
elegant result of smart recycling of old uniforms
 – Me and my customer, a reference app for each staff 
member: content with a wealth of advice in various lan-
guages, allowing the exploration of the districts served, 
with stories and anecdotes for passengers
 – An automatic translator: the staff member’s tablet 
allows for a basic conversation without a common lan-
guage (see illustration 2  )
 – Video contact between staff members to speak the 
visitor’s language: a conversation begins with the visitor 
using pictograms, and continues with the video participa-
tion of a colleague speaking the visitor’s mother tongue 

(having been registered for on-call duty for the given 
period) (see illustration 3  )
 – Adaptability of the uniform: with additional visual 
markings when taking action in case of disruption, or 
that can be anonymised for commuting to and from work 
on metro line 14

• Shops sourced by and for the regions served, providing 
an offer that is complementary to conventional shops, and 
adapted to visitors:

 – A local sales programme: shops selling products from 
the Île-de-France region, identified by a significant brand 
name and design, providing a link with the destinations 
to be discovered in the Île-de-France region
 – A clothing rental system: intended for visitors who want 
to travel light, and who have booked a kit to dress like 
Parisians for a few days, this original offer may anticipate 
a long-term trend, deduced from the 2050 vision

3.2.3.2 - Producing a comprehensive 
information
In addition to the use of traditional information systems 
(signage, real-time displays, posters and distributed maps, 
etc.) the entire digital array is used to support passen-
gers, either directly on each person’s terminal or through 
smart public address systems to offer “top-of-the-range” 
information:
• A companion providing universal and continuous 

reassurance to every passenger, even during disruption, 
including foreign visitors in their own language:

 – Enhanced announcements: audio messages in case of 
disruption are rigorously drafted and translations can be 
broadcast
 – Announcement repeater: to avoid any confusion, the 

Screenshot of the dialog  
in foreign languages

Dialog scene between foreign visitors,  
station staff and a remote colleague  

speaking in the visitor’s language

Screenshot of the app  
when arriving in Orly Airport
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foreign visitor’s geolocated smartphone can provide a 
written translation of the message in the visitor’s own 
language after automatic translation (see illustration 4  )
 – Translated messages in case of incident: French mes-
sages on the displays are repeated in English and a third 
language 

• A measure of passenger numbers and crowding in 
stations and trains, Waze-style or road signs with variable 
messages, to optimise navigation of the network, in 
stations and on trains:

 – Crowding indicators: located at key stations and at their 
key points, augmented signage to indicate passenger 
numbers on different lines when there is a choice (such 
as at Mairie de Saint-Ouen, between metro lines 13 
and 14) (see illustration 5  )
 – Passenger number indicators: positioned on the way 
to the platform and repeated on the platform, with real-
time displays showing passenger numbers in each of the 
8 carriages of the next train

• Specific information for air passengers heading to Orly 
Airport, to give them advance information on their journey 
on metro line 14:

 – Access time to Orly terminals: on metro line 14 plat-
forms, displays showing the actual times to reach each 
airport terminal, from the passenger’s current location
 – Information on flights at Orly Airport: in addition to 
repeating information on access times, on-board displays 
with a QR code giving direct access to the updated ADP 
(Paris airports) page on upcoming flight arrivals and 
departures at Orly

3.2.3.3 - Supporting and streamlining journeys
Providing thoughtful responses at the individual level on 

metro line 14, a “mass transit” facility, for air passengers as 
well as for all Île-de-France residents, is the goal of these 
three sets of services which cultivate proximity to the region 
and promote harmony between customers.
• For the luggage issue, a dedicated streamlining and 

facilitation system, but embedded in the transport 
facilities:

 – Stopping points outside the flow: judiciously positioned 
just outside areas of high flow, and visible from afar by 
a recognisable illuminated coloured sign, heavily-laden 
passengers can move from one point to another along 
the routes that particularly concern them, from the air-
port to the platform at Orly, or from the platform to the 
SNCF station at Gare de Lyon, and vice versa
 – Preferential seating on board the trains: simply identi-
fied by an illuminated coloured sign, widely spaced seats 
allowing travel even when heavily laden with luggage 
(see illustration 6  )

• A network of reference points marking out passengers’ 
journeys, providing them with little touches that can make 
travel more comfortable and convenient, and located 
around the station entrances and up to the metro line 14 
platforms:

 – Entrances transformed into public spaces: where the 
configuration allows it, covering of the stairwells with 
tiered flooring that can be protected, allowing station 
entrances to become organised meeting points, and 
contributing strongly to the functional enrichment of 
public space
 – Oases of biodiversity: near certain stations, again where 
the configuration of the public space allows it, intelligent 
greening to make it more pleasant to wait or meet before 
and after travel, in line with the SGP and Île-de-France 
Mobilités recommendations for the Places du Grand 
Paris (Places in Greater Paris)
 – Outdoor reference points: identified by a recognisable 
sign (less prominent than the “M” marking the metro 
entrance), the enhancements mentioned above, in public 
spaces or green oases, represent a start to networking of 
transport facilities through attractive points with varied 
functions (meetings, breaks, waiting, discussion, etc.)
 – Indoor reference points: the same sign marks all the 
points located in the various areas inside the stations, to 
facilitate meetings between passengers, between heavily 
laden visitors and their companions for example.

© RATP

Screenshot of the visitor’s app,  
translating the public announce  

in his own language

Crowd indicator between line 14  
and an alternative line

Recommended standing points  
in the trains 
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3.2.4 - Other service packages
To close this descriptive chapter of the services generated in 
Phase 3, here is a selection of those that were not explored 
in depth in Phase 4:
• services already in development at RATP, or to be 

relaunched in a new form:
 – an automated interpersonal oral translation service
 – goodwill campaigns associated with security

• service packages that already exist elsewhere, which are 
translated into the metro line 14 universe and illustrated 
only through external references:

 – water fountains
 – toilets for all

• services for which the development does not directly 
depend on RATP:

 – secured bicycle parks
 – cycle path along metro line 14
 – bus alternatives to metro line 14 (to relieve congestion or 
replace it at night)
 – Shuttles to surrounding stations in the event of crowding
 – flat-rate local telecom package

• systems that exist elsewhere but require fine tuning 
through a development process:

 – luggage ramps for certain height differences
 – distractions to slow down certain flows during peak hours
 – multi-scan access control (payment for transport, no 
fever, no threatening object)
 – real-time network map
 – scalable map of the region and its activities
 – #mabellebanlieue, for citizens to express themselves on 
their region
 – End-of-service scenarios, especially in case of late arrival 
of aircraft



© RATP - GettyImages

Conclusion 
of Activity 3

This summary and written presenta-
tion of the results of the service design 
work, completed by the illustrated 
presentation of its “making-of”, 
aims to show how the approach has 
scrupulously adopted a customer-fo-
cused attitude, decisive in meeting 
individuals’ expectations faced with a 
complex system.
However, an automated metro line, 
used by visitors who may be newco-
mers to a busy city where these flows 
are mixed with those of locals on their 
regular journeys, is very complex, 
especially when taking into account 
the disruption that can occur from 
time to time.
This step therefore contributes to 
making the 14@ORY project an inno-
vative approach intended to enrich the 
knowledge and know-how of players 
such as RATP, who must anticipate 
the resolution of problems, some of 
which only become apparent after the 
commissioning of a line such as metro 
line 14.
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23



Annex: 
definition of service design

Project Ownership Department

PRESENTATION
Yo Kaminagai
14 December 2020

Service design
Operational definitions

Better serving the economy of today and tomorrow, 
based more on services than on industry, means 
going beyond designing products and optimising 
their production to focus on the development, 
research and creation of services. In order to 
contribute to this, service design emerged only in 
the 1990s, getting off to a difficult start as a minor 
discipline in comparison with service engineering 
and service marketing, and also within design 
disciplines themselves.

Today, service design has gained credibility in 
its application in the field and in the sphere of 
design education. The aim of this discipline is to 
design the function and form of services primarily 
according to a customer priority (usefulness, 
usability and attractiveness of interfaces; 
effectiveness, efficiency and brand bearers for 
these interfaces, for the service provider), the 
term interface designating all types of “points 
of contact” between a customer and a service 
(physical or digital, object or space, 2D signs or 
signs in space, visual, sound, touch, or even taste, 
etc.) i.e. all “touchpoint” types that follow one 
another along a customer’s journey.

The main added value of service design is, on 
the one hand, the visualisation, evaluation and 
analysis of service paths and, on the other hand, 
the formulation and planning of the developments 
to be carried out, with the aim of creating a new 
service or improving an existing service. As in all 
design disciplines, the capacity for objectification 
and projection on the part of the professionals 

in charge makes it possible to guarantee the 
best possible future services, through adapted 
exploratory methods whose primary goal is to select 
what is relevant for the user rather than what is 
feasible for the producer. 

Through this last characteristic (by primarily 
paying attention to perception and use rather 
than to production and feasibility) service design 
falls naturally into the family of design disciplines 
(graphic design, product design, information and 
interface design, etc.). To this end, the methods 
of analysis, decryption, exploration and creation 
customary in these historic design disciplines have 
been transcribed into the field of services. As a 
result, acting on the succession of interactions of a 
service helps to forge the experience felt or lived by 
the customer. 

This new discipline of service design has led 
to the formalisation of new tools and new 
terminology, such as “touchpoints” (points of 
contact), “painpoints” (points of issue), and above 
all personas, representing typical profiles that 
are confronted with experience of a service in 
order to generate the analysis, the decryption and 
then the specification of the development and 
creation to be carried out. Basically, considering 
the generation of a good customer experience as 
an end reverses the usual approaches of the other 
players involved, especially in engineering and 
marketing, which can cause tensions within the 
processes and organisations in place. This leads in 
particular to favouring interdisciplinary approaches 



incorporating the physical and the digital, the real 
and the virtual, human-to-human relationships 
and those interfaced by media, and this while 
giving equal consideration to the functional and 
the emotional, especially when there is the issue of 
incorporating new technologies without falling into 
the trap of being seduced by them.

The reversal of reasoning, which often challenged 
the credibility of service design in the early 
days, led to the invention of new objectifying 
representations such as customer experience maps, 
which are diagrams organising all the touchpoints 
(and painpoints) experienced or felt by all the 
personas selected for the design or redesign of a 
service. These diagrams incorporate the emotional 
and functional dimensions, the physical and digital 
components, and also, between the lines, the 
processes of supplying the service, in particular 
through the personnel, in order to include from the 
start the well-known services marketing principle 
“if you look after your employees, they will look 
after your customers”.

This very visual method, based on the adoption of 
storyboards and insightful and precise illustrations, 
makes it possible to identify the areas where the 
intervention of (traditional) design is possible. 
Hence the idea that service design truly constitutes 
an upstream “horizontal”, cross-cutting and 
collaborative decision-making aid, leading to the 
choice of appropriate “vertical” development 
actions, using models or prototypes intended 
to stage service situations to determine the 
direction the design process should take. These 

developments may concern the usual design 
disciplines already mentioned (product, graphic, 
interface, UI design, UX design) as well as the 
creative design disciplines that can forge the 
customer experience (architecture, landscaping, 
public art, etc.) as well as, ultimately, operational 
management through the training of customer-
facing or remote staff.

Service design is a rapidly developing discipline, 
based on solid theoretical and methodological 
foundations, established worldwide in research, 
teaching and consulting. 

It is easy to see why it is particularly suited to the 
field of urban mobility, where any service wished 
for or experienced by a customer is based on a 
series of interfaces of all kinds, sometimes in 
parallel (physical, digital and sound, for example), 
as part of a “suite of services” that only the 
customer controls and perceives. More particularly, 
the upstream phases of transport (promotion, 
initial use and learning), or difficult sequences that 
may be discontinuous (the station-vehicle-station 
transition, hubs, etc.), or there again unforeseen 
situations (disruption, re-routing, dealing with 
resilience, etc.) demonstrate that urban transport 
represents an appropriate field for service design.

(inspired by the website www.service-design-network.org)
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