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Appendix 1 | Customer desire pyramid

A customer has specific needs which it seeks to satisfy. Mark van Hagen developed the Customer Design
Pyramid to explain the different whishes a customer has. In doing this, he defined five conditions which
customers value. The order of importance of these conditions is illustrated in the ‘customer desire pyramid'
(figure 1). The pyramid is based on Maslow’s theory of the hierarchy of needs (Maslow, 1954). The pyramid
consists of six main elements. Like Maslow’s theory, the conditions are preconditional: the lowest condition
has to be met in order to focus on the condition above. Safety and reliability are the most basic conditions a
railway company has to provide in order to provide the quality a passenger expects. The NS passenger also

indicates in this model how important one values the specific condition.

Experience

Comfort
12%

Satisliers Specific

Dissatisfiers " Generic
Convenience

14%

Speed

15%

Safety & Reliability

50%

Figure 1 | Customer desire pyramid (Van Hagen, 2003).

The pyramid clearly demonstrates that NS passengers’ desire and thus their perception on quality largely
depends on safety and reliability: 50%. This percentage has been ascertained by asking passengers how they
would divide an amount of €100 euro’s on the different conditions. Overall, a train traveller will spend € 50
on safety and reliability, € 15 on speed, and so on. Together with speed and convenience, safety and
reliability form the aspects that lead to disappointment when they are not present (to a certain extent): the
dissatisfiers.

The dissatisfiers are preconditional in that they have to be present in order for convenience, comfort and
experience to become relevant. Moreover, dissatisfiers are generic because they are not dependent on
personal preferences as opposed to the specific satisfiers that depend on joumney and customer's
characteristics (Van 't Hof 2008). Coeterier (2000) clarifies the difference between dissatisfiers and satisfiers
by explaining that dissatisfiers determine whether you go to an area whereas satisfiers determine whether you

stay in that area.



Appendix 2 | Organizational chart NS
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Figure 2 | Organisational chart NS Railway Group (NS 2007)



Appendix 3 | Organizational chart NS Poort
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Figure 3 | Organisational chart NS Poort (www.nspoort.nl)
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Appendix 4 | Facts and figures NS & NS Poort

Item Fact
Aantal werknemers NS 25.000
Aantal werknemers NS 25.000
Aantal werknemers NS Poort (excl. dochters) 468
Aantal werknemers NS Poort (incl. dochters) 5000
Aantal in- en uitstappers gemiddeld per dag 2.200.000
Totaal aantal stallingsplaatsen voor fietsen 287.000
Aantal bewaakte stallingsplaatsen voor fietsen 178.000
Aantal bewaakte fietsenstallingen 86
Aantal fietskluizen op stations 18.000
Aantal bagagekluizen op stations 2.500
Aantal camera's op het station en in het 1.500
stationsgebied

Aantal uren surveillance per jaar in het 183.000
stationsgebied

Aantal liften in onderhoud op stations 186
Aantal roltrappen in onderhoud op stations 129
Aantal rookzones op stations 250
Aantal rookzuilen op stations 550
Aantal stations in onderhoud 384
Aantal euro's per jaar voor verwijderen grafitti 680.000
Aantal m2 grond in realisatie 120.000
Aantal werknemers NS 25.000
Aantal werknemers NS Poort (excl. dochters) 468
Aantal werknemers NS Poort (incl. dochters) 5000
Aantal in- en uitstappers gemiddeld per dag 2.200.000
Totaal aantal stallingsplaatsen voor fietsen 287.000
Aantal lopende nieuwe projecten 61
Totaal aantal m2 in de projectportefeuille 1.700.000
- M2 woningen 663000
- m2 kantoren 527000
- m2 parkeren 289000
- m2 retail 85000

- m2 scholen 51000

- m2 hotels 34000

- m2 divers 51000
Aantal horeca & retail formules 16
Aantal stations met horceca & retail 110
Aantal food-verkooppunten 320
Aantal warme dranken verkocht op stations per 20.000.000
jaar

Table 1 | Facts & Figures NS, NS Poort (www.ns.nl)



Appendix 5 | Fast and slow area's at railway stations

According to research by van Hagen and Peek (2001) on customer experience railway stations can be divided
into two different areas, a ‘fast-area’ and a ‘slow’ area.

U The fast area | The fast area is transfer related and is the area at a OV-terminal were travelers
transfer from different transport modalities. Services related to the transfer function, pedestrian
walking routes, tunnels and traverses, the main terminal hall and the railway platforms are related to
this area. This area requires passengers to constantly make travel related decisions. According to NS
research (2003), the passengers find itself in a stress mode: the passenger needs little external
impulses (like retail), it solely wants to know how its destination can be reached. A logical way finding

is essential in this area.

° Slow area | After taking all the necessary decisions in the fast area's {routing, planning, buying tickets)
a passenger has time to think about spending its time on the railway station. The focus is now less
travel related and more open experience related factors of the OV-terminal, like terminal ambience.
The traveler switches from ‘stress-mode’ to a more * relaxed-mode’ (NS 2003). Here a more
commercial program is available to spend time.

Many interfaces between fast and slow areas exist (Peek 2003):

. The Fast-area can be an attraction for slow functions: an attractive spectacle. A good example from
another industry is the flight deck of an airport. Terminal users watch the fast area (boarding areas)
form a calm refaxed coffee bar: a slow area.

o Some spaces can have an slow and fast character (e.g. meeting point)

. Slow areas near fast areas can give a feeling of social security. Retail shops with late opening hours
can give passengers a different safety perception. Although the passenger, is not interested in retail, it
enhances its quality perception of the OV-terminal.



Appendix 6 | Functional domains

Railway stations have several areas which serve different functions. The NS developed a design
vision (“Inrichtingsvisie stations” NS 2003), in which medium/large railway stations have three
basic domains:

. The Entrance Domain | This domain is the first domain a potential railway passenger will
experience. This domain consists of three basic activities. Orientating on the location of the trains,
services or shopping areas (1). Acquiring information about the railway services (2) and last,
navigating: defining the most effective route to the target. (3) This domain had a dominant logistical
function.

. The Lodging Domain | This domain has a primary task to make the staying of the railway passenger
on the railway station more pleasant. The Lodging domain gives the time spend on railway stations
a useful function. This area can be indicated as the main commercial space of the railway station
with retail, banking facilities and (social) meeting places.

. The Travel Domain | The third domain focuses itself on the facilitating of comfortable and efficient
transport to and from the train and the short waiting function. The provision of information,

sheltering and last minute commerce are key in this domain.

Figure 4 | Functional domains (NS 2003)
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Appendix 7 | RIT 95 Privatisation

Due to European Union Regulations (EG-rule 91-440) a segregation between rail-infrasture and railway
operators was claimed. The main reason for this thorough change in the railway industry was issued to allow
more competition on the railway tracks and thus force the bureaucratic monopolized national railway
operators to work more efficient and customer focused. The Dutch government formulated a new structure for
rail transport infrastructure and operations. In this new structure, the responsibility of the public infrastructure
remained a governmental issue: the state financed all the primary infrastructure. The state also has to create
an environment (secondary infrastructure) where rail operators can perform their task in a sufficient manner.
The general agreements between the NS and the Dutch government are briefly stated below: (NS 2002,
Hoedjes 2006):

e The Dutch government remains ownership of the primary infrastructure and the ground underneath
it.

o All other surfaces {secondary infrastructure plus rest) remains property of the NS

e The Dutch Government contributes to the (re) development of railway stations. It will contribute the
essential funds, needed to operate a basic railway station: "het basisstation” (basic railway station
facility).

e The NS receives ownership of the Dutch railway station and manages and operates them.

e The NS cannot close or open an railway station without the permission of the Dutch state.

e The NS provides passenger transportation on the Dutch main railway network. The NS have
received a concession till 2015.

11



Appendix 8 | NS Passenger profiles

NS defined six passenger profiles future rail terminals will have to cope with, The can be described as follows:
(NS 2006-2)

1. Functionality: This passenger values speed, efficiency and control.
He wants to feel organized, tranquil, confident and wants above all
to approach activities purposeful. This passenger type is persistent
and business like. Time is a valuable asset.

2. Safety: This type of passenger values safety protection and
certainty. A clear and safe journey is essential and personal care is

greatly valued.

3. Convenience: This passenger wants to travel without worrying to
much. Convenience and relaxing moments are assets he values. in
the extra time, available at railway stations he will search for leisure

activities.

4, Social interaction: This passenger views travelling as a social
activity. Places were social interchange can happen are valued and
leisure activities with other people are preferred.

5. Quality of life: This type of passenger wants to be inspired and
challenged. Distraction is valued and is this passenger always in
search of new things, hoping to be surprised.

6. Individuality: This passenger does not want to be treated as a

number. Personal space is valued and he wants to spend time in a
quiet comfortable space. Exclusivity and comfort are central,

12



Appendix 9 | Data collection transfer and shopper verifiers

Custarmer Design Parcaption Model for seevica envitonimnt anidysis

Qffer an attractiv
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Customer information
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Figure 6 | CP-analysis tool
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Airport literature

Study 1 | Seneviratne & Martel (1991) (derived from Heathington & jones, 1975)
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Core functional support
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Shopping centre literature

Study 11 Van der Plas 1988
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Appendix 10 | Screenshots of survey steps

Step 1

‘Select per design aspects ona of the folowing values: very important,important or
e phr e

Design aspect 01 | *I prefer a very compact layout”

Travel time beteesn two desyiubons snoukd be mduced to a meemum. Traed time &
reduced by developing a compact bullding intorior with short, st roting and without
long ro:des and deceniralizad services

naither agrea nor GESINNE
I disagren |

Figure 7 | Screenshot step 1

Step 2

Mors about the ressaron | Stop two . part onePlease sive the eight “Yes, this b ceralnly a priority (+-+1", - design Bspedts. 8 polnts 1o the mast
T ] Iportant aspect, 1 paint Lo the leest impurtant aspect. Use the numbes 1 18 8 only oncs, The eight aspects am
SRV TR G T  prosente In random crder, Pieass assgn the scores caraiuly and stay focused on which conauliing fim you

Design aspect 01 | "1 prefer a very compact [ayout”

Trave! tire testwoen two deste bons should be reduced o a minkm, Traesl tins &
rducad by dewioping & compsct teilding intarior with short, fast noting and without
long routs and decenirali zsd services

02fo3]16] 17|18 J1 |22

Proteed | 3

Figure 8 | Screenshot step 2
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Appendix 11 Impression site
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Figure 10| Screenshot The Survey
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Figure 11 | Screenshot About the research: CP Model

R

Expert Survey
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Figure 12 | Screenshot Contact research team: TU/e address and description of Construction Management & Engineering
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Appendix 12 | Participants TCG Expert Survey

Company

Representation

Bureau Spoorbouwmeester

European Passengers Federation 7
NACO | Nethelands Airport Consultants

Schiphol | Aviation

Prorail

Ministerie van V & W
NSC
PRC Bouwcentrum

NS Poort ;
Provincie Noord Brabant
NPC

Table 2 | Transfer participants

Ms. Nathalie de Vries
Ms. Evelien de Munck Mortier
Mr. Josef Schneider

7 LMr. Piet Ringersma

Mr. Rico Liebrechts

| Ms. Judy Berkhout

Mr. Peter Posthumusr

Mr. Peter Krumm

| Mr. Michiel Duijker
| Mr. Hans van Gelderen

Ms. Jorien Maltha
Mr. Henk Meeldijk
Mr. Gerd Korpershoek
Mr. Bert van Eekelen
Mr. Alex de Ruiter
Mr, Etiene Wieme
[7 Mr. Michael Zaalberg
Mr. Melchior Verboeket
Mr. Wout Ritzema
| Mr. Wout van der Heijden
| Ms. Petra Grandiek
| Mr. Dirk Wiiffels
| Mr. Marcel van Beveren
| Mr. Peter Korpershoek
| Mr. Jan Willem Bouwman
[ Mr. Lee Verhoef
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Appendix 13 | Participants RetRail Expert Survey

Company

Representation

Redevco

ING Real Estate
Fortis Vastgoed
Rodamco

Corio

Westfield London
BRO

NS Poort

NPC

DB Station & Service AG
WH Smith
Schiphol | Consumers

Heijmans Commercieel Vastgoed

HEMA

LMBS

Strabo
Tenstone
Q-Park
Intermargeting
NRW

Table 3 | Retail participants

Mr. Rowan Verwoerd
Mr. Oedsen Boersma
Mr. Martijn Viasveld

—

] 7 Mr. Bram Loggers

Mr. Harry de Kroon

| Mr. Lysander van der Sluis

Mr. Bas Buvelot B

| Mr. Chris Sawa

Mr. Felix Wigman
Mr. Jan Carel Jansen Venneboer
Mr. Tommy Walvius
Ms. IrmaiLuitse:Wunkenius
~Ms. Ellen Boersma
Mr. Aerde Jepma
Mr. Alex de Ruiter
Mr. Mark van Hagen
Ms. Martine van der Voort
Mr. Peter van der Heijden
| Mr. Arjan Hagedoorn
| Mr. Kaj Mook
| Mr. Henk Frankema
| Ms. Saskia Molhuizen
| Mr. Leo van Leeuwen
| Mr. Ralph Luijt
Ms. Saskia Bosman
Mr, Rogier Marien
Ms. Iris Ludwig
Mr. Fin Casey
Ms. Maryan Brouwer
Ms. Lot Frijling
Mr. Laurens Maaijwee
Mr. Renier Janssen
Mr. Joost Augusson
Mr. Bas van der Kwaak
| Ms. Esther Schmidt
Mr. Jeroen van der Weerd
Mr. Jasper van der Weerd
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Appendix 14 | Survey results
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Group B
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Appendix 15 | Discrepancies in scoring

Table 6 | Discrepancies in scoring
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Appendix 16 | SPSS output of t-tests

Independent Samples Test

Levene's Test for

Equality of Variances

t-test for Equality of Means

Sig. (2- Mean Std. Error

F Sig. t df tailed) | Difference | Difference

kenm1  Equal variances 318 575| 1,069 44 291 2,174 2,033
assumed

Equal variances vt 1,069| 43,914 291 2,174 2,033
assumed

Keniwe Bquel varanses 5,084 020| 3,157 44 003 5,348 1,694
assumed

Equal veriancelies 3,157| 40,288 ,003 5,348 1,694
assumed

KEmNS  EREl varianaa 1,089 302| 1,706 44 095 2,478 1,453
assumed

Equal varancomms 1,706| 42,264 095 2,478 1,453
assumed

ketums  Equal yansancel 487 489 1,453 44 153 1,826 1,957
assumed

Equel varigriss riot 1,453| 43,650 153 1,826 1,257
assumed

kenm5  Equal variances 2,059 158 -1,280 44 ,207. 2,174 1,699
assumed

Equal va it e -1,280| 42,461 208 2,174 1,699
assumed

KehimG:  Equdl e 11,131 002| 2279 44 028 3,000 1,316
assumed

Equal variancis T 2,279| 30,418 ,030 3,000 1,316
assumed

K EqmLhsholE 6,448 015] 1,713 44 094 3,174 1,852
assumed

Equal variancamngg 1713| 39,969 094 3,174 1,852
assumed

kenm@: Equal varjancits 426 517 4,089 44 ,000 6,783 1,659
assumed

Equal vananichligs 4,089 43914 ,000 6,783 1,659
assumed

kenmd:  Equal varnancil 2,584 15| 1,467 44 150 2,522 1,719
assumed

Equal variances not 1,467| 42,136 150 2,522 1,719
assumed

premiiy) Pl vt 3,658 062 1,436 44 158 2217 1,544
assumed

Equal varienfiiol -1,436| 38,244 1159 2,217 1,544
assumed

Y'Y g 488 489 -1,877 44 067 -3,000 1,598
assumed

gyl vawiemans pot -1,877| 43,954 067 -3,000 1,508
assumed
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MRS [Equavaraviees 17,424 000 -5,589 a4 000 -9,348 1,673
assumed
Equal variances not 5589 31,419 ,000 9,348 1,673
assumed

Rl 3,249 078 -354 44 725 -,522 1,476
assumed
Equal varlancesinel -,354| 40,402 726 -,522 1,476
assumed

I .

senmi4 Equal vanances 3,646 083 2% 44 822 304 1,344
assumed
EqualvaTERcHE Dl 226| 39,183 822 304 1,344
assumed

kenm15 Equal variances 1,722 196| 1515 44 137 2,174 1,435
assumed
Eqjual varipnces:not -1,515| 41,422 137 2,174 1,435
assumed

kenm16 Equal variances 266 608|  -023 a4 982 043 1,881
assumed
Equalvariangos Tiot -023| 43804 982 -,043 1,881
assumed

kel Exqualvanances 088 768|  -,692 44 493 -,826 1,194
assumed
EqualsaT aRERs It .692| 43816 493 -,826 1,194
assumed

kenm1 Equal variances 146 704|666 44 509 1,087 1,632
assumed
Equal uaraneesnal ,666| 43,209 509 1,087 1,632
assumed

kenm9. Equal vridices 2,749 104 1,011 44 318 -1,652 1,635
assumed
Equal variances not A,011| 43731 318 1,652 1,635
assumed

kenm20 Equal variances 894 350| -1,932 44 ,060 -3,522 1,823
assumed
Bl ¥araneRs gl -1,932| 43,538 ,060 -3,522 1,823
assumed

kenmel Equal varances 1,195 280 3,119 44 ,003 4,739 1,519
assumed
Exjlial EREGES fak 3,119| 43218 ,003 4,739 1,519
assumed

kenm22 Fqual variances 896 349  -1,790 44 080 3,522 1,967
assumed
Equal vananoes not -1,790| 43,258 080 -3,522 1,067
assumed

genmas Equalvandnees 894 349|432 44 668 -,696 1,610
assumed
Equal variances not -432| 43,143 668 696 1,610
assumed

korwn2s Equal veaness 6,821 012| -1.362 44 180 2,783 2,042
assumed
Equal variances not -1,362| 37,887 ,181 -2,783 2,042
assumed
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Independent Samples Test

t-test for Equality of Means
95% Confidence Interval of the
Difference
Lower Upper
kenm1 Equal variances assumed -1,924 6,272
Equal variances not assumed -1,924 6,272
kenm2 Equal variances assumed 1,933 8,762
Equal variances not assumed 1,925 8,771
kenm3 Equal variances assumed -,450 5,407
Equal variances not assumed -,454 5,410
kenm4 Equal variances assumed -,707 4,359
Equal variances not assumed -,708 4,360
kenm5 Equal variances assumed -5,598 1,250
Equal variances not assumed -5,601 1,254
kenm6 Equal variances assumed 347 5,653
Equal variances not assumed 313 5,687
kenm7 Equal variances assumed -,559 6,907
Equal variances not assumed -,570 6,918
kenm8 Equal variances assumed 3,440 10,126
Equal variances not assumed 3,439 10,126
kenm9 Equal variances assumed -,943 5,987
Equal variances not assumed -,948 5,991
kenm10  Equal variances assumed -5,330 ,895
Equal variances not assumed -5,343 ,908
kenm11 Equal variances assumed -6,221 ,221
Equal variances not assumed -6,221 221
kenm12 Equal variances assumed -12,719 -5,977
Equal variances not assumed -12,757 -5,938
lkenm13 Equal variances assumed -3,496 2,453
Equal variances not assumed -3,504 2,460
kenmi4 Equal variances assumed -2,405 3,014
Equal variances not assumed -2,414 3,023
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kenm15  Equal variances assumed -5,067 ,719
Equal variances not assumed -5,072 724
kenm16 Equal variances assumed -3,834 3,747
Equal variances not assumed -3,835 3,748|
kenm17  Equal variances assumed -3,232 1,580
Equal variances not assumed -3,233 1,580
kenm18  Equal variances assumed -2,202 4,376
Equal variances not assumed -2,204 4,378
lkenm19  Equal variances assumed -4,946 1,642
Equal variances not assumed| -4,947 1,643
kenm20 Equal variances assumed -7,195 ,151
Equal variances not assumed -7,196 ,152
kenm21 Equal variances assumed 1,677 7,801
Equal variances not assumed 1,675 7,803
kenm22  Equal variances assumed -7,486 ,443
Equal variances not assumed -7,488 ,445
kenm23 Equal variances assumed -3,941 2,550
Equal variances not assumed -3,943 2,552
kenm24  Equal variances assumed -6,899 1,334
Equal variances not assumed -6,918 1,352

Table 7 | Data results t-tests
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Appendix 17 | 75 NPC Circle of Five® predictors.

rippen Nederands

Vastgoed management

Assat Managament

Al
A2 evir
A3 |Omgewvingsfactoren
A __[Omgevingsfactoren Gezamenlijke visie Area
A5 _[Omgevingsfactoren Ondersteunende voorzieningen Area
A8 |Omgevingsfactoren Negatieve ingsfactoren Area
A7 _ |Markifactoren [Fassantzn [Market
Mariet
| i Market
epote Market
ig i Market
appelj Market
AR i i [Changeabilty
Al4_|Veranderbaarheid im iteit / Universaliteit ruimtes Changeabiity
Al5 _[Veranderbaarheid zaamheid Changeability
‘M1_|Situatie in het Bereikhaarheid autn Situated in the area ]Tnmc
M2__|Situabe in het gebied Bereikbaarheid OV Sttuated in the area Public transport
M3 |Siuatie in het gebied OV Bedienin; Situated in the area IPuhllc transport schedule
M4 |Situatie in het gebied ereilkhaarheid voet / fiets Situated in the area Pedestrian & bike
M5 [Situalie in het gebied C: iteit parkeren Situated in the area IPm‘ Capacity
M8 _|Situatie in het gebied Kwaliteit parkeren Situated in the area arki
M7__|Situatie in het gebied ] zerk Siluated in the area igni
M8 __|Loopstromen Toegankehjkheid Peopie flow
.M8__|Logpstromen Mensenlogistiek — keten
iMensenlngistiek - capacitent

0_|Loopstramen
1 _|Loopstromen Mensenlogistiek - kwaliteit

M12 |Goederenlogistiek Goedereniof k ~ keten

M13 |Goedereningistiek Goederenlogistiek — capaciteit

M14 |Goederenlogistiek Goedereniogistiek - kwalitet
M15 |Goederenlogistiek Logistiek plan
V1 __|Organisatie Organisatonsche samemwerking
V2__|Organisatie {Veiligheidsbeleid
V3 |Organisatie aatreg X
V4 Orgﬂ'saﬁe Beinvioeding g st en ongewenst gedrag
V5 |Secu sncuah va g e d Inzicht in objectieve velligheid
vB Inzicht m subjecteve veiligheid
v ity (sociale veiligheid) Risicoplekken
v8 Se: rity (sociale veiligheid, Feitelike pakkans secui Security Catch rate Security i
V8 |Sec sociale veigheid; Lepercipieerde pakians secu Securty Percerved catch rate Securty
V10 _|Security (scciale veiligheid; ‘Gevoel van ingnpen bij nood Secunty Perceived support of bystanders
V11 _|Security (sociale velighed] Aandaclhit nsicogroepe Securty |Vuinerable groups
V12 |Safety (brand, ongeval, ramp} _Inzicht in aard/omvang veiligheidsnsico's Safety linsight n safety nsks
al, ramp) Feftelike pakkans safety Salely |Catch rate Safety BTy —
al, ramp) |Gepercipieerde paldans safety Safety Perceived catch rate Safety |
p) |Voorbered zijn op branden, ongevallen, rampen Saf Preparedness
Design
Ri_lUtsvaing ~ |Ruimielike inpassing Ambiance atial &
R2 __|Uitstraiing Herkenbaarheid :Ambiance Recognizabilty
R3 _|Unstraling |Represertativiteit Ambiance Representativeness S |
R4 |Uitstraling Onderscheidende domeinen Ambiance Seperate domains
RS  |Funcheneel ontwerp Overzicht Functionality Overview
RB __|Functiongel ontwerp Aanwezigheid functies Functionality Funclions
R7 _|Funcboneel ontwerp Functionele relaties Functionality Funchonal relabons
R8__|Functioneel ontwerp Constructie Functionality Building structure
RS |Funclionee! ontwerp Verblifsfuncties Functionality one
R10_[Functioneel ontwerp Daglicht Functionality {M
R11 Funcnuneel onwerp Klimaatheheersing Functionalty Fysics
R12_|Bel | Akoestiek Perception |Accoustics
R13 |Belevin, Kleur en verlichting Perceplion likumination and colour
R14 |Belevin; Sfeer Percepti i)
R15 |Belevin M jke maat Perception Human _dimensions
[E1__[Technisch onderhoud Onderhoudsstaat State of preservation
E2__[Technisch onderhoud Onderhoudbaarheid laintainaly
E3 Teclnsch onderboud Onderhoudskosten Maintenance costs
{Organisatievorm Organisation
Sturingsmechanisme Output conirol mechanism
a 8 Quaitty level
Benutting passantenstromen [Quaniitative ublisation _ [Engagement of passenger flow
Benutting winkels h Utiisation shaps
Benutting kantoren en woning Utilasation offices and housiny
Benutting parkeren Utlisahon of parlang
fHuurprijzen Rents
Profilering Profile
Branchering Qualitative utiisation fBranches
Voorzieningenniveau Qualitative utilisation Facilities level
Flexibiliteit Qualitative wtilisation

%Flembl'gy

Table 8 1 75 predictors NPC's Circle of Five®
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Appendix 17 | Validation of predictors

Design aspect Predictors Ranking
= =
s1s(B|s|s|8
sl215l5]2 |5
5 et (o > = o >
Design group 'Spatial Layout' | Related Predictor Construct Transfer function | Commercial
function
Compactness Functional relations Design ++ +
Circulation People logistics — flow Mobility & Logistics ++ +
Availability of space People logistics — capacity | Mobility & Logistics | ++ +
Spatial logic People logistics — route Mobility & Logistics ++ ++
Overview Design ++ ++
Adaptability Building structure Design ++ +
Flexibility Exploitation ++ £
Design group ‘Customer Related Predictor Construct Transfer function | Commercial
Information Supply’ function
Waytinding Signing Mobility and logistics +4 ++
People logistics — flow Mobility and logistics ++ ++
Separate domains Design ++ ++
PA system and acoustics Acoustics Design + 0
Design group ‘Core Related Predictor Construct Transfer function | Commercial
Functional support’ function
Ticketing systems Facilities level Exploitation + +
Baggage facilities Facilities level Exploitation 0 +
Store characteristics Utilisation shops Exploitation + ++
Branches Exploitation + ++
Profile Exploitation + 4+
Security Environment Hot spots +
| Safety and security mix of +
measures
Design group ‘Ambience’ Related Predictor Construct Transfer function | Commercial
function
Quality of Light Day light Design + +
Colour and lighting Design + +
Maintenance State of preservation Exploitation o e
Maintainability Exploitation + ++
Quality of air Physics Design + +
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Design group ‘Amblence’ Related Predictor Construct Transfer function | Commercial
function
Architecture Recognisability Design + +
Representativeness Design + +
Human dimension Design + +
Design group 'Personal Care’ | Predictor ‘Construct Transfer function | Commercial
function
Productivity Facilities level 0 +
Seating Waiting zone Design +
Availability concessions Facilities level + +
Restrooms Facilities level + +
Social interaction Waiting zone Design 0 +
opportunities

Table 9 | Validation of predictors
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