ST ALBANS
& DISTRICT

LOCAL STRATEGIC
PARTNERSHIP

St Albans & District Local
Strategic Partnership

St Albans Community
Transport Research

Final Report

Project Ref: 24054/001
Doc Ref: R24054/revB
August 2010

Peter Brett Associates LLP
Caversham Bridge House
Waterman Place

Reading

Berkshire

RG1 8DN

T: 0118 9500761

F: 0118 9597498 m
E: reading@peterbrett.com peterbrett



St Albans Community Transport Research
Final Report

We print on 100% recycled paper from sustainable suppliers accredited to ISO 14001.

J:\24054 St Albans CT\documents\outgoing\reports\Final Report i peterbrett
29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

Document Control Sheet

Project Name: St Albans Community Transport Resear  ch
Project Ref: 24054/001
Report Title:  Final Report

Doc Ref: R24054/revB
Date: August 2010
Name Position Signature Date
Prepared by: Sian Houston Transport Planner
Reviewed by: George Associate
' Daugherty
Approved by: Bob Pinkett Partner
For and on behalf of Peter Brett Associates LLP

Revision Date Description Prepared Reviewed Approved
Rev A 29 July ‘10 | Amendments to Draft Report SH GD BP
Rev B 6 Aug ‘10 | Final amendments to Draft Report | SH BP BP

Peter Brett Associates LLP disclaims any responsibility to the Client and others in respect of any
matters outside the scope of this report. This report has been prepared with reasonable skill, care and
diligence within the terms of the Contract with the Client and generally in accordance with the
appropriate ACE Agreement and taking account of the manpower, resources, investigations and
testing devoted to it by agreement with the Client. This report is confidential to the Client and Peter
Brett Associates LLP accepts no responsibility of whatsoever nature to third parties to whom this
report or any part thereof is made known. Any such party relies upon the report at their own risk.

© Peter Brett Associates LLP 2010

J:\24054 St Albans CT\documents\outgoing\reports\Final Report ii I peterbrett

29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

J:\24054 St Albans CT\documents\outgoing\reports\Final Report iv peterbrett
29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

Contents
EXECULIVE SUMIMAIY ...uuiiiiiiiie e ittt et e e sis eeeeeaaieiateeteee e s s s ttaaeeeaeeesasnstaaeeeaeeesaasnstaaeaaaeesaaasnsenneaaeeesnansnns 1
1 1] o o [N Tt 1o o I PP UTPPPTRRR 2
2 BASEIINE REVIEW. ....eeiiiiiiii ettt e ettt e ettt e e sttt e e sttt e e s sttt e e e snbbe e e e snbaeeeeannaeeeas 3
2.1 CensuUS - DEMOGIAPIICS .oooiiiiiie et e e e e e e e e e 3
2.2 Public Transport in St AIDANS .......ccooiiiie e 3
2.3 Existing Community Transport Services in St AIbans .........ccccccceeei e, 6
3 Community Transport Operators CoNSUtAtioN.........  ocuiiiiiiie e 10
3.1 LI T 0 5 Lo o T T o RSP 10
3.2 Consultation EVENt 27" MaAY 2010 ........oeieeeeeeeeeeeeeeeeeeeeee oo eeeee e seeeseeenesees 10
3.3 QUESHIONNAINE RESPONSES .....viiiiiiiiie e e e e sttt et e e e s e s st eae e e e e e s s s sraeaeeeaeeasssnnraaeeeaeesaannnes 13
3.4 St Albans District Access Group CoNSUtatioN.............eueiiieiiiiiiiiieeee e 18
4 KEY ISSUES AN RISKS ....uviiiiieii ittt ottt e e e e e e et r e e e e e s s s rnereaeee s 19
4.1 ASSIStANCE REQUESTEM ... .t e e e e e neeaeeeaaaeeas 19
4.2 [ (015 o1 = I == T4 N o [T RRUP R 20
4.3 RV 0] [0 ] 01 1=T= £ PP OPPPPRT 20
4.4 MIlEAJE ClAIMS ...ttt e et ee e e e e e e e e e e e e e e e e anneeneeas 21
4.5 VENICIE SEIECHION ...eeiiiiiiii ettt e e snneeee s 21
4.6 MINIDUS SEALS ....eeiiiiiiii ittt e e st e e e anbae e e e enees 21
4.7 L] T [T o SRS 21
4.8 Y01 o 7AYo Y o PR 21
5 RECOMMENUALIONS.....ciiiiiii i ettt e ettt e e e e e e e bbb e e e e e e e e e sanbbe e e e e e e e s aannnrbneeaaaaeas 22
5.1 Local RECOMMENALIONS ........ueiiiiiieiiiie e e e e e e 22
5.2 Best PractiCe EXAMIPIES .. ... .ueeiiiiiiiiiieee ettt a e 24
6 Y Xex 1T I = - o [PPSR 25
7 SUIMIM@IY ©eettttetteueeeeeeeeeeeeeeeeeeeeeeeeeseeeees eeeeeeessesssesssssssssssessssssessssssssssssssssssssssssssnsssnsnsssnsnnnsnnnsnnnnns 25
Tables
Table 1 BUS SErviCeS iN St AIDANS .......eiiiieeie et e e e e e e e e e st e e e e e e e e e annaeneeas 5
Table 2 St Albans Community transport operators Known t0 CV'S ... 6
Table 3 Consultation Attendance and QUESLIONNAIre RESPONSE .......eevvveeiiiiiiiiirieeeeeiiirirere e e e e s eereeees 13
Table 4 Operational Detail of St Albans Community TranSPOrt ..........eevveeviiiiiirireee e ecrieere e e 15
Table 5 Reasons for Volunteer SNOMages .........uvuiiiiiiiiiiiiiiie e e e e e e s 17
Table 6 ASSIStANCE REQUESTEA. ..........ueiiiiee i iiiiieiee e e e e s e s e e e e s s s r e e e e e s s anerarereaeeesannsreneees 20
Figures
Figure 1 The Average Number of Trips in Great Britain...........cccceeeviiiciiiiiiie e 2
Figure 2 Passenger Profile according t0 OPErators ..........ccuuvuriieeeeiiiiciiieeee e e s e s siere e e e e e s e s snrrneeeeeeesennnnes 11
Appendices

Appendix A — Public Transport in St Albans

Appendix B — Existing Community Transport in St Albans Map
Appendix C — Operator Questionnaire

Appendix D — Action Plan

J:\24054 St Albans CT\documents\outgoing\reports\Final Report v I peterbrett

29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

J:\24054 St Albans CT\documents\outgoing\reports\Final Report vi peterbrett
29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

Executive Summary

This Community Transport Research Project has been carried out on behalf of the St Albans & District
Local Strategic Partnership. Community transport operators were positively involved in the process
and their consultation provided valuable information and insight into the processes which occur locally
and how the services operate. This information has formed the basis for the Report.

St Albans currently has an extensive coverage of community transport and many local operators
indicated a willingness to serve areas outside of their standard operational area if or when the need
presented itself. This ‘willingness to serve’ epitomises the underlying ethos of community transport.

A number of issues and risks were identified by St Albans operators and included topics which one
would expect to have been raised when discussing community transport. Topics such as hospital
parking, securing volunteers, and the mileage rate payable are all common problems which operators
raise across the country.

The engagement has illustrated a number of activities which occur locally and which should be
celebrated and supported further - in particular, the receptiveness of operators to engaging with one
another. This willingness to share information, experiences and problem solve together is invaluable
and is at least in part responsible for the successful community transport already being delivered in St
Albans. This should be celebrated and supported to continue further to include more operators.

There are however measures which can be implemented to help mitigate many of the issues raised.
These measures have been described within the report and developed into a two year Action Plan
which should aid delivery of improved support and community transport services in St Albans.
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1 Introduction

This research project has been conducted by Peter Brett Associates LLP on behalf of the St Albans &
District Local Strategic Partnership. The process was initiated in order to get a better understanding of
the existing community transport provision in the District and to help inform future commissioning
whilst continuing to deliver effective community transport.

Community transport is the term used to describe a range of not-for-profit passenger transport
services which have been developed within local communities to provide transport for people who, for
a variety of reasons, find it difficult or impossible to use conventional public transport. It can improve
quality of life and have a significant impact on individuals who may otherwise be socially excluded due
to age, disability or isolation. The benefits that this transport offers should not be underestimated.

The Community Transport Association (CTA) has just begun conducting research for a State of the
Sector Report due for publishication in late November 2010. This report will provide information on
community transport in England and will include: the value (turnover) of the sector; what types of
services operate; how many vehicles are operated; and how many paid staff and volunteers work in
community transport.

The Department for Transport National Travel Survey 2009" provided information about why people
travel. The results are illustrated in Figure 1 below which shows the average number of trips in Great
Britain in 2009. It indicates that some 71% of journeys relate to personal activities such as shopping,
visiting friends, personal business (including medical appointments and treatment) and leisure. The
distance travelled for commuting and business purposes tended to be longer than the person trips,
however interestingly some 72% of the average distance travelled still related to personal trips.

Other leisure - Commuting
15% - T 15%
Business
3%
If_.-'
Visiting friends | Eﬁ:ﬁﬁ:ﬁg
16% escort)
| 11%
|
Other escort
and personal .
business — 5“‘;3.!3 g
20%

The National Travel Survey also presented figures which showed that in Great Britain 69% of people
with a mobility difficulty are aged above 50; 39% of these are older than 70 years of age. The survey
also illustrated that a quarter of people with mobility difficulties are not aware of special mobility
services in their local area. They found that the working age group (16 — 59 years of age) are less
likely to have an awareness of these services.

! http:/lwww.dft.gov.uk/pgr/statistics/datatablespublications/nts/
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A baseline review of existing community transport services in St Albans was conducted during the
course of this research project. This was done through initial discussions at a St Albans Transport
Forum meeting in April 2010, followed by a focussed community transport consultation event in May
2010, and finally a questionnaire was circulated to all known community transport operators in St
Albans.

Through this process and the subsequent analysis of data, key issues and risks for the local
community transport operators were identified. In response to these, locally specific recommendations
have been developed and best practice examples identified. An Action Plan has also been developed
to help steer delivery over the next two years.

No community transport service users were interviewed during this research as it was not feasible
within the available budget and timescales. The operators themselves were instead requested to
provide information on passenger journeys and profiles.

The research was conducted to inform future community transport commissioning in St Albans. It
reviews the current situation for operators and provides recommendations for how operators might
best be supported and community transport services developed in the future. Implementation of these
measures will facilitate scheme delivery and will ultimately benefit the passengers who use community
transport.

2 Baseline Review

2.1 Census - Demographics

As an introduction to the St Albans area and to help to create a profile of residents, this short section
contains Census information from the 2001 Office for National Statistics surveys, relating to car
ownership, age demographics, long-term illness information and pensioner living arrangements.

Car ownership levels in St Albans are higher than the average for the rest of England. According to
the Census, only 15% of households in St Albans have ‘no cars or vans’, this compared to the 27%
average in England generally.

The mean age of the St Albans population was 38.39 years in 2001; very similar to that of the rest of
England. More significant is the fact that some 25,190 of St Albans residents (19.5%) were older than
60 years when the last Census was carried out. During the same period, 16,875 of St Albans
residents (13%) had a limiting long-term illness which is defined as that which ‘limits daily activities or
work’. The average in England was 18%.

In terms of living arrangements, there were 6,712 ‘one person pensioner households’ in St Albans in
2001, 13% of the total number of households which highlights the potential scale of isolation for these
elderly residents. The average for England was 14%. A further 5,120 St Albans households (10%)
contained more than one person but all of which were pensioners.

2.2 Public Transport in St Albans

The extent of existing public transport within St Albans and the surrounding areas is provided in
Appendix A. It shows that the urban areas tend to have a good distribution of bus stops. There are
however areas of the St Albans District which appear to be less well served. The western side of
Harpenden and the area to the north of St Albans city centre have gaps in the public transport
provision. This is true also for the western side of the district but not surprising given it consists mostly
of countryside.

The District Council encourage the use of the journey planning website Intalink
(http://www.intalink.org.uk/). This website contains a journey planner, timetables for the area, and
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even bus stop location information. The Traveline website (www.travelinesoutheast.org.uk) is also
available for use and provides journey planning and timetable information for bus and rail services.

Table 1 provides information on the buses which operate within the St Albans area and gives an
indication of the type of frequency with which each of the services operates. The list excludes any
school only services. A large number of buses appear to operate at an hourly frequency, with some
only offering defined journeys once a day or by operating on just one day of the week.

There are a total of six railway stations in St Albans District. Two of these railway stations are situated
in St Albans City Centre. The St Albans City Station which is in Victoria Street and is served by First
Capital Connect. The services connect to Bedford in the north, directly to London, and on to Brighton
in the south. Access to Gatwick Airport and Luton Airport is possible from these services. The second
railway station in the city centre is St Albans Abbey Station which is at the bottom of Holywell Hill and
is served by London Midland trains. A local service to Watford Junction is provided from this station.

Harpenden Railway Station is on the same line as the St Albans City Station and links through to
London, served by First Capital Connect trains. The remaining three train stations are along the
London Midland line which travels south from St Albans Abbey Station through Park Street Station,
Haw Wood Station, and Bricket Wood before continuing to Watford Junction, where passengers can
change onto the London Euston line.

There are a number of hackney carriages and private hire taxis available for hire in the St Albans
District. Many of these can be found at the railway stations at within the City Centre itself.
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Bus

Service Area of Operation Frequency

Number

34/343 (Dunstable) — Markyate — St Albans 1 per hour (am)
45 Stevenage — Harpenden - Luton 1 Outbound, 2 Return trips (Mon — Fri)
46 Luton —Redbourn - Hemel Hempstead 1 per hour

84 St Albans — London Colney — New Barnet Railway Station |3 per hour

200 Essendon — London Colney inlp;)er day in each direction (Monday
202 Dunstable — Harpenden 1 every two hours

208 Trowley Bottom — Hemel Hempstead '}'hﬁfsr dg)?syolnnly)e ach direction (alternate
300/301 |Stevenage — Hemel Hempstead 2 per hour

304 Hitchin / St Albans — Welham Green 1 every two hours

312 Hatfield — Potters Bar (Circular) 2 per day (Wednesday only)

321 Luton — Harpenden — St Albans - Watford / Rickmansworth |2 per hour

343 Dunstable — St Albans 1 per hour

365/366 |Dunstable — Wheathamstead - Hatfield 2 per hour

601 Welwyn Garden City — St Albans 2 per hour

602 Hatfield — St Albans - Watford 2 per hour

620 | \neathampeted - St Abbans - Hatfeld | Lperhour

621 Watford — S tAlbans / Hatfield 1 per hour

632 Hatfield — London Colney - Watford 1 per hour

636 Hatfield — Wheathampstead — Harpenden - Luton 1 per hour

655 /656 |Hatfield — St Albans - Borehamwood 1 per hour

658 Borehamwood — London Colney - St Albans 1 per hour

659 London Colney — St Albans 1 per hour

712 /713 | Kinsbourne Green — London (Victoria) 1 every two hours

721 Abbots Langley — St Albans - London Colney 1 per day (Wednesday only)

/73‘216/ 725 Harlow — St Albans - Heathrow Airport 1 per hour

757 Luton / Luton Airport — Bricket Wood - London (Victoria) 3 per hour

HA1 Harpenden — Cross Lane Estate 1 per hour

HA2 Batford — Harpenden 1 per day in each direction

S1 Jersey Farm / New Greens — St Albans — Mile House 3 per hour

S2 Jersey Farm / Mile House — St Albans - New Greens 2 per hour

S3 St Albans - Jersey Farm 1 per day

S4/S5 St Albans City Centre 2 per hour for each

S7 St Albans, Firbank Road — Tyttenhanger Green 1 per hour

S8/S9 Verulam Estate — Marshalswick 1 per hour

w1 South Oxhey — St Albans / Garston 2 per hour
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2.3 Existing Community Transport Services in St Alb ans

2.3.1 Overview of Provision

The St Albans Centre for Voluntary Services (CVS) is currently aware of some 23 community transport
schemes in operation in St Albans and these are listed in Table 2. These include a number of
wheelchair accessible minibuses, shopping transport, and voluntary car schemes.

No |Operator No | Operator No | Operator

Harpenden Helping Hand & St Albans & Harpenden

L Active Life Styles 9 Harpenden Seniors Forum 1 Stroke Club

> Age Concern St Albans 10 ngtfqrdshlre Action on 18 St Albans Good
Disability Neighbours

3 Arthritis Care 11 ‘(]:Zrﬁti Z Farm Day Care 19 |St Albans Mencap

Colney Heath Parish London Colney Parish

g 12 .

Council Council

Retired & Senior Volunteer

5 Dial-a-Ride 13 Programme (RSVP) 21 | Salmon Swimming Club

20 | St Albans Shop Mobility

Daylight Club / Passport
6 to Leisure & Special 14 | Redbourn Care Group 22 | Sandridge Parish Council
Olympics St Albans

Wheathampstead

2
7 Evergreen Club 15 | Roundabout Transport 23 Community Group

St Albans Association for the

8 | Grove House 16 | Disabled

Each operator was asked to provide details about the areas where they will collect passengers from
and where their service operates. A total of 15 operators responded and Appendix B contains a map
which illustrates the distribution of these services®. Table 4, located within Chapter 3 of this Report,
contains further details of the specific areas served by each operator.

Appendix B shows that the coverage of existing services is in fact very comprehensive across the St
Albans area. Complete St Albans coverage is provided by the Dial-a-Ride, Daylight Club,
Hertfordshire Action on Disability, RSVP, Special Olympics St Albans, St Albans Association for the
Disabled, and St Albans Mencap®. Each of these services operates across the whole of St Albans
District at least. The Dial-a-Ride and Special Olympics services operate across Hertfordshire, and
Hertfordshire Action on Disability covers the whole of the UK. Age Concern St Albans has a
catchment area of everywhere within the AL postcode — an area which covers almost all of St Albans
District. Appendix B also illustrates the catchment areas for the other responding Operators.

The map shows that the St Albans central area is well served and that the areas of Redbourn,
Harpenden, Wheathampstead, London Colney and Colney Heath have community transport present.

Many of the responding operators also stated that should a need be shown, they would pick
passengers up from beyond their normal operating area; effectively expanding the pattern of
coverage.

Collectively, these schemes improve accessibility and quality of life for a number of people who may
otherwise be vulnerable and isolated. The true value of community transport is not simply in the

% Now known to be a broker organisation, not community transport provider directly.

3 This map does not include information about the Free Hospital Bus Service which travels between three hospital
sites; St Albans, Hemel Hempstead and Watford. www.westhertshospitals.nhs.uk/index.htm

* The St Albans Mencap actually covers the additional areas of Welwyn Hatfield, Three Rivers, Berkhampstead,
and Welwyn Garden City.

J:\24054 St Albans CT\documents\outgoing\reports\Final Report 6 peterbrett
29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

number of passengers they transport, but is also about the significance of what this transport means
for the people who use the service.

2.3.2 Hertfordshire County Council - Dial-a-Ride

The Hertfordshire Dial-a-Ride provides door to door transport for residents of Hertfordshire who are
elderly or of any age but have difficulty travelling due to a permanent disability or illness. Children
younger than 14 years old need to be accompanied by an adult. The vehicles which are used have a
tail-lift or ramp therefore making them accessible for wheelchair users and those who find stairs
difficult to climb.

All eligible passengers are required to register as members prior to being able to use the service.
Once registered, trips can be booked through the booking office up to seven days in advance (clarify
this in future marketing materials as there is some confusion over the booking timescales). The Dial-
a-Ride can be used for local journeys to GPs, dentists, shops, libraries, visiting friends or places of
interest. The service does not provide outpatient transport to hospitals, nor to full time education or
social services / health services day centres.

The Dial-a-Ride service is available between 9.00am and 5.00pm Monday to Saturday and fares are
similar to those of conventional public transport ranging from £1.10 to £6.00 per journey. An average
of 82 people request trips on the St Albans Dial-a-Ride each month; of these 17 cancel their bookings.
There is a low refusal rate of just 0.47% - these are trips which the Dial-a-Ride is unable to
accommodate at a specific time or place.

Only one bus currently operates in St Albans and the demand is currently exceeding the provision.
There are currently four local authorities who provide additional funding to support an extra Dial-a-Ride
vehicle in their areas. These are: Broxbourne Borough Council, Stevenage Borough Council, Three
Rivers District Council and Watford Borough Council.

Each of the 10 districts within the County, have their own assigned bus and driver. Sixty-five
passengers use the St Albans Dial-a-Ride each week. Collectively, the Hertfordshire Dial-a-Ride
vehicles transport some 1,000 people in county each week.

2.3.3 St Albans District Council — Taxi Voucher Sch  eme

Taxi Vouchers can be used for any journey beginning or ending in the St Albans District. The scheme
was initially introduced as a pilot during 2003/2004 to provide existing Dial-a-Ride users with an
improved service — for example the Dial-a-Ride was experiencing problems with the length of booking
lead time. The funding which the District Council had previously used to part fund the Dial-a-Ride,
was shifted towards the Taxi Voucher Scheme instead.

St Albans District Council conducted a Review of the existing Taxi Voucher Scheme and was due to
present the findings to Cabinet in September 2009. The report summarised the results of a user
survey which concluded with some possible options to improve the scheme.

Current eligibility for the award of taxi vouchers is that the resident must be over 75 years of age and /
or have a permanent disability, and must not have regular access to a private car. The proposed new
scheme suggested that the resident must have a disability” and not have regular access to a car. The
main change from the existing scheme being that those over 75 years of age with no regular access to
a car would no longer be eligible for the Taxi Vouchers.

Dacorum Borough Council currently offers a similar scheme where only residents with a permanent
and severe disability are eligible for Taxi Vouchers. Dacorum never issues a Bus Pass and Taxi
Vouchers together — residents are entitled to one or the other. The entitlement level for the Taxi

® As described in the 1995 DDA and be in receipt of Disability Living Allowance or Attendance
Allowance.
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Vouchers in Dacorum is £100 per annum and is issued pro rata; St Albans currently only issues Taxi
Vouchers to the value of £60.

Results from the consultation of existing users and stakeholder organisation carried out by St Albans
District Council showed that 76% wanted the Taxi Voucher scheme to remain unaltered, although you
might expect the majority of people to select this option if they feared losing the benefit all together.
Some 56% of respondents believe that the proposed scheme adequately targets those in need. 71%
accepted that the £60 vouchers were sufficient although it is not sure whether the respondents
understood what the alternative travel options cost and therefore whether this level of funding is in fact
sufficient.

According to District Council information, a London Colney to St Albans return journey (approximately
8 miles) in a Hackney Carriage would cost in the region of £18. By comparison, a Colney 7 ticket can
be bought for £10.50 which allows 7 days of unlimited travel between London Colney and St Albans.
The high cost of the taxi service would only allow 3 return journeys to be funded by the annual Taxi
Voucher allowance. This illustrates that taxi vouchers are not suitable for regular journeys such as
grocery shopping, but rather very isolated and infrequent ad-hoc trips.

St Albans District Council records for 2008/09 show that of the maximum 1200 applicants for Taxi
Vouchers, 26% were not redeemed. This indicates that the scheme may not be properly targeted.

Questions need to be asked about the value added by Taxi Vouchers and whether they are indeed
helping those people in most need or for making appropriate journeys. Should the funding be better
focused on a target group or invested in community transport projects instead?

There is not enough information about the current journeys being made, the destinations and users of
the Taxi Vouchers. This is important to understand more about the trips being made prior to strategic
decisions being made which may alter the Taxi Voucher system. It is however clear that the annual
allowance per person is too low to enable sufficiently regular journeys to occur (more than one per
month, for example) and therefore one must question the type of journey taking place and the real
value being added to the user.

In terms of sustainability, increasing the number of passengers travelling together per journey should
be encouraged and there is no evidence presented which shows that individuals are joining together
when travelling with Taxi Vouchers.

Taxi Vouchers can add value, however, based on the information provided. It seems to suggest that
for Taxi Vouchers to be effective in providing real accessibility improvements to St Albans users, the
funding allowance would need to be increased dramatically together with adjusting the eligibility
criteria to include only those in most need in terms of means testing and disability. An alternative
would be to invest the Taxi Voucher budget into community transport which focuses on combining
multiple journeys (in the minibus provision such as Dial-a-Ride) whilst improving access to those in
need of transport.

2.3.4 Hertfordshire PCT — Patient Transport

The West Hertfordshire Hospitals NHS Trust provides a free hospital bus service to link Watford,
Hemel Hempstead and St Albans hospitals. It is free for patients and their carers, staff and visitors
who are travelling between the hospital sites. The buses operate at various times between 6.30am
and 8.10pm and depart from clear bus stop signs at each hospital site. The hospital receptions also
have further information should users require more details. Patients using the bus are asked to show
their appointment letter when boarding to ensure that patients get priority.

A health shuttle operates at Lister Hospital and carried 19,002 passengers in 2009/2010. The scheme
is funded by East & North Hertfordshire Trust and costs £180,000 of which £61,000 is returned
through fares resulting in a supported trip costing £6.30 per journey. The average journey length is 6
miles on the Lister Shuttle to allow a high frequency door to door service.
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A further health shuttle operates in Broxbourne. The service transported 3,150 passengers during
2009/2010 and cost £60,000 to operate. £19,400 was received in fares leaving an average cost of
£12.90 per journey. Although this is appears high, the average journey length is greater than 20
miles, considerably longer than the 6 miles of the Lister Shuttle. The Broxbourne Health Shuttle is
funded by Broxbourne Borough Council, Hertfordshire County Council and the Hertfordshire NHS —
each organisation contributes one third of the cost.

A transport call centre called Travellink® was set up in June 2005 to assist with the organisation of
patient transport services and to provide advice on travel to hospital locations. The number of calls to
the call centre has been steadily increasing since it was started and in 2009/10 some 43,600 calls
were answered. Travellink is jointly funded by the Primary Care Trusts and acute Trusts with the
overhead costs of the call centre (such as employment of Transport Advisors) born by the County
Council.

Four electronic travel information points have been installed — two at Watford General Hospital and
one each at Lister and the QEIl Hospitals. These points have general information such as BBC
weather and news, Hertfordshire County Council information including Hertsdirect and tourism pages,
transport details such as Traveline journey planners, Intalink and National Rail, and finally health
related information such as hospital site maps and links to the NHS and Primary Care Trust. The
usage data from the electronic information points for September 2009 to March 2010 shows that well
over 11,000 users looked at the Transport pages — this is more than the electronic information points
hits for the Hertfordshire County Council and Health pages combined.

Two reports were produced in 2009” by The Delivering Quality Health Care in Hertfordshire Topic
Group following scrutiny investigations. There were three specific recommendations within these
Reports which are worth noting:

That integration, collaboration, and communication in transport initiatives continue to be improved
through the work of the Hertfordshire Integrated Transport Partnership (HITP).

For the Primary Care Trusts and Hertfordshire County Council to agree long term funding
arrangements (more than three years) for supporting Community Car Schemes.

That both acute Trusts adopt the same policies when addressing access issues at all their sites
and examine whether there are fairer ways of levying car parking charges.

In total, the Hertfordshire Primary Care Trust has committed £105,907 to Community and Voluntary
Transport Schemes during 2010/2011. In 2008/2009 they spent over £81,000 and in 2009/2010 the
figure stood just over £113,000. Contributions are made to various district Centres for Voluntary
Service (excluding St Albans), to the East Hertfordshire and Broxbourne WRVS, and to Royston
Community Transport. St Albans has always been funded through the County Council and has not
been incorporated within Health budgets.

® http://www.hertsdirect.org/envroads/roadstrans/publictransport/hertstravellinkdetails/
" West Hertfordshire in February 2009, and East & North Hertfordshire in November 2009.
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3 Community Transport Operators Consultation

3.1 Transport Forum

A Transport Forum meeting was held in Wheathampstead on the 29" April 2010 and provided an
opportunity to open discussions on St Albans community transport and to obtain some initial views on
the current issues for community transport operators. Responses included some of the following
issues:

Some operators believe that the 40p per mile mileage allowance® does not reflect the actual cost
and would like to see this payment threshold increased by Government without incurring the tax
implicationsg.

There are a large number of volunteers who do not actually claim their mileage or expenses as
they do not want to take away from charity. This can distort the true cost of some schemes.

More volunteers are needed — particularly for driving. There are a number of youngsters who are
interested, but they are often restricted in the hours which they can work. Hertfordshire County
Council does good marketing but there is often not enough supply.

A lack of administrative support prevents the expansion of services.

Access to community transport websites is important, but it's not always just about efficiencies; it's
important that people have interaction. Web access should be used as an additional measure; it
shouldn’t be used to replace other forms of communication.

A number of operators have found that hospitals cancel appointments the day before scheduled
and then re-book them for the following day resulting in confusing and complicated transport

bookings which are difficult to manage.

These same issues were raised once again when further, more detailed, consultation took place with
the St Albans community transport operators in May 2010.

3.2  Consultation Event 27 " May 2010

All known St Albans community transport operators were invited along to a consultation event in
Wheathampstead in late May 2010. The event was used to stimulate discussion between groups and
to collect as much information as possible via a number of sessions conducted on the day. The
sessions were:

A mapping exercise to illustrate the areas where services operate (see Appendix B).

An exercise to get to know the type of passengers who use the services of the operators present
at the event (detailed in Figure 2).

The current situation / how operators are managing at present.
A quick session on what the operators wish they'd known when starting out their services.

A community transport questionnaire requiring completion.

® This is governed by HMRC guidance on volunteer drivers tax free mileage allowances currently set
at 40 pence per mile on the first 10,000km (www.hmrc.gov.uk/mileage/volunteer-drivers.htm)

° The CTA is engaging with the new coalition government on the issue with the aim of getting the rate
increased to 45p for community car schemes.
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The event was well attended and the analysed responses form the base of the Chapters which follow.

3.21 Passengers

Figure 2 illustrates the average distribution of community transport passengers according to age and
income profile. The diagram was compiled using information provided by operators who attended the
Consultation Event. There are two styles of information on the graph simply due to the way in which
operators identified their passengers — some had a wider demographic of passengers, whilst others
were able to pin-point the position on the scales more accurately. The blue ‘ovals’ indicate a range of
passengers whilst the orange ‘dots’ just represent a defined age and income demographic — both
illustrate passengers who currently use St Albans community transport.

The image shows that that the majority of passengers using community transport tend to fall within the
low to medium income bands and that the majority of passengers tend to be above the 40 years age
range. This distribution is just a simple snap shot of the current situation but it is important to note that
the value of community transport is not that it stereotypically serves people in the low income bands
but rather the improvements it brings to peoples quality of life through facilitating greater social
interaction.

# %

I \V}
0= ] >
Low Income Medium Income High Income

Income

3.2.2 Operators Current Situation

It seems that the majority of operators are heavily reliant on the ongoing support from volunteers and
that their services are based on good will and donations. This is not be surprising as this is the basis
for community transport services, however, it is a vulnerable position and can make processes difficult
to manage; particularly in terms of volunteer time and ensuring appropriate driver coverage to enable
a reliable service to operate.

It was noted that a number of voluntary car / driver operators tend to run their scheme by what may
seem like simple processes — a basic phone and responsible individual answering calls and liaising
with drivers, however the process does not necessarily need to be more complicated than this and
often this personal interaction and consistent contact is what provides that trusted service.
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3.2.3 What Operators wish they'd known at the start

Community transport operators spoke about the topics which they wish they’d known about prior to
getting involved with community transport projects. Awareness needs to be raised of the information
available through St Albans CVS and the CTA online service for those operating or new to the service.
Providing information on these topics would assist those just starting out:

Better information on licensing, tax and insurance.

An up to date list of community transport services with general information, contacts and an
explanation of who they cater for.

How to manage services when many drivers have trouble committing to shifts.
CTA provides a range of independent advice.
A few operators also put forward some helpful words of advice:
Always appreciate your drivers they are after all volunteers.
Drivers aren’t always equipped to cope or deal with those who are very ill or emotional.

Organise events for your volunteers to be able to bond. Often their work will be done in isolation
and these gestures will be greatly appreciated and enable volunteers to get to know each other,
share experiences and develop more of a team feel.

Send your volunteers Christmas cards!

These are just a few of the topics which St Albans operators wish they had known about when they
first became involved in community transport and which may therefore offer ‘new starters’ some
helpful hints if passed on.

3.2.4 Questionnaire

Towards the end of the Consultation Event, a questionnaire was circulated to ascertain the key issues
and risks which affect operators in the area and to identify those operators who are interested in
expanding their service and what they may require to be able to do this. This questionnaire was also
circulated to all other known community transport operators who were unable to attend the
Consultation Event. A copy of the questionnaire can be found in Appendix C and Table 3 provides a
register of who attended the consultation event and summarises who completed the questionnaire.
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% # #& '
. Attendance at Consultation Questionnaire
1 Yes Yes

Active Life Styles

2 | Age Concern St Albans No, but were sent questionnaire Yes

3 | Arthritis Care St Albans No, but were sent questionnaire No

4 | Colney Heath Parish Council Yes Yes

5 | Dial-a-ride No, but were sent questionnaire . No, separate

information received

Daylight Club / Passport to Leisure &

6 Special Olympics St Albans Yes Yes

7 | Evergreen Club No, but were sent questionnaire No

8 | Grove House No, but were sent questionnaire No

g | Harpenden Helping Hand & Harpenden Yes Yes
Seniors Forum

10 |Hertfordshire Action on Disability No, but were sent questionnaire Yes

11 |Jersey Farm Day Care Centre No, but were sent questionnaire No

12 |London Colney Parish Council No, but were sent questionnaire No
Retired & Senior Volunteer Programme St

13 | Albans (RSVP) Yes Yes

14 |Redbourn Care Group Yes Yes

15 |Roundabout Transport Yes, however they are brokers rather No — Not applicable

than Operators.

16 | St Albans Association for the Disabled Yes Yes
St Albans Good Neighbour Scheme

17 (SAGNS) Yes Yes

18 | St Albans & Harpenden Stroke Club No, but were sent questionnaire No, letter received

19 | St Albans Mencap Yes Yes

20 | St Albans Shopmobility Yes No

21 | Salmon Swimming Club for the Disabled No, but were sent questionnaire No

22 | Sandridge Parish Council No, but were sent questionnaire Yes

23 | Wheathampstead Community Group Yes Yes

3.3 Questionnaire Responses

Responses to the questionnaire were reasonable with 15" of the 23 operators providing information
about their service. Table 4 provides details about the specific areas served by each responding
operator and their operating times, provides details about who is eligible to use the service and gives
an indication on the average weekly passenger numbers carried by this service.

A third of responding operators run their service seven days a week thus reducing the potential risk of
isolation for their members at any time during the week. In addition, both the Dial-a-Ride and St
Albans Mencap services operate Monday to Saturday each week.

° The Dial-a-Ride information was not obtained directly from a completed questionnaire, but from
separate reports provided by the local authority. Where questions could not be answered using this
provided information, the Dial-a-Ride service was excluded from the analysis.

peterbrett
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The operators were asked to provide information on their current passenger numbers as compared to
those of last year. Five operators have more passengers this year than previously — Daylight Club &
Special Olympics St Albans, Harpenden Helping Hand, Hertfordshire Action on Disability, SAGNS,
and St Albans Mencap. Comparative passenger information is not known for the Dial-a-Ride service;
however information provided by the District Council suggests that the St Albans service is currently
running at full capacity. Colney Heath Parish Council, Redbourn Care Group, and St Albans
Shopmobility have fewer passengers now than they have had previously. The very poor weather over
the winter had an impact on the Shopmobility usage during the first quarter of 2010 and explains the
reduction in use during this time. This information shows that some operators are increasing their
service by carrying more passengers, but that conversely some operators have declining passenger
numbers — being aware of this can allow appropriate management of the situation whilst mitigating any
adverse effects to the operability of the services.

Two specific questions were asked to the seven voluntary car / driver schemes who completed the
questionnaire — firstly the pence per mile paid to drivers, and secondly what percentage of drivers
actually claim this payment even though entitled to it. St Albans Mencap pay drivers 32p/mile and all
drivers claim this payment. RSVP and SAGNS both pay their drivers 35p/mile although RSVP’s rate is
increasing to 40p/mile after 1% July 2010. All RSVP drivers claim their mileage, but only 50% of
SAGNS drivers claim what they are entitled to. Age Concern St Albans, Harpenden Helping Hand,
Redbourn Care Group, and Wheathampsted Community Group all pay their drivers 40p/mile although
very few drivers appear to claim this. Only 30% claim at Age Concern St Albans and 40% at
Harpenden Helping Hand. All drivers claim their entitled mileage at Redbourn Care Group, but some
75% donate this money straight back to the group. Similarly, passengers using the Wheathampstead
Community Group services pay the driver directly and drivers then donate this back to the group.

This seems to suggest that the higher the mileage rate, the less likely drivers are to claim the full

entitlement. This is possibly the case as volunteers may only claim for what they think it has cost them
in fuel rather than profiting from a charity.
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)

Community
Transport
Operator

Catchment Area

Operating Times

Eligibility

Average
Weekly

Passengers

Average four
. . Watford, Hemel Hempstead, St Albans, Varies according to . trips per year
1 Active Life Styles Borehamwood, Welwyn Hatfield District nature of event Elderly, Disabled, Youth, and Carers & Escorts. using a 17 seater
minibus
Age Concern St 9am to 5pm;
2 Albans The AL postcode area Monday to Friday Elderly 100
3 Colne){ Heath Parish Colney Heath with a route into Hatfield 1Qam to 12 noon; Elderly, Dlsabled,.Carers & Escorts, and People with 8
Council Fridays no access to public transport.
65 (in St Albans);
. . . . 9am to 5pm; Elderly, Disabled (children under 14 to be 1,000 across
4 Dial-a-ride Countywide / Hertfordshire Monday to Saturday |accompanied by adult), and Carers & Escorts. Hertfordshire
each week
Daylight Club & I .
5 Special Olympics St St Albang dD/'smC¥ dshi Varlis from week to Elderly, Disabled, Youth, and Carers & Escorts. 40
Albans Countywide/Hertfordshire wee
Harpenden area, St Albans Hospital, an area near St
Harpenden Helping Albans Recreation Ground and one near Highfield
6 Hand & Harpenden I\P/Iark, H\?mel HeHmps_te?dVI;o?pl(tja'I_,' Har_efcl)rﬁ_HospltaI, I:\LAOan; to 5p|r:n§d Elderly and Disabled. 24 - 30
Seniors Forum ount Vernon Hospital, Watford Hospital, Lister onday to Friday
Hospital, Luton and Dunstable Hospital, QE Il Hospital,
and Hertford Hospital.
. . 24 hours a day, 7
7 Hertf_ords_mre Action Whole of the UK days a week, 365 Elderly, Disabled, Carers & Escorts. 240
on Disability
days a year.
St Albans District, London Colney, Lister Hospital, Anv reasonable time Elderly, Disabled (as long as able to travel in
Retired & Senior Luton and Dunstable Hospital, QE Il Hospital, Hertford y . unmodified car), Youth (not children who require car
. . to cover hospital and
8 Volunteer Programme | Hospital, Hemel Hempstead Hospital, Stanmore suraerv hours: seats), Carers & Escorts, Low Income Passengers, 6
St Albans (RSVP) Hospital, Harefield Hospital, Mount Vernon Hospital, gery ! People with no access to public transport, and
. Monday to Friday. .
and Watford Hospital. Anyone who registers.
9 Redbourn Care Group | Redbourn Village and surrounding countryside 7 days a week Elderly, Disabled, Youth, Carers & Escorts, Low 50
Income Passengers.
10 St Alban_s Association St Albans District 7 days a week Elderly, Disabled, Youth, Carers & Escorts. Unknown
for the Disabled
St Albans Good . . . . Elderly, Disabled, Youth (under 18s to have escort),
11 | Neighbour Scheme Central St Albans, Sandridge, Chiswell Green, Bricket | 9am to 4pm; 7 days Carers & Escorts, Low Income Passengers, People 30
Wood, London Colney, and Colney Heath. a week . .
(SAGNS) with no access to public transport, and anyone who
J:\24054 St Albans CT\documents\outgoing\reports\Final Report 15

29July2010\Final Report - St Albans CT Research (24054-001).doc

peterbrett




St Albans Community Transport Research

Final Report
Community
Transport

Catchment Area

Operating Times

Eligibility

Average
Weekly

Operator Passengers
contacts the scheme.
L . . . . Elderly, Disabled, Youth, Carers & Escorts, Low
12 | St Albans Mencap St Albans District, Welwyn Hatfield Dlstr_lct, 3 Rivers, 8am to 7pm; Income Passengers, People with no access to public 70— 90
Berkhampstead, and Welwyn Garden City Monday to Saturday ; : ot
transport, and all with a learning difficulty.
St Albans _ 9.30am to 4pm: Anyone who has difficulty getting arour_ld, through 20 for scooters
13 . St Albans City centre - permanent or temporary disablement, illness, ;
Shopmobility Tuesday to Friday - 5 for wheelchairs
accident or age.
. . Route 247: 9.53am
Two fixed routes: to 12 noon on
Sandridae Parish Route 247: Langley Grove, House Lane, St Albans Wednesda
14 €9 Road, Sandringham Crescent, St Peter’s Street. .y. Elderly 40 - 50
Council . . Route 248: 10.30am
Route 248: Hughenden Road, The Ridgeway, The
, to 12.45pm on
Quadrant, St Peter’s Street.
Wednesday.
7 davs a week Elderly, Disabled (but not severely disabled), Youth (if
Wheathampstead . . . Y X unable to use public transport), Carers & Escorts,
15 . Wheathampstead Village & surrounding countryside (whenever drivers . 8
Community Group . Low Income Passengers, and People with no access
are available) )
to public transport.
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In terms of the main destinations which the responding operators serve, 8 out of the 13 groupsll had
either doctor appointments or hospital appointments listed as one of their top two destinations. Four
operators selected both doctor and hospital appointments as there two top destinations — RSVP,
Redbourn Care Group, SAGNS, and Wheathampstead Community Group. This illustrates the
importance of community transport with regards to medical appointments and ensuring that patients
are able to attend their appointments. Other destinations include dentist and opticians, as well as
shops and day centres. This information suggests that the majority of community transport services
are being used for essential services rather than social or retail journeys.

Groups were asked if they had a shortage of volunteers and if so, to select reasons as to why they
thought this was the case. The responses are shown in Table 5 and the reasons are listed in priority
order for each operator. Interestingly, no operators selected ‘Amount paid in mileage too low’ as a
reason for their shortage of volunteers. Responding operators who are not included within Table 4 do
not currently have a shortage of volunteers — these are Active Life Styles, Hertfordshire Action on
Disability, RSVP, Redbourn Care Group, St Albans Association for the Disabled, and Sandridge
Parish Council.

Community Transport Operator Reasons for Volunteer Shortages
1 Age Concern St Albans Lack of suitable candidates
2 Colney Heath Parish Council Operating hours unsuitable for many people
Operating hours unsuitable for many people,
3 Daylight Club & Special Olympics St Albans | Lack of suitable candidates, and
Nobody wants to clamp wheelchairs.
4 Harpenden Helping Hands Lack of suitable candidates
5 SAGNS Lack of suitable candidates
6 St Albans Mencap Operating hours unsuitable for many people
7 Wheathampstead Community Group h%iig;\fﬁ:gt;sochgfgiehsérﬁgfj

Operators were asked if they would like to grow their existing service or even develop a new
community transport operation in the St Albans area. Five operators said they would like to expand;
eights said they would prefer to remain as they currently are; and two operators failed to answer the
question. The five operators interested in growing are Active Life Styles, Dial-a-Ride, Hertfordshire
Action on Disability, RSVP, and St Albans Mencap. The reasons for their wish to expand are provided
below:

Active Life Styles: They would like to purchase a new bus to allow increased excursions and
leisure trips. To enable this to occur, Active Life Styles would require assistance with funding.

Dial-a-Ride: The St Albans Dial-a-Ride service is currently running at full capacity and there is a
request for a new vehicle and driver to expand the service to accommodate a need. The cost of
this expansion has been calculated and would require a Service Level Agreement between St
Albans District Council and Hertfordshire County Council. This agreement should be for a period
of five to seven years — in line with the lease period of the vehicle. An improved booking system
would also be welcomed as current telephone contact is sometimes difficult.

Hertfordshire Action on Disability: They believe that there is ‘an acute shortage of flexible
accessible transport’ and they would like to offer more of the same service that they currently

1 Excluding Dial-a-Ride and Shopmobility as specific trip destinations were unknown.
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provide. Hertfordshire Action on Disability would like assistance with funding, marketing and
promotion to make the expansion possible.

RSVP: Reaching many hospitals by public transport is difficult and most of the patients that RSVP
transport are elderly, frail and / or disabled and cannot access conventional public transport.
RSVP would like to set up additional voluntary car / driver schemes to transport users to medical
appointments. As is currently the situation, patients would be referred personally by their surgery.
The service would operate as currently, to all local hospitals, but not on to London. RSVP would
like help securing more volunteer organisers and drivers. As present, the scheme would be run in
partnership with local surgeries; therefore willingness from GP’s would also be needed.

St Albans Mencap: They believe that an expansion of their service is required for a variety of
reasons to allow those with a disability to make journeys within the District. They would like a mix
of people carriers and minibuses with paid drivers and which would operate on a not-for-profit
basis. The service/s would run within St Albans District and the close surrounding area. St
Albans Mencap would need assistance with securing funding for this expansion.

3.4 St Albans District Access Group Consultation

A Iengthy telephone conversation was had with the Chair of the St Albans District Access Group on
the 1% July 2010. Some of the comments presented below are based on the views and statements of
the Chair and have been formulated through personal experiences within this sector. Many topics
were discussed and are summarised in the text below.

It was felt that there are generally not enough voluntary drivers and that this is compounded by
fact that some drivers will only drive to certain places, often only very local journeys. This
sometimes results in potential passengers not being able to travel to where they need to even
though a driver is technically available. This situation could be eliminated if a core network of
drivers were paid salaries rather than being classed as volunteers. In this way an operational area
could be set and the driver be expected to travel within that area as a contract of employment.
This would improve reliability of services.

Voluntary car schemes sometimes struggle with transporting wheelchairs, particularly as owners
move towards smaller more economical cars. The use of minibuses may become more necessary
in time.

There is a concern about where financial cuts are going to be made. |Is Hospital Transport at risk?
This could have a large impact on the role of community transport and the provision of patient
travel.

Escorting patients on trains into London Hospitals can be of great help to the patient and can be
easier than the drive and parking; however, very few groups offer it as a service. Train escorting
also assumes that the patient is able to travel by train, but which is not always the case due to
special care being required.

The advanced booking of the Dial-a-Ride service is not always possible as expected. The service
had also unfortunately not turned up twice for one user which had put doubt in the mind as to the
reliability of the service. This may however simply have been due to the oversubscribed nature of
the scheme at present. That said, good management should prevent missed pick-ups even when
fully booked.

The free hospital bus service which operates between St Albans, Hemel Hempstead and Watford
was felt to be aimed at transporting staff more than patients.

Many volunteers view the CRB checks as an invasion of privacy and some are unaware that it is
required when they initially put themselves forward to volunteer.
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Volunteer car / drivers often need assistance with topics involving car insurance; knowing what
they need to be covered for and how they should go about it to minimise the cost implications.

It was suggested that instead of full concessionary fares, the process should be changed to offer
over 60’s half price bus fares. This could save a considerable amount of money.

NCP can be very strict with community transport schemes whilst they're parked to collect
passengers. The District Council is able to provide voucher tickets which can be displayed whilst
loading / unloading passengers and allows the operator 20 minutes respite from parking officials.

The Disabled Parking at Hertford Hospital is too far away from the entrance to the hospital and
although there is a drop-off point which is closer, it still makes it particularly difficult for disabled
patients/visitors travelling on their own.

City Hospital used to require that community transport drivers signed in at reception when
dropping patients off. The St Albans Good Neighbours Scheme protested this process saying it
was unnecessary and the process was eventually rescinded'®. It was felt that if you gquestion
processes, that sometimes things do get changed to be more sensible, but that you shouldn’t
always have to complain.

Regarding conventional public transport - During Bus Driver Training the importance of not starting
to pull away whilst people are still making their way to their seats should be reinforced. If drivers
fail to comply with their training, passengers should be encouraged to complain through the
correct channels.

There have been numerous discussions / heated debates about the entitlement to both the Bus
Pass and Taxi Vouchers and the St Albans District Access Group view remains that not everyone
can use the buses even if they are entitled to the bus pass and so residents should be entitled to
both. Bus services don’t cover every corner of the district and some people have mobility
problems although they may not be severe enough to be registered disabled.

In summary, there is a concern as to where and how financial cuts will affect St Albans community
transport and in particular the role they play in patient transport. Hospital parking was noted as an
issue as was securing volunteer drivers to cover all required journeys rather than just selected areas.
The topic of Taxi Vouchers and Bus Passes was raised as the District Access Group believes they
should both be offered to St Albans residents.

4 Key Issues and Risks

During the consultation of the community transport operators, a number of key issues were identified.
This Chapter explains the issues raised by the operators while Chapter 5 provides Recommendations
for how problems can be resolved and risks mitigated.

4.1 Assistance Requested

Within the questionnaire, operators were asked which areas of their service operation they would like
assistance with. A list of options was presented and they were asked to select all that applied. Table
6 provides a summary of their responses.

Help with finding volunteers was selected the most times, followed by help with parking and
particularly that at hospitals. Three groups requested advice on general insurance selection for

12 During the consultation process, RSVP raised a query as to what the purpose of signing in at the hospitals is.
The situation needs to be confirmed and then make certain that all operators are aware of the requirements.
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voluntary drivers®® and protection of no-claims bonuses. Help in tracking grant funding opportunities
would be appreciated by three of the operators as would disability training and advice on Health &
Safety topics. Interestingly, only one group asked for help with the marketing or promotion of their
service.

+ ,OH#

. Frequency of

Finding Volunteers 8

CRB Checks

Promotion / Marketing

Advice on Vehicle Selection & Maintenance

Insurance Advice

Finding Grant Opportunities

Disability Training

W W W w | NP DN

Health & Safety
Other, please specify:

Parking (Particularly at Hospitals)
Road tax exemption information
Permits / hire agreements / brokerage information

(S SN

4.2 Hospital Parking

There appears to be an inconsistent message between Primary Care Trusts regarding the parking of
community transport vehicles at hospitals. Hospital parking is a number one issue for many groups
and the confusion around the process makes these medical journeys particularly stressful for
voluntary drivers. A large proportion of trips are made to hospitals and any progress which can be
made in clearing up this confusion would be greatly appreciated by the operators. Apparently a
county wide volunteers ID badge had been established previously, but Trusts have changed policies
and parking enforcement operators over time.

The lack of hospital parking was also identified, particularly at St Albans and Watford General
Hospitals. Driver parking permits are available at these two hospitals; however operators noted that
there is still a shortage of parking. These permits are also only valid for West Herfordshire Trust sites.

Mention was made of inadequate drop off spaces at both St Albans City and Watford General
Hospitals, and noted that there are not enough disabled spaces outside the main building at QEII
Hospital.

4.3 Volunteers

It is interesting to note that the majority of operators who said that they had a shortage of volunteers in
the Questionnaire, selected ‘Lack of suitable candidates’ as the reason for this shortage. This may be
due to a misunderstanding from the volunteer candidate as to how they can help the operators, or it
may be because the advertising and marketing is such that it is attracting the wrong sort of
candidates.

13 A standard letter, approved by the Association of British Insurers, is available from the CTA'’s advice
service.
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Similarly, ‘operating hours unsuitable for many people’ was selected by some of the operators as
another reason for volunteer shortages. There is no doubt that operating hours may limit the
potentially available volunteer sector, however this should not be completely prohibitive and again it
comes back to the ability to understand the market and approach the sectors which might be in a
position to assist. For example, not only retired people are available during the Monday to Friday
typical working hours period which is expected to be the busiest for many operators. What about
those people who undertake shift work or those linked to education who have long summer holidays?

4.4 Mileage Claims

The results regarding mileage claims are very interesting and indicate that a number of volunteer
drivers will in fact be losing money by driving, however, it indicates the commitment not only in
volunteer time, but also financially, that these drivers make. This will often be due to drivers only
claiming what they think it costs them in fuel rather than the true cost related to tax, insurance and
vehicle depreciation. This also means that the true cost of operating a voluntary car / driver schemes
may be underestimated and that should all drivers claim what they are entitled to, that funding may
become a bigger issue for many operators.

4.5 Vehicle Selection

Operators have requested advice on which vehicles to select when purchasing additional units.
Advice in terms of whether to buy new or second hand (cost / benefit), which manufacturer (reliability,
cost of repairs), what type of design (specific to the passenger needs — e.g. carry many wheelchairs?).
The operators have asked for good independent advice. It is always best to use existing resources to
optimal capacity and use before looking to purchase a new vehicle, however where a clear and
evidenced need is illustrated, sound independent advice would benefit operators.

4.6 Minibus Seats

A number of operators noted the problem of removing and replacing seats in minibuses for when
carrying wheelchairs is required. This may be due to difficult vehicle designs or possibly due to
insufficient training in how to manoeuvre the vehicle seats correctly“.

4.7 Funding

Some operators may have Council contracts and as funding is cut for certain services, there is a risk
that this will be transferred across to the operator. The loss of contracts can have a significant impact
on the survival of a community transport scheme. An example of this is St Albans Age Concern who
lost a Meals on Wheels contract — funding has now become an issue and they are thinking of
increasing their minibus hire rates to try and raise additional funding.

4.8 Sound Advice

Operators are not always aware that local advice is available and where to go about finding it. The
operators do not want to be sign posted to the answers, they want an informed individual to know the
detail and to advise. It was felt that this person or organisation should, amongst others, be telling
people about the Low Emissions Zone, the D1 licence, and advice on claiming tax back.
Organisations such as CTA™ can provide tremendous advice, however the operators have indicated
that they want someone to address identified issues and provide this information and advice locally.

 There are a number of attachments that make it easier to move / refit minibus seats. For example:
http://www.unwin-safety.com/flooring-systems/68/seat-fixtures/40/traxion
> www.ctauk.org

J:\24054 St Albans CT\documents\outgoing\reports\Final Report 21 peterbrett
29July2010\Final Report - St Albans CT Research (24054-001).doc



St Albans Community Transport Research
Final Report

5 Recommendations

A list of recommendations is presented below. These measures are intended to support existing
operators, pave the way for new operators to start schemes, create processes which can improve
efficiencies and ultimately result in the provision of community transport network within St Albans
which provides the best service for users without jeopardising financial sustainability.

51 Local Recommendations

Support operators in effective marketing to ensure volunteers are being attracted successfully. St
Albans CVS is best placed to be the advisory body which helps coordinate operators with the
recruitment of volunteers in future. There should be no additional cost to deliver this.

In terms of finding suitable volunteers for the community transport schemes, provide clear advice
about the type of candidates being sought (stipulate the requirements clearly), the role which they
will be contributing towards, and the type of commitment required. There should be no additional
cost to deliver this.

It is important to get appropriate information to the right people when trying to spread the word
about a service and the way in which this is done is critical. Leaflets are often not the most
suitable way for contacting youngster for example. Targeted marketing could increase the
potential users of community transport schemes leading to increased financial sustainability and a
wider impact in terms of social inclusion.

Raising awareness of systems which are now in place which may reduce the need to travel is also
recommended — this education should be provided across transport services. Examples of this
include online shopping and banking, however it is also important to remember that social
interaction is valuable particularly for those members of society who might otherwise be isolated.

Identify where the clear needs of the community lie in terms of accessibility - particularly access to
key services. This is a quick and easy task to perform if using an accessibility tool such as
Accession which the Local Authority should have (free'®) access to. Once the areas most in need
have been identified, prioritise marketing of existing routes in these areas and focus resources on
the sectors of the community served less well — for example, the youth.

There appears to be a gap in the provision for young people within the existing community
transport schemes. More engagement with this sector and understanding their needs could lead
to increased accessibility for this group and enable them to become more engaged in activities in
their society. There may also be a perception issue amongst the young and their view on using
community transport. This focused engagement would be an expansion on the existing service
provided by St Albans CVS.

Community transport is best implemented at grass routes level. Continued support of this
approach in St Albans is important even though this may not appear to be the most cost effective
approach.

The optimisation of existing assets is a key area worth exploring — simply purchasing more
minibuses is not necessarily the answer until an understanding of the existing utilisation is fully
known. An awareness of the total number of available vehicles and their utilisation across the
District is the first step. An audit of this should be carried out (possibly by the County Council) and
should be supported by the vehicle owners. There are also bound to be a number of Council
owned vehicles (Adult Social Care & Youth Services for example) which may or may not have
availability to be used for other purposes during the currently unused periods. This process is not

'® The Department for Transport encouraged all Local Authorities to purchase the Accession software
when compiling the Local Transport Plan 2 in 2006/07.
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about taking vehicles away, but is rather about identifying the times when they may be used for
other purposes which could spread the cost of operation. If vehicle sharing were to occur, signed
contracts should be produced to ensure that each party has clearly identified responsibilities and
that the process is appropriately managed. It is not possible to calculate the costs and saving
potential of this process until further information is available.

There is an expanded role for the St Albans CVS in providing support on CRB, disability training,
recruiting volunteers, identification of grant opportunities and community transport information
provision. Extensive information also needs to be provided on vehicle licensing legislations, tax
and insurance. The information should be transferred first hand, not sign-posted to the operators.
They need sound advice from an independent source who knows the details. This will be an
expansion of the existing service provided by St Albans CVS and would need to be funded
accordingly.

It is evident that patient travel accounts for an extensive proportion of the current community
transport journeys which occur in St Albans. This patient travel demand is consistent across most
operators in the district. The scale of the services that these operators provide to patients should
be acknowledged and supported financially by the Primary Care Trust. The involvement of
Practice Based Practitioners is also vital in this area.

Remember the importance of personal interaction for those people who travel by community
transport. It's not always about financial efficiencies in terms of websites rather than phones for
example, often the community transport is a social link for users who would otherwise be isolated.
Be careful how you make ‘efficiency savings'.

There are inconsistent messages between the Primary Care Trusts in terms of parking policies
and permits. A coordinated approach between the Primary Care Trusts with a central parking
policy for community transport at hospitals would be of great value and should be developed.
Similarly, a universal parking permit for hospital sites would be beneficial.

Ascertain what the ‘signing in’ policy is as hospitals — what is the official requirement at the
hospitals and what is the purpose? The position needs to be clarified through the Primary Care
Trust as there is currently great confusion amongst operators.

Request that Health Departments, GPs surgeries and Hospitals avoid scheduling community
transport patient appointments which are not first thing in the morning as travelling at these times
is often very difficult.

Independent vehicle selection advice is needed for those operators who are looking to purchase
additional vehicles.

There is a need for an up to date list of St Albans community transport services with general
information, contacts and an explanation of who each service caters for.

There is benefit and a wish from operators for more support and interaction amongst local
transport groups. Facilitate a group which meets regularly to share ideas and work through
problems. The St Albans CVS is best placed to coordinate this and it is important to get good
representation from groups and if necessary split into two groups: voluntary car schemes and
minibus/Dial-a-Ride type schemes.

Gather local information on the type of journeys currently being made by Taxi Voucher users — this
is important to know before making decisions about altering the scheme currently offered. There
may be an opportunity to reduce the extent to which Taxi Vouchers are distributed through an
introduction of tighter eligibility criteria (means testing and disability criteria) whilst increasing the
amount of the Taxi Vouchers to enable more frequent journeys to take place. Any ‘saved’ funding
should be re-invested into community transport services to enable expansion of services to a
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wider user base. Alternatively, the Taxi Voucher budget could be transferred directly to the
expansion of community transport services in the St Albans District where transport needs are
evidenced. Assist with the development of business cases and the expansion / start up of
community transport projects where suitable needs have been identified whilst maintaining the
grass roots origins. Five operators have indicated that they would like to expand: Active Life
Styles, Dial-a-Ride, Hertfordshire Action on Disability, RSVP, and St Albans Mencap.

Provision of advice on how to adjust and remove minibus seats to accommodate wheelchairs
would be beneficial for some of the surveyed operators. This was identified as a problem and
could be eliminated if correct processes and vehicles are being used.

Review the current roles and responsibilities provided to support community transport in St Albans
and adjust funding allocations accordingly to account for reduced or increased responsibilities.

5.2 Best Practice Examples

There are a number of very good community transport schemes in St Albans — these should be
recognised as such and used as best practice examples to encourage and support other operators
who may be in need of some assistance.

During the consultation process, evidence was noted of an informal sharing and cooperating process
between community transport operators in St Albans. Operators seemed willing to engage with each
other and this should be commended. Operators also appear to network locally and engaged in group
discussions freely. The value of this communication can be tremendous. The operators recognise
that they are not in competition with one another, but are rather trying to assist communities as best as
they can collectively. Continued support of this process should be encouraged.

The Wheathampstead Community Group has an insurance policy which protects voluntary drivers’ no-
claim records and will pay the excess fee on an incident. This policy is paid for by a Parish grant and
provides peace of mind for drivers who volunteer their services to help their community.

Hiring out vehicles when they are not in use is a good way of generating income and helping to reduce
the cost of owning a vehicle/minibus. Age Concern St Albans hire out their accessible minibus at a
rate of £1 per mile which includes a driver and the cost of fuel.

The Mayfield & Five Ashes Community Cars and the Rotherfield St Martin Project are two car
schemes which operate successfully in East Sussex. Both charge a £1 administration fee on top of
the recommended mileage donation. This small contribution does add up and helps with their back
office management costs.

There is a successful example of effective partnership working in East Riding where multiple
organisations engaged together to improved services, particularly for patient transport. A Transport
Innovation Partnership was developed consisting of representatives from East Riding of Yorkshire,
North Lincolnshire and York City Councils together with the local Ambulance Trust and community
transport operators. The joined up approach taken on the topic of patient transport provision resulted
in cost efficiencies, service improvements, and even environmental benefits. A central call centre
formed a part of this process and the next stage is to create a common vehicle booking system for all
vehicles available in East Riding, regardless of who owns them.

On the topic of patient transport, Devon County Council has over the years encouraged good
partnership relations between the Health Trusts and the Community Transport Sector. The Health
Trusts focus on transporting eligible patients who may need treatment during their journey and require
the use of an ambulance, while community transport operators carry the other patients. The results
are clear — a more efficient use of vehicles and funding.
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East Sussex County Council is in the process of creating an interactive website for searching
community transport services in the local area. Wiltshire and Swindon Community Transport already
have a similar website launched which illustrates regional community transport schemes.

A marketing toolkit is being developed by East Sussex County Council to assist community transport
operators with individual marketing specific to their schemes.

The accessibility modelling tool ‘Accession’ was used by East Sussex County Council to identify those
Parishes with the least accessibility. Community transport operators working within or near these
Parishes were then invited to bid for grant funding to improve community transport services and to
increase access to and from the area. This process focuses delivery and investment in those areas in
most need in terms of access to key services.

Community Transport for the Lewes Area provides Dial-a-Ride services when their vehicles are not
being used for school contract services, allowing increased utilisation of both vehicle and drivers. In
addition, on days when the vehicles are not in ‘normal use’, they offer day trips to destinations such as
Brighton, Chichester, Portsmouth, and Rye. These trips are very popular, they increase the social
aspects for users and they generate valuable additional funding.

6 Action Plan

A two year Action Plan is provided in Appendix D. The Action Plan has been created with due
consideration given to the list of Recommendations presented in Chapter 5. The implementation of
the Action Plan will assist with a focused delivery of community transport measures for St Albans. The
organisation or partners responsible have also been identified to help ensure ownership of each task.

7 Summary

There is currently an extensive network of community transport operators within St Albans who
provide a valuable transport service to the local community. Users of community transport are often
the people who are in most need. As a result, the significance of this help is therefore great both in
terms of access to key services but also with regards to the improved social interaction and well-being
to particularly vulnerable individuals.

A number of community transport operators were consulted during the course of this research for the
St Albans & District Local Strategic Partnership. The results of this engagement highlighted the areas
were assistance is needed to help the operators. The information also assisted with the creation of a
two year Action Plan which is intended to aid delivery of community transport services within St
Albans.
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Appendix A — Public Transport in St Albans
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Appendix B — Existing Community Transport in St Alb ans Map
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Appendix C — Operator Questionnaire
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Appendix D — Action Plan
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