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A multistage process that tells us what current and potential 
customers want from buses in the near future

Knowledge alignment ‘Concepting’ Workshop Greenhousing day Concept validation

Consolidating existing 
knowledge around bus use, 

challenges and current 
initiatives. 

Ideas were developed 
across six key opportunity 

areas identified in the 
knowledge alignment: 

Better 
information

Better 
journey times 

& reliability
Better 

facilities

Better 
connections

Better 
comfort

Better 
personal 
security

12 core concepts were built 
from these ideas and 

refined for customers to 
review in the next stage

Over the course of four focus 
groups, 12 concepts were 
reduced and refined off the 
back of customer feedback.

Routine 
information

Live disruption 
information

Comfortable 
bus stops

Comfortable 
bus design

Safer bus 
journeys

Connected bus

This left us with 6 concepts to 
work up and take into quant 

validation:
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During this process, we also consulted with specialists to provide 
insight for future-proofing the bus offer

Knowledge alignment ‘Concepting’ Workshop Greenhousing Concept validation

PHD researcher at 
Mobility Institute and 

Brunswick University of 
Technology, Germany

Futurologist at a global 
consultancy

Head of Product at 
Zipcar (now Eurostar)

Director at UCL Centre 
for Transport Studies

Head of Innovation at 
East West Railway 
and Reading Buses

Due to 
timing of 
these 
interviews, 
impact of 
COVID-19 
on future 
trends was 
also  
explored 
with these 
specialists

Specialist opinions are shown 
throughout this report
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The demand for “live” information has strong appeal
Most like the prospect of live information when things go wrong. Though some ‘extra’ information 
features are delighters now, they could well become expected critical success factors in the future 

You’ll be able to track the live location of your bus on a map

Accurate, live bus information

How long it’ll take to get to your destination

Accurate, live information when things go wrong45%

45%

36%

52%

35%

33%

See disruption and diversions on a map

Push notifications will proactively suggest 
alternative routes

HOTSPOTS Looking at this idea in more detail, please click any elements of the description that you find appealing, and that that you find unappealing
Base | Total (2417), Routine information (403), Live disruption information (401), 

Routine & disruption info
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People did not understand how the help points could support them 
in a moment of immediate danger
Introducing help points at bus stops doesn’t answer the need to reassure customers that their safety is 
protected; its function is after the fact, rather than preventative

‘How would it 
help you if you 
used it when you 
were harassed 
by someone? 
Would they be 
able to respond 
immediately?’

‘Not sure how a help 
point can help 
anyone feeling 
unsafe or in any 
immediate danger’

‘Person or bot?’

‘How is your 
query 
acknowledged? 
How soon do 
they get back to 
you? How do 
they get back to 
you? Through 
the machine?’

Safer bus




































































