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WHAT NOT TO DO 



HEART ATTACK HILL 
CORONARY RISE 
etc

Waikato Times article



FOCUS ON THE 
PASSENGER 





CUSTOMER SERVICE
VERSUS 

CUSTOMER FOCUS



Customer 
Focus

PlanningOperations



Customer 
Focus

PlanningOperations

Research
Stakeholder engagement 

Passenger communications
Marketing 
Analysts

As well as the traditional customer 
service roles



ENGAGEMENT







DOES IT WORK?







HEART ATTACK HILL 
CORONARY RISE 
etc

Waikato Times article



ENGAGE ANALYSE COMMUNICATE
COMMUNICATE

AGAIN 

BUS ROUTE CHANGES DONE RIGHT BUS ROUTE CHANGES DONE RIGHT 
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FROM THIS               TO THIS


