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Agenda

• 11:00 – Welcome & Overview – David Northey & 
Bryony Chetwode 

• 11:10 –  Keynote Speaker – Mel Watson

• 11:45 – Dan Okey: New timetables and Changing 
Services

• 12:30 – Just a Minute

• 12:40 – Lunch & Networking

• 13:20 – Giles Fearnley: To Franchise or Not to 
Franchise?

• 13:55 – Nigel Blackler: Why did Pubic Transport 
work better for the passengers in Cornwall?

• 14:30 – All Speaker Panel: Government changes 
to transport: what’s in it for the passenger?

• 15:20 – Summary – David Northey

• 15:30 – Close



Welcome & 
Overview

TravelWatch SouthWest’s Chair David 
Northey and Secretary Bryony Chetwode



A NEW ERA FOR BUS USERS?
MELANIE WATSON – Director

MW Associates PTS Ltd – Independent Public Transport 
Specialist



MW Associates PTS Ltd – Independent Public Transport 
Specialist

The Challenges
How to make buses desirable

How to exceed customer expectations
How do we change the narrative around bus?



MW Associates PTS Ltd – Independent Public Transport 
Specialist

The steps to consider….

Who is the 
customer and what 
do they want?

Getting the basics 
right

Joining things up

Consider the bigger 
picture

Who makes it 
happen?



Who is the customer & what do they want?

Buses offer a lifeline to many, but for others, 
lives are planned around car ownership – bus is 
simply not on the radar

Transport Focus provide valuable insight into 
public transport users priorities

Cornwall prioritised customer research to 
better understand their needs and inform 
priorities for future investment



Accountability to Customers

Role of BSIPs
• Should be driving improved engagement 

locally
• Greater levels of transparency

Bus Franchising
• In making the case
• Managing the network
• When evolving the network



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Delivering the basics well - consistently
The right routes – where do people need to go? Prioritise core flows to build 
patronage and confidence

The right frequency and timetable – that can be delivered reliably every day

A high-quality fleet – with the right capacity and comfort for customers

Supporting infrastructure, that is well maintained and welcoming – bus 
stations, bus stops, hubs and bus priority / traffic management to support on 
time operation

The right staff – a welcoming and friendly bus driver, station supervisor!



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Joining things up – Integration (1)
Branding of the network as a whole
• One network – presented as a whole
• One timetable – integrated with other modes
• One map – showing all routes
• One website / app – with everything the customer requires
• One Ticket – to use on any bus, and wider if possible!



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Remove Barriers for Customers
Does a customer need to know who operates the service to 
access information? Do they care who operates the bus?

What is the value of operator specific branding today?

Should operators consider the “network as a whole” within a 
given area – not just their own services?

One map, one timetable, one website, one app….. Not multiple!



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Joining things up – Integration (2)
Ticketing is key – simple and affordable for the customer, sustainable for the 
operator

We accept each other ’s tickets
*excludes Truro, Penwith and Callywith College tickets

I’m part of

User and non-user feedback in Cornwall saw interoperability as a gamechanger – 
others thought that was just how it should be.



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Transparency for the Customer
How does a customer find the price for the journey they wish to make? 

• Child age ranges differ across operators
• How long does a month ticket last – 28 or 31 days?
• When does a day ticket expire – 2am, 3am, 4am?
• How many names exist for a day ticket? Does a customer understand what to 

buy?
• How many single ticket bandings does an operator really need?

Are we over complicating the need to drive revenue? 

Customers now like flat fares, growth is being achieved so what next? 



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Consider the bigger picture
Wider support for the role of bus is essential to make the step change in the 
UK….

Placemaking        
 Incentives

Developments        
 Behaviour Change

Parking provision & pricing     Community 
Engagement

But also advocates – political, business leaders, other sectors – NHS, 
Education….



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Who makes it happen?

  The vision

     

      The leadership

         
          

 The delivery



MW Associates PTS Ltd – Independent Public Transport 
Specialist

To conclude (1)
Lots of pockets of best practice around the UK

National Bus Strategy has brought public and private sectors together and 
provided a boost to funding

The building blocks are in place but a lot more work needs to be done – lots 
of improvement can be made with better collaboration – needs driving 
through and commitment from all parties

Funding will help but you need the vision, the leadership and the delivery 
capability to use it wisely



MW Associates PTS Ltd – Independent Public Transport 
Specialist

To conclude
Bus Industry is at a pivotal point of change

We need more voices to back the bus – advocates willing to lead the way
• Great work by CPT on economic impact of bus
• Need to develop new ways of engaging and getting people on side – 

particularly the young who have different perspectives, but also better 
embed buses within local communities – all year round.

We need to integrate and make bus a bigger part of the climate agenda, the 
health agenda, the growth agenda etc..

The narrative of bus needs to change. Customers have a greater opportunity 
to be heard and new voices need to be found to broaden the narrative around 
bus.



MW Associates PTS Ltd – Independent Public Transport 
Specialist

Thank you

Melanie Watson
Director

MW Associates PTS Ltd
mwassociatespts@gmail.com
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OFFICIAL

Performance on the Western Route
Toby Elliott, Head of Communications, Network Rail Western



OFFICIAL

Historical Context

running 

additional

station 

stops

increase
in

tonnage

Stockley flyover

Acton diveunder HS2 Old Oak Common

Great Western Electrification

Since 2018/19: 

more
trains+17%

+38%

+14%



OFFICIAL

Reliability improvement in three phases
Objective: Improve Performance

0-6 months 6-18 months

6-18 months

Linked to HS2 Readiness and 
Resilience

18 months+



OFFICIAL

Our 10-point improvement plan

6. 

Access

1. 
Track

7. 

Training

2. 
Detection

8. 

Comms

3. 
Points

Overhead 
cables

9.
3rd Party 

Delivery

5. 
Operations

10.
Safety, 

assurance & 
finance

4.
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Just a Minute



Lunch & 
Networking 

Back at 13:20 



Giles Fearnley
To Franchise or Not to Franchise?



Nigel Blackler

11 October 2024

Delivering One Public Transport System 
for the Peninsula



A Single Voice for Regional Transport 

▪ Peninsula Transport is one of seven STBs in 

England created by the Department for 

Transport 

▪ Core functions:

▪Develop and maintain a transport 

strategy for the region

▪Provide advice to Ministers on strategic 

transport investment priorities

▪Support Local Authorities in the region and 

work in partnership with strategic 

transport providers and operators



A Strategy for the user



Investment Priorities



One Public Transport System for Cornwall

Cornwall Devolution Deal 2015
Government agrees to grant bus franchising powers to Cornwall Council to deliver the bus element of the plans 

to create an integrated public transport system for Cornwall.

One ticket
• New single ticket structure.

• Simpler fares and ticketing.
• Affordable and value for money.

• Capped fare levels.
• Integrated smart ticketing between bus, rail and ferry

Customer focused
• Design/operation of system reflects customer needs

• Intuitive use and design of the network

• Consistent and reliable, instilling confidence in users

• Network and services based on new survey data

One network
• Designed for when, where and why customers are travelling

• One network of coordinated services.

• Key corridors between towns.

• Feeder network and services.

• A stable network.

One timetable
• One integrated timetable

• Coordination of different services and modes

• Available in a range of formats to meet customer needs

• Simple, easy to understand format and presentation

One standard
• A consistent level of accessibility, capacity, comfort and reliability

• Interchange and waiting facilities consistent standard.

• Unified journey-based time tabling and real time info.

• Robust, transparent and accountable Governance

• Published performance against standards

One brand
• One identifiable brand across the network.

• Branded services and corridors.

• Branded information

• High profile marketing campaign



Customer Outcomes

▪ Cornwall passenger satisfaction

▪ Overall journey 85% (England 80%)

▪ Value for money 75% (67%)

▪ Punctuality 75% (70%) 

▪ Bus driver 90% (85%)

▪ Length of time of bus journey 83% (81%)

▪ Length of time waited for bus 71% (68%)

▪ 13% increase in passenger journeys since 2019



One Public Transport System for the Peninsula

Better Buses Bill 2025
Government has announced primary legislation to reform the bus system, franchise local bus 

services and lift the restriction on new publicly owned bus operators. 

▪ Government focus on buses – creates the opportunity to seek 

support to create a single integrated bus system across the Peninsula

▪ Experience in Cornwall – provides the approach and learning to allow 

improvements to be delivered more quickly

▪ Key principles remain the same – a customer focused system based 

on:

▪ One network

▪ One timetable

▪ One ticket

▪ One standard



One Public Transport System for the Peninsula

▪ Delivery - support in principle from local transport authorities and main bus 

operators

▪ Department for Transport – in discussions on the proposed approach and 

support required

Benefits

▪ Experience in Cornwall – provides a good guide to customer response

▪ Peninsula approach – would extend improvements to over 2.3m residents

▪ Increased bus patronage – growth achieved in Cornwall would generate 

up to 6m additional bus journeys a year

▪ Helps safeguard local bus networks – which are currently under pressure

▪ Delivers improvements for customers earlier – than would otherwise 

be the case



HM Gov

Passengers

Transport 
operators 

and 
providers

Enhanced 
Partnerships

Local 
Authorities

Transport 
for 

Cornwall

A great opportunity to create a single integrated bus system for 

the benefit of customers across the Peninsula

One Public Transport System for the Peninsula



Questions?



All Speaker Panel
Are Government changes to the Public Transport 

Framework going to serve Passenger Interests better?



Summary
David Northey, Chair TravelWatch SouthWest



Close 

Thank you for joining us 
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