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a b s t r a c t

This article reflects on the relations between transport infrastructure, affect and daily mobility. While
transport systems has been always designed along the lines of discrete choice model paradigms, we want
to show choice as a situated practice in which affects and emotions shape the way in which the infra-
structure experience is configured. We show that decisions (regarding which mode of transport to use,
which changes or connections to make, and which routes to prefer) are intertwined with affects and
emotions that define relationships with the infrastructure and the situations encountered. Drawing on
the travel experiences of the users of Santiago de Chile transport system (Transantiago) we analyse choice
from the perspective of affects and emotions and examine the way in which certain decisions by users
are temporally and empirically stabilized and constructed.

Additionally, through this reflection we explore an aspect that is relatively undocumented in Science
and Technology Studies (STS) about infrastructures, concerning the role played by affects and emotions
in the way certain urban structures and technologies are used and appropriated.

© 2016 Elsevier Ltd. All rights reserved.
1 Discrete choice models have been developed in the field of microeconomics on
the assumption that individuals always seek to maximize their utilities; that they
act rationally and are in possession of all the information. They simplify people's
behaviour in order to transpose the way they make a decision in specific conditions
onto mathematical models and thus establish the probabilities for each choice. This
is understood as a process that involves: 1. Defining the problem of choosing, 2.
1. Introduction

In early 2007 a new public transport system, Transantiago, was
introduced in Santiago-Chile. This system can be considered one of
the most important socio-technical experiments in Chile's history,
not only because it redesigned the material infrastructure, but
because it also sought to reshape urban user's habits and practices.
The primary objective was to overhaul the entire transport system
using the most up-to-date knowledge and technologies from
transport planning and engineering. However it also featured an
unprecedented level of integration between highly sophisticated
engineering expertise and the social-democrat technologies of
governance that have been characteristic of public action since the
return of democracy in Chile in 1990 (Ureta, 2015).

Among the most interesting features of the new transport sys-
tem were the theoretical suppositions which were used to model
and describe people's behaviours. Transantiago was designed ac-
cording to discrete choice model paradigms. These models are
based on the assumption that individuals are always making
ficia Universidad Cat�olica de
ile.
choices, not only in terms of transport alternatives but in all kinds
of life situations. A choice may be driven by attributes, it may be
compensatory or it may just eliminate certain undesired aspects. In
this respect every decision involves a choice; to decide is to choose.
An individual will normally prefer whichever attributes give the
most satisfaction. These choices can be made very quickly, without
following any visible method, through habit, social convention,
intuition, etc. However, these behaviours can also be described as a
process of choosing in which the decision maker generates a single
alternative. Within the framework of these models, these alterna-
tives are considered choices.1
Elaborating possible alternatives, 3. Evaluating the attributes of each alternative, 4.
The decision itself and 5. Executing the chosen alternative. There are different ways
of classifying the rules for decision making used by people when making a choice,
but the underlying factor in the development of choice models is that individuals
maximize their utility. (For more in-depth information on discrete choice models,
see Ortúzar and Willumsen, 2011).
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2 It is important to note that the principle of the neo-liberalisation of urban
spaces (Harvey, 1985; Graham and Marvin, 2001; Peck and Tickell, 2002) which
underpins the design of modern infrastructures, had already been highlighted by
Foucault (2004) in relation to urbanisation processes based on a laisser faire logic in
order to favour the distribution and circulation of commercial goods entering and
exiting the city.
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In recent years the modelling strategies for transport systems
have been particularly concerned with understanding transport
decisions. They have incorporated a new set of variables in addition
to the variables of the journey cost or user's income, age, gender
and social class. This shift towards “soft” factors (attitudes, habits,
dispositions, etc.) aims to make the situation and context in which
decisions are made more explicit (Di Ciommo et al., 2014). Con-
structing transport demand models can be seen as a sequence of
hierarchical choices inwhich the individual decides when to travel,
the route, mode and destination, and how often or whether or not
to make the journey. Discrete choice models suggest that the
probability of an individual choosing a specific option is a function
of his or her socio-economic characteristics and the relative appeal
of each option. The use of a discrete choice model implicitly in-
volves an anthropological theory of individual behaviours (Ureta,
2015). These models tend to be based on the notion of utility-
maximization and the assumption that individuals are rational
and informed (Ortúzar, 2010). On the basis of these assumptions,
people will opt for certain modes of transport as long as the ben-
efits they obtain from that choice are greater than the costs.

Numerous criticisms have been levelled against these models
from the field of social science, arguing that the models over-
simplify the process and are unrealistic when compared with
users' actual behaviours. Urry (2005) for example, criticises the
emphasis given to highly abstract and disembodied focuses (based
on user behaviour models) which are frequently used to predict,
rationalise and determine transport decisions. Urry and other au-
thors (Jir�on, 2008; Flamm and Kaufmann, 2006; Bissel, 2010)
highlight the need for greater complexity when modelling rational
decisions, to include variables such as lifestyles, social relation-
ships, emotions and role hierarchies as all of these variables affect
the configurations and routes of individual journeys. In this regard,
decision making logics are not reducible cognitive models of
rational choice and they should be analysed in the light of other
symbolic-affective dimensions. Although rational choice models
have proved successful in establishing quantifiable parameters,
they tend to ignore other dimensions that are involved in decision
making which cannot be understood in terms of pure utilitarian
efficiency. It is therefore necessary to consider specific aspects that
restrict and/or enable a subject's capacity for agency.

Our aim in this paper is take a closer look at the aspects that are
ignored by rational choice models. Rather than assuming that
choice is the inevitable and mechanical starting point, we want to
show choice as a situated practice in which affects and emotions
shape the way inwhich the infrastructure experience is configured.
We will show that decisions (regarding which mode of transport to
use, which changes or connections to make, and which routes to
prefer) are intertwined with the affects and emotions that define
relationships with the infrastructure and the situations encoun-
tered. Rather than attempting to contradict the discrete choice
model which is based on a rational and calculating agent, this paper
analyses the conditions of its performation, i.e. the various
emotional and affective foundations e dispersed in objects, situa-
tions, routines, etc. e that influence the act of choosing. Analysing
choice from the perspective of affects and emotions allows us to
explore the way in which certain decisions by users are temporally
and empirically stabilized and constructed.

We want to explore in greater depth the emotions and affective
atmospheres in which decisions are made, and examine closely the
way in which these atmospheres are a constituent part of the
journey experience. The Transantiago case allows us to open the
rational choice models' “black box”, placing the focus on the work
and agency exerted by emotions and affects on transport infra-
structure. We explore various types of reciprocal “affect” between
infrastructures and users, examining the ways in which choice is
enacted in situ. We define enact as the process of giving life to
something or accelerating it into being (Mol and Law, 2004), i.e.
users' choices are dependent on a series of operations and affective
atmospheres involving clarification and inquiry, through which
users are able to deal with transport infrastructure in their daily
practices. By analysing specific journeys made by Transantiago
users from the perspective of the work of emotions and affective
atmospheres, we aim to show how they impact and affect people's
choices, relationships and experiences vis-�a-vis transport infra-
structure. Our analysis also enables us to understand that decisions
are not simply the result of rational calculations or the structural
circumstances imposed by the transport system. We are able to
situate these decisions within affective atmospheres that are being
constantly reinterpreted and redefined by subjects, offering spaces
for change according to each individual's resources.
2. Urban infrastructures and assemblages

A significant amount of literature has been published in recent
years on the way in which socio-technical infrastructures are
interlinked and their impact on urban relationships and spaces
(Graham andMarvin, 2001; Callon et al., 2004; Coutard et al., 2005;
Sheller and Urry, 2006). Among the many works in Science and
Technology Studies (STS) that address this issue, two approaches
are worth highlighting. Firstly, we find a series of studies that
critically discuss the idea of urban infrastructures as neutral in-
termediaries. These studies reveal how infrastructures redefine or
amplify the problems of accessing and distributing a city's re-
sources. Following on from the seminal work of Langdon Winner
(1985) on the political effects of technologies, authors such as
Graham and Marvin (2001) and Coutard et al. (2005) explore the
atomizing and segregating effects that can be caused by in-
frastructures within the urban territory. According to these authors,
the program that is used to plan andmanage a city's infrastructures
is intrinsically linked to visions and ideologies about urban ecology,
conditioning the way in which people travel about or use the city.
Taking some of Harvey's (1985) precepts about the geographic
expansion of capitalism, Graham and Marvin (2001: 192) suggest
that there is a growing shift towards modern infrastructures being
managed according to neoliberal ways of thinking, subordinating
citizens' need for universal services to the imperatives of urban
competitiveness.2What is interesting to note about this approach is
the way infrastructures are analysed as materialisations and sta-
bilisers of political doctrines (Latour, 1994).

This approach invites us to analyse the scripts, architectures and
different assemblages that are at stake in contemporary urban
policies. The concept of assemblages is analytically important to us
as it tries to capture the heterogeneity of entities and agencies
(technical/natural, human/non-human, organic/inorganic) that are
involved in constructing urban life, rather than focusing solely on
human dynamics (Amin and Thrift, 2002; Farías and Bender, 2010).
The concept of assemblages has been analysed in terms of socio-
material agencements: their capacity e ever provisional and emer-
gent e to articulate, structure, align and connect different agencies
(Deleuze and Guattari, 1980; De Landa, 2006) in the stabilisation of
a specific process and urban situation. This perspective requires an
understanding of urban experiences and infrastructures as multiple
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processes that are radically distributed and cannot be reduced to
any stable or predetermined category (Amin and Thrift, 2002).

The second STS approach we identified examines the relation-
ship between socio-technical infrastructures and users enactments.
Taking some of the Actor-Network Theory precepts about co-
construction between social and material order (Callon, 1986;
Latour, 1996), these studies analyse the way scripts (Akrich, 1992)
of urban infrastructures create types of subjectivities (Richardson
and Jensen, 2008), particular types of users and disciplinary de-
vices (Ureta, 2012, 2015), traveller's cognitive devices (Denis and
Pontille, 2010) or users of “urban laboratories” (Laurent and
Tironi, 2015). What is interesting about these studies is that
rather than looking at the category of user, traveller or even the
individual, they examine the way in which individuals are enacted
and designed by socio-technical assemblages (Farías and Bender,
2010). The very notion of urban space, from this perspective, is
no longer considered as a fixed and static category. It becomes a
possibility that is created by the objects and practices contained
within it (Callon et al., 2004; Law, 2000). Essentially, these per-
spectives make us think of space and individuals as unstable and
heterogeneous entities that are continually configuring themselves
through the inter-relationship between materialities and the spe-
cific practices of individuals.

3. The work of emotions and infrastructures

Recognizing that these approaches have made a key contribu-
tion to urban studies, in this paper we want to explore an aspect
that is relatively undocumented in STS studies about in-
frastructures, concerning the role played by affects and emotions in
the way certain urban structures and technologies are used and
appropriated. With reference to the affective turn (Clough and Jean,
2007; Gregg and Seigworth, 2010; Massumi, 2002; Bissel, 2010)
and contemporary pragmatism (Barthe et al., 2014; Boullier, 2010;
Hennion, 2007; Quer�e, 2012; Thibaud and Thomas, 2004), our aim
is to understand how the “work of the emotions” (Quer�e, 2012)
affects the way in which users redefine their relationship with
transport infrastructure on a daily basis.

Following on from the work of John Dewey (1991), Quer�e de-
fines the “work of the emotions” as situated responses (unease,
anger, nerves, joy, anxiety, stress, pleasure, displeasure, etc.) that
drive or motivate individuals when they have to deal with prob-
lematic or indeterminate situations. According to Dewey, the
emergence of problematic or uncertain moments e which disrupt
the normal harmony of things eprompts acts of inquiry and clari-
fication. Interestingly, for Dewey the inquiry process that arises
from a problematic situation is not limited to rational examination
operations, but includes valuations that are based on affects and
emotions (Quer�e, 2012: 283). Only a sensed situation can be prob-
lematic; in other words, if the situation does not affect the subject
in some way there is no possibility of initiating an inquiry process.
The inquiry requires a “work of emotions”which becomes the basis
for certain choices and solutions. In this respect, our paper shows
how users' choice processes and the ways they deal with the
Transantiago infrastructure are linked to the “work of emotions”
which shape the relationship between users and the infrastructure
in various ways.

However, the “work of emotions” is neither evident nor trans-
parent. It cannot be preordained and is more like a vivacious
emergence that takes place when the bodies are affected (Massumi,
2002: 34). Unlike an order that is imposed, emotion appears with
varying intensities of affectation and is often experienced as
something strange, ambiguous and even excessive. In Massumi's
words: “that is why all emotion is more or less disorienting, and
why it is classically described as being outside of oneself”
(Massumi, 2002: 35). This is especially important when the affec-
tation occurs relationally, with specific spaces, objects and situa-
tions. In this respect, the idea of affective atmospheres developed by
Ben Anderson (2009) is particularly useful for understanding the
way in which emotions are part of an individual's daily practices
and subjectivity. The term atmosphere refers to the affects, sensa-
tions, tones and ambiances involved in any given situation. Atmo-
spheres are not separate from people or things; they permeate us,
transforming our perceptions in their presence. Affects imbue the
substrate of reality with ambiguity: “It is the very ambiguity of
affective atmospheres e between presence and absence, between
subject and object/subject and between the definite and indefinite
e that enable us to reflect on affective experience as occurring
beyond, around, and alongside the formation of subjectivity”
(Anderson, 2009: 77). As Bissel (2010) proposes, although atmo-
spheres are very often indeterminate, diffuse, invisible and ubiq-
uitous, they have the ability to affect situations, charge places with
emotion, produce somatic changes and intensify our corporal per-
ceptions. He suggests that affective atmospheres not only affect the
way in which people inhabit spaces (restricting or facilitating ac-
tions), they can also penetrate individuals, configuring events and
sensations and affecting the way people feel and act (Bissel, 2010).

Similarly, John Urry defines atmosphere as being “in the rela-
tionship of people and objects. It is something sensed often through
movement and experienced in a tactile kind of way” (Urry, 2007:
73). In terms of perception, we are affected by affects and at the
same time we affect the world through them (Pink and Mackley,
2016). To a certain extent, affects are ambiguously related with
the cause of our actions or the actions of others, as well as with the
effects of these actions. They can also be linked to the causes and
consequences of perceptions and actions. While affects are part of
our power to affect our surroundings and shape the interactions we
establish with others, they also play a part in the way we are
affected by our close environment.

From this perspective, we hope to contribute to threemain areas
of urban infrastructure literature. Firstly, we aim to examine in
greater depth the issues surrounding the hybrid nature of urban
infrastructures (Callon et al., 2004; Farías and Bender, 2010; Gieryn,
2002; Latour et al., 1998; Urry, 2005) and in particular the role of
affects and emotions (Wilson, 2011; Bissel, 2010). By not reducing
urban infrastructures to a single ontological register, such as the
material, we are acknowledging the co-existence of multiple reg-
isters. In this study we are able to identify the affective experiences
and affective atmospheres that are involved in the enactment of the
infrastructure.

Secondly, we want to move beyond the dualism between the
supposedly material dimension (emotionally void) and the social
dimension (emotionally loaded). By observing co-construction
processes in which affective and material elements, emotions and
architectures, are intertwined, this paper shows that emotions are
not static, nor do they reside solely in the heads of individuals; they
arise in a relational manner, in the interactions between the user,
other travellers (Wilson, 2011; Bissel, 2010) and the materiality of
the infrastructure. If we take affects to mean the “ability to affect or
be affected” (Massumi, 2002) and as an event that is evenly
distributed between the object and the subject (Barthe et al., 2014;
Boullier, 2010; Hennion, 2007) then we cease to think of transport
infrastructure as a simple receptacle of functions and are able to
recognise the emotional and affective charge of the components
within the transport network.

Finally, by documenting the “work of emotions” we are able to
embody the idea of the “calculating agent” and “rational choice”. In
other words, show that choice processes are surrounded by
affective-emotional arrangements that can shape and enable ac-
tions. By considering how people feel or how atmospheres make



M. Tironi, R. Palacios / Emotion, Space and Society 21 (2016) 41e4944
them feel, we can examine the tactics that are deployed in practice
(De Certeau, 1984), the ways of doing and being that are exercised
without thinking or explanation, but which dictate many of the
ways in which people deal with technology. As Warde (2005) de-
scribes: “in any practice there is a set of established un-
derstandings, procedures and objectives. These types of formal and
informal codes govern behaviour in any practice, with little
reflection or conscience by those who are carrying it out.” (Warde,
2005). In this paper we show that each “set of understandings” is
directly linked to the work of emotions, generating senses that pass
through the body and have the capacity to affect or be affected.
Massumi (2009) refer to these as micro-perceptions and highlight
their ability to influence our actions, shape possibilities and create
potential alternatives. We show that emotions are not a by-product
of users' mobility practices, nor are they an external element that
can be eliminated by rational decision-making models. On the
contrary, we observe how emotions and affects shape theway users
are affected and practice the infrastructure, exercising a performa-
tive role in how the system is experienced and enacted. Affects and
emotions are not just key elements in decision making processes,
they also have a significant influence on the context in which those
decisions are made and the travel experience itself.

4. Santiago's transport system

The Transantiago system replaced the existing private bus ser-
vice operators, which had been subject to minimal State regulation,
in 2007. The new system aimed to integrate the various bus services
and the underground transport service (Metro) into a single system
with intermodal connections. An integrated payment system was
set up using an electronic pre-paid card which made fare integra-
tion possible (Briones, 2009; Mu~noz and Gschwender, 2008), i.e. a
single ticket could be bought for a journey with up to three inter-
modal connections.

The first problems arose soon after the new policy was intro-
duced. Problems included a lack of information about routes, bus
delays, service shortages in certain parts of the capital, increased
journey times and long queues for buses and the Metro due to an
underestimation of the demand for buses and/or journey options
(Briones, 2009). Widespread social discontent was reflected in the
sudden drop in the approval ratings of Ricardo Lagos's government
(2000e2006), which had been responsible for designing the policy,
and Michelle Bachelet's (2006e2010), which was responsible for
the implementation and subsequent redesign of Transantiago.

Transantiago forced millions of inhabitants to change their
transport and travel culturewithin the city: using an electronic card
instead of cash e which meant remembering to top-up the card
with credit before getting on the bus or Metro e planning journeys
in advance, getting used to waiting at specific bus stops e whereas
previously buses would stop wherever passengers wanted e and
using new technologies to find out information about suggested
routes (via real-time satellite information). Meanwhile for the
providers of bus and Metro services, Transantiago claimed it would
maximize their efficiency and serve the increase in users (Ureta,
2012). Prior to the creation of Transantiago, the 2001 Origin and
Destination Survey reported that on a normal working day over 10
million journeys were made in motorised vehicles. Buses were the
most frequently used mode of transport (42.2% of the total number
of motorised vehicles), followed by cars (38.6%) and taxis (12.5%).
Metro was only used for 6.7% of journeys in 2001 and just before
Transantiago was launched, it was estimated that Metro accounted
for 12% of journeys (G�omez-Lobo, 2009).

In 2006, Metro predicted a 250% increase in annual demand
with the launch of Transantiago and began preparing for its stock to
be used at full capacity, with occupation rates of six persons per m2
in its carriages, more than they had originally been designed for
(Metro Santiago, 2006). Similarly, Metro began designing a
comprehensive strategy to promote appropriate behaviour (good
manners, values such as tolerance and patience, tips for walking
through busy stations, what to do in an emergency, etc.) to instil the
culture of the “new system” in the “new user”.

In the nine years since Transantiago was introduced, users have
adapted to the new system and now use it regularly. The latest
survey carried out between May and June 2014 revealed that users
rated the system 4.4 (out of a total of 7.0). Although this is the same
as the rating given at the start of 2013, it is still too low (Public
Transport Directorate, 2014). The 2013 Management Report
confirmed that the city's public transport system serves 6.2 million
people in a city of approximately 6.8 million inhabitants (Public
Transport Directorate, 2013:21).

In mid-2014 Transantiago was affected by a series of incidents
such as the first cases of explosive devices in a Metro station and
electrical faults which resulted in evacuations where the estab-
lished protocols were not followed. Similarly, fares have increased
by almost 50%. $700 pesos per journey equates to a monthly cost of
$42,000 pesos, equivalent to 23.3% of Chile's minimum net salary
(Fundaci�on Sol, 2014). For the first time ever, users rallied together
and made public calls for fare evasion.

5. Emotions in movement, untrappable experiences

Asmentioned previously, thework of emotions does not operate
in a void, nor does it emerge in isolation. The capacity of emotions
to deploy themselves is a relational effect of multiple events, linked
to an individual's profile and a specific moment in time, the sur-
roundings and situation faced. Although it is difficult to fully un-
derstand the work of emotions, we need to track their effects and
describable traces, even if we cannot identify their essence or ul-
timate cause. In this respect, the work of emotions will be exam-
ined in terms of how they participate in and transform people's
practices, and how under similar journey conditions, emotions can
lead to completely different experiences and decisions.

This paper identifies moments when the work of emotions is
apparent in users' experiences, altering their choices and the way
they deal with the transport system. By means of an ethnographic
approximation, using shadowing methodology (Jir�on, 2011), we
attempt to see the work of emotions and situate these within the
context of users' daily lives. Thus, our analysis of the work of
emotions is interspersed by observations of the social dynamics
and relationships between passengers on public transport, given
that this mode of transport involves contact with others. It also
involved observations of the assemblage (Amin and Thrift, 2002;
Farías and Bender, 2010) between human and non-human ele-
ments given that the travel experience and possibilities for action
(Wilson, 2011) occur at the point where these heterogeneous ele-
ments (materials, interactions, emotions, etc.) overlap. As Thrift
argues, affect “acts both as a way of initiating action, a reading of
the sense of aliveness of the situation and an intercorporeal transfer
of that expectancy” (Thrift, 2005: 139).

Although shadowing methodology, which implies accompa-
nying users on their journeys, gives us an insight into users'
physical experiences during their journeys, we can never fully
comprehend the whole experience. Working on the assumption
that our knowledge will be incomplete and partial, we opted for
this methodology and it meant we could occupy the journey time
talking to users. These conversations ranged from their thoughts on
commuting every day to stories about their lives, families, friends,
hobbies and even their health. This proximity to users' lives
enabled us to position the shadowing experience in the context of
each individual and provided an array of interpretive tools which
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London's Oyster card.

M. Tironi, R. Palacios / Emotion, Space and Society 21 (2016) 41e49 45
would have remained unknown through simple observation.
Nevertheless, we are aware that this shadowing methodology does
not give us a full picture of the experience as it is lived by the users
themselves in their normal everyday lives, because the act of being
shadowed and interacting with the researcher completely trans-
forms the journey. However, this re-enactment of the daily journey
does allow us to visualise their journey, catch a glimpse of the
problems they face and try to understand their experiences.

In this context we are always moving in line with the in-
terpretations, not only ours, but the users' as well, given that we are
observing their travel experience and talking to them about it at the
same time. Shadowing methodology certainly helps us to be re-
flexive in our analysis of the users' narratives; however the chal-
lenge of reflexivity is that it also requires an understanding of
mobility in terms of “mobility turn” as it is known. This enables us
to dig deeper into the importance of fluidity, different scales and
situated context when it comes to interpreting travel experiences.

This paper is based on the analysis of eight shadowings carried
out during October and November 2013. The shadowings were part
of a larger research project which dealt primarily with data from 41
in-depth interviews with Transantiago users. In this paper, our aim
is to pick up on the wealth of the data gathered using this meth-
odology. The shadowing subjects were selected to represent the
broadest possible group of users in terms of economic income,
journey types, age and gender. All of the subjects were selected
from the group that was recruited for the interviews. The in-
terviewees were selected from a probabilistic sample in quotas
according to income. Candidates from this sample were telephoned
and filtering questions regarding their age, occupation and journey
type (long/short, with or without transfer) were used to select the
final interviewees. Subjects were shadowed on their journeys to
and from their place of work or study on a single day so that we
could observe typical daily experience.

In spite of the numerous studies about Transantiago that have
been carried out since its launch, which have dealt with users'
dissatisfaction with the service, we tried to avoid making any a
priori assumptions. We were led by the requests, descriptions and
emotions of the person who was being shadowed. This strategy
allowed us to not just experience the journey, but also participate in
it through questioning, pauses, reflections and digressions. The
premise, when choosing this methodology, is that the people we
shadowed on their daily commute have critical skills and are aware
of the actions, emotions and situations they experience when they
use Transantiago and are able to think beyond the stereotypes that
have become entrenched in public opinion.

In this paper we refer specifically to two types of experiences.
Firstly, experiences in which the effective atmospheres perceived
by users are primarily configured by external conditions that invade
individuals and make them feel helpless when confronted by their
affects. Secondly, experiences in which individuals maintain the
ability to proactively work their emotions, using them to construct
new possibilities in their daily mobility practices. We will see that
the experiences we analysed echo the experiences studied by Bissel
(2010) in his account of how the affective atmospheres of travel are
able to expand and encompass moments of ethical potential. The
key difference is that our observations refer to individual, not col-
lective experiences, although in both cases we see the idea of
emotions and affective atmospheres as facilitators and catalysers of
actions of change.

5.1. Emotions that enwrap you and make you suffer

�Alvaro is 65 years old and his daily commute takes one hour
from his house in La Cisterna district to the city centre. It is a
relatively easy journey in comparison with other commuters'
journeys which involve transferring from train to bus, waiting at
dark bus stops and walking through abandoned sites in order to
reach their homes. However, after accompanying �Alvaro on his
journey to work we can say he suffers from “commuter pain”. As
Bissell notes, the literature on commuter pain deals with com-
muters' stress from infrastructural disruption (Bissel, 2014).
�Alvaro's pain is linked to some of Transantiago's problems in terms
of infrastructure and functioning. But most of his pain comes from
what Bissel identifies as “slow creep transformations” (Bissel, 2014:
192) that build up day by day. In �Alvaro's case, this has built up over
the last twelve years, from Monday to Friday, travelling from his
home to the Agriculture Ministry where he works as an attorney.

“When I get to his house to begin our journey he is already
anxious because his wife and daughter have left for the Metro
station on foot and because they walk faster than him, they are
ahead. Arriving at the station he looks for them among the
crowds but cannot find them and with a gesture of defeat he
joins the end of the queue to top-up his Bip3 card. �Alvaro has a
bottle of water in his briefcase as he is afraid of fainting (his
daughter once fainted on the Metro), suffering low blood pres-
sure or overheating in the carriages during rush hour. He also
has some snacks with him - bananas, oranges, yogurt and
cookies - in case he misses lunch. He explains this to me as he
shows me his suitcase without any sense of shame for the fear
he feels about his forthcoming journey.” (Field notes)

People like �Alvaro feel “affected” and “overtaken” by being in
the Metro and in his particular case, he is able to describe and
recognise situations, atmospheres and emotions that invade and
affect him, both mentally and physically. The word he uses most
often when describing his journey is anxiety and he refers to his
commute as terrifying. As Helen Wilson describes, “ring tones,
music from headphones, crying babies, and offensive language
overlap and compete with each other, fade into the background, or
disrupt private thoughts to heighten nervous energies, which
might be made apparent through corporeal display e an in-
dividual's fidgeting, head-shaking, hand-wringing, foot tapping, or
exaggerated sighs” (Wilson, 2011). For �Alvaro the noise of the
crowd around him never fades away. During the journey �Alvaro is
constantly looking around, as if seeking out space between the
crowds of people in the carriage. He travels sat down, gripping onto
his briefcase and although he talks non-stop, he keeps coming back
to the same issue: the anxiety he feels when travelling byMetro and
the reasons for his suffering: “that's just how it is, and I prefer this
to having to use the car.” He and his wife decided to sell their car
because it was more expensive than using Transantiago, but also
because of the stress levels they were exposed to. Driving through
the congested streets in the city centre was as stressful as taking
public transport. All things considered, �Alvaro admits that he does
not know whether he will be able to cope with and adapt to the
stress that the introduction of new Metro lines will cause, because
he feels that additional lines will meanmore people use the system,
and consequently more anxiety for him.

All of �Alvaro's anxious movements, his edginess whilst aboard
the train, his plodding steps along the platform as he gets and
slowly climbs the stairs on his way to his office, are due to his sense
of tedium and his inability to give up his daily routine. He is close to
retirement and counting down the days. It is hard to separate the
form of his journey from his personal context and life story, yet
both of these factors join together in his experience of his daily
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commute. The time he spends travelling is part of his work time,
not his leisure time (Lefebvre, 1984); it is part of the system that
dominates his existence and is embodied in Transantiago.

�Alvaro has been making the same journey to the same job for
the same salary for many years. During this time, Santiago's Metro
has not always been as crowded as it is today. Yet this endless
repetition of the daily commute to work on public transport simply
perpetuates the sensation of pressure and drowning for people like
�Alvaro who are unable to find an alternative job. It is a “sensation of
prolonged, continuous force that cannot be suppressed by repeti-
tion” (Bissel, 2014: 198).

Miriam's case reveals situations of emotional overload, but in
her case exhaustion and stress are the main obstacles she has to
contend with. Miriam's daily routine is characterised by a sensation
of always being in a hurry, fighting against the clock, constantly
devising strategies to optimise her time, and in this daily battle,
Transantiago is, among others, partly to blame. This 50-year-old
woman lives her life calculating howmany minutes each section of
her journey will take, so any fault in the system means she will be
late for work. If her bus gets stuck in traffic or the train stops for
longer in a station, by the time she arrives uptownwhere sheworks
as a maid and nanny, she will be late. Also to blame is her employer.
Miriam's job involves looking after two small children so she
cannot leave her work before their mother gets home in the eve-
ning. Being part of this childcare chain makes Miriam's itinerary
even more complicated as it not only depends on the frequency of
the Metro and the speed of the buses, it also depends on other
people's schedules. If her boss arrives home late, Miriam will leave
later and her journey home will take longer because of the rush
hour traffic that gets worse with every passing minute. Within this
scenario of hurrying and exhaustion, Miriam tries to optimise her
daily commute to work which means basically getting a seat.

“When the platform gets busy, those who are keenest to get on
first begin to wait where they think the doors will open when
the train stops. The train arrives, the doors open, and these
people race into the carriage to get a seat. Miriam tries to get a
seat but is unsuccessful; she ends up holding onto one of the
hand rails and says: “it's like this every day; you have to fight for
a seat”. Later, a passenger who had been sitting down gets off
and Miriam takes his seat, surprised to have achieved her
objective.” (Field notes)

Getting a seat allows Transantiago users to at least try to
encapsulate themselves and differentiate themselves from the
mass of people around them. No sooner as she sits down, Miriam
opens her handbag, takes out her compact mirror and puts on her
lipstick. She remarks that when she began travelling during rush
hour, she used to try to read on the bus and train, thinking that this
might give her some headspace, but evenwhen she is sat down she
feels so mentally and physically compressed that it is impossible to
concentrate. She says that sometimes she flicks through the free
newspaper that is given out at the station or she shuts her eyes and
tries to have a nap but she is always aware of being in close prox-
imity to other commuters.

Miriam's inability to read during her journey, or even sleep like
many commuters do, is due to what non-representational theories
would describe as the transitions in personal corporal capacities to
affect and be affected that occur in and through the journey. “In
terms of their active forces, bodies affect in different ways; and in
terms of their passive forces, they are differently susceptible to
being affected. Since these capacities are experientially-altered, the
plethora of affective forces that constitute the specific material
environments which different commuters are part of e red lights,
sun rays, engine fumes, perfume whiffs, pavement rumbles, bird
squawks, to name but a few e will be evaluated differently by
different bodies as an increase or decrease in joy or sadness at
different times” (Bissel, 2014: 193).

Furthermore, Miriam's daily commute to work is a constituent
part of theway she exists in theworld. Hermobility practice creates
a kind of unevenness which is part of her everyday experience.
Mobilities are socially differentiated and therefore systems of
mobility are responsible for both intensifying and alleviating
different forms of inequality (Cresswell, 2006). Miriam is shaped by
her mobility practice, in it she sees herself as a very tired woman,
exhausted by her work, by having to transfer, not having a seat,
having to push her way through other people, the overcrowding
and going up and down stairs. She walks slowly but steadily,
because her body cannot move any faster, but with a definite sense
of purpose. When asked about what tires her most she replies:
“People's faces, people's faces tire me out.” Thrift (2008: 231) ar-
gues that particular affective atmospheres may diffuse through and
touch bodies which reminds us that bodies are open structures
affected by relations and affects in space. The emergence of a
particular affective atmosphere may bind passengers together as a
“sociality without determinate borders” (Massumi, 2002: 9), as the
following field note shows:

“Hearing Miriam's words, I look at the other passengers to try
and understand what she has said. I see faces hidden behind
caps and sunglasses, tired faces and furrowed brows snoozing,
faces gazing out of the windows, but I can't tell if they are
looking at the view or simply staring into the distance. Their
faces are as ravaged by the daily commute as Miriam's.” (Field
notes)

5.2. Abilities to affect

The idea that emotions are able to transform our perception of
the world in a propositional manner and open up possibilities to
individuals is not an experience shared by all of the passengers
using Transantiago. However, through some users' experiences we
see how emotions help them through the journey, making it less
onerous and, in some cases, productive. The affective atmosphere is
in some way constructed, affected by individuals so as to take
advantage of and create certain experiences. This ability to affect,
which involves the mind and body at the same time, gives Trans-
antiago users control over certain aspects of their journey, allowing
them to transform it in a creative way. According to B€ohme (2013),
establishing the conditions and atmosphere for certain things to
happen is part of its construction. This is certainly the case with the
friendship between Andrea and María, which has been cemented
through their journeys on Santiago's Metro.

Andrea uses the bus and Metro to get to work. The bus stop is a
five minute walk from her house and her journey takes one hour
twenty minutes. She is a shop assistant in a sports shop in the
centre of Santiago. Travelling by Metro to and from work is part of
her daily routine and lately her return journey has become an op-
portunity to meet up with an old childhood friend. María and
Andrea were at the same high school, they used to go out together
to parties and still saw each other quite often for the first few years
after leaving school, until they went their separate ways. Andrea
got married at the age of 21 and lost touch with Maria until six
years ago when they reconnected again. María's work is close to
Andrea's and about three times aweek theymeet up after work and
take theMetro home together. They chat and smoke as they walk to
the station, pausing to watch some young street dancers in the
Plaza de Armas and the many artists painting in the area. This is a
timewhen they tell each other stories about their day at work, their
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latest romances and what's troubling them at home. Andrea and
María are both divorced and have children. Andrea has a nine year
old son, Vicente, who takes the school bus every morning before
she leaves for work. In the afternoons he goes to his grandparents'
who live in the same apartment block. Andrea picks him up in the
evenings; often he is already fast asleep in his pyjamas. Although it
is hard for Andrea seeing so little of her son and having to work so
late, she feels optimistic about her life; she plans to continue
working at the shop while studying to become a bank clerk and she
is happy to be getting her social life back, which had been put on
hold since her marriage. Her friendship with María lifts her spirits
and adds to the optimism she feels about her future plans.

During the journey home Andrea is affected by a positive at-
mosphere, although sometimes she still feels tired and stressed. As
Anderson (2009) states, affective atmospheres are typically
ambiguous; they oscillate between presence and absence, the
defined and the vague, the objective and the subjective. Andrea is
open to the possibility of connecting with the atmosphere that
surrounds her and making the best of her journey. To a certain
extent she is positively disposed to her surroundings and in this
respect her travel experience seems to be less onerous:

“Returning home on the bus after saying goodbye to her friend,
Andrea looks tired but cheerful. On the bus there are young
men, elderly people and few women. Two young buskers get on
the bus at the same time as us. The atmosphere on the bus is one
of celebratory defeat because the Chilean national football team
lost their World Cup qualifying match this evening. A group of
four people are drinking beer; there are lots of empty cans on
the floor. Gradually the passengers on the bus begin singing
along with the buskers. We are standing up, the bus is full, it is
after ten o'clock at night and Andrea is laughing and singing.”
(Field notes)

Andrea shares her journey with many other commuters and
their experiences of the affective atmosphere in which they find
themselves are very different and subjective. Although emotions do
not necessarily structure travel practices in a categorical way, they
have the potential to modify them. Physical sensations of comfort
or discomfort, feeling too hot or too cold, trapped or free, are ex-
periences that are unique and personal, even if they are shared by
many passengers. Nevertheless, subjective emotions are inter-
twined with affective atmospheres which have the potential to
make the sense of the collective emerge. As Wilson (2011) remarks,
“we might see how temporary bonds of passengering might form
between strangers through contingent and situated activity” e

such as Chile's defeat in the football match e and these temporary
bonds demonstrate the way in which conviviality operates through
affective registers (Bissel, 2010).

On a different note, emotions can work more subjectively than
collectively. “If emotion is concerned with the subject, affect on the
other hand is not bound to particular individual bodies” (Bissel,
2010: 271). Rodrigo's daily journey may help us to understand
how he manages his emotions to work on his side. An important
aspect of his journey byMetro is managing to not fight with anyone
on the way. His responsibilities in life are still limited to studying
and passing his university exams. He is 18 years old, lives at home
with his parents, has a girlfriend, enjoys listening to music and
going out, and admits that he is a bit of a troublemaker. He tries to
avoid conflicts so decided a while ago to not travel byMetro during
the rush hour. On several occasions he almost ended up in a fist
fight with another passenger as a result of someone stepping on his
foot or bumping into him or vice versa. He cannot bear over-
crowded carriages or platforms, the heat and the smell of body
odour. He says that other people bring out his inner animal;
everyone is frantic, stressed, irritated and jostling. In an attempt to
get some space, he opted to walk home on Wednesdays. His walk
has become a ritual he shares with a friend: they meet up when
college finishes, they smoke a joint and then set off. After a few
blocks they smoke a cigarette and another joint when they are half-
way home. Every week they take a different route, choosing
different streets and parks to reach their destination. They chat as
they walk, eyeing up attractive women they pass. When they
eventually go their separate ways, Rodrigo listens to music on his
headphones and thinks. Rodrigo's walk is, to some extent, the result
of his irascibility and the anxiety he felt at having to travel byMetro.
He decided to stop travelling by Metro so he could nurture his
imagination by being outside and moving freely. He seeks the
outdoors as matter (Bachelard, 1958) to construct an atmosphere in
which he feels comfortable.

Unlike �Alvaro, Miriam and Andrea, Rodrigo can choose to not
travel during rush hour, to walk or take the bus if he wants to look
out the window. Transantiago users with more flexible working
hours experience the transport system in a totally different way to
those who face the pressure of getting to work on time. Even so,
emotions play a significant part in the choices made by users who
are able to choose. Similarly, decisions derived from travel experi-
ences such as waiting for a friend to travel together in Andrea's
case, carrying a briefcase in �Alvaro's case, or walking for over an
hour in Rodrigo's case, are all enveloped and criss-crossed by
affects.

The backdrop to every users' decisions is the way the Trans-
antiago system functions: the routes, the location of stops, the
coverage of Metro lines, the transfers required to get from A to B.
Focusing on the way in which these macropolitical decisions that
determine the system are inevitably intertwined with micro-
political dimensions that are related to “the more complex, emer-
gent distribution of forces that play out in unpredictable ways from
moment to moment, altering powers of existence” (Bissel, 2016:
400) is the key to understanding many of the system's failures. The
aggressive way that passengers fight for a seat on the Metro or
buskers use Transantiago spaces as a place of work, are all related to
thesemicropolitical dimensions. It is in these dimensions that users
configure their mobility experiences. Decision making, and even
the experience of the limitations to decide, are linked to these
micropolitical dimensions. It is in these dimensions where matters
such as “what kind of person one is to become, what sort of self is in
the making, what kind of a world is one making” (Dewey, 1994:
143) are enacted.

6. Conclusion

In this paper we have tried to recreate the daily challenges faced
by Transantiago users which involve different types of decision
making (McCormack and Schwanen, 2011). By revealing what
motivates users, what makes them feel tense, what mobilises or
paralyses them, we have shown how decisionmaking is involved in
many aspects of an individuals' journey, not just in choosing which
mode of transport to use or which route to take to reach their
destination. We have highlighted the role played by emotions and
affective atmospheres in the uniqueways that individuals deal with
these challenges. Our aim has not been to interpret these as
anecdotal events experienced during the journey, but as a testa-
ment to the way in which emotions and affects shape the ways in
which individuals choose to use the system. The work of emotions
that we observed reveals the plurality of the singular strategies
developed by the subjects, responses that are always different and
are the product of the multiple positions and abilities that each
subject possesses and with which they are able to emotionally
manage and enact their travel experience with the transport
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infrastructure.
Transantiago users' travel experiences are shrouded by the am-

biguity and elusive nature of the affective atmosphereswhich affect
many users' decisions and practices. However, rather than trying to
establish where these affective atmospheres come from, for
example from the constructed surroundings or an individual's
subjectivity, we have emphasized the relational, performative and
situated nature of affective atmospheres. Although they are invis-
ible, the perception and penetration of certain atmospheres can
define people's capacity to feel and act, and as we have tried to
show here, predisposes certain attitudes and arrangements to-
wards the transport system. This means that the way in which the
Transantiago system is enacted and finally experienced by users is
related to decisions distributed among many actors. The extent of
this distribution “is material e semiotic and multiscalar in char-
acter” (McCormack and Schwanen, 2011: 2807). We have shown
through our empirical cases how decision making is a process that
occurs on many scales, that decisions are often linked with emo-
tions and affective atmospheres, so decisions are ‘potentiality for
process’, therefore they cannot be assigned to a specific individual.4

Similarly, in our account of the way in which affective atmospheres
affect passengers' ability to affect, we have shown the importance
of observing the space in which this process occurs. This means
paying attention to the physical space where decisions are made
and not just the temporal moment (as is the case with discrete
choice models).

While “being affected” may seem like an experience in which
users suffer the conditions of the system, it is actually something
that occurs when certain personal dispositions come into contact
with the surroundings. Users' biographies, their routines, possi-
bilities and expectations, are linked to the way in which they are
affected. Being physically tired after a hard day's work, having
problems at home or a poorly paid job are conditions that generate
a specific link with the transport system, the way it is used and the
decisions made. Thus, subjects always generate unique emotional
responses depending on the resources available to them and the
daily problems and demands that arise from their travel experi-
ence. Through our ethnographic account we have showed how the
subject as decision maker is not a sovereign entity, which raises the
question of how transport systems are related to how people un-
derstand themselves in their mobility experiences.

We observed that in many cases people described themselves as
“invaded” by certain emotions and affective atmospheres; subjects
that perceive their emotions and experiences as consequences of a
threatening socio-material surrounding, thus adopting a position of
being affected. As subjects they are trapped by certain emotions,
incapable of proactively managing these situations. However we
also found subjects who work their emotions in such a way that
these become a resource, a trigger to create and open up new
gratifying possibilities that are in many cases compensatory.

By adopting a perspective which recognises that emotions are
co-constructed in a relational and socio-material manner; their
elusive nature, the impossibility of understanding them, defining
where they come from and how they appear, becomes even more
apparent. In this respect, by acknowledging thework of emotions in
every experience, particularly in our observations of mobility ex-
periences which involve multiple types of decision making, we see
that each journey by public transport is unique, even though it is
part of a mass practice in a contemporary metropolis. Similarly, if
we consider infrastructures as assemblages and recognise that they
4 See Derek P McCormack and Tim Schwanen's reflexion on Whitehead's
explanation of ‘actuality’ as the decision amid ‘potentiality’ (McCormack and
Schwanen, 2011: 2807e2808).
have an emotional dimension which is enacted through contact
with users, we can identify conditions within the system that were
latent before being activated. Attributes such as smells, tempera-
ture, noise levels and the expectation from users that these attri-
butes will be endlessly repeated, complement themateriality of the
construction of every journey experience. These insights may open
new avenues for policy makers in addressing concerns such as fare
evasion, dissatisfactionwith the service and claims for social equity.

In addition, by highlighting the importance of the work of af-
fective atmospheres and recognizing their elusive nature, we can
distinguish common features within each of the different experi-
ences, which help clarify some of the possibilities for the enactment
of urban infrastructures. Considering these findings is central to
defining the system's limits in terms of its capacity and the social
consequences for transgressing these limits. It is particularly
interesting to observe different forms of enactment collectively.
Mobility practices still need to be classified when planning trans-
port systems and experts need to take a broader view of these
different forms of enactment. This approach will lead to other
possible outcomes and reveal the unpredictable nature of certain
situations alongside the social features they share. As Bissel (2010)
suggests, exploring the affective atmospheres which give rise to
sociability on public transport not only allows us to understand
how certain perceptions, dispositions and possibilities are trans-
mitted, but also show the effects of these pre-discursive situations
in terms of the configuration of the actual socio-technical system.

Similarly, it is important that planners observe the relational
and performative condition of infrastructures and their importance
in users' daily lives. More attention needs to be paid to the invisible
conditions contained within infrastructures and to the users of
these systems. This perspective rejects the view that users' indi-
vidual idiosyncrasies are merely the consequence of material or
structural conditions, observing instead how emotions and affects
not only produce states and atmospheres, but also organize sub-
jects' potential responses. Individuals that use Transantiago every
day are not just the end product of their emotional states; their
emotions need to be understood relationally and in terms of how
they affect their surroundings and the types of interactions they
establish with other entities.
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