PILOT REAL TIME COACHING
Experience concept – travel behaviour 2020
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Introduction
Touristic recreational mobility is now a major concern. The use of cars, the
busy roads, the different types of transport, the shared bicycle and shared
car, the awareness of CO2 emissions, etc., these are all mobility topics that
have been more in the spotlight in recent years. Every holiday maker has his
own mobility behaviour. Can this behaviour be changed? Due to the recent
interest in recreational mobility, only few scientific articles have been
published on influencing mobility behaviour. One of the ways to influence
people’s behaviour is ‘coaching’. ‘Can the mobility behaviour (of the holiday
maker in Zeeland) change through coaching?’ This was the central question in
the development and implementation of the Real Time Coaching pilot. HZ
Research Centre for Coastal Tourism investigated this.

Personality and context awareness are ‘the key’ in behavioural change.
Mobility types can also be identified based on the different personalities.
Researchers Anable and Wright (2013) did this as follows:

Literature exploration
SUPERBUB is a European project in which motivational characteristics have
been developed for sustainable urban mobility. Several authors (Gabrielli
et al., 2013) (Anagnostopoulou et al., 2018) describe the things they have
learnt during focus groups and workshops. From this it became clear that:
- Not everyone is motivated by environmental problems. It turns out that not
everyone wants to change their behaviour for the benefit of a better
environment. In some cases it is more beneficial to ensure that the
recommendations better suit the transport needs (travel time, costs).
Furthermore, evidence has also been found that travellers are more
triggered by real-time data about the environment. For example, through
information about emissions in the city where they live.
- Personal behavioural triggers are more effective: this concerns the
consequences of transport choice in terms of fitness and personal health.
- Users want concrete rewards: this means that users prefer a discount on
public transport instead of having ‘congratulations’ appear on your mobile
phone.
- Users only want to share mobility data if it is meaningful and safe.

Figure 1 Mobility profiles

Agreement with Sentiance
After studying the literature, the researchers from the HZ Research Centre
for Coastal Tourism scheduled an appointment with Sentiance, a company
specialized in analyzing mobility data and providing context. During the
meeting, the various options for Zeeland were discussed. Sentiance indicated
that two essential things must be determined, namely; the moment of coaching
(before, during or after the ride) and the way of coaching (nudging,
incentives, mirroring, comparing profiles). After the consultation and on the
advice of Sentiance, it was decided to apply the comparison system in
Zeeland. This is a basic system that can be applied easily. Mirroring often
turns out to be sensitive, but if you compare someone with the average
profile, this is often appreciated. This should motivate people to ‘do better’.
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In order to compare visitors, it was first of all important to gain insight into
the behaviour of visitors in Zeeland. Sentiance has a source code (as part of
a Software Development Kit with tracking software) which can be placed in
a random app. By means of this code, users of that app can be tracked, with
their permission. In 2017 and 2019 Sentiance integrated this code into the
VVV Zeeland app. This was done again in 2020 so that users could be
tracked again with permissions.

some time now. We have been able to do this by tracking people via the VVV
Zeeland app with their permission during their visit to the region. Tracking is
one thing, but as a knowledge centre we would also like to give something in
return to you as a visitor. We want to provide you with an insight into your own
mobility behaviour in Zeeland via an app. This way we want to create awareness
and ensure that you as a visitor to Zeeland can move around even more
consciously.

The panel

This pilot will start in the spring of 2020. If you live in Zeeland or you are
visiting Zeeland in 2020, you can participate in this pilot! We would like to
approach you with a number of questions during the development phase of the
pilot and/or ask, when the pilot starts, to send you information about how to
participate.

In order to gain insight into the behaviour of certain visitors and to coach
them, it appeared also important to determine the target group. As theory
showed, not everyone is willing to change his or her behaviour. The
conversation with Sentiance showed that the group of visitors who are
already somewhat aware of the impact of their travel behaviour, are also
expected to be more willing to adapt. It is therefore expected that they can
be more easily coached. Despite the fact that this group is already a little
more aware, there is still much space for sustainable development in Zeeland.
The ‘Fan van Zeeland’ panel consists of people who already have a
connection with Zeeland. They were therefore also seen as potential
participants for this pilot. VVV Zeeland also had the e-mail addresses of
visitors who had given permission for tracking them in 2017. They were also
seen as potential participants. The panel members of the Fan van Zeeland
panel and the participants who were tracked were approached in December
2019 and asked to complete a questionnaire. This questionnaire was
developed by the University of Ghent as a ‘deliverable’ for the European
project MOVE, and subsequently adapted to the Zeeland context in
consultation with the knowledge centre. The questionnaire consisted of various
topics such as: types of travel, choice of means of transport, shared mobility
systems, mobility solutions and a mobility proposition were presented.
To specifically recruit members for this pilot, the following question was
added to the questionnaire:
As a knowledge centre (part of HZ University of Applied Science) we have been
collecting information about the mobility behaviour of visitors in Zeeland for

Please indicate below how you would like to participate in this pilot:
o

I would like to participate in this pilot as a participant, but not in its
development

o

I would like to participate in this pilot as a participant, and you can
also contact me for its development

o

I prefer not to participate in this pilot, but you can contact me for a
follow-up survey about my travel behaviour

o

I prefer not to participate in this pilot.

119 respondents indicated that they would like to participate in this pilot as
a participant. Furthermore, 83 other respondents indicated that they would
like to participate as a participant and that we would be able to approach
them for developing the pilot. In total, a group of more than 200 interested
people was created, also known as ‘the mobility panel’. A number of focus
groups were to be organized with the 83 panel members who wanted to
help in the development and implementation phase. However, due to the
outbreak of Covid-19, these focus groups could no longer take place. This is
why the researchers were forced to choose a different method to involve the
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panel members. It was decided to coach the visitors (inform them personally)
and to compare them on the basis of the mobility profiles.

Mobility profiles
It was previously indicated in the literature that there are different mobility
profiles. By answering the Golden Questions (16 statements as part of the
aforementioned questionnaire), respondents could be classified into certain
mobility profiles. The statements completed showed that the mobility panel
consisted of the following profiles:
Profile
Image improvers
Practical travellers
Active aspirers
Devoted drivers
Malcontented motorists
Car-free choosers

Number of respondents
58
48
36
12
6
1

Table 1 Mobility profiles

One way of coaching is to ensure communication and awareness. When they
filled in the statements, the panel members did not know that this meant they
could be classified in a particular profile. That is why communicating this
profile was an important step in this pilot. A document was created for each
profile and sent to the panel members. Members who belonged to the ‘image
improvers’ profile were first shown their own profile, explaining why they
were in that profile, and then saw the other profiles so that they could
compare. See Appendix 1 for an example of the ‘Image Improver’ reporting.

Covid-19
The monitoring of the panel members would start on May 1. However, Covid19 shut down the entire tourism sector in Zeeland. Accommodation and day
recreation facilities were temporarily closed and everyone was advised to
stay at home as much as possible. Because there were hardly any tourists in
the months of May and June, it was decided to postpone the start of the pilot.
When the relaxation measures for the sector were announced and tourists

were able to visit Zeeland again, the pilot started. As of July 1, VVV
Zeelandapp users received a pop-up notification on their phone asking if
they wanted to give permission to be tracked. The research period was now
from July 1 to October 31.
Because it was no longer self-evident that all panel members would still come
to Zeeland for their vacation and because communication was still an
important means within this pilot, the panel was contacted again during the
corona outbreak. During this contact moment, the panel members were asked
to complete a short questionnaire about holiday intentions (and the extent to
which COVID-19 would influence these intentions). A total of 115 panel
members completed this questionnaire.

The influence of Covid-19
The results showed that 42 percent of the respondents experienced a large
or reasonable influence of corona on their holiday plans. 24 percent hardly
experienced any influence. For example, the influence of the coronavirus
ensured that respondents only travelled within the Netherlands (46%). 21
percent also chose a destination that was labelled ‘safe’. The panel planned
to visit Zeeland, especially in July. They then booked their holiday directly
with the accommodation provider. Visitors also expected to cycle more
during this holiday. Cycling is normally in position 6 in the top 10 of trips in
Zeeland, but the respondents indicated in this case that they mainly expected
that they would enjoy recreation (position 1) and cycling (position 2). Further
results of the research can be read in the report ‘Fan van Zeeland - Research
on the impact of corona on travel behaviour’.

Downloading the VVV Zeelandapp
To ensure that the mobility panel could be followed, it was important that
the members downloaded the VVV Zeeland app. This contained the tracking
software. Because this was new for some panel members and because it was
time for a new contact moment with the panel, all panel members received
an email about downloading the app. It stated exactly how to download the
app and how to consent to the tracking. This moment of contact was also used
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to again state the purpose of this research so that the panel members were
once more made aware of it.

Start of the research period
On July 1, the tracking software was active and the tracking of visitors
started. All app users who gave their consent were tracked. However, it
turned out that stricter privacy legislation regarding the sharing of location
data led to an adjustment in the operating software of IOS and Android. As
a result, an interim analysis showed that far fewer people had been tracked
than desired.
Because of this tightening, there was a chance that panel members did give
permission to be tracked, but in the end could not be found in the data set.
That is why a short questionnaire was chosen again. The members of the
panel were asked whether they had been to Zeeland and whether they
downloaded the app. If they had not downloaded the app, or did not
consent to the tracking, they were asked to share the reason. A total of 66
panel members completed the questionnaire. The results showed that most
panel members visited Zeeland in the period from 1 July to 1 September.
77 percent were on holiday in Zeeland, three percent visited Zeeland for a
day and 15 percent were already in Zeeland because they are residents.
Only five percent did not visit Zeeland. All respondents planned to (again)
visit Zeeland in the period from 1 September to 31 October. 83 percent for
a holiday and two percent for a day. Because it turned out that data was
missing due to the stricter measures of IOS and Android, it was important to
test whether the panel members had actually downloaded the app. It showed
that 53 percent downloaded the app and also gave permission to share their
location. Eight percent downloaded the app but did not give permission and
39 percent had not downloaded the app. This is striking because the panel
members knew (after all contact moments) that they had to download the
app and give permission. As a result, these persons could not receive
personal feedback.

downloaded the app for privacy reasons. Some also indicated that they had
simply forgotten. Those who had downloaded the app but did not give
permission indicated that they had not yet done so for privacy reasons. For
example, one of the panel members did not like that it was always known
where he/she was.
As described earlier, it is remarkable that not everyone downloaded the
app even though they knew that this was one of the requirements to become
a panel member. It turns out that it was difficult to maintain the momentum
and that people showed a deviation from what they had said what they
were going to do and what they ultimately did.

It turned out that some did not need the app, others felt that their battery
was draining too quickly due to the app or indicated that they had not
5

Results
Due to the stricter measures regarding location data with Android and IOS,
unfortunately only three panel members were ultimately traced in the
dataset. These three people received personal feedback on their behaviour
in Zeeland. In order to meet the other panel members and to thank them for
their involvement, they also received feedback. Not personally, but about
the behaviour of the holidaymakers followed in Zeeland during the period
that they were there too. In this way they could still try to place themselves
in the bigger picture. Per respondent there is an insight into the number of
trips made and the travel time. An example of one of the feedbacks can be
seen in Appendix 2. Figure 2 shows the total of the places visited by the
holidaymakers followed. In total, 2640 journeys were made by these app
users. As can be seen in Figure 1, these journeys were mainly on foot (41.6%).
A large part of the trips was also by car (32.9%). Looking at the total travel
time of these trips, it can be seen that the users mainly travelled by car
(35.1%). Part of the total travel time also consisted of walking (32.6%).

Conclusion

Figure 1 number of trips + travel time of tracked visitors in Zeeland in 2020

Through communication and involvement of the visitors in Zeeland, we can
work together on a conscious destination. The participants in the pilot were
approached several times about their travel behaviour with the aim of
travelling around in a more conscious manner. It is therefore good to see that
a large part of the trips followed were made on foot. By dividing the
participants into profiles, awareness is created. The participants themselves
can determine to what extent the profiles match their actual behaviour. In
follow-up research it could be determined how the actual behaviour can be
linked to certain profiles so that the researchers can also determine whether
a desired change is visible in the behaviour (on our way to a more conscious
destination in Zeeland with conscious visitors).

Figure 2 Places visited of (tracked) holidaymakers in Zeeland
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