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16 offices 





AI is already integrated in our daily lives…..

Personalised 
Recommendations Automatic Translation

Virtual Assistants
Image Recognition



Our Approach: Collective 

insights with over 100 experts

Quantitative Survey
48 companies across PT sector

Expert Roundtable in Karlsruhe
28 PT Experts in IT, Innovations, 

Product R&D

2 Ideation Workshops (Hong Kong & 

Singapore)
Over 40 PT Experts and IT Experts 

(non-PT background)

17 in-depth case studies 
(contributions from organisations & 

CTE research) 

7 experts blog entries 
(expression of views and opinions) 



Our PT experts say…..

Artificial intelligence should consist of the following qualities:

 Ability to learn

 Ability to adapt

 To mimic as well as exhibit creativity

 To fulfil its purpose to improve existing process

Most current efforts in AI may be attempting to mimic human behaviour at specific task but the true 

potential of AI will only be unlocked when computers can start to become creative by themselves. 

“We don’t have a computer that can function with the capabilities of a six year old, or even a three 

year old, and so we’re very far from general intelligence.”

Oren Etzioni, CEO of the Allen Institute for Artificial Intelligence in Seattle.



We had 4 key areas of focus…
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Over 60% public transport 

stakeholders, 

predominately industry 

providers, are involved in 

AI technologies projects 

and solutions. 

Majority of them started 

investing in AI in the last 3 
years. 

AI is increasingly being adopted by PT with industry suppliers 
leading the way



AI current applications in PT

Customer Analytics 

Real-time Operations 

Management 

Intelligent Ticketing System

Predictive Maintenance

Scheduling & Timetabling

Multimodal Journey Planner

Top 6 Applications

Source: UITP 2017/2018, n= 48



1 in 3 organisations, who were considering using AI, were exploring 
opportunities in customer analytics, predictive maintenance and 
network planning

Source: UITP 2017/2018, n= 48



In the near future, AI applications in network planning and safety 
management will grow significantly.

Source: UITP 2017/2018, n= 48



AI empowers customer service staff to provide an attentive and 
efficient service

Digital Assistants

Chatbot / Integrated 

into Facebook 

Messenger

Chatbot / Integrated

into MTR Mobile App

In-station 

Communication Robot
Call Centre Support

TfL TravelBot
Chatbot on MTR Mobile 

App

Multilingual customer 

service robots in Tokyo 

station

Call Centre Support via 

IBM Watsons 

Transport for London MTR Corporation JR East JR East

Use of Natural Language Processing (NLP) & Pattern Recognition to improve service quality. 



Low hanging fruits: Chatbots

Fast Time-to-Market
< 6 months to launch. 

Low Psychological Barrier & Ease of use
Growth of digital messaging apps

Ease of access to ready-made solutions
Readily available chatbot solutions. 

The chatbot can also be easily integrated into existing 

platform. e.g TfL’s Travelbot

Relatively Low Technology Investment
Hardware & development costs ranging from EUR 70K –

EUR 110K (SGD 112K – 176K)

Things to consider: 

• Chatbot, like all AI-technologies, require a learning 

curve. Initial use of Chatbot will have errors or 

limitations and can drive users away. 

• The first impression very important meaning the first 

conversation with a user must be smart and goal 

oriented.

• Training data suppliers are available but expect and 

plan for internal resources to enrich the database 
because no one will know your customers’ inquiries 

more than your customer service team. 

• Undergo a robust stress test – Chatbot is likely to 
receive an abnormal high volume of inquires at the 

events of service disruption or incidents. Ensure the 

platform can support sudden influx of users. 



Why should public transport care about 

AI? 

How is AI changing our industry?

What steps we need to take to 

successfully deploy AI into PT 

operations? And why PTAs need to be 

involved?

What is the future of AI in PT?
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4 key building blocks essential for successful AI deployment



PTAs have a role to help in developing long term data management 
strategy to enable the growth of AI

 Abundant of public transport data is trapped in 

multiples legacy systems and often are not shared

 Data are complex to interpret and visualize

1
Create sound framework for data generation, collection 

and storage because AI technologies require robust and 

high-quality data.

2
PTAs have a role to set up data regulatory framework to 

protect customer privacy and sustain access to data 

(compliance from data owners will become the norm, i.e. 

EU GDPR)

3 Encourage data sharing between stakeholders for a 

greater gain in the future – this require all stakeholders 

having the same vision on data sharing.  

Public Transport Victoria’s (PTV) data 

analytics platform (DAP), a million dollar 

investment, collates data empowering staff 

to gain easy access as well as to filter, 

format and extract relevant information. 

Non IT-expert PTV employees quickly 

acquainted themselves with DAP and are 

able to use its different self-serve 

functionalities.

“We have all the information we need at 

our fingertips in relation to the operational 

performance of the bus operators.”
Anita Livshiz, Director, Metropolitan Bus Contracts, PTV



Foster innovation through collaboration

86% of PT stakeholders who deployed / provided AI technologies 

through COLLABORATION with third party stakeholders

Adopt multi-stakeholder collaborative approach

• Nature of AI generates win-win partnerships

• Build an expert working groups (internal and/or external 

stakeholders) on AI projects to encourage pollination of mixed skill 

sets because impacts of AI will extend beyond one department or 

one team. 

• Commitment from all parties at every stage working towards a 

common goal.  

• Reform traditional procurement process to accommodate time it 

takes to commercialise AI outcomes. 

• Consider new business models to support the specific requirements 

of AI e.g RATP Dev and Deutsche Bahn launch pad for start ups. 



What is the future of AI in PT?
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Our PT & IT Experts believe in 5 years time …

“AI is about recognising pattern. In a 5 year time, AI 

will recognise more patterns than it currently does” 

“AI is taking away tasks, not jobs”

“Everyone will take part and have responsibility to the train AI, 

because AI is like a child”

“AI will be incorporated into every industry” 

“Grow of AI may not be growing at the exponential rate as 

expected or even be slowed down because of privacy 

concerns there will be more regulations on AI.”

“Governments have responsibility to set a framework 

for data sharing to encourage the growth of AI”.

“AI will create more [job] profiles .. it will unlock other jobs”



Possible future concepts for PT

AI to be seamlessly integrated into infrastructure for real-time monitoring and 

empower us to be dynamic in our operations. 



ARTIFICIAL INTELLIGENCE IN MASS PUBLIC 

TRANSPORT
A year-long project commenced in December 2017.

The project aimed to demystify AI, raise awareness 

of the growing developments of AI in public 

transport industry and provide guiding principles.

A report of 144 pages featuring:

• 17 use-cases

• Key building blocks & challenges for 

deployment of AI

• Innovation concepts of how AI will transform 

PT sector. 
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