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1 Executive Summary
This document – Annex 8 Social Benefit Survey Forms – is the seventh part 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.

Social Benefit Survey Forms
This section provides the field Survey Forms required for data collection.  The following information is given about each indicator to guide the data collection:

· A table to be completed if there are any changes to indicator definitions that could adversely affect the cross site comparison.

· A Methodology table to be completed for each indicator selected.  

· For each indicator a variety of information is given above the indicator table, e.g. the reference number and name of each indicator; indicators that can be adapted for car pooling are marked with a car symbol ((); core indicators (to be collected at all sites); the sample source. 

· For each indicator a variety of information is given within the indicator table, e.g. sample duration/size; components of the indicator including the units of measurement; supplementary data collection guidance notes.  
Once the indicators have been selected, the appropriate survey forms are chosen.  UNEW will collate them according to the following sources: statutory authority, operators, drivers, Travel Dispatch Centre staff, passengers, politicians, Travel Dispatch Centre monitoring, on-board vehicle monitoring, others that may be identified by individual sites.  Transport Demand surveys are only distributed to existing and potential public transport users.

This task is to be carried out after the implementation of the DRT service.
2 Social Benefit Survey Forms

This section provides the field Survey Forms required for Social Benefit data collection.  The following information is given about each indicator to guide the data collection:

· A table to be completed if there are any changes to indicator definitions that could adversely affect the cross site comparison.

· A Methodology table to be completed for each indicator selected.  The following information is required:

· The indicator number. 

· The sample size.

· The date(s) when data were collected.

· The type of sampling used.

· Other information (optional).

· For each indicator the following information is given above the indicator table:

· The reference number and name of each indicator, e.g. S17 % of Resident Population Served in Area.

· If a site is assessing a non-DRT service, such as car pooling, the range of suitable indicators is restricted – and will require all those that are suitable to be adapted in some way.  These indicators are marked with a car symbol (().
· Indicators which should be collected at all sites are marked as core indicator.
· Additional information, e.g. S5b NB: It may be necessary to explore the composition of the passengers for failed trips, e.g. one booking error is exaggerated if several people plan to travel together.
· The sample source, for which there are 3 different possible types of source:

· Must be collected from 1 source, e.g. S12 Rejection Rate of Customers Requesting a Trip Collect data from TDC.
· Can be collected from a choice of sources (whichever is the most appropriate), e.g. S1 Service Description Collect data from operator or statutory authority.
· Must be collected from more than 1 source, e.g. S4aii Service Reliability (frequency late) Collect data from Travel Dispatch Centre staff and drivers.
· The recommended minimum sample size is given for end user surveys, e.g. S27 Collect data from 100 pre-booked passengers or 50 pre-booked passengers and 50 non-prebooked passengers.  
· Other data collection information, e.g. S27 If passenger does not regularly use the service, only ask the questions for the driver and vehicle on the day
· For each indicator the following information is given within the indicator table:

· The sample duration/size, e.g. S12 Sample = all customer requests for a booking in one week
· The components of the indicator including the units of measurement.

· Supplementary data collection guidance notes, e.g. definition for S4aii 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.  

Once the indicators have been selected, the appropriate survey forms are chosen. UNEW will collate them according to the following sources:

· Statutory authority

· Operators

· Drivers

· Travel Dispatch Centre staff

· Passengers

· Politicians

· Travel Dispatch Centre monitoring

· On-board vehicle monitoring

· Others that may be identified by individual sites

Where data are required from more than one source, e.g. drivers and TDC staff, the survey forms will be repeated.

Complete the following table to show any changes in definitions of indicators that could adversely affect the validity of cross site comparison.

	Indicator No.
	Proposed change to data collected / formula

	
	

	
	

	
	

	
	

	
	


Complete the following Methodology Used table for each indicator collected.

	Methodology Used

	Indicator Number
	Sample size
	Date(s) when data collected
	Type of Sampling: 
E.g. Persons: postal, telephone, face-to-face (on-board vehicle, bus stop, doorstep, focus group, interview)
	Other information (e.g.

	S1
	-
	01/02/04 & 01/05/04 & 15/11/04
	Operator records
	1 change to hours after service began

	S4aii, S5b
	5 TDC staff

8 drivers
	01/12/04 to 15/12/04
	TDC Staff and drivers: postal
	

	S12
	All trip requests 1 week
	29/11/04 to 05/12/04
	TDC records
	

	S17, S18
	-
	May 01
	Census and statutory authority data
	

	S19, S20a-b, S21, S26 - S30b, S32
	90 passengers, 50 non-passengers
	01/12/04 to 15/12/04
	Passengers: on-board vehicle

Non-passengers: doorstep
	Routes X and Y surveyed.

Doorstep survey in villages A, B and C. 

	S33
	90 passengers
	01/12/04 to 08/12/04
	Passengers: on-board vehicle
	Routes X and Y surveyed.



	
	
	
	
	

	
	
	
	
	


Unless otherwise stated each indicator IS REPEATED for each flexible transport service operated.

S1 Service Description

core indicator
Collect data from operator or statutory authority
	
	Date
	Number of service hours

	
	
	Weekdays
	Weekends

	Before name of flexible transport introduced (This will be 0 hours if there was no pre-existing bus service
	
	
	

	After name of flexible transport introduced
	
	
	

	After name of flexible transport introduced (if any changes in service hours). 
	
	
	

	Add extra rows if more changes in service hours.


S2 Equivalent Conventional Public Transport Hours: Flexible Transport Service Hours

The conventional public transport service area selected for comparison should be defined.

Collect data from operator or statutory authority
Comparison of service hours offered by the flexible transport service and fixed route services operating in the locality.

	
	Date
	Number of service hours

	
	
	Weekdays
	Weekends

	Total flexible transport service hours
	
	
	

	Total fixed route service hours

	1st Service
	
	
	
	

	2nd Service
	
	
	
	

	3rd Service
	
	
	
	

	Add extra rows if further services compared


S3 Number of Stop Points
NB: this indicator is not relevant if only non-predefined stop points are used
Collect data from operator or statutory authority
Number of stop points on the name of flexible transport service.

	Service start date
	Number of predefined stop points
	Number of fixed stop points 

	Date
	
	
	

	Date (if service changed)
	
	
	

	Date (if service changed again)
	
	
	

	Add extra rows if further service changes are made

	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.


S4ai Service Reliability (% late)
(
This indicator is for semi-fixed and flexible services; it is not for fully flexible services (no fixed start or end times other than at the beginning and of the service day)
Collect data partly from TDC and on-board vehicle
	Ratio between planned and actual service journey time
	Week beginning

	Sample = all service journeys (vehicle trips) in one week.  If this is not feasible, sample at least 2 days, one of which is generally known to be busy and the other quiet.
	

	Service journey
	Day 1
	Day 2
	Day 3
	Day 4
	Day 5
	Day 6
	Day 7

	
	A*
	P*
	A/P
	A
	P
	A/P
	A
	P
	A/P
	A
	P
	A/P
	A
	P
	A/P
	A
	P
	A/P
	A
	P
	A/P

	1
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	2
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	3
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	4
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	5
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	6
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	7
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Add more rows if required

	*A = actual time to complete service journey (mins)
	*P = planned time to complete service journey (mins)


	Frequency of reasons for late arrival / departure times compared to those given to pre-booked passengers
	Week beginning

	Sample = all service journeys in one week
	

	Vehicle arrives late at:
	Predefined / non-predefined stop point
	Fixed stop point
	Vehicle departs late from:
	Predefined / non-predefined stop point
	Fixed stop point

	F = frequency of early arrivals
T = total time vehicle is early (mins)
	F
	T
	F
	T
	F = frequency of early arrivals
T = total time vehicle is early (mins)
	F
	T
	F
	T

	Driver / route related
	Slow boarding of passengers

	Wrong pick up point: misread on-board unit
	
	
	
	
	Wheelchair
	
	
	
	

	Wrong pick up point: location not known
	
	
	
	
	Buggy
	
	
	
	

	Wrong time: slow traffic
	
	
	
	
	Shopping
	
	
	
	

	Wrong time: road works 
	
	
	
	
	Ticket issue
	
	
	
	

	Wrong time: misread on-board unit
	
	
	
	
	Time taken for non pre-booked passengers to board
	
	
	
	

	Other
…………………………………..
	
	
	
	
	Other 
……………………………….
	
	
	
	

	Passenger related
	Other
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	Cumulative (due to late arrival)
	
	
	
	

	Ready at wrong time (driver waited)
	
	
	
	
	Other 
………………………………..
	
	
	
	

	Other
…………………………………..
	
	
	
	
	
	
	

	Name of TDC related
	
	
	

	Gave wrong place
	
	
	
	
	
	
	

	Gave wrong time
	
	
	
	
	
	
	

	Booking not added to system in time
	
	
	
	
	
	
	

	Booking not sent to vehicle in time
	
	
	
	
	
	
	

	Booking not added to system at all (needed manual intervention)
	
	
	
	
	
	
	

	Booking not sent to vehicle at all (needed manual intervention)
	
	
	
	
	
	
	

	Other 
………………………….………..
	
	
	
	
	
	
	

	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.


	Sample = all service journeys in one week
	Week beginning
	

	Reliability of the service as measured by adherence to estimated arrival / departure times given to pre-booked passengers

	Time window for passenger pick up (minutes)
	

	
	Total number of late occasions [from preceding table] (A)
	Total number of planned stops at predefined / non-predefined stop points (B)
	% of occasions that are late
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	Total late time [from preceding table] (mins) (C)
	Average duration of lateness (mins)
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	Vehicle arrives late at predefined / non-predefined stop point
	
	
	
	
	

	Vehicle departs late from predefined /non-predefined stop point
	
	
	
	
	

	Reliability of the service as measured by adherence to fixed stop point times

	Type of unreliability
	Total no. of late occasions (D)
	Total number of fixed stop times (E)
	% of occasions that are late
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	Total late time (mins) (F)
	Average duration of lateness (mins)
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	Vehicle arrives late at fixed stop point
	
	
	
	
	

	Vehicle departs late from fixed stop point
	
	
	
	
	

	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.

	NB: flexible transport usually operates with a time window during which the passenger can expect to be collected.  This will vary according to the local service definition, e.g. it could be 15 or 30 minutes.  Lateness is defined as

· Departure/arrival outside the time window at non-predefined and predefined stop points.

· Departure/arrival outside the regulatory time window at fixed stop point, e.g. the UK Traffic Commissioner sets a time window of 5 minutes. 


S4aii Service Reliability (frequency late)
(
core indicator
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).
	This table can be repeated if a distinction between fixed stop points and predefined / non-predefined stop points is required.
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	

	Late arrival: Driver / route related

	Total
	
	
	
	
	

	Wrong pick up point: misread on-board unit
	
	
	
	
	

	Wrong pick up point: location not known
	
	
	
	
	

	Wrong time: slow traffic
	
	
	
	
	

	Wrong time: road works
	
	
	
	
	

	Wrong time: misread on-board unit
	
	
	
	
	

	Other ……………………………………………
	
	
	
	
	

	Late arrival: Passenger related 

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	

	Ready at wrong time (driver waited)
	
	
	
	
	

	Other ……………………………………………
	
	
	
	
	

	Late arrival: Name of TDC related

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	

	Gave wrong time
	
	
	
	
	

	Booking not added to system in time
	
	
	
	
	

	Booking not sent to vehicle in time
	
	
	
	
	

	Booking not added to system at all (needed manual intervention)
	
	
	
	
	

	Booking not sent to vehicle at all (needed manual intervention)
	
	
	
	
	

	Other …………………………………..
	
	
	
	
	

	Late departure: Slow boarding of passengers

	Total
	
	
	
	
	

	Wheelchair
	
	
	
	
	

	Buggy
	
	
	
	
	

	Shopping
	
	
	
	
	

	Ticket issue
	
	
	
	
	

	Time taken for non pre-booked passengers to board
	
	
	
	
	

	Other …………………………………..
	
	
	
	
	

	Late departure: Other

	Cumulative (due to late arrival)
	
	
	
	
	

	Other …………………………………..
	
	
	
	
	

	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.


S4bi Service Reliability (% early)
(
NB: unlike S4a, this indicator is only measured at fixed timing points.  This is because (i) the time has been submitted to the regulator and/or (ii) in some services it is possible for non-booked passengers to board the vehicle.  At non-fixed timing points, early departure does not matter, as all passengers are pre-booked.
Collect data from on-board vehicle
	Frequency of reasons for early arrival / departure times compared to those given to pre-booked passengers
	Week beginning

	Sample = all service journeys in one week
	

	Vehicle arrives early at:
	Predefined / non-predefined stop point
	Fixed stop point
	Vehicle departs early from:
	Predefined / non-predefined stop point
	Fixed stop point

	F = frequency of early arrivals
T = total time vehicle is early (mins)
	F
	T
	F
	F
	F = frequency of early arrivals
T = total time vehicle is early (mins)
	F
	T
	F
	F

	Lack of bookings to fill the time available in the schedule
	
	
	
	
	Lack of bookings to fill the time available in the schedule
	
	
	
	

	Cumulative (result from earlier early departures/arrivals)
	
	
	
	
	Cumulative (result from earlier early departures/arrivals)
	
	
	
	

	Other 
…...……………………………
	
	
	
	
	Passengers boarded rapidly 
	
	
	
	

	
	
	
	
	
	Other 
……..…………………………
	
	
	
	

	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.


	Sample = all service journeys in one week
	Week beginning
	

	Reliability of the service as measured by adherence to estimated arrival / departure times given to pre-booked passengers

	Time window for passenger pick up (minutes)
	

	
	Total number of early occasions [from preceding table] (A)
	Total number of planned stops at predefined / non-predefined stop points (B)
	% of occasions that are early
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	Total early time [from preceding table] (mins) (C)
	Average duration of earliness (mins)
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	Vehicle arrives early at predefined / non-predefined stop point 
	
	
	
	
	

	Vehicle departs early from predefined / non-predefined stop point 
	
	
	
	
	

	Reliability of the service as measured by adherence to fixed stop point times

	Type of unreliability
	Total no. of early occasions (D)
	Total number of fixed stop times (E)
	% of occasions that are early
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	Total early time (mins) (F)
	Average duration of earliness (mins)
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	Vehicle arrives early at fixed stop point
	
	
	
	
	

	Vehicle departs early from fixed stop point
	
	
	
	
	

	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.

	NB: flexible transport usually operates with a time window during which the passenger can expect to be collected.  This will vary according to the local service definition, e.g. it could be 15 or 30 minutes.  Earliness is defined as

· Departure/arrival outside the time window at non-predefined and predefined stop points.
· Departure/arrival outside the regulatory time window at fixed stop points, e.g. the UK Traffic Commissioner requires 1 minute.


S4bii Service Reliability (frequency early)
(
Collect data from all TDC staff and drivers
Please tick one box in each row that best describes how often each reason occurs for the vehicle arriving and departing early (outside the operational time window).
	This table can be repeated if a distinction between fixed stop points and predefined / non-predefined stop points is required.
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	

	Vehicle arrives early 

	Lack of bookings to fill the time available in the schedule
	
	
	
	
	

	Cumulative (result from earlier early departures/arrivals)
	
	
	
	
	

	Other ……………………………………
	
	
	
	
	

	Vehicle leaves early

	Lack of bookings to fill the time available in the schedule
	
	
	
	
	

	Cumulative (result from earlier early departures/arrivals)
	
	
	
	
	

	Passengers boarded rapidly
	
	
	
	
	

	Other ……………………………………
	
	
	
	
	

	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.


S5a Failed Passenger Trips (%)
(
NB: It may be necessary to explore the composition of the passengers for failed trips, e.g. one booking error is exaggerated if several people plan to travel together
Collect data from on-board vehicle
	Frequency of reasons for failure to pick up passengers
	Week beginning

	Sample = all service journeys in one week
	

	Passengers not picked up at:
	Predefined / non-predefined stop point
	Fixed stop point
	Passengers not picked up at:
	Predefined / non-predefined stop point
	Fixed stop point

	Driver / route related
	Name of TDC related

	Wrong pick up point: misread on-board unit
	
	
	Gave wrong pick up point
	
	

	Wrong pick up point: location not known
	
	
	Gave wrong time
	
	

	Wrong time: slow traffic
	
	
	Booking not added to system in time
	
	

	Wrong time: road works 
	
	
	Booking not sent to vehicle in time
	
	

	Wrong time: misread on-board unit
	
	
	Booking not added to system at all
	
	

	Other …………………………………….
	
	
	Booking not sent to vehicle at all
	
	

	Passenger related
	Other …………………………………….
	
	

	Gave wrong place
	
	
	Vehicle capacity exceeded
	
	

	Ready at wrong time
	
	
	
	
	

	Forgot to cancel with name of TDC
	
	
	
	
	

	Forgot to travel
	
	
	
	
	

	Vehicle capacity exceeded due to extra non pre booked passengers
	
	
	
	
	

	Other ……………………………………..
	
	
	
	
	

	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.


	Reliability of the service as measured by failure to pick up passengers
	Week beginning

	Time window for passenger pick up (minutes)
	

	Type of stop point
	Total number of failed passenger pick ups from stop points [from preceding table] due to error by: 
	Total number of planned passenger trips (D)
	% of trips with error caused by:

	
	Driver (A)
	Passenger (B)
	Name of TDC (C)
	
	Driver
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	Passenger
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	Name of TDC
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	At predefined and non-predefined stop points
	
	
	
	
	
	
	

	At fixed stop points
	
	
	
	
	
	
	

	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.


S5b Failed Passenger Trips (frequency)
(
core indicator
NB: It may be necessary to explore the composition of the passengers for failed trips, e.g. one booking error is exaggerated if several people plan to travel together
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.
	This table can be repeated if a distinction between fixed stop points and predefined / non-predefined stop points is required.
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Overall frequency
	
	
	
	
	

	Driver / route related

	Total
	
	
	
	
	

	Wrong pick up point: misread on-board unit
	
	
	
	
	

	Wrong pick up point: location not known
	
	
	
	
	

	Wrong time: slow traffic
	
	
	
	
	

	Wrong time: road works
	
	
	
	
	

	Wrong time: misread on-board unit
	
	
	
	
	

	Other ……………………………………………
	
	
	
	
	

	Passenger related

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	

	Ready at wrong time
	
	
	
	
	

	Forgot to travel
	
	
	
	
	

	Forgot to cancel with name of TDC
	
	
	
	
	

	Delayed on other public transport
	
	
	
	
	

	Vehicle capacity exceeded due to extra non pre booked passengers
	
	
	
	
	

	Other ……………………………………………
	
	
	
	
	

	Name of TDC related

	Total
	
	
	
	
	

	Gave wrong pick up point
	
	
	
	
	

	Gave wrong time
	
	
	
	
	

	Booking not added to system in time
	
	
	
	
	

	Booking not sent to vehicle in time
	
	
	
	
	

	Booking not added to system at all
	
	
	
	
	

	Booking not sent to vehicle at all
	
	
	
	
	

	Vehicle capacity exceeded
	
	
	
	
	

	Other ……………………………………………
	
	
	
	
	

	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.


S6 No Show
This indicator shows the effect of total passenger trip failure as well as the pick up failure calculated in S5a
NB: if one person made the booking on behalf of more than 1 persons travelling together, it is classed as one booking
NB: “no show per passenger” is exaggerated if people had planned to travel together
Collect data partly from TDC and on-board vehicle
	Failure of pre-booked passengers to show up for a trip
	Week beginning

	Sample = all passenger and service journeys in one week
	

	Type of stop point
	No shows according to:
	Total number of planned stops (C)
	% of no shows according to:

	
	
	
	Bookings
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	Total no. of bookings (A)
	Total no. of passengers (B)
	
	
	

	At predefined and non-predefined stop points
	
	
	
	
	

	At fixed stop points
	
	
	
	
	

	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.


S7a Re-routing of Service Journeys (frequency)
Collect data partly from TDC and on-board vehicle
	Average number of changes in the route description once the route has been sent to the driver
	Week beginning

	Sample = all service journeys in one week
	

	
	Total number of changed route descriptions
	Total number of service journeys (C)
	Average number of route changes by:

	
	
	
	Name of TDC
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	Sent by name of TDC to driver (A)
	Changed by driver (B)
	
	
	

	1 change
	
	
	
	
	

	2 changes
	
	
	
	
	

	3 changes
	
	
	
	
	

	4 changes
	
	
	
	
	

	5 changes
	
	
	
	
	

	>6 changes
	
	
	
	
	


S7b Re-routing of Service Journeys (reason)
Collect data partly from TDC and on-board vehicle
	Frequency of re-routing service journeys
	Week beginning

	Sample = all service journeys in one week
	

	Name of TDC change
	Frequency
	Driver change
	Frequency

	Cancellation
	
	Late running
	

	New booking causes new route
	
	Name of TDC error
	

	Other
	
	Other
	


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 name of flexible transport service for passengers. 

	
	Excellent
	Good
	Adequate
	Poor

	Waiting time at the pick up point
	
	
	
	

	Waiting time at home/private residence
	
	
	
	

	Walking distance to the pick up point (except at private residence)
	
	
	
	

	Suitability for disabled people
	
	
	
	

	Hours that the service is available
	
	
	
	

	Frequency that the service is available
	
	
	
	

	Routes for which the service is available
	
	
	
	

	Journey time
	
	
	
	

	Size of service area large enough
	
	
	
	

	Size of service area small enough
	
	
	
	

	Fare structure
	
	
	
	

	Ease of booking
	
	
	
	

	Minimum pre-booking period
	
	
	
	

	Overall flexible transport service
	
	
	
	


NB: Pick up point = bus stop / stop point / meeting point.
S9 Characteristics of Operator
Collect most recent data from operator
	Date of data collection
	

	Type of operator [please tick]
	Bus (commercial)
	
	Local authority
	
	Community Transport
	
	Taxi
	

	Position of respondent
[please tick]
	Owner/director non-driver
	
	Owner/director driver
	
	Other

…………..………
	

	Number of employees
	Part time
	
	Full time
	

	Total vehicle hours per month
	
	
	
	


S10a Impact of Flexible Transport on Operator
Collect most recent data from operator
Please tick one box in each row that describes the impact of the name of flexible transport service on your business.

	
	Excellent
	Good
	Adequate
	Poor

	Overall impact on the business
	
	
	
	

	Amount of pilfering by passengers
	
	
	
	

	Revenue
	
	
	
	

	Profit
	
	
	
	

	Dead time
	
	
	
	

	Dead mileage
	
	
	
	

	Vehicle utilisation
	
	
	
	

	Share of public transport market
	
	
	
	

	Efficiency of the business
	
	
	
	

	Customer satisfaction
	
	
	
	

	Adherence to schedules
	
	
	
	

	Vehicle travel times
	
	
	
	

	Boarding time
	
	
	
	

	Staff relations
	
	
	
	

	Number of passengers on connecting fixed routes
	
	
	
	

	Integration between modes
	
	
	
	

	Modal switch from car to flexible transport
	
	
	
	

	Modal switch from car to fixed route bus and flexible transport
	
	
	
	

	Modal switch from fixed route bus to flexible transport
	
	
	
	


S10b Importance of Flexible Transport Service to Operator
Collect most recent data from operator
Please tick one box in each row that describes the impact of the name of flexible transport service on your business.

	
	Excellent
	Good
	Adequate
	Poor

	Time for other business activities
	
	
	
	

	Integration of business activities
	
	
	
	

	Ability to identify and provide new services which were previously unrealistic
	
	
	
	

	Logistical control of the business
	
	
	
	

	Understanding of customer needs
	
	
	
	


S11 Communications On-board Flexible Transport Vehicles
Collect most recent data from operator or statutory authority
Please tick one box in each row that describes the availability and ownership of on-board communications equipment.

	Date of data collection
	

	
	Mobile phone
	On-board unit

	
	Operator
	Local authority
	Driver
	Operator
	Local authority

	Vehicle 1
	
	
	
	
	

	Vehicle 2
	
	
	
	
	

	Vehicle 3
	
	
	
	
	

	Vehicle 4
	
	
	
	
	

	Back up vehicle 1
	
	
	
	
	

	Back up vehicle 2
	
	
	
	
	

	Back up vehicle 3
	
	
	
	
	

	Add more rows if necessary


S12 Rejection Rate of Customers Requesting a Trip
(
core indicator
If this indicator is measured soon after the flexible service becomes operational, it can be used to decide whether the service area or the vehicle access should be altered.

Collect data from TDC
	Rejection rate of customers requesting a trip
	Week beginning

	Sample = all customer requests for a booking in one week
	

	
	Total number of requests not resulting in a booking (A)
	Total number of booking requests (B)
	% of requested trips rejected
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	Inappropriate origins (V)
	
	
	

	Inappropriate destinations (W)
	
	
	

	Customers unable to physically board vehicle (X)
	
	
	

	Other (Y) ………………….……
	
	
	

	V + W + X + Y
	
	
	

	Demand for seats greater than supply (Z)
	
	
	

	V + W + X + Y + Z
	
	
	


	Frequency of inappropriate origins / destinations
	Week beginning

	Sample = all customer requests for a booking in one week
	

	Inappropriate origins
	Frequency
	Inappropriate destinations
	Frequency

	Location 1
	
	
	Location 4
	
	

	Location 2
	
	
	Location 5
	
	

	Location 3
	
	
	Location 6
	
	

	Add more rows as required


OR
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
	
	
	
	
	

	Inappropriate origins. 
Please give common examples

…………………..…………………… ………….

…………………..………………………………..
	
	
	
	
	

	Inappropriate destinations.  
Please give common examples

…………………………………….………………

…………………..………………………………..
	
	
	
	
	

	Customers unable to physically board vehicle
	
	
	
	
	

	Demand for seats greater than supply
	
	
	
	
	

	Other ……………………………………
	
	
	
	
	


S13 Average Response Time
(
Collect data from TDC
	Time taken (minutes) per number of calls leading to a booking
	Week beginning

	Sample = all bookings made for 1 week
	

	Total time taken to make the bookings (mins) (A)
	Total number of calls resulting in bookings (B)
	Time taken per booking (mins/booking) 
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S14a Number of Passengers per Call
(
Collect data from TDC
	Number of passengers booked per successful call to the name of TDC
	Week beginning

	Sample = all bookings made for 1 week
	

	Total number of passengers booked (A)
	Total number of calls resulting in bookings (B)
	Passengers booked per call 
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S14b Number of Trips per Call
(
Collect data from TDC
	Number of trips booked by a household per successful call to the name of TDC
	Week beginning

	Sample = all bookings made for 1 week
	

	
	Total number of trips booked by a household (A)
	Total number of calls resulting in bookings (B)
	Trips booked per successful call 
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	Single trips (W)
	
	
	

	Return trips (X)
	
	
	

	Repeat single trips (Y)
	
	
	

	Repeat return trips (Z)
	
	
	

	W + X + Y + Z
	
	
	


S15 % of Passengers that were Pre-booked
Collect data from TDC
This indicator is not measured if all trips must be pre-booked
	Sample = all passenger trips for 1 week
	Week beginning
	

	Total number of pre-booked passenger trips (A)
	Total number of passenger trips (B)
	% of trips pre-booked 
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S16 Call Back
Collect data from all TDC staff and 100 passengers
This indicator is only used if a provisional time is given when the initial enquiry is made, with an exact time being given closer to the time of travel
Please tick the box that describes how useful you think the telephone call by the dispatcher to confirm pick up time is.

	
	Excellent
	Good
	Adequate
	Poor

	Usefulness of telephone call by dispatcher to confirm pick up time
	
	
	
	


S17 % of Resident Population Served in Area
(
core indicator
Collect most recent data available
	Data collection date
	

	
	Number of resident population served (A)
	Total resident population in area (B)
	% of resident population served 
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	Conventional services: no user restrictions
	
	
	

	Conventional services: with user restrictions
	
	
	

	Flexible transport service
	
	
	

	All services
	
	
	


S18 Characteristics of Target Population
(
core indicator
Collect most recent data available
	Data collection date
	

	Gender
	Male
	
	Employment status
	Full-time employed
	

	
	Female
	
	
	Part-time employed
	

	Age (years)
	< 14
	
	
	Full-time education/training
	

	
	15 – 18
	
	
	Part-time education/training
	

	
	19 –30
	
	
	Unemployed
	

	
	31 – 45
	
	
	Permanent sick
	

	
	46 – 60
	
	
	Looking after home
	

	
	61 – 75
	
	
	Retired
	

	
	> 75
	
	Access to car (whether driver or non-driver)
	All the time
	

	Registered disabled
	
	
	Weekends/evenings
	

	
	
	
	
	Never
	


S19 Characteristics of Passengers
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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
	

	Telephone
	

	
	
	Postcode
	

	Are you? [please tick]
	Male
	
	Female
	
	
	

	Which age group are you in? [please tick]
	Under 14
	
	15-18
	
	19-30
	
	31-45
	

	
	46-60
	
	61-75
	
	Over 75
	
	
	

	Are you? [please tick one box that best describes your situation]
	Full-time employed
	
	Unemployed
	

	
	Part-time employed
	
	Permanently sick
	

	
	Full-time education/training
	
	Looking after home
	

	
	Part-time education/training
	
	Retired
	

	How many cars are there in your household?
	

	Do you have a valid driving licence?
	

	Are you able to travel by car (your own or someone else’s)? [please tick]
	Yes, all the time
	
	Yes, weekends/ evenings
	
	No
	

	Is your home served by the name of flexible transport service?  If yes, do not answer this question.  How long does it take you to walk to the nearest name of flexible transport pick-up point to your home? [please tick]
	Under 1 minute
	
	1-2 minutes
	
	3-4 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	
	More than 20 minutes
	

	When using the name of flexible transport service how long does it take to walk from your drop off point to your usual destination? [please tick] 
	Under 1 minute
	
	1-2 minutes
	
	3-4 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	
	More than 20 minutes
	

	Is your home served by the name of flexible transport service?  If yes, do not answer this question.  How long does it take you to walk to the nearest bus stop to your home that is not served by name of flexible transport? [please tick]
	Under 1 minute
	
	1-2 minutes
	
	3-4 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	
	More than 20 minutes
	

	If you do not telephone the TDC or make an arrangement with the driver to pick you up, how long does it take you to walk to the nearest name of flexible transport pick-up point from your home? [please tick] [non prebooked]
	Under 1 minute
	
	1-2 minutes
	
	3-4 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	
	More than 20 minutes
	


S20a Service Utilisation by Passengers
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Data will be collated separately for passengers resident and non-resident within the flexible transport service area.
Please tick one box in each row that describes your use of the name of flexible transport service.

	
	Yes, senior citizens
	Yes, registered disabled
	Yes, under 14 years
	Yes, other [please describe]

………………….
	No

	Are you entitled to concessionary fares?
	
	
	
	
	

	
	Single
	Return
	Season (weekly)
	Season (monthly)
	Other [please describe]

…………………

	What type of ticket do you usually use?
	
	
	
	
	

	
	Cash on vehicle
	Pre-paid
	
	

	How do you usually pay for the ticket?
	
	
	
	

	How often do you use the name of flexible transport 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
	
	
	
	
	
	

	Banking/financial services
	
	
	
	
	
	

	Visiting friends/family
	
	
	
	
	
	

	Leisure/recreation
	
	
	
	
	
	

	Other ……………………….
	
	
	
	
	
	

	How often do you travel on the name of flexible transport 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.
	
	
	
	
	
	

	4 p.m. – 7 p.m.
	
	
	
	
	
	

	After 7 p.m.
	
	
	
	
	
	

	How often do you travel on the name of flexible transport 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
	
	
	
	
	
	

	Saturday
	
	
	
	
	
	

	Sunday
	
	
	
	
	
	

	If you use name of flexible transport service less than once a month, please give your reasons

	


S20b Change in Travel Patterns
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Please tick one box in each row that describes your use of other types of transport since the name of flexible transport service was introduced.

	Since the name of flexible transport 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
	
	
	
	

	Private car as passenger
	
	
	
	

	Non name of flexible transport bus journeys
	
	
	
	

	Taxis
	
	
	
	

	Trains
	
	
	
	

	Cycling/walking
	
	
	
	

	Since the name of flexible transport service was introduced:

	Do you make more journeys by public transport?
	More
	
	No change
	
	Fewer
	

	Do you travel more by car?
	More
	
	No change
	
	Fewer
	

	Do you still use a car for the journey to work?
	Yes
	
	No
	
	Not applicable (no cars in household or car not used for journey to work previously or occasional visitor to the area
	

	Does your household own fewer cars?
	Yes
	
	No
	
	Not applicable (no cars in household or occasional visitor to the area)
	


S20c Intermodal Journeys 
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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 flexible transport 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 name of flexible transport service:
	

	Private car as driver
	
	
	

	Private car as passenger
	
	
	

	Non name of flexible transport bus journeys
	
	
	

	Taxis
	
	
	

	Trains
	
	
	

	Other …………………..
	
	
	

	After leaving the name of flexible transport service:
	

	Private car as driver
	
	
	

	Private car as passenger
	
	
	

	Non name of flexible transport bus journeys
	
	
	

	Taxis
	
	
	

	Trains
	
	
	

	Other …………………..
	
	
	


S21 Accessibility of Passengers to Vehicles
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
	To ensure that we understand your travel needs, please tell us if you find it hard to use public transport because you: [please tick all those that apply]

	Have difficulty seeing
	
	Need an assistant to travel with you
	

	Have difficulty hearing
	
	Find there is not enough luggage space on buses
	

	Have difficulty walking
	
	Find there is not enough bicycle space on buses
	

	Are a wheelchair user
	
	Have children in a buggy
	

	Are elderly
	
	Have other reasons [please state other reasons] …..……………….…….
	


S22a Journey Log (On board Vehicle)
(
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
These data are collected by on-board observation and questioning passengers.

A separate table is completed for each group of passengers that board together as a group.
	Data collection date
	

	Vehicle type and model
	

	Number of passengers boarding together as a group for the trip
	

	
	When passenger/group board
	When passenger/group alight

	Location
	
	

	Vehicle Distance
	
	

	Time
	
	

	Type of location

	Home
	
	

	Other doorstep pick up point 
	
	

	Other recognised pick up point that vehicle only visits if pre-booked by passenger
	
	

	Type of trip

	Pre-booked trip (if applicable)
	
	Non pre-booked trip (if applicable)
	

	Outward trip
	
	Return trip
	

	Cost of ticket purchased
	Passenger 1
	Passenger 2
	Passenger 3
	Passenger 4
	Passenger 5

	Cost (€)
	
	
	
	
	

	How did the passenger pay for the ticket?
	Passenger 1
	Passenger 2
	Passenger 3
	Passenger 4
	Passenger 5

	Cash on vehicle
	
	
	
	
	

	Pre-paid
	
	
	
	
	

	What type of ticket did the passenger purchase/use?
	Passenger 1
	Passenger 2
	Passenger 3
	Passenger 4
	Passenger 5

	Single
	
	
	
	
	

	Return
	
	
	
	
	

	Season (weekly)
	
	
	
	
	

	Season (monthly)
	
	
	
	
	

	Other [please describe]

………………………..………………
	
	
	
	
	

	Was the passenger entitled to a concessionary fare? [tick]
	Passenger 1
	Passenger 2
	Passenger 3
	Passenger 4
	Passenger 5

	Senior citizen
	
	
	
	
	

	Registered disabled
	
	
	
	
	

	Under 14 years
	
	
	
	
	

	Other [please describe]

………………………….………...….
	
	
	
	
	

	No
	
	
	
	
	

	Frequency of this journey
	Passenger 1
	Passenger 2
	Passenger 3
	Passenger 4
	Passenger 5

	Daily
	
	
	
	
	

	Monday - Friday
	
	
	
	
	

	Saturday
	
	
	
	
	

	Sunday
	
	
	
	
	

	Sequence of transport types used between leaving home and final destination (number the order of usage)
	Before boarding the bus
	After leaving the bus

	Walk (more than 3 minutes)
	
	

	Private car as driver
	
	

	Private car as passenger
	
	

	Non name of flexible transport bus
	
	

	Taxi
	
	

	Train
	
	

	Metro/underground
	
	

	Tram
	
	

	Other …………………………….…..
	
	

	Alternative transport types available for this journey: [please tick all those that apply]

	Private car as driver
	
	Train
	
	Walk
	

	Private car as passenger
	
	Metro/underground
	
	Other ………………..…….…..
	

	Non name of flexible transport bus
	
	Tram
	
	No alternative available
	

	Taxi
	
	Cycle
	
	
	

	If no alternative was available, please describe why
	

	Trip purpose: [please tick the main purpose of the trip]

	Employment
	
	Shopping
	
	Leisure/recreation
	

	Education/training/studying
	
	Visiting friends/family
	
	Other ………………....……….
	

	Health care including rehabilitation for disabled
	
	Banking/financial services
	
	
	


S22b Journey Log (Off Vehicle)
(
Collect data from 100 persons.
Doorstep/telephone/postal survey/focus group.
	Data collection date
	

	What it the most common journey you make by name of flexible transport?

	Starting place
	

	End place
	

	Approximate distance (km)
	

	
	Outward Journey
	Return Journey

	Approximate journey time (mins)
	
	

	Cost of ticket purchased (€)
	
	

	Method of paying for the ticket
	
	

	Cash on vehicle
	
	

	Pre-paid
	
	

	Type of ticket purchased/used
	
	

	Single
	
	

	Return
	
	

	Season (weekly)
	
	

	Season (monthly)
	
	

	Other [please describe]

………………………..………………
	
	

	Frequency of this journey
	
	

	Monday - Friday
	
	


	Saturday
	
	

	Sunday
	
	

	Weekly
	
	

	Monthly
	
	

	Less than once a month
	
	

	Sequence of transport types used between leaving home and final destination (number the order of usage)
	Before boarding the bus
	After leaving the bus

	Walk (more than 3 minutes)
	
	

	Private car as driver
	
	

	Private car as passenger
	
	

	Non name of flexible transport bus
	
	

	Taxi
	
	

	Train
	
	

	Metro/underground
	
	

	Tram
	
	

	Other …………………………….…..
	
	

	Alternative transport types available for this journey: [please tick all those that apply]

	Private car as driver
	
	Train
	
	Walk
	

	Private car as passenger
	
	Metro/underground
	
	Other ………………..…….…..
	

	Non name of flexible transport bus
	
	Tram
	
	No alternative available
	

	Taxi
	
	Cycle
	
	
	

	If no alternative was available, please describe why
	

	Trip purpose: [please tick the main purpose of the trip]

	Employment
	
	Shopping
	
	Leisure/recreation
	

	Education/training/studying
	
	Visiting friends/family
	
	Other ………………....……….
	

	Health care including rehabilitation for disabled
	
	Banking/financial services
	
	
	


S23 Walking Time Taken to Reach the Vehicle
(
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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.
	Do not answer this question if your home is outside the name of flexible transport service area.  How long does it take you to walk to the nearest name of flexible transport boarding point from your home? [please tick] 
	Under 1 minute
	
	1-2 minutes
	
	3-4 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	
	More than 20 minutes
	

	How long does it take you to walk from the name of flexible transport alighting point to your usual final destination? [please tick] 
	Under 1 minute
	
	1-2 minutes
	
	3-4 minutes
	

	
	5-10 minutes
	
	11-20 minutes
	
	More than 20 minutes
	


S24 Perception of Trip Time
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Please tick the box that describes your opinion of your journey time on the name of flexible transport service. 

	
	Excellent
	Good
	Adequate
	Poor

	Opinion of journey time
	
	
	
	


S25a % of Passengers with Transfer 
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
On-board survey: Please tick the box that describes whether you have, or will need to, change vehicles or type of transport in order to complete your journey 

	Did you, or will you need to, change vehicles or type of transport in order to complete your journey? [please tick]
	Yes
	
	No
	


Postal or telephone survey: 
	Did you change vehicles or type of transport in order to complete your last name of flexible transport journey? [please tick]
	Yes
	
	No
	


S25b Number of Transfers per Journey
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
On-board survey: Please tick the boxes that describe the vehicles you will use in order to complete this journey.

Postal or telephone survey: Please tick the boxes that describe the vehicles you used to complete your last name of flexible transport journey.

	Mode used
	1st vehicle
	2nd vehicle
	3rd vehicle
	4th vehicle

	Private car as driver
	
	
	
	

	Private car as passenger
	
	
	
	

	Non name of flexible transport bus
	
	
	
	

	Taxi
	
	
	
	

	Train
	
	
	
	

	Metro/underground
	
	
	
	

	Tram
	
	
	
	

	Cycle
	
	
	
	

	Walk if more than 10 minutes
	
	
	
	

	Other …………………………………
	
	
	
	


S26 Perception of Transfer Ease

core indicator if interchange is offered
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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
	Not applicable

	Ease of changing to other public transport service vehicles
	
	
	
	
	


S27 Comfort of Passengers on the Vehicle

core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
If passenger does not regularly use the service, only ask the questions for the driver and vehicle on the day
Please tick one box in each row that describes your opinion of the comfort on-board the name of flexible transport service vehicles.

	Regular Vehicle
	Excellent
	Good
	Adequate
	Poor

	State of repair and cleanliness
	
	
	
	

	Lighting
	
	
	
	

	Air temperature and ventilation
	
	
	
	

	Availability and comfort of seating
	
	
	
	

	Comfort of vehicle whilst it is moving
	
	
	
	

	Age of vehicle
	
	
	
	

	Ease of getting on and off
	
	
	
	

	Space for luggage, pushchairs, bicycles, etc.
	
	
	
	

	Regular Driver
	Excellent
	Good
	Adequate
	Poor

	Driver knowledge
	
	
	
	

	Courtesy and helpfulness of driver
	
	
	
	


	Back up Vehicle
	Excellent
	Good
	Adequate
	Poor

	State of repair and cleanliness
	
	
	
	

	Lighting
	
	
	
	

	Air temperature and ventilation
	
	
	
	

	Availability and comfort of seating
	
	
	
	

	Comfort of vehicle whilst it is moving
	
	
	
	

	Age of vehicle
	
	
	
	

	Ease of getting on and off
	
	
	
	

	Space for luggage, pushchairs, bicycles, etc.
	
	
	
	

	Back up Driver
	Excellent
	Good
	Adequate
	Poor

	Driver knowledge
	
	
	
	

	Courtesy and helpfulness of driver
	
	
	
	


S28 Comfort of Passengers at Waiting/Interchange Points
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Do not ask questions about staff if not applicable to the flexible transport service
Please tick one box in each row that describes your opinion of your comfort at bus stations and bus stops when waiting for the name of flexible transport service.

	
	Excellent
	Good
	Adequate
	Poor

	State of repair and cleanliness
	
	
	
	

	Lighting
	
	
	
	

	Shelter from the weather
	
	
	
	

	Staff availability 
	
	
	
	

	Staff knowledge
	
	
	
	

	Courtesy and helpfulness of staff
	
	
	
	


S29 Service Convenience (Passengers)
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Please tick one box in each row that describes your opinion of the convenience of the name of flexible transport service.

	
	Excellent
	Good
	Adequate
	Poor

	Waiting time at the pick up point

If “poor”, how many minutes too long? ……..…….
	
	
	
	

	Waiting time at home/private residence

If “poor”, how many minutes too long? ……..…….
	
	
	
	

	Walking distance to the pick up point (except at private residence)
	
	
	
	

	Suitability for disabled people
	
	
	
	

	Hours that the service is available
	
	
	
	

	Frequency that the service is available
	
	
	
	

	Places served by the service 
	
	
	
	

	Journey time
	
	
	
	

	Cost of ticket
	
	
	
	

	Availability of through ticketing
	
	
	
	

	Overall name of flexible transport service
	
	
	
	


Please tick one box in each row which describes whether you have more opportunities to travel to these activities as a result of the name of flexible transport service.

	
	A lot more
	More
	Same
	Fewer
	Not relevant

	Shopping (food)
	
	
	
	
	

	Shopping (non-food)
	
	
	
	
	

	Banking/financial services
	
	
	
	
	

	Leisure/recreation
	
	
	
	
	

	Visiting friends/family
	
	
	
	
	

	Health care 
	
	
	
	
	

	Education/training/studying
	
	
	
	
	

	Employment
	
	
	
	
	


S30a Safety and Security On Vehicle
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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
	
	
	
	

	Personal safety
	
	
	
	


S30b Safety and Security at Pick Up Points
(
core indicator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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
	
	
	
	

	Personal safety at pick up points (except at private residence)
	
	
	
	


S31 Passenger’s Sense of Control and Independence
(
Collect data from 100 passengers

Please tick one box in each row that describes how well the name of flexible transport service fits your needs.

	
	Excellent
	Good
	Adequate
	Poor

	Length of shortest allowable pre-booking time 
	
	
	
	

	Length of maximum allowable pre-booking time
	
	
	
	

	Flexibility of route
	
	
	
	

	Connections with other public transport services
	
	
	
	


S32 Reasons for using public transport
(
core indicator
Collect data from 50 passengers and 50 non-passengers
Please tick all boxes that apply to your use of transport.
	Reasons for using public transport:

	Low cost
	
	Fast journey time
	
	Good connections
	

	High comfort
	
	High safety
	
	No car available
	

	Frequent service
	
	No parking problems
	
	Other ……….…….…..……….
	

	Reasons for NOT using public transport:

	High cost
	
	Slow journey time
	
	Lack of connection
	

	Low comfort
	
	Low safety
	
	No service to destination
	

	Infrequent service
	
	
	
	Other ……….…….…..……….
	


S33 Ease of Making Reservations
(
core indicator
Collect data from 100 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 name of flexible transport service. 

	
	Excellent
	Good
	Adequate
	Poor

	Time taken for telephone to be answered
	
	
	
	

	Time taken to make the booking
	
	
	
	

	Ease of booking the outward trip
	
	
	
	

	Ease of booking the return trip
	
	
	
	

	Knowledge of name of TDC staff 
	
	
	
	

	Courtesy and helpfulness of name of TDC staff
	
	
	
	

	Hours that the name of TDC is open
	
	
	
	

	Your familiarity with booking the name of flexible transport service
	
	
	
	

	Your acceptance that it is necessary to pre-book a trip
	
	
	
	


S34 Ease of Obtaining Information
(
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-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 name of flexible transport service. 

	
	Excellent
	Good
	Adequate
	Poor
	Don’t know

	Telephone enquiries to the name of TDC
	
	
	
	
	

	Internet
	
	
	
	
	

	Pick up points except bus stations 
	
	
	
	
	

	Bus stations
	
	
	
	
	

	On-board the vehicle 
	
	
	
	
	

	Doctor’s surgery
	
	
	
	
	

	Dentist’s surgery
	
	
	
	
	

	Community centre / village hall
	
	
	
	
	

	Local library
	
	
	
	
	

	Local Post Office
	
	
	
	
	

	Local council
	
	
	
	
	

	Shops
	
	
	
	
	

	Tourist Information Centres
	
	
	
	
	

	Museums
	
	
	
	
	

	Accommodation for visitors
	
	
	
	
	

	Hairdressers
	
	
	
	
	

	Public houses
	
	
	
	
	


S35 Source of Information
(
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Please tick the box which describes the way in which you found out about the name of flexible transport service.

	Source of information about the name of flexible transport service

	Leaflet in the post
	
	Internet
	
	Community centre / village hall
	

	Local newspaper
	
	Friend/family
	
	Local library
	

	Bus stop
	
	Workplace
	
	Local Post Office
	

	Bus station
	
	Saw name of flexible transport bus driving around
	
	Local council
	

	Radio
	
	Doctor’s surgery
	
	Local shop
	

	TV
	
	Dentist’s surgery
	
	Tourist Information Centre
	

	Public house
	
	Accommodation for visitors
	
	Hairdressers
	

	
	
	
	
	Other …………….……………
	


S36a Quality of Information
(
Collect data from all TDC staff, drivers and operator
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Please tick the box that describes your opinion of the quality of information available about the name of flexible transport service.

	
	Excellent
	Good
	Adequate
	Poor

	Quality of information available, e.g. publicity, posters 
	
	
	
	


S36b Quality of Timetable
(
Collect data from 100 pre-booked passengers or 50 pre-booked and 50 non-pre-booked passengers
Please tick one box in each row that describes your opinion of the quality of timetables.

	Timetable for the name of flexible transport 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
	
	
	
	

	
	
	
	
	


S37 Type of Organisation (Statutory Provider)
(
Collect data from statutory authority
Please tick the box(es) that describes the statutory service(s) that you provide.
	Area of transport provision supplied by the statutory provider

	Education
	
	Health service transportation
	

	Elderly people
	
	Disabled people
	

	Social services
	
	Other ………………………………………..
	


S38 Impact on Social Benefit within Flexible Transport Service Area
(
Collect data from statutory authority
Please tick one box in each row that describes your opinion of the impact of the name of flexible transport service within its service area. 

	
	Excellent
	Good
	Adequate
	Poor

	Awareness of customers’ needs
	
	
	
	

	Passengers’ travelling time
	
	
	
	

	Customer complaints
	
	
	
	

	Staff relations
	
	
	
	

	Quality of vehicle specification 
	
	
	
	


S39 Impact on Social Benefit outside Flexible Transport Service Area
Collect data from statutory authority
Please tick one box in each row that describes your opinion of the impact of the name of flexible transport service beyond its service area. 

	
	Excellent
	Good
	Adequate
	Poor

	Extension of the flexible transport concept
	
	
	
	

	Integration with other public transport services
	
	
	
	

	Delivery of special needs transportation
	
	
	
	

	Meeting social inclusion policies and targets 
	
	
	
	

	Tool for embracing community planning objectives
	
	
	
	

	Understanding of customer’s needs
	
	
	
	

	Development of planning services to meet the needs of local people
	
	
	
	


S40 Impact within Statutory Provider’s Organisation
(
Collect data from statutory authority
Please tick one box in each row that describes your opinion of the impact of the name of flexible transport service within your organisation. 

	
	Excellent
	Good
	Adequate
	Poor

	Co-operation between departments
	
	
	
	

	Identifying areas of commonality in customers’ needs
	
	
	
	

	Simplified administration of transport demands
	
	
	
	

	Budgetary control
	
	
	
	

	Identification of training requirements
	
	
	
	

	Quality of service
	
	
	
	

	Job satisfaction
	
	
	
	


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

	Name of political party 1
	
	Name of political party 4
	

	Name of political party 2
	
	Name of political party 5
	

	Name of political party 3
	
	Other …………………………….……………………..
	


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:

	Name of lowest level local council
	
	Member of name of regional parliament
	

	Name of 2nd lowest level local council
	
	Member of name of national parliament
	

	……..
	
	Member of European Parliament
	

	Name of highest level local council
	
	Other ………………………………………..
	


S42 Impact on Transport Policy
(
Collect data from all local politicians and community representatives
Please tick one box in each row that describes your opinion of the impact of the name of flexible transport service on the development of transport policy. 

	
	Fully agree
	Partly agree
	Partly disagree
	Fully disagree

	Flexible transport services assist in ascertaining future vehicle design
	
	
	
	

	Flexible transport is a flexible transport system which requires flexible legislation to meet the varying needs of each area
	
	
	
	

	Flexible transport assists in meeting social inclusion policies and targets pressures
	
	
	
	

	Flexible transport is an important tool in embracing community planning objectives
	
	
	
	

	Flexible transport technologies can benefit local communities to deliver socially inclusive services
	
	
	
	

	Flexible transport assists in demonstrating actual customer needs
	
	
	
	


S43 Impact on Social Inclusion
(
Collect data from all local politicians and community representatives
Please tick one box in each row that describes your opinion of the impact of the name of flexible transport service on social inclusion. 

	
	Fully agree
	Partly agree
	Partly disagree
	Fully disagree

	Identifies the needs of the individual
	
	
	
	

	Maximises opportunity for all
	
	
	
	

	Improves access to shopping
	
	
	
	

	Improves access to banking/financial services
	
	
	
	

	Improves access to leisure/recreation
	
	
	
	

	Improves access to health care 
	
	
	
	

	Improves access to education/training/studying
	
	
	
	

	Improves access to employment
	
	
	
	

	Improves access to childcare
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