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B ac k g round to the res earc h 

 

 T fL  is  trialling new C C T V  technology which provides  information about s eat 
availability on the upper deck of bus es , with the aim of improving the utilis ation of 
s pace on bus es  at peak times  in L ondon 

 

 A pilot was  launched on route 59, which runs  between K ings  C ros s  S t P ancras  and 
S treatham Hill 

 

 T he new technology analys es  information from the on board C C T V  s ys tem and 
dis plays  s eat availability on the upper deck on a s creen at the bas e of the s tairs .  It 
enables  pas s engers  to make an informed choice on whether to us e the upper deck 
and may reduce crowding on the lower deck of the bus  

 

 T his  new technology is  aimed at increas ing utilis ation of the whole bus  and to make 
pas s engers  journeys  more comfortable by encouraging them to go ups tairs , rather 
than s tanding on the lower deck, which at the bus ies t times  can prevent other 
pas s engers  from boarding.  R oute 59 has  been identified as  a bus y route where 
crowding can be an is s ue making it an ideal tes t route for this  trial.  
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R es earc h objec tiv es  

B us ines s  Ques tion 
• How far does  the introduction of new upper deck indicator technology on bus es  encourage improved utilis ation of 

s pace on the whole bus  at peak travel times ?  
 

O verarc hing  res earc h objec tives  
• E valuate cus tomer comprehens ion of the upper deck indicator s creens , and unders tand the impact of 

different vers ions  of the s creens  on cus tomer behaviour and us e of available s pace on the upper deck 
• Unders tand the impact of the upper deck indicator on cus tomer experience and journey s atis faction 
• E xplore the role the s creens  play on wider cus tomer and driver behaviour and any potential for unintended 

cons equences  around cus tomer uncertainty and increas ed conges tion on the bus  
 

Detailed res earc h objec tives  
1. Which of the s creens  do cus tomers  prefer, and which are mos t effective* at encouraging cus tomers  to make us e of 

available s pace on the upper deck? 
2. To what extent do cus tomers  pay attention to the s creens  and unders tand the information dis played? 
3. How far do the s creens  create hes itation and delay around the s tairwell on bus es  as  cus tomers  proces s  the new 

information? 
4. What is  the driver pers pective on the new technology and how does  it influence driver behaviour? (e.g. driver 

announcements ) 
5. Are there differences  between obs erved cus tomer behaviour (on C C T V/live obs ervations) vs . cus tomers  s elf reported 

behaviour? 

*Note: effectiveness  is  referred to from a T fL  pers pective about making optimum us e of s pace 
on buses   
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Topline s ummary   

C us tomers  are currently choos ing to s it on the upper deck out of habit, and this  habit is  s tronger among thos e who take a 
longer journey on the bus . C us tomers  who are currently s tay downs tairs  have a preference for this  area (it is  clos er to the 
doors , they don’t like taking the s tairs ) and s o it is  hard to change their s eating behaviour  

T here is  a cohort of cus tomers  who do s tay downs tairs  out of habit (almos t a fifth), and s o thes e cus tomers  are the key 
audience for the s creen technology. However, thes e cus tomers  are more likely to be regular bus  us ers , and s o thes e habits  
may be engrained. T he s creens  mus t become a lever for change among thes e cus tomers .  

S pontaneous  and prompted awarenes s  of the ‘text’ s creen is  higher than that for the ‘diagram and text’ s creen. However, we 
s ee a greater impact of the ‘diagram and text’ s creen, with higher s cores  acros s  the T fL  reputation metrics , and momentum 
s cores .  T his  is  particularly true among thos e who are s pontaneous ly aware of this  s creen type.  

C omprehens ion of the s creen types  is  generally good, although we s ee cus tomers  are more likely to rate the ‘diagram and text’ 
s creen as  confus ing, and s ay they would like an introduction to the s creen technology as  it is  not initially s traightforward to 
unders tand. T here is  als o comment that the look-and-feel of the s creen could be improved. 

Impact on cus tomer behaviour is  likely to be greates t for the ‘diagram and text’ s creen - cus tomers  claim to be more likely to 
look out for this  s creen than the ‘text’ s creen, and be more likely to go ups tairs  if it indicated s eating was  available. C C T V  als o 
outperforms  the ‘text’ s creen; cus tomers  want to actually s ee which s eat is  available, not jus t the number of s eats .  
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