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TH
ESE SER

V
IC

ES A
R

E…

FLEX
IB

LE
PER

SO
N

A
LISED

R
ESPO

N
SIV

E
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itizens expectations 

have been raised…
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Public services are 
*beginning* to do 
the sam

e…



FU
TU

R
EG

O
V

B
ut is this enough?
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O
ur solutions 

are technocratic 
not user centred.



It is tim
e to 

change all that



A
s th

e
 d

e
live

re
r o

f p
u

b
lic se

rvice
s, it is e

ve
n

 m
o

re
 e

sse
n

tial 
fo

r g
o

ve
rn

m
e

n
t to

 ad
o

p
t th

is ap
p

ro
ach

 in
 o

rd
e

r to
 e
ff

e
ctive

ly 
h

e
lp

 th
o

se
 w

h
o

 are
 o

fte
n

 th
e

 m
o

re
 vu

ln
e

rab
le

 m
e

m
b

e
rs o

f 
o

u
r co

m
m

u
n

itie
s an

d
 w

h
o

 m
ay b

e
 d

e
p

e
n

d
e

n
t o

n
 g

o
ve

rn
m

e
n

t 
in

te
rve

n
tio

n
s an

d
 su

p
p

o
rt to

 ach
ie

ve
 b

e
tte

r life
 o

u
tco

m
e

s.
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Re-D
esigning 

Re-Structuring  
Re-B

ooting 
PU

B
LIC

 SER
V

IC
ES
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M
eet D

aniel. 

H
e can’t aff

ord to 
travel by U

ber.
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A
 D

A
Y

 A
S A

 CO
M

PA
N

IO
N

U
nderstand the challenges and 

frustrations for D
aniel and gain 

experience as a helper.
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Like m
any, D

aniel finds it 
intim

idating and difficult 
to com

m
ute by public 

transport.

PR
O

B
LEM
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1.36M
people live in N

SW
 w

ith som
e form

 of disability

564K
have access to public transport but still D

O
N

’T use it

83%
N

SW
 train custom

ers have access to w
heelchair 

accessible stations
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H
ow

 m
ight w

e m
ake 

public transport m
ore 

accessible for D
aniel?
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W
e pair w

illing com
m

uters 
w

ith people w
ith a disability 

to m
ake com

m
uting by 

public transport m
ore 

approachable and less 
stressful.

SO
LU

TIO
N
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H
O

W
 IT W

O
R

K
S

H
elpers 

(volunteers)
from

 organisation’s 
C

SR program

Travellers 
(people w

ith 
a disability) 
supported by local 
travel training 
providers

Providing a 
seam

less w
ay 

to connect

LEN
D

 A
 H

A
N

D
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BEN
EFITS

O
rganisations 

supporting volunteering 
for their em

ployees

Flex
ib

le 
volunteering 

op
tions

O
rganisations 

supporting people 
w

ith disabilities

Em
p

ow
er 

indep
endence

O
rganisations 

providing travel 
training program

s

Em
p

ow
er 

indep
endence 

&
 free up

 
resources

State  
governm

ent,  
Transport for N

SW

R
educe cost
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JO
IN

 U
S!

H
elpers

Travellers
LEN

D
 A

 H
A

N
D

+
+

Register your interest          bit.ly/lend-hand
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U
ber doesn’t com

e 
for M

argaret in 
rural Suff

olk
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C
H

A
LLEN

G
E

A
 p

latfo
rm

 th
at allo

w
s p

e
o

p
le

 to
 e

asily 
b

o
o

k fle
xib

le
 an

d
 aff

o
rd

ab
le

 lo
cal 

p
u

b
lic tran

sp
o

rt in
 ru

ral are
as. 
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PH
A

SE 1 
D

IS
C

O
V

E
R

Y
 

U
n

d
e

rstan
d

 w
h

at it’s like
 

to
 b

e
 a tran

sp
o

rt p
ro

vid
e

r, 
an

d
 w

h
at it’s like

 to
 live

 
an

d
 trave

l in
 a ru

ral are
a. 

PH
A

SE 2 
D

E
F

IN
E

 &
 S

H
O

W
 

A
 C

O
N

C
E

P
T

 

D
e

sig
n

e
d

 th
e

 co
n

ce
p

t fo
r a 

d
ig

ital d
e

m
an

d
 re

sp
o

n
sive

 
tran

sp
o

rt se
rvice

. 
D

e
ve

lo
p

e
d

 p
ro

to
typ

e
s to

 
te

st d
e

m
an

d
. 

PH
A

SE 3 
T

R
IA

L A
 R

E
A

L 
S

E
R

V
IC

E
 

Live
 te

stin
g

 o
f a se

rvice
 

w
ith

 fu
rth

e
r d

e
ve

lo
p

m
e

n
t 

to
 te

stin
g

 A
lp

h
a at an

 
in

cre
ase

d
 scale

. F
in

ally, 
trailin

g
 a se

rvice
 w

ith
 

m
u

ltip
le

 ro
u

te
s an

d
 

p
ro

vid
e

rs to
 scale

 u
p

 to 
a live

 se
rvice

.

D
ISC

O
V

ERY, D
EFIN

E, D
ESIG

N
, D

ELIV
ER
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U
SER

 R
ESEA

R
C

H

Provider Research   
to

 u
n

d
e

rstan
d

 w
h

at it is 
like

 as a tran
sp

o
rt 

p
ro

vid
e

r

U
ser Research   

to
 u

n
d

e
rstan

d
 w

h
at it is like

 to
 

trave
l in

 a ru
ral are

a, w
h

at 
fru

strate
s p

e
o

p
le

 m
o

st
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U
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D
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STA
N

D
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H
AT IT IS LIK

E TO
 U

SE A
N

D
 TO

 R
U

N
 A

 
SER

V
IC

E FR
O

M
 B

O
TH

 SID
ES
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U
N

D
ER

STA
N

D
 W

H
AT IT IS LIK

E TO
 TR

A
V

EL IN
 R

U
R

A
L 

A
R

EA
S, W

H
AT FR

U
STR

ATES PEO
PLE M

O
ST

A
nn | late 70s | D

R
T user  

A
n

n
 live

s alo
n

e
 at N

o
rth

 F
am

b
rid

g
e

, th
e

 D
e

n
g

ie
 are

a. S
h

e
 is 

active
 in

 lo
cal co

m
m

u
n

ity an
d

 u
su

ally o
rg

an
ise

s trave
l fo

r h
e

r 
n

e
ig

h
b

o
u

rs to
 g

o
 sh

o
p

p
in

g
 to

g
e

th
e

r. 

“I don’t understand w
hat is D

R
T. 

B
ut I like m

y driver K
en w

ho I can 
phone and book a trip for m

yself 
and m

y neighbours. W
ith out it, I 

am
 stuck!”

Insight 

•
M

o
st p

e
o

p
le

 d
o

n
’t u

n
d

e
rstan

d
 D

R
T

 i.e
. p

ro
vid

e
r, p

asse
n

g
e

r 

•
O

ld
e

r p
e

o
p

le
 n

e
e

d
 h

ig
h

-to
u

ch
 an

d
 assiste

d
 se

rvice
               

(e
.g

. sin
g

le
 p

o
in

t o
f co

n
tact th

ro
u

g
h

 o
u

t)



FU
TU

R
EG

O
V

U
N

D
ER

STA
N

D
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H
AT IT IS LIK
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A

N
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R
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O
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ID
ER

D
avid | late 50s | D

R
T driver  

D
avid

 w
o

rks as a p
art-tim

e
 D

R
T

 d
rive

r sin
ce

 h
e

 re
tire

d
 th

re
e

 
ye

ars ag
o

. H
e

 re
ally e

n
jo

ys th
is jo

b
 b

e
cau

se
 o

f th
e

 fre
e

d
o

m
 an

d
 

th
e

 p
le

asu
re

 h
e

 g
e

ts fro
m

 p
asse

n
g

e
rs h

e
 m

e
e

ts. H
e

 b
e

lie
ve

s 
h

is se
rvice

 w
ill m

ake
 a d

iff
e

re
n

ce
 to

 p
e

o
p

le
’s live

s. 

“W
e are the protectors of the 

brand, w
e look after people and 

they are very im
portant for m

e…
 It 

is their social life, if they w
ere to 

lose it, it w
ill be very sad.”

Insight 

D
rive

r as a ke
y to

u
ch

p
o

in
t fo

r th
e

 se
rvice

 h
as sig

n
ifican

t ro
le

 to
 

p
lay in

 o
ld

e
r p

e
o

p
le

’s life
. T

h
e

y b
e

co
m

e
 th

e
 in

fo
rm

atio
n

 p
o

in
t, 

an
 assistan

t, an
d

 a tru
ste

d
 frie

n
d

.
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W
H

A
T A

R
E TH

E D
IFFER

EN
C

ES
?

TH
E 

S
ER

V
IC

E 
U

S
ER

S

TH
E 

S
ER

V
IC

E 
U

S
ER

S

A
 P

LA
TFO

R
M

 
EN

A
B

LED
 B

Y
 D

IG
ITA

L

- C
ouncil as a service broker, com

m
issioner and provider.

- C
ouncil is reactive to user needs and m

arket change.
- B

undled budget (dem
and.)

- S
uppressed dem

and.
- U

nderutilised and disjointed supply.
- N

o visibility of data.
- Lead by tech availability.

- C
ouncil as a platform

.
- C

ouncil is proactive w
ith future vision and enables change.

- U
nbundled budget (dem

and.)
- Em

pow
ered dem

and.
- Efficient, connected and user-driven supply.
- O

w
ner and dissem

inator of data.
- The lead of tech design and build.

A
S

 IS
TO

 B
E
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“To Be” Experience M
ap | To

ta
l Tra

n
sp

o
rt S

e
rvic

e
 P

ro
to

typ
e

Essex & Suffolk County Councils 

D
ISC

O
VER TH

E SERVIC
E

M
argaret finds out about the service after 

seeing an advertisem
ent at Tesco. She 

checks out the website and downloads the 
m

obile app.

FIN
D

 / C
REATE A JO

U
RN

EY

The service seem
s easy to use, so M

argaret 
decides to try a trip to town over the 
weekend. She enters where she’d like to be 
picked up and dropped off, when she’d like 
to travel, and how flexible she’s willing to be 
with her travelling tim

e. 

C
H

O
O

SE A JO
U

RN
EY

Based on what she’s entered, the service 
shows her a range of available options, 
including buses and DRT. She chooses one 
that works for her: an on-dem

and, shared 
m

inibus that will pick her up at hom
e.

TH
E FU

TU
RE VISIO

N

SERV
ICE 

PRO
PO

SITIO
N

W
H

A
T TH

E SERV
ICE D

O
ES

This service offers local, on-dem
and, shared 

transport for people in rural areas w
ho 

currently lack access to public transport.  

By encouraging passengers to share services 
and be flexible about their journeys, the 
service helps balance the convenience of a 
taxi w

ith the cost of a tim
e-tabled bus.

A
 tool like this w

ould enable an estim
ated 

400,000 people in rural Essex and Suffolk 
to access a greater range of services, 
including health, education, em

ploym
ent and 

leisure. 

W
H

Y
 IT’S IM

PO
R

TA
N

T

Benefits fo
r service users

•
 Easier connection to nearby tow

ns
•

 The convenience of a taxi w
ithout the cost

•
 G

reater frequency of service provision 
throughout the w

eek 
•

 G
uaranteed seats

•
 M

ore convenient transitions to other 
m

odes of transport
•

 Personalised service based on individual 
need

•
 Increased independence 

•
 M

ore access to a greater range of 
services

Benefits fo
r service p

rovid
ers

•
 Increased dem

and visibility
•

 Better vehicle and driver utilisation
•

 Reduced cost to operate
•

 Real-tim
e insight into rider dem

and
•

 H
igher driver job satisfaction

•
 Increased revenue &

 business grow
th

•
 M

ore access to data

Benefits fo
r the co

uncil
•

 D
irect savings through reduced subsidy of 

bus passes and hom
e-to-school and social 

care transport provision
•

 Reduced public sector spend on health 
and social services

•
 Increased resident satisfaction

•
 Better service delivery and im

proved 
outcom

es at a low
er cost than current 

provision

Benefits fo
r the co

m
m

unity a
nd

 the 
lo

ca
l eco

no
m

y 
•

 M
ore open m

arket for new
 providers

•
 Increased em

ploym
ent

•
 M

ore active residents
•

 G
reater com

m
unity resilience 

•
 G

row
th to local econom

ies
•

 Reduced car use and related 
environm

ental benefits

SU
FFO

LK | H
A

LESW
O

RTH

PA
SSEN

G
ER

 
STO

R
IES

M
a

rg
a

ret
40 | d

o
 no

t d
rive, d

o
 no

t use D
R

T | H
a

verhill

“It’s very difficult if you don’t have a car -— you can’t be 
spontaneous. I can’t do anything in the evenings. A

t the m
om

ent m
y 

choices are restricted by the transport that’s available.”

M
argaret lives in a village near H

averhill. She studies finance and m
anagem

ent part-
tim

e at a local university, and likes borrow
ing books at the library.

W
ithout a driver’s license, it’s hard for M

argaret to get w
here she needs to go. H

er 
classes are three days per w

eek, and she’d like to visit the library on her ow
n schedule, 

but the single bus that serves her village only runs on W
ednesdays. 

H
er partner usually gives her a lift to and from

 the train station, w
hich is a big help. But 

if he’s not available, she’s stuck — it’s a dangerous w
alk, and she feels aw

kw
ard asking 

her neighbours for help.

C
O

N
FIRM

 D
ETAILS & BO

O
K

After confirm
ing a few details, M

argaret 
creates her account and confirm

s her 
booking.

W
AIT FO

R PRO
VID

ER TO
 AC

C
EPT

W
hile waiting for a provider to confirm

 her 
journey, M

argaret m
akes herself a cup of tea.

VIEW
 REQ

U
ESTS

Jas, an operator from
 Arrow Taxi’s DaRT 5 team

 in Halesworth, receives notifications each tim
e a 

new passenger requests transport. 

She sees a new request com
e through: it’s M

argaret, who wants to book a trip into town over the 
weekend.

O
RG

AN
ISE D

RIVERS’ D
IARIES

Jas’s job is to organise requests and plot daily routes for DaRT 5’s drivers. All drivers get updates to 
their diaries in real tim

e, just in case routes need to change at the last m
inute. 

Jas checks her current bookings for the weekend, and sees that M
argaret’s request m

atches the 
route her driver Ken is scheduled to take. 

C
H

O
O

SE PAYM
EN

T M
ETH

O
D

The app prom
pts M

argaret to choose a 
paym

ent m
ethod: cash, credit card, or 

PayPal. She decides to use her credit card. 

REC
EIVE C

O
N

FIRM
ATIO

N

M
argaret receives a text m

essage that her 
travel request has been accepted by Arrow 
Taxi’s DaRT 5 team

. 

She also receives a phone call from
 Jas, 

Arrow’s operator, to arrange her exact pick-
up tim

e and location.

REC
EIVE TRAVEL U

PD
ATES

On the day of her trip, M
argaret receives a 

text m
essage rem

inder that she’s scheduled 
a booking. 

20 m
inutes before the driver arrives, she 

receives another m
essage to rem

ind her to 
get ready.

AC
C

EPT PASSEN
G

ER REQ
U

EST

She confirm
s M

argaret’s request and updates 
Ken’s diary.

BEG
IN

 D
RIVIN

G
 SH

IFT

Ken starts his m
orning by looking at his daily 

diary on his tablet.

He can see every scheduled job, along with 
passenger details and the best route to take.

ARRIVE AT M
ARG

ARET’S H
O

U
SE

M
argaret is Ken’s first passenger of the day. 

He drives to her house, parks near the door, 
and confirm

s his arrival on the tablet.

SU
FFO

LK | H
A

LESW
O

RTH

D
R

IV
ER

 STO
R

IES

G
ET O

N
 BO

ARD

M
argaret gets a notification that her driver 

has arrived just as she sees a m
inibus pull up 

outside her house. She greets her driver, Ken, 
and her journey begins.

BO
O

K PASSEN
G

ERS O
N

 TH
E G

O

W
hile Ken is picking up M

argaret, a new 
passenger rings Jas to request an urgent 
journey to the hospital. Jas checks her 
drivers’ diaries and sees that Ken can pick up 
this new passenger once he drops M

argaret 
off in town. 

C
H

AN
G

E RO
U

TES AN
D

 N
O

TIFY

Ken sees an alert from
 his screen that a new 

passenger has been added to one of his 
routes. Once he confirm

s this job, the service 
autom

atically updates his other passengers 
about a change to their pick-up tim

es.

ARRIVE IN
 TO

W
N

M
argaret arrives in town and is dropped off 

at her destination. Since she chose to pay via 
the app, she doesn’t need to exchange any 
m

oney with her driver. 

D
ISCO

V
ER

1
EX

PLO
R

E O
PTIO

N
S

2
R

EQ
U

EST SERV
ICE

3
PA

Y
 FO

R
 TH

E TR
IP

4
R

ECEIV
E CO

N
FIR

M
A

TIO
N

5
PIC

K
 U

P
6

EN
 RO

U
TE

7
D

RO
P O

FF
8

9
PO

ST-TR
IP

REVIEW
 TH

E TRIP

After her trip is com
plete, M

argaret receives 
a text m

essage asking her to rate the 
experience and if she’d like to book a 
recurring journey. She liked the service, so 
she rings up the operator and schedules a 
m

onthly trip to the shops.

G
EN

ERATE IN
VO

IC
ES AN

D
 REPO

RTS

Using a website that connects with the app, 
Arrow’s back offi

ce exports the sales data 
into their existing system

 so invoices can be 
processed and reports generated.

AN
ALYSE D

ATA AN
D

 IM
PRO

VE SERVIC
ES

The website also captures passenger’s 
dem

and data, especialy unm
et dem

and 
and travel patterns. Arrow can use this 
inform

ation to refine route planning and plan 
a strategy for growth.

Tra
vel need

s
•

 U
niversity (three days per w

eek)
•

 Social and leisure activities (church, 
shopping, library)
•

 Spontaneous travel (going out to 
dinner, picking the kids up from

 school)

Tra
vel b

a
rriers

•
 U

nsafe w
alking routes

•
 Lack of public transit options

•
 Reliance on one person (her partner) 

for m
ost of her transit needs

AD
D

 A PAYM
EN

T C
ARD

M
argaret takes a picture of her bank card 

and saves her billing details so she doesn’t 
have to re-enter them

 next tim
e.

Ja
s

36 | D
R

T o
p

era
to

r | H
a

lesw
o

rth 

Ja
s ha

s b
een a

 D
R

T o
p

era
to

r fo
r eight yea

rs a
nd

 loves her 
jo

b
. She know

s the ro
a

d
s like the b

a
ck o

f her ha
nd

, a
nd

 
ex

a
ctly w

ha
t a

ll her p
a

sseng
ers need

 fro
m

 the service. 
e a

re a
 few

 regula
rs he enjoys seeing ea

ch w
eek

. H
er 

rid
ers know

 tha
t by b

eing flex
ib

le, she ca
n m

a
ke sure her 

vehicles a
re o

n the ro
a

d
 a

ll d
a

y. 

K
en

40 | D
R

T d
river | H

a
lesw

o
rth 

K
en used

 to
 d

rive b
uses fo

r the lo
ca

l o
p

era
to

r, b
ut he 

p
refers D

R
T b

eca
use his ro

ute is d
ifferent every d

a
y. 

There a
re a

 few
 regula

rs he enjoys seeing ea
ch w

eek
, 

b
ut  his fa

vo
urite p

a
rt o

f the jo
b

 is cha
tting w

ith lo
ts o

f 
d

ifferent p
eo

p
le fro

m
 the co

m
m

unity.

K
en

H
ave

rh
ill
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PLA
N

N
ER

S

R
EG

U
LATO

R
S

R
u

ral re
sid

e
n

ts asp
irin

g
 fo

r g
re

ate
r in

d
e

p
e

n
d

e
n

ce
 re

p
re

se
n

t u
n

tap
p

e
d

 
d

e
m

an
d

 fo
r m

o
b

ility so
lu

tio
n

s

E
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