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The way we travel is changing in every way. This transformation is creating a new ecosystem of 
personal mobility, with implications affecting more than just the automotive industry. Our Future 
of Mobility practice serves the entire ecosystem of companies working in and around mobility to 
actively shape its emergence.

Deloitte’s Smart City | Smart Nation practice strives to bring the full breadth and depth of the 
firm’s capabilities to help cities tackle their toughest challenges. The SC|SN practice has devel-
oped a Smart City framework and solutions that help cities improve the quality of life for citizens 
and contribute to the sustainability of urban landscapes. The practice has delivered innovative 
strategies and solutions in cities across the globe, earning Deloitte recognition as a worldwide 
leader in Smart Cities strategy and execution. 

Deloitte’s Center for Integrated Research focuses on developing fresh perspectives on critical business 
issues that cut across industry and function, from the rapid change of emerging technologies to 
the consistent factor of human behavior. We uncover deep, rigorously justified insights and look at 
transformative topics in new ways, delivering new thinking in a variety of formats, such as research 
articles, short videos, or in-person workshops.

ABOUT THE CENTER FOR INTEGRATED RESEARCH 

The Deloitte Center for Government Insights shares inspiring stories of government innovation, looking 
at what’s behind the adoption of new technologies and management practices. We produce cutting-edge 
research that guides public officials without burying them in jargon and minutiae, crystalizing essential 
insights in an easy-to-absorb format. Through research, forums, and immersive workshops, our goal 
is to provide public officials, policy professionals, and members of the media with fresh insights that 
advance an understanding of what is possible in government transformation.
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Introduction
The public mobility ecosystem 

MOST of what we hear about self-driving 
cars, ridesharing, and other mobility 
trends focuses on corporate initiatives—

after all, they’re the ones designing the vehicles and 
launching the apps. But the public sector has a ma-
jor role to play in making the new mobility ecosys-
tem work for everyone. 

Already, converging social and technological 
trends are reshaping the way people and goods 
move from point A to point B. Change is happen-
ing quickly, with new providers and business mod-
els emerging nearly every day, cities embracing live 
trials of demand-responsive transport and mobility 
as a service,1 widespread testing of autonomous ve-
hicles, and the creation of sunset targets for diesel- 
or gas-powered vehicles.2 

In urban areas, shared autonomous vehicles 
could be integrated with other types of transit, cre-
ating a mobility ecosystem that offers customers a 
myriad of choices to seamlessly travel across mul-
tiple modes on demand, as well as the possibility 
of moving more people and goods in a way that is 
faster, cheaper, safer, and more convenient than 
today.3 These changes come even as many govern-
ments grapple with growing congestion, rising pop-
ulations, urbanization, and aging transportation 
infrastructure.

Now, more than perhaps any time in recent 
memory, public officials have the opportunity to 
ameliorate many of the vexing transportation chal-
lenges they face, from congestion and public safety 
to sustainability. By partnering with the private 
sector and re-examining traditional ways of doing 
business, governments can help create a transpor-
tation system that better serves all citizens.

At the same time, agencies must be prepared 
to manage and regulate mobility-related disrup-
tion. Digital innovation has enabled the rapid entry 
of many new transport operators into the market, 
catching some agencies unprepared for the disrup-
tion. Consider the emergence of ridesharing: Exist-
ing regulation of the taxi and hired-car market often 
didn’t account for or apply to these new entrants, 
and transit operators were slow to grasp the im-
pact on existing services. Ridesharing in New York 
City, for example, has worsened traffic congestion, 
increased vehicle emissions, cannibalized public 
transport, and left licensed cab drivers desperate.4 
These services do, though, provide convenient ac-
cess for riders, including many who have long been 
underserved. How should governments respond to 
these shifts? 

Public sector leaders at all levels—national, re-
gional, and local—are figuring out how to navigate 
the future of mobility. Importantly, it’s not just a 
matter of reacting quickly to unfolding events. Find-
ing a way forward involves first understanding where 
you are starting from—and having a clear vision 
of where you want to end up. While governments 
should embrace and test new mobility initiatives, it 
is more critical than ever that they define the role(s) 
they will play and help to shape the future of mobility 
in ways that achieve broader transport system goals.

To aid that process, our Future of Mobility Ma-
turity Curve for Government identifies the various 
stages through which governments might progress, 
from merely gaining awareness of broader shifts in 
mobility to fully incorporating those new technolo-
gies and operating models into their policymaking 
and decision-making.
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The Maturity Curve
Embracing the future of mobility 

THE emerging mobility ecosystem brings with 
it complex public policy implications, often 
placing traditional mechanisms for govern-

ment decision-making at odds with the disruptive 
landscape that policymakers must look to shape. 
Emerging mobility trends exacerbate a number 
of core challenges facing governments, from con-
strained funding and widening infrastructure defi-
cits to increasing uncertainty across the planning 
horizon—all in the face of citizens’ shifting expecta-
tions and massive infrastructure spending deficits. 

Government’s balancing act when it comes to trans-
portation has rarely been more challenging.

Some transportation agencies are placing re-
newed emphasis on new approaches to their local 
mobility ecosystems, though so far these are largely 
exploratory efforts. Truly realizing the systemwide 
benefits of the future of mobility requires a fun-
damental shift in mindset. Agencies that fully em-
brace their role in the future of mobility will embed 
data-driven analysis, agile approaches to problem-
solving,5 and customer-centricity into all of their 

Deloitte Insights | deloitte.com/insightsSource: Deloitte analysis.
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STAGE
THREE

STAGE
FOUR

STAGE
FIVE

Aware
Aware of emerging mobility 
trends, but no clear vision for how 
the organization will respond or 
what its role should be

Engaged
Mobilizing around emerging 
mobility trends with an 
agreed-upon future vision 
and role(s) 

Uneven transformation
Actively evolving roles and 
capabilities in parts of the 
organization

Holistic transformation
Pursuing enterprisewide 
capability transformation to 
fulfill new roles and deliver 
future mobility system goals

Embedded 
Future mobility roles 
fully embedded, 
supported by new 
capabilities across all 
business functions

Figure 1. Future of Mobility Maturity Curve for government
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decision-making processes in a way that helps them 
to solve traditional and new challenges efficiently 
and with a focus on outcomes. We see these founda-
tional building blocks—data-centricity, agility, and 
customer focus—as crucial for enabling transpor-
tation agencies to embrace the coming disruption 
while allowing them to maintain a level of influence 
over key decisions. 

To help governments understand where they 
are today, where they might be headed, and how 
to get there, we have developed a Future of Mobil-
ity Maturity Curve for Government (see figure 1). 
The maturity curve allows leaders to assess how 
prepared they are for the new mobility ecosystem 
and the extent to which their decision-making pro-
cesses (including supporting capabilities) reflect 
changing requirements. The curve ranges from 
Aware (stage 1) to Embedded (stage 5). Aware 
describes an organization at the start of its future-
of-mobility journey: no dedicated capabilities, re-
sources, or strategy and metrics to help shape how 
it wants to respond. At the other end of the curve, 
an embedded organization places the opportunities 
and challenges of the future mobility ecosystem at 
the heart of policy and strategy. Executives make 
decisions with mobility as a central consideration; 

the agency’s desired role or roles shape its culture, 
organizational design, and governance; and inter-
actions with stakeholders are agile, user-centered, 
and responsive. 

Moving up the Future of Mobility Maturity 
Curve is critical for government organizations look-
ing to make relevant and timely decisions and cre-
ate meaningful impact in the face of the disruption 
in transportation. Doing so involves change on two 
fronts: external policy and internal operations. 
First, transportation agencies will need to undertake 
new activities to help shape the mobility landscape. 
That can mean crafting new regulation, working 
with private sector partners, or adopting leading-
edge technologies (such as an integrated digital 
mobility platform6) to provide a better experience 
for transit users, providers, and the broader com-
munity. But external policy shifts won’t be enough. 
In many cases, successfully executing those policies 
will require new approaches to internal operations, 
including new ways of doing business—and a new 
mindset. Organizational and cultural transforma-
tion can be just as important as defining new rules 
for self-driving cars, rolling out a new road-charg-
ing scheme, or implementing a systemwide digital 
transportation platform.
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MOVING along the Future of Mobility Matu-
rity Curve could yield significant benefits 
for government, with a more integrated, 

transparent, and efficient transportation system 
that enables economic growth and equitable ac-
cess.7 But the path to get there, going from aware-
ness to embeddedness, will look different for every 
agency and vary based on its mandate.

In general, government at all levels will play four 
roles in the future mobility ecosystem:
• Strategist
• Operator
• Convenor and catalyst
• Regulator

Given the rapid shifts in the developing mobility 
ecosystem, now is an opportune time for agencies to 
rethink these four roles—and to shift focus and in-
vest in new capabilities as appropriate. Government 
might participate in all four roles.8 These four roles 
cover a spectrum of market participation, ranging 
from setting strategic policy direction (strategist) to 
directly delivering mobility services (operator). Be-
tween these bookends, the government can actively 
enable or nudge other players’ behavior (convener 
and catalyst) or intervene where there is market 
failure or risk of adverse community impacts (regu-
lator). Not all governments or agencies will play ev-
ery role, or every role equally.

These roles are by no means new to government. 
What is new is the pace of change in transportation, 
demanding fresh thinking and new approaches 
within these four roles.

Four key roles of government 
in the future of mobility

Strategist:  
Shaping the transport system

At the highest level, government-as-strategist 
can shape the principles that will define what a city, 
region, or nation wants its transportation system to 
look like. For example, the World Economic Forum 
has identified 10 principles for designing a seamless 
intermodal mobility system that:
• Is user-centered
• Is designed to be adaptable
• Uses open standards and protocols
• Employs public-private collaboration
• Maintains the private sector’s ability to derive 

value from its services
• Deploys agile governance
• Taps innovative funding and financing
• Is measured using standardized performance 

indicators
• Is always improving, learning from others’ 

best practices
• Is positioned for growth9

These principles may provide some aspiration 
for government strategists looking to set some 

“north star” principles to help guide their organiza-
tions.

One of the biggest shifts for strategists is the 
shortening of planning horizons. In the past, 
long-term infrastructure planning might have a 
20–30-year horizon that would extrapolate future 
travel needs from existing behavior patterns. This 
traditional approach lacks the agility to consider the 
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ways in which society could respond to any num-
ber of mobility disruptions likely to be introduced 
in the coming years. In the face of this rapid change, 
shorter planning horizons will become increasingly 
useful for supporting the longer-term realization of 
transport system goals. 

Government strategies for the mobility ecosys-
tem should evolve continuously, pivoting as re-
quired. They should keep their core focus on cus-
tomer needs and, recognizing everyone’s shared 
interests in a better transport system, be co-de-
signed with the community and industry providers. 
(See sidebar, “A strategist in action.”)

Funding is another area in which strategists 
must consider new approaches. With public funds 
constrained, strategists should be open to innova-
tive financial arrangements and the robust, evi-
dence-based assessment of projects and initiatives 
to ensure that spending is focused where there is 
greatest need.10 Programmed investment should 

consider both infrastructure and noninfrastructure 
solutions, and technology to optimize transport sys-
tem performance should be integrated into invest-
ment frameworks so that a full range of options can 
be compared and evaluated. 

The strategist must anticipate how changes to 
the mobility ecosystem might shift revenue sources. 
Electric vehicles may mean lower fuel tax receipts; 
reduced reliance on traditional public transit could 
mean less money in fareboxes and parking meters; 
reduced car ownership (and therefore registra-
tions) could dry up revenue from excise taxes and 
registration fees. On the other hand, some mobil-
ity innovations might create opportunities for new 
revenue streams. Strategists should be prepared to 
explore these options, such as vehicle telematics 
enabling dynamic road user charging, or leveraging 
integrated transport system data via big data plat-
forms and APIs.

A STRATEGIST IN ACTION: TRANSPORT FOR NEW SOUTH WALES
To proactively deal with the uncertainty inherent in emerging and yet-to-be-developed technologies, 
Australia’s New South Wales (NSW) government has developed a flexible strategic framework to 
accommodate a range of potential futures. It has embraced five strategies aimed at shaping the country’s 
most customer-centric, innovative, digitally enabled transportation system. By testing, trialing, and 
adopting new world-class technologies as they emerge, transport agency Transport for NSW seeks to:

Personalize customer interactions.
Develop and connect real-time digital information, navigation, payment, and customer interfaces so 
they are simpler to understand and easier to use and can give personalized service relevant to individual 
needs and preferences.

Transform mass transit networks.
Increase automation and apply new technologies to mass transit networks to improve efficiency, deliver 
more frequent service, and reduce travel times, increasing their services’ attractiveness to customers. 

Foster shared demand-responsive services.
Stimulate the development of new technology-enabled service offerings to provide more and more 
flexible mobility options that match customers’ particular needs. 

Enable connected and automated vehicle platforms.
Pursue national standards for the road infrastructure, systems, safety, and regulatory frameworks 
needed to adopt greater levels of vehicle automation, and identify how best to deliver the community 
benefits that autonomous vehicles could bring. 

Continued ›
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Convener and catalyst: 
Stimulating the 
mobility ecosystem 

Traditionally, governments have focused on 
bringing stakeholders together to discuss transport 
system challenges and opportunities, review strate-
gies, and provide feedback on regulation. This con-
vening function remains important, but given the 
many potential benefits from getting the future of 
mobility “right”—and the risks of getting it “wrong”—
governments should consider taking a more active 
and assertive role to truly catalyze the emergence 

of the new ecosystem. That means approaching the 
problem as an integrated, cohesive whole, not via a 
series of one-off, incremental effort. It means part-
nering with service providers and consumers to help 
shape the future transport system from day one, as 
opposed to during the final stages of initiative de-
velopment. That could even mean playing the im-
portant role of a digital platform provider (see side-
bar, “A catalyst in action”). The catalyst role can also 
manifest in investment procedures and choices, by 
stimulating market-led proposals through amended 
procurement frameworks, which in turn bring new 
and out-of-the-box thinking to what has tradition-
ally been a relatively insular process. 

A CATALYST IN ACTION: CASCAIS, PORTUGAL
Cascais, located within the Lisbon metropolitan area of Portugal, boasts of a gorgeous coastline that 
attracts more than 1.2 million tourists every year. With a population of around 200,000, the city’s 
aspirations go far beyond being another tourist destination. Cascais has made it its mission to “test 
innovative solutions capable of being scaled.”12 Over the past few years, the city has implemented a 
large portfolio of technology-based improvements, ranging from energy-efficient buildings to remote 
parking payments.

The city has made significant strides, particularly around mobility.13 MobiCascais, its mobility-as-a-service 
solution, launched in 2016 and integrated different public and private players into a single collaborative 
ecosystem. MobiCascais allows users to reserve, manage, and pay for every mobility-connected city 
service by paying a daily, weekly, monthly, or even annual fee. Services such as bikesharing, motosharing, 
smart parking, taxi rides, transport on request, and carpooling—along with electric vehicle infrastructure, 
and information on transport (bus and train) routes and stations—can be accessed through a single card 
to which users can connect through an app and a web portal. The service is expected to save citizens 
between 10 to 27 percent of their mobility costs.

Continued ›

A STRATEGIST IN ACTION: TRANSPORT FOR NEW SOUTH WALES (CONTINUED)

Create intelligent transport networks managed with data. 
Invest in smart infrastructure and collect and use the data generated to enable increasingly efficient, 
flexible, and dynamic service delivery with improved safety, availability, reliability, and responsiveness.

NSW has also developed a supporting Future Transport Technology Roadmap that outlines the top-
priority technology-focused initiatives and themes linked to each of the aforementioned strategies, both 
today and into the future. 

To turn strategy into action, Transport for NSW has established an innovation center to incubate new 
transport concepts from the private sector and broader community.11 The Technology Roadmap provides 
the overarching framework and focus areas for new investment, and the innovation center is actively 
driving the strategy to fruition.

How governments can enable a better transportation experience for all citizens
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Regulator:  
Setting rules to deliver 
transport system outcomes 

Governments have traditionally approached 
road safety policy with regulation codified through 
legislation or binding rulemaking. Vehicle perfor-
mance is often controlled through premarket vehicle 
design standards and aftermarket roadworthiness 
checks. Similarly, drivers are subject to licensing 
laws and road rules governing vehicle operation. 
It is a largely prescriptive approach to road safety 
regulation, with rules tweaked over time to accom-
modate incremental changes in vehicle performance.

But how can these relatively static regulations 
respond to fundamentally new ways of operating a 
vehicle? Why does a vehicle need to have a steer-

ing wheel and rearview mirrors if it is fully auton-
omous? If the occupant no longer needs to be in 
control of the vehicle, why does she need to have a 
driver’s license or be seated in the traditional driver 
position, with at least one hand on the wheel?

In the future mobility ecosystem, agencies will 
need a more agile and outcomes-based response so 
as to not stifle innovation while also balancing risk 
and public interest. This will involve test-and-learn 
opportunities (for example, exemptions for trials of 
autonomous vehicles) as well as extensive and open 
industry engagement and consultation, recogniz-
ing that innovations play out on a global stage (see 
sidebar “A regulator in action”). The approach em-
phasizes open consultation and flexible, outcomes-
based regulation.

A CATALYST IN ACTION: CASCAIS, PORTUGAL (CONTINUED)
MobiCascais is based on the mobi.me system, a solution for smart urban mobility management 
developed by the Portuguese Center for Excellence and Innovation in the Automobile Industry and 
already in place in several cities around the globe. The system is an integrated platform that manages 
real-time information regarding all multimodal transportation systems, also allowing urban logistics and 
traffic management. By mid-2017, MobiCascais accounted for 2,000 shared bicycles, 70 kilometers of 
bicycle paths, 300 parking kiosks, and 1,280 car parking spaces and is expected to evolve soon to shared 
cars, taxis, and ride-hailing services.

A REGULATOR IN ACTION: SINGAPORE
With high population density and limited space to expand, Singapore has adopted progressive 
regulations for the testing of self-driving vehicles; in 2017, the country modified its major road traffic law 
to accommodate “automated motor vehicles” and “automated systems.” To ensure regulations remain 
agile and adaptable to changing technology, existing rules remain in effect for only five years, and the 
government has the option to revise them even sooner. Lawmakers even made it illegal to interfere with 
autonomous vehicle testing.14

Critically, further simplifying the regulatory landscape, autonomous vehicle testing falls under a single 
oversight agency, the Land Transport Authority, avoiding the patchwork of national, regional, and 
local rules that have emerged in other countries. The authority has actively partnered with research 
institutions and the private sector to facilitate pilots of autonomous cars and buses.15 Organizations in 
other countries may be unable to directly replicate Singapore’s model, but they would do well to emulate 
some of its characteristics—perhaps most important, the harmonization of regulatory authority such that 
rule-makers speak to the market with one, unified voice.

Harnessing the future of mobility
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Operator:  
Delivering an increasingly 
integrated transport system

Many governments play an operator role in 
some capacity, either by directly offering transport 
services, providing transport infrastructure, or by 
acting as a commissioning or procurement agent. 
Governments have historically worked to maintain 
service levels and improve the systems within their 
purview by, for example, ensuring minimum service 
frequencies or adopting integrated ticketing across 
public modes (rail, bus). Operators must now con-
tend with an array of new mobility options that are 
increasingly popular. In Sydney,16 for instance, 33 
percent of adults used ridesharing in 2016, up from 
19 percent in 2015, with 32 percent of adults using 
ridesharing at least weekly. Fifty-five percent of US 
consumers and 85 percent of those in India report 
using ride-hailing at least occasionally.17 

Government can influence the future of mobility 
through its role as an operator—provided agencies 
take a wide view of the mobility market and work 
to knock down organizational silos. In many places, 
transit is operated on a per-mode basis, with stark 
jurisdictional barriers across geographies that can 
limit cooperation. By contrast, the Deloitte City 
Mobility Index identifies as a hallmark of the most 
advanced and effective transportation networks the 
presence of a single, integrated mobility authority 
with purview over multiple modes in a relevant 
area.18 Agencies might even consider creating a 
chief mobility officer to enable better planning and 
optimization of services, as the World Economic 
Forum recommends.19 Transport for London was 

an early pioneer as the single organization oversee-
ing multiple modes of transit, along with surface 
roads, in the greater London metropolitan area 
for more than 15 years. In the greater Toronto and 
Hamilton Area (GTHA), the Toronto Transit Com-
mission operates public transportation within the 
city, while a multitude of other authorities (YRT/
Viva, MiWay, and others) operate transit in the 
surrounding municipalities, with GO Transit op-
erating a regional commuter rail and bus network. 
The various municipal authorities operate largely 
independently, with funding for operations coming 
from the local governments and capital for build-
ing from municipal, provincial, and sometimes 
federal authorities. In 2006, the Ontario govern-
ment created the Metrolinx agency to improve the 
coordination and integration of all modes of trans-
portation in the region. Metrolinx recently devel-
oped the 2041 Regional Transportation Plan for the 
GTHA as a blueprint for an integrated, multimodal 
regional transportation system. Among other rec-
ommendations, the plan suggests integrating fares 
and creating mobility hubs—areas in which mul-
tiple modes intersect and have high development 
potential.20 

Agencies should also be exploring ways to inte-
grate public and private transport services, with a 
focus on optimizing communities’ overall mobility. 
This will mean embracing the point-to-point mar-
ket to service lower-density, low-demand areas or to 
provide additional supply when the public transport 
system is overcrowded. Government resources may 
be reallocated to high-volume corridors and away 
from, for example, low-density bus services (see 
sidebar, “Operators in action”).
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OPERATORS IN ACTION: ON-DEMAND TRANSPORT AROUND THE WORLD 
Government operation of transit fills a critical gap, often providing services that are uneconomical for 
private sector providers. That role will likely continue in the future of mobility—indeed, it may grow even 
more important to ensure widespread and equitable access to transportation. That said, government-as-
operator can still benefit from partnering with and learning from the private sector.

For example, on-demand transport services for special-needs passengers and those who are financially 
challenged are commonplace. The model is now being introduced into the general transport market, 
taking many of its cues from ridesharing. New demand-responsive services, often prebooked, are 
sprouting up across many cities, sponsored by either private or public sector players. For instance, 
Transport for London has worked with Citymapper21 to introduce pop-up demand-responsive bus 
services in London to address network gaps identified using journey data. In Brisbane and Sydney, state 
governments are procuring trials of on-demand bus services to address gaps in bus networks, providing 
communities with better access to transit interchanges and community facilities such as hospitals.22 
In the United States, demand-responsive shuttles help address first-mile/last-mile transportation for 
commuters in San Francisco, Austin, Columbus, and elsewhere,23 and Dallas and Atlanta have integrated 
ride-hailing services directly into their mobile ticketing applications.24

Depending on the outcomes of these trials, we could see more on-demand transport models replacing 
traditional timetabled public transport services to provide better customer outcomes at a lower cost 
to governments.

Harnessing the future of mobility
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ACROSS all four roles, many of government’s 
traditional approaches may be ill-suited to 
the emerging mobility ecosystem. Moving 

along the maturity curve and achieving maximum 
impact in the future of mobility means that new at-
tributes need to be adopted. 

We believe there are a number of key capabilities 
that underpin these roles. Shoring up these skills will 

assist government leaders as they look to incorporate 
the new mobility ecosystem into both existing deci-
sion-making processes and any new approaches they 
develop over the coming years. Figure 2 summarizes 
the shift from old to new—and the abilities that pub-
lic sector transportation organizations will need to 
build along the way.

Building capabilities for 
the future of mobility

Deloitte Insights | deloitte.com/insightsSource: Deloitte analysis.

Aware Engaged Uneven Holistic Embedded 

Existing attributes Key enabling capabilities New attributes

Figure 2. Government attributes and capabilities to move up the Future of 
Mobility Maturity Curve

Strategist

• Takes a long-term view on 
projects

• Largely focuses on physical 
infrastructure

• Long lead times and long, fixed 
intervals between updates

• Ecosystem collaboration and 
engagement

• Sensing and shaping
• Agile planning and policy-

making

• Engages and consults 
continuously

• Uses incremental and agile 
strategies with technology 
embedded

• Emphasizes “no regret” short-
term initiatives

Convener and 
catalyst

• Convenes stakeholders around 
key issues

• Provides financial support 
through grants

• Complex relationship 
ecosystem management

• Intellectual property and 
technology investment models

• Flexible procurement 
procedures

• Provides platforms (technology, 
funding, communication, 
data sharing) to facilitate 
collaboration and integration

• Develops incentives (e.g., 
competitions) to spur 
innovation

• Encourages market-led 
proposals while retaining the 
authority to engage

Regulator

• Prescribes actions based on 
long-established policy and 
legislation

• Focuses on addressing 
perceived market failures

• Develops mode-specific and 
hardware-based specifications

• Deep technology and industry 
knowledge

• Diverse private sector 
engagement

• Risk management

• Creates less prescriptive and 
more agile and outcomes-
focused regulation

• Dynamically balances 
innovation, economic 
development, and safety risks

• Focuses on delivering an 
integrated system and 
competitive choice

Operator

• Focuses on providing a baseline 
level of service in an integrated 
but closed system

• Deploys long-term contracts 
based on cost-plus service 
specifications

• Emphasizes asset utilization 
rather than service delivery

• Dynamic service planning
• Collaborative public-private 

partnerships
• Outcomes-based contract 

models

• Delivers on-demand, dynamic 
services driven by customer 
need

• Provides seamlessly integrated 
services with other public and 
private multimodal operators

• Crafts shorter-term and more 
flexible supplier arrangements 
supported by shared risk/
reward
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Thankfully, in most cases, agencies won’t be 
starting from scratch—the supporting capabilities 
for each mobility role leverage existing transit agency 
functions. And by augmenting existing capabilities 
and processes to reflect new roles, the transition is 
likely to be less disruptive to day-to-day business and 

will help to bring staff along on the journey. None-
theless, in organizations that have (or will have) a 
role in the new mobility ecosystem, active leadership 
and sponsorship of the capability evolution are just 
as important as the mix of capabilities themselves.
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PUBLIC sector leaders are rapidly coming face 
to face with difficult decisions about how they 
will respond to the future of mobility. For 

transport organizations in particular, becoming 
mobility-savvy is crucial for making evidence-based 
decisions, developing more efficient and fit-for-pur-
pose regulation, and fostering a culture that can not 
only respond to but lead transformational change.

Market forces are moving rapidly, and transport 
leaders have a narrowing window of opportunity to 
shape the future mobility ecosystem before facts 
on the ground make governance more difficult. So 
what could agencies be doing today, before the ar-
rival of these disruptive technologies and business 
models, to create an environment supportive for 
change, while ensuring the best chance of delivering 
a sustainable, safe, reliable, and efficient transport 
system for tomorrow? Government is often quick 
to address disruption at the point of impact, mostly 
driven out of the need to placate those whose liveli-
hoods are affected. This is far too late in the game: 
Getting on the front foot starts now, and rather than 
focusing squarely on the disruptor itself, we believe 
it is equally (if not more) critical to consider the crit-
ical elements required to ensure these innovations 
can exist in a mobility ecosystem that can continue 
to deliver on higher-order transport system goals. 

Some organizations are well equipped to adapt 
to their future role(s) and build the supporting ca-
pabilities required along the way. For others, par-
ticularly those at earlier stages of the maturity curve, 
beginning the journey as soon as possible is crucial. 
While a complete roadmap is beyond this article’s 
scope, for organizations looking to derive maximum 
impact from the future of mobility, it is helpful to:

Define the possible future scenarios you 
are facing. Given the level of uncertainty, scenario 
planning can be used to explore the potential fu-
tures that may manifest in a given region and influ-
ence what the local (or national and global) mobility 
ecosystem may look like. Scenario planning allows 
agencies to develop strategies for the innovations 
most likely to affect local transport systems and 
identify “what would need to be true” to support 
these innovations and simultaneously deliver on 
the broader system goals.

Establish what role(s) you want and need 
to play to create maximum impact. In light of 
these possible futures, each agency should define its 
preferred role(s) in the emerging mobility ecosys-
tem. This can provide a strong vision against which 
to test existing policy, planning, investment, and 
regulation initiatives.

Assess your current capabilities and iden-
tify “weak spots.” Many organizations—includ-
ing governments—often consider their capabilities 
through the traditional lenses of finance, human re-
sources, and/or information technology. The future 
of mobility cuts across all these areas and more, ren-
dering traditional operating models less relevant for 
understanding how well-placed agencies are to re-
spond to mobility disruptions. Governments should 
instead begin to use the capabilities aligned with 
their preferred role(s) as the basis for any current 
state assessment. These are often dispersed across 
teams or functions within an organization and can 
be difficult to capture, but bringing them together is 
a crucial step—for example, future regulators may 
have customer-experience designers and technolo-
gists sitting within a single function.

What should you do next? 
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ENDNOTES

Embrace agile, customer-centric, and 
data-driven approaches. Embedding the future 
of mobility in an organization’s thinking is as much 
about taking government workers on the journey as 
it is about developing strategies, crafting regulation, 
or deploying technology. That can mean rethinking 
existing approaches to evaluating projects to include 
shorter time horizons and less prescriptive process-
es. It can also mean expanding the set of stakehold-
ers that are engaged throughout. One way to dem-
onstrate the value of embracing disruption in the 
mobility ecosystem is to undertake proofs of concept 
projects that can win hearts and minds by demon-
strating the value of agile, customer-centric, and 
data-driven ways of working. These efforts have the 
added benefit of allowing agencies to test and learn.

Mature your capabilities in line with new 
role(s). Moving up the Future of Mobility Maturity 
Curve and into a preferred role can’t be achieved 
through pilots alone; public sector leaders must 
also embark on a transformation program that fo-
cuses on incrementally developing and pivoting ca-
pabilities to a new model focused on the emerging 
mobility ecosystem.

Finally, don’t be afraid. It’s everyone’s transport 
system and therefore everyone’s job to collectively 
shape the future of mobility—government, the pri-
vate sector, and transport system customers. There’s 
a lot to be gained from collectively solving transport 
challenges and understanding the problem from 
a range of perspectives. As the late futurist Alvin 
Toffler reminds us, “The first rule of survival is clear: 
Nothing is more dangerous than yesterday’s success.”
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