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1 Executive Summary
This document – Annex 9 Technical Survey Forms – is the ninth 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.

Technical Performance 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 Technical Performance Survey Forms

This section provides the field Survey Forms required for Technical Performance 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. T1a Capacity of the Telephone System.
· 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. T1a Related indicators: number of routes; number of service hours
· The sample source, for which there are 3 different possible types of source:

· Must be collected from 1 source, e.g. T1a Capacity of the Telephone System Collect data from TDC.
· Must be collected from a combination of 1 or more sources, e.g. T30 Speed of Data Transmission from On-board Unit to TDC Collect data partly from TDC and on-board vehicle.
· Must be collected from more than 1 source, e.g. T16 Scheduling Reliability (perceived) Collect data from all drivers and 100 pre-booked passengers.
· The recommended minimum sample size is given for end user surveys, e.g. T16 Scheduling Reliability (perceived) Collect data from all drivers and 100 pre-booked passengers.  

· Other data collection information, e.g. T2 Repeat this table for each flexible transport service operated
· For each indicator the following information is given within the indicator table:

· The sample duration/size, e.g. T1a Sample = all telephone calls in one week
· The components of the indicator including the units of measurement.

· Supplementary data collection guidance notes, e.g. definition for T15b 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 point. 

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.

	T1a, T3, T7
	All calls 1 week
	29/11/04 to 05/12/04
	TDC records
	

	T2
	-
	31/12/04
	TDC records
	

	T9a
	All journeys to system in 1 week
	29/11/04 to 05/12/04
	TDC records
	

	T16
	8 drivers 110 pre-booked passengers 
	01/12/04 to 15/12/04
	Drivers: postal

Passengers: on-board vehicle
	

	T21a-c
	5 TDC staff
	01/12/04 to 15/12/04
	TDC Staff: postal
	

	T24
	2 operators
	01/12/04 to 15/12/04
	Operators: postal
	

	T16, T26a-c
	8 drivers
	01/12/04 to 15/12/04
	Drivers: postal
	

	
	
	
	
	

	
	
	
	
	


Unless otherwise stated, these indicators do NOT need to be repeated for each flexible transport service.
T1a Capacity of the Telephone System
(
core indicator
Related indicators: number of routes; number of service hours

Collect data from TDC
	Calls to the name of TDC that are unanswered
	Week beginning

	Sample = all telephone calls in one week
	

	No. of unanswered calls (A)
	Total number of calls (B)
	% of calls unanswered 
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	All lines engaged
	Dispatcher(s) engaged (but not all lines)
	No dispatcher in office
	Out of name of TDC hours
	Other

	Frequency of reason for unanswered calls
	
	
	
	
	

	Other measures of capacity
	Data collection date

	Sample = most recent available
	

	Dispatchers’ duty rota
	Number of dispatchers
	Start time
	End time
	No. of telephone lines available

	Mon. – Fri.

Add more rows if required
	
	
	
	

	
	
	
	
	

	Sat.

Add more rows if required
	
	
	
	

	
	
	
	
	

	Sun.

Add more rows if required
	
	
	
	

	
	
	
	
	


T1b Peak Demand
(
Related indicators: number of routes; number of service hours
Collect data from TDC
	Peak demand at the name of TDC
	Week beginning

	Sample = all telephone calls in one week during name of TDC opening hours
	

	Hour beginning
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday
	Sunday

	Ans = 

Answered

Not = not answered
	Ans
	Not
	Ans
	Not
	Ans
	Not
	Ans
	Not
	Ans
	Not
	Ans
	Not
	Ans
	Not

	00:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	01:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	02:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	03:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	04:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	05:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	06:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	07:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	08:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	09:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	10:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	11:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	12:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	13:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	14:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	15:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	16:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	17:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	18:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	19:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	20:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	21:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	22:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	23:00
	
	
	
	
	
	
	
	
	
	
	
	
	
	


T2 Advance Trip Booking Time
(
core indicator
Collect data from TDC
Repeat this table for each flexible transport service operated
	Time in advance which is required to book a trip
	Date
	Minimum time required (hours)
	Maximum time permitted (days)

	Flexible transport introduced
	
	
	

	Subsequent change (if relevant). 
	
	
	

	Add extra rows if more changes in advance trip booking time.


T3 Trip Cancellation Time
(
core indicator
Collect data from TDC
	Average time taken to cancel booking
	Week beginning

	Sample = all telephone calls in one week
	

	Total time taken to make cancellation once passenger has made request (seconds) (A)
	Total no. of trips cancelled (return = 2 trips) (B)
	Total no. of calls requesting cancellation (C)
	Average time to cancel per call (mins/call) 
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	Average no. of trips cancelled per call (trips/call)
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T4 Call Answering Time
(
Collect data from TDC
	Average time taken to answer / complete a call
	Week beginning

	Sample = all telephone calls in one week
	

	
	Total time taken (seconds) (A)
	Total number of calls (B)
	Average time per call (secs/call) 
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	Time taken to answer a call (i.e. ringing time)
	
	
	

	Time taken to complete a call once the telephone is picked up (i.e. transaction time)
	
	
	


T7 Trip Handling Time
(
core indicator
Collect data from TDC
	Average time taken to inform passenger of pick-up time after the request for a booking has been made
	Week beginning

	Sample = all telephone calls in one week
	

	
	Total time taken to make bookings (seconds) (A)
	Total number of calls leading to successful bookings (B)
	Average time per successful call (secs/call) 
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	New customers
	
	
	

	Existing customers making single trip booking
	
	
	

	Existing customers making return trip booking
	
	
	

	Existing customers making repeat trip bookings
	
	
	


T8 Flexible Transport System Processing Time
(
Collect data from TDC
	Average time taken between submission and response by software to calculate required trip
	Week beginning

	Sample = all journeys submitted to system in one week
	

	
	Total time taken (seconds) (A)
	Total number of calls (B)
	Average time per call (secs/call)
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	Execution time (time to take information and input to system)
	
	
	

	Response time (time for system to calculate information and pass to customer)
	
	
	


T9a System Performance
(
core indicator
Collect data from TDC
	Time taken to make bookings
	Week beginning

	Sample = all journeys submitted to system in one week
	

	
	Total time taken (seconds) (A)
	Total number of calls (B)
	Average time per call (secs/call) 
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	Maximum time taken (seconds)
	Minimum time taken (seconds)

	Time taken for system to provide fixed route public transport information (if applicable)
	
	
	
	
	

	Time taken to search for address of new customer
	
	
	
	
	

	Time taken to search for pick up & drop off points
	

	Outward journey
	New customer
	
	
	
	
	

	
	Existing customer
	
	
	
	
	

	Return journey
	New customer
	
	
	
	
	

	
	Existing customer
	
	
	
	
	


T9b Flexible Transport Software Response Time
Collect data from all drivers
Please tick the box that describes how accurate you consider the flexible transport software response time 

	
	Excellent
	Good
	Adequate
	Poor

	Time taken by flexible transport system to locate requested data
	
	
	
	


T10 % System Uptime
(
Collect data from TDC
	% system uptime / downtime
	Week beginning

	Sample = one recent week
	

	Total number of hours the system actually operates (A)
	Total number of hours the system should operate (B)
	% system downtime 
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	Total number of hours the system is down due to:

	
	
	
	Maintenance
	System failure

	
	
	
	
	


T11 Mean Time between Component Failures
(
Collect data from TDC
Repeat the rows when there is more than one of any type of component
	Average time between failures of system components, according to type of component
	Data collection start date

	Sample = last 6 months (or duration for which flexible transport has operated, if less than 6 months)
	

	Type of component
	Is this component used in the system? (Yes/No)
	Total no. of days between renewal and failure (A)
	Number of failures (B)
	Average failure time (days/failure) 
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	External hardware components

	Printer
	
	
	
	

	Fax
	
	
	
	

	Telephone
	
	
	
	

	Answering machine
	
	
	
	

	Router
	
	
	
	

	Repeater
	
	
	
	

	ISDN Line or equivalent
	
	
	
	

	Modem
	
	
	
	

	Mobile phone (driver)
	
	
	
	

	Other …………………….
	
	
	
	

	Server: hardware

	Model
	
	
	
	

	Back up tapes
	
	
	
	

	Other ……………………
	
	
	
	

	Server: software

	flexible transport Software (Mobirouter, Trapeze)
	
	
	
	

	Database Management System (Oracle, Infomix, SqlServer)
	
	
	
	

	Mapping (GIS software)
	
	
	
	

	Address database
	
	
	
	

	Webserver
	
	
	
	

	Other …………………….
	
	
	
	

	Client PC: hardware

	Monitor
	
	
	
	

	Keyboard
	
	
	
	

	Mouse
	
	
	
	

	Hard disc
	
	
	
	

	Network card
	
	
	
	

	Other …………………….
	
	
	
	

	Client PC: software

	Access database
	
	
	
	

	Reports package
	
	
	
	

	Microsoft packages
	
	
	
	

	E mail packages
	
	
	
	

	Other …………………….
	
	
	
	

	On-board unit: hardware

	CPU
	
	
	
	

	Display
	
	
	
	

	Modem
	
	
	
	

	GPS receiver
	
	
	
	

	Key pad
	
	
	
	

	Other ……………………
	
	
	
	

	Other dispatch centre hardware

	e.g. Network PC for e mail 
	
	
	
	

	Other ……………………
	
	
	
	


T12 Speed of Repair
(
Collect data from TDC
	Time taken to carry out repairs
	Data collection start date

	Sample = last 6 months (or duration for which flexible transport has operated, if less than 6 months)
	

	
	Total time taken (days) (A)
	Total number of repairs (B)
	Time per repair (days /repair) 
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	Maximum time taken (days)
	Minimum time take (days)

	Time taken for software repair
	
	
	
	
	

	Time taken for hardware repair
	
	
	
	
	


T13 On-board Unit Failures

Related indicator: number of vehicles fitted with on-board units

Collect data from all TDC staff and drivers
Repeat this table for each flexible transport service operated
Please tick one box in each row that describes how frequently you consider on-board unit failure occurs.
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Failure of on-board unit software
	
	
	
	
	

	Failure of on-board unit hardware
	
	
	
	
	


T14a Reliability of Data Records (number of trips booked)
(
Collect data from TDC
	% of data records (= number of trips booked) that are reliable
	Week beginning

	Sample = all trips booked in one week
	

	
	Total number of trips that are received by the driver (A)
	Total number of trips booked (B)
	% of reliable data records 
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	Reliability of the system allocating booked trips to routes received by the driver
	
	
	


T14b Accuracy of Boarding Time
Collect data partly from TDC & partly from on-board vehicle
Repeat this table for each flexible transport service operated
This indicator is for pre-booked passengers only
	Predicted and actual average boarding time
	Week beginning

	Sample = all passenger trips in one week
	

	
	Total boarding time (minutes) (A)
	Total number of passenger trips (B)
	Average boarding time (secs/passenger trip) 
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	Boarding time according to scheduling system
	
	
	

	Actual boarding time
	
	
	


T15a Accuracy of Stop Point Location (TDC staff)
(
Collect data from all TDC staff
Please tick one box in each row that describes how accurate you consider the stop point location.  

	
	Excellent
	Good
	Adequate
	Poor

	Information available from the software to the name of TDC to decide predefined stop point location 
	
	
	
	

	Information available from the software to the name of TDC to decide non-predefined stop point location 
	
	
	
	

	Information provided by customer to name of TDC to decide predefined stop point location 
	
	
	
	

	Information provided by customer to name of TDC to decide non-predefined stop point location
	
	
	
	

	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.


OR
	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Information available from the software to the name of TDC to decide the predefined stop point location
	Is not correct
	
	
	
	
	

	
	Lacks sufficient detail 
	
	
	
	
	

	Information available from the software to the name of TDC to decide the non-predefined stop point location
	Is not correct
	
	
	
	
	

	
	Lacks sufficient detail 
	
	
	
	
	

	Information provided by the customer to the name of TDC to decide the predefined stop point location 
	Is not correct
	
	
	
	
	

	
	Lacks sufficient detail 
	
	
	
	
	

	Information provided by the customer to the name of TDC to decide the non-predefined stop point location 
	Is not correct
	
	
	
	
	

	
	Lacks sufficient detail 
	
	
	
	
	

	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.


T15b Accuracy of Stop Point Location (drivers)
(
Collect data from all drivers
Repeat this table for each flexible transport service operated
Please tick one box in each row that describes how accurate you consider the stop point location.  

	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	Information available from the name of TDC to the driver to find the predefined stop point location
	Is not correct
	
	
	
	
	

	
	Lacks sufficient detail 
	
	
	
	
	

	Information available from the name of TDC to the driver to find the non-predefined stop point location 
	Is not correct
	
	
	
	
	

	
	Lacks sufficient detail 
	
	
	
	
	

	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.


T16 Scheduling Reliability (perceived)
(
core indicator

Collect data from all drivers and 100 pre-booked passengers
Repeat this table for each flexible transport service operated
Please tick the box that describes how well you consider the vehicle keeps to the pick up and drop off times.

	
	Excellent
	Good
	Adequate
	Poor

	Vehicle time keeping at pick up and drop off points
	
	
	
	


T17a Route Scheduling Efficiency
Collect data from all drivers and TDC staff
Please tick the box that describes how well you consider the route scheduling software produces the shortest possible route.

	
	Excellent
	Good
	Adequate
	Poor

	Production of shortest route by software
	
	
	
	


T17b Passenger Scheduling Efficiency
(
Collect data from all TDC staff
Please tick the box that describes how well you consider the route scheduling software schedules passengers.

	
	Excellent
	Good
	Adequate
	Poor

	Booking the maximum possible number of passengers
	
	
	
	


Please tick one box in each row that describes whether you consider the route dispatching software allows some types of bookings to dominate the schedule.

	
	Very likely
	Likely
	Unlikely
	Very unlikely

	Once the first few passengers have booked there is little opportunity to add other passengers to the route
	
	
	
	

	Repeat bookings make it difficult to add other passengers to the route
	
	
	
	


T17c Telecommunications Efficiency

Collect data from TDC
Repeat this table for each flexible transport service operated
This indicator is for pre-booked passengers only
	% of booked passenger trips that do not reach the vehicle
	Week beginning

	Sample = all passenger trips in one week
	

	
	Total number of passenger trips that do not reach vehicle (A)
	Total number of booked passenger trips (B)
	% of trips not reaching vehicle 
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	All passenger trips that do not reach the vehicle
	
	
	

	Passenger trips not assigned to correct vehicle
	
	
	

	Passenger trips not assigned to any vehicle
	
	
	

	Passenger trips that do not reach vehicle due to network failure (no signal)
	
	
	

	Passenger trips that do not reach vehicle as on-board unit not switched on
	
	
	

	Passenger trips that do not reach vehicle as on-board unit not working
	
	
	


T18 Completeness and Updating of Data Collected
(
Collect data from TDC
	Month
1st month = most recent month
	Total no. of passenger trips requested (A)
	Total no. of passenger trips booked (B)
	% of requests leading to booking
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	Total no. of passenger trips made that are booked on system (C)
	Total no. of passenger trips made (D)
	% of pre-booked trips 
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	1st
	
	
	
	
	
	
	

	2nd
	
	
	
	
	
	
	

	3rd
	
	
	
	
	
	
	

	4th
	
	
	
	
	
	
	

	5th
	
	
	
	
	
	
	

	6th
	
	
	
	
	
	
	

	Frequency that records are updated 
	After every booking 
	Hourly
	>4 times a day
	2-4 times a day
	Daily
	2-3 times/week

	Trips requested
	
	
	
	
	
	

	Trips made
	
	
	
	
	
	


T19 % of Smartcard Customers
(
Collect data from TDC
Repeat this table for each flexible transport service operated
	% of passengers that use Smartcard to pay for trip
	Data collection period

	Sample = 100 passenger trips
	from
	
	to
	

	
	Total number of passenger trips paid for with Smartcard (A)
	Total number of passenger trips (B)
	% of passengers using Smartcard 
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	All passengers
	
	
	

	Pre-booked passengers
	
	
	

	Non pre-booked passengers
	
	
	


T20 Potential for Use of Standardised Systems
(
Collect data from TDC
Add extra rows when there is more than one of any type of component
Please indicate the availability of standardised systems by writing Y/N in each row.

	Availability of standardised systems
	Data collection date

	Sample = most recent available
	

	System part 
	Standardised (Yes/No)
	System part
	Standardised (Yes/No)

	External hardware components
	Client PC: hardware

	Printer
	
	Monitor
	

	Fax
	
	Keyboard
	

	Telephone
	
	Mouse
	

	Answering machine
	
	Hard disc
	

	Router
	
	Network card
	

	Repeater
	
	Other …………………………….
	

	ISDN Line or equivalent
	
	Client PC: software

	Modem
	
	Access database
	

	Mobile phone (driver)
	
	Reports package
	

	Other …………………………….
	
	Microsoft packages
	

	Server: hardware
	E mail packages
	

	Model
	
	Other …………………………….
	

	Back up tapes
	
	On-board unit: hardware

	Other ……………………………
	
	CPU
	

	Server: software
	Display
	

	Flexible transport software (e.g. Mobirouter, Softeco, Trapeze)
	
	Modem
	

	Database Management System (Infomix, Oracle, SqlServer)
	
	GPS receiver
	

	Mapping (GIS software)
	
	Key pad
	

	Address database
	
	Other …………………………….
	

	Webserver
	
	Other dispatch centre hardware

	Other …………………………….
	
	e.g. Network PC for e mail 
	

	
	
	Other …………………………….
	


T21a TDC Staff Attitudes Towards Travel Dispatch System Procedures
(
core indicator
Collect data from all TDC staff
Please tick one box in each row that describes your satisfaction with the travel dispatch system procedures.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures
	
	
	
	

	Making an outward booking
	
	
	
	

	Making a return booking
	
	
	
	

	Changing a booking
	
	
	
	

	Cancelling a booking
	
	
	
	

	Assigning a route to a vehicle
	
	
	
	

	Sending a route to driver
	
	
	
	

	Sending a changed/updated route to the driver
	
	
	
	

	Sending a text message to the driver
	
	
	
	

	Receiving a text message from the driver
	
	
	
	

	Responding to alarms
	
	
	
	

	Deleting alarms
	
	
	
	

	Switch off procedures
	
	
	
	

	Voice communication procedures with the driver
	
	
	
	


T21b TDC staff attitudes towards performance of Travel Dispatch System
(
core indicator
Collect data from all TDC staff
Please tick one box in each row that describes your satisfaction with the performance of the travel dispatch system.

	
	Excellent
	Good
	Adequate
	Poor

	Operational reliability (e.g. frequency the system crashes)
	
	
	
	

	Reliability in transmitting information to the driver
	
	
	
	

	Speed of system: searching for customer addresses
	
	
	
	

	User friendliness of the system
	
	
	
	

	Overall opinion of the TDS
	
	
	
	


Collect data from TDC Manager / Administrator
	
	Excellent
	Good
	Adequate
	Poor

	Reliability of routing information
	
	
	
	

	Speed/ease of programme repair
	
	
	
	

	Speed/ease of hardware repair
	
	
	
	

	Speed/ease of software installation
	
	
	
	

	Speed/ease of software update
	
	
	
	

	Speed/ease of database maintenance
	
	
	
	

	Speed/ease of hardware maintenance
	
	
	
	


T21c TDC Staff Attitudes Towards User Manual
(
core indicator
Collect data from all TDC staff
Please tick one box in each row that describes your satisfaction with the instructions given in the software provider’s user manual.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures
	
	
	
	

	Making an outward booking
	
	
	
	

	Making a return booking
	
	
	
	

	Changing a booking
	
	
	
	

	Assigning a route to a vehicle
	
	
	
	

	Sending a route to driver
	
	
	
	

	Sending a changed/updated route to driver
	
	
	
	

	Sending a text message to driver 
	
	
	
	

	Receiving a text message from driver
	
	
	
	

	Responding to alarms
	
	
	
	

	Deleting alarms
	
	
	
	

	Switch off procedures
	
	
	
	

	Designing routes and services
	
	
	
	

	Altering routes and services
	
	
	
	


T22a Message Acknowledgment
Collect data partly from TDC & partly from on-board vehicle
Repeat this table for each flexible transport service operated
	Sample = all messages in one week
	Week beginning
	

	
	Total number of messages acknowledged (A)
	Total number of messages (B)
	Average no. of messages acknowledged 
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	Messages acknowledged by name of TDC (from driver)
	
	
	

	Messages acknowledged by driver (from name of TDC)
	
	
	


T22b Message Acknowledgment Time
Collect data partly from TDC & partly from on-board vehicle
Repeat this table for each flexible transport service operated
	Average time taken to acknowledge messages
	Week beginning

	Sample = all messages in one week
	

	
	Total time taken to acknowledge messages (A)
	Total number of messages (B)
	Average time per message (secs/message) 
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	Messages acknowledged by name of TDC (from driver)
	
	
	

	Messages acknowledged by driver (from name of TDC)
	
	
	


T23 Perception of the Importance of Messages
Collect data from all drivers and TDC staff
Repeat this table for each flexible transport service operated
Please tick one box in each row that describes how important you consider the text messages on the on-board unit as a means of communication between the drivers and name of TDC.

	
	Very important
	Important
	Fairly important
	Not important

	Text messages between the driver and the name of TDC
	
	
	
	

	Text messages between the name of TDC and the driver
	
	
	
	


T24 Operator’s Attitudes and Acceptance Levels Towards the Service Area
core indicator
Collect data from operator
Repeat this table for each flexible transport service operated
Please tick one box in each row that describes your satisfaction with the service area.

	
	Excellent
	Good
	Adequate
	Poor

	Number of predefined stop points 
	
	
	
	

	Suitability of distance to predefined stop points for customers (i.e. exclude doorstep non-predefined stop points)
	
	
	
	

	Number of fixed timing points
	
	
	
	

	Location of fixed timing points
	
	
	
	

	Size of service area large enough
	
	
	
	

	Size of service area small enough
	
	
	
	

	Ease of recognising the service area
	
	
	
	

	Fare structure
	
	
	
	

	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.


T25 Operator’s Attitude to Flexible Transport
Collect data from operator
Repeat this table for each flexible transport service operated
Please tick the box that describes your willingness for flexible transport services to expand to new areas.

	
	Very keen
	Keen
	Fairly keen
	Not keen

	Willingness to see flexible transport services expand
	
	
	
	


T26a Driver Attitudes Towards Travel Dispatch System Procedures
core indicator
Collect data from all drivers
Repeat this table for each flexible transport service operated
Please tick one box in each row that describes your satisfaction with the travel dispatch system procedures.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures 
	
	
	
	

	Checking details of schedule
	
	
	
	

	Deleting route details once driven
	
	
	
	

	Receiving a text message from the name of TDC
	
	
	
	

	Sending a text message to the name of TDC
	
	
	
	

	Confirming pick up If used
	
	
	
	

	End of service procedures
	
	
	
	

	Switch off procedures
	
	
	
	

	Voice communication procedures
	
	
	
	


T26b Driver Attitudes Towards Performance of Travel Dispatch System
core indicator
Collect data from all drivers
Repeat this table for each flexible transport service operated
Please tick one box in each row that describes your satisfaction with the performance of the travel dispatch system.

	
	Excellent
	Good
	Adequate
	Poor

	Correspondence between pick up position as given by the system to the name of TDC compared to the actual position
	
	
	
	

	Reliability in receiving information from the name of TDC
	
	
	
	

	Reliability of on-board units
	
	
	
	

	On-board / vehicle diagnosis test
	
	
	
	

	Accuracy of routing information
	
	
	
	

	User friendliness of on screen routing information
	
	
	
	

	Timeliness of on screen routing information
	
	
	
	

	Ease of use of the system
	
	
	
	

	Safety problems caused by distraction when using on-board unit
	
	
	
	

	Effect of on-board unit on driving comfort/stress level
	
	
	
	

	Effect of added security measures (e.g. panic button) on feeling of safety

Please describe these added security measures

…………………………………………………….If applicable
	
	
	
	

	Overall opinion of the travel dispatch system
	
	
	
	


T26c Driver Attitudes Towards User Manual
core indicator
Collect data from all drivers
Please tick one box in each row that describes your satisfaction with the software provider’s user manual for the on-board unit.

	
	Excellent
	Good
	Adequate
	Poor

	Start up procedures 
	
	
	
	

	Checking details of the schedule
	
	
	
	

	Deleting route details once driven
	
	
	
	

	Receiving a text message from the name of TDC
	
	
	
	

	Sending a text message to the name of TDC
	
	
	
	

	Confirming pick up If used 
	
	
	
	

	End of service procedures
	
	
	
	

	Switch off procedures
	
	
	
	

	On-board / vehicle diagnosis test
	
	
	
	


T27 Driver Attitudes Towards On-board Unit Layout
Collect data from all drivers
Repeat this table if more than one type of on-board unit is used
Please tick one box in each row that describes your satisfaction with the layout of the on-board unit.

	
	Excellent
	Good
	Adequate
	Poor

	Position of terminal display unit on the vehicle
	
	
	
	

	Day time legibility
	
	
	
	

	Night time legibility
	
	
	
	

	Order/position of the buttons
	
	
	
	

	Size of the buttons
	
	
	
	

	Distance between the buttons
	
	
	
	

	Functions of the buttons
	
	
	
	

	Ease of using menus
	
	
	
	

	User friendliness of the menus
	
	
	
	

	Graphical presentation of the route If applicable
	
	
	
	

	Updating of the graphical presentation of the route If applicable
	
	
	
	


T28 Impact of Messages on Safety
Collect data from all drivers
Please tick one box in each row that describes your satisfaction with the safety of the on-board unit.

	
	Very high
	High
	Medium
	Low

	Level of distraction
	
	
	
	

	Usefulness of alarm messages
	
	
	
	


T29 Frequency of Communication

Collect data from TDC
Repeat this table for each flexible transport service operated
	Frequency of communication per vehicle hour
	Week beginning

	Sample = all name of TDC /driver communications in one week
	

	
	Total number of contacts (A)
	Total number of hours of service operation for all vehicles on the route (B)
	Average no. of contacts per vehicle hour (contacts/hour) 
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	Voice communications: driver - name of TDC
	
	
	

	Voice communications: name of TDC - driver
	
	
	

	Text messages: driver - name of TDC
	
	
	

	Text messages: name of TDC - driver
	
	
	


T30 Speed of Data Transmission from On-board Unit to TDC

Collect data partly from TDC and on-board vehicle
Repeat this table for each flexible transport service operated
	Sample = 10 name of TDC /on-board unit communications in one week
	Week beginning
	

	
	Total number of messages sent (A)
	Total number of seconds taken to send message (B)
	Average time per message (secs/message)
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	Text messages sent from vehicle to name of TDC
	
	
	


T31 Speed of Data Transmission from TDC to On-board Unit
Collect data partly from TDC and on-board vehicle
Repeat this table for each flexible transport service operated
	Sample = 10 name of TDC /on-board unit communications in one week
	Week beginning
	

	Data transfer from name of TDC to vehicle
	Total number of seconds taken to send data (A)
	Total number of data transfers (B)
	Average time taken per transfer (secs/transfer)
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	Text messages
	
	
	

	Route data
	
	
	

	Map data If applicable
	
	
	


T32a Reliability of Communication Network (description)
Collect data from all drivers and TDC staff
Repeat this table for each flexible transport service operated
Please describe all problems with the reliability of the communication network.

	
	Date of collection
	

	Type of reliability problem
	Description

	Parts of the service area that cannot receive communications from the name of TDC
	

	Environmental problems (e.g. climate conditions) causing communication problems
	


T32b Reliability of Communication Network (frequency)
Collect data from all drivers and TDC staff
Please tick one box in each row that describes how frequently there is a breakdown in the communication network.

	
	Several times a day 
	Once a day
	A few times per week
	A few times per month
	Rarely /never

	No signal in the service area
	
	
	
	
	

	Environmental problems (e.g. climatic conditions) cause communication problems
	
	
	
	
	


T33 Voice Communication Quality
Collect data from all drivers and TDC staff
Please tick the box that describes your satisfaction with the quality of voice communications.

	
	Very high
	High
	Medium
	Low

	Quality of voice communications
	
	
	
	


T35 Reliability of Advanced Vehicle Location System
Collect data from all TDC staff
Please tick the box that describes your satisfaction with the time during which the Advanced Vehicle Location (AVL) is operating.

	
	Very high
	High
	Medium
	Low

	Proportion of the journey time that the AVL is operating
	
	
	
	


T36 Accuracy of Advanced Vehicle Location system
Collect data from all drivers and TDC staff
Please tick the box that describes your satisfaction with the Advanced Vehicle Location’s (AVL) record of the vehicle location.

	
	Very high
	High
	Medium
	Low

	Accuracy of the AVL’s record of the vehicle position
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