








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 ldeas were developed Over the course of four focus This left us with 6 concepts to
knowledge around bus use, across six key opportunity groups, 12 concepts were work up and take into quant
challenges and current areas identified in the reduced and refined off the validation:
initiatives. knowledge alignment: back of customer feedback.
Routine Live disruption Comfortable
information information bus stops

12 core concepts were built
from these ideas and
refined for customers to Comfortable Safer bus Connected bus
review in the next stage bus design journeys



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

Director at UCL Centre
for Transport Studies

Head of Product at

Zipcar (now Eurostar)

Brunswick University of
Technology, Germany

Futurologist at a global

consultancy

Head of Innovation at
East West Railway

L . and Reading Buses
Specialist opinions are shown

throughout this report

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



Summary

Customers see buses playing a key role in a future London — an inclusive service for a greener, less congested
London. Ultimately, TfL need to build confidence in the experience of taking the bus. This can be executed
through information, developing trust in a safe environment, and creating expectations of a comfortable
experience at the stop and once on the bus.

» Customers are now accustomed to highly accurate real-time information in all areas of their lives, making
accurate, live information crucial to give customers a sense of control over their journeys.

« Waiting for the bus is spoken about as the most negative part of bus journeys and should be prioritised in
future improvements, so customers feel supported throughout the journey.

« Simple measures like lighting help create a sense of a safer environment, more effectively than customer help
points — and can have a significant impact to allay safety concerns.

The three concepts we recommend taking forward for further development all speak to these needs: live
disruption information, comfortable bus stops and comfortable bus design.
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Using Kano methodology to build on the existing TfL hierarchy of
needs, we delved deeper into specific elements of each concept

We tested a range of elements from the concepts (as well as a number of other elements that were
not part of the concepts) to classify them into the 4 Kano categories

DELIGHTERS
Make people feel
good about bus

CRITICAL SUCCESS
FACTORS
Improve performance
to drive appeal

INDIFFERENT
Features that customers are not
particularly interested in either way;
do not prioritise

HYGIENE FACTORS
Eliminate pain points and
maintain standards
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The demand for “live” information has strong appeal

Accurate, live bus information Accurate, live information when things go wrong
You'll be able to track the live location of your bus on a map See disruption and diversions on a map
How long it'll take to get to your destination Push notifications will proactively suggest

alternative routes
























People did not understand how the help points could support them

In a moment of iImmediate 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?’

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

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


































































Appendix










Better connections, reliability and journey times concepts were not
taken for further validation

We know that customers want these things to happen, but they are largely operational decisions

Local network with more More like the tube More direct bus routes | Buses are a priority

services and different on the roads

types of services to meet Better connections Fewer stops

local needs More intuitive route numbers Some passengers may All bus lanes are 24 hours
. Better intearation with other need to walk a bit further to Priority for buses on roads
Expgnsmn of more routes modes o access the stop for the at every junction
(I;uts;de :;lf t;)W" chentres direct routes Bus only roads
outes that reach more
residential areas
Better links for retail and
leisure journeys

Concepts taken forward for validation focused on the elements not constrained by operations
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