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KNOW?  
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ISSUE 4 / JUNE 2015

The aim of this publication is to share some of the 
successes NZ Bus is having in our mission to grow 
bus patronage and improve the quality of bus 
services for our customers. Check out the  
year-on-year key performance measures.
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Key measure

Punctuality*

Speeding 
infringements

Telematics 
(in the ‘green’)

Auckland

* Measured as services running between -59 seconds and +4:59 of scheduled time

Wellington

Improvement2014 2015

24 19
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38 32

21%

16%

Customer 
complaints 
(per 100,000 passengers) 

Motor vehicle 
accidents
(per 1,000,000 km)
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MORE BUSES  
RUNNING ON TIME 

NZ Bus continues to work closely with our partners to improve the punctuality of our 
services. In May 2013, NZ Bus punctuality was measured at 79% across all Auckland 
services. Through improved operational control and changes to the timetable to reflect 
road congestion, by May 2015 we have been able to improve punctuality to 93%. 
That is an amazing 18% improvement in just two years. For the first five months of this 
year, NZ Bus has also been the second highest performing operator across all eight 
Auckland operators. This is one metric we are very proud of, especially as we run more 
than 5000 trips a day through the most congested parts of the city.

2

4
ISSUE

MORE PASSENGERS  
ON BUSES

The improved punctuality of our 
services nationally has been a key driver 
of increased patronage for the past 
twelve months. For the year ending 
March 2015, patronage increased by  
6% from 56 to 60 million passengers. 

FOREWORD
by Zane Fulljames, CEO 
Our continued focus on health 
and safety, culture and service 
improvements is delivering value 
for our partners, as well as safe, 
reliable and comfortable journeys 
for our customers and improved 
well-being for our people. 

We operate in the most complex 
parts of the bus networks, and we 
continue to celebrate substantial 
performance improvements. 
These include significant 
punctuality improvements as well 
as reductions in complaints and 
motor vehicle accidents. 

Our team continues to deliver a 
fantastic effort and we are well 
positioned to further progress 
the great work with our partners 
to enhance the public transport 
experience in Auckland and 
Wellington. 

6%Patronage18%Auckland Punctuality

Big strides forward in  
customer experience & safety

MORE DRIVERS IN THE ‘GREEN’

The installation of telematics equipment on most of the NZ Bus fleet 
has resulted in huge improvements in driving behaviour, making bus 
travel safer and smoother. We use telematics to monitor performance 
(on braking, acceleration, cornering and speed), and use results 
to guide our comprehensive training. This technology is a great 
example of how our application of telematics extends beyond how it 
is traditionally used by other public transport operators. At the end of 
a day, week or month, each driver gets their RAG (Red, Amber, Green) 
score. At the end of 2013, 55% of our drivers were ‘Green’ and by April 
this year, this had increased to a brilliant 68%. We are on track to have no 
‘Red’ drivers by the end of 2015. 

DEC ‘13

55%

32%
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APR ‘15Driver Performance
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BETTER CUSTOMER SATISFACTION

Our focus on improved reliability 
and safer driving through telematics 
and increased driver training has 
led to significantly fewer customer 
complaints. Over the last twelve 
months there has been a 30% 

reduction in total complaints in 
Auckland (21% nationally). This is an 
excellent improvement, but we also 
know we can still do better in this 
important area. 

CREATING A HEALTHY ENVIRONMENT

We continuously strive to improve 
the health and safety culture in our 
business through various initiatives…

• We have recently invested in 
technology to centrally store and 
manage all of our health and safety 
information. ‘PeopleSafe’ ensures 
all information is easy to locate 
and allows proactive management 
of incidents, hazards, training, 
contractors and facilities. Reports 
provide access to live, complete 
data (whenever required), for every 
site in our business. Improved data 
also allows us to map incidents and 
identify potential trouble spots on 
the roads. 

• We have achieved ‘Enviro-Mark’ 
Bronze accreditation at all of our 
sites after successfully passing a 
rigorous on-site audit. The Enviro-
Mark programme has highlighted 

how we can further reduce our 
environmental impacts and make 
changes to do things even more 
efficiently, particularly in the areas of 
improving waste management and 
reducing energy usage. We are now 
working towards Enviro-Mark Silver 
accreditation, which we hope to 
achieve in early 2016.

• NZ Bus is one of the first public 
transport companies to achieve 
Tertiary Status under the ‘ACC 
Partnership Programme’. The 
‘Partnership Programme’ helps us 
to ensure that there is a mutually 
supportive health and safety 
management relationship between 
us and our employees and provides 
a balanced and complete picture 
of workplace safety. This is assured 
through annual audits of our health 
and safety processes by ACC 
approved auditors.

INVESTING IN NEW  
INFRASTRUCTURE

FEWER MOTOR VEHICLE 
ACCIDENTS

With 1100 buses travelling over 45 
million km’s each year, reducing 
motor vehicle accidents is always a 
key concern. With a dedicated trainer 
at each of our business units working 
together with line managers, we target 
our training at those drivers that need it 
most. Combined with improved driving 
practices from telematics, the training 
is resulting in real improvements across 
the business. We have seen a 16% 
reduction in the number of accidents 
during the last year and we are 
committed to driving this lower again!

16%Motor Vehicle  
Accidents

30% reduction in 
complaints

Customer 
Satisfaction

Increasing capacity, 
Auckland (2016)

New depot at 
Kaiwharawhara, 

Wellington (July 2015)

Rebuild of Kilbirnie 
depot, Wellington 
(Plans in progress)

Growth Operational 
efficiencies

Modernised  
facility
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REWARDING AND  
RECOGNISING STAFF

Our award ceremony for this year’s national ‘NZ Bus Driver and Fleet Person of the 
Year Awards 2015’ took place on Waiheke island with the ‘Driver of the Year 2015’ 
award presented to Paul Annear from Lower Hutt and the ‘Fleet Person of the Year 
2015’ award presented to Kam Wa Hui (Lo) from Auckland. CEO, Zane Fulljames, 
commented that “This year’s calibre of candidates has been excellent with all finalists 
demonstrating the company values of ‘Reliability’, ‘Respect’ and ‘Fit for Purpose’. Well 
done to all our Finalists”.

All staff who met key performance indicators during the month of May were entered 
into a draw with the chance to win a trip to Hawaii. Eligibility criteria included staying 
in the ‘green’ for drivers, ensuring all on the day work is completed for fleet staff, and 
ensuring buses are serviced as per daily schedule for bus and yard quality staff. We are 
delighted that over 600 staff qualified to make it into the draw and four lucky winners 
will soon be on their way to Hawaii!

Community
SUPPORTING THE AUCKLAND  
CITY MISSION 

We are very proud to support the 
Auckland City Mission and Wellington City 
Mission each year by providing a financial 
donation, as well as free bus travel for 
visitors to the Christmas lunch. Providing 
this social service makes the Christmas 
Day shifts a more fulfilling experience 
for our drivers. We also promote the 
Christmas Fundraising appeal through 
advertising on our buses to help 
encourage an increase in the value of 
donations received.

SUPPORTING THE ARTS COMMUNITY

Our sponsorship of the 2015 Auckland 
Arts Festival demonstrated our 
partnership with this iconic Auckland 
event and NZ Bus’s contribution to the 
city’s cultural wellbeing and making 
Auckland a great place to live. Our 
support for the ‘Skin of Fire’ saw tens of 
thousands of people being transported 
to the Auckland Domain. Buses were also 
in action for ‘White Night’ connecting 
audiences with more than a hundred art 
locations around the city.

DISCOVERING WELLINGTON’S  
OWN BACKYARD

We are proud supporters of the Metlink 
City Safari, an orienteering event where 
teams race to explore Wellington, by foot, 
and by all forms of public transport. This 
is not only an excellent way to discover 
the coolest little capital in the world, but 
also receives positive feedback about 
how it shows Wellington’s public transport 
network in a favourable light for easily 
getting around the city.

Workplace

ENCOURAGING TRAVEL ETIQUETTE

NZ Bus prides itself on being proactive 
about its customer experiences. The 
‘Bus Better’ campaign was influenced 
by a number of common customer 
complaints about other bus users’ 
behaviour, resulting in the creation of a 
comprehensive set of ‘bug bears’ using 
concepts of etiquette. The bug bears 
have certainly struck a chord with our 
passengers, demonstrated by strong 
public support on Twitter. 

www.busbetter.co.nz  
@BusBetterNZ 
#busbetter

Darek Koper, Northern Region Operations Manager 
presents cheque to Auckland City Mission

Senior Leadership Team and the Finalists


