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A
s the impact of the 
Covid-19 pandemic 
recedes, the bus 
sector is working 

harder than ever to get people 
back on the bus. Software 
solutions specialist EPM Bus 
Solutions aims to assist that 
process with the creation of new 
products and techniques that can 
help operators achieve that goal 
while making them ready for the 
post-Covid world.

“We work closely with 
our clients and from those 
conversations, we know they are 
really focussed on rebuilding 
revenue and patronage,” says Nick 
Brookes, software director at EPM 
Group. “That’s a given, obviously, 
but they are also seeking to 
enhance their operational 
effectiveness as well in order to 
reduce costs and drive profits.”

TOOLS TO ENHANCE 
BUSINESS PROCESSES
It means Nick and his team at 
EPM have been looking very 
closely at developing new tools 
that aim to improve business 
efficiency. That process has 
been broken down into three 
component parts:
n ‘Before the day’ network 
planning;
n ‘On the day’ control room 
processes; and
n ‘After the day’ processes where 
commercial and operational 
performance are scrutinised.

“Our solutions play a key role 
at each of those three stages,” says 
Nick, adding that EPM Group has 
been closely looking at those ‘on 
the day’ control room elements 
in order to create new ways of 
improving efficiency and business 
productivity.

Part of that process is assisted 
by the breadth of solutions and 
products EPM already offers 
to clients. As Nick notes, they 
cover the complex chain of 
processes that run throughout bus 
businesses and they not only help 

to drive efficiencies but also lead 
to a better service for customers. 
“That really helps operators to 
deliver an excellent customer 
experience,” he adds. “That’s 
absolutely critical at the moment.”

CONTROL ROOM  
PROCESSES
Bus operator control rooms are 
the hub of the business and the 
key to ensuring fantastic on the 
ground service delivery. They 
cover a myriad of processes such 
as driver absences, lost mileage or 
on-the-road issues that can affect 
punctuality and reliability like 
traffic congestion or specific issues 
that require liaison with other 
departments, like in the case of an 
accident or vehicle breakdown. 

“They are tasked with providing 
a high-quality service to the 
customer,” explains Nick. “Those 
core tasks – making sure the staff 
are in, the vehicles are on the road 
and the service is running reliably 
– are key to that goal.”

But to gain greater insight into 
how those processes actually work, 
Nick and his colleagues have spent 
time in operator control rooms to 
observe them in action. He says it 
was an enlightening experience.

“One of the things that really 
stood out was that operators 
have invested in lots of different 
solutions in recent years,” he 
reveals. “There are lots of different 
systems in there, but we noticed it 
was all rather disparate – control 
room staff have to go to lots of 
different places to gather that 
information. When they find it, it’s 
not always in an easy to use format 
either.”

Nick says this means that some 
of the decisions made as a result 
of not having a centralised source 
of information can sometimes 
have significant cost implications 
and even detrimental impacts 
on service delivery. “Without a 
central hub, control room staff 
have to move from one system 
to another and then to another 

rather than it being presented in a 
way that facilitates good decision-
making,” he adds. 

A good example of that is 
a driver who may have been 
delayed on the first half of their 
duty, perhaps as a result of traffic 
congestion. Nick highlights that 
control room staff may have to 
extend their break before they 
can go back on the road for their 
second half. It’s a problem that 
has to be solved immediately, 
so having visibility of issues in a 
central hub enables operators to 
make decisions efficiently and cost 
effectively.

SOLVING THE PROBLEM
“There are lots of different impacts 
in terms of how that situation 
can be managed,” says Nick. “If 
we have all of that information 
displayed and available, and 
particularly the key information 
you really need to know to make 
effective decisions, that’s not 
only going to help improve the 
efficiency and operation of the 
control room but also the wider 
business too.”

He says this could be the 

BOOSTING CONTROL 
ROOM EFFICIENCY
EPM Group aims to empower control room teams with integrated technology
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engineering department or 
customers services, but the key 
advantage is that rather than 
control room staff resorting to 
time-consuming written reports, 
ad-hoc emails or phone calls 
– all parts of the organisation 
are automatically informed 
immediately, triggering further 
automated processes further down 
that line.

“So you have this single 
operations platform, that brings 
together not only information 
from EPM systems, but third-
party platforms too. That has 
the potential to not only create 
efficiencies but really improve 
communication across the 
business while avoiding the 
potential for errors to creep into 
the data,” Nick adds. “People 
don’t have to resort to frantic 
phone calls or wade through files 
or emails in order to find the 
information they need.”

MAKING THE  
RIGHT DECISION
Of course, bringing together all 
these data sources also presents 
the opportunity to do new things 
with them. In that late running 
bus example, the driver’s duty may 
be in one system and the vehicle 
real time information may be in 
another, but by bringing those two 
sources together control room 
staff can be alerted in advance that 
there is an emerging issue that 
needs solving. 

“We can facilitate proactive 
decision-making,” says Nick. “It’s 
perhaps inevitable that if you 
have information tucked away 
in various different systems, 
sometimes you just can’t see the 
wood for the trees. By bringing 
those pieces of information 
together we can help people to 
focus on making the right decision 
while managing the operation as 
efficiently as possible.”

INTREGATED SOLUTIONS
The first phase of EPM Group’s 
development is to integrate 
between their new cloud-based 
Depot Allocation System, 
OmniDAS,  and the EPM  
Traffic system to ensure that  
any staff-related incidents are 
automatically created. This 
streamlines the process and 
improves data integrity. 

“Without a central 
hub, control room 
staff have to move 
from one system  
to another and  

then to another”

Nick Brookes, EPM's software director


