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1.  Introduction  

1.1.  Overview  

1.1.1.  This specification lays out our requirements for the West of England C ombined 

Authority  Mobility as a Service (MaaS) Solution, what we expect of our selected 

partner , and should be taken as a minimum. We positively encourage bidders to 

consider how they can exceed our requirements  to deliver enhanced 

functionality, outcomes , and customer experience.  

1.1.2.  This document forms part of the contract with the successful bidder. 

1.1.3.  This section provides background to the West of England MaaS project , its 

context, our broad expectations of bidders , and our ask.  

1.2.  The West of England Combined Authority ( West of England CA) 

1.2.1.  The West of England CA is led by the Metro Mayor Dan Norris, and covers the 

three geographical areas of Bath & North East Somerset, Bristol and South 

Gloucestershire. The Combined Authority also supports the Local Enterprise 

Partnership (LEP), which is business-led, and covers the four West of England 

councils, including North Somerset Council.  

1.2.2.  More information about the Combined Authority, as an organi sation, can be 

accessed here: https://www.westofengland -ca.gov.uk/ .  

1.2.3.  The West of England CAõs constitution can be found here: https://westofengland -

ca.moderngov.co.uk/documents/s2151/ConstitutionJune2020.pdf  

1.2.4.  The LEP consists of businesses, universities, councils and works to ensure the 

regionõs economic success through sustainable action. The LEP helped to develop 

the regionõs Local Industrial Strategy (LIS), which outlines priorities to encourage 

growth in the West of England ( available here: 

https://www.gov.uk/government/publications/west -of-england-local-industrial -

strategy/west -of-england-local-industri al-strategy).  

1.2.5.  Through collaboration, the LEP aims to deliver economic growth in the region by 

addressing several key challenges surrounding productivity and skills, housing and 

transport . The LIS aims to deliver clean and inclusive growth by focusing on k ey 

priorities including cross -sectoral innovation.  

1.2.6.  For clarity, the contracting party for this procurement exercise is the West of 

England CA. The MaaS Solution is to cover  the West of England CA authorities ð 

Bath and North East Somerset, Bristol and South Gloucestershire ð as well  as 

neighbouring North Somerset . This  geographical  range enables the MaaS 

Solution to cover key transport flows within the region  and the same area as 

the Bus Service Improvement Plan  (BSIP). 

1.3.  Context  

1.3.1.  There are a number of key  challenges facing the regionõs transport network. For 

example, car dependency is engrained through urban planning, making it difficult 

https://www.westofengland-ca.gov.uk/
https://westofengland-ca.moderngov.co.uk/documents/s2151/ConstitutionJune2020.pdf
https://westofengland-ca.moderngov.co.uk/documents/s2151/ConstitutionJune2020.pdf
https://www.gov.uk/government/publications/west-of-england-local-industrial-strategy/west-of-england-local-industrial-strategy
https://www.gov.uk/government/publications/west-of-england-local-industrial-strategy/west-of-england-local-industrial-strategy
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for people to adopt sustainable modes. This has led to high levels of congestion 

across the region. The public transport  market is large and complex, with 

multiple train operating companies; a bus market with a small number of large 

operators operating alongside over a dozen very small operators; multiple taxi 

service providers; and a range of micro -mobility providers, including e -scooters. 

Whilst there are a range of public transport options, they are reportedly  

perceived by the travelling public  as difficult to use. Bus services are perceived 

by some to be too compli cated for new users to understand and expensive for 

some groups. The rail network has poor local connectivity  and generally lacks 

complementary first -mile / last -mile services, and while new mobility services are 

emerging, it is difficult for users to discover how to include these within their 

travel habits. Furthermore, some of these emerging mobility services, such as e -

scooters, are not accessible to all, making the use of pr ivate cars comparably 

attractive.  The West of England CA is investing in a wide portfolio of transport 

and mobility interventions ; MaaS will complement those investments  and, through 

supporting a shift towards sustainable modes, help to achieve  the climate  

emergency goal that ôIn 2030, the West of England is net zero carbonõ (available 

here: https://westofengland -

ca.moderngov.co.uk/documents/s2200/CE%20Action%20Plan.pdf ). 

1.3.2.  Bidders are encouraged to review the West of England Local Transport  Plan 4 for 

further context of the local transport market: 

https://travelwest.info/app/uploads/2020/05/JLTP4 -Adopted-Joint -Local-

Transport-Plan-4.pdf . 

1.3.3.  The MaaS Solution provides an opportunity to deliver better  value for money for 

customers and easier journey planning for people across the region  by making it 

easier to plan and pay for more complex, multi -modal journeys. It could 

encourage growth in the use of public and active modes of transport,  through new 

customer acquisition and joint marketing and advertising with  Mobility Service 

Providers (MSPs), tackling congestion through increased sustainable transport use 

and supporting sustainable economic growth. Utilising such opportunities will help 

us to achieve goals set out within the LIS and the West of England CA 

Constitution.  

1.3.4.  The West of England CA (and its local authority partners) have a number of 

existing relationships with  MSP and other organisations across the region, 

including the West of England Bus Operatorõs Association (WEBOA), train 

operating companies and local taxi  operations and agreements with MSPs are 

being sought for their participation in the  MaaS Scheme. 

1.3.5.  The MaaS Solution will be developed in line with other UK Government strategies 

such as the Great British Railways: Williams -Shapps plan for rail (available here: 

https://www.gov.uk/government/publications/great -british -railways-williams -

shapps-plan-for -rail ), which aims to deliver an efficient, financially sustainable 

railway that meets the needs of customers through replacing franchising, 

accelerating innovation  and integration. The UK Governmentõs Bus Back Better 

strategy will also influence the FTZ ( available here: 

https://westofengland-ca.moderngov.co.uk/documents/s2200/CE%20Action%20Plan.pdf
https://westofengland-ca.moderngov.co.uk/documents/s2200/CE%20Action%20Plan.pdf
https://travelwest.info/app/uploads/2020/05/JLTP4-Adopted-Joint-Local-Transport-Plan-4.pdf
https://travelwest.info/app/uploads/2020/05/JLTP4-Adopted-Joint-Local-Transport-Plan-4.pdf
https://www.gov.uk/government/publications/great-british-railways-williams-shapps-plan-for-rail
https://www.gov.uk/government/publications/great-british-railways-williams-shapps-plan-for-rail
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https://www.gov.uk/government/publications/bus -back-better ). Bus Back Better  

aims to deliver far -reaching reform to improve bus services across England 

(outside London).  The spirit of both these documents, namely putting the 

customer first, is a key aspiration of the West of England CA MaaS.  

1.3.6.  As part of the UK Governmentõs Bus Back Better  strategy, the West of England CA 

has submitted its BSIP to improve local bus services and access new funding, 

details can be found here: https://www.westofengland-ca.gov.uk/what-we-

do/transport/bus/. The West of Englandõs BSIP sets out how we intend to deliver 

the overall vision and aims of the National Bus Strategy ð which are:  

Á To get overall bus patronage back to its pre -Covid level and then exceed it . 

Á To make the bus a practical and attractive alternative to the car for more 

people. 

Á To make buses more frequent, more reliable, easier to understand and use, 

better co -ordinated and cheaper . 

Á To offer a London-style bus network: fully integrated services, simple multi -

modal tickets, more bus priority measures, high -quality information for 

passengers, services that keep running into the evenings and at weekends and 

turn -up-and-go frequencies in cities . 

Á Significantly more ambitious bus priority schemes in cities and congested 

places, taking a whole -corridor approach to improve journey tim es and 

punctualit y. 

Á To create a virtuous circle: increasing usage, but also reducing operating 

costs so better services can be sustained without permanently higher subsidy.  

1.3.7.  Central to our plans are the delivery of seamless integrated local ticketing 

between operators across all types of transport ð with the aim to deliver in three 

areas: 

Á Wider application of digital ticketing across the network to enable customers 

the option of using mobile tickets ( m-tickets ) and contactless payment cards 

on all buses.  

Á Integration of multi -operator products onto digital ticketing systems to 

support use of m-tickets and contactless payment cards along with capping 

across the network.  

Á Clearer integrated options for multi -modal products including harmonisation 

of fare zones, ticket types and conditions.  

1.3.8.  The MaaS Solution provides the opportunity to deliver a single platform for the 

West of England area, providing a simplified offer to customers with the ability to 

access the best fares and remove barriers to use of public transport, and support 

the delivery of our BSIP and the vision and aims of the National Bus Strategy.  

1.3.9.  A journey planner currently exists for the region. Travelwest , set up by the West 

of England Partnership (the predecessor to the Combined Authority) on behalf of 

the four Councils , provides information on concessionary travel, bus/metrobus 

services and community transport. Travelwest also sells a range of existing ITSO 

smartcard tickets . The MaaS scheme, for the period of the trial, will operate in 

parallel to existing Travelwest functions  details of which can be found here: 

https://www.gov.uk/government/publications/bus-back-better
https://www.westofengland-ca.gov.uk/what-we-do/transport/bus/
https://www.westofengland-ca.gov.uk/what-we-do/transport/bus/
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https://travelwest.info/ . Other third -party journey planners using open data 

sources also exist,  such as Google Maps. 

1.4.  The Future Transport Zone (FTZ)  

1.4.1.  The Department for Transport (DfT) launched the Future Mobility/Transport Zones 

fund in Spring 2019 as part of the Future Mobility Strategy: Urban Strategy 

(Available here: https://www.gov.uk/government/publications/future -of-

mobility -urban-strategy). The strategy recognises that advances in data science 

and technology have increased transport innovation, providing an opportunity to 

reflect on what we want from our tran sport systems and push for sustainable, 

responsive and innovative transport networks.  

1.4.2.  The West of England CA was successful in securing £28m funding, as one of four 

FTZs. The FTZ commenced in Summer 2020 and will conclude on 31 March 2024. 

West of Englandõs bid submission to the DfT is available here: 

https://www.westofengland -ca.gov.uk/wp -content/uploads/2019/10/WECA -FMZ-

Bid-Submission-website-version.pdf . 

1.4.3.  The fundamental aim of the FTZ in the West of England is to co -design, trial and 

demonstrate replicable transport innovations that can improve connectivity, 

enhancing regional productivity, widening access to employment and creating a 

globally significant demonstrator to drive trade and inward investment. MaaS will 

play a key role in a chieving this aim. Other key components of the FTZ include : 

Mobility Hubs, Dynamic Demand Responsive Transport (DDRT), E-scooters, Urban 

Freight and Transport Data Hub, and there are interfaces and opportunities 

between these components and the MaaS projec t .   

1.4.4.  The FTZ will be influenced by and feed into an overarching Living Lab, itself part 

of the FTZ. The Living Lab is currently in development by the West of England CA. 

The Living Lab will inform the West of England CA and the FTZ work-streams 

through work with local communities, stakeholders and innovators to codesign, 

iteratively trial, demonstrate and enable solutions, like the MaaS project. The 

aim is to help innovate, upskill, improve connectivity and drive economi c growth 

across the region. The West of England CA will retain overall control for the 

inputs and will be the conduit for the findings of the Living Lab to the MaaS 

Partner. The Living Lab will provide suggestions for features and a sandbox in 

which to tes t and trial interventions that are suggested either from the MaaS 

Partner or from elsewhere, such as the businesses in the region or academia. The 

Living Lab will support the MaaS Partner in their work to provide a solution that 

works for the region.  

1.4.5.  In terms of project management and governance, key individuals and their 

responsibilities are detailed below:  

Á Peter Mann, Head of Integrated Transport Operations, Senior Responsible 

Officer  

Á Oliver Coltman, Future Transport Zone Programme Manager 

Á John Bradburn, Interim Project Manager - Mobility as a Service 

https://travelwest.info/
https://www.gov.uk/government/publications/future-of-mobility-urban-strategy
https://www.gov.uk/government/publications/future-of-mobility-urban-strategy
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1.4.6.  Details of other individuals/roles in the MaaS delivery team will be provided on 

award. 

1.4.7.  The FTZ is taking a customer -centric approach to developing and implementing 

the key components identified above, and this is key to our approach . As detailed 

later in this document we expect collaboration and innovation with regards to 

how we consider customer needs and expectations, and how the MaaS project  can 

address these during the trial and potentially beyond.  

1.4.8.  Within the timeframes of the FTZ funding (up to 31 March 2024), or beyond it, t he 

MaaS Solution may integrate with other initiatives across the region led by the 

West of England CA and its partners, the intention being that the MaaS is an 

integral part of the transport / mobility landscape across the region.  The regional 

Joint Local Transport Plan (JLTP4) vision is ôConnecting people and places for a 

vibrant, inclusive and carbon ne utral West of Englandõ. To achieve this, the 

JLTP4 firmly places technology at the heart of the regionõs transport. A wide 

range of current projects, such as the Travelwest information brand, and roll out 

of the regionõs smarter payments and integrated ticketing plans, provide the 

springboard for the region to reinvent public transport through mass transit, 

smart ticketing and making it more user friendly, convenient, safe, direct and 

attractive , linking key destinations to enable everyone to use it . 

1.4.9.  The West of England CA project team meets regularly and works collaboratively 

with the other FTZs and with other similar projects elsewhere. We will be seeking 

a collaborative approach within the FTZ workstreams and with other FTZs to 

maximise learning over the period of the FTZ programme . For reference details 

on the other FTZs can be found as follows : 

Á Solent: https://www.solent -transport.com/solent -future -transport -zone/  

Á Nottin gham and Derby: https://www.derby.gov.uk/transport -and-

streets/transport -policy/future -mobility -zones/ 

Á West Midlands: https://www.tfwm.org.uk/who -we-are/our -

strategy/innovation -and-future -mobility/   

 

1.5.  The West of England CA MaaS Project  

1.5.1.  The vision for the West of England CA MaaS project is: The West of England CA's 

MaaS Solution should collaboratively deliver a regional multi -modal journey 

planning, booking, ticketing, payment and information solution.  

1.5.2.  We recognise that MaaS (as a solution) can be interpreted in many different ways, 

technically, operationally and crucially from a customer point of view. For the 

purposes of this specification and development, deployment and refinement of 

MaaS in the West of England, we define it as òa platform that, together with 

associated stakeholder and management services, allows residents and 

visitors to the West of England to plan, book and pay for single mode and 

multi -modal journeys across the region, with a simple and personalised 

interface, based o n their specific preferences, needs and behaviours, but 

https://www.solent-transport.com/solent-future-transport-zone/
https://www.derby.gov.uk/transport-and-streets/transport-policy/future-mobility-zones/
https://www.derby.gov.uk/transport-and-streets/transport-policy/future-mobility-zones/
https://www.tfwm.org.uk/who-we-are/our-strategy/innovation-and-future-mobility/
https://www.tfwm.org.uk/who-we-are/our-strategy/innovation-and-future-mobility/
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also using techniques to encourage the use of low carbon and more 

sustainable travel modes where practicableó. 

1.5.3.  The objectives of the West of England CA MaaS project are as follows:  

Á Provide a commercially and operationally attractive solution for MSPs with 

low barriers to entry . 

Á Provide an easy to use solution for all customers including disadvantaged and 

forgotten groups . 

Á Become the go-to platform satisfying the majority of sustainab le travel 

demand in the defined MaaS area with a variety of customer centric solutions . 

Á Increase the market share of public transport, new mobility services and 

active travel . 

Á Reduce sole occupancy private car use 

Á Provide a solution that can integrate futu re opportunities and use -cases. 

Á Deliver a commercially sustainable MaaS Solution that will provide long -term 

benefits . 

Á Identify and share outcomes, insights and learnings of MaaS development, 

implementation and impact locally, regionally and nationally acr oss all users. 

1.6.  Timeline  

1.6.1.  As elaborated on later in the specification, delivery of the MaaS Solution has been 

planned across four key stages: Alpha, Beta, Minimum Viable Product (MVP) , and 

full release. Beyond the full release, modular enhancements /  improvement may 

be made to the solution. The timeline for delivering the four key stages is 

provided below : 

Á Private Alpha launch: December 2022 

Á Private Beta launch: January 2023 

Á Public MVP launch: March 2023 

Á Public Full Release launch: May 2023 

1.6.2.  Current funding for the FTZ and MaaS project ends on 31 March 2024. Hence this 

contract will operate until 31 March 2024. However, the project aims to assess 

and identify  commercially sustainable business models for MaaS, with the 

intention to continue run ning the MaaS Scheme beyond 31 March 2024. Hence the 

contract allows for up to 24 months of extension  beyond 31 March 2024, at the 

discretion of  the West of England CA and subject to this being commercially 

sustainable.  

1.7.  Our broad expectations  of bidders  

1.7.1.  In order to deliver the MaaS Solution we expect a  collaborative partnership 

between the West of England CA, MSPs and the MaaS Partner, underpinned by 

formal contractual arrangements . 

1.7.2.  We see the MaaS Solution provider  as a partner in its development, deployment 

and refinement, hence the term òMaaS Partneró being used for the remainder of 

this document.  
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1.7.3.  We anticipate  an agile approach to delivery of MaaS, but defined within a clear 

programme of product releases, with a  focus to deliver on DfTõs objectives for the 

FTZ, and the West of England CAõs objectives for MaaS. 

1.7.4.  The MaaS Project will  work with in a Living Lab environment which fosters 

collaboration and co -creation with communities, SMEs, businesses, academia 

(includ ing research associated with and beyond the MaaS) and other groups to 

ensure that the MaaS Solution meets local needs now, and in the future . Our MaaS 

Partner will be expected to work with the Living Lab, as detailed further in 

Section 1.4.4  of this document.  

1.7.5.  We have defined f unctionality tailored to the needs and expectations of 

customers and public transport / MSPs in the West of England CA region and 

informed by ongoing detailed customer experience research and analysis. We 

expect our MaaS Partner to put customer needs at the heart of th eir approach, as 

further detailed in Section 3 .  

1.7.6.  We are seeking a MaaS Solution which can be reviewed, developed and scaled 

beyond the end of the FTZ  programme and (potentially) to other geographies  

beyond the West of England. Where feasible, we expect to selectively leverage 

work undertaken elsewhere and by others FTZs (in Derby/Nottingham, the Solent, 

and the West Midlands), such as pre-existing MSP / functional integrations  (such 

as APIs, products and services). 

1.7.7.  We will take an open approach to sharing experiences, insights and learnings 

widely for the benefit of the wider FTZ community, local authorities in the UK 

and wider industry , and expect this of our MaaS Partner. 

1.7.8.  The West of England CA is seeking to develop a global exemplar of a successful 

sub-regional MaaS deployment and seeks a MaaS Partner who has a similar 

ambition . 

1.7.9.  The West of England MaaS Scheme and Solution shall be a neutral aggregator of 

transport services, with all MSPs being treated equally within the MaaS Solution  

i.e., a Solution that does not favour one operator over another  within any given 

mode, (not including any preferences the West of England CA wishes to include as 

part of its policy or behaviour change objectives, e.g. to promote active travel), 

especially where income is generated. Our MaaS Partner is required to put in 

place measures to ensure neutrality, and to prevent any restriction of 

competition in the West of England transport market, including providing 

confidence to MSPs that their commercially sensitive data will not be 

compromised by the MaaS Partner. 

1.8.  Our ask of bidders  

1.8.1.  Our approach to MaaS is to put the customer at the heart of the process as 

outlined in the following diagram which showcases the minimum high-level 

functionality  we require.   
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1.8.2.  We require a simple customer experience, focus sed on their needs at the time of 

use, rather than the traditional òmap and modeó approach. We recognise that the 

òmap and modeó approach has its benefits, but we are keen to test an alternate 

approach where customers are presented with tailored options, based on their 

prefe rences, needs and behaviours, rather than  always immediately being 

presented with a map and list of modes, which may not suit all users. Appendix 3 

showcases some customer focused apps, representing good practice as a way of 

example.  Section 4  provides more information on the proposed customer model.  

1.8.3.  We have defined an illustrative  ôturnkeyõ architecture highlight ing the core 

functionality we require delivering as part of this specification ( outlined and / or 

shaded in green), those which will be priced options ( shaded in orange) and those 

additional functions which will be delivered by the West of England CA or its 

partners (outlined  in red), and ther efore out of scope.   
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1.8.4.  For reference, the table below provides a high-level  summary of the MaaS 

Solution that we require  our MaaS Partner to deliver. Bidders should refer to the 

rest of this specification for further details, and for the full breakdown of 

requirements.  

Core solution  Product  

functionality  

Service  

Á Operation and 

maintenance of 

integrated MaaS 

Solution 

Á Product 

integration and 

management 

Á Customer facing 

app and website 

Á API integration 

with MSPs across 

multiple modes  

Á Integrated 

payment service 

provider and 

Á Journey planner and 

routing services 

Á Live disruption 

information  

Á Reservations of trip 

components 

Á Single and multi -

modal booking, 

ticketing & payment, 

and refunding, 

including 

token/permit to 

travel issuance and 

management 

Á MSP data and 

performance analysis 

interface and support 

desk 

Á West of England CA 

data and performance 

analysis interface and 

support desk 

Á Maintenance of the 

MaaS Solution 

Á Product and fares 

management, in line 

with product rules  

Á Management of the 

financial transactions 

in the MaaS Solution, 
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banking merchant 

acquirer  

Á Business logic and 

algorithms 

Á Data and analytics 

Á Shadow MSP 

commission 

charging 

Á CRM 

system/software  

Á Suitable banking 

operation, such as 

escrow  

Á Pay as you go, pre-

pay, post-pay and 

account based 

Á Mobility credits  

Á Personalised choices 

Á Incentives & rewards 

Á RSP accredited rail 

ticketing  

including reporting, 

reconciliation and 

settlement of funds to 

MSPs as required by 

West of England CA 

Á Financial Management 

for the Scheme, 

including working 

capital management, 

collections, 

allocations, 

disbursements and 

distributions , banking, 

reconciliations and 

reporting  

Á Security Management, 

including threat 

analysis and mitigation  

Á Business Continuity 

Management 

 

1.9.  Options 

1.9.1.  In addition to all of the requirements outlined in this specification that the 

selected supplier must be deliver, we require bidders to be able to offer the 

following three optional requirements :  

Á Customer support centre : a customer contact centre and if the West of 

England CA select this option, then the MaaS Partner will deliver the contact 

centre (i.e. provide, operate, and manage the personnel). If the West of 

England CA chooses not to select this option, then the CA will itself provide, 

operate and manage the personnel for the support centre (or otherwise 

outsource it). Regardless of wh ich party  deliver s the contact centre, the MaaS 

Partner's CRM solution will be used to manage customer contacts. If the CA 

choose to operate the support centre itself ,  then the MaaS Partner will be 

required to train CA staff in using the CRM solution.  

Á Inclusion of a taxi / private hire aggregator : bidders are to include a taxi / 

private hire aggregator in their solution, which would be commercially agreed 

and managed by the MaaS Partner. If the West of England CA chooses not to 

select this option, then the CA will itself either engage an aggregator (to be 

commercially agreed by the CA), and/ or will engage directly with local taxi / 

private hire operators for the MaaS Partner to integrate into the MaaS 

Solution.  

Á Inclusion of a car hire aggregator : bidders are to include a car hire 

aggregator in their solutio n, which would be commercially agreed and 

managed by the MaaS Partner. If the West of England CA chooses not to select 

this option, then the CA will itself either engage an aggregator (to be 

commercially agreed by the CA), and/or will engage directly with local car 

hire operators for the MaaS Partner to integrate into the MaaS Solution.  
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1.9.2.  The West of England CA will choose whether or not to take these up upon receipt 

of tenders. As such, all tender s must include reference to these optional 

requirements, and provide costs for these as part of the commercial evaluation 

(for clarity: it is mandatory for bidders to tender for these requirements; but the 

West of England CA has the option to choose whether or not to take these up).  

1.10.  Navigating this document  

1.10.1.  For ease of consideration of this specification, requirements are indicated with 

the red target icon (as right) and bidders should consider and include these when 

responding to SSQ and ITT questions. In Section 8 we have outlined our product 

roadmap which summarises our functional requirements at each of the key stages 

of product iteration, in terms of functionality and modal integration.  

1.10.2.  Sections indicated with blue lightbulbs  are expectation s or guidance we wish to 

draw biddersõ attention to so they ca n be considered in responses. 

1.10.3.  To assist bidders a Requirements Matrix is included i n Appendix D ð West of 

England MaaS Requirements Matrix. 

1.11.  Key terminology  

1.11.1.  A glossary of key terms used throughout this document can be found in Appendix 

1. We have reproduced below four key phrases used in this document that bidders 

should observe: 

Á MaaS Solution: The regional journey planning, booking, ticketing, payment 

and information platform for the West of England which is being procured 

through this exercise, which includes the platform itself and service wrapper, 

such as analytical reporting and settlement o f funds.  

Á MaaS Scheme: The MaaS Scheme which incorporates the MaaS Solution, as 

well as other commercial and operational elements required to deliver MaaS, 

such as agreements with MSPs, product rules, and financial auditing. The 

West of England CA will be the MaaS Scheme owner. 

Á MaaS Project:  The project in place to bring about the MaaS scheme.  

Á MaaS Partner:  The supplier/consortium  being appointed through this 

procurement exercise, to deliver the MaaS Solution.  
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2.  Our approach to delivering MaaS 

2.1.  Introduction  

2.1.1.  The West of England CA wants to enter into a collaborative relationship with the 

MaaS Partner over the FTZ period. We may wish to continue beyond the end of 

the FTZ period but  this will be the subject of further consideration throughout the 

development, deployment and refinement period of the FTZ , in accordance with 

terms set out in the contract . We will consider a range of operational and 

commercial models for the long term op eration of MaaS taking on board evidence 

and insight gained during the initial FTZ period.  

2.1.2.  We want a commercially viable (within the operational model we will develop ) 

and operationally sustainable  (in terms of human resources and revenue funding 

support) MaaS Scheme. We also want our MaaS Partner to have a behavioural 

alignment  with the West of England CA and its partners  and the approach below . 

2.1.3.  We believe that such an approach will  help create the conditions for  innovation  

and help develop a solution which meets the needs of the region . 

2.1.4.  The following sections outline our approach to MaaS and how we see our MaaS 

Partner contributing to our goals . 

2.2.  Collaborative  

2.2.1.  We require  our MaaS Partner to be collaborative in its approach, working with us, 

our consultant team, our  MSP partners and importantly our customers to develop 

a globally recognised ôbest in classõ solution. 

2.2.2.  We see the development, deployment and ongoing refinement of MaaS as a 

journey, we expect that journey to flex along the way, but our long-term  

objective s will remain the same. 

2.2.3.  Our partner decision will be based in part on that willingness to collaborate  with 

us and a demonstration of previous collaborations . 

2.2.4.  Alignment with the principles of ISO 44001  (Collaborative business relationship 

management systems) is expected.  

2.3.  Flexible  

2.3.1.  In developing the FTZ and the MaaS component we have adopted agile project 

methodology principles  but within a clear delivery programme . This supports our 

flexible approach to the development work undertaken to date , and we expect 

similar through out delivery , where functional needs may  continue to flex , and will 

be informed by all our  customers and stakeholders during implementation and 

subsequent refinement . 

2.3.2.  At the heart of our approach has been a willingness to be nimble  with regards to 

how we have developed and specified MaaS, driven by a desire to achieve the 

most beneficial outcomes for the regio n, its residents, businesses and visitors.  
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2.3.3.  We require our MaaS Partner to demonstrate similar flexibility  towards 

development, deployment and refinement during the FTZ period . 

2.4.  Open 

2.4.1.  It is essential that the approach that we take in bring ing the MaaS Solution to the 

transport / mobility market is ôopenõ to enable the easy on-boarding of exi sting, 

emerging and new MSPs and their products and services, as well as potentially 

being flexible in geographic scope to help deliver  wider benefits beyond the 

region. 

2.4.2.  We require a MaaS Solution which is equitable for customers, providing unbiased 

advice and products, and MSPs, in terms of not being unfairly advantageous to any 

one operator within any given mode.  

2.4.3.  We do not expect to own intellectual property associated with the MaaS Solution, 

but we require our MaaS Partner to be open and willing to share the underlying 

rationale and thinking.  

2.4.4.  We have a duty to share insights and learnings from the FTZ and the MaaS 

Solution as far as possible, recognising the significant investment the DfT has 

made in the programm e and we require our MaaS Partner to work with us to 

inform and accelerate the wider  MaaS agenda and knowledge base in the UK and 

beyond. 

2.5.  Non discriminatory  

2.5.1.  It is a requirement  that the MaaS Solution is equitable for participating  MSPs and 

we require  this to be done through a process of engagement, collaboration and 

co-creation . See Section 7.9  for our accessibility requirements . 

2.5.2.  Non-discrimination between partners  means providing a neutral solution and  

reducing and / or removing barriers to entry . We require the consideration of  

Competition Act legislation  to not  favour one modal MSP (for example bus 

operators) over another  within the MaaS architecture .  

2.5.3.  Non-discrimination also means that customers will have  (as so far as is 

practicable ) equivalent  access to the products and services available irrespective 

of whether they have a smartphone, a bank account or if they have hidden o r 

visible disabilities  ð this could include the use of credits, tokens or authenticated 

cards and functionality for voice device s, and in building or on -street terminals  

(assets and infrastructure being provided by other projects ).    

2.5.4.  The Equality Act  (2010) makes the collection, monitoring, analysis and usage of a 

number of data categories mandatory ð without this data and taking action based 

on it, West of England CA will be unable to meet the requirements of the Public 

Sector Equality Duty.  

2.5.5.  We require  the MaaS Solution to provide customers  with tailored choices  and 

information relevant to their preferences, lifestyles and needs. We will require 

the ability to test and use different choice  architecture  and interventions  to help 
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customers make choices which help achieve MaaS and wider West of England CA 

objectives (such as using sustainable solutions). 

2.5.6.  The following are considerations  for all those engaged with MaaS: 

Á The DfT, the  West of England CA and local authorities - who need to 

demonstrate value for money, beneficial outcomes , insights / learnings  

from the monitoring & evaluation activities,  and tangible results from the 

deployment . 

Á MSPs - who expect their fair share of farebox revenue and that MaaS will 

help them to grow th eir  market share  through mode shift from private car . 

Á Customers - who expect value for money and comprehensive information 

allowing them to make an informed choice regarding their journey 

options.  unbiased travel advice and charges . 

2.5.7.  We expect our MaaS Partner to consider post FTZ funding and to assist in the 

development of  sustainable commercial models where those MSPs that benefit 

from MaaS pay a fair share of ongoing operating costs. 

2.6.  Innovative  

2.6.1.  We require  an innovative solution that can be tailored to West of England CAõs,  

MSPsõ and customersõ specific needs as detailed in Section 4 .   

2.6.2.  We positively welcome innovation in terms of testing, deployment, refinement 

and functionality within a wrapper of being focused on evidenced customer need 

and delivering the West of England CAõs desired outcomes. 

2.6.3.  We require  our partner to demonstrate how it  will innovate with the West of 

England CA team and their stakeholders throughout the lifetime of the FTZ (and 

beyond). 

2.7.  Sustainable 

2.7.1.  The West of England CA MaaS Scheme must be sustainable in its widest sense : 

Á Commercially - we recognise that investment will have to be made to 

establish MaaS and we are putting in place  appropriate measures over the FTZ 

period to enable this. We are, however, targeting a position whereby  MaaS 

will be commercially self -sustaining (in terms of costs such as banking, 

maintenance, and customer support  etc.)  at the end of or before the end of 

the FTZ period to leave a legacy for the region.  

Á Operationally  - as with all public sector organisations, we must be prudent 

with the use of public fund s including revenue funding . We expect that the 

MaaS Solution will, over the FTZ period, become operationally sustainable 

with an appropriate amount of human resources needed to maintain a high -

quality operation . 

Á Environmentally  - we require  our MaaS Partner to demonstrate at all stages 

of MaaS development, deployment and operation , how they are minimising 

their impacts on the environment  including, specifically , the consumption of 

energy and generation of carbon . 

Á Corporately - we require the MaaS Partner to have Corporate Social 

Responsibility policies in place and to consider Social Values recognising 

Government interest in this area . 
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2.7.2.  We require our partner to actively demonstrate their approach to this wider 

sustainability agenda throughout the MaaS Solution life -cycle and this will be 

measured.  

2.7.3.  Alignment with the principles of ISO 14001 (Environmental Management System) is 

expected.   

2.8.  Staged 

2.8.1.  We have planned for a staged approach to development, deployment and scaling 

of the solution with a n MVP and a programme of subsequent modular 

enhancements. At each stage we expect that the evolving customer and MSP 

needs will be  key drivers in refining, flexing or introducing additional 

functionality  but we also expect our MaaS Partner to be suggesting modular 

enhancements to help achieve our outcomes . 

2.8.2.  There will be a detailed monitoring and evaluation  programme which will assess 

the efficacy of functionality as it is introduced to help inform, alon gside customer 

and MSPs needs, modular enhancements and new functionality  and we require our 

MaaS Partner to cooperate fully with this process.  There will also be a n FTZ 

programme level monitoring and evaluation  regime, with which we require similar 

co-operation.  Further detail on monitoring and evaluation is provided in Section 

6.11 . 

2.8.3.  We have requirements  around the staging of functionality , as outlined in Section 

8,  and require our partner to embrace this staged approach.  

2.9.  Scalable 

2.9.1.  We require t he MaaS Solution to be scalable over the FTZ period (and potentially 

beyond) with regards to : 

Á Enhancing customer function ality and features  over the project period 

reflecting customer experience and their changing needs  

Á Enabling consistent performance, especially catering for rapid growth or  

unseasonal / unusual  spikes in usage 

Á Utilising fully cloud-based technology 

Á Enabling the rapid o n-boarding of MSPs existing, emerging and new  

Á Enabling and providing for a l egacy beyond the FTZ programme 

Á Allow ing for the addition of further geography (ies) adjacent to and potentially 

remote from the West of England CA. 

2.9.2.  We require  our partner to actively collaborate with West of England CA and MSPs 

to help achieve our scaling ambitions.  It is worth noting that our principle  

regarding scaling is that the customer approach needs to be maintained and 

scaling should always be context specific.  

2.10.  Safe and Secure 

2.10.1.  We require the MaaS Solution to be safe and secure with regards to the sourcing, 

storage, use and application of personal, financial  and sensitive data, and UK 

GDPR compliance. 
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2.10.2.  We require our MaaS Partner to take a òzero-trustó approach with regards to data 

security , and interfaces with third parties (including third  party data providers, 

customers, MSPs and the West of England CA).  

2.10.3.  We require our MaaS Partner to demonstrate best in class policies and practices  

regarding safety and security throughout the FTZ pro gramme. 
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3.  Putting the customer at the heart of MaaS  

3.1.  Introduction  

3.1.1.  We have developed a customer centric approach in developing the West of 

England CA MaaS Project , focusing on the needs of a wide range of sample 

customer personas across all life stages and backgrounds. This evidence is a 

fundamental input into  the MVP and future feature development , deployment  and 

refinement.  

3.1.2.  The West of England CA requires the MaaS Partner to support our ôLiving Labõ 

approach in order to ensure that the evolving needs of customers are at the heart 

of the development of this project and allow for integration with our wider FTZ 

and the West of England CA programmes (as described earlier ). 

3.1.3.  It  should be noted that we do not require  the MVP to meet all customer needs, 

but w e expect the majority to be catered for by the end of the FTZ period  ð this is 

outlined in Section 8.  

3.1.4.  The West of England CA, as the MaaS Scheme owner, require s the MaaS Partner to 

work collaboratively to manage requirements, their development and deployment 

within an agile environment where evolving use cases and customer features will 

be agreed. 

3.1.5.  Our MaaS Partner is required to follow all applicable customer /  consumer 

protection legislation and legal requirements including the Customer Rights Act 

2015, Consumer Protection from Unfair Trading regulations 2008, Consumer 

Contracts (Information, Cancellation and Additional Charges) Regulations 2013 

and Customer Rights (Payment Surcharges) Regulations 2012 as amended by the 

Payment Services Regulations 2017. 

3.2.  Customer experience analysis  

3.2.1.  To help in the development of a customer focussed solution we have undertaken 

analysis of customers across the region. This led to the  creation of multiple user 

personas, typical of people across the region, designed to cover as many different 

needs as possible so we could understand the issues that people in the region 

face. We validated these users through video interviews, survey data  (from 

Travelwest and Future Gov) and further GIS analysis. 

3.2.2.  The focus of the se personas has allowed us to find pain  points experienced by the 

different segments of the population  on typical journeys . The pain points have 

been scored for the potential impact and number of people affected  leading to 

the creati on of a set of use cases that highlight potential solutions for the 

problems experienced.  

3.2.3.  A summary of the customer experience work is included in Appendix B and the 

finding s have driven the development of  the key attributes detailed over the 

following sections  and the customer model outlined in Section 4.  
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3.3.  Ease of use 

3.3.1.  The MaaS Solution is required to  be intuitive and simple to use ð the customer 

experience is the driving factor and we believe the key to a successful MaaS 

Solution, and the user interface needs to be tailored to those needs . 

3.3.2.  At this stage we are not bein g prescriptive, but we do expect our MaaS Partner to 

co-create and collaborate in developing the user interface and customer 

experience, recognising the needs across all life stages and backgrounds.  This 

development work will be informed by a longitudinal  panel (a representative 

group of people selected to provide feedback on the MaaS Solution from a 

customer perspective, formed as a key component of the Living Lab)  which the 

West of England CA is establishing and further customer experience analysis. 

3.3.3.  Our minimum expectation is that MaaS improves the customer experience for all , 

it must contribute to easier travel , remove existing barriers and create new 

opportunities to encourage new customers particularly attracting those from  the 

private car . 

3.3.4.  We expect the MaaS Solution to make a measurable improvement  to the lives of 

people across the region, the supporting monitoring and evaluation  programme 

will be developed to try and specifically understand the key factors with in the 

MaaS Solution which unlock growth for sustainable transport / mobility services.  

3.3.5.  We require that services should degrade gracefully where device features or 

supporting services are not available, and users should be informed of this (e.g. 

the app should cache a previously returned journey plan, and this should remain 

visible when internet connection is lost, and the app should support journey 

planning even when users cannot buy a ticket due to limitations of scope or 

system unavailability). Users should not reach ôdead endsõ when something is not 

available.  Where appropriate, users should be able to plan and book trips outside 

of the West of England regio n (e.g. rail journeys).  

3.4.  Equality and inclusion  

3.4.1.  Our MaaS Partner is required to deliver their obligations under the Equalities Act 

2010 and all other relevant requirements . Our Accessibility requirements are set 

out in Section  7.9 . 

3.4.2.  We require  bidders to set out their considerations and a roadmap for how to serve 

excluded traveller groups as the project develops.  These customer groups 

include: 

Á Digitally excluded ð those who do not have (or want to have) smartphones or 

web access 

Á Financially excluded ð those without bank accounts or who are cash 

dependent 

Á Those with physical and hidden disabilities  

3.4.3.  Over the course of the project, w e expect the MaaS Partner to provide 

functionality to access alternative access solutions (beyond the Smartphone), 

such as voice devices, web and other digital terminals . 
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3.5.  Flexibility  

3.5.1.  We require  the MaaS Solution to meet existing needs as defined in this 

specification and our MaaS Partner to work with us to anticipate future needs.   

3.5.2.  We expect our MaaS Partner to work with us in anticipating trends and changes 

across society and the economy to help inform  future  MaaS functionality. We 

expect the MaaS Partner to anticipate change, be flexible to those changes and 

quickly provide functionality that me ets the needs and expectations of customers . 

3.5.3.  We expect the MaaS Solution to be based on open standards where possible, to 

facilitate flexibility and cross -utilisation  within and beyond the FTZ . Open 

standards include , for example,  MSP APIs such as TOMP, using well defined and 

general-purpose technologies for frontend (e.g. React , React Native), APIs 

(REST/JSON, GraphQL, MQTT) and open source components as applicable. 

3.5.4.  We expect the MaaS Solution to be developed by using industry best practices, 

public cloud enablers and open architecture, including containerisation of 

components with deployment automation , resilience and scalability to provide 

the best possible user experience under variable system loads.   

3.6.  Resilience  

3.6.1.  As we have seen with the COVID-19 pandemic, shock-events can have dramatic 

implications . We there fore  require our MaaS Partner to consider how the MaaS 

Solution can technically and operationally cope when such shock events occur 

including, but not limited to ð extreme weather events, economic fluctuations, 

pandemics or other major human viral loads (such as a regional flu outbreak) and, 

major unexpected events such as demonstrations or disruptions . Our MaaS Partner 

also needs to consider how their offer and solution will be resilient more broadly, 

such as in terms of staffing, system performance and availability, a nd system 

upgrades.  
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4.  The West of England CA customer model  

4.1.  Introduction  

4.1.1.  We require a customer centric approach to the onboarding of customers, a similar 

needs-based approach to their journey planning, booking and payment whilst 

using the MaaS Solution, and an intuitive approach to access their data and 

account.  

4.1.2.  We require bidders to put customer needs at the heart of the solution , to deliver 

a more personalised, customer -focussed solution compared to the traditional 

òmap and modeó approach as used in many MaaS deployments to date . 

4.1.3.  The following sections illustrate our thinking , providing further detail to  the 

schematic provided in Section 1.8.1 . 

4.2.  Customer onboarding , engagement and updating  

4.2.1.  When a new customer joins the MaaS Solution we require an approach to be taken 

which focuses on their needs, aspirations and preferences to enable us to take a 

more òhuman-centricó approach compared to the traditional òmap and modeó 

approach, as mentioned above. 

4.2.2.  This òhuman-centricó approach includes understanding their budget,  their 

favourite places (the places they frequent regularly), their information and travel 

preferences, what their current primary mode is and available payment channels ; 

this effectively gives us their  customer òpersonaó. We require the MaaS Partner to 

take this information and us e it as the foundation in which tailored travel 

planning, booking, payment and associated MaaS services are provided. We also 

welcome any ideas the MaaS Partner might have on improving safety elements of 

a userõs journey.   

4.2.3.  Bidders are expected to consider the thinking on the following pages,  but not be 

limited to what is shown. 
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4.3.  Journey planning  

4.3.1.  Extending the thinking further, having understood the persona, we require our 

MaaS Partner to present the journey planner in default as a needs-based set of 

requests, as well as the usual presentation of a map and modal selections.  The 

rationale being to vastly simplify the act of trip making and execution for  the 

user. 

4.3.2.  By asking a simple set of questions ð when do you want to travel, where do you 

want to go to, and how do you want to get there ? ð the experience will be 

personalised to their generalised habits, places and preferences, whilst still giving 

users the option for more detailed routing choices  through a map made option.  

4.3.3.  Thinking should include, but not be limited to that in the following schematic . 

 

4.4.  Booking and payment  

4.4.1.  We require booking and payment activities to take a similar approach, providing 

the option to refine, accept, save, or use trip advice but not book a trip 

suggestion. Payment options will be drawn from the customers preferred options. 

4.4.2.  Payment may be overridden with other bank, token, wallet , e-payment or promo 

code options.  

4.4.3.  Thinking should include, but not be limited to that in the following schematic . 
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4.5.  In trip activities  

4.5.1.  We require the MaaS Solution to provide in -trip confidence and advice (according 

to their preferences) but also provide the functionality to nudge customers, 

provide third  party offers and to broadcast messages as directed by the West of 

England CA. 

4.5.2.  Thinking should include, but not be limited to that in the following schematic . 

 

4.6.  Post trip  

4.6.1.  We require an approach which allows customers to undertake post trip activities 

including reviewing their preferences (which is closely aligned with the 

onboarding requirements) , their trips  and activities , spend and any credits or 

promo codes in their wallet . We also require the MaaS Solution to be able to 

suggest interventions to help customers make more informed decisions to help 
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them achieve their stated preferences and the West of England CAõs objectives 

more widely.  

4.6.2.  Thinking should include, but not be limited to that in the following sch ematic . 

 

4.7.  Leaving MaaS 

4.7.1.  In the event that a customer leaves the MaaS Solution either through an active 

choice (such as closing their account) or dormancy (such as not using the app) we 

require a customer centric approach, allowing the downloading of any data, and 

the refunding of credits paid by the user before an account is closed. In the event 

of dormant accounts we require the option to be able to nudge customers to re -

engage or provide feedback as to how the MaaS could improve to me et their 

needs. Closing the user account must be available as a self -service option and the 

function must adhere to the MaaS Solution Providerõs data protection and privacy 

obligations set out in the Contract, and must comply with UK GDPR.  

4.7.2.  Thinking should include, but not be limited to that in the following schematic . 
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5.  Commercial Model  

5.1.  Introduction  

5.1.1.  This section sets out the evolving commercial model that will underpin the West of 

England CA MaaS Scheme. It should be noted that this may flex over time and  

subsequent thinking will be informed by MSP discussions and agreements and 

development with the MaaS Partner. 

5.1.2.  The commercial model will be staged in relation to the progression from an MVP 

through the FTZ period to a òlegacyó solution. 

5.1.3.  Work is underway to clearly outline the final commercial model, the operational 

strategy and the product strategy and the commercial governance  /  rules for the 

MaaS Scheme. Key assumptions from this will be shared with our MaaS Partner upon 

appointment.  

5.2.  Funding  

5.2.1.  Through the period of  the contract, the West of England CA will fund the 

development, implementation and operating costs of the MaaS Solution as set out 

in contract agreed between WECA and the MaaS Platform provider (t o 31 March 

2024). 

5.2.2.  Current funding for the FTZ and MaaS project ends on 31 March 2024. However, the 

project aims to assess and identify commercially sustainable business models for  

MaaS, with the intention to continue running the MaaS Scheme beyond 31 March 

2024.  

5.3.  MSPs 

5.3.1.  As MaaS Scheme manager, the West of England CA will, in general, hold the 

commercial relationships with the MSPs and undertake negotiations for their 

involvement in the West of England MaaS. The MaaS Partner will undertake the 

technical  onboarding and integration of the MSPs APIs and associated products.  

5.3.2.  For transport modes where there are existing ôaggregatorõ platforms available 

(such as taxi,  but noting the optional nature as outlined earlier ), the West of 

England CA will require the MaaS Partner to enter into a contractual  arrangement  

with a supplier of those services and set out details of these  proposed contractual 

arrangements as part of th eir tender bid .   

5.3.3.  The West of England CA will maintain responsibility for development, agreement 

and ongoing management of MSP agreements /  relationships, except in the case of 

existing ôaggregatorõ services where the West of England CA have specified that the 

MaaS Partner holds the commercial a greement with that supplier, as per Section 

5.3. 2. 

5.3.4.  The West of England CA has commenced engagement with key MSPs in the region, 

and it is expected that contracts and associated agreements will be developed and 

established with MSPs to retail their products through the MaaS Solution and we are 

in ongoing discussions with MSPs in this regard. 
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5.4.  Products and payments  

5.4.1.  At the initial launch  of the MaaS Platform,  it is expected that the MaaS Platform 

will allow customers to pre -pay for a range of  existing products that West of 

England CA have negotiated  to be made available for sale from a range of MSPs 

across the region. The West of England CA may agree with MSPs to make available 

new products and services that are currently not available, including new multi -

operator and bundled products , during the period of this contract.  

5.4.2.  In the longer term, the ambition is for the MaaS platform to support and integrate 

with post -pay, capped solutions that are proposed within the West of England CA's 

BSIP and the Williams -Shapps plan for Rail. 

5.4.3.  The selected MaaS Partner is required to provide booking, ticketing and payment 

for a range of transport modes, and to process payments, collect revenue and 

provide customer refunds when required.  

5.4.4.  The MaaS Partner is required to manage all products and fares in line with product 

rules to be provided by the West of England CA and MSPs.  

5.4.5.  Rail ticketing  provided by the MaaS Partner is required  to be fully compliant with 

all relevant Rail Delivery Group (RDG) accreditation requirements . 

5.4.6.  We require  our MaaS Partner to appoint and integrate an accredited  Payment 

Service Provider (PSP) and Merchant Banking Acquirer to handle payments. The 

West of England CA require sign off of this agreement and will discuss with our 

MaaS Partner appropriate governance and banking arrangements.  

5.4.7.  The cost to the customer for booking the range of modes available will be set by 

the MSPs, though the West of England CA reserves the right to change costs where 

it has the power to do so (for example if we wish to offer incentives or 

promotions). Additionally, we may choose to offer ôproductsõ or bundled options 

for customers, with the West of England CA setting the price. We will ad vise the 

selected MaaS Partner of any price / product changes and expect these to be 

introduced within 28 days of notice with  no further mark -up on price.  

5.4.8.  Where the West of England CA chooses to reduce cost of travel for the customer by 

using mobility credits or other specific interventions agreed with MSPs (such as 

behavioural incentives), we expect to cover any gap in the revenue generated 

compared to the MSP ticket price  and this to be recharged to the West of England 

CA. 

5.4.9.  Our ultimate aim is that all products available from on -boarded MSPs are available 

within the MaaS Solution in addition to existing  products. The West of England CA 

will negotiate the development of new and innovative products to be made 

available from participating MSPs, such as new multi -operator and multi -modal 

products and mobility bundles. It is anticipated that all products will be made 

available for advance purchase on a Pay as you go basis. In the longer term, the 

ambition is for the MaaS Platform to integrate with post -pay solutions envisaged in 

West of England's BSIP and Shapps-Williams plan for rail.  
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5.4.10.  It should be noted that the West of England CA is continuing its discussions with the 

bus operators and DfT with in the BSIP process and this may result in new products 

and approaches being delivered . 

5.4.11.  The MaaS Partner shall develop the platform processes and payments systems such 

that all transactions fall outside of the scope of The Package Travel and Linked 

Travel Arrangements Regulations 2018. 

5.5.  Revenue collection , reporting, reconciliation,  apportionment  and settlem ent  

5.5.1.  We require the MaaS Partner to collect customer payments for all products retailed 

through the MaaS Solution and hold this revenue in a dedicated Escrow account  

under the West of England CAõs mandate. The MaaS Partner will then be 

responsible for revenue reporting, reconciliation , apportionment and  settlement 

with MSPs in accordance with  the agreements that the West of England CA or the 

MaaS Partner make as part of onboarding MSPs, which will be provided by the West 

of England CA to the MaaS Partner.  

5.5.2.  The West of England CA reserves the right to undertake, or appoint a 

representative to undertake,  the auditing of  the algorithms, payment and other 

systems (on at least an annual basis) to ensure fairness, compliance with all 

agreements and Scheme rules, and for fraud prevention . We will give our MaaS 

Partner 14 calendar daysõ notice of such audits. 

5.5.3.  We require our MaaS Partner to manage all revenue collection and banking, in line 

with UK financia l, data privacy and payment card regulations, including The 

Electronic Money Regulations 2011, The Payment Services Regulations 2017, and 

Financial Services Act 2021. 

5.6.  Refunds and credits  

5.6.1.  We require the MaaS Solution to enact refunds with in 3 days of the request being 

made for customers who have unused mobility  credit s. This applies where 

customers have deposited money in their account  rather  than using a credit  or 

debit card to pay for their journeys . This functionality  should be actionable in -app, 

via web or by telephone / Minicom.  

5.6.2.  Any claims in respect to ôDelay-Repayõ compensation in relation to rail journeys 

will need to be claimed directly by the customer from the relevant T rain Operating 

Company.   

5.7.  Mobility credits  

5.7.1.  We require the MaaS Solution to be able to handle the application of mobility 

credits in a variety of forms including;  

Á Credits to individual accounts  

Á Credits to super-users or business accounts for re-allocation elsewhere  

Á Credits in return for positive decisions or behaviours  

5.7.2.  The exact form and use of these mobility credits is currently being developed and 

will be discussed with our MaaS Partner. 
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5.8.  Commission 

5.8.1.  The selected MaaS Partner will be required to have mechanisms in place to collect 

commissions on behalf of the West of England CA. Commission rates will be 

variable between different MSPs and charged in accordance with individual MSP 

agreements and may be subject to variation over time.   

5.8.2.  Initially, commissions may not be required; when they are payable, they may be at 

an introductory ra te. We therefore require the MaaS Solution to be able to handle 

òshadow commissionsó (indicative of longer-term  commission levels), to illustrate 

the potential financial performance of the MaaS Scheme in a future state when 

commission rates are charged. This will assist and enable research and analysis to 

be undertaken to help develop the post -FTZ commercial model.  

5.8.3.  The ability to query òshadow commissionó data is required  for the West of England 

CA in demonstrating the potential commercial viability of the solution to DfT, 

MSPs, our Local Authority partners and wider stakeholders.  

5.8.4.  The selected MaaS Partner is also required to have the ability to apply booking fees 

to transactions (instead of, and  /  or in addition to commissions), should the West 

of England CA opt to apply booking fees. Should booking fees be introduced, the 

MaaS Partner is required to comply with al l relevant regulations and is required to 

make fees visible to customers upfront.  

5.8.5.  For the optional taxi  / private hire  and car hire aggregator services, we require 

bidders to agree commission rates with the optional taxi and car hire aggregator 

services when preparing their tender, detailing these in their tender. All 

commission generated through these aggregators will be  retained by West of 

England CA, less 20% which the MaaS Partner will be entitled to retain for 

themselves. 

5.9.  Auditor  

5.9.1.  We will appoint an independent auditor to audit all commercial transactions 

including revenue collection, commission and recharges collecti on, and allocation  /  

disbursement at least on an annual basis. We require  full cooperation by the MaaS 

Partner, including providing accessing to all required data.  

5.10.  API development and costs  

5.10.1.  APIs will be required to link MSPs to the MaaS Solution and to integrate third  party 

data (for example, mapping and traffic data, and also to make sales  /  reservations). 

This is required in order to provide real -time journey planning and the provision of 

data to assist customers select their most appr opriate m ode depending on their 

specific preferences ( i.e.,  fasted, lowest carbon, cheapest etc) . This includes in -

journey disruption information.  

5.10.2.  The MaaS Partner will be required to integrate MSP APIs into the MaaS Solution that 

it develops for the West of England CA. Any funding requested by third -party MSPs 

for API development will not be supported through this tender .  
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5.10.3.  We expect that our MaaS Partner has or will develop all necessary APIs to deliver 

the functionality se t out with regards to third  party data sources such as mapping, 

disruption data etc.   

5.10.4.  The assumption is that the following MSP arrangements /  integrations will be 

delivered as part of the MaaS Project . 

Mode Integration Requirement  

Bus 
Á Assume five bus operators to be integrated , with the MaaS 

Partner responsible for technical and product  integration, and 

the West of England CA responsible for managing and 

arranging commercial agreements.  

Á Assume one DDRT solution provider to be integrated , with the 

MaaS Partner responsible for technical and product 

integration, and the West of England CA responsible for 

managing and arranging commercial agreements.  

Train  
Á Integration with an accredited National Rail Ticket Issuing 

System; commercial agreement to be managed and arranged 

by MaaS Partner. This will also include ancillary  booking 

requirements such as booking cycle spaces, passenger assist 

etc.  

Taxi  /   

Private 

Hire 

Vehicle  

Á Assume three local taxi and public hire vehicle  operators 

require integration , with the MaaS Partner responsible for 

technical and product integration, and the West of England 

CA responsible for managing and arranging commercial 

agreements. 

 OR 

Á Integration with a  taxi/private hire vehicle aggregator, with 

the MaaS Partner responsible for technical and product 

integration, and the West of England CA responsible for 

managing and arranging commercial agreements. 

OR 

Á Integration with  a taxi/private hire vehicle aggregator, with 

the MaaS Partner responsible for technical and product 

integration and for the commercial agreement to be managed 

and arranged by the MaaS Partner (this is an Option, as 

described in Section 1.9 ). 

E-Scooter  
Á Integration with Voi registration, discovery and booking 

system, with the MaaS Partner responsible for technical and 

product integration, and the West of England CA responsible 

for managing and arranging commercial agreements.  

Car Club 
Á Integration with three local car club providers , with the MaaS 

Partner responsible for technical and product integration, and 

the West of England CA responsible for managing and 

arranging commercial agreements.   

Car Hire  
Á Assume three care hire providers require integration  with the 

MaaS Partner responsible for technical and product 

integration, and the West of England CA responsible for 

managing and arranging commercial agreements. 
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OR 

Á Integration with a car hire aggregator , with the MaaS Partner 

responsible for technical and product integration, and the 

West of England CA responsible for managing and arranging 

commercial agreements.  

OR 

Á Integration with aggregator  with the MaaS Partner responsible 

for technical and product integration and for the commercial 

agreement to be managed and arranged by MaaS Partner (this 

is an Option, as described in Section 1.9 ).  

Ferry  
Á Assume integration with two local ferry companies  with the 

MaaS Partner responsible for technical and product 

integration, and the West of England CA responsible for 

managing and arranging commercial agreements.  

Parking 

payments 

(park and 

ride)  

Á Assume three  integration s required with park and ride 

payment provider s, with the MaaS Partner responsible for 

technical and product integration, and the West of England 

CA responsible for managing and arranging commercial 

agreements. 

5.10.5.  Should additional integration be necessary, costs for these will be agreed between 

the MaaS Partner and the West of England CA, based on the schedule of rates 

provided by bidders as part of the commercial evaluation.  

5.10.6.  Bidders should be aware of the FTZ Transport Data Hub project, which is aiming to 

create a region -wide data platform to improve transport plannin g and 

management. The Transport Data Hub project is currently in discovery phase, so 

specific requirements for integration between the MaaS Solution and the FTZ 

Transport Data Hub are unknown. However, i t should be noted that in time the FTZ 

Transport Data Hub may provide a local source of contemporary and real -time 

information and as details emerge, we expect our MaaS Partner to integrate  the 

solution with the Transport Data Hub over the course of the FTZ where data 

residing in the hub could enhance MaaS functionality and / or where aggregated / 

anonymised data from the MaaS Solution could help the West of England CA with its 

activities .  

5.11.  Data ownership and sharing  

5.11.1.  Commercially confidential MSP data such as fares tables, promotions, customer 

incentives etc. will be held securely within the MaaS Solution and access only 

permitted to an authorised set of roles / individuals from the West of England CA 

and the MaaS Partner, as defined in West of England CAõs IAMS (Identity and Access 

Management System) policies.  

5.11.2.  The West of England CA will require the ability to interrogate MaaS metrics  (see 

Section 6 ) on a weekly basis to inform analysis to understand key indicators , trends 

and trajectories. All such data will be owned by the West of England CA and will not 

be shared outside of the MaaS Scheme without express permission of the West of 

England CA.   
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5.11.3.  The West of England CA expect to be provided with the live status of the overall 

transport network from the MaaS solution viewpoint, with insights and more 

detailed information as available at any given time through the MaaS platform, 

accessed securely according to user roles and policies as above. 

5.11.4.  MSPs may require access (subject to agreement with the West of England CA) to 

their own performance data and again this is required to  be on a òclearedó and 

agreed basis, in accordance with the IAMS. 

5.11.5.  Some aggregated information and data may be made available for research 

purposes to external groups on agreed basis. 

5.11.6.  The MaaS Partner is required to  adhere to all relevant data privacy and information 

security legislation and requirements as set out in the non -functional specification 

as in Section 7. 

5.12.  Licensing  

5.12.1.  The MaaS scheme is seen as a key asset for the West of England CA.  We will 

require an irrevocable, royalty free, transferable, and perpetual licence permitting 

West of England CA to use relevant software and IPR for the purposes of operating 

the MaaS Solution.  The licence must be transferable, and/or West of England CA 

must have a right to sub -license, to any successor body who the West of England CA 

may appoint to operate the MaaS Platform in future.  
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6.  Operational model  

6.1.  Introduction  

6.1.1.  This section sets out the proposed operational model to be followed by the West 

of England CA MaaS Scheme. It should be noted that this may flex over time and 

subsequent thinking will be informed by customer experience, market and 

communications planning and discussions with the MaaS Partner. 

6.1.2.  As stated earlier, work is underway by the West of England CA to clearly outline 

the operating model and the operating governance  /  rules for the MaaS Scheme.  

6.2.  Core principles  

6.2.1.  The West of England CA MaaS will offer customers the opportunity to plan 

journeys and be shown relevant (to them) options of how to travel from A to B. 

This will include all MSPs that are included in the MVP and subsequent feature 

releases. 

6.2.2.  We expect the MaaS scheme to be delivered to end users through multiple 

channels, taking into account the regulatory requirements e.g. accessibility and 

inclusivity. This will be do ne in phases and initiall y the service must be delivered 

as an end-user application through app stores on major platforms (Google Play, 

App Store). This may be complemented by websites (marketing, account 

management) as well as integration to existing web properties such as the 

Travelwest website.  

6.2.3.  We expect that c ustomers will be able to purchase the full range of tickets  /  

services made available by MSPs over the FTZ period. Initially we anti cipate that 

MSPs will make available all products and services that they make available 

through their exi sting online sales channels.   

6.2.4.  In due course, we aim to work with MSPs to develop new and innovative products, 

such as new multi-operator and multi -modal products and mobility bundles. It is 

anticipated that all products will be made available for advance purchase on a 

Pay-as-you-go. In the longer term, the ambition is for the MaaS Platform to 

integrate with post -pay solutions envisaged in West of England's BSIP and Shapps-

Williams plan for rail.   

6.2.5.  Our MaaS Partner is required to  offer customers choice of using a journey planner 

or to directly purchase a product if they do not  need to /  want to use the journey 

planner ð i.e. , buy a bus ticket, train ticket etc . 

6.2.6.  The journey planner is required to  be customisable by individuals to prioritise 

greener (low carbon) journeys, speed, price and other individually tailored 

requirements as detailed in the phasing i n Section 8. 

6.2.7.  Our MaaS Partner is required to  provide accurate data that allows customers to 

understand the carbon  /  emissions impact of their journey choices and make 

future choices accordingly . This functionality is expected during later releases  of 

the product, as set out in Section 8 . 
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6.2.8.  Our MaaS Partner is required to make the default setting to always prioritise the 

display of greener / shared mode options over single occupancy modes (such as 

privat e car).  However, this function must be customisable by users and 

consideration will be needed  to ensure compliance with Competition Law.  

6.2.9.  Integrations with MSPs are required to  be of the deep type, i.e. the user can book 

and pay for  services directly from the MaaS app, including fulfilment , and the 

principle of personal and payment details being requested only once should apply. 

We recognise that some non-core services may need to be provided by an in -app 

browser such as identity veri fication that  may be required for some MSPs. 

6.2.10.  Services beyond MSPs may be integrated in the future covering complementary 

solutions to mobility such as parcel lockers, convenience food etc.  

6.3.  Product strategy  

6.3.1.  Customer facing functionality will be delivered via a staged approach through 

private  alpha and beta deployments, a limited cohort of public users with an MVP, 

a full public release and subsequent modular enhancements. 

6.3.2.  Through the product roadmap , functio nality such as daily capping and 

subscriptions may be developed and deployed depending upon MSP negotiations 

and agreements. Functionality requirements (over time) are outlined in  Section 

8.   

6.3.3.  Individual agreements, drawn up by  the West of England CA with  MSPs will dictate 

which products they will make available through the Maas Scheme. This will 

include whether ticketing products will be limited to some  /  all of the MSPs suite 

of tickets or enable bespoke products to be created with the MaaS Solution 

(potentially by customers creating combinations, or the West of England CA, MSPs 

and partners developing new products).  

6.3.4.  The MaaS Solution is required to  cater for mobility credits, either as block credits 

for bundles of tickets (free or discounted) for indivi duals say, accessing 

employment, education or upskilling opportunities.  

6.3.5.  The MaaS Solution is required to cater for incentivisation to allow the suggestion 

of desirable decisions, such as choosing more sustainable travel choices, or to 

sensitivity test products with cohorts of customers.   

6.3.6.  The product strategy  will be developed by the West of England CA in conjunction 

with onboarded MSPs and the MaaS Partner, but the West of England CA reserves 

the right to approve (or not) products and services being hosted within the MaaS 

Solution. 

6.4.  MSP onboarding 

6.4.1.  As outlined above the West of England CA will maintain overall responsibility for 

development, agreement and ongoing management of MSP agreements /  

relationships and provide appropriate resource to support this activity.  

Notwithstanding this, the West of England CA requires the MaaS Partner to 

contract with an accredited rail ticketing retailer and to provide options to 
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contract with an aggregator (s) of taxi /  private Hire  and car hire services (as 

described in Section 1.9 ). 

6.4.2.  We require our MaaS Partner to develop the operational and technical 

relationships with  MSPs to allow on-boarding (once commercial agreements have 

been secured by the West of England CA) and subsequent development. This 

includes undertaking working capital  management, collection s, allocation s, 

disbursements and distributions , banking, reconciliations and reporting  in 

accordance with arrangements agreed with individual MSPs and/or Aggregator 

services. 

6.4.3.  We require  collaboration between the MaaS Partner and the West of England CA 

team to ensure that commercial and technical integrations allow for transparent 

deployment and subsequent testing, go -lives and downstream audit.   

6.4.4.  We require  that our MaaS Partner develop a technical solution which permits the 

on-boarding of MSPs as frequently as agreements are developed so as to maintain 

the progression of products and services available to customers.   

6.5.  Product Fulfilment  

6.5.1.  Products purchased via the West of England CA MaaS platform will be fulfilled 

directly to the end consumer via an API from the MSP ticketing  /  reservation 

system to the MaaS customer. The precise nature of the product fulfilled to the 

customer will be agreed by the West of England CA (or the MaaS Partner where 

services are made available through an aggregator service) and the relevant MSP.  

6.5.2.  The current assumptions regarding product fulfilment are set out in the table 

below.   

Mode Fulfilment mechanism  

Bus Bar-code mTicket issued from bus company mTicket provider  

Train  Bar-code mTicket or eTicket from relevant accredited Ticketing 

Issuing system supplier, or, where not available, Ticket on 

Departure code 

Taxi/PHV Booking reference together with relevant location, vehicle and 

driver information, updated in real time  

e-scooter  Booking reference together with relevant data to allow 

customer to locate, unlock and lock e -scooter following ride.  

Car Club Booking reference together with relevant data to allow 

customer to locate, unlock and lock vehicle following ride  

Car Hire  Booking reference together with any relevant data required by 

customers in relation to the booking  
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Ferry  Booking reference/ticketing as required by the Bristol harbour 

ferry ope rator  

6.5.3.  Bidders should note that as the project develops, the West of England CA may 

wish to work with the MaaS Platform provider and MSPs to develop additional 

fulfilment methods, such as supporting existing ITSO based ticketing and 

developing account based ticketing functionality, supporting tokens, and 

integrating with systems and functionality developed as part of the West of 

England CAõs BSIP as well emerging outcomes from the Williams Shapps rail 

review and national multi operato r contactless capping systems as described in 

the National Bus Strategy.  These potential developments will not be part of the 

initial project requirements.  

6.6.  Testing 

6.6.1.  We require the MaaS Platform provider to provide and demonstrate full 

Requirements Traceability and supporting artefacts (Plans, Cases, Scripts, and 

Results), and use suitable Requirements Management and Test Management 

toolkit (e.g. JIRA). We also expect the provider to  use a robust Test Harness for 

automated systems testing. We expect that the MaaS Partner will demonstrate 

their professional testing practices and certifications such as ISO27001 compliance 

in their processes. 

6.6.2.  We require automated testing of software modules in use from early stages of 

development  and beta /  field testing QA professionals testing each release. 

6.6.3.  We require performance testing and real time monitoring of performance  as part 

of a comprehensive non-functional testing regime , which is also made available 

for the West of England CA operators to review . 

6.6.4.  The delivery project shall have different testing stages prior to full release, 

including private  alpha and beta stages, staged rollout, launch and post -launch 

oriented continuous testing processes. Each stage will need to include  Unit, 

Integration, Systems, Regression, and Acceptance testing.  

6.6.5.  We require the MaaS Partner to support and facilitate sec urity testing, especially 

where indicated by the West of England CA cybersecurity  compliance 

requirements . We also require  the MaaS Partner to proactively engage with the 

West of England CA-selected test groups and other stakeholders, for limited 

exposure testing and resulting in a positive influence on select user groups . 

6.6.6.  The West of England CA will  formally  consider all  major releases, including 

reviewing all the release content, any outstanding issues identified in testing 

(automated, manual an d test group) , and making the decision on whether the 

release is ready to be made available publicly or within the private  groups (alpha, 

beta) . 

6.6.7.  We require special attention to be paid in testing transactions with financial 

consequences: ticket products, selection, charging, clearing and settlement, as 

well as robust fulfilment of customer orders  to make sure financial transactions 
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produce clear and successful outcomes, or roll back with clear feedback to end 

users.  

6.6.8.  We require comprehensive cybersecurity testing to be conducted at every 12 

months. That includes CREST, TIGER or CHECK-accredited  penetration tests and 

depending on solution needs, PCI DSS audit. 

6.6.9.  As a public entity, the West of England CA must adhere to the latest WCAG 

Accessibility Standards. The MaaS Partner is required to  ensure compliance with 

said standard and obtain the necessary proof of compliance.  

6.6.10.  In addition to technical end -to-end testing of the MaaS Solution, we require 

comprehensive end-to-end testing of the systems put in place by the MaaS 

Platform provider to ensure that participating MSPs are allocated and receive the 

correct revenues in line with the commercial agreements agreed between the 

West of England CA and the MSPs. 

6.7.  Release strategy  

6.7.1.  As detailed above we require a release strategy around a private alpha, private 

beta, public MVP, public full release and planned updates approach as follows : 

Á Private Alpha ð an initial release with basic functionality with a small test 

cohort comprising the West of England CA and its advisors. 

Á Private Beta ð a more developed release with a cohort of testers, drawn from 

the West of England CA, its advisors, partners and public testers invited via 

the Living Lab and longitudinal panel.  

Á Public MVP ð a tested, stable product with core functionality which would be 

released to a wider cohort of invited partners (inc. MSPs) and public (probably 

drawn from the customer experience work)  to test functionality and user 

experience. 

Á Public Full Release ð the public launch of the MaaS Solution with support 

marketing and communications activities with a core modal and product 

offer . 

Á Modular Enhancements  ð functional enhancements deployed at specific times 

over the remainder of the FTZ programme these being developed via the 

Living Lab, longitudinal panel inputs and ongoing monitoring and evaluation .  

6.7.2.  For each release we require our MaaS Partner to provide a clear and unambiguous 

plan which may in turn inform the marketing and communication activities (if 

appropriate) and the monitoring and evaluation requirements, to inform customer 

experience activities.   

6.7.3.  Each major release is required to  provide the user with improved functionality, 

products or experience , or enhanced security,  and the changes should be clearly 

documented and articulated at least 4 weeks before release, unless otherwise 

agreed with West of England CA, to inform marketing and communications 

activities . 

6.7.4.  Minor releases, security patches  and updates (including bug fixes) should be on a 

two-weekly basis (except for time critical security patches  /  updates) with a clear 

indication with in iOS and Android stores as to the changes made and the 
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improvements customers can expect . Very minor changes should be rolled up into 

the next release. Highly critical security updates are required to  be released in 

line with the West of England CA patch management policy in dependence of 

associated risk. 

6.7.5.  The MaaS Partner is expected to develop strategies through in -app nudges and 

inputs to media campaigns (run by the West of England CA) to ensure that each 

major release on -boards customers to that release as soon as possible ð this being 

critical for customer experience, security and monitoring & evaluation.  

6.8.  Operation , integration  and maintenance  

6.8.1.  We require the MaaS Partner to undertake the following from the start of the 

contract:  

Á Operate and main tain the MaaS Solution, maintaining service  and operational  

levels detailed in Appendix 4.   

Á Provide a Service Operations /  Delivery function for the scheme, including 

financial flow management . 

Á Act as system integrator for the MaaS Solution, and manage the MaaS Solution 

(noting that the West of England CA will manage the overall MaaS Scheme). 

Á Provide all necessary business logic and algorithms for the Maas Solution to 

perform.  

Á Provide the West of England CA and other key stakeholders (such as our local 

authority partners) access to data and analytics through a suitable dashboard  

/  medium.   

6.9.  Customer service model  

6.9.1.  The relationship between the West of England CA, the MaaS Partner and the 

customers (users) is an imperative and ultimately the key to success of the 

solution. 

6.9.2.  The customer is at the heart of the FTZ MaaS and we require our MaaS Partner to 

share our passion for putting the customer first and ensuring a high quality 

service.  Our expectation is that the customer service model should be able to 

deal with questions concerning j ourney planning and other functionality queries, 

account queries, complaints, password resets, and refunds at a minimum . 

6.9.3.  We require the MaaS Partner to have clear strategies, processes and systems to 

ensure: 

Á That the MaaS Solution is available for 99.9% of the  time (with the exception 

of pre -planned maintenance periods) . 

Á That planned maintenance periods only occur monthly  at maximum, are 

agreed with the West of England CA two weeks in advance and are advertised 

in advance via social media and in -app. 

Á A website presence is maintained for the duration of the FTZ with clear 

contact, functional and marketing materials available in a site which meets 

the West of England CA and Government accessibility standards. 

Á That a customer call -centre is available staffed by the MaaS Partner (this is an 

Option, as described in Section 1.9 ) or by the West of England CA and its 

partners for customer on -boarding, customer queries (including credits and 
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refunds) and MSP queries. The operating hours should be 06:00 to 22:00, 7 

days a week, 365 days a year. This includes a human social media presence 

available during the same hours and days, to handle customer queries . 

Á That in -app, web-chat and textphone  is also available over the same time 

period for customer queries . 

Á Customer contact (via call or chat) should be achieved within 60 seconds of 

request for 95% of calls during the hours specified abov e. 

Á That customer self-help is available within the MaaS app  and other customer 

interfaces . 

Á That a ticket system to log system  / support issues is provided by the MaaS 

Partner.   

6.9.4.  We require our MaaS Partner to develop clear customer care strategies to cater 

for a variety of scenarios, these include (but are not limited to) ð onboarding in-

app, onboarding via phone, account queries, technical queries, credits and 

refunds, banking failures, loss of smartphone signal or battery mid booking etc.  

6.9.5.  We also require our MaaS Partner to provide insights and inputs into the 

supporting marketing and commun ications activities which the West of England 

CA will undertake for the MaaS and the wider FTZ.  

6.9.6.  We require our MaaS Partner to maintain a high level of data security also in the 

contact centre operations, including  compliance with the  UK GDPR and ISO27001 

in related processes.  

6.10.  MSP service model 

6.10.1.  MSPs and their products are also critical to the success of the MaaS Solution. 

Maintaining APIs and ensuring that products are reliable  and available is critical in 

the MaaS system. 

6.10.2.  We require the  MaaS Partner to be able to handle MSP requests in a dedicated 

manner and with urgency and rectif ication of  API and other faults in a timely 

manner as to not impact MaaS operations. We require the MaaS Partner to specify 

appropriate processes and policies with supporting service levels.  We require  a 

maximum turnaround time to accommodate changes in MSP APIs of 30 days.  This 

will also a pply to requests for changes in MSP product descriptions and removal of 

products if requested by MSPs. 

6.10.3.  The MSPs will provide primary and secondary contacts and associated security 

protections and checks to ensure that criminal and oth er undesirable actions 

cannot be undertaken by third  parties. The MaaS Partner is required to  put in 

place security checks for all MSP calls and queries. 

6.10.4.  We require our MaaS Partner to develop an MSP strategy covering on-boarding, 

queries, data requests, rectifications and other interactions so that a consistent 

approach is taken with all MSPs.  

6.11.  Monitoring and Evaluation regime  

6.11.1.  The FTZ and the MaaS Project within it will be supported by an extensive 

monitoring and evaluation regime  to determine the effectiveness of the FTZ and 

its constituent elements. Within the MaaS Project we will also be trying to 
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determine what makes the MaaS successful by understanding the changes that 

occur as releases are adopted as summarised below.  

 

6.11.2.  For the MaaS Project specifically , monitoring and evaluation will cover the 

following;  

Á The baseline position before the deployment of MaaS with regards to journey 

planning, ticketing and payments . 

Á The counterfactual position between each major release (alpha, beta, MVP, 

full etc.) and previous deployments to understand the efficacy and 

performance of functionality and products . 

Á The efficacy and performance of the MaaS overall in realising its stated 

objectives .  

6.11.3.  Minimum data requirements (metrics)  are set out in Appendix 5 that will be used 

to assess how the MaaS solution meets the overall objectives, as well as serving 

more general operational purposes , using the following  methodologies: 

Á Impact evaluation  - to generate robust conclusions about the effectiveness of 

MaaS, which will largely be around changes in user behaviour . 

Á User insights  - particular focus on monitoring, which would utilise system -

generated data through which to track use and provide feedback  including 

between account and user . Also the ability to undertake qualitative research 

using periodic in -app surveys to consider issues such as user satisfaction, 

influence of MaaS on behaviour change etc.  Participation in the surveys shall 

be able to be incentivised through e.g. mobility credits, and the survey 

response tracked to the user account ID, and therefore underlying MaaS 

activity/behaviour.  

Á Implementation lessons  - This relates to the delivery of MaaS system 

functionality. This would be assessed through a process evaluation, 

considering the efficiency and effectiveness of the MaaS implementation and 

identifying areas of goo d practice and lessons learnt . 

6.11.4.  We require our MaaS Partner to cooperate willingly and fully with the monitoring 

and evaluation activities throughout the FTZ programme . 
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6.11.5.  As stated earlier, these activities, together with ongoing customer experience 

work, will be an input into subsequent feature and product development which 

will be undertaken in collaboration with the MaaS Partner. 

6.11.6.  Full details of the monitoring and evaluation regime will be shared with the 

successful provider. 
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7.  Non-functi onal specification  

7.1.  Introduction  

7.1.1.  This section describes the West of England CAõs requirements and expectations 

from non-functional elements of the MaaS Solution. 

7.2.  Solution development  

7.2.1.  Ultimate ownership  of the MaaS Scheme, and Solution, will lie with the West of 

England CA. Written sign -off  must be obtained before updates, new products, 

features or other parts of the MaaS Solution are put into a live environment at any 

stage of MaaS development. 

7.2.2.  We require our MaaS Partner to adopt an a gile, sprint -based approach to 

development and deployment with the quality of releases maintained through a 

combination of  automated testing , manual and end user testing  with real time 

error monitoring ( see Section 7.3 ). 

7.2.3.  Our expectation  is for the  MaaS deployment programme to adopt a 2-week sprint  

programme culminating in a demonstration of solution functionality to the West 

of England CA (and in some cases wider partner team)  to ensure all invo lved in 

the project lifecycle understand th e maturity of the solution and can plan support 

activities accordingly. 

7.2.4.  Maintaining the reliability of the live MaaS Solution is of utmost importance, even 

in the early stages of the project where the West of England CA staff and decision 

makers may be using the solution, hence we require  the MaaS Partner to supply a 

robust baseline product and require our MaaS Partner to develo p processes to 

develop, test, approve and then monitor releases for continuous service and 

seamless updates for end users. Such processes being agreed between the West of 

England CA and our MaaS Partner. 

7.2.5.  To supplement this , we require our MaaS Partner to undertake their own 

continual monitoring and evaluation  activities to provide the West of England CA 

with a dashboard of key performance metrics , summarised in Appendix 5. These 

include service availability, key metrics relating to use by mode(s ), products , 

queries, non-transactional queries ( i.e.,  not resulting in purchase) etc.  

7.2.6.  In the spirit of collaboration,  we expect our  MaaS Partner to be active in 

developing the customer offer , suggesting new functionality and products based 

on their understanding of the MaaS landscape and the needs of the West of 

England. 

7.2.7.  We expect our MaaS Partner to demonstrate the flexibility of their solution 

architecture and capability of their integrators by showcasing previous 

developments, along with the work effort required for making the MSP 

integrations  / end -to-end features available.  



 

Page 46 
 

7.3.  Product testing  

7.3.1.  In order to support user acceptance testing for  major releases we require our 

MaaS Partner to draw upon a cohort of testers comprising the West of England CA 

and partner staff and individuals drawn from our Living Lab and Longitudinal  

Panel ð the purpose of which will be to test the user interface, the logic of 

functionality and the general experience. It should be noted that these individuals 

will be drawn from a range of socio -economic backgrounds, ages and abilities.  

7.3.2.  To supplement the West of England CA cohort testing we require our MaaS Partner 

to use independent  load testers to undertake Quality Assurance activities during 

feature and product development as part of major release s. We also require  

automated testing to occur in parallel. We expect the MaaS Partner to test at - 

for example - 150% / 200% / 500% of anticipated transactional volumes using a 

suitable test harness.  

7.3.3.  We expect our MaaS Partner to use industry standard tools and process to 

undertake testing with associated reporting to ens ure transparency of product 

development and bug elimination . This includes unit, integration, systems, 

regression and acceptance testing, with high levels of automation , as well as test 

scripts for manual on the field  testers. Testing must include positive  and negative 

test cases and outcomes as per best practices. 

7.3.4.  We require  our MaaS Partner to deliver high quality releases to the market but we 

also recognise that bugs can occur. We require our MaaS Partner to inform the 

West of England CA of any operationally critical issues within 2 hours of 

identification together with a rectification plan  delivered within a further 4 hours 

clearly stating  the problem, the course of action to rectify and a n estimate of the 

time to rectify.  The plan shall be circulated as an email to stakeholder email 

addresses and followed up with status updates every 4 hours at minimum.  These 

times apply during defined operating hours, which are defined as 0 6:00 to 22:00 7 

days per week, 365 days a year. 

7.3.5.  In addition, the MaaS partner is required to  set up a shared ticketing system for 

automating this process, as long as the partner ensures the necessary notifications 

and equivalent content are being sent to stakeholders.  This will include a 

helpdesk /  ticketing system to which the West of England CA  has access. 

7.3.6.  We will set Service Level Agreements (SLAs) for key metrics including but not 

limited to;   

Á Rectification of defects which affect MaaS customer experience and 

functionality  

Á Overall Solution availability  

Á Performance 

Á Update and maintenance related downtime  

7.3.7.  Appendix 4 provides more detail on SLAs. 
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7.4.  Releases 

7.4.1.  We require clarity of all releases with in a live document outlin ing planned major 

release dates (as agreed with West of England CA), and progress to agreed goals, 

risks and mitigations.  The release plan must be designed and delivered in a GDS 

compliant fashion.  

7.4.2.  As stated earlier we expect a programme of alpha, beta, MVP , full release  and 

subsequent modular enhancements (on a regular basis, probably every two 

months) as MSPs are onboarded and / or new products and functionality are 

developed.  

7.4.3.  We will adopt s trict governance of the release schedules and require agreement 

and detailed knowledge of product and functionality capabilities at each release 

to inform supporting marketing and communications activities  and to keep 

decision makers abreast of developments.  

7.4.4.  We expect our MaaS Partner to have capability to control version distribution to 

the installed user base and remotely manage the configuration to  effec tively  

òlight upó features in the installed base as and when required, subject to 

agreement and sign off by the West of England CA. 

7.4.5.  The MaaS Solution is required to comply with Government guidelines on browser 

and device compatibility: https://www.gov.uk/service -

manual/technology/designing -for -different -browsers-and-devices  

7.4.6.  We require the customer experience to be similar across iOS and Android devices 

and be similar for those using web -based interfaces, including other devices such 

as on-street screens or for those using call centre and other traditional 

functionality.  

7.4.7.  We expect the solution to be backward compatible with older smartphone 

operating systems as far as possible. 

7.4.8.  The MaaS Partner will have sole responsibility for ensuring  that that platform 

meets the relevant requirements for release and acceptance onto both the Apple 

iOS App Store and the Google Play store, and for putting the MaaS solution onto 

the stores.  

7.4.9.  We require absolute transparency and clarity within  app stores with regards  to 

feature release benefits and functionality and wording will be agreed in advance 

of store deployment to be agreed with the West of England CA and the marketing 

and communications team.  

7.4.10.  We require the MaaS Solution to provide c ustomer feedback via a number of 

channels, including on app store reviews,  in-app, social media, e-mail  or via the 

call centre  with messaging provided by the West of England CA. In addition , we 

expect our MaaS Partner to undertake sentiment and other analysis to understand 

the perception of the MaaS Solution in the field.  

7.4.11.  It should be noted that the MaaS Partner is required to  record and analyse 

feedback from the West of England CA, its partners and MSPs as well as feedback 

https://www.gov.uk/service-manual/technology/designing-for-different-browsers-and-devices
https://www.gov.uk/service-manual/technology/designing-for-different-browsers-and-devices
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from the customer base  and, implement learnings from feedback in future 

solution development on all releases. 

7.5.  API version stability  

7.5.1.  We require all APIs to be version control led and tested with a comprehensive API 

test suite  to ensure that there are no breaking changes in the service APIs from 

the MVP onwards. We understand that during the active development phase, API 

breaks may occur, but those must be kept at a minimum when there are external 

users using the service. If API versions are updated, the MaaS solution must 

provide graceful fallbacks  for older clients and guide users to upgrade their 

software.   

7.5.2.  We require our MaaS Partner to develop the technical relationships with MSPs to 

anticipate any changes from an MSP API to ensure that MaaS System functionality 

is maintained at all times , MSP API updates are implemented in a timely  manner 

and deployed without service disruptions .  

7.5.3.  In the case of any API changes, such changes are required to  support a 

deprecation policy (e.g. 1 major release backwards) to maintain previous 

functionality . 

7.5.4.  We require complete t ransparency with the West of England CA and MSPs on API 

stability and any impacts as a result of instability, planned changes or unexpected 

problems.  

7.5.5.  We require our MaaS Partner to inform the West of England CA within 1 hour of 

any issues with an MSP or third  party API which result in any degradation of core 

customer service, functionality or product availability.  

7.6.  Bug fixes and minor updates  

7.6.1.  We expect our MaaS Partner to adopt c apabilit ies to push urgent updates , i.e. 

critical security patches,  and fixes to the field out of cycle, i.e. a hotfix , subject 

to the agreement of  the West of England CA. 

7.6.2.  We expect (if appropriate) weekly releases at minimum, during the active 

development period, m onthly  in later  stages. For any cohorts of beta testers, we 

expect at least weekly (but a higher frequency may be  desirable).  

7.6.3.  As stated earlier we require  our MaaS Partner to actively use targeted messaging 

to move as much of the customer base to new or stable releases as soon as 

possible to provide consistency of service and to help monitoring and evaluation 

activities.  

7.7.  Major updates  

7.7.1.  We require that planned MaaS service upgrades / updates ar e undertaken within 

the agreed early Monday morning maintenance period, and this must be agreed 

one week in advance with the West of England CA. 
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7.7.2.  We require our MaaS Partner to adopt B lue /  Green atomic deployments  for major 

updates to ensure continuity of service and to ensure that all customer requests, 

MSP activity and third -party  inputs are cleared down.  

7.7.3.  As stated earlier we require  our MaaS Partner to actively use push messaging to 

move as much of the customer base to new releases as soon as possible to provide 

consistency of service and to help monitoring and evaluation activities.  

7.8.  Research and development  

7.8.1.  We will be undertaking a  parallel programme of research and development 

activities  throughout the FTZ period  to test MaaS functionality, customer 

engagement and interfaces with other FTZ and wider West of England CA 

programmes to help refine the solution.  

7.8.2.  We require our MaaS Partner to be an active contributor to these activities which 

could include (but not be limited to) : 

Á A/B testing  

Á Data analytics 

Á Algorithm refinement  

Á Equity analysis / verification  

7.9.  Accessibility  

7.9.1.  The customersõ experience is critical to the success of the West of England CA 

MaaS. Therefore the accessibility of the customer facing interfaces (the app, 

web, public screens etc.) in terms of functionality and presentation is of 

paramount importance.  

7.9.2.  We require our MaaS Partner to support the West of England CA in meeting its  

responsibilities under the Public Sector Bodies (Websites and Mobile Applications) 

(No. 2) Accessibility Regulations 2018, as well as the Equality Act 2010, by 

ensuring that the MaaS Solution provided is accessible.  

7.9.3.  This includes all interfaces to be st andards compliant, supporting device 

accessibility features (e.g. screen reader), high contrast  /  text sizes etc. to meet 

current UK regulations, particularly noting those for public service applications , 

including GDS Assisted Digital design principles. Interfaces (app and web) must 

comply with the latest Web Content Accessibility Guidelines (WCAG) 2.1 AA 

accessibility standard  before launch into the public domain.   

7.9.4.  When the WCAG 2.2 AA standard is finalised, the MaaS Partner must update the 

app to ensure that it complies with this standard. The West of England CA 

reserves the right to commission an audit of the Solution to verify compliance and 

the MaaS Partner will be required to make amendments to the Solution to meet 

this standard.   

7.9.5.  The WCAG 2.1/2.2 AA accessibility standard should be seen as the minimum 

requirement and the overall principle is that the MaaS Partner should ensure that 

the app is as accessible as possible. 
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7.9.6.  It should be noted that we require the MaaS Solution to cater for e xcluded groups 

particular ly the unbanked and non-smartphone users and we require our MaaS 

Partner to suggest solutions to engage and on-board these groups. 

7.9.7.  The Equality Act  2010 makes the collection, monitoring, analysis and usage of a 

number of data categories mandatory ð without this data and taking action based 

on it, West of England CA will be un able to meet the requirements of the Public 

Sector Equality Duties.   

7.10.  Performance requirements  

7.10.1.  We require the following performance from the MaaS Solution, with penalties for  

non-conformance as specified in Appendix 4:   

Á Availability ð 99.9% with the expectation of planned maintenance within the 

agreed window (see above) 

Á Scalability ð support the peaky nature of transportation usage patterns, from 

tens of parallel users to worst case (25 ,000 users, 50% of which travel with in a 

15-minute  window) all the while minimising the capacity cost overhead  

Á Time from launch to purchase ð 10 seconds 

Á Routing response time ð 2 seconds 

Á Ticketing purchase time ð max 500ms MaaS platform overhead excluding MSP 

and payment 

Á MSP queries ð max 500ms platform overhead 

Á Call centre hours ð (see above) 

Á Social media hours ð (see above) 

7.11.  Regulatory landscape and requirements  

7.11.1.  The regulatory environment is changing in the UK transport sector including; 

Á Changes in the rail industry resulting from t he Williams-Shapps rail review  

Á Bus Back Better and associated Bus Service Improvement Plans 

Á Ongoing e-scooter trials (including within  the West of England) and potential 

for subsequent regulation 

7.11.2.  These may all change the order in which MSPs are onboarded, the products that 

are available with the West of England CA MaaS Scheme, and how customers 

experience and interact with such products. We expect our MaaS Partner to keep 

abreast of such changes in the UK regulatory landscape over the FTZ period  in 

order to be able to hold informed discussions with MSPs and the West of England 

CA. 

7.11.3.  We require  our MaaS Partner to develop the solution in accordance with  all 

relevant  legal and regulatory requirements, including , but not limited to;  

Á UK GDPR 

Á PCI DSS / PA-DSS as applicable 

Á Equality Act 2010 (accessibility)  

Á Accounting and finance r egulations 

Á Competition Act considerations  

Á National Rail Conditions of Travel  

Á Consumer Rights Act 2015 
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Á Consumer Rights (Payment Surcharges) Regulations 2012 - amended by the 

Payment Services Regulations 2017 

Á ISO27001 
Á ISO/IEC/IEEE 29119 

 Data retention periods are as follows:  

Á Financial data, e.g. payments, fulfilment: 7 years  

Á Logs, personal data: 6 months  

Á Anonymised Mobility Data such as journeys, app analytics: duration of 

contract  

7.11.4.  Alignment with the principles of ISO  9001 (Quality Management Systems) is 

expected.  

7.12.  Information rights management  

7.12.1.  As stated above the MaaS Solution and all operations must meet  UK GDPR 

requirements.   

7.12.2.  We require the solution to have built in features to allow a user to download their 

own data without needing to raise support tickets and we expect public schemas 

for information exchange.  

7.12.3.  We require that all users be allowed to set their communications and marketing 

preferences and to be able to remove and delete their accounts.  

7.13.  Communications and marketing  

7.13.1.  All communications and marketing activities relating to the FTZ MaaS Solution will 

be managed through the West of England CA processes according to the MaaS 

marketing and communications plan.  

7.13.2.  The MaaS Partner will be required  to adopt the West of England CA's chosen 

branding and should not use the branding for the Scheme or the West of England 

CA's branding in any non-scheme related materials unless prior written permission 

has been provided by the West of England CA. 

7.13.3.  We expect our MaaS Partner to be an active part of the articulation of the 

insights, learnings and benefits of MaaS on an open basis for the benefit of the 

DfT, the West of England CA and other public bodies elsewhere.  

7.13.4.  Marketing activities within  the MaaS Solution and customer interfaces will include 

but not be limited t o the list below, and we require the MaaS Solution to enable 

such activities  through an appropriate platform which will be under the West of 

England CA control : 

Á User experience   

o In-app marketing & communication channels ð functionality for push 

notifications, in -app notifications, splash pages, alerts, modals, pop -ups 

etc.  

o Onboarding walkthroughs or navigation tooltips to make it easy to get 

started, re -onboarding for inactive users, tooltips or alerts to flag new 

features, ôskip the tipsõ feature etc. 
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o Deep links into the app that can be launched e.g.,  from QR codes at bus 

stops   

Á Personalisation 

o Ability to segment specific user groups, including by in -app activity, 

location, or demographics, and to deliver targeted messaging to specific 

user groups via in-app channels  

o Marketing enablers including special pricing (discount), free single rides, 

tim e limited validity   

Á Analytics features  

o Ability to collect data for in -app behavioural analytics (eg. 

downloads/installs, active/inactive users (daily/weekly/monthly), 

session length, session interval, retention rate, screen flow, in -app 

crashes or technical issues, customer lifetime value, direct response 

metrics to in -app prompts/offers)  

o Ability to request feedback via in -app prompts 

o A/B testing of campaigns  

o Install links with attribution   

Á Integration  

o CRM integration of marketing tools (e.g. mailing list s are in sync with 

CRM, permissions etc)  

o Social media integration  

o Support for marketing tools such as Adobe Marketing Cloud, Braze, 

Adjust, Mixpanel, and DotDigital  

o Custom emailer support with anti -spam features   

o Support system with CRM integration, i. e.,  support agent has all 

relevant history and details at a glance  

o UK GDPR compliance in marcomms and tooling 

 

7.14.  Cyber and data security and handling  

7.14.1.  We require a risk-based approach to securing our data and systems. The MaaS 

Solution must allow the West of England CA to continue to be compliant with the 

requirements of the Public Services Network  (PSN) 

(https://www.gov.uk/government/groups/public -services-network#psn-

compliant -services) or the successor PSN set of requirements. 

7.14.2.  We require a MaaS Solution Risk Register to be adopted and to be actively 

managed by our MaaS Partner. This will be a standing item in project meetings 

between the West of England CA and our MaaS Partner. 

7.14.3.  We require our MaaS Partner (and any sub-contractors ) to protect data where it is 

vulnerable, understand what data is held, where it is stored,  its sensitive 

categories and classifications, how it is protected and how it is used in the MaaS 

Solution and beyond. This is particularly important for personal cus tomer data 

and commercially sensitive MSP data. 

7.14.4.  We require our MaaS Partner to develop a data handing plan which encompasses 

data handling scenarios, cyber security, scenario and incident planning. Any risks 

identified must be tracked by using the MaaS Solution Risk Register. 

https://www.gov.uk/government/groups/public-services-network%23psn-compliant-services
https://www.gov.uk/government/groups/public-services-network%23psn-compliant-services











































