
Taking people on the 
journey through 
storytelling





But sometimes there needs to be some explanation

They say a picure paints a thousand words



People can struggle with change

We need to take them on the journey



What is replacing the route 

839?



There won’t be a route 839 any 

more, everything is changing. 

Where do you travel on the 839?



I travel on the route 839



Okay, where do you go to and 

from on the 839?



It takes me along Aberdeen 

Road



Do you go to or from Aberdeen 

Road?



No but the bus goes along 

there



Where do you get on and off the 

bus?



Oh, I get on at Takapuna and 

get off at Browns Bay



Okay!

You will be able to get the new route 83

It will be more direct, it will be quicker 

because it will use the busway and it will 

run every 15 minutes all day, 7 days a 

week



Okay, that sounds like it will 

work for me, I will give that a 

try



“I used to have a direct bus”

Changing the way people think (well, trying to)

• It was considered direct because 

it was a one-seat ride with no 

transfer required 

• The new route requires two buses 

but is actually direct

• I described as how you would 

drive if you were in a car



“Your network is all about feeder services to go to the city”

Changing the way people think (well, trying to)



Things may not be as they appear

Number of routes versus frequency



In print

How do we get the story out there?



In person

How do we get the story out there?



Through the media

How do we get the story out there?



Through the media
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Through the media
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Through the media
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Through the media
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Through the media
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Through the media
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Through the media

How do we get the story out there?



Through social media

How do we get the story out there?



Tell people what they want to hear rather than what we think they need to hear

How do we tell the story?



Tell people what they want to hear rather than what we think they need to hear

How do we tell the story?



Sometimes the impacts of what we do go beyond the obvious

Look for the story in the background



•What are we doing/changing?

•Who will be affected?

•Why are we doing what we are doing?

The WWW of taking our customers on the journey



How well did we explain the why?



How well did we explain the why?

36% 20% 45%

0% 20% 40% 60% 80% 100%

The New Network will 
improve public transport 

for me

Agree Neutral Disagree

Total respondents = 2261

36% 21% 43%

0% 20% 40% 60% 80% 100%

The New Network will 
improve public transport 

for my neighbourhood

Agree Neutral Disagree

Total respondents = 2230

49% 30% 21%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

The New Network will improve public transport for 
Auckland

Agree Neutral Disagree Total respondents = 2210



Thank you


