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Presenter
Presentation Notes
Welcome to my presentation on a customer focused future vision – the Wellington to Wairarapa connection.  I first need to acknowledge Leslie Tergus and her team from Think Place.  They were the ones who helped us use design thinking to develop this project.  She told me early on that this wasn’t a linear process and we diverged and converged many times during this project!

Ultimately though this has left us with two sides to this project – one is the technical and process side of things – how design thinking helped etc and one is more about the customer and what we learnt from them.  I think it was Rose McArthur who said yesterday that everyone has a story and sometimes you want to hear about them and sometimes you don’t but in this case we did.

I will though admit though that my technical note is more about the process because when I wrote it we hadn’t got a conclusion or a vision plus it would make a pretty boring presentation so I thought spend the time on the customer, a bit about why we did the project in the first place and some of the insights and tools we are developing but its really just a snap shot.  If you are going to want to know more then we are currently producing two documents about both side of the project that once finished I can let you have a copy – just let me have your email address afterwards.

And just so you know the slides are mainly pretty pictures as there is little engineering to be seen here!!

So like all good projects we have a problem statement:
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Presentation Notes
So Wellington and the Wairarapa regions are essentially separated by the Rimutaka Hill Road.  It is part of SH2 that runs between Wellington and Napier and the Hill Road is about 40km north of Wellington and is windy and bendy and windy etc for about another 20km.

And as this project was about customer insights and what they told us I will just take the time to tell you a quick story about the name ……

Anyway I digress slight ….. from my perspective as the road safety engineer for NZTA and looking after Central it is my highest risk road and 3rd in the country although lucky this is trending down – high collective risk and high personal risk. 

We have developed some plans over the years but these were based on pure engineering solutions that we thought were needed – straightening out curves etc but due to the topography all of them were expensive.  On top of that there are only 6000 vehicles a day using this road and no one was shouting that we need to open up the Wairarapa as it was essential for the economic prosperity of NZ so future growth of any significance was discounted.  Also the road itself seemed to exaggerated driver behaviour – so the diversity between commuters, tourists, motorcyclists, trucks etc all seem to be heightened by this stretch of road. 

So for those economists in the room – the benefit cost ratio was very sick even with the poor safety record.

So if these engineering projects aren’t economical what could I do to make the road safer? 

At the same time the Agency was very keen to grow our understanding and ability to what you call “operationalise ‘putting customers at the heart of our business’ and this fitted nicely into something tangible to do this.
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So the first and key part of this project was to immerse ourselves in what the customer thought.  Not just send them a survey monkey but actually listen to their stories.  So that meant we send out a team of 4 NZTA people along with our design thinking experts, Think Place over to the Wairarapa to talk to difference people about their experience of the journey.  We started off by wanting to talk to the different mode users but we realised through questioning our traditional way of tackling these problems, that that wasn’t as important as understanding the connection and experience of making the trip.  Some were inspiring and some were sad – like the lady who couldn’t access oncology services in the Wairarapa and had to drive herself even though the treatments were really tiring and made her sick.  So what if you were that commuter that was in rush to get to work – if you knew that that lady in the car in front was driving slowly because she’d just had cancer treatment at Wellington hospital and was feeling unwell – would you toot your horn at her and drive right up behind her for the next, only 15 minutes???

We learnt that the journeys begin far before people actually take to the road or the train but that often they lacked information or even choice so their experience of the journey was out of their control.

We learnt that some people experienced the journey as if they were travelling along a mystical pathway that joined Wellington to Wairarapa

We learnt that peoples experience of the journey ranged from avoiding it completely to loving it.  In some peoples minds they hated the 20kms of road and if they could they would take the train or just not travel but for others they had developed certain rituals – from grabbing a cup of coffee from the shop that opens at 5am and putting on their radio and enjoying their trip, to stopping on the summit for a break or just timing the journey from bridge to bridge – if its 13 mins it’s a good trip – 17 mins not so good!!

So what if instead of building something or straightening out a curve we could just put a good coffee shop at the summit and that meant people took more time over their trip, were chilled out, not so bothered about the other traffic etc so were therefore safer drivers – wouldn’t that be a good solution??
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So taking those insights we developed a set of personas – a collective of customer insights and something that we could test any solutions against.

We developed 10 different ones that seemed to explain the experience but if you did the same project for another section of road you may only find a few – as I said earlier I think that because this piece of road seemed to exaggerate behaviour we had to develop more personas to explain this.
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Here is one persona – Annabel

She lives in the Wairarapa for lifestyle reasons – her husband grew up here, its cheaper than Wellington and she wants her kids to experience a rural lifestyle but shes a city girl at heart and she needs to travel to Wellington for a city fix now and again – go shopping, see a show and catch up with some mates etc.

She’d like to travel by train so she can have a drink etc but the train times don’t work and there are no evening trains – so she often has to either stay over which is expensive and inconvenient or she takes her car in but she worries about parking in a safe place and parking is hard to find in Wellington.

Her trip isn’t obligatory and its not essential to her livelihood but she is part of the mix.  The way we traditionally model traffic and assess projects economically wouldn’t account for the Annabels in the world but she is important.
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So after immersing ourselves in what the customer thought –and it probably took a good 6 months of some hard thinking – at least for the NZTA staff - of the experience of the journey and the connection between Wellington and the Wairarapa the project team finally came up with a vision for the future of the connection.

It might not do it for some and its not the answer, bearing in mind this is just the start of the journey, so to speak – but it is our hope that this will now feed into the business case process and be part of the logic to test solutions against but isn’t the whole solution.
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As well as the vision we have also developed so principles that could be used going forward.

These are effectively to look at the connection not just the road or pure infrastructure – the solution might not lie there.

Look at those rituals – by changing the experience of the journey – going from avoiding to loving the journey might be enough to make the road safer.
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Design for meaning rather than function – this is probably similar to place making – make the road a destination in its own right – embrace the mystical pathway.

And learn to explain safety, resilience, and efficiency in customer terms so that they understand what you are trying to achieve then you maybe able to influence the traditional model and the benefit cost ratio –perhaps?



A different way of working 

Presenter
Presentation Notes
So why was this different from what we normally do well the highlights for me were that we …

Didn’t just go and tell people what they wanted or were going to do nor did we even ask them what they actually wanted … the process allowed us to use what we heard, the insights and stories to develop articulated and unarticulated opportunities.  It wasn’t a linear process and sometimes we went on big tangents to eventually converge on something that we all agreed on.  For a engineer like myself that was a challenge in its own right but one that I thoroughly enjoyed – and boy did my brain hurt sometimes.

We did seem to run out of steam a little towards the end when we couldn’t still seem to grasp a vision in a neat sentence and we had to trust Think Place implicitly – and maybe the vision was just to get to the end with a better grasp of design thinking and an empathy for the customers of the Rimutaka Hill Road.  How it will fit into the more traditional business case approach to developing solutions is yet to be seen but I now know I can say that I am “bringing customers into the heart of my business”.



Any questions? 


	Wellington to Wairarapa:  A customer focused future vision
	Wellington to Wairarapa – a future vision
	Wellington to Wairarapa – a future vision
	Wellington to Wairarapa – a future vision
	Wellington to Wairarapa – a future vision
	Wellington to Wairarapa – a future vision
	Wellington to Wairarapa – a future vision
	Some of things we learnt
	Our customers - personas
	Slide Number 10
	A customer focused future vision
	Customer focus design princples
	Slide Number 13
	A different way of working
	Any questions?

