Public Transport Information Plan 2014 - 2019
Background

1. Under the Transport Act 2000 the City Council is required to determine a strategy and on-going action plan defining :

· Type and level of public transport information that should be available to the public

· Method on which such information will be delivered.

· Monitoring method to be used

2. This strategy sets out the standards of information provision - including specification, types and outlets - relating to the following priority areas:

· Timetable, route, fare and operational information

· Information facilitating integrated journeys involving more than one operator

· Provision and maintenance of facilities to display information
· Bespoke information for key sectors, particularly the elderly and disabled

· Monitoring – auditing and continuous market research

3. Transport operators and Councils, together with other partners – such as businesses, hospitals and universities – are all involved in information delivery. The broad approach is that each operator leads in providing information on its own commercial services, with the City Council leading integrated information streams and its own supported services and ticketing schemes.
4. Independently commissioned research highlighted that a blend of printed, electronic and face-to-face information outputs is required, with each having distinct advantages.

Printed

· equal access to information regardless of income, race or gender eg 25% of low income resident do not have access to the internet 

· can contain all the information required to make a journey: times, fares, connecting services. 

· customers can keep the information for future reference or take it with them to refer to on the journey.

· can be contained within wider print based promotions eg events, posters etc

Electronic


· can provide cost effective real time and next scheduled service information 

· can be more readily personalized in a cost effective and flexible way

· can be used for remote journey planning - no third party required

· can be more attractive and/or portable to certain markets

· can be made in more accessible forms eg audio, large format etc

· can be made more up to date.

· Can provide multi-modal bus/tram live disruption and information messages
· Can provide operator route branding and promotional information

Face-to-Face/Telephone

· better able to deal with complex enquiries 

· simplification for first time or Infrequent user – less intimidating

· one-stop shop, include pass renewal, ticketing, lost property

5. There has been considerable progress over the past 10 years in both delivering on past minimum standards and in providing additional information streams. This progress relates not just to information provision, but also installation and maintenance of the facilities required to display information – timetable cases, electronic displays, stop plates, lighting etc

6. Quarterly surveys show levels of user satisfaction with public transport information rising consistently over the period.
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7. The key information accessibility targets have been all been attained:

Target









2013
% Stops with route (plate) information 




95%

% Boarding stops with timetable information



95%

% Stops with journey planning/interchange mapping information 
50%

Nos outlets with timetables and journey planning info’n

50

Nos of staffed Travel Centres providing all operator info/ticket
3



8. Unlike many other authorities, it is noted that the level of information provision by each of Nottingham’s commercial transport operators is well above any minimum standard, including:

· Printed timetable, services and fare provision at stops and other public outlets

· Customer contact points – outlets, telephone, web, email, twitter, facebook.
· Provision of timely electronic data for Council-run electronic information portals

· Provision of information on operational changes through relevant press media 

· Provision of relevant information to assist those customers with specific needs.
9. It is assumed that commercial operators will:

· continue to deliver information on their own services to the present high standard 

· work in partnership with the City Council to deliver other integrated and bespoke information outputs, in a jointly planned manner.

· notify the City Council of all relevant service information changes, as early in advance as is commercially possible

10. The rest of this plan, sets out the commitments to be met by the City Council, focused on the following priorities: 

· Information on its own tendered services. 

· Information on concessionary ticketing schemes 

· Integrated printed ticketing information – linking together all operators

· Integrated mapping information for all local bus/tram and train routes.

· Integrated electronic information systems and displays – for all operators

· Personalized travel information particularly to the elderly, disabled, schoolchildren, students, workseekers and new employees.


Printed Information – City Council
11.  The City Council has developed a suite of printed information outputs covering the following areas

· Timetables 

· Ticketing 

· On Street  and leaflet mapping
· Personalised journey plans

Timetables and leaflets 


12. The Council now produces timetables for all Linkbus partnership routes (over 30). For ease of use simple frequency grids and schematic route maps are used throughout. The timetables are distributed at over 100 outlets throughout Greater Nottingham.


13. Stop-specific Linkbus timetables – showing exact times at each stop are also produced and maintained at over 500 bus stops.

14. Minis timetables. Convenient wallet sized mini timetable are now produced for all bus/tram and rail operators timetables (around 100) and distributed in bus and tram shelters holders throughout City Centre and at bus stations and interchanges.

15. The following guides are aimed at new or infrequent users: 

· All operator main frequent routes and city centre interchange

· Park & Ride services

Action : Maintain, distribute and audit above areas for the next 5 years. 

Ticketing information – discounted and integrated
16. Printed leaflets and application forms are provided on the various types of discounted ticketing available to key resident groups, all on the generic Citycard platform:

· Senior Citycard 

· Mobility Citycard

· Scholars Citycard

· College Citycard

· Workseekers Citycard
· Citycard Discounts directory

17. Printed leaflets, mapping and application forms are also provided for the all–operator ‘Kangaroo’ ticketing scheme.

Action: Maintain, distribute and audit for next 5 years

On Street


18. To provide information and reassurance to customers already on a journey or to help customers plan a journey in the future, key information is provided at all bus stops and bus shelters, from timetable information to mapping and journey planning information

19. Mapping. Two standard outputs are now produced:


· All operator map showing the main routes in schematic style, together with City Centre interchange location information. Installed in all 800 shelters, bus stations and major interchange points. Also on stand alone Council Information panels throughout the City Centre.


· Area based map and integrated service information – at key transport interchange points


20. Stop information. On-street information is also provided in the timetable cases located at the bus stops:

· Linkbus timetable, route and fares information

· No parking posters

· Important contact details

· Information on cash fares/tickets


21. Bus stop flag information. All BQP bus stops now have full ‘plate’ information detailing all calling services and telephone travel hotline. 


Actions:

· Maintain, distribute and audit for next 5 years
· Develop area-based maps at all key interchange points.


 Personalised travel plans 


22.  Successful trials in Nottingham have shown that the provision of personalized travel and ticketing information, direct to households can increase usage by around 3%. If available to all travelers this might increase trip making by at least 2 million trips per annum.


23. Systems and resources are currently being developed to produce such plans for the following areas.

· With every new Citycard and Kangaroo application

· To school year 6 – reaching the new generation of public transport users, providing them with a Citycard, with information on travelling to school, how to use the bus, safer routes to school, respect for transport initiatives.


· New houses/movers – personalised journey planning and provision of an adult Citycard for new movers into the City area.


· New starters – personalised journey planning and provision of a Citycard for new employees.


Actions:

· Develop systems to effectively produce journey plans for each of the above area.

· Get resources to continually maintain such system – including distribution and staffing costs
Electronic Information – City Council
Background 

24. The previous Bus Information Strategy (2009 – 14)  formulated a five year plan to work in partnership with the bus operators, Nottinghamshire County Council and other partners, under the Voluntary and Statutory Bus Quality Partnership Agreements, to :

· Set up robust data exchange mechanisms for the emerging electronic bus information systems and the Traveline Regional Journey planner.

· Have the majority of buses in the Greater Nottingham LTP area fitted with real time equipment required for predicted bus arrival time information outputs. 
· Use real time data to ensure contract adherence on City Council subsidised services, to improve operational efficiency and inform bus service and bus priority development.


· To provide electronic displays in bus stations and all main on-street stops showing real time and/or scheduled information. Also to use the web and SMS/ GPRS to disseminate ‘real time‘ information.

Progress : Buses real time tracking equipment
25. Nottingham’s two largest bus operators, Nottingham City Transport and Trent Barton, now have real time equipment fitted to their bus fleets. The City Council is also installing real time equipment on their Localink and Medilink fleets during 2013/14. Therefore the vast majority of bus services in Nottingham will be able to provide live bus arrival times at bus stops via bus stop displays, bus travel websites and mobile phone apps. Real time data will also be used to ensure contract adherence on City Council subsidised services to improve operational efficiency.
Progress : Electronic displays at stops 

26. To complement the bus operator investment in real time equipment the City Council has installed around 800 bus stop displays showing bus real time and scheduled information, backed up by a complex radio network. The City Council also manages displays in Notts County, Derby City and East Midlands Airport via service level agreements and is seeking to extend this function to other East Midlands areas such as Derbyshire and Loughborough.


27. The City Council has nearly completed the rollout of displays on all main bus corridors and is currently installing displays at on other less frequent bus routes within the City and on main bus routes outside the City boundary.


28. The City Council also has a 24hour hotline for the dissemination of disruption and roadworks information on these displays.
Progress : Interchanges Information Systems
29. There has been much progress with the provision of electronic information at the Bulwell, Broadmarsh and Victoria Bus Stations. Broadmarsh Bus Station has had x4 large 70” LCD displays installed which show bus departure summaries with a further x12 bus bay displays for individual bus route information. A new journey planning kiosk has been installed near the City Council Travel Shop in Broadmarsh BS and two new displays are planned for the Travel Shop, one in the window for out of shop hours information and the other display inside the shop for electronic bus service news.
30. Victoria Bus Station has also had x4 large LCD bus departure summary displays installed with x10 new wall mounted displays at each of the Victoria bus bays. The bay displays show individual route departure times, route maps, bus operator branding and bus disruption messages. New “Totem” style display units are also planned for the walk link between Victoria Bus Station and Victoria Centre Shopping Centre that will provide bus departure information, route maps and an interactive bus stop connection finder. The City Council manages the service disruption and other information on these displays.
31. Bulwell Bus Station has been equipped with x9 electronic bus stop displays to each bus bays which also show bus disruption messages.
32. Multi-line displays have also been installed at key  locations including :

· Queens Medical Centre, 
· City Hospital (x2),

· Nottingham University 

· Bulwell  Riverside. 
33. Each display has a walk link map to the close bus stops. More multi-line displays are also planned at other key locations during 2014/5.
Progress : Public Transport Information Kiosks and Traveline
34. Electronic public transport information kiosks are located at a number of key locations, including Broadmarsh Bus Station, the NCT Travel Centre and Higher Education Colleges. New “Totem” style units combining a journey planner, departure board and interactive stop map finder are to be installed at Nottingham Rail Station and Victoria Bus Station during 2014.
35. The City Council provides up to date bus stop and scheduled bus timetable data to the East Midlands Traveline regional web journey planner and mobile phone apps. The City Council also supplies bus real time feeds for live bus times from the local bus real time system that can be used by various websites and mobile apps, including East Midlands Traveline, and also manage service disruption messages on these journey planning tools.  

Actions

· Increase number of bus stop LED displays in Greater Nottingham to 2000 within 5 years, replacing life expired ones as necessary.


· Complete roll out of AVL bus tracking equipment to all contracted Linkbus network.

· Provide integrated bus/tram displays at the new Station Hub and at key tram stops as part of NET phase 2.

· Provide electronic LCD screens within City Centre and other key bus shelters, to replace current mapping and paper information to include more detailed current disruption information.

· Investigate the provision of all-operator electronic scrolling timetables and plates to replace current paper and manual information provision. 

· To provide comprehensive ticketing information and operator ticketing offers at all main bus stops to reduce driver interface time.

· Ensure there is a Greater Nottingham bus/tram APP or web based product which provides at stop all operation integrated real time and ticketing information.

· Expand real time display system further with neighbouring authorities for a seamless journey experience and  to share system development costs

· Co-ordinate electronic bus registration process for the City area to replace current paper based procedures and ensure more efficient timetable change updates that electronically update information systems.

· Expand at stop special messaging facilities, integrated into the urban traffic control centre.

Customer Points and Information Facilities
36. The City Council now runs three all-operator independent travel centres – at Broadmarsh and Victoria bus stations and a mobile centre calling at each district centre one day a week.
Actions

· Maintain the above arrangements for the next 5 years.

· Further develop all outlets for smartcard ticket issuing and renewals


37. The City Council will continue its policy to provide and maintain information facilities at places relevant to more than one operator. This includes

· Four sided timetable drums at all Bus Quality Partnership bus stops (over 1200 stops )

· Illuminated bus stop pole and 1m bus stop plate at all BQP stops, including City Centre.

· Bus stop pole with at least a standard 0.5m plate at all other stops.

· Large format illuminated map case at all bus shelters (over 1000)

· Mini timetable racks at all City Centre shelters (over 100)

· All operator timetable racks and large format map cases (at least 4) at all bus stations.

· Stand alone illuminated large format Council Information Panels with one side for Integrated interchange map at 6 points in the City Centre, the Railway Station and Bulwell Bus Station

· Electronic 3-line displays key bus stops (expanding to over 2000 in 5 years).

· Electronic large format LED and LCD displays and local maps at current locations and planned new ones, as outlined above
· Electronic Journey Planning Kiosks at outlets across the City , as outlined above
· New totem units on walk link between Victoria Bus Station and Victoria Centre  and Midland Station with combined  journey planner/bus display/interactive stop connection finder

· Smartcard ticketing information, issuing and top up kiosks at over 100 bus stops across the City and at over 100 newsagents.

Actions

· Maintain and condition audit all the above facilities on a regular basis
· All bus stop displays checked at least once every fortnight (City Centre displays every few days) with regular cleaning and replacement of faulty parts
Resources
38. The City Council has consistently invested in information systems, facilities and displays, with over £10m spent over the past ten years. £800,000 external funds have already been secured for further equipment upgrades and improvements over the period of this plan. 


39. Past investment and future commitments present increasing ongoing revenue costs amounting to over £1m pa. These are summarized as follows:

£000 pa

Printed information


135
Electronic information 


Licences


55

Communications

35
Equipment Maintenance

160
Equipment Depreciation 

530

Staffing/Monitoring


155
Total




1070

These costs exclude the maintenance and depreciation costs of bus shelters costing around £666,000 pa.
40. All capital and development costs have been met by the City Council, as have all ongoing costs to date.

41. The Council well publicized budgetary problems – as set out in the Bus Strategy 2014 -19 – mean that from April 2014 a contribution for ongoing information costs will be sought from bus operators over the period of this plan, in accordance with section 19 -21 of the Transport Act 2000.
Actions

· It is proposed that these will be £150k in 2014/15, rising incrementally to £350k pa within 3 years. Apportionment between operators will be on the basis of operated route mileage. 

· Provisional apportionment based on current records would be:

	Operator Name
	BBA Commercial Live KMs
	%
	Information charge 2014/5
	Information charge 2015/6
	Information charge 2016/7
	Information charge 2017/8

	Nottingham City Transport
	12,930,981
	71.51%
	£107,266
	£178,777
	£250,288
	£250,288

	K & H Doyle
	43,072
	0.24%
	£357
	£595
	£834
	£834

	Yourbus
	1,196,950
	6.62%
	£9,929
	£16,548
	£23,168
	£23,168

	Marshalls of Sutton on Trent
	35,188
	0.19%
	£292
	£486
	£681
	£681

	Stagecoach East Midlands
	41,106
	0.23%
	£341
	£568
	£796
	£796

	AOT Coaches
	52,499
	0.29%
	£435
	£726
	£1,016
	£1,016

	Trent Barton
	3,782,718
	20.92%
	£31,379
	£52,298
	£73,217
	£73,217

	Total
	18,082,514
	100.00%
	£150,000
	£250,000
	£350,000
	£350,000


Appendix. 

Extracts from quarterly Satisfaction surveys of existing users.
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[image: image3.emf]FIG 6a:  USER SATISFACTION LEVELS RELATING TO PASSENGER WAITING FACILITIES
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[image: image4.emf]FIG 7a:  USER SATISFACTION LEVELS RELATING TO CUSTOMER SERVICE IN TRAVEL INFORMATION CENTRES
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[image: image5.emf]FIG 8: USER SATISFACTION LEVELS RELATING TO ELECTRONIC TIMETABLE DISPLAYS
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