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Introduction 

to the

FAMS Project

Presentation of the FAMS Project

FAMS (IST-2001-34347) is a 20 months Trial Project initiated under the EU Research & Technological Development program Information Society Technologies (IST). The project aims at scaling up the technologies, services and business models currently adopted in Demand Responsive Transport (DRT) and supporting the evolution from single DRT applications towards the concept of a Flexible Agency for Collective Demand Responsive Mobility Services. 


By capitalising on the results, experience and practices gained in previous RTD projects on Demand Responsive Transport - both by DRT service providers and IT providers participating to the FAMS consortium - FAMS will implement and trial the Flexible Agency concept, evaluate the viability and impacts in real business cases and gather knowledge and best practice to ensure dissemination and subsequent adoption at the European level. 

The planned work includes the following elements:

· adaptation and scale-up of (1) previously demonstrated DRT technologies and methods and (2) e-Business/e-Work collaboration and team-working tools and methods, to support operation and coordination of a set of DRT services by a Flexible Mobility Agency;

· deployment of the Flexible Agency concept in two EU sites (Angus, UK and Florence, Italy) and transfer to these of the technological, operational and organisational experience gained about application of ITS in DRT;

· implementation of trials in the sites, including trial and test of the impacts of GPRS technology in supporting DRT operations within the Flexible Agency;

· comparative assessment of technologies, organisational models and implementation contexts, based on a common Measurements and Evaluation Plan;

· assistance to the Users and Suppliers in decision-making, as regards further deployment and use of trialled IT solutions and product consolidation and market penetration strategies, respectively

· collection of knowledge and best practice on Flexible Agency implementation and operation and dissemination of these through a “Handbook and Best Practice Guide”;

· market stimulation for IT and e-Business/e-Work products supporting in effective implementation of DRT and the Flexible Agency.

Two Collective Transport Operators/Organisations – SITA (IT) and Angus Transport Forum (UK) – will implement and trial the Flexible Agency. Two IT suppliers, Mobisoft Oy (FI) and Softeco Sismat (IT) will provide the required technology transfer by adapting solutions obtained in previous RTD projects. One Public Transport service operator, ATAF (IT), will provide transfer of expertise on DRT operation and will support in implementing best practice in community transport and DRT at end-user organisations. Two IT and Transport Consultancies, MemEx (IT) and ETTS (IE), will ensure coordination of the technical trials and the Common Evaluation framework.

The core objective of the FAMS Trial Project is to scale up technology, service and business models currently adopted in Demand Responsive Transport  and support  the evolution from single DRT applications towards the concept of a Flexible Agency for Collective Demand Responsive Mobility Services.

By capitalising on the results, experience and practices gained in previous RTD projects, FAMS will implement and trial the Flexible Agency concept, evaluate the viability and impacts in real business cases and gather knowledge and best practice to ensure dissemination and subsequent adoption at the European level. 

Based on this, the FAMS Take-up Action has three main strategic objectives:

· to innovate the way DRT business and service models are implemented, through the adaptation, extension and trials of new IT infrastructures and e-Commerce/e-Business services – such as web-based access to information, booking and reservation for social service associations, shared resources planning etc. - to support their operation within the Flexible Agency concept

· to build confidence for authorities and investors (operator, communities and suppliers) by the ability to plan, organise and deliver:

· a quality product that meets the needs of users who have, until now, been marginalized by the transport offer;

· substitute mobility products that are cheaper and more attractive than non-viable conventional services;

· to lead to deployment of DRT and Intermediate Transport concepts based on innovative Flexible Agencies.  The implementing agency will need tools to support the business and organisational service models – hardware, software, communications, skills, training, etc.- leading to take-up of the outputs of the advanced telematics and support products.

In order to achieve this, FAMS will base upon and adapt available results – technologies, processes and business models – from previous RTD projects in two main areas: 

a) technologies, models and IT tools for DRT planning, operation and management, supporting key phases of the service provision scheme; 

b) web based architectures, tools and models for eBusiness/eWork applications, facilitating cooperation among DRT transport operators within the Flexible Agency concept (B2B services) and improving access for the end-users of the transport service chain (B2C services).

By adapting results obtained in these domains by the participating partners, the FAMS project will implement and test technical infrastructures and models facilitating operation of Virtual Communities linking service operators and users, improving (1) communication, service provision and coordination for the different service providers and (2) access to services for the end-users.

An additional objective will be testing novel GPRS based communication services available in the trial sites, and evaluating their impacts in terms of technical performance and the service / business models supported.
1 Structure of FAMS project

The FAMS project is structured in a set of six workpackages (WPs) which allows for distributed management and execution of the project across the partners and sites. The six workpackages are : 

	WP
	Title
	Lead Partner

	1
	Project Management
	ATAF

	2
	Trials Context and Design
	MemEx

	3
	Trial Technology Adaptation
	Softeco

	4
	Trial Deployment
	Mobisoft

	5
	Comparative Evaluation and Business Case Assessment 
	ETTS

	6
	Dissemination and Exploitation
	ATAF


Table 1.1 : Workpackages of the FAMS project

This Deliverable takes place within the scope of Workpackage 5. 

The structure of the project, and the dependencies are shown in figure 1.1 below
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Figure 1.1 : Structure of the FAMS project

2 Scope and role of WP5

The core purpose of the FAMS Trials is to help the Users to measure the results and impacts that the new technologies will have on their technical and organisational process, businesses and on their customers. Evaluation of the Trials is the most important element of the FAMS project and this has been clearly understood by all participants. The Evaluation Plan is developed in the first phase of the project, and provides the basis for all of the subsequent work. Each Trial site will define very clearly its objectives within the context of the following main parameters : 

· Technical performance

· Integration with current technical, IT and operations systems and practices 

· Operational performance

· Acceptance by operators and by end-users 

· Impacts on customer and business levels

· Impacts on cost structures and overall financial performance

· Societal and environmental impacts

· Institutional framework, means of collaboration among the different participating entities, contractual relationships, entry/exit mechanisms, expandability and interfacing with other agencies

· The business model to be utilised, level of short-and long-term viability and sources of finance 

· Mobility parameters and levels of service

Within the FAMS Technical Annex, it was foreseen that Workpackage 5 is sub-divided into the following Tasks: 

Task 5.1 – Evaluation Methodology and Evaluation Plan: For each site, and at cross-site level, the evaluation methodology will be defined. This will set out the expected evaluation outputs, the indicators to be used, the analysis methodology and the themes of the comparative assessment. The FAMS Evaluation Plan will be developed to provide the blueprint for the project evaluation. This will provide a clear plan for each site, and at cross-site level. It will define the specific data collection requirements and methods, the timing of all data collection and analysis actions, and the allocation of responsibilities. To the greatest extent possible, FAMS will utilise and build on the indicators developed in the SAMPLUS project

Task 5.2 – Evaluation of DRT Systems and Agency Services : Testing Impacts and Potentials at Site Level: The FAMS project will help every trial site to evaluate and assess the collected data and findings from trials in the site, on the basis of a common evaluation framework (T5.1). The evaluation results will include the ‘hard’ facts, such as technical and operational performance and the facts of the business impacts and financial performance, as well as the more soft indicators as acceptance by several user groups/categories, institutional and organisational issues and social and environmental impacts of relevance for the sites. This task concerns the evaluation activities proper, at site level. The results of this activity will be reported in Deliverable D6.

Task 5.3 - Comparative Assessment of FAMS solutions :  This task addresses the cross-site, project level evaluation of technical, organisational and best practice solutions trialled within FAMS.  

Task 5.4 – The Business Case assessment :   Based on assessed business impacts and financial performance at each trial site, task T5.4 will develop a business case assessment estimating potentials for future service and business developments within the FAMS. The results of this analysis will be collected in the Deliverable D7.

A detailed Evaluation Plan will be drawn up. This will have two main components: the site-specific evaluation, and the comparative assessment. A common framework will be used for the site-specific evaluation to assure that they contribute to the comparative assessment. To the greatest extent possible, the indicator set developed in SAMPLUS project will be used, allowing continuity and the possibility of using data from SAMPLUS for comparative or reference purposes. The indicator set will also take into account the possibility of collaboration with other sites in national programs or independent initiatives.

The site specific evaluation will set out clearly the local objectives, the items to be assessed, indicators to be used (technical performance; integration with current technical, IT and operations systems and practices; operational performance; acceptance by operators and by end-users; impacts on customer and business levels; impacts on cost structures and overall financial performance; societal and environmental impacts; etc.), measurement methods and sample sizes, timing, and means of analysis. Each Trial site manager will be required to confirm that the local Trial will be able to generate the data required for the analysis, and to identify the resources required and committed to these activities. 

Data will be collected before and during the Trial, as required by the Evaluation Plan. Each Trial site will collect and assess the data at local level, normally with the support of a specific Evaluation partner. The FAMS Evaluation Manager will put in place procedures to monitor the progress and achievement of the local data collection targets. Each Trial site will carry out the evaluation of its own Trial, and will prepare a local impact assessment as committed within the Evaluation Plan.

The Comparative Evaluation and the assessment of the business case is a central part of FAMS. Each site will contribute to this work. The FAMS Trials will have tested a range of technologies in different environments, with somewhat differing objectives. The thrust of the FAMS Comparative Evaluation will be in four main directions of enquiry: 

1) The effectiveness of specific technologies at meeting common objectives across the different sites.

2) The impacts of the technical solutions on the businesses of the Users.

3) The socio-economic and environmental impacts of the applications of the technologies.

4) The potential transferability of the technical and operational solutions across sites.

Again, the design of the Comparative Assessment frame will take into account the possibility of collaboration with other programs or sites not yet identified.

One of the products of this evaluation phase will be also a Best Practice Guide for the implementation and operation of the Flexible Agency. This will provide a main input for the dissemination phase. 

3 Scope and role of Deliverable D2

The FAMS project will generate a total of 11 Deliverables during the project life. 

	Del. no.
	Deliverable name
	WP
	Lead participant
	Del. type

	D1
	The FAMS Website
	6
	ATAF
	Website

	D2
	The FAMS Evaluation Plan
	5
	ETTS
	Report

	D3
	Trial Site Context & Design
	2
	ETTS
	Report

	D4
	FAMS  Architecture & Trial set-up
	3
	SOFTECO
	Report

	D5
	FAMS System Deployment 
	4
	SOFTECO
	Report

	D6
	FAMS Trials Report: Testing and Evaluation
	5
	MOBISOFT
	Report

	D7
	Comparative Assessment of IT Solutions, Service and Business Models for the FAMS
	5
	ETTS
	Report

	D8
	The FAMS Workshop
	6
	ATAF
	Workshop

	D9
	The FAMS Hand Book: Best Practice & Recommendations
	6
	MOBISOFT
	Report

	D10
	Dissemination and Use Plan
	6
	MOBISOFT
	Report

	D11
	Technology Implementation Plan
	6
	SOFTECO
	Report


Table 1.2 : Deliverables of the FAMS Project

The current Deliverable D2 “The FAMS Evaluation Plan” plays a key role in establishing the platform for the value-added dimensions of the project : 

· To establish the FAMS project evaluation objectives, both at site and at project levels

· To identify the expected impacts of the actions within the FAMS project

· To identify and develop appropriate indicators to measure the impacts of the FAMS actions

· To identify appropriate measurement methods and questionnaire design

· To develop and co-ordinate the site-level planning of data collection and measurements 

· To establish the basis for the comparative assessment 

4 Introduction to Demand Responsive Transport and the FAMS Core Concepts

In Deliverable D3 “Trial Context and Design”  we introduced the concepts behind DRT and the FAMS main concepts. These are reproduced for the reader in Annex A, and a summarised version is given in this section.  

DRT can be defined as transport which is adapted to meet the known needs of users, typically on a trip-by-trip basis. Thus, there are at least the following core functions : 

· a knowledge-acquiring function to understand the actual demand, or at least the relevant variations on expected demand

· an analysis function to determine what action to take in response to this known demand

· a dispatching function to communicate changes to assignment and operating personnel

In some cases there may be a default route with variations applied as required. In other cases the service may be determined entirely from the specific demand for that trip. DRT services can be defined as having at least one degree of freedom for the specific trip being offered. The three main dimensions are the route taken, the timing of the service, and the vehicle used. This allows the decision taker (dispatch centre or operator) to alter the service offer and cost parameters in response to the actual demand. We review options for each of these degrees of freedom . We then review the state-of-the-art of ITS applied to the DRT domain. 

A key added-value area of FAMS lies in the concept  of the Flexible Agency. This provides the concept for a higher-order entity than the traditional operator of the individual DRT line or group of lines. The FAMS Agency will enable operation of a Virtual/Extended Enterprise of transport operators. Despite the physical location of the operators, different types of fleet, booking systems, services provided, etc., the Agency will manage the entire service chain - from customer booking to service planning, monitoring and control - operating as a single entity, as if it were "one operator with one fleet and one booking system", providing an effective response to the mobility needs of the different user groups. Figure 1.2 shows an abstract operational reference model for the Flexible Agency.

The services offered by the Agency can be clustered as customer-facing services (B2C services) and operator-facing (B2B services) and are supported by a communications platform. The ITS elements and applications are specified within this framework. 
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Figure 1.2 - overall structure of the Flexible Mobility Agency

 In Deliverable D3, we also introduce the concept that the foreseeable evolution of DRT will involve five layers as shown below, with FAMS being at the third layer :

	Layer
	Category


	Description
	Example
	Status

	1
	Basic
	Dial/write-in flexible transport service, all bookings and assignment manual - no ITS support.
	1970’s dial-a-ride; most US paratransit
	Proven, many

	2
	Stand-alone
	Real-world commercial system with ITS-supported services. Ranges from one to many services through a single TDC.
	Hasselt, Limburg, Florence, Gothenburg, Tuusula, Kuipio, Oulu
	Proven, some

	3
	Expanded agency
	Collaboration of multiple service providers to provide integrated service from user viewpoint. Reduces tasks and overheads for operators. Exploits synergies and optimises resource utilisation. Business and organisational models still being tested and developed
	FAMS project : Florence region, Italy;

Angus region, Scotland
	To be tested

	4
	Mature agency
	Stable, viable integrated agency based on mature ITS platform. Well understood processes by customers, suppliers and agency. Not a problem to add new supplier, service or customer interface.
	
	None yet

	5
	Interacting agencies
	Layer 4 agencies retain own identities, but can optimise across territory, modes and/or service layers by either carrying each other’s customers or organising transfers. Could be TDC to TDC exchange, supported by well understood processes and value proposition.
	
	None yet


Table 1.1 : The progressive 5-layer FAMS model of DRT organisation

The primary purpose of the 5-layer model is to consider both the “road-map” for DRT services and organisation, and to foresee the technical and support requirements. 

The primary value-added of the FAMS project is to allow the state-of-the-art to move from layer 2 to layer 3, thus opening up business opportunities both for operators/authorities and for suppliers.

Problem Definition

In Deliverable D3 we considered the Stakeholders and their goals, and then looked at the different categories of Users and their needs (see Table 3.1 below). It becomes clear that there is great diversity among the Stakeholders and Users, with a deep complexity of perspectives. So how can a set of goals and needs be defined at site level which encapsulates this diversity and complexity ?

A problem definition or statement of the problem allows us to identify the core challenge that faces the collective of Stakeholders at the site. It establishes in simple terms the problem that has been identified and which needs to be solved. 

This allows the Trial designers to seek solutions to the problem, and gives them the freedom to consider innovative approaches. It also directs them when considering the various dimensions – concepts, technical, organisational, financial, service offer, etc. Of course, the detailed objectives and user needs are still taken into account throughout the process and assist in the detailed design.  

The proposed solution can then be assessed in terms of whether it provides a significant contribution to solving the problem.  Note that it does not have to fully solve the defined problem, since the problem may be complex in scope or scale. The important thing is that the proposed solution – in the case of FAMS project, the Trial – should allow the Stakeholders to move closer to achieving their objectives in a way that is consistent with the needs of users. 

4.1 Problem Definition at Angus site

The Angus Pilot Demand Responsive Transport (DRT) co-ordinated transport pilot project seeks to maximise the use of existing public/collective transport resources in the area to produce a flexible, user-friendly integrated service and provide a sustainable means of delivering transport provision utilising new technologies.

This challenge requires a visionary approach and the dismantling of artificial barriers erected by the “it’s always been done like this” mindset.  Legislation needs to be flexible to encourage co-operation between modes.  Technology can assist in designing a solution to the transport problems caused through lack of co-ordination and integration of existing services.   Service delivery will be designed to meet the needs of customers not just operators.  

The project embraces all current EU, UK and Scottish Executive policies across community planning, sustainable development, social inclusion and environmental policies.  The challenge is to see if it is possible to demonstrate real progress in these areas with regard to planning a public transport solution in rural areas that is designed from the bottom up.

4.2 Problem Definition at Florence site

In order to increase the use of the public transport resources in the area the Florence Site has identified several objectives to be developed under the FAMS project.

Among them the most ambitious challenge is surely the will to put together different public transport operators sharing the same technological architecture in order to maximize the quality of the service offered to their clients and to minimize the resources used.

In a context like the Florence area this approach is completely new and represents the first attempt to break a stand-still scenario, where the operators often act like competitors more than co-operators.

Based on these premises FAMS will allow the development of co-managed new services, the transfer of the organisational and operational expertise, the adaptation of the existing DRT technologies for managing different flexible transport services.

It is clear that this change requires an “open mind” approach not only by the operators involved, but also by the local authorities that have to encourage it by promoting new services and assisting them with proper and flexible acts.

4.3 Generic transport service Problem Definition

Although the interest in demand responsive, intermediate transport services is growing rapidly, there are still barriers to large-scale adoption and employment of such systems by the transport industry. Two key organisational and technical issues :

Poor integration in the overall transport services chain. Different Collective Transport Operators and Local Authorities provide demand responsive mobility services (school, hospital transfer, elderly and disabled, urban and rural low demand zones, etc.). In most existing applications, DRT systems are mainly operated as single systems, with little or no integration with other transport services. Normally, different transport modes are planned and dealt with separately. This generally results in a less efficient answer to the mobility needs of the citizens, to lower levels of service and less efficient use of technological infrastructures than it would be possible with a more integrated approach. As a result, the quality of this transport offer is low due to both to the production modalities and to the lack of the coordination among the different actors. In addition, the low level of integration of these services in the overall transport chain (e.g. feeder services within the conventional transport network, etc.) result in a further dispersion of resources and push the Authorities to look for new transport concepts and infrastructures to better coordinate their offer. This “state of the art” is confirmed by the recommendation of CEMT (2001).
Service models and ways of working. Demonstrations of DRT and Intermediate Transport have, until now, basically made some adaptation to existing ways of working. In fact, there is a need for appropriate business and service models, which have been specifically developed for DRT/IT. These need to take into account the nature of entities, organisation, demand, financing and operations, which are associated with such services. These services usually are provided at the margin, where conventional mobility services are either not viable, or are inappropriate. Hence it is unlikely that the underlying conventional business and service models are viable or appropriate either.

4.4 Generic ITS Problem Definition

Interoperability of IT infrastructures and services. Improved IT infrastructures and services are needed which support the new organisational models and new ways of working, allowing better cooperation among transport operators during service planning and provision. Base DRT technologies (Travel Dispatch Centre, booking and planning software, communication infrastructures…) may require relevant investments, especially when operators are small. Solutions are needed to facilitate different operators sharing infrastructures, transport resources (vehicles, drivers, …) in a way to optimising costs and economic efficiency.

Improved access to services and information. Parallel to this, improved access to services is to be ensured to the citizens, facilitating access to information, services and transport resources anywhere and anytime, from both fixed locations (home, office, points of information ...) and on the move. Together, these new IT infrastructures/services and service models should allow implementing new models of interaction between DRT service operators and users’ communities, facilitating access to and take-up of DRT and Intermediate Services.

The Business Case for DRT is highly dependent on being able to meet the varying demands of the potential users, whilst keeping the cost of provision within strict parameters. Once the offered service goes beyond one or two routes, and a small number of daily users, it is difficult, if not impossible to effectively manage without IT support. Even with basic IT support, the number of dispatchers and call handlers escalates rapidly, and becomes a bottleneck for the system. Sub-optimal allocations get made, and unnecessary costs are incurred. Coping with increasing volumes of users, rationalising the management of different DRT applications, making the best use of available transport capacity for a given level of demand, reducing the costs of technology by sharing services and resources, are the basic motivations driving the trials for the Flexible Agency. 

4.5 Generic Take-up action Problem Definition

Transport authorities, community groups and operators are the main entities faced with the option of implementing a Take-up of ITS-supported DRT. They are faced with the standard challenges of estimating the business and financial implications of the new venture, the cost of the support systems, selecting and procuring new systems, and operating the new services. 

The work within FAMS to date suggests that there are three additional challenges that must be faced in a take-up action – i.e. where new technologies are being imported into the organisation : 

a) Business Processes : The organisation is offering a new customer proposition, and must adapt its knowledge, planning, resource allocation, production and service delivery processes to properly support the new product. It is insufficient to just “plug in” a new piece of software into the existing processes and expect that a new service type can be successfully offered to the customer. The challenge includes understanding how the organisation needs to change, developing the plan to do so, and acquiring the needed skills.

b) Implementation : The technology which is being taken up needs to be prepared, installed, tested, integrated, commissioned, and deployed. As a take-up, the skills for this are typically not resident within the organisation. Further, there may not be a tradition of such take-up actions. There may also be a customisation or adaptation phase needed to align the technology with the site-specific needs. 

c) Training : The organisation needs to acquire knowledge in how to exploit the technology. For the specific case of DRT, skills must be rapidly acquired in handling the booking processes, managing the allocation and dispatch, and supporting the technical systems. Once the DRT goes live, it is not acceptable that the learning-curve for dispatchers is visible to customers. In parallel, the ITS-supported DRT is a key business opportunity. Managers and planners need to be learn how to exploit it.

d) Monitoring and evaluation : An additional challenge facing authorities and operators is the need to make an on-going commitment to a comprehensive monitoring and evaluation of the DRT scheme. Experience shows that this is often a neglected aspect of new installations and yet future business needs are closely related to a detailed understanding of experience of the early stages of the take-up. The indicators developed for FAMS and presented in this Deliverable are suitable for inclusion in an on-going programme of monitoring and evaluation. 

Annex B

The FAMS Sites

5 Overview of the FAMS sites

FAMS trials will be implemented in two sites, in Italy and UK (Scotland). Two transport operators / organisations - ATAF in Italy, Angus Transport Forum in the UK - will implement the Flexible Agency concept in Florence and the Angus Region, respectively. Different transport service providers will collaborate with the Agency in the two local implementations of the FAMS concept.


The trial site in Florence has the base DRT technologies already in place and already gained valuable knowledge about DRT through previous demonstration projects. This site is in the ideal situation to scale-up the local systems, develop and trial the technological infrastructure and the collaborative service models underlying the Flexible Agency concept. Four different transport providers - ATAF, SITA, LiNEA and CAP - will operate in Florence through the FAMS action, with different DRT services in six different areas. A private (Charity) transport provider will cooperate as well through the FAMS action for the provision of special services for disabled and elderly users.


The trial site in Angus is new to DRT applications, although local plans exist to introduce DRT and the Flexible Agency in the site. This site covers the rural Angus area surrounding Alyth, Kirriemuir and Brechin and will allow evaluation of transferability issues, both on the technical and organisational level.

6 Location of the sites
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Figure 2.1 : Location of the FAMS Partners and Trial Sites

7 Characteristics of the Angus site

7.1 Geographical Location and Context

The county of Angus lies to the north-east of Edinburgh on the Firth of Tay.  The coastal belt is well served by public transport services to and from Dundee, Arbroath, Forfar (the county town) and Montrose and onward north to Aberdeen and south-west to Edinburgh.  The northern boundary of this coastal strip is marked by the settlements of Alyth (which is in the county of Perth and Kinross to the west of Angus), Kirriemuir and Brechin.  These settlements have good transport links on the coastal side but landward towards the Glens public transport provision ranges from adequate to poor and even non-existent, particularly at the heads of the Glens. 

The area selected for the DRT services serves the rural areas surrounding Alyth, Kirriemuir, Brechin and the Glens of Angus, covering 1269 square km., (58% of the Angus area, see attached map) and a population of 9742 (8.9% of the Angus population).  Due to the low population density this area is not currently well served by public transport services.  Where services are provided these are based around School transport provision and only operate on schooldays or Shopper buses provided on a weekly basis to provide a basic lifeline for rural residents.  Post Buses operate limited services in Glen Isla, Glen Prosen and Glen Clova.  

7.2 Market Environment

In Angus the provision of Public Transport is deregulated.  Bus operators can operate services by registering with the Traffic Commissioners in Edinburgh.  Within the pilot area in Angus all services are subsidised by Angus Council. Fares are set by operators to meet the conditions of Angus Councils Concessionary Travel Scheme.

Most services are provided to operate schooldays only with occasional shoppers buses operating once or twice per week.

The Demonstration Area

There are three demonstration sites within the demonstration area in Angus: the Glen Esk / Brechin with a population density of 10.8 persons/sq. km and a low demand for public transport. Glen Clova / Kirriemuir has a population density of 4.6 persons per sq. km. and 16%  of the population over 60 years old.  The third site is Glen Isla / Alyth has a population density of 1.2 persons per sq. km..

7.3 Service Characteristics 

It is proposed to maximise the use of commercial resources in the area.  It is therefore essential that the resources used to provide school transport in the area are utilised.  A number of client based statutory body services are also provided in the area by the Scottish Ambulance Patient Transport Service, Social Work Department and Day Care Centres.  

It is intended that the 3 towns Brechin, Kirriemuir and Alyth will act as hubs for the Angus project.  Each of the towns is served by a number of commercial services linking the major towns in Angus and Dundee.  Services will operate between the hours of 0700 and 1900 hours Monday to Friday and will be open to all residents and visitors to the pilot area. In the evenings and at the weekends the vehicles will be available for hire by groups which have drivers with MiDAS training.

A Travel Club has been created to establish the interest in over 90 activities.  This information is held in the TDC and is used to plan events locally for groups in the evening and at weekends.

Door-to-Door services will be offered where no commercial services operate.  Where it is possible to undertake the whole route or part of the journey by a commercial service a door to service link will be provided.

Customers will be advised on the options available at the time of booking.  If a taxi is to be used the cost of the journey will be known before the journey is undertaken.

Where commercial operators are unable to provide a service due to low numbers which would result in high charges for the user it will be possible for local groups that are affiliated to Angus Transport Forum to have group members trained to MiDAS standard.  This will allow groups to “hire” Angus Transport Forum accessible minibuses to undertake the journeys to planned club events.  Costs will be reduced to cover fuel, insurance, servicing and depreciation.

Booking of DRT services will be made the day before departure in the first instance, with the goal of being allowed up to 2 hours before departure.  This will allow both drivers and customers to get used to the concept and to establish local demands.

7.4 Operational Features

Four vehicles are to be fitted with MobiRouter systems.  This will allow the TDC to communicate throughout the operational day. GPRS communications are also to be evaluated.

7.5 Business Case

The business case for the FAMS concept must demonstrate the advantages to Authorities, Operators and most importantly the consumer.  As with any new concept there will be a mixed range of views to our ideas.  It is therefore essential that all sectors are involved in the design, evaluation and monitoring of services.  Building trust in the concept and associated technologies cannot be achieved by imposing the idea in a commercial environment.  The type, number, and size of operators in any area may have a bearing on the receptiveness to innovation.

Training will play an important role in the success of the concept.  This will cover all aspects involved in the project including Drivers, consumers, authorities, coordination centre staff and telematic suppliers.  A log of all aspects of technological and operational issues raised during the project is essential to demonstrate the success or otherwise of the concept.

Initial trials involving the Patient Transport Service over the last 12 months have resulted in significant savings in service delivery costs. Customer complaints have also reduced.  This win-win scenario within one client group has assisted the project in Angus to convince Authorities to support the project.

Although the majority of services in Angus are delivered by two main operators Strathtay Scottish and Meffans of Kirriemuir (Both part of the Yorkshire Traction Group) and Wishart of Friockheim (Part of National Express Group) the concept is being reported to all major UK Transport Groups including Stagecoach and First Group.   By including these groups we may be able to speed up the design and implementation of the concept to meet the larger market and reduce further development costs.

One of the main attractions of the FAMS concept is the ability to recognise the ever changing needs of any area.  A local solution to local demands can be identified and matched to local operators resources.  This will assist operators with future vehicle procurement and service design.  The flexibility of the concept is its major strength.

Once the project has demonstrated solid results these should be promoted in trade press and academic publications.  The FAMS consortium should seek to be represented at all major transport conferences and events to promote its findings.

7.6 Regulatory Issues

The FAMS concept will operate under existing regulatory frameworks in both Scotland and Italy.  The success or otherwise of the project may be due in part to existing regulations in one or both countries.  It is therefore vitally important that Civil Servants and Elected members are advised of the concept and any possible problem areas.  Engaging in dialogue at an early stage is important.  

In Angus we have entered into dialogue with all political parties at local, Scottish, UK and European levels.   Broad acceptance from all parties has been forthcoming and a realisation that although an integrated public transport system is the aim of government current legislation may not allow this.  

Should problems arise due to the regulatory framework, blaming this will not be seen a problem but a failure in taking the concept to the marketplace.  The FAMS consortium should be able to propose solutions to any problems quoting best practice from other countries.  This proactive approach has been welcomed in our initial discussions.

A successful, flexible cost effective transport system will require a flexible regulatory framework.  Depending on the Market conditions in any country (Deregulated or regulated) may require different solutions.  The one advantage of FAMS should be the ability to demonstrate to politicians that the concept can deliver a better service to voters at a reduced cost.

8 Characteristics of the Florence site

The FAMS trial site in Italy includes Florence and the surrounding Metropolitan Area, for a total area of about 500 Km2. The whole metropolitan area and Florence in particular are characterised by a very old cultural and economical history, with about 590.000 inhabitants and huge commuter/tourist flows during the whole year.

The mobility and collective transport services of the metropolitan area are operated and co-ordinated by three main Private and Public Transport Companies: ATAF SpA, LI-NEA SpA and SITA SpA. ATAF, the main transport operator, is operating advanced technological infrastructures (AVL/AVM system) to ensure monitoring of the bus fleet on the network, communication with drivers, vehicle location and service “regulation” on the network. ATAF has already pioneered a flexible and intermediate DRT service in the urban and metropolitan area. This is managed by a Travel Dispatch Centre (TDC), based on advanced system concepts and technologies (the PersonalBus system, developed by Softeco Sismat) to support trip request and reservation handling, trip planning, vehicle dispatching.

Regarding the provision of Public Transport in Florence metropolitan area, the service provided by ATAF is complemented in the suburbs (Scandicci) by Li-NEA, a Transport Company owned by ATAF. This gives an opportunity to the FAMS Agency for co-ordinating also the DRT services, operated by Li-NEA with respect to both the citizens/users and to vehicle-resources. Furthermore LI-NEA will take part to the planned Discussion Forum.
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Figure 2.2 : Location of the DRT services in Florence

The technological scenario built up to support DRT operations in Florence and the operational experience gathered provide the starting point to upgrade the existing TDC into a Flexible Agency, interconnecting the different public (ATAF)/private transport operators (SITA and Li-NEA) and co-ordinating, differentiating, optimising the overall intermediate services offer in the metropolitan area. The core DRT planning/operation facilities for the Agency will be provided by the PersonalBus system. These will be extended by the required B2B/B2C components and made interoperable through the different transport service providers (an “information, booking and reservation portal” providing a set of facilities as a common interfacing module with users/citizens/associations, common resources availability and service management interfacing module with Li-NEA, ATAF and SITA fleet providers).

Through the FAMS organisational and business model, the Agency will be the unique reference (both as regards service booking/reservation and management and optimisation of the resources – vehicle availability) interface in Florence site for the users of intermediate transport, with the responsibility/task of co-ordinating the different operators and managing in real-time a set of flexible services.  These will include:

· many-to-many DRT services in Campi Bisenzio town, operated by ATAF SpA;

· many-to-many DRT services in Scandicci town, operated by LI-NEA SpA;

· demand responsive, special bus service connecting Florence’s “A. Vespucci” Airport with the inner centre, operated by SITA SpA;

· door-to-door DRT social services for special user categories (elderly, disabled) in the whole metropolitan area, operated by different Associations/Public Health Care transport service providers;

· dedicated school transport services, operated by ATAF.

By FAMS, the different transport operators expect to achieve a number of business advantages:

· Personalised services for particular user categories such as disabled, elderly people and school-children, tailored on each category specific needs. Provision of information on the service quality and planning.

· Special services connecting the main city generation/attraction centres, the airport, the main railway terminals, the main hotels;

· Integration of e-Business solutions to allow the interaction of all the transport operators and easy access to services (information, booking and reservation, etc.) to different user categories. To ensure adequate interaction and co-operation between service providers (SITA, LI-NEA, Citizens Associations) and the service planning and dispatching TDC (ATAF)

· transfer of operational and management expertise from the current DRT operated by ATAF in Florence to the new Agency

Besides facilitating the development of wider service options to customers, an integrated Agency will offer a true opportunity to create a co-ordination at Metropolitan level of all the actors involved in the provision of different kinds of service (PT operators, Municipalities, Disabled Associations, etc.), thus improving the service offer to users and optimising the overall financial resources utilisation for transport services.

Some of the institutional and organisational issues related to co-ordination between the different service providers have already been investigated in the Florence Metropolitan Area and agreements have been stipulated, so that the scenario is ready to enter the new operational challenges that are proposed within FAMS.

The local partnering in Florence include all type of actors required by the Take-up/Trial action: 

· Best Practice Supplier: ATAF;

· User Partners: SITA SpA, private PT operator, LI-NEA SpA, PT operator;

· IT Supplier Softeco Sismat SpA, supported by MemEx for all trial related, technical and operational issues.

In addition, other Local Authorities are linked to FAMS at local level: Florence Municipality and all the other service providers (public, private for-profit and private non-profit) mainly specialised in dedicated services (elderly & disabled) which operate at the metropolitan area level.

Annex C

The FAMS Evaluation Approach

9 Introduction to FAMS Evaluation

This section sets out the objectives of the FAMS evaluation. 

It is important to make a clear distinction between the general objectives and goals of the various stakeholders (which were examined in depth in Deliverable D3 Trial Site Context and Design) and the specific objectives of the FAMS evaluation. Within the FAMS Project, a set of actions is implemented which are in line with the objectives of the stakeholders. However, it is obvious that it is not possible to meet all goals and objectives of every stakeholder with a limited set of actions.  The FAMS actions will make a contribution, and will assist in decision-taking. 

Thus, we need to set out clearly the specific objectives of the FAMS project which are realistic, achievable, and measurable. We must also state the objectives in a form that allows them to be measured against a background where other factors may be quite significant and obscure the impacts of FAMS. For this reason, some objectives might appear not to be particularly ambitious, but in fact they have been carefully constructed to allow us track the impact of the FAMS actions.

Within this section, we present the idea of a ‘nested’ approach to the FAMS Evaluation Objectives, which allows us the follow the logic through from high level project objectives through to the detailed objectives on the ground. This assists the traceability whereby each indicator should be associated with at least one objective. For each of the specific Evaluation Areas of FAMS, we present the detailed objectives. 

10 FAMS Evaluation Approach

While there are also operational and service motivations, the FAMS project is being carried out primarily in order to gain understanding, so that decisions can be made by stakeholders at the sites, by the suppliers, and by potential future sites. 

From the outset of the FAMS project, the approach has been taken that the Project Level evaluation is about generating knowledge to support decision-takers, rather than simply generating metrics (although some of this will still be relevant for local purposes). Thus, it is necessary to understand the knowledge needs that can be supported by FAMS, which in turn relate to the decisions that they need to take (investment, resource allocation, innovation, whether to continue, expand, disengage from services or technologies). 

In the opening months of the FAMS project, a substantial effort has been made to understand the stakeholders, their individual objectives, and the collective objectives at site level. These have been reported in Deliverable D3 “Trial Site Context and Design”. In addition, a set of Problem Statements were developed as reported in section 1.6 above. 

This structured approach has meant that there is a strong understanding at site and at project level of the requirements for the FAMS project and objectives of the stakeholders, and through these the evaluation objectives can be developed. 

Table 3.1 below shows the logic which has been followed to work from the broad diversity of stakeholders through to developing indicators, assuring information gathering, and feedback from the evaluation process through to the originally desired contribution. 

	Who are the Stakeholders ?
	Identify the entities that have a direct stake in the project and its outputs : 

EU – on behalf of the Member States

EU – program level 

Sites – Authorities

Sites – Agencies

Sites – Operators 

Industrial Suppliers

(End-users)

	What are their policy objectives ?
	Identify the key societal / fiscal / corporate goals of each stakeholder. 

For the relevant goals, identify the more detailed policy.

	What is their strategic approach ?
	What strategy does each stakeholder have in mind to achieve its relevant goals ? 

What customer or value proposition do they have ?

What is the supporting hypothesis ? 

Are there clear plans, market segments, actions ?

	What relevant decisions do they need to take ?
	What options are open to the stakeholders ?

What critical decisions do the stakeholders need to make relevant to DRT ?

 – e.g. investments, service/product types, market segments, pricing, business models, operations, contracting out, agency formation, subsidy ……

Which are the priority decisions ?

	What information do they need to take these decisions ?
	This will lead to the development of indicators

	How can this information be generated ?
	This will lead to requirements for the sites and the demonstration phase

	Will FAMS “close the loop” ?
	Will FAMS be able to provide all the needed answers, or will there be some knowledge deficit, even with a successful project and evaluation phase ?  

Are there any high priority items which are not assured ?


Table 3.1 : Evaluation requirements logical flow

11 A Layered Approach to Objectives

An immediate problem faced by the FAMS team was how to assure connectivity between the highest level objectives of the FAMS project (set out in section 1.1 above), the various evaluation areas (relating to the Problem Definition in section 1.6) and the very specific, measurable micro-objectives. A related challenge was how to assure that all indicators would be relevant, and could be traced back to both micro-objectives and high-level objectives. 

The approach taken was to develop a Layered Approach to the various objectives, so that each layer is clearly linked to the layers above and below it. In this way, all of the objectives within FAMS are clearly positioned and provide a clear logical framework for the project. 

Four layers are developed, shown in order from highest to lowest :

1) The three Strategic objectives set out in section 1.1

2) Seven Evaluation areas which cover the key dimensions of the project

3) FAMS Level Objectives

4) Micro-objectives which are practical and measurable

The indicators are designed to measure at level 4, the micro-objectives. 

11.1 The FAMS Strategic Objectives

The FAMS Project has three main strategic objectives:

· SO1 : to innovate the way DRT business and service models are implemented, through the adaptation, extension and trials of new IT infrastructures and e-Commerce/e-Business services – such as web-based access to information, booking and reservation for social service associations, shared resources planning etc. - to support their operation within the Flexible Agency concept

· SO2 : to build confidence for authorities and investors (operator, communities and suppliers) by the ability to plan, organise and deliver:

· a quality product that meets the needs of users who have, until now, been marginalized by the transport offer;

· substitute mobility products that are cheaper and more attractive than non-viable conventional services;

· SO3 : to lead to deployment of DRT and Intermediate Transport concepts based on innovative Flexible Agencies.  The implementing agency will need tools to support the business and organisational service models – hardware, software, communications, skills, training, etc.- leading to take-up of the outputs of the advanced telematics and support products.

11.2 The FAMS Evaluation Areas

The Evaluation Areas are themes that are relevant and need to be assessed at site and/or at project level. The FAMS project concluded that there are seven relevant areas : 

EA1) Generic ITS Issues, supporting the Innovation strategic objective

EA2) Angus Site-specific issues, supporting the Build Confidence strategic objective

EA3) Florence Site-specific issues, supporting the Build Confidence strategic objective

EA4) Generic Transport issues, supporting the Build Confidence strategic objective

EA5) Take-up issues, supporting the Deployment strategic objective

EA6) Regulatory and market environment issues, supporting the Deployment strategic objective

EA7) Business Case issues, supporting the Deployment strategic objective

These have been introduced in the Problem Definition in section 1.6 above, and are developed in detail at levels 3 and 4 in section 3.4 below, the FAMS Level objectives and Micro-objectives respectively. 

11.3 The FAMS Level Objectives

At this level, Level 3, the real working objectives of the FAMS project are defined. These translate the strategic and generic objectives into tangible challenges faced by the stakeholder set, and hence requiring solutions. They are framed at the level of FAMS, in the sense of what the FAMS actions can realistically achieve. They are also developed to the level that can be understood and be relevant to other sites, operators, suppliers and researchers. They tend towards the practical rather than the esoteric. These are presented in section 3.4 below.

11.4 The Micro-objectives

The final level, Level 4, a set of very practical micro-objectives are established. These break down the FAMS Level objectives into workable bits, so that the sum of the micro-objectives can reasonably represent the degree of achievement of the FAMS Level Objectives. Indicators  (sometimes more than one) are developed to measure these, so that the first level of Evaluation takes place at this level. They are presented in section 3.4 below.

12 Evaluation Methodology
The FAMS evaluation can be considered to have two main dimensions : 

· Non-metric measurements, based on structured interview, logs and event records. These mostly cover the evaluation areas which are not site-specific (subject of Chapter 5).

· Objective measurements, using the FAMS metric indicator set. These mostly covers the site-specific assessment (subject of Chapter 6).

12.1 Non-metric Assessment

The Project Level evaluation deals with Evaluation Areas :

EA1 : Generic ITS Issues

EA4 : Generic Transport Issues

EA5 : Take-up Issues

EA6 : Regulatory and Market Environment Issues

EA7 : Business Case Issues

For each of these areas, the assessment is primarily non-metric – in other words, it is not based on the FAMS Indicator Set, and generally cannot be described using metrics. Instead, the FAMS team has  carried out a detailed assessment of the experience at the two FAMS sites of Angus and Florence. This uses a combination of a structured interview as described in Annex E below. 

These parameters have been designed to measure the achievement of the objectives described in this section, and to provide full two-way traceability. They have also taken into account the possibility that FAMS may be able to establish co-operation agreements with other sites, and hence could form the basis for an extended comparative assessment. 

12.2 The FAMS Indicator Set

FAMS builds on the work of predecessor projects such as SAMPO and SAMPLUS, as well as contemporary projects such as INVETE. This pragmatic approach allowed FAMS to gain the benefit of previous research work and to utilise the experience and lessons learned. It also allows us to avoid duplication of effort, and to reduce risk. It became clear that the Evaluation activities in SAMPO and SAMPLUS had provided an excellent theoretic framework, and had generated some really useful indicators. However, the experience of those projects also showed shortcomings in relation to usability and comparability of certain indicators. 

The FAMS team has adapted these indicators, and increased the level of traceability from indicators back to objectives.  The approach taken was to take the SAMPO, SAMPLUS and INVETE indicators as a starting point. (For reference purposes, the SAMPLUS and INVETE indicators are reproduced in full in Annexes D and E respectively of Deliverable D2). 

During a dedicated Evaluation Workshop meeting, the FAMS team systematically determined which indicators should be retained, adapted, enhanced, required new measurement methods, be merged, split, or discontinued. For each indicator it was determined which site(s) would measure it, and whether it was expected to be comparable from one to the other. Following this process, any gaps in the indicators compared to the micro-objectives were identified, and either a new indicator was developed, or it was passed to the non-metric assessment if an objective indicator could not be defined. 

SAMPLUS had developed four clusters of indicators : 


EV : Economic Viability

SP : Service Provision

TP : Technical Performance 

MP : Market Projection

FAMS has retained the first three categories – Economic Viability, Service Provision, and Technical Performance. The fourth category, Market Projection, was actually drawn from the other three and was designed to assist in market assessment. In FAMS, this has been superseded by the Evaluation Areas EA1, EA4, EA5, EA6 and EA7 which take a more comprehensive approach to the market development. 

The new FAMS Indicator Set is in summary version in Chapter 6 and in detail in Annex F of Deliverable D2, the FAMS Evaluation Plan. 

The FAMS Indicators actually used by the sites are presented in Annex D to this report.

12.3 Implementation

Planning for the data collection and assessments are indicated in Chapter 7. Generally, the bulk of the metric evaluation will take place around the commencement and immediate following months of the trials. The non-metric assessment will be in the form of structured interviews that will involve about one week of on-site meetings and observations when the trial systems has become established, most likely in April and May 2003. 

12.4 Closing Remarks 

The FAMS Evaluation Plan established the following : 

a) A clear rationale for the project

b) A clear and nested set of objectives which provide full visibility from the program-level Strategic Objectives through to the Micro-objectives at the measurable level

c)  A solid framework for the evaluation

d) A consistent and practical set of metric indicators which will permit the detailed observation of impacts at the two FAMS sites

e) An extensive set of non-metric indicators which will allow the FAMS team to capture the experience, success factors and potential barriers to confidence-building and successful deployment

f) A logical structure to allow two-way traceability between objectives and indicators, with a first set of linkages identified

g) Identification of the indicators that will be measured in both test sites, and the extent to which they are directly comparable

h) Development of the high-level activity planning, including next steps (section 8.2)

The FAMS team considers that it has achieved fully the objectives for this phase of the work. Task 5.1 is therefore closed with the submission of this Deliverable.

13 Presentation of the FAMS Objectives

Figure 3.1 below presents the first three layers of the FAMS Objectives : 

a) Layer 1 : The Strategic Objectives (SO)

b) Layer 2 : The Evaluation Areas (EA) 

c) Layer 3 : The FAMS Project level objectives (FO)
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14 Specific FAMS Objectives 

This section presents the Level 3 and Level 4 objectives as described above. For Evaluation Areas 2 and 3, the Angus and Florence site-specific objectives, there are not introductory remarks since the context has been extensively presented in Deliverable D3 “Trial Site Context and Design”. For each of the other Evaluation Areas, the issues are presented to the needed level of detail.

14.1 EA1 : Generic ITS Objectives

As identified in section 1.6.4, there are two key generic ITS problems that need to be resolved: 

· Poor interoperability of IT infrastructures and services

· Poor access to services and information.

The FAMS team considers that these issues can be described in the following two FAMS level objectives:

FO 1.1 : To develop and offer improved and integrated IT infrastructure and services (mainly B-to-B)

FO 1.2 : To develop and offer improved and integrated DRT/TDC technologies (mainly B-to-C)

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO1.1 Integrated  IT infrastructure and service objective : 

MO 1.1.1 : To develop and elaborate new organisational models (agency)
MO 1.1.2 : To develop new ways of working (real sharing of resources) 

MO 1.1.3 : To achieve co-operation among actors (in IT)

MO 1.1.4 : To achieve effective resource management 

MO 1.1.5 : To achieve access to services and information

MO 1.1.6:  To develop and elaborate standard and modular solutions and interfaces

For the FO1.2 Integrated DRT/TDC technology objective : 

MO 1.2.1 : To develop and elaborate an effective dispatching system (TDC) 
MO 1.2.2 : To develop and elaborate booking and planning management 

MO 1.2.3 : To develop and elaborate fleet management and communications 

MO 1.2.4 : To develop and achieve communications with end-users 

MO 1.2.5 : To achieve access to services and information 

MO 1.2.6 : To develop and elaborate standard and modular solutions and interfaces

14.2 EA2 : Angus Site-specific Objectives

The introduction of FAMS in Angus has attracted support from over 30 different groups including statutory bodies, service providers and users.

There is overwhelming support for the concept of integrating services across modes to provide a cost effective solution to provide a flexible, user friendly, rural transport system.

Legislation in the UK is fragmented and is designed to protect the client depending on the service he or she is entitled to use.  This diverse approach may not assist in the development of an integrated multi modal solution.

The results of previous Demand Responsive Transport research and development projects (SAMPO, SAMPLUS) has indicated that DRT may be able to provide a part solution to the problem currently experienced in Angus.  

The intention in Angus is to introduce the lessons already learnt from these projects and tailor the concept to meet the needs of the area utilising existing resources in the first place.  Where it is possible services are to be designed to meet all user requirements and not restricted to single client groups.

It is important that the take up of any new concept is monitored to assist other organisations in the UK to understand what is involved and establish realistic timescales for implementation.  Therefore it is essential that we get feedback from all sectors to measure the success or otherwise of the project.  Data collection will be similar at both sites, i.e. interviews and/or informal discussion with users, user groups, operators, drivers, statutory bodies, voluntary organisations, stakeholders and TDC personnel.  

The Angus site has also secured funding to develop the project until March 2005.

The FAMS-level objectives from the site are : 

FO2.1 : Demonstrate the benefits of the virtual agency to deliver a cost effective rural transport solution

FO2.2 :  Demonstrate the attractiveness of DRT services to Rural residents, statutory bodies and operators

FO2.3 : Evaluate potential for telematics technologies within a deregulated environment

FO2.4 : Demonstrate that UK legislation assists or hinders the creation of a multi modal integrated public transport system

FO2.5 : Establish the true demand for public transport within Angus pilot area using new technologies

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For FO2.1, benefits of the virtual agency to deliver cost effective rural transport : 

MO2.1.1 : To reduce the unit costs of service provision (relative to current costs)

MO2.1.2 : To increase the number of passengers carried 

MO2.1.3 : To increase the mileage operated within given financial resources

For FO2.2, attractiveness of the rural transport services : 

MO2.2.1 : To increase the number of passengers carried per trip

MO2.2.2 : To increase vehicle utilisation

MO2.2.3 : To increase customer satisfaction

MO2.2.4 : To generate financial savings for statutory bodies

For FO2.3, ITS potential within a deregulated environment : 

MO2.3.1 : To implement ITS across multiple modes and operators

MO2.3.2 : To achieve co-operation among operators with the UK regulatory framework

MO2.3.3 : To avoid complaints from either statutory bodies or operators about failing to respect the principles of competition or market distortion

MO2.3.4 : To maintain the participation of operators on a sustainable basis

For FO2.4, assessing the impact of the UK legislation

MO2.4.1 : To identify any intended actions relating to either ITS or DRT that are inhibited by UK legislation that would be permitted in another EU site

MO2.4.2 : To identify any additional effort or costs resulting from UK legislation that would not have been incurred in another EU site

MO2.4.3 : To bring these issues of the attention of regulators, politicians and decision-takers

For FO2.5, assessing the true potential of public transport in the Angus region : 

MO2.5.1 : To identify all the true level of transport demand or desire to travel

MO2.5.2 : To assess the level of travel demand which is actually being met

MO2.5.3 : To classify unmet travel demand by cause and relative scale

14.3 EA3 : Florence Site-Specific Objectives

The evaluation process in the FAMS is envisaged as a far more complex task than other projects such as the previous SAMPO/SAMPLUS and INVETE projects since not only single services and the quality of service should be considered as pivotal elements for evaluation rather than the functioning of the Agency as a whole. Moreover, taken into account  the ambitious objectives stated in the technical Annex, a clear and precise definition of the evaluation framework is extremely important. 

Substantially, it is agreed that the object of the evaluation should be the Agency itself whose ex-ante and ex-post impacts will be assessed and that the reference parameter should not be represented by the service, its central component. 

The above considerations are enhanced by the fact that the evaluation process represents a primary key of interest for the operators (ATAF and SITA) beyond and not exclusively finalized to the project.

At a later stage (after services) user needs should be considered for the identification of the evaluation indicators together with the relevant D3 collected data and output (Stakeholders, Operators, Requisites, B2B / B2C approach, etc.)

Accordingly to the previous considerations the services realistically included in the Agency and to be evaluated, have been identified.

Referring to the current airport service (operated in partnership by SITA and ATAF) no particular problems are envisaged. However, the start up of the new airport service, expected in FAMS, should be delayed beyond the project duration since the short time foreseen for the FAMS project compared with operational and institutional time needed to arrange the new service.

The following ATAF services will be included in the Agency:

· Existing DRT coordination

· School service

· Disabled service

· Mobility manager

At this stage the car pooling service is frozen, while the user and local authorities information services are intended as service accessibility and reporting functionalities managed at Agency level (“services of services”) being the target the definition of overall comprehensive functionalities as. reservation, user information, service to the authorities, complaint management, etc.

The service scenarios are characterised by the following main components:

Operational context: typology of service operated in a specific area in order to answer to the requirements and needs of a specific transport demand;

Technological systems/infrastructures: the technological environment which supports the specific public transport services.

The reference service scenarios are the ones described in D3.

The Florence FAMS team suggests that there are six key issues, which form the Layer 3 (FAMS Level) objectives for the Florence site Evaluation Area:

FO 3.1
Proper PT service provision
FO 3.2
Resources saving 
FO 3.3
Guarantee of the mobility for  groups of people
FO 3.4
Increase the quality of service 
FO 3.5
Manage the service / Improve working condition 
FO 3.6
Technology aspects
Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives (in brackets are the referring stakeholders). 

For the Proper PT service provision Objective

MO 3.1.1
Transport efficiency improvement
(Authorities)


MO 3.1.2
DRT and flexible services integration 
(Authorities)


MO 3.1.3
Fare integration
(Authorities)


MO 3.1.4
Related objectives
(Authorities)


MO 3.1.5
Increase the number of clients
(Operators)


MO 3.1.6
Reach destination in time
(End-users)

For the Resources saving Objective

MO 3.2.1
Different operators integration

(Authorities)


MO 3.2.2
Traffic impact reduction

(Authorities)


MO 3.2.3
Mobility management

(Authorities)


MO 3.2.4
Buses and workers optimisation

(Operators)

For the Guarantee of the mobility for groups of people Objective

MO 3.3.1
Provision of services for disabled, elderly, students…
(Authorities)


MO 3.3.2
Easier access to the services

(Authorities)


MO 3.3.3
Move with reasonable fees

(End-users)

For the Increase the quality of service Objective

MO 3.4.1
Offer better services

(Operators)


MO 3.4.2
Tools to plan/manage DRT

(Operators)


MO 3.4.3
Travel comfortably

(End-users)


MO 3.4.4
Personnel care

(End-users)


MO 3.4.5
Satisfactory level of information

(End-users)


MO 3.4.6
Book the journey in advance

(End-users)

For the Manage the service / Improve working condition Objective

MO 3.5.1
Easy use of technological support

(Agency)


MO 3.5.2
Use technical support

(Operators)


MO 3.5.3
Work safety

(Operators)


MO 3.5.4
Count on effective means of communication 
(Operators)

For the Technology aspects Objective

MO 3.6.1
Know-how and technology provision

(Suppliers)


MO 3.6.2
S/W, equipment, new IT Technologies development
(Suppliers)


MO 3.6.3
Use reliable technological support

(Operators)

14.4 EA4 : Generic Transport Objectives

As identified in section 1.6.3, there are two key organisational and technical issues that need to be resolved :

· Poor integration in the overall transport services chain. 
· Service models and ways of working. 

The FAMS team considers that these issues can be described in the following four FAMS level objectives :

FO 4.1 : To facilitate integration between DRT and other modes

FO 4.2 : To improve the effectiveness of services in areas currently poorly served

FO 4.3 : To develop new business models

FO 4.4 : To develop new service concepts and delivery models

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO4.1 Integration of DRT with other modes objective : 

MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes
MO 4.1.2 : To achieve co-operation at the service planning level

MO 4.1.3 : To achieve co-ordination and integration at the service delivery level

MO 4.1.4 : To achieve interoperability of tariffs and payment systems 

MO 4.1.5 : To identify barriers to integration

For the FO4.2 Improvement of Service Effectiveness objective : 

MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

MO 4.2.2 : To reduce the proportion of time when service is not available to users
MO 4.2.3 : To increase the number of destinations which can be reached by integrated services

MO 4.2.4 : To offer combined information and payment services to users

For the FO4.3 Business Model objective : 

MO 4.3.1 : To identify and understand the business and organisational factors which are most relevant to DRT
MO 4.3.2 : To identify the key market and revenue opportunities 

MO 4.3.3 : To develop a high-level Business Model based on these factors

MO 4.3.4 : To identify the critical success factors 

For the FO4.4 Service Concept and Delivery objective : 

MO 4.4.1 : To develop new service concepts for DRT
MO 4.4.2 : To turns these concepts in practical customer propositions

MO 4.4.3 : To identify the key business processes needed to support the new service concepts

MO 4.4.4 : To identify the actions needed to support these business processes at the operational and technology levels 

14.5 EA5 : Take-up Action Objectives

The FAMS project is a Take-up Action for ITS-supported DRT. 

In reality, very few sites will implement ITS-supported DRT from an expert start. The real market is in new sites, and there may be thousands of them across Europe over the coming decade. Most rural sites, peri-urban and small/medium urban sites will take-up from a low ITS knowledge base. Many sites will also start from a low DRT knowledge base. It is necessary to understand the challenges that these sites will face, since otherwise many new sites may have below-expectations or even unsuccessful ventures, thus damaging credibility in the technology and willingness to innovate and take risks.

The FAMS team suggests that there are four key take-up issues, which form the Layer 3 (FAMS Level) objectives for the Take-up Action Evaluation Area : 

FO 5.1 : To successfully define, market and develop the Customer Proposition for the new transport/mobility offer

FO 5.2 : To successfully define, plan and implement changes to the Business Processes, where necessary to the Organisational Structure, to support the new mobility services

FO 5.3 : To successfully select, deploy and exploit the ITS and other technologies

FO 5.4 : To define and achieve the requirements for training and knowledge transfer

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO5.1 Customer Proposition objective : 

MO 5.1.1 : To plan and define new service concepts and added-value to the customer
MO 5.1.2 : To position and market the new products using appropriate techniques

MO 5.1.3 : To understand the market potential

MO 5.1.4 : To assess the extent to which the take-up sites have been able to do this

MO 5.1.5 : To suggest supportive mechanisms with applicability beyond the test sites

For the FO5.2 Business Processes and Organisation objective : 

MO 5.2.1 : To identify the changes required to the Business Processes of an operator or agency to support and exploit ITS-supported DRT
MO 5.2.2 : To identify needed organisational change

MO 5.2.3 : To assess the extent that these have actually been achieved in the take-up sites

MO 5.2.4 : To identify barriers and resistance to change within operators and agencies

MO 5.2.5 : To suggest supportive mechanisms with applicability beyond the test sites

For the FO5.3 Technology 
Take-up Objective : 

MO 5.3.1 : To develop a checklist/blueprint for implementing technology in take-up mode
MO 5.3.2 : To determine the factors involved in successfully choosing and working with an ITS supplier

MO 5.3.3 : To assess the technology implementation at the take-up sites

MO 5.3.4 : To identify good practice (including planning)

MO 5.3.5 : To identify implementation and cost risks

MO 5.3.6 : To suggest supportive mechanisms with applicability beyond the test sites

For the FO5.4 Training / Knowledge Transfer objective : 

MO 5.4.1 : To identify a checklist/blueprint for training for ITS-supported DRT
MO 5.4.2 : To assess the training approach and competences at the take-up sites

MO 5.4.3 : To identify training needs

MO 5.4.4 : To identify requirements for expert knowledge transfer

14.6 EA6 : Regulatory and Market Environment Objectives

The concept of DRT and associated technologies has been well tested in previous European projects.  FAMS is about taking the concept of DRT and associated technologies and adapting it to meet the need of the marketplace and prove to Operators and Policy makers alike that far from being a single solution concept it can play a pivotal role in the development of a mainstream, multi modal, integrated transport solution, based on the ever changing needs of the community.

It is essential that the concept is not only expanded at the site level but recognises the need to involve all transport players in the visiting the trials and demonstrate the potential for the concept throughout Europe and the world.  

In a deregulated environment in the UK profit and shareholder expectations dictate the development of company strategy, mostly aimed at the short term. In Europe Public ownership of Public Transport is seen as an ever more costly problem.  The solution in both cases is the development of a more efficient method of meeting the demands of people, maximising the use of resources.  This has always been a goal of governments and companies alike.  However until recently the complexity of the problem made integrated multi modal solutions almost impossible to plan.  New technologies such as telematics and those associated with TDC have now made this possible.

Technologies may have advanced but legislation throughout Europe has evolved based on historic service provision.  To maximise the potential of Public Transport embracing the needs of the individual, governments and operators will need a more integrated, flexible regulatory framework.  This can only be achieved through partnership working with all transport providers and policy makers.  The creation of “trial areas with flexible regulatory frameworks” could be an initial method of encouraging policy makers to try new methods of delivering a more user friendly cost effective public transport solution.   All political parties should be encouraged to participate to avoid the concept becoming clouded in political games.  Achieving cross party support along with transport providers input will move transport policy and provision into the 21st century and recognise that technology can provide an improved service without dramatically increasing costs.   

The FAMS team suggests that there are two key regulatory and market environment issues, which form the Layer 3 (FAMS Level) objectives for the Take-up Action Evaluation Area : 

FO6.1 : To identify the specific issues of regulatory frameworks as they apply to DRT

FO6.2 : To identify and promote solutions to barriers to implementation of DRT caused by the regulatory frameworks

FO6.3 :  To identify solutions and actions possible at local level 

FO6.4 : To influence the Market Environment for DRT services and products

For the FO6.1 Specific Regulatory issues of DRT objective : 

MO6.1.1 : To identify best practice from throughout EU and measure regulatory framework for maximising potential of DRT in each site

For the FO6.2 Solutions to Regulatory Barriers objective : 

MO6.2.1 : To advise policy makers of all potential restrictive practices caused through existing policies

MO6.2.2 : To lobby all political parties at both local, national and European level and encourage debate on future integrated transport policies

For the FO6.3 Local Solutions objective : 

MO6.3.1 : To encourage joint working between operators and statutory services using TDC to aid integration

MO6.3.2 : To identify the needs of local people embracing the concept of community planning in service design

MO6.3.3 : To demonstrate that flexible local transport solutions will require a flexible regulatory framework

MO6.3.4 : To assist large transport groups in the development of new transport services using telematics technology

For the FO6.4 Market Environment objective : 

MO6.4.1 : To identify mainstream markets for DRT and associated technologies within Integrated multi modal transport solutions

MO6.4.2 : To demonstrate that DRT and TDC can reduce transport costs avoiding unnecessary duplication and wasteful use of resources

MO6.4.3 : To demonstrate that DRT and associated technologies can provide a cost effective solution to consumer based demands based on individual need.
14.7 EA7 : Business Case Assessment Objectives 

The FAMS concepts have been described in Annex A. Fundamental to the FAMS approach is the concept of a Business Case – that the DRT domain must move from the ‘experimental’ or ‘charitable’ phases to having credibility as businesses in their own right. 

FAMS has hypothesised that there is a three-layer nested business case as follows :  

a) Stand-alone DRT services can generate a sufficient user base and associated revenue to cover the combined costs of organisation, operation and support services, and provide a sufficient return on capital employed. 

If this basic test is passed, then DRT can generate surpluses, and will be of interest to the operator and business communities.

If this test is not passed, then DRT services will not spontaneously arise (or will collapse with debts). They will need to be stimulated by an agency which is willing to provide financial support for a lengthy period.

b) Integration of DRT services into a virtual or actual agency allows new/enhanced revenue opportunities and/or cost efficiencies. This improves the business case of the stand-alone DRT services, so that marginal services generate acceptable surpluses, and services which would have failed can now at least move to breakeven. The costs associated with the agency (organisational, operational, equipment) are funded from the revenue stream of the DRT services, either by direct charges to the end-user, or as a charge on the operators. 

The agency will offer services to either/both of the end-user and the operator which would not have been easily achieved in stand-alone mode. This will require increased functionality and capability, and will require both ITS-based and organisational tools. The core test for this layer is whether the added-value of the agency layer exceeds the costs associated with it.

c) ITS products allow the added-value services to be provided by the agency to the needed level of functionality and reliability. These services allow new enhanced revenues and/or cost savings for the agency and/or operator. The financial benefits compared to the total cost of the ITS products (capital, implementation, training, maintenance) offer an acceptable payback period.

Based on this value chain, the supplier can price its products and support services at a sufficient level to generate surpluses after investment, operating and support costs. The supplier is encouraged not only to remain in the market for these products, but to continue to adapt and innovate the ITS products to offer the agency improved functionality and performance. 

The FAMS team suggests that there are four key Business Case issues, which form the Layer 3 (FAMS Level) objectives for the Business Case Evaluation Area : 

FO 7.1 : To define the high-level Business Case

FO 7.2 : To validate the structure of the Business Case by testing against the individual sites

FO 7.3 : To understand the critical acceptance factors for the customer at each layer

FO 7.4 : To refine the Business Case based on the FAMS trials and other sources

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO7.1 High-level Business Case objective : 

MO 7.1.1 : To develop a high-level Business Case based on both current practice and new concepts emerging from FAMS and other sources

MO 7.1.2 : To test the logic within the FAMS consortium based on expert opinion

For the FO7.2 Validate the Structure objective : 

MO 7.2.1 : To present the Business Case in a form suitable for general comparison 
MO 7.2.2 : To examine the Business Cases at Angus and Florence in structural terms

MO 7.2.3 : To compare and contrast the site Business Cases with the FAMS Business Case

For the FO7.3 Critical Acceptance Factors Objective : 

MO 7.3.1 : To understand the success factors and critical acceptance at the stand-alone DRT service level
MO 7.3.2 : To understand the success factors and critical acceptance at the level of the Flexible Agency

MO 7.3.3 : To understand to the success factors and critical acceptance at the level of the ITS supplier/investor

For the FO7.4 Refine the Model objective : 

MO 7.4.1 : To refine the Business Case Model in light of the site and other inputs
MO 7.4.2 : To document the critical success factors and best practice issues

MO 7.4.3 : To make recommendations for further investigation /validation 

15 Summary of FAMS Objectives

The 4 layers of FAMS objectives are summarised in Table 3.2 below.

	Strategic Objective (SO)
	Evaluation Area (EA)
	FAMS Objective (FO)
	Micro Objective (MO)

	SO1

To innovate  


	EA 1

Generic ITS Issues
	FO 1.1 : To develop and offer improved and integrated IT infrastructure and services (mainly B-to-B)


	MO 1.1.1 : To develop and elaborate new organisational models (agency)

	
	
	
	MO 1.1.2 : To develop new ways of working (real sharing of resources)

	
	
	
	MO 1.1.3 : To achieve co-operation among actors (in IT)

	
	
	
	MO 1.1.4 : To achieve effective resource management 

	
	
	
	MO 1.1.5 : To achieve access to services and information

	
	
	
	MO 1.1.6:  To develop and elaborate standard and modular solutions and interfaces

	
	
	FO1.2 : To develop and offer improved and integrated DRT/TDC technologies (mainly B-to-C)
	MO 1.2.1 : To develop and elaborate an effective dispatching system (TDC)

	
	
	
	MO 1.2.2 : To develop and elaborate booking and planning management

	
	
	
	MO 1.2.3 : To develop and elaborate fleet management and communications

	
	
	
	MO 1.2.4 : To develop and achieve communications with end-users

	
	
	
	MO 1.2.5 : To achieve access to services and information

	
	
	
	MO 1.2.6 : To develop and elaborate standard and modular solutions and interfaces

	SO2

To build confidence
	EA 2

Angus Site Specific Issues
	FO2.1 : Demonstrate the benefits of the virtual agency to deliver a cost effective rural transport solution
	MO2.1.1 : To reduce the unit costs of service provision (relative to current costs)

	
	
	
	MO2.1.2 : To increase the number of passengers carried

	
	
	
	MO2.1.3 : To increase the mileage operated within given financial resources

	
	
	FO2.2 :  Demonstrate the attractiveness of DRT services to Rural residents, statutory bodies and operators
	MO2.2.1 : To increase the number of passengers carried per trip

	
	
	
	MO2.2.2 : To increase vehicle utilisation

	
	
	
	MO2.2.3 : To increase customer satisfaction

	
	
	
	MO2.2.4 : To generate financial savings for statutory bodies

	
	
	FO2.3 : Evaluate potential for telematics technologies within a deregulated environment
	MO2.3.1 : To implement ITS across multiple modes and operators

	
	
	
	MO2.3.2 : To achieve co-operation among operators with the UK regulatory framework

	
	
	
	MO2.3.3 : To avoid complaints from either statutory bodies or operators about failing to respect the principles of competition or market distortion

	
	
	
	MO2.3.4 : To maintain the participation of operators on a sustainable basis

	
	
	FO2.4 : Demonstrate that UK legislation assists or hinders the creation of a multi modal integrated public transport system


	MO2.4.1 : To identify any intended actions relating to either ITS or DRT that are inhibited by UK legislation that would be permitted in another EU site

	
	
	
	MO2.4.2 : To identify any additional effort or costs resulting from UK legislation that would not have been incurred in another EU site

	
	
	
	MO2.4.3 : To bring these issues of the attention of regulators, politicians and decision-takers

	
	
	FO2.5 : Establish the true demand for public transport within Angus pilot area using new technologies
	MO2.5.1 : To identify all the true level of transport demand or desire to travel

	
	
	
	MO2.5.2 : To assess the level of travel demand which is actually being met

	
	
	
	MO2.5.3 : To classify unmet travel demand by cause and relative scale

	
	EA 3

Florence Site Specific Issues
	FO 3.1: Proper PT service provision

	MO 3.1.1: Transport efficiency improvement 

	
	
	
	MO 3.1.2 : DRT and flexible services integration

	
	
	
	MO 3.1.3: Fare integration 

	
	
	
	MO 3.1.4 : Related objectives 

	
	
	
	MO 3.1.5 : Increase the number of clients

	
	
	
	MO 3.1.6 : Reach destination in time 

	
	
	FO 3.2 : Resources saving 


	MO 3.2.1: Different operators integration

	
	
	
	MO 3.2.2 : Traffic impact reduction

	
	
	
	MO 3.2.3 : Mobility management

	
	
	
	MO 3.2.4: Buses and workers optimisation

	
	
	FO 3.3 : 
Guarantee of the mobility for  groups of people
	MO 3.3.1 : Provision of services for disabled, elderly, students…


	
	
	
	MO 3.3.2 : Easier access to the services

	
	
	
	MO 3.3.3 : Move with reasonable fees

	
	
	FO 3.4: Increase the quality of service 
	MO 3.4.1 : Offer better services 

	
	
	
	MO 3.4.2 : Tools to plan/manage DRT

	
	
	
	MO 3.4.3 : Travel comfortably

	
	
	
	MO 3.4.4 : Personnel care

	
	
	
	MO 3.4.5 : Satisfactory level of information

	
	
	
	MO 3.4.6 : Book the journey in advance

	
	
	FO 3.5 : Manage the service / Improve working condition 
	MO 3.5.1 : Easy use of technological support

	
	
	
	MO 3.5.2 : Use technical support

	
	
	
	MO 3.5.3 : Work safety

	
	
	
	MO 3.5.4: Count on effective means of communication

	
	
	FO 3.6 : Technology aspects
	MO 3.6.1 : Know-how and technology provision

	
	
	
	MO 3.6.2 : Software, equipment, new IT Technologies development

	
	
	
	MO 3.6.3 : Use reliable technological support

	
	EA 4 

Generic Transport Issues
	FO4.1 : To facilitate integration between DRT and other modes
	MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes

	
	
	
	MO 4.1.2 : To achieve co-operation at the service planning level

	
	
	
	MO 4.1.3 : To achieve co-ordination and integration at the service delivery level

	
	
	
	MO 4.1.4 : To achieve interoperability of tariffs and payment systems

	
	
	
	MO 4.1.5 : To identify barriers to integration

	
	
	FO4.2 : To improve the effectiveness of services in areas currently poorly served
	MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

	
	
	
	MO 4.2.2 : To reduce the proportion of time when service is not available to users

	
	
	
	MO 4.2.3 : To increase the number of destinations which can be reached by integrated services

	
	
	
	MO 4.2.4 : To offer combined information and payment services to users

	
	
	FO4.3 : To develop new business models
	MO 4.3.1 : To identify and understand the business and organisational factors which are most relevant to DRT

	
	
	
	MO 4.3.2 : To identify the key market and revenue opportunities 

	
	
	
	MO 4.3.3 : To develop a high-level Business Model based on these factors

	
	
	
	MO 4.3.4 : To identify the critical success factors

	
	
	FO 4.4  : To develop new service concepts and delivery models
	MO 4.4.1 : To develop new service concepts for DRT

	
	
	
	MO 4.4.2 : To turns these concepts in practical customer propositions

	
	
	
	MO 4.4.3 : To identify the key business processes needed to support the new service concepts

	
	
	
	MO 4.4.4 : To identify the actions needed to support these business processes at the operational and technology levels

	SO3

To lead to deployment 


	EA 5 

Take-up Issues
	FO5.1 : To successfully define, market and develop the Customer Proposition for the new transport/mobility offer


	MO 5.1.1 : To plan and define new service concepts and added-value to the customer


	
	
	
	MO 5.1.2 : To position and market the new products using appropriate techniques

	
	
	
	MO 5.1.3 : To understand the market potential

	
	
	
	MO 5.1.4 : To assess the extent to which the take-up sites have been able to do this

	
	
	
	MO 5.1.5 : To suggest supportive mechanisms with applicability beyond the test sites

	
	
	FO5.2 : To successfully define, plan and implement changes to the Business Processes, where necessary to the Organisational Structure, to support the new mobility services
	MO 5.2.1 : To identify the changes required to the Business Processes of an operator or agency to support and exploit ITS-supported DRT

	
	
	
	MO 5.2.2 : To identify needed organisational change

	
	
	
	MO 5.2.3 : To assess the extent that these have actually been achieved in the take-up sites

	
	
	
	MO 5.2.4 : To identify barriers and resistance to change within operators and agencies

	
	
	
	MO 5.2.5 : To suggest supportive mechanisms with applicability beyond the test sites

	
	
	FO5.3 : To successfully select, deploy and exploit the ITS and other technologies
	MO 5.3.1 : To develop a checklist/blueprint for implementing technology in take-up mode

	
	
	
	MO 5.3.2 : To determine the factors involved in successfully choosing and working with an ITS supplier

	
	
	
	MO 5.3.3 : To assess the technology implementation at the take-up sites

	
	
	
	MO 5.3.4 : To identify good practice (including planning)

	
	
	
	MO 5.3.5 : To identify implementation and cost risks

	
	
	
	MO 5.3.6 : To suggest supportive mechanisms with applicability beyond the test sites

	
	
	FO 5.4 : To define and achieve the requirements for training and knowledge transfer
	MO 5.4.1 : To identify a checklist/blueprint for training for ITS-supported DRT

	
	
	
	MO 5.4.2 : To assess the training approach and competences at the take-up sites

	
	
	
	MO 5.4.3 : To identify training needs

	
	
	
	MO 5.4.4 : To identify requirements for expert knowledge transfer

	
	EA 6

Regulatory and Market Environment Issues
	FO6.1 : To identify the specific issues of regulatory frameworks as they apply to DRT
	MO6.1.1 : To identify best practice from throughout EU and measure regulatory framework for maximising potential of DRT in each site

	
	
	FO6.2 : To identify and promote solutions to barriers to implementation of DRT caused by the regulatory frameworks
	MO6.2.1 : To advise policy makers of all potential restrictive practices caused through existing policies

	
	
	
	MO6.2.2 : To lobby all political parties at both local, national and European level and encourage debate on future integrated transport policies

	
	
	FO6.3 : To identify solutions and actions possible at local level
	MO6.3.1 : To encourage joint working between operators and statutory services using TDC to aid integration

	
	
	
	MO6.3.2 : To identify the needs of local people embracing the concept of community planning in service design

	
	
	
	MO6.3.3 : To demonstrate that flexible local transport solutions will require a flexible regulatory framework

	
	
	
	MO6.3.4 : To assist large transport groups in the development of new transport services using telematics technology

	
	
	FO 6.4 : To influence the Market Environment for DRT services and products
	MO6.4.1 : To identify mainstream markets for DRT and associated technologies within Integrated multi modal transport solutions

	
	
	
	MO6.4.2 : To demonstrate that DRT and TDC can reduce transport costs avoiding unnecessary duplication and wasteful use of resources

	
	
	
	MO6.4.3 : To demonstrate that DRT and associated technologies can provide a cost effective solution to consumer based demands based on individual need

	
	EA 7

Business Case Issues
	FO7.1 : To define the high-level Business Case


	MO 7.1.1 : To develop a high-level Business Case based on both current practice and new concepts emerging from FAMS and other sources

	
	
	
	MO 7.1.2 : To test the logic within the FAMS consortium based on expert opinion

	
	
	FO7.2 : To validate the structure of the Business Case by testing against the individual sites
	MO 7.2.1 : To present the Business Case in a form suitable for general comparison

	
	
	
	MO 7.2.2 : To examine the Business Cases at Angus and Florence in structural terms

	
	
	
	MO 7.2.3 : To compare and contrast the site Business Cases with the FAMS Business Case

	
	
	FO7.3 : To understand the critical acceptance factors for the customer at each layer
	MO 7.3.1 : To understand the critical success factors and acceptance at the stand-alone DRT service level

	
	
	
	MO 7.3.2 : To understand the success factors and critical acceptance at the level of the Flexible Agency

	
	
	
	MO 7.3.3 : To understand to the success factors and critical acceptance at the level of the ITS supplier/investor

	
	
	FO 7.4 : To understand the critical acceptance factors for the customer at each layer
	MO 7.4.1 : To refine the Business Case Model in light of the site and other inputs

	
	
	
	MO 7.4.2 : To document the critical success factors and best practice issues

	
	
	
	MO 7.4.3 : To make recommendations for further investigation /validation


Table 3.2 : Synthesis of the 4 layers of FAMS objectives

Annex D

The FAMS Metric Indicators

This annex contains a listing of the FAMS indicators. There are 4 lists as follows : 

1. The full set of FAMS indicators – for reference

2. The indicators planned for both sites

3. The indicators planned for Angus only

4. The indicators planned for Florence only

16 Total Set of FAMS Indicators

16.1 Economic Viability Indicators 

Indicators marked in bold  will be measured at both sites.

	Indicator
	Measured at Site




	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Operational Characteristics
	

	E1a
	EV1
	Operating cost per revenue hour
	F

	E1b
	
	Revenue support per revenue hour
	F

	E2a
	EV2
	Operating cost per vehicle hour
	F

	E2b
	
	Revenue support per vehicle hour
	F

	E3a
	EV3
	Operating cost per trip
	F

	E3b
	
	Revenue support per trip
	F

	E4a
	EV4
	Operating cost per trip kilometre
	B

	E4b
	
	Revenue support per trip kilometre
	AB

	E5
	EV5
	Load factor
	AFB

	E6
	EV6
	Operating hours per vehicle
	A(

	E7
	EV6
	Passenger kilometres per vehicle
	A? (

	E8
	EV6
	Cost per seat kilometre
	A? (

	E9
	EV7
	Fare revenue/operating cost
	FB

	E10
	EV8
	Service kilometres per revenue hour 
	A(F

	E11a
	EV9
	Total direct travel time per total actual journey  travel time
	F

	E11b
	EV9
	Total direct travel distance per actual journey travel distance
	F

	E12a
	EV10
	Number of trips per revenue hour
	AF

	E12b
	
	Number of trips per week per vehicle 
	A

	E12c
	2.10
	Number of trips per vehicle journey
	

	E12d
	
	Number of trips per day
	A

	E13
	EV11
	Active revenue hours per vehicle hour
	AF

	E14
	EV12
	Direct journey hours per revenue hour
	

	E15
	EV13
	Direct journey hours per vehicle hour
	

	E16
	EV14
	Cost savings/increases from diverted Special Transport Services (STS) users
	

	E17
	EV15
	Cost savings from reducing unproductive regular public transport services
	

	E18
	MP9
	Fare revenue/transport cost
	AF?

	EV19
	3.01

3.02

3.03
	Patronage of FAMS services 
	AF

	
	
	Travel Dispatch Centre
	

	E20
	2.09
	Number of bookings per vehicle journey
	

	E21a
	
	Number of calls per day
	AF

	E21b
	
	Number of Web accesses per day
	F

	E21c
	
	Number of Web bookings per day
	F

	E22a
	EV16
	TDC booking and dispatch cost per year 
	AF

	E22b
	
	TDC booking and dispatch cost per passenger
	AF

	E23
	EV17
	Labour productivity
	B

	E24
	4.01
	Communication cost (TDC)
	A

	
	
	Drivers
	

	E25
	
	Formal training cost
	A

	E26
	4.05

4.06
	Familiarisation with on board unit
	

	
	
	Vehicles
	

	E27
	4.01
	Communication cost (operator)
	A

	E28
	4.02

4.04
	On board unit costs
	A

	
	
	Investment costs
	

	E29a
	
	TDC Investment cost
	A

	E29b
	
	Communication network investment cost
	A

	E29c
	
	On board unit investment cost
	A

	
	
	
	

	
	
	
	

	
	
	Statutory Providers
	

	E30
	
	Impact on economic viability within pilot area
	

	
	
	Political viewpoint
	

	E31
	
	Impact on economic viability of transport policy
	A

	E32
	
	Impact on sustainability
	A

	E33
	
	Impact on rural areas
	A


16.2 Service Provision Indicators

	Indicator
	Measured at Site


	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Service characteristics
	

	S1
	SP1
	Service description
	AF

	S2
	SP15
	Equivalent conventional public transport hours: DRT service hours
	A

	S3
	
	Number of stop points
	In S1

	S4a
	SP3

2.03

2.04

2.05
	Service reliability (lateness)
	AF

	S4b
	
	Service reliability (early)
	

	S5a
	SP3


	Failed passenger trips (%)
	AF

	S5b
	2.06

2.07
	Failed passenger trips (frequency)
	

	S6
	2.08
	No show
	A

	S7
	2.11

2.12
	Re-routing of vehicle journeys
	

	S8
	4.11
	Service convenience (TDC and drivers)
	A

	
	
	Operator characteristics
	

	S9
	
	Characteristics of operator
	A

	S10a
	
	Impact of DRT on operator 
	A

	S10b
	
	Importance of FAMS to operator
	A

	S11
	2.01
	Number of DRT vehicles
	A

	
	
	TDC booking characteristics
	

	S12
	SP2b
	Rejection rate of customers requesting a trip
	AF

	S13
	SP16
	Average response time
	AF

	S14a
	SP19
	Number of passengers per call 
	A

	S14b
	SP19
	Number of trips booked per call
	

	S15
	MP2
	% of passengers that were pre-booked
	

	S16
	
	Call back
	

	
	
	Passenger characteristics
	

	S17
	SP2a
	% of resident population served in area
	AF

	S18
	
	Characteristics of target population
	A

	S19
	SP8

SP8a SP8b

SP8c
	Characteristics of passengers
	AF

	S20a
	SP7
	Service utilisation by passengers
	AF

	S20b
	
	Change in travel patterns
	

	S20c
	
	Intermodal journeys
	

	S21
	
	Accessibility of passengers to vehicles
	A

	S22
	
	Journey log
	

	S23
	SP10
	Walking time taken to reach the vehicle
	A

	S24
	SP4
	Perception of trip time
	A

	S25a
	SP5
	% of passengers with transfers
	AF

	S25b
	SP18
	Number of transfers per journey
	A

	S26
	SP6
	Perception of transfer ease
	A

	S27
	SP9
	Comfort of passengers on-vehicle
	A

	S28
	SP9
	Comfort of passengers at waiting/interchange points 
	A

	S29
	SP11
	Service convenience (passenger)
	A

	S30a
	SP12
	Safety and security on-vehicle
	A

	S30b
	SP12
	Safety and security at waiting/interchange points
	

	S31
	SP13
	Passenger’s sense of control and independence
	AF

	S32
	SP14
	Willingness to pay
	AF

	S33
	SP17
	Ease of making reservations
	AF

	
	
	
	

	
	
	Passenger information and marketing
	

	S34
	
	Ease of obtaining information 
	A

	S35
	
	Source of information
	A

	S36
	
	Quality of information
	A


16.3 Technical Performance Indicators

	Indicator
	Measured at Site

	FAMS
	SAMPLUS /INVETE
	
	

	
	
	System Speed 
	

	T1a
	TP4/MP3
	Capacity of the telephone system
	AF

	T1b
	
	Peak demand
	A

	T2
	TP5
	Advance trip booking time
	AF

	T3
	TP6
	Trip cancellation time
	AF

	T7
	TP7
	Trip handling time
	AF

	T8
	TP8
	DRT system processing time
	AF

	T9a
	TP10/MP12
	System performance
	AF

	T9b
	3.13
	FAMS response time
	A

	
	
	System Failure
	

	T10
	MP11
	% system uptime
	AF?

	T11
	TP9
	Mean time between component failures
	AF

	T12
	MP12
	Speed of repair
	AF

	T13
	1.04
	On board unit failures
	A

	
	
	System Accuracy/Reliability 
	

	T14
	TP13
	See S5a
	AF

	T15a
	TP15


	Accuracy of stop point location (TDC)
	A

	T15b
	1.06
	Accuracy of stop point location (driver)
	A

	T16
	TP16
	Scheduling reliability 
	AF

	T17a
	TP17
	Route dispatching efficiency 
	AF

	T17b
	TP17
	Passenger dispatching efficiency
	

	T18
	TP12
	Completeness and updating of data collected
	A

	
	
	System Acceptance
	

	T19
	TP18
	% of Smartcard customers
	

	T20
	TP20
	Potential for use of standardised systems
	B?

	T21
	TP3

3.40

3.41

4.10
	TDC staff attitudes towards Travel Dispatch System (TDS)
	AF

	T22a
	3.04
	Message acknowledgement
	A

	T22b
	3.05
	Message acknowledgement time
	A

	T23
	TP1
	Perception of the importance of messages
	A

	T24
	TP3/MP6
	Operator’s attitudes and acceptance levels towards the service area
	AF

	T25a
	
	Operator’s attitude to DRT
	AF

	T25b
	
	Operator’s attitude to FAMS
	AF

	T26
	TP2/MP5

3.07

3.08

3.09

3.10

3.11

3.12

3.27

3.28

3.29

3.30

3.31

3.32

3.33

3.34

3.35

3.36

3.37

3.38

3.39

4.08

4.09
	Driver attitudes towards TDS
	A

	T27
	3.14

3.15

3.16

3.17

3.18

3.19

3.20

3.21

3.22

3.23

3.24
	Driver attitudes towards on board unit layout
	A

	T28
	TP19
	Impact of messages on safety
	A

	
	
	Telecommunications
	

	T29
	1.08

1.09
	Frequency of communication
	

	T30
	1.03
	Speed of data transmission between on board unit and TDC
	

	T31
	1.01

1.02
	Speed of data transmission between TDC and on board unit
	

	T32a
	
	Reliability of communication network (description)
	

	T32b
	1.05

1.07
	Reliability of communication network (frequency)
	

	T33
	TP14
	Voice communication quality
	A

	T34
	TP21
	Message accuracy/reliability
	A

	T35
	TP22
	Reliability of AVL
	A

	T36
	TP23
	Accuracy of AVL
	A


Indicators Planned for both Sites

16.4 Economic Viability Indicators 

Indicators marked in bold  will be measured at both sites.

	Indicator
	Measured at Site




	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Operational Characteristics
	

	E5
	EV5
	Load factor (differentiate between group, not group)
	AFB

	E10
	EV8
	Service kilometres per revenue hour 
	A(F

	E12a
	EV10
	Number of trips per revenue hour
	AF

	E13
	EV11
	Active revenue hours per vehicle hour
	AF

	
	
	
	


16.5 Service Provision Indicators

	Indicator
	Measured at Site


	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Service characteristics
	

	S1
	SP1
	Service description
	AF

	S4a
	SP3

2.03

2.04

2.05
	Service reliability (lateness)
	AF

	S5a
	SP3


	Failed passenger trips (%)
	AF

	S12
	SP2b
	Rejection rate of customers requesting a trip
	AF

	S13
	SP16
	Average response time
	A

	S17
	SP2a
	% of resident population served in area
	AF

	S19
	SP8

SP8a SP8b

SP8c
	Characteristics of passengers
	AF

	S20a
	SP7
	Service utilisation by passengers
	AF

	S25a
	SP5
	% of passengers with transfers
	AF

	S31
	SP13
	Passenger’s sense of control and independence
	AF

	S32
	SP14
	Willingness to pay
	AF

	S33
	SP17
	Ease of making reservations
	AF


16.6 Technical Performance Indicators

	Indicator
	Measured at Site

	FAMS
	SAMPLUS /INVETE
	
	

	
	
	System Speed 
	

	T1a
	TP4/MP3
	Capacity of the telephone system
	AF

	T2
	TP5
	Advance trip booking time
	AF

	T3
	TP6
	Trip cancellation time
	AF

	T7
	TP7
	Trip handling time
	AF

	T8
	TP8
	DRT system processing time
	AF

	T9a
	TP10/MP12
	System performance
	AF

	T10
	MP11
	% system uptime
	AF

	T11
	TP9
	Mean time between component failures
	AF

	T12
	MP12
	Speed of repair
	A

	T14
	TP13
	See S5a
	AF

	T16
	TP16
	Scheduling reliability 
	AF

	T17a
	TP17
	Route dispatching efficiency 
	AF

	T24
	TP3/MP6
	Operator’s attitudes and acceptance levels towards the service area
	AF


Indicators Planned for Angus Only

16.7 Economic Viability Indicators 

Indicators marked in bold  will be measured at both sites.

	Indicator
	Measured at Site




	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Operational Characteristics
	

	E4b
	
	Revenue support per trip kilometre
	

	E6
	EV6
	Operating hours per vehicle
	

	E7
	EV6
	Passenger kilometres per vehicle
	

	E8
	EV6
	Cost per seat kilometre
	


Can’t get access to the information from the Operator

16.8 Service Provision Indicators

	Indicator
	Measured at Site


	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Service characteristics
	

	
	
	
	

	S14a
	SP19
	Number of passengers per call 
	A

	S23
	SP10
	Walking time taken to reach the vehicle
	A

	S24
	SP4
	Perception of trip time
	A

	S25b
	SP18
	Number of transfers per journey
	A

	S26
	SP6
	Perception of transfer ease
	A

	S27
	SP9
	Comfort of passengers on-vehicle
	A

	
	
	
	

	S29
	SP11
	Service convenience (passenger)
	A

	S30a
	SP12
	Safety and security on-vehicle
	A


16.9 Technical Performance Indicators

	Indicator
	Measured at Site

	FAMS
	SAMPLUS /INVETE
	
	

	
	
	System Speed 
	

	T1b
	
	Peak demand
	A

	T15a
	TP15


	Accuracy of stop point location (TDC)
	A

	T18
	TP12
	Completeness and updating of data collected
	A

	T23
	TP1
	Perception of the importance of messages
	A

	T26
	TP2/MP5

3.07

3.08

3.09

3.10

3.11

3.12

3.27

3.28

3.29

3.30

3.31

3.32

3.33

3.34

3.35

3.36

3.37

3.38

3.39

4.08

4.09
	Driver attitudes towards TDS
	A

	T28
	TP19
	Impact of messages on safety
	A

	T33
	TP14
	Voice communication quality
	A

	T34
	TP21
	Message accuracy/reliability
	A

	T35
	TP22
	Reliability of AVL
	A

	T36
	TP23
	Accuracy of AVL
	A


Indicators Planned for Florence Only

16.10 Economic Viability Indicators 

Indicators marked in bold  will be measured at both sites.

	Indicator
	Measured at Site




	FAMS
	SAMPLUS /INVETE
	
	

	
	
	Operational Characteristics
	

	E1a
	EV1
	Operating cost per revenue hour
	F

	E1b
	
	Revenue support per revenue hour
	F

	E2a
	EV2
	Operating cost per vehicle hour
	F

	
	
	
	

	E3a
	EV3
	Operating cost per trip
	F

	E3b
	
	Revenue support per trip
	F

	E9
	EV7
	Fare revenue/operating cost (as %)
	FB
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17 Context of the Structured Interview

17.1 Introduction

FAMS (IST-2001-34347) is a 20 months Trial Project (extended to 24 months following  2003 Annual Review) initiated under the EU Research & Technological Development program Information Society Technologies (IST). The project aims at scaling up the technologies, services and business models currently adopted in Demand Responsive Transport (DRT) and supporting the evolution from single DRT applications towards the concept of a Flexible Agency for Collective Demand Responsive Mobility Services. 

The planned work includes the following elements:

· adaptation and scale-up of  previously demonstrated DRT technologies and methods 

· deployment of the Flexible Agency concept in two EU sites 

· implementation of trials in the sites

· comparative assessment of technologies and organisational models 

· assistance to the Users and Suppliers in decision-making

· collection of knowledge and best practice into a “Handbook and Best Practice Guide”

· market stimulation for IT and e-Business/e-Work products 

Two Collective Transport Operators/Authorities – Angus Transport Forum (UK) and SITA (IT) – will implement and trial the Flexible Agency. Two IT suppliers, Mobisoft Oy (FI) and Softeco Sismat (IT) will provide the required technology transfer by adapting solutions obtained in previous RTD projects. One Public Transport service operator, ATAF (IT), will provide transfer of expertise on DRT operation and will support in implementing best practice in community transport and DRT at end-user organisations. Two IT and Transport Consultancies, MemEx (IT) and ETTS (IE), will ensure coordination of the technical trials and the Common Evaluation framework.

The FAMS Take-up Action has three main strategic objectives:

· to innovate the way DRT business and service models are implemented

· to build confidence for authorities and investors (operator, communities and suppliers) 

· to lead to deployment of DRT and Intermediate Transport concepts based on innovative Flexible Agencies.  

FAMS will base itself upon and adapt available results – technologies, processes and business models – from previous RTD projects in two main areas: 

c) technologies, models and IT tools for DRT planning, operation and management, supporting key phases of the service provision scheme; 

d) web based architectures, tools and models for eBusiness/eWork applications, facilitating cooperation among DRT transport operators within the Flexible Agency concept (B2B services) and improving access for the end-users of the transport service chain (B2C services).

17.2 Context

The FAMS project has been described in detail in Deliverable D3 “Trials Context and Design”, and in summary with the Deliverable D2 “The FAMS Evaluation Plan”.

Deliverable D2 “The FAMS Evaluation Plan” has described in the detail the objectives, methodology, indicators and planning for the Evaluation work to be carried out within the project. Along with a set of Annexes, the detailed approach has been defined. 

The remainder of this section summarises the approach and content of Deliverable D2. 

17.3 Evaluation Objectives

While there are also operational and service motivations, the FAMS project is being carried out primarily in order to gain understanding, so that decisions can be made by stakeholders at the sites, by the suppliers, and by potential future sites. From the outset of the FAMS project, the approach has been taken that the Project Level evaluation is about generating knowledge to support decision-takers, rather than simply generating metrics (although some of this will still be relevant for local purposes). Thus, it is necessary to understand the knowledge needs that can be supported by FAMS, which in turn relate to the decisions that they need to take (investment, resource allocation, innovation, whether to continue, expand, disengage from services or technologies). 

The FAMS team has spent a significant effort to define the Evaluation Objectives. The team realised early on in the project that there are multiple areas of evaluation interest. Within the iterative process, the team also understood that previous projects have suffered from three key flaws : 

· Lack of linkage between objectives and evaluation measures – lack of traceability

· Selecting objectives that either could not be well defined or properly measured

· Defining objectives at a scale disproportionate to the possible impact of the project actions

An immediate problem faced by the FAMS team was how to assure connectivity between the highest level objectives of the FAMS project, the various evaluation areas and the very specific, measurable micro-objectives. A related challenge was how to assure that all indicators would be relevant, and could be traced back to both micro-objectives and high-level objectives. 

The approach taken was to develop a Layered Approach to the various objectives, so that each layer is clearly linked to the layers above and below it. In this way, all of the objectives within FAMS are clearly positioned and provide a clear logical framework for the project. Four layers are developed, shown in order from highest to lowest :

1) The three Strategic objectives set out below

2) Seven Evaluation areas which cover the key dimensions of the project

3) FAMS Level Objectives

4) Micro-objectives which are practical and measurable

The indicators are designed to measure at level 4, the micro-objectives. 

The FAMS Project defines three main strategic objectives:

· SO1 : to innovate the way DRT business and service models are implemented, through the adaptation, extension and trials of new IT infrastructures and e-Commerce/e-Business services – such as web-based access to information, booking and reservation for social service associations, shared resources planning etc. - to support their operation within the Flexible Agency concept

· SO2 : to build confidence for authorities and investors (operator, communities and suppliers) by the ability to plan, organise and deliver:

· a quality product that meets the needs of users who have, until now, been marginalized by the transport offer;

· substitute mobility products that are cheaper and more attractive than non-viable conventional services;

· SO3 : to lead to deployment of DRT and Intermediate Transport concepts based on innovative Flexible Agencies.  The implementing agency will need tools to support the business and organisational service models – hardware, software, communications, skills, training, etc.- leading to take-up of the outputs of the advanced telematics and support products.

The Evaluation Areas are themes that are relevant and need to be assessed at site and/or at project level. The FAMS project concluded that there are seven relevant areas : 

EA1) Generic ITS Issues, supporting the Innovation strategic objective

EA2) Angus Site-specific issues, supporting the Build Confidence strategic objective

EA3) Florence Site-specific issues, supporting the Build Confidence strategic objective

EA4) Generic Transport issues, supporting the Build Confidence strategic objective

EA5) Take-up issues, supporting the Deployment strategic objective

EA6) Regulatory and market environment issues, supporting the Deployment strategic objective

EA7) Business Case issues, supporting the Deployment strategic objective

These have been introduced in Problem Definition format section 1.6 of the FAMS Evaluation Plan, and are developed in detail at levels 3 and 4 (the FAMS Level objectives and Micro-objectives respectively) in section 3.4 of the FAMS Evaluation Plan,. 

17.4 Evaluation Methodology
The expected impacts are described in Chapter 4 of the FAMS Evaluation Plan. A description of the evaluation methods to be used is given in Chapter 5 the FAMS Evaluation Plan. Templates for data collection sheets and questionnaires are provided in Annexes H, I and J.

The FAMS evaluation can be considered to have two main dimensions : 

· Non-metric measurements, based on structured interview, logs and event records. These mostly cover the evaluation areas which are not site-specific (subject of Chapter 5).

· Objective measurements, using the FAMS metric indicator set. These mostly covers the site-specific assessment (subject of Chapter 6).

17.4.1 Non-metric Assessment

The Project Level evaluation deals with Evaluation Areas :

EA1 : Generic ITS Issues

EA4 : Generic Transport Issues

EA5 : Take-up Issues

EA6 : Regulatory and Market Environment Issues

EA7 : Business Case Issues

For each of these areas, the assessment is primarily non-metric – in other words, it is not based on the FAMS Indicator Set, and generally cannot be described using metrics. Instead, the FAMS team will carry out a detailed assessment of the experience at the two FAMS sites of Angus and Florence. This uses a combination of a structured interview as described in Section 7.3 the FAMS Evaluation Plan and Annex C, and information templates detailed in Annex G. 

Annex C provides a set of tables for each of  Evaluation Areas EA1, EA4, EA5, EA6 and EA7. These tables contain a nested set of : 

· FO x.y : FAMS Objectives 

· MO x.y.z : Micro Objectives

· Assessment parameters

The nature of these parameters vary, since they must cover a wide range of issues. To generalise, many are of the form :

“Existence of a formal agreement to/business plan/monitoring process …..” 

“% of total service covered by integration agreements to ….”

“Critical success factors for ….”

“Has a formal training program been put in place to …?”

“Identified barriers to implement ….” 

“Number of new or enhanced …..”

These parameters have been designed to measure the achievement of the objectives, and to provide full two-way traceability. They have also taken into account the possibility that FAMS may be able to establish co-operation agreements with other sites, and hence could form the basis for an extended comparative assessment. 

17.4.2 The FAMS Indicator Set

FAMS builds on the work of predecessor projects such as SAMPO and SAMPLUS, as well as contemporary projects such as INVETE. This pragmatic approach allowed FAMS to gain the benefit of previous research work and to utilise the experience and lessons learned. It also allows us to avoid duplication of effort, and to reduce risk. It became clear that the Evaluation activities in SAMPO and SAMPLUS had provided an excellent theoretic framework, and had generated some really useful indicators. However, the experience of those projects also showed shortcomings in relation to usability and comparability of certain indicators. 

The FAMS team has adapted these indicators, and increased the level of traceability from indicators back to objectives.  The approach taken was to take the SAMPO, SAMPLUS and INVETE indicators as a starting point. 

During a dedicated Evaluation Workshop meeting, the FAMS team systematically determined which indicators should be retained, adapted, enhanced, required new measurement methods, be merged, split, or discontinued. For each indicator it was determined which site(s) would measure it, and whether it was expected to be comparable from one to the other. Following this process, any gaps in the indicators compared to the micro-objectives were identified, and either a new indicator was developed, or it was passed to the non-metric assessment if an objective indicator could not be defined. 

SAMPLUS had developed four clusters of indicators : 


EV : Economic Viability

SP : Service Provision

TP : Technical Performance 

MP : Market Projection

FAMS will retain the first three categories – Economic Viability, Service Provision, and Technical Performance. The fourth category, Market Projection, was actually drawn from the other three and was designed to assist in market assessment. In FAMS, this has been superseded by the Evaluation Areas EA1, EA4, EA5, EA6 and EA7 which take a more comprehensive approach to the market development.

The new FAMS Indicator Set is in summary version in Chapter 6 of the FAMS Evaluation Plan, and in detail in Annex F.

17.4.3 Implementation

Planning for the data collection and assessments are indicated in Chapter 7 the FAMS Evaluation Plan. Generally, the bulk of the metric evaluation will take place around the commencement and immediate following months of the trials. The non-metric assessment will be in the form of structured interviews that will involve about one week of on-site meetings and observations when the trial systems has become established. These were originally planned for April-June 2003, but following the rescheduling recommended by the 2003 Annual Review, they will now most likely be in September and October 2003. 

17.5 Achievements of the FAMS Evaluation Plan 

The FAMS Evaluation Plan has established the following : 

a) A clear rationale for the project

b) A clear and nested set of objectives which provide full visibility from the program-level Strategic Objectives through to the Micro-objectives at the measurable level

c)  A solid framework for the evaluation

d) A consistent and practical set of metric indicators which will permit the detailed observation of impacts at the two FAMS sites

e) An extensive set of non-metric indicators which will allow the FAMS team to capture the experience, success factors and potential barriers to confidence-building and successful deployment

f) A logical structure to allow two-way traceability between objectives and indicators, with a first set of linkages identified

g) Identification of the indicators that will be measured in both test sites, and the extent to which they are directly comparable

h) Development of the high-level activity planning, including next steps 

18 Developing the Structured Interview

This section provides an overview of the approach and timing for the Non-Metric Assessment, with focus on the Structured Interview process to gather the information.

18.1.1 Scope of the non-FAMS indicator information gathering

This covers the collection of all information that is not covered by the FAMS Indicator Set.  It does not cover any element of Evaluation Areas EA2 (Angus site-specific) or EA3 (Florence site-specific). 

It covers all non-indicator elements of Evaluation Areas : 

EA1 : Generic ITS Issues

EA4 : Generic Transport Issues

EA5 : Take-up Issues

EA6 : Regulatory and Market Environment Issues

EA7 : Business Case Issues

18.1.2 Methodology

The information will be gathered out through a structured interview set of competent organisations and persons at the Angus and Florence sites. 

The approach has the following steps : 

a) The elements of the structured interview were developed within the FAMS Evaluation Plan, and were now generated in detail within this Working Document

b) Requirements for the sites to maintain records, event logs, experience logs, or carry out surveys will be issued to the sites, discussion and agreement to take place at the FAMS Steering Committee Meeting of Genoa, 19-21st February 2003.

c) The detailed structured interview and the profile of the likely competent entity(ies) and/or person(s) will be issued to the sites about 4 weeks prior to the interviews

d) The structured interviews will be carried out on-site over a period of up to one week (as required allowing for key-person availability). This may also include elements of observation and opinion-forming

e) Where relevant, the sites may send supporting information either before or after the interviews. 

f) The structured interviews will be documented in format of draft chapters for the output Deliverable D7, circulated to the sites for review (and challenge if appropriate), and finalised. 

g) The documentation will provide evaluation both at the level of the individual site and at the generic project level. 

18.1.3 Resource and Timing

The structured interviews will be carried out by ETTS.

The outline timing is presented in Table 2.1 below. This has been revised in line with the recommendations of the Annual Review and new timeline for FAMS project.

	Task
	Action
	Timing

	a
	Outline structured interview (in D2)
	September 2002

	b
	Define records, logs to be maintained by sites
	February 2003

	c
	Present the Draft Structured Interview
	February 2003

	d
	Issue detailed structured interview

Site identifies relevant persons
	June 2003

	e
	Site sends relevant pre-interview information
	September 2003

	f
	Structured interview carried out on-site
	October 2003

	g
	Post-interview information 
	October 2003

	h
	Develop draft chapters

Send to sites for feedback, update, challenge
	November 2003

	i
	Contribute to project-level evaluation
	December 2003


Table 2.1 : Outline timing for non-metric evaluation

The precise timing for the site-level tasks is dependent on availability of the competent person(s). 

It is acknowledged that the persons to be interviewed are most likely to be critical to the successful implementation of the take-up action. Since the interviews may require a substantial portion of their time over 2-3 days, maximum flexibility will be allowed to the site. To facilitate this, ETTS will make themselves available for up to one week at the site. 

18.2 Approach to the Structured Interview

Annex C of the FAMS Evaluation Plan examined each of the 5 Evaluation Areas to be covered by the Structured Interview. As described in section 1.4.1 above, it then developed the measures to be assessed at the level of each Micro-objective, clusters of which form the FAMS Objectives. 

This Document sets out the Structured Interview template. It is structured as follows : 

· Each Evaluation Area (EA) is treated as a Structured Interview set

· Each FAMS Objective (FO) is treated as a subset of the Evaluation Area

· Each Micro-objective (MO) is treated as the basis unit of the evaluation

· A number of Measures are defined within each Micro-Objective

· Each Measure is defined, being a question, interview topic, information, log etc.

· It is identified where information is expected prior to the Structured Interview

· Information to be gathered through logs, records or surveys are identified

· The scope of the interview for each measure is defined

18.3 Data collection

Data Collection has been designed to minimise the burden on the sites, who will be quite busy enough with both the implementation and the data collection for the Metric Indicators. The following principles have been established : 

· The number of measures requiring surveys has been kept to the absolute minimum, and these are designed to match well with information that would be gathered for local purposes.

· The keeping of logs has also been kept to the minimum. These are clearly identified.

· A number of event-related records have been introduced. This has been done to make the information retrieval easier and more complete during the interview phase.

· Where possible, measures have been structured in the form “existence of …” to identify formal processes, agreements, procedures etc. This allows the site to give a ‘yes/no’ answer, and to simply provide a reference to a document, agreement, or procedure.

· For subjective areas requiring lists and priorities, the sites will be requested to provide an initial list prior to the Interview. This will avoid the situation where relevant items are forgotten, especially if there is a specific issue dominating the site’s priorities at the time of the Interview.

· Otherwise, the main data collection will be done through the face-to-face interview carried out between ETTS and the site representative.  These can be supplemented by telephone and e-mail communication as required.

The responsibility for documenting the interviews, analysis and reporting lies fully with ETTS, although the sites are expected to participate in the review of the draft reports. 

18.4 Order of the Structured Interview sets

It has been decided to present the Structured Interview Sets in the order in which they are likely to be carried out. The logical sequence has been established to avoid going over the same material in different ways, especially at different levels of detail. Thus, they are ordered as follows : 

EA5 : Take-Up issues

EA4 : Generic Transport issues

EA7 : Business Case issues

EA1 : Generic ITS Issues

EA6 : Regulatory Framework Issues

19 Assessment of the Take-Up Issues (EA5)

The FAMS project is a Take-up Action for ITS-supported DRT. The FAMS team has  proposed four FAMS Objectives (FO) as follows  : 

FO 5.1 : To successfully define, market and develop the Customer Proposition for the new transport/mobility offer

FO 5.2 : To successfully define, plan and implement changes to the Business Processes, where necessary to the Organisational Structure, to support the new mobility services

FO 5.3 : To successfully select, deploy and exploit the ITS and other technologies

FO 5.4 : To define and achieve the requirements for training and knowledge transfer

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO5.1 Customer Proposition objective : 

MO 5.1.1 : To plan and define new service concepts and added-value to the customer
MO 5.1.2 : To position and market the new products using appropriate techniques

MO 5.1.3 : To understand the market potential

MO 5.1.4 : To assess the extent to which the take-up sites have been able to do this

MO 5.1.5 : To suggest supportive mechanisms with applicability beyond the test sites

For the FO5.2 Business Processes and Organisation objective : 

MO 5.2.1 : To identify the changes required to the Business Processes of an operator or agency to support and exploit ITS-supported DRT
MO 5.2.2 : To identify needed organisational change

MO 5.2.3 : To assess the extent that these have actually been achieved in the take-up sites

MO 5.2.4 : To identify barriers and resistance to change within operators and agencies

MO 5.2.5 : To suggest supportive mechanisms with applicability beyond the test sites

For the FO5.3 Technology 
Take-up Objective : 

MO 5.3.1 : To develop a checklist/blueprint for implementing technology in take-up mode
MO 5.3.2 : To determine the factors involved in successfully choosing and working with an ITS supplier

MO 5.3.3 : To assess the technology implementation at the take-up sites

MO 5.3.4 : To identify good practice (including planning)

MO 5.3.5 : To identify implementation and cost risks

MO 5.3.6 : To suggest supportive mechanisms with applicability beyond the test sites

For the FO5.4 Training / Knowledge Transfer objective : 

MO 5.4.1 : To identify a checklist/blueprint for training for ITS-supported DRT
MO 5.4.2 : To assess the training approach and competences at the take-up sites

MO 5.4.3 : To identify training needs

MO 5.4.4 : To identify requirements for expert knowledge transfer

FAMS Evaluation Area 

EA5

Take-Up Issues

Structured Interview Template

Version 1.1

22nd May 2003

19.1 FO 5.1 : To successfully define, market and develop the Customer Proposition for the new transport/mobility offer

MO 5.1.1 : To plan and define new service concepts and added-value to the customer
MO 5.1.2 : To position and market the new products using appropriate techniques

MO 5.1.3 : To understand the market potential

MO 5.1.4 : To assess the extent to which the take-up sites have been able to do this

MO 5.1.5 : To suggest supportive mechanisms with applicability beyond the test sites

19.1.1 MO 5.1.1 : To plan and define new service concepts and added-value to the customer 

	Ref
	Measure
	Site Action
	Interview Action

	5.1.1 a
	Description of the service concepts offered to potential customers within the agreed FAMS reference framework 
	Complete Service Journey Pattern data collection sheet
	Confirm, clarify any issues 

	5.1.1 b
	Description of the planning actions for these service concepts


	Provide short description of the planning actions
	Review this, focus on the extent of a formal planning framework, extent of designing the service concepts to identified needs through a tangible process 

	5.1.1 c
	Assessment of the extent to which these represent innovation and added-value
	
	Clear identification of the elements within the service concepts that are new, and where added-value has been generated as a result of the research and creative processes.


19.1.2 MO 5.1.2 : To position and market the new products using appropriate techniques

	Ref
	Measure
	Site Action
	Interview Action

	5.1.2 a
	Description of the positioning and marketing of the service concepts
	Describe how the service concept has been positioned in the market, and the marketing actions taken 
	Confirm, clarify any issues

	5.1.2 b
	Assessment of whether there has been a definite positioning exercise
	
	Review and discuss. Focus on the extent to which the product has been genuinely positioned, rather than a post-event rationalisation.

	5.1.2 c
	Assessment of whether there has been a focussed marketing exercise
	
	Review and discuss. Focus on the extent to which the product has been genuinely marketed, rather than just dissemination of timetables. Has there been actions to specific targets ?


19.1.3 MO 5.1.3 : To understand the market potential

	Ref
	Measure
	Site Action
	Interview Action

	5.1.3 a
	Existence of a market potential assessment exercise
	Describe the actions taken and analysis carried out (if any) to determine the market potential for the services.
	Confirm, clarify any issues

	5.1.3 b
	Assessment of whether this was able to form a reliable opinion
	
	Discuss the extent to which the process was able to develop market forecasts, stratification etc. Focus on whether there was confidence in the output of the analysis. Has it subsequently been vindicated ? Are new tools needed ?

	5.1.3 c
	Assessment of whether the result of the exercise was understood by the scheme promoters
	
	Discuss the extent to which the scheme promoters were able to interpret the market potential exercise. Were they able to turn demographic data into forecasts ? Were they able to turn travel needs into service options ? Would they try a totally different approach in future ?


19.1.4 MO 5.1.4 : To assess the extent to which the take-up sites have been able to do this

	Ref
	Measure
	Site Action
	Interview Action

	5.1.4 a
	Assessment of whether the sites achieved objectives 5.1.1 through 5.1.3
	
	Discuss extent of achievement of the objectives. Focus on reality rather than aspirations. 

	5.1.4 b
	Identification of external assistance to achieve these actions
	Short description of any external assistance for development of the Customer Proposition
	Confirm and clarify. Focus on the extent to which the Site was reliant on external help either for techniques or simply for resource.

	5.1.4 c
	Identification of ongoing processes
	Short description of any ongoing work in this – both to refine existing, and for new possible sectors.
	Confirm and clarify. Explore extent of any changes in approach as a result of the experience to date. Identify whether there is now an embedded process, or if it is ad-hoc.


19.1.5 MO 5.1.5 : To suggest supportive mechanisms with applicability beyond the test sites

	Ref
	Measure
	Site Action
	Interview Action

	5.1.5 a
	Identification of general principles emerging
	
	Discuss, draw suggestions from sites.

	5.1.5 b
	Identification of mechanisms which would assist take-up sites in developing, positioning and marketing new service concepts
	
	Discuss, draw suggestions from sites. Focus both on what helped them through the process, and where in hindsight they realise they needed more help, tools or knowledge than was available. 


19.2 FO 5.2 : To successfully define, plan and implement changes to the Business Processes, where necessary to the Organisational Structure, to support the new mobility services

MO 5.2.1 : To identify the changes required to the Business Processes of an operator or agency to support and exploit ITS-supported DRT
MO 5.2.2 : To identify needed organisational change

MO 5.2.3 : To assess the extent that these have actually been achieved in the take-up sites

MO 5.2.4 : To identify barriers and resistance to change within operators and agencies

MO 5.2.5 : To suggest supportive mechanisms with applicability beyond the test sites

19.2.1 MO 5.2.1 : To identify the changes required to the Business Processes of an operator or agency to support and exploit ITS-supported DRT
	Ref
	Measure
	Site Action
	Interview Action

	5.2.1 a
	Identification of the key business processes for DRT provision
	List the key business processes needed for DRT provision at the site
	Discuss. Is this a complete list ? Is it consistent ? Which processes are linked or overlap ? Are any processes unique to DRT ?

	5.2.1.4 b
	Identification of new business processes needed
	List and describe any new business processes needed
	Discuss each new process. What is the need ? Is it an issue of total lack, or of separation ? Which are critical ? What is the expected impact of each ?

	5.2.1 c
	Identification of enhanced business processes needed
	Identify any current business processes that need to be enhanced
	Discuss each. What are the current restrictions ? What enhancements are needed ? For what expected impact ? 


19.2.2 MO 5.2.2 : To identify needed organisational change

	Ref
	Measure
	Site Action
	Interview Action

	5.2.2 a
	Identification of changes required to the  organisational structure
	Describe the changes made to the organisational structure in order to implement DRT or the new service concepts
	Discuss, clarify. What was the motivation ? Try to get a clear distinction between those made for the DRT or new service, and those as part of restructurings with other objectives.

	5.2.2 b
	Identification of changes required to management oversight and MIS
	Describe the changes required both to management oversight (including any governance issues) and changes to reporting and MIS.
	Discuss, clarify. Why were new management and/or governance needed – new business type ? new relationships ? change of scale ? What was the focus of the reporting/MIS – for internal or external purposes ?


19.2.3 MO 5.2.3 : To assess the extent that these have actually been achieved in the take-up sites

	Ref
	Measure
	Site Action
	Interview Action

	5.2.3 a
	Establish changes which have taken place at the sites
	Relating to 5.2.1 and 5.2.2 above, make clear which have actually occurred, which are planned.
	Discuss and clarify. Focus on actual changes. Try to identify which are ‘paper’ changes, which are real differences.

	5.2.3 b
	Elicit opinions on whether other measures were required, but not achieved
	
	Discuss, draw opinions from the site. Were there planned changes not implemented ? Were new ideas identified during the implementation, but couldn’t be done in mid-process ? What impact did these have ? Will they now make further changes ?


19.2.4 MO 5.2.4 : To identify barriers and resistance to change within operators and agencies

	Ref
	Measure
	Site Action
	Interview Action

	5.2.4 a
	Identification of barriers to change, and cause
	Describe the main barriers to change. 
	Discuss, clarify. Identify whether these are legal, structural, financial etc. Any ‘showstoppers’?

	5.2.4 b
	Identification of resistance to change, interest group, and primary concerns
	Identify any specific resistance to making planned changes. 
	Discuss, clarify. Who resisted ? Why ? Was it easily resolved ? Are there residual problems ?

	5.2.4 c
	Identification of impacts on drivers
	Identify actual changes to drivers’ working conditions and feedback from their representatives
	Discuss, clarify. What changes have occurred to the drivers’ work patterns ? Have their hours become more flexible ? Has this resulted in greater variability in their shift durations, overtime patterns ? Are they expected to be on-call more ? Might they have longer stretches without a break, or greater variability in length and timing of breaks ? Are they more likely to have to  take on new routes, tasks, means of operation ? Other changes ? How have these been received by drivers ? If positive feedback, is this unanimous ? What are the plus points ? If there is negative feedback, does this come from many drivers, or through some representatives ? What are the main points of dislike ?


19.2.5 MO 5.2.5 : To suggest supportive mechanisms with applicability beyond the test sites

	Ref
	Measure
	Site Action
	Interview Action

	5.2.5 a
	Identification of general principles emerging
	
	Discuss, draw suggestions from sites.

	5.2.5 b
	Identification of mechanisms which would assist take-up sites in adapting and implementing change for business processes
	
	Discuss, draw suggestions from sites. Focus both on what helped them through the process, and where in hindsight they realise they needed more help, tools or knowledge than was available. 


19.3 FO 5.3 : To successfully select, deploy and exploit the ITS and other technologies

MO 5.3.1 : To develop a checklist/blueprint for implementing technology in take-up mode
MO 5.3.2 : To determine the factors involved in successfully choosing and working with an ITS supplier

MO 5.3.3 : To assess the technology implementation at the take-up sites

MO 5.3.4 : To identify good practice (including planning)

MO 5.3.5 : To identify implementation and cost risks

MO 5.3.6 : To suggest supportive mechanisms with applicability beyond the test sites

19.3.1 MO 5.3.1 : To develop a checklist/blueprint for implementing technology in take-up mode
	Ref
	Measure
	Site Action
	Interview Action

	5.3.1 a
	Existence of an appropriate checklist for implementing technology in take-up mode
	Does a formal checklist exist ? If so, provide a copy.
	Confirm existence.

	5.3.2 b
	Use of checklist at the sites
	State whether the checklist was used
	Confirm whether it was actually used

	5.3.3 c
	Usability of the checklist
	Describe experience with the checklist. Focus on usability and problems
	Discuss. Focus on which parts worked well, how well it was understood, what changes needed.


19.3.2 MO 5.3.2 : To determine the factors involved in successfully choosing and working with an ITS supplier

	Ref
	Measure
	Site Action
	Interview Action

	5.3.2 a
	Identification of the factors involved in supplier choice and partnership
	Describe the key factors that determined supplier choice.
	Discuss. Determine whether there was a process, whether there really was a choice.

	5.3.2 b
	Assessment of reliability of the identified factors
	
	For the key factors that influenced the decision, did the supplier perform well on these in practice ? Would the site change its selection criteria or procedure in a future scenario ? 


19.3.3 MO 5.3.3 : To assess the technology implementation at the take-up sites

	Ref
	Measure
	Site Action
	Interview Action

	5.3.3 a
	Achievement of supplier selection and agreement closure
	Short note on whether a formal agreement was concluded with the preferred supplier.
	Discuss. Was the eventual supplier the first choice ? Was a formal agreement easily achieved ? If not, what were the sticking points ? On whose part ?

	5.3.3 b
	Achievement of delivery of equipment and systems
	Describe the timeliness of the delivery of the equipment and systems
	Discuss. Focus on any elements that were late. Were any of these critical ? To what extent were delays caused by the site – not ready, asked for extra features, delay in providing data etc. ? Was the site happy(-ish!) with the explanations of the supplier ?

	5.3.3 c
	Achievement of full implementation of  the planned systems
	Describe the extent to which the planned implementation was achieved
	Discuss. Focus on functions or systems that were dropped or not introduced until a later phase. Why ? Any of these critical ? At whose initiative ? Has the service been compromised ? Was the supplier in trouble to handle all the elements ? Did the site have problems to match the supplier’s technical team ? 

	5.3.3 d
	Degree of rework required at the sites
	List the extent of rework required
	Discuss. Focus on elements which were put into place or offered for test as functioning, but subsequently had to be reworked. Did these constitute a large or small proportion of the total work ? Were they only on the innovative features, or did rework extend to existing features ? 

	5.3.3 e
	Opinion of the sites on level of co-operation / support by the suppliers
	
	Discuss. Draw the opinion of the site on the level of co-operation from the supplier. Did it act as a partner ? As a mentor ? Or simply as a seller of goods ? Did the site feel well supported by the supplier ?


19.3.4 MO 5.3.4 : To identify good practice (including planning)

	Ref
	Measure
	Site Action
	Interview Action

	5.3.4 a
	Assessment of the planning phase of selection of ITS solution and supplier
	
	Discuss the overall planning of the ITS solution and supplier selection. Would they go about it differently, in hindsight ? What would they do different ?

	5.3.4 b
	Assessment of the implementation of the ITS systems
	
	Discuss the implementation of the ITS solution Would they go about it differently, in hindsight? What would they do different ?


19.3.5 MO 5.3.5 : To identify implementation and cost risks

	Ref
	Measure
	Site Action
	Interview Action

	5.3.5 a
	Identification of problems incurred in implementation and impacts
	Describe problems during the implementation of the ITS systems, and the associated impacts.
	Discuss. Identify which problems were critical, which caused delays or reduced service. Any which had direct impact on the customer ? Does the site consider them to have been within the reasonable range of ‘teething problems’ or are they viewed more seriously.

	5.3.5 b
	Identification of deviations from cost projections and causes
	Identify deviations from the cost projections, and the causes
	Discuss. Identify which were significant. To what extent were they foreseeable ? Which were caused by increased quantity or functionality requests by the site? Were there any that the site feel were unreasonable, but they had little choice but to accept ? Any changes they would make in the future to contract and payment basis ?


19.3.6 MO 5.3.6 : To suggest supportive mechanisms with applicability beyond the test sites

	Ref
	Measure
	Site Action
	Interview Action

	5.3.6 a
	Identification of general principles emerging


	
	Discuss, draw suggestions from sites.

	5.3.6 b
	Identification of mechanisms which would assist take-up sites in selecting technical solutions, suppliers and deployment modalities
	
	Discuss, draw suggestions from sites. Focus both on what helped them through the process, and where in hindsight they realise they needed more help, tools or knowledge than was available. 


19.4 FO 5.4 : To define and achieve the requirements for training and knowledge transfer

MO 5.4.1 : To identify a checklist/blueprint for training for ITS-supported DRT
MO 5.4.2 : To assess the training approach and competences at the take-up sites

MO 5.4.3 : To identify training needs

MO 5.4.4 : To identify requirements for expert knowledge transfer

19.4.1 MO 5.4.1 : To identify a checklist/blueprint for training for ITS-supported DRT
	Ref
	Measure
	Site Action
	Interview Action

	5.4.1 a
	Existence of a checklist for training for ITS-supported DRT
	Does a formal checklist exist ? If so, provide a copy.
	Confirm existence.

	5.4.2 b
	Use of the checklist
	State whether the checklist was used
	Confirm whether it was actually used

	5.4.3 c
	Opinion on the sufficiency of this checklist
	Describe experience with the checklist. Focus on usability and problems
	Discuss. Focus on which parts worked well, how well it was understood, what changes needed.


19.4.2 MO 5.4.2 : To assess the training approach and competences at the take-up sites

	Ref
	Measure
	Site Action
	Interview Action

	5.4.2 a
	Existence of a formal training approach at the take-up sites
	Does a formal training approach exist ?
	Confirm existence

	5.4.2 b
	Identification of the elements of the training program
	Describe the targets and  elements of the program
	Discuss. Is it fully implemented? Is it integrated with other training ? Is it done in-house, is there external help ? 

	5.4.2 c
	Assessment of the sufficiency of the training program
	Describe experience with the training program. Focus equally on successes and problems
	Discuss. Focus on which parts worked well, how well it was accepted, understood, what changes needed.


19.4.3 MO 5.4.3 : To identify training needs

	Ref
	Measure
	Site Action
	Interview Action

	5.4.3 a
	Existence of formal training needs document
	Is there a formal training needs assessment ?
	Confirm existence of process and document. Short discussion on process.

	5.4.3 b
	Degree of correspondence between theoretic and actual training
	Report on how well the actual training matches the identified needs. 
	Discuss. Focus on how this match is achieved. If not, what are the main reasons ?


19.4.4 MO 5.4.4 : To identify requirements for expert knowledge transfer

	Ref
	Measure
	Site Action
	Interview Action

	5.4.4 a
	Identification of gap between required knowledge and pre-project competency
	Based on the identified knowledge needs, identify the extent of the pre-project competence.
	Discuss. Focus on the most important competences, and which need to be learned first.

	5.4.4 b
	Identification of skills/knowledge areas which can not be satisfactorily covered by conventional training
	Identify the needed skill and/or knowledge which are not suitable for conventional training
	Discuss. Identify the main ones, especially success critical knowledge. What is the best means of training for these? Has it worked well at the site ?

	5.4.4 c
	Identification of skill/knowledge areas requiring expert knowledge transfer
	Identify the skills and or knowledge that can really only be acquired through knowledge transfer from experts
	Discuss. Identify these. Which as success critical ? Is it better to have the outside expert come on-site, or to send people to work at a live site first ?


20 Assessment of the Generic Transport Issues – EA4

The FAMS team considers that these issues can be described in the following four FAMS level objectives :

FO 4.1 : To facilitate integration between DRT and other modes

FO 4.2 : To improve the effectiveness of services in areas currently poorly served

FO 4.3 : To develop new business models

FO 4.4 : To develop new service concepts and delivery models

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO4.1 Integration of DRT with other modes objective : 

MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes
MO 4.1.2 : To achieve co-operation at the service planning level

MO 4.1.3 : To achieve co-ordination and integration at the service delivery level

MO 4.1.4 : To achieve interoperability of tariffs and payment systems 

MO 4.1.5 : To identify barriers to integration

For the FO4.2 Improvement of Service Effectiveness objective : 

MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

MO 4.2.2 : To reduce the proportion of time when service is not available to users
MO 4.2.3 : To increase the number of destinations which can be reached by integrated services

MO 4.2.4 : To offer combined information and payment services to users

For the FO4.3 Business Model objective : 

MO 4.3.1 : To identify and understand the business and organisational factors which are most relevant to DRT
MO 4.3.2 : To identify the key market and revenue opportunities 

MO 4.3.3 : To develop a high-level Business Model based on these factors

MO 4.3.4 : To identify the critical success factors 

For the FO4.4 Service Concept and Delivery objective : 

MO 4.4.1 : To develop new service concepts for DRT
MO 4.4.2 : To turns these concepts in practical customer propositions

MO 4.4.3 : To identify the key business processes needed to support the new service concepts

MO 4.4.4 : To identify the actions needed to support these business processes at the operational and technology levels 

FAMS Evaluation Area 

EA4

Generic Transport Issues

Structured Interview Template

Version 1.1

22nd May 2003

20.1 FO 4.1 : To facilitate integration between DRT and other modes

MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes
MO 4.1.2 : To achieve co-operation at the service planning level

MO 4.1.3 : To achieve co-ordination and integration at the service delivery level

MO 4.1.4 : To achieve interoperability of tariffs and payment systems 

MO 4.1.5 : To identify barriers to integration

20.1.1 MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes

	Ref
	Measure
	Site Action
	Interview Action

	4.1.1 a
	Existence of co-operation agreements with other transport modes
	Provide a listing of co-operation agreements
	Confirm. Discuss elements, conditions, obligations of these agreements. Is there a standard agreement ? Difficult to achieve?

	4.1.1 b
	Existence of co-operation agreements with other DRT operators
	Provide a listing of co-operation agreements
	Confirm. Discuss elements, conditions, obligations of these agreements. Is there a standard agreement ? Difficult to achieve?

	4.1.1 c
	Existence of collaborative for a for transport operators
	Provide a listing of co-operation agreements
	Confirm. Discuss elements, conditions, obligations of these agreements. Is there a standard agreement ? Difficult to achieve?

	4.1.4 d
	Proportion of conventional service not covered by collaborative agreements
	Calculate proportion of service not covered by collaborative agreements.
	Confirm. Discuss elements, conditions, obligations of these agreements. Is there a standard agreement ? Difficult to achieve?


20.1.2 MO 4.1.2 : To achieve co-operation at the service planning level

	Ref
	Measure
	Site Action
	Interview Action

	4.1.2 a
	Existence of collaboration mechanism for service planning
	Provide a listing of co-operation agreements
	Confirm. Discuss true extent of the collaborative process. Who leads it ? Formal or informal ? Is it mandated ?

	4.1.2 b
	Number of routes where services have been co-ordinated
	Provide a listing of co-ordinated services
	Confirm. Verify that these were truly co-ordinated. 

	4.1.2 c
	Practical extent of information exchange for service planning
	
	Discuss. Is there an agreed framework. Who takes the initiative ? Who leads the service planning ?

	4.1.2 d
	Extent of sharing of travel demand data
	
	Discuss. Identify if this involves common surveys, data exchange, modelling, financial forecasts. Is work done independently and exchanged, or is there a team ?

	4.1.2 e
	Whether notification is given to other operators prior to altering services
	
	Discuss. Is notification given ? To all, or just some operators ? Is this mandatory ? Must there also be revision to user information and publicity ?


20.1.3 MO 4.1.3 : To achieve co-ordination and integration at the service delivery level

	Ref
	Measure
	Site Action
	Interview Action

	4.1.3 a
	Existence of collaboration mechanisms for service delivery
	Provide a listing of any co-operation agreements. Shortly describe other mechanisms.
	Discuss. Explore the mechanisms to see how deeply they go. Are they structural ? Are they at corporate level, or based on the individuals ?

	4.1.3 b
	Extent of information exchange on service conditions
	Provide a listing of any co-operation agreements. Shortly describe other mechanisms.
	Discuss. Explore the mechanisms. What information is exchanged ? What is the information source ? What is the main advantage/objective of this? Is it used to assure transfers?

	4.1.3 c
	Extent of collaboration between on-street supervisors
	Provide a listing of any co-operation agreements. Shortly describe other mechanisms.
	Discuss. Explore the mechanisms. Is there team or common working, or is it an informal basis ? What are the main activities and aspects managed ? Transfers ? 

	4.1.3 d
	Extent of collaboration between dispatchers
	Provide a listing of any co-operation agreements. Shortly describe other mechanisms.
	Discuss. Explore the mechanisms. Are potential users passed between the dispatchers? Are transport resources re-assigned ? If so, how, and on what commercial or other basis ? How often and under what circumstances ?

	4.1.3 e
	Existence of mechanisms to advance/delay services to assure connections
	Provide a listing of any co-operation agreements. Shortly describe other mechanisms.
	Discuss. Explore the mechanisms. What is the priority level ? Who waits for who ? What window of delay is accepted ? Is it mandatory, by agreement, or discretionary ?

	4.1.3 f
	Existence of common mechanisms to handle disruptions, unforeseen demand, special customer needs
	Provide a listing of any co-operation agreements. Shortly describe other mechanisms.
	Discuss. Explore mechanisms. What are the limits of the mandatory responses ? Of goodwill responses ? Give some examples of where it has worked well, where it hasn’t. 


20.1.4 MO 4.1.4 : To achieve interoperability of tariffs and payment systems 

	Ref
	Measure
	Site Action
	Interview Action

	4.1.4 a
	Existence of agreements across tariff and payment systems
	Provide a listing of any co-operation agreements.
	Discuss and explore. Are the arrangements bilateral, or part of broader scheme ? Are they mandatory ? Are they stable ?

	4.1.4 b
	Existence of common ticketing and fare products
	Provide a listing of common tickets and their conditions.
	Confirm and clarify. Explore conditions and boundaries.

	4.1.4 c
	Technical interoperability across operators and modes
	Describe any technical interoperability in technical and operational terms.
	Confirm and clarify. Explore conditions and boundaries. Who took the initiative ?

	4.1.4 d
	Acceptance of tickets/payment instruments across operators
	List the ticket and payment types which are accepted across operators, under what conditions.
	Confirm and clarify. How well are these understood – by the users ? by the drivers? What problems in practice ? Are some tickets accepted even without agreements ?

	4.1.4 e
	Existence of background reimbursement/funds transfer
	Describe the mechanisms for reimbursement of interoperable tickets, and the funds transfer
	Confirm and clarify. Who set this up ? Do the operators pass money between each other, or is adjustments to a common pool? Are operators reasonable satisfied with this ?

	4.1.4 f
	Existence of background information exchange
	Explain what data needs to be exchanged for reimbursement.
	Confirm and clarify. How is the data generated ? Is it reliable? Accepted by all ? 


20.1.5 MO 4.1.5 : To identify barriers to integration

	Ref
	Measure
	Site Action
	Interview Action

	4.1.5 a
	Identified barriers to integration
	Provide short listing of barriers to integration, even where they are overcome. 
	Discuss and explore. How significant are they? Which just slow things down? Which cause things to be different than desired ? Are there cases where an otherwise good proposal had to be abandoned ?

	4.1.5 b
	Basis for these barriers – institutional, regulatory, business, organisational, funding
	For each, provide one or two key causes. Are they embedded in law, or in culture ?
	Discuss and explore. For the cultural ones, are the barriers reducing with experience ? Are they linked to other issues ? Which cannot be easily changed? Which seriously block DRT rollout ? Which block good DRT integration with other modes ?


20.2 FO 4.2 : To improve the effectiveness of services in areas currently poorly served

MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

MO 4.2.2 : To reduce the proportion of time when service is not available to users
MO 4.2.3 : To increase the number of destinations which can be reached by integrated services

MO 4.2.4 : To offer combined information and payment services to users

20.2.1 MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

	Ref
	Measure
	Site Action
	Interview Action

	4.2.1 a
	Number of new services introduced
	Provide listing of all new services introduced or modified as part of this actions
	Confirm and discuss. Which are genuinely new services, which are modifications, and which are ‘repackaging’? Identify if changes are introduced on route basis, or as a package. Identify timescale – big bang, or ongoing? Have any been discontinued due to poor demand?

	4.2.1 b
	Increase in service frequency
	Provide listing of changes in service frequency as part of this action.
	Confirm and discuss. Identify where there is a strategic decision to increase frequency, and if so, whose policy. Identify where increased frequency is accompanied by other change – e.g. smaller vehicle, less routes.

	4.2.1 c
	Increase in opportunities to command service
	Provide any survey or other materials which have identified increased command opportunities. 
	Discuss. Identify the balance between opportunities to ‘command’ a service and origins/ destinations served. Describe the increased opportunity to command service. Are there certain groups who have benefited more, are there some who still have problems to command the service ? Why ?

	4.2.1 d
	Increase in door-to-door services
	Provide any survey or other materials which have identified increased mobility opportunities.
	If possible try to quantify increased catchment area. To what extent has the increased opportunity turned into increased mobility ? Which have had the greatest impact – a) by type of opportunity, b) by destination type.


20.2.2 MO 4.2.2 : To reduce the proportion of time when service is not available to users

	Ref
	Measure
	Site Action
	Interview Action

	4.2.2 a
	Increase in service operating hours
	Provide listing of the service operating hours, and compare this to pre-FAMS.
	Discuss and confirm. Are these hours a real increase in actual operation, or of ‘theoretical’ operation which is dependent on demand or availability ? Have any increased hours been subsequently reduced due to poor demand or high costs ?

	4.2.2 b
	Increase in days of operation
	Provide listing of the days of operation, and compare this to pre-FAMS.
	Discuss and confirm. What was the expected target market for the new day(s) ? Any observations on the usage levels on the new service day(s) ? Any unexpected travel patterns ?


20.2.3 MO 4.2.3 : To increase the number of destinations which can be reached by integrated services

	Ref
	Measure
	Site Action
	Interview Action

	4.2.3 a
	Increase in destination served by the direct DRT services
	Identify additional destinations served by direct DRT services.
	Discuss. Why were these destinations targeted ? Any modifications made after initial months of operation ? 

	4.2.3 b
	Extent of ability to integrate with other DRT services
	Identify other DRT services, and if existing, Identify mechanisms to interchange with other DRT services. 
	Discuss and confirm. Can these be through-booked through the TDC as a single booking, or must separate reservations be made ? Does it work well in practice ? Are transfers guaranteed ?

	4.2.3 c
	Extent of ability to integrate with other bus services
	Identify mechanisms to interchange with other bus services. 
	Discuss and confirm. Can these be through-booked through the TDC as a single booking, or must reservations be made on each system separately ? Does it work well in practice ? Are transfers guaranteed ? If no formal booking, how does the transfer work ?

	4.2.3 d
	Extent of ability to integrate with train services
	Identify mechanisms to interchange with train services. 
	Discuss and confirm. Can these be through-booked through the TDC as a single booking, or must reservations be made on each system separately ? Does it work well in practice ? Are transfers guaranteed ? If no formal booking, how does the transfer work ?

	4.2.3 e
	Ability to access primary social, healthcare facilities
	Identify main social and healthcare facilities in the catchment area. Identify changes in services to them. 
	If report available, discuss. If not, then discuss the main facilities and whether they have targeted catchment areas.  Discuss whether the service levels to these facilities have changed, what has been the take-up, and are there key facilities still not served or poorly served. Is there any co-ordination between these facilities and the TDC or service providers ?


20.2.4 MO 4.2.4 : To offer combined information and payment services to users

	Ref
	Measure
	Site Action
	Interview Action

	4.2.4 a
	Availability of information on other modes through dispatch centre and other DRT service sources
	Add any relevant extra information to that given in 4.1.3 
	Discuss and explore. Is the information available on all modes ? In real-time, incidents and disruptions ? Does the TDC operator have access to this when handling a reservation ? What are the most relevant items ? Any key items missing ? What information does the driver have? Is there much driver/TDC communication for such info. requests ?

	4.2.4 b
	Availability of through ticketing from DRT to other services
	Add any relevant extra information to that given in 4.1.4
	Discuss and explore the practical functioning of this. Are (potential) customers aware of this ? Does it work well in practice ? Are the staff of other operators all aware of the through ticketing arrangements ?

	4.2.4 c
	Ability of concessionary pass holders to use them on all relevant services
	Add any relevant extra information to that given in 4.1.4
	Discuss and explore the practical functioning of this. Are (potential) customers aware of this ? Does it work well in practice ? Are the staff of the DRT operators aware of all the rules concerning concessionary travel ? Are the authorities reluctant or slow to approve the use of concessionaries on DRT? Any user types not allowed ?


20.3 FO 4.3 : To develop new business models

MO 4.3.1 : To identify and understand the business and organisational factors which are most relevant to DRT
MO 4.3.2 : To identify the key market and revenue opportunities 

MO 4.3.3 : To develop a high-level Business Model based on these factors

MO 4.3.4 : To identify the critical success factors 

20.3.1 MO 4.3.1 : To identify and understand the business and organisational factors which are most relevant to DRT

	Ref
	Measure
	Site Action
	Interview Action

	4.3.1 a
	Listing and ranking of the relevant business factors for DRT 
	Provide initial list of relevant business factors for DRT. Rank them, and give short reason for the ranking (max. 2 pages in total)
	Discuss and explore. Was any such exercise done before the DRT start-up ? If so, how do things compare in hindsight ? What are the business factors that are ‘winners’, and that are potential ‘breakers’ ? What ones do the site think they got right ? Any they got wrong, or at least would do different ?

	4.3.1 b
	Listing and ranking of the organisational factors for DRT
	Provide initial list of relevant organisational factors for DRT. Rank them, and give short reason for the ranking (max. 2 pages in total)
	Discuss and explore. Was any such exercise done before the DRT start-up ? If so, how do things compare in hindsight ? Which did they implement ? What are the organisational factors that are ‘winners’, and that are potential ‘breakers’ ? What ones do the site think they got right ? Any they got wrong, or at least would do different ?


20.3.2 MO 4.3.2 : To identify the key market and revenue opportunities 

	Ref
	Measure
	Site Action
	Interview Action

	4.3.2 a
	Listing and ranking of key market opportunities
	Provide initial list of the key market opportunities identified for the site. Rank them, and give short reason for the ranking (max. 2 pages in total)
	Discuss and explore. What methodology was used ? Was a conservative or upside approach used ? Were fiscal or social dimensions given greater importance ?

	4.3.2 b
	Description of the nature and scale of the revenue opportunities associated with the business opportunities
	
	How did things actually work out ? For each market opportunity, which performed above, in line with, and below expectation. For ones below, any explanatory factors? Any unforeseen revenue opportunities?


20.3.3 MO 4.3.3 : To develop a high-level Business Model based on these factors

	Ref
	Measure
	Site Action
	Interview Action

	4.3.3 a
	Existence of a Business Model oriented to the DRT services
	Was a Business Model developed ? If so, describe the approach and structure (do not provide commercially sensitive data, it is not needed for this exercise!)
	Discuss and explore. Was a formal structure used for the Business Model ? If so, was this based on previous internal processes, or was the model developed specifically for DRT ? If new, was it ‘home-made’ or based on a business modelling process from another sector? How has it held up, and what changes (if any) would they make in hindsight ?


20.3.4 MO 4.3.4 : To identify the critical success factors 

	Ref
	Measure
	Site Action
	Interview Action

	4.3.4 a
	Listing and ranking of the critical success factors for DRT
	Provide initial list of the critical success factors identified for the site. Rank them, and give short reason for the ranking (max. 2 pages in total)
	What are the critical success factors that are ‘winners’, and that are potential ‘breakers’ ? What ones do the site think they got right ? Any they got wrong, or at least would do different ?  How transferable do they feel their experience is ?


20.4 FO 4.4 : To develop new service concepts and delivery models

MO 4.4.1 : To develop new service concepts for DRT
MO 4.4.2 : To turns these concepts in practical customer propositions

MO 4.4.3 : To identify the key business processes needed to support the new service concepts

MO 4.4.4 : To identify the actions needed to support these business processes at the operational and technology levels 

20.4.1 MO 4.4.1 : To develop new service concepts for DRT

	Ref
	Measure
	Site Action
	Interview Action

	4.4.1 a
	Identify whether new service concepts have been utilised 
	Provide a short description of any new service concepts 
	Discuss and explore. If new service concepts, are these transferred from other parts of their company/group, or industry practice elsewhere in the country? Have they imported new ideas, and was this part of the FAMS take-up package ? Any totally new concepts ?

	4.4.1 b
	Description of the innovation in the service concepts
	Briefly describe the main innovations 
	Discuss and explore. Has the innovation been just at the local level, and have they imported new ideas, and was this part of the FAMS take-up package ? Any original innovation ?


20.4.2 MO 4.4.2 : To turns these concepts in practical customer propositions

	Ref
	Measure
	Site Action
	Interview Action

	4.4.2 a
	Description of the customer proposition 
	Describe the customer proposition(s)
	Discuss and explore. If necessary, revise the descriptions as a formal customer proposition (set).  

	4.4.2 b
	Identification of the innovation in the customer proposition
	Identify the innovative elements in the customer proposition(s).
	Discuss and explore. To what extent has the innovation actually carried through the offer to the customer ? Which elements did not carry through ?


20.4.3 MO 4.4.3 : To identify the key business processes needed to support the new service concepts

	Ref
	Measure
	Site Action
	Interview Action

	4.4.3 a
	Identification of whether any changes have been made to the business processes
	Identify any changes to the business processes at the site for (a) the TDC (b) the operator
	Discuss and explore. For the TDC, how much of this was totally new anyway ? For existing TDC and the operators, identify the scale and complexity.

	4.4.3 b
	Identification of whether these were planned or reactive
	
	Discuss. When did the business process changes take place ? Were they planned and implemented in a formal manner? Or was it reactive, with the business processes being changed when it was realised that it was needed ? Was there tension, degraded performance?

	4.4.3 c
	Assessment of the effectiveness of the new processes
	
	How effective are the new processes now ? Are there quality or achievement problems? Have the changes been accepted by the various personnel involved ?

	4.4.3 d
	Assessment of the stability of the new processes
	
	Discuss the stability of the new processes. Are further changes planned, and why ? If problems, are these being dealt with, or is there a difficult residual problem?


20.4.4 MO 4.4.4 : To identify the actions needed to support these business processes at the operational and technology levels 

	Ref
	Measure
	Site Action
	Interview Action

	4.4.4 a
	Listing of operating practices changes to support the changed/ new business processes
	List or briefly describe the changes to the operating procedures. 
	Discuss and explore. Was there a structured approach to changing the operational practices to support the business processes,  or the operations change to support the technology ?

	4.4.4 b
	Listing of new technology systems to support the changed/new business processes
	List or briefly describe the new technology systems and functions.
	Discuss and explore. Were the technologies selected and designed to support the business processes, or did the technologies take the lead ?

	4.4.4 c
	Listing of amended/upgraded technology systems to support the changed/new business processes
	List or briefly describe the amended/upgraded technology system.
	Discuss and explore. Were the technologies amended/upgraded to support the business processes, or did the technologies take the lead ?


Assessment of the Business Case Issues – EA7

The FAMS team suggests that there are four key Business Case issues, which form the Layer 3 (FAMS Level) objectives for the Business Case Evaluation Area : 

FO 7.1 : To define the high-level Business Case

FO 7.2 : To validate the structure of the Business Case by testing against the individual sites

FO 7.3 : To understand the critical acceptance factors for the customer at each layer

FO 7.4 : To refine the Business Case based on the FAMS trials and other sources

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO7.1 High-level Business Case objective : 

MO 7.1.1 : To develop a high-level Business Case based on both current practice and new concepts emerging from FAMS and other sources

MO 7.1.2 : To test the logic within the FAMS consortium based on expert opinion

For the FO7.2 Validate the Structure objective : 

MO 7.2.1 : To present the Business Case in a form suitable for general comparison 
MO 7.2.2 : To examine the Business Cases at Angus and Florence in structural terms

MO 7.2.3 : To compare and contrast the site Business Cases with the FAMS Business Case

For the FO7.3 Critical Acceptance Factors Objective : 

MO 7.3.1 : To understand the success factors and critical acceptance at the stand-alone DRT service level
MO 7.3.2 : To understand the success factors and critical acceptance at the level of the Flexible Agency

MO 7.3.3 : To understand to the success factors and critical acceptance at the level of the ITS supplier/investor

For the FO7.4 Refine the Model objective : 

MO 7.4.1 : To refine the Business Case Model in light of the site and other inputs
MO 7.4.2 : To document the critical success factors and best practice issues

MO 7.4.3 : To make recommendations for further investigation /validation 

FAMS Evaluation Area 

EA7

Business Case Issues

Structured Interview Template

Version 1.1

22nd May 2003

20.5 FO 7.1 : To define the high-level Business Case

MO 7.1.1 : To develop a high-level Business Case based on both current practice and new concepts emerging from FAMS and other sources

MO 7.1.2 : To test the logic within the FAMS consortium based on expert opinion

20.5.1 MO 7.1.1 : To develop a high-level Business Case based on both current practice and new concepts emerging from FAMS and other sources

	Ref
	Measure
	Site Action
	Interview Action

	7.1.1 a
	Existence of a high-level Business Case
	
	Not applicable

	7.1.1 b
	Assessment of correspondence of the Business Case to actual and emerging practice
	
	Feedback from site on initial Business Case


20.5.2 MO 7.1.2 : To test the logic within the FAMS consortium based on expert opinion

	Ref
	Measure
	Site Action
	Interview Action

	7.1.2 a
	Overall structure of the Business Case
	
	Not applicable

	7.1.2 b
	Relevance and appropriateness of the revenue and cost drivers
	
	Feedback from site on revenue and cost drivers

	7.1.2 c
	Robustness of the environmental assumptions
	
	Feedback form site on environmental assumptions


20.6 FO 7.2 : To validate the structure of the Business Case by testing against the individual sites

MO 7.2.1 : To present the Business Case in a form suitable for general comparison 
MO 7.2.2 : To examine the Business Cases at Angus and Florence in structural terms

MO 7.2.3 : To compare and contrast the site Business Cases with the FAMS Business Case

20.6.1 MO 7.2.1 : To present the Business Case in a form suitable for general comparison 

	Ref
	Measure
	Site Action
	Interview Action

	7.2.1 a
	Existence of a model Business Case
	
	Not applicable

	7.2.1 b
	Existence of guidance for comparison
	
	Not applicable


20.6.2 MO 7.2.2 : To examine the Business Cases at Angus and Florence in structural terms

	Ref
	Measure
	Site Action
	Interview Action

	7.2.2.a
	Existence of an Angus Business Case in FAMS structure
	Provide outline Business Model 
	Review and compare. Is the Business Model comparable to the FAMS one ? Could it be represented in such a format ?

	7.2.2.b
	Existence of a Florence Business Casein FAMS structure
	Provide outline Business Model 
	Review and compare. Is the Business Model comparable to the FAMS one ? Could it be represented in such a format ?


20.6.3 MO 7.2.3 : To compare and contrast the site Business Cases with the FAMS Business Case

	Ref
	Measure
	Site Action
	Interview Action

	7.2.3 a
	Existence of a report mapping the sites business cases o the FAMS case
	
	If necessary, review mapping report for accuracy.

	7.2.3 b
	Assessment of the comparison of the site cases with FAMS case
	
	Discuss and explore the comparisons. Identify areas of good correspondence, areas of partial overlap, and areas of divergence.


20.7 FO 7.3 : To understand the critical acceptance factors for the customer at each layer

MO 7.3.1 : To understand the success factors and critical acceptance at the stand-alone DRT service level
MO 7.3.2 : To understand the success factors and critical acceptance at the level of the Flexible Agency

MO 7.3.3 : To understand to the success factors and critical acceptance at the level of the ITS supplier/investor

20.7.1 MO 7.3.1 : To understand the success factors and critical acceptance at the stand-alone DRT service level

	Ref
	Measure
	Site Action
	Interview Action

	7.3.1 a
	Listing and ranking of critical success factors at stand-alone DRT level
	Provide any extra relevant data to that provided in 4.3.4
	Discuss and explore from stand-alone DRT perspective. Can stand-alone DRT be viable ?

	7.3.1 b
	Listing and ranking of acceptance factors at stand-alone DRT level
	Provide any extra relevant data to that provided in 4.3.4
	Discuss and explore from stand-alone DRT perspective. Is the acceptance of the stand-alone DRT sufficient by the users ? Are they frustrated by limitations ?


20.7.2 MO 7.3.2 : To understand the success factors and critical acceptance at the level of the Flexible Agency

	Ref
	Measure
	Site Action
	Interview Action

	7.3.2 a
	Listing and ranking of critical success factors for a Flexible Agency
	Provide any extra relevant data to that provided in 4.3.4
	Discuss and explore from Flexible Agency perspective. Which CSF are different ? Which are similar, but have more significance ? Does the Flexible Agency make a significant gain over stand-alone ?

	7.3.2 b
	Listing and ranking of acceptance factors for a Flexible Agency
	Provide any extra relevant data to that provided in 4.3.4
	Discuss and explore from Flesible Agency perspective. Is there positive acceptance of the Flexible Agency by the users ? If so, does it overcome any prior limitations of stand-alone ?


20.7.3 MO 7.3.3 : To understand to the success factors and critical acceptance at the level of the ITS supplier/investor

	Ref
	Measure
	Site Action
	Interview Action

	7.3.3 a
	Listing and ranking of critical success factors for ITS suppliers/investors
	Provide any extra relevant data to that provided in 4.3.4
	Discuss and explore from the Suppliers perspective. How they rate success? Which CSF are different ? Are there common CSF ? Is there a strong shared interest ? Does this strengthen the working relationship beyond the normal client-supplier ?

	7.3.3 b
	Listing and ranking of acceptance factors for ITS suppliers/investors
	Provide any extra relevant data to that provided in 4.3.4
	Discuss and explore from the Supplier perspective. Have the suppliers accepted the DRT and/or Flexible Agency approach ? Do they feel it was a good investment of their time and effort ?


20.8 FO 7.4 : To refine the Business Case based on the FAMS trials and other sources

MO 7.4.1 : To refine the Business Case Model in light of the site and other inputs
MO 7.4.2 : To document the critical success factors and best practice issues

MO 7.4.3 : To make recommendations for further investigation /validation 

20.8.1 MO 7.4.1 : To refine the Business Case Model in light of the site and other inputs

	Ref
	Measure
	Site Action
	Interview Action

	7.4.1 a
	Existence of a refined Business Case Model
	
	Not applicable

	7.4.1 b
	Evidence that the refinements are based on the FAMS and other inputs
	
	Feedback from site on revised document. Do they feel that it is now more relevant to their site ?


20.8.2 MO 7.4.2 : To document the critical success factors and best practice issues

	Ref
	Measure
	Site Action
	Interview Action

	7.4.2 a
	Existence of a document on critical success factors and best practice issues
	
	Not applicable

	7.4.2 b
	Expert opinion on the relevance and sufficiency of this document
	
	Feedback from site. Do they feel it is relevant, sufficient ? If not, what changes or additions do they propose ?


20.8.3 MO 7.4.3 : To make recommendations for further investigation /validation 

	Ref
	Measure
	Site Action
	Interview Action

	7.4.3 a
	List of recommendations for validation of the FAMS Business Case
	
	Not applicable

	7.4.3 b
	List of recommendations for new research
	
	Not applicable


21 Assessment of the Generic ITS Issues – EA1

The FAMS team considers that these issues can be described in the following two FAMS level objectives:

FO 1.1 : To develop and offer improved and integrated IT infrastructure and services (mainly B-to-B)

FO 1.2 : To develop and offer improved and integrated DRT/TDC technologies (mainly B-to-C)

Each of the FAMS Level objectives can now be developed into Level 4 Micro-objectives. 

For the FO1.1 Integrated  IT infrastructure and service objective : 

MO 1.1.1 : To develop and elaborate new organisational models (agency)
MO 1.1.2 : To develop new ways of working (real sharing of resources) 

MO 1.1.3 : To achieve co-operation among actors (in IT)

MO 1.1.4 : To achieve effective resource management 

MO 1.1.5 : To achieve access to services and information

MO 1.1.6:  To develop and elaborate standard and modular solutions and interfaces

For the FO1.2 Integrated DRT/TDC technology objective : 

MO 1.2.1 : To develop and elaborate an effective dispatching system (TDC) 
MO 1.2.2 : To develop and elaborate booking and planning management 

MO 1.2.3 : To develop and elaborate fleet management and communications 

MO 1.2.4 : To develop and achieve communications with end-users 

MO 1.2.5 : To achieve access to services and information 

MO 1.2.6 : To develop and elaborate standard and modular solutions and interfaces

FAMS Evaluation Area 

EA1

Generic ITS Issues

Structured Interview Template

Version 1.1

22nd May 2003

21.1 FO 1.1 : To develop and offer improved and integrated IT infrastructure and services (mainly B-to-B)

MO 1.1.1 : To develop and elaborate new organisational models (agency)
MO 1.1.2 : To develop new ways of working (real sharing of resources) 

MO 1.1.3 : To achieve co-operation among actors (in IT)

MO 1.1.4 : To achieve effective resource management 

MO 1.1.5 : To achieve access to services and information

MO 1.1.6:  To develop and elaborate standard and modular solutions and interfaces

Note (1) There is some overlap with EA4, both FO4.1 and 4.4. A common information may be provided by the sites, whereas the focus of the interviews will be different. Sites should cross-reference where information exists in these or other reports (e.g. technical descriptions in Deliverables).

Note (2) There is a common structure to many of the elements of EA1. If they find it easier, sites are welcome to provide a common report for each strand (e.g. agreements, provision of information, reaction)

21.1.1 MO 1.1.1 : To develop and elaborate new organisational models (agency)

	Ref
	Measure
	Site Action
	Interview Action

	1.1.1 a
	Existence and extent of new operational models
	Briefly describe any new operational model 
	Discuss and identify new aspects. Identify whether this is truly a new operational model, a useful adaptation, or merely some extra procedures on the previous model. 

	1.1.1 b
	Existence of agreements between the different actors
	Provide a list of the agreements in place between various actors. 
	Discuss and explore. Are these contractual agreements, and if so, what is defined (services, payments, obligations,  methods …)  Is there a standard agreement ? What duration? Is it directed by one party?

	1.1.1 c
	Extent of information provision on agency
	Briefly describe the information provided by the agency to support the operational procedures.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ?

	1.1.1. d
	Acceptance of new operational models
	Provide a short note on the acceptance of the new operational models. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are there external factors at play ?

	1.1.1 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are there external factors at play ?


21.1.2 MO 1.1.2 : To develop new ways of working (real sharing of resources) 

	Ref
	Measure
	Site Action
	Interview Action

	1.1.2 a
	Existence and extent of new ways of working
	Briefly describe any new ways of working. 
	Discuss and identify new aspects. Identify whether this is truly a new way of working, a useful adaptation, or merely some extra procedures on the previous model. 

	1.1.2 b
	Existence of resource sharing
	Briefly describe whether there is sharing of resources, and if so, how it works (e.g. vehicles, facilities, crew, standby, control)
	Discuss and identify the resources involved and the extent. Are there constraints in place, explicit or implied ? Are there cut-off points ?

	1.1.2 c
	Existence of needed agreements
	Provide a list of the agreements in place between various actors. 
	Discuss and explore. Are these contractual agreements for sharing of resources, and if so, what is defined (services, payments, obligations,  methods …)  Is there a standard agreement ? What duration? Is it directed by one party? If it is informal, how is it controlled ?

	1.1.2 d
	Extent of information provision on new working models
	Briefly describe the information provided by the agency to support the resource sharing
	Discuss and explore. Are there documented procedures, manuals? 

	1.1.2 e
	Acceptance of new ways of working
	Provide a short note on the acceptance of the new working models. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are there external factors at play ? For resource sharing, is there a clear benefit for one or more parties ? Would the basis of agreement change as a result of experience ?

	1.1.2 f
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe any IT functionality or solutions implemented to support new ways of working or resource sharing. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are there external factors at play ?


21.1.3 MO 1.1.3 : To achieve co-operation among actors (in IT)

	Ref
	Measure
	Site Action
	Interview Action

	1.1.3 a
	Existence and extent of co-operation between actors
	Briefly describe the extent among actors in the IT employed. 
	Discuss and identify new aspects. Identify whether there is actual co-operation, or whether one party puts everything in place and others just follow. 

	1.1.3 b
	Existence of needed agreements
	Provide a list of the agreements in place between various actors. 
	Discuss and explore. Are these contractual agreements requiring the use of IT, and if so, what is defined (services, payments, obligations,  data exchange, technical platform, procedures …)  Is there a standard agreement ? What duration? Is it directed by one party?

	1.1.3 c
	Extent of information provision on co-operation models
	Briefly describe the information provided by the agency to support the IT co-operation.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Who leads this ? Has it been sufficient ? Was it dependent on the IT supplier ?

	1.1.3 d
	Acceptance of co-operation between actors
	Provide a short note on the acceptance of the co-operation on IT. Focus on the common working aspects. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Did any of the actors have to begin from scratch ? Are there external factors at play ?

	1.1.3 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions. Focus on the technical performance. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Did the actors conform to the planned common approach? Did any take the opportunity to install other facilities ? Are there external factors at play ?


21.1.4 MO 1.1.4 : To achieve effective resource management 

	Ref
	Measure
	Site Action
	Interview Action

	1.1.4 a
	Existence and extent of resource management
	Briefly describe the means of resource management, and changes related to the FAMS action. 
	Discuss and identify new aspects. Identify whether this is truly a new aspect, a useful adaptation, or merely some extra procedures on the previous model. 

	1.1.4 b
	Existence  of agreements of resource management
	Provide a list of the agreements in place (if any) between various actors. 
	Discuss and explore. Are these contractual agreements, and if so, what is defined (services, payments, obligations,  methods …)  Is there a standard agreement ? What duration? Is it directed by one party?

	1.1.4 c
	Extent of information provision on resource management
	Briefly describe the information provided by the agency to support resource management.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Is this expected to be the internal process or each operator ?

	1.1.4 d
	Acceptance of resource management actors
	Provide a short note on the acceptance of the resource management. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are there external factors at play ? What is the feeling about the management of the resources ? Are they being optimised, or is there much dead mileage, idle hours, or unjustified trips made just to utilise the resource ?

	1.1.4 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically added for resource management. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. What is the opinion on how will the IT optimises the resources ? Is there much need for intervention or over-ride by the dispatcher ? Are there other factors at play ?


21.1.5 MO 1.1.5 : To achieve access to B2B services and information

	Ref
	Measure
	Site Action
	Interview Action

	1.1.5 a
	Existence and extent of access to B2B services and information 


	Briefly describe the means of access to services and information by the B2B actors. 
	Discuss and establish how this actually works. Identify which are real-time and IT supported, and which are along more traditional lines.

	1.1.5 b
	Existence  of agreements for access to B2B service and information provision
	Provide a list of the agreements in place between various actors. 
	Discuss and explore. Are these contractual agreements, and if so, what is defined (services, information, technical specifications, quality of service, obligations,  procedures …)  Is there a standard agreement ? Is it directed by one party? If there is not a formal agreement, how is it managed ?

	1.1.5 c
	Extent of information provision on access to B2B services and information
	Briefly describe the information provided by the agency to support the access to B2B services and information.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Is there a review mechanism leading to procedures/systems upgrade ?

	1.1.5 d
	Acceptance of clients of B2B services
	Provide a short note on the acceptance of the access to B2B services and information. Focus on the services themselves. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Do the B2B clients feel that the services function well ? Have they specific complaints ? Do they feel like ‘clients’ ? Do they feel the B2B approach assists their operations or their business ?

	1.1.5 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically implemented for B2B services. Focus on the technical performance. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Have there been technical failures ? If so, have these been rectified ? Is the system now providing stable, quality B2B services ? If not, is such a situation foreseen, or is there uncertainty ?


21.1.6 MO 1.1.6:  To develop and elaborate standard and modular solutions and interfaces for B2B services

	Ref
	Measure
	Site Action
	Interview Action

	1.1.6 a
	Existence and extent of standards and modular solutions and interfaces
	Provide a listing of all standards, protocols, interfaces etc. which have been specified for the FAMS related work.
	Discuss and explore. What is there origin ? Are they actually ‘standards’ or are they supplier-proprietary or locally developed ? Are they new for FAMS, or pre-existing in the organisation(s) ? 

	1.1.6 b
	Existence  of agreements needed
	Provide a listing of the agreements put in place for the standards, protocols, interfaces etc. 
	Discuss and explore. Are these contractual agreements ? Are they tied in to the equipment supply and mobility or B2B  service contracts ? How are they monitored and enforced ? 

	1.1.6 c
	Extent of information provision on standards and modular solutions and interfaces
	Briefly describe the information provided by the agency or the supplier to support standards.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Is there a review mechanism leading to procedures/systems upgrade ?

	1.1.6 d
	Acceptance of standards and modular solutions and interfaces
	Of the list in 1.1.6 a, describe for each the actual status. 
	Discuss and explore. Who pushed each standard ? Was it readily accepted by other parties, or was there a need for compromise ? If the latter, did it compromise either the technology or the working relationship ? Any implemented elements which have (or will) required rework ? Any not implemented, if so, why ?


21.2 FO 1.2 : To develop and offer improved and integrated DRT/TDC technologies (mainly B-to-C)

MO 1.2.1 : To develop and elaborate an effective dispatching system (TDC) 
MO 1.2.2 : To develop and elaborate booking and planning management 

MO 1.2.3 : To develop and elaborate fleet management and communications 

MO 1.2.4 : To develop and achieve communications with end-users 

MO 1.2.5 : To achieve access to services and information 

MO 1.2.6 : To develop and elaborate standard and modular solutions and interfaces

21.2.1 MO 1.2.1 : To develop and elaborate an effective dispatching system (TDC) 

	Ref
	Measure
	Site Action
	Interview Action

	1.2.1 a
	Existence and extent of dispatching system
	Briefly describe the dispatching, include the main elements and functions. 
	Discuss to ensure proper understanding. 

	1.2.1 b
	Existence of agreements between the different actors
	Provide a list of the agreements in place  between various actors. 
	Discuss and explore. Are these contractual agreements, and if so, what is defined (services, payments,  quality of performance, obligations,  methods …)  What duration? Is it directed by one party?

	1.2.1 c
	Extent of information provision on the dispatching system
	Briefly describe the information provided by the agency on the dispatching system.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Is this expected to be the internal process or each operator ? How much support does the supplier give?

	1.2.1 d
	Acceptance of the new dispatching system
	Provide a short note on the acceptance of the resource management. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Is there an overall positive feeling, or is there disquiet by the Agency ?

	1.2.1 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically added for resource management. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. What is the overall opinion of the TDC operators ? Do they feel if helps them do their job, or do they have to ‘wrestle’ with it ?


21.2.2 MO 1.2.2 : To develop and elaborate booking and planning management 

	Ref
	Measure
	Site Action
	Interview Action

	1.2.2 a
	Existence and extent of booking and planning management
	Briefly describe the means booking and planning management. 
	Discuss to ensure proper understanding of the functioning. 

	1.2.2 b
	Existence of agreements between the different actors
	Provide a list of the agreements in place (if any) between various actors. 
	Are there any specific agreements in place ? What are the performance requirements ? How are these monitored and enforced ?

	1.2.2 c
	Extent of information provision on booking and planning management
	Briefly describe the information provided by the agency to support booking and planning management.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? 

	1.2.2. d
	Acceptance of the new booking and planning management
	Provide a short note on the acceptance of the booking and planning management. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are the utilities, screens well designed ? Is the response time considered good by the TDC operators ?  

	1.2.2.e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically added for booking and planning management. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are these functions working within specification ?


21.2.3 MO 1.2.3 : To develop and elaborate fleet management and communications 

	Ref
	Measure
	Site Action
	Interview Action

	1.2.3 a
	Existence and extent of fleet management and communications
	Briefly describe the means of fleet management and communications. 
	Discuss to ensure proper understanding of the functioning. Also, does this replace existing means or is it completely new ?

	1.2.3 b
	Existence of agreements between the different actors
	Provide a list of the agreements in place (if any) between various actors. 
	Are there any specific agreements in place ? What are the performance requirements ? How are these monitored and enforced ?

	1.2.3 c
	Extent of information provision on fleet management and communications
	Briefly describe the information provided by the agency to support the fleet management and communications.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Is training for drivers the responsibility of the operator ? Is there a train-the-trainer program ?

	1.2.3 d
	Acceptance of the new fleet management and communications
	Provide a short note on the acceptance of the fleet management and communications. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. How do the drivers feel about it ? 

	1.2.3 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically added for fleet management and communications. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are these functions working within specification ? Distinguish between TDC, in-vehicle and communication channels/reception issues.


21.2.4 MO 1.2.4 : To develop and achieve communications with end-users 

	Ref
	Measure
	Site Action
	Interview Action

	1.2.4 a
	Existence and extent of communications with end-users
	Briefly describe the means by which the customers communicate with the system. Focus on the communication channels, not on the dialogue or use of the services. 
	Discuss to ensure proper understanding of the options, procedures and functioning. Which elements are new to the user-base, which have been adapted from existing ? Are there special means for individual groups of users ?

	1.2.4 b
	Existence of needed agreements, if any
	Provide a list of the agreements in place (if any) between various actors. 
	Are there any specific agreements in place ? What are the performance requirements ? How are these monitored and enforced ? What commitment is made to the (potential) users ?

	1.2.4 c
	Extent of information provision on communications with end-users
	Briefly describe the information provided to the user on how to communicate with the system.
	Discuss and explore. How have these been communicated to the (potential) user ? Which media have been used ? Has there been any outreach exercise ? 

	1.2.4 d
	Acceptance of the new end-user communications models
	Provide a short note on the acceptance of the communications. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Is the response time considered good by the users.  

	1.2.4 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically added for communications. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are these functions working within specification ?


21.2.5 MO 1.2.5 : To achieve access to services and information 

	Ref
	Measure
	Site Action
	Interview Action

	1.2.5 a
	Existence and extent of access to services and information
	Briefly describe the means by which the customers communicate with the system. Focus on the dialogue, procedures, use of the services. 
	Discuss to ensure proper understanding of the options, procedures and functioning. Which services are new to the user-base, which have been adapted from existing ? Are there special means of dealing with individual groups of users ?

	1.2.5 b
	Existence  of agreements of service and information provision
	Provide a list of the agreements in place (if any) between various actors. 
	Are there any specific agreements in place ? What are the performance requirements ? How are these monitored and enforced ? What commitment is made to the (potential) users ?

	1.2.5 c
	Extent of informal provision on resource management
	Briefly describe the information provided to the user on how to avail of the services.
	Discuss and explore. How have these been communicated to the (potential) user ? Which media have been used ? Has there been any outreach exercise ? Have the users understood it ?

	1.2.5 d
	Acceptance of resource management actors
	Provide a short note on the acceptance of the use of the services. Highlight key points of acceptance and non-acceptance, and any stated reasons.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Is the turnaround time considered good by the users ? Are users able to get the service they want ? 

	1.2.5 e
	Existence, acceptance and use of supporting IT technologies and solutions
	Briefly describe the IT technologies and solutions specifically added for the interaction with the customer. Provide a short note on the acceptance, point out where there are strong responses.
	Discuss and explore, especially where it is clear one way or the other. Try to identify the underlying factors for acceptance or non-acceptance. Are these functions working within specification ? Are they sufficient to support the operator in dealing with the (potential) customer ?


21.2.6 MO 1.2.6 : To develop and elaborate standard and modular solutions and interfaces for B2C services 

This could be a common report with 1.1.6

	Ref
	Measure
	Site Action
	Interview Action

	1.2.6 a
	Existence and extend of standards and modular solutions and interfaces
	Provide a listing of all standards, protocols, interfaces etc. which have been specified for the FAMS related work.
	Discuss and explore. What is there origin ? Are they actually ‘standards’ or are they supplier-proprietary or locally developed ? Are they new for FAMS, or pre-existing in the organisation(s) ? 

	1.2.6 b
	Existence  of agreements needed
	Provide a listing of the agreements put in place for the standards, protocols, interfaces etc. 
	Discuss and explore. Are these contractual agreements ? Are they tied in to the equipment supply and mobility or B2B  service contracts ? How are they monitored and enforced ? 

	1.2.6 c
	Extent of information provision on standards and modular solutions and interfaces
	Briefly describe the information provided by the agency or the supplier to support standards.
	Discuss and explore. Are there documented procedures, manuals, training ? Is there support and help-desk or other means of assistance ? Is there a review mechanism leading to procedures/systems upgrade ?

	1.2.6 d
	Acceptance of standards and modular solutions and interfaces
	Of the list in 1.2.6 a, describe for each the actual status. 
	Discuss and explore. Who pushed each standard ? Was it readily accepted by other parties, or was there a need for compromise ? If the latter, did it compromise either the technology or the working relationship ? Any implemented elements which have (or will) required rework ? Any not implemented, if so, why ?


22 Assessment of the Regulatory Framework Issues – EA6

The FAMS team suggests that there are two key regulatory and market environment issues, which form the Layer 3 (FAMS Level) objectives for the Take-up Action Evaluation Area : 

FO6.1 : To identify the specific issues of regulatory frameworks as they apply to DRT

FO6.2 : To identify and promote solutions to barriers to implementation of DRT caused by the regulatory frameworks

FO6.3 :  To identify solutions and actions possible at local level 

FO6.4 : To influence the Market Environment for DRT services and products

For the FO6.1 Specific Regulatory issues of DRT objective : 

MO6.1.1 : To identify best practice from throughout EU and measure regulatory framework for maximising potential of DRT in each site

For the FO6.2 Solutions to Regulatory Barriers objective : 

MO6.2.1 : To advise policy makers of all potential restrictive practices caused through existing policies

MO6.2.2 : To lobby all political parties at both local, national and European level and encourage debate on future integrated transport policies

For the FO6.3 Local Solutions objective : 

MO6.3.1 : To encourage joint working between operators and statutory services using TDC to aid integration

MO6.3.2 : To identify the needs of local people embracing the concept of community planning in service design

MO6.3.3 : To demonstrate that flexible local transport solutions will require a flexible regulatory framework

MO6.3.4 : To assist large transport groups in the development of new transport services using telematics technology

For the FO6.4 Market Environment objective : 

MO6.4.1 : To identify mainstream markets for DRT and associated technologies within Integrated multi modal transport solutions

MO6.4.2 : To demonstrate that DRT and TDC can reduce transport costs avoiding unnecessary duplication and wasteful use of resources

MO6.4.3 : To demonstrate that DRT and associated technologies can provide a cost effective solution to consumer based demands based on individual need.
FAMS Evaluation Area 

EA6

Regulatory Framework Issues

Structured Interview Template

Version 1.1

22nd May 2003

22.1 FO6.1 : To identify the specific issues of regulatory frameworks as they apply to DRT

MO6.1.1 : To identify best practice from throughout EU and measure regulatory framework for maximising potential of DRT in each site

22.1.1 MO6.1.1 : To identify best practice from throughout EU and measure regulatory framework for maximising potential of DRT in each site

	Ref
	Measure
	Site Action
	Interview Action

	6.1.1 a
	Identification of the different regulatory models within the EU
	
	Feedback and opinion from sites

	6.1.1 b
	Assessment of the elements which are relevant to DRT
	
	Feedback and opinion from sites

	6.1.1 c
	Identification of elements which facilitate DRT
	
	Feedback and opinion from sites

	6.1.1 d
	Identification of elements which hinder or block DRT
	
	Feedback and opinion from sites


22.2 FO6.2 : To identify and promote solutions to barriers to implementation of DRT caused by the regulatory frameworks

MO6.2.1 : To advise policy makers of all potential restrictive practices caused through existing policies

MO6.2.2 : To lobby all political parties at both local, national and European level and encourage debate on future integrated transport policies

22.2.1 MO6.2.1 : To advise policy makers of all potential restrictive practices caused through existing policies

	Ref
	Measure
	Site Action
	Interview Action

	6.2.1 a
	Existence of list of restrictive practices
	Provide list of (potential) restrictions placed on DRT due to existing policies at the site. Rank if possible.  
	Discuss and explore. Ensure that these are relevant to the specific site. Try to ‘disentangle’ issues if necessary to ensure that there is clear focus.

	6.2.1 b
	Assessment of nature of the restrictions
	For each (potential) restriction, briefly describe its nature and the impact it has on DRT service provision. 
	Discuss and explore. Which are ‘terminal’ and for which are workarounds found ? Does this add to cost, or merely to the effort ? Have desired services been prevented, or had to be withdrawn ?

	6.2.1 c
	Identification of actions taken to advise policy makers
	Provide a list of actions taken to advise policy makers. Show these by different levels (EU, National Parliament, Govt, region, local)
	Discuss and explore. Which were the priority issues ? Also try to understand where there are linkages to other policy or non-transport issues. How successful have these been ? Any changes as a result ?

	6.2.1 d
	Assessment of whether the targeted policy makers were appropriate
	
	Following from 6.2.1 c, explore whether which of the target policy makers was the right target, and which in hindsight were of limited or no real use. Would this influence any future strategy ?

	6.2.1 e
	Assessment of  the sufficiency of the message/information set
	
	Again following 6.1.2.c, explore whether he messages were pitched at the appropriate level. Was there enough or too much information ? Did the message set connect with the policy makers’ interests ? Were there conflicting interests, and of so, did the message neutralise them ?


22.2.2 MO6.2.2 : To lobby all political parties at both local, national and European level and encourage debate on future integrated transport policies

	Ref
	Measure
	Site Action
	Interview Action

	6.2.2 a
	Identification of actions taken to lobby political parties
	Provide a list of actions taken to lobby political parties. Show these by different levels (EU, National, region, local)
	Discuss and explore. Which were the priority issues ? Also try to understand where there are linkages to other policy or non-transport issues. How successful have these been ? Any changes as a result ?

	6.2.2 b
	Identification of actions take to encourage debate
	Provide a list of actions taken to encourage. Show these by different targets and fora/ channels.
	Discuss and explore. Which were the priority issues ? Also try to understand where there are linkages to other policy or non-transport issues. How successful have these been ? Any changes as a result ?


22.3 FO6.3 :  To identify solutions and actions possible at local level 

MO6.3.1 : To encourage joint working between operators and statutory services using TDC to aid integration

MO6.3.2 : To identify the needs of local people embracing the concept of community planning in service design

MO6.3.3 : To demonstrate that flexible local transport solutions will require a flexible regulatory framework

MO6.3.4 : To assist large transport groups in the development of new transport services using telematics technology

22.3.1 MO6.3.1 : To encourage joint working between operators and statutory services using TDC to aid integration

	Ref
	Measure
	Site Action
	Interview Action

	6.3.1 a
	Existence of joint working arrangements
	Provide list and brief description of joint working arrangements.
	Discuss and explore. Are these mandated, voluntary, prevented, or just not catered for in regulations? Were these set up by mutual agreement, or did they require intervention ? Are they stable, underpinned by agreements ?

	6.3.1 b
	Assessment of extent to which this has been achieved through FAMS actions
	
	Discuss the extent to which these were achieved as a result of the FAMS actions. If so, was it due to the focus of FAMS project, the service concepts, or the availability of the technical systems ?

	6.3.1 c
	Identification of failure of efforts, and associated causes
	Provide list and brief description of cases where joint working was prevented, failed in the development, or failed after start-up.
	Discuss and explore each, identify the foreground cause. Explore underlying causes and whether there are sectoral interests involved. Are there ‘boundary’ issues ? Are these ‘terminal’ failures, or could they be revisited ? If they are worth revisiting, what would it take to resolve them ?


22.3.2 MO6.3.2 : To identify the needs of local people embracing the concept of community planning in service design

	Ref
	Measure
	Site Action
	Interview Action

	6.3.2 a
	Existence of mechanisms for local participation in service design and planning
	Describe the mechanisms available at the site for local participation in service design and planning.
	Discuss and explore. Are these mandatory ? How are the local participants selected ? Is there any joint working, is there solicited feedback ? Is there a multi-phase process ? Was there follow-up after the services were implemented ?

	6.3.2 b
	Extent of true participation by local people in these processes
	Describe briefly the extent to which these were used for the design of the FAMS and other related services.
	Discuss and explore. What data gathering methods were used ? How was this information included in the service design ? 

	6.3.2 c
	Assessment of the value-added of the local participation
	
	Discuss. Try to get an open opinion on the real value-added. Does it really help in the design ?Does it at least stimulate public awareness and support ? Are the site happy with it?


22.3.3 MO6.3.3 : To demonstrate that flexible local transport solutions will require a flexible regulatory framework

	Ref
	Measure
	Site Action
	Interview Action

	6.3.3 a
	Identification of barriers caused by regulatory requirements for flexible local transport solutions
	a) If there is actually a framework that explicitly allows for flexible services, briefly describe it and give the reference regulation.

b) Otherwise, link with 6.2.1. List barriers to flexible services caused by regulatory requirements. Identify the regulations.
	Discuss and explore. Identify where there is a definite discrimination against flexible services, and where it is caused by lack of provision for such services.

	6.3.3 b
	Existence of a definition of  a flexible regulatory framework
	
	Not applicable

	6.3.3 c
	Assessment of whether such a flexible framework is logical, stable, achievable
	
	Feedback and opinion from sites


22.3.4 MO6.3.4 : To assist large transport groups in the development of new transport services using telematics technology

	Ref
	Measure
	Site Action
	Interview Action

	6.3.4 a
	Identification of the special needs of large transport groups
	List and briefly describe the special needs of large transport groups for DRT and to deploy ITS.
	Discuss and explore. Try to separate out issues which are specific to large transport groups. Are these consistent, or specific to individual groups ? Which are the most important ? Is it a matter of business perspective, finance, organisation ?

	6.3.4 b
	Extent of take-up of new transport services by conventional transport operators
	List any cases at the sites or adjoining areas where the FAMS or innovative services have been taken-up by conventional transport operators.
	Discuss and explore. Did the implementers actively follow the FAMS site ? Did they take-up in the same service concept, or did they make further adaptations ? Have they integrated the DRT with their existing services ?


22.4 FO6.4 : To influence the Market Environment for DRT services and products

MO6.4.1 : To identify mainstream markets for DRT and associated technologies within Integrated multi modal transport solutions

MO6.4.2 : To demonstrate that DRT and TDC can reduce transport costs avoiding unnecessary duplication and wasteful use of resources

MO6.4.3 : To demonstrate that DRT and associated technologies can provide a cost effective solution to consumer based demands based on individual need.
22.4.1 MO6.4.1 : To identify mainstream markets for DRT and associated technologies within Integrated multi modal transport solutions

	Ref
	Measure
	Site Action
	Interview Action

	6.4.1 a
	Listing of mainstream markets for DRT


	
	Feedback and opinions from sites

	6.4.1 b
	Listing of markets for associated technologies
	
	Feedback and opinions from sites

	6.4.1 c
	Existence of the FAMS DUP and TIP
	
	Not applicable


22.4.2 MO6.4.2 : To demonstrate that DRT and TDC can reduce transport costs avoiding unnecessary duplication and wasteful use of resources

	Ref
	Measure
	Site Action
	Interview Action

	6.4.2 a
	Reduction in support costs from authorities / sponsors
	Identify reduction in support costs due to the FAMS or related actions
	Discuss and explore. Has there been a real reduction ? Have unit cost reductions been offset by increased service provision or quality ?  If there have been savings, on what scale or %age?

	6.4.2 b
	Identification of actual reduction/avoidance of duplication in service provision
	Identify where the FAMS action allowed reduction of service overlap or duplication.
	Discuss and explore. Did this lead to actual savings, or were the costs too deeply embedded ? Is there a threshold or step effect ? If so, can they reach it ? 


22.4.3 MO6.4.3 : To demonstrate that DRT and associated technologies can provide a cost effective solution to consumer based demands based on individual need

	Ref
	Measure
	Site Action
	Interview Action

	6.4.3 a
	Reduction in unit costs of transport
	Identify the changes in unit costs, especially related to both service output and per passenger trip. Disaggregate these if there are different service concepts.
	Discuss and explore. Try to identify any distorting elements.

	6.4.3 b
	Assessment of extent to which this can be attributed to DRT
	If this has been analysed, provide report
	Discuss and explore what proportion of the change (if any) can be attributed to the DRT concept (range of destinations, flexibility, vehicle, driver, community aspect).

	6.4.3 c
	Assessment of extent to which this can be attributed to ITS
	If this has been analysed, provide report
	Discuss and explore what proportion of the change (if any) can be attributed to the ITS elements (especially resource optimisation, booking system performance, quality management).


.

Annex F

Reference Materials for Metric Indicator Evaluation – Angus

Angus Transport Forum

University of Newcastle, Transport Operations Research Group

DARTS Travel Survey: Travel Dispatch Centre Staff Sample 2

This survey is being carried out jointly by the Angus Transport Forum and the University of Newcastle to assess the DARTS services operating in the Angus Glens.  The information that you give us will assist the Angus Transport Forum in providing a better transport system in the Angus Glens.  Thank you for taking the time to complete this questionnaire.

	Name
	

	Telephone
	

	E mail
	

	Name of employer
	

	How often do you work as a dispatcher? [please tick]
	Daily
	2
	Several days a week
	
	Several days a month
	
	Less than once a month
	

	How long have you worked at the name of TDC? [please tick]
	Less than 3 months
	
	3 – 6 months
	
	6 – 12 months
	
	Over 12 months
	2


S4aii Service reliability (frequency late)

Collect data from all TDC staff and drivers
Please tick one box in each row that best describes the how often each reason occurs for the vehicle arriving and departing late (outside the operational time window).
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	2

	Late arrival: Driver error

	Total
	
	
	
	
	

	Wrong pick up point: misread on board unit
	
	
	
	
	2

	Wrong pick up point: location not known
	
	
	
	
	2

	Wrong time: slow traffic
	
	
	
	
	2

	Wrong time: road works
	
	
	
	
	2

	Wrong time: misread on board unit
	
	
	
	
	2

	Other ……………………………………………
	
	
	
	
	

	Late arrival: Passenger error

	Total
	
	
	
	
	2

	Gave wrong pick up point
	
	
	
	
	2

	Ready at wrong time (driver waited)
	
	
	
	
	2

	Other ……………………………………………
	
	
	
	
	2


	Late arrival: name of TDC error

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	

	Gave wrong time
	
	
	
	
	2

	Booking not added to system in time
	
	
	
	
	2

	Booking not sent to vehicle in time
	
	
	
	
	2

	Booking not added to system at all (needed manual intervention)
	
	
	
	
	2

	Booking not sent to vehicle at all (needed manual intervention)
	
	
	
	
	2

	Other …………………………………..
	
	
	
	
	2

	Late departure: Slow boarding of passengers

	Total
	
	
	
	
	

	Wheelchair
	
	
	
	
	2

	Buggy
	
	
	
	
	2

	Shopping
	
	
	
	
	2

	Ticket issue
	
	
	
	
	2

	Time taken for non pre-booked passengers to board
	
	
	
	
	2

	Other …………………………………..
	
	
	
	
	

	Late departure: Other

	Cumulative (due to late arrival)
	
	
	
	
	2

	Other …………………………………..
	
	
	
	
	2


Repeat this table for each DRT service operated.
S5b Failed passenger trips (frequency)

Collect data from all TDC staff and drivers
Please tick one box in each row that best describes how often each reason occurs for failure to pick up booked passengers.
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	2

	Driver error

	Total
	
	
	
	
	

	Wrong pick up point: misread on board unit
	
	
	
	
	2

	Wrong pick up point: location not known
	
	
	
	
	2

	Wrong time: slow traffic
	
	
	
	
	2

	Wrong time: road works
	
	
	
	
	2

	Wrong time: misread on board unit
	
	
	
	
	2

	Other ……………………………………………
	
	
	
	
	

	Passenger error

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	2

	Ready at wrong time
	
	
	
	
	2

	Forgot to travel
	
	
	
	
	2

	Forgot to cancel with name of TDC
	
	
	
	
	2

	Delayed on other public transport
	
	
	
	
	2

	Vehicle capacity exceeded due to extra non pre booked passengers
	
	
	
	
	2

	Other ……………………………………………
	
	
	
	
	

	Name of TDC error

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	2

	Gave wrong time
	
	
	
	
	2

	Booking not added to system in time
	
	
	
	
	2

	Booking not sent to vehicle in time
	
	
	
	
	2

	Booking not added to system at all
	
	
	
	
	2

	Booking not sent to vehicle at all
	
	
	
	
	2

	Vehicle capacity exceeded
	
	
	
	
	2

	Other ……………………………………………
	
	
	
	
	


Repeat this table for each DRT service operated.
S8 Service Convenience (TDC staff and drivers)
Collect data from all TDC staff and drivers
Please tick one box in each row that describes how convenient you consider the DARTS service for passengers. 

	
	Excellent
	Good
	Adequate
	Poor

	Waiting time at the pick up point
	2
	
	
	

	Waiting time at home/private residence
	1
	1
	
	

	Walking distance to the pick up point (except at private residence)
	
	2
	
	

	Suitability for disabled people
	
	1
	1
	

	Hours that the service is available
	
	1
	
	1

	Frequency that the service is available
	
	1
	1
	

	Routes for which the service is available
	
	1
	
	1

	Journey time
	
	
	2
	

	Size of service area large enough
	
	
	1
	1

	Size of service area small enough
	
	
	1
	1

	Fare structure
	
	
	
	2

	Ease of booking
	
	2
	
	

	Minimum pre-booking period
	
	
	1
	1

	Overall DRT service
	
	2
	
	


Repeat this table for each DRT service operated.
Pick up point = bus stop / stop point / meeting point

S12 Rejection rate of customers requesting a trip

Collect data from all TDC staff
Please tick one box in each row that best describes how often each reason occurs for a rejection of a customer’s request for a trip.
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	All reasons
	
	
	1
	
	1

	Inappropriate origins. 
Please give common examples

…………………..…………………… ………….
	
	
	2
	
	

	Inappropriate destinations.  
Please give common examples

…………………………………….………………
	
	
	2
	
	

	Customers unable to physically board vehicle
	
	
	
	1
	1

	Demand for seats greater than supply
	
	
	
	
	2

	Other ……………………………………
	
	
	
	
	

	
	
	
	
	
	


S36a Quality of Information
Collect data from all TDC staff, drivers and operator
Collect data from 50 pre-booked passengers 
Please tick the box that describes your opinion of the quality of information available about the DARTS service.

	
	Excellent
	Good
	Adequate
	Poor

	Quality of information available, e.g. timetables, publicity 
	
	
	2
	


Repeat this table for each DRT service operated.
T13 On board unit failures
Collect data from all TDC staff and drivers
Please tick one box in each row that describes how frequently you consider on board unit failure occurs.
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Failure of on board unit software
	
	
	
	1
	1

	Failure of on board unit hardware
	
	
	
	
	2


Repeat this table for each DRT service operated.
T15a Accuracy of stop point location (TDC staff)
Collect data from all TDC staff
Please tick one box in each row that describes how accurate you consider the stop point location.  

	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Information available from the software to the name of TDC to decide the predefined stop point location 
	Is not correct
	
	
	
	1
	1

	
	Lacks sufficient detail 
	
	
	1
	
	1

	Information available from the software to the name of TDC to decide the non-predefined stop point location 
	Is not correct
	
	
	
	1
	1

	
	Lacks sufficient detail 
	
	
	1
	
	1

	Information provided by the customer to the name of TDC to decide the predefined stop point location 
	Is not correct
	
	
	
	
	2

	
	Lacks sufficient detail 
	
	
	
	
	2

	Information provided by the customer to the name of TDC to decide the non-predefined stop point location 
	Is not correct
	
	
	
	
	2

	
	Lacks sufficient detail 
	
	
	
	
	2

	Predefined stop points = These are recognised pick up and drop off points that the vehicle only goes to if a passenger books in advance.  This excludes doorstep pick ups or drop offs, which are non-predefined stop points.


Repeat this table for each DRT service operated.
T17a Route scheduling efficiency
Collect data from all drivers and TDC staff
Please tick the box that describes how well you consider the route scheduling software produces the shortest possible route.

	
	Excellent
	Good
	Adequate
	Poor

	Production of shortest route by software
	
	
	
	2


T21a TDC staff attitudes towards Travel Dispatch System procedures
Collect data from all TDC staff
Please tick one box in each row that describes your satisfaction with the travel dispatch system procedures.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures
	
	2
	
	

	Making an outward booking
	1
	1
	
	

	Making a return booking
	1
	1
	
	

	Changing a booking
	
	1
	1
	

	Cancelling a booking
	
	2
	
	

	Assigning a route to a vehicle
	
	1
	1
	

	Sending a route to driver
	
	1
	1
	

	Sending a changed/updated route to the driver
	
	2
	
	

	Sending a text message to the driver
	1
	1
	
	

	Receiving a text message from the driver
	1
	1
	
	

	Responding to alarms
	
	
	1
	1

	Deleting alarms
	
	
	1
	1

	Switch off procedures
	1
	1
	
	

	Voice communication procedures with the driver
	
	
	
	


T21b TDC staff attitudes towards performance of Travel Dispatch System
Collect data from all TDC staff
Please tick one box in each row that describes your satisfaction with the performance of the travel dispatch system.

	
	Excellent
	Good
	Adequate
	Poor

	Operational reliability (e.g. frequency the system crashes)
	
	
	
	2

	Reliability in transmitting information to the driver
	
	
	1
	1

	Speed of system: searching for customer addresses
	
	1
	
	1

	User friendliness of the system
	
	
	
	2

	Overall opinion of the TDS
	
	
	1
	1



Collect data from TDC Manager or Administrator
	
	Excellent
	Good
	Adequate
	Poor

	Reliability of routing information
	
	1
	1
	

	Speed/ease of programme repair
	
	
	
	2

	Speed/ease of hardware repair
	
	
	
	2

	Speed/ease of software installation
	
	
	2
	

	Speed/ease of software update
	
	
	1
	1

	Speed/ease of database maintenance
	
	
	1
	1

	Speed/ease of hardware maintenance
	
	
	1
	1


T21c TDC staff attitudes towards User Manual
Collect data from all TDC staff
Please tick one box in each row that describes your satisfaction with the instructions given in the software provider’s user manual.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures
	
	
	2
	

	Making an outward booking
	
	1
	
	1

	Making a return booking
	1
	1
	
	

	Changing a booking
	
	
	1
	1

	Assigning a route to a vehicle
	
	1
	
	1

	Sending a route to driver
	
	2
	
	

	Sending a changed/updated route to driver
	
	1
	1
	

	Sending a text message to driver 
	
	
	
	2

	Receiving a text message from driver
	
	2
	
	

	Responding to alarms
	
	
	2
	

	Deleting alarms
	
	
	
	2

	Switch off procedures
	
	
	2
	

	Designing routes and services
	
	
	
	2

	Altering routes and services
	
	
	
	2


T23 Perception of the importance of messages
Collect data from all drivers and TDC staff
Please tick one box in each row that describes how important you consider the text messages on the on board unit as a means of communication between the drivers and name of TDC.

	
	Very important
	Important
	Fairly important
	Not important

	Text messages between the driver and the name of TDC
	
	2
	
	

	Text messages between the name of TDC and the driver
	
	2
	
	


Repeat this table for each DRT service operated.
T32a Reliability of communication network (description)
Collect data from all drivers and TDC staff
	
	Date of collection
	

	Type of reliability problem
	Description

	Parts of the service area that cannot receive communications from the name of TDC
	

	Environmental problems (e.g. climate conditions) causing communication problems
	


Repeat this table for each DRT service operated.
T32b Reliability of communication network (frequency)
Collect data from all drivers and TDC staff
Please tick one box in each row that describes how frequently there is a breakdown in the communication network.

	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	No signal in the service area
	2
	
	
	
	

	Environmental problems (e.g. climatic conditions) cause communication problems
	
	
	
	2
	


Repeat this table for each DRT service operated.
T35 Reliability of Advanced Vehicle Location system
Collect data from all TDC staff
Please tick the box that describes your satisfaction with the time during which the Advanced Vehicle Location (AVL) is operating.

	
	Very high
	High
	Medium
	Low

	Proportion of the journey time that the AVL is operating
	
	
	2
	


T36 Accuracy of Advanced Vehicle Location system
Collect data from all drivers and TDC staff
Please tick the box that describes your satisfaction with the Advanced Vehicle Location’s (AVL) record of the vehicle location.

	
	Very high
	High
	Medium
	Low

	Accuracy of the AVL’s record of the vehicle position
	
	
	
	2


Thank you for taking the time to complete the questionnaire.  Your views are important to us.

Please return the completed questionnaire in the pre-paid envelope supplied.

Angus Transport Forum

University of Newcastle, Transport Operations Research Group

DARTS Travel Survey: Operator Sample 3

This survey is being carried out jointly by the Angus Transport Forum and the University of Newcastle to assess the DARTS services operating in the Angus Glens.  The information that you give us will assist the Angus Transport Forum in providing a better transport system in the Angus Glens.  Thank you for taking the time to complete this questionnaire.

	Name
	

	Telephone
	

	E mail
	

	Position in company
	

	Name of company
	

	How long have you been operating DRT services? [please tick]
	Less than 3 months
	
	3 – 6 months
	2
	6 – 12 months
	
	Over 12 months
	


S9 Characteristics of operator
Collect most recent data from operator
	Date of data collection
	

	Type of operator [please tick]
	Bus (commercial)
	3
	Local authority
	
	Community Transport
	
	Taxi
	2

	Position of respondent
[please tick]
	Owner/director non-driver
	3
	Owner/director driver
	
	Other

…………..………
	

	Number of employees
	Part time
	30
	Full time
	13

	Total vehicle hours per month
	
	
	
	


Repeat this table for each DRT service operated.
S10a Impact of DRT on Operator
Collect most recent data from operator
Please tick one box in each row that describes the impact of the DARTS service on your business.

	
	Excellent
	Good
	Adequate
	Poor

	Overall impact on the business
	
	3
	
	

	Revenue
	1
	2
	
	

	Profit
	
	3
	
	

	Dead time
	1
	2
	
	

	Dead mileage
	
	2
	
	

	Vehicle utilisation
	2
	1
	
	

	Share of public transport market
	1
	2
	
	

	Efficiency of the business
	
	3
	
	

	Customer satisfaction
	
	3
	
	

	Adherence to schedules
	
	3
	
	

	Vehicle travel times
	1
	2
	
	

	Boarding time
	
	3
	
	

	Staff relations
	
	3
	
	

	Number of passengers on connecting fixed routes
	1
	2
	
	

	Integration between modes
	
	3
	
	

	Modal switch from car to DRT
	
	2
	1
	

	Modal switch from car to fixed route bus and DRT
	
	1
	1
	

	Modal switch from fixed route bus to DRT
	
	1
	1
	


Repeat this table for each DRT service operated.
S10b Importance of DRT Service to Operator
Collect most recent data from operator
Please tick one box in each row that describes the impact of the DARTS service on your business.

	
	Excellent
	Good
	Adequate
	Poor

	Time for other business activities
	2
	1
	
	

	Integration of business activities
	2
	1
	
	

	Ability to identify and provide new services which were previously unrealistic
	2
	1
	
	

	Logistical control of the business
	1
	2
	
	

	Understanding of customer needs
	1
	2
	
	


Repeat this table for each DRT service operated.
S36a Quality of Information
Collect data from all TDC staff, drivers and operator
Collect data from 50 pre-booked passengers
Please tick the box that describes your opinion of the quality of information available about the DARTS service.

	
	Excellent
	Good
	Adequate
	Poor

	Quality of information available, e.g. timetables, publicity 
	1
	
	2
	


T24 Operator’s attitudes and acceptance levels towards the service area
Collect data from operator
Please tick one box in each row that describes your satisfaction with the service area.

	
	Excellent
	Good
	Adequate
	Poor

	Number of predefined stop points 
	1
	2
	
	

	Suitability of distance to predefined stop points for customers (i.e. exclude doorstep non-predefined stop points)
	1
	2
	
	

	Number of fixed timing points
	
	3
	
	

	Location of fixed timing points
	
	3
	
	

	Size of service area large enough
	1
	1
	1
	

	Size of service area small enough
	
	2
	1
	

	Ease of recognising the service area
	1
	
	1
	

	Fare structure
	1
	
	
	2

	Predefined stop points = These are recognised pick up and drop off points that the vehicle only goes to if a passenger books in advance.  This excludes doorstep pick ups or drop offs, which are non-predefined stop points.

Fixed stops points = These are conventional bus stops.  The vehicle must always call at these points, even if no one boards or alights from the vehicle.


T25b Operator’s attitude to FAMS
Collect data from operator
Please tick one box in each row that describes your satisfaction with the FAMS agency. 

	
	Excellent
	Good
	Adequate
	Poor

	Reliability
	1
	1
	1
	

	Speed of the system: searching for customer addresses
	1
	1
	1
	

	Speed of the system: providing scheduled conventional service information
	1
	
	
	2

	Speed of programme repair
	1
	
	2
	

	Speed of hardware repair
	1
	
	2
	

	Ease of inter operator communications (B2B services)
	2
	
	1
	

	Overall system quality
	2
	
	1
	


Angus Transport Forum

University of Newcastle, Transport Operations Research Group

DARTS Travel Survey: Drivers SAMPLE 3 Drivers

This survey is being carried out jointly by the Angus Transport Forum and the University of Newcastle to assess the DARTS services operating in the Angus Glens.  The information that you give us will assist the Angus Transport Forum in providing a better transport system in the Angus Glens.  Thank you for taking the time to complete this questionnaire.

	Name
	

	Name of employer
	

	How often do you drive DRT services? [please tick]
	Daily
	3
	Several days a week
	
	Several days a month
	
	Less than once a month
	

	How long have you been driving DRT services? [please tick]
	Less than 3 months
	
	3 – 6 months
	3
	6 – 12 months
	
	Over 12 months
	


S4aii Service reliability (frequency late)

Collect data from all TDC staff and drivers
Please tick one box in each row that best describes the how often each reason occurs for the vehicle arriving and departing late (outside the operational time window).
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	3

	Late arrival: Driver error

	Total
	
	
	
	
	3

	Wrong pick up point: misread on board unit
	
	
	
	
	3

	Wrong pick up point: location not known
	
	
	
	
	3

	Wrong time: slow traffic
	
	
	
	
	3

	Wrong time: road works
	
	
	
	
	3

	Wrong time: misread on board unit
	
	
	
	
	3

	Other ……………………………………………
	
	
	
	
	3

	Late arrival: Passenger error

	Total
	
	
	
	
	3

	Gave wrong pick up point
	
	
	
	
	3

	Ready at wrong time (driver waited)
	
	
	
	
	3

	Other ……………………………………………
	
	
	
	
	3


	Late arrival: Name of TDC error

	Total
	
	
	
	
	3

	Gave wrong pick up point
	
	
	
	
	3

	Gave wrong time
	
	
	
	
	3

	Booking not added to system in time
	
	
	
	
	3

	Booking not sent to vehicle in time
	
	
	
	
	3

	Booking not added to system at all (needed manual intervention)
	
	
	
	1
	2

	Booking not sent to vehicle at all (needed manual intervention)
	
	
	
	1
	2

	Other …………………………………..
	
	
	
	
	2

	Late departure: Slow boarding of passengers

	Total
	
	
	
	
	3

	Wheelchair
	
	
	
	
	3

	Buggy
	
	
	
	
	3

	Shopping
	
	
	
	
	3

	Ticket issue
	
	
	
	1
	2

	Time taken for non pre-booked passengers to board
	
	
	
	
	3

	Other …………………………………..
	
	
	
	
	3

	Late departure: Other

	Cumulative (due to late arrival)
	
	
	
	
	3

	Other …………………………………..
	
	
	
	
	3


S5b Failed passenger trips (frequency)

Collect data from all TDC staff and drivers
Please tick one box in each row that best describes how often each reason occurs for failure to pick up booked passengers.
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	3

	Driver error

	Total
	
	
	
	
	3

	Wrong pick up point: misread on board unit
	
	
	
	
	3

	Wrong pick up point: location not known
	
	
	
	
	3

	Wrong time: slow traffic
	
	
	
	
	3

	Wrong time: road works
	
	
	
	
	3

	Wrong time: misread on board unit
	
	
	
	
	3

	Other ……………………………………………
	
	
	
	
	3

	Passenger error

	Total
	
	
	
	
	3

	Gave wrong pick up point
	
	
	
	
	3

	Ready at wrong time
	
	
	
	
	3

	Forgot to travel
	
	
	
	
	3

	Forgot to cancel with name of TDC
	
	
	
	
	3

	Delayed on other public transport
	
	
	
	
	3

	Vehicle capacity exceeded due to extra non pre booked passengers
	
	
	
	
	3

	Other ……………………………………………
	
	
	
	
	3

	Name of TDC error3

	Total
	
	
	
	
	3

	Gave wrong pick up point
	
	
	
	
	3

	Gave wrong time
	
	
	
	
	3

	Booking not added to system in time
	
	
	
	
	3

	Booking not sent to vehicle in time
	
	
	
	
	3

	Booking not added to system at all
	
	
	
	
	3

	Booking not sent to vehicle at all
	
	
	
	
	3

	Vehicle capacity exceeded
	
	
	
	
	3

	Other ……………………………………………
	
	
	
	
	3


Repeat this table for each DRT service operated.
S8 Service Convenience (TDC staff and drivers)
Collect data from all TDC staff and drivers
Please tick one box in each row that describes how convenient you consider the DARTS service for passengers. 

	
	Excellent
	Good
	Adequate
	Poor

	Waiting time at the pick up point
	1
	1
	1
	

	Waiting time at home/private residence
	
	2
	1
	

	Walking distance to the pick up point (except at private residence)
	
	3
	
	

	Suitability for disabled people
	
	3
	
	

	Hours that the service is available
	
	2
	1
	

	Frequency that the service is available
	
	2
	1
	

	Routes for which the service is available
	
	2
	
	

	Journey time
	
	2
	1
	

	Size of service area large enough
	
	1
	2
	

	Size of service area small enough
	
	1
	2
	

	Fare structure
	
	1
	
	2

	Ease of booking
	
	2
	1
	

	Minimum pre-booking period
	
	1
	2
	

	Overall DRT service
	
	2
	1
	


Pick up point = bus stop / stop point / meeting point

Repeat this table for each DRT service operated.
S36a Quality of Information
Collect data from all TDC staff, drivers and operator
Collect data from 50 pre-booked passengers 
Please tick the box that describes your opinion of the quality of information available about the service.

	
	Excellent
	Good
	Adequate
	Poor

	Quality of information available, e.g. timetables, publicity 
	1
	
	2
	


Repeat this table for each DRT service operated.
T9b DRT software response time
Collect data from all drivers
Please tick the box that describes how accurate you consider the DRT software response time 

	
	Excellent
	Good
	Adequate
	Poor

	Time taken by DRT system to locate requested data
	
	1
	2
	


Repeat this table for each DRT service operated.
T13 On board unit failures
Collect data from all TDC staff and drivers
Please tick one box in each row that describes how frequently you consider on board unit failure occurs.
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Failure of on board unit software
	
	
	
	1
	2

	Failure of on board unit hardware
	
	
	
	
	3


Repeat this table for each DRT service operated.
T15b Accuracy of stop point location (drivers)
Collect data from all drivers 
Please tick one box in each row that describes how accurate you consider the stop point location.  

	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Information available from the name of TDC to the driver to find the predefined stop point location
	Is not correct
	
	
	1
	
	2

	
	Lacks sufficient detail 
	
	
	
	1
	2

	Information available from the name of TDC to the driver to find the non-predefined stop point location 
	Is not correct
	
	
	
	1
	2

	
	Lacks sufficient detail 
	
	
	
	1
	2

	Predefined stop points = These are recognised pick up and drop off points that the vehicle only goes to if a passenger books in advance.  This excludes doorstep pick ups or drop offs, which are non-predefined stop points.


Repeat this table for each DRT service operated.

T16 Scheduling reliability (perceived)
Collect data from all drivers and 50 pre-booked passengers
Please tick the box that describes how well you consider the vehicle to keep to the pick up and drop off times.

	
	Excellent
	Good
	Adequate
	Poor

	Vehicle time keeping at pick up and drop off points
	
	
	3
	


Repeat this table for each DRT service operated.
T17a Route scheduling efficiency
Collect data from all drivers and TDC staff
Please tick the box that describes how well you consider the route scheduling software produces the shortest possible route.

	
	Excellent
	Good
	Adequate
	Poor

	Production of shortest route by software
	
	
	3
	


T23 Perception of the importance of messages
Collect data from all drivers and TDC staff
Please tick one box in each row that describes how important you consider the text messages on the on board unit as a means of communication between the drivers and name of TDC.

	
	Very important
	Important
	Fairly important
	Not important

	Text messages between the driver and the name of TDC
	
	2
	1
	

	Text messages between the name of TDC and the driver
	
	2
	1
	


Repeat this table for each DRT service operated.
T26a Driver attitudes towards Travel Dispatch System procedures
Collect data from all drivers
Please tick one box in each row that describes your satisfaction with the travel dispatch system procedures.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures 
	
	1
	2
	

	Checking details of schedule
	
	1
	2
	

	Deleting route details once driven
	
	1
	2
	

	Receiving a text message from the name of TDC
	
	2
	1
	

	Sending a text message to the name of TDC
	
	2
	1
	

	End of service procedures
	
	2
	1
	

	Switch off procedures
	
	3
	
	

	Voice communication procedures
	
	
	
	


Repeat this table for each DRT service operated.
T26b Driver attitudes towards performance of Travel Dispatch System
Collect data from all drivers
Please tick one box in each row that describes your satisfaction with the performance of the travel dispatch system.

	
	Excellent
	Good
	Adequate
	Poor

	Correspondence between pick up position as given by the system to the name of TDC compared to the actual position
	
	
	3
	

	Reliability in receiving information from the name of TDC
	
	
	
	3

	Reliability of on board units
	
	2
	1
	

	On board / vehicle diagnosis test
	
	2
	1
	

	Accuracy of routing information
	
	1
	2
	

	User friendliness of on screen routing information
	
	2
	1
	

	Timeliness of on screen routing information
	
	2
	1
	

	Ease of use of the system
	
	3
	
	

	Safety problems caused by distraction when using on board unit
	
	1
	2
	

	Effect of on board unit on driving comfort/stress level
	
	1
	2
	

	Overall opinion of the travel dispatch system
	
	1
	2
	


Repeat this table for each DRT service operated.
T27 Driver attitudes towards on board unit layout
Collect data from all drivers
Please tick one box in each row that describes your satisfaction with the layout of the on board unit.

	
	Excellent
	Good
	Adequate
	Poor

	Position of terminal display unit on the vehicle
	1
	2
	
	

	Day time legibility
	1
	2
	
	

	Night time legibility
	1
	2
	
	

	Order/position of the buttons
	1
	1
	1
	

	Size of the buttons
	1
	
	2
	

	Distance between the buttons
	1
	
	2
	

	Functions of the buttons
	1
	1
	1
	

	Ease of using menus
	1
	1
	1
	

	User friendliness of the menus
	1
	
	2
	


Repeat this table if more than one type of on board unit is used.
T28 Impact of messages on safety
Collect data from all drivers
Please tick one box in each row that describes your satisfaction with the safety of the on board unit.

	
	Very high
	High
	Medium
	Low

	Level of distraction
	
	1
	
	2

	Usefulness of alarm messages
	1
	1
	1
	


T32a Reliability of communication network (description)
Collect data from all drivers and TDC staff
	
	Date of collection
	

	Type of reliability problem
	Description

	Parts of the service area that cannot receive communications from the name of TDC
	

	Environmental problems (e.g. climate conditions) causing communication problems
	


Repeat this table for each DRT service operated.
T32b Reliability of communication network (frequency)
Collect data from all drivers and TDC staff
Please tick one box in each row that describes how frequently there is a breakdown in the communication network.

	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	No signal in the service area
	3
	
	
	
	

	Environmental problems (e.g. climatic conditions) cause communication problems
	1
	
	
	
	2


T36 Accuracy of Advanced Vehicle Location
Collect data from all drivers and TDC staff
Please tick the box that describes your satisfaction with the Advanced Vehicle Location’s (AVL) record of the vehicle location.

	
	Very high
	High
	Medium
	Low

	Accuracy of the AVL’s record of the vehicle position
	
	1
	2
	


Thank you for taking the time to complete the questionnaire.  Your views are important to us.

Please return the completed questionnaire in the pre-paid envelope supplied.

Angus Transport Forum

University of Newcastle, Transport Operations Research Group

DARTS Travel Survey

This survey is being carried out jointly by the Angus Transport Forum and the University of Newcastle to assess the DARTS services operating in the Angus Glens.  The information that you give us will assist the Angus Transport Forum in providing a better transport system in the Angus Glens.  Thank you for taking the time to complete this questionnaire.

S19 Characteristics of passengers

Collect data from 50 pre-booked passengers
We want to make sure that we hear from as wide a range of people as possible, from all sections of the community.  All information will be treated in strict confidence and will be used for research purposes only

	Name
	

	Address
	

	
	
	Postcode
	

	Are you? [please tick]
	Male
	2
	Female
	7
	Registered disabled
	3

	Which age group are you in? [please tick]
	< 14
	
	15-18
	
	19-30
	
	31-45
	1

	
	46-60
	2
	61-75
	5
	> 75
	1
	
	

	Are you? [please tick one box that best describes your situation]
	Full-time employed
	
	Unemployed
	

	
	Part-time employed
	1
	Permanently sick
	1

	
	Full-time education/training
	
	Looking after home
	

	
	Part-time education/training
	
	Retired
	7

	How many cars are there in your household?
	

	Approximately how many miles per year do you travel in a car?
	

	Do you have a valid driving licence?
	5 Yes 4 No

	Are you able to travel by car (your own or someone else’s)? [please tick]
	Yes, all the time
	5
	Yes, weekends/ evenings
	2
	No
	2

	When using the name of DRT service how long does it take to walk from your drop off point to your usual destination? [please tick] 
	<1 minute
	2
	1-2 minutes
	3
	2-5 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	2
	>20 minutes
	1

	Do not answer this question if your home is outside the name of DRT service area.  How long does it take you to walk to the bus stop nearest to your home? [please tick] 
	<1 minute
	
	1-2 minutes
	
	2-5 minutes
	2

	
	5-10 minutes
	
	11-20 minutes
	2
	>20 minutes
	1


S20a Service utilisation by passengers

Collect data from 50 pre-booked passengers
Data will be collated separately for passengers resident and non-resident within the DRT service area.
Please tick one box in each row that describes your use of the DARTS service.

	
	Yes, senior citizens
	Yes, registered disabled
	Yes, under 14 years
	Yes, other [please describe]

………………….
	No

	Are you entitled to concessionary fares?
	5
	
	
	1
	3

	
	Single
	Return
	Day
	
	

	What type of ticket do you usually use?
	1
	2
	1
	
	

	How often do you use the DARTS service for the following purposes?
	Daily
	Several times a week
	Once a week
	Between a week and once a month
	Once a month
	Less than once a month

	Employment
	
	
	
	
	
	

	Education/training/studying
	
	
	
	
	
	

	Health care including rehabilitation for disabled
	
	
	
	
	
	

	Shopping
	
	
	
	
	1
	

	Banking/financial services
	
	
	
	
	
	

	Visiting friends/family
	
	
	
	
	
	

	Leisure/recreation
	
	
	
	
	2
	6

	Other ……………………….
	
	
	
	
	1
	

	How often do you travel on the DARTS service at the following times of day?
	Daily
	Several times a week
	Once a week
	Between a week and once a month
	Once a month
	Less than once a month

	Before 8 a.m.
	
	
	
	
	
	

	8 a.m. – 9 a.m.
	
	
	
	
	
	

	9 a.m. – 4 p.m.
	
	
	
	
	3
	6

	4 p.m. – 7 p.m.
	
	
	
	
	
	4

	After 7 p.m.
	
	
	
	
	
	

	How often do you travel on the DARTS service on the following days?
	Daily
	Several times a week
	Once a week
	Between a week and once a month
	Once a month
	Less than once a month

	Monday - Friday
	
	
	
	
	2
	6

	Saturday
	
	
	
	
	
	2

	Sunday
	
	
	
	
	1
	


S20b Change in travel patterns
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your use of other types of transport since the DARTS service was introduced.

	Since the DARTS service started, have you used it instead of any of the following types of transport?
	Yes, often
	Yes, occasionally
	Never
	Not applicable as other type of transport not available

	Private car as driver
	
	4
	
	2

	Private car as passenger
	2
	3
	2
	

	Non name of DRT bus journeys
	1
	2
	3
	

	Taxis
	
	1
	4
	1

	Cycling/walking
	
	1
	2
	1

	Since the DARTS service was introduced:

	Do you make more journeys?
	Yes
	3
	No
	5
	
	

	Do you still use a car for the journey to work?
	Yes
	3
	No
	
	Not applicable (no cars in household/did not use car for journey to work previously) 
	5

	Does your household own fewer cars?
	Yes
	
	No
	4
	Not applicable (no cars in household)
	4


S20c Intermodal journeys
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your use of other types of transport you use as well as name of DRT service so as to complete a journey.

	How often do you use the following types of transport in order to complete a journey?
	Never/ occasionally
	Sometimes
	Nearly always/always

	Before boarding the DARTS service:
	

	Private car as driver
	1
	1
	3

	Private car as passenger
	2
	4
	1

	Non name of DRT bus journeys
	1
	3
	1

	Taxis
	6
	1
	

	Trains
	3
	2
	

	Other …………………..
	1
	1
	1

	After leaving the DARTS service:
	

	Private car as driver
	1
	1
	2

	Private car as passenger
	2
	2
	1

	Non name of DRT bus journeys
	1
	3
	

	Taxis
	4
	
	

	Trains
	2
	2
	

	Other …………………..
	1
	
	1


S21 Accessibility of passengers to vehicles
Collect data from 50 pre-booked passengers
	To ensure that we understand your travel needs, please tell us if you find it hard to use buses because you: [please tick all those that apply]

	Have difficulty seeing
	
	Need an assistant to travel with you
	2

	Have difficulty hearing
	1
	Find there is not enough luggage space on buses
	

	Have difficulty walking
	5
	Find there is not enough bicycle space on buses
	

	Are a wheelchair user
	1
	Have children in a buggy
	

	Are elderly
	3
	Have other reasons [please state other reasons] …..……………….…….
	


S23 Walking time taken to reach the vehicle
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes how long it takes you to walk to and from your pick up and drop off points.
	How long does it take you to walk to the nearest DARTS boarding point from your home? [please tick] 
	<1 minute
	1
	1-2 minutes
	3
	2-5 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	2
	>20 minutes
	

	How long does it take you to walk from the DARTS alighting point to your usual final destination? [please tick] 
	<1 minute
	
	1-2 minutes
	3
	2-5 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	2
	>20 minutes
	1


S24 Perception of Trip Time
Collect data from 50 pre-booked passengers
Please tick the box that describes your opinion of your journey time on the DARTS service. 

	
	Excellent
	Good
	Adequate
	Poor

	Opinion of journey time
	4
	5
	
	


S25a % of passengers with transfer


Collect data from 50 pre-booked passengers
Please tick the box that describes whether you changed vehicles or type of transport in order to complete your last DARTS journey.
	Did you, or will you need to, change vehicles or type of transport in order to complete your journey? [please tick]
	Yes
	
	No
	5


S25b Number of transfers per journey
Collect data from 50 pre-booked passengers
Please tick the boxes that describe the vehicles you used in order to complete your last DARTS journey.

	Vehicle used
	Private car as driver
	Private car as passenger
	Non name of DRT bus
	Taxi
	Train
	Cycle
	Walk if more than 10 minutes
	Other 

…..………

	1st vehicle
	
	
	1
	
	
	
	1
	

	2nd vehicle
	
	
	
	
	
	
	
	

	3rd vehicle 
	
	
	
	
	
	
	
	


S26 Perception of transfer ease 

Collect data from 50 pre-booked passengers
Please tick the box that describes your opinion of how easy it is to change to other public transport vehicles. 

	
	Excellent
	Good
	Adequate
	Poor

	Ease of changing to other public transport service vehicles
	
	
	1
	


S27 Comfort of Passengers on the Vehicle

Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of the comfort on board the DARTS service vehicles.

	Vehicle
	Excellent
	Good
	Adequate
	Poor

	State of repair and cleanliness
	4
	4
	1
	

	Lighting
	1
	7
	
	

	Air temperature and ventilation
	
	8
	
	

	Availability and comfort of seating
	2
	5
	2
	

	Comfort of vehicle whilst it is moving
	
	6
	2
	

	Age of vehicle
	
	2
	6
	

	Ease of getting on and off
	
	4
	3
	1

	Space for luggage, pushchairs, bicycles, etc.
	
	3
	2
	3

	Driver
	Excellent
	Good
	Adequate
	Poor

	Driver knowledge
	9
	
	
	

	Courtesy and helpfulness of driver
	9
	
	
	


S28 Comfort of Passengers at pick up points

Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of your comfort at bus stations and bus stops when waiting for the DARTS service.

	
	Excellent
	Good
	Adequate
	Poor

	State of repair and cleanliness
	
	4
	1
	

	Lighting
	
	4
	2
	

	Shelter from the weather
	3
	1
	2
	

	Staff availability 
	2
	
	3
	1

	Staff knowledge
	3
	1
	2
	1

	Courtesy and helpfulness of staff
	2
	1
	2
	1


S29 Service Convenience (Passengers)
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of the convenience of the DARTS service.

	
	Excellent
	Good
	Adequate
	Poor

	Waiting time at the pick up point

If “poor”, how many minutes too long? ……..…….
	2
	6
	
	

	Waiting time at home/private residence

If “poor”, how many minutes too long? ……..…….
	2
	1
	
	

	Walking distance to the pick up point (except at private residence)
	2
	5
	
	

	Suitability for disabled people
	1
	2
	
	2

	Hours that the service is available
	1
	6
	
	

	Frequency that the service is available
	1
	8
	
	

	Places served by the service
	2
	4
	1
	1

	Journey time
	2
	6
	
	

	Cost of ticket
	2
	5
	2
	

	Availability of through ticketing
	1
	2
	
	

	Overall name of DRT service
	3
	3
	1
	


Please tick one box in each row which describes whether you have more opportunities to travel to these activities as a result of the DARTS service.

	
	Excellent
	Good
	Adequate
	Poor
	Not relevant

	Shopping (food)
	
	
	
	
	7

	Shopping (non-food)
	
	2
	
	
	5

	Banking/financial services
	
	
	
	
	6

	Leisure/recreation
	6
	1
	1
	
	1

	Visiting friends/family
	
	
	
	
	7

	Health care 
	
	
	
	
	7

	Education/training/studying
	
	
	
	
	7

	Employment
	
	
	
	
	7


S30a Safety and security on vehicle
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of your safety on the vehicle.

	
	Excellent
	Good
	Adequate
	Poor

	Standard of driving
	8
	1
	
	

	Personal safety
	8
	1
	
	


S30b Safety and security at pick up points
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of your safety whilst waiting at pick up points.

	
	Excellent
	Good
	Adequate
	Poor

	Personal safety at bus stations
	1
	4
	
	

	Personal safety at pick up points (except at private residence)
	1
	4
	
	


S31 Passenger’s sense of control and independence
Collect data from 50 passengers

Please tick one box in each row that describes how well the DARTS service fits your needs.

	
	Excellent
	Good
	Adequate
	Poor

	Length of shortest allowable pre-booking time 
	1
	3
	4
	

	Length of maximum shortest allowable pre-booking time
	4
	3
	
	

	Flexibility of route
	3
	4
	
	

	Connections with other public transport services
	
	
	1
	1


S33 Ease of making reservations

Collect data from 50 passengers
Please tick one box in each row that describes your opinion of how easy it is to make a reservation to travel on the DARTS service. 

	
	Excellent
	Good
	Adequate
	Poor

	Time taken for telephone to be answered
	5
	3
	
	

	Time taken to make the booking
	4
	4
	
	

	Ease of booking the outward trip
	5
	3
	
	

	Ease of booking the return trip
	5
	3
	
	

	Knowledge of name of TDC staff 
	5
	3
	
	

	Courtesy and helpfulness of name of TDC staff
	4
	4
	
	

	Hours that the name of TDC is open
	
	6
	2
	

	Your familiarity with booking the name of DRT service
	1
	5
	2
	

	Your acceptance that it is necessary to pre-book a trip
	1
	7
	
	


S34 Ease of obtaining information
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of how easy it is to obtain information in the following places ways about the DARTS service. 

	
	Excellent
	Good
	Adequate
	Poor
	Don’t know

	Telephone enquiries to the name of TDC
	4
	3
	
	
	

	Internet
	
	
	
	3
	5

	Pick up points except bus stations 
	
	1
	2
	1
	4

	Bus stations
	
	
	3
	1
	4

	On board the vehicle 
	
	
	5
	1
	2

	Doctor’s surgery
	
	
	
	
	8

	Dentist’s surgery
	
	
	
	
	8

	Community centre / village hall
	
	3
	1
	
	3

	Local library
	
	3
	
	
	4

	Local Post Office
	
	2
	1
	
	4

	Local council
	
	
	
	2
	5

	Shops
	1
	1
	2
	
	3

	Tourist Information Centres
	3
	1
	
	
	3

	Museums
	
	
	
	
	7

	Accommodation for visitors
	
	
	
	
	7

	Hairdressers
	
	
	
	1
	6

	Public houses
	
	
	
	
	7


S35 Source of information
Collect data from 50 pre-booked passengers
Please tick the box which describes the way in which you found out about the DARTS service.

	Source of information about the name of DRT service

	Leaflet in the post
	1
	Internet
	
	Community centre / village hall
	

	Local newspaper
	3
	Friend/family
	5
	Local library
	

	Bus stop
	
	Workplace
	
	Local Post Office
	2

	Bus station
	
	Saw name of DRT bus driving around
	
	Local council
	

	Radio
	
	Doctor’s surgery
	
	Local shop
	2

	TV
	
	Dentist’s surgery
	
	Tourist Information Centre
	

	Pubic house
	
	Accommodation for visitors
	
	Hairdressers
	

	
	
	
	
	Other …………….……………
	


S36a Quality of Information
Collect data from all TDC Staff, drivers and operator
Collect data from 50 pre-booked passengers
Please tick the box that describes your opinion of the quality of information available about the DARTS service.

	
	Excellent
	Good
	Adequate
	Poor

	Quality of information available, e.g. publicity, posters
	1
	3
	2
	3


S36b Quality of Timetable
Collect data from 50 pre-booked passengers
Please tick one box in each row that describes your opinion of the quality of timetables.

	Timetable for the DARTS service
	Excellent
	Good
	Adequate
	Poor

	Amount of information
	
	
	
	

	Clarity of the information
	
	
	
	

	Size of timetable

If poor, please state if it is too large or too small …….……
	
	
	
	

	Size of writing used 
	
	
	
	

	Colour of writing used 
	
	
	
	

	Timetables for connecting services. 

Please state which services …………………………………………………………………………………..…..

	Amount of information
	
	
	
	

	Clarity of the information
	
	
	
	

	
	
	
	
	


T16 Scheduling reliability (perceived)
Collect data from all drivers and 50 pre-booked passengers
Please tick the box that describes how well you consider the vehicle to keep to the pick up and drop off times.

	
	Excellent
	Good
	Adequate
	Poor

	Vehicle time keeping at pick up and drop off points
	7
	1
	
	


Repeat this table for each DRT service operated.
Thank you for taking the time to complete the questionnaire.  Your views are important to us.

Please return the completed questionnaire in the pre-paid envelope supplied.

Angus Transport Forum

University of Newcastle, Transport Operations Research Group

DARTS Travel Survey: Politicians  11 returns out of 28 sent

This survey is being carried out jointly by the Angus Transport Forum and the University of Newcastle to assess the DARTS services operating in the Angus Glens.  The information that you give us will assist the Angus Transport Forum in providing a better transport system in the Angus Glens.  Thank you for taking the time to complete this questionnaire.

	Name
	11 Completed Questionnaires

	Telephone
	

	E mail
	Summary


E31 Impact on economic viability of transport policy
Collect data from all local politicians
Please tick one box in each row that describes your opinion of the economic impact of the DARTS services on transport policy. 

	
	Excellent
	Good
	Adequate
	Poor

	Demonstrates that co-ordination of various modes can deliver a cost effective rural transport solution
	3
	8
	
	

	Assists in budgetary control
	3
	3
	4
	

	Reduces wasteful use of resources
	4
	6
	1
	


E32 Impact on sustainability
Collect data from all local politicians
Please tick one box in each row that describes your opinion of the impact of the DARTS services on sustainability. 

	
	Excellent
	Good
	Adequate
	Poor

	Reduces wasteful use of resources
	4
	5
	2
	

	Maximises the use of existing resources
	2
	7
	2
	

	Avoids duplication
	2
	7
	2
	

	Identifies actual needs and sources the most economic method of service delivery
	3
	6
	2
	

	Involves community participation in service design
	3
	6
	2
	

	Recognises the needs of any given area and its residents
	4
	7
	
	

	Can respond to changing circumstances
	3
	8
	
	

	Reduces service subsidies
	1
	6
	4
	


E33 Impact on area
Collect data from all local politicians
Please tick one box in each row that describes your opinion of the impact of the DARTS services on rural areas. 

	
	Excellent
	Good
	Adequate
	Poor

	Reduction in car dependence
	2
	4
	3
	2

	Identification of local resources
	1
	7
	3
	

	Local businesses benefit
	1
	6
	3
	1

	People can consider staying in or moving to an area
	3
	3
	3
	2

	Non car user tourism is possible
	3
	4
	2
	2

	Potential of the area is enhanced
	4
	2
	5
	


E34 Impact on the local environment 
Collect data from all local politicians and statutory authority
Please tick one box in each row that describes your opinion of the impact that the DARTS services would have on the quality of the local environment if locally produced biodiesel is used.

	Do you think that biodiesel produced locally would:

	Reduce air pollution?
	Yes
	11
	No
	

	Encourage sustainable farming by diversification within local communities?
	Yes
	9
	No
	1


S41a Membership of political party
Collect data from all local politicians
Please tick the box that describes the political party you are a member of.
	Membership of political party

	Conservative
	1
	Liberal Democrat
	

	Green
	
	Scottish Nationalist/
	8

	Independent
	1
	Other ………………………………………..
	

	Labour
	1
	
	


S41b Type of area represented by politician
Collect data from all local politicians
Please tick the box that describes the type of council that you have been elected to.
	Elected member for:

	Community Council
	
	Scottish Parliament
	1

	District Council
	9
	MEP
	

	UK Parliament
	1
	Other ………………………………………..
	


S42 Impact on transport policy
Collect data from all local politicians
Please tick one box in each row that describes your opinion of the impact of the DARTS service on the development of transport policy. 

	
	Fully agree
	Partly agree
	Partly disagree
	Fully disagree

	DRT services assist in ascertaining future vehicle design
	2
	7
	
	1

	DRT is a flexible transport system which requires flexible legislation to meet the varying needs of each area
	7
	4
	
	1

	DRT assists in meeting social inclusion policies and targets pressures
	6
	5
	
	

	DRT is an important tool in embracing community planning objectives
	6
	5
	
	

	DRT technologies can benefit local communities to deliver socially inclusive services
	8
	3
	
	

	DRT assists in demonstrating actual customer needs
	7
	3
	
	


S43 Impact on social inclusion
Collect data from all local politicians
Please tick one box in each row that describes your opinion of the impact of the DARTS service on social inclusion. 

	
	Fully agree
	Partly agree
	Partly disagree
	Fully disagree

	Identifies the needs of the individual
	5
	6
	
	

	Maximises opportunity for all
	5
	4
	2
	

	Improves access to shopping
	9
	2
	
	

	Improves access to banking/financial services
	7
	4
	
	

	Improves access to leisure/recreation
	6
	5
	
	

	Improves access to health care 
	6
	5
	
	

	Improves access to education/training/studying
	5
	5
	1
	

	Improves access to employment
	4
	6
	1
	

	Improves access to childcare
	3
	7
	1
	


Thank you for taking the time to complete the questionnaire.  Your views are important to us.

Please return the completed questionnaire in the pre-paid envelope supplied.

Annex G 

Reference Materials for Metric Indicator Evaluation – Florence

Assessment categories:

· Economic Viability (E)

· Service Provision (S)

· Technical Performance (T)

Contributors:

Giorgio Ambrosino

Claudia Binazzi

Neri di Volo

Andrea Ferrari

Florence, January 2004

23 Evaluation Methodology at Florence Site

On the basis of the common evaluation methodology guidelines defined, the Florence evaluation process is described in terms of the technical approach and of the related activities to be performed.

ATAF will commit its structure to conduct an array of costumer satisfaction surveys at the Florence site.

The services provided in Florence under FAMS are evaluated on the basis of the set of indicators established in D2. They are collected in different ways: 

· a data collection directly from the service provider (ATAF) and its operators

· an automatic operational data collection provided by the controlling system

· focus groups with users/operators

· for the remaining indicators, that requested a passenger survey, a set of interviews has been carried out to an adequate (statistically meaningful) sample of passengers (see table below)

· at web architecture level the indicators will be deduced from the automatic log procedures included in the application software.

23.1 Technical Approach at the Florence Site

In order to reach the identified objectives, the following main tasks are foreseen for the development of the evaluation phase:

1) Definition and identification of the reference service scenarios 

2) Definition of the investigation methodology and tools: surveys, interviews, automatic data collection, analysis in terms of methodology, sample size, …

3) On-site surveys (off-line and on-line)

4) Testing and monitoring in real operational service scenarios/situations - acquisition of specific on-field operational feedback

5) Information and data collection (characteristics of the different target-users - age, employment status, social status, wheel chair or not, …- , typology of fruition of the service and booking, etc.)

6) Data analysis

7) Realisation of the Agency

8) Same activities as point 3/4/5/6 after the realisation and the start of operation of the Agency

9) Comparison of the results

10) Conclusions
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These activities will permit the definition of the chosen set of indicators, pointing out the strong and weak points of the designed architecture.

The approach identified to analyse the FAMS structure is based on two levels:

· Qualitative

· Quantitative

and on two different temporal horizons within the project:

· Before the realisation of the FAMS Agency

· After the introduction and the operation of FAMS

	PHASES
	METHODOLOGY
	

	Setting up a qualitative analysis/survey
	focus group, discussion groups, no structured interviews
	QUALITATIVE

	Preparation of a draft questionnaire
	Working group involving different operators
	

	Test
	Testing the questionnaire
	

	Definitive questionnaire
	Working group involving different operators
	

	Direct surveys
	Survey on-field

Survey by telephone

Service data collection

…
	QUANTITATIVE

	Results 
	Statistic
	


The Qualitative phase focuses the situation and the transport process taking into account different characteristics of the identified user groups, level of service fruition, typology of needs, etc.

At the end of this phase it will be possible to obtain general but no statistical criteria can be taken into account. Psychologists and sociologists are involved in this phase.

This approach involves:

· Setting up of a qualitative analysis/survey (focus group, discussion groups, no structured interviews);

· Preparation of a draft questionnaire;

· Testing of the realised questionnaire;

· Design of a definitive questionnaire;

· Performing of a qualitative direct survey;

· Collection and analysis of the results.

This phase will include the collection of data regarding the service (number of unanswered trip requests, failed bookings, failed trips, etc.), that can give a numerical confirmation to the opinions gathered from users and operators of the different services analysed.

23.2 Investigation Methodology at the Florence Site

As partly mentioned before, the evaluation will be carried out by means of:

OFF-LINE surveys:

· Focus groups with some user categories and associations (elderly, disabled, …) 

· Focus groups with the main operational, technical and company stakeholders;

· Service data collection

ON-LINE surveys:

· Data collection on passengers’ opinions - on-board surveys, questionnaires, interviews and direct observation, etc.

23.3 Focus Groups

Focus groups are qualitative discussion groups among a small group of participants (6-10) and a moderator whose role is steering the discussion on the specific topic in order to obtain a behavioural evaluation and a measurement of the attitudes towards existing and under development services. In other terms, the Focus Group Methodology is a qualitative analysis based on an open discussion of inputs that the existing and under development information systems/services could provide to the users.

Focus groups provide qualitative measurements rather than quantitative data. Therefore, in order to achieve a numerical judgements value of the relevance of the different aspects involved in the information provision, the results of the Focus Groups will also be weighted in a numerical scale.

The phases of this motivational analysis are:

· de-conditioning

· presentation

· inflame - stirring up

· individual work

· group work/discussion

· greetings.

Objective of the investigation

To find out information on:

· Typology and characteristics of the service that are most relevant from the different stakeholders point of view

· “Quality elements” of the service provision chain (from the service booking to the related information and the service itself)

· Weak and strong points in the actual service chain 

· Expectations for the future

· Behavioural evaluation of the service

· Waited, hoped quality

· Perceived quality by users/other stakeholders

· Price of the service

· Personnel attitudes towards FAMS Agency and ITS in general

· Informative advertising

· Trips Origins & Destinations

· Alternatives for mobility

· Change in the results according to the stakeholders and users categories

· …

Target

Specific user categories (elderly, disabled, …) and associations

· Agency operators

· PT operators

· Authorities/other stakeholders

· Providers/Suppliers.

Methodology

· Number of focus group sessions = 6

· Maximum 6-10 persons per each group

Focus Groups will be organised with the presence of 1 moderator / co-ordinator from ATAF for each session, and the possibility of having also an external observer will be analysed.

An introductory questionnaire will be set up with the co-operation of one responsible of the control room (also responsible for the drivers).

Phases of each Focus Group:

· Opening of the meeting

· “Provision of the questionnaire”

· Group discussion

· Conclusion of the meeting

· Each focus group is about 1,5 – 2 hours long.

23.4 Interviews

The interviews are the most direct way to have a feedback about the service operated, from the users and operators point of view, that are identified as the most important categories involved in the service provision. Two main categories of survey have been defined :

1) Interviews on-field (on-board/at bus stops)

2) Interviews by phone.

The passengers interviews will be carried out preferably at bus stops because users are more disposed to be interviewed, since they are waiting for the bus arrivals and are in a more comfortable situation than when they are travelling (the same is for the interviewer).

If this collection of data will present some troubles, it will be possible to expand the sample realising interviews by-phone, by means of the C.A.T.I. methodology (Computer Assisted Telephone Interviewing).

Users will be subdivided according to their frequency of usage of PT services, in order to distinguish between current and potential (at different levels) users.
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According to ATAF experience, the three main identified users categories are:

· usual passengers (customers)

· occasional passengers (occasional customers)

· non-passengers (non-customers)

Also the refusals to make the interview should be taken into account, together with the reason for that choice, because this could be a relevant information for the Transit Company/Operator and for the Agency.

Usual customers are passengers : 

· that declare to utilise the bus normally for their main trip of the day (or just for part of it)

· that declare to have used the bus at least three times during the week before the interview, for a trip different from the main trip of the day.

Occasional customers are passengers that declare to have used the bus 1 – 2 times during the week before the interview, for a trip different from the main trip of the day.

Non-customers are passengers:

· that declare to use normally modes of transport different from the bus for their main trip of the day

· that declare not to have used a bus at least once during the week before the interview, for a trip different from the main trip of the day.

The first part of the interview is focused on the general passenger profile, while the second part will go more in details on the service provision and its different characteristics.

Each result will be combined with the results of the passengers profile and with the typology of service utilised (regular service/DRT), trying to make a synthesis of the results of the survey, in terms of:

· general passengers profile and needs

· passengers needs classified per:

· typology of service

· area where the trip takes place

· passenger characteristics (age, sex, culture/school level, area of residence, trip origin/destination, reason of the trip, frequency of bus usage, etc.).

23.5 Summary of the Methodology and Sample sizes

	METHOD
	TARGET
	SAMPLE SIZE

	Direct interviews
	DRT service passengers
	20 passengers per each identified service

	Focus groups
	Specific user categories (elderly, disabled, …) and associations
	6-10 persons

	
	Agency operators
	6-10 persons

	
	PT operators
	6-10 persons

	
	Authorities/other stakeholders
	6-10 persons

	
	Providers/Suppliers
	6-10 persons

	Data collection
	Service operational data
	One working standard week


24 Planning at the Florence Site

The proper FAMS evaluation activity has been anticipated by a preliminary data collection (on the service, on users and stakeholders, etc.), referred to the service operation without the Agency, whose data have been utilised as comparative data to evaluate the service, together with other absolute values.

These data have been collected during January-February 2003, in time before the real FAMS Agency operation (June 2003).

The data related to the Agency operation, useful for an ex-ante/ex-post evaluation, have been collected after the full operation of the Agency, that started in June 2003 but became really operational only after summer because of the lack of significant amounts of users during summer holidays.

The final actual Task and Time Plan for all the activities carried out for the FAMS Evaluation are described in the following table.

	Time-based activity plan for the Florence Site (blu color activities already carried out, red color foreseen activities)

	
	 
	
	8
	9
	10
	11
	 
	15
	16
	17
	18
	19
	20
	21
	22
	23
	24

	
	Month (Year 2002/2003)
	
	October
	November 
	December
	January
	…..
	May
	June
	July
	August
	September
	October
	November
	December
	January
	February

	
	 
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	ex-ante FAMS Agency
	Definition and identification of the reference service scenarios
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Definition of the investigation methodology and tools
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	On-site surveys (off-line and on-line)  of the existing services
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Testing and monitoring in real operational service scenarios/situations
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Information and data collection
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Data processing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Data analysis
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Start -up of the Agency
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	ex-post FAMS Agency
	On-site surveys (off-line and on-line) of the FAMS Agency impacts
	
	 
	 
	 
	 
	 
	 
	
	 
	 
	
	 
	
	
	
	

	
	Testing and monitoring in real operational service scenarios/situations
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Information and data collection 
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Data processing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Data analysis
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Comparison of the results
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	

	
	Conclusions / Evaluation report
	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	
	
	


(blue = completed activities, red = activities not completed yet)

In the following table a synthesis of the indicators that have been/will be evaluated in the Florence site is given, together with the investigation method and other characteristics (sample size, type of elaboration, etc.).

	Indicator Ref. No
	Site Objective 
	Collection method
	Other characteristics (sample size, etc.)
	Indicators that Address the Site Objective

	
	
	
	
	

	Economic viability

	E20
	Book the journey in advance
	Automatic system data collection
	1 standard working week
	Number of bookings per vehicle journey

	E1a
	Buses & workers optimisation
	Service data & cost (Kms, TDC, drivers, operators, fuel, maintenance, other costs, ...) manual collection & post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Operating cost per revenue hour

	E12a
	Traffic impact reduction
	Service data (number of passengers, kms, service hours, ...) automatic collection & manual post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Number of trips per revenue hour

	E13
	Buses & workers optimisation
	Service data (number of passengers, kms, service hours, ...) automatic collection & manual post processing
	1 standard working week
	Active revenue hours per vehicle hour

	E22a/b
	Cost saving
	Service data & cost (Kms, TDC, drivers, operators, fuel, maintenance, other costs, ...) manual collection & post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Booking and dispatch cost per passenger (TDC cost)

	E23
	Improve efficiency
	Operators survey (manual data collection)
	1 standard working week
	Labour productivity

	E2a
	Buses & workers optimisation
	Service data & cost (Kms, TDC, drivers, operators, fuel, maintenance, other costs, ...) manual collection & post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Operating cost per vehicle hour

	E3a
	Cost saving
	Service data & cost (n. of passengers, Kms, TDC, drivers, operators, fuel, maintenance, other costs, ...) manual collection & post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Operating cost per trip

	E5
	Increase number of clients
	Automatic system data collection
	1 standard working week
	Load factor

	E9
	Cost saving
	Service data & cost (n. of passengers, Kms, TDC, drivers, operators, fuel, maintenance, other costs, ...) manual collection & post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Fare revenue/operating cost

	E10
	Buses & workers optimisation
	Service data & cost (n. of passengers, Kms, TDC, drivers, operators, fuel, maintenance, other costs, ...) manual collection & post processing
	1 year service data – 2002 - (for ex-ante indicators); 3 months service data (for ex-post indicators)
	Service kilometres per revenue hour 

	E21b
	Increase the number of clients
	Automatic data collection provided by FAMS portal
	1 standard working week (only ex-post indicator)
	Number of accesses per day

	E21c
	Increase the number of clients
	Automatic data collection provided by FAMS portal
	1 standard working week (only ex-post indicator)
	Number of bookings per day

	
	
	
	
	

	Service provision

	S1
	Transport efficiency improvement 
	Service description
	Service characteristics
	Service description (hours of service, km/year, number of meeting points, etc.)

	S12
	Increase the number of clients
	Operators survey (manual data collection)
	1 standard working week
	Rejection rate of customers requesting a trip

	S17
	Traffic impact reduction
	Geoprocessing elaboration: 1. area covered by DRT service (200 m offset from the line path) vs populated area in the reference zone
	Ex-ante indicator: DRT path per each considered area at the end of 2002; Ex-Post indicator: DRT path per each considered area in November 2003
	% of resident population served in area 

	S19
	Care of passengers
	Passengers survey (direct interviews)
	20 passengers per each identified service (Disabled service: all ATAF users – 70 users)
	Characteristics of passengers

	S20a
	Travel comfortably
	Passengers survey (direct interviews)
	20 passengers per each identified service (Disabled service: all ATAF users – 70 users)
	Service utilisation by passengers

	S21
	Provision of services for disabled, elderly…
	Focus group with disabled & elderly users, associations & operators
	1 focus group session with disabled users & associations: 10 people; 1 focus group with operators: 10 people (december 2002); 1 focus group with elderly users (10 people)
	Accessibility of passengers to vehicles

	S25a
	DRT and flexible services integration / Different operator integration
	Passengers survey (direct interviews)
	20 passengers per each identified service (Disabled service: all ATAF users – 70 users)
	% of passengers with transfers

	S31
	Travel comfortably
	Passengers survey (direct interviews)
	20 passengers per each identified service (Disabled service: all ATAF users – 70 users)
	Passenger’s sense of control and independence

	S32
	Move with reasonable fees / Increase the number of clients
	Passengers survey (direct interviews)
	20 passengers per each identified service (Disabled service: all ATAF users – 70 users)
	Willingness to pay

	S33
	Easier access to the services
	Passengers survey (direct interviews)
	20 passengers per each identified service (Disabled service: all ATAF users – 70 users)
	Ease of making reservations

	S4
	Reach destination in time
	On-site verification
	1 standard week survey
	Service reliability

	S5a
	Increase the number of clients
	Service data collection & post-processing
	1 standard week survey
	Failed passenger trips (%)

	
	
	
	
	

	Technical performance

	T10
	Use reliable technological support
	Automatic data collection
	1 month (ex-ante January 2003)
	% System uptime

	T12
	Use reliable technological support
	Operators survey: 1 focus group with agency operators
	10 operators – December 2003
	System reliability

	T9a
	Use reliable technological support
	Operators survey: 1 focus group with agency operators
	10 operators – December 2003
	System performance 

	T17a
	Transport efficiency improvement
	Operators & drivers survey: 1 focus group with agency operators & 1 focus group with DRT drivers
	10 operators + 10 drivers – December 2003
	Route dispatching efficiency

	T20
	Know-how and technology provision
	System analysis
	TDC SW Rel. 2002 vs new version with portal
	Potential for use of standardised systems

	T21
	Easy use of technological support
	Operators survey: 1 focus group with agency operators
	10 operators – December 2003
	TDC staff attitudes towards Travel Dispatch System (TDS)

	T24
	Improve working conditions
	Operators survey: 1 focus group with agency operators
	10 operators – December 2003
	Operator’s attitudes and acceptance levels towards the service area

	T1a
	Increase/maintain the number of clients
	TDC survey (automatic data collection from the TELECOM provider)
	1 standard working week
	Capacity of the telephone system

	T2
	Manage reservation quickly and easily
	TDC survey (automatic data collection)
	1 standard working week
	Advance trip booking time

	T3
	Manage reservation quickly and easily
	TDC survey (automatic data collection)
	1 standard working week
	Trip cancellation time

	T7
	Offer better services
	TDC survey (automatic data collection)
	1 standard working week
	Trip handling time

	T8
	Tool to plan/manage DRT
	TDC survey (automatic data collection)
	1 standard working week
	DRT system processing time (o ce lo dice la softeco o non si fa)

	T11
	Sw, equipment, new IT Technologies development
	TDC survey (automatic data collection)
	Ex-ante: Year 2002; Ex-post : 3 months (September - November 2003)
	Mean time between component failures

	T25b
	Improve working conditions
	Operators survey: 1 focus group with agency operators
	10 operators – December 2003
	Operator’s attitude to FAMS

	
	
	
	
	


25 ASSESSMENT CATEGORY: ECONOMIC VIABILITY

25.1 OPERATING COSTS (E1a/b, E2a, E3a, E9)

The evaluation of the operating cost has been performed considering two kinds of costs-classes:

· total operating cost = labour, fuel, maintenance, insurance, depreciation, general cost
· total operating cost = labour, fuel, maintenance, insurance, depreciation, but no general cost.
DRT service is generally more expensive than regular line service, but this difference is compensated by the higher rate of advantages brought by the introduction of PersonalBus in the area (increase in the area and the number of users potentially served, increase in users satisfaction and sense of independence, etc.), with a more cost-effective service: this is a result of its flexibility, allowing a better fitting to the user needs. However, any cost/benefits analysis is partial, if it doesn’t keep into account the funds that the Authorities are available to pay in order to guarantee the mobility advantages to the community and the consequent overall increase in the number of “potential users” (we can speak of “overall improvement of the perceived service quality”). With the introduction of the FAMS Agency, advantages should raise vs a decrease in the expenses, thanks to the creation of a common TDC for the management of all the flexible services, with added-value services given by new technologies. This way it will be possible also to share the TDC costs in terms of personnel, toll-free numbers, etc..

Due to the short duration of the experimentation, the main service results concerning the DRT services are more qualitative than quantitative, since only a few customers have really started to use the Agency and the Portal. This means that there is no practical impact on the amount of passengers and in the service increase, and in the related indicators.

The small differences in the indicators derive only from statistical variations, since the ex-post data in practice cover only a short period of usage by customers.

From the economic point of view instead, as mentioned above differences can be noticed due to the fact that with the introduction of the Agency concept, independently from the technological aspects, the organisation and management of different DRT services under a single structure allowed a cost saving compared to stand-alone TDC (1 TDC for 1 DRT).
The assessment category “Economic Viability” covers completely all the services considered in FAMS, except the Mobility Manager service, that is not a proper transportation service, so no data could be gathered for this category.

N.B.: for the costs calculation the TDC cost has been distributed in a uniform way between every service included in the Agency during the time of the experimentation (until December 2003): 7 total services: Campi Bisenzio DRT, Porta Romana DRT, Scandicci DRT, Sesto Fiorentino DRT, Calenzano DRT, STS Disabled, Volainbus.

25.1.1 E1a/b: TOTAL OPERATING COST PER VEHICLE / REVENUE TIME

Before FAMS (stand-alone DRTs)

	Campi PersonalBus

	E1a a)

	E1a b)


	55,13 Euro/h
	47,94 Euro/h


	Porta Romana

	E1a a)
	E1a b)

	59,97 Euro/h
	52,15 Euro/h


	Scandicci PersonalBus

	E1a a)
	E1a b)

	45,63 Euro/h
	39,68 Euro/h


	Sesto PersonalBus

	E1a a)
	E1a b)

	77,23 Euro/h
	67,16 Euro/h


	Calenzano PersonalBus

	E1a a)
	E1a b)

	131,02 Euro/h
	113,93 Euro/h


	STS Disabled

	E1a a)
	E1a b)

	72,77 Euro/h
	64,20 Euro/h


	VolainBus Service

	E1a a)
	E1a b)

	65,65 Euro/h
	56,98 Euro/h


After FAMS (common TDC-Agency)

	Campi PersonalBus

	E1a a)

	E1a b)


	46,82 Euro/h
	40,71 Euro/h


	Porta Romana

	E1a a)
	E1a b)

	40,64 Euro/h
	35,34 Euro/h


	Scandicci PersonalBus 

	E1a a)
	E1a b)

	36,19 Euro/h
	31,47 Euro/h


	Sesto PersonalBus 

	E1a a)
	E1a b)

	46,93 Euro/h
	40,81 Euro/h


	Calenzano PersonalBus 

	E1a a)
	E1a b)

	70,43 Euro/h
	61,24 Euro/h


	STS Disabled

	E1a a)
	E1a b)

	57,75 Euro/h
	50,95 Euro/h


	VolainBus Service

	E1a a)
	E1a b)

	52,10 Euro/h
	45,22 Euro/h


25.1.2 E1b: OPERATING COST / KM OFFERED

Before FAMS

	Campi PersonalBus 

	E1b a)

	E1b b)


	6,74 Euro/km
	5,86 Euro/km


	Porta Romana

	E1b a)
	E1b b)

	4,84 Euro/km
	4,21 Euro/km


	Scandicci PersonalBus 

	E1b a)
	E1b b)

	2,95 Euro/km
	2,56 Euro/km


	Sesto PersonalBus 

	E1b a)
	E1b b)

	9,84 Euro/km
	8,56 Euro/km


	Calenzano PersonalBus 

	E1b a)
	E1b b)

	15,52 Euro/km
	13,49 Euro/km


	STS Disabled

	E1b a)
	E1b b)

	5,55 Euro/km
	4,85 Euro/km


	VolainBus Service

	E1b a)
	E1b b)

	5,29 Euro/km
	4,60 Euro/km


After FAMS

	Campi PersonalBus 

	E1b a)

	E1b b)


	5,72 Euro/km
	4,98 Euro/km


	Porta Romana

	E1b a)
	E1b b)

	3,28 Euro/km
	2,85 Euro/km


	Scandicci PersonalBus 

	E1b a)
	E1b b)

	2,34 Euro/km
	2,03 Euro/km


	Sesto PersonalBus 

	E1b a)
	E1b b)

	5,98 Euro/km
	5,20 Euro/km


	Calenzano PersonalBus 

	E1b a)
	E1b b)

	8,34 Euro/km
	7,25 Euro/km


	STS Disabled

	E1b a)
	E1b b)

	4,41 Euro/km
	3,85 Euro/km


	VolainBus Service

	E1b a)
	E1b b)

	4,20 Euro/km
	3,65 Euro/km


25.1.3 E2a: TOTAL OPERATING COST / VEHICLE TIME (revenue time + dead time) 

Before FAMS

	Campi PersonalBus 

	E2 a)

	E2 b)


	52,92 Euro/h
	46,02 Euro/h


	Porta Romana

	E2 a)
	E2 b)

	54,57 Euro/h
	47,46 Euro/h


	Scandicci PersonalBus 

	E2 a)
	E2 b)

	41,52 Euro/h
	36,11 Euro/h


	Sesto PersonalBus 

	E2 a)
	E2 b)

	73,37 Euro/h
	63,80 Euro/h


	Calenzano PersonalBus 

	E2 a)
	E2 b)

	121,85 Euro/h
	105,96 Euro/h


	STS Disabled

	E2 a)
	E2 b)

	69,25 Euro/h
	60,98 Euro/h


	VolainBus Service

	E2a a)
	E2a b)

	63,01 Euro/h
	54,78 Euro/h


After FAMS

	Campi PersonalBus 

	E2 a)

	E2 b)


	44,95 Euro/h
	39,09 Euro/h


	Porta Romana

	E2 a)
	E2 b)

	36,98 Euro/h
	32,16 Euro/h


	Scandicci PersonalBus 

	E2 a)
	E2 b)

	32,93 Euro/h
	28,64 Euro/h


	Sesto PersonalBus 

	E2 a)
	E2 b)

	44,58 Euro/h
	38,77 Euro/h


	Calenzano PersonalBus 

	E2 a)
	E2 b)

	65,50 Euro/h
	56,95 Euro/h


	STS Disabled

	E2 a)
	E2 b)

	54,96 Euro/h
	48,40 Euro/h


	VolainBus Service

	E2a a)
	E2a b)

	50,00 Euro/h
	43,48 Euro/h


25.1.4 OPERATING COST PER RIDE (E3= Operating cost per passenger trip)

Before FAMS

	Campi PersonalBus 

	E3 a)

	E3 b)


	6,97 Euro/pass
	6,06 Euro/pass


	Porta Romana

	E3 a)
	E3 b)

	5,85 Euro/pass
	5,09 Euro/pass


	Scandicci PersonalBus 

	E3 a)
	E3 b)

	5,85 Euro/pass
	5,09 Euro/pass


	Sesto PersonalBus 

	E3 a)
	E3 b)

	10,37 Euro/pass
	9,01 Euro/pass


	Calenzano PersonalBus 

	E3 a)
	E3 b)

	17,32 Euro/pass
	15,07 Euro/pass


	STS Disabled

	E3a a)
	E3a b)

	37,38 Euro/pass
	33,21 Euro/pass


	Volainbus Service

	E3a a)
	E3a b)

	5,85 Euro/pass
	5,09 Euro/pass


After FAMS

	Campi PersonalBus 

	E3 a)

	E3 b)


	5,92 Euro/pass
	5,15 Euro/pass


	Porta Romana

	E3 a)
	E3 b)

	3,96 Euro/pass
	3,45 Euro/pass


	Scandicci PersonalBus 

	E3 a)
	E3 b)

	4,64 Euro/pass
	4,04 Euro/pass


	Sesto PersonalBus 

	E3 a)
	E3 b)

	6,30 Euro/pass
	5,48 Euro/pass


	Calenzano PersonalBus 

	E3 a)
	E3 b)

	9,31 Euro/pass
	8,10 Euro/pass


	STS Disabled

	E3a a)
	E3a b)

	29,67 Euro/pass
	26,36 Euro/pass


	Volainbus Service

	E3a a)
	E3a b)

	4,64 Euro/pass
	4,04 Euro/pass


25.1.5 FARE REVENUE / OPERATING COST (E9)

Before FAMS

	Campi Personalbus 

	E9 a)

	E9 b)


	0,09
	0,10


	Porta Romana

	E9 a)
	E9 b)

	0,10
	0,12


	Scandicci Personalbus 

	E9 a)

	E9 b)


	0,10
	0,12


	Sesto Personalbus 

	E9 a)

	E9 b)


	0,06
	0,07


	Calenzano Personalbus 

	E9 a)

	E9 b)


	0,03
	0,04


	STS Disabled

	E9 a)
	E9 b)

	0,33
	0,37


	VolainBus Service

	E9 a)
	E9 b)

	0,66
	0,71


After FAMS

	Campi Personalbus 

	E9 a)

	E9 b)


	0,10
	0,12


	Porta Romana

	E9 a)
	E9 b)

	0,15
	0,17


	Scandicci Personalbus 

	E9 a)

	E9 b)


	0,13
	0,15


	Sesto Personalbus 

	E9 a)

	E9 b)


	0,10
	0,11


	Calenzano Personalbus 

	E9 a)

	E9 b)


	0,06
	0,07


	STS Disabled

	E9 a)
	E9 b)

	0,42
	0,47


	VolainBus Service

	E9 a)
	E9 b)

	0,84
	0,90


25.2 VEHICLE USAGE (E5, E10, E12, E13, E20)

25.2.1 E5: LOAD FACTOR = PASSENGERS TRIP KILOMETRES / SEAT KILOMETRES

Pre/Post FAMS

The data have not changed yet since the impacts in terms of amount of users and vehicles optimisation are not significant yet (for Volainbus service the amount of passengers that book the trip in advance is still a non relevant percentage).

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled
	VolainBus Service

	E5
	0,11
	0,08
	0,07
	0,03
	0,12
	0,68
	0,16


25.2.2 E10 = TOTAL ACTUAL TRIP KILOMETRES / TOTAL VEHICLE HOURS

The results obtained are similar to the whole ATAF network, except for Porta Romana service, that presents a higher value due to the absence of unusual situations of traffic congestion in the served zones. The low value is also due to the fact that DRT services sometimes remain stopped at the terminal waiting for a new customer because there are no bookings, even if this time has been taken into account for this calculation anyway. Also in this case the data for pre and past FAMS are the same since the service is the same, the changes regard mostly the TDC organisation and the related costs.

	Campi Personalbus 

	E10 = DISTANCE TRAVELLED / VEHICLE TIME

	8,20 Km/h


	Porta Romana

	E10 b) = DISTANCE TRAVELLED / VEHICLE TIME

	12,39 Km/h


	Scandicci Personalbus 

	E10 = DISTANCE TRAVELLED / VEHICLE TIME

	15,47 Km/h


	Sesto Personalbus 

	E10 = DISTANCE TRAVELLED / VEHICLE TIME

	7,85 Km/h


	Calenzano Personalbus 

	E10 = DISTANCE TRAVELLED / VEHICLE TIME

	8,44 Km/h


	STS Disabled

	E10 b) = DISTANCE TRAVELLED / VEHICLE TIME

	13,36 Km/h


	VolainBus Service

	E10 b) = DISTANCE TRAVELLED / VEHICLE TIME

	12,08 Km/h


25.2.3 PASSENGER USAGE (E12 = Number of passengers trips per vehicle revenue hour)

25.2.4 E12a = number of passengers boarding the vehicles / revenue time (pass/h)

Pre/Post FAMS

The data have not changed yet since the impacts in terms of amount of users and vehicles optimisation are not significant yet.

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled
	VolainBus Service

	E12
	7,91
	10,25
	7,80
	7,45
	7,56
	1,7
	10,82


25.2.5 E13= VEHICLE UTILISATION

Pre/Post FAMS

The data have not changed yet since the impacts in terms of amount of users and vehicles optimisation are not significant yet.

	Campi Personalbus 

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,04
	0,96


	Porta Romana

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,10
	0,91


	Scandicci Personalbus 

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,11
	0,90


	Sesto Personalbus 

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,05
	0,95


	Calenzano Personalbus 

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,08
	0,93


	STS Disabled

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,05
	0,95


	VolainBus Service

	E13 a) = VEHICLE TIME / ACTIVE REVENUE TIME
	E13 b) = ACTIVE REVENUE TIME / VEHICLE TIME

	1,07
	0,93


25.2.6 E20: NUMBER OF BOOKINGS PER TRIP (total = via phone & web)

Pre/Post FAMS

The data have not changed yet since the impacts in terms of amount of users that book via web and vehicles optimisation are not significant yet (for Volainbus service the amount of passengers that book the trip in advance is still a non relevant number).

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled

	E20
	2,3
	3,0
	2,2
	2,1
	2,1
	1,2


25.3 E22: BOOKING AND DISPATCH COST PER PASSENGER (€/pass) (no general costs)

The pre-FAMS TDC cost for Volainbus has not been considered since it was not a DRT service before FAMS.

Before FAMS

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled

	E22
	1,29
	2,38
	1,51
	5,13
	10,12
	14,92


After FAMS

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled
	Volainbus

	E22
	0,37
	0,74
	0,45
	1,60
	3,15
	4,48
	0,32


25.4 LABOUR PRODUCTIVITY (E23 = Number of connected phone calls per active TDC hours)

E23 = Number of connected phone calls per active TDC hours (calls/h)

Pre/Post FAMS

The data have not changed yet since the impacts in terms of amount of users and vehicles optimisation are not significant yet.

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled

	E23
	4,8
	0,93
	3,39
	0,06
	0,01
	0,95


25.5 E21: INCREASE THE NUMBER OF CLIENTS

25.5.1 E21b: NUMBER OF ACCESSES PER DAY (acc./day)

After FAMS

The indicator is registered according to the total of accesses per day, independently from the reference service.

E21b = 38,7 acc./day

25.5.2 E21c: NUMBER OF BOOKINGS PER DAY (book./day made via FAMS Portal)

After FAMS

	
	Campi Personalbus 
	Porta Romana
	Scandicci PersonalBus
	Sesto PersonalBus
	Calenzano PersonalBus
	STS Disabled
	Volainbus

	E21c
	3,67
	2,95
	0,47
	0,32
	0,36
	0,46
	1,24


ASSESSMENT CATEGORY: SERVICE PROVISION (S)

The assessment category “Service Provision” covers completely all the services considered in FAMS, except for the “Volainbus” service, for which only a few data are meningful since it is not a DRT service, and the Mobility Manager service, that is not a proper transportation service, so that only the charecteristics of the target users could be evaluated, in terms of users age, activity, etc..

Most of the indicators have not changed with the introduction of the FAMS Agency since the main objective at least for this first experimentation was to save costs thanks to the optimisation of TDC and the related service provision, minimising the high rate of costs that a stand-alone DRT service must face, sometimes not affordable by small companies.

25.6 COVERAGE OF SERVICE (S1-S17)

The coverage of service is described by means of the S1 and S17 indicators, in terms of hours of service offered to the customers and to the potential users. The indicators are obtained directly from the service operators involved, and collecting the operational data related with the covered area.

This aspect of the service has not changed yet since the creation of the Agency.

25.6.1 S1: SERVICE HOURS

	SERVICE HOURS PERSONALBUS CAMPI
	BEFORE/AFTER FAMS

	WEEKDAYS
	6.30-20.00

	WEEKENDS
	6.30-20.00 (Saturday)

	Km/year
	120.576

	Meeting points
	181


	SERVICE HOURS PERSONALBUS SCANDICCI
	BEFORE/AFTER FAMS

	WEEKDAYS
	6.30-21.00

	WEEKENDS
	6.30-21.00 (Saturday)

	Km/year
	191.149

	Meeting points
	132


	SERVICE HOURS PERSONALBUS SESTO
	BEFORE/AFTER FAMS

	WEEKDAYS
	7.00-19.00

	WEEKENDS
	7.00-19.00 (Saturday)

	Km/year
	28.712

	Meeting points
	30


	SERVICE HOURS PERSONALBUS CALENZANO
	BEFORE/AFTER FAMS

	WEEKDAYS
	9.00-11.30; 14.00-15.30; 17.30-19.30

	WEEKENDS
	9.00-11.30; 14.00-15.30; 17.30-19.30 (Saturday)

	Km/year
	15.453

	Meeting points
	62


	SERVICE HOURS

PORTA ROMANA
	BEFORE/AFTER FAMS

	WEEKDAYS
	6.30-21.00

	WEEKENDS
	6.30-21.00

	Km/year
	71.086

	Meeting points
	40


	SERVICE HOURS

STS DISABLED 
	BEFORE/AFTER FAMS

	WEEKDAYS
	7.00-20.30

	WEEKENDS
	7.00-20.30

	Km/year
	180.168

	Meeting points
	90


	SERVICE HOURS

VOLAINBUS
	BEFORE/AFTER FAMS

	WEEKDAYS
	5.30-23.30

	WEEKENDS
	5.30-23.30

	Km/year
	156.585

	Meeting points
	5

	Trips per day
	66


25.6.2 S17: SERVICE EXTENSION

The calculation of the area covered by the service has been made first referred to the whole area of the reference zone/municipality, and then has been referred to the sub-areas where most of the population is concentrated ((95÷100% of the resident population). The area covered by DRT is estimated, by literature, as a 200 m offset from the path of all the possible paths. The area covered by the Disabled Service is 100% of the reference zone given the fact that the extension of this service is given just by the necessities of this particular user category.

In the following pictures the graphical construction utilised for the geoprocessing calculation of these indicators is given, based on a standard G.I.S..

Pre/post FAMS

	(S17)
	% of population served in the area

	CAMPI PERSONALBUS
	79

	PORTA ROMANA
	23

	SCANDICCI PERSONALBUS
	20

	SESTO PERSONALBUS
	31

	CALENZANO PERSONALBUS
	56

	DISABLED
	100


25.7 S12: USERS REJECTION RATE

The rejection rate of callers requesting the DRT service has been evaluated considering as accepted all the bookings for the following days, that have a higher level of priority. 

From the survey, infact, emerged the fact that the only customers that sometimes cannot have a trip guaranteed are those who call within about one hour before the requested trip: in this situation sometimes it is not possible to provide a trip that fits the necessity of the caller, given the maximum number of busses and drivers available for the services.

For Sesto Fiorentino and Calenzano PersonalBus, at the moment, booking is only possible off-line, so that all the bookings are accepted. The same is for the Disabled Service.

The small changes between pre and post-FAMS are mainly due to the fact that with FAMS there has been a small increase in off-line bookings (the main target of FAMS Agency), together with statistical variations due to the shorter time period when data have been gathered.

The increase in off-line bookings permitted a better service organisation, with a little decrease in users rejection rate.

Before FAMS

	 (S12)
	Rejection rate of callers requesting service (%)

	CAMPI PERSONALBUS
	8,8

	PORTA ROMANA
	11,1

	SCANDICCI PERSONALBUS
	8,2

	SESTO PERSONALBUS
	0

	CALENZANO PERSONALBUS
	0

	DISABLED
	0


After FAMS

	(S12)
	Rejection rate of callers requesting service (%)

	CAMPI PERSONALBUS
	7,9

	PORTA ROMANA
	10,5

	SCANDICCI PERSONALBUS
	7,9

	SESTO PERSONALBUS
	0

	CALENZANO PERSONALBUS
	0

	DISABLED
	0

	Volainbus
	0














25.8 SERVICE RELIABILITY (S4-S5)

The service reliability has been assessed through the on-site verification and service data collection and the subsequent data post-processing. The current results are quite good in terms of correspondence between scheduled and actual arrivals and departures, and also in terms of failed trips, most of which are caused by mechanical problems of busses, and not to hardware/software components.

The values are the same for before and after FAMS since the Agency does not affect the trip planning phase.

Pre/post FAMS

Campi Personalbus

	S4a
	% late departures
	4

	S4b
	% late arrivals
	12*

	S5
	% failed trips
	3**


Porta Romana

	S4a
	% late departures
	3

	S4b
	% late arrivals
	9*

	S5
	% failed trips
	3**


Scandicci Personalbus

	S4a
	% late departures
	5

	S4b
	% late arrivals
	14*

	S5
	% failed trips
	3**


Sesto Personalbus

	S4a
	% late departures
	5

	S4b
	% late arrivals
	15*

	S5
	% failed trips
	4**


Calenzano Personalbus

	S4a
	% late departures
	4

	S4b
	% late arrivals
	11*

	S5
	% failed trips
	4**


STS Disabled

	S4a
	% late departures
	3

	S4b
	% late arrivals
	7*

	S5
	% failed trips
	2**


VolainBus Service ***

	S4a
	% late departures
	2

	S4b
	% late arrivals
	9*

	S5
	% failed trips
	3**


* late arrivals mainly depend on unusual situations of congestion in traffic

** failed trips/lost runs are mainly caused by mechanical problems of busses.

*** at present this service is not a DRT so it is planned in the traditional way

25.9 PASSENGER CONVENIENCE (S25, S21, S20a, S31, S32, S33)

S21, S31, S32, S33

By means of a set of on-board interviews, the indicators chosen to describe the customers’ perception of the DRT services under FAMS have been evaluated. The results are quite similar for all the services provided, except for the willingness to pay: the focus groups carried out with the disabled people revealed that they are available to pay higher fares in order to obtain better services, more suitable to their specific needs; the S21 indicator has been evaluated by means of specific focus groups with disabled & elderly users.

Before FAMS

Campi Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	10%
	45%
	25%
	10%
	5%
	5%

	S31

Control and independence
	35%
	40%
	10%
	15%
	
	

	S32

Willingness to pay
	10%
	75%
	
	10%
	5%
	

	S33

Ease of making reservations
	15%
	30%
	40%
	10%
	5%
	


Porta Romana

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	40%
	50%
	5%
	5%
	-
	-

	S31

Control and independence
	35%
	40%
	10%
	15%
	
	

	S32

Willingness to pay
	5%
	75%
	10%
	5%
	5%
	

	S33

Ease of making reservations
	15%
	30%
	45%
	5%
	5%
	


Scandicci Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	5%
	40%
	35%
	10%
	5%
	5%

	S31

Control and independence
	30%
	35%
	15%
	15%
	5%
	-

	S32

Willingness to pay
	10%
	60%
	15%
	10%
	5%
	-

	S33

Ease of making reservations
	15%
	40%
	30%
	5%
	10%
	-


Sesto Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	10%
	40%
	30%
	10%
	5%
	5%

	S31

Control and independence
	25%
	35%
	25%
	15%
	
	

	S32

Willingness to pay
	10%
	70%
	10%
	5%
	5%
	

	S33

Ease of making reservations
	20%
	25%
	35%
	10%
	10%
	


Calenzano Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	15%
	45%
	20%
	10%
	5%
	5%

	S31

Control and independence
	20%
	25%
	20%
	25%
	10%
	

	S32

Willingness to pay
	15%
	70%
	5%
	10%
	-
	

	S33

Ease of making reservations
	5%
	30%
	45%
	10%
	10%
	


Disabled

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	35%
	50%
	5%
	5%
	-
	-

	S31

Control and independence
	37.1%
	41.4%
	11.4%
	10.0%
	-
	-

	S32

Willingness to pay
	14.3%
	75.7%
	8.6%
	1.4%
	-
	-

	S33

Ease of making reservations
	15.7%
	28.6%
	42.9%
	10.0%
	2.9%
	-


After FAMS

Campi Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	15%
	45%
	30%
	5%
	-
	5%

	S31

Control and independence
	40%
	40%
	10%
	10%
	
	

	S32

Willingness to pay
	20%
	75%
	
	-
	5%
	

	S33

Ease of making reservations
	15%
	30%
	35%
	10%
	10%
	


Porta Romana

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	50%
	35%
	10%
	5%
	-
	-

	S31

Control and independence
	40%
	40%
	10%
	10%
	
	

	S32

Willingness to pay
	15%
	70%
	10%
	-
	5%
	

	S33

Ease of making reservations
	15%
	30%
	50%
	5%
	-
	


Scandicci Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	10%
	45%
	25%
	10%
	5%
	5%

	S31

Control and independence
	15%
	30%
	25%
	25%
	5%
	-

	S32

Willingness to pay
	10%
	40%
	20%
	20%
	10%
	-

	S33

Ease of making reservations
	10%
	35%
	35%
	10%
	10%
	-


Sesto Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	10%
	50%
	30%
	5%
	-
	5%

	S31

Control and independence
	20%
	35%
	35%
	10%
	
	

	S32

Willingness to pay
	5%
	70%
	10%
	10%
	5%
	

	S33

Ease of making reservations
	20%
	20%
	40%
	10%
	5%
	5%


Calenzano Personalbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	5%
	35%
	25%
	20%
	15%
	

	S31

Control and independence
	10%
	25%
	25%
	25%
	15%
	

	S32

Willingness to pay
	15%
	55%
	5%
	20%
	5%
	

	S33

Ease of making reservations
	10%
	20%
	55%
	5%
	10%
	


Disabled

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	40%
	50%
	5%
	5%
	-
	-

	S31

Control and independence
	45.7%
	30.0%
	14.3%
	7.1%
	2.9%
	-

	S32

Willingness to pay
	50.0%
	27.1%
	12.9%
	8.6%
	1.4%
	-

	S33

Ease of making reservations
	17.1%
	32.9%
	41.4%
	5.7%
	2.9%
	-


Volainbus

	ITEM
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	
	1
	2
	3
	4
	5
	6

	S21

Services for disabled & elderly
	10%
	40%
	30%
	5%
	-
	15%

	S31

Control and independence
	20%
	45%
	15%
	10%
	
	10%

	S32

Willingness to pay
	35%
	60%
	5%
	
	
	

	S33

Ease of making reservations
	15%
	30%
	30%
	10%
	5%
	10%


25.9.1 S25: NUMBER OF TRANSFERS PER WEEK

(passenger survey) - After FAMS

Most of the customers use the service 5 days a week. For Porta Romana and the other DRT services it is also important to notice that there is a high percentage of 1 day/week transfers, thus demonstrating that the system is suitable also to occasional users. The disabled instead are quite a different category of users, that need the transportation service almost everyday, as shown by the 68% percentage of 5 days/week users.

	N. OF TRANSFERS PER WEEK
	CAMPI PERSONALBUS 
	PORTA ROMANA
	SCANDICCI PERSONALBUS
	SESTO PERSONALBUS
	CALENZANO PERSONAL BUS
	DISABLED
	VOLAINBUS

	1 day a-week (=2trip a day)
	25%
	30%
	20%
	20%
	25%
	0%
	15%

	2-4 days
	15%
	15%
	20%
	25%
	20%
	12%
	0%

	5 days
	50%
	50%
	55%
	40%
	45%
	68%
	0%

	Other
	10%
	5%
	5%
	15%
	10%
	20%
	85%


25.10 TRIP PURPOSE (S20a)

(passenger survey) – After FAMS

For the S20 indicators, we can notice that in Campi PersonalBus the most frequent trip motivation is work, followed by shopping (due to the presence, in the area of , of the biggest shopping centre of Italy - “I GIGLI”). In all the services, during the school-season, the service is frequently used also by students. For what concerns the disabled service, the most frequent trip motivation is the need of going to rehabilitation centres, but it is important to notice the service is utilised also for house/work/school trips, thus contributing to letting them live an ordinary every-day life.

	TRIP MOTIVATION

CAMPI PERSONALBUS 

	WORK
	50%

	SCHOOL
	15%

	SHOPPING
	25%

	VISITING FRIENDS
	5%

	MEDICAL CARE
	5%


	TRIP MOTIVATION

PORTA ROMANA

	WORK
	45%

	SCHOOL
	20%

	SHOPPING
	30%

	VISITING FRIENDS
	0%

	MEDICAL CARE
	5%


	TRIP MOTIVATION

SCANDICCI PERSONALBUS 

	WORK
	50%

	SCHOOL
	20%

	SHOPPING
	30%

	VISITING FRIENDS
	0%

	MEDICAL CARE
	0%


	TRIP MOTIVATION

SESTO PERSONALBUS 

	WORK
	50%

	SCHOOL
	10%

	SHOPPING
	30%

	VISITING FRIENDS
	5%

	MEDICAL CARE
	5%


	TRIP MOTIVATION

CALENZANO PERSONALBUS 

	WORK
	45%

	SCHOOL
	15%

	SHOPPING
	35%

	VISITING FRIENDS
	0%

	MEDICAL CARE
	5%


	TRIP MOTIVATION

STS DISABLED

	REHABILITATION CENTRE
	36%

	SCHOOL
	24%

	WORK
	24%

	OTHER
	16%


	TRIP MOTIVATION

VOLAINBUS

	REHABILITATION CENTRE
	0%

	SCHOOL
	0%

	WORK
	35%

	OTHER
	65%


	TRIP MOTIVATION

MOBILITY MANAGER

	WORK
	100% ***


*** the service regards only commuters of the Piana Fiorenrtina area

25.11 CORE BACKGROUND INFORMATION (S19)

(passenger survey) – After FAMS

25.11.1 S19a: AGE

The results obtained for the current DRT services show that for the Disabled service the amount of users has a prevalence of the 31-45 class-age (even if the differences are not very relevant, in the under 45 years-old categories). In Porta Romana there is a high percentage both of young and elderly customers (the service reaches a high number of schools, while the entire zone is characterised by a high concentration of elderly residents). The categories used for the Mobility Manager users profile are different from the other since the target catagory is slightly different from the other investigated services.

	AGE
	CAMPI PERSONALBUS 
	PORTA ROMANA
	SCANDICCI PERSONALBUS
	SESTO PERSONALBUS
	CALENZANO PERSONAL BUS
	DISABLED
	VOLAINBUS

	< 15 YEARS OLD
	15%
	15%
	15%
	10%
	5%
	20%
	0%

	15-30
	50%
	45%
	45%
	50%
	45%
	32%
	15%

	31-45
	25%
	20%
	25%
	30%
	25%
	44%
	40%

	46-60
	5%
	10%
	10%
	5%
	15%
	4%
	35%

	OVER 61
	5%
	10%
	5%
	5%
	10%
	0%
	10%


Mobility Manager: Age of users included in the home-work trips survey

	AGE
	%

	18-25
	9.8%

	26-35
	31.5%

	36-45
	30.0%

	46-55
	22.1%

	56-65
	3.6%

	over 65
	0.2%

	no answer
	2.8%


25.11.2 S19b: CAR AVAILABILITY

The previous indicators are confirmed by the S19b indicator: the higher rate of young/elderly users affects the rate of car ownership in Porta Romana, lower than in the other zones of the Florence Metropolitan Area (average of 1 car / 1,6 inhabitants). In this case the survey has considered mode the modal split of users than the level of car availability, so that it will be possible to check the impact of the FAMS project also in terms of modal shift to PT and other modes characterised by a lower environmental impact.
	AGE
	CAMPI PERSONALBUS 
	PORTA ROMANA
	SCANDICCI PERSONALBUS
	SESTO PERSONALBUS
	CALENZANO PERSONAL BUS
	DISABLED
	VOLAINBUS

	S19b CAR AVAILABILITY

(% OF USERS)
	40%
	40%
	40%
	45%
	45%
	0%
	0%


Mobility Manager: Mode of Transport mainly used for home-work trips

	MODE
	%

	Personal car (driver)
	77.2%

	Car (passenger)
	2.2%

	Motorcycle/Motorbike
	10.6%

	Urban bus
	3.7%

	Extraurban bus
	1.2%

	Walking
	1.9%

	Bycicle
	0.6%

	Other
	2.3%

	No answer
	0.2%


25.11.3 S19c: SOCIO-ECONOMIC GROUP

The results obtained for these S19 indicators are coherent with the other included in the S19 group:

about half of the PersonalBus users are workers/employees

in Porta Romana there is a big amount of students and retired

for the disabled the situation is different because a part of them is not in conditions to work.

Also in this case che categories used for the Mobility Manager users profile are different from the other since the target category is slightly different from the other investigated services (mostly workers, so that it has been necessary to detail more this category).

	STATUS
	CAMPI PERSONALBUS 
	PORTA ROMANA
	SCANDICCI PERSONALBUS
	SESTO PERSONALBUS
	CALENZANO PERSONAL BUS
	DISABLED
	VOLAINBUS

	WORKER
	45%
	35%
	45%
	45%
	40%
	-
	10%

	EMPLOYEE
	10%
	10%
	10%
	10%
	15%
	16%
	15%

	PROFESSIONAL
	0%
	0%
	5%
	0%
	0%
	4%
	25%

	TRADER
	0%
	0%
	0%
	5%
	5%
	-
	30%

	STUDENT
	30%
	35%
	30%
	20%
	25%
	44%
	10%

	HOUSEWIFE
	10%
	5%
	5%
	10%
	5%
	-
	0%

	RETIRED
	5%
	10%
	5%
	5%
	10%
	-
	5%

	OTHER
	0%
	5%
	0%
	5%
	0%
	36%
	5%


Mobility Manager: Activity of users included in the home-work trips survey

	STATUS
	%

	employee
	49.2%

	professor
	2.4%

	researcher
	1.0%

	student
	1.7%

	librarian
	0.4%

	part-time researcher
	1.9%

	area responsible
	3.9%

	driver
	1.1%

	stockings
	1.7%

	computer
	0.3%

	cleaning
	0.1%

	manager
	1.7%

	guardian
	0.0%

	other
	31.5%

	no answer
	3.1%


26 ASSESSMENT CATEGORY: TECHNICAL PERFORMANCE (T)

The evaluation of the system technical performance is carried out in an extensive way, through the collection of the data (and opinions) available from all the subjects involved (operators, drivers and technical developers) in the services and the automatic collection of the operational data provided by the system for all the DRT services.

Some of the results for these indicators are aggregated and indifferentiated for all the, since the PersonalBus™ system and the FAMS Agency, with their components (hardware and software) are a common tool to support all the current flexible services.

Some data could not be gathered for the Mobility Manager service since it is not a proper transportation service.
26.1 T10: % SYSTEM UPTIME

Before FAMS: The system is up 97% of the overall time when the TDC is active.

After FAMS: The system is up 91% of the overall time when the TDC is active.

26.2 SYSTEM PERFORMANCE (T12, T9a)

Before FAMS

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	T12: Reliability
	10%
	60%
	30%
	
	
	

	T9a: Speed of the system
	20%
	40%
	40%
	
	
	


After FAMS

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	T12: Reliability
	
	60%
	40%
	
	
	

	T9a: Speed of the system
	
	40%
	60%
	
	
	


T20: POTENTIAL FOR USE OF STANDARDIZED SYSTEMS

(Operator Survey)

Before FAMS

The PersonalBus™ package is implemented using standard, off-the-shelf software technology, including: Relational Database components (ORACLE Server, ODBC), a GIS sw product (MapInfo), object-oriented sw environments (Visual C++). It is currently available on PC (Pentium based) workstations, running under Microsoft Windows 2000 operating system.

The PersonalBus™ operator workplace is also equipped with a telephone line for customers reservation (toll-free, dedicated TELECOM Italy line).

After FAMS

The PersonalBus™ package is still the same as before but has been integrated by the HW and SW components for the Agency Portal:

· portal server software framework based on MS .Net technology

· web services (ASP, ASPX)

· XML data structures

· COM components for integration of FAMS web services and PersonalBus data server

· DB access through MS ADO layer and OLE DB provider (Oracle DBMS).

Concerning the Internet connection the TDC is equipped with ATAF broad-band connection (2 Mbps).

26.3 T17a: SCHEDULING-DISPATCH RELIABILITY

The service reliability has been assessed through the focus groups with operators. The current results are quite good in terms of correspondence between scheduled and actual arrivals and departures, and also in terms of failed trips, most of which are caused by mechanical problems of busses, and not to hardware/software components. In this case the evaluation has been carried out in a common way for all the services included in the Agency. Possible doubts about the system efficiency regarding FAMS mainly derive from the short experience with internet portals and with some delays/failures typical of internet connections.

Before FAMS
	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	T17a: Dispatching efficiency
	20%
	60%
	20%
	
	
	


After FAMS
	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	T17a: Dispatching efficiency
	10%
	60%
	30%
	
	
	


26.4 T21b, T24: OPERATOR’S ATTITUDES TOWARDS THE TRAVEL DISPATCH SYSTEM

(Operator survey)

26.4.1 T21b: OPERATOR’S ATTITUDES AND ACCEPTANCE TOWARDS TDC PROCEDURES

(Operator survey)

Before FAMS

	Test area and travel Dispatch System
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	Speed of the system: searching for customer addresses
	10%
	40%
	50%
	
	
	

	Speed of the system: providing scheduled line based service information
	20%
	40%
	40%
	
	
	

	Speed of program and hardware repair
	
	30%
	70%
	
	
	

	Ease of use
	
	60%
	40%
	
	
	

	Quality of guidance for operators
	
	70%
	30%
	
	
	


After FAMS

	Test area and travel Dispatch System
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	

	Speed of the system: searching for customer addresses
	10%
	40%
	50%
	
	
	

	Speed of the system: providing scheduled line based service information
	
	40%
	60%
	
	
	

	Speed of program and hardware repair
	
	40%
	60%
	
	
	

	Ease of use
	
	30%
	70%
	
	
	

	Quality of guidance for operators
	
	50%
	50%
	
	
	


26.4.2 T24: OPERATOR’S ATTITUDES AND ACCEPTANCE TOWARDS TEST AREA

(Operator survey)

Before FAMS

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	Number of stops
	20%
	70%
	10%
	
	
	

	Suitability of distance to stops for customers
	20%
	50%
	30%
	
	
	

	Size of operating area
	
	100%
	
	
	
	

	Cost of tickets
	60%
	40%
	
	
	
	


After FAMS

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	Number of stops
	10%
	80%
	10%
	
	
	

	Suitability of distance to stops for customers
	20%
	50%
	30%
	
	
	

	Size of operating area
	10%
	90%
	
	
	
	

	Cost of tickets
	50%
	50%
	
	
	
	


26.5 T1a: LOSS OF POTENTIAL CUSTOMERS (CAPACITY OF THE RESERVATION SYSTEM)
(Automatic Data Collection from the TELECOM provider & the Portal SW + TDC Survey)

The dispatcher in 1 hour (peak hours) can handle between 20/30 phone calls according to the typology of call (30 in the peak hours); the high percentage of unanswered calls for PersonalBus is due to the very high number of customers, that at present causes congestion in the telephone lines, especially for the Campi Bisenzio service; this factor affects also the Porta Romana service because they share the same TDC operator.

The little improvements shown by this indicator are quite promising since they seem to derive from the amount of off-line users who shifted from telephone to web booking, leaving the phone line less busy. With the new improvements (automatic trip confirmation via SMS/Email) should also contribute to improve this crucial aspect of DRT service provision.

Before FAMS
	T1a
	Rejection rate of callers requesting service (% of time when the phone line is busy)

	CAMPI PERSONALBUS
	35,2

	PORTA ROMANA
	22,1

	SCANDICCI PERSONALBUS
	15,3

	SESTO PERSONALBUS
	12,4

	CALENZANO PERSONALBUS
	14,2

	DISABLED
	5,5


After FAMS
	T1a
	Rejection rate of callers requesting service (% of time when the phone line is busy)

	CAMPI PERSONALBUS
	29,3

	PORTA ROMANA
	21,4

	SCANDICCI PERSONALBUS
	15,1

	SESTO PERSONALBUS
	10,4

	CALENZANO PERSONALBUS
	11,9

	DISABLED
	4,0


26.6 T2: TRIP BOOKING TIME

(Automatic Data Collection)

Before FAMS

Time necessary for the system to process the user’s request of a trip and create/delete it:

length of an average phone call = 2-3 minutes

number of phone calls handled by the dispatcher in 1 hour = 20/30 (30 in the peak hours)

the trip is generated directly in the time of the phone call, and it takes about 45 secs (on-line booking).

After FAMS (data related to via-web booking, for the ordinary booking data have not changed)

The calculations have been made considering a standard 56Kbps modem, typical of Italian Internet connections.

Time necessary for the system to process the user’s request of a trip and create/delete it:

length of an average connection = 4 minutes

number of connections handled by the portal in 1 hour = max 300

the trip is generated during the ordinary ATAF weekly DRT service planning.

26.7 T3: TRIP CANCELLATION TIME

(Automatic Data Collection)

Before FAMS

Time necessary for the cancellation of a trip: the cancellation is immediate when the operator receives the phone call (see also above) and applies the apposite procedures of the PersonalBus software. This time does not keep into account the percentage of time when the telephone line is busy and the length of the phone call.

After FAMS (data related to via-web booking, for the ordinary booking data have not changed)

The calculations have been made considering a standard 56Kbps modem, typical of Italian Internet connections.

Time necessary for the cancellation of a trip: the cancellation is immediate when the operator reaches the apposite page in the Portal. If we want to consider the extra-time due to the internet, considering an average speed as mentioned above the overall length is about 2’, that is anyway an improvement if we keep into account all the extra-times of the phone calls described for the pre-Fams situation.

26.8 T7: TRIP HANDLING TIME

(Automatic Data Collection)

Before FAMS

The system can handle 20/30 phone calls per hour (30 in the peak hour).

The average trip handling time can be considered the length of an average phone call that is 2-3’.

After FAMS

The calculations have been made considering a standard 56Kbps modem, typical of Italian Internet connections.

The average length of a via-web booking, considering an average speed, is about 4’; from this and from the available bandwidth (at least always 1 Mbps), we calculated that the portal can handle up to 300 connections per hour guaranteeing to each a bandwidth of 56K (maximum allowed for the considered categories of internet connections). To this we must add also the connections possible via phone, that is a total of 60 in the peak hour (considering the new TDC with 2 operators always active). This brings to a total amount of 360 potential connections that the Agency can guarantee in 1 hour.

26.9 T8: DRT SYSTEM PROCESSING TIME

(Automatic Data Collection)

Before FAMS

Time necessary for the system to process the user’s request of a trip and create/delete it:

length of an average phone call = 2-3 minutes

number of phone calls handled by the dispatcher in 1 hour = 20/30 (30 in the peak hours)

the trip is generated directly in the time of the phone call, and it takes about 45 secs (on-line booking).

After FAMS (data related to via-web booking, for the ordinary booking data have not changed)

The calculations have been made considering a standard 56Kbps modem, typical of Italian Internet connections.

Time necessary for the system to process the user’s request of a trip and create/delete it:

length of an average connection = 4 minutes

number of connections handled by the portal in 1 hour = max 300

the trip is generated during the ordinary ATAF weekly DRT service planning.

26.10 T11: MEAN TIME BETWEEN COMPONENT FAILURES

(Operator Survey)

Before FAMS

Time between two successive failures in the software/hardware components of the system.

At the moment the system never had any inconvenient due to hardware/software failures, but only to problems that involved the whole ATAF (loss of energy, problems with the telephone line, etc.).

We can therefore assume still a conventional MTBF = 3 months.

After FAMS

Time between two successive failures in the software/hardware components of the system.

At the moment the system never had any inconvenient due to hardware/software failures, but only to problems that involved the whole ATAF (loss of energy, problems with the telephone line and/or the whole ATAF internet connection, etc.).

Also in this case we can therefore assume a conventional MTBF = 3 months.

26.11 T25b: IMPROVE WORKING CONDITIONS (Operator’s attitude to FAMS)

(Operator Survey) – After FAMS

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	T25b: Operator’s attitude to FAMS
	10%
	70%
	10%
	10%
	
	


Annex H

Structured Interview Report – Angus Site

FO 5.1 : To successfully define, market and develop the Customer Proposition for the new transport/mobility offer

MO 5.1.2: Service Concept

This MO describes how the service concept has been positioned in the market and summarises the marketing actions taken in Angus.

The service concept in Angus has been designed to maximise the use of commercial, statutory and voluntary sector vehicles already operating in the area to provide link feeder services into existing bus networks in the market towns of Brechin, Edzell, Kirriemuir and Alyth.  The services are designed to meet the objectives of communities and individuals to offer flexible transport services to meet the ever changing needs of the area.  These services were and are promoted using leaflet drop, posters, newspaper articles, special events, travel club etc.  

Utilisation of all modes (buses, taxis, private hire vehicles, voluntary and statutory sector resources) is seen as necessary in order to avoid resistance to the concept.  If any sector is left out the concept of a truly integrated service being provided by an ‘honest broker’ non aligned agency will be questioned.  Each sector already has suspicions about the agency and the motivation for the information being collected about the service providers.  There is great mistrust between sectors.  It is important to break these barriers down and show that partnership working can work.  The deregulated environment in the UK means that only voluntary participation can be expected.  Difficulties arise when trying to plan journeys utilising more than one mode.  Concessionary travel fares are only valid on stage carriage services.  Within the Angus pilot area there are very few stage carriage services, yet many people hold concessionary travel cards.  Limited joint ticketing agreements exist for routes serving Stracathro Hospital.

Recognition of commercial vehicle under utilisation and budgetary problems being experienced by statutory bodies and end users were highlighted before the FAMS concept was designed.  

MO 5.1.3: Market Potential Assessment

In 2000 a snap shot of Angus issues was prepared and presented to the stakeholders in the area.  It was agreed that there was very little that could be done within the FAMS pilot area to improve services without a massive increase in funding.

Problems and challenges related to rural depopulation, youth issues and access to employment, training, childcare, health, education and recreation were all recognised.  A decline in tourism in Angus was also highlighted.  Hill Walking is a major pastime in the UK yet no suitable public transport services existed in Angus to meet this market.  Creating employment opportunities in the Glens of Angus was seen as vitally important if the reduction in families staying in these areas was to be reversed.  Local businesses have suffered (especially tourism) in recent years for a variety of reasons such as foot and mouth, BSE, the high exchange rate of the pound, the lack of public transport and bad weather resulting in flooding.

The creation of user groups to determine the targeted service levels for their own area was seen as vitally important from an early stage.  Expressing perceived transport difficulties into travel journeys when services are introduced is not an exact science.  It is necessary to establish how and why people travelled before the new services were introduced.  The residents are used to decades of declining services and are concerned that these new services may not continue into the future, making people reluctant to be reliant on a service with no guarantee of future funding.  Low expectation and suspicion leads to the “too good to be true” feeling and “what’s the catch” attitude.  People do not respond to new ideas: they like certainty.  DRT services, when operated only on demand, add to the perception of uncertainty for some customers’.  Access to multiple modes may provide the most cost effective solution, but does this meet the passengers’ expectations?  Trying to establish the latent unmet demand has partially been met by the creation of the Angus Travel Club based around 90 individual interests and hobbies.

The FAMS concept is also new for operators and drivers in Angus.  Being able to identify new markets through participation in the FAMS project is a bonus for the operators.  In return it has been expected that the operators provide full co-operation in the evaluation of the FAMS concept.  This appears to be an effective quid pro arrangement, but this remains to be seen.

The cost of calling the TDC has been seen as unnecessary by some customers who do not understand why it is not possible to deal with the driver directly.  This may be orchestrated by operators as a way of keeping regular customers for themselves.  Whilst directly contacting drivers or operators can guarantee business, it does not meet the FAMS objectives of maximising the use of all existing resources, which should ultimately benefit the customers.  

Demographic data was used to forecast the total travel potential for the Angus area.  It was anticipated that, as school transport vehicles were to be used, these figures would provide the cornerstone to services.  Car ownership and existing travel use was also taken into consideration.  Working with local groups it was possible to project anticipated tourist growth.  

It was also felt that special events co-ordination, car sharing and parcel deliveries could be added to the list of services provided.   

Consequently, the chaos theory was seen as a suitable model to adopt for the Angus project.  It is hoped that order will result from this approach.  No restrictions other than finance (ability of the individual to pay and communicate with the TDC) are foreseen.

MO 5.1.4: External assistance for development of the customer proposition
Throughout the design process extensive consultation took place with the different stakeholders.  The main players were the user groups, Scottish Enterprise, Angus Childcare Partnership, Tourist Board, NHS Tayside, Angus Council Economic Development Department, Angus Mental Health, Angus Rural Partnership and Forward Scotland.  Feedback from the activities of these groups was used to highlight the issues to be taken into account when designing project.  The stakeholders were used for information sourcing and financial support in putting together a funding package.  

Continued meetings with the stakeholders highlight the success or otherwise of the concept in operation.  These meetings take place on a one to one basis.  This has proved to be the most successful (albeit the most time consuming) solution.  Earlier joint meetings did not reveal all the issues due to the reluctance of some to publicly admit to problems.  For example Angus Council’s Planning and Transportation Department’s reluctance to accept the evidence of commercial resources being available to meet unmet demands.

The overall attitude to FAMS in Angus was favourable with 80% wanting the concept to work and 20% feeling threatened by it.

FO 5.2 : To successfully define, plan and implement changes to the Business Processes, where necessary to the Organisational Structure, to support the new mobility services

MO 5.2.1: To identify the changes required to the business processes of an operator or agency to support and exploit ITS-supported DRT.

In a deregulated environment using an agency (the TDC) to act as a broker for best value for customers the following processes are required:

1. Impartiality – the TDC cannot be seen to be aligned to any one operator.

2. Transparency – the actions of the agency must be accounted for and easily reported.

3. Flexibility – the agency must design its service provision to meet the needs of operators and customers.

4. Training – the agency must take responsibility for all aspects of training related to the delivery of DRT services, i.e. the TDC staff, drivers, supervisors, clients, customers.

5. Complaints – the agency must act as the processor and arbitrator between the supplier of equipment and any customer/operator complaints.  

6. Quality controller – the agency must be able to demonstrate performance of service regarding complaints, late/early arrival, vehicle reliability, missed trips, no shows etc.

7. Data protection – the agency must adhere to the data protection guidelines.

8. Brokerage – the agency must be able to build working relationships with operators, statutory bodies, community groups and other providers of transport.   

9. Service Design – the agency should work with all interested parties to highlight the trends to assist in the design and planning of future services.

10. Efficient – the provision of the agency role must be undertaken as economically and efficiently as possible.  The cost of the service provided by the agency to the operators and the passengers alike must be accounted for and built into the cost of the business case.

11. Choice of ITS supplier – the agency must ensure that the appropriate system is chosen to meet the exact needs of the operational area.

12. Telecommunications network - the agency must establish the best network for the chosen area identifying call charges, SIM card charges, black holes in the network etc.  

13. Telecommunications at the exchange – items to consider include whether the exchange is manned at all times; the need to link the number to access the outside line and whether this would affect telematics communications.  

14. Vehicle terminals – identifying the requirements for the vehicles and drivers of each operator is vitally important to the success of the overall services.  Issues to consider are the ability to man vehicles at all times; the ability to fix OBUs to the vehicle; and the provision of fixed or mobile units (the latter may offer greater flexibility.

15. Internet booking – this may be an advantage or disadvantage.  The maximum number of bookings per day that can be handled, the security of the information/system and the ability of users to access and understand how to book all need to be considered.

16. System backup procedures – these are critical in order to ensure that information and bookings are not lost.

17. Power supply - the agency must identify any issues i.e. the testing of backup generators tested on a regular basis and whether this causes system problems.

18. Collator of information – gathering and reporting of the management information is essential in order to meet stakeholders’ expectations.

The following issues are to be taken into account with regard to operators:

1. Driver training is essential – in order to cater for the area and customer profile, disability awareness training should be undertaken and the ability to use telematics systems must be addressed.

2. Flexibility – services are delivered to meet the customer requirements not (only) the operators needs.

3. Vehicles – the operators require vehicles designed to meet the local needs.

4. Reporting – the operators must agree to provide all the information requested by the TDC agency to ensure the development of the concept.

5. Ticketing – the pricing structures must be simplified 

Current restrictions have to be acknowledged:

1. Deregulated environment – the operators can only participate on a voluntary basis.

2. Legislation – designing multi-modal solutions is almost impossible due to the vast array of legislation in the UK.

3. Joint ticketing – agreements between statutory bodies and operators are required before such agreements can become operational.  Even then items such as concessionary fares are an issue.  These are only applicable on stage carriage services.  In rural areas such services may not exist.  A concession pass holder may only have the choice of a taxi for transport, for which it is not possible to use the pass.

4. Bus Service Operators Grant (BSOG) – this is given to a range of registered stage carriage services and Section 19 and 22 community transport services.  It gives operators rebates from fuel tax based on mileage operated.  DRT has not been eligible to receive this grant as there is no commitment to the number of miles or journeys to be operated.  Without this grant assistance DRT services are more costly to operate than fixed route registered services.  [However, following a consultation exercise the DfT began to (autumn 2003) consider how to arrange BSOG for DRT services, with changes being implemented from 23rd February 2004.]

MO 5.2.2: To identify needed organisational change

For the DRT TDC concept to evolve, the benefits need to be recognised of a one stop shop for customers to contact regarding their travel requirements.  If these are to be met in the most cost effective manner, the current supply mechanism and resources must be fully identified.  The cost and money already spent on transport must also be identified.  However, statutory bodies are reluctant to provide existing costs as accounting systems and reporting often vary between departments and between operators.  Costs are being sought from Angus Council and the Scottish Patient Transport Service.

The advent of new technologies such as GPS, GPRS, databases, spreadsheets, electronic ticket machines (Wayfarer) and on line booking systems has made it possible to monitor the resource use against the demand patterns.  This has been highly successful in the logistics and holiday travel sectors.  

A number of issues need to be addressed:

1. Identify who is responsible for reorganising existing procedures.

2. A clear understanding of what public transport is meant to deliver should be held by those making policy changes.

3. Identify whether there is a need for so many different sets of legislation to govern the supply of public transport.

It is important to identify a vision for public transport provision that can be sold to the country.  Unless everyone signs up to a common vision with agreed goals, the desired results will never be achieved.  

There are also questions such as how much it will cost and save.  These are the most commonly asked questions in the design process of DRT.  Due to the number of agencies involved using differing accounting procedures, it is virtually impossible to find out existing costs.  

The motivation of the Angus scheme was to highlight the potential for delivering a more user friendly, efficient public transport service, designed by the customer for the customer using best practice from throughout Europe.  Money alone will not resolve the UK’s transport problems.  There has to be a greater acceptance that the current legislation and existing working practices actually restrict the potential for greater integration and co-ordination.  

It is hoped that FAMS within Angus demonstrates solutions to these problems and offers assistance to decision and policy makers.  Angus Transport Forum (ATF) is a Scottish based charity, representing the interests of its stakeholders and communities of Angus.  As it is not politically aligned or accountable to any individual operator its’ position is unique and it is able to act as an honest broker between all interested parties.   

The uptake of the FAMS concept and expansion into other areas would require an agency to manage and control day to day operational requirements.  The question remains at present as to who should do this.  It is ATF’s vision that a non profit making organisation be established to act as the citizens’ champion in delivering individual travel solutions through the use of new technologies (databases, mobile phone, GPS GPRS).  The long-term vision is an Expedia type website for individuals to book and prepay their public transport requirements.  

At present the Scottish Executive provides a website www.pti.org for finding information.  A call centre also takes calls regarding timetable information only.  To obtain fares requires further call(s) to the operator(s) in question.  It would appear logical that this concept could be developed, with full information from one source.  

The larger the volume of calls taken by any one centre the more cost effective the service provided will come.  However, due to the varying levels of service provided in each area of the UK with no fixed fare structure operated by any two operators, it is not clear whether existing computerised systems are able to cope with the complexity of schemes on offer.  

Training call centre staff to understand differing services with no fixed routes, answering calls requiring reassurance regarding services being delivered, will not be an easy proposition.  It is to be seen whether a large call centre based TDC will be able to claim impartiality between operators.  In addition, it has to be established whether the operators wish their service utilisation to be known by third parties.  It also needs to be proven whether it would be more effective to combine all public transport systems into one agency covering, air, sea, rail and motor transport.

It is impossible to answer any of the questions above until a common long-term vision for public transport is established.  Small schemes such as FAMS in Angus can highlight the issues and potential for change but this cannot be achieved without wide-scale commitment to change.  

MO 5.2.4: Identify barriers and resistance to change within operators and agencies

The following barriers need to be addressed for operators:

1. Driver training.  Most rural operators provide school transport under contract and do not have ticket machines on vehicles.  Any new technology is treated with suspicion, being regarded as a “spy in the cab”.  Training is required to overcome such attitudes.  

2. Drivers like to know their start and finish times.  DRT often means that only approximate start/finishing/meal break times can be given.

3. Route training for DRT services is perceived to be more difficult than on fixed route services.

4. Cost – the identity of the organisation that will pay for the telematics and their maintenance in the long-term.

5. Start up – the identity of the organisation that will pump prime the service with a subsidy.

6. The identity of the organisation responsible for publicity.

7. The fee paid by the operator to the TDC in order to participate.

8. The appropriate legislation covering DRT.

9. The availability of BSOG on DRT services.

10. The co-ordination and distribution of joint ticketing revenue and the cost to operators for the administration of the scheme.

11. The availability of concessionary fares across all modes.

The following barriers need to be addressed for agencies:

1. The identity of the lead agency.

2. Relevant legislation governing the TDC.

3. The effect of the TDC concept on existing statutory staff resources and services.

4. The legislation that will be used to operate the services.

5. The party responsible for conducting risk assessments.

6. The party responsible for screening staff criminal records.  

7. The procedure for handling budgets.

8. The procedure for handling complaints.

9. The chain of accountability.

10. Fear of change.

11. The identity of trainers.

12. The source of funding.

13. The location of the TDC.

14. The procedure for coping with fluxes in the workload.

Furthermore, the cost of calling the TDC is seen as unnecessary by some customers, e.g. they may not understand why it is not possible to deal with the driver directly.  This may be orchestrated by the operators as a way of securing business in both directions.  

The following barriers need to be addressed for drivers:

1. The majority of drivers employed by bus companies participating in the scheme are employed part time to drive school buses 190 days per year.  As these are the vehicles now being used for DRT services, it is increasing the number of operational hours.  Some drivers are happy with payment for the extra hours whilst some are not.  

2. Some drivers like new technology, some are more afraid in case they make a mistake and some see it as a spy in the cab.  

FO 5.3 : To successfully select, deploy and exploit the ITS and other technologies

MO 5.3.1: To develop a checklist/blueprint for implementing technology in take-up mode

Procedures, take-up considerations and suggestions based on the experiences in Angus are listed below.  They reflect the experiences and opinions of the local authority.

1. Projects needs, e.g. the need for new technologies should be demonstrated.  
The co-ordination of multi-modal resources to provide a cost effective solution may require GPS and real-time scheduling.  

2. Operational requirement, e.g. number of vehicles, seating capacity, hours of operation, days per week, number of drivers.

As a result of working with stakeholders it was agreed that the most rural area of Angus (50% of the land mass but only 10% of the population) would be used.  Existing taxi and small bus operators wished to participate, one in each Glen plus one coach operator.  

3. Accommodation and staffing requirements.

Secure accommodation was required at Stracathro Hospital, Brechin within the pilot area.  Transport co-ordinators were appointed (one full-time and one part-time) to manage bookings, training and administration, working from 08:00 – 17:00 Monday to Friday.

4. Willingness of operators to participate the project.

Meetings and surveys were carried out in 2000.  A start up conference was held in Carnoustie in April 2001 which was reported in the Scottish Transport Studies Group Summer Review 2001.

5. Type of on board unit (OBU) that suits the operator’s needs, e.g. fixed into vehicle or transferable between vehicles.

Fixed OBUs were chosen at the time of purchase as there was no other choice available to work with Mobirouter at the time.  However, experience in Angus has identified the following:

· Drivers are not in their vehicles all day; since most are only used for school contracts, drivers can be in the home or depot between 09.00 and 15.00 which results in information being sent to the vehicle and no-one being there to receive it.

· Vehicle warranty issues.  When operators have been able to identify the needs of the market they have purchased new or newer vehicles.  Some of these, e.g. Euro Taxis, are fitted with multiple airbags which restricts where fixed OBUs can be fitted.  In addition, any modification to the vehicle, including installation of OBU equipment, can affect the warranty.

· Small operators with one or two vehicles would like to be able to receive information in either vehicle.  This is useful where servicing or accidents can restrict vehicle use.

The above issues highlight the future need for a mobile OBU to meet the needs of the market.  This has been discussed with the technology provider (Mobisoft) and trial OBUs are at the development stage.  

6. Vehicle staffing, e.g. drivers may be depot or home based.  
This information is essential when deciding the type of OBU (see above).

7. Category of vehicle purchased, e.g. MPVs have multiple airbags; ability to position OBUs satisfactorily; the need for agreement from the local authority licensing office.

See above.

8. Local conditions and regulations for installing equipment in vehicles.

See above. 

9. Operating conditions between the operators and the TDC agency, e.g. to cover ownership and conditions of use, responsibility of operator, responsibility of agency.
It was agreed that participating operators would test the concept and receive the equipment free of charge during the trial period.  In return they would co-operate with ATF and supply information at agreed timescales.  However, companies opted for verbal agreements: due to the project having limited funding and timescale (up to May 2005) operators did not want to commit themselves to anything in writing in case some future agency used the trial as a precedent for continuing working practices into the future.

10. Insurance requirements.

The cost of hardware and software processing data costs should be insured in case of theft, fire etc.  Backup should be carried out every day.

11. Data protection requirements.

It is a requirement to keep the information under the Data Protection Act.  This requires the documentation to be completed and the staff trained regarding what information can and cannot be passed to third parties.

12. Suitability of telephone network within TDC.

An inadequate telephone network caused 6 weeks problems in Angus.  The location within a hospital with multiple phone lines was one of the attractions of the site.  However, the switchboard had no ISDN provision on site.  It took 6 weeks for an ISDN line to be installed so that Mobisoft staff could access the system remotely.

13. Type of switchboard used.  

All phone calls at Stracathro Hospital need to be prefixed by a 9 to access an outside line, but the Mobirouter vehicle software automatically sends signals back to the identical number from where the initial message came.  Since no numbers in the UK (other than emergency services) start with a 9 it was not possible to receive information back from the vehicles.  This caused another 6 week delay.

14. Reliability of power supply at TDC site.

When choosing Stracathro Hospital it was not known that the emergency generators were tested once a week during the night.  This caused answering machines to lose messages and system failures.  Cleaners were blamed until the backup test procedures were ascertained.  An uninterruptible power supply (UPS) may need to be installed.

15. Internet bookings.

This was not a priority in Angus, as it was felt that human contact would be required in the initial stages in order to promote the concept.

16. Broadband availability.

Angus is currently poorly served by broadband.

17. Phone rate, e.g. free phone, national or local call rate.
To reduce the cost to the end user, consideration could be given to providing free phone numbers 

18. Accessibility of phone number to promote service

In Angus the number is 01356 665000.  An easy phone number is essential, if users are to remember the number to call.

19. Access to digital mapping 

Digital mapping is an essential tool for real-time scheduling and GPS.  Costs related to digital mapping can be extremely high.  It was possible for ATF to enter into agreement with the Ordnance Survey and Angus Council to use their licence to obtain mapping.

20. Mobile phone network, e.g. black holes in available networks, commitment to resolve network availability, SIM card rental rates.  
This can be an extremely difficult issue.  In Angus in each of the three Glens a different network had the best reception.  However, only one network card can be used, which meant that a compromise had to be reached.  O2 was selected.  There are however significant black holes in Glen Clova, Glen Prosen and Glen Esk.  These should be resolved in autumn 2003 when new masts are erected.  

21. Technology providers with proven track record.

Before asking for the demonstrations of software, use trade journals, contacts government agencies, transport providers, Internet, consultants and other contacts to source companies with products to match the known specifications.  Angus identified the SAMPO and SAMPLUS projects that had tested telematics solutions developed by Mobisoft with success.  Trapeze Software from Canada was also highlighted for its work in the US and Europe.  Both companies were asked to give presentations and respond to a tendering process.  Both attended presentations at Scottish Enterprise Offices in Dundee.  Based on costs, presentation and customer feedback, Mobisoft was considered the best fit for this project.

22. Tenders to supply equipment, training and support for operational requirements.  

See above.

23. Current use of products 

Seek written confirmation on experiences of existing users and if possible undertake site visits to see systems in action.  Written experiences were received but no visits carried out to working TDCs.  Before making a decision, it is essential that any prospective system purchaser visits existing sites and speaks to as many organisations involved in service delivery (operators, TDC staff, drivers) as well as passengers.  

24. Presentations from short-listed suitable companies.

See above

25. Commitment from companies to find local installers and agents to cover installation and repairs to consumables.

Due to the lack of similar projects in Scotland, there is no support mechanism in place to provide hardware backup in this area.  It would be extremely costly to pay English companies to install the fixed OBUs in vehicles.  It should not be left however to the system purchasers alone to source these companies.  With regard to Mobisoft Finland, the daughter company, Mobisoft UK Ltd is available to overcome these problems.

26. Written agreement to updates of all future software developments relating to the software.

Payment of monthly support fees entitles the purchaser to software updates.  It is important to define issues such as the aspects it covers, the frequency of update and the time period it covers.  Again written agreement should be made prior to signing.

27. Written commitment to timescale for resolving technical issues.

Technical problems will arise in all new installations.  However, timescales should be understood and agreed from day one.  In Angus there were severe problem with communications.  It should be agreed that any problem related to the installation process should be co-ordinated by one party, probably the system provider.

28. Written agreement regarding all issues before any contract is signed.

See above.

29. Phasing of payments to suit the project and relate to achievements.

Upfront discounts are not the best solution.  Systems have to be used before suitability and problems are identified.  Agreed terms should be based on customer needs and not those of the supplier.  

30. Write conditions and requirements into any contract.

The purchaser needs to be protected by clearly agreeing terms and conditions.

31. Training requirements and appropriate backup to cover operational requirements for TDC staff, drivers, equipment problems etc.

Training is essential.  This requires backup literature, equipment, staff etc.  to cover all aspects.  Any missing link will affect the quality of the service.  Some staff will learn to user a system faster than others.  There has to be a measure to assess training standards.

Supplier/ATF issues
The main problem relating to Mobisoft has been the role of Mobisoft UK compared with the role of Mobisoft Finland.  The main reason for choosing the Mobirouter system was based on its ability to schedule back from a fixed route time to give a pick-up time for someone wishing to make connections.  As Angus is using three market towns (Alyth, Kirriemuir and Brechin) as hubs to connect with the existing fixed route bus network this is an essential tool.  The latest version of Mobirouter cannot carry out this essential function.  Mobisoft Finland believes that it should work, whereas Mobisoft UK state that the system no longer provides this facility.  The ability to select the best value for money trip based on each operator’s costs is also not possible at present: Mobirouter should be able to provide a number of solutions to meet a trip request allowing TDC staff or the customer to make a choice about which operator to use.  

ATF sees its role as a developer of a system with Mobisoft to assist in the delivery of a system that meets the needs of the UK market across all sectors.

FO 5.4 : To define and achieve the requirements for training and knowledge transfer

FO 5.4: Training Requirements

The following checklist was used by ATF as a rough guide to measure training requirements and list which issues have been carried out.  ATF promotes its TDC and services using various methods including posters and leaflet drops at libraries, shops, schools, hairdressers, doctors, hospitals, local authority offices and transport providers.  

	No
	Item
	Yes
	No

	1
	Delivery of System
	
	

	
	On time
	X
	

	
	To schedule
	X
	

	
	As per quotation
	X
	

	
	Breakages
	
	X

	
	Ease of installation
	X
	

	
	Cost of installation
	X
	

	2
	Training  
	
	

	
	TDC Staff
	X
	

	
	Training Manual
	
	

	
	Availability
	
	X

	
	Easily understood
	
	X

	
	Up to date
	
	X

	
	Further updates required
	X
	

	
	Quantified understanding of training
	
	

	
	Can booking be made?
	X
	

	
	Can vehicle be input?
	X
	

	
	Can route be designed?
	X
	

	
	Can complaint be registered?
	X
	

	
	Telephone manner monitoring
	X
	

	
	Ease of performing tasks
	
	

	
	Taking bookings 
	X
	

	
	Entering passenger details  
	X
	

	
	Entering operator details 
	X
	

	
	Entering vehicle details 
	X
	

	
	Entering vehicle system requirements, e.g. Sim card details 
	X
	

	
	Creating services requirements
	
	X

	3
	Vehicle Hardware Installation
	
	

	
	Ease of understanding installation instructions
	X
	

	
	Ease of performing installation process
	X
	

	
	Problems finding suitable fixing points for OBUs
	X
	

	
	Did system work first time?
	X
	

	4
	Driver Training
	
	

	
	Training provision
	
	

	
	One to one by TDC staff
	X
	

	
	One to one by supplier
	
	X

	
	One to one by agent
	
	X

	
	Did drivers easily understand instructions?
	X
	

	
	Provision of driver’s guide to system 
	
	

	
	Ease of understanding system requirements for drivers
	X
	

	
	Taking a booking (driver function)
	
	

	
	Confirm a passenger being picked up
	X
	

	
	Send a free text message
	X
	

	
	Send vehicle, passenger and mileage details
	X
	

	
	Use of handset
	X
	

	
	Use of menu
	X
	

	
	Taking a booking (ease of performing tasks)
	
	

	
	Confirm a passenger being picked up
	X
	

	
	Send a free text message
	X
	

	
	Send vehicle, passenger and mileage details
	X
	

	
	Use of handset
	X
	

	
	Use of menu
	X
	


No formal training approach is adopted by Mobisoft UK.  The approach is to provide initial training, and then learn by use and phone the supplier when problems occur.  

Driver and TDC staff training manuals for Mobirouter are very basic.  The lack of a comprehensive training manual hinders uptake.  Some people do not like to telephone frequently for assistance.  There have been promises of a comprehensive training manual since April 2002.  This has been promised for completion by late summer 2003, but was still not available by February 2004.

Training is provided face-to-face in order to build up confidence between the operator and TDC.  Operators are encouraged by ATF to call the TDC at any time to discuss technical or operational issues.

A more formal training course is essential if organisations are to benefit from full use of the system.  Proper training should result in individuals being assessed on their capabilities to undertake tasks that have been covered by a training manual.  No such exercise was carried out by Mobisoft UK staff.  Mobisoft UK staff undertook training at the Angus TDC.  In some cases trainers spent much time contacting Mobisoft Finland to clarify points.  Perhaps one of the main issues is to define who trains and assesses the trainers.  

The TDC staff visited Newcastle to work with the system in the University of Newcastle to learn different aspects on a hands-on basis.  

The best training practice would be to designate a working site to send trainees where a team would standardise training for all customers.  

FO 4.1: To facilitate integration between DRT and other modes

MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes
ATF is a Scottish based charity founded in 1997 to work with local people and businesses to identify transport issues relating to rural Angus.  Since then ATF has worked closely with local organisations to establish a sustainable transport system in the area.  ATF is a non-profit making, non-politically aligned organisation.  Its sole aim is to represent the needs of the area, embracing community planning, sustainable rural development and equal opportunities for all.  

ATF is the prime motivator for the co-ordination of multi-modal services within the pilot area.  The head of ATF, Brian Masson, was formally Business Development Manager at Travel Dundee and represented the Scottish Bus industry on the Scottish Transport and Environment Forum for four years before joining ATF in 2000.  He is known by all operators, both bus and taxis, in the area.  This was a major aspect in all modes agreeing to work together on the concept.

The cornerstone of ATF’s activities is the recognition that any service provided should meet the ever changing requirements of the individual and community.  A ‘cradle to grave’ approach was developed.  In 1997 ATF appointed its first Rural Transport Development Officer.  ATF’s remit was to establish action groups and highlight problems in the area.  As in most rural areas difficulties in accessing employment, training, childcare, health, shopping, leisure, community education and youth issues were all highlighted.

The statutory body response was to introduce a number of once a week shoppers’ buses.  Large scale investment potential is restricted to limited financial resources and staffing support to develop schemes.  

The 1985 Transport Act was introduced prior to the advent of new technologies (Internet, mobile phone networks, on line booking, smart card payment systems, GPS, GPRS, real-time scheduling) .  This legislation is still the cornerstone around which all statutory bodies and transport providers operate.  Yet over the last 18 years the PC, databases, spreadsheets, Internet, email, text messaging, mobile phone, GPS, GPRS, smart card, digital mapping and video have all come to the market place.  Most transport provision in the UK is controlled by the individual department’s allocated areas of responsibility related to the carriage of individual modes or client groups.  Angus Council, a typical local authority, has the following structure for transport provision:

· Planning and Transportation – responsible for the tendered services, concessionary travel scheme, transport infrastructure.

· Law and Administration – responsible for all the aspects of taxi and private hire licensing.

· Police Taxi officer – responsible for testing the vehicles

· Education department – school transport input before passing to Planning and Transportation.

· Community Education Department – looks after use of its own vehicles.

· Welfare Rights – Taxicard scheme for disabled people who cannot use buses.

· Social Services – own client transport using its own vehicles and voluntary drivers.

· Environmental health – maintenance of all council owned vehicles.

· Tayside contracts – meals on wheels and school meals.

· NHS Tayside Health Trusts – movement of hospital patients within hospital grounds.

· Patient Transport Service (PTS) – patients referred by general medical practitioners (GPs) can be carried free by minibus to hospital.

Due to the above organisation and legislative requirements it is virtually impossible to assess current demands and costs due to the number of agencies involved, making it difficult to integrate DRT with these other services.  There had been no previous attempt by the council to explore European Structural Funds to test new concepts.  The Angus FAMS model is based on using new technologies (GPS, real-time scheduling and mobile phone communications) in a co-ordination centre to establish and integrate these local demands utilising existing operator resources.  

No formal agreements exist and, due to anti-competition legislation, they could be construed as illegal.  All service design was made on the basis of not excluding any operator with the appropriate licence, qualified staff, licensed vehicles, full insurance and screened drivers.  Any new concept requires flexibility in its approach to obtain the confidence of the customer, the operator, the TDC and statutory bodies.  It is virtually impossible to have a written agreement with operators at this moment in time without appearing to set up a consortium protecting its own market.

Therefore the only agreements with operators for FAMS are verbal.  This is partly due to the limited number of fixed OBUs at the disposal (four) of ATF.  Operators were selected based on their location and willingness to participate in the trials.  In two of the Glens there is only one operator to choose from (Glen Esk Travel and Jim Donald Taxis).  In the Kirriemuir area the only operator with a wheelchair accessible taxi and the largest bus operator in the area were chosen as they agreed to work together to develop the FAMS concept.

In return for participating in the project and receiving the OBU free of charge for the duration of the project, full co-operation and feedback of information on agreed timescales was asked.  DRT services link with all fixed line operators and do not exclude any links that may benefit the customer.

MO 4.1.2: To achieve co-operation at the service planning level

Again informal agreements exist where the TDC staff contacts operators to discuss journey requests and travel trends.  This is a two way process led again by ATF.  All services and events are co-ordinated to ensure the maximum number of people can use the service or participate in the events.  This is undertaken by the TDC.  As no fixed routes or semi-fixed routes exist in the Angus DRT network, all services have to be co-ordinated between the operator and TDC.    

MO 4.1.3: To achieve co-ordination and integration at the service delivery level

As with most aspects of the project in Angus voluntary agreements on co-ordination and integration issues have been relied on.  Any formal agreement would need to be lodged with the Office of Fair Trading (OFT) to resolve anti competitive issues.  

The local authority (Angus Council) is responsible for tendering services provided in the area.  There is very little competition for traditional public transport markets.  The operators all know each other, therefore when operators cannot provide a service due to breakdowns or lack of resources, they seek to work with “partners” to resolve issues.  Payment for such favours is often in the form of subcontracting a job at a later date.

If a formal approach had been adopted in the Angus area this approach would not have been successful due to the involvement of a third party, which some operators do not trust as it requires more paperwork and possibly more taxation.  Due to the size of operators in the area (most are family business with less than a dozen vehicles) administration and supervision do not appear high on the agenda.  The FAMS concept has to be seen as fitting in with current working practices, which themselves will differ from area to area depending on, e.g., individuals, operators and statutory bodies.

MO 4.1.4: To achieve interoperability of tariffs and payment systems

Lack of interoperability of tariffs and payment systems is the main single problem in the UK in the development of a cost effective, multi modal transport solution – and Angus is no exception.  In a deregulated environment the bus operator can charge whatever the market can stand.  The local authorities provide concessionary fare reimbursement guidelines for repayment of fares foregone.

If an operator decides to charge more than the guidelines it will not be reimbursed any more than the guideline fare for lost revenue.  This is further complicated by the Scottish Executive’s ‘Free travel for the over 60s’ policy introduced in Scotland in April 2003.  Concession pass holders can travel free in the area where the pass is valid.  Usually the local authority area is the one in which the pass holder pays local taxes.

There are joint ticketing agreements between Strathtay Scottish and Wisharts in Angus, but these services operate outside the DRT project area.  The agreement is brokered by Angus Council in response to concerns relating to transport to and from Stracathro Hospital.  

There are no multi-modal travel cards operational within the pilot area, which can be ascribed to the lack of public transport services within the pilot area.  Consequently difficulties arise in delivering FAMS solutions.  The most cost effective vehicle solution is possible through the use of telematics.  However, from the individual’s point of view, it may not be the most cost-effective solution.  Senior citizens can only use their concession passes on registered bus services.  If a taxi or a vehicle other than a bus is used, the concession pass holder has to pay the full fare.

Fare rates vary, e.g. Wayfarer ticket machines, taxi meters, private hire no meter agreed fares before the journey, voluntary car rates which vary from 30p to 40p per mile, and free travel if the statutory body service is used.  Not only is this confusing to the TDC staff, but also the customer.  This issue requires urgent government action, if innovation is to succeed in the UK.  Pricing policies have to make sense and offer good value for money.  The option of paying different fares for the outward and return journey, due to modal choice, is a poor solution.  It does not provide an image of value for money let alone confidence for the future.  Deregulation may have provided a more cost effective urban solution, but in low volume rural areas it is important to maximise the use of existing resources to provide the most efficient solution.

Ticketing systems and costs are not well understood by the public due to the complexity in marketing the existing options.  In addition, smart card technology tied into library cards and leisure facilities is currently being explored by the Angus Council.   

MO 4.1.5: To identify barriers to integration

The following summarises the barriers to integration:

1. Deregulation: this was introduced as a result of the 1985 Transport Act.  The objectives were to create more choice and a market driven solution.  The outcome has been that five major groups now operate 90% of public transport in the UK.  All are Public Limited Companies for which the main objective is profit.  As smaller operators have been bought out or gone out of business, public transport services have declined in rural areas.  The government has offered bus and community transport subsidy increases for rural areas but no grants for other modes.  Service agreements are required in order to co-ordinate the services provide by large operators and they have to be submitted to the OFT before such services can operate.   

2. Service registration procedures: deregulation allows operators to change services at any time giving 56 days notice.  Updating information and advising the public is very costly and time consuming.  Information is often out of date.

3. OFT regulations: in order to achieve the co-ordination of services run by large operators requires service agreements to be submitted to the OFT before services can operate.  

4. Legislation governing different modes imposes barriers: statutory body services are often governed by separate legislation, e.g. health related transport is covered by the National Health Scotland Act 1947/48.  Social work clients, taxis and private hire cars each have their own rules.  Community Transport operates under Section 19 or 22 legislation.  Car sharing legislation governs voluntary car schemes.

5. Local authority conditions of carriage for contractors vary between districts and between departments.  Angus borders Aberdeenshire, Perth and Kinross and Dundee districts.  

6. Too many statutory transport providers: Angus Council operates around 50 of its own vehicles to provide transport for its clients.  In Angus a transport manager or senior official is responsible for transport in each of the following departments: 

a. Education, 

b. Community Education, 

c. Planning and transportation, 

d. Social Work, 

e. Welfare Rights, Environmental health, 

f. Law and Administration, 

Each of the three health trusts also has a manager responsible for transport, whilst the PTS has managers in Dundee responsible for accident and emergency services and patient transport.  Co-ordination of these services for the population of 110,000 would provide a more efficient and user friendly service.  

7. Lack of joint ticketing agreements: the requirement to present ticketing agreements to the OFT and the reimbursement of money in a deregulated environment has made joint ticketing virtually impossible unless brokered by a local authority. 

8. Black market operations: rural areas have suffered from poor public transport provision for decades.  This does not mean however that services are not provided.  Some local people use their own cars to provide “lifts” to residents and visitors alike without being licensed as a taxi or private hire car.  These services are not advertised or acknowledged by locals to strangers.  Tax fears are well respected.

9. Subsidy system – payments made to keep poorly used services running deflects money away from innovation.  Due to the history of political interference in service delivery, it is accepted that existing route networks should be retained regardless of use.  This approach was feasible before new technologies such as database management, GPS, GPRS, telematics were created.  These new technologies make it possible to identify local needs and match those to existing resources.  Subsidy cost should be based on supporting new service designs that meet local needs.

10. Operators become subsidy driven – operators like the fixed income from subsidies as they maximise profit for minimum expense, whereas integration results in greater efficiency but lower subsidy. 

11. Fear of change – some sectors feel threatened by new ideas and technologies.  80% of people involved in public transport provision recognise that integration and co-ordination would result in better, more cost effective services.  However, 20% do not want change for any reason as they are quite happy with the status quo. 

FO 4.2: To improve the effectiveness of services in areas currently poorly served.

MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

More new services

Semi fixed services in the Glens for individuals: Rural Transport provision in Angus is centred on school transport and the vehicles used to provide these services.  As a result of input from the ATF, Angus Council has encouraged operators to register education contracts from Monday to Friday and therefore make them available to the general public at these peak times. One transport provider is dedicated to each route, having won a competitive tender.  Vehicle availability depends on the operator’s fleet – usually one nominated vehicle per service.  FAMS in Angus seeks to utilise the dead mileage to and from schools in order to benefit local people and visitors by making links between the Angus Glens and Alyth, Kirriemuir and Brechin.  These towns are used as hubs linking with the existing public transport network.  Therefore it should be possible to provide a school day only service in the morning and afternoon from and to rural areas at minimal cost.  The outcome is that these semi-fixed services allow more equal opportunities for rural residents compared to those available to residents of the three towns. 

The other Angus Transport Forum services, described in the following paragraphs, are only available on demand and have no fixed routes or times.  

Fully flexible services in the Glens for individuals: Outside Monday to Friday peak times and on Saturdays, between 09:00 and 19:00 hours the same vehicles within the respective Glens are available for private hire by individuals to book door-to-door journeys, giving a fully flexible service. 

For all the above Glens services fixed route information has been added to a database so that interchange can be made between flexible and fixed routes.  The vehicles used for these services are fitted with Aplicom on-board units which communicate via GPRS with the MobiRouter scheduling system at the Stracathro Agency.

Fully flexible services in Angus for the disabled and elderly: Disabled and elderly services are designed to overcome problems such as the time taken to reach the hospital in Dundee using PTS or by several changes of fixed route bus.  The solution is to bring customers to hubs in Alyth, Kirriemuir and Brechin and then transfer to PTS. The feeder operator and vehicle is selected from participating transport providers and statutory bodies according to the price and their vehicle availability. The service is available Monday to Saturday between 09:00 and 19:00. The bookings can take place on referral by an appropriate statutory body. Local authority concession pass holders are also accepted.  The vehicle pool is comprised of the Glens operators, Community Transport operators and statutory bodies’ vehicles.

Fully flexible services in Angus for group hire: ATF established a Travel Club identifying interest in over 90 activities.  This information is used to plan regular and special events. Door-to-door services are offered where no commercial services operate.  Where it is possible to undertake the route or part of it by a commercial service, a door-to-service link is provided. Group hire is available in the evenings after 19:00 hours and on Sunday.  In addition to the vehicles available for disabled and elderly services, the vehicle pool includes those owned by ATF (which can be driven by MiDAS accredited drivers), community education vehicles and all interested commercial bus and taxi operators in the area. Once hired the route is determined by the group.

Fully flexible Regular and Special Events services in Angus for individual and group hire: DRT services for regular and special events are organised on a private hire basis.  Routes are fully flexible. Customers – individuals and groups – can select the operator based on price and vehicle availability, e.g. cheaper journey may be less convenient. Operators’ vehicles include the Glens services operators, community transport providers and all interested commercial bus/taxi operators.  Once hired, the route is determined by the individual or group.

The key to the introduction of new services is involving the community in the design.  However, it cannot be understated that the lack of long term funding for DRT restricts people from abandoning traditional services, even though they only operated once a week.  At every consultation meeting, residents ask how long the FAMS services will operate.  As of January 2004 there are no assurances beyond May 2005 and so residents prefer to use existing services. 

In addition, when other day time services such as Patient Transport Services, meals on wheels, school meals, internal mail, parcel delivery are taken into account, it should be possible to meet most requests without the need for new resources (vehicles).  

Increased frequency

Traditionally, frequency is seen as the most important aspect in service provision.  In the pilot area where the service provision equated to one return journey per week prior to FAMS the local expectation is extremely low.  The ability to access individual interests has been seen as important.  This was fundamental in the creation of the Angus Travel Club.  Lack of transport in itself is not a problem, but lack of access to personal interests is the underlying issue.

Rural communities are more reliant on self-help.  To create employment potential within the Glens, ATF has worked closely with local hotels, craft shops and activity centres to create markets to meet people’s interests.  This also creates travel demands from outside the area, which can result in visitors cross subsidising rural resident’s travel.  For example the creation of events in the Glens, such as the Hill Walking Festival, can result in a vehicle having dead mileage from the Glen back to Alyth, Kirriemuir and Brechin, creating journey opportunities for local residents.  [Vehicle choice will depend on the initial level of demand for the event.]

Increase in opportunities to command [operate] a DRT service

True DRT services in Angus are welcomed more by groups than individuals.  Experience shows that the lack of a fixed route or timetable is perceived by some individual to infer a lack of guarantee or certainty that the service will operate.  Some elderly residents do not want to be picked up from their home as someone on the bus would know the house was empty.  The weekly bus with the same driver is seen as a safe solution.  Even being able to advise the name of the operator and vehicle being used will not satisfy some people.  Survey material is expected to support these initial findings.

DRT is highly successful for local events such as the Hill Walking Festival, raft race and Highland Games.  The FAMS concept enables communities to design events in the knowledge that the TDC can co-ordinate all transport requests.  Services can be designed to suit the event and the customers.  Pick-up points and vehicle size and other requirements can be determined by demand.  

Youth groups are a market that has a vast potential: ATF is in the position of being able to run services for youth groups to places such as the cinema and ice rink.  However, some parents see DRT as a means of passing parental responsibility on to the transport provider.  ATF is working with Angus Community Education Department to resolve this issue.

Poverty and lack of information in rural areas is still a problem.  Not everyone has a telephone or access to local newspapers.  Literacy problems exist in some cases.  Promoting the concept fully requires local champions to act as information providers.

Promotion of recreational opportunities in the Glens has also increased awareness of the area resulting in more visitors to the area.  The Hill Walking Festival demonstrated that there is a vast demand for resources in the area when a co-ordinated events package is produced.  TDC technologies can report the reason for travel where this is freely given by users, although locals are less open in disclosing this information, thereby assisting in planning future services.  

Initial findings appear to support the FAMS concept as assisting local people to access local events and also promoting local businesses and opportunities.  Co-ordination of marketing materials promoting local issues, events and facilities into one booklet for each year would simplify marketing.  A diary of events with sections relating to employment, training, education, youth, tourism and health is a priority for 2004.

Increase in door-to-door services

DRT has assisted certain sectors of the market.  For example the Angus Disabled Ramblers can now organise events anywhere within the Glens in the knowledge that their members can be picked up door-to-door.  This group has a membership of over 20 disabled people and now have the confidence to increase their activities as transport is no longer an issue.

Promotion of recreational opportunities in the Glens has also increased awareness of the area resulting in more visitors to the area who can go to exactly where they wish.  The Hill walking Festival demonstrated that there is a vast demand for resources in the area when a co-ordinated events package is produced.  For evaluation and planning purposes TDC technologies can report the reason for use where this is freely given by users.  However, locals are less open in disclosing the reason for travel.

MO 4.2.2a Increase in service operating hours  

As ATF is only providing services on demand the increase in operating hours is marginal as ATF is utilising dead time and mileage that operators were already carrying out for after and before school contracts.

Increase in days of operation

The initial target market was access to training, employment, childcare, health, visitors, shopping and leisure pursuits.  Due to the existing high car ownership in the area DRT services are operating initially Monday to Friday 07.00 – 19.00.  The main reason for this was to assist employment training.  Through discussions with local groups, employment and childcare are clearly linked, e.g. some mothers seek part time jobs Monday to Friday during schooldays, therefore ATF is working with Angus Childcare Partnership to create after school clubs to enable children to be looked after until 1800 during term time.  With the advent of the Travel Club and community based events, weekend services may be worthy of consideration.  Due to the current staffing level of 1.5 persons at the TDC it is not possible to provide 7 day cover at present.  

Locals still use the old 1 bus per week fixed services due to the fear of DRT services ending when funding runs out.

MO 4.2.3: To increase the number of destinations which can be reached by integrated services

Direct DRT services were designed to act as feeder services to the existing fixed route services operating to and from Alyth, Kirriemuir and Brechin.  Places of interest and local event centres were also targeted to attract demands to serve the interests of locals and visitors.

Extremely low initial use highlighted by survey work demonstrated that some people require a purpose and destination before they can choose to travel.  The Angus Glens offer natural beauty that matches anywhere in Europe and hill walking is Scotland’s most popular pastime followed by fishing and golf.  All of these activities are offered within the Angus Glens.

Natural interchanges are evolving through the development process.  Health centres, village halls, shopping centres and travel centres are all evolving as integration points as the trial continues.  It is vital that these interchanges evolve as a result of user choice rather than taking the strategic planning approach of building a purpose built interchange before demand has been fully established.  People seem to be changing their travel patterns, but at the moment they are mostly single purpose trips such as employment, health and visiting door-to-door.  As services and confidence grow so too will passenger expectations.  Thus, in the longer term existing interchanges may not be the prime choice once people consider multi-purpose travel.  

MO 4.2.3c Extent of ability to integrate with other bus services

The ability to integrate with other bus services was one of the planned key design aspects of the Angus pilot.  Travel interchange in Alyth, Kirriemuir and Brechin would take place at the bus terminal points.  However, although this was regarded as essential and responding to the public demand, the uptake has been disappointing.  A number of reasons have been established for this:

1. Lack of joint ticketing.

2. Time factor: fixed routes plus DRT can take 3 times as long as a car.

3. No availability of concessionary fares on DRT services.

4. No booking of seats available on fixed routes.

5. Perceived poor reliability of public transport.

6. Difficulty promoting DRT services outside the pilot area restricts knowledge of services available to the tourist market.

7. Lack of trust in a new concept which has no fixed route or time.  People wonder whether it is too good to be true.

The current system ensures that the DRT service will arrive 5 minutes before the fixed route service and wait.  However, the fixed route vehicles do not have any communications systems to enable contact with the TDC.  This leads to a situation of having a good concept but insufficient technology to fully exploit its full potential.

MO 4.2.3d: Extent of ability to integrate with train services

The main railway stations in Angus are situated in Montrose and Arbroath.  These are outside the pilot area but services do operate to Brechin and Kirriemuir so it is possible (if not time consuming) to get from rail services to the DRT services.  Again ticket issues and booking seats would be an issue.  The size of vehicle being used by an operator on any given day or if the vehicle is low floor and wheelchair accessible is not known, making interchange difficult for some passengers.

MO 4.2.3e: Access to healthcare

Health services in Angus are currently undergoing a review.  This process has been ongoing for several years.  Changes in the direction are commonplace.  Before ATF planned its services the health policy was to centralise services in Dundee and a new hospital in Angus was to be built.  Now the policy is that Stracathro Hospital, Brechin will be changed to an outpatient day hospital and will not be closed as previously announced.  Brechin Infirmary, Montrose Infirmary and Arbroath Infirmary will be retained; Whitehills Hospital Forfar will be rebuilt and Ninewells Hospital in Dundee will be used to supply Health Services to Angus residents.

Rural residents without access to a car can, on referral by a doctor, use the PTS.  However, the journey times can be extremely long, being up to 3 hours each way.  Volunteer car drivers are also used.  They are paid 38p per mile which is an extremely expensive method of delivering transport.  In the near future a pilot project is to be established utilising the Angus TDC.  The reorganisation of health care facilities for Angus residents has resulted in delays in introducing a more cost effective user friendly service.  It was hoped that services would be integrated from 13th October 2003, but due to Scottish Ambulance Service reorganisation this has been put on hold.  A smaller trial may take place starting in December

MO 4.2.4: To offer combined information and payment services to users

The Angus TDC provides information regarding all fixed route services, voluntary organisations and operators.  Bookings cannot be made other than for DRT.  For information purposes it is difficult to establish fares to advise potential passengers as the fares are not printed on timetables.  All timetables have been entered into the system and the Angus Council advises of the changes.  The driver will advise passengers to contact the UK’s public transport helpline (which gives times only and no fares).

MO 4.2.4b/c No additional information see 4.1.4 

FO 4.4 : To develop new service concepts and delivery models

MO 4.4.1: To develop new service concepts for DRT

The aim is to maximise the use of commercial resources in the area.  It is therefore essential that the resources used to provide school transport in the area be utilised.  A number of client based statutory body services are also provided in the area by the Scottish Ambulance PTS, Social Work Department and Day Care Centres.  

Three market towns, Brechin, Kirriemuir and Alyth act as hubs for the FAMS project in Angus.  Each town is served by a number of commercial services linking the major towns in Angus and Dundee.  The FAMS services operate between the hours of 07.00 and 19.00 hours Monday to Friday and will be open to all residents and visitors to the pilot area.  In the evenings and at the weekends the vehicles are available for hire by groups, which have drivers with MiDAS training.

A Travel Club has been created to establish the level of interest in over 90 activities.  This information is held in the TDC and it is used to plan events locally for groups in the evening and at weekends.  Door-to-door services are offered, where no commercial services operate.  Where it is possible to undertake the whole route or part of the journey by a commercial service a door-to-service link will be provided.  Customers are advised on the options available at the time of booking.  If a taxi is used the cost of the journey will be known before the journey is undertaken.

Where commercial operators are unable to provide a service due to low numbers which would result in high charges for the user, it is possible for local groups that are affiliated to ATF to hire community transport vehicles in the area.  Drivers must be assessed by ATF prior to being allowed to drive community transport vehicles.  These drivers are volunteers and are not paid.  This allows groups to hire ATF accessible minibuses to undertake the journeys to planned club events.  Groups only have to cover costs relating to fuel, insurance, servicing and depreciation.  DRT services are booked the day before departure in the first instance, with the goal of being allowed up to 2 hours before departure (when network communications improve).  This will allow both drivers and customers to get used to the concept and to establish local requirements.

MO 4.4.2: Turn these concepts in practical customer propositions

The Angus Hill Walking Festival has demonstrated that there is a demand for services, if it is designed to meet the needs of people.  The Travel Club information, when fully developed, should lead to the development of daily solutions designed to meet the needs of the community.  New technologies have only recently made this possible.  For example, the creation of the Travel Club has made it possible to create a database of local people’s interests which is used to arrange events using local resources.  Plotting member’s locations using Mobirouter enables identification of clusters and establishes proximity to the nearest facility that meets the demand.  Routes can then be planned for a door-to-door service for club members attending events.

MO 4.4.3a: Identification of whether any changes have been made to the business processes

The FAMS concept is new to the Scottish transport market.  No trained staff existed in Scotland and a TDC was unknown.  Angus was a blank sheet.  The key business approaches required a list of priorities.  

For the TDC:

1. Impartiality: in a deregulated environment it is important that the TDC is seen to be an honest broker and that information regarding income, operating costs etc.  is not passed to third parties.

2. Transparency: the aim in Angus is not to create more bureaucracy.  It is hoped to be able to prove that a non profit making organisation can act as an honest broker between the consumer/end user and transport providers.

3. Non politically aligned: as with all the new concepts political parties will try to be associated with a new idea in order to gain credibility and publicity.  It is believed that the ATF offers honest reporting of all aspects of the operation which will benefit everyone.

4. Local input: services must be designed to meet the local market needs.

5. Sustainability: services should not be started unless they can be sustained in the long term.

6. Life planning: services must embrace the needs of the majority of the individuals during the life cycle.

7. Publicity: this is one of the most difficult tasks.  Newspapers, posters, timetables, Internet, radio, workshops, meetings and local champions all have to be considered.  No single measure will work in isolation.

8. Pricing: deregulation allows the market place to determine price.  New ideas for pricing need support before they are considered acceptable.  

For the operators:

1. Customer focussed.

2. Remove dependence on subsidy.

3. Driver training: flexible routing requires drivers to have considerable knowledge of the operational area.

4. Vehicle suitability: DRT technologies highlight the needs of the individuals – appropriate vehicles must be sourced to meet their demands.

5. Trust must be achieved between the operators and the TDC.

MO 4.4.4: To identify the actions needed to support these business processes at the operational and technology levels

The concept in Angus was discussed and agreed before there was knowledge of existing technologies.  It was discussed whether it was possible to deliver a more effective transport system by maximising the use of existing resources.  It was seen that the whole process must be consumer driven.

All transport providers in the area agreed that the resources were available in the area to meet the demands.  Statutory bodies agreed that controlling the transport budgets was becoming increasingly difficult.  Local people, voluntary groups and businesses agreed that transport was a major problem in rural areas.

The TDC was pivotal to the success of the concept.  It needed to be a one-stop-shop for information regarding public transport with the ability to book and organise transport requests.  The current UK public transport helpline only supplies timetable information for fixed line bus services and rail services.  The public needs to know the cost of the journey before deciding modal choice.

Statutory bodies provide transport for each department’s own clients.  This is an historical approach which has worked for a long time by meeting the needs of single client groups.  However, this is expensive for local taxpayers.  

The 1985 Transport Act was written prior to the introduction of PCs, mobile phones, GPS, GPRS, database, real-time scheduling systems, smart card payment options the Internet, online booking and payment, text messaging, e-mail and voicemail.  These technologies have transformed all aspects of modern life, including the provision of public transport services.  Logistical companies in the UK are world leaders in supplying an efficient distribution of goods.  Budget airlines such as Ryanair and Easy Jet have embraced new technologies (Internet online booking, credit card online payment, booking facilities such as car hire and hotels booking providing the total solution that meets the customer’s needs) to provide low cost efficient user friendly services.  

Lifestyles have also changed with Sunday shopping and 24/7 shopping becoming commonplace.  In addition, customer expectation rises especially as more and more people travel abroad and sample truly integrated services.  However, this does not apply traditional public transport services in the UK.  In most areas the political decision has been to retain the traditional bus network by subsidising poorly used services to meet socially necessary criteria.  Deregulation was intended to promote innovation and to encourage more operators into the sector.  The opposite has happened with large major groups emerging, limiting the opportunities for small new operators.  

Establishing the use of existing resources and associated demands requires new technologies such as GPS, GPRS real-time scheduling and communications technologies.  These were sourced to meet the DRT concept.  The Angus project set out to find the true transport needs of the area and assist local operators in designing sustainable solutions.  Mobirouter enables ATF to identify the individual needs and travel requests.  For efficient multimodal solutions the systems must then be developed to allow a choice and identify best value for money.  

The fixed OBUs are not ideal but were the only hardware available initially.  Since Angus drivers do not sit in their vehicles all day, a mobile system that can be transferred from vehicle to vehicle or driver to driver is required.  Vehicle design also restricts where the OBU can be located (e.g. airbags must not be restricted).  Black holes in the communication network restrict the potential for developing the FAMS concept.  Glen Clova, Glen Prosen and Glen Esk have no mobile phone network.  This means that bookings have to be made at least the day before.  Internet booking potential is also restricted.  ATF is working with Mobisoft to design a portable system that will meet the needs of UK operators which can provide real-time information including GPRS data and digital mapping.  The Angus development element is expected be the software enhancements Communication problems have been highlighted and passed to Angus Council to seek more transmitters in the area.  Due to commercial costs (there is a low population density therefore potential customer numbers are also low) it is unlikely that these problems will be resolved quickly.  

FO 7.3 : To understand the critical acceptance factors for the customer at each layer

MO 7.3.1: To understand the success factors and critical acceptance at the standalone DRT service level

There are a number of success factors:

1. People know the service is available.

2. People understand how the booking system works.

3. The costing structure is easy to understand.

4. The phone number is easy to remember.

5. Services are user friendly and use appropriate vehicles.

DRT cannot provide the complete solution for any area on its own.  Most people are creatures of habit, which changes very slowly if at all.  It is expected that trends will emerge in Angus throughout the FAMS project highlighting the changing needs of the individual, the economy and associated seasonal variations.

It is expected that semi-fixed routes and timetables will emerge.  DRT technologies provide invaluable information to benchmark demands and solutions to design the new services that meet today’s demands.

DRT is extremely difficult to market.  No fixed times or route gives the idea of complete freedom.  Together with the introduction of a free travel scheme for everyone over 60 this can create a utopian concept which would cost taxpayers large amounts of money.  

Group bookings should be encouraged to minimise costs.  DRT should be designed to co-ordinate with existing route networks and therefore restrict the flexible travel area to that which is poorly served.

MO 7.3.1b

Any new concept is treated with suspicion by potential users who want a service designed to meet all their needs.  Some rural residents cannot understand why they cannot have a service direct to Dundee or even as far as Aberdeen, Glasgow and Edinburgh.  

As the DRT services are not part of Angus Council’s Concessionary Travel Scheme, senior citizens are faced with the prospect of having to pay, which is not well accepted.

As ATF is utilising more than one bus and taxi operator to provide solutions, costs vary from operator to operator at different times of day.  The resulting inability to provide consistent fares is also a major problem.  

The lack of certainty about how long services will operate (due to funding implications) inhibits people from committing to new services.

MO 7.3.2: To understand the success factors and critical acceptance at the level of the flexible agency

The flexible agency is the most important aspect in the Angus project.  Having one point of contact  for all users simplifies the promotion of existing services.  Demands can be quantified and use of existing resources can be identified.  The Angus pilot has 4 vehicles equipped with GPS technologies.  If all taxis, buses and statutory vehicles were fitted with the same technologies it would be far easier to highlight current provision and meet passenger and goods demands far more efficiently.  No single operator will ever be able to meet all local demands.  By operating independently the flexible agency should enable the possibility of promoting an integrated transport solution within the deregulated environment.

FO 1.1 : To develop and offer improved and integrated IT infrastructure and services (mainly B-to-B)

MO 1.1.1: To develop and elaborate new organisational models (agency)

Information already presented:

· On page 12 also under FO 4.1.

· 4.1.3: On page 14 under 4.1.2: MO 4.1.2

· 4.1.3: On page 14 under 4.1.2: MO 4.1.3

MO 1.1.1c Information supplied

ATF promotes its TDC and services using various methods including, posters, leaflet drops, libraries, shops, schools, hairdressers, doctors, hospitals, local authority offices, transport providers.

The TDC is staffed between 0900 – 1700 hours Monday to Friday.

Driver and TDC staff training manuals for Mobirouter are very basic.  ATF provide face-to-face training in order to build up confidence between the operator and TDC.  Operators are encouraged to call the TDC at any time to discuss technical or operational issues.

MO 1.1.1d
Acceptance of new operational models

Innovation is regarded as essential by some people and a threat by others.  The UK model (as previously discussed) is fragmented into single client based delivery and subsidised services.  Co-ordinating the existing transport provision would be impossible without the use of new technologies.  These are essential to manage multimodal solutions to stakeholder requirements.  Asset management and management information will be very important.  GPS, if fitted to all vehicles in the supply chain, could monitor use and identify overlaps and wasteful use of resources.  

The TDC acts as a co-ordination centre by brokering transport solutions for the customer, which will reduce duplication and wasteful use of resources.  However, it will only achieve maximum potential if all stakeholders actively participate and want it to work.

The FAMS concept does not intend to criticise all existing working practices.  The concept is trying to demonstrate the potential benefits of some changes for the end user, statutory bodies, transport providers and associated stakeholders.

Operators in the pilot area of Angus have been and still are heavily dependant on subsidies from Angus Council.  This includes school transport, socially necessary bus services and concessionary travel schemes.  This has been the practice for the last 40 years.  

Legislation restricts concessionary travel passes from use on non registered bus services.  A flexible response to customer demand that utilises all available services cannot guarantee that these passes can be used, therefore holders do not like the concept because they have to pay.

MO 1.1.1e: Existence, acceptance and use of supporting technologies and solutions

GPS is welcomed by the regulators and the TDC as it allows vehicle movements to be monitored and assist the reliability of service design.  Conversely, poor communications in Glen Prosen, Glen Clova and Glen Esk reduces the potential for taking on day bookings due to the total lack of reception.  This does not lead to confidence in the concept or system as it reduces reliability and user flexibility.

A removable OBU is required for the UK market because not all drivers stay in their vehicle all day, and frequently it would be advantageous to transfer the OBU between vehicle and/or driver. 

The OBU should also be capable of delivering digital mapping images, which is of importance if there is not a regular driver and for identifying the location of new or occasional passengers.

The Mobirouter booking system is a vital component as it identifies users’ requirements, passenger use and provides activity profiling.  This is a useful capability as it assists in service design and vehicle specification requirements for the area.

MO 1.1.2: To develop new ways of working (real sharing of resources)

MO 1.1.2a: Existence and extent of new ways of working

Requests made to the TDC have highlighted issues that have been passed to statutory bodies and transport providers.  The TDC has been a service for identifying local issues.  This has resulted in Glen Cabs in Kirriemuir purchasing a wheelchair accessible Euro Taxi to assist Kirriemuir Day Care Centre.  Previously the day care centre operated its own minibus.

MiDAS training has resulted in 40 volunteers being trained to drive minibuses.  Greater use of the Angus Council’s Community Education vehicles and ATF’s own vehicles has arisen with the sharing of resources being seen as essential in the provision of a cost effective solution.

Database and digital mapping systems have assisted in the setup of Angus Travel Club by identifying where people stay and what their interests are.  This information has been given to the Angus Council Community Education Department to assist in the design of courses to meet the needs of the community by utilising local resources.

MO 1.1.2b: Existence of resource sharing

Given the location of each operator they are not in a position to quickly react to assist each other.  They will provide breakdown cover and spare drivers to cover shortages.

MO 1.1.2c: Existence of needed agreements

In the UK’s deregulated environment it is very difficult for transport providers to be seen to work closely together without raising the suspicion of the Monopolies and Mergers Commission and the OFT.  Operators commonly use the barter system: they work together on the basis of exchanging favours, e.g. if one operator has a breakdown and cannot cover the job another operator is contacted.  To avoid any paperwork trail that may be seen as anti-competitive, the second operator will assist the first one by undertaking one of his/her jobs in the future.

MO 1.1.2d: Extent of information provision on new working models

No written procedures have been used due to 1.1.2c.

MO 1.1.2e: Acceptance of new ways of working

The acceptance criteria are:

· Identify demand.

· Identify passenger requirements.

· Identify vehicle specification criteria for market demands.

· Added turnover and profit.

· Sustainability in the long term.

The non acceptance criteria are:

· Requirement to complete paperwork.

· Identify actual vehicle location and use.

· Identify actual usage – cannot claim for free concession pass holders that do not exist.

· Monitor service performance.

· Resource sharing highlights cartel agreements.

· Suspicious motives for sharing resources, e.g. operator trying to compete at a cut price.

MO 1.1.2f: Existence, acceptance and use of supporting IT

IT technologies will be accepted, if there is seen to be a long term benefit to the operator.  During the pilot there is no cost to the operator for the service.  However, in the long term a percentage of the revenue generated through the TDC is expected to be paid by the operator.  There is a fear that once demands have been identified the operators will sever connections with the TDC and deal directly with the customer.  If improved services have resulted from this it may be that the FAMS concept becomes a temporary benchmarking exercise to realign transport needs to meet current demands before moving on to another area.  However, this would result in the lost potential for efficient brokering of the available vehicle resource.  Cost and suspicion of the FAMS concept are the two main areas of concern.

MO1.1.3: To achieve co-operation among actors (in IT)

MO 1.1.3a: Existence and extent of co-operation between actors

Mobisoft UK Ltd. is the agent for Mobisoft Ltd Finland for the Mobirouter system.  Mobirouter has been installed in the UK using the DRT systems that have been tried and tested in the previous EU funded DRT projects SAMPO, SAMPLUS and INVETE.

The DRT elements have been developed from a taxi booking system and are designed to meet European market potential.  Mobirouter is robust for stand alone DRT applications.  For FAMS, where the Agency (TDC) is acting as a broker between the consumer and multiple transport suppliers, additional challenges still need to be met.

In the UK where a deregulated environment exists and each agency has different conditions and pricing structures for the carriage of clients, the challenge to develop a system to meet all the stakeholders’ requirements is immense.

Mobisoft UK delivered the Mobirouter system in April 2002.  Basic training was provided to TDC staff in May/June 2002.  There were extreme difficulties in resolving ISDN line problems due to the internal phone system in Stracathro not being suitable.  This held up testing until late August/September.  The OBUs failed to recognise the phone number due to a 9 being used by the TDC staff to access an outside line.  This resulted in delays until October.  At this stage ATF was in a position to fully test the system.

Installation of the OBUs to the vehicles is the responsibility of the TDC as Mobisoft does not have any agents in Scotland trained to meet their requirements.  

A number of black holes to mobile phone reception in the area were identified.  Despite trying various networks, the three areas/Glens (Glen Clova, Glen Prosen and Glen Esk) have absolutely no reception from any source.  This ruled out any possibility of taking bookings from individuals on the same day due to the inability to contact the vehicle.

It soon became apparent that information sent to the vehicles within the area where communications could be received, was not being responded to.  On investigation it was found that the drivers had left the vehicle to go into their house, depot etc. and therefore could not receive the information.

One operator, Glen Cabs, purchased a wheelchair accessible cab based on the demands identified by ATF work in the area.  Due to the number of airbags in the cab it was impossible to install the OBU in the vehicle.  

The opinion in Angus is that the fixed OBUs may not be the best solution for rural markets due to the inflexibility of the OBU being a fixture to the vehicle.  

Based on the Angus experiences some needs and issues to be addressed can be listed:

· Creation of a mobile OBU to meet the UK market.

· A network of approved agents is required for repairs/installation to vehicle hardware.  

· The Mobile phone network should be established before installation.

· A training manual is required to assist TDC staff, operators.

· A benchmarking mechanism for training is required to measure the performance of training.

· Software issues should be resolved in a structured way.

· There must be a commitment from all parties to meet local market requirements.

· Technical issues should be resolved by the IT supplier.

The rush for the market share will not change the public’s opinion of public transport using DRT services unless the IT companies can produce a robust product that provides a cost effective solution.  Ideas alone will not convince the public.  Total quality and commitment between all partners is required.  According to ATF on-line booking must be the aim for public transport.  Expedia and Opodo have shown what can be achieved in the leisure market.  Ryanair and Easy Jet have also had huge success in the budget air travel market.  There is no reason why the same success cannot be achieved in the mass public transport market

MO 1.1.4: To achieve effective resource management

The co-ordination of resources in a deregulated market is very difficult to achieve.  In theory the FAMS concept resolves the issue of identifying the existing use of resources using GPS systems.  To achieve the maximum impact vehicles (taxis, buses, voluntary sector and statutory bodied) should all be issued with the same equipment.

In Angus only four sets of OBUs are available for the FAMS trial.  In real terms there are approximately 35 vehicles operating in the area.  It is not possible with such a small test sample to establish the total demands and use of resources in the area.

Given the fragmented structure of the UK market and the number of stakeholders involved, convincing everyone to install equipment will be difficult unless it is a condition of operation under statute.  

Public transport is largely a cash-in-hand business.  Certain operators would not be keen on their movements being monitored.  Current statutory body tendered services are based on the prices submitted from local operators.  Most will charge for services provided from the depot back to the depot.  In many instances the vehicles and manpower will not start and finish from/to these locations.  However, without technology or staffing resources to carry out surveys it is very difficult to establish the actual use of resources in any area.

The prime stakeholder and activist in the Angus project has been ATF.  The head of ATF, Brian Masson, has over 25 years experience in the commercial UK bus markets.  At Travel Dundee he was responsible for the development of scheduling systems that resulted in vehicle efficiency reaching 99% and manpower efficiency 97%.  This was all achieved through the use of computerised scheduling and rostering packages (Micro Busman system).

No operator, however large the company, will ever be able to meet all demands on all occasions unless they have poor efficiency levels.  Over the course of time there are vast changes in demand levels for access to education, health, tourism and leisure.  Yet in the traditional marketplace services vary little throughout the year.  The cost of real-time scheduling systems is probably too high for most small operators.  A mechanism has to be devised where everyone can buy in to the service which the TDC can supply.  This would allow operators to identify the potential market in the area without the need to carry out surveys on their own and to avoid duplication of services.  

However, some operators feel threatened by the principle of resource management as they fear that they will lose their market share and guaranteed subsidies.

Legislation will be required to achieve maximum benefits.  The current voluntary agreements between small numbers of operators are insufficient to create real change.  

The consumer in rural areas is not necessarily interested in the type of vehicle being used, provided it is legal, well maintained and comfortable.  They want polite staff that are screened by the police before being able to work on services and they need a service that offers value for money meeting their individual needs.  

FO 1.2: To develop and offer improved and integrated DRT/TDC technologies (mainly B to C)

MO 1.2.1: To develop and elaborate an effective dispatching system TDC

MO 1.2.1a: Effective dispatching system

Based in Stracathro Hospital, the Angus TDC was established in May 2002.  One full time and one part time co-ordinator are employed to cover the TDC’s operational hours of Monday to Friday 08.00 – 17.00 hours.

The main elements of the TDC are related to the customer and the operator.  The co-ordinators log calls received and process requests by using the Mobirouter system.  Individual details are taken including, name address, phone number, journey details and any individual requirement’s such as wheelchair user.  Operator requirements include special seating capacity and accessibility required by wheelchairs, buggies and bicycles.

As all Angus DRT services have to operate under the private hire legislation, the TDC staff will contact the operator to establish the price for the journey.  Only non fixed routes are provided.  The customer is contacted by their selected method (phone, text message, e-mail, mobile) and advised of the pick up time and the fare.

Effective dispatching requires confidence and trust between all actors.  The TDC staff must be friendly and approachable for the public; the operators need to be certain that their costs will not be passed to third parties; and the statutory bodies require accurate records and costs against all budget headings.

The TDC can only function where technologies can produce the desired results.  Change is welcomed by some and not by others.  The management of risk in Angus is carried out by ATF.  Four operators are testing the technologies that may benefit the local area.  This pilot is funded up until May 2005.

MO 1.2.1c: Extent of information provision on the dispatching system

The dispatching system holds all information regarding the fixed bus services in Angus such as timing points and routes.  These were processed from operators’ timetables under the guidance of Mobisoft.  Driver and escort training is also co-ordinated by TDC staff.

MO 1.2.1d/e: Acceptance of the new dispatch system

Market requirements are identified and met by the TDC staff.  Whether stakeholders (operators and purchasers of transport, the customer and statutory bodies) will be willing to pay in the longer term is debatable.  Ideally, membership of the TDC should be a condition of carriage.  In a free market it is very difficult for the concept to provide a fully integrated multi-modal solution without legislation.  Fears of information being passed to the Inland Revenue, particularly for smaller companies, makes the concept appear less attractive.  [Operators declare their own returns based on information supplied through their own organisation.  The possibility of a third party also knowing this information is treated with great suspicion, e.g. some drivers’ pay may be shown whereas others are not as they are claiming benefits; operators may not declare all revenue on the tax returns as this can reduce profits and therefore reduce tax.]  

MO 1.2.2: To develop and elaborate booking and planning management

MO 1.2.2a: 

Bookings taken by the TDC staff are monitored with a complaints procedure in which any information received regarding any aspect of service delivery is logged by the TDC and followed up with the operator in question.  TDC staff will advise person making the complaint of progress until matter is resolved.  If problems arise, the relevant operator will be contacted to gain details regarding the clarity of the TDC instructions, the promptness of the customer and the vehicle and the viability of the estimated pick up time.  A cause and effect meeting between all parties would then be called to resolve issues.  The system requirements would then be reviewed and Mobisoft advised if necessary.

MO 1.2.2b: Agreements in place

All voluntary agreements are flexible to establish how the concept can best be exploited in Angus to benefit all stakeholders.  All aspects are monitored by the complaints procedure.

MO 1.2.2c: Information to support booking and planning management

Due to the lack of a suitable comprehensive Mobirouter manual to cross reference all aspects of running the system, it is difficult to provide a universal guide to the concept in Angus.  The TDC staff act as problem co-ordinators and assist all parties with resolving booking and technical problems.

MO 1.2.2d: Acceptance of new booking and planning management

Acceptance criteria in Angus:

1. One point of contact for information and booking.

2. Identification of individual needs.

3. Identification of vehicle specification requirements.

4. Identification true demands for the area.

5. Identification of local interests.

6. Identification of seasonal variations.

7. Special event management.

8. Passenger security.

9. ‘Cradle to grave’ services for everyone with no stigma attached.

10. Maximises use of resources.

Non acceptance criteria in Angus:

1. Requirement to book through the TDC.

2. Cost of phone call.

3. Pricing structure.

4. No concessionary fares.

5. Security and use of information.

6. Services only provided Monday to Friday.

7. Fixed OBUs in vehicles are inflexible.

8. No mapping information on fixed OBUs.

9. Communication black holes.

The Mobirouter system (designed by Mobisoft) was selected in preference to Trapeze.  Mobisoft’s involvement in previous EU projects was a decisive factor in this choice.  The base product is robust but must be developed to meet local demands.  Technical problems with the communication network must be resolved to evaluate full its potential and build confidence for the end user, operator and TDC staff.  Previous day booking could then be changed to same day and on-line booking.

MO 1.2.3: To develop and elaborate fleet management and communications

The TDC, using FAMS technologies and concept, should lead to greater utilisation of resources, less duplication and more exact vehicle specifications to respond to local demands.  At present the local operators are dependent on school contracts within the pilot area which results in old vehicles being purchased purely to cater for this market.  

If resource tendering was used with DRT technologies it is reasonable to expect operators to supply a daily rate to cover drivers’ costs and mileage within certain bands up to 240, 320, 400, 480 kilometres per day.  The TDC could co-ordinate all local demands and utilise available vehicles to meet needs.  This multi functional role would require vehicles that are reliable and can meet a number of service roles including education, community education, special needs, health, social services, school meals, patient transport and meals on wheels.  This would allow operators the opportunity to expand their businesses and create full time jobs to meet the total transport requirements for the area.

Communication systems could co-ordinate and report actual use against all cost headings.  Fleet management would then become market driven instead of the profit driven low investment single market that currently dictates operator policy.

MO 1.2.4: To develop and achieve communications with end users

The poor mobile phone network in the Angus Glens restricts the true potential for the FAMS concept.  Visitors with mobile phones are frustrated that they cannot contact the TDC to book the journey times unless they find a pay phone.  Young people use text messaging frequently, but again due to poor communications this restricts use to areas where reception is good.  Furthermore, access to a telephone is restricted in some homes due to the lack of finance.  

People within the pilot area have very low expectations due to the lack of public transport over the last 30 years.  Building confidence requires quality in all aspects of the operation.  

Communications is no different.  Booking a trip by phone is a concept well liked by elderly people.  The personal touch is seen as an essential element.  On-day booking and the ability to talk to someone regarding travel requirements is welcomed by many individuals across all age groups.  However, until communications are improved on-day booking will be very unreliable.  Potential users are asked which method they would like to be contacted to confirm bookings, call back being needed 90% of the time.  A leaflet drop to every household in the pilot area was carried out in April 2003.  Press, radio, leaflets, posters, meetings and conferences have all been used to promote the concept.

MO 1.2.5: To achieve access to services and information

Passengers phone the TDC for all bookings and information.  The Travel Club has brought groups of like minded individuals together such as Angus disabled ramblers, Angus Access Panel, Cafe Project, Attic Project, Help the Aged and Angus Youth Congress.  These club bookings have become the most popular part of the project so far.  Common interest benefits all areas of the community from the young to the elderly.  Working with Angus Council Community Education Department, ATF is co-ordinating the use of Council owned and ATF owned community minibuses to meet local groups’ interests.

MO 1.2.6: To develop and elaborate standard and modular solutions and interfaces for B2C services

Successful development of the TDC and telematics communications will require them to meet local market demands.  When statutory bodies start to pool budgets they will still require a breakdown of costs by client group.  It is therefore essential for software suppliers to recognise this at an early stage.

For example all taxi meters in the UK are calibrated in miles and yards.  If pre-booking modal choice calculation uses metric measurements, there will be a difference in cost and confusion for the end user.  Rules governing concessionary fares, including taxicard schemes, also require consideration.

The maximum travelling times for passengers with disabilities need to be built into the system.  Fares for all fixed services are also required.  The current UK public transport helpline only gives timetable information for registered services: it omits information about cost, taxis, community transport and statutory transport provision.

If online booking is to be successful a passenger must be able to book seats on all modes from start to finish.  The suitability of the vehicles needs to be established, e.g. the capacity to carry wheelchairs, bicycles, buggies and luggage.  A link to the daily output sheets of all transport providers and fleet details is also required.

If an end user is entitled to subsidised travel, it needs to be established who pays and how much.  

Authorities should be able to download daily information to assist budgetary control and planning.

An era of co-operation between all stakeholders and government is required in the UK.  If these aims are to be achieved, no single organisation will effect change unless everyone involved wants the concept to work.  

ATF states that DRT will evolve if the chaos theory is adopted.  Too many restrictions block innovation.  With proper development, systems should be able to manage every aspect from customer demand to service delivery, reporting and budgetary control.

FO6.2 : To identify and promote solutions to barriers to implementation of DRT caused by the regulatory frameworks

MO 6.2.1: To advise policy makers of all potential restrictive practices caused through existing policies

Background

The UK public transport industry is governed by a number of complex pieces of legislation.  The first aspect to understand is the definition of ‘public transport’.  As far as the general public is concerned any method of transporting a person from A to B, where a payment is made directly or indirectly should be regarded as public transport.  However, the reality of the current situation is far from clear, despite legislation that is supposed to encourage an integrated, co-ordinated transport system.

Angus

Within the Angus pilot area the following sectors provide public transport (see table).

	Provider
	Legislation
	Leading Department at Local Authority 
	Governing Body
	Fares

	Bus Companies
	1985 Transport Act

Monopolies and Mergers Commission
	Planning and Transportation
	Traffic Commissioners
	Set by companies (free market)

	Taxis/Private Hire Operators
	1982 Civic Government Scotland Act 
	Law and Administration

Welfare Rights (taxicard scheme)
	Angus Council
	Agreed by taxi federation and local authority

	Voluntary/ Community Transport
	Section 19 and 22 minibus permits and car sharing
	Law and Administration
	Angus Council

Community Transport Association
	Cannot make profit.  Set by organisations

	Statutory Bodies
	Can operate under Section 19 minibus permits or Passenger Carrying Vehicle legislation
	Education

Community Education

Social Work
	Scottish Executive
	Do not charge clients

	Patient Transport Services

NHS
	1947/48 National Health Scotland Act 
	NHS
	Scottish Executive
	Do not charge clients


Restrictive practises

In 1986 the UK bus market was deregulated.  Prior to this it was possible for local authorities to work with operators to design joint services and joint ticketing for multi modal systems.  However, due to European legislation this cannot be achieved in a deregulated environment.  Price fixing and collaboration on route design is illegal under anti competition EU legislation.  Joint ticketing schemes can only be achieved where local authorities act as brokers.  The consumer sees this as the most frustrating and illogical aspect of public transport.  The ability to pay one price for the complete journey is seen as an essential part of planning any journey.  The current UK journey planner web site www.pti.org.uk only displays times not fares.  The ability to establish costs before undertaking a trip is essential, particularly, when exact fare only systems operate in most cities in the UK.

· Concessionary Travel Schemes 

Angus Council, along with all other Councils in Scotland, introduced a free concessionary travel scheme for people over the age of 60 from 1st April 2003.  These concessions are only valid within the area of the local authority in which a qualifying person resides.  Angus Council has an agreement with bus operators to allow Angus residents to access Ninewells Hospital in Dundee.  In rural areas elderly residents are frustrated because that they only have access to a very limited public transport service – if one actually exists.  Taxi is the only other alternative; however, charges of around £1 per mile can make travel costs prohibitive.

· Statutory Bodies

Each local authority department looks after the travel needs of its own client base.  This can result in several vehicles being used in a local area to take people to various clinics, day centres or schools in the same town.  This situation arises due to a lack of co-ordination and integration between departments.  Local authorities operate their own fleets of vehicles and staff without charging end users for the service.  This results in the full cost being met by local taxpayers.

· Taxis/Private Hire

The majority of taxis and private hire operators are self-employed, owner drivers.  In the whole of Angus there are 160 taxis and 65 private hire vehicles.  Only 3 wheelchair accessible vehicles exist.  Angus Council will have to resolve this matter in order to meet the government’s disability discrimination guidelines.  A taxi-card scheme was introduced to assist disabled people who cannot use ordinary buses.  Due to the lack of accessible vehicles the potential for the scheme is restricted.   

· Patient Transport Service

The PTS operates as an independent section of the NHS.  Only patients referred by local GPs qualify for free travel by the PTS.  Spouses and other members of the family cannot be carried.  Where the PTS cannot carry a referred patient it will use one of over 100 volunteer drivers to undertake the request.  Volunteers are paid 40p per mile from their home to the final destination and return.  It is accepted by the NHS that this system has been open to abuse over the years.  The new free concessionary travel scheme has reduced complaints as all services are now free whereas previously only SAS services were free so the PTS was the preferred choice.  Now GPs can advise elderly patients that bus travel to all NHS Tayside facilities in Angus is now free.  

· Voluntary/Community Transport

Where services do exist these are only available to the members of the organisations.  Costs of around 30-40p per mile are charged by community car schemes.  These organisations assist both the PTS and Social Work Departments.

FAMS Concept in Angus

The research with the existing operators in the Angus area has highlighted that over 50 vehicles of various sizes from taxis to double deck vehicles are available on schooldays, weekends and school holidays between the hours of 06.00 - 08.00, 09.15 - 15.00 and 16.30 - 24.00 hours.  These vehicles undertake school contracts for Angus Council.  There is no resource tendering to meet the needs of all agencies in the area.  All operators are keen to expand their business and welcome the FAMS concept being tested in Angus.  

The problems to be overcome in achieving the full potential of the FAMS concept in Angus or any area of the UK are as follows:

1. The definition of public transport in UK.  Since many agencies control the legalities of existing transport provision, it is difficult to provide an integrated transport service co-ordinating the use of existing resources utilising an easily understood pricing structure.  The consumer is not concerned about the mode of transport used, providing the driver is properly trained and the vehicle is insured and safe.  This is particularly important in rural areas where narrow roads restrict the available options.  Current transport provision is basically client based, so that even though excess capacity exists vehicles cannot pickup members of the public.  

2. The variety of legislation.  The government and EU wish to encourage improved public transport, but in the UK the legislation governing the various agencies providing transport restricts this from happening, e.g. this means that taxis are not considered to be public transport by legislators.

3. Concessionary fares.  Senior citizens who hold a concession bus pass entitling them to free travel within Angus from April 3003 will have to pay a fare on any mode other than a registered bus service, even if there is no access to any bus services in their area.  

4. Statutory bodies operate vehicles without charging clients.  Local tax payers – who pay indirectly for client based services – cannot be carried unless they qualify for free transport with that service.  This restricts the potential of statutory authority services and causes unnecessary duplication, particularly in rural areas.

5. Bus Service Operators Grant.  This is only available to operators for services registered for stage carriage and community transport services. DRT dispatched by an independent control centre would provide an efficient means of providing an auditable record of transport carried out by all participants so that taxis, voluntary organisations and statutory bodies should be able (if permitted) to qualify for BSOG in the same way as bus operators.  The current situation increases costs for other modes, which has a considerable impact in rural areas.

Conclusions for Angus

The FAMS concept is recognised by statutory bodies, transport providers and users as a common sense approach to provide a user friendly, cost effective transport system particularly in rural and low population density areas.  Stakeholders are keen to see the project succeed.  A key element, however, are the unnecessary problems caused by legislation that will require several meetings between interested parties in order to be resolved.  This should be a primary aim in Angus.  A flexible, integrated, transport system will require flexible legislation to allow services to be developed to maximise the full potential of technology and resources.  

The FAMS project has attracted the backing of the Scottish Executive, the UK Government and EU.  The funding partners in the UK are the European East of Scotland Objective 2 Programme; the European Rural Development Fund; the European Commission, Directorate General Information Society 5th Framework Programme; the Community Fund; the Angus Council; NHS Tayside; the Scottish Enterprise Tayside; Angus Childcare Partnership; Forward Scotland; Angus College; Cairngorm Partnership; the Scottish Ambulance PTS and the Ordnance Survey.  Support in the form of payments in kind to the value of £50,000 have also been committed by NHS Tayside, Scottish Ambulance PTS and the Ordnance Survey.  

MO 6.2.1c: List of actions to advise policy makers

MO 7.2.2 

The needed actions for the future are as follows:

1. Demonstrate the potential of real-time scheduling, GPS, GPRS and mobile communication systems.  

2. Highlight the shortcomings of the current legislation particularly the problem that new technologies such as GPS, GPRS, Internet and real-time scheduling systems were not invented when existing legislation was passed.

3. Dialogue with all political parties, e.g. invitations to the TDC; all FAMS information was distributed to explain the project; a conference was held in Carnoustie (April 2001), a launch conference was held in April 2002; and there has been a visit by Andy Kerr the Finance Minister.

4. Conferences and presentations have been given at national events to raise awareness of concept, e.g. the Community Transport Association, the Scottish Transport Studies Group and the Institute of Transport.

5. Local action groups have been established in close relationship with the community councils.  Highlighted problems are passed to the local MP, MSP and local councillors at local surgery meetings.

6. Newspaper articles showing best practice from all of Europe are sent to the policy makers.

7. Demonstrate the vital role that public transport plays in sustainable rural development, community planning and equal opportunities.

8. Demonstrate that the partnership is working where local people are involved improved services can be delivered.

A bond is growing between local people, businesses, ATF and statutory bodies regarding a commitment to improving the life of rural residents by offering better links beyond the Glens.  The beneficial outcome should be that the quality of the area improves and this progress acts as a catalyst to encourage people to consider working and living in rural areas.

Politicians will always support good news projects.  Transport and mobility are seen as major problem aspects of rural life.  The ‘cradle to grave’ approach with FAMS in Angus, utilising existing resources to satisfy demands, meets all current government thinking across the UK and Europe.

Communities can consider developing local events such as the Hill Walking festival and Christmas events with the knowledge that transport problems will not be an issue.  The TDC can play an important role in promoting all aspects of rural life through one agency, transport being the common link.  

However, there is range of sectors heavily involved in influencing the policy makers.  Each has a vested interest in its own business and they want as much money as possible from the government in order to assist their members.

In the UK major transport providers such as First, Stagecoach, Arriva, Go Ahead and National Express lobby the government for changes to the transport policy to suit their shareholders’ requirements.  The Confederation of Public Transport providers lobbies on behalf of the industry as a whole.

Taxi drivers are represented by the UK Taxi Federation, again lobbying on behalf of their own interests.  The Community Transport Association lobbies the government on transport issues as far as the voluntary sector is concerned.  The Freight Transport Association represents the haulage industry.  The AA and RAC represent car drivers.

Throughout Europe the cost of providing public transport is growing.  Governments would like to reduce the costs by deregulation and privatisation.  The UK has the experience of 18 years of deregulation and privatisation.  However, there is evidence that the UK needs greater integration and co-ordination, which current legislation precludes.

The FAMS concept is seen by policy makers as an innovative approach.  ATF is not politically aligned to any party and is a non profit making organisation.  The objective of ATF is to maximise the use of all existing resources from all modes.  This should reduce duplication and free up existing resources to meet the unmet demands at minimal cost.  However, in order to make this happen new technologies (real-time scheduling, GPS, GPRS, mobile communications) need to be successfully introduced.

Flexibility is the key at this stage.  Results and trends from FAMS are being analysed before defining the legislative changes required.

FO6.3 :  To identify solutions and actions possible at local level

MO 6.3.1: To encourage joint working between operators and statutory services using TDC to aid integration

ATF has assisted Angus Council and the Scottish Ambulance Service (SAS) with trials of integrated services.  Angus Council borrowed one wheelchair accessible vehicle from ATF to test the concept of multi functional services operated by one vehicle.

ATF has trained four school janitors to the MiDAS standard.  These janitors were allocated a number of schools to look after.  The trial involved a janitor picking up a bus in the morning and then carrying out a special needs contract with an escort.  After this the vehicle was used to deliver internal mail for Angus Council  as well as allowing the janitor to carry out his duties at his allocated schools.  The school meal collection and distribution was also carried out.  After two weeks semi-fixed routes were established and the concept saved Angus Council around £100 per day compared with previous costs.  Instead of contracting individual operators to carry out each function, it was now possible to match known demands with resources.

This model could be used to assist all the Council’s departments.  Effective resource tendering provides much better value for money than individual client group tendering.  Simple allocation on a time and mileage basis alone would provide cheaper transport for each department by using resource tendering.  This will only work where demands are quantified and supply is co-ordinated through one source such as the TDC.

A larger exercise involved the SAS.  The carriage of people to and from hospital presents many logistical problems.  The SAS does not receive its daily orders until midday the day before transport is required.  Dispatchers then have to allocate patients to the SAS vehicles and voluntary car drivers.  Patients are referred to SAS vehicles by doctors when it is agreed that they are unable to travel by public transport because they are not well or enough or there is no public transport available.  This service is provided free of charge to the customer.  Volunteer drivers are used to supplement SAS services, when demand outstrips resources.  Volunteer drivers receive expenses of 38p per mile to cover the cost of using their own car.  There was very little auditing of expense claims.

The stated quality criteria were that the patients had to arrive at the hospital or day clinic within 2 hours of their appointment time.  The outcome was that patients did not know how long the journey would take.  The SAS would advise patients to be ready at a certain time.  The SAS crews would pick up patients until the vehicle was full and take them to the required location.  On the return journey the same crew would await all patients before returning them home.  As a result most patients were away for a whole day.  Vehicle utilisation was as low as one return journey per day.  Some drivers were also fully qualified paramedics.

ATF provided the SAS with the FAMS concept.  Instead of using their own minibuses in an inefficient way, the hub-and-spoke approach was adopted.  Small vehicles driven by volunteers would feed the hubs from where minibuses would take patients to the health centres and instead of one return journey per day, utilisation increased to five return journeys for minibuses.  Volunteer car use decreased as they were only e used to feed the minibuses.  Significant savings have been achieved by the service using this model.  This new service design has demonstrated significant success yet still remains customer focused.  This model is to be considered for the UK PTS.

However, legislation does not allow SAS staff to collect fares so only restricted use can be made of statutory vehicles.  The statutory bodies have asked for a financial contribution to carry the general public which causes a variety of problems.  Technically, the service is operating anyway, paid for by government funding from taxpayers.  This is a serious problem in the quest to provide a cost effective multi-modal solution.

MO6.3.2: To identify the needs of local people embracing the concept of community planning

The Glens area is suffering from a de-population crisis threatening the future of rural schools, shops and amenities.  An innovative solution is required to improve access to and from this area to encourage families, businesses and tourists to consider relocating to rural Angus.  Improved access to employment, training, education, health and leisure are essential to maximise the potential of the area.

ATF is a registered charity founded in 1997 to represent voluntary organisations and communities in the area, to lobby Angus Council and the local operators for improvements to public transport in the area.  The membership has grown to over 75 organisations including all bus and taxi operators.  Six action groups have been created based around each of the main market towns in the area.  These groups meet on a regular basis and have resulted in the provision of ideas and information that has resulted in service changes to meet local demands.

However, the most isolated areas of the Glens in Angus are still poorly served by traditional public transport.  Where services are provided, they mainly operate only on schooldays.  The provision of transport services in Angus is similar to other similar areas of the UK.  Client based services are provided by the PTS, Social Work Department, Education Department, Voluntary Organisations and Meals on Wheels.  These are not co-ordinated and result in the wasteful use of resources and under utilisation of the surplus seating capacity, which is not available for the general public which lacks public transport.  However, technology now exists to reduce duplication and simplify co-ordination to the benefit residents, statutory bodies and operators.

The Angus demand responsive, co-ordinated transport pilot project seeks to maximise the use of existing public transport resources in the area to produce a flexible, user friendly integrated service and provide a sustainable means of delivering transport provision utilising new technologies (GPS and real-time scheduling).  This challenge requires a visionary approach and the dismantling of artificial barriers caused by reluctance to change the approach to the provision of public transport.  Legislation will require flexibility to encourage co-operation and integration between modes.  Technology can assist in designing a solution to the transport problems caused through lack of co-ordination and integration of existing services.  Service delivery will be designed to meet the needs of the consumer, not just operators.  

The FAMS project embraces all current EU, UK and Scottish Executive policies across community planning, sustainable development, social inclusion and environmental policies.  The challenge is to see whether it is possible to demonstrate real progress in these areas with regard to the planning of a public transport solution in rural areas that is designed by local communities to meet their needs.  

Local groups represent transport providers, statutory bodies, community councils and anyone with an interest in local transport issues.  These groups meet on a regular basis and will continue to do so throughout the funding period until May 2005.

Local action groups create expectations.  The committee members can be seen as promoting self interest particularly when businesses are involved.  The ‘cradle to grave’ approach is effective in providing a vision for the concept so that everyone benefits.  Local involvement certainly assists political change.  Unless public support can be demonstrated it is difficult to make any changes to policy.

The problems faced by people in Angus are similar to rural areas throughout the UK and Europe.  In spring 2001 the ATF held a Demand Responsive Transport Conference in Carnoustie, Angus.  Over 135 organisations attended the event.  Speakers from Finland and Newcastle University gave the audience an insight to the concept of DRT and how it has produced significant results in Europe.  The event was a resounding success and was reported in the Summer Edition of the Scottish Transport Review.  A business plan to meet the local issues was presented to stakeholders before holding the conference.  

MO6.3.3: To demonstrate that flexible local transport solutions will require a flexible regulatory framework

When the 1985 Transport Act was written public transport was defined as buses, coaches and trains.  New technology was an electronic ticket machine.  Over the past 18 years new technologies (Internet, GPS, GPRS, mobile communications and real-time scheduling systems) have been devised assisting all transport sectors.  However, the impact on service design and integration has been minimal whereas the leisure market and air travel have embraced on-line booking and hub-and-spoke service design.  

The UK bus industry is certainly more efficient at delivering services and productivity levels are around 100%.  Yet passenger use has declined over the last 18 years.  The existing services are not designed to meet individual needs.  In rural areas the low population density makes commercial services impossible.  The government has launched rural bus grants over the past four years.  However, buses are not the only solution: they can be supplemented by taxis, community transport and statutory vehicles.  The meaning of public transport must be redefined to allow total integration of all modes of transport.

In rural areas people are not interested in the modal choice provided the vehicle being used is well maintained and properly insured, and drivers are expected to be screened and properly trained.  Value for money is central to individual choice, e.g. concessionary fares should apply to all modes in rural areas.  Without such changes it is impossible to market and promote public transport satisfactorily.  

Conflicting Legislation – see 7.2.1: MO 6.2.1: To advise policy makers of all potential restrictive practices caused through existing policies.

MO 6.3.4: To assist large transport groups in the development of new transport services using telematics technology

The UK market requires significant passenger growth now that most of the waste has been reduced from previous inefficient working practices.  The two largest groups in the UK, First and Stagecoach, have been following the work of ATF for the last three years.  The Angus pilot site has allowed them to see the FAMS concept in action.  In September 2002 Stagecoach directors visited the Angus TDC to meet the FAMS Consortium.  As a result Stagecoach are about to launch the first commercial taxibus scheme in the UK on 18th August 2003 between Dunfermline and Edinburgh.  First Group are launching a pilot taxi feeder service to its bus and rail services in East Anglia.  

Share prices and profits are vital to these companies, therefore they must see a significant return on investment to consider the high cost of investment in DRT technologies throughout the UK.  DRT technologies allow companies to profile customer needs and supply niche markets.  Utilisation of vehicles must be flexible to meet these demands.  Driver training is also essential if technologies, customer care and network knowledge are to meet these markets’ requirements.

There are still too many communication black holes in the UK.  The communications kit could be portable between vehicles as equipping every vehicle is costly.  The kit must be robust.  This is a concept that cannot fail due to technical problems once it is launched.

In an ideal world all modes should work together to their mutual benefit.  

FO6.4 : To influence the Market Environment for DRT services and products

MO6.4.2: Demonstrate that DRT and TDC can reduce transport costs

Operators in Angus quote daily rate prices of up to £125 for 16 seat vehicles for 8 hours driving up to 150 miles.  In some cases a school contract vehicle is hired by the council for £80 per trip.  Simple allocation on a time and mileage basis alone would provide cheaper transport for each council department by using resource tendering thereby providing much better value for money than individual client group tendering.  However, this will only work where demands are quantified and the supply is co-ordinated through one agency. 

ATF have assisted Angus Council and the Scottish Ambulance service with trials of integrated services.  Angus Council borrowed one wheelchair accessible vehicle from ATF to test concept of multi functional services being operated by one vehicle.  

ATF trained 4 school janitors to MiDAS standard.  These janitors were allocated a number of schools to service.  The trial required each janitor to collect a bus in the morning and carry out a special needs contract with the assistance of an escort.  Next the vehicle was used to deliver internal mail for Angus Collage as well as allowing the janitors to carry out their duties at their allocated schools.  School meals collection and distribution was also carried out.  After 2 weeks semi-fixed routes were established and the concept saved Angus Council around £100 per day compared with previous costs.  Instead of contracting individual operators to operate each function, it was now possible to match known demands with resources.  It was planned to use this model to assist all Angus Council departments.  

A larger trial involved the Scottish Ambulance Service.  Patients are referred by doctors when it is agreed that they are unable to travel by public transport.  This service is provided free of charge to the customer.  The carriage of people to and from hospital presents complex logistical issues.  The SAS does not receive its daily orders until midday on the day before transport is required.  Dispatchers then have to allocate patients to SAS vehicles.  Volunteer drivers are also used to supplement SAS services when demand outstrips resources.  Volunteer drivers receive expenses of 38p per mile to cover the cost of using their own car - and there is very little auditing of expense claims.

Prior to the trial, the stated quality criteria to be upheld were that patients should arrive at the hospital/day clinic within 2 hours of their appointment time.  The SAS advised patients to be ready at a certain time which did not inform patients how long the journey would take.  SAS crews picked up patients en route until the vehicle was full and took them to the desired location.  On the return journey the same crew awaited all patients before returning them home.  As a result most patients were away for a whole day.  Vehicle utilisation was as low as 1 return journey per day.  

ATF provided the SAS with the FAMS concept.  Instead of using their own minibuses is such an inefficient way, the hub and spoke approach has been adopted.  Small vehicles (driven by volunteers) feed hubs (health centres) where the PTS vehicles takes them on to the hospitals.  Instead of 1 return journey per day, utilisation has increased to 5 return journeys for minibuses.  Volunteer car use has been reduced as they are only used to feed the PTS vehicles.  Significant savings have been achieved by the service using this model.

The above examples have demonstrated significant success yet still remained customer focused.  This FAMS model is to be considered for the UK Patient Transport Service.

However, issues still remain which hamper the objective of providing a cost effective multi modal solution.  Firstly, the use of statutory vehicles is restricted as legislation does not allow staff to collect fares.  Secondly, statutory bodies have also asked for a financial contribution to carry the general public.  Technically the service is operating anyway (paid for by government funding and ultimately by the taxpayers) and passengers could be carried free on statutory vehicles: however, if any subsidy were paid it is likely to abstract passengers from fare paying services and provide unfair competition to commercial operators.

MO 6.4.3: To demonstrate that DRT and associated technologies can provide a cost effective solution to customer based demands based on individual needs

To achieve full potential in this area, the legislation needs to be changed to assist the modal choice.  Fare structures must become easily understood.  The cost of phoning the TDC and telematics must be paid for somewhere.  It is hoped that these could come from subsidy savings and reduced duplication costs.  The end user must be offered a 24/7 transport solution.  Online booking would reduce the costs of staffing 24/7; however the total needs of the market must be met for those unable or unwilling to make use of the Internet.

Annex I : Structured Interview Report – Florence Site

FO 5.1 : To successfully define, market and develop the Customer Proposition for the new transport/mobility offer

MO 5.1.1 : To plan and define new service concepts and added-value to the customer 

The new service concept within FAMS is a consequence of the very positive experience with DRT services already operated by ATAF after the SAMPO/SAMPLUS projects. The new concept of the Agency foresees to optimise the current service provision in order to increase the amount of services available for citizens, without increasing – or even diminishing – the level of subsidy to PT.

The idea of the new agency derives from the results of Customers Satisfaction carried out by ATAF during the past years, that showed that the main problem for DRT services in general is given by the amount of phone calls, that provoke a high probability of finding the line busy, so that with the introduction of the Agency a new communication system is given for B2C services, that could satisfy most of the off-line requests.

MO 5.1.2 : To position and market the new products using appropriate techniques

As a consequence of the issues described at 5.1.1, the introduction has been accompanied by adequate marketing campaigns, with specific promotional leaflets and meeting with users categories, including the P.A.; for what concerns the E&D services innovations, specific focus groups have been setup.

MO 5.1.3 : To understand the market potential

The main analysis carried out at this level is the Customers Satisfaction survey, carried out by ATAF on a yearly basis, where there are specific sections dedicated to DRT & special services.

MO 5.1.5 : To suggest supportive mechanisms with applicability beyond the test sites

5.1.4/5.1.5: at present, since the Agency started its operation just during summer, non reliable data have been gathered, since most of the users (especially students and workers) yet did not use the service, that has only been tested at a functional level (specific testings to verify the level of functionality of the WEB Agency, but with no qualitative and/or quantitative data from users); this will be possible only starting from mid-September/beginning of October.

FO 5.2 : To successfully define, plan and implement changes to the Business Processes, where necessary to the Organisational Structure, to support the new mobility services

MO 5.2.1 : To identify the changes required to the Business Processes of an operator or agency to support and exploit ITS-supported DRT
The definition of the institutional and legal aspects of the service is one of the most relevant issues to be faced, since no specific standards exist for this kind of service.

The Contract for the service definition between the PT company and the P.A. is usually defined on the basis of the number of kilometres run by the service, that is in the same way as the traditional line service. The reference parameter for the preventive calculation of the amount of kilometres is the service of the previous year: this is not correct, and most of all represents a big limit in the developments of a DRT service inside one year, since the most relevant parameters to define a DRT service instead should the network extension (km and number of stops/meeting points) and the service hours. On the basis of the experience aquired in the last years of DRT services, new standards are under study in order to solve the existing gaps, that will hopefully applied to the FAMS Agency operation.

MO 5.2.2 : To identify needed organisational change

The main changes in the organisational procedures first of all concern the typology of personnel to be utilised in DRT provision, since new skills are requested, such as the knowledge of PC & WEB-based activities. Concerning the organisation of work, the possibilities offered by the Agency will force the different operators to have a more efficient Information System of the Company activities and vehicles availability, that will have to be interfaced with the FAMS architecture.

Another important organisational issue concerns especially E&D service provision, where each operator had its field of “power”, independently from the rest of the world, while now they will have to share their processes, providing information on their vehicles and personnel availability, so that with the same amount of subsidy for the sector, a higher level of service quality and quantity will be provided, coordinating and optimising the overall fleet utilisation.

MO 5.2.3 : To assess the extent that these have actually been achieved in the take-up sites

At present, since the Agency started its operation just during summer, non reliable data have been gathered, since most of the users (especially students and workers) yet did not use the service, that has only been tested at a functional level (specific testings to verify the level of functionality of the WEB Agency, but with no qualitative and/or quantitative data from users); this will be possible only starting from mid-September/beginning of October.

MO 5.2.4 : To identify barriers and resistance to change within operators and agencies

The main obstacle to be faced concerns especially E&D service provision, where each operator had its field of “power”, independently from the rest of the world, while now they will have to share their processes, providing information on their vehicles and personnel availability, so that with the same amount of subsidy for the sector, a higher level of service quality and quantity will be provided, co-ordinating and optimising the overall fleet utilisation.

Another obstacle to DSRT development, as mentioned before, is the current structure of the Contract for the service definition between the PT company and the P.A. is usually defined on the basis of the number of kilometres run by the service, that is in the same way as the traditional line service. The reference parameter for the preventive calculation of the amount of kilometres is the service of the previous year: this is not correct, and most of all represents a big limit in the developments of a DRT service inside one year, since the most relevant parameters to define a DRT service instead should the network extension (km and number of stops/meeting points) and the service hours. According to this, there can be a limited change in the actual kilometres run by the service, but in any case every km more than the maximum amount planned is not paid, and this represents a big problem because the more the success, the more the service is active in terms of kilometres run for the service. On the basis of the experience acquired in the last years of DRT services, new standards are under study in order to solve the existing gaps, that take into account the amount of hours when the TDC or the srevice is active, that will hopefully applied to the FAMS Agency operation.

FO 5.3 : To successfully select, deploy and exploit the ITS and other technologies

MO 5.3.1 : To develop a checklist/blueprint for implementing technology in take-up mode
The main check list setup for the analysis of new technologies regards two different issues:

1. the usability of the technology by the main target users (drivers, passengers, operators, ...), according to their characteristics

2. the checklist of technology components

Here in the following some examples are given:

Concerning users, relevant characteristics can be:

· motivation (What do they want to do and why?)

· activities and habits (e.g., for work, education, leisure)

· values (e.g., importance of standing, comfort, privacy, property)

· attitudes (e.g., towards public transport, car-pooling, cyclists)

· satisfaction (e.g., towards different systems or services in transport)

· complaints (e.g., concerning waiting lines, disorientation, noise, poor air quality, etc.)

· security concerns (e.g., for the users of parking areas at the airport)

· situation awareness (e.g., do they know about alternatives solutions in transport?)

· economical behavior (willingness to pay for a service)

· number of users

· age (e.g., young, elderly users)

· abilities or disabilities

· gender

· language and culture (e.g., ability to read a specific language, etc.)

· education (e.g., ability to read instructions on an automatic ticketing service interface)

· experience (e.g., with systems or services similar to the one a service provider intends to offer)

2 main user groups can be identified 

· the end-user: the direct users who are directly involved in the environment in which the ITS technology will operate (the vehicle)

· the driver

· the passengers

· operators of the TDC

· the indirect users: all people with some interest in the new technology but not directly involved:

· maintenance staff

· operational managers of the different supporting systems

· technical managers of the different supporting systems

· software developers

Concerning the technology components:

	
	
	Environment/Site

	Subsystem
	
	ATAF

	Radio System
	Communication


	

	
	On-vehicle interfaces 


	

	Traffic Light Priority
	Communication


	

	
	On-vehicle interfaces


	

	Location, monitoring and control
	Communication


	

	
	On-vehicle interfaces

 
	

	Passenger trip monitoring
	Communication


	

	
	On-vehicle interfaces


	

	DRT
	Communication


	

	
	On-vehicle interfaces


	

	Route guidance
	Communication


	

	
	On-vehicle interfaces 


	

	Ticketing system
	Communication


	

	
	On-vehicle interfaces 
	

	Monitoring
	Communication


	

	
	On-vehicle interfaces 


	


MO 5.3.2 : To determine the factors involved in successfully choosing and working with an ITS supplier

For ATAF and DRT services, the choice of the ITS supplier has derived directly from the experience of the experimentation of the development projects involving ATAF and the suppliers, so that the choice did not present any risk for the operator; other experience of ITS systems implementation instead have brought to ATAF a big experience in this field, especially concerning AVL and IPS systems.

The complexity of these systems, such as for DRT systems, is present both from the beginning of the realisation process and in the system operational start up and day by day system/service management, intensely extending the aspects and problems that the Transit Company has to face, including also the tasks and responsibilities of the System Provider.

In particular, among the others:

· co-ordination of the different activities related to the system realisation process and contract management aspects;

· technical profiles related to the system functions and procedures (at control room level, for the depot management, etc.)

· operational profiles related both to the utilisation of the system (from the driver to the control room operators) and to the system maintenance

· operational action class related to the system emergency, time intervention and restoring action in order to guarantee the “normal” day-by-day system management.

In parallel to these aspects, the complexity of the realisation process in itself should not be undervalued, since it requires a careful monitoring from the Transit Company in order to obtain a system supply that corresponds to the requirements and needs of the Transit Company (and hopefully described in the purchasing contract) both in timing, functions and performances.

The situation described above directly involves the ITS product market in which the supply is still not adequate to the real needs of the Transit Companies and the suppliers themselves are not able to play a real role of problem solver as requested by the PT Company.

Therefore, before starting the ITS purchasing process, the Transit Company should define a feasibility study in order to modulate the system architecture (and its complexity) according to the specific Company needs (if well identified in terms of performances and organisational processes), divided in functional and technological development stages in order to obtain gradual and “safe” general achievements for the Company and day by day objectives.

MO 5.3.3 : To assess the technology implementation at the take-up sites

As described above, the DRT implementation at ATAF site derives directly from a strong cooperation between the PT Company and the ITS provider, so that the question is a little bit peculiar. What can be said is that all the objectives of the ITS implementation Projects undertaken by ATAF and its DRT supplier have always achieved the final target and the full operation of the planned system.

Some tables have been drawn in order to verify the state of the implementation such as the following:
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ISSUES TOTAL

4

ISSUES of importance 5

1

ISSUES in progress

ISSUE

Site

Reported 

by

Received

Importa

nce

Responsible 

Person

Deadline

Done by

When was 

done

What was done

 / Hints or comments

1

Improvement of portal user 

interface

Florence

Claudia 

Binazzi

24/04/2003

2

G.L. Speroni

21/05

M.Masna

ta

21/05

More space given to User and Operator Area            

Different transport services have been highlighted      A 

higher font was used for important contents

2

Improvement of reservation 

services 

Florence

Claudia 

Binazzi

24/04/2003

3

G.L. Speroni

21/05

M.Masna

ta

21/05

A link to a graphical map has been added near the 

booking module The map is shown in a separate page 

A return button has been provided The map shows all 

the Public Transport Lines involved in the specific 

Transport Service

3

Improvement of Portal 

Navigation

Florence

Claudia 

Binazzi

24/04/2003

2

G.L. Speroni

21/05

M.Masna

ta

21/05

Some return buttons added in web pages Existing 

return buttons now take you in the right place

4

Improvement of Booking 

management

Florence

Claudia 

Binazzi

30/04/2003

4

G.L. Speroni

21/05

M.Masna

ta

21/05

Added the possibility to search a user through surname 

and ID Added ordering functionalities

5

Improvement of performances 

in requests page

Florence

G.L.Speron

i

30/04/2003

5

G.L. Speroni

21/05

M.Masna

ta

21/05

Now a high number of requests is loaded in shortest 

time and checking one of them for deletion is 

instantaneous

6

New refusal service

Florence

Claudia 

Binazzi

30/04/2003

5

G.L. Speroni

21/05

M.Masna

ta/ 

R.Vagge

21/05/2003

Added the possibility for a user to refuse a proposal 

through the web, after receiving notification

7

New logging access service

Florence

G.L.Speron

i

30/04/2003

6

G.L. Speroni

15/06

M.Masna

ta/ 

R.Vagge

To give the possibility to get logging information and to 

filter only interested items

8

Improvement of Reservation  

on PortaRomana service

Florence

Claudia 

Binazzi

09/05/2003

5

G.L. Speroni

21/05

M.Masna

ta

21/05/2003

When a central operator accesses this service, the 

system proposes both existing and "ad hoc" rides 

9

Improvement of trips 

presentation

Florence

Claudia 

Binazzi

19/05/2003

5

G.L. Speroni

21/05

M.Masna

ta / 

R.Vagge

21/05/2003

Circular lines with starting point equal to ending point 

were difficult to recognize. Now each trip shows a 

reference to its main destination

10

Improvement in error handling

Florence

Claudia 

Binazzi

30/04/2003

4

G.L. Speroni

15/06

R.Vagge

21/05/2003

A generic error message was raised Now an error 

code/message architecture has been implemented

11

Security Modifications

Florence

Claudia 

Binazzi

30/04/2003

4

G.L. Speroni

15/05

C.Brotto

15/05/2003

Only operators with Administrator privileges can 

modify the web services parameters

12

TDC Operators Creation

Florence

Claudia 

Binazzi

30/04/2003

4

G.L. Speroni

21/05

C.Brotto

21/05/2003

Instead of an automatic id generation for TDC operator 

identification, it's now possible to specify an ID value in 

creation fase


FO 5.4 : To define and achieve the requirements for training and knowledge transfer

MO 5.4.1 : To identify a checklist/blueprint for training for ITS-supported DRT
No specific checklist exist regarding ITS supported DRT, while specific formats for personnel training have been drawn, based on specific instructions and PowerPoint presentations to be shown to operators together with the courses.

MO 5.4.2 : To assess the training approach and competences at the take-up sites

The main target for the FAMS training courses are the TDC operators, while for other courses, such as the IVT usage, drivers have been the main target both of the training program and of the verification for its level of utilisation.

FO 4.1 : To facilitate integration between DRT and other modes

MO 4.1.1 : To achieve co-operation between the organisation and administrations of DRT and other transport modes

The only formal existing agreements regarding DRT services in the Florence area regard the provision of some services in the metropolitan area, where ATAF have been designed as the TDC operator for all the services, while different operators operate the real service: this is in Scandicci, Porta Romana, Sesto Fiorentino (services operated by Li-nea SpA) and in Calenzano (Service operated by CAP). Regarding the other modes (regular lines, extra urban lines, railway), no specific cooperation agreements exist, the only issue that has been taken into account is to consider the main stops of these other transport modes as a meeting point for all the DRT services around them.

MO 4.1.2 : To achieve co-operation at the service planning level

The data related to DRT services are shared by ATAF and the other involved operators as operational data.

MO 4.1.4 : To achieve interoperability of tariffs and payment systems 

In the Florence area an integrated fare system is active, that means that with the same ticket it is possible to travel inside the ATAF reference area, independently from the service operator. The fares subdivision is based on yearly contracts, where the percentage is calculated according to specific sample surveys on passengers.

MO 4.1.5 : To identify barriers to integration

The main problems for services integration is related to E & D services, where the obstacle is mainly cultural, since most of the operators area afraid of sharing their data fearing to loose some privileges acquired during the years.
FO 4.2 : To improve the effectiveness of services in areas currently poorly served

MO 4.2.1 : To increase the level of available service at the customer’s point of access to the system

At FAMS level the main new services are the Airport and hotels service operated by SITA, while for the other existing DRT services the main innovation consists in the new structure on the Agency based on web interfaces, in order to provide better accessibility to the service booking and information.

Concerning the previous introduction of new DRT services, the quantity of new service provision has been calculated evaluating the area covered by the service, first referred to the whole area of the reference zone/municipality, and then to the sub-areas where most of the population is concentrated ((95÷100% of the resident population). The area covered by DRT is estimated, by literature, as a 200 m offset from the path of all the possible paths. The area covered by the Disabled Service is 100% of the reference zone given the fact that the extension of this service is given just by the necessities of this particular user category.

In the following picture an example of the graphical construction utilised for the geoprocessing calculation of these indicators is given, based on a standard G.I.S..
	Reference area
	% of population served in the area

	CAMPI PERSONALBUS
	79

	PORTA ROMANA
	23

	SCANDICCI PERSONALBUS
	20

	SESTO PERSONALBUS
	31

	CALENZANO PERSONALBUS
	56

	DISABLED
	100
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Campi Bisenzio PersonalBus covered area

MO 4.2.2 : To reduce the proportion of time when service is not available to users

At present non changes have been made in the amount of hours when the TDC and the DRT service are active; changes will possibly be made according to the results of the first period of evaluation.

MO 4.2.3 : To increase the number of destinations which can be reached by integrated services

The main increase in the amount of service provided to users has happened during the DRT introduction, so that with FAMS the main expected results are the increase in the service accessibility for everybody, providing a higher amount and quality of service thanks to the overall optimisation given by a unique Agency and the consequent increase in the service cost-effectiveness.

Concerning the social impact of DRT services, this can be shown by some of the customer surveys carried out in the recant years, where as an example it is important to point out that 42,2% of PERSONALBUS™ users don’t own a car, so that the DRT application significantly contributes to the achievement of equity goals, providing a suitable mean of transport for those people who cannot afford having their own a car for different reasons.

FO 4.3 : To develop new business models

MO 4.3.3 : To develop a high-level Business Model based on these factors

4.3.1/2/2 : DRT services at Florence site level actually don’t represent a market opportunity for the Company but are a winning strategy to increase the quality and quantity of service even with a limited amount of additional costs (mainly the TDC), that can be compensated by the increase of passengers (i.e. for Campi PersonalBus from about 400 pass/month to about 12.000 pass/month) and by the reference municipalities that will be available to pay more with the evident increase of the potentially covered area.

MO 4.3.4 : To identify the critical success factors 

The development and the success of the introduction of the DRT service has taken advantage from the correct planning and analysis phase, taking advantage of the characteristics of Campi Bisenzio, where in the last decade there has been a big expansion in the number of residents and industries, with a correct town planning  and new infrastructures, particularly fitting a service on demand:

· most of the trips are quite short

· there is a relevant percentage of erratic movements

· some areas of Campi can not be reached with a traditional service due to the road characteristics (narrow, not good pavement, …)

· in the area of Campi there was already a typology of DRT service for disabled users, so the town was already prepared to it.

The correct design and planning phase of PersonalBus™ has been possible also and mainly thanks to the strong technical and political cooperation between local authorities, users and the PT company.

Before the introduction of the service, a complete Origin/Destination survey has been made in the whole area of Campi, in order to identify both the current and the potential users, together with other information on the mobility needs of different target categories.

In order to design an optimal PT network, together with users surveys, a complete recognition of the characteristics of the road network of Campi has been made, in order to identify the most proper typology of buses for every portion of the network itself.

Other important aspects taken into account have been the most relevant attraction centres, such as the main industrial and commercial areas (“I Gigli”, etc.) and the main parking areas. A particular attention has been put on the service accessibility, both improving the conditions of streets and sidewalks in the bus stops zones, and operating low-floor vehicles that can fit also disabled users.

FO 4.4 : To develop new service concepts and delivery models

MO 4.4.1 : To develop new service concepts for DRT

Demand Responsive (or “DIAL-A-RIDE”) Transport Services are a “flexible” approach to the issues of Public Transport Services, intermediate between the TAXI and the conventional BUS service. They usually operate small-size buses on flexible paths and schedules, basing their route choice on the users’ requests.

Given their flexibility, they are suitable to serve non-systematic customers (for non-peak hours, low-demand zones, airport connections, etc.), users with mobility impairments (elderly, disabled) and areas non reachable by the ordinary bus-service. These factors contribute to give a social role to this kind of services.

The flexibility in the organisation of DRTS can be very different, according to the needs of users and of the Service Provider. From the point of view of the service provision, we can identify four generic concepts, describing the organisation of Public Transport in terms of increasing level of flexibility, from the ordinary line service to the most advanced and flexible types of DRTS:

· Predefined timetable and route: the service reaches predefined stops with predefined passing times;

· Partially predefined timetable and route with deviations to predefined stops: the service can reach predefined stops on demand, with small deviations from the ordinary path;

· Stops in a region: the service can reach a set of predefined stops on demand, in a pre-defined zone, maintaining eventual predefined departure/arrival times;

· Points in a region: the service doesn’t have any predefined stop, and can reach an any origin/destination point in the chosen zone.

These concepts are the basis for the development process of the system. In this process designers and providers will have to take detail conceptual choices especially concerning the allowed flexibility in the booking procedures and in the definition of the vehicle journey.

The system currently operated in Campi Bisenzio works with a "many-to-many" pattern in which any origin and destination within the service area is served by the vehicle fleet with variable timetables and routes fully built upon the users’ requests.

Accordingly to the concepts seen above, the functional architecture of PersonalBus™ includes:

- Management of DRT requests

supporting the management of the entire cycle of collection and processing of customer requests;

- Control of DRTS operations

supporting the DRTS operations of control and management. Activation of scheduled services and operation of the scheduling deviation based on vehicle communication;

- Information on service to customers

supporting the management of information provision to the customers while or after booking, waiting to be served on the services and the related modifications

Based on the above functional capabilities, the operation of the PersonalBus™ service is organised in four different steps:

1.
User calling the TDC (trip booking)

An user contacts the TDC (or directly the driver at the terminal) in order to book a trip. The user’s requests are submitted to the TDC operators.

The user has to specify the desired departure or arrival time and should specify the bus stop (meeting point) identification number for both pick-up and drop-off stops. The TDC is able to locate a suitable “near” bus stop if the user can’t identify one. Trips can be booked up to 30 minutes before the bus departure from the terminal.

2.
User requested parameters (pick-up / drop-off point, departure / arrival time).

After the identification of customer journey parameters, the TDC operator has to input the data in the DRT planning and management server, in order to: (a) create a new trip or (b) modify the existing trips, and carry on the negotiation phase with the user.

3.
Service negotiation between the TDC operator and the user

The TDC operator gets from the DRT planning and management server the possible trips meeting customer requirements with a tolerance in terms of (a) journey time and (b) routing. The results of the negotiation phase is the acceptance / refusal by the users of one of the proposed trips.

4. Confirmation, update and communication of trip variations to the driver.

Upon user’s acceptance, the TDC operator updates the DRTS trip database and communicates the trip variation to the driver by the AVL voice radio link.

MO 4.4.3 : To identify the key business processes needed to support the new service concepts

ATAF, with regards to its internal organisation, acts at two different levels in order to plan and manage the PersonalBus™ service:

· Service planning, involvement of the company sector dedicated to the definition of the paths of the lines, timetables, drivers management, ...

· Management and control of the involved technologies, by means of a specific office (MTT).

The resources daily involved in the provision of DRT service are:

· 2 Operators of the TDC (1 for the morning and 1 for the afternoon) from Monday to Saturday;

· 5 minibuses;

· 9 drivers from Monday to Friday (4 vehicles from 6,30 to 19,30 and 1 from 12.30 to 15.00);

· 6 drivers on Saturday (2 vehicles from 6,30 to 19,30 and 1 from 6.30 to 9.00 and from 12.30 to 15.00).

The operational costs for this typology of service are:

· TDC personnel

· Drivers

· Network maintenance (bus stops/meeting points, informative panels, …)

· Toll-free number for the service booking.

The additional costs compared to the regular service, in particular, are given by the toll-free number and mostly by the TDC operators, even if this is compensated by the fact that a single operator can operate on more than one zone (multi-zone operational environment).

The planning phase must follow an optimisation process, that can be classified on different levels; the key criteria involved for the resources optimisation process can be classified on different levels:

1.a Resources :

· number of vehicles

· vehicle type and capacity (e.g. 8 mt, 12 mt, …)

· vehicle shifts (availability in time)

1.b Network characteristics (i.e. model):

· DRT bus stops (location)

· DRT bus parking areas (location, capacity)

· road network characteristics (road type – e.g. small buses, normal buses, allowed turnings at intersections – per bus type)

1.c Planning and assignment parameters:

· DRT : Direct Ride Time
The passenger ride time from origin to destination with no stop in between and via the shortest route

· MRT: Maximum Ride Time
The maximum allowed passenger ride time

MRT = a + b*DRT (a)

· WSP: Widest Shift at Pickup Time
The maximum delay at pickup time allowed during planning

· WSD: Widest Shift at Delivery Time
The maximum early arrival at destination stop allowed during planning

All these planning parameters, that can be handled by the operator at each planning session, have a relevant impact on the DRT service optimisation. The DRTS schedule processing can be done on-line or off-line, after the collection of all the reservations.

FO 7.1 : To define the high-level Business Case

MO 7.1.2 : To test the logic within the FAMS consortium based on expert opinion

The fares currently operated for DRT services in the Florence area are the same as for the regular line services; this decision derives from the initial experimentation, when citizens had to be convinced of the opportunity of introducing this new concept of service, that had to be promoted itself. Actually for other experiences the level of fares could/should be kept higher than the ordinary service, in order ti decrease the level of subsidy that in Florence experience is quite high, even if justified by the quality and the success of DRTs.

The revenue vs costs of the following table comparison for DRTs experience in Florence in fact in general shows some problems, that will be reduced with the new FAMS concept.

	Campi Personalbus 

	E9 a)

	E9 b)


	0,11
	0,13

	Porta Romana

	E9 a)
	E9 b)

	0,14
	0,16

	Scandicci Personalbus 

	E9 a)

	E9 b)


	0,12
	0,14

	Sesto Personalbus 

	E9 a)

	E9 b)


	0,11
	0,13

	Calenzano Personalbus 

	E9 a)

	E9 b)


	0,09
	0,10

	STS Disabled

	E9 a)
	E9 b)

	0,42
	0,47

	VolainBus Service

	E9 a)
	E9 b)

	0,84
	0,90


FO 7.3 : To understand the critical acceptance factors for the customer at each layer

MO 7.3.1 : To understand the success factors and critical acceptance at the stand-alone DRT service level

Additionally to the data and issues reported at point 4.3.4, a consideration must be done that stand-alone DRT are not economically viable since the impact of the costs of the TDC structure on a single service are too high, so that it has to be minimised in three complementary ways:

· exploiting the possibility of utilising the multi-zone management capabilities of the PersonalBus software, so that one single operator can be employed on many zones

· exploiting the new B2C capabilities, so that off-line requests and confirmations can be done automatically by the managing system/software, without the intervention of an operator

· furthermore, the added-value possibility given by operating the fleet of different operators as one only fleet (most of all for E & D services), permits to have a better resources optimisation thus giving more quantity and quality of service, but with a substantially equivalent amount of subsidies from the P.A.

MO 7.3.2 : To understand the success factors and critical acceptance at the level of the Flexible Agency

7.3.2/b : not enough data have been collected yet about users perception of the Agency, even if the few data already available show a positive tendency, especially in younger users.

FO 1.1 : To develop and offer improved and integrated IT infrastructure and services (mainly B-to-B)

MO 1.1.1 : To develop and elaborate new organisational models (agency)

The FAMS model at Florence site is mainly a rationalisation of existing models, so that information exchange at operators level is made more efficient by means of the B2B capabilities of the web structure.

MO 1.1.2 : To develop new ways of working (real sharing of resources) 

As partially described at point 1.1.1, the new FAMS structure is based on a resources sharing mainly for vehicles availability and typology, signed in a common agreement by all the involved operators, where ATAF and its TDC work as the planning and managing structure. The common agreement for all the E & D operators, instead, as pointed out in some of the previous points, is still lacking due to some business issues that have to be solved. For the experimentation of the Agency in this sector a temporary agreement between some operators has been reached.

MO 1.1.3 : To achieve co-operation among actors (in IT)

PersonalBus™ and the related FAMS Agency have been implemented using the state-of-the-art of the current computer technologies and industrial standards: Standard Pentium-based PCs, Geographic Information Systems (GIS), digital maps, Relational Data Bases and ODBC/JDBC connectivity, multi-windows graphic environment, html and java for the internet.

Concerning the related level of acceptance of new technologies and service concepts, some surveys on operators and drivers have been made, that are synthesised in the following:

DRIVER’S ATTITUDE TOWARDS ATT

(Driver’s survey)
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	17
	50
	33
	
	
	


OPERATOR’S ATTITUDES AND ACCEPTANCE TOWARDS TDC PROCEDURES

(Operator survey)
	Test area and travel Dispatch System
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	

	Speed of the system: searching for customer addresses
	17
	33
	50
	
	
	

	Speed of the system: providing scheduled line based service information
	17
	41,5
	41,5
	
	
	

	Speed of program and hardware repair
	
	33
	67
	
	
	

	Ease of use
	
	67
	33
	
	
	

	Quality of guidance for operators
	
	67
	33
	
	
	


MO 1.1.4 : To achieve effective resource management 

For Campi PersonalBus™ service the following optimisation parameters have been established:

· MRT = 5’ + 2*DRT (a)
· WSP = 10’

· WSD = 10’

In order to perform an adequate optimisation of service resources, the provider must bear in mind the wishes and the demands of the customers, and try to find the best compromise between the resources and the quality of the service, on the basis of the main following criteria:

2.a 
min. number of vehicles used (for planning)

2.b 
min. on-board time for passengers

2.c 
min. cumulative difference between passenger requested times (at pick-up or drop-off) and planned times






(i(i
2.d
min. travel time between stops (shortest route)

In the optimisation process a balance should be based on these criteria, meeting the different objectives of operators and customers. The main bounds in PersonalBus™ are:

- for 2.a:
Two main objectives:

1) To identify the min. number of required vehicles (minimisation of expenses)

2) To keep spare vehicles to cope with additional demand in peak periods…

- for 2.b
The passenger comfort.

The introduction of the FAMS Agency, by means of the B2B solutions, mainly changes the way of exchanging information about vehicles availability between operators in one way, and the related feedback on the service planning to the operators, providing an efficient, fast and easy way to communicate that substitutes the old-fashioned ways (telephone, fax, ???).
MO 1.1.5 : To achieve access to B2B services and information

The experience with the new FAMS structure is still too short to provide valuable information about the new services; it will be possible only after an adequate time of experimentation from the overall structure involved in the process (operators, drivers, users, technicians and providers, ...).

MO 1.1.6:  To develop and elaborate standard and modular solutions and interfaces for B2B services

Technical report/SOFTECO.

FO 1.2 : To develop and offer improved and integrated DRT/TDC technologies (mainly B-to-C)

MO 1.2.1 : To develop and elaborate an effective dispatching system (TDC) 

For the moment reliable data exist only for the existing dispatching system, to which the Agency will add the possibility of booking/having confirmation using the B2C interface through internet, without direct contact by phone with the operator.

The current modalities, based on SW functional capabilities, are the following:

1. User calling the TDC (trip booking)

An user contacts the TDC (or directly the driver at the terminal) in order to book a trip. The user’s requests are submitted to the TDC operators.

The user has to specify the desired departure or arrival time and should specify the bus stop (meeting point) identification number for both pick-up and drop-off stops. The TDC is able to locate a suitable “near” bus stop if the user can’t identify one. Trips can be booked up to 30 minutes before the bus departure from the terminal.

2. User requested parameters (pick-up / drop-off point, departure / arrival time).

After the identification of customer journey parameters, the TDC operator has to input the data in the DRT planning and management server, in order to: (a) create a new trip or (b) modify the existing trips, and carry on the negotiation phase with the user.

3. Service negotiation between the TDC operator and the user

The TDC operator gets from the DRT planning and management server the possible trips meeting customer requirements with a tolerance in terms of (a) journey time and (b) routing. The results of the negotiation phase is the acceptance / refusal by the users of one of the proposed trips.

4. Confirmation, update and communication of trip variations to the driver.

Upon user’s acceptance, the TDC operator updates the DRTS trip database and communicates the trip variation to the driver by the AVL voice radio link.

PersonalBus™ service is active every working day (including Saturday) from 6,30 to 19,30, while the toll-free number is active in the same days from 6,00 to 20,00.

The surveys on drivers and opertaors on the above modalities have given the following results:

Campi Bisenzio DRT

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	Dispatching efficiency
	17
	66
	17
	
	
	


Scandicci DRT

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	Dispatching efficiency
	8,5
	66
	17
	8,5
	
	


Disabled

	
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	Dispatching efficiency
	8,5
	50
	24,5
	8,5
	8,5
	


OPERATOR’S ATTITUDES AND ACCEPTANCE TOWARDS TDC PROCEDURES

(Operator survey)
	Test area and travel Dispatch System
	Very good
	Good
	Sufficient
	Insufficient
	Bad
	Don’t know

	

	Speed of the system: searching for customer addresses
	17
	33
	50
	
	
	

	Speed of the system: providing scheduled line based service information
	17
	41,5
	41,5
	
	
	

	Speed of program and hardware repair
	
	33
	67
	
	
	

	Ease of use
	
	67
	33
	
	
	

	Quality of guidance for operators
	
	67
	33
	
	
	


MO 1.2.2 : To develop and elaborate booking and planning management 

The planning phase must follow an optimisation process, that can be classified on different levels; the key criteria involved for the resources optimisation process can be classified on different levels:

1.a Resources :

· number of vehicles

· vehicle type and capacity (e.g. 8 mt, 12 mt, …)

· vehicle shifts (availability in time)

1.b Network characteristics (i.e. model):

· DRT bus stops (location)

· DRT bus parking areas (location, capacity)

· road network characteristics (road type – e.g. small buses, normal buses, allowed turnings at intersections – per bus type)

1.c Planning and assignment parameters:

· DRT : Direct Ride Time
The passenger ride time from origin to destination with no stop in between and via the shortest route

· MRT: Maximum Ride Time
The maximum allowed passenger ride time

MRT = a + b*DRT (a)

· WSP: Widest Shift at Pickup Time
The maximum delay at pickup time allowed during planning



WSP


   to






t


     (requested time)

· WSD: Widest Shift at Delivery Time
The maximum early arrival at destination stop allowed during planning





WSD







    tD

t

(requested time)

All these planning parameters, that can be handled by the operator at each planning session, have a relevant impact on the DRT service optimisation. The DRTS schedule processing can be done on-line or off-line, after the collection of all the reservations.

For Campi PersonalBus™ service the following parameters have been established:

· MRT = 5’ + 2*DRT (a)
· WSP = 10’

· WSD = 10’

In order to perform an adequate optimisation of service resources, the provider must bear in mind the wishes and the demands of the customers, and try to find the best compromise between the resources and the quality of the service, on the basis of the main following criteria:

2.a 
min. number of vehicles used (for planning)

2.b 
min. on-board time for passengers

2.c 
min. cumulative difference between passenger requested times (at pick-up or drop-off) and planned times






(i(i
2.d
min. travel time between stops (shortest route)

In the optimisation process a balance should be based on these criteria, meeting the different objectives of operators and customers. The main bounds in PersonalBus™ are:

- for 2.a:
Two main objectives:

3) To identify the min. number of required vehicles (minimisation of expenses)

4) To keep spare vehicles to cope with additional demand in peak periods…

- for 2.b
The passenger comfort.

MO 1.2.4 : To develop and achieve communications with end-users 

Users communicate with the TDC by means of a toll-free number, active from 6.30 to 20.30, from Monday to Saturday, or via internet. Possible claims are sent directly to ATAF’s central claims management office.

FO6.1 : To identify the specific issues of regulatory frameworks as they apply to DRT

MO6.1.1 : To identify best practice from throughout EU and measure regulatory framework for maximising potential of DRT in each site

Since the introduction of PersonalBus™ the definition of the institutional and legal aspects of the service has been one of the most relevant issues to be faced, since no specific standards existed for this kind of service.

One of the main obstacles to DSRT development, as mentioned before, is the current structure of the Contract for the service definition between the PT company and the P.A. is usually defined on the basis of the number of kilometres run by the service, that is in the same way as the traditional line service. The reference parameter for the preventive calculation of the amount of kilometres is the service of the previous year: this is not correct, and most of all represents a big limit in the developments of a DRT service inside one year, since the most relevant parameters to define a DRT service instead should the network extension (km and number of stops/meeting points) and the service hours. According to this, there can be a limited change in the actual kilometres run by the service, but in any case every km more than the maximum amount planned is not paid, and this represents a big problem because the more the success, the more the service is active in terms of kilometres run for the service. On the basis of the experience acquired in the last years of DRT services, new standards are under study in order to solve the existing gaps, that take into account the amount of hours when the TDC or the service is active, that will hopefully applied to the FAMS Agency operation.

Another important question to be solved has been the concession of the legal permission of operating a service not based on a fixed route, but on a set of possible routes, so that the new typology of permission has been given on the basis of the set of potential paths inside the ATAF network, according to the typology of buses and the related safety of circulation.

On the basis of the experience acquired in the last years of DRT services, new standards are under study in order to solve the existing gaps.

FO6.4 : To influence the Market Environment for DRT services and products

MO6.4.3 : To demonstrate that DRT and associated technologies can provide a cost effective solution to consumer based demands based on individual need

As mentioned before, at least in the Florence context DRT solutions and the Agency can help in providing more and better services with about the same level of subsidy, thus obtaining important social and economic results with an almost-zero economic effort, but don’t actually permit a real saving of resources more than their optimisation.

Annex J

The Generic FAMS Business Case

27 The role of the Business Case

In the earlier projects – such as SAMPO and SAMPLUS – the main focus was on the two parallel strands of developing service concepts which achieved good customer acceptance, and on developing reliable ITS tools which supported the service concepts. 

The evaluation covered many aspects of the economic viability, user acceptance, and the technical performance. The SAMPLUS project considered Market Viability. INVETE project looked at the cost and performance parameters of the in-vehicle units. Economic analysis extended to projections of viability and unit costs. 

However, none of these projects attempted to develop a deep and well-structured Business Case. This is not a criticism, since it was outside the scope of those projects. Indeed, projects such as SAMPO, SAMPLUS and INVETE went way beyond their initial brief to identify and discuss many business, context and future implementation issues. 

The Business Case is an effort to represent the key business dimensions and strategy that will allow promoters of DRT to achieve viable, sustainable services. These need to yield an acceptable return on capital employed after risk is factored in, and must take account of the financing and the expectations of the stakeholders. 

This is far more than a financial projection of revenues and costs. 
The Business Case tries to understand : 

- the target markets, what to offer them, and where the effort should be concentrated

- how revenue streams are generated, how they are maintained or abated, and how the yields are managed. 

- the processes needed to support the service offer, the key competences and support systems, and how to innovate in these both for customer satisfaction and efficiency

- how costs arise, how they can be managed them, and how to relate them to customers

The Business Case provides a logical framework which can be used to project the expected fiscal impacts of specific strategies. 

28 The role of this document

This document provides a first draft of the concepts that need to be developed further within the FAMS project. It pays far more attention to the processes and the logic than to any specific case study (although Angus is included as a reference). 

This document does not provide a financial appraisal of any specific systems – neither in this version nor the final one. 

Moving from Financial Appraisal to Business Case

For the purpose of these sections, we consider SAMPO and SAMPLUS as the natural predecessors of FAMS, since they were primarily concerned with the global DRT service including the Travel Dispatch Centre (TDC) and customer interface. Projects such as INVETE are related, but had higher focus on the technical and in-vehicle aspects. 

FAMS needs to consider four basic advancements of the business case for DRT compared to previous SAMPO and SAMPLUS work. 

28.1 DRT and the supply of ITS products must be viewed as a business, not as societal work. 

Until we have successfully developed business-oriented concepts and process, and demonstrated that DRT is profitable, then DRT will remain a mildly interesting way of meeting the mobility needs of a few, at high cost and unjustifiable levels of support. A few entities will continue to experiment with DRT, but it will fail to gain credibility. DRT will remain on the margins of transport supply, and will not achieve its true potential. 

We could respond by ignoring the challenge, and pottering about with some technical changes and a few willing sites.

The alternative is to innovate by seeking business-based concepts in  the market definition, customer propositions, value-chains, delivery mechanisms, and organisational capabilities. 

In SAMPLUS, it was stated that we needed “to move from charity to business”. In FAMS, DRT needs to move “from the margins to the middle”. 

None of this takes away from the societal requirement for mobility enhancement, but for DRT to be successful in transport terms, it needs to make sense in business terms. 

28.2 The nested business case

There is a nested business case for DRT and the associated ITS products.  Not surprisingly, it begins with the end-user, which is the basic source of most of the revenues (through a mix of tariffs and sponsor support). 

The three layers, and their associated hypotheses are : 

a) Stand-alone DRT services can generate a sufficient user base and associated revenue to cover the combined costs of organisation, operation and support services, and provide a sufficient return on capital employed. 

If this basic test is passed, then DRT can generate surpluses, and will be of interest to the operator and business communities.

If this test is not passed, then DRT services will not spontaneously arise (or will collapse with debts). They will need to be stimulated by an agency which is willing to provide financial support for a lengthy period.

b) Integration of DRT services into a virtual or actual agency allows new/enhanced revenue opportunities and/or cost efficiencies. This improves the business case of the stand-alone DRT services, so that marginal services generate acceptable surpluses, and services which would have failed can now at least move to breakeven. The costs associated with the agency (organisational, operational, equipment) are funded from the revenue stream of the DRT services, either by direct charges to the end-user, or as a charge on the operators. 

The agency will offer services to either/both of the end-user and the operator which would not have been easily achieved in stand-alone mode. This will require increased functionality and capability, and will require both ITS-based and organisational tools.

The core test for this layer is whether the added-value of the agency layer exceeds the costs associated with it.

c) ITS products allow the added-value services to be provided by the agency to the needed level of functionality and reliability. These services allow new enhanced revenues and/or cost savings for the agency and/or operator. The financial benefits compared to the total cost of the ITS products (capital, implementation, training, maintenance) offer an acceptable payback period.

Based on this value chain, the supplier can price its products and support services at a sufficient level to generate surpluses after investment, operating and support costs. The supplier is encouraged not only to remain in the market for these products, but to continue to adapt and innovate the ITS products to offer the agency improved functionality and performance. 

28.3 The value chain and customer proposition

Until now, we have typically concentrated on the output – the achievement of the service production or the technical functionality. We have reasoned that the business will follow. There is some logic to this, if we have well understood who our users are, and what they need. 

However, this approach is totally insufficient to make a reliable assessment of the customer potential, and the revenue generation from the customer base. And the business case does need sound forecasting of revenue.

At each of the three business case layers, we need to change our focus to understand the value chain for the users within the system :

· What is our real market, and what market segments exits ?

· What are the relevant needs of these varied customers ?

· What are we actually offering from the perspective of our customers ?

· In what way does it add value to them, and is this sufficient to overcome inertia/apathy ?

· How do we compare to alternatives ?

· Can we turn the potential added-value into revenue ?

This should then be reflected in the customer proposition – in terms of product, availability, functionality, pricing, marketing, support and interface with potential and existing customers. 

We also need to change our approach to how we forecast our ridership and revenue levels. We could move away from simple demographics or aspirations, and instead start to focus on the dynamics of the customer base.

In reality, our customer base is not a theoretical percentage of a potential market. It reflects dynamic decisions by individuals who have a need, who become informed of a service, who choose to try it, who form an impression of whether it meets their needs, and who then choose to use it again or to reject it.  We could express this through the following dimensions : 

· Market segmentation

· Market share : either of the total market segment, or of the individual’s transport budget

· Customer acquisition, and how this changes over time

· Customer retention – perhaps with different characteristics for first-try and experienced users

· Customer satisfaction – with obvious links to retention and market share

· Customer profitability – reflecting not only pricing strategy, but also where to draw the line with certain customers or segments

28.4 The Balanced Score Card

One possible approach for developing these concepts in a structured manner is the Balanced ScoreCard developed by Kaplan and Norton at the Harvard Business School. 

In simple terms, this approach is designed to allow a comprehensive business strategy to be developed, and to support it with a balanced set of measures which reflect both the targets and the performance drivers. Thus, the measures included ones that reflect both the outcomes (target achievement) and the strategic mechanisms (the means to achieve the outcomes). 

It is called ‘balanced’ since it reflects four complementary perspectives : 

· The financial performance – what are our core financial targets ?

· The customer perspective – what markets do we wish to serve, what do customers need from us, how can we acquire, satisfy and retain our customers, and how are they profitable to is ?

· The internal business process perspective – which dimensions are most important to the customer – innovation, quality, timeliness, support – and how do we evolve our internal processes to meet these needs in cost-effective manner ?

· The learning and growth perspective – what employee capabilities, information systems, and working/empowerment context do we need to develop to deliver the internal processes ?

This approach has good potential for FAMS for three reasons : 

a) It would assist in linking within a logical framework the layers of goals and objectives, market development, functionality, role of technology, and employee development. 

b) It is business-based, and should help to develop the Business Case.

c) Development of measures are central to the Balanced Score Card, and this can help to develop the evaluation framework. 

29 Revenue Model Issues

The starting point has to be the revenue model, for one simple reason. Either there is business volume there, or there isn’t. It is a separate issue whether we can find ways to exploit it commercially. 

Intuitively, even in areas which don’t support conventional passenger transport, there is the potential for business for DRT. This is logical, since where there are people, there is the need to travel. In recent years, much of this mobility need is either catered for by personal car travel and lift-giving, or is suppressed for the marginalised groups in society. 

For DRT, we need to move away from the ‘traditional’ approach of providing service according to norms related to the global population. Instead, we need to understand which are the market segments, which have the greatest potential for the services we can offer them. 

These are (some of) the segments with higher potential.


Global Population








Then, we need to consider how to turn this potential into business and revenue streams. And having acquired business - usually at far greater cost than a single use of the service – we must retain and ‘harvest’ the customers. 

Customers have mobility requirements, service providers have products. How closely are they aligned ? What adjustments can be made to demand and to products to align them better ? Even though the customer may always be right, mobility is still just a means to an end, and the customer may be willing to be flexible if the other dimensions are satisfactory.








Match ?



29.1 Acquiring the Customer

The first key stage is to acquiring customers. We need to understand this process and its many variants for DRT. 

We suggest that there are the following steps : 

a) There must be a mobility need

b) The (potential) user must be aware of the options 

c) There must be a sufficient match between the need and the offer

d) The user must consider the level of match to be acceptable – fit, price, image

e) How does the DRT option compare to alternatives

f) Even if the mobility service is acceptable, is it accessible / usable / practical for this trip ?

A further issue to be considered is that during the start-up phase for services, the acquisition dynamics may be quite different. The ‘novelty’ factor may make people curious and willing to try, but equally the lack of understanding of the service concept may confuse suitable potential users. 

29.2 Retaining the Customer

Having acquired a customer, we need to understand the dynamics of retaining that customer. 

In virtually all sectors, the ‘payback’ on the first-time user is low, considering the costs of marketing and informing all non-users. By contrast, a retained customer requires more specific information through channels which are now established. Also, over time, the retained customers’ usage patterns can be built into the service offer, and hence lead to optimisation of the supply. 

Of course, retained customers help to build a more stable revenue base.   

The obvious starting issue is to understand what has been the user’s experience– assessed according  to the user’s own criteria and value set. How will this influence on future trips ?

For retention, the following issues are relevant : 

· turning the first-time user into a repeat user

· getting the user to try new things

· experience over time : reinforce loyalty (bond) or unsettle (push away)

· user finds alternative (pull)

29.3 Managing the Yield

Having acquired customers, these need to be turned into revenue streams. 

This requires an understanding of the possibilities, constraints and interactions of : 

· Willingness to pay, by customer segment and circumstance

· Value of the service to the customer, by customer segment and circumstance

· Baseline pricing

· Marginal and discounted pricing

· Personalised pricing options 

· Premium pricing

In theory, this could be done at the level of the individual customer, and for each mobility service and each context. In practice, this becomes too complex for both the service provider and the customer. 

29.4 Developing a Revenue Model 

A logical revenue model is needed which can be used for reasonably robust forecasts of the potential revenue yield before services start, and to optimise the yield from existing services. 

This probably has two distinct phases : 

First, we need to map out : 

· The acquisition cycle

· The retention cycle

· How to influence these through

This provides the dynamic framework in which options can be developed and assessed. 

Second, we need to then try to understand : 

· Pricing strategy

· Yield management

· Volume forecasting

· Revenue forecasting

· When is a customer worth acquiring, worth retaining

The key issues can be summarised as  : 

If an operator looks at a (potential) service area, how to figure out the volume and yield ?

Even when there is good market segment data ?

30 Cost Model Development

Having examined the business development and revenue issues, the next task is to develop a Cost Model. 

In a typical scheme, it may be more normal to identify the costs first, and then see how they can be recovered. However, in the Business Case approach, the starting point has to be the business itself. The Cost Model should reflect the service, operational and technical approach to satisfying the requirements of the target customers.

In fact, if we are more precise, there are three steps : 

a) Develop the Revenue Model

b) Develop service, operational, technical and marketing concepts to satisfy the needs of the target customers

c) Develop a Cost Model which not only allows robust and accurate forecasting of the costs, but which also can be used to identify potential efficiencies and which can target where innovations are needed to reduce the unit/process costs

First, how should we describe our costs ?

a) Fixed, semi-variable, variable

b) Time, vehicle, service oriented

Should we base it on ownership of vehicles and all costs associated, or extend to procuring service and negotiated/tendered price ?

a) Own all, carry all costs

b) Own some, buy in extras, unusual

c) Buy in all

Note, if we buy in kms to push out the variability, redundancy or the risk in the costs, then the contractor will have to price this in – depends on his other business and resource utilisation

How flexible are our costs, and how can we manage them ?

Can we find lower-cost service kms and sell these ?

Do we step back where there are higher cost kms, and either premium price or get choosy ?

Can we know the costs, cost dynamics in (semi-) real-time ?

Could we match this with the revenue forecast ?

Could we judge the profitability before commitment of : 

a) Service (operate, drop or hire-on service this week, today?)

b) Trip (put on an extra trip ? avoid, refuse new requests?)

c) Deviation (don’t accept this request ?)

d) Individual customer (accept, haggle, negotiate price, refuse)

So, can we understand the costs and their dynamics ? Table K.1 below offers a possible approach :

	Cost type
	Cost Item
	Scale
	Decision Time Frame
	Cost influence time frame
	Possibilities for flexibility
	Constraints
	Key driver of this cost

	Fixed 


	Depot
	
	How long does it take to make and implement a decision ?
	How responsive are costs to the changes ?
	What are the opportunities to alter this cost item ?
	For opportunity, what constraints? 
	e.g. Vehicles, veh-km

	
	Premises
	
	
	
	
	
	

	
	Vehicles
	
	
	
	
	
	

	
	Insurance
	
	
	
	
	
	

	
	Vehicle tax
	
	
	
	
	
	

	
	Overheads

- accounting

- payroll

- ticketing
	
	
	
	
	
	

	
	Systems

- TDC

- MIS

- In-vehicle

- ITS
	
	
	
	
	
	

	Semi Variable
	Drivers
	
	
	
	
	
	

	
	Contracted services
	
	
	
	
	
	

	
	Supervisors
	
	
	
	
	
	

	
	Dispatchers
	
	
	
	
	
	

	
	Labour costs
	
	
	
	
	
	

	
	Maintenance
	
	
	
	
	
	

	
	Tyres
	
	
	
	
	
	

	
	Lubes
	
	
	
	
	
	

	
	Telecoms
	
	
	
	
	
	

	
	Comms (ITS)
	
	
	
	
	
	

	
	Facility  use
	
	
	
	
	
	

	
	Consumables
	
	
	
	
	
	

	
	Training
	
	
	
	
	
	

	
	Planning
	
	
	
	
	
	

	
	Marketing
	
	
	
	
	
	

	
	Information
	
	
	
	
	
	

	
	Ticket sales
	
	
	
	
	
	

	
	Consulting
	
	
	
	
	
	

	
	Banking
	
	
	
	
	
	

	
	Premises
	
	
	
	
	
	

	Variable
	Fuel
	
	
	
	
	
	

	
	Contracted services
	
	
	
	
	
	


Table K.1 : Structured approach to understanding the flexibility and constraints of cost components

31 Turning Revenue Potential and Cost into Business

The Balanced Score Card approach would challenge us to clearly understand, and then build our approach, systems, training, and product presentation in response  : 

· At what must we excel ? 

· What gives us the edge, and where does it do so ?

· When we know this, how do we sell it, exploit it ?

31.1 At what must we excel ?

The domain is DRT. In this area we are faced with a set of target customers who have mobility needs, many of which cannot be easily met (according to the criteria and value set of the individual) by the conventional transport services. 

Some travel is spontaneous, being mostly for leisure and lifestyle, although occasionally in response to circumstance. A lot of travel for our target markets is planned in advance, much of it either habitual (work, school, club/leisure) or of necessity (healthcare, dealing with administration, shopping). 

While there may be a certain predictability at the level of the individual, the collective mobility requirement is diverse, diffuse, sometimes uncertain, and the available alternative modes (if any) may vary daily and at the discretion of other household members or neighbours. Some customers may have good flexibility in the time or even destination, others are heavily constrained.

In most locations there is a viable level of mobility, if only there was complete knowledge in sufficient time to plan and organise the most efficient transport resources, and if all potential users understood the options available to them. Not surprisingly, to date these ideal conditions have not arisen. New technologies allow at least some of the key barriers to be overcome. 

For viable DRT, we need to excel at : 

a) acquire knowledge of a mobility need, quickly, and while we can still influence the choices

b) Quickly propose a solution that we can afford, taking into account the price we offer

c) Optimise the set of individual solutions in (semi-)real time to minimise global cost

d) Assure service to at least fulfil the customer’s expectations, and exceed them where possible

e) Analyse patterns to adapt the cost profiles, response times, customer satisfaction

f) Innovate, and bring innovations quickly through to market

31.2 What gives us the edge ?

The ‘edge’ is what distinguishes the best practitioners from the ordinary.

In the case of DRT which is still in the formative and non-viable phase, the ‘edge’ is what it will take to make the breakthrough in concepts, processes, costs and pricing so that DRT can be turned into a viable business. 

Key capabilities that we need to develop include : 

a) Understand the costs, and the dynamics of those costs

b) Understand the potential revenue

c) Understand the dynamics of customer satisfaction, retention and yield optimisation

d) Understand the processes, knowledge and training needed to support a, b, and c

e) Exploit this knowledge to innovate and implement breakthrough changes in efficiency, cost, customer retention and yield, and 

f) Develop the performance measures (e.g. Balanced ScoreCard) for both DRT and FAMS

This can be described in the following diagram :










32 Next steps

This version of the document sets out an initial approach to developing a Business Case for DRT, intended to position DRT firmly as a serious mode of transportation. 

The key to this lies in breakthrough innovations in :

a) our understanding of the acquisition and retention cycles for our target customers, and how to optimise the yield from these customer segments

b) techniques, delivery mechanisms, and competence development to allow us to satisfy and exceed customer expectations

c) unit costs for processes and services 

The further development of Business Case activity will need to focus on :

· the acquisition and retention cycles

· developing the cost matrices in Chapter 5 above

· concepts that could lead to the breakthrough in process costs

· concepts to allow more dynamic linkage between potential yield and the booking acceptance and pricing processes

33 Case Study

In the following section, Angus Transport Forum have provided a substantial input to illustrate the processes and costs of the type discussed in this working note. 

The purpose is to illustrate the issues, not to present Angus as a Business Case model. 

Some of the data and opinions have not yet been placed in the public domain. For this reason, the current version of this working note is restricted to the research program and should not be disseminated or placed in the public domain. Later versions of this document will be public.

34 Input from Angus Transport Forum

The Business case for telematic systems and TDC must centre on the concept being able to demonstrate an improved service for the user, also benefiting operators and statutory bodies.

In the UK where a deregulated, privatised system exists this equates to more passengers carried for minimal expenditure.  Legislation currently restricts price fixing between operators and modes.  Services cannot be designed to compete with subsidised services or offer subsidy to an operator to compete with a commercial service.

Main transport groups such as Stagecoach, First Group, National Express etc are main UK players in Bus, Coach, Rail provision.  Shareholder expectations are the main motivator in service design.  Due to the market share these groups enjoy they can inflict considerable political pressure to obtain subsidy.  Ironically the 1985 Transport Act was designed to increase competition and reduce subsidy costs.  This was achieved until recently when UK and world economic problems, SARS, 11/9, reduced profits for these groups.

Can the FAMS concept assist the major groups, statutory bodies and the consumer to design a cost effective, flexible, user friendly public transport system?

There are a number of issues to investigate

1) Costs

The costs of providing staff to cover the Travel Dispatch Centre must be covered by the “overall journey price” or fare or be subsidised by other income streams.  The cost of managing the transport request must be kept to the minimum amount.  Indications are that people will pay a premium for a personal service, however the cost of software, hardware, telematic communications, digital mapping, staff and property costs mean that the volume of calls required to cover these costs can be very large to keep costs to a minimum.  For example;

Operational day 0700 – 2100, 6 days per week 0900 – 1600 Sunday

Annual Costs 









£

3 Staff x £14,000


       


 42,000

System costs  £50,000 (5years x £10,000)                        10,000

Mapping Cost





 10,000

Ongoing support costs

         


   7,000

Telematic Costs
Phone calls plus GPRS, GPS               20,000

Property costs





 10,000





 Total Cost per annum




 99,000

Plus the cost of the phone call for the user.

Assuming each member of staff works 35 hours per week with overlap to cover changeovers the following costs would be required to cover costs.

Average transaction 1 minute 

Maximum possible calls staff could take in year.

45 weeks x 35 hours x 60 minutes x 3 = 283,500

 Whilst this figure is impossible to achieve it still indicates that a TDC call based system could not achieve a unit cost of less than 0.35p per transaction to cover costs.   Given peak time demands etc a cost of around £1 per transaction cannot be ruled out as a realistic cost.

Could income be derived from other sources to reduce costs.

The following areas could be explored

1) Percentage of generated revenue from phone network providers for increasing phone use.

2) Percentage of generated income from participating operators paid from growth

3) Percentage of savings in subsidy costs from statutory bodies 

4) Percentage of sales income from new technologies devised 

5) Greater use of online booking 

What do you get for your money?

The FAMS concept cannot be purely assessed in monitory terms alone.  IT now offers the opportunity of benchmarking the requirements of the individual against available resources.  Traditional service design throughout Europe has been based on historical data dating back to the 1950’s.  Political interference has often determined service levels.  

We have never been in the position of mapping individual needs to design services that people would actually wish to use.  Systems such as Mobirouter can recognise the needs of the individual in delivering a solution.  This will greatly assist statutory bodies faced with increasing elderly and disabled populations.  

The TDC can act as a one stop shop for transport information and bookings.  If the TDC concept can be developed as a non profit organisation it will be seen as the “honest broker” representing the customers needs in delivering a solution.  

At present very few, if any area of Europe can honestly demonstrate the true current demand and use of resources due to the number of agencies involved in the supply chain.

In Angus, (a typical local authority in Scotland) the following Departments are involved in service delivery;

Planning and Transportation – 
Tendered Services, School Transport

Education Department -

Special Needs, Student Transport

Community Education-

Community Education Transport

Law and Administration-

Taxis and Private Hire vehicles

Welfare Rights-


Taxicard Scheme

Social Work-



Social Work Clients

Environmental Health
-

Maintenance of Councils own vehicles

Public Works-



School Meals

NHS Health Trusts


Hospital Transport

Patient Transport Service

Referred patients only

Voluntary car schemes

Referred patients/clients only

Very few, if any, of the above work closely together to establish possible savings or brokerage or have shared methods of recording use of resources and identifying costs.  

Initial use of the TDC and systems could establish true demands, mileage and passengers carried.  It should be possible to establish considerable savings and free up resources to meet unmet demand at marginal cost.  In theory it should be feasible to expect agencies to pay for this service through “donating” a percentage of their own going savings towards the cost of operating the TDC.  This however is not as easy. Each agency can have its own unique accounting methods and it is very difficult to establish true existing transport costs let alone predict potential savings.  The main areas of concern are how staff costs are shown against existing transport operations.  Those are often hidden in overall staff costs with no breakdown between driving and other work carriedout.  Vehicle use in hours and mileage undertaken are often logged in written logbooks.   Again to establish use would involve a great deal of manual research.  Insurance costs are often hidden under “block policies”.  

MARKETING

The current multi modal transport delivery modal in the UK is impossible to market as each sector is governed by its own legislation.  Not withstanding this it would be possible for a single control organisation to identify the full transport provision that is currently available

34.1 Building Confidence – winning passenger trust

Over the last 40 years increased funding has been used by Governments to prop up existing services.  Recently new rural bus grants have been announced to increase services in these areas.  However the public perceive these actions as “spin” and very rarely see any real improvement to services.

Projects such as FAMS can open a can of worms and identify possible solutions to the problems associated with delivering a cost effective Transport Model.  However there is much suspicion that the project will not continue after funding has ceased.  The old 80/20 rule applies across all sectors 80% recognise the need for change and 20% will resist for whatever reason.  With so many agencies involved in service delivery the characters involved in the process can determine the success or otherwise of the concept.

True growth and sustainability in Public Transport will require greater integration between modes, simplified legislation and pricing structures, easily understood publicity and services that recognise the needs of individuals 24/7.

In Angus our experience over the past 6 years has shown that interest in transport problems is a major concern across all sectors.  How and who will address the problem is not an issue people want to readily address.  First we have to admit that things could be done better.  This is not a blameworthy exercise.  We have to embrace new ideas and technologies to deliver transport services that meet market demands.  This has only been made possible by improvements in communications and IT systems.

To stimulate the market in Angus we have attempted to identify the interests of local people and establish travel clubs to meet these interests.  Based on around 90 interests the concept will bring like minded people together with shared interests.  The first project was the Angus Hillwalking Festival held in May 2003. Over 1000 passenger trips were made over 4 days.

Similar projects are to be introduced covering birdwatching/wildlife, water sports, crafts, country dancing, cinema, theatre, photography, youth group and disability group activities .   This will create a market that can be met by multi modal public transport solutions. It is hoped that the user will consider using public transport solutions “outside their hobbies” once confidence in the product has been established.

This will not be an easy or quick process as most people in rural areas have developed their own solutions and are wary of sacrificing these for some new idea that may not last.  To a certain extent you have to agree with this approach as investment in public transport has been turned on and off like a tap over the years.   Any uptake must be sustainable and embrace all ideas and modes.

User groups will play an important part in the evolution of the FAMS concept.  Local people must be seen as having an input to local problems and solutions.  User groups should represent the consumer, operators and interested parties.  Everyone should appreciate the problems and reasons behind issues.  This partnership approach should lead to improved services.

34.2 Acquisition Cycle

People will use the FAMS concept initially for one of two reasons, curiosity or necessity. It is essential that initial expectations (service designed to meet the needs of the consumer recognising their needs) are met, if not why not.   Seasonal variations in demands will require different types of services at different times of year.  We have got to understand why people want to travel and when.  

34.3 Retention Cycle 

The use of systems such as Mobirouter do assist in the effort to retain passengers.  As each trip is logged it is possible to highlight the frequency of travel and purpose.  If someone suddenly stops services it will be possible to contact the person to find out reasons for changes to travel patterns.  Where issues are highlighted these will be passed to all concerned parties to resolve the matter.  

The FAMS concept must be sold on the basis of development of user friendly, local designed solutions.

34.4 Pricing Strategy

This is and will continue to be a major hurdle in the development of a multi modal, integrated transport solution in the UK.

The advent of free concessionary travel for people over 60 years within their own District in Scotland from April 2003 only applies to registered stage carriage services.

In rural areas there are people who qualify for this concession but have no services.  The FAMS concept of matching individual needs to known resources will deliver the most cost effective solution to funding agencies. However to attract people to use the services these must offer value for money.

Due to the number of agencies involved in the delivery of client based services (each governed by there own set of rules and legislation) it is impossible for them to collect and register fares.  Therefore any travel solution establish using these resources will at present result in the passenger traveling free of charge.  You can however have the situation where someone can be carried free in the outward journey but have to pay a taxi fare for the return.  This makes the concept very difficult to market.  As far as people are concerned as long as the driver is qualified and screened, the vehicle properly maintained and insured they are not interested in what mode undertakes the trip.

The lack of joint ticketing arrangements also acts as a disincentive for people connecting with services out with the pilot area.

Notwithstanding these issues we have to establish indicative pricing costs to establish the business case for the concept.

In my opinion we can use the existing operators fare scales and establish a fare per mile for various categories of passenger.  A premium would be added to cover the cost of TDC etc.  Reduction in subsidy costs should be transferred to TDC to offshoot the increase in cost to the passenger.

34.5 Yield management/Volume forecasting/Revenue forecasting

Forecasting and predicting transport demands are very difficult to establish.  In a deregulated environment with so many other statutory providers supplying services it is almost impossible to establish current use let alone establish growth and where it came from.  The use of survey techniques will be required to establish whether there has been a modal switch or generated more travel.  

The Mobirouter system is able to produce management reports to verify findings based on use of TDC by individuals.

34.6 General

To establish feasibility for concept requires general stats to be understood for the local population, demographics, economic profile of the area, seasonal variations in travel demands.  Meetings with stakeholders are required to identify issues and a clear vision established for community driven solutions to the problems.

In Angus this was achieved and the following estimates established.

PASSENGER ESTIMATES

	Passenger Estimates
	2003/04
	2004/05
	2005/06

	Alyth Area
	4,200
	  6,000
	  7,000

	Kirriemuir Area
	9,500
	13,000
	14,000

	Brechin Area
	7,000
	14,000
	16,000

	
	
	
	

	Total
	20,700
	33,000
	37,000


Group Hires undertaken by Travel Club using Commercial and Community Transport Vehicles

	
	2003/04
	2004/05
	2005/06

	Hires
	250
	400
	450


Based on the travel club concept we expect that interests such as hillwalking will generate activities to assist the cross subsidy of “local general travel requests”

 That is the vehicle will take hillwalkers up the Glen then be able to pickup local demands on return.  Then return backup the glen with locals to pick up the hillwalkers etc.  By using local venues to meet the club interests you can establish likely use of services.

34.7  Cost Model Development

The FAMS costs should be regarded as variable as the more business you generate utilising existing resources the cheaper the solution to the customer both passenger and agency.  This would give the incentive for all partners to work together to mutual benefit.

Service orientation is the strength of the concept.  It is not just the time taken to process the request or vehicle used to carryout the trip.

34.8 Own all, carry all cost

It will never be possible to provide all services utilising own vehicles and resources as “spare capacity” would have to be built into costs.  A mixture of all resources will be required and this will differ from area to area based on demand to provision requirements.  

34.9 General

It may seem radical or foolhardy to promote the chaos theory as a model for FAMS but I am convinced that this has to be investigated.  If we place to many restrictions on use we will restrict suppressed demand.  We have to offer a flexible solution, 24/7, maximising the use of existing resources.  As most people are habitual in their travel patterns systems such as Mobirouter will be able to establish regular travel patterns and trends.  These will lead to the development of semi fixed routes to act as benchmarks for future development. 

Out of chaos will come order. 
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� b) Total operating cost = labour, fuel, maintenance, insurance, depreciation, but no general cost


� a) Total operating cost = labour, fuel, maintenance, insurance, depreciation, general costs…


� b) Total operating cost = labour, fuel, maintenance, insurance, depreciation, but no general cost


� a) Total operating cost = labour, fuel, maintenance, insurance, depreciation, general costs…


� b) Total operating cost = labour, fuel, maintenance, insurance, depreciation, but no general cost






