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1. [bookmark: _Hlk112525232][bookmark: _Hlk112330650][bookmark: _Hlk112664871][bookmark: _Hlk112672439]Introduction 
Congestion Change was implemented on the 17th of February, 2003 by the mayor of London, Ken Livingstone, 
The primary object of this app is to provide users an easy and hassle-free alternative to either rerouting their routes to avoid congestion areas and to help make straightforward payments. 


[image: ]
Source: Transport for London (2022)

2. Current Context 
At present there are various ways to pay for congestion charges, you can pay through the official government website online, or over the phone, this can be paid in advance up to 90 days prior to travel or 3 days after the day of travel. Regular users have the option to set up Auto Pay, which requires registering your personal and payment details (debit/credit card, direct debit) and the payment will be taken automatically. (Transport for London, 2022). However, in June 2020, TFL changed the congestion times/ days and increased charge from £11.50 to £15.00. This resulted in fines for people who lived outside London and were not aware of the changes. In October 2020, a total of 9,854 PCN’s were appealed against of which 2,132 were rejected, 5,633 were accepted and 2,089 were awaiting a decision (Hextall, 2020). It will be accurate to presume that 5,633 people have been the incorrectly billed minimally £15.00. the total cost of 5,633 is equivalent to £84,495. 


The service that will be provided is to offer the customer with options in whether to carry on with the required route which takes you into the congestion area or reroute the journey avoiding driving through the congestion area. Should the customer commit to travelling through the congestion route, the app will automatically pay the congestion charge. Should the customer decide to reroute the journey the app will use Realtime information (traffic congestion/ accidents) to indicate the best route possible ahead of time to reroute the journey - providing peace of mind. This is an incremental innovation, as it uses a single platform to connect pre-existing payment and mapping technology that are already used independently. 

Apps are inherently designed to make one’s life easier, in regard to human behaviour, according to Brugger, Richter & Fabricant (2019)   when a person travels to an unfamiliar area, they are more likely to decrease their cognitive functions and information processing and increase visual complexity of the given environment. This is primarily due to switching to a passive navigation mode emitting from the cognitive reliance to the navigation app, this behaviour will also mirror with the congestion payment avenue. 


The customer target is primarily people who live outside of the congestion area and will be visiting/ driving through Central London. This app will provide accuracy mapping and provide ease of mind, alleviating any rushed decision to make a payment so they do not accrue a further fine (Appendix 3)
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2.1 SWOT ANALYSIS 
Weaknesses – Internal 
· Easy to imitate 
· No Brand loyalty 
· Development cost

Threats – External
· Intense competition from competitors 
· Playing catch up from already established apps
· Changes of Government policies and regulations 
· Economic downturn (increase working from home)
· Loss of consumer trust due to fraudulent payment websites 
Strengths - Internal
· Customer Centric 
· Dedicated real time location 
· App available on Android and IOS 
· Easy to use 
· Provide updated travel in real time
· 24/7 customer support 
Opportunities – External
· Increasing use of mobile devices 
· Greater network connectivity
· Personalized Marketing from Customer database
· Able to branch into additional Toll payments 
· Cross selling

SWOT
Analysis


2.2 Easy Pay VS Competitors
	
Congestion payment apps

	
Website/ App
	
Features
	
Unique Value Proposition 

	
1. Easy Pay 
	
See fig 2, 3 and 4
	
· View Realtime mapping – know where exactly you are 24/7
· One stop real time payment for all UK congestion charges areas (Birmingham)
· Alerts shown in well in advance to reroute journey 
· Journey statistics 
	
· No quibble reimbursements
· One stop UK congestion charges 
· App is real time 24/7 (inclusive of road works) 


	
Competitors
	
	
	

	
2. London Congestion Charge app 


	
https://www.londonappworks.co.uk/portfolio/london-congestion-charge-app
	
· Shows where you are in London 
· Alerts – when you enter or leave congestion area
· Displays journal of entry into congestion area – time/date, estimate charge 

	
· Realtime Alerts 
· Journey statistics


	
3. TFL Pay to drive in London
                (Apple)

	
https://apps.apple.com/gb/app/tfl-pay-to-drive-in-london/id1453378287

	
· Pay for Congestion Charge, ULEZ, and LEZ charges
· Pay for previous day, today, or tomorrow charges
· Pay Penalty Charge Notices
· View map of zones and check if a postcode is in a charging area
· Sign up to Auto Pay and save on the daily Congestion Charge
· Manage your account, vehicles, and payment details
· Review payment history
· 100K+ downloads 

	
· No Unique Value


	
4. TFL Pay to drive in London
                (Google Play)

	
https://play.google.com/store/apps/details?
id=uk.gov.tfl.paytodrive&hl=en_GB&gl=US

	
· Pay for Congestion Charge, ULEZ, and LEZ charges
· Pay charges for the previous day, today, or the next charging day
· 100K+ downloads 

	
· No Unique Value

	


5. Caura – One stop application 

	


https://caura.com

	
· MOT reminder
· TAX Payment
· Provides Insurance quotes 
· Auto pay – automated billing system for toll/ zones areas (apple pay)


	
· Provides additional services related to vehicles which provides a bigger customer audience



1. 

2.3 Easy Pay Values

People have used 3rd party companies such as ULEZONLINE to alleviate the stress of payment that can become problematic when driving through London’s congestion area (Appendix 1). Users of this company have (Appendix 2) been disappointed in the service provided, findings have found that predominantly users want to be to trust the company that they use which can only be derived from transparent communication, ease of use, practical end user assistance. One feature that creates value is that we offer no quibble reimbursements if any payments are made inaccurately, as a service we will 

1.4 Sustainability of Easy Pay

This innovation app/service will be sustained with the help of customer feedbacks, this app/ service is to. Testing of application/ security features will be conducted every 2 week, this will help with avoiding any major issues, maintaining customer satisfaction, review marketing trends every week, automated messaging ad-hoc corona related news as and when. Monthly updates on application, adding extra features focusing on any relevant trends that emerge from product management process - consumer data, feedback, focus is on the user experience. 


3. Easy Pay E- Commerce 

This application will be provided through ecommerce, employees will be predominant working from home. 

Easy Pay Website 
Easy Pay website will have the mission, vision (fig 1) and   to let customers what the company goals are. It will provide company details, information in what the application offers, a virtual help assistant to ask questions which will be answered by technicians already in place, testimonial from users, (figure 2 3 and 4). 

“Mission – To stive to provide customers with peace of mind with travelling inconveniences with customer centricity”
“Vision – To be the best “GO TO APP” for UK’s congestion charges”

Fig 1
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Fig 2
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Fig 3
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Fig 4


3.1 Financing

Easy Pay will finance the app through a bank loan, a business plan will be drawn up and application will be made. Other avenues they will take is taking on investors once the app is up and running. 

Easy Pay will outsource development app to a 3rd party “EVACOST” who are mobile software company based in London (Eva Codes, 2022), who will provide Project Manager, Business Analysist, Designer, Mobile App Developer, and Quality Assurance, this will amount to £50.000.

	Finance
	Cost

	Outsource App
	£50,000

	Office Equipment and Supplies
	£6766.52

	Employees x 4
	£84,000

	Advertising
	£20,000

	
Total
	
£160,766.52






3.2 Equipment and Supplies  
	Items 

	Cost

	IT Equipment/ Software 
	[image: ]  £874.84 x 4 = £3499.36

	Office Furniture
	[image: ] [image: ]£300.00 x 4 = £1200.00   £93.60 x 4 = £374.40

	Office Stationery
	
£100.00

	Photocopier
	[image: ]   £49.98 x 4 = £199.92

	Scanner
	[image: ]£54.99 x 4 = £219.96

	Business Phone System & mobiles 
	[image: ] £143.24 x £572.96

	Printer 
	[image: ]£149.98 x 4 = 599.92

	
	
Total Cost of Stationery and supplies is £6766.52


3.3 Staffing
In addition to this they will have 4 employees, setup will be non-office based. Communications will be through emails, phones, inhouse data management, web seminars. 
	Staff
	Duties
	Cost

	Sales x 2
	Invoicing, data tr
	£21,000 x 2

	Marketing x 1
	All aspects of marketing Analyse Marketing Trends
	£21,000 x 2

	IT Specialist x 1
	
	£21,000

	Total
	
	£84,000 (Annual)



Easy Pay must take into account when recruiting software companies that even their employees have an excellent level of IT experience, to enhance the company’s explicit knowledge level to improve performance (Pan at al. 2016).

Due to the ecommerce nature of the business, Easy Pay will offer Paypal, Apple Pay, Credit/ Debit card for customers to make payments. In the UK, over 300,000 people and 109,291 websites use Paypal, studies have shown that 54% of customers are more likely to buy, if online companies are using PayPal (Galov, 2022). The use of Digital Wallets is increasing, according to 34% of consumers now use digital wallets. 







4. Marketing 

Easy Pay will create Brand Awareness through the following outlets – 
· Social Media Facebook (Free account - Meta Business Suite), they are cost effective and offer specific targeted ads which will help gain valuable customer insights, data collection will help with innovative strategies. Easy Pay campaign is to run a single campaign with 4 separate ads that will 
· Google ads – targeted ads 
· Subscribe to Email marketing service Sendinblue (Premium Plan), also includes facebook ads,  
· Ad spaces in strategically placed billboards – high traffic, outskirts of congestion areas. 
· Attending IT events 
· Promote on Money Savings Experts (Deals and Savings)

Easy Pay will target customers through geographical/ travel and behavioural segmentation. Geographical and travel surveys will provide data to how regularly they travel to London, these surveys will be conducted through 3rd party emails once data has been collected from various websites i.e., existing competitors etc. Sites which that high traffic will summarise customer behaviours. 

During the sales of Easy Pay process, the market will help the with the direction that Easy Pay need to take, making key adjustments to reflect this will help with future strategies (Pizana & Enrique, 2018).
4.1 Customer Journey 
“Scenario based on customer route from Luton which involves driving through congestion area to get to Sevenoaks, (southwest of London)”                                                
	
	
Awareness
	
Consideration


	
Purchase

	
Onboarding

	
Advocacy


	User Actions
	
Route planner shows consumer needs to drive through congestion area, searches online – how to pay congestion charge 
	
Browses Easy Pay website

Makes comparisons with other 


	
Selects product - Easy Pay Service
Inputs payment 
One off payment made by debit/credit card
Confirm download of product 
	
Driving from Luton to Sevenoaks using google maps, Easy Pay alerts user, “you will be entering the congestion zone, do you want to reroute travel?
User decides not to reroute, via voice activation motion set user says no. 
Easy pay voice activation states, “please pay £15.00 for the congestion area” User answers yes, payment is made 

	
Recommends app to friend and family

Gives good rating 

	Touchpoints
	
· Banner Ad
	
· Landing Page             
· Easy Pay website
· Product page 

	
· Cart Confirmation 
· Checkout page
· Payment Page
· Order confirmation 

	
· Easy pay provides confirmation of payment receipt to email
	
· Customer Page review

	Emotions
	
Happy
	
Neutral
	
Happy
	
Happy
	
Happy

	Pain Points
	
	
How Legit are they??
Very simple straightforward web page has testimonials so must be ok to use.

	

	

	
No Follow up about customer satisfaction 

	Positive Solutions
	
	
Ad more contents to site, to show Easy Pay is current in matters i.e., Coronavirus awareness updates, travel news etc 
	
	
	
Send customer experience survey to better understand pain points



4.2 Easy Drive Prelaunch 
Prelaunch will consist of blogs solidifying what Easy Pay stands for, strategically managed through social apps, radio advertisements, press kit which will consist of information, images, and contexts of Easy Drive. Recruiting Macro Influencers endorsement (over 100,000 follower). 

	September 2022
	Media 
	Emails 

	Week 1
	Social Media Blogs, Radio Adverts, Billboards 
	3rd Party Email sent to customers 

	Week 2
	Social Media Blogs, Radio Adverts, Billboards
	3rd Party Email sent to customers

	Week 3
	Issue press Release
Social Media Blogs, Radio Adverts, Billboards
	3rd Party Email sent to customers

	Week 4
	Social Media Blogs, Radio Adverts, Billboards
	3rd Party Email sent to customers

	Launch
1st October 2022
	Offer free trial per customer, Offer Easy Feedback for trial
	





5. Summary 

Creating Innovation ideas in theory is straightforward however it can only be implemented in knowing consumers needs and wants, which constantly changes due to the environment that we live in. Rigorous Research and Development, data mining, feedback etc is required to get the best out of any innovative ideas. Easy Drive is not the most innovative of ideas however customer centricity is the way forward. 
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