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1 Executive Summary
This document – Annex 5 Indicator Selection – is the fifth part of the Annexes to Deliverable D4, the Common Evaluation Plan: Methodology version.

The primary purposes of the full set of Annexes are to present the Common Evaluation Plan for site level data collection as follows:

· Qualitative survey forms describing the site before and after the introduction of the DRT service.

· Identify User Groups.

· Identify the objectives and expected and subsequent impacts of the DRT service.

· List the indicators (according to three Assessment Categories) which can be used to measure the site performance of the DRT service.

· Field survey forms according to Assessment Category.

Economic Viability Indicators
Social Benefit Indicators
Technical Performance Indicators
These sections summarise the indicators which will be used to measure site performance according to three Assessment Categories.  Please read them and contact UNEW for any clarification of definitions.

The indicators marked in bold will be evaluated at all sites: these are the core indicators for which there are:
· 10 Economic Viability

· 21 Social Benefit (10 of these can be directly compared with Transport Demand indicators)

· 13 Technical Performance
· A further 4 Social Benefit indicators can be directly compared with Transport Demand indicators

Extra indicators selected from the list are optional and depend on individual site objectives.
Check the Social Benefit indicators with the Transport Demand Indicators that you selected, to ensure that you can compare before and after installation of the DRT service.
Add to the list any additional indicators that you would like to evaluate at your site.
This task is to be carried out before the implementation of the DRT service.
2 Economic Viability Indicators
· Core indicators are fully written in bold (e.g. E3a): these are collected by all sites in order to enable:

· A useful evaluation of the DRT service at each site.

· Cross site comparison.
· The last column (Measured at Site) 
· The core indicators are already ticked (() as it is expected that these data will be collected.
· Please tick all other indicators that are to be collected at your site, i.e. those not written in bold, e.g. E1a.
· The ( symbol indicates that this indicator can be adjusted to collect data for car pooling as well as DRT services.
· Discuss with UNEW any changes to indicator definitions you propose as this could affect cross site comparability … especially car pooling. 
· Discuss with UNEW any additional indicators that are needed in order to evaluate the site objectives, e.g. the existing list of indicators may not be relevant to one or more of the User Groups that you have identified such as local businesses.  If this is the case, UNEW will generate additional field survey forms.
	Indicator
	Name of Site
	
	Measured at Site

	Number
	Name
	Definition
	

	
	Operational Characteristics
	
	

	E1a
	Operating cost per revenue hour
	Cost of vehicle operation per hour spent by vehicles in revenue service.
	

	E1b
	Revenue support per revenue hour
	Level of subsidy per hour spent by vehicles in revenue service.
	

	E2a
	Operating cost per vehicle hour
	Cost of vehicle operation per hour spent by vehicles travelling from depot-to-depot, i.e. the time spent in completing the vehicle kilometres.
	

	E2b
	Revenue support per vehicle hour
	Level of subsidy per hour spent by vehicles travelling from depot-to-depot, i.e. the time spent in completing the vehicle kilometres.
	

	E3a
	Operating cost per trip
	Cost of vehicle operation per trip made by passengers.
	((

	E3b
	Revenue support per trip
	Level of subsidy per trip made by passengers.
	

	E4a
	Operating cost per trip kilometre
	Cost of vehicle operation per kilometre travelled by passengers.
	

	E4b
	Revenue support per trip kilometre
	Level of subsidy per kilometre travelled by passengers.
	

	E5
	Load factor
	Ratio of passenger trip kilometres to seat kilometres. 
	

	E6
	Operating hours per vehicle
	Number of operating hours per vehicle = total number of operating hours ÷ total number of vehicles.  This is a measure of vehicle utilisation: see also E13. 
	((

	E7
	Passenger kilometres per vehicle
	Number of kilometres travelled by passengers per vehicle = total kilometres travelled by all passengers ÷ total number of vehicles.  This is a measure of vehicle utilisation: see also E13. 
	((

	E8
	Cost per seat kilometre
	Cost of vehicle operation per seat kilometre = operating cost ÷ total number of seat kilometres.

This is a measure of vehicle utilisation: see also E13.
	

	E9
	Fare revenue/operating cost
	Ratio of fare revenue to cost of vehicle operation.
	((

	E10
	Service kilometres per revenue hour 
	Ratio of distance travelled in service to time taken to make these journeys.

This is a measure of the effectiveness of the service.
	

	E11a
	Total direct travel time per total actual journey travel time
	This is a measure of the route directness. 
	

	E11b
	Total direct travel distance per actual journey travel distance
	This is a measure of route directness.
	

	E11c
	Number of direct passenger trips per total passenger trips
	Number of passenger trips if vehicles had taken the most direct route possible per actual number of passenger trips that took place.

This is a measure of additional patronage resulting from the flexible transport service.
	

	E11d
	Number of passenger trips per vehicle distance
	The additional patronage resulting from the flexible transport service according to: the total number of passenger trips per total vehicle distance; and the number of passenger trips per vehicle distance if vehicles had taken the most direct route possible.
	

	E12a
	Number of trips per revenue hour
	Number of passengers boarding the vehicles per hour spent by vehicles in revenue service.

This is the utilisation of the service by passengers.
	

	E12b
	Number of trips per week per vehicle 
	Number of passengers boarding the vehicles per week per operational vehicle.
	(

	E12c
	Number of trips per vehicle trip
	Number of passengers boarding the vehicles per vehicle trip. 
	((

	E13
	Active revenue hours per vehicle hour
	Ratio of active revenue time to vehicle time.

This is vehicle utilisation: see also E6.
	

	E14
	Direct journey hours per revenue hour
	Directness of route per hour spent on revenue service.
	

	E15
	Direct journey hours per vehicle hour
	Directness of route per hour spent in total service.
	

	E16
	Cost savings/increases from diverted Special Transport Services (STS) users
	Cost savings/increases resulting from a reduction in STS which need to be provided. 
	

	E17
	Cost savings from reducing unproductive regular public transport services
	The cost savings/increases resulting from the cut in fixed route services as a result of the introduction of flexible transport service.
	

	E18a
	Financial basis for service
	The type of funding: commercial, gross cost, net cost, lump sum
	((

	E18b
	Income basis for service
	Percentage of revenue from farebox, reimbursement, participation in shared revenue schemes, other sources
	((

	E19
	Patronage of services 
	The average number of passenger trips per week and per month.
	(

	
	Travel Dispatch Centre
	
	

	E20
	Number of bookings per vehicle trip
	Number of calls to the TDC resulting in a booking per vehicle trip.
	

	E21a
	Number of calls per day
	Number of calls to the TDC per day according to: calls resulting in a booking; calls not resulting in a booking; calls making enquiries/feedback about the service. 
	(

	E21b
	Number of web accesses per day
	Number of web accesses per day.
	(

	E21c
	Number of web bookings per day
	Number of web bookings per day.
	(

	E22a
	TDC booking and dispatch cost per year
	Annual TDC booking and dispatch cost according to: total TDC cost; running cost; maintenance cost; updating cost.

NB: there are many models for organising a TDC, so values for this indicator will be interpreted with care, using the Economic Viability Site Description for the TDC.
	((

	E22b
	TDC booking and dispatch cost per passenger 
	This is a measure of the marginal cost involved in carrying an additional passenger.
	(

	E23
	Labour productivity
	Number of calls connected per hour that the TDC is open per TDC staff hour. 

NB: there are many models for organising a TDC, so values for this indicator should be interpreted with care.  See the EV Site Description for the TDC.
	(

	E24
	Communication cost (TDC)
	Cost per month of communication from TDC according to: standing charges; calls to passengers; calls/messages to drivers; calls to others.
	

	
	Drivers
	
	

	E25
	Formal training cost
	Cost of training drivers for initial and additional training.
	

	E26
	Familiarisation with on-board unit
	The time needed for the driver to become competent with the on-board unit after initial and additional training.
	

	
	Vehicles
	
	

	E27
	Communication cost (operator)
	Cost per month of calls/messages from drivers to TDC.
	

	E28
	On-board unit costs
	Cost per month of maintenance of on-board unit and updating/installing new software.
	

	
	Investment costs
	
	

	E29a
	TDC Investment cost
	This is the start up cost of the TDC. 
	(

	E29b
	Communication network investment cost
	Cost of using long range private radio network (if applicable).
	(

	E29c
	On-board unit investment cost
	Cost per on-board unit and total cost for all on-board units.
	(

	E29d
	Publicity cost
	Cost of disseminating information.
	(

	
	Statutory Providers
	
	

	E30
	Impact on economic viability within flexible transport service area
	The impact on the economic viability of the statutory provider within the service area according to: subsidy cost; capital expenditure cost; customer utilisation; budgetary pressure; time spent by staff planning transport services; efficiency of the business.
	(

	
	Political viewpoint
	
	

	E31
	Impact on economic viability of transport policy
	The impact of the flexible transport service upon the economic viability of transport policy, e.g. demonstrate that co-ordination of various modes can deliver a cost effective rural transport solution; assist in budgetary control; reduce wasteful use of resources.
	(

	E32
	Impact on sustainability
	The impact of the flexible transport service upon sustainability, e.g. reduction of wasteful use of resources; maximising the use of existing resources; avoids duplication; identifying actual needs and sources the most economic method of service delivery; responding to changing circumstances.
	(

	E33
	Impact on area
	The impact of the flexible transport service upon the area according to: car dependence; identification of local transport resources; local business; retaining the local population; non car user tourism; potential development of the area.
	((

	E34
	Impact on local environment
	The impact of the flexible transport service upon the area according to: air pollution, noise pollution, road traffic, congestion, road safety.
	((

	E35 
	Participation in vehicle brokerage scheme
	The willingness of operators and statutory authorities to participate in a vehicle brokerage scheme.
	


3 Social Benefit Indicators
· Core indicators are fully written in bold (e.g. S4): these are collected by all sites in order to enable:

· A useful evaluation of the DRT service at each site.

· Cross site comparison.
· In order to derive maximum benefit from the Transport Demand indicators, the equivalent Social Benefit indicators should also be collected, which are as follows (core indicators are marked in bold).

	D1
	S19
	D4a
	S22a
	D7
	S26
	D11
	S30a

	D2
	S20a
	D4b
	S22b
	D8
	S27
	D12
	S30b

	D3
	S21
	D5
	S25a
	D9
	S28
	D13
	S32

	
	
	D6
	S25b
	D10
	S29
	
	


· The last column (Measured at Site) 
· The core indicators are already ticked (() as it is expected that these data will be collected.
· Please tick all other indicators that are to be collected at your site, i.e. those not written in bold, e.g. S2.
· The ( symbol indicates that this indicator can be adjusted to collect data for car pooling as well as DRT services.
· Discuss with UNEW any changes to indicator definitions you propose as this could affect cross site comparability … especially car pooling. 
· Discuss with UNEW any additional indicators that are needed in order to evaluate the site objectives, e.g. the existing list of indicators may not be relevant to one or more of the User Groups that you have identified such as local businesses.  If this is the case, UNEW will generate additional field survey forms.
	Indicator
	Name of Site
	
	Measured at Site

	Number
	Name
	Definition
	

	
	Service characteristics
	
	

	S1
	Service description
	Description of service availability at the site as a result of introducing flexible transport compared with the bus service previously offered within the site. 
	(

	S2
	Equivalent conventional public transport hours: flexible transport service hours
	Comparison of the number of hours operated by conventional public transport and flexible transport.
	

	S3
	Number of stop points
	Number of stop points in service area according to pre-determined stop points and fixed stop points.
	

	S4a
	Service reliability (lateness)


	Reliability of the service as measured by adherence to estimated departure times given to pre-booked passengers according to: ratio between planned and actual service time; late departure from stop point (% of departures late; average late departure time; reasons); late arrival at stop point (% of arrivals late; average late arrival time; reasons).
NB: S4aii is the core indicator.
	((

	S4b
	Service reliability (early)
	Reliability of the service as measured by adherence to estimated departure times given to passengers: vehicle departs early from stop point (% of early departures; average early time; reasons).
	(

	S5a
	Failed passenger trips (%)
	The failure to pick up booked passengers according to: overall % of failed trips; driver error; passenger error; TDC error; vehicle capacity exceeded.
	(

	S5b
	Failed passenger trips (frequency)
	The failure to pick up booked passengers according to: overall frequency of failed trips; driver error; passenger error; TDC error.  NB: this is an alternative to S5a.
	((

	S6
	No show
	% of passengers who do not show up for the booked trip when there has been no error for any of the reasons given in S5a/b according to % of passengers that fail to show up and % of bookings that fail to show up.
	(

	S7a
	Re-routing of vehicle trips (frequency)
	Number of changes in the route description according to: the number of changes to route descriptions forwarded by TDC to driver; the number of changes to the route by the driver.
	

	S7b
	Re-routing of journeys (reason)
	The reason for re-routing journeys according to: cancellation; late booking causing new best route; late running of vehicle; TDC error.
	

	S8
	Service convenience (TDC and drivers)
	Perception by TDC staff and drivers of the convenience of the service for passengers according to e.g. waiting time, frequency, accessibility, ease of booking.
	(

	
	Operator characteristics
	
	

	S9
	Characteristics of operator
	Characteristics of the flexible transport operator according to: type of business; position of respondent; number of employees; total vehicle hours per month.
	

	S10
	Impact of flexible transport on operator 
	The impact of flexible transport flexible transport services upon the business of the operator according to e.g. financial impact, vehicle utilisation, customer satisfaction, patronage on connecting services.
	

	S11
	Number of flexible transport vehicles
	Number of flexible transport vehicles with on-board units. 
	

	
	TDC booking characteristics
	
	

	S12
	Rejection rate of customers requesting a trip
	Percentage of requests for trips that are rejected and reasons for rejection of customer’s request.
This is a measure of the extensiveness and coverage of the service.
	((

	S13
	Average response time
	Time taken (minutes) per number of calls leading to a booking
	(

	S14a
	Number of passengers per call 
	Number of passengers booked per successful call to the TDC.

This is an indication of the number of calls received per passenger carried. 
	(

	S14b
	Number of trips booked per call
	Number of trips booked by a household (including repeat trips) per successful call to the TDC
	(

	S15
	% of passengers that were pre-booked
	% of passenger trips that were pre-booked at the TDC.
This is the extent to which passengers use pre-booking facilities.
	

	S16
	Call back
	Perception by TDC staff and passengers of the effectiveness of call back.
	

	
	Passenger characteristics
	
	

	S17
	% of resident population served in area
	Percentage of total resident population in service area to which the flexible transport service is available.

This is a measure of the extensiveness and coverage of the service.
	((

	S18
	Characteristics of target population
	Characteristics of the population resident in the service area according to: age; gender; car availability; employment status; disability.
	((

	S19
D1
	Characteristics of passengers
	The characteristics of passengers (resident and non-resident in the flexible transport service area) using the service, e.g. age, gender, car availability, employment status, disability, distance to boarding points.
	((

	S20a
D2
	Service utilisation by passengers
	The use of the flexible transport service by passengers (resident and non-resident in the flexible transport service area), e.g. familiarity with the service, preferred method of payment, frequency of usage, time of day travelling.
	((
(not D2)

	S20b
	Change in travel patterns
	The change in travel behaviour as a result of the introduction of the flexible transport service according to: increased/decreased use of transport modes; change in use of cars within household.
	((

	S20c
	Intermodal journeys
	The frequency with which passengers change from/to another mode of transport before/after boarding flexible transport service in order to complete the journey. 
	((

	S21

D3
	Accessibility of passengers to vehicles
	% of users who have problems using public transport according to personal mobility and space constraints.
	((

	S22a
D4a
	Journey log (On board vehicle)
	Journey characteristics at the time of the survey including vehicle type and availability, booking and payment characteristics, time and distance travelled, type of boarding location; intermodality; trip purpose.
	(
(not D4a)

	S22b

D4b
	Journey log (Off vehicle)
	Characteristics of main bus journey: booking and payment characteristics, time and distance travelled, type of boarding location; intermodality; trip purpose.
	(
(not D4b)

	S23
	Walking time taken to reach the vehicle
	Average time taken by passengers to walk to the nearest pick-up/drop off location.
	(

	S24
	Perception of trip time
	The acceptability of the time taken to complete the trip.
	

	S25a

D5
	% of passengers with transfers
	% of passengers who interchange to another mode/vehicle in order to complete their journey

This is a measure of the convenience of the service.
	((
(not D5)

	S25b

D6
	Number of transfers per journey
	Number of transfers made per number of passenger trips. 

This is a measure of how often passengers transfer.
	((
(not D6)

	S26
D7
	Perception of transfer ease
	The ease with which passengers needing to transfer to other modes/vehicles are able to do so.
	(

	S27
D8
	Comfort of passengers on-vehicle
	Perception by passengers of the vehicle’s comfort according to e.g. condition/accessibility of the vehicle and staff attitudes.
	(

	S28
D9
	Comfort of passengers at waiting/interchange points 
	Perception by passengers of comfort at waiting/interchange points (excluding private residences) according to e.g. waiting conditions; staff attitudes.
	((
(not D9)

	S29

D10
	Service convenience (passenger)
	Perception by passengers of the convenience of using the service according to e.g. waiting times, accessibility, frequency, route and cost of travel, access to facilities//services/social inclusion.
	((
(not D10)

	S30a

D11
	Safety and security on-vehicle
	Perception by passengers of safety on-board the vehicle according to the standard of driving and sense of personal security.
	((
(not D11)

	S30b

D12
	Safety and security at waiting/interchange points
	Perception by passengers of safety at waiting/interchange points (excluding private residences) according to sense of personal security 
	((
(not D12)

	S31
	Passenger’s sense of control and independence
	This is a measure of how well the service fits the passenger’s needs according to: length of minimum and maximum permitted pre-booking time; flexibility of route; and integration between public transport services.
	(

	S32

D13
	Reasons for using public transport
	Passenger reasons for using and not using public transport.
	((
(not D13)

	S33
	Ease of making reservations
	Perception by passengers of the ease of making reservations according to e.g. ease and speed of booking trips, staff availability and performance.
	((

	
	Passenger information and marketing
	
	

	S34
	Ease of obtaining information 
	Perception by passengers of the ease of obtaining information about the service according to sources such as telephone enquires, use of the internet, at stop points, at other services.
	(

	S35
	Source of information
	The method by which the passenger found out about the flexible transport service according to, e.g. media, transport infrastructure, local services.
	(

	S36a
	Quality of information
	Perception of the information available to the public according to TDC staff; driver/operator; passengers.
	(

	S36b
	Quality of timetables
	Perception of the information available to the public according to e.g. aspects of the timetable used for the flexible transport service; timetable(s) used for connecting services.
	(

	
	Statutory Providers
	
	

	S37
	Type of organisation
	Area(s) of transport provision supplied by the provider, e.g. education, elderly people, social services, health service transportation, disabled people.
	(

	S38
	Impact on Social Benefit within flexible transport service area
	The impact on the provision of services within the flexible transport service area by the statutory provider according to: client’s travelling time, staff relations, customer complaints, awareness of client needs, design of vehicle specification.
	(

	S39
	Impact on Social Benefit outside flexible transport service area
	The impact on the provision of services outwith the flexible transport service area by the statutory provider according to: extension of flexible transport services, integration with other services, understanding of client needs, meeting social inclusion policies and targets pressures, tool for embracing community planning objectives, development of planning services to meet the needs of local people, delivery of special needs transportation.
	

	S40
	Impact within statutory provider’s organisation
	The impact of the flexible transport service within the statutory provider’s organisation according to e.g. co-operation within the organisation, quality of service, rationalisation of transport demands, job satisfaction.
	(

	
	Political viewpoint
	
	

	S41a
	Membership of political party
	Membership of major political parties.
	(

	S41b
	Type of area represented by politician
	Parliament or assembly, from local to EU level, to which the politician is an elected member.
	(

	S42
	Impact on transport policy
	The impact of the flexible transport service upon the development of transport policy according to e.g. flexible transport legislation, delivery of socially inclusive services, ascertaining future vehicle design.
	(

	S43
	Impact on social inclusion
	The impact of the flexible transport service upon social inclusion according to e.g. identifying individual needs; providing access to services and leisure activities.
	(


4 Technical Performance Indicators
· Core indicators fully written in bold (e.g. T1): these are collected by all sites in order to enable:

· A useful evaluation of the flexible transport service at each site.

· Cross site comparison

· The last column (Measured at Site) 
· The core indicators are already ticked (() as it is expected that these data will be collected.
· Please tick all other indicators that are to be collected at your site, i.e. those not written in bold, e.g. T8.
· The ( symbol indicates that this indicator can be adjusted to collect data for car pooling as well as DRT services.
· In the case of Technical Performance variables, the type of booking system (i.e. whether it is made on behalf of customers or whether customers make their own arrangements) will determine the extent to which the indicators can be used.
· Discuss with UNEW any changes to indicator definitions you propose as this could affect cross site comparability … especially car pooling. 
· Discuss with UNEW any additional indicators that are needed in order to evaluate the site objectives, e.g. the existing list of indicators may not be relevant to one or more of the User Groups that you have identified such as local businesses.  If this is the case, UNEW will generate additional field survey forms.
	Indicator
	Name of Site
	
	Measured at Site

	Number
	Name
	Definition
	

	
	System Speed 
	
	

	T1a
	Capacity of the telephone system
	Capacity of system according to: unanswered calls (% and reasons); number of telephone lines and operators.
	((

	T1b
	Peak demand
	Number of calls per hour for each hour during TDC opening hours.
	(

	T2
	Advance trip booking time
	The minimum time required and maximum time permitted in advance which are required for booking a trip.
	((

	T3
	Trip cancellation time
	Average time taken to cancel booking
	((

	T4
	Call answering time
	Average time taken to answer a call (i.e. ringing time) and complete a call once the telephone is picked up  (i.e. transaction time)
	(

	T5/6
	Suspended 
	
	

	T7
	Trip handling time
	Average time taken to inform passenger of pick-up time once their call has been received and demand for a trip registered according to new and existing customers.
	((

	T8
	Flexible transport system processing time
	Average time taken between submission of information and response by software to calculate the required trip.
	(

	T9a
	System performance
	Mean, maximum and minimum time taken to: search for the customer address; provide conventional public transport information (if applicable) 
	((

	T9b
	Flexible transport software response time
	Perception by drivers of the time taken by the system to locate requested data.
	

	
	System Failure
	
	

	T10
	% system uptime
	% of hours that the system actually operates and reason for system down time.
	(

	T11
	Mean time between component failures
	Average time between failures of system components, according to type of component, over a defined time period.
	(

	T12
	Speed of repair
	Mean, maximum and minimum time taken to carry out software and hardware repairs.
	(

	T13
	On-board unit failures
	Frequency of failure of on-board unit software and hardware components.
	(

	
	System Accuracy/Reliability
	
	

	T14a
	Reliability of data records
	% of trips booked that are correctly sent from TDC to vehicle.
	(

	T14b
	Accuracy of boarding time
	Average boarding time according to the scheduling system and the actual boarding time.
	

	T15a
	Accuracy of stop point location (TDC)
	Perception by TDC dispatchers of accuracy of information provided by software and customer to decide stop point location. 
	(

	T15b
	Accuracy of stop point location (driver)
	Perception by drivers of correctness of information provided by the TDC in order to reach the stop point location.
	(

	T16
	Scheduling reliability (perceived)
	Perception by passengers and drivers of compliance of vehicles to the schedule. 
	((

	T17a
	Route dispatching efficiency 
	Perception by TDC staff and drivers of the efficiency of the dispatching software for producing the shortest possible route. 
	

	T17b
	Passenger dispatching efficiency
	Perception by TDC operators of the software’s passenger dispatching efficiency, including how it manages the impact on subsequent bookings of first and repeat bookings on a route. 
	(

	T17c
	Telecommunications efficiency
	Efficiency of telecommunications according to % of passenger trips that reach the vehicle and the reasons for the failure.
	

	T18
	Completeness and updating of data collected
	The completeness of data collected according to % of data records (i.e. number of trips booked) that are up to date and how frequently they are updated.
	(

	
	System Acceptance
	
	

	T19
	% of Smartcard customers
	% of passengers that use a Smartcard to pay for the trip.
This is the customer use/acceptance of ITS technology.
	(

	T20
	Potential for use of standardised systems
	List of system parts and whether they are standardised.
	(

	T21a
	TDC staff attitudes towards Travel Dispatch System (TDCS) procedures
	Perception by TDC staff of the TDS procedures according to e.g. start up and switch off procedures; making and changing bookings; assigning, sending and updating routes to on-board unit; communication with drivers; responding to alarms.
	((

	T21b
	TDC staff attitudes towards performance of Travel Dispatch System
	Perception by TDC staff of the impact of the TDS according to e.g. operational and transmission reliability; speed of system search; speed of programme, hardware and software repair; ease of using the system.
	((

	T21c
	TDC staff attitudes towards User Manual
	Perception by TDC staff of the software provider’s User Manual according to e.g. start up and switch off procedures; making and changing bookings; assigning, sending and updating routes to on-board unit; communication with drivers; responding to alarms; designing and altering routes and services.
	((

	T22a
	Message acknowledgement
	% of messages acknowledged by driver from TDC and TDC from driver
	

	T22b
	Message acknowledgement time
	Mean time (seconds) between the receipt and acknowledgment of the message by driver from TDC and TDC from driver.
	

	T23
	Perception of the importance of messages
	Extent to which provision of messages by on-board technology is accepted by driver and TDC staff.
	

	T24
	Operator’s attitudes towards the service area
	Perception by operators of the service area according to e.g. number of stops; distance to stops; size of service area.
	(

	T25
	Operator’s attitude to flexible transport
	Acceptance by operator of the expansion of flexible transport to other areas.
	

	T26a
	Driver attitudes towards Travel Dispatch System procedures 
	Perception by drivers of the TDS procedures according to e.g. start up and switch off procedures; checking and deleting routes; communication with the TDC.
	(

	T26b
	Driver attitude towards performance of Travel Dispatch System
	Perception by drivers of the effect of the TDS according to e.g. actual and given location; reliability/accuracy of routing and other information; user friendliness of on screen routing information; impact of on-board unit on safety and comfort.
	(

	T26c
	Driver attitude towards User Manual
	Perception by drivers of the software provider’s User Manual according to e.g. start up and switch off procedures; checking and deleting routes; communication with the TDC.
	(

	T27
	Driver attitudes towards on-board unit layout
	Perception by drivers of the layout of the on-board unit according to e.g. its position and legibility; utility of the button on the unit; ease of use of menus; graphical presentation of the route and its updating (if applicable). 
	

	T28
	Impact of messages on safety
	Perception of the messages to the driver according to level of distraction and usefulness of alarm messages.
	

	
	Telecommunications
	
	

	T29
	Frequency of communication
	Frequency of communication (contacts per hour of operation) between TDC and driver according to voice and data communications.
	

	T30
	Speed of data transmission between on-board unit and TDC
	Time (seconds) taken between request from TDC and receipt of information according to the time taken for a message (route and/or map data) to reach the vehicle after it has been sent from the TDC; and the time taken for confirmation by the driver of that message to be received at the TDC.
	

	T31
	Speed of data transmission between TDC and on-board unit
	Time (seconds) taken between request from driver and receipt of information according to route data and map data (if applicable).
	

	T32a
	Reliability of communication network (description)
	Description of the communication network according to completeness of cover and environmental problems.
	

	T32b
	Reliability of communication network (frequency)
	Frequency of breakdown in communication network according to completeness of cover and environmental problems.
	

	T33
	Voice communication quality
	Perception by drivers of voice communication quality according to quality of instructions from TDC and completeness of communications network.
	

	T34
	Suspended 
	
	

	T35
	Reliability of AVL
	Perception by drivers of the percentage of the journey time during which the AVL is operating and unavailable.
	

	T36
	Accuracy of AVL
	Perception by drivers of the difference between the actual location and the recorded one.
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