





Access4Llife, Norfolk

Project aim

The Access4life project was set up by Norfolk County Council (NCC) as a way of implementing their
Accessibility Strategy, part of LTP2. The overall aim of the project is to work in partnership to identify
areas where service accessibility is a problem, and deliver improvements to tackle those problems.
There are two main strands to the project: the development of partnership working within the county;
and engaging the community to identify problems and develop solutions.

Context

Access4life is one of the vehicles through which NCC are delivering their Accessibility Strategy. It began
in 2006 with the commencement of LTP2 delivery and is ongoing.

Norfolk is a particularly rural county situated in the east of England, 37% of residents within the county
live in communities with populations of less than 250 people.

Strategic links

Stakeholder consultation undertaken during the development of the Accessibility Strategy identified that
accessibility problems within the county tended towards being area based rather than relating to one
specific service. Accessibility Planning analysis was used to identify these areas (termed Accessibility
Action Areas) and they were described within the Accessibility Strategy.

Funding

These projects have achieved funding through a range of different sources. Sometimes funding comes
directly through the NCC, or from partners, however often other sources are necessary and in these
cases NCC have found having a strong partnership behind the project strengthens their ability to achieve
external funding, for example through the ‘Investing in Communities’ partnership.

After initial short term funding for the project officer post, project officer funding has been secured for
at least the next two years from the salary budget of the transport policy section. They are currently
aiming to secure longer term funding.

Background to the project

Access4life is the vehicle used to partly deliver
the Accessibility Strategy, its focus being
defined as improving service availability, either
locally or through the provision of public
transport access. To ensure the project had a
community focus, a project officer is based at
Norfolk Rural Community Council rather than
NCC.
The Accessdlife project was piloted in two
Accessibility Action Areas and aimed to test a

model of delivery that could be replicated elsewhere in the county. This model has six stages:

e Establish a local working group and work with local partners to develop a picture of local service

delivery and access issues likely to be faced by the community;
e Consultation with the community to identify their access needs;
e |dentification of possible initiatives to address community needs and have a broad understanding of
their feasibility;

e Consultation with the community on these possible initiatives;

e Further develop and deliver initiatives endorsed by the community;

e Monitoring the effectiveness of delivery.

The pilot areas (part funded through the County Strategic Partnership) were deemed so successful that

further funding was sought to extend the project to deliver accessibility improvements in the remaining

Accessibility Action areas.
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Accessibility Action Area Three is now being delivered and
across all of the action areas delivered so far a variety of
projects have been supported. For example, Services2Gether
was a feasibility study exploring the potential of multi-provider
mobile service delivery as a means of addressing service access
issues. In addition, in the Broadland area of the county it was
identified that two community transport organisations
operating in the area were both offering services to the same
market town on the same day. This was also the day when the
local doctor’s surgery ran an outreach clinic in the community.
By bringing the providers together Access4life was able to get
them to coordinate delivery and provide more transport opportunities for residents. Finally in the
current delivery area, the partners are working with local community transport providers to offer people
transport to a community shop that has recently opened in the area. Other communities in the area
would have liked their own community shop, however it is thought to be more efficient to develop one
sustainable community shop and transport people to it than have lots of less sustainable community
shops.

Operational Issues

Some operational issues have been identified during the project delivery. For example, the project has
been adapted to take account of the length of time necessary to engage with partners and undertake
community consultation. It is also become apparent that it is important to engage with the ‘right’
partners and community members in order that the projects are able to deliver effective solutions.
Finally, problems designing a method of monitoring project impact have been encountered. Although
progress reports have been produced and well received by NCC, due to the length of time it takes to
develop and implement each initiative it is difficult to quantify the benefits in terms of improved ability
to access services and facilities. NCC are currently considering a before and after survey approach as a
means of monitoring the impact of initiatives delivered through the project.

Project Outcomes

The project has largely been deemed a success since it began in 2006. The extension of the project
beyond the pilot phase demonstrates this.

Finally working in partnership has brought partners together who would not previously have
encountered each other. As a result of this in some cases these organisations are working
independently of Access4Life to implement accessibility improvements in their sector.

Lessons Learned

Overall NCC is pleased with the results of the project although they are still trying to develop a suitable
way of measuring a project with so many intangible impacts. Their satisfaction with the project is in part
demonstrated by the expansion of the project from the initial two Accessibility Action Areas, to a third
area.

One of the most important lessons that the project team have learnt is that a working partnership is a
very successful way to deliver valuable improvements to accessibility. However they note that
developing such partnerships is hard work and involves persistence and good communication.

Finally they found that, when developing the partnership to act as the steering groups for a project such
as Access4life it is important to have the right people sitting on the partnership. The people need to be
decision makers who are passionate about the project and committed to helping change the situation.

Key Contacts

Louise Cornell, Senior Transport Planner, Norfolk County Council

Debbie Pepper, Project Officer, Norfolk Rural Community Council
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Rural Demand Responsive Transport (DRT), Leicestershire

Project aim

The DRT schemes in Leicestershire are aimed at improving access for isolated settlements within the
county by offering residents an opportunity to travel using public transport tailored to their needs.

Context

The DRT services that operate in Leicestershire were first implemented in 2003. The number of schemes
in the county has expanded steadily since this point.

Leicestershire has some very rural areas served by market towns. This presents significant problems in
terms of the provision of public transport to provide access for residents. The approach taken in
Leicestershire followed a Best Value review of bus services and currently 76% of rural residents have
access to an hourly or better bus service, up from 55% in 2001.

Strategic Links

The bus network in Leicestershire was reviewed following the Best
Value review of supported public transport services in 2001. It was
realised that some of the network of bus services were not
meeting the needs of the local population and were expensive to
operate. In addition usage of the network was slowly declining.
The Best Value review came before the LTP2 Accessibility Strategy,
however work that had been done helped frame the Accessibility
Strategy objective of ‘improving access to facilities including
employment, education, healthcare and food shopping, particularly where the analysis shows the
greatest levels of social exclusion’. Therefore it was decided that more appropriate and financially
sustainable solutions needed to be sought that better met the needs of the local population.
Leicestershire County Council (LCC) strives to provide a good level of public transport provision to the
rural areas within the county. Where this proves to be unfeasible for any reason (for example factors
associated with the rurality of the area), a DRT scheme is considered. This enables LCC to provide
regular public transport to the deeply rural areas of the county.

Funding

The DRT services are funded through the public transport budgets and any fare revenues received
(including concessionary reimbursement).

Background to the project

The DRT schemes are used to fill gaps in the rural transport network where a conventional local bus
service is not a feasible option. Often a DRT schemes is implemented in an area when a conventional
bus service has been withdrawn, either by the operator or LCC. Accession mapping has often identified
that these areas are poorly provided for by public transport and have few local shops and services.
Before deciding that a DRT scheme is the best solution for a particular location, LCC undertake a
comprehensive consultation process. This involves working with the local residents in the area affected
to establish the types of trips they would like to make and when they need to travel. This is especially
important with the taxi based DRT schemes as they usually offer a very limited number of trips at
specific times. Therefore early consultation is paramount to ensure the services meet the essential
access needs of the intended users. It is usually made clear to the consultees at the start of the process
that any existing bus service will not be continuing but an alternative door to destination service will be
offered, to engage residents and get them involved in designing the best solution.

The taxi based DRT schemes within the county operate on either a fully demand responsive basis (the
minority) or a semi fixed route basis both of which require pre booking. They are designed in this way to
serve a small number of closely located villages in the most efficient way possible.

Passengers wishing to travel on the DRT scheme need to book by 5pm the day before they wish to
travel, however last minute bookings are acceptable (at the discretion of the taxi company) if the
journey already has bookings and so is already running. The fares on the services are in line with those
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on the local bus services that were removed and fare increases are implemented in line with fare
increases on the rest of the bus network.

Use of the DRT services is limited to residents of the villages that they serve. However exceptions are
made for people who are visiting those residents and would like to use the service. So far the services
have only been advertised on a very local level and information is not yet on the LCC website. The
council intend to put the information on the website once the leaflets have been updated.

LCC liaise with local taxi operators to gauge interest and then issue an invitation to tender to at least
three. In areas with no existing DRT services LCC have found that they need to work closely with taxi
operators before issuing the invitation to tender to ensure that they fully understand the service and
what they would be required to do. Failure to undertake this in the past has led to a lack of responses to
the invitation to tender.

LCC pays the selected taxi operator on a per journey basis; the cost is usually around the price that the
taxi operator would otherwise charge for that journey. The operator is only paid if any passengers make
the trip but they have to be able to provide the journey should anyone book. This makes the services
very cost effective for LCC to operate. The taxi operator then keeps any fare revenues and LCC
reimburses them for the remainder of the cost for providing the journey. The operator is also required
to keep a record of any concessionary pass holders (who are able to travel free on the services). They
pass this information on to LCC who reclaim the money from the appropriate Travel Concession
Authority; this reduces some of the burden on the taxi operators and encourages them to tender to
operate the DRT services.

Operational Issues

The main partners in the delivery of DRT solutions are the taxi operators and local groups and residents
who have assisted with the consultation process. LCC have worked hard to build the relationships with
the taxi operators necessary to operate the services. They have found that once the operators are
familiar with the services LCC want them to provide, they like operating DRT services. This is
predominantly because operating a DRT service provides them with a regular income and because the
service is operated at regular times on particular days and requires advanced booking, they can plan
their availability. In addition the DRT services are often operated at ‘off peak’ times for the taxi
operators, after they have finished any school runs they are contracted to undertake.

Project Outcomes

LCC find small, localised taxi based DRT services to be a very effective way of increasing accessibility in
rural areas. It is more cost-effective than running bus services in sparsely populated areas and has some
environmental benefits.

The subsidy levels for the DRT schemes range from £1.50 - £5 per passenger trip. These amounts are
less than the subsidies for the conventional bus services that were removed (where this was the case).
The success of the DRT schemes within Leicestershire is demonstrated by the increase in schemes from
2003, when they began, to 31 at the time of writing.

Lessons Learned

Overall those involved with the project at LCC felt that the way they had undertaken the review of public
transport and developed bespoke solutions to enable rural residents some access to public transport had
been very successful. The main issue they felt may arise in the future was the level of administrative
management work needing to be undertaken by LCC to run the schemes. This includes the support
given to the taxi drivers who are frequently unused to having to undertake the necessary level of
reporting to LCC for these services and sometimes require regular guidance.

Key Contacts

Caroline Mackay — Rural & Community Transport Manager, Leicestershire County Council

Hina Gadhia — Rural and Community Development Officer, Leicestershire County Council
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First Contact, Lincolnshire

Project aim

First Contact in Lincolnshire is based on a model used in the Rushcliffe borough in Nottinghamshire. It
was introduced following the Local Area Agreement (LAA) Sure Start approach to:

e encourage agencies to work together;

e help the over 60’s navigate public and charitable services;

e prevent agencies duplicating work;

e help the over 60’s receive the services they may be entitled to; and

e work preventatively rather than reactively (to help people remain independent).

Context

The First Contact project covers the whole of Lincolnshire including 692,800 people (around 16% of
whom are retired). The population density of 1.2 persons per hectare is below the national average and
is very dispersed within the many rural parts of the county.

Strategic Links

! inter skegness
- g@ Mablethorpe

First Contact fits well into the Accessibility Strategy included in LTP2 one
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travel and improving travel information and awareness. It also
contributes to the Structure Plan goal of ‘sustaining and improving
quality of life’ and the LCC vision to ‘enrich lifestyles, improve
accessibility and promote diversity’. In addition the project tackles
key groups identified through the LAA and helps deliver the priorities
of ‘improve health’ and ‘get connected’. The idea behind the project
is to make best use of the services already in existence and encourage partnership working (that is not
overtly onerous for any of the parties involved, but which makes a tangible difference to lives).
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Funding

The project is funded predominantly through Choosing Health Monies from NHS Lincolnshire and is
managed strategically within the framework of the Sustainable Community Strategy and the LAA for
Lincolnshire. The total funding per annum is £180,000 which pays for 2 central coordinators and 4 field
coordinators who are employed by Lincolnshire County Council. In addition some of the funding has
been used to pay for the software used to implement the project. Partners in the project (who include
the Accessibility and Policy Unit team) provide their time for free to deliver their elements of the project.

Background to the project

First Contact was initially run as a pilot in the East Lindsey district in April 2008, extended to Boston,
South Holland, Lincoln and West Lindsey in October 2008 and finally extended countywide in January
2009 to include South Kesteven and North Kesteven districts.

It was undertaken to tackle some of the issues relating to a lack of awareness amongst older people of
the services that they may need and/or be entitled too. It aims to tackle these problems by working
preventatively rather than reactively to enable older people to remain independent in their own homes
for as long as possible.

First Contact is an assured signposting scheme. This is a method of signposting that results in a
guarantee that the customer will be contacted by the agency they are being signposted to. This is
achieved through the agency contacting the customer (rather than the contrary, or other less reliable
methods of referral).

The project work began in May 2007 with two workshops that were used to establish what action was
necessary to improve delivery of services to residents in Lincolnshire. One of these workshops was for
service providers, the other for service users. Customer relationship management (CRM) software was
developed and implemented to enable referrals and requests for information to be tracked through the
process thus ensuring delivery of services or information. Alongside this the project literature was

Prepared on behalf of the Commission for Rural Communities by Integrated Transport Planning Ltd.
For further information contact laws@itpworld.net /i',rT)




developed to be piloted in April 2008.

Operational Issues

The First Contact project runs in partnership with: Lincolnshire Fire and Rescue; o

District Council housing teams; Adult Social Care; Lincolnshire Energy Efficiency; Age 'FI rSQ
Concern; Lincolnshire Police; Local Pensions Service; LCC Accessibility and Policy Unit;

Local Voluntary Sector Hubs; and Share the Care. C]ontOCt

It is based around a simple form containing 11 questions (one for each of the partner R
organisations). These are used to ascertain if the respondent requires more help or information on the
services provided by any of the partner agencies. In addition the form asks for information regarding
tenancy, and has a referral agreement for the respondent to sign. The form can be filled in by the older
person, or by a friend or relative who can be contacted on their behalf.

A separate form has also been produced for partner agencies to fill in if they encounter an older person.
This works on the basis that whichever agency comes into contact with the older person first is trained
to fill in the form on the older persons behalf. This form contains the same question and in addition has
a comments box next to each question so that any useful information can be added alongside the
response. This form was produced because it was identified that agencies who come into contact with
older people often receive information about problems outside of their responsibilities. Trying to
signpost the older person, particularly when involving more than one agency, can be time consuming.
The questions on the form have been developed over time, and modified where necessary. For
example, the Accessibility and Policy Unit question initially read ‘would you like to receive information
about community transport in your area’. However this was amended to read ‘local transport’ when it
was realised that ‘community transport’ was unclear.

Project Outcomes

The First Contact project has not been heavily marketed in Lincolnshire since it commenced countywide.
The team involved were concerned that they did not want to over burden the partners or compromise
the service level agreement (which stipulates that the agency must contact the customer within 28
days). LCC plan to begin promoting the scheme more in the future.

As the First Contact scheme has become more well know among the service delivery agents in
Lincolnshire, LCC have been receiving more requests from others who would like a question adding to
the form. They are taking action as appropriate but are conscious that they don’t want the form to
become too long and complicated because this may discourage people from filling it in. First Contact has
already been undertaken in Nottinghamshire, and LCC share their experiences regularly with colleagues
in Nottinghamshire and elsewhere in the country where similar schemes are being undertaken.

Lessons Learned

LCC have been pleased overall with the project and have found that being open minded during its
introduction has enabled them to make changes to elements of the project during its development. This
means that the resultant resources have been subject to ongoing testing and as such reflect the
demands of the area and its residents.

Some future issues are arising however, including the fact that more agencies now want to be involved
and there are some concerns associated with expanding the number of questions on the form.

Finally the CRM system was felt to be vitally important to the success of the project. Its use means that
a customer can be tracked through the system and to ensure that they get the information that they
need and the agencies involved are meeting their service level agreement.

Key contacts

Martin Wilson — Health and Well-being, Lincolnshire County Council
Vanessa Strange — Accessibility Delivery Manager, Lincolnshire County Council

Gary Burr — First Contact Field Coordinator, Age Concern.
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Pendle Witch Hopper, Lancashire

Project aim

The Pendle Witch Hopper bus service aims to improve access to Clitheroe and Nelson for the rural
communities situated along its route.

Context

The Pendle Witch Hopper, which commenced in March 2008, operates from Clitheroe to Nelson in
Lancashire, serving some of the villages between the two and connecting with the train to and from
Manchester at Clitheroe Interchange. Most of the bus route sits within the borough of Pendle, with only
Clitheroe outside. Pendle is in the east of Lancashire about 25 miles north of Manchester.

The population of Pendle is 89,248 (2001) of whom about 18% are over 60. Unemployment is slightly
above the national average.

Strategic Links

In Lancashire rural accessibility was identified as a problem within the Accessibility Strategy, particularly
for those residents without access to a car. As such maintaining bus services wherever possible is a
feature of the strategy.

Funding

The Pendle Witch Hopper service is a rural bus service that was formed from a poorly performing Rural
Bus Challenge (RBC) funded bus service (the Pendle Wayfarer) that previously operated on a similar
route until the RBC funding ceased in March 2008. When the RBC funding ceased, it was apparent that
the service could not continue to operate to the same route and timetable as it had done historically. It
was struggling to meet the 40% revenue to costs target stipulated in the Lancashire County Council (LCC)
bus support guidance and some elements of the route were not proving particularly popular. Therefore
LCC took the decision to review the service and create a hybrid that utilised the more successful
elements of the service and improved its sustainability in the longer term.

Background to the project

The Pendle Witch Hopper is essentially a ‘hybrid” bus {7 /
service combining aspects of the old service with new '
elements. The original service was set up to provide
improved access to the residents of the rural areas it
served for a variety of reasons, including improving
connectivity to other transport modes. It operated on
a semi-demand responsive basis with evening services,
and areas of low demand being served by the demand
responsive elements.

An essential part of this review was the extensive ®
consultation that was undertaken before the new =
service was implemented. It was recognised that the
local population would not look favourably on the
removal of the existing RBC funded service and as such
consultation was vitally important to ensure that the
new service met the needs of the villages and would not worsen rural isolation.

It was acknowledged by the project team that this process was very time consuming, and involved
gaining the trust of local people. As such the special projects officer had carefully built up relationships
within the communities in order that she could access the people who really would become isolated
without the service. The avoided the frequently experienced situation where the respondents to more
consultations are people who are concerned about others rather than themselves and as such the
responses don’t always reflect the needs of the local population. This can seriously affect the viability of
a rural bus service.

The Pendle Witch Hopper that resulted from the consultation encountered compromises in some

nging at Slaidburn
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instances, for example a village that was historically served would no longer get a bus service with the
new route. There was a passenger from the village who regularly used the service, but LCC are aware
that she has now found a different means of transportation and understand that compromises such as
this have to be faced and it is important to realise that it is often impossible to meet the needs of
everyone and provide a sustainable service.

Following consultation the emerging service offered a two hourly timetable on Sundays (summer only)
operating on a loop route, with an hourly Monday to Saturday linier service that connects with trains to
and from Manchester in Clitheroe to aid access to employment and other services based in Manchester.
It also links to the Bowland Transit bus service which runs in a loop to Settle, and Slaidburn where it is
possible to meet the Little Red Bus to Horton in Ribblesdale. The timetables are specifically designed to
connect therefore people can be confident that their whole journey will be possible.

Operational Issues

The policy and bus teams at LCC work closely together which aids the identification and rectification of
any issues that arise. This close working relationship enables the project team to be reactive to any
issues that arise which may compromise the long term sustainability or performance of the project. Bus
passengers can report any issues that arise directly to LCC and these are dealt with quickly to improve
the user experience of the service.

Project Outcomes

The new service took over from its predecessor in March 2008 and has since carried approximately 6500
passengers per four week period. It has funding from LCC passenger transport budget and received
special permission from the DfT to roll over remaining RBC money to use during the first year of the
service.

The Pendle Witch Hopper weekday service is relatively well used for a rural bus service. To some extent
patronage numbers have been influenced by free concessionary travel, because older village residents
now experience fewer financial barriers to travel. This was particularly an issue historically in the rural
areas because older people had fewer opportunities to travel and where opportunities did exist they
were usually more costly due to the relative distances involved in the journeys.

Lessons Learned
r LCC are, thus far, pleased with the performance of the service that
has emerged following the end of the RBC funding. Although they
acknowledged that the service provided is not as comprehensive
as it previously was, patronage levels are as expected and the
service is providing what was intended.
It is especially positive that the interchanges between the services
work so well, however having so many interchanges does have
some downsides. For example it is very complicated to make
changes to the timetable due to the impact this has on the other
services.
However having the linkages between the services is proving
popular with tourists who visit the area, especially local walkers.
An indirect social benefit of the service had occurred with the
formation of a rambling group comprising individual people who
had begun using the bus to access the local countryside and go for
walks. Through the provision of the bus service they had come
into contact with each other and formed the group.

View from Pendle Witch Hopper

Key Contacts

Sue Buckley, Special Projects Officer, Lancashire County Council

Ashley Weir, Bus Network Manager, Lancashire County Council
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Mobile Gateway, Kent

Project aim

The aim of the Gateway project is to improve access to council services (at both county and district levels)
within Kent. The project also hopes to make better use of human and property resources. The Gateway
project consists of static hubs accompanied by one mobile hub which takes services out to more rural
areas within the county. This case study focuses on the mobile gateway.

Context

The Gateway project opened its first static hub in October 2005 and since that point a further three fixed
Gateways have opened, with a further three to open during 2009. They are complemented by a mobile
Gateway to serve the more sparsely populated areas within the county. Kent County Council (KCC) is the
largest non-metropolitan local authority area in the UK in terms of resident population and contains a
number of large towns. However vast areas of the county are rural and some of these areas have limited
access to services and facilities.

Strategic Links

KCC’s Accessibility Strategy states that the County Council will ‘support independence and reduce social
exclusion by improving transport links and bringing services closer to communities’. The mobile Gateway
contributes to this. In addition the Gateway team have worked with colleagues in the Transport Policy
Team to utilise Accession to help map where the Gateway should visit.

Funding

The mobile Gateway infrastructure is fully owned by KCC with the running costs split between KCC and the
district councils that use it. The vehicle, trailer and satellite used to connect to the internet cost around
£100,000 with the data through the satellite costing about £1000 per month.

Background to the project

The KCC Gateway project was developed following service
delivery research that suggested services within the county
were not being delivered as efficiently as possible, and
were not meeting the needs of the population as well as
they could be. Frequently the delivery of services such as
benefits, housing and other support was situated in
separate places making them difficult to access and
impeding the signposting process. The mobile Gateway
team work with district councils and other service
providers to offer a service in rural areas that could not sustain full-time service provision.

The trailer and the Landrover that tows it are branded ‘Gateway’. The decision was taken to purposefully
exclude the branding of any particular organisation, including KCC, so that external organisations could use
it. The mobile Gateway is managed day to day by a team of two people, who set it up and deal with any
issues that arise. The team also monitor the use of the mobile Gateway.

The Gateway project was piloted to test the concept of Gateways as a means through which services could
be accessed within the county. The pilot project proved such a success that KCC has funded more fixed
Gateways throughout the county.

Operational Issues

There are a number of partners involved in the project. In terms of development, the project team are
working with the transport policy team to create an evidence base to inform the service planning (in terms
of the locations that the Gateway visits) and the services that should be on board at each location. To do
this they are combining the features offered by Accession with information from the Mosaic and Origins
classifications to create a detailed picture of the nature of rural areas within the county and the services
that are needed in each area. For example, there would be little benefit in having medical professionals on
the Gateway if there is a doctor’s surgery in the village it is visiting. In the future KCC would like to
combine all of this information on one map; however they have not undertaken this as yet.
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In addition KCC are working with the local district councils to offer them the opportunity to have their
services on the vehicle. Some of the smaller district council offices have closed, or are located in relatively
inaccessible locations, the mobile Gateway can help to counter this. At present it is available to visit an
area within a district for a day a week for twelve weeks. At the end of this period the usage in the location
is reviewed, and, subject to availability the service may be available in the area for longer. The relationship
with the district councils has taken some time to establish, however now the service is operational in some
districts, those that were initially reticent are very keen to have the mobile Gateway in their area. There
have been some problems with administering this, for example the service doesn’t always get the
promotion required prior to its visit to each area due to resource constraints at the district councils. This is
something that is being addressed as it is paramount that the mobile Gateway is adequately promoted so
that people know where and when they can access services.

Finally KCC has been working with other service providers external to themselves and the district councils
to get them to offer their services on the mobile Gateway at certain times. Eventually they would like to
include the PCT, Citizens Advice and JobCentrePlus. The PCT is the only one that has used the service so
far, however Citizens Advice do provide services in the fixed Gateways.

Project Outcomes

The project has demonstrated a number of measurable outcomes so far. It is
hoped that further data will be collected from the areas where the gateway is
currently being deployed. On one occasion the Gateway was used to provide
health checks to help the PCT meet preventative health targets. 120 checks
were undertaken in one day and as a result one patient was advised to go
straight to A and E and received emergency treatment. As a result of the
LR Rl  Gateway operating so well in this role, a future mobile Gateway will have a
larger separate room so patients can have health checks or treatment in private.

In addition, evidence so far suggests that the service has enabled more than one person to remain in their
rented accommodation, and on the day of the site visit a client was observed making an online payment to
the council for the first time with assistance from the on-board team. The mobile Gateway also offers the
opportunity for the public to use one of the on-board computers to access the internet. There is no
restriction in terms of length of computer use time on the mobile Gateway (however it is restricted to an
hour in the static Gateways). Such restrictions will be implemented if demand becomes a problem.

KCC feel the mobile Gateway is performing well enough and demand from other organisations is high
enough that they plan to fund (or part-fund with partners) at least two more mobile Gateways.

Lessons Learned

Overall KCC are pleased with the way that the project has been working and the outcomes that have been
observed. However they have encountered some issues during the process. The first of these was
problems stabilising the trailer on uneven surfaces and manoeuvring it in a limited area. Research
undertaken by the project team has suggested that there would be a minimal cost difference between
building a trailer and building a vehicle based on a HGV or bus. Due to the issues encountered, in the
future KCC would definitely choose a HGV or bus based vehicle rather than another trailer.

Secondly it has proved somewhat difficult to measure the success of the mobile Gateway in rural areas.
This is because the vehicle is visited by fewer people in rural areas which could be interpreted as it being
‘less of a success’. However the project team are trying to ensure that they report more than just numbers
and feel that it is important that any performance monitoring that is undertaken takes into account the
impact on the lives of the people who make use of the service and the potential cost savings created
elsewhere within the authority, and for other service providers.

Key Contacts

Peter Brook — Gateway project Development Manager, Kent County Council

Vicki Hubert — Transport Policy, Kent County Council
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Rural Rider, Leicestershire

Project aim

The Rural Rider aims to provide a bus service to residents in rural parts of east Leicestershire that links
them with local market towns and Leicester city thereby improving access to services and activities.

Context

The Rural Rider bus service was set up in 2006 in east Leicestershire which is a very rural area with a
number of small market towns. This presents significant problems in terms of the provision of public
transport for the residents of these rural areas. The Rural Rider service forms an intensive network of bus
services that link the villages in the area with the larger market towns of Oakham, Market Harborough,
Melton Mowbray and the city of Leicester. The map below provides a snapshot of the network and
indicates that some of the settlements are served by more than one service although many do not operate

daily.

Strategic Links

The rural bus network in Leicestershire was reviewed
following the Best Value review of supported
services in 2001. As a result of this it was apparent
that some of the network of bus services that existed
were not meeting the needs of the local population
and were expensive to operate. It was decided that
appropriate solutions needed to be sought that
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deliver the objective of ‘improving access to facilities

Section of Rural Rider route map

including employment, education, healthcare and food shopping, particularly where the analysis shows the
greatest levels of social exclusion’. One of the LTP2 aims that is partially fulfilled through the Accessibility
Strategy is to maintain the coverage of an hourly bus service, or better, within an 800 metre walk for 95%
of Leicestershire residents. The supplementary target was to provide 76% coverage in 76% of rural areas
defined as settlements of less than 3,000 residents. LCC acknowledges that it would be prohibitively costly
to provide a higher level of coverage than this in rural areas and more innovative solutions are necessary.
This is where the Rural Rider bus is used to offer a level of service that meets essential access needs

Funding

The Rural Rider is funded through LCC’s passenger transport budget and any fare revenues (including
concessionary reimbursement).

Background to the project

Many of the settlements now served by the Rural Rider bus network were served historically by a number
of LCC supported services that operated to long standing infrequently operated and poorly marketed
timetables (generally only running one day a week and not necessarily to coincide with demand).
Following LCC’s review of supported services they took the decision to totally restructure the rural bus
network in the Rural Rider area. Rather than alter each individual service, LCC decided to start with a clean
slate and overhaul the entire network. This was undertaken following extensive consultation with the
current service users and publicity of the service changes prior to any changes being made. By undertaking
such an in depth consultation process LCC was able to ensure that the new services they were putting in
place would meet the needs of those who wanted to use them.

The consultation was based on honesty, with the participants being informed of, and accepting that there
would be no regular hourly bus service in the future, but that LCC wanted to replace the service with
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something more focussed to users needs and that the consultation would inform what this was. LCC
wanted to avoid the type of consultation that all too frequently occurs where the solution had been
decided upon before the consultation is undertaken. The Rural Rider is the result of this exercise.

The Rural Rider service is operated using a thinner bus that can fit down narrower rural lanes without
causing damage to the surrounding environment. It serves a number of fixed stops, but also operates as a
hail and ride service in between. There are only three drivers for the service, two of whom are permanent
and one relief driver to cover holidays and sickness. This means that the service is very personal with the
drivers being on first name terms with most of the users.

The service has been marketed with leaflets in libraries, information centres and village notice boards.
Information is also available from Traveline and on the internet. A money-off voucher and pocket
timetable was distributed to households served by the network at the start of the project to encourage
people to try the services and this resulted in a noticeable increase in patronage.

Operational Issues

The project has been designed and implemented by LCC and as such there are no official partners aside
from the bus operator, West End Travel. However during the consultation phase the team worked very
closely with local councillors, parish councils and other village representatives.

Project Outcomes

In qualitative terms the Rural Rider appears to be successful. It
demonstrates how in-depth consultation can result in a bus service
that meets the needs of local people, in an area where an hourly
service is neither financially sustainable nor supported by demand.
The consultation process led to a workers bus being included in the
network for village residents to travel into Leicester early in the
morning, returning after 5pm. It also ensured that the buses ran on
the necessary days — for example into Market Harborough on
market day, and offered convenient return journeys.

From a social perspective, the bus service brings communities
closer together, the atmosphere on the bus journey undertaken as
part of this case study was very sociable and a conversation with the driver revealed that the passengers
and the driver notice if a usual traveller is not on the bus.

The bus is fully accessible for wheelchairs and pushchairs, and although there is only one space, this hasn’t
caused problems on the service so far.

Initially the service was carrying around 700 passengers per month and there was an increase in patronage
between the number carried on the old services and the new one. The patronage has now increased
further, in part due to free concessionary travel. The review of the bus network and the implementation of
the Rural Rider service resulted in a net cost saving of around £70,000 per annum. The Rural Rider won an
award at the UK Bus Awards 2007 in the ‘Bus in the Countryside’ category.

Lessons Learned

Overall those involved with the project at LCC felt that the way they had undertaken the review of public
transport and developed bespoke solutions enabled them to provide a comprehensive (for a rural area)
public transport network that served the needs of the local population, allowing many of the villages a
choice of destinations and access to a wide range of services.

The network has been well received by local people and feedback from passengers is very good. Many feel
that the services offer them the opportunity to remain independent without needing a car

Key Contacts

Caroline Mackay — Rural & Community Transport Manager, Leicestershire County Council

Hina Gadhia — Rural and Community Development Officer, Leicestershire County Council
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