
Jacques Maitland 

Pim Van Den Top





- There are many moving components to 

a customer journey. 

- People will struggle to access transit if 

there are no quality transit and active 

mobility solutions within the catchment. 

- It is important to have holistic design of 

customer experience from origin to 

destination 

1. The station experience incorporates access, 
waiting, egress, and various components of 
customer experience 

2. The catchment experience travelling to and 
from the station (first and last leg) 

3. The network experience provides the ability 
to go places and do things, connecting 
customers from one neighborhood to the 
next. 



This growth needs to achieve 
multiple goals….



The NPS-UD is a strong first step

Source: MHUD



Opportunities 
for an integrated 
approach



Policies, plans and strategies exist 
at: 
- The station level 
- The catchment level
- The network/regional level

To better understand this, we 
need to visual all these policies, 
plans and strategies happening at 
all the levels. 

This demonstrates the complexity 
of developing transit-oriented 
communities and the need for an 
integrated assessment tool 



An integrated assessment tool 

- The tool allows public and private 
stakeholders to better collaborate 

- There are various organisations that have 
different roles and functions 

- Allows the various actors and stakeholders 
to begin to see the bigger picture 

The next steps..
- The key outcomes of the study could be 

used to inform: 
- Policy 
- Business Cases 
- Funding directions for various 

organisations 
- And more!

- Plays a part in the long journey towards 
thriving communities around transit in 
Tāmaki Makaurau 
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Key metrics for each wedge

6 metrics within this wedge, covering:

• Frequency (RTN and feeder)
• Service hours
• Transfer Experience
• Access to rest of RTN network 

Each wedge has their own set of 
metrics, for over 30 metrics total! 
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High level findings and interventions



Further Information and Readings… 

The original inspiration for the 
adapted butterfly model 
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