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Arriving

Getting to the final 
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It would be better if...

I get up as early as possible to be able to help 

my daughter and spend some time with her.

By leaving early, I leave enough time to deal 

with issues that might pop up before the 

commute starts.

I do my best to focus on the positive. I think my 

situation could be worse and I do like my job.

I wear a mask and encourage fellow passengers 

to do the same.

1. I have to balance being 
a single mother with long 
working days as a bus 
driver.

Even though I work on 
buses, I have to use taxis 
to get to the bus depot 
because there are no 
immediate public transport 
options accessible close to 
my home.

Taxi

What are her key 

goals and needs as 

she travels?

What does she 

struggle with most 

when she travels?

What modes of 

transport does she 

use predominantly?

Strategies
What does she do to avoid the 
pains?

- I need to hurry to get my child ready. I run the 

bus service from 6am when morning rush hour 

begins.

- I feel like I haven’t spent enough time with my 

daughter, maybe I can make it home for dinner 

with her tonight.

- Finally, I am settled and can focus on my 
work and catching up with some friends
- I feel so busy all the time, at least I have a 
moment now

- Time for me get back on the taxis, this day was 

exhausting

- I am going to have a bath as soon as I get 

home.

- It’s dark already, I hope my baby is still awake 

and I can spend some time with her.

My bus was in better condition and I didn’t have 

to worry about any issues.
Thinking
What is she thinking about as she 
travels?

- I take a taxi to get to the bus depot.

- I start by doing an inspection of the bus. I 

need to make sure everything is in order.

- I remain vigilant as I drive my routes, I have a 

schedule I need to try to stick to.

- I greet my passengers as they alight.

I am rushing home after my shift ends. I need 

to transfer and the trip home is longer than 

normal with the traffic.

COVID protocol was followed by all passengers.- I wake up at 4am to get my child ready so I can 

go to work on time.

- I put on my uniform and prepare to leave.

Doing
What does she do? What 
information does she look for? 
What is her context?

🤔 🙂 😄 
Taxis didn’t drive recklessly on the roads.Feeling

What is she feeling? 

In order to make the morning commute, I have 

very little time for my own life.

- Sometimes the bus itself has technical 

issues, which adds a layer of stress to my day. 

I get anxious that I won’t be able to help my 

passengers get to work.

- I work long hours and miss my child.

- The number of transfers and travel distance 

mean that I am away from home for even 

longer than just my working hours.

- I am surrounded by strangers all day and lots 

of them don’t care about getting sick, what if I 

get COVID?

I could spend more time with my baby.Needs and Pains
What does she want to achieve or 
avoid?

My mask.Tools
What does she use?

Transport expert (bus driver) - Gauteng

I am responsible for 
people’s time and safety. 
I know what it’s like when 
something goes wrong with 
public transport and how 
that affects your whole day.

Bus2. I consider myself 
a custodian of my 
passengers.

- I need to focus on the drive so I can get these 

people to work on time and safely.

- I feel so lucky to have a job, it’s hard these days 

to find work.

- These taxis on the road are so dangerous!

- I wonder what kind of passengers I will have 

today, I meet such interesting people.

- I hope my baby is ok with the child minder, I 

don’t like being away from her for so long.

- I am really proud of my bus, it is always clean. 

I will make sure it’s in good condition before my 

first passengers arrive.

- Sometimes my passengers are pick-pocketed 

by other passengers and the situation can 

cause me a great deal of stress.

- Sometimes I get scared of the taxi drivers who 

drive recklessly and don’t like buses.

- My passengers don’t always follow COVID 

regulations and quite a few won’t wear masks.

I will be away from the house for a really long 

time so I make sure I have a bag full of stuff: 

wipes, makeup, snacks and water.

I make use of childminding services to make sure 

my baby is safe and cared for while I work.

My bus is my main focus while I am on a shift, I 
don’t make use of anything else because I know 
my routes.


