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Introduction:
This assignment focuses on topic flying cars, also commonly called Urban Air Mobility (UAM). It is a new class of urban transportation utilizing small electric flying aircraft to transport people over short distances, normally above congested traffic areas. It may sound like something from the future, but in fact, the technology is now being tested by many companies and cities under real conditions. The reason why UAM is an interesting topic to analyse from an innovation and customer-experience point of view is that it is a developing industry.
The assignment follows the structure required in the brief: Part 1 looks at the UAM sector, analysing it through two frameworks-the Innovation Ambition Matrix and Customer Journey Mapping. These two tools will help show what types of innovation are happening, what challenges exist, and what customers might experience when using a flying-car service. This section also includes trends in the industry along with real examples of trials and demonstrations.
Part 2 then proposes a new digital transformation initiative that could help improve customer trust, safety understanding, booking convenience, and overall experience. This section also includes a new "future state" customer journey and a measurement plan to check whether the initiative works.
The overall aim is to understand how flying cars might fit into real city mobility systems, what problems the sector should address, and how digital solutions can support smoother adoption in the future.
Pat 1 – Analysis Using Formworks:
1. Understanding the UAM Sector
Urban air mobility is a new transportation system based on electrically powered vertical take-off aircraft. These aircraft are often called eVTOLs and have been designed to pick up passengers from small city landing pads, fly above traffic, and land at another small pad near the customer's destination. According to Johnson and Silva 2022, UAM systems integrate aircraft design, digital navigation, energy systems, air-traffic planning, and customer services in a single integrated ecosystem.
UAM is not just about the aircraft. It also involves:
· Vertiports-small stations for take-off and landing.
· Digital apps for booking, safety updates, or route planning
· Charging systems
· Regulation and city planning
· Multimodal connections: buses, trains, bikes, taxis
Many places have already tested small trials of UAM. For example, one Asian city completed a series of short public flights where around 40-50 ordinary residents took short demonstration rides to test noise, safety, and travel experience. In another European city, a trial route was flown between a convention centre and the coastline to test how UAM might reduce travel pressure on roads. These trials help show how real people react to the idea and what issues come up in practice.
2. Key Industry and Consumer Trends in UAM:
UAM exists because several global trends push it forward. Understanding these trends helps explain why flying cars might be needed and what customers expect.
Below is a summarizing the key trend.
Growth of Electric Mobility
Many cities want cleaner transport. UAM vehicles use electric motors, reduce emissions and noise - Al Haddad et al. (2020). For example, one coastal city has asked that any future aerial service should be electric to reduce pollution over residential areas. This fits well with eVTOL aircraft.
Urban Congestion
Congestion is now very common across large cities. According to Crozet, 2019, commute times have continued to increase because cities cannot expand the roads fast enough. Organizers of some UAM promotional trials were showing that what could be a 45-minute car ride could actually become a 7-minute air trip, this creates quite strong interest amongst residents who waste time every day in the traffic.
Digital Transport Culture
People nowadays use mobile applications for every travel engagement. Digital integration in public transport, Lyons (2018) says, is a basic expectation today. In one recent UAM exhibition event, several visitors asked if the booking would work similar to ride-hailing applications they have been using.
Safety and Public Trust
Safety is one of the main concerns. Research show that the concerns of passengers include unfamiliar aircraft and emergency handling. In one test session, there were repeated questions about battery reliability and emergency landing. (Janotta et al., 2021).
Government Support
[bookmark: _Int_Rg51s93V]A number of governments explore UAM because this can reduce pressure on the roads (Thipphavong et al., 2025). In Europe, a city council created a planning committee that decided which rooftops could host small vertiports.
 Advances and Automation Technologies
Automation plays an important role in UAM because autonomously controlled aircraft might be cheaper and easier to run. According to Clothier et al. (2015), that removing human error can improve safety. Automated take-off and landing to avoid pilot mistakes in several UAM tests.
Customer Desire for Faster Transport
[bookmark: _Int_dmCA4xPJ]More and more, people value time. Roland Berger discovered in 2018 that travellers are willing to pay more for time savings in busy cities. During the demo survey, office workers said they would consider UAM if it helped them get home faster.
3. Innovation Ambition Matrix Analysis
The Innovation Ambition Matrix has three levels: Core, Adjacent, and Transformational. It helps show how companies innovate in UAM.
Core Innovation (Small Improvements)
Core innovations improve existing technology without changing the concept.
Improvements in Battery Performance
Seabridge and Moir (2020) highlighted that improved batteries directly enhance aircraft reliability. One UAM team upgraded their prototype battery module, increasing flight distance by roughly 15% in later trials.
Noise Reduction
Communities accept quiet aircraft more easily. According to Rizzi et al (2020) shows that communities accept UAM vehicles more easily when noise levels are reduced. This is very important for UAM test aircraft during landing and check the noise near residential blocks.
Better User Apps
The early booking apps were basic prototypes. After feedback, one operator redesigned its app to show clearer flight times, make payments easier, and display live vertiport directions.
Adjacent Innovation (New Markets)
Adjacent innovations extend UAM to new uses.
Tourism Flights
During a technology festival, a coastal city offered short UAM sightseeing tours. Visitors took 5-minute loops to view the shoreline from above.
Medical Delivery Flights
Some early trials showed drones were useful for moving medical items quickly According to Oakey et al. (2022) describe how drones were used in health care diagnostic logistics, which supports the idea that UAM vehicles have the potential to help in medical transport.
Cargo eVTOL Flights
A logistics company tested small cargo eVTOLs to transfer urgent parcels within the city, which decreased delivery time during peak hours.
Transformational Innovation (New Value)
Transformational innovations reshape the whole system.
Passenger Autonomous Flights
Research found that flying reduces costs while improving consistency. A test UAM aircraft completed numerous fully automated lift off and landing cycles with no manual control. (Ward et al., 2021)
Digital Sky Corridors
According to Vascik (2018) automated air-traffic systems for UAM. This would involve a city planning team creating a digital map with lanes of airspace to avoid any conflict with helicopters.
Smart-City Integration
The future UAM will connect with autonomous buses, smart roads, and sensor-based citywide systems.
4. Customer Journey Mapping

Customer Journey Mapping show and easy to understand every step a customer goes through when using a service. The following points of the current customer journey of UAM, based on public trials and industry research mention below
Stage Explanations
Stage 1: Awareness
Most of the public learn about UAM either from social media or news reports. According to EASA (2021), awareness is generally low. In one city, many residents claimed that they learned about UAM because of the posters during an expo.
Stage 2: Consideration
Customers compare UAM with the use of taxis, buses, and trains. According to Berger R, (2018). decisions are influenced strongly by time savings. Some residents, during surveys, expressed liking the speed but were unsure about safety.
Stage 3: Reservation
The process of a booking generally takes place via an app. Early versions had often been confusing, especially when flights had limited time slots and unclear instructions.
Stage 4: Travel to Vertiport
According to Crozet et, al 2019, the connection between various modes of transport is often complicated. During one UAM demonstration, some people came late because they had difficulties finding the vertiport entrance.
Stage 5: Pre-Flight
Customers wait, check in, and view safety instructions. Some felt nervous since everything was new to them.
Stage 6: Flight
The flight itself is generally smooth and short. Test passengers said the experience was quieter than expected.
Stage 7: Arrival
After arrival, passengers still need ground transportation.
Stage 8: Reflecting on the Journey
Customers reflect on whether the service was worth what it cost and if they can trust it enough to use it again.
Table: Current Customer Journey Summary
	             Stage

	    Customer feeling
	          Points

	Awareness

	Curious but unsure
	Limited understanding

	Consideration

	Interested  
	Safety concern.

	Booking

	Mixed
	App confusion

	Travel to Vertiport

	Rushed
	Hard to navigate

	Preflight

	Nervous
	Unfamiliar process

	Flight

	Positive
	Fear of heights

	Arrival  

	Neutral
	Poor onward travel links

	Reflection

	Mixed
	Cost and trust issues



Part 1 Summary
Part 1 shows that UAM is supported by strong trends and many innovation activities however concerns about safety, clear information, and convenience in booking still exist among customers. These weaknesses guide the digital transformation proposed in Part 2.
Part 2 – Digital Transformation Initiative and Proposed Initiative
5. UAM Connect Platform
UAM Connect is a digital platform aimed at improving customer confidence, simplifying the journey, and making UAM more familiar. The analysis in Part 1, the Urban Air Mobility market has huge potential, however, there are numerous barriers to people feeling fully confident in using flying cars. These include limited public understanding, uncertainty about safety, awkward booking processes, difficulty reaching vertiports, and general nervousness with a completely new type of transport. Even small demonstration events in different cities saw many everyday people unsure about what exactly would happen during the flight or how safe the aircraft actually was. It is against this backdrop that a focused digital transformation initiative is required not just for convenience, but to make people feel more secure, informed, and comfortable. Based on all the findings from Part 1, the proposed digital solution is a platform called UAM Connect, designed to support customers throughout the entire journey.
UAM Connect is meant to provide one single, user-friendly place for a customer to find out what UAM is, how it works, and how they can use it. At the same time, it supports them before, during, and after the flight. More specifically, customers will never feel alone or confused at any stage. Today's transport already depends on digital tools, many of us use ride-hailing apps, online maps, and mobile tickets. Because of this, using a digital platform feels familiar and natural. During the UAM trials in a few cities, there was noticeable curiosity from residents about whether they could book a flying taxi like they book a bus or texi. That pretty much shows that customers want simplicity and don't want complicated new systems. UAM Connect has been designed to meet those expectations.
Features of UAM Connect
Real-Time Safety Dashboard
One the most important feature in UAM Connect is the real-time safety dashboard, which displays simple and clear information on the aircraft. It might show things like a battery level, last maintenance check, weather conditions, and basic safety indicators. During one trial event in an Asian city, a group of visitors mentioned that once they saw Aircraft inspected ready to fly on a display screen, it made them feel more confident. They did not need technical explanations or engineering diagrams, they just wanted reassurance. This example demonstrates how transparency in a friendly, non-technical way, builds confidence especially for first time passengers.
Displays basic aircraft health data, maintenance updates, and weather conditions. The research proves that transparency builds trust.
Multimodal Journey Planner
Another major component of the undertaking is the Integrated Multimodal Planner because getting to the vertiport was one of the biggest issues in UAM tests. Many cities do not have clear instructions or signal yet pointing out the way to the vertiports or direct access routes leading to them. In one European trial, participants showed up late because mapping apps had not updated the location correctly. Some people even entered the wrong building and then had to walk around to find the entrance. With UAM Connect, customers can get step by step guidance along with estimates of travel time. They can also see suggestions for buses, trains, taxis, or bike share options connecting to their flight. That takes away a lot of stress and helps make sure flights can take off on time.
Safety Education Tools
Another important part of the platform involves Safety Education Tools, explaining the UAM experience in a relaxed, straightforward way rather than overwhelming the customer with lengthy technical documents. The tool instead uses short videos, diagrams, and animations to get the point across. A real example comes from a demonstration event where people watched a short animated clip showing how the aircraft's stabilisation system works during take off. After watching it, several viewers mentioned that they felt much calmer, knowing more about the process. This is a classic case of education not having to be formal but rather clear and relatable. (Tripaldi et al., 2025)
Virtual Flight Preview
Other helpful features include virtual flight preview, which provides customers with the opportunity to experience the flight before taking it. It could be a 3D animation or just a simple simulation of what they will see and hear during take off, cruising, and landing. This is particularly helpful for passengers with a fear of heights. At a demonstration centre visitors sat inside a small booth to play a 360-degree flight video. Many viewers mentioned how much smoother the flight looked than they had anticipated. This type of preview can reduce unnecessary anxiety.
Booking Experience
UAM Connect also enhances the booking experience. Early trials of UAM revealed how customers occasionally became confused when apps failed to show available time slots, vertiport locations, or instructions. UAM Connect is designed to make booking feel as fimiliar and simple as using everyday ride-booking apps or one click payment, QR boarding passes, live updates, reminders, and easy rebooking. This familiarity helps customers feel comfortable using the system without thinking they have to learn something completely new.
Real Time Communication
UAM Connect provides real time communication, like notifications for delays or weather alerts, during the journey itself. During one trial, for example, wind changes caused temporary delays, temporary. Some passengers said they would have liked to know in advance so they could change their plans. The app resolves this by sending alerts immediately.
Loyalty and Rewards Features
Loyalty and reward features, similar to many transport and airline loyalty programs. Rewards can be an encouragement for people to try it more than once, as it is expected that UAM may initially be rather more expensive than other things. Customers might earn points for each flight and apply for discounts, upgrades, or free vertiport transfers. This not only supports repeat usage but also helps build a consistent customer base during the early years of UAM adoption.
Feedback
UAM connect facilitates the post journey step for customers to provide feedback, report issues, or rate the experience. Many trials from cities shared that passenger feedback was extremely useful for implementing improvements. UAM Connect gathers this information in an organised manner so that operators can identify typical issues and fix them quickly.
By offering all these elements on one platform, UAM Connect helps make UAM feel like a realistic, everyday transport choice, instead of an unfamiliar experiment. It is about building trust, supporting the customer journey, and helping the sector move with confidence toward wider public use.
6.Enhanced Future Customer Journey
This future customer journey for UAM will be very different from the early, experimental journey described in Part 1. With the help of the proposed UAM Connect platform, the whole process becomes much more organised and supportive, especially for people who are new to flying cars. This will create trust, avoid confusion and provide simplicity and familiarity at each stage of the experience. Several studies on digital mobility build confidence when it comes to new travel experiences. Lyons (2018).
Awareness Stage
On the improved journey, customers do not find out about UAM accidentally or through confusing media messages, but rather through clear and friendly digital communication. Customers may view short animations, simple safety explanations, or even short introductory videos shared on social channels. The aim at this stage of the customer's journey is not to advertise aggressively, but to make the idea feel normal and approachable. This is important because studies showed that people adopt new technologies more easily when they understand them in advance (Schafer et al 2021)
For example, a young office worker scrolling through their travel app might see a simple message explaining how UAM works, Skip traffic fly over it. This kind of messaging is direct and relatable, without overwhelming people.
Consideration Stage
The UAM Connect platform then gives them the information they need in a clear, non-technical manner when customers start to think seriously about the use of flying cars. The app compares time saved, environmental impact, and cost against traditional options. For a lot of people, all these three factors are important for example showing these comparisons might make them feel certain about their choice. Research has shown that transparent information will contribute to reducing fear caused by unfamiliar mobility technologies. Al Haddad et al., 2020
A typical example might be a commuter who spends 50 minutes stuck in traffic every morning. When they open the UAM Connect app, they see that the same journey by air would take 7 minutes, with lower cast than a petrol car. This clear and easy cummunication encourages them to consider UAM as a realistic option.
Booking Stage This improved booking stage feels very familiar because it works very simple and much like the common ride-booking apps. pick a vertiport of departure, time slot, and payment method all with just a few taps.  QR boarding passes, including a step by step schedule for what one does on the day of flight. According to studies, familiarity in digital design increases user confidence and reduces hesitation. (Roland Berger, 2018).
A realistic example is one where a parent books a UAM to make a quick school to office. They can even see available times, weather conditions, and sometimes recommended arrival times to make the process quite straightforward.
Travel to Vertiport Stage
This stage is greatly enhanced by integrated navigation inside UAM Connect. Customers get directions to the vertiport entrance, estimated walking times, and connections to buses, taxis, or bike share options. For example, of this might be a student who has to take a bus to get to the UAM vertiport. The app would not only inform them about which bus to take but also send alerts when they approach the stop and guide them on foot towards the vertiport entry point. Research on urban mobility highlights that the hardest part of multimodal travel is usually the link between different transport modes (Crozet, 2019).
Pre-Flight Stage
It is when they are already at the vertiport that passengers do not feel nervous or lost. UAM Connect sends real-time updates on boarding, weather, and aircraft readiness. Short videos or diagrams explain take off, landing, and safety steps. This type of education has been shown to reduce passenger anxiety when trying new transport systems. 
For example, a first-time passenger might view a 20-second animation that shows how the aircraft works during take off, this gives them reassurance before stepping into the aircraft.
Flight Stage
As the journey begins, the customer journey gets smoother because they already know what to expect. The aircraft is quiet, the view is open, and the journey is short. The ability of customers' psychological preparation has been found in research to increase their comfort in-flight. Most passengers report that flights feel calmer than they initially imagined.
Arrival and Post-Journey Stage 
After landing, the app guides the customer to the next steps, whether they would take a taxi, bus, or go on foot. The points of their loyalty program appear automatically, along with a simple feedback form. Studies shows the collecting feedback right after new mobility experiences allows for the collection of data that helps in the improvement in the future (EASA, 2021). A realistic example is the daily earning enough loyalty points to have a discounted flight the following week.
7. Measurement Plan
Customer Metrics 
Customer metrics focus on how passengers actually feel when using the UAM Connect platform. These are measures that will help operators understand whether the digital tools are improving confidence, comfort, and overall satisfaction. Probably one of the most valuable measures is the customer satisfaction score, which can be captured through short surveys after the journey. They might ask simple questions such as how easy the booking was, whether they understood the safety information, and if they felt reassured before boarding. Another key measure might be the Net Promoter Score, showing whether customers would recommend the service to someone else. If more people say they would encourage others to try UAM, it's a strong indication of trust and positive experience. Operators will be able to track how many passengers return for a second flight. For example, if a regular customer tries UAM once and then books again the following week, it may indicate that the experience felt smooth, safe, and worth repeating.
Operational Metrics 
Operational metrics help identify whether UAM Connect is genuinely improving the day to day running of the service. This includes measurements such as on time departures, check in waiting times, the number of late arrivals to vertiports, and how many customer queries need manual support. For example, if many passengers previously struggled to find vertiport entrances, operators could measure whether the new navigation tool reduces that number. 
Trust and Safety Metrics 
The trust metrics reflect how safe and confident passengers feel with the UAM service. Because flying cars represent new technology, trust will play an important role in people's willingness to use them.
Financial Metrics
Financial metrics measure if UAM improves the economic performance of the service. It includes revenue growth, repeat bookings, operating costs, and loyalty rewards. If more passengers return this is good for the company.
Conclusion
In conclusion, this assignment looked at the future of flying cars, also known as Urban Air Mobility (UAM). The research showed that flying cars have a lot of potential to help busy cities by reducing traffic and saving people time. However, the industry also has many challenges, especially with customer trust, safety worries, and the fact that most people do not fully understand how the service works yet. The Innovation Ambition Matrix helped show the different types of ideas being developed, from small improvements to big future changes. The customer journey map also showed that customers often feel unsure at the start, especially when learning about the service, booking the flight, and waiting at the vertiport.
Part 2 introduced the idea of UAM Connect, a digital platform that can make the whole experience easier. It helps customers with clear safety information, simple booking steps, directions to the vertiport, and helpful updates throughout the journey. These features can make people feel more confident before they fly. The measurement plan also explained how to check if the platform is working well by looking at customer feedback, operations, trust, and financial results. Overall, the assignment showed that flying cars can become a real transport option in the future, but strong digital support and clear communication are needed to help people feel safe, comfortable, and ready to use the service.
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