


Using AI to improve 
customer experience
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“We are moving from being a road 
builder and operator, to being a 
customer service provider.”

Nick Harris, 
CEO

Highways are evolving



The problem of language



Road data is different.

For the first time ever, AI has 
been trained to categorise road 
user data.





A1 Birtley-Coalhouse
A428 Black Cat to 

Caxton Gibbet

M6 Lune Gorge & 
A66 Northern Transpennine

9 insight reports

Analysing over 250,000
customer comments

Used by over 40 people

To make an impact 
across 4 organisations 

With millions of customers

A417 Missing Link

M25 Junction 10 
Wisley Interchange



One dataset doesn’t 
give you the 
whole picture

Social High Connect

MP Connect

Customer Audits

Maintenance

What we learned



Our insight can help 
Tier 1 suppliers 
meet and demonstrate 
customer service 
objectives
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Subjects | Signage

A1 Birtley-Coalhouse

What we learned



We can go from lagging to 
leading indicators 

M6 Lune Gorge 

What we learned



What’s next for us?
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