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To: The Auckland Transport Board

From: Richard Harrison, Group Manager Growth and Optimisation
Stacey van der Putten, Director Public Transport and Active Modes

Reviewed: | pean Kimpton, Chief Executive Officer

Date: 17 June 2025

Title: Response to Office of the Auditor-General recommendations

Aronga / Purpose

1. To provide an update on the actions that Auckland Transport (AT) will take in
response to the recommendations in the report by the Office of the Auditor-
General, titled “Reliability of public transport in Auckland”.

Te tutohunga / Recommendation

That the Auckland Transport Board (board):

a. Notes the recommendations in the report by the Office of the Auditor-
General, titled “Reliability of public transport in Auckland,” and actions in
response.

Te horopaki / Background

2. We recently received the Auditor-General’s report “Reliability of public transport
in Auckland”, which investigates how AT manages the reliability of services,
including during disruption to the public transport (PT) network. The report
highlights key improvements we’ve already made, as well as things we can do
better.

3. AT worked closely with the Auditor-General's office to provide information for
the audit. We appreciate the way we were engaged with, and that we were given
opportunity to give feedback on the fairness and accuracy of the findings.
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4. We welcome the report and its noting of the improvements that we’ve made over
the last two years. We acknowledge that there is always room for improvement
and the recommendations provide us with the ability to focus resources on key
areas already within our work programmes.

5. The report makes five recommendations - that AT:

a) Planning and tracking — “more clearly describe the difference planned
actions will make to goals for PT reliability and safety, how it will monitor
progress of those actions, and mitigate risks to achieving these goals”;

b) Disruptions reviews — “develop criteria to determine when it will review
disruptions, and define how it will use what it learns from those reviews to
inform ongoing improvements”;

c) Disruptions management — “improve processes for managing unplanned
disruptions to services, including for school bus services, and consider ways
to better inform the public about unplanned disruptions”;

d) Performance insights — “review the information it holds about passenger
experience to help direct service improvements and improve performance
reporting (to allow the public, Auckland Council, and others to better
understand how reliable PT is in Auckland)”; and

e) Public information — “increase accessibility of information available to the
public about how Auckland’s PT services are performing”.

Me mohio koe / What you need to know
6. Doing better for safety and reliability is important to us as we continually improve
how our customers experience PT. With this work we’re confident in delivering

greater service improvements for Aucklanders. To address the
recommendations in the report, we are acting on all five areas as detailed below.

Planning and tracking

7. We're improving how we document our plans and monitor our progress, noting
that the authors of the report see work is being done, but it is not always well

documented.
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programme documentation
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for reliability and safety
Monitor progress Implement project tracking tool Not started
9f actions t(.) . Establish governance for reliability and safety | Delivery -
improve reliability programmes FY26 Q1
and safety
Mitigate risks to Identify and document risks Not started
achieving
reliability and
2ty Develop and document mitigation plans for Not started
safety goals
safety
Develop and document mitigation plans for Not started
reliability

Disruptions reviews

8. We're improving how we implement and document the lessons learned from
disruptions, and our action planning and tracking.

Objective

Initiative

Develop criteria to
determine when
we review
disruptions

Agree severity and impact levels that will Not started
trigger a review
Document incident review process Not started
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Define how we
use learnings from
reviews to inform
improvements

Define owners for improvement areas from Not started
incident reviews
Document improvement process, specifying Not started

what can be improved and how it is actioned

Disruptions management

9. This work will be delivered through the Disruptions Management programme,
which is jointly led by the PT and Customer and Network teams, with
representatives from across AT. This programme is charged with improving how
we manage unplanned disruptions and how we communicate them. The group
have already made improvements to our processes and technology.

Objective

Improve
processes for
managing
unplanned
disruptions

Improve
information to the
public about
unplanned
disruptions

Initiative

Defined and implemented by the Disruptions
Management programme

Stage

In progress

Performance insights

10. We’re improving our processes to explicitly target the lowest-performing routes,
and to show the benefits achieved.

11. We’re also reviewing our reliability and punctuality metrics to check that they are
still appropriate and describe the experience that customers expect, balanced
with what we can deliver.
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Public information

12. We're making information about PT performance easier to access and use.

Initiative Stage

Objective

Increase
accessibility of
performance
information
available to the
public

Publish regular simple charts of reliability and | Delivery —
punctuality performance on at.govt.nz FY25 Q4
Publish regular downloadable datasets of PT | Delivery —
performance on at.govt.nz to enable detailed | FY25 Q4
analysis

Embed responsive dashboards of PT Design

performance on at.govt.nz

A muri ake nei / Next steps
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13. We will include our actions to address the report’'s recommendations into the
draft Statement of Intent 2025 - 2028, by the end of July 2025.

14. The Executive Leadership Team will receive regular updates on progress of
these actions in our Monthly Operational Reporting, starting from July 2025.

15. The AT Internal Audit team will monitor the progress of these actions and share
updates on delivery dates at the 12 August 2025 Finance and Assurance

Committee meeting.
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