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Appendix C

Types of Demand Responsive Transport



Appendix C: Types of Demand Responsive Transport

Table C1 outlines the three types of DRT services operated in the UK. Dial-a-Ride services that are
provided primarily for residents with mobility or accessibility difficulties are not considered as part
of this study.

Table C1 Typical types of DRT scheme in the UK

Enabledby

Operational constraints

Typically oper ated
by

Examples

Must be registered as a bus service but fixed

The Public route or timetable not required
Flexible Service Passenger Service Vehicle (PSV) licence | BusOperator or Local
bus Vehicles required authority in-house D2D
service Regulations Passengers must pre-book vehicle fleet
2004 Operator must keep records of all bookings
taken
Service does not have to be registered with the
Traffic Commissioner as is not a bus service.
Shared Section 11 of | Maximum of eight passenger seats per vehicle .
Taxi operator (PHV or
car the 1985 Bus Service Operators Grant cannot be claimed Fare Car
Hackney Carriage)
service Transport Act | Vehicle can be Hackney Carriage or PHV
No obligation to operate journeys if no
bookings.
A Special Restricted PSV Operating Licence
(Special Licence) is granted to the operator
Vehicle can be Hackney Carriage (or PHVs,
subject to the enactment of the Draft Local
Section 12 of | Transport Bill?)
Taxi-bus Taxi operator (PHV or Redditc h Taxibus
. the 1985 A taxi-bus service is technically a bus service so . . .
service Hackney Carriage) evening services
Transport Act | must be registered as a bus service although

fixed route or timetable is not required
Passengers must pre-book
Operator must keep records of all bookings

taken

28 Clause 26 of the Draft Local Transport Bill




Appendix D: Additional details of Door to Dorset service 103/103A

There is only one DRT service within the study area). Service 103 is financially supported by DoCC
and operates from Mondays to Saturdays inclusive. The main settlements served are Dorchester,
Wareham, Wool and Bovington, and the service covers the Lulworth section of the Jurassic Coast.

The service was previously operated by First Group, and when it was re-launched as a DRT service in
July 2006 NORDCAT won the contract via the competitive tender process. Under the terms of the
contract DoCC provided NORDCAT with a new accessib le vehicle - a 30-seater Optare - with the cost
to be recovered over the five-year life of the contract. Due to the size of the flexible zone it soon
became apparent that one vehicle would not be sufficient to cover the service. DoCC therefore
funded a minibus to cover the part of the service that is now known as the 103A service.

The 103 service is now effectively split into two parts and operates as a combination of flexible bus
and taxibus services. Service 103A has evolved into a taxibus operation run by Garrison Taxis, since
the regular passenger levels on this part of the service are more suitable to smaller vehicles. This
part of the service runs between Wareham and Wool via Bovington and the Lulworth area. As the
service is a taxibus service rather than a shared car service, the service is registered as a bus
service and all timetabled journeys must operate. In fact, as the only non-bookab le fixed stop on
service 103 is Wool (railway station), if no bookings are made for a particular journey, the vehicle
remains at Wool. In other words, all journeys on the 103A service must be booked. NORDCAT report
that virtually every 103A journey does operate as at least one booking is taken.

Service 103 remains operated by NORDCAT with the 30-seater Optare bus. This part of the service
runs between Bovington and Dorchester with two return journeys a day available to the Lulworth
area. As is typical of flexible bus services, this part of the service operates as a combination of
fixed route and flexib le DRT zone.

The flexible DRT part of service 103/103A covers the villages of East Lulworth, East Chaldon,
Warmwell and Coombe Keynes. These settlements would not otherwise have a bus service, although
it should be pointed out that these settlements were also served by the previous conventional bus
service. Durdle Door and Lulworth Cove are two of the most popular destinations on the Jurassic
Coast so in theory the flexibility of the service offers great potential to cater for visitors’ journey
needs. However, to maximise this potential, greater awareness of the fact that these destinations
are served, and greater understanding of how the service can be booked, needs to be achieved.

This split of service types and numbers does not enhance the understanding of the service and has
resulted in the timetable information being split into two parts. The reason for the split cannot be
discerned from the timetable, and interpreting how the service works is difficult for those



unfamiliar with it. Given that making services and timetab les easy to understand is key in attracting
visitors, the current arrangement is less than perfect.

How the DRT aspect of the service works

NODCAT take all bookings and enquiries about service 103/103A and the call centre is open from
0830 to 1700 Mondays to Saturdays. The call centre does not operate on Sundays as the 103/103A
(like other DRT services in Dorset) does not operate on Sundays. NORDCAT operate many of the
Community Transport schemes in Dorset and most of the D2D services, so are familiar with the local
area and the requirements of users.

The DRT registration process is made as simple and quick as possible by NORDCAT, with the details
requested by NORDCAT restricted to name, address and telephone number.

The flexible part of the 103/130A service is not limited to specific stops in the flexible area. Within
the physical operating constraints of the vehicle, NORDCAT state that passengers are able to book
the service to the most convenient location within the flexible area, although it is recognised that
this is difficult to convey to users and potential users. NORDCAT encourages passengers to use the
stops within the flexible area. These are several physical stops within the flexible area that contain
103/103A timetable information, although they are not at-stop specific and do not contain clear
infor mation about how to book the flexible aspects of the service.

Mobisoft routing and dispatching software was purchased by DoCC but remains ‘dormant’. NORDCAT
state that it was not appropriate for the requirements of the service and there were also problems
with the communications because there is limited mobile phone coverage in the coastal area.

The 103 service is therefore routed manually by NORDCAT with DRT bookings despatched via a call
to the driver’s mobile phone (and the reason why bookings must be made 1 hour in advance of the
time of travel). This unfortunately limits the demand responsiveness and flexibility of the service,
and it would be better practice to allow passengers to book nearer the time. If this can not be
achieved with the current manual dispatching system then messaging/dispatching software should
be used. It is recognised that the lack of mobile phone coverage in certain parts of the service area
makes this challenging.

Although Garrison Taxis operate the 103A service, NODCAT take all the calls and make the booking
and then pass the booking information onto Garrison Taxis. In this way, NORDCAT are aware of the
number of DRT passengers per day and are aware of how many vehicles Garrison Taxis should be
using. If demand is high on a particular journey, Garrison Taxis will despatch more than one vehicle.
Enabled by the fact that NORDCAT run their own call centre, this is a good system as it is
transparent and should not result in Garrison Taxis claiming for journeys they have not operated.



Operational per for mance

A comprehensive analysis of the perfarmance of DoCC DRT services would include an examination of
patronage trends, cost per passenger journey figures, and the results of passenger surveys. A
breakdown of the operational details would also be included (i.e. vehicle type used, routeing
software used, call centre used, and reliability of vehicles and equipment). DoCC and NORDCAT
have been unable to provide Halcrow with detailed information regarding passenger numbers, cost
per passenger journey, and breakdown of passenger type and booking type. Summary information
has however been provided by DoCC and NORDCAT that allows a reasonable understanding of the
103 service to be gained.

There are 700-800 registered users of D2D services across the county. Approximately 200 people are
registered as users of service 103, although DoCC estimate that of these approximately 50 to 60 are
‘active’ users.

NORDCAT do not have information readily availab le regarding the number of visitors (as opposed to
residents) that use the service or the number of users who use the DRT aspect of the service (as
opposed to the fixed route). For service 103A, NORDCAT does have the overall DRT passenger
numbers because all journeys are bookable. However, a breakdown of the different destinations
operated and the number of passengers carried could only be derived by working back from the
ticket machine data, rather than by readily accessing a list of all bookings made, and the number of
visitors travelling could not be discerned.

It is a legislative requirement that records of all flexible bus and taxibus bookings must be kept,
including passenger names and pick-up and drop-off times. However, it appears that this
information may not be recorded in areadily available fashion and there is a risk that the current
system may be in breach of the legislative requirements. It is therefore strongly recommended that
the current booking and audit trail system is reviewed, and that a more robust audit trail of DRT
bookings is implemented if required.

In addition, the limitations of the current booking and recording system makes it very difficult to
gauge the effectiveness of the DRT aspect of the service. In terms of overall patronage, both DoCC
and NORDCAT reported to Halcrow that patronage on service 103/103A has remained constant over
the last couple of years. Given that the 103A service is now entirely demand responsive, this
suggests that the DRT aspect of the service has not caused a decrease in passengers, but neither has
the potential to increase visitor numbers been realised.

The overall contract cost of the 103 service was reported by DoCC and NORDCAT as being varying
depending on the level of activity on the 103A Taxibus aspect of the service. Exact figures were not
provided, but DoCC suggested that the cost per passenger journey figure was around £4.



Passenger feedback

As detailed passenger information is not taken at the registration stage, it is useful to issue
passenger feedback questionnaires to elicit information such as passenger age, journey pupose,
and residential postcode. The last passenger feedback questionnaire was issued in January 2007 but
did not contain questions on these subjects; instead it focussed on users’ views on the type of
service they would like, routes and frequencies. To capture the views of visitors it would be good
practice to issue passenger feedback questionnaires annually in the summer and include questions
on how visitors became aware of the service, how easily they found the service to use, and how
useful the service is. In line with the previously issued questionnaire, it would be useful to issue it
on the vehicle as many visitors who use the DRT aspect of the service will not have surrendered
their address, and to ensure that the views of visitors catching the service from the fixed stops are
obtained as well as DRT passengers.

How the service is publicised and promoted

The service 103 vehicle and printed publicity have the same brand. Since the taxibuses are part of
the Garrison Taxis fleet, they are not branded, although when they are operating the 103A service
they display a magnetic sign on the door of the vehicle to indicate this.

When service 103 was re-launched in July 2006 as a DRT service, DoCC produced a branded leaflet
providing information on how the service works, the full timetable, and a map indicating the
boundary of the flexible area. This leaflet is still available on the DoCC website, despite the fact
that the timetab le has now been superseded.

A new timetable leaflet to reflect the most recent incarnation of the service has not produced.
Information regarding the service is available instead in the Bus & Train Travel Times: The South
Dorset area and on public transport maps (all County Council publications). The reverse side of the
Services along the Jurassic Coast: Purbeck Area public transport map provides a brief explanation of
how the service works alongside the timetable. The timetable booklet contains an exp lanation of
how the service works on page 14, although the service 103 timetab le itself in located on pages 62-
64 of the booklet. The explanations of how the service works on the public transport map and the
timetable booklet are different, and finally, the page 14 timetable booklet explanation is missing
entirely from the DoCC website, as explained in section 6.10 of the main report.



Appendix E: Rail-Bus Interchange Audit Checklists

Information Provision (Score 0-5):

Are timetables displayed?

Is there a route map?

Is the text large enough to be easy to read?

Is the timetab le case in good condition without cracks/scratches/stickers etc?

Is the timetab le stop-specific or is the stop highlighted?

Do timetab les show information about connecting bus/rail services?

Is any ticket or fares information shown?

Is there a staffed information/ticket office? If so, are the opening hours clearly displayed?
Is there a plan showing the layout of the station and location of the bus stops?

Are timetable leaflets availab le?

Are the timetables of the buses to the Jurassic Coast branded with the Jurassic Coast logo?
Does information online highlight the connecting service?

Walking Routes (Score 0-5):

Is the walking route clear and obvious?

Are clear direction signs provided, ideally using symbols as well as words?
Is the route uncluttered and safe?

Is the route direct and as short as possible?

Is there a suitable route for disabled users - step-free, sufficiently wide, without heavy
manual doors, and with no upstands?

Is the route clean and free of graffiti?

Waiting Environments (Score 0-5):

Are shelters/covered areas provided?

Is ther e seating, including seating under cover?

Is the waiting area lit?

Does it feel secure (e.g. staff presence, area overlooked or busy)?

Are there any additional facilities such as toilets, public telephone, café, shop, cash
machine, ticket machine, luggage trolleys?

Is the area well designed and of good aesthetic quality?
Is the waiting area clean and free of graffiti?

Usefulness and Likely Usage of Interchange (Score 0-5):

Is the connecting journey availab le logical and useful?
Are the bus and rail timetab les well integrated?
Is the connection time robust enough to absorb small delays?



Are the connecting bus services financially supported by the County Council; if so, which
ones?

Do buses stop close to the station in both directions?
Are through ticketing arrangements in p lace?





