
Customer:  
East Coast Main Line Company Limited 

Industry:  
Passenger Services

Solution:  
People travelling to Yorkshire and Edinburgh have a  
choice of how and whether to do this journey by rail  
Train-operating company East Coast wanted to know  
more than traditional data could provide and asked  
O2 Smart Steps to look at questions about its  
London–West Yorkshire route.

O2 Smart Steps provided rich insights into where  
customers and prospects begin and end their journeys.  
The data was clearly presented using maps, statistics  
and graphs, giving East Coast the information they  
needed to quantify the market.

“We understand our competition better  
  and we even uncovered some surprises.”Dip

in a nutshell



East Coast: 
East Coast shapes its strategy with 
accurate, comprehensive customer 
insights from O2 Smart Steps



Dive
in depth

East Coast is  
a subsidiary of 
Directly Operated 
Railways, formed 
by the Department 
for Transport when 
the franchise was 
renationalised in 2009. 
The franchise is due  
to become private  
again in 2015. 

East Coast runs 155 services per weekday, 
an increase from the 100 operated when 
it started in 1996, and 102 services on 
Saturdays and 99 on Sundays.

East Coast has around 2,800 employees at 
stations, depots and offices from Inverness 
to London. Its headquarters are in York.

About East Coast:



The Challenge:

Divein depth

90% of journeys on 
East Coast trains are 
discretionary, unlike those 
of a commuter service 
around, for example, the 
South East. People have 
a choice whether or not 
to make the journey at all, 
and they can choose their 
mode of transport and 
even, in some cases, which 
train-operating company 
they use. 

Jim Muir, Retention & Insight Manager, 
East Coast Main Line Company Limited, 
says “We know from Civil Aviation 
Authority (CAA) data how many 
people choose to fly from London-
Edinburgh, one of our two main 
routes. But between London and 
West Yorkshire we don’t know how 
many people decide not to travel  
at all, or take the car and so on.” 

“We’ve done traditional market 
research to get a sense of how 
people are travelling but it doesn’t 
give us a satisfactory result. There is 
a big gap in our knowledge. It’s our 
biggest market yet we don’t have 
robust data about the competition.”



The Solution:

Divein depth

East Coast is an existing  
O2 customer and asked 
about O2’s capabilities in 
this area in their regular 
account meeting. 

East Coast is an existing O2 
customer and asked about  
O2’s capabilities in this area in  
their regular account meeting. 

Jim Muir says “Our O2 account 
manager introduced me to  
Smart Steps. 

“He came up to see us and we talked 
through suggested strategy to take 
advantage of the huge range of 
data that Telefónica has access to.” 

“We wrote down a series of 
questions related to our London 
 –West Yorkshire route. O2 Smart 
Steps took them away and came 
back with rich insights into our 
market, including maps and clearly 
presented statistics and graphs.  
O2 Smart Steps put in a phenomenal 
amount of legwork to present the 
data in meaningful way. Lots of 
market researchers will spend ages 
telling you their methods but O2 
Smart Steps just give you results. 
You can get an accurate steer on 
something previously thought of  
as unmeasurable. This is potential  
gold dust.” 

“For us,” says Jim Muir, “Smart 
Steps was more expensive than 
traditional primary research but far 
exceeds what you would get back 
from a research agency. This will 
help us enormously in the future 
to understand where to focus our 
effort in a targeted, accurate way.”

He adds, “This was a fact-finding 
mission. We have now quantified 
the market and we have insight 
into where our customers and 
potential customers begin and end 
their journey. We understand our 
competition better and we even 
uncovered some surprises: for 
example, we’ve always worked 
on the assumption that frequent 
travellers are more inclined to  
travel by car whereas the opposite 
is the case. This will support our 
strategy around modal shift.”  

“O2 Smart Steps put in a phenomenal 
amount of legwork to present the  
data in a meaningful way.“



What is Smart Steps?

Dive
in depth

Smart Steps uses 
anonymous and 
aggregated mobile data 
to provide insights on 
the movement of people: 
where they’re going and 
why, how they’re  
travelling, where they’ve 
come from and the route 
they’ve chosen.  
The insight is not limited 
to the available data – 
through sophisticated 
statistical modelling it can 
be expanded to represent 
the entire population.

This is Big Data hard at work. 
Smart Steps uses the anonymised 
information gathered from the 
usage and movement of millions 
of mobile devices to present richly 
detailed pictures of how people and 
traffic behave, and why.

The aggregated data enables highly 
detailed and meaningful statistical 
analysis and forecasting, without the 
need for laborious and costly data 
gathering exercises. Smart Steps is 
used by transport companies, local 
authorities, hospitality companies 
and many other organisations to 
identify troublesome bottlenecks,  
plan for improvements, organise 
management around special events, 
reduce risk, cut costs and for all kinds 
of other innovative applications.

“This was a fact-finding 
mission. We have now 
quantified the market 
and we have insight into 
where our customers 
and potential customers 
begin and end their 
journey. We understand 
our competition better 
and we even uncovered 
some surprises”

“This is potential  
gold dust“



“For us, Smart Steps was more expensive than traditional 
primary research but far exceeds what you would get 
back from a research agency. This will help us enormously 
in the future to understand where to focus our effort in a 
targeted, accurate way.” 

Jim Muir, Retention & Insight Manager, East Coast Main Line Company Limited

East Coast Main Line 
East Coast shapes its strategy with accurate,  
comprehensive customer insights from O2 Smart Steps

We’d love to hear from you.  
To find out more about how  
O2 can help your organisation, 
just contact your Account 
Manager or call us on 
01235 433 507. You can  
also visit o2.co.uk/enterprise

Follow us on twitter

http://o2.co.uk/enterprise
https://twitter.com/o2businessuk?lang=en

	Dive page 1
	Dip page 1
	home

	Button 50: 
	Button 71: 
	Button 49: 
	Button 48: 
	Button 59: 
	Button 72: 
	Button 73: 
	Button 65: 
	Button 74: 
	Button 75: 
	Button 76: 
	Button 77: 
	Button 85: 
	Button 80: 
	Button 81: 
	Button 82: 
	Button 78: 
	Button 79: 
	Button 87: 


