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Who we are

Whether people choose to drive, walk, 
cycle, bus, train or ferry, we support 
viable options that make these journeys 
quicker, easier and safer.

We are:

• council-controlled organisation (CCO)

• responsible for effective, safe and 
efficient transport system for Auckland

• stewards of $33 billion of transport-
related assets 

• and deliver multi-mode services.

…to leave a legacy Aucklanders' needs 
Development of the 

city’s infrastructure



The AT Customer PlanThe whole is greater than 
the sum of its parts



Customers’ voice needs 

to reach our engineers 

and project managers



Keeping Tāmaki Makaurau 

moving and connected 



Customer 
First

Transport Infrastructure Projects



City Rail Link Eastern Busway



City Rail Link



What is CX?



1. Pukekohe Station Upgrade 

Before After

Pukekohe Station Upgrade 

“It’s up to Auckland City standard, it’s not a forgotten provincial station.” 
Frequent Pukekohe train user



Pukekohe Station Upgrade 

• Exposed electric fence perceived as a health & safety risk

• Standalone HOP machine did not meet customer requirements

• Poor design - fencing obstructed train arrival information

Customer focused enhancements required:



Northern Busway Enhancements 

CX initiatives

• Existing customer insights

• Customer focus groups

• Site visits to Albany, Smales Farm 
and Constellation bus stations

• Interviewed customer service staff

• Identified pattern behaviour

Benefits of including CX early

• Customer data will inform and validate 
options

• Better customer outcomes

• CX value recognised 



1. Current projects

2. Processes

3. Customer Experience Guide

4. Support colleagues

5. Measures of success

6. …

Customer First approach



2. Processes

• CX now mandatory in AT’s Enterprise Project Management Framework (high & medium projects)

• Business Case process - formally embed CX in each step

• Benefits Realisation – customer measures



• Developed the first Customer 

Experience Infrastructure Design 

Guide

• New chapter in AT’s Transport Design 

Manual (TDM)

• Aiming to publish this month on the

AT website

• External facing for transport specialists 

- planners, designers, project 

managers

• Our goal is to ensure we design 

transport infrastructure that serves 

the needs of our customers.

3. Customer Experience Guide





• Internal facing practical guide

• Shows the value of working with CX 

leads to ensure customer needs 

meaningfully shape decisions from the 

very beginning

• CX tools and case studies

4. Support colleagues

Customer first ‘how to’ pack:

• Getting into the customer’s shoes – training, shadowing research, etc.

Immersive customer experience:



5. Measures of success

Baseline CX perception survey October 2025

• Differing definitions/perceptions of what 

we do, and what value we can add to a 

project. 

• Don’t necessarily understand how to 

engage with our team

• Believe there is a lack of process in CX’s 

role within project management structure.

Yes
59%

No or not 

sure

41%

Quant data – In development

• Percentage of med/large projects each year that include CX

• Percentage of people completed CX training

41% of respondents do not know how 

to engage or work with the CX Design 

& Standards Team



Customer 
First



What’s next ?



Something about working with other transport agencies and councils – share our insights 
and knowledge re customer, ways of working, etc etc

City Rail Link (CRL)

Embed our Customer First 

approach

Transport reform

Capital programme



Great progress, but we have work to do

…does what 

it says it will

up 4% to 44%

…ability to 

tackle complex 

issues

Belief that AT 

has a plan to 

do this`

up 4% to 39%

Local Board 

Satisfaction

up %30 + to 75%
up 4% to 44% 

up 5% to 48%

AT 

communicates 

clearly



Thank you
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