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Would you like to know more or have your own copy?

The Suffolk bus strategy is published as part of the local transport plan and refers to the Suffolk rail
strategy.  All three publications are available for reference at all of Suffolk’s libraries, district and
borough council offices.  They are also available at Endeavour House, Ipswich and at the county
council’s area offices.

If you have access to the internet you can find this strategy on the passenger transport section of the
county council’s web site, which can be found at www.suffolkonboard.com.

Limited copies are available from the environment and transport department.  If you would like any
further information about this strategy or would like to comment on it, please e-mail
anthony.crompton@et.suffolkcc.gov.uk, telephone Anthony Crompton 01473 265042 or write to:

Anthony Crompton
Suffolk passenger transport
Suffolk County Council
Endeavour House
8 Russell Road
Ipswich
Suffolk
IP1 2BX
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1 Executive summary

This bus strategy replaces that published in 2003 and covers the period of the second local transport
plan from 2006-2011.  It establishes the framework in which the county council and other partners will
shape bus travel provision in Suffolk to 2011 and beyond.  It is an integral part of the local transport
plan, (draft) Suffolk transport strategy and is in accordance with national and regional strategies.

The strategy has been designed to help meet the county council’s targets for the four local transport
plan themes of accessibility, congestion, air quality and safety.  The key interventions of this strategy
are summarised below, under the theme that they will have the greatest impact upon.  However,
many of the interventions do contribute towards the objectives of more than one theme.

The strategy also underpins our ambition to improve the quality of bus services in Suffolk, in its
widest sense.  If we are to attract people away from their cars, we need to change both the
perception and reality of bus travel.  This needs co-ordinated action to make buses more convenient
and comfortable to use and to create confident, well informed potential users.  To improve the overall
experience, we need a balanced package of measures including improvements in ticketing, service
co-ordination, waiting environment, punctuality and reliability, publicity, information and identity.

1.1 Accessibility measures

To help improve access to services and amenities for all, the county council will:

·  Continue to develop local area reviews including consultation with minority and hard to reach
groups to improve our market intelligence for the planning of services.  A rolling programme will
review services throughout the county.

·  Use accessibility planning software to identify areas where access to key services is currently
poor by passenger transport and will seek to improve services in these areas through provision of
demand responsive transport or community transport services.

·  Maintain our support to the voluntary sector and other organisations, enabling them to continue to
provide high quality community transport services.

·  Form partnerships with commercial operators to increase the number of interchange opportunities
in the county.

·  Continue to support and promote the Explore card and Suffolk Saver concessionary fares card,
providing discounted travel for young people and the elderly.

·  Modernise our in-house fleet and increase vehicle utilisation through improved co-ordination by
the passenger transport unit.

·  Work with operators, district and parish councils to raise the standard of bus waiting facilities in
Suffolk.

1.2 Congestion measures

To help meet our congestion targets the county council will:

·  Continue to widen the availability of real time passenger information across the county and will
work with neighbouring counties to promote real time passenger information.

·  Implement smartcard ticketing, integrating the operation of the Suffolk Saver concessionary fares
card and Explore card, and introducing other multi-operator smartcard options for other users.
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·  Continue to market and promote the three Ipswich park & ride services in order maintain
patronage growth.  We will also explore the potential for introducing park and ride services for
other towns in the county.

·  Manage the development and refinement of the Suffolk passenger transport brand and identity,
plus related marketing and information messages and design styles.  We will also continue to
identify and develop sponsorship and partnership relationships with the public and private
sectors, to promote passenger transport services cost-effectively.

·  Develop new quality bus partnership schemes with operators and refresh and re-launch existing
schemes where required to boost growth.  Schemes will be centred along corridors identified as
offering the greatest potential for realising patronage growth and modal shift.

·  Work with land planning authorities to ensure developments in Suffolk are sufficiently served by
passenger transport.

·  Work in partnership with bus operators to improve the overall punctuality of bus services in the
county.

·  Implement urban traffic management control and automatic vehicle location schemes in order to
aid operators in meeting high standards of punctuality and reliability for services.

1.3 Safety measures

To help meet the aims of our safety strategy, the county council will:

·  Improve waiting facilities to ensure passengers are able to wait for the arrival of their service in
safety and comfort.

·  Encourage increased bus travel by students as part of “safely to schools” campaigns.

·  Raise awareness of buses (and trains) as safer travel modes compared with other modes to
address negative perceptions amongst potential users.

1.4 Air quality measures

To help meet our air quality targets the county council will:

·  Encourage growth in passenger transport use by travellers, reducing reliance on car travel.

·  Work with operators to maintain and grow markets to encourage investment in modern fleets of
vehicles with improved emission standards.  We will also continue to promote the use of lower
emission alternative fuelled vehicles where funding opportunities for these are available.

1.5 User representation and monitoring our performa nce

We will consult stakeholders on our progress in implementing this strategy through the public
transport reference group.   Four area management groups will address forward planning and major
projects with issues passed to the reference group.   Local monitoring groups in areas across the
county will give an additional opportunity to local parish representatives, users groups and
community transport forums to feedback on public transport in their area.  These will be in addition to
the county council’s area reviews.

Throughout the strategy the county council, assisted by information from operators, will monitor the
operation and perception of the passenger transport network through customer surveys and
measuring progress against a range of key indicators, including those in the local transport plan.
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2 Introduction and background

2.1 Introduction

As the local transport authority, Suffolk County Council has a statutory duty under the Transport Act
2000 to produce a bus strategy as an integral part of its local transport plan. This bus strategy
replaces that published in 2003 and covers the period of the second local transport plan from 2006-
2011.  It establishes the framework in which the council and other partners will shape bus travel
provision in Suffolk to 2011 and beyond.

It is important to note that the strategy encompasses not only local bus services, but also inter-urban
coach services, community transport services and, where operation of scheduled services is
concerned, taxis.  The bus strategy therefore outlines the county council’s approach to the provision
of road based passenger transport across Suffolk.  It should be read in conjunction with the Suffolk
rail strategy to form a complete view of the county council’s passenger transport policy and with the
full local transport plan for the whole range of transport provision in the county.

Our interventions in this strategy underpin our ambition to improve the quality of bus services in
Suffolk, in its widest sense.  This really means improving the perception of quality among those for
whom public transport is not the first choice.  Our park and ride services have been hugely
successful and have a real “quality feel”.  However, this may create a level of expectation among car
users that may not always be met if and when they experience other bus services.

If we are to attract people away from their cars, we need to change both the perception and reality of
bus travel.  This needs co-ordinated action to make buses more convenient and comfortable to use
and to create confident, well informed potential users.  To improve the overall experience, we need a
balanced package of measures including improvements in ticketing, service co-ordination, waiting
environment, punctuality and reliability, publicity and information and identity.

In some cases, the physical condition and cleanliness of the buses are a deterrent to use, and this
applies to both commercial and sponsored services.  We will encourage operators who deliver a
good service and are prepared to invest in their service to the people of Suffolk to develop and
prosper.  We will do this through a range of measures including quality bus partnerships, constructive
dialogue over service quality, and taking proper account of quality issues in contract award decisions.
We will also seek to create a more universally recognisable image and brand on vehicles providing
public bus services in Suffolk.

2.2 Background

Under the Transport Act of 1985 bus operators in the county are free to register and operate public
bus services on a purely commercial basis (i.e. without any direct public revenue support).  Whilst
operators are required to operate services safely and to their registered timetables they are free to
determine most aspects of service provision including routes, frequencies, timetables, fares and
vehicles used.  The county council has a duty to consider the needs not met by this commercial
network and can augment it with financially supported contracted services (sponsored services).  The
operators of sponsored services provide them to the contract specification set by the county council.
This system is often referred to as ‘deregulation’ and has been method of bus service provision
throughout the UK (except London and Northern Ireland) for the past two decades.

Monitoring of all registered local bus services (i.e. both commercial and sponsored services) is
undertaken by the Office of the Traffic Commissioner (Eastern traffic area), which has the powers to
fine or ultimately withdraw operator licences should they consistently fail to provide services to the
required standards.  Suffolk County Council also monitors its sponsored network and can impose
penalties on operators or terminate contracts should the operator fail to provide them to the required
standard.
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The county of Suffolk has a population of 678,100 (office for national statistics 2003) and is largely
rural.  The proportion of older people is higher than both national and regional averages and is set to
rise further.  The county also has relatively high levels of car ownership, particularly in more rural
areas with only 20% of households having no access to a car.  Such characteristics make the
provision of passenger transport in the county particularly challenging.

Figure 2.2a Suffolk bus network

Suffolk bus network
March 2006

There has been a gradual retrenchment of the commercial network so that Suffolk now has very few
commercial services outside of the major town networks of Bury St Edmunds, Lowestoft and Ipswich.
The county council has, as a consequence, had to significantly increase the sponsored network to
maintain service provision and this, together with escalating contract costs, is placing increasing
budget pressures on the council.  Although 88% of passengers are carried on commercial services,
around half of the services in the county are sponsored routes.



Suffolk bus strategy Page 5 of 47

Figure 2.2b Bus routes with hourly or better daytim e service (excluding major town networks)
March 2006

Community transport plays an increasingly significant role in the county’s transport provision.
Community transport has traditionally consisted of small scale dial-a-ride and community car
schemes, largely reliant upon volunteer staff drawn from the area that the scheme operates, and
often available for mobility impaired users only.  Currently there are around 40 such schemes in the
county.  The role of community transport is however gradually evolving to provide travel opportunities
for all through demand responsive transport schemes.  A number of pilot schemes are already in
operation in the county.  With the increased provision of community transport and its wider remit the
distinction between it and ‘mainstream’ bus service provision will become progressively blurred.
Given this, it is recognised that schemes will increasingly need to employ paid staff to facilitate
expansion, as the call on volunteers is finite.

In common with many counties, infrastructure and information provision has been provided by a
variety of sources, including the county, district and parish councils and individual operators.

Education transport is provided by a mixture of procuring passes on local bus services and contracts
with operators for services primarily for home to school pupil transport.   A fleet of 60 vehicles is also
directly operated though a stand-alone trading organisation of the council.  This fleet also operates
some local bus routes in the county.

Social care transport has traditionally operated autonomously with minibuses attached to social care
units for their own use, as and when required.  Units also hire in services from local taxi and minibus
operators and also make use of community transport schemes, which brings in revenue to help
support the schemes.

Use of taxis is extensive for both education and social care purposes, however they have traditionally
been little used for ‘mainstream’ bus service provision (partly due to licensing requirements).  It is
however recognised that taxis have a role to play in providing a cost effective transport network for
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the county and their further use is an option as a result of the increasing focus on demand responsive
transport for service provision.

A strategic study was undertaken in 2005 by KPMG into future procurement of passenger transport
services in Suffolk.  This looked at a range of diverse (and in some cases radical) options.  However
it concluded that passenger transport service provision in Suffolk will continue to be largely reliant on
the continued existence of good quality small and medium sized operators, who are prepared to
develop their businesses and invest in providing quality services.

We intend to work closely with operators to understand their plans and ambitions.  We will work with
them to ensure that they are able to compete in a healthy market providing good quality services at
competitive prices.  We will also encourage operators to introduce commercial routes and gain direct
benefit by increasing patronage.

We will be fair in tendering for contracted services, taking proper account of performance and quality
issues as well as price.  Minimising cost remains an important consideration, but we want this to
come from healthy market competition among efficient operators, rather than at the expense of
acceptable quality or necessary investment.
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3 Mission, aims and objectives

3.1 Mission statement

‘To improve access to key services, to help tackle congestion and air quality issues by developing
bus travel in the county and to promote the passenger transport network as a safe, attractive
alternative to the car.’

3.2 Aims

·  To provide Suffolk’s residents with access to key services such as healthcare, food shops,
employment and education.

·  To provide a network of sustainable transport to help protect Suffolk’s environment.

·  To provide high quality passenger transport services to help relieve congestion.

·  To maintain and promote passenger transport as the safest form of travel.

·  To support the economic development of key areas in the county.

·  To fully complement the aims and objectives of the second local transport plan 2006 – 2011, the
(draft) Suffolk transport strategy, the regional spatial strategy and the rail strategy.

3.3 Objectives

·  To ensure that a network of passenger transport provision exists throughout the county through
better co-ordination of existing resources and by exploiting the potential for demand responsive
transport, community transport and other unconventional service provision where appropriate.

·  To encourage provision of high quality, reliable and cost effective bus services along prioritised
routes and to redress decline in use where this is occurring, through the development of
partnerships with local operators.

·  To maximise use of all local passenger transport services, including demand responsive
transport, community transport and other unconventional service provision through
comprehensive marketing and publicity and to promote accessibility to key services for those who
do not have access to other forms of transport.

·  To raise general awareness of service availability in the county and to promote passenger
transport as an attractive, safe and sustainable alternative to other modes.

·  To realise the potential of bus (and rail) services in Suffolk, enhancing the viability of existing and
new commercial services through market growth.

·  To use funding opportunities from the private sector and other agencies to increase investment in
service provision and infrastructure for Suffolk and to work with developers to ensure that good
passenger transport is available for new developments.

·  To achieve better co-ordination and use of existing resources by education, social care,
community and passenger transport service providers to provide a more efficient, extensive and
cost effective transport network in the county.

·  To address the escalating costs of sponsored services by encouraging greater use through
marketing, redesigning networks to better meet the needs of users and by switching from
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traditional service provision to innovative flexible passenger transport services, community
transport and taxi services where they are able to provide the most cost effective provision.

·  To replace minimum service levels in monitoring and addressing areas of low accessibility with
alternative measures which better relate to actual needs.

·  To work with operators in raising service standards focusing on routes into and within key urban
areas as part of our congestion strategy to influence modal shift.

·  To provide better information and facilities for users with investment targeted where this will have
the greatest impact.

·  To raise the profile and image of passenger transport through a comprehensive and co-ordinated
package of interventions in partnership with other key stakeholders.

·  To meet our local transport plan targets and other targets by implementing a package of
interventions in partnership with other stakeholders.

·  To complement the aims of the regional spatial strategy by helping to facilitate the sustainable
growth of the Haven Gateway, Bury St Edmunds and Cambridge sub-regions, as well as
contributing to the regeneration of the Great Yarmouth and Lowestoft sub-region and maintaining
viable communities in market towns and villages throughout Suffolk.

·  To help deliver the local accessibility action plans of the accessibility strategy.
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4 Prioritising issues

The priorities for this bus strategy have been grouped within the four local transport plan themes.

4.1 Accessibility

·  A growing elderly population in Suffolk places an increased requirement for the availability of
“easy access” low floor vehicles on conventional services and the need for dial-a-ride, community
car and other non-conventional provision where use of mainstream services is inappropriate.

·  The county is largely rural in nature and general car reliance is increasingly predominant. An
increasing proportion of the retired population of Suffolk have use of a car and one consequence,
particularly in rural areas, is declining use by one of the traditional markets for bus services.
This, coupled with escalating operating costs and difficulty in recruiting drivers, makes
maintaining a network of service provision for those reliant upon it increasingly difficult in rural
areas.  Virtually all of the rural community in Suffolk is now served solely by county council
sponsored services.

·  Low operating margins on some commercial services has resulted in poor investment on the
routes by their operators.  Consequently the vehicles used are typically older step entrance
vehicles, which are not fully accessible to wheelchairs and others with mobility difficulties.  There
is a need to redress the downward spiral of declining use and poor investment on these services
in order to maintain their viability as commercial services, providing travel opportunities to users.

·  Although accessibility in urban areas of the county is generally good and usage above national
averages there do remain pockets of isolation, particularly in deprived areas where car ownership
levels are lower and affordability issues are more predominant.

·  There is a need to address the poor quality of infrastructure and information provision for services
currently found in parts of the county.

·  Research and consultation for the accessibility strategy has identified a number of key
accessibility issues in each area of the county that need to be addressed.

4.2 Congestion

·  Bus services are an efficient mechanism for the volume movement of travellers.  Consequently
they have an important role to play in relieving congestion in Suffolk providing that they are able
to attract and retain current and potential future users of less sustainable modes.

·  The provision and marketing of high quality bus services has been proven to attract users as the
mode of choice.  There is a particular need to target such services (including park and ride
schemes) in areas of the county where congestion is an issue.

·  Reliability and punctuality of bus services is dependent upon the on-street operating environment.
Congested streets create delays and unreliable services.  Consequently there is a need to ensure
that appropriate traffic management measures are in place to ensure that services are able to
progress smoothly and quickly at all times.

4.3 Safety

·  Buses (and trains) remain statistically the safest travel modes, consequently the scope for
improvements to safety are limited.  It is however important that passengers are able to walk to
and from the bus stop or station and wait for the arrival of their service in safety and comfort
(actual and perceived) and it is these areas that need to be focused on.
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·  Bus travel has an important role to play in supporting “safely to schools” in Suffolk for non-
statutory entitled scholars, as there are often journeys available to them through the public bus
network.

4.4 Air quality

·  Providing that services are well used, passenger transport helps to minimise the impact of travel
on the environment by helping to reduce the number of vehicles on roads - a double-deck vehicle
can carry more than 70 passengers.

·  Modern vehicles are built to stringent European emission standards, however older vehicles do
not have to meet these standards.  Consequently it is important that an economic climate exists
in the county where operators are able to invest in the replacement of older vehicles.

·  There is potential to reduce vehicle emissions further through use of alternative ‘dual fuelled’
diesel/electric vehicles, particularly within urban areas that are more susceptible to pollution
issues.

·  Park and ride services intercept car trips and can help reduce the impact of travel on air quality
for key areas.
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5 Key interventions

The key interventions have been formed by reference to our stated priorities.  They establish a
framework to achieve the aims and objectives of this strategy as an integral part of the local transport
plan, (draft) Suffolk transport strategy and in accordance with national and regional strategies.
Together with our marketing and information strategy they form a comprehensive package of
measures.

5.1 Ticketing

The availability of simple, transferable ticketing schemes is an important component in the delivery of
a seamless integrated passenger transport network.  Although many operators in Suffolk offer multi-
journey ticket options, few are valid for use on services run by different operators.  Notable
exceptions do exist, such as the “Anglia plus” and “cheap day return” rail tickets to either Ipswich or
Bury St Edmunds rail stations which include free onward bus travel to the town centre.  The county
council also promotes a “Sunday rover” day ticket for sponsored services to encourage leisure travel
by bus and requires all of its sponsored service operators to accept return tickets issued by other
operators along common sections of route.

The Suffolk Saver concessionary fares card is available for anyone over 60, disabled or who is not
permitted to drive for medical reasons.  The card is a partnership between the county council, who
administer the scheme and the district and borough councils, who fund the scheme.  It can be used
on any bus service in the county and, as part of a national initiative, from April 2006 allows free
travel.

Suffolk County Council is also one of the few authorities in the country to offer concessionary
discounts for young people, through the “Explore” card.  The card provides half fare travel on all bus
and rail services for 5-19 year olds and is intended to help tackle social isolation and to encourage
continued use of passenger transport by young people, through affordable fares.  Directly funded by
the county council, at the time of writing this document around 52,000 cards have been issued to
55% of those eligible with around 2.2 million journeys per annum made using the card.  The card
incorporates a hologram and is part of the British retail consortium’s proof of age standards scheme.
This scheme helps retailers to comply with the law, helps young people prove their age and protects
young people from the risks posed by the purchase of age-restricted goods to which they are not
entitled.
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The intention of the county council is to continue to market and promote the Suffolk Saver
concessionary fares card and Explore card to encourage their use and to act as a catalyst for further
growth in bus patronage throughout the county.

Further opportunities for multi-operator ticketing schemes exist, working in partnership with
operators, district and borough councils and other parties.  The vision is to create simple and
equitable schemes that encourage greater travel by passenger transport and promote accessibility to
key services through provision of affordable travel.  Multi-operator ticketing schemes are considered
particularly beneficial for Ipswich, where two major operators provide commercial services.  There
are currently no options for through ticketing between commercial services run by different operators
in the town and so passengers have the inconvenience (and financial penalty) of purchasing
separate tickets.

The county council is particularly interested in introducing smartcard ticketing technology to the
county, as this would not only provide a platform for the implementation and administration of
schemes but also offer a modern, convenient and highly marketable method of payment for
passengers.  Smartcards also provide far more detailed information on patronage than is possible
through traditional ticketing systems, offering a rich source of data for service planning by both
commercial operators and the county council.  In addition, smartcards enable improved journey times
through the faster boarding of passengers and improved security for drivers through the reduction in
cash fares.  To maximise these benefits, we will migrate the existing Suffolk Saver concessionary
fares card and Explore card into smartcards as part of the general rollout of the technology (it is
already planned to issue students at two schools with Explore smartcards).  We will also look to
integrate other services offered by the county, district and borough councils onto the smartcards (e.g.
leisure services) to fully exploit their potential.

In order to ensure the future interoperability of smartcards in Suffolk with other schemes in the UK,
the system will be compliant with the integrated transport smartcard organisation standards. This will
also permit options for partnerships with neighbouring counties for a regional smartcard system.

The system must however be simple to promote and sell and there should be fair and efficient
allocation of revenue to operators to ensure that they are financially no worse off than if the system
was not operating.

We will continue to support and promote the Explore  card and Suffolk Saver concessionary
fares card providing discounted travel for young pe ople, the elderly and disabled persons.

We will implement smartcard ticketing that complies  with integrated transport smartcard
organisation standards, integrating the operation o f the Suffolk Saver and Explore cards, and
introducing other multi-operator smartcard options for other users.  This will initially be
trialled in one area of the county and, subject to satisfactory operation, gradually rolled out to
the remainder of the county as resources permit.

5.2 Ensuring access to key services

It is considered essential that the county council ensures a
network of passenger transport provision exists throughout
the county, meeting the needs of its population, particularly
for those who are reliant upon passenger transport for
access to key services.

The county council has started a series of local area service
reviews, to improve the way it provides sponsored bus
services and community transport.  Information from current
and potential users and local businesses helps identify needs
that are used to develop service timetables and contracts.
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The county has been split into a total of thirty review areas with six areas reviewed each year, one
area every two months.  This ensures that services for the whole county will be reviewed during the
5-year life of this strategy.  Not only will this help align services around user needs but it will stagger
the development, issuing and renewal of contracts.  This provides a more effective, efficient and
considered approach to contracts, including integration with the commercial network.

In common with many authorities, the county council used minimum service levels as our measure of
accessibility for the previous local transport plan (2001-2006).  This provided a comparison of service
provision in each parish with targets based upon population.  Although this proved beneficial in
identifying areas of low service provision, a number of issues nevertheless arose from its use.  In
particular, whilst minimum service levels ensured a minimum level of mobility in each parish, it did not
inherently achieve access to key services.

Consequently for this bus strategy the county council will replace minimum service levels with
analysis based upon accessibility planning software, which is more able to make the link between
service provision and access to key services.  This method will also enable fuller analysis of the
impact of demand responsive transport and other community transport services that will become
increasingly prevalent in the county.  Accessibility assessments will be undertaken as part of each
area service review.

In each area service review existing commercial and sponsored bus services, together with all
community transport and rail services will be analysed to determine current passenger transport
provision and usage in each parish.  All feedback recorded on services in the area will be considered
and other communication channels, including locally held forums, will help determine current and
future needs and the aspirations of residents.  Business in each area will also be contacted to help
establish shift patterns and localities of employees.

Based upon this information, the findings of the accessibility assessment, and the local accessibility
action plan, the county council will implement
improvements to the sponsored and community
transport network.  Whilst each will vary due to the
individual characteristics and requirements, the
general mechanism underpinning this process will
be an upgrading of bus services along corridors
and the use of demand responsive transport and
other community transport services to act as
connecting feeders into these routes.

Although the county council cannot directly
influence commercial service provision, operators
of these services will be encouraged to fully
engage in the area review process.

It is recognised that addressing accessibility issues will also require co-operation and joint working
with neighbouring authorities. This is particularly relevant for border areas, as key services are often
located outside of the county boundary. To this end, the county council has agreed to work towards
forming a working partnership with Essex County Council to improve transport links between the two
counties, including joint working on area reviews. Potential enhancements arising from the
partnership include improvements to cross boundary demand responsive transport provision.

We will continue to develop our local area reviews to improve our market intelligence for the
planning of services.  A rolling programme will rev iew services throughout the county.

We will provide better opportunities to access empl oyment, education, health, shopping and
leisure by passenger transport in the county.  With  particular emphasis on rural settlements,
we will use accessibility planning software to iden tify areas where access to key services is
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currently poor by passenger transport and will seek  to improve services  in these areas
through provision of demand responsive transport an d other community transport services.

In order to effectively address accessibility issue s for border areas of the county we will
develop joint working partnerships with neighbourin g authorities.

This work will be undertaken in partnership with ou r implementation of the accessibility
strategy and will help to deliver the local accessi bility action plans

5.3 Community transport

Passenger transport in Suffolk will continue to be augmented by community transport operations.
Only a minority of this activity will be timetabled buses.

Community transport in the county is nearly all
delivered by operators in the voluntary sector.
Indeed traditionally they have relied very heavily
on volunteer drivers. Equally established is the
supply of passenger journeys to Suffolk people
who have difficulty accessing scheduled buses.
The development of these services is described
fully in the next two sections.

The Suffolk operators have been and largely will
remain dependent upon smaller vehicles, to be
precise a maximum of sixteen passengers per
vehicle. Such small vehicles mean that the
volunteer drivers have been essential to make
the services viable. Fortunately the voluntary

sector does not have a shareholder base to pay a dividend. Nevertheless each dial-a-ride or
community car service is a quality service and therefore requires financial support.  It is mainly
Suffolk County Council that is looked to for the necessary funding.

The county council supports community transport operators by working in partnership with local
service providers, supplying training for administrators and drivers and funding under service level
agreements.   Service level agreements will detail the nature of the services that the county council
needs to purchase in order to improve accessibility.  In many cases, a single agreement may not fully
support the existence of a community transport operation, nor might it fully meet local needs as
identified by the operator.  The county council seeks to realise the potential for operators to attract
other work (social care & health transport, special educational needs, community use, etc.).  This will
improve the operators’ financial stability, improve the cost effectiveness of each service and help
build capacity for further development.

Another constraint on voluntary sector work is the question of vehicle replacement.  The county
council seeks to provide or replace vehicles, in consultation with the operators, and retain ownership.
This has the benefit of a more consistent quality of vehicle, single source vehicle maintenance and
potential savings in terms of procurement and running costs (e.g. insurance).

Some operations straddle boundaries with other counties and the equivalent officers of those
counties are encouraged to work schemes in extended partnerships with the operators.

Most of the operators have extensive experience of booking passenger journeys.  This achieves an
efficiency that is essential when tailoring a service to a dispersed population that retains its
individuality (and therefore its diverse needs).  Most services, however, require a minimum prior
notice for a journey of between 24 and 48 hours.  This is a barrier to the use of community transport
services by a broader market.
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5.4 Dial-a-ride

Minibuses will continue to provide quality journeys to passengers who have difficulty accessing buses
and trains either through their personal mobility limitations or the remoteness of their journey’s
beginning or destination.  These are usually marketed as dial-a-ride services.

Each dial-a-ride will continue to advertise the:
·  Times when it can be booked
·  Times when it performs journeys
·  Quality standards for the service it offers

While in some areas dial-a-ride will be only available for people of limited mobility, it is seen to be
increasingly a facility for a broader market.  These services are typically available in and around
market towns.

Dial-a-ride services are ‘deficit’ funded in that the cost to the County Council is the difference
between the agreed predicted expenditure and the agreed predicted income.   The service level
agreements allow for any agreed surplus to be carried forward and any agreed shortfall to be made
good.

Minibuses will be operated to good standards, including driver training to ensure safe travel for all
passengers, regardless of needs.

Dial-a-ride services do not, normally, offer journeys to hospital appointments nor is it well suited to
regular journeys to work, school, day centres etc.  There is potential for this to be reviewed.

5.5 Community car services

The car services provide quality journeys to isolated individuals.  The county council supports these
services in many ways:
·  Financial support for every mile a volunteer driver travels reduces the cost to the passenger
·  The car service itself receives an administration budget
·  Some training in customer service and understanding is given to the volunteers
·  A small fleet of accessible cars are made available for voluntary sector groups to operate car

based services which are fully accessible.

Suffolk County Council thus achieves a certain degree of standardised excellence across all
community car services.

The county council is engaged in initiatives with health authorities to assist transport passengers to
hospital appointments.  Already car services play a considerable part in carrying patients to and from
health facilities. At present, patients are only subsidised in their travel to primary care facilities.

We will continue our support to the voluntary
sector and other organisations, enabling them to
continue to provide high quality community
transport services for those who have difficulty
accessing other passenger transport services.
We will continue to seek opportunities to expand
the availability of community transport services,
although this is likely to be constrained by the
availability of sufficient numbers of volunteers.

In order to maintain service standards we will
work with community transport operators to
establish a rolling programme for fleet renewals.
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5.6 Demand responsive transport

Provision of conventional local bus services can be
expensive to finance, particularly where usage is
relatively light.  In view of this, the county council has
begun to increase the presence of more flexible
demand responsive services, which have the potential
to enhance service levels whilst using fewer vehicles.
Within Suffolk the community transport sector has
provided successful dial-a-ride and community car
schemes for a number of years, although these have
principally been for mobility-impaired users unable to
use conventional bus services.  More recently, demand
responsive services have been developed, which are
open to a broader market.

As part of our area review process to improve accessibility in the county, it is planned to
progressively increase the availability of demand responsive services in Suffolk.  This will consist of
either revisions to the scope or scale of existing schemes, or establishing new schemes depending
upon the specific needs identified.

Projects in the county have piloted the use of salaried drivers.  In nearly all instances this has proved
to boost the patronage figures.  It is planned to make much more use of demand responsive
transport with salaried drivers in the county.  This will enable operators to provide extensive cover
daily (typically 07.00 to 19.00, Mondays to Saturdays).  It will provide an alternative to timetabled bus
services where the patronage is insufficient to commit resources to a fleet of large buses.  At times
when journey requests are very low the use of taxi providers may also provide more cost-effective
service provision.

These service enhancements, with greater opportunities to travel, will be marketed to the public.
Demand responsive transport may provide some journeys from beginning to end, however its
potential is much greater. For example:

Passengers are able to synchronise with scheduled bus and train services that go further afield
(feeder journeys).  Passengers have greater choice on the direction and destination of their journeys.
Smaller hamlets, which have never merited a bus service, can now be reached.

Demand responsive transport is a new concept for residents in Suffolk and by necessity the county
council will have to commit resources to promote it.

In order to facilitate the increased provision of
demand responsive transport and to reduce the lead
time required to make bookings by passengers, the
potential of technologies such as vehicle tracking,
communication technology and scheduling solutions
will be examined.  This will provide an opportunity to
examine any synergies between scheduling,
telematics, urban traffic management control, real
time passenger information, smartcards and data
management.
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Although the provision of demand responsive transport has, to date, been provided by the community
transport sector, there is an opportunity for taxi operators to provide them.  There may also be an
opportunity to work in partnership with the district and borough councils and taxi operators to provide
additional capacity at peak times, which will help build the market for licensed taxi use.

Where existing conventional bus services are experi encing high costs per passenger, the
county council will implement replacement demand re sponsive transport schemes where they
are shown to enhance existing service levels and be  a more cost effective transport solution.

Through the area review process, we will co-ordinat e this with work undertaken for the
accessibility strategy in identifying areas with po or access to key services, such as
healthcare or education facilities, and will implem ent schemes that improve accessibility in
these areas as a priority.

5.7 Service co-ordination

Through the implementation of our last bus strategy the county council has already made significant
progress towards improving the number of bus-to-bus and bus-to-rail interchange opportunities in the
county.  Examples include the Buzabout network, which operates on the Shotley peninsula and is an
integrated community car, dial-a-ride and fixed route bus service (which also connects with the foot
ferry to Harwich and Felixstowe).  The sponsored bus service 521 operates between Aldeburgh and
Southwold and is designed to allow interchange with rail services to Ipswich and Lowestoft at
Halesworth and Saxmundham rail stations.

In order to improve opportunities to access key services we will
strengthen our existing approach for the duration of this strategy.
We will improve the design of sponsored services to allow more
opportunities for interchange with other passenger transport
services, where this can reasonably achieved alongside other
service requirements.  We will also work in partnership with
commercial bus services and rail, ferry and taxi operators to increase
the number of formal interchange opportunities and to market them
to potential users.  Where possible, service co-ordination will take
place in tandem with the implementation of through ticketing and
smartcard initiatives for maximum benefit to passengers.

Although interchange opportunities will largely centre on traditional
hubs such as bus or rail stations, there will also be the continued
development of ‘virtual interchanges’ at other locations (typically
more rural) to fully exploit the potential for service interchange.  This
will particularly be the case for demand responsive services acting
as feeders into direct fixed route bus services (such as the Club 88
service, which connects neighbouring rural villages with the
commercially operated route 88 between Stowmarket and Ipswich at
Needham Market.)

We will design the sponsored bus network to allow f or increased formal interchange
opportunities with other services, including train services where appropriate.  We will ensure
that facilities at these locations allow passengers  to wait for connecting services in safety and
comfort and that appropriate communication exists t o advise passengers of any delays to
their onward journey.

We will form partnerships with commercial bus, rail , ferry and taxi operators to increase the
number of interchange opportunities in the county.  We will implement this policy in tandem
with the implementation of our ticketing strategy t o maximise added value for travellers.
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5.8 Service procurement & in-house vehicle utilisat ion

As would be anticipated of a forward thinking beacon status authority, Suffolk County Council is
undertaking an ongoing process to improve service procurement for the county.  This process has
the twin aims of ensuring that provision meets both demand and value-for-money criteria.

In order to facilitate more efficient working,
responsibility for transport was brought together
into a single integrated passenger transport unit
in April 2005, combining the resources of
education, social care and public transport to
maximise the co-ordination of service planning
and procurement.  Consultants KPMG also
undertook a comprehensive review of procedures
on behalf of the county council.  This largely
endorsed established practices, including our
strategy of simplifying routes for sponsored public
bus services and replacing some existing services with small bus or demand responsive feeders, but
also made a number of additional key recommendations.  The findings of the review have shaped our
approach to service procurement and in-house vehicle utilisation for this strategy.

The in-house education fleet is being modernised through an accelerated renewals programme
funded from prudential borrowing.  The current fleet of acquired coaches used for home to school
transport will be largely replaced with a mixture of purpose built coaches and low floor buses built to
a multi-purpose specification, including seat belts and 3 plus 2 seating.  They will not only help
reduce maintenance costs and enhance the quality of service provided for their core role but
additionally, as they are suitable for performing a number of functions throughout the day, their
overall use can be significantly increased.  They will help the county council meet the increased
education travel demands arising from forthcoming changes to secondary and post 16 education,
and in particular the increased specialisation at different educational establishments, but will also
open up greatly improved opportunities for their use on off-peak rural public bus services.

It is also planned to bring together planning, commissioning and in-house provision of education and
social care transport.  This will improve routing efficiency and vehicle utilisation.  It is expected that
this will lead to a more varied in-house fleet, better able to address the diverse needs of service
users.  A combined fleet should also provide additional opportunities to create demand responsive
services outside peak education and social care demand periods.

The in-house fleet currently provides around
10% of the county council’s home to school
requirements.  Historically this has been
deployed in set areas with external operators
tendering for the remaining work.  Although the
proportion of work undertaken by the in-house
fleet will remain a similar proportion, how this
resource will be deployed is to be revised.  In
order to ensure that the fleet is providing value
for money and deployed in the most
advantageous way for the county, the in-house
fleet will operate on a commercial basis and will
bid for work alongside external operators.



Suffolk bus strategy Page 19 of 47

An ‘area package’ approach, combining both public bus and schools work will also be piloted to
establish whether this achieves better value for money than the current procedure of individual
tendering.  An area to the North and West of Ipswich has been selected for this trial, which will take
place in autumn 2006.  Should this prove successful the approach will be adopted elsewhere.

We will continue to challenge conventional thinking  and explore new and innovative ways to
provide transport services that contribute to meeti ng our accessibility and congestion targets
as well as our statutory transport requirements, in  a cost efficient and effective manner.

We will modernise our in-house fleet and increase v ehicle utilisation through improved co-
ordination by the passenger transport unit.  This w ill include increased opportunities to
deploy the in-house fleet on local bus services whe re this provides the best value for money
option for the county council.

5.9 Quality bus partnerships

Although the provision of commercial services is largely within the control of bus operators, these
services still involve the use of the highway and on street furniture.  Consequently the overall bus
product is not entirely in the control of any one party.  Quality bus partnerships are a mechanism for
operators, local authorities and other interested parties to work together to meet common objectives
and to raise the overall quality of the travel experience for passengers on commercial services.

The county council pioneered this
concept through the hugely successful
Superoute 66, which is an informal
partnership with bus operator First.
Superoute 66 operates a 24-hour
service and links the centre of Ipswich
with a major new housing development
in Kesgrave and the Adastral technology
park in Martlesham.   New shelters and
stops incorporating real time passenger
information were introduced for its
launch and a small section of guided
busway connects the new housing
development with neighbouring areas.
Buses used on the service have been regularly updated and, as demand has grown, have
progressively graduated from the initial allocation of midi buses to the double deckers currently in
use.  The service has grown by 64% since starting in 1995 and carried 1 million passengers in
2004/2005.

The Bury St Edmunds “shuttle” town network has operated under a quality bus partnership
agreement since 2000 and is a partnership between the Suffolk County Council, St Edmundsbury
Borough Council and operator First.  This has primarily focused on ensuring minimum standards for
service components such as network coverage, frequencies, town centre reliability and the use of a
dedicated fleet of low floor vehicles.  Some infrastructure upgrades, including increased shelter
provision by the borough council, were also implemented.

Whilst this partnership has not resulted in significant market growth, it has helped to stabilise
patronage on these services, which carry over ¾ million passengers per annum, and has provided a
platform for issues to be raised and addressed through the partnership approach.

In order to encourage greater use of bus services (and in particular to encourage a modal shift from
car use), it is important that the actual and perceived standards of service provision are continuously
raised.  The county council considers that the quality bus partnership approach provides the most
appropriate mechanism to achieve this, and intends to continue to work with bus operators, district
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and borough councils and other relevant parties to grow a network of quality bus partnership services
in the county.

Quality bus partnership arrangements are most likely to be achieved for services within and between
the major urban areas of Suffolk, as these are where the majority of commercial services are
operated and also offer the greatest potential for growth.  However the county council will consider
opportunities outside of these areas where approached to do so by operators.

Whilst the exact specification of each quality bus partnership will vary due to the individual
characteristics and prevailing performance of each route, the emphasis for all quality bus
partnerships will remain focused upon quality standards in order to provide a marketable product that
can help make it the mode of choice, attracting new and retaining existing users.  The vision is to
provide a sustainable and quality alternative to the car.

All quality bus partnership schemes will include a review of the following components:

·  service levels (frequency and operating periods).
·  routing (including demand responsive feeder services).
·  cost/fares (ensuring that they are easy to understand, are perceived as value for money and

where possible offer through ticketing and smartcards).
·  stop facilities & locations.
·  information & marketing (including real time passenger information displays).
·  reliability & punctuality (including implementation of bus priority measures, if required, and a

review of existing timetable schedules).
·  vehicle standards (including low floor accessibility and vehicle emission standards).

Each quality bus partnership agreement will involve a commitment from the operator(s) in vehicle and
service standards, whilst the county council, in partnership with the district and borough councils, will
largely focus on the on street operating environment, including bus priority measures where required,
and the provision of high quality stop infrastructure.

Where operators along identified corridors are unwilling to pursue quality bus partnerships, the
county council will instead look to implement either a statutory quality bus partnership or quality
contract, as appropriate, to ensure that the required standards are met by all parties.

We will seek opportunities with operators to develo p new quality partnership schemes and
will refresh and re-launch existing schemes where r equired to boost growth.  Schemes will be
centred on the major urban centres of Bury St Edmun ds, Lowestoft and Ipswich and along
corridors that have been identified as offering the  greatest potential for realising patronage
growth and modal shift.

We will establish a multi-operator quality bus part nership covering all services within Ipswich
as part of the ‘Ipswich – transport for the 21 st century’ major scheme.  This will ensure
comprehensive quality standards for services in the  town.  We will also work with
Cambridgeshire County Council to develop quality bu s partnership schemes for key corridors
into Cambridge as part of the regional strategy to relieve congestion along the A14.

During this five-year bus strategy we aim is to dev elop five quality bus partnership schemes
in the county.
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5.10 Kickstart schemes

Kickstart is a recent innovation where funding is made available to pump-prime support for new bus
services, or bus service improvements, with the objective of being self-sustaining at the end of the
Kickstart support period.  The intention is to focus funding on services that will contribute to the
overall objectives of increasing bus patronage and developing bus services as an alternative to car
use.

The county council was successful with its bid to the Department for Transport in the Kickstart bus
challenge competition held in 2005.  Service 55 will connect the Blakenham Park housing
development and its neighbouring superstore with Ipswich railway station, the town centre and the
Ipswich village development and employment area.  It is planned for the service to commence in
2006, with Kickstart funds supporting the service for the first three years of operation.  It is proposed
that a high profile alternative fuelled vehicle will operate the service.

As part of our strategy to achieve patronage growth, the county council is keen to work with operators
in the county to identify and develop further Kickstart proposals.  Although there are currently no
plans by the Department for Transport for further Kickstart bus challenge competitions, there may be
other funding opportunities for further schemes in the county, such as the pooling of section 106
developer contributions.

We will work with the service operator to implement  Service 55.   We will investigate the
potential for further Kickstart funding of new or e nhanced services in the county.

5.11 Park and ride

Currently Suffolk has three permanent park and ride sites serving Ipswich.  They are an integral part
of our approach to relieving congestion in the town and their success is reflected in annual patronage
growth at each site.  In 2004/5 the three sites collectively carried 1.2 million passengers and the
services were awarded charter mark status in 2001.  The third site at Martlesham was designed and
built using state of the art sustainable materials and building methods.  Customer satisfaction is very

high and we often receive comments that we
provide one of the best services in the
country.  Two temporary sites funded by
Waveney District Council also operate each
year for the Lowestoft air show and carry
around 15,000 visitors over the two days of
the show.

In parallel with demand management
measures, including car park management
and pricing, park and ride services will
continue to be developed in Suffolk and the
potential for new sites explored, including
other towns in the county.  Options for the

development of a fourth and fifth park and ride site for Ipswich already exist, however these are
unlikely to be progressed further during the period covered by this strategy as there is sufficient
capacity available at the existing sites to accommodate predicted growth.

The county council is piloting a feeder service to one of the Ipswich park and ride services.
Sponsored services 106/108 from Boxford via Hadleigh currently feed the London Road site.  This
allows more return journeys to be made to Ipswich each day on a single bus contract, plus it reduces
congestion a little in Ipswich at peak times.  We are monitoring patronage to see whether an increase
in patronage due to more opportunities to travel will offset any reduction in passengers due to the
increased journey time because of the interchange.  The county council will use these findings to
consider adopting additional park and ride feeder services including demand responsive transport.
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Where additional sites are shown to be viable and contributing to our congestion reduction strategies
the county council will seek to implement them subject to securing the necessary funding.

We will continue to market and promote the three Ip swich park & ride services in order
maintain patronage growth.

We will work with developers and district/borough c ouncils to explore the potential for
introducing park and ride services for other towns in the county.

5.12 Passenger waiting environment (bus stops & sta tions)

The waiting environment for passengers performs a number of functions.  Its major role is to provide
an appropriate point for intending passengers to await the arrival of their service and for the safe
boarding and alighting of vehicles by passengers.  The waiting environment can be enhanced
through the provision of infrastructure such as shelters to protect users from the weather, or stop
flags and timetables that help to reassure passengers that they are waiting at the correct location and
that their planned journey is available.

A further aspect, often overlooked, is that waiting infrastructure is the only permanent reminder of the
availability of bus services in an area.  As such it can be viewed as a potentially powerful marketing
tool.  Information provision at stops can help encourage (or discourage) new users.  Similarly the
quality and condition of stop infrastructure can either help break or reinforce existing perceptions on
the quality of bus services for both users and non-users.

Bus stations exist at major interchange points in the county including two in Ipswich (serving ‘town’
and ‘country’ routes respectively), Bury St Edmunds (jointly funded by the borough and county
councils), Lowestoft, Haverhill and Newmarket.  A new station has also been constructed at
Mildenhall funded by Forest Heath District Council.  Smaller facilities also exist at Hadleigh, Sudbury
and Beccles.  Not all of the sites are staffed and the general facilities on offer to passengers are
variable.  Ownership of the various sites is split between district and borough councils, property
companies and the county council (part of one site only).

The increased provision of connecting services and in particular demand responsive transport feeder
services will result in an increase in the number of ‘virtual interchanges’ at other locations.  It is
important that facilities at these points are sufficient to allow for passengers to wait for connecting
services in comfort and safety, if interchange opportunities to be made use of by travellers.

In common with many authorities, bus stop infrastructure in Suffolk is provided through a number of
sources.  Most commonly bus stop flags and timetable cases/information are supplied by either the
operator or the county council, whilst bus shelters are provided though district and parish councils.
The county council has in recent times provided additional funding for
shelters at locations where they would otherwise not be provided by other
bodies.  Other infrastructure, such as hard standing areas and raised
kerbs for Disability Discrimination Act (1995) compliant access to low-floor
vehicles, are provided by the county council.  This mix of infrastructure
providers has historically resulted in a wide range of styles and standards
being applied at different locations.

In order to improve the general waiting environment for passengers in the
East of the county, the county council has recently entered into a
partnership agreement for the maintenance and upgrade of timetable
cases and flags with First, which is the major operator in the area.  Under
the partnership, all marked stopping points are being assessed and
timetable cases and flags that are either non-standard or are in a sub-
standard condition are either being refurbished or renewed.  The county
council and First are jointly funding replacement infrastructure.  Timetable
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inserts for cases are produced by the county council, ensuring a common standard of presentation
and First provide the staffing resources to put these out at the stops concerned.  The county council
is keen to explore the possibility of similar arrangements with operators to the west of the county.

In addition, the county council has a rolling programme to introduce
raised kerbs at marked stops to meet Disability Discrimination Act
(1995) standards (targeted along routes where low floor accessible
vehicles operate).  We will also continue to support both district and
parish councils to build on the progress already achieved in
increasing and improving shelter provision in their respective areas.
Ipswich Borough Council and St Edmundsbury Borough Council
additionally work in close partnership with the county council on
other infrastructure matters in Ipswich and Bury St Edmunds through
their role as highways management agents on behalf of the county
council.

There may also exist further opportunities for the renewal or
refurbishment of existing bus stations in partnership with their
owners, as has occurred for Mildenhall bus station. The upgrading of
both bus stations in Ipswich forms a key part of the ‘Ipswich -
transport fit for the 21st century’ major scheme.

The vision is to progressively raise the waiting environment
standards throughout the county ensuring that all marked stopping
points meet minimum standards of condition, accessibility and
information provision.

Around half of the 6,000 recognised bus stopping points in the county are currently unmarked.  Whilst
the rural nature of Suffolk means that the location and frequency of services at many of these points
are inappropriate for stop infrastructure, the county council will seek to provide waiting facilities where
either the volume of users warrants a more formal waiting environment, where requested by users, or
where it is considered advisable on safety grounds.

We will work with operators, district and parish co uncils to ensure that all marked bus stops
in Suffolk meet (at least) minimum standards and wi ll work to progressively raise these
standards.

As part of our information and marketing strategy w e will ensure that by 2011 all marked
stops display their stop name, the Traveline teleph one number and short message service
code (see section 6 for further information on thes e initiatives).

We will continue to implement a rolling programme t o install raised kerbs compliant with the
Disability Discrimination Act (1995) at stops and w ill progressively add additional bus stop
flags and timetable cases.  We aim to eventually ha ve a flag and timetable case for every
marked stop.  We will ensure that all stops used by  quality bus partnership services meet
these standards from their commencement.

We will also continue to seek opportunities for the  replacement or refurbishment of bus
stations in Suffolk in partnership with their owner s.

5.13 Land development

Where significant residential or commercial development is proposed in Suffolk, the county council
seeks to ensure that the development is, or is capable of being, well served by passenger transport.
Should existing passenger transport provision be inadequate to serve the development, section 106
developer contributions will be sought to secure the necessary enhancements.
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It is considered crucial that passenger transport provision is available at developments from their first
day of use in order to establish sustainable travel habits from the outset and to ensure their
accessibility for those who are unable to access them by other modes.

The county council will seek to direct section 106 contributions towards Kickstart style schemes
where appropriate, to encourage the development of schemes that will be self-sustaining at the end
of the developer support.

We will work with land use planning authorities to ensure developments in Suffolk are
sufficiently served by passenger transport.

We will ensure that appropriate levels of developer  contributions are secured and that these
resources are fully co-ordinated and targeted towar ds schemes to encourage long-term
sustainable travel.

5.14 Urban traffic management control and automatic  vehicle location

In order to retain and attract users to bus services, it is important that high standards of punctuality
and reliability are achieved.  In congested areas traffic management measures are essential if
services are to progress quickly and smoothly at all times.

Suffolk County Council is currently proceeding with the south Lowestoft relief road scheduled for
completion in 2006, which will remove traffic from the currently heavily congested London Road
South route into Lowestoft.  This, combined with the implementation of urban traffic management
control for the town, will provide significant improvements to the reliability of bus services in the area.

In addition, around 30 vehicles that operate services into and within the town will have vehicle
tracking equipment installed as part of a comprehensive automatic vehicle location system covering
all routes in the area.  This will allow better monitoring of the progress of vehicles and the marshalling
of regular services by operators to maintain and improve reliability for passengers, as well as
enhancing information provision to users through real time passenger information.

Both the urban traffic management control and automatic vehicle location systems for Lowestoft will
be operated by a common database allowing for the integration of data streams on a single computer
server.  The database will have the capacity for expansion of both measures to the remainder of the
county.  The automatic vehicle location system will be compliant to the real time information group
data standards.  This will permit compatibility with systems for Norfolk and Cambridgeshire, which will
allow the exchange of relevant data for cross boundary services.  This is particularly relevant for
localities such as Lowestoft, which, due to its close proximity to the county of Norfolk, has a number
of bus routes that operate to and from Norfolk destinations.

Proposals for the implementation of urban traffic management control and automatic vehicle location
are included in the ‘Ipswich - transport fit for the 21st century’ major scheme.  Implementation of
these measures will improve reliability of services and provide a platform for future growth of
patronage into and out of Ipswich, which already accounts for 70% of total journeys in the county.

We will implement urban traffic management control and automatic vehicle location in
Lowestoft and Ipswich (as part of the ‘Ipswich – tr ansport fit for the 21 st century’ major
scheme) in order to aid operators in meeting high s tandards of punctuality and reliability for
services into and within these towns.

We will progressively extend these benefits to othe r areas of the county as funding
opportunities permit.  Priority will be given to th ose areas where reliability issues are
identified and where operators enter into bus punct uality improvement partnerships with the
county council.
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5.15 Bus punctuality improvement partnerships

If we are to encourage a significant modal shift towards bus travel from other modes it is essential
that services meet very high standards of punctuality and reliability.

Suffolk County Council has undertaken regular monitoring work at key locations throughout the
county in order to assess the current position and this is summarised in the table below:

 Bus punctuality by area surveyed 2003 - 2005

2003 2004 2005 % Change
from 2004

Lowestoft 96.5% 91% 93.4% +2.4%

Ipswich (Tower Ramparts) Monday – Friday 95.1% 94% 94.5% +0.5%

Ipswich (Old Cattle Market) Monday - Friday 92.1% 91.3% 89.6% -1.7%

Bury St Edmunds 92.1% 82.8% 90% +7.2%

Sudbury 92.9% 92% 93.1% +1.1%

Ipswich (Tower Ramparts) Saturday 99.3% 97.5% 98.2% +0.7%

Ipswich (Old Cattle Market) Saturday 87.2% 85.1% 89.6% +4.5%

Analysis of the survey findings shows that in 2005 the levels of punctuality largely improved from
2004 with only one site recording a decline compared with the previous year.  A significant
improvement was experienced for services within Bury St Edmunds, although they still remain
amongst the poorest performers.   Whilst this is clearly overall a positive outcome, it should however
be noted that these results are generally a recovery back towards those found in the 2003 survey.

 Bus punctuality & reliability within Suffolk 2003 - 2005

2003 2004 2005 % Change
from 2004

Punctuality 94.0% 91.7% 93.1% +1.4%

Reliability 99.7% 99.3% 98.9% -0.4%

Analysis for the county as a whole indicates that there is a relatively high level of punctuality and
reliability of bus services and that this is also a comparatively stable trend.

For this strategy our measure of punctuality will however place increased emphasis on measurement
at intermediate timing points, and in particular non-timing points, as well as for buses starting and
finishing their routes.  Evidence suggests that punctuality at intermediate points is much harder to
achieve due to traffic congestion and other factors encountered on route.

The traffic commissioner’s benchmark standard for reliability is set at 99.5% of scheduled mileage (to
be operated) and for punctuality it is 95% (buses departing within a window of no more than 1 minute
early and no more than 5 minutes late).  The traffic commissioner’s approach towards enforcement of
this standard does however recognise that attaining it is much more difficult along the route than at
its start and finish points.  Consequently the penalties imposed by the traffic commissioner on
operators found failing to meet the 95% standard at intermediate timing points are reduced for
punctuality of between 70% and 95% along a route (i.e. any other timing point than the start or finish
of the route).  Our own target for overall punctuality for this strategy is centred on the related
Department for Transport target of 90% punctuality, which includes non-timing points.
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Although our existing survey findings already compare favourably against these targets, it is
recognised that the new methodology for measurement (from 2006/7) will make these levels much
harder to achieve and is likely to require significant additional action by operators and the county
council to attain.  Our strategy to maintain and improve overall punctuality levels experienced in the
county is to address specific issues through punctuality improvement partnerships with operators and
in consultation with the Office of the Traffic Commissioner, who will give credit to operators who have
entered into a punctuality improvement partnership when monitoring performance.

Although the precise nature of each punctuality improvement partnership will be determined by local
circumstances, the objective of each will be to address issues by providing a platform for operators to
share service performance data with the county council.  This enables the partnership to highlight
problem areas requiring attention, with the intention of developing appropriate remedial measures
(such as timetable design, bus priority measures and ticketing schemes).  It is considered that
through addressing punctuality issues, reliability performance will also be enhanced as the two
issues are often intertwined.

In view of the current levels of punctuality being achieved, it would seem a stretching but realistic
goal to raise service punctuality covered by each punctuality improvement partnership to our overall
target level of 90%.  However those covering the poorest performing areas or routes are only likely to
be able to achieve this after a period of development.  This target would therefore be reached
through a staged approach of annual incremental improvements.

Whilst the county council will focus its attention on developing punctuality improvement partnerships
with operators it is recognised that they may not be the most appropriate solution for every scenario.
In particular, the county council will only be able to consider entering into a punctuality improvement
partnership agreement where it can be demonstrated through service performance data that a
significant proportion of the issues involved are outside of the operator’s direct control.

We will continue to work in partnership with bus op erators to improve the overall punctuality
of bus services in the county.

Where a significant proportion of punctuality issue s are identified as being outside of the
direct control of an operator, the county council a nd the operator will enter into punctuality
improvement partnerships to address issues and to r aise punctuality levels for these services
up to our 90% benchmark standard.

5.16 Vehicle emission standards

The county council is keen to promote improved operator investment in modern fleets of vehicles for
the county.  In order to facilitate this, we will work in partnership with operators to grow the market for
services through measures such as quality bus partnerships and marketing campaigns, to provide
the commercial justification for increased investment.  In addition, the county council seeks to
achieve the best vehicle standards possible for its
sponsored services, has commenced a renewal
programme for its in house fleet and is working
with community transport providers to achieve a
rolling programme of fleet renewal.

As well as providing benefits to users in terms of
improved accessibility and general improvement to
the ambience of their travel experience, modern
vehicles are required to meet stringent vehicle
emission standards (currently Euro IV for new
vehicles).
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In addition, Suffolk County Council is helping promote the use of alternative fuelled vehicles that
provide further reductions in emissions, including the use of an alternative fuelled vehicle on the high
profile Ipswich free shuttle service.

The Kickstart funded service 55, operating between the Blakenham Park housing development and
the centre of Ipswich will also feature use of an alternative fuelled vehicle.  This service is scheduled
to commence in 2006.

We will continue to work in partnership with operat ors to achieve modern operating fleets
meeting stringent vehicle emission standards, contr ibuting to the county council’s overall
environmental targets.

We will continue to promote the use of lower emissi on alternative fuelled vehicles where
funding opportunities for these are available.

5.17 Green travel plans

We have developed a number of green travel plans with businesses in the county.  The county
council’s own travel plan is evidence of what can be achieved through business travel planning.  The
centrepiece of the plan was to introduce employee car parking charges, the revenue from which is
used to fund travel plan initiatives such as the free shuttle bus between Suffolk County Council’s
headquarters, Endeavour House, and key sites in Ipswich. The shuttle bus service is also available to
members of the public allowing them to take advantage of the service for journeys to and from work
or within the town centre.  Other aspects of the travel plan include bus and rail discounts for
employee journeys to work.

Results from the most recent (June 2005) annual travel survey showed that:

·  26% of respondents had changed their mode of
travel to work in the year.

·  use of park and ride services rose from 2% to
5%.

·  bus use had risen from 9% to 13%.
·  use of the shuttle bus up to 130,000 passengers

per annum.

We now need to explore opportunities for
encouraging greater use of passenger transport by
developing more green travel plans with major
employers, especially in the larger towns.

We will continue to increase the number of green tr avel plans with businesses in the county.
We will seek to co-ordinate the promotion of bus tr avel options with our marketing campaigns
(see section 6 for further information on these), t o maximise added value.  We will also help
district and borough councils provide information o n bus travel through their green travel
initiatives.

5.18 School travel plans

Between 1999 and 2004 the county council invested around £2 million of engineering works and
£250,000 of safety education at around 150 schools in Suffolk through our safely to school
programmes.
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In 2004 we turned to school travel planning as a more cost-effective and consultative way of
improving safety and encouraging more children to catch the bus to school as well as walk or cycle.
This has proved very successful in getting people to consider sustainable travel modes as a real
alternative.

To date, nearly 70 school travel plans have been completed, and by 2010 every school in Suffolk will
be covered by a travel plan.

We will continue to encourage greater travel to sch ool by bus through school travel plans.
We will also explore other options to encourage stu dents to travel to school by bus as well as
other sustainable modes.

5.19 Public transport reference group and user repr esentation

The reference group will provide a forum for the stakeholders in passenger transport provision.
Operators, rail companies, district and borough councils, users and other service providers will all
participate in the countywide body.  The reference group will address forward strategic planning,
monitor the implementation of the bus strategies and provide the consultative mechanism for
statutory measures.  The group will meet at Endeavour House in Ipswich either once or twice a year
or when the need arises.

Four area management groups will address forward planning and major projects.  Issues from these
groups will then be passed to the reference group.  All public transport operators should attend these
meetings in the respective area.  Each management group will meet three times a year.  The East
area covers Waveney and Suffolk Coastal.  Central covers Mid Suffolk and Babergh.  West covers St
Edmundsbury and Forest Heath.  Ipswich is the fourth area.

Local monitoring groups in areas across the county will give an additional opportunity to local parish
representatives, users groups and community transport forums to feedback on public transport in
their area.  These will be in addition to the county council’s area reviews.  A representative from each
of the monitoring groups will attend the appropriate management group.

We will consult stakeholders about the delivery of the local transport plan and bus strategy
through the Public transport reference group and as sociated management groups and local
monitoring groups.
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5.20 Customer satisfaction helpline

The county council has established a ‘one stop shop’
single point of enquiry for Suffolk County Council and Mid
Suffolk District Council services through its three public
access channels.  Suffolk people can make enquiries,
report problems, pay bills and get information on over 300
services either face to face, by telephone or through a
transactional web site.

The county council wishes to extend this service to
provide a complaints and satisfaction helpline for feedback
on all bus and community transport services in the county.
This will help overcome confusion for users over whom
they need to initially contact to air issues and allows for a
consistency in the quality of service provided for travellers.
Issues not under the direct control of the county council
will be forwarded to the relevant operator for action.

This will also allow for central monitoring of issues for both the commercial and sponsored network
and will help flag common issues for remedial action by operators, the county council and the Office
of the Traffic Commissioner.

We will establish and promote a complaints and sati sfaction helpline for all local bus and
community transport services in the county.

5.21 Market research and consultation

The county council undertakes detailed market research using surveys and focus groups to enhance
our market intelligence in advance of services being developed, e.g. The development of Traveline
short message service mobile texts in collaboration with Cambridgeshire County Council and Norfolk
County Council, plus Ipswich park and ride and the Explore discount travel scheme.

Furthermore we undertake attitudinal surveys about the quality of information and quality of services.
Moreover we query issues via competitions.  We currently do this via our annual Suffolk speaks
corporate surveys and promotional competitions via short message service mobile texts, e-mail, web,
leaflets and press advertisements, e.g. Ipswich park and ride.  We report on key performance
indicators in the annual performance review of the local transport plan.

We realise the importance of testing opinions in advance of developing schemes and following
implementation.  The comparison of the two sets of results helps us measure the usefulness and
success of schemes, plus identify areas for further improvement, e.g. market awareness and
distribution of information and marketing material.

We will establish more targeted market research inc luding consultation with minority and
hard to reach groups to help plan and measure servi ces.  We will consider using a greater
range of market research tools and techniques to su pport our area service reviews.
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6 Marketing and information

To successfully achieve a modal shift to the use of passenger transport services the county council
recognises the importance of using marketing and promotions cost effectively, supported by timely
and accurate information.  These activities help raise awareness of services, which in turn generate
revenue and reduce subsidy.

Suffolk County Council produces a vast quantity of information about services in a variety of formats,
which are distributed through many channels.  Furthermore significant effort has been made to
improve the format and production of this information.  However, it is understood that additional
improvements may be possible to make to save money and increase customer satisfaction.  The
review of information has been identified as a high priority.  Moreover the provision of real time
information is also understood to increase confidence in the use of services, and has been identified
as one of our key priorities for capital investment.

This section identifies how our new brand and identity can be rolled out across all marketing and
information material, with opportunities of working in partnership with commercial and contracted
operators, to strengthen the overall offer of passenger transport services to Suffolk’s residents and
visitors.

6.1 Brand and identity

Following the formation of the integrated passenger transport unit in 2005
the county council developed a new distinctive integrated brand identity and
design style for all marketing and information material, including the new
Explore discount scheme.  The new style stands out in the market and has
good customer recall.  Individual promotions are recognisable and reinforce
the overall promotion of Suffolk passenger transport.

Customer feedback at outdoor events during 2005 indicates that users and
potential users of passenger transport services are responding well to the
new look and service promotions, plus communication innovations including
mobile phone short message service texts.

We will manage the development and refinement of th e Suffolk
passenger transport brand and identity, plus relate d marketing and
information messages and design styles.  Opportunit ies for
collaborating with operators of both contracted and  commercial
services will be sought to further strengthen the p roposition for all
passenger transport services in Suffolk.

6.2 Vehicle branding

A high impact and cost-effective way of promoting the brand is to apply it to all passenger transport
vehicles in Suffolk.  The county council is keen to develop simple, low cost branding options for
vehicles.  Options may include the use of the Explore and Suffolk Saver concessionary fare
schemes, to reassure cardholders about use on services.

To enhance the promotion of individual services the county council will consider developing special
vehicle graphics.  Previous experience on the free shuttle bus service in Ipswich and community
transport schemes indicate that awareness is greatly enhanced by using vehicle graphics, and
patronage increases accordingly.  National studies indicate that route promotions using distinctive
vehicle graphics can increase patronage around 10%.

Vehicle colour, paint, finish, trim and interior are other important cosmetic factors that influence the
overall passenger experience and perception.  The silver metallic free shuttle bus in Ipswich, based
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on an Optare solo and provided by Ipswich Buses, has been referred to by a number of passengers
as a “silver Mercedes”.  The metallic paint positively
influenced the perception of the vehicle and the overall
service.  Where high-profile contracted services warrant it
the county council will specify vehicle cosmetic finishes in
addition to exterior graphics.

We will develop and implement branding options for
vehicles to increase awareness of the brand and
reassure customers.  Distinctive graphics and
cosmetic finishes will also be considered for high-
profile services.

6.3 Public relations

The county council’s press office manages media relations
including press releases and responses to media enquiries.
The passenger transport unit provides the press office with
information about new services and changes to services,
which are developed into press releases and distributed to
the media.  In addition the county council invites the media to
briefings and key service launches, with opportunities to
photograph and interview councillors, service operators and
members of the public.  The media often covers new
services, however service changes rarely get more than a
small mention, with insufficient detail for affected users.  To
guarantee media coverage the county council also uses
advertisements in the press, radio, cinemas, posters and
leaflets to communicate detailed service and fare changes.

In addition to working with the media the passenger transport
unit writes to affected parish councils and their nominated
transport representatives about changes, often including
posters, leaflets and timetables.  This information is made
available on parish notice boards and in local parish
newsletters.

We will continue to provide press releases and medi a briefings to raise awareness about new
and revised services.  In addition we will advertis e changes using a range of communication
channels.

6.4 Advertising and media sponsorship

Suffolk County Council uses press, radio and outdoor advertising to promote our brand and services.
In addition we sell our own advertising space to generate revenue and reduce service costs.

To guarantee media coverage about service and fare changes, the county council pays for
advertising, and it secures media sponsorship opportunities to provide promotions cost-effectively.
During 2004 and 2005 we increased use of these channels to raise awareness of passenger
transport services, which helped exceed our public service agreement patronage targets.

The county council sponsors local commercial radio to increase brand awareness, and uses 30-
second advertisements to communicate additional service details.  The combination of both
sponsorship and advertising is a way of cost-effectively reaching a large audience.  For example, to
help promote the new Ipswich park and ride service at Martlesham we sponsored SGR FM’s phone
ranger hotline (which provides travel news) for 18 months.  Additional advertisements promoted:
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·  park and ride to families during holidays.
·  commuter value.
·  environmental benefits.
·  Christmas shopping services.

Furthermore we advertised competitions to engage with listeners, e.g. win an iPod (portable music
player) to enhance travel experience, win Ipswich town football club match tickets (and promote
access to matches), win tickets to the Neil Diamond and REM concerts.  We use radio as our key
channel within a mixed media campaign to promote the Martlesham service, and have achieved a
20% growth each year for the first two years.

We successfully secured media sponsorship of some of our own services.  For example the Evening
Star sponsored the free shuttle bus in Ipswich and in return provided guaranteed press articles and
advertising.  This helped achieve a staggering 130,000 single passenger journeys in the first year of
use.  The Lowestoft Journal similarly sponsors two buses.  Vibe FM sponsor the Explore discount
travel scheme for young people in Suffolk, in return for providing five outdoor event promotions in the
first year and low-cost advertising.  Brand awareness with young people in Suffolk was achieved very
quickly, which contributed to the early take-up of cards, exceeding our annual target within a couple
of months.

In addition to reciprocal advertising and sponsorship, the council sells advertising space on the
outside and inside of subsidised services, and in printed literature.  For example revenue generated
from the first two Ipswich park and ride services helps offset our own advertising and promotion
activities.

Rather than purchase bus interior advertising via agencies the council collaborates with Ipswich
Buses and First to supply them with interior bus posters for every bus deck in their fleet, to promote
passenger transport and the Explore travel discount scheme for young people.  This provides a way
of engaging with existing transport users very cost-effectively.  Our own styled advertisements
encourage passengers to make additional journeys and we reward patronage through competitions.

We will advertise our brand and services, especiall y where public relations activities may not
reach target markets.  We will also manage reciproc al media relationships proactively to
maintain and grow sponsorship opportunities, to pro mote our brand and services and keep
costs to a minimum.

We will look at increasing the opportunity of provi ding advertising space on and in
commercial and contracted services, plus the educat ion transport fleet, either commercially
to create revenue, or as part of reciprocal marketi ng arrangements.

6.5 On bus publicity

The county council and commercial operators will aim to publish information about changes to
services and fares at least two weeks in advance of changes.  Windowbill posters will be used as
well as posters on panels behind drivers.  Where possible leaflets will also be made available for
passengers, or advice about where these can be obtained.  As per printed timetable information (see
section 6.11) operators will remain principally responsible for the supply of information for commercial
services but are encouraged to include sponsored services in their publicity.
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Timetables registered with the traffic commissioner at the standard eight-week notice period must be
available to the public two weeks before the commencement of service changes.  Timetables
registered at short notice (i.e. less than eight weeks) should still normally be available two weeks
before their commencement, although clearly this may not always be possible.  The number of short
notice changes must be kept to an absolute minimum in order to limit the number of occasions that
this target is not achieved.

The county council will supply posters and leaflets to operators of contracted services, for them to
make available to passengers.

We aim to promote changes to services and fares ins ide buses at least two weeks in advance
of changes.

6.6 Discounts and competitions

Discounts and competitions are a useful way of acquiring new customers, capturing market research,
developing communications, building brand awareness and customer loyalty.  Discounts encourage
people to sample services and once tried hopefully come back for more.  This loss-leader approach,
which is often used in the commercial sector, has worked well for the county council in promoting
services including Ipswich park and ride and community transport.

In their simplest form competitions offer low cost publicity, e.g.
provide a 10-journey ticket prize for a draw, to promote a service.  At
the other extreme competitions can be used as incentives to request
market research.  Prize draws are also great at outdoor events to
stop people and have a chat with them about services.

To get maximum value from prizes, which are often donated by
partners in return for publicity, where possible the county council runs
individual prize draws for a three-month period.  We often have many
offers running at the same time, and promote them via a number of
communication channels including: leaflets, posters, press
advertisements (e.g. accompanying service change
announcements), websites, e-mail and short message service mobile
texts.  We similarly offer a number of entry channels.

The county council adheres to the direct marketing association codes
of conduct

for requesting future contact permission for
other promotions and service change
alerts.  During 2004 and 2005 we received
thousands of entries into prize draws, the
majority through our digital channels,
gaining useful market research and adding
hundreds of contacts to our database.
Contacts have also been acquired via our
discount vouchers.

We will continue to use discounts and
competitions to acquire new customers,
capture market research, develop
communications, build brand awareness
and customer loyalty.
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6.7 Marketing through sponsorship and partnerships

The county council partners with the public and private sectors to reach the same target audiences
cost-effectively, with our complimentary services.  Destination-led promotions work well in the
passenger transport industry, as demonstrated by ‘one’ Railway, and our own experience.  Recent
examples include sponsoring:
·  ipswichristmas  – a campaign

to target people within one
hour of Ipswich, to promote it
as a festive destination with
retail outlets, restaurants and
theatres.  In 2003 and 2004
Ipswich park and ride was the
key sponsor, to promote the
new Martlesham service.  In 2005 Suffolk passenger transport was the key sponsor.  This year
we carried over 20,000 passengers on free buses to the ip-switch on event, which increased
numbers of shoppers and boosted retail sales, plus enhanced bus patronage during December.
Spectacular prizes donated by retailers and a massive mixed media marketing campaign has
made this East Anglia’s most successful retail and transport promotion.

·  Ipswich town football club  – various sponsorships to promote Ipswich park and ride to their
fans and visitors, plus concertgoers.

In addition we have developed informal partnerships to promote services where there is mutual
benefit to do so:
·  Ipswich hospital  – we provided information about buses and park and ride services for the

hospital to post with every appointment.  We will review the effect with their green travel plan
coordinator.

·  Libraries and heritage – we provided bus interior poster space, plus use of our digital
communication channels, to help advertise the rental of games, music and videos.

·  Cycle day – A one-day event and sponsored cycle ride was held at the Ipswich park and ride site
at Martlesham in the summer of 2005.  Following the success a recycling event was held at the
London road site.  We will explore holding similar weekend events in the future.

Leaflet and beer mats promoting transport for the Ipswich beer festival

We are exploring additional destination-led promotions with the Suffolk
development agency and town centre managers in Bury St Edmunds,
Lowestoft and some of Suffolk’s smaller market towns and leisure centres.

We will continue to identify and develop sponsorshi p and partnership
relationships with the public and private sectors, to promote passenger
transport services cost-effectively, predominantly through destination-
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led campaigns.  We will build on recent experience in Suffolk and elsewhere in using those
approaches that are most successful in increasing p assenger numbers.

6.8 Digital communication channels

The county council provides information about passenger transport services on the corporate website
www.suffolk.gov.uk.  The council also supports the Traveline website (see section 6.12), the a2b
community transport website www.a2binfo.net, the Explore website explore.suffolkonboard.com and
a number of micro-websites for marketing campaigns, e.g. www.ipswichristmas.com.

As part of our sponsorship of ipswichristmas in 2003 the county council tested the use of a simple
website with an integrated short message service mobile text capability.  We tested whether the text
channel might be a popular and useful communication channel with passengers, and it was proved to
be so.  Since then the council developed this service to offer digital communication channels to enter
other prize draws and surveys, to provide alternatives to more traditional paper based channels.  This
capability is built-in to all the micro-websites and the Explore website.

Our experience indicates more customers prefer to use digital communication channels for prize
draws and surveys than traditional channels.  Digital communication channels are easier to manage
and more cost-effective.  The county council also uses e-mail and short message service mobile
texts to send news alerts about service changes, promotions, competitions and surveys.  This allows
us to maintain customer contact and enhance our brand and reputation.

We will continue to use digital communication chann els to engage with customers, to allow
them to enter competitions and surveys, plus allow us to send news alerts.  We will maintain
the information on our websites and respect custome r confidentiality of received information.
We will encourage other departments in the county c ouncil to share the use of our digital
communication channels, to add to the range of comp etitions available, and increase cost-
effectiveness.
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6.9 Individual marketing

Following the success of small pilots in other authorities and countries, the county council has
researched the potential for undertaking individual journey planning on a mass scale.  Although the
majority of pilots provided individuals with plenty of information and incentives to travel, e.g. area
timetable books and discounts, very few provided personalised journey planning.  However research
indicates this is the information people want.

Research also indicates that around 20,000 people in Ipswich use buses once a week or once a
fortnight.  This indicates there is a massive potential market of infrequent bus users who may be
persuaded to use buses more often.

Ipswich Buses and First are willing to work with us to help promote mass-scale individual journey
planning in Ipswich.  They will consider providing discounts as long as we develop these to reduce
the risk of extracting their existing fare payers.

Individual marketing may also help us identify travel patterns for developing services as part of the
‘Ipswich - transport fit for the 21st century’ major scheme.  Furthermore it can be used to promote the
service changes.  Moreover we can sell sponsorship to help reduce costs.

The learning and investment from the Ipswich scheme can be adapted for use in Bury St Edmunds
and Lowestoft in following years.  It can also be adapted for area reviews, new services and green
travel plans, with the potential of encouraging more people onto sustainable transport, easing
congestion and improving air quality.

We will establish individual marketing of services,  initially concentrating on Ipswich and
potentially to support the ‘Ipswich - transport fit  for the 21st century’ major scheme.

We will research a number of ways of providing disc ounted tickets to encourage new users
including off-peak, two for one, multi-journey, sea son tickets, etc.

We will do further market research to confirm the p otential of encouraging greater use by
infrequent users and their requirements in terms of  individual journey plans and incentives.

6.10 Real time passenger information

The county council recognises the importance of good quality information provision if new users are
to be attracted to bus services.  Extensive studies of real time passenger information systems
nationally and internationally have demonstrated their importance in helping to overcome the
uncertainty experienced by passengers awaiting the arrival of services and allowing for better
informed travellers.  Real time passenger information is an extension to automatic vehicle location
systems, as it uses the data collated by the automatic vehicle location system to advise travellers of
the ‘real time’ of arrival of the vehicle at bus stops.

Currently the only real time passenger information scheme in operation in the county is on the quality
partnership Superoute 66 between Ipswich and Martlesham, which provides departure information to
users at 44 displays along the route.  This system has been in operation since 1995 and is scheduled
to be upgraded in summer 2006.  Included in the upgrade is the replacement of existing liquid crystal
displays with thin film transistor colour screens, which will greatly enhance legibility and clarity of the
displays.

As part of a package of improvements being introduced into the Lowestoft area in connection with the
completion of the south Lowestoft relief road, all buses that operate into the town are to have vehicle
tracking equipment installed.  This provides an opportunity to supply comprehensive real time
passenger information scheme information to travellers for all services in the area.  The intention is to
supply this information through short message service mobile text messaging, building on the work
already completed through Traveline East Anglia to provide scheduled timetable information via text,
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in addition to its call centre and internet services.  A small number of displays will also be introduced
at key bus stops in the town.  This scheme is scheduled to go live at the end of 2006.

The technology driving the Lowestoft scheme opens up the potential for further expansion of real
time passenger information scheme in the county.  The system will be compatible with schemes in
Norfolk and Cambridge enabling the exchange of relevant data between the systems and only
installing one set of equipment in vehicles operating cross boundary services.  The central server
which will manage the system for Lowestoft will also be capable of handling data for services
countywide, as will the mechanism to transmit this data to users through short message service
mobile text messages and either the internet, or for green travel plan partners, company intranet
services.

Other than communication coverage issues for parts of the county, the only limitation for establishing
countywide real time passenger information scheme coverage will be the installation of tracking
equipment in bus operators fleets.  As part of the county’s strategy for improving the operating
environment for services, further expansion of automatic vehicle location technology is proposed as
an integral part of the ‘Ipswich - transport fit for the 21st century’ major scheme.

We will implement real time passenger information s chemes in Lowestoft and for Superoute
66 in Ipswich and will market the availability of t his information to users and businesses.

We will continue to widen the availability of real time passenger information across the
county as funding sources permit and will work with  neighbouring counties to promote real
time passenger information on a regional level thro ugh the Traveline East Anglia service.

We will also work with Network Rail and the train o perating companies to provide real time
bus departure displays at major rail interchanges.

6.11 Printed timetable information

The county council currently
publishes comprehensive
information on all commercial and
sponsored bus and coach
services throughout the county
through seven area timetable
books.  Two editions are produced
each year, which also include
details of foot ferries and rail
timetables.  Leaflets are also
produced for specific schemes,
such as the Ipswich park and ride
services and a county route map
is produced annually.

Most operators additionally
produce their own booklets or leaflets to publicise the services that they operate.  These mostly cover
commercial routes although some do also include details of sponsored services.

Community transport services are promoted by the county council with an annual community
transport directory, which shows the availability of schemes by locality.  Leaflets are also available for
individual schemes.  However, in preparation for increased promotion of demand responsive
transport services in rural areas the county council has developed a generic leaflet which steers
people to a call centre that will put them in touch with their required service provider.  This provides a
simple more user friendly solution.  Scheme membership cards will be supplied with basic service
information and contact details.
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Although the current system of information provision provides comprehensive service information to
users and prospective users, there are a number of issues arising.  In particular, the fluid nature of
service changes means that area books can quickly get out of date and may mislead some users.
This undermines confidence in the books and in passenger transport services in general.  In addition,
although area books are easy for outlets to stock and allow users a comprehensive overview of
services in their area, studies have shown that many users are principally concerned with specific
routes only and find the books too cumbersome and often difficult to understand.

The challenge for this strategy is for the county council, in partnership with operators, to ensure the
ready availability of up to date timetable information in easy to understand and use formats.  This will
involve a comprehensive review of current methodologies, including achieving efficiency savings
from switching to the use of a specialist timetable database (which is already used to supply service
data for the East Anglian Traveline service), for the production of our printed timetables.

In order to identify the best solution we will consider all options.  However, if it is decided to replace
the existing area book system it is likely that a range of alternative formats would be used instead.
With this approach, timetables would be tailored to meet the specific needs of users in each area.
The level of service provision concerned would also influence their format and marketing campaigns
may require different formats for different user groups.  Consequently a variety of different formats
would be produced (to a common style), such as individual service leaflets, leaflets covering common
services along key corridors and smaller booklets to cover services in market towns.  Such an
approach would also be more responsive to the more frequent changes arising from the rolling
programme of area service reviews, aimed at matching services more closely to user needs.

Regardless of the format in question, the collective target will be the provision of up to date freely
available printed timetable information for all services in the county through a variety of outlets
including tourist information centres, libraries and other local outlets.  We will also make all of the
timetables available to download from the internet, either from the Traveline website or the county
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council’s website.  This will extend their availability to users and will also potentially reduce the
number of hard copies that the county council will need to produce.  People without web access can
obtain the information from public access points including libraries and this may be supported by a
service to print and post timetables on request.

The county council will consult existing users of area books about improving the provision of
timetable information.  We will also consult with parish transport representatives and passengers who
have given us permission to contact them about special offers and promotions.  Furthermore we will
encourage people to sign up to receive alerts by e-mails and short message service mobile texts
about bus service changes and availability of new timetables from the internet.

All timetable publicity for services in the county, regardless of whether it is produced by the county
council, bus operator or other party, must comply with the standards set out in the association of
transport co-ordinating officers code of good practice for printed public transport information.  Stop
names used in timetables must also correspond to those specified in the national public transport
access node database.

Operators will remain principally responsible for the supply of information for commercial services but
are encouraged to include sponsored services in their publicity.  Operators must however indicate the
availability of additional county council sponsored journeys in their publicity where these supplement
the operators commercial service and regardless of whether the sponsored journeys are run by a
different operator.

Under the provisions of the Transport Act 2000, where operators fail to provide up to date timetable
information for commercial services, or do not provide this information to the required common
standards, the county council will produce information to these standards and will reclaim the
production costs plus an administration charge from the operator concerned.  In order to monitor the
production of publicity, operators must supply to the county council a minimum of 5 copies of each
timetable leaflet or booklet produced on publication.

Timetables registered with the traffic commissioner at the standard eight-week notice period must be
available to the public two weeks before the commencement of service changes.  Timetables
registered at short notice (i.e. less than eight weeks) should still normally be available two weeks
before their commencement, although clearly this may not always be possible.  The number of short
notice changes must be kept to an absolute minimum in order to limit the number of occasions that
this target is not achieved.

We will undertake a comprehensive review of printed  timetable information in order to ensure
that they are easily understood by passengers, and prospective passengers including those
for whom English is not their first language or who  have difficulty reading standard timetable
information, and are available from a variety of so urces on demand.
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We will ensure that all printed timetables for serv ices in the county comply with best practice
guidelines and are kept up to date to ensure confid ence in their use and in the use of
passenger transport in general.  Where operators of  commercial services fail to meet these
standards for their own publicity we will ensure co mpliant timetables are produced and will
recharge the costs incurred to the operator.

We will also continue to publicise community transp ort services through a generic leaflet and
the annual community transport directory but will r educe the number of scheme leaflets.

6.12 Traveline

All bus operators providing services in Suffolk are expected to participate fully in Traveline – the
national, impartial, multi-modal, multi-operator telephone and web enquiry service for public transport
information.  This national service is delivered on a collaborative basis within East Anglia, with the
partnership involving the county councils of Cambridgeshire, Norfolk and Suffolk.

The information used to provide the service is taken from an electronic database of public transport
services and timetables held by each of the local authorities.  Delivery of this information by
telephone, minicom and the internet is organised by the East Anglia public transport information
service Ltd.  The costs of the information delivery are allocated by East Anglia public transport
information service Ltd to those operators whose services feature in the information given to
enquirers, and invoices are sent to recover these costs from the operators involved.

The council requires that all bus operators providing services in the county participate in the
Traveline service.  The council expects each operator to meet the costs attributed by East Anglia
public transport information service Ltd to enquiries about its services.  Where an operator is
unwilling to pay the amount invoiced for enquiries which involve its services, the county council will
support East Anglia public transport information service Ltd in recovering the sums outstanding.

It is expected that during the life of this strategy, that the services of Traveline will be extended to
include the provision of fares information, and short message service mobile text information for both
scheduled buses and real-time information.

Whilst the county council believes that it is in the best interests of all operators and the travelling
public for all information to be delivered through the Traveline service, operators may choose to
continue to offer information through existing telephone enquiry services.  Where an operator decides
to do this, it will be in addition to the Traveline service, and the operator will still be required to meet
their allocated share of the costs of the Traveline based on the enquiries about their services which
Traveline handles.

The Traveline service will continue to be promoted at bus stops, on and in buses, in printed publicity
and marketing advertisements.  The user interface of the Traveline website will be reviewed following
the forthcoming usability design review of printed and bus stop information.  Known areas for
improvement include the ability to search for and print journey plans and timetables.

We will continue to fully contribute to the mainten ance and development of the East Anglian
Traveline service.  We will work with our partners to extend the availability of short message
service mobile text information to real time as wel l as scheduled timetable data and to make
fares information available through the service.

Operators providing services in the county are requ ired to participate in the Traveline service,
to help promote it and meet the costs attributed by  East Anglia public transport information
service Ltd for enquiries about its services.
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6.13 Bus stop and bus station information

At stop timetable cases are currently provided at around 40% of the 2,600 marked bus stops in the
county.  These are mostly provided by either the county council or operators, however some shelters
provided through district and borough councils incorporate an integral timetable display.  Timetable
inserts and bus stop flags are provided by either the county council or bus operators.  This large
range of suppliers and varied age of the infrastructure means that there are a variety of sizes and
standards in use.

As part of our strategy to progressively upgrade the quality of stop infrastructure, we will work with
our partners to upgrade and expand information available at stops.  We will apply minimum
standards for both timetable cases and flags and will reduce the number of sizes and styles,
replacing or upgrading non-standard infrastructure.

Timetable inserts will be produced to a common house style by the county
council, using our central timetable database.  Inserts will be compliant
with the standards set out in the association of transport co-ordinating
officers code of good practice for printed information at bus stops.

Stop flags will be upgraded or replaced to display, as a minimum, the
standard bus stop symbol and text conforming with the traffic signs
regulations and general directions schedule 5, together with the national
public transport access node stop name, Traveline logo and number plus
short messsage service mobile text stop code.  All stop flags in the county
will meet this standard by 2011.

Bus stations at Bury St Edmunds, Ipswich (Tower Ramparts and Old Cattle Market) and Mildenhall
have manned enquiry offices.  Staff at Bury St Edmunds bus station are provided by St Edmundsbury
Borough Council and at Tower Ramparts and the Old Cattle Market
by Ipswich Buses and First respectively, who are the major
operators serving these stations.  The new bus station at Mildenhall
has a staffed enquiry office funded by Forest Heath District
Council.  Where further funding sources are identified the county
council will work with operators and district and borough councils to
extend the availability of manned travel enquiry offices at other key
locations in the county.

Touch screen information points are also provided at Bury St
Edmunds Town Centre, Tower Ramparts Bus Station in Ipswich,
London Road Lowestoft and outside the Town Hall in Sudbury.
These offer electronic journey planners the results of which can be
printed for reference, as well as offering local information, news
and other e-government services.
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The county council has a rolling programme to install electronic departure displays at bus stations
and other major interchange points.  Individual departure bay displays and two summary displays
have been operating at the Old Cattle Market bus station, Ipswich since 2003 and a second
installation for Bury St Edmunds bus station is scheduled to go live in 2006.  This will also feature
individual bay displays and two summary displays, which will be housed inside the waiting area (one
summary display will be viewable externally for times when the waiting area is closed).  The new
Mildenhall bus station will also have a summary display installed.  Similar displays are also planned
for Lowestoft and Newmarket bus stations and the Turban Centre in Woodbridge.  Although initially
these will display scheduled timetable information only, they are additionally capable of displaying
real time service information.  As our programme of real time information schemes is implemented
we will feed this data into the displays to maximise their benefit for users.

We will implement a rolling programme to upgrade an d expand the availability of information
at bus stops and interchanges.

Information will be available from a variety of med ia including stop flags, electronic & printed
timetable displays and short message service mobile  texts.  This will enable us to better meet
the requirements of different user groups and local ities.

We will ensure that all information sources provide  consistent and complimentary
information.  This will include the use of the nati onal public transport access node stop name
at all times to reassure users and avoid potential confusion.
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7 Roles and responsibilities

The main roles and responsibilities of key stakeholders for this strategy are outlined below.

7.1 Community transport operators

Community transport operators are responsible for:

·  providing accurate patronage information for services and other operational data as required, to
enable monitoring of targets for this strategy.

·  working with the county council and other operators to develop community transport provision for
the county, including improved co-ordination between other community transport services,
conventional bus services and rail services.

·  participation in the Suffolk Saver concessionary fares scheme (where services come under the
terms of the scheme).

·  working with the county council to establish a rolling programme of fleet renewals.

7.2 Commercial and sponsored bus operators

Commercial and sponsored bus operators are responsible for:

·  providing accurate patronage information for services and other operational data as required, to
enable monitoring of targets for this strategy.

·  working with the county council and other operators to improve co-ordination between other bus
services, rail services and community transport services.

·  working in partnership with Suffolk County Council to market and promote passenger transport to
increase use and to help secure the long-term viability of services by ongoing reinvestment in
quality of service provision.

·  operating a fleet renewal programme to maintain and, where possible, reduce the average age of
vehicles in their fleet.

·  working with Suffolk County Council and other stakeholders to identify and address reliability
problems for services through performance improvement plans and other means.

·  working in partnership with the county council and other stakeholders to install, maintain and
operate automatic vehicle location and real time passenger information systems.

·  working with Suffolk County Council and other stakeholders to implement quality bus partnerships
along key corridors.

·  participation in the Suffolk Saver concessionary fares scheme.
·  participation in the East Anglian public transport information service.
·  examining issues relating to their commercial services identified through the area review process

and other means, and addressing these issues where possible.
·  investigating and responding to issues raised through the customer satisfaction helpline.
·  ensuring that all new services, service variations and service cancellations are registered with the

Office of the Traffic Commissioner in a timely manner with all relevant sections of the registration
application completed accurately.  Copies of registrations for all services operating in the county
of Suffolk must be sent to the passenger transport unit, Suffolk County Council no later than the
same date that they are submitted to the Office of the Traffic Commissioner.

·  marketing and promotion of commercial services, including on bus publicity and ensuring the
ongoing availability of printed timetable information compliant with the association of transport co-
ordinating officers code of good practice.

·  ensuring a minimum of 5 copies of each printed timetable leaflet which they produce are supplied
to the passenger transport unit, Suffolk County Council.

·  working with the county council and other infrastructure providers to improve the quality of the
passenger waiting environment.  Operators are required to notify the passenger transport unit,
Suffolk County Council, of any new stopping points or amendments made to infrastructure at
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existing stops in order to ensure that the national public transport access nodes database is
accurately maintained.

·  representation at their respective area management group(s).

7.3 Town and parish councils

Town and parish councils are responsible for:

·  helping the county council to identify accessibility issues within their town or parish to aid the area
review process.

·  working with the county council to improve waiting facilities within their town or parish including
the ongoing maintenance and upkeep of shelters.

·  consultation with residents over shelter provision.
·  helping the county council keep residents informed of service availability through nominated

parish transport representatives and other means.

7.4 District and borough councils

District and borough councils are responsible for:

·  funding of the Suffolk Saver concessionary fares scheme and working with operators and the
county council to promote the scheme.

·  working in partnership with other infrastructure providers to improve shelter and other
infrastructure provision in their area.

·  notifying the passenger transport unit, Suffolk County Council, of any amendments made to stop
infrastructure in order to ensure that the national public transport access nodes database is
accurately maintained.

·  identifying opportunities for taxi provision in their role as taxi licensing authority.
·  working with the county council to ensure developments in Suffolk are sufficiently served by

passenger transport.

7.5 Suffolk County Council

Suffolk County Council is responsible for:

·  managing the implementation and monitoring of this strategy.
·  ensuring a network of passenger transport provision exists in the county.
·  co-ordinating the area review process including consultation with minority and hard to reach

groups and, through its findings, implementing improvements to the passenger transport network,
in partnership with community transport, bus and rail operators and other stakeholders.

·  working in partnership with operators to market and promote passenger transport in order to
increase use of services.

·  ensuring the on-going availability of printed timetable information for services.
·  establishing and operating a customer satisfaction helpline, including cascading issues to service

operators where appropriate and seeking to address issues for which the county council has
responsibility.

·  identifying and addressing service reliability issues with operators through performance
improvement plans and other means.

·  developing ticketing schemes in partnership with operators, including multi-operator ticketing and
smart card schemes.

·  working with operators and the district and borough councils to administer and promote the
Suffolk Saver concessionary fares scheme providing discounted travel for elderly and disabled
people.

·  administering and promoting the Explore card providing discounted travel for young people.
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·  ensuring a good on street operating environment exists for passenger transport services,
including bus priority where appropriate.

·  working with other stakeholders to install, maintain, operate and market, urban traffic
management control, automatic vehicle location and real time passenger information systems.

·  working in partnership with operators and other stakeholders to implement quality bus
partnerships along key corridors.

·  maintenance of the national public transport access nodes database and supply of data to the
Traveline East Anglia database in a timely and accurate manner following receipt of correctly
completed copy registrations from the service operator.

·  working with community transport operators to establish a rolling programme of fleet renewals.
·  working in partnership with other infrastructure providers to improve the passenger waiting

environment, including improved information provision compliant with the association of transport
co-ordinating officers code of good practice.

·  working with land use planning authorities to ensure developments in Suffolk are sufficiently
served by passenger transport.

7.6 Public transport reference group

The public transport reference group is responsible for:

·  overseeing the implementation of this strategy.
·  addressing forward planning and major projects through area management groups.
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8 Monitoring our performance

We will consult stakeholders on our progress in implementing this strategy through the public
transport reference group.   Four area management groups will address forward planning and major
projects with issues passed to the reference group.   Local monitoring groups in areas across the
county will give an additional opportunity to local parish representatives, users groups and
community transport forums to feedback on public transport in their area.  These will be in addition to
the county council’s area reviews.

The county council, assisted by information from operators, will monitor the operation and perception
of the passenger transport network through customer surveys and measuring progress against a
wide range of indicators, including our local transport plan targets:

8.1 Public transport passengers

Target: 20.25 million passengers on public and community transport by 2010/11.

In 2004/5 we exceeded our public service agreement target of 19m single passenger journeys,
signifying large investment in improved services in Ipswich and the rural area.  It also means we have
exceeded the national target of 12% increase on 2000 levels.  With the experience of undertaking
projects aimed at increasing patronage we are confident that the planned delivery of a range of
initiatives will lead to the achievement of the local transport plan target.  To this end we are seeking
to increase bus patronage when we are aware that nationally there is a decline of 1.5 - 2% pa and in
Suffolk there is the likelihood of continued commercial service withdrawals.

8.2 Demand responsive transport patronage

Target: 130,000 passengers on demand responsive transport services by 2010/11.

The current patronage on community transport and demand responsive transport projects is 115,000.
The target represents a 2.6% per annum growth in the use of these services.  Demand responsive
services are increasingly being provided to support the conventional bus network in the harder to
reach rural areas.  The council’s strategy is to increasingly provide bus services on core routes with
demand responsive transport providing feeder services to them.  The county council actively
supports community transport services financially and through positive publicity and marketing.

8.3 Bus satisfaction

Target: 56% of all respondents to user satisfaction survey satisfied with local bus services by
2009/10.

This indicator will be measured in 2006/07 and in 2009/10 as it does not tend to vary significantly on
an annual basis. It is assumed that quality of service and vehicles, punctuality, reliability, frequency,
price and availability of information will influence satisfaction levels.  Our current position is better
than the average nationally.  Our sponsored services carry some 12% of the total number of
passengers and we can directly influence the views of people using these.  Our influence on other
services is indirect.  We expect that changes in this indicator will be relatively small, but trends over
time will be important in assessing success.

8.4 Bus punctuality

Target: 90% punctual (less than 1 minute early or 5 minutes late) by 2010/11.

Suffolk already experiences a high standard of punctuality that is above this target (93.1% in 2004/5).
The current guidance for measuring punctuality has however placed increased emphasis on
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measurement at intermediate timing points and in particular non-timing points as well as for buses
starting and finishing their routes.  Evidence suggests that punctuality at intermediate points
(particularly non-timing points) is much harder to achieve due to traffic congestion and other factors
encountered on route.  This is reflected in the traffic commissioner’s guidelines for their own
monitoring work, which sets a higher standard for buses at the start of the route than elsewhere.










