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1. Transport Promise - Developments to Date (1)

EP Forum - 28 September 2022
• Workshop
• Aim: Develop the initial thinking behind 

the Customer Charter
• Facilitated by SYSTRA

Key thematic Areas Identified

EP Forum confirmed SYSTRA report 
(see Appendix 1) represented the views 
taken at the workshop

Transport Promise structure 

A. Who is the charter for

B. Statement of strategic direction 
(customer care focussed)

C. Behaviours (service provider)

D. Behaviours (users)

E. Service Quality Aims

F. User Experience Aims

G. Access to support

H. Complaints handling
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1. Transport Promise - Developments to Date (2)

EP Forum 1 November 2022
• The “Deeper Dive” to flesh 

out the themes of the 
Transport Promise

• Questionnaire completed by 
EP Forum members

• Results analysed (see 
Appendix 2)

High level content for each of 
the thematic areas

Questions and themes 
prepared for the next step in 
the development

Top-line results from Deeper Dive
• WHO: The Promise should be for customers and all stakeholders in direct or indirect 

contact with the bus network in SY

• COMMS: Clear, concise, easy to understand (written). Up to date (online). Patient 
and polite (interpersonal) 

• RELIABILITY MEANS: Not too late, not too early! Technically it means cancelled.

• UNACCEPTABLE DISRUPTION: More than 5 – 10 mins late from departure bus 
stop or at destination bus stop, or too early! Cancellations on low frequency routes. 
Real-time info critical at these times. Last bus guarantee with alternative transport 
provided.

• REPORTING: Performance should be reported at localised level, relevant to the 
individual.

• TIMETABLE CHANGES: Need minimum 1 month notice

• COMPLAINTS HANDLING: Single point of complaints, info on how to complain 
easily accessible, consistency in process

• MINIMA: Timetable, RTI and shelter at bus stops. Friendly driver, seats, comfort and 
cleanliness on board the bus
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1. Transport Promise - Developments to Date (3)
Ideas developed from Forum sessions: Interactive Service Experience Map
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1. Transport Promise - Developments to Date (4)

EP Forum Workshop 11 January 2023
• Four working groups of 4 or 5 people each, 

one facilitator
• Each working group is looking at one aspect 

of the bus journey

Working groups
Group 1: Before your journey

Group 2: Waiting for your bus service

Group 3: On your bus journey

Group 4: After your bus journey

Approach
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2. Next steps in the Transport Promise development
The Plan

• 28 September 2022 EP Forum (COMPLETE)
• Workshop facilitation by SYSTRA
• Identification of themes for the Transport Promise

• 1 November 2022 EP Forum (COMPLETE)
• SYSTRA report and reflections
• A deeper dive into the thematic areas identified (questionnaire)

• 11 January 2022 EP Forum (COMPLETE)
• Facilitated workshop to pull together the actual Promise

• Engage Advisors
• SYMCA online polls to obtain wider customer feedback – thematic areas
• Develop and design Promise (digital and content)

• 28 February 2022 EP Forum 
• Discussion around final draft Charter 
• Final items of feedback

• Presentation of Charter to EP Board
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3. Ask from EP Board to support Promise

Key areas to get EP members’ full support on:

• Developing and agreeing the Last Bus Promise processes 
and implement process to be included in the Promise before 
implementation

• Developing an aligned set of customer enquiry, response 
and complaints handling processes that can be included in 
the Promise (ensuring customer contacts are efficiently 
directed to the right partner and handled consistently)

• Securing buy in from all EP members, engaging own teams 
and ensuring the Promise is brought to live in practical 
experience for customers
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