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Keith Prince AM (Chairman):  Welcome, Chris Lane.  You are the Head of Smart Travel and 

Transport for West Midlands. 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  That is right, thank you. 

 

Keith Prince AM (Chairman):  Brian Matthews is Head of Transport Innovation for Milton Keynes 

Council. 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  That is right, thank 

you. 

 

Keith Prince AM (Chairman):  Professor Maria Kamargianni is from University College London 

(UCL) and Jonn Elledge is from CityMetric.  Thank you very much for giving us your time this morning.  

It is very kind of you. 

 

I shall start the questions with Mr Lane, Chris.  Autonomous vehicles (AVs): can I start with Chris?  

Based on the evidence heard in the previous session -- I do not know if you were here? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  I heard some of that, 

yes. 

 

Keith Prince AM (Chairman):  What are the potential risks and benefits of AVs for London? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  You had a really good 

discussion about AVs earlier.  Benefits: the big one for AVs is safety.  Potentially, if that is done right, 

you can improve safety.  If AVs are also electric vehicles, which is a big debate in itself, then that helps 

in terms of pollution.  If AVs are running correctly in terms of road space, you can get more vehicles 

on the road.  Again, from a London perspective it is working out how that fits in with your mass-

transit system and making sure that AVs do not detract from the really good work that has already 

happened to carry Londoners around in the very efficient way that you do at the moment.  They do 

have some advantages, but potentially, if they become very popular and very cheap, they could 

detract from your mass-transit systems as well. 

 

Keith Prince AM (Chairman):  Thank you.  In addition to that, Brian, you have specific knowledge.  

In Milton Keynes, you did a trial with AVs.  Could you add that knowledge? 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  In Milton Keynes, 

we are leading on the Autodrive project, which is probably one of the largest of the tests going on in 

the UK at the moment.  We are two years into that project.  We have set the context of what we 



 

 

wanted to achieve in Milton Keynes very much to look at the technology and what it can achieve for 

our city.  Milton Keynes, as you probably know, is a growing city.  We are due to double in size over 

the next 20 years.  If we continue as we are we are going to suffer from terrible congestion, air quality 

issues, mobility issues, etc.  We have set the demonstration trials in Milton Keynes to start to look to 

address what is the value in autonomy in connective vehicles and helping solve some of our forecast 

problems.  They are not going to solve all of them, but we have concentrated very much on 

congestion and capacity issues in our network.  We know we cannot double the size of the road 

network, but we are doubling the size of travel demand.  What are the real capacity benefits and 

improved capacity that the networks can realistically gain from automation?  What is the timeline for 

achieving that?  Are there some pain points that we will have to go through to get to that end goal?  

The tests are very much looking at those.   

 

We are also very much looking at the last-mile solution.  I heard the debate earlier about the right size 

of the vehicles.  That is why we have chosen in our city centre to operate pods on pavements, to have 

small door-to-door services that can meet a specific demand to increase connectivity and mobility 

within our city centre. 

 

Finally, we are looking at two other areas.  Productivity: you can do something else while you are in a 

vehicle; you are not sitting in a traffic jam having to control the vehicle.  We are interested in the 

mobility aspects: what mobility options do AVs create for the young and old who perhaps chose not to 

drive or do not want to drive or we have legislation that prevents them from driving because they are 

under 17?  We focused our project very much on looking at the real problems that the city faces. 

 

Keith Prince AM (Chairman):  Very interesting.  Would you like to add anything to that? 

 

Professor Maria Kamargianni (University College London):  I agree with Chris [Lane] and Brian 

[Matthews], and I want to focus especially on that with AVs citizens could use their travel time more 

productively; therefore, they can have a positive utility of their travel time.  We have seen this with 

the recent research we conducted at UCL for public transport users.  When they work or when they 

watch movies while travelling with public transport this increases their satisfaction.  With AVs there is 

no need to drive; therefore, we can improve the quality of our travel time and also our life. 

 

Keith Prince AM (Chairman):  Thank you.  Do you want to add anything, Jonn? 

 

Jonn Elledge (Editor, CityMetric):  In contrast to the rest of the panel, I do not really know a great 

deal.  I am basically just a shouty guy with a blog.  I am going to do little more than regurgitate things 

that clever people have said, but I really, I suspect, am going to be rather better at posing questions 

than answering them.  Nonetheless, there are a number of questions that I have come across that are 

worth considering, one which is induced traffic, which is a real phenomenon.  I am sure we have all 

had the experience of apps like Waze or something like that where they direct you along a slightly 

longer route than normal in pursuit of marginal gains in journey time.  I would worry slightly that the 

more AVs there are on the roads the more those vehicles are going to be going the long way around.  

There are implications there for congestion, etc.   

 

Also, some of the ethical concerns or unintended consequences are things that are not going to be 

clear until we have AVs on a large scale.  One of the pieces we published quite early on in CityMetric’s 



 

 

history that did very well for us was a piece talking about, if a car on a very narrow road is about to 

run over a child, there has to be some programming as to what the response is.  Do you kill the child 

or do you kill the driver?  Someone has to make those decisions.  Maybe it is a tech firm, maybe it is a 

political decision, I do not know, but there are all sorts of consequences.  That is quite a sinister way 

of putting it.  If you think of it differently, you can imagine a situation in which it becomes a game in 

which kids try to stop AVs by just throwing a ball in front of them or something.  Until this stuff is 

happening at large scale, I almost do not think we know exactly what it is going to look like in 

practice.  You need to be thinking about this stuff upfront, but I do not think you can necessarily get 

your answers on that.   

 

The other thing, from listening to the debate so far it sounds a lot like we are assuming full autonomy, 

and obviously there are different levels of these things.  As I understand it, full AVs in which you can 

basically sit there, and watch a movie, and let the car get on with it are known as level 5, but there are 

a number of steps to get us to that.  It seems to me more likely that in the medium term at least we 

are going to be talking about largely AVs but where occasionally someone has to step in.  That brings 

up all sorts of questions as to how we manage that transition, too. 

 

As I warned at the beginning, I fear I am asking far more questions than actually providing answers.  

Nonetheless, there are some questions for the panel. 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  I was just going to 

make a point on the productivity that was raised earlier.  We have concluded a national survey on that, 

and the expectation was that you are going to use the time to do all sorts of things, but the big 

response was, “We do nothing while we are in the vehicle”, or, “We would look out of the window”.  

That was 70% of responses.  You do get some surprises.  From all the technology, you can watch 

films, you can play with the email, but people want to do nothing sometimes. 

 

Keith Prince AM (Chairman):  That is very interesting.   

 

Caroline Russell AM:  I am going to move us on to talk about apps, the stuff that we have on our 

phones that help us all get around the city.  We are all used to using Citymapper, which is completely 

incredible.  It does it by time of day, and it knows when the trains start and stop running, and it is 

hugely helpful if you are trying to get around a city, particularly for A-to-B types of journeys.  

However, there are other apps that are offering the kind of services that you pay for, like Uber and 

the various bike-hire apps.  Those are selling one particular service for one particular company rather 

than offering you a choice.  Some of the apps like Citymapper or Google Maps would offer you 

choices of different ways of making your journey from A to B. 

 

It is a general question for all of you.  In what ways have smart-phone apps transformed transport in 

London, and where do you think this technology can go next?  Who wants to go first? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Can I first of all say that 

the work from TfL has done a lot to help this market.  The excellent work on open application 

programming interfaces (APIs) to allow that data to be used and the excellent work on providing real-

time bus/tram/train information has stimulated this market, and it is probably seen as the world 

leader in providing this type of information.  You have Citymapper only because of the good work the 



 

 

guys at TfL have done to get that data to them.  That being said, one of the implications for apps is 

that that data is now Citymapper’s data and not TfL’s data.  The data about the customer, the 

information that is gathered, that insight is now one step removed from the people who could do 

something to improve the transport. 

 

I suppose the big thing for me with apps is to try to make them a bit more open; a bit more give-and-

take.  Yes, the authority has lots of very good information from highways to transit, but they should 

also be getting back the information from the app providers as to where people go, what they do and 

what their choices are so that can better inform the whole of the transport network.  It will probably 

come up later, but I would like to talk about Mobility-as-a-Service as an app that brings together 

multiple providers. 

 

Caroline Russell AM:  It is coming up later. 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Yes.  That will be one of 

the opportunities to talk about how you bring those variety of services together and those variety of 

apps together in one place to give the customer that sort of one-stop service. 

 

Caroline Russell AM:  Thank you. 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  Our experience in 

Milton Keynes is very much what -- it has just been introduced, the Mobility-as-a-Service and how we 

brought all the apps, information and data together into one hub so that there is one point of 

contact.  The opportunity, now we are all very familiar with apps and everybody uses them, is about 

grasping that and it is getting the data, the information and the usefulness of that app right first time.  

The worst thing is when you start using an app and it does not work.  You will not go back to that app 

and you will wait for the next one.  It has to be timed correctly and be an all-encompassing product.  

That is what Mobility-as-a-Service is and what we are trying to achieve.  West Midlands are doing 

that, and Milton Keynes is doing its own version. 

 

Caroline Russell AM:  Thank you.  Maria. 

 

Professor Maria Kamargianni (University College London):  Definitely the smartphone-based 

apps have contributed to an increase of public transport modes and active transport modes because 

they provide better information and they provide real-time information.  We can see the location of 

the vehicles and we can estimate our waiting time; this is something that is very important for the 

user.  There are a lot of amazing apps like journey planners, but then also each operator and each 

transport mode has its own app.  Some of these apps collaborate.  For example, Citymapper provides 

information about public transport modes, and Uber and bike sharing, but they still do not provide 

information about intermodal trips in order to go from A to B and combine bike sharing and then Uber 

or car sharing.  This is something that they are working on, but we need apps that provide intermodal 

information.   

 

Nowadays the situation has started getting out of control.  We have too many apps that provide 

different types of information.  For example, if I want to use public transport I will take Citymapper 

because it is amazing, it has all the features that you described previously, but if I want to use car 



 

 

sharing then I have to separately take the Zipcar or the DriveNow or Enterprise apps.  We lose a lot of 

time searching all these different apps to find information, and in the end we do not always have the 

time; therefore, the choices we make are not that well informed.  It is probably time to initiate an 

integrator in the market in order to be able to find all these types of information, and also probably 

the ticketing and payment through one single interface. 

 

Jonn Elledge (Editor, CityMetric):  One thing I feel has not really come out yet is that I feel 

something Citymapper provides very well is what one may term legibility.  It can be very useful in 

terms of getting you around a city where you do not know your way around.  London is pretty legible.  

The Tube map is an obvious example but things like the bus spider maps; if you do not your way 

around London, it is not easy but there is information out there that can help you in a way that is 

often sadly not true in a lot of cities, especially British cities where the bus provision is so fragmented.  

Apps like that can probably be of greatest use elsewhere. 

 

I suspect, within London, it is probably a variant of that.  It is going to spread the load to less familiar 

forms of transport because suddenly you can see that rather than taking the long way around by the 

Tube, you can get a bus or something; I do not know, but I suspect the biggest impact will probably 

be on cities where the transport system is rather less advanced than the one in London. 

 

Caroline Russell AM:  Just to dig back into the public purpose that we can get from this app 

technology, it was Chris [Lane] who mentioned getting the data back once you have these private app 

providers.  TfL does not have access to that data.  Is that a risk for TfL now in terms of planning for 

future transport need if they do not have that data coming back to them? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  It is a risk and it is very 

interesting.  Some of these companies might see it as their commercial intellectual property, that 

information they have gained, but at the end of the day, if there is an inefficient part of the transport 

system and you do not know about it, you cannot do anything about it.  That might be best filled with 

a new bus service.  It might be that a company that knows this would fill that with taxis.  You need to 

know about it.  London is such a busy place, such a lot of traffic that you really do need to know that 

information.  Not just London; it needs to be known commonly everywhere. 

 

What you also do not know is -- you do know your public transport trips but what the apps know is 

where somebody started from their home address to their final address and that is also a really critical 

piece of information because you do not know whether it is a good route to get somebody from their 

housing on to the transport network in the first place.  How are they doing that?  Are they doing that 

by taxi; are they walking; are they cycling?  London has been very good at extracting some of this 

information from these companies.  There are some really good relationships built but it is not by right 

that you get that information.  It is almost by persuasion that you work in partnership with these 

companies to get that. 

 

Caroline Russell AM:  Is that something that TfL should be thinking about, the contracts that they 

make?  They are very good at giving the data.  The reason we have so many good apps, things like 

Citymapper, is because they are good at sharing their data.  Should they be sharing it on different 

terms? 

 



 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  That is a reasonable 

request with these organisations.  It is the public sector’s responsibility to provide good, high quality 

data that can be commercialised by the private sector, that the private sector knows about the way 

the transport network is working and that should be optimised for everybody’s benefit.  It is a public 

good for everybody’s benefit.  How that happens in anonymised ways, it is important to capture that 

information. 

 

Caroline Russell AM:  Thank you. 

 

David Kurten AM:  Sticking with apps, they are fantastic for some things but there have been some 

issues.  Does the experience with apps like oBike and Uber suggest that updates to transport can have 

negative effects on the transport network in some cases?  

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Let us use our friends at 

Uber as a good example.  It is not the app necessarily that is the problem.  I will give you a real Uber 

example from themselves.  When you introduced the Night Tube, it decreased the number of Uber 

journeys in Central London and increased their business on the periphery where those Tubes 

terminated.  Whether or not you are using an app, the quality of your mass transit system is critical 

because people will choose an app if they have not got something good to go to instead.  We need to 

be careful to not just blame the app; that we need to look at what is behind that and why people are 

choosing to use the app, what their motivation is to use an app rather than to use another form of 

transport. 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  The problem we 

have experienced in our city is the lack of comprehensive data.  As I alluded to, if the data is not there 

that feeds the apps, then they become disreputable and not used.  It comes to the point where they 

are not at all useful and people are turned off and it can have a negative effect.  Having the 

appropriate up-to-date real-time data is crucially important, we feel.  We have deliberately delayed 

the launch of our city mapping app until we have that comprehensive dataset because we feel that we 

have only one chance to launch it.  If we launch it too early, it will not work for people and it will not 

influence behaviour change that we hope it will. 

 

Keith Prince AM (Chairman):  Anyone else like to comment? 

 

Jonn Elledge (Editor, CityMetric):  There is an issue of externalities at times in that my own 

personal experience of Uber often feels like there are so many Ubers on offer in Central London where 

you have many other options, whereas if you are in the suburbs – when in fact it could often be the 

most useful out there - they can be relatively hard to come by and higher in price.  One of the reasons 

the company can get away with that oversupply in the more profitable part of town, it feels to me, is 

that they do not lose anything from that; the risk is on the driver.  I do not instinctively know what the 

solution to that problem is.  oBike, there are similar externality problems there that it does not bother 

them if the bikes pile up in a place and Wandsworth Council, I believe, dealt with it by just taking the 

bikes away.  There are things you can do but it just feels to me, at the moment, like Uber, the 

company, is not necessarily sharing in the downsides from an oversupply of Uber.  I do not know what 

the solution to that is but it does feel like there should be one. 

 



 

 

David Kurten AM:  The congestion side of things is something that people bring up as an issue quite 

a lot because there are, in London now, 120,000 private hire drivers approximately which is a huge 

amount, it has more than doubled in the last ten years.  With oBike, people are suggesting there is 

congestion on the pavements.  That is an issue that some people are concerned about as you brought 

up there. 

 

Do any of you have any other ideas how that could be more effectively managed or regulated?  Is it 

possible to do that or is there any way to prevent the congestion issues that people talk about? 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  The motion map we 

are developing for Milton Keynes is going to be predicated on the real-time information that is 

provided by a city scale network of sensors.  In essence, our app will be driven by the busyness factor 

of all modes.  The sensors will cover buses, cycling, taxis, cars, pedestrians and we will use that 

information in real-time.  The information is refreshed three times a minute to give advice to travellers 

to try to influence their behavioural choice.  We will tell them how busy certain networks, certain 

locations, certain systems are and it is then their choice on how they undertake their journey.  Do they 

undertake it at that time or do they wait for a less busy time because we can predict what will happen 

in the future?  It is very much predicated on real-time live information that is transmitted through a 

city scale sensor network.  Again, that is my point: until we are ready to deploy that sensor, which is 

currently being built out, we are not going to launch our app because of the credibility issues. 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  If I could just come back 

on a certain public transport side, you did some good work during the 2012 Olympics when you 

adjusted travel patterns to meet different demands.  TfL did that through its journey planning app.  

Again, there is this feedback loop with these companies to understand where their customers are and 

where Uber are putting their cars.  At the moment you do not know and, therefore, you cannot have 

that conversation.  Having the data and knowing where these bikes are or these cars are or the shared 

buses are allows you to have that conversation with these companies. 

 

David Kurten AM:  Thank you. 

 

Shaun Bailey AM:  There is definitely a tension between giving these companies the data and 

getting it back but, if we control it too centrally, could we stifle innovation?  Would that stop the 

companies entering the market and providing something new?  Is there a risk there? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  What TfL has done is 

enabled innovation by the way it has approached this but that comes with a few consequences which 

is probably where we are today.  It is not unreasonable to know, ask or even require those companies 

to start providing basic information back to the authority because that helps everybody.  If you speak 

to them all individually, they are all saying, “We want to improve general transport because that 

means it is better for our customers”.  If they create congestion, they create slower trips, they have 

less business.  If they have a good functioning London transport network, then everybody wins but, at 

the moment, they, like the public transport industry a few years ago, think there is value in this data 

and they are holding on to it and they are holding tight.  It is not just the likes of Uber.  Google as 

well and people like that have lots of location data.  What is happening to it and why can’t the public 



 

 

authority have that in an anonymised form - we do not want to know the individual customers - that 

allows the authority to better plan and better run the whole transport network. 

 

Shaun Bailey AM:  To me, it does not sound unreasonable at all and it is a shame, when you think 

about that at the front end.  Therefore, we are not where we are because it sounds to me, if you 

compare our situation with Milton Keynes, it sounds like Milton Keynes have more central control and, 

therefore, can manipulate it in ways they want to manipulate it.  Is that something that we would like 

in London and is this a tactic to help that happen? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  London is in a better 

position because, for the majority of, certainly, public transport, you have control over that.  

Therefore, you have a big proportion of that.  You have a stronger control over the transport network 

and the roads as well.  Outside of London, it is a commercial market, also for public transport, 

therefore, apart from the recent Bus Services Act that gives us some rights, there is not really a right 

to using that information. 

 

You also have a very strong position that these companies want your data and London has got the 

majority of the transport trips in the UK happening in it.  You are in a very strong position to start to 

ask for this information back.  We are probably in a weaker position than you, but we will see what 

you do and probably pinch your good ideas. 

 

Shaun Bailey AM:  Thank you. 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  Could I just explain 

the Milton Keynes system?  Perhaps I ought to have from the beginning.  We have two parallel data 

hubs created in Milton Keynes; one by the Open University (OU), which is a research unit.  All the 

innovation, activity and testing is developed in an open form to understand the value of the data.  It 

brings all the data together that can be mashed up, in a sense, and have all sorts of purposes. 

 

Parallel to that, we have a large private sector company, BT, which has created a data hub exactly the 

same alongside it and their interest is to commercialise that data for deployment in other areas.  They 

see commercial advantages in developing the systems and ideas in collaboration with a research sector 

and then their commercial model is to then deploy this into other cities of a similar size to 

Milton Keynes and perhaps worldwide. 

 

Shaun Bailey AM:  Is access to that data simple?  If I want to build a Milton Keynes travel app, do I 

have to pay BT? 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  You would not have 

to pay the OU to experiment and develop your app.  If you wanted then to use it commercially 

through the BT app, their system, then you would.  I think that is the model but the development, the 

incubation of the ideas, the thoughts in developing the apps can be done on their research basis 

through a collaboration of the data created by the OU.  As I say, if that then moves to the commercial 

market, that is when you can choose to go to BT and you can partner with them or you develop the 

app and come and work in the city. 

 



 

 

Tom Copley AM:  I have some questions on demand responsive transport.  Perhaps I could start with 

Maria.  What are the potential benefits of demand responsive bus services where services can be 

designed in response to live passenger demand? 

 

Professor Maria Kamargianni (University College London):  With the demand response services, 

we can offer users door-to-door mobility.  As we mentioned before, one of the problems is the last 

mile or the access into the main transport mode.  With all demand services, we can solve this issue and 

offer more flexible travel but with all demand services, we cannot service some areas that do not have 

good accessibility to public transport or there are not a lot of other transport alternatives apart from 

the private car. 

 

It can also reduce the cost of the public transport system.  For example, nowadays, we operate some 

bus lanes to some areas where the demand is not high.  With on-demand systems, we can save this 

money to subsidise the bus route and initiate an on-demand service. 

 

Tom Copley AM:  In that last instance you were talking about, are you saying that you would only 

run these services at certain times - is that what you are saying - to more remote parts of London? 

 

Professor Maria Kamargianni (University College London):  We have taken our service areas 

based on demand.  If you know the time of the demand, you can accordingly programme this service. 

 

Tom Copley AM:  For example, you have Citymapper running a couple of bus services; one in East 

London on Friday and Saturday nights where they have used their data and they have seen that there 

is a gap in the service and they are running that.  What do you think the implications are going to be?  

Are we going to see more of these, do you think?  Are they going to replace some conventional bus 

routes or are they going to supplement the existing bus routes, do you think? 

 

Professor Maria Kamargianni (University College London):  Both can happen.  Some of the 

routes can be supplemented but some of the routes can be replaced because now with the public 

transport system, we have fixed routes and probably the demand is not always the required one in 

order to match with the fixed route. 

 

We are going back to what we were discussing about data.  With the Citymapper bus, it is an example 

of what the companies who own this data can do.  Citymapper, by having all this data about 

Londoners, identified the gaps in the public transport system.  Imagine if they had some agreements 

with not only Citymapper but with all the transport modes available in the city and all the transport 

operators.  They will have amazing data about the demand for all transport modes and the citizens’ 

needs.  It is very important to have a two-way flow of data, therefore, yes, definitely provide the data 

but also for the companies to give back the data and especially the data from on-demand services 

which can provide the public authorities more information about how people move around. 

 

Tom Copley AM:  In terms of the bus routes, the fixed bus routes, quite a few of them have been 

around for decades, if not for centuries, some bus routes and people are very attached to them.  If 

you started to say to people, “We are going to take out your fixed bus service that you know turns up 

at a regular time and replace it with an on-demand service”, particularly people in more remote parts 

of London, do you think that might cause some concern about people who live there, not knowing, 



 

 

potentially, because there might be low demand at particular times but someone will still need to get 

somewhere or be used to having a fixed bus service that arrives at a certain time?  Do you think that is 

going to create a problem? 

 

Professor Maria Kamargianni (University College London):  Of course, when someone has to 

change their habits, it is difficult in the beginning and probably they are dissatisfied. However, if you 

offered a service that is equally convenient because they know when the service is coming, they will 

get used to it pretty quickly and there will not be a lot of complaints about this.  We discussed the 

routes where the buses run empty; if there are fixed routes that they do not have, for specific routes, 

they do not have passengers.  With public transport, it takes time to replace this route or to change 

this route.  With on-demand services, it is quicker, it is more fast to show such issues. 

 

Tom Copley AM:  Of course we have been looking at the bus network on the Transport Committee 

recently and particularly some of the issues about changing routes around Oxford Street and things 

like that.  

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  I certainly recognise 

your later comments about removing fixed routes because we have struggled in our city in harsh 

financial times that we have had to reduce bus services, especially to our rural communities, and we 

have had some negative feedback on that.  When you perhaps sit back and think about it, what we 

were doing was sending very inefficient buses at infrequent times determined by a budget into a rural 

community that yes, people got used to but the opportunity demand responsive transport offers is 

that we can send more efficient vehicles at the times when people want to travel.  In time, those 

communities will come to recognise, if we get it right, that we are providing a far better, more 

efficient service, that potentially can reduce the need for subsidies in some of those routes.  I 

personally think that demand responsive transport is going to be the big thing coming around the 

corner because of the way we are evolving in our thinking on transport.  What we are looking to do is 

provide the quality of a car and the flexibility of a car in a public transport service vehicle that we can 

offer at the price of a bus or very slightly above the fare, but you are getting better service.  As we 

move to more connective vehicles, better data, better understanding, the intelligence in the vehicle, 

intelligence in the data, and developing a society that is more used to sharing in things they do.  We 

do not buy videos; we share them over the internet.  It is more sharing, it is evolving. 

 

In the shorter term, and again with the prevalence of apps, it is a service provision, there is great 

potential in certain circumstances that on-demand, demand responsive transport could be the answer 

for many areas where fixed routes, mass transits just cannot work. 

 

Tom Copley AM:  What do you think TfL can do to help develop these services? 

 

Brian Matthews (Head of Transport Innovation, Milton Keynes Council):  I do not know TfL 

too well but I can talk about Arriva, our main bus operator in Milton Keynes.  There may be some 

similarities.  It is shifting the thinking of a traditional bus provider/operator away from slavishly 

looking to cut back mass transit routes and look at different models, different provisions; therefore, 

they combine their services, yes, with fixed buses on main routes but demand responsive transport in 

other areas and last-mile solutions in city centres that may be connective pods or whatever.  It is 

about moving away from the traditional model of the provision of buses for a bus operator into 



 

 

looking at exploring the new opportunities that are out there to provide public transport away from 

the big vehicle. 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Just a couple of 

observations.  The first one I would say was you need to be careful of your mass transit network.  

Having lots and lots of dynamic services could start to threaten your mass transit and, as I said, you 

are not building new roads in London.  You have less and less road space.  The real thing, as Brian and 

others have alluded to, is that you need to be careful where these services are because you do not 

want to slow your mass transit down and make that less attractive.  It has to complement what is 

happening there and potentially look at the gaps.  As we have said, you probably have subsidised bus 

services running around with a couple of people on them.  There are companies that would run those 

services for you.  We talked about Uber.  There is Gett Taxi.  There are others that will do ride share 

type services.  Citymapper are doing this; there are other options that are transit.  You can use these 

other modes potentially to do that. 

 

The other tension that we have with these other modes is generally for bus services that the lead time 

to change a bus service is very long, whereas the time to introduce one of these dynamic services is 

very quick.  Certainly, outside of London, and probably inside as well, we need to think about how we 

can allow the traditional call buses to be a bit more dynamic and change as quickly as we need them 

to, rather than that being a very slow process. 

 

Keith Prince AM (Chairman):  Just in relation to older people, we may talk about them more in the 

mobility service, but a lot of older people do not have smartphones or, if they do, they do not know 

how to work them properly.  Even I have to get my younger children to sort things out for me from 

time to time.  How do we accommodate them if they do not have or cannot use a computer and do 

not have an app in this new world where we have demand-led transport? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  That is a problem and 

that is a challenge.  One of the small ways you can deal with that is you have a successful Oyster card, 

the contactless scheme in London.  You could potentially use that on these other modes of transit as 

well, but that does not help that individual call the transit in the first place.  I do not think there is an 

answer to this at the moment and it is generational in a way is that in ten years’ time, the generation 

we have now, most people do have smartphones but we do need to look at solutions.  Again, in the 

world of accessibility, smartphone solutions are not always that good and so there is still work to do 

on that side of things. 

 

Professor Maria Kamargianni (University College London):  The smartphone concentration in 

London is very high.  Almost nine out of ten adults have a smartphone.  The population of London is 

the youngest in the UK.  There is a part of the population that does not have a smartphone but this is 

only 1% of the population. 

 

Andrew Boff AM:  There is a $30 smartphone that is now on sale in Africa.  Therefore, its availability 

is getting more and more for the smartphone.  It may resolve itself. 

 

Mr Lane, could you explain to us, sir, or give us an overview of your Whim project in West Midlands, 

what it is and what you are trying to achieve? 



 

 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  We will start off by the 

principle we have given.  First of all, we are looking at mobility as a service, which is Whim effectively.  

We believe that mobility as a service is one of the tools that will help us solve, not all our problems, 

but solve some of our problems in terms of congestion, road use, public transport use.   

 

We started the project with Atkins doing a research piece of work for us, to justify why we would do it 

Whim. We took that through our political committees to get support for that.  Then we decided that 

we would try and do that without any money.  What we said is we would run this commercially, which 

is a little bit different.  Other parts of the country have done that as a paid-for project by the public 

sector but what we wanted to see is could we create a minimum viable product that would either 

prove or disprove mobility as a service?  We think it will work but it has not been done yet.  It is really 

hard to say, is it or is it not going to work?   

 

What we used was our partnership with transport operators, with the private sector, private transport 

providers, with MaaS Global, who are running Whim for us and effectively, we built a partnership.  We 

are there as the facilitator.  We have spent no money on this apart from buying a few cups of coffee 

and facilitated some meetings in our offices.  It is being run as a commercial solution.  It is fair to say 

not everybody who has done that in other countries are looking at having a completely controlled 

solution.   

 

Where we are with the project now is we are currently doing live trials in the West Midlands.  We have 

people out there using the app.  We have currently bus, tram, taxi and a car hire and we are close to 

having sign feed and train built into the app within the next month or so.  What we will then do is 

once we are confident that the app does what it says, we will put that into real live paying customers’ 

hands and we will see how that works. 

 

We will share the information - this is back to this data from MaaS Global - to understand if it is 

having a positive impact on the West Midlands and the West Midlands transport network or if there 

are some unintended consequences, in which case, we might need to do something.  We genuinely 

want to do this with them. 

 

The difference between the West Midlands and London is there would be nothing stopping 

MaaS Global just turning up in the West Midlands and doing this now.  As far as legislation is 

concerned, they could just come and make those partnerships and run that.  We felt that we wanted 

to be around the table with them, understanding that and understanding whether that works.  That is 

where we are with the project and we have customers out there now using that service. 

 

Andrew Boff AM:  I have been trying to look in to see what the app is.  Is it fair to say that it is like 

Citymapper but that you can pay for the entire journey using that app, which you cannot do in 

Citymapper? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Yes, that is correct.  For 

our pilot, for our initial implementation, we will probably do that as pay-as-you-go.  If you think about 

it more as a mobile phone tariff, we will probably set that up as a pay-as-you-go service.  You buy a 

certain amount of transit which is public and private transport.  The view would be that people will 



 

 

move to a subscription model and just as you do with your phone, you pay a monthly fee.  

MaaS Global Helsinki’s learning was that people were not sure to start with.  It is the same with mobile 

phones.  They like to try the service first.  They like to build up a bit of confidence before they were 

prepared to put their monthly commute fee, if you like, within the app.  We will probably take the 

same approach.  We will start off as pay-as-you-go and then we will move to a subscription model.  

That model will be the commercial choice of MaaS Global and they will need to continue to attract 

customers through their app to do that. 

 

The app works by purely mobile ticketing and so it is all visual.  Everything is done from your 

smartphone.  You buy your travel, you book your travel and you see what has happened; it is all done 

through the phone itself. 

 

Andrew Boff AM:  What is to prevent the app suggesting journeys that were beneficial to the 

provider and not necessarily the consumer? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  There is nothing 

stopping them doing that.  We view it as just like a normal app.  If that app works for you and it is 

beneficial to you, you will keep it.  If it is not, you will probably unload it.  What we are saying is that 

it is a commercial market.  What is stopping a phone provider selling you a service that is beneficial to 

them rather than to you?  If you are on one of those services and you find that out, you will probably 

change provider.  What we are saying within the West Midlands is, whilst MaaS Global are the first 

provider, we do not see them as the only provider.  We would be happy to talk to other mobility 

service providers. 

 

Andrew Boff AM:  That is reassuring.  The one thing that came from me looking at this was I am a 

bit concerned if effectively a public authority is getting in with the monopoly provider. 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Absolutely. 

 

Andrew Boff AM:  You are going to welcome competitors to this? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Yes, around the table, 

we have a competitor from the car sector who might run a mobility as a service but quite different to 

the MaaS Global one.  At the moment, they do not want to be mentioned in terms of name. 

 

Andrew Boff AM:  You are going to be doing the monitoring which is one of the other questions I 

wanted to ask you.  How well do you think you will judge it if it is a success? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  It is great that we have 

Maria here because we have been talking to Maria and UCL and Transport Systems Catapult about the 

research UCL have already done on mobility service, which is excellent.  There is good work in London.  

We have also talked about we might understand the impact of mobility as a service in the West 

Midlands.  Again, we are working with the Catapult to seek some funding and some resources to do 

quite a sophisticated piece of research on, not just the West Midlands, but further afield on how it 

would work elsewhere. 

 



 

 

Andrew Boff AM:  Can anybody sign up to it at the moment?  I note online you can.   

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  There is a lot of interest 

online but nobody has signed up to use the service commercially yet.  That is our October launch 

effectively, therefore, what we will be doing is attracting customers in October to pay for the service. 

 

Andrew Boff AM:  We will certainly keep an eye on that.  Thank you very much. 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  We are talking with the 

guys at TfL anyway on progress and where we are getting with that. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  You are associating yourself with this app, quite 

rightly, but you are public sector.  If this app was doing the things that Assembly Member Boff is 

talking about in terms of encouraging you perhaps to use a taxi or a private hire for a bit of a journey, 

that seems like some sort of commercial interest rather than actually it is a five-minute walk. 

 

Andrew Boff AM:  It is like Citymapper encourages you to use Uber. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  I do not look at it, to be honest.  Nobody has ever 

encouraged me to use Uber but as you are associated with this and endorsing it, is there potentially a 

conflict then?  How are you protecting that because a lot of people put trust in a public authority 

linked and protected? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Yes.  That is why we 

wanted to sit around the table with them and why they have agreed to share the data with us, so we 

will understand what they are doing and what they are saying.  As we have got so far, all the 

discussions are that they are supportive of sustainable travel, so they support our core objectives.  

Their business model also supports that because the more times you can get somebody on a bus 

rather than in a taxi or a hire car, the better it is for them as well.  At the moment, that is the support.  

If we find that there are unintended consequences, then we might need to take action to mitigate 

against those but, at the moment, we are trying to do that in partnership, trying to do that in as open 

a way as we possibly can. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  Lovely, thank you. 

 

Dr Onkar Sahota AM:  I just wanted to talk about Mobility As a Service in London.  What do you 

think are the barriers of bringing this sort of service to London? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  London is in an excellent 

and also the most difficult position.  In a way, from a public transport point of view, you have got 

strong control of that but the challenge then is what do you do about these other modes?  What do 

you do about taxis?  What do you do about this?  It is a real challenge for you to decide; do you try 

and regulate it in some way to have those as part of the app or do you let the market take its own 

decision?  I suspect, with London, you cannot let the market take its own decision because you have 

such a sensitive network that if unintended things happen, it is going to cause you congestion, that 

would just cause problems.  London needs to decide how you want to enter this particular market and 



 

 

whether you control that through the TfL payment infrastructure, the work that you have done with 

Oyster and now the contactless and whether you use that as almost a clearing house for any mobility 

service provider that wants to come in. 

 

Going back to the original point that Maria [Kamargianni] backed up is that the data is really 

important.  What these companies are doing and how they are impacting the London transport 

network is really critical for you.  I could safely say these companies want to come and work in 

London.  We spoke to MaaS Global.  They would dearly love to have a Whim app running today in 

London.  The interest is there and they definitely would like to work in London but they might need 

to work a little bit differently with yourselves than they would with us. 

 

Dr Onkar Sahota AM:  Thank you.  How difficult is it to bring together?  Do you have any planning, 

a booking payment into one app? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  They have done that.  

That is live now.  They built that in Helsinki.  They basically adopted the Helsinki work in the West 

Midlands.  I have an app today that you can see that will plan your journey.  It will give you a choice, 

whether you want to use public transport.  If you are in a hurry, it will put you in a taxi.  The train is in 

there as well or you can walk.  All of that is paid for within the app or if you know you want to do a 

specific thing, if you know you want a taxi or you know you want a particular type of ticket, you can 

go straight to that and buy that.  They have done that work already but they are using this data that 

we talked about right at the start.  It is this data that comes from the public sector in the first place, 

this quality data.  Without those types of services, they could not, they would not have an app.  They 

would not have anything to run. 

 

Dr Onkar Sahota AM:  Do you think this would increase the demand or decrease demand on public 

transport use? 

 

Chris Lane (Head of Smart Travel, Transport for the West Midlands):  Maria might be better to 

explain this than me but our initial discussions with MaaS Global is that through the app, they have 

seen increased active travel and increased use in Helsinki in Finland.  We are expecting to see more 

use of public transport.  Our private transport operators believe these are new customers which is why 

they are participating.  They believe that this is not just shuffling people around what we have already 

got, they genuinely believe they are new customers.  MaaS Global want to get people out of their 

cars.  They want you not to buy a new car.  They want you to spend that money on the app and not 

to have a car.  That is their ethos, if you like, and if they can achieve that even in a small fraction of 

people, they have done a pretty good job. 

 

Dr Onkar Sahota AM:  Maria, did you want to say anything on this? 

 

Professor Maria Kamargianni (University College London):  Yes.  We recently published a 

survey about the impact of mobility as a service for London and also Londoners had different 

perceptions towards car-ownership and mobility as a service.  The results indicated that when you 

have access to all the transport modes, there are higher possibilities to use public transport modes.  

Then also, some modes that you have not thought before to use like bike saving.  This mobility as a 

service app or system could be used as a demand management tool.  You can give access to users to 



 

 

all the transport modes available in the city and they can access this transport mode without the need 

to have a different account or to have a different payment method.  I can send you this report later. 

 

We have identified that there is a shift from private cars to public transport.  There is also a shift from 

private cars to taxis and all these ride-hailing services.  There is also a small shift from public transport 

users to ride-hailing services but, on average, when you put everything together, there is an increase 

in public transport demand. 

 

Dr Onkar Sahota AM:  Thank you.  If that report is available, if you send it to the Chairman, it would 

be very helpful. 

 

Professor Maria Kamargianni (University College London):  Yes, I will send it.  One more thing.  

In 2015, we did the feasibility study for mobility as a service, for London.  We investigated both the 

supply side and the demand side because if the infrastructure is not there, or the data is not available, 

this concept will not work.  In London, and especially in zones one, two and three, we have several 

transport modes, the one next to others.  Someone can have easy access to more than one transport 

mode.  Since we have infrastructure there, it is very easy to initiate such a system for London. 

 

Dr Onkar Sahota AM:  Thank you for that.  What do you think the impact would be on the type of 

fares of the system if this system was available?  What do you think the impact would be on the 

transport fares? 

 

Professor Maria Kamargianni (University College London):  These are now marketing 

techniques.  When you bundle your different services together, you can have discounts.  Users can 

save money.  On the other hand, because I assume you care more about the income of public 

transport users and the fare of the public transport system, when you bundle the services and you 

offer a monthly mobility package, the mass [transit] operator sells to the user a monthly pass for 

public transport modes.  Either the user will not use the public transport or he will use the public 

transport, the public transport authority is going to be paid for this monthly pass.  Nothing changes 

with the fares.  In case the demand for some transport modes increase, then you can have agreements 

on getting better prices based on the demand for capacity to sell. 

 

Keith Prince AM (Chairman):  Thank you very much.  Thank you very much indeed for your time.  

We are very grateful to you.  We have made some notes and Maria can pass that information forward.  

That will be useful as well. 

 

Professor Maria Kamargianni (University College London):  The feasibility report certifies that.  

There are also some insights about how to integrate, how to make the vehicles, and how mobility as a 

service can pave the way to how to make the vehicles safe. 

 

Keith Prince AM (Chairman):  Thank you.  Once again, thank you very much for your time.   

 


