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How do
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Retail, mobility, education, culture, 
health, social action… services are 
present throughout our lives. To remain 
attractive and sustainable, cities have to 
respond to the new demands of residents 
and businesses as well as to address the 
urgency of the climate challenge.
They must create new models to face 
changing uses and the explosion in the 
platform economy and, to achieve this, 
cities are adapting their practices by 
involving their residents and making full 
use of digital resources.
Urban development, innovative services 
and new modes of food and energy 
production are therefore transforming 
both the city and the way we experience 
it every day.
But what urban experience do these  
new services create? And what about 
industry? What place does it have in the 
service-oriented city? How can we ensure 
universal access to essential services?
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or do our uses change the city?
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At the heart of urban life, the transport facilities in  
the Île-de-France region provide a wealth of opportunities.  

The services they offer combine the essential, the useful  
and the enjoyable, and enable passengers to make the best use  

of their journey time, to find familiar brands and to discover  
new ones. Welcome to the largest retail experience  

in the Île-de-France region!

My journey, 
services included

Snapshots

E-COMMERCE

RATP Group operates 16 million journeys around the world every day. 
Shops and services can play a key role in making these daily journeys  

both useful and enjoyable. In the Île-de-France region, for example, 
Pickup lockers from La Poste allow passengers to collect packages  

from automatic lockers with extended opening hours in around 
30 stations on the network operated by RATP for Île-de-France Mobilités. 

This constitutes an innovative and practical response  
to the boom in e-commerce.
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BREAK

Consumers’ favourite brands are available for passengers in major transport hubs. 
At Châtelet-Les Halles and La Défense stations, as well as in the renovated  

Auber station, the brands adapt their offers and formats to customers in transit 
who have various needs throughout the day. Greengrocers and shoe repair services  

are also part of metro life besides the famous high street names.  
The fruit and vegetable stalls have undergone a colourful and modern  

makeover at the initiative of RATP Travel Retail, the RATP Group subsidiary  
in charge of retail areas to boost and support the independent traders  

that have long been a feature of the Paris metro.

PEACE OF MIND

The convenience stores that now typify modern urban retail  
make life easier for passengers seeking practical solutions and help ease 

the stress of their daily activities. They stock high-quality,  
affordable and eco-responsible food along with everyday essentials  

 (hygiene products, headphones, etc.).

Snapshots

HEALTH

Finding a pharmacy, medical laboratory or health professional on your 
journey means optimising your daily schedule to take better care of your 
health. The four health centres on the network, including the two hubs 

that opened in 2021 at Bibliothèque-François-Mitterrand station  
on metro line 14 and Fontenay-sous-Bois station on RER line A,  
are already extremely popular. Further innovations are planned  

in 2023 to enhance this essential service offer.
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EXTRA TOUCHES

Passenger service is not only about meeting needs, but also about going  
the extra mile with little touches that make passengers’ daily lives easier.  

For example, recharging mobile phones at a Point Connect terminal,  
a charging station specially designed for a quick break and equipped with 
USB outlets and access to free RATP Wi-Fi. Not forgetting the loan of an 

umbrella, a service offered on metro lines 3, 8, 11 and 14, or the book-swap 
boxes installed at tram stations. The services are also about surprising  

passengers with new immersive experiences like those created  
on the Paris metro in June 2022 in partnership with Lego®.

POP-UP SHOPS

Temporary retail outlets, i.e., pop-up shops, concept stores, event stands 
in stations, add to the vibrancy on the network by allowing passengers  
to discover new brands at 35 sites. The outlets reach out to their public 

and take advantage of the flow of people through the city, knowing  
they will draw customers from a wider range of backgrounds.

9

Snapshots
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The city is just  
a click away
As the physical city is now coupled with a digital twin, the issue  
of access is more than ever at the heart of the city experience.  
With GPS coordinates and reviews, every nook and cranny of the 
city – including shops, services and sites, from the most famous  
to the most obscure – is now a mobile phone search away both  
for residents who want to learn more about their own city and for 
visiting tourists.
Analysis with Florence Leveel, Managing Director of the Mobility  
as a Service Business Unit at RATP Smart Systems.

Is MaaS changing the city  
and urban uses?

F. L. It’s still too early to say. We are cur-
rently in a phase where we are creating trust by 
providing excellence. In terms of mobility, 
changing habits and breaking routines doesn’t 
happen overnight; users first need to have 
total confidence in the information we provide 
to them. They will then start to experiment, to create their 
own journeys, combining cycling, walking and bus or metro, 
tram and kick scooter.
RATP Group addressed the issue of the augmented city 
very early on, and this is inextricably linked to new mobility 
services. After deploying MaaS applications on several 
networks operated by RATP Dev in Annemasse, Brest and 
Angers, it launched the Bonjour RATP app in the Île-de-
France region in 2021. The app has also integrated the 
expertise of Mappy, which has been part of the Group  
since 2021.

With Mappy, the Bonjour RATP app offers  
a  multitude of points of interest. A new way  
to see the city?

F. L. Here again, this is just the beginning, and we 
intend to use the Paris Olympic Games to test this idea of 
discovering places. For longer journeys, we already know 

how to flag up petrol stations, accommodations, 
restaurants, and more along the route. What we 
can’t yet do for everyday journeys in the city is to 
suggest relevant “detours”. But let’s imagine that 
tomorrow we could offer a time-saving service, 
such as a walk-in grocery pick-up service at the 
metro station near one’s home. We could then 
suggest using the 20 minutes saved to explore a 
nearby public garden or visit an exhibition. These 

delightful moments are all opportunities to rekindle the 
magic of the city.

Do these services give the city more of a soul?

F. L. Yes, because their agility means they can adapt 
to the changing pace of urban life. During the heatwave 
this summer we were quickly able to integrate all the 
Paris water fountains into our Mappy map. In addition 
to these periods of crisis, an app like Bonjour RATP  
can devise an infinite number of routes in the city, thus 
offering a wealth of opportunities to make discoveries 
and detours.

(…)  
Read the full interview  
with Florence Leveel on  
www.ratpgroup.com

900,000
route searches performed 
daily on average

25,287
car parks, stations  
and airports

2.5
million monthly users  
since early 2022

1,150
water fountains  
(added in 15 days during  
the summer of 2022)4.8

stars on Apple store and 
4.5 stars on Google Play store

The Bonjour 
RATP app  
in figures:

3,270
attractions, museums  
and landmarks

Analysis
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Witnesses

What are the main 
requirements of residents 
when considering a move?

C. V.-B. Employment remains 
a decisive factor: a region must not 
only offer a certain economic dyna-
mism – a promise of potential career 
progression – but also guarantee 
access to employment through an 
effective mobility policy. In this 
respect, transport is essential in mak-
ing a region attractive. Quality of life is 
also a prominent factor, but its defini-
tion is changing; it is increasingly linked 
to issues of sustainability, health and 
also protection against future crises.

What does this mean  
in practice?

C. V.-B. Faced with an uncer-
tain future, residents and companies 
are increasingly asking a legitimate 
question: will my region be able to 
support me in the event of a crisis 
(health, economic, climate or environ-
mental)? We need to prove that we 
are aware of these issues. For exam-
ple, does regional planning take cli-
mate issues into account? In coastal 
areas, has the risk of flooding or rising 
water levels been considered?

What makes a region 
attractive?

C. V.-B. An attractive region 
is one that offers residents and busi-
nesses conditions that are conducive 
to their development and fulfilment. 
The factors that make a region 
attractive therefore evolve accor-
ding to the changing needs of resi-
dents and companies. Nowadays, 
for example, accessibility and ser-
vices are among the top priorities. 
But an attractive region is also one 
that knows how to build a strong 
narrative: arousing curiosity and 
desire is a powerful driver, which 
can even reverse trends! The city of 
Dresden in Germany, for instance, 
has been able to build around the 
loss of its historical heritage during 
the Second World War. This acts not 
only as an attraction for tourists, but 
also as a driving force for regional 
stakeholders, who want to put it 
back on the map.

What, in your view,  
is the main challenge  
facing regions today?

C. V.-B. We must break away 
from a quantitative approach to ser-
vices; simply increasing the number of 
offers is not an end in itself. We need 
to focus on the effectiveness of the 
proposed solutions. In other words,  
we need to go from providing services 
to serving people. The intelligent use  
of data is crucial in achieving this.

Chloé Voisin-Bormuth has a doctorate in geography  
and urban planning and is the former director of studies 
for the forward-looking think tank La Fabrique de la  
cité. She is now Director of Paris Île-de-France Capitale 
Économique, an association that brings together 
approximately 100 French and international companies 
and public institutions involved in the Grand Paris project.

What French people expect 
from an attractive region

The first concern is transport: 
according to an ObSoCo study  
on new usages of the city, only  
8% of Parisians prefer to travel 
exclusively by car. Only 36%  
of residents in the outskirts of a 
major centre prefer to use private 
cars, while the rest seek efficient 
alternatives. Another area of 
interest is food: 48% of city  
centre residents are willing to use  
a shared garden to grow their own 
fruit and vegetables. The desire  
to pool resources remains strong,  
with 35% of city residents 
interested in sharing facilities  
with their neighbours (green  
areas, workspaces, etc.). 

INTERVIEW  
WITH

VOISIN-
BORMUTH

CHLOÉ   

“Transport is essential in making 
a region attractive.”
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Have cities become more 
vulnerable today?

M. R.-Z. Cities have always 
been at-risk areas, but the change in 
urban practices has led to a shift in 
vulnerabilities, such as those relating 
to dependence on critical networks 
like electricity or transport. The out-
line of the city itself generates new 
vulnerabilities: the dissociation of 
major functions, notably between 
workplaces and residential areas,  
has created risk chains and domino 
effects. What is also very new with 
these new systemic crises is that 
those who have to manage the crisis 
are themselves victims, and are 
sometimes exposed to serious risks.

Have urban services, and 
transport in particular,  
been affected by these 
developments?

M. R.-Z. Certain crises have 
left a lasting mark on urban facilities 
and services. Incidents such as terror-
ist attacks have physically trans-
formed the city: conventional rubbish 
bins have disappeared, it is no longer 
 possible to place a bag under your 
seat, video surveillance has been 
reinforced, among other things. 
Transport operators are also increas-
ingly aware of risks related to heavy 
rain and health, for example. These 
key players now have a crucial role  

in the city, and have become a real 
 factor in urban resilience. During  
the health crisis, RATP continued to 
 provide public transport services  
that were vital for carrying essential 
 workers, while also protecting its 
employees driving the trains.

How can we anticipate 
something that is,  
by its nature, unexpected  
or unimaginable?

M. R.-Z. The answer is first 
and foremost a human one: the 
imaginable is above all about the 
unthinkable! Who could have 
imagined Paris under lockdown, at a 
standstill, with animals roaming the 
streets? Who would have thought 
that terrorism would strike on such a 
scale at the Bataclan concert hall and 
on the streets of Paris? Who today 
can imagine Paris being flooded? 
Cities must spot the warning signs 
and  listen to the various players on 
the ground, companies, networks, 
and so forth, to better anticipate cri-
ses, as they are the ones who possess 
the professional expertise. Better use 
should be made of the experience of 
bus drivers, metro drivers and electri-
cians who are often the first to iden-
tify changing needs and expectations 
and to flag up potential tensions. 
They are stakeholders in the city’s 
resilience. We believe the city to be 
stable and unchanging, but it is in 
fact in perpetual motion.

“Mobility players now have  
a crucial role in the city,  

and have become a real factor  
in urban resilience.”

REGHEZZA-
    ZITT

MAGALIINTERVIEW  
WITH

Magali Reghezza-Zitt is  
a geographer specialising in  
urban vulnerability who teaches  
at the École Normale Supérieure.  
She is also a member of  
the High Council on Climate.

Witnesses
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In the age of digital 
commerce, does the city 
shop still make sense?

V. M. Yes, if we avoid the trap of 
pitting digital against physical, think-
ing that one will win out over the 
other. We need to think of both as a 
continuum of services. This will ena-
ble shops to reinvent themselves to 
meet local demand – our customers 
must be able to find everything in 
one click and in one step.

How does the installation  
of shops fit in with the city?

V. M. A shop should be in tune 
with the city, therefore we must 
remain attentive to urban develop-
ments. Transport is of course a key 

indicator, as it shapes the city by 
 creating new flows and simplifying 
travel. Our shops reflect these 
changes: a Monoprix located at the 
exit of a metro station will not offer 
the same experience as a large store 
in the suburbs.

But isn’t there a risk of 
making shops all the same 
and, by extension, cities?

V. M. That would be the easy 
way out, and we avoid it! Shops today 
need to fit in with their surroundings. 
In Lille, for example, the Monoprix 
entrance features the brick architec-
ture typical of northern France. This 
is not about mere aesthetic details: 
the residents of a neighbourhood are 
very attached to their local Monoprix. 
We want them to feel at home, from 
entrance to checkout, not forgetting 
food counters.

What is the true role of local 
shops in 2022: offering a wide 
selection? A rare selection? 
Diversifying into other 
services?

V. M. All three! Depending on 
the city and the neighbourhood, our 
customers have access to mini local 
shops, such as those we have opened 
in RATP stations, and also to flagship 
stores with a large variety of pro-
ducts. Nevertheless, there is a basic 
trend common to these various 
approaches: the shop should be a 
forum for services and life in the 
neighbourhood.

A graduate of the NEOMA 
Business School, Valérie 
Maucotel started her career 
at the Orange mobile 
operator in 1996. She joined 
SFR in 1999 where she held 
various positions in the 
marketing department.  
She moved to SNCF in 2017 
to become Director of  
the loyalty programme 
(Avantages) before being 
appointed Marketing 
Director of the TGV division. 
In 2022, Valérie was 
appointed Marketing 
Director of retailer Monoprix.

MAUCOTEL
VALÉRIE

INTERVIEW  
WITH

Witnesses

“The flows created by transport  
provide essential data for the design  

and layout of our shops.”

How would you define  
the ideal shop for the city  
of today?

V. M. It should first and foremost 
be accessible and connected to the 
daily life of its customers. It should 
also be functional to enable custom-
ers to find what they are looking for 
in terms of both “best value” ranges 
and a more premium offer. On a 
social level, shops must make every-
one feel welcome and provide cus-
tomers with personalised advice. 
Lastly, shops should implement sus-
tainable practices so that our urban 
customers can improve their con-
sumer habits.
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The relationship between cities and industry has always 
been uneasy based on push-pull effects. This link became 
more tenuous from the Industrial Revolution onwards, 
although cities and industry remain closely intertwined. 
“In the 19th century, industrial activity shaped the urban 
landscape,” explains Bernard Gauthiez, an architect and 
urban planner who teaches at Lyon 3 university. “New 
districts sprang up, combining housing, workshops and 
small factories. Production units then required larger 
areas of land, and industry migrated to the outskirts  
of the city.” The 1950s saw the peak of this trend in  
large infrastructure.

What if industry were to return to urban areas, reversing the 
major trend for relocation? Several companies are leading  
the way by ensuring that factories and infrastructure are better 
integrated into cities and more in line with their environment.

Tensions would increase over the next decades, as factories 
were singled out for being the cause of pollution and 
disruption. “Urban planning by zoning was implemented 
in the 1960s,” says Mr. Gauthiez, “which involved the 
creation of industrial zones, a model that still dominates 
today.” Factories have moved out of the city, and even 
to the other side of the world as a result of globalisation. 
Several large-scale tragedies also justified this clear 
division: the AZF explosion in Toulouse (2001) and the 
Lubrizol fire in Rouen (2019) drew an obvious conclusion: 
cities and industry should keep their distance.

For information

Remote factories

Towards a productive city 

INNOVATING
for the cities of tomorrow

The Covid-19 pandemic and the associated health crisis 
changed our vision regarding ideas we considered well-
established; statements were issued very quickly on the 
need to re-industrialise European countries and to limit 
their dependence in terms of supply. However, this  
should be planned to minimise any disruption and, where  
possible, to harmoniously reconnect factories to the urban 
fabric, depending on the nature of the industrial activities. 
This means moving from the industrial city of old to the 
productive city which is able to anticipate shortages and 
offer useful services while respecting the city environment. 
Industry has a decisive role to play in this change, notably 
through its capacity for innovation and reinvention.

RATP Group, with the support of Île-de-France Mobilités 
and the European Commission, has been spearheading 
a true industrial revolution since 2015 by converting its 
bus fleet to electric and NGV; a transformation that 
contributes to the decarbonisation of cities and the 
company’s energy transition. A re-think of its industrial 
presence is an integral part of this shift, and RATP is 
making optimum use of its low-pollution sites by 
encouraging a mixed use of its buildings, with nurseries, 
shops and housing built above its industrial facilities  
to limit urban sprawl. Another example of RATP’s eco-
responsible industrial strategy is to ensure that the 
infrastructure incorporates the circular economy and 
waste recycling, similar to the policy regarding its tram 
garage sites. Industry and cities are now on the same 
wavelength, and a shining example of this new relationship 
is the decision of local authorities not to build housing 
on the former AZF site in Toulouse. Instead, they installed 
a cutting-edge industrial facility for cancer research and 
treatment. A symbolic move!
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Dreaming cities

( R E )
D E S I G N  M E
A
CIT Y

street or neighbourhood to life. All over the world, cities 
have realised that some adjustments, albeit minor, are 
necessary and could change everything. “Often, it only 
takes small improvements to add value to a public area. 
Urban design allows us to test uses and experience the 
city in a different way,” says Dorothée Noirbent, a Lyon-
based urban designer. In Paris, it only took a coat of 
fuchsia pink, deep blue and yellow paint on the walls of 
an urban basketball court in Pigalle to make it attractive 
to athletes… and photographers. In Sydney, before 
embarking on a long-term public facility development 
strategy, the city carried out an initial pilot project called 
By George. The aim was to revitalise the small and 
neglected streets adjacent to George Street, one of the 
capital’s major arteries. Over a period of six months, 
artists and architects were invited to design small 
improvements. More than 50 people took up the 
challenge, which resulted in over 80 bars opening in 
twenty of these side streets, which have reverted to 
busy and attractive destinations.

In Paris, De Facto, the public body responsible for 
developing the La Défense business district, organises 
a biennial street furniture design event called “Forme 
publique” (Public Shape). The installations remain in 
place for a year, and thus enable this large-scale trial 
to observe how the innovative urban furniture is 
appropriated by the various audiences, such as the slides 
and mats used every weekend by children, and the 
Bonjour sports facilities popular with workers, and also 
how their use varies as the seasons change.

Ultimately, urban design can transform public facilities 
by providing full scope to new uses and behaviours. In 
Calgary, Canada, the Park Park project has transformed 
an ordinary neighbourhood car park into a multi-use 
facility for people and vehicles. Cars are considered 
“guests” here, and five out of the 30 parking spaces 
have been transformed into an attractive pedestrian 
area. Various services are available, including street 
furniture in the form of giant, brightly coloured 
pictograms. You can charge your phone, pump up your 
bike tyres or play basketball. You can also sit down and 
relax, enjoy a meal or meet up with friends. Fun and 
slightly provocative, this is a physical demonstration of 
joyful urban design and, according to its creators from 
the design agency Publiccity, Park Park is clear evidence 
that “more is more”.

Sheltering from the heat, walking in a park near your 
home, practising a sport or playing with your children near 
your building, picnicking at the corner of your street: re-
claiming the public space is a preoccupation after the 
pandemic and faced with the climate crisis. How can we 
design spaces to meet these vital needs and emerging 
uses? How can we build a peaceful, green and inclusive 
city? For public spaces to become a service, it must be 
designed as such and closely align with the expectations 
and needs of residents; this is the role of urban design.

Lighting, benches, trees and rubbish bins are all essential 
elements, but are not enough in themselves to bring a 

Does the city change our uses, 
or do our uses change the  
city? Urban design is at the 
intersection between these 
two propositions. This flexible, 
collective, sometimes 
minimalist approach aims  
to create a peaceful, useful  
city that’s fun to live in.
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Dreaming cities
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Like many large cities, the Greater Lyon area is currently conducting 
an in-depth study into how to develop its outdoor public facilities. 
The local authority is turning to consultation to redesign the city 
and its uses, as demonstrated by the development project for the 
Presqu’île, Lyon’s central district. This iconic district is suffering 
f rom severe traff ic congestion, is very built up and has a 
concentration of a whole array of urban problems. The municipality 
has ambitious goals for this complex urban community: it wants 
to reduce heat islands, improve cycling access and maintain 
affordable housing while naturally preserving the tourist area, 
which is a Unesco World Heritage Site.

A CONCERTED 
TRANSFORMATION

Choices that 
concern 
everyone
“We want a city that has 
affordable housing, clean 
air, is peaceful and meets 
the challenges of global 
warming, with abundant 
greenery and shared and 
inclusive public spaces,” 
she says. “The aim of the 
consultation is to debate 
which alleviating actions 
to implement. Depending 
on the sector, do we want 
large pedestrian areas, 
restricted traffic zones,  
or do we simply modify 
the traffic plan for certain 
sectors to dissuade 
motorists from passing 
through? We are 
proposing two scenarios 
for consultation. These 
decisions involve the 
residents, of course, all 
the economic players, 
notably shopkeepers 
regarding delivery issues, 
and the visitors – half of  
all the residents in the 
Greater Lyon area visit 
the Presqu’île at least 
once a month.”

Béatrice Vessiller,
Vice-President of Métropole  
de Lyon (Greater Lyon)  
in charge of urban planning,  
the living environment and  
real estate planning.
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Dreaming cities

NEW YORK
The architectural firm Diller Scofidio + Renfro (DS+R), James Corner Field Operations 
and Piet Oudolf have revived the disused tracks of the High Line aboveground railway, 
to form a mile-and-a-half-long landscaped urban walking area. The line was originally 
used to bring freight trains into the heart of the city, but after the golden age of the 
1930s, it gradually fell out of use until it was slated for demolition in the late 1990s. 
However, it was saved by two citizen activists. Joshua David and Robert Hammond 
convinced the city that this wasteland could be transformed into a park that would 
benefit all citizens.
Combining agriculture and architecture, DS+R’s agritecture project manages to 
combine the intimate, the wild and the cultivated in a unique way, thanks to tapered 
paving specially designed to blur the boundary between vegetation and permanent 
infrastructure. The line is now visited by approximately eight million people a year. 
With over 500 varieties of trees and plants, it has become a favourite walking area for 
New Yorkers and tourists alike, and a haven for birds and insects.

THE HIGH LINE, THE GREEN LINE
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A viral effect
“Today, the High Line 
welcomes different users at 
different times of the day: 
joggers at dawn, working 
and busy people at 
lunchtime, nannies and 
young children in the 

afternoon and couples  
in the evening.  
The users are totally different 
on weekends.”

Ricardo Scofidio, Co-Founder  
of Diller Scofidio + Renfro.
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Dreaming cities

SEATTLE
SMART CITIES, UBER CITIES?
Digital platforms (Airbnb, Uber, Deliveroo, etc.) are shaping a new form of urban planning 
by influencing our uses and consumption choices. In some cases, they have become so 
powerful that they are even influencing governance in certain cities. In Toronto, Google 
obtained a permit from the city to develop a “district of the future”, designed and 
managed using data generated by its users. However, the project was cancelled in the 
face of public opposition. In Seattle, where Amazon has its head office, the presence of 
this Big tech heavyweight is contributing to the gentrification of the city centre. The 
e-commerce giant has built an entire district of high-rise towers to accommodate its 
business, and now occupies 20% of the city’s commercial surface area. Nicknamed 
Amazon City, Seattle has found its way back to growth; its population may be rising,  
but so are the rents.

Towards  
a new 
governance
Ian Brossat, Paris city 
Councillor and author of 
Airbnb, la ville ubérisée 
(Airbnb, the uberised city)

“Uberisation generates 
real estate speculation 
and spatial segregation;  
it results in the 
standardisation and 
disappearance of 
independent shops and 
also transforms the city’s 
lifestyles and uses, which 
will ultimately end in  
a loss of neighbourhood 
identity. New governance 
is required to continue to 
manage the development 
of the city for the benefit 
of all.”

(…) 
Read the full interview  
with Yo Kaminagai on  
www.ratpgroup.com

How can service design 
transform these facilities?

Y. K. Passengers have their own 
customer journeys which must be fully 
understood, with empathy, to make 
them a more pleasant experience  
on a daily basis. When we apply the 
Customer Journey Map, a service 
design tool, to transport networks, we 
see that dissatisfaction is concentrated 
on the time spent in stations: waiting, 
climbing stairs with luggage, making 
train connections. This irritation tells 
us that if we want to develop the use of 
public transport, it is crucial to work on 
the quality and enhancement of these 
facilities, to simplify them, bring them 
to life and enrich them so that they 
become highly useful elements.  
RATP Group is already working on this 
through new stations, like those on the 
metro line 14 extension or the renova-
tion of major hubs like Auber station. 
The objective? We don’t want passen-
gers to think: “Oh no, I have a connec-
tion at Auber!”, but instead: “Great, 
I have a connection at Auber!”

What role do mobility hubs 
play in city planning?

Y. K. It is mobility networks that 
give shape to a region; stations are 
essential links in these networks, but 
are too often the weakest link. Much 
focus has been placed on the routes 
and lines, but not enough on these 
hubs, whether large or small. Yet a 
good multi-modal network not only 
comprises transport lines, but also 
complex and smart urban hubs.

Is there a change in the way 
these facilities are viewed?

Y. K. Yes. In France for example, 
the Grand Paris Express project 
emphasises stations, which are 
 considered to be multi-modal service 
facilities. We’re moving towards an 
 augmented  contemporary station that 
is shared between transport operators, 
shops and public services, scalable and 
agile enough to integrate new services, 
and also expressive; in other words, 
 anything but banal and anonymous. 
We have discarded the model of the 
metro station frozen in time, operated 
by a single player.

Mobility hubs,  
forums for urban design

Yo Kaminagai,
Head of Design, design 
delegate in the RATP 
project contracting 
department

“We are moving towards 
an augmented 
contemporary station, 
scalable and agile enough 
to integrate new services.”

Gateway to the city
Station entrances are real urban 
landmarks that provide physical 
evidence on the surface of an 
often-invisible public transport 
service. In Paris, where Guimard 
stations are part of the city’s heritage 
and landscape, contemporary 
stations reflect the art of their time, 
such as the Palais-Royal station, 
decorated with a piece by  
Jean-Michel Othoniel, or the new 
Pont-Cardinet station and its 
colourful arch signed by Tobias 
Rehberger. In Spain, the Fosteritos 
entrances on the Bilbao metro, 
designed by architect Norman Foster, 
also play the role of a landmark  
that is both beautiful and practical.
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Air-conditioned trains? Staff on platforms?  
High-performance apps? In a global world,  
service excellence is rooted in local cultures  
that have lost none of their diversity.

Is the notion of service quality the same  
from Helsinki to Melbourne, the same on the 
New York City subway as on the London 
Underground? Since 2002, an international 
standard on transport service quality has 
served as a guide to operators and public 
transport authorities to closely monitor 
passenger satisfaction (European standard 
EN 13816). Nevertheless, the meaning of 
service is always based on attitudes, behaviours 
and verbal or non-verbal messages; in other 
words, on primarily cultural foundations.

Each country has its own priorities
What we consider service quality has 
different meanings in different countries.  
A short waiting time between trains is at the 
top of the list in Singapore. In South Africa, 
the Gautrain, operated by RATP Dev, 
responds to a major concern of local 
passengers: safety on board. On the Seoul 
metro network, the choice to board a train 
according to its level of air conditioning 
satisfies the most demanding passengers. 
The Madrid metro network offers busy 
workers the chance to collect their fresh  
and frozen food purchases from smart 
refrigerated lockers. On the Paris metro 

network, the passenger commitment charter 
and the Mon client & Moi relationship 
programme meet customer expectations  
to form a trusting and personalised 
relationship. On the most modern networks, 
service excellence is a key driver in convincing 
the public to change their habits and switch 
from private cars to public transport.  
The cultural dimension also plays a key  
role in addition to intangible factors such  
as punctuality, cleanliness and safety.  
Partly operated by RATP Dev, the brand- 
new Riyadh metro network offers three 
different types of carriage depending on 
the passenger: men travelling alone, families 
and lone women passengers and VIPs.  

The basics revisited
Information: passengers want to be kept informed in real time, notably through digital technology, 
particularly in the event of an incident.
Cleanliness: this has become a key guarantee for hygiene and health safety.
Safety: this is one of the conditions when choosing public transport, notably for women travelling 
alone and the elderly.
Customer relations: trained, passenger-focused teams equipped with high-performance digital 
tools are greatly appreciated by customers.

Singapore is automatically  
associated with excellent service.  
How do you explain this?

F. L. Singapore is very small with very few 
natural resources; our wealth is our human  
capital. In the 1960s, we began to attract  
large international companies that were able  
to find skilled employees here and thus the  
service sector (health, commerce, finance,  
tourism, etc.) started to develop. This change 
improved the standard of living for 
Singaporeans, and also increased their level  
of expectations in terms of quality of service.

What roles do people and the digital 
play in the service you provide  
to passengers?

F. L. We combine human and digital points 
of contact across apps and information chan-
nels. Technology on its own can sometimes be 
cold, so a balance is required, with a warmer 
touch. Our teams are well trained to welcome 
and assist passengers, and we are constantly 
refining our digital tools to meet the needs of 
an active  clientele who are busy, in a hurry and 
who expect efficiency.

Does this approach feed into your 
partnership with RATP Group?

F. L. In our joint bids for the Grand Paris 
tenders, we will be contributing our best prac-
tices and creating solutions jointly with RATP 
teams to best adapt future services to customer 
profiles for the Île-de-France region network.

Francis Lim, Head of Rail Customer 
Experience at SBS Transit, a subsidiary  
of the ComfortDelgro Group, Singapore.

3 questions for…

THE MEANING

OF SERVICE

Inspirations

“The networks we operate combine 
human presence and digital support  
in a unique way. This is a decisive  
asset when it comes to quality of service,  
and the everyday enhancements  
provided on our networks make  
journeys more pleasant.”
Agnès Ogier, member of RATP Group’s Executive 
Committee in charge of the future RATP Rail 
Services Business Unit

(…) 
Read the full interview with  
Francis Lim on www.ratpgroup.com
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MAKING

NEW URBAN SERVICES

As cities continue to attract more residents, their  
energy, connectivity and service needs are growing 
exponentially. Not only do cities have to transform to 
accommodate this influx and meet the new expectations  
of their residents, but they must also integrate new 
requirements for resilience in the face of health and 
climate hazards.

Energy, heating and cooling networks, 
connectivity, the flow of goods and local food 
resources are now at the forefront of our 
concerns. Cities are competing to provide 
these basic services while meeting the 
challenges of our time in an innovative, 
cost-effective and sustainable way. There are 
many examples of this in Europe and around 
the world. In Denmark, the city of Fredericia 
saves approximately 130 million litres of fossil 
fuel every year through a district heating 
network that recovers heat from a fertiliser 
factory, a refinery and incineration plants. 
The Superkilen green belt in Copenhagen, 
based on the idea of sharing public areas 
created by and for residents, was designed in 
consultation with the population of Norrebro, 
a cosmopolitan neighbourhood with some 
60 different nationalities.  

It is structured around three colour-coded 
areas: sports activities for adults, sports 
facilities and games for children and a food 
market. In France, the town of Romainville 
has created the Cité maraîchère, the 
country’s first vertical farm, to give residents 
access to fresh, healthy, seasonal produce 
and to provide environmental education  
for all. In Australia, the city of Melbourne 
has installed meters to record in real time 
the number of people using certain streets 
to ensure that urban planning strategies 
match the respective needs.  
Everywhere, we are witnessing a true 
reinvention of urban services to respond 
more precisely to the aspirations of  
residents, technical opportunities and  
carbon neutrality requirements.

Inspirations
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An increasing number of French people are making 
their purchases online: 41.8 million in 2021. This boom 
in e-commerce is creating new constraints for cities, 
while stimulating innovation in urban logistics.

Operators are competing with each other to be more inventive in their solutions to mitigate 
the disruption caused by the increased number of deliveries in cities. In Hong Kong, 
e-commerce giant YesAsia is playing the vertical card, with a 24-floor smart logistics 
centre, the Goodman Interlink, which meets the dual requirement of reducing  
the footprint of the warehouses and achieving zero net land-take. In Paris, RATP Group 
favours the sharing route, and RATP Logistics offers partners such as Chronopost and 
Amazon the use of the platforms in its bus depots, which are unoccupied during the day, 
to transfer goods to light, non-polluting delivery vehicles.

(…)
Read the full interview with Véronique Bennegent, head of urban logistics 
development at RATP Solutions Ville, on www.ratpgroup.com to find out more  
about why urban logistics is a challenge for cities.

Inspirations

URBAN LOGISTICS

The health crisis has changed the way we view 
workplaces and has given rise to new concepts such  
as “corpoworking”, which combines creativity  
and a friendly work environment. There are no allocated 
offices and the resulting mix stimulates discussion:  
the formula encourages open innovation and is winning 
over companies.

Reinventing workplaces in the face of health crises also means creating atypical and 
welcoming facilities in the heart of the city which are no longer the preserve of nomadic 
freelancers, but are also aimed at companies and their employees. In Paris, RATP Real 
Estate offers event and corpoworking facilities under its Urban Station brand, located on 
RATP industrial sites that have been refurbished to provide offices and meeting rooms. 
The first workplaces opened in early 2022 in the 10th arrondissement of Paris in  
the Petites-Écuries substation, which supplies electricity to RER line B. Attracted by the 
flexibility of the contract offered, a very quick move-in time and a strategic location  
in the heart of Paris, Joone, a company specialising in hygiene and healthcare products 
that employs around 50 people, moved into the premises for a period of 16 months.

CORPOWORKING
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ENERGY

Consuming less energy, both collectively and individually, 
is a top priority for cities. Innovative projects across  
the globe are taking up the challenge.

Dijon Métropole has embarked on the largest collective self-supply operation ever carried out 
in France as part of the European “H2020, smart cities and communities” programme. 
It involves over 1,000 residents of two blocks in the Fontaine d’Ouche district, which forms 
part of an urban renewal operation and is connected to the city’s heating network.
The aim is to ensure that, by 2025, the energy produced on site covers the consumption needs 
of five blocks of flats, a school and a gymnasium. In Helsinki, Finland, the waste heat from  
a Microsoft datacentre will heat the equivalent of 1,000 apartments, i.e. approximately 40% 
of the district heating in the three neighbourhoods covered by the project. The location of  
the datacentre was selected with this energy recycling criterion in mind.

Energy: time for civic 
engagement
For several years, the Group has undertaken to reduce its energy and 
carbon footprint by halving its greenhouse gas emissions by 2025 
(compared to 2015). In a context of dwindling resources, the Group has 
signed the EcoWatt Charter launched by RTE and Ademe, pledging  
to reduce its electricity consumption in the event of an EcoWatt red 
warning. This commitment notably involves delaying the charging 
periods for electric buses and vehicles, turning off digital advertising 
displays in stations on EcoWatt red days and promoting the adoption  
of eco-friendly practices on our premises at times of peak demand.  
It also includes a citizen component to encourage good habits and 
behaviours, notably via the Group’s digital media. This is one more step 
in our bid to take effective action to achieve energy efficiency.

Inspirations
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Connected objects, artificial intelligence, augmented 
reality: technological innovations are creating 
unprecedented service opportunities, while data and 
digital uses are contributing to improve city living.

Cities are becoming increasingly connected and using data to provide new services  
to residents. In Rio de Janeiro, a network of 650 connected cameras collects real-time  
road traffic data to improve incident management: this system has led to a 30%  
reduction in response time when an emergency is reported. In France, the city of  
Rennes decided to develop its own digital network and implemented a simple tool that  
is available to FabLabs, for example. Launched in 2020, this network is now being used  
to improve quality of life in Rennes: air-quality sensors, the monitoring of bird protection 
initiatives through connected nesting boxes and the optimisation of collection  
rounds for glass containers.
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The combination of services and digital 
technology has deeply reshaped our mind  
maps and our cities. It has created new,  
more individualised and ever-changing  
journeys (page 4). The widespread adoption  
of MaaS (Mobility as a Service) offers passengers 
(page 10) a new urban experience. Mobility  
has therefore become a service in its own  
right using smart maps that provide access  
to the city’s resources. Chloé Voisin-Bormuth,  
Managing Director of Paris Île-de-France Capitale 
Économique, sees mobility as a major challenge 
to make cities attractive (page 12), whereas 
geographer Magali Reghezza-Zitt highlights  
the role of services in providing some resilience 
when facing crises and disasters (page 14). 
Valérie Maucotel, Marketing Director at Monoprix 
(page 16), explains how changing lifestyles have 
reinvented the urban convenience store. Do these 
services change the city itself? While industry 
previously shaped our cities, the service sector  
is now leading the way, including in terms  
of changing the industrial heritage (page 18).  
Driven by urban design, cities are transforming 
themselves, notably around mobility hubs 
(page 20), to meet increasing passenger flows. 
Energy, connectivity, logistics, working habits; 
cities can continue to attract and retain us by 
confronting these new challenges (page 28)  
and by inventing more tranquil and  
sustainable models.


