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The aim of this publication is to share some of the 
success stories NZ Bus are having in our mission 
to grow our patronage and significantly improve 
the quality of bus services for our customers in 
the Auckland region. Check out this quarter’s key 
performance measures.

92% +10%

18 –47%

Key measure

Punctuality

Customer 
complaints
per 100,000 passengers

Compared to year on yearThis  quarter

NORTHERN

20 –47%Speeding 
infringements
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Foreword
FROM ZANE 

 
This publication highlights our 
aspirations and achievements in working 
together with Auckland Transport (AT) 
to improve the customer experience 
and safety for our passengers. Over 
the past 18 months we have introduced 
and developed many health and safety 
initiatives and programmes, which have 
resulted in outstanding achievements. 

Our 92% punctuality, ACC Tertiary  
Level safety accreditation and $120M 
investment in new buses are results that 
speak for themselves.

Operating within the transport 
sector brings with it a magnitude of 
responsibilities. We can hand on heart 
say that we always work to the best of 
our ability to make our business safe for 
all passengers, drivers, workshop teams, 
other staff and road users. 

Tonia Haskell has recently been 
appointed the Southern area’s new Chief 
Operating Officer. Having an extensive 
senior management background, and 
holding high profile and complex roles 
in the telecommunications sector, Tonia 
looks forward to working with NZ Bus’ 
stakeholders and staff across the region.

Mike Scott joined NZ Bus in June as 
Chief Information Officer. Previously, 
Mike held the position of Head of 
Product Technology at Sky Network.  
Having also worked in senior roles 
in the finance sector and local 
government prior to Sky, Mike is a 
seasoned professional.

Ian Gordon came onboard as the new 
General Manager for Fleet in May this 
year. Prior to this appointment Ian was 
Rail Assets Manager at GWRC and has 
held other senior roles across various 
central and local government agencies 
and Defence in his background. Ian 
brings significant strategic capability to 
the executive team.

Improving 
customer 
experience 
and safety
In 2013 we looked for a solution that 
would gauge how we were driving and 
what we could do to make our services 
even better for our customers. Through 
a technology called Telematics, we have 
found an innovative means to improve 
our customers’ journey while reinforcing 
positive behaviour to our drivers. 

Telematics is a technology that gathers 
vehicle and driver-specific information 
from the bus engine. This information 

monitors certain functions such as 
engine temperature, fuel consumption, 
speed and handling (e.g. braking and 
cornering).

The telematics initiative is part of our 
extensive driver training programme that 
we began three years ago and will cost 
about $8 million over six years. Investment 
in our team, fleet and cutting edge 
technology ensures NZ Bus continues to 
lead the market by providing world class 
bus solutions to deliver growth.

DRIVING IN THE GREEN

NZ Bus has introduced ‘in the green’ 
driver reporting where the RAG (Red, 
Amber, Green) scores from Telematics 
are calculated each week for all drivers. 
Earlier this year, our Go West business 
unit was achieving less than 20% of 
drivers in the green. In September, Go 
West achieved its highest ever score with 
65% of all drivers driving ‘in the green’. 
We introduced an incentive programme 
for drivers who consistently achieve a 
green score to encourage more of our 
drivers to drive safely in the green zone. 

$8m
over 6 years 65%

of Go West drivers are 
‘in the green’  

INTRODUCING OUR NEW SENIOR LEADERS
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NEW SAFETY AND 
COURTESY SIGNAGE

As part of our commitment to 
improving passenger safety and 
comfort NZ Bus undertook the task 
to simplify and clarify bus interior 
signage. Recognising the diversity 
of our customers we added pictorial 
icons and modernised the language 
and tone of each message. Ensuring 
we met our regulatory and contractual 
obligations we have developed a suite 
of signage that encourages customers 
to take care and be considerate of 
others while travelling by bus.

TRAVEL ETIQUETTE   
CAMPAIGN

NZ Bus recently developed a how to 
‘bus better’ national campaign, with the 
aim of making everyone’s journey more 
comfortable and enjoyable. As part of 
this campaign we designed a suite of 
characters to portray ‘Bus Bugbears’ – the 
behaviours which, if eliminated, will make 
our customers’ journey a better one.  They 
include not eating, littering, blocking the 
way or listening to loud music. 

The Bugbear characters are a light-hearted 
way for us to remind passengers that they 
need to be respectful and mindful of other 
passengers, our drivers and our buses. 
We launched the campaign on National 
Poetry Day and asked local poets to join us 
on peak morning buses to perform their 
own poetry on public transport etiquette.  
We called it Poetiquette.

For more details, visit  
www.busbetter.co.nz 

Our focus on customer service and 
meeting the needs of our passengers 
continues to drive great results. We 
have seen a steady decline in the 
number of customer complaints since 
March 2014, with an average of only  
18 complaints per 100,000 passengers 
in Auckland.  We are committed to 

keeping this well below the industry 
target of 27 complaints per 100,000 
boardings.  
The investment in driver training, 
introduction of Telematics and the 
improvements in reliability have all 
contributed to the focus on improving 
the customer experience.

CUSTOMER COMPLAINTS 

COMPLAINTS PER 100K

RELIABILITY AND PUNCTUALITY 

We agree with our customers that reliability and 
punctuality are the main attributes they look for in a 
great bus service.

NZ Bus continues to work together with AT on 
improving the punctuality of the services we provide.

NZ Bus Northern operations has made excellent progress, achieving 93% in 
September – a 10% year on year increase. Likewise, NZ Bus Wellington has 
made excellent progress, achieving 96% punctuality in September. Our focus 
is on achieving and exceeding the target of 95% of services departing the first 
stop on time.

93%
in September
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Community
NZ BUS BELIEVES IT IS OUR DUTY 
TO PLAY A POSITIVE ROLE IN 
THE SOCIAL AND ECONOMIC 
ENVIRONMENT OF THE 
COMMUNITIES WE SERVE. 

CYCLE AWARDS
NZ Bus continues to work with Cycle 
Action Network (CAN) by promoting 
and advocating cycle awareness 
through the ‘Road User Workshop’ 
programmes. The workshops have 
had 282 of our staff participate in them 
across the business. CAN has found 
the programme so successful they 
nominated NZ Bus as a finalist at the 
Cycle Friendly Awards where we won  
the category for Cycle Friendly  
Commitment by a business for 2014.

SCHOOL MENTORING  
PROGRAMME
NZ Bus again participated in the 
Auckland based Workchoice Day 
2014 – an opportunity for senior high 
school students to visit workplaces to 
understand their day to day roles. In 
their feedback, students and teachers 
reiterated the value that they gained 
from seeing workplaces in action, and 
were impressed by the amount of 
effort and kindness put in by NZ Bus’ 
Halsey St staff.

FOUNDATION FOR THE  
BLIND TRAINING
Recently, our Waka Pacific team 
worked with BLEENZ (the Blind and 
Low Vision Education Network) for 
an education session. Designed for 
students with vision impairments and 
other disabilities to learn how to use 
public transport in a safe and familiar  
 

environment. By providing a bus and 
driver for training, students practiced 
boarding, using their HOP cards, 
counting the steps to the rear of the 
bus and familiarising themselves with 
seating configurations, support poles, 
door entries and exits and access via 
the wheelchair ramp. 
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While our operational performance 
is going from strength to strength in 
Auckland and Wellington, we note 
with interest the progress that is being 
made by authorities in other centres. 
We will follow closely the activities 
across regions such as Canterbury, 
Bay of Plenty, Waikato, Taranaki, 
Hawkes Bay and Otago.

Workplace
 
NZ BUS REWARD 
AND RECOGNITION 
PROGRAMME
 
Our driver and fleet reward and 
recognition programme for 2014 focuses 
on performance improvement based 
on telematics “in the green” driving 
and no complaints within the drivers’ 
control.  As an incentive to drivers and 
the maintenance team to really improve 
their performance we launched a 
promotion where drivers and fleet team 

members who meet key performance 
indicators were entered in a draw to win 
an Hawaiian Holiday.

We are delighted that 825 staff – either 
drivers, fleet or BYQS staff from the 
Northern and Central regions qualified to 
make it into the draws for trips to Hawaii. 

Marketplace

TRAINING AND 
DEVELOPMENT 
INITIATIVES 

Many of the significant improvements 
in our business can be attributed 
to our focus on employee training. 
These initiatives show a co-ordinated, 
professional level of training and 
development. The number of drivers 
who have completed these courses 
continues to rise. 

Module  Bus drivers  
 completed  
 (nationally)

Customer Service Module:  

A Positive 'Kiwi' Customer Experience 392

Health, Safety, Security and Environment (HSSE) Module 261

Personal Safety 'Conflict Management' Module 220

Logbook Refresher 327

Safe Fuel Efficient Driving (SAFED) Module 292

Doors, Trips, Slips and Falls Module 774

Annual Assessments 467

Totals 2733

Darek Koper, Northern ROM presents the Hawaii 
prize to bus operators Arshdeep Singh (left) and 
Esera Manu below.


