


  

Academic project conducted by UCL of interest to 

TfL 

1. Explore customers feeling about automated cars and trains 

2. Understand degree of trust (defined as safety, reliability 

and security) in automated cars and trains 

3. Explore related concerns that undermine trust in 

automated trains 

4. Identify specific factors that would address concerns  

 

Research objectives outlined in briefing document 
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Customers using ‘driverless’ terminology and relate  

it to DLR and automated cars 

“Innovative…Driverless, is that a 

word?” 

Pioneer 

“Driverless cars is just a cheaper 

version to a taxi?” 

Follower 

“Its quite normal. The DLR is 

automated.  The DLR has always 

been driverless?” 

Follower 

“That’s not a bad point actually, 

because if it’s driverless then yeah 

why can’t they run 24 hours.” 

Pioneer 

“I think just like this gentleman said, if it was all 

driverless cars on one road then I don't think I'd 

have a problem with it. But it's a mixture of both and 

the unpredictability of humans that would worry me.” 

Pioneer 

“I know that Google and other companies are 

trialling completely driverless cars, but other car 

companies out there are all in it. I've already 

mentioned the parking.”  

Follower 
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Multiple variables associated with cars elevates  

degree of risk and dislike 
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“It is already happening but for 

cars. I just think there’s too 

many variables for cars.” 

Follower 

“There’s lots more variables to 

take into consideration whereas 

a train runs on a track.” 

Follower 

“I don’t actually like the idea, I think it 

could be very dangerous.” 

Pioneer 

Practical, emotional and financial concerns emerge relating to 
  

Ease of use 

Potential for software error 

Mix of auto/non-auto vehicles 

Pedestrians 

Complexity of roads/traffic  

Temporary roadworks/lane closures 

Negotiating bikes/motorbikes 

Practical Emotional 

Risk of collision 

Fear of other driver behaviour 

Can’t replicate human instinct 

Technology taking over 

Laziness 

Relinquishing control behind the 

wheel 

Boring 

Financial 

Cost of vehicles 

Cost of updating software 

Insurance claims 

“It’s a silly idea – safety being the 

factor.” 

Pioneer 

“The boredom of sitting in a 30mph 

robot.” 

Pioneer 
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Respond to unattended automated trains on two levels 

Negative emotional response initially occurs with fully unattended automated 
trains  

What if the train breaks down in the tunnel? 

What if there is anti social behaviour on the train? 

What if I’m under threat? 

What if there is a terrorist attack? 

Benefits: 

Safer 

Increased efficiency 

Increased reliability/delays 

They move on tracks 

Not reliant on train staff 

Reduce strikes 

24/7 service 

Modern service/London image 

Airy and spacious 

Primary response 

is highly emotional 

and cautious 

 

Secondary response 

is more logical, 

considered and 

positive 

Concerns: 

Fear 

Being abandoned 

Being alone 

Without guidance 

What do the train drivers do in these cases 

anyway? 

Drivers don’t get actually get out of their cabin 

Reassure via intercom 

Radio ahead for help 

Would help evacuate in emergency 









Degree of surprise when reveal that some of London 

Underground trains are already partially automated 
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Not a concern that parts of 

the current network are 
automated 

If fully automated services can fulfil that 

then limited barriers exist 

Safe Reliable 

Quick 

“I just felt like in our day to day lives catching the Tube, we 

don’t ever think about whether there’s a driver on the 

train.”  

Pioneer 

“Actually I'm rushing to work so I'm not 

really thinking no-one is driving that train. 

Pioneer 

Focus on end benefit vs. 
operational issues 



























Next Steps 
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