BEE NETWORK

Digitising Greater Manchester’s Young
Person’s Pass... A Model for Concessions ?

Martin Bell Philippa Shellard
Product Lead Senior Business Analyst

I I I Transport for
Greater Manchester



N




Greater Manchester

2017 adopt Metro Mayor model
8 Took back control of bus network
7 Launched the Bee Network
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BEE NETWORK

wee 577 routes and 1,600 buses
-+, TfGM Transformed
~~ Total Patronage 220m

== Contactless Tap & Go across Bus and Tram
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577 routes and 1,600 buses
TfGM Transformed
Total Patronage 220m

Contactless Tap & Go across Bus
and Tram




= 16 to 18-year-olds
y Free Bus Travel

3 S 9 ,.
oURY P Discounted Tram Travel

= 25k+ per year
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577 routes and 1,600 buses
TfGM Transformed
Total Patronage 220m

Contactless Tap & Go across Bus
and Tram

16 to 18-year-olds

Free Bus Travel

Discﬁnted TramJZ@veI
- e
-25k+ per year \




= Problems

%~ Poor application experience
s Customer service demand
s \Wait for a card

s&*Lost / stolen cards

¢ Cost of cards

e Low use of tram offer



= Problems

#r Poor application experience
s Customer service demand
s \Wait for a card

sé¢ Lost / stolen cards

s¢ Cost of cards

s Low use of tram offer

Opportunities

= Could we use the app ?

s¢ .. .for applications

% ...And the pass

s Re-Invent the user experience

s Could be blueprint for other
schemes ?



Bee Network App

“The reliable companion for the Bee Network”

** Ticket retail

s Live Times and Information
s Journey Planning

“* Bus Tracking



Bee Network App

Specialist services support | —@‘ - e
where relevant e.g. Journey - : . e
Planning 3 e

A @,@% 2
In-house retail platform manages “_ D e, >
products, payments, and customer = . =
dentity Q%T N 2z
Digital expertise provide the core Y

app experience
Pp exp You. Smart.Thing.



What we did ....

Listened to Our Pass ..and our Customer to deliver an app-based
Users Services colleagues user experience
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& Enter address

=* Upload proof of ID and address
s Take a selfie

s Pay £10

19 Highfield Road
Manchester, M1 1AG
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= Agents can review
application

= Easily approve, reject or ask
for more information




Digital Our Pass

Use Our Pass direct from the Bee %t Photo ID in app

Network '
etwork app *.* QR code for free bus travel in

app

*=* Ability to purchase discounted
tram ticket

Our Pass Weekend travelcard



Outcomes ... &=z —

CAMPAIGN PLEDGE

If re-elected on 2nd of May | will:

*2* Great feedback N B

=+ Typically same-day approval onTHLY Bact

= Less than 2 number of contacts ") VEAR-Q| "

To give all of our young
a clear path in life, and
the introduction of the
we will help young peog

* We were able to extend to new 18- ; et
21 SCheme | | ” < » U 5 15-21earlds whoeinGreste Manchester o aces
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s2* Dramatic increase in use of
discounted Tram ticket

Benefits:

See eligible council areas and needed documentation.

s Significant increase in app users



A model for more concessions ?

** How can we leverage ID verification ? N,
2

= Improved automation ?
% Achieving interoperability %
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