
Leveraging Data and 
Service Design 
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Learning Objectives 

At the end of this lesson you will be able to: 
 Understand and apply conscious competence 

learning matrix 
 Describe types of information internal to their 

transit agency or peers 
 Recall external sources of information 
 Discuss some ways to use information to creatively 

look at services, existing or new 
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KNOWLEDGE AND LEARNING 
Conscious Competence Learning Matrix 
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Knowledge Is Power 

Better understanding your agency can 
empower you to better manage its 

resources, reduce its costs, and serve its 
consumers better, faster, and smarter. 
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Activity 1 

 Learning and Competence 
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CONSCIOUS 
COMPETENCE 

LEARNING MATRIX
Competence Incompetence

Conscious
3. We Know

We Know
2. We Know

We Don't Know

Unconscious
4. We Don't Know

We Know
1. We Don't Know

We Don't Know



Rare Skills? Unusual Abilities? 
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INFORMATION RICH 
What’s at your fingertips? 
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Discussion 

 Internal information 
 External information 
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EXAMPLES OF INTERNAL 
INFORMATION 

Information is the basis of informed management decisions 
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Other thoughts or practices? 
Activity 2 
 The people in this room possess a great deal 

of collective experience 
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http://quotes.lifehack.org/media/quotes/quote-Aldous-Huxley-experience-teaches-only-the-teachable-38890.png 



What’s available? From where? 

Activity 3 
Examples of external information and tools 
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http://bonjourlife.com/wp-content/uploads/2011/12/Brook-Hunter-Premium-Mo-Tool-Axe-1.jpg 



HOW ARE YOU USING 
INFORMATION? 

So what? 
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http://www.infogineering.net/ 
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Questions we need information to 
effectively answer 
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http://www.theemployerhandbook.com/qanda.jpg 
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Review: Learning Objectives 

Now that we are at the end of this lesson, can you: 
 Understand and apply conscious competence 

learning matrix? 
 Describe types of information internal to their 

transit agency or peers? 
 Recall external sources of information? 
 Discuss some ways to use information to creatively 

look at services, existing or new? 
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QUESTIONS? COMMENTS? 

Jonathan Brooks 
Associate Transportation Researcher 
Texas A&M Transportation Institute 
Ph 713.613.9206 or j-brooks@ttimail.tamu.edu  

Remember, fill out the session review form. 
We need to know how we can improve, too! 
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