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Foreword

| am delighted to present the North East Bus Service
Improvement Plan (BSIP), setting out how — with the right
amount of government funding behind us — we plan to
make it easy for more people to use buses more often.

Bus services in the North East are vitally
important and | am delighted to present our
refreshed Bus Service Improvement Plan
(BSIP). Our bold plan sets out how we will
continue to make bus travel faster, more
affordable and more attractive for passengers.

The bus network remains in a fragile state
following the pandemic that damaged peoples
confidence in public transport and shattered
the economic environment underpinning bus
operations. We need to do much more to
stabilise services, attract new passengers,
and put buses at the heart of our sustainable
transport network. Increasing the use of
buses will help us to achieve many of our
objectives: lowering carbon emissions,
improving air quality and public health, and
connecting our people to education, jobs and
other opportunities.

The North East Joint Transport Committee
set out a bold and ambitious vision in our first
BSIP, which we developed jointly with the bus
operators. | was pleased that the government
recognised the quality of the first BSIP by
awarding £163.5 million in funding, one of the
largest settlements in the country. Although
this was significantly less than the amount

we said we needed to deliver full benefits,
nevertheless it represents a significant and
long overdue investment in buses in the North
East. We are now using this funding to deliver
some of the improvements we set out in the
BSIP, working with bus companies through a
formal “EP” structure.

We have launched a new £1 single fare for
people aged 21 and under - which is already
being used by vast numbers of young people
each day - and this was quickly followed by
a £3 day ticket giving young people unlimited
travel on buses, Metro and Ferry across the
whole region.

This gives young people in education

and training, and those who are starting

their careers, an affordable way to travel
sustainably. We are also investing significantly
in bus priority measures throughout the region
to speed up bus journeys, we are improving
passenger information, and we have used
funding both to launch new bus services and
to sustain many parts of the bus network in
the face of the industry’s financial troubles.

We have now refreshed our BSIP to reflect
where we are in the funding programme,
taking on board feedback on initiatives so

far. Our BSIP deliver so far shows that with
the right level of investment and a shared
ambition, we really can deliver a better bus
network for our region. | am looking forward to
seeing more game-changing initiatives come
to life in the next few years.

Cllr Martin Gannon, Chair, North East Joint
Transport Committee



Foreword

Across the region there have been over 154 million bus journeys each
year. Most journeys are someone travelling to work, to education or for
leisure, so it is clear to see that our bus network is a huge part of everyday
life for many people in the North East.

Buses have an important role in our region,
connecting people to jobs, education, friends
and family. We have seen bus patronage
start to recover following the pandemic, bus
operators are working hard to continue to
improve passenger numbers and providing

a safe, reliable and sustainable way for the
public to travel. We are working together with
local authorities to deliver improvements and
we were delighted earlier this year to help
introduce the £1 single fare and £3 day fare
for young people aged 21 and under.
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We're proud to be working in partnership

to deliver the region’s first Bus Service
Improvement Plan. Greater alignment
between bus operators and local authorities
will help provide even better journeys for
more passengers. The government award of
£163.5 million reflects the ambition for buses
in the North East. This investment, through the
BSIP, provides an opportunity to deliver the
true potential of the North East’s bus network,
helping us to shift travel habits and be more
focused on sustainable public transport in
our region.

NG9 ZRL

Ben Maxfield, Chair, NEbus
— bus operators association
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Executive Summary

Our Bus Service
Improvement Plan (BSIP)
set out a wide range

of significant proposed
improvements to every
aspect of bus services,

to be delivered through a
formal partnership of bus
operators, the North East
Joint Transport Committee
(NEJTC), local authorities
and Nexus.

This refreshed version of our BSIP highlights
the progress that has been made since the
publication of the initial plan in 2021, but also
the challenges the sector has faced during
that time. Overall, this refresh sets out the
heightened need to deliver on our BSIP
objectives, driving real change for sustainable
transport in the region.
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We were pleased that our level of ambition
for buses in the North East was recognised
by the Department for Transport (DfT) in our
allocation of £163.5 million in April 2022 to
improve our bus services.

In making our BSIP, we responded to the
Government’s National Bus Strategy and

the North East Joint Transport Committees’
(NEJTC’s) Transport Plan, both of which
require that improvements to bus services
are planned and delivered in order to achieve
national and local objectives. These objectives
include the reduction of carbon emissions,
improvements in air quality, the growth of
our economy and the advancement of the
health and wellbeing of local people through
the increased use of sustainable forms

of transport.

Since the publication of the BSIP in October
2021, we have formally made our Enhanced
Partnership (EP) Plan and Scheme that makes
delivery commitments binding.

Given the amount of funding that has since
been indicatively awarded is less than our
£804 million BSIP ask, we have conducted

a prioritisation process with members of the
partnership to establish which of the proposals
in the BSIP are the most cost effective and
impactful to drive our KPlIs.

The content of our BSIP proposals remain
unchanged, and serve as a statement

of ambition if further funding were to
become available.

While the partnership has made substantial
progress over the last year, this has taken
place against a challenging backdrop for the
bus industry.

Patronage levels have increased compared to
2022, however are still below pre-pandemic
levels. While the bus driver shortage is no
longer having as significant an impact, staffing
levels do still cause on the day cancellations
leading to the network not being seen as
reliable for passengers. Further network
changes have occurred following the end

of central government support (the Bus
Recovery Grant), with network cuts and far
more routes operating as secured services by
local authorities than had previously been the
case. However, this is not a long-term solution,
meaning the future of many bus services

in the region cannot be guaranteed until
improvements are brought forward through
much needed BSIP investment.



Executive Summary

Inflation and the cost of living crisis have also
added to the urgency to deliver our initiatives

for bus. With increasing pressure on household

budgets, it is now more important than ever
that communities can take advantage of
reliable and affordable bus services. We
were able to quickly launch some of our fares
schemes shortly after funding was released.

To reflect the interval without funding, our
Key Performance Indicators (KPIs) timeline
has been slightly delayed, they do however,
remain highly ambitious. The partnership’s
focus is to go beyond securing our current
network, something which unfortunately has

preoccupied the sector since BSIP publication,

and to permanently transform bus services
going forward.

Key Performance Indicators

The more people choose to use the bus
network in the North East, the more
successful we will be in delivering our
strategic objectives, such as reducing
carbon emissions and responding to climate
change, helping our economy to grow, and
making sure that everyone in our region

can access employment, education, and
other opportunities.

Furthermore, the more people that use the
bus network, the more financially successful
and sustainable it will become, opening the
door to future growth and investment and
reducing reliance on public funding. We
have updated our KPIs to reflect the delay
to receiving funding, these are still stretching
targets however and set the context for the
improvements we need to make:

» Grow bus patronage: Once we have
achieved pre-pandemic levels, we will
significantly grow bus patronage, targeting
10% growth on the 2019 baseline by March
2025 and a further 10% growth on 2019
figures by March 2026. We want to make
sure this growth comes from all parts of the
region and so the same target will apply
for boardings at rural bus stops and for
patronage among young people.

+ Grow bus modal share: We will increase
the modal share of bus by 1 percentage
point by March 2024 and by another 1
percentage point by March 2025. This
target will apply both overall and for
journeys to work and education.

* Grow bus passenger satisfaction: In order

to attract new bus users we need improved
customer satisfaction, which is already
relatively high at 91%. Our target is for this
to grow to 92% by March 2024 and 93% by
March 2025.

Make buses faster, punctual and reliable:
Our investments in bus priority will speed
buses up relative to general traffic. We want
buses to be punctual both at their point of
origin (95% in 2022/23, 96% in 2023/24
and 97% in 2024/25) and along their entire
route (90% in 2023/24, 95% in 2024/25

and 95% in 2025/26). We also need buses
to be reliable with a fixed target of 99.5%
throughout the period of the BSIP.

Make buses greener: We need to improve
the environmental performance of our bus
fleet and so we will target higher levels of
investment each year so that all buses are
Euro 6 or better by March 2025.



Executive Summary

Delivery

The following improvements have been identified by the partnership as necessary to deliver our strategic objectives and to achieve our ambitions
for bus in the region. We are progressing many of these with our £163.5m funding award although some remain long term objectives dependent on
future funding availability.

Customer Experience

Network wide ticketing and journey planning will be made available to passengers through a single dedicated website and accompanying app. We will also continue to
provide printed information.

We will develop a new and consistent brand for the partnership that will be applied across the network so that it becomes a recognisable symbol of public transport in the
North East.

On journey passenger information:

The 400 bus stops with existing real time information will be updated to a next generation system which shows up-to-date Real Time Passenger Information. A further 100
stops will be updated with digital displays. We will provide clear printed information at stops and stations, including in rural areas, and maintain it. We will provide seamless
service information to customers, offering a single source of truth, feeding to any connected systems for passenger information. All interchanges and rail stations will be
supported with multi-modal passenger information, showing real time information about connecting journeys.

We will improve CCTV provision throughout the entire network, ensuring coverage of every major station and stop across the region.

We will develop a consistent training module to be delivered to all our colleagues who fulfil a direct customer experience role.

Ride experience:
Offer a Bus Passenger Charter that applies on all bus services in our region to build customer confidence, to improve consistency and transparency.

A taxi guarantee will give disabled passengers the peace of mind that if there isn’t room for their wheelchair on board, a taxi replacement will be provided for them at no
extra cost.

Turnaround cleaners will be employed at bus stations throughout our network. They will be available to quickly clean any operators’ bus to ensure a clean and pleasant
journey on any bus.

All vehicles will be fitted with enhanced nextstop audio-visual equipment, charging points and Wi-Fi as standard.

8 | Bus Service Improvement Plan North East
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Customer Experience continued

Transport ambassadors will be available at key interchanges throughout the network to guide passengers and help them make the right travel choices.

Empower communities and businesses to facilitate the move to augmented modal share and bus patronage through community bus and business partnerships.

Fares and ticketing

Multi-operator and multi-modal tickets will be introduced to allow customers greater flexibility to travel around the network. These fares will simplify the existing fares structure
as well as making travel more affordable for many customers travelling across the network. The following new fares will be launched: By introducing these fares, more people
will be encouraged to use the bus network travelling on a cheaper, simpler to understand ticket across various modes and operators.

To further improve the fares offer, additional low cost, multi-modal, multi-operator fares will be developed to make pricing more affordable in areas that are a short distance
from a zone boundary.

Our multi-modal fares will be available in two forms:

» A ticket purchased before travel begins (from a bus driver, at a Metro ticket machine, online, or through a new app);

» A price “cap” that is automatically calculated and applied when a customer uses a contactless bank card, mobile phone payment app, or Pay As You Go smart card to
pay for travel.

Through the BSIP we intend to put in place the back-office system and upgrade existing ticketing equipment to allow this to happen.

To extend the current Metro ‘Take the Kids for Free’ offer to all bus services, following a successful trial in summer 2022.
We will conduct a study to examine whether local additions to the ENCTS can be standardised throughout the region.

To introduce a care experienced travel pass across the region.

©
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We will work with operators, local authorities and Nexus to ensure there is sufficient funding to maintain their current networks.

Enhanced bus corridors to create more and better connections between local places and other modes, through the introduction of new and expanded routes where there is
potential for sustainable growth, for example the opening of the new Northumberland rail line.

We will look to enhance service frequencies in mornings and evenings in line with our Superbus categories.

We will also look to improve rural connectivity, in particular through a new service to Kielder in the Northumberland National Park and ensure that buses run all year round to
the UNESCO World Heritage site of Hadrian’s Wall.

We will launch pilots for Demand Responsive Services, which could include home-to-school services.

We will support the introduction of cleaner and greener vehicles through accelerating operators’ bus replacement programmes and reviewing ways in which hydrogen
vehicles can be utilised.

To review the North East parking policies in relation to public transport.

We will introduce a refreshed code of conduct to introduce a consistent standard for network changes.

Connect will be the network of socially and economically necessary links between the local, sub-regional and regional centres in our region, complementing the Tyne and
Wear Metro, National Rail and interurban express services. Buses will run at least every 30 minutes on Monday to Saturday daytimes, hourly in the evening and on Sundays.

Rural routes will be tailored to the specific requirements of the communities they serve, with buses running at least every two hours on Monday to Saturday daytimes.
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Highways and infrastructure

Our region is committed to investment in highways infrastructure, which could include road space reallocation, junction redesign, traffic signal re-prioritisation, bus gates and
other measures designed to improve bus services.

Ensuring stops and shelters have appropriate modern facilities, including lighting, CCTV, real time information, and high-quality pedestrian access to increase safety. A
strategic plan will be developed to select ‘hub’ shelters that can serve as a community focus for interchange opportunities between bus routes, with cycling and walking,
with rail, ferry, Metro, and park and ride sites.

We will replace all our bus stop ‘flags’ to ensure consistent standards throughout the region.
New bus stations will be delivered in Durham, Alnwick, Bishop Auckland and an additional Newcastle City Centre bus station.

There are further plans to improve bus access to North Shields Fish Quay, especially given the new ferry landing, and the International Advanced Manufacturing Park (IAMP).

We will contribute to already planned investment in the region’s highways in the Intelligent Transport Systems (ITS) project to ensure the potential for bus priority
is maximised.

We will introduce 5 new major Park and Ride sites in the region, served by high-specification vehicles running a dedicated service for customers.

We will establish formal ‘Pocket Park and Ride’ locations around the network. ‘Pocket Park and Ride’ sites have a small number of car parking spaces and will be located
along existing bus routes, supported by high-quality information and waiting facilities.

11
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1. Overview

Area covered

This BSIP covers seven local authority areas in the North East,
consisting of two combined authorities.

The North East Combined Authority (NECA) (comprising of
the local authority areas of Durham County Council, Gateshead
Council, South Tyneside Council and Sunderland City Council).

The North of Tyne Combined Authority (NTCA) (comprising
of the local authority areas of Newcastle City Council, North
Tyneside Council and Northumberland County Council).

Northumberland
Coast AONB

Northumberland
Although these Combined Authorities are Local Transport Raterdl

Authorities in their own right, they discharge their transport -
functions jointly through the North East Joint Transport
Committee (‘NEJTC’), which is a statutory body responsible for
transport policy and delivery across the region.

Transport North East is the name of the officer group that
supports the NEJTC in developing and delivering transport and
strategy across the region.

Nexus is the trading name of the Tyne and Wear Passenger
Transport Executive, responsible for delivering passenger
transport in Tyne and Wear, which is a largely urban sub-section
of our area covering the local authority areas of Gateshead
Council, Newcastle City Council, North Tyneside Council, South

Tyneside Council and Sunderland City Council. s

NEbus is the name of the local bus operators’ association
encompassing the providers of services across the North East.
NEbus and the NEJTC work together collaboratively through an
informal partnership (‘the partnership’).

o

Figure 1:1
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EP Plan and Scheme(s)

For many years the NEJTC has been working
informally with local bus operators, individually
and through their local association, NEbus.

At the NEJTC meeting on 21 March 2023

the NEJTC agreed to the making of the

North East’s EP Plan and Scheme; the full
documents can be found on the Transport
North East website, including the formal notice
of making the EP Plan and Scheme.

The Scheme covers the local government
administrative areas of County Durham,
Gateshead, Newcastle upon Tyne, North
Tyneside, Northumberland, South Tyneside
and Sunderland.

Our region is distinct and diverse. Our three
vibrant city centres of Durham, Newcastle
and Sunderland are surrounded by lively
towns and villages set in some of the most
beautiful and least populated countryside in
the UK, with miles of unspoilt coastline and
the Northumberland National Park Area of
Outstanding Natural Beauty (AONB). Our
wide range of leisure, cultural, sporting, and
historical attractions includes UNESCO World
Heritage sites Hadrian’s Wall and Durham
Cathedral and Castle.

14

Our manufacturing base includes five
national catapult centres, three national
innovation centres, and growing tech and
fintech industries. These industries attract
significant inward investment, helping
address the unequal life outcomes of our 2
million population.

Duration

The BSIP covers a three-year period starting 1
April 2022 and ending in March 2025, although
it does refer to investment plans in the years
that follow.

BSIP annual review

In line with requirements, the BSIP will be
reviewed every year.

Alignment

The Transport Plan, adopted by the NEJTC

in March 2021, provides the strategic
framework to support delivery of an improved,
more seamless, coordinated and integrated
transport system across the region. It sets out
how transport can help support the wider goals
of creating a green, healthy, dynamic, and
thriving North East economy.

The Transport Plan builds on ‘Connected North
East: Our Blueprint’ (Blueprint), published in
October 2020 as a collaborativeproject brought
together by a number of North East partners.
The Blueprint sets out how a connected North
East can increase the prosperity, quality of life
and health of the region by uniting the potential
of digital and transport.

This BSIP is closely aligned with the North
East Transport Plan and the Blueprint, as

well as all relevant policies and plans of the
NEJTC, the region’s two Combined Authorities,
seven local authorities and Nexus.

In the remainder of this section, we
explain the overarching links between
this BSIP and our region’s Transport
Plan, including:

* An introduction to the Transport Plan’s
vision and objectives.

* Our ‘Making the Right Travel Choice’
strategy target which encourages car
users to switch one journey a week to
public transport, walking or cycling.

* Our region’s document “Your Vision
for Buses’ which sets out the high-
level interventions or solutions
required from our bus network to
deliver our Transport Plan’s vision
and objectives.



Introduction to the North East
Transport Plan’s vision and
objectives

The vision statement for our Transport Plan is:
“Moving to a green, healthy, dynamic and
thriving North East”.

This vision is supported by five strategic
objectives for transport in our region. They are
reflective of the critical strategic issues, such
as the Climate Emergency declared by each of
our local authorities and Combined Authorities,
our ambition for a clean and green recovery
from the pandemic and the need to address
the health of our region. Within the Transport
Plan we explain why these objectives have
been selected.

Our Transport Plan contains a live programme
of planned interventions and is reviewed and
updated regularly. The NEJTC receives a
report updating on the actions we are taking
to deliver the Transport Plan at each of

their meetings.

The delivery of the BSIP and the development
of the Enhanced Partnership (EP) is a

crucial step in the delivery of our Transport
Plan. Every investment we make within the
BSIP and EP will support progress towards
these objectives.

Carbon-neutral
North East

We will initiate actions
to make travel in the
North East net carbon
zero, addressing our
air quality challenges
and helping to tackle

the climate emergency.

nlll

Overcome inequality
and grow our economy

We will return the
region to pre COVID-19
levels of employment
and Gross Domestic
Product (GDP), then
move forward in pursuit
of the ambitions set

Healthier North East

We will encourage
active and sustainable
travel to help our region
attain health levels that
are at least equal to
other parts of the UK.

out in the Strategic
Economic Plan (SEP).

&
DTB

Appealing, sustainable
transport choices

We will introduce
measures that make
sustainable modes
of transport more
attractive and an easy
alternative for getting
around the North East.

Safe, secure network

We will ensure that
people are confident
about their safety and
security when travelling
around the North East.
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Making the Right Travel Choice - the strategy at the heart of our Transport Plan

Central to our Transport Plan is our “Making the Right Travel Choice” strategy. This strategy encourages people to travel more sustainably where they

are able to do so and asks car users to switch one car journey a week to active travel or public transport.

We understand in North East England that we should do more than just provide a sustainable transport network — we should make it

attractive, so people want to use it.

F How to make the right travel choice

Can you make this journey by e
walking, wheeling or cycling?

o H
. o

g Can this joumey ba made R
by public transport?

o
: Yes
v v

1¢. 70/
-

Cycling

Walking
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Travel by car

Park & Ride

¥
Car Clubs and car

pooling
v

Taxis and private
hire vehicles
-
Electric Vehicle
-
Hybrid / Ultra-low
emission vehicle
v
Petrol/diesel carivan

Some things to
bear in mind

Can you mix modes?

Do you have restricted
mobility needs?

What's the weather?
How much are you carrying?
How much time do you have?

What type of transport do
you own’?

Can you afford the cost of
the journay?

Figure 1:3
Making the

Right Travel
Choice




‘Your Vision for Buses’: How we
have aligned our BSIP with the
North East Transport Plan

Our strategy of ‘Making the Right Travel
Choices’, leaves no doubt: our region is
committed to positioning buses as an
appealing and sustainable transport choice,
which people should choose ahead of a car
whenever possible.

ff VOLTRA -
%—-—Q_“—g) }

Your Vision for Buses

Moving to a green, healthy, dynamic and thriving North East

In June 2021, the NEJTC published a
high-level strategic vision document called
‘Your Vision for Buses'. This document was
developed in partnership with our region’s bus
operators and considers the role that buses
can play in delivering our Transport Plan. In
doing so, it sets out Ten Solutions for the bus
network — and asks the region to consider
and test these solutions. These Ten Solutions
are aligned with the Government’s ‘National
Bus Strategy’.

In summer 2021, we talked to the people

and businesses in the North East through an
informal engagement campaign called ‘the Big
Bus Conversation’. We wanted to understand
what people think we need to do to encourage
bus use in circumstances where it is “the right
travel choice”. In summer 2023, we re-ran

this informal engagement campaign to see

if attitudes towards bus had changed at all.
Participants were asked to say how likely, or
unlikely, a solution was to help them use the
bus more.

Through ‘the Big Bus Conversation’ 2023,
around 2,200 people confirmed that they
thought the Ten Solutions we had already

set out were the right ones to make buses an
appealing and sustainable transport alternative
and attract more people towards using the
bus. Our BSIP therefore proposes initiatives
covering all ten of these solutions.

We established a Stakeholder Forum for
businesses, services such as health and
education, advocates for equalities groups and
passenger and community representatives.
Stakeholders contributed by email and through
attendance at four multi-media events, which
were well attended, both online and in person.
The most rural parish councillors welcomed
the ability to participate virtually, since ‘more
buses to more places’ is their primary need.

The DfT presented to the Stakeholders and
took part in discussion, as did NEbus. The
events confirmed the Ten Solutions as the right
priorities and gave insights into the planning
and delivery of Demand Responsive Transport
(DRT), customer service for people with extra
needs and ways to support businesses and
services to increase the use of bus by their
staff and customers.

An enhanced network that is simple
and easy to understand

Faster and more reliable
journey times

@ 8

A simple and flexible fares structure

Better integration between modes

More early morning and
evening services

o S| M

Clear and consistent information
that is easy to access

Improved safety and security

Cleaner and greener vehicles

Improved connectivity beyond
our boundaries

& g & D

*|
|
*|
el (3

A first-class customer experience

Figure 1:4 ‘“Your Vision for Buses’ was an enabler to
our region’s ‘Big Bus Conversation’, which gathered

the region’s views on bus travel and our proposed
Ten Solutions.




The Big Bus Conversation toured our seven local
authority areas in August 2023.

The Transport Plan, Blueprint, and Your Vision
for Buses are available on the Transport North
East website:

www.transportnortheast.gov.uk

The following logic map confirms the alignment
between our region’s Transport Plan and
this BSIP.
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Our region’s Transport Plan
has five objectives.

To achieve these objectives, we need
people “to make the right travel choice”
- including where possible, choosing
the bus before the car.

‘Your Vision for Buses’ sets out ten
solutions, which our region confirms
are needed to persuade people to
choose buses.

This BSIP proposes initiatives

which deliver against all of these
ten solutions.



https://www.transportnortheast.gov.uk
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2. Current bus offer to passengers

This section sets out the current North East bus offer, examining the factors that combine
to influence bus provision in the North East.

Services are inevitably tailored to geography,
demographics, and markets, with frequent
services in the metropolitan and urban areas,
and more targeted services connecting our

many other key locations. “Secured services”, Bus Operator

which are bus services that are tendered and Information

contracted by the local authorities and Nexus, Nexus SEN
respond to social need where commercially (and their

. . , Tor Focus
operated services are not viable, often in insight panel)

rural or remote areas, places that are hard to
serve as part of an existing bus route, or at the
extremities of the day.

Local authority

Analysis of existing local bus : Big Bus

: strategies and c "
services compared to BSIP it e onversation
outcomes

In this section we provide analysis and data to
show how the current network measures up

against our BSIP targets as set out in Section NEbus Specially
3 (‘BSIP Key Performance Indicators’). We Strategic Commissioned
. Market
also explain the factors that affect the use of Documents _ R
; Regional esearch
local bus services. Examples of our sources Seieale
are outlined in figure 2:1. Transport

Documents

Figure 2:1 Data and
information sources

informing our BSIP
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2. Current bus offer to passengers

Data and information in this section is
presented at a strategic level. In Section 4
(‘Delivery’), we deploy data and information
at a more granular level to inform the case
around each of the interventions we propose
making to our network.

We have set a number of Key Performance
Indicators (KPIs) to measure the success of
this BSIP. Firstly, we want to be in a position
where a higher proportion of people choose
the bus to travel, leading to a significantly
increased modal share for bus — especially
for journeys to work and education, and

in rural areas. This will lead to growth in bus
patronage. We know that this will only happen
when people see tangible improvements made
to bus services, which we will measure through
improved customer satisfaction. If we want
passengers to be satisfied, buses must be
punctual and reliable, and buses need to be
faster and not caught in congestion.

Although getting more people on the bus and
growing its modal share will of itself improve
our environmental performance, we want

to target a continuous improvement in the
emission standards of our bus fleet.

“Buses are my preferred transport but
their reliability, and the believability

of information about them is key to
improving confidence.”

(Big Bus Conversation 2023)

Bus punctuality and reliability

We found that bus punctuality and reliability
were concerns for many during the Big Bus
Conversation. The sentiments expressed
demonstrate just how crucial it is that buses
can be relied upon and the impact on
passengers when they are let down.

Bus punctuality is the percentage of buses
which are early or late, normally defined at
more than five minutes late or one minute
early. Bus reliability is the percentage of
scheduled bus miles which are operated, with
service cancellations or early terminations
negatively impacting reliability.

Our buses tend to be better than average for
England, however they still fall short of Traffic
Commissioner targets which aim for buses
to be ‘on time’ at least 95% of the time at alll
timing points and for a minimum of 99.5% of
scheduled mileage to be operated.

“Better reliability. | use my car when |
have to be somewhere by a particular
time because | can never be sure that
the bus will come on time, or at all.”
(Big Bus Conversation 2023)

“l find that after COVID, the reliability

of buses has decreased. Over the

past year there have been numerous
occasions where I've been stuck at
Newcastle Haymarket or Cramlington
waiting up to an hour for a bus (they run
every couple of minutes).”

(Big Bus Conversation 2023)

“Not frequent enough. Need to be
more reliable.”
(Big Bus Conversation 2023)

“l used to use the bus but swapped to
car as the bus wasn't reliable enough.
(Big Bus Conversation 2023)
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2. Current bus offer to passengers

England 83.9% Target 95%

0% 20% 40%

Figure 2:2 DfT data - North East bus punctuality

60% 80% 100%

(excluding County Durham due to data availability) against targets in 2021/2

We know that poor performance impacts those
who rely on the bus service, especially those
from low-income households without cars. A
bus being late can have social and economic
repercussions for travellers such as being

late for work or missing connections to other
forms of transport. When buses are cancelled,
this can also lead to passengers becoming
stranded in some of the worst cases.
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As we heard in the Big Bus Conversation
one of the biggest impacts of poor bus
performance is a decline of trust and
confidence in the bus service which can
influence transport choices.

Delays and cancellations can be caused by a
variety of factors, including operational issues
such as bus driver shortages. Congestion is a
leading cause however with bus performance
reaching 96% on the least reliable routes
during lockdown. This shows what can be
achieved if buses have a clear run.

Average bus speeds

As well as punctuality and reliability, the speed
of a bus journey can be an important factor
when making a travel choice. We therefore
need bus services to be as quick and efficient
as possible. During the Big Bus Conversation,
160 respondents listed ‘slow’ as a top three
word that springs to mind when they think
about buses. Feedback regarding bus speed
included: “Conductors on buses needed to
speed up journeys”; “An Oyster card system
would speed up bus boarding”; “More BUS
ONLY lanes and traffic light priority for buses,
and an end to speed humps or chicanes on
bus routes” and the need for “shorter journey
times with better links between Durham,
Washington, Sunderland and Newcastle”.

As well as separating buses from congestion,
maintaining and enhancing bus services can
also make bus travel quicker. This is because
more journeys can be made without the need
to interchange, there are more direct routes
and higher bus frequencies reduce wait times.



“It takes me two hours door to door [to
travel] from Castleside to Newcastle

for my work (including walking at either
end — it is about one hour 25 minutes on
buses and 10- to 15- minutes waiting)...
make the bus to Newcastle direct so
that it gets there before you’ve fallen
asleep (that journey alone is more than
an hour because all bus choices go
round everywhere en route). Castleside
even has a direct bus to Durham, but it
is actually quicker to change in Consett
because it is so slow to do that journey!
There are basically too few bus routes,
SO every bus goes to every possible
town and village en route, dragging the
journey out.”

(Big Bus Conversation, 2021)

Bus modal share

“I would like to use car less given the
current climate but bus services need
investment and improvements.”

(Big Bus Conversation, 2023)

Car and van use, either as a driver or
passenger, accounts for 59% of journeys made
in the North East, in comparison to local buses
which account for 6.8%.

2. Current bus offer to passengers

In our independent market research 93% of
people told us they live within a 5 or 10 minute
walk of a bus stop and 51% indicated that they
would be open to using buses more often.

There is clearly strong potential for significant
growth in bus modal share from the current
position. By delivering our ambitions for bus
we hope to encourage more people to try their
local services and enable current passengers
to rely on buses for more trips.

2022 North East Modal Share

Car or van driver | :0.9°%

walk |, 29.2%

Car or van passenger | o3

Walks of over a mile | AN ©.0%
other local bus | NG .5%
Pedal cycle [l 1.1%
Other private transport  [Jli| 1.1%
Other public transport [l 0.9%

Taxi or minicab [l 0.9%

Figure 2:3 DfT data - modal share

23



Patronage

As is indicated in Figure 2:4 bus ridership has

not yet recovered to 2018/19 levels with many 200
reporting that their travel habits have changed

in recent years.

Local bus journeys originating in the North East. Source: DfT

In the longer term, patronage has been

declining for many decades, although there

were some promising signs of growth before

2019. There are many varied reasons for 150
this including increased car ownership. This

challenging background is reflected in the 54%

of residents who responded to our market

research told us they don’t see the bus as

practical to use in their daily routines.
100

Despite this, our market research also showed

that North East residents recognise the

advantages of bus travel with 49% and 69%

respectively agreeing or strongly agreeing that

increased bus use helps to save money and

helps the environment. 50

We have also collected hundreds of positive
testimonials regarding local services, with
many reporting increased use to the national
£2 fare cap and £1 21 and under single. This
is backed up by increases in patronage which
shows positive investments can have a real
impact on bus patronage. 2009/10 2010/11 2011/12 2012113 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 2019/20 2020/21 2021/22

Figure 2:4 Dft data showing number of bus journeys originating in the North East
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Customer satisfaction

This graph, based on data from Transport
Focus, shows that 81% of people using bus in
the North East were satisfied with their journey
in 2022. Unfortunately, this is a substantial
reduction from satisfaction levels in 2019,
although slightly different methodologies
have been used. This disappointing decrease
may be explained by recent service issues
such as reliability and punctuality challenges
associated with the national bus driver
shortage. 49% of respondents to our market
research rated local bus services as excellent
or good.

Improving customer satisfaction will be key to

maintaining existing customer and encouraging

more people to switch to bus.

While everyone will benefit from more
attractive bus services, we know that this

will have a larger impact on certain groups.
Census data tells us that ethnic minorities in
the North East are more than twice as likely to
travel to work by bus than white respondents.
During the Big Bus Conversation, we also
heard directly from residents who are more
likely to rely on bus services such as those
with certain disabilities, those with lower
incomes and young people.

“| like the electric buses. The reduced
noise and cleaner buses makes it much
more pleasant.”

(Big Bus Conversation, 2023)

Customer satisfaction — overall

100%
99%
98%
97%
96%
95%
94%
93%
92%
91%
90%
89%
88%
87%
86%
85%
84%
83%
82%
81%
80% | | |

Environmental performance

Many residents expressed concern about bus
emissions during the Big Bus Conversation,
many others also celebrated the introduction
of new zero emis—sion vehicles in the region.
In 2021 54% of the region’s bus fleet was not
at the engine emissions standard of Euro 6
or higher.

Recently, 9 new high specification electric
buses have entered the fleet and the region
has been successfully awarded funding for
52 new zero emission vehicles through the
Levelling Up Fund. There are still changes to
be made however, otherwise we will continue
to trail behind other regions in bringing about
positive environmental change.

2014 2015 2016 2017 2018 2019 2021 2022

Figure 2:5
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2. Current bus offer to passengers

Financial suPport for Durham Northumberland Tyne and Wear Total
bus services £000 £000 £000 £000

Due to the importance of bus travel for our Subsidised Bus Services 3,375 1,380 11,206 15,961
communities, millions of pounds of public ENCTS 10,993 4,650 33,222 48,865
funding are used to support the bus network. i
g pp Bus Stations/ 196 26 1.955 2177

The below graph shows a snapshot of Infrastructure
funding in the financial year (2021/22). Due to i

_ g hcia year ( ) . Public Transport 88 o5 982 1,005
continued fluctuation in the bus market since Information
this point it is not possible to present more up 68.098

to date accurately. Local authority spending
on bus services is also undergoing reprofiling Figure 2:6 Public funding of the bus network in 2021/22
following the end of Bus Recovery Grant
(BRG) Funding and Local Transport Fund
(LTF). As BSIP investments are delivered it

is hoped reliance on supported services will
P P Northumberland Tyne and Wear Total
be reduced.

Routes fully secured by
public subsidy

(Source: Durham County Council, Northumberland County Council, Nexus)

In terms of subsidy of routes and mileage, the breakdown is as follows:

Routes partly secured
by public subsidy

. 57 7 95 159
(e.g. evening and
weekend services)
Other operations funded
publicly (e.g. home 219 774 247 1,240
to school)
Number of route miles 2,429,500 3,826,003 129,783.28 6,385,286.28

supported

% of bus network
supported (Note: subject 10.31%
to refinement)

Figure 2:7 Subsidy of routes by LTA/PTE area

(Source: Durham County Council, Northumberland County Council, Nexus)
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2. Current bus offer to passengers

Other factors that affect the
use of local bus services

In this section we set out information and
data about factors which affect the use of bus
services in our region including:

+ Identified barriers to bus use.
» Perceptions and attitudes toward buses.

» Car parking: the extent and pricing of
parking provisions in towns and cities and
the split between local authority and private
sector provision. Also, the amount spent
by each local authority in our region on
parking enforcement.

» Other competing and complimentary factors
to the bus network in the North East.

Some of these factors can be seen in Figure
2:8 which sets out why North East bus users
choose the bus.

As part of the 2023 review, we commissioned
new independent market research, which
amongst other outputs, is designed to offer
insight into the perceptions and attitudes
toward buses in our region.

The project methodology was quantitative, with
a survey conducted online and in person with
panels of respondents who were resident in
the North East as well as a number of tourists.

The work was undertaken between August
and September 2023, with a survey of 1220
interviews, spanning the whole region, and

an online research panel used to source
independent and reliable samples. Quotas and
weighting were used to deliver a representative
sample of the North East region in terms of
age, gender, ethnicity and geography.

The key findings of the research follow:

Reason for choosing the bus

| didn't have the option of travelling by another means
Preferred bus to walking/wheeling/cycling

Cheaper than other transport

More convenient than the car

More convenient than other transport

Cheaper than the car

Better for the environment than the car

Better for the environment than other transport

Another reason

54%

Figure 2:8 Reason for choosing the bus (Source: Transport Focus, Your Bus Journey 2023)
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2. Current bus offer to passengers

Current behaviour — attitudes towards using the bus

It's highly unlikely that I'll start

travelling by bus 11%
| already use the
bus and use it as
much as | can 31%

It's fairly
unlikely that I'll
start travelling

by bus 9%

I’'m open to the
idea of using the
bus but don’t really
think about

using it 10%

I’'m open to the
idea of using
the bus and do
consider using

it 12% | already use the
bus but could use

it more than | do

27%

58% say they already use the bus with around 1 in 4 open to using them.
Only 1 in 5 respondents feel it is unlikely that they will start travelling by bus
using bus. A further quarter feel it's unlikely they will start travelling by bus.

Figure 2:10 Findings
from market research

(Source: Bluegrass
research 2023)
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2. Current bus offer to passengers

The market research also asked residents to say whether they agreed with the statement:

16-24
“I'm not the kind of person who gets the bus” — Agree or disagree 25.34

% AGREE
35-44

45-54

55-64

65-74

2% 31% 18% 18% 19% 1% i
Female

Male

& Don’t know B Definitely disagree B Tend to disagree White ethnicities

M Neither agree nor disagree B Tend to agree B Definitely agree Minority ethnicities

Urban

Suburban

Semi-rural

Overall 3 in 10 feel they areot the kind of person who gets the bus. Residents Rural

aged 16-24, women and those who live in rural areas are least likely to agree Disabil
- isability

with the statement.

. . No Disability

Over 1 in 5 frequent bus users feel they are not the kind of people to get the

bus, rising to over 2 in 5 amongst infrequent bus users. Frequent bus user
Occasional bus user

Infrequent bus user

20% 1
39% 1
36%
31%
23%
33%
25%
26% |
34% 1
30%
35%
39% 1
28%
32%
15% |
31%
30%
22% |
22% |

44% 1

Figure 2:11 Findings from market research (Source: Bluegrass research 2023)
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2. Current bus offer to passengers

We ran our Big Bus Conversation campaign in

2021 and 2023 with the aim of involving local

people in discussions about buses. In Both

years we asked residents to tell us, “What

three words spring to mind when you think =
about buses?” Results can be seen in Figure
2:12, ‘unreliable’, ‘late’ and ‘slow’ remain
common words used by respondents to the
survey. The impact of fare offer instructions
can clearly be seen in the reduction of
respondents who used the word ‘Expensive.

“What three words spring to mind
when you think about buses?”

400

Positive feedback about the £2 fare

cap and £1 21 and under single fare

was also repeatedly brought up at our 300
stakeholder events.

Respondents to the Big Bus Conversation in

2023 were asked to rank, from very unlikely

to very likely, how our 10 solutions would 200
“help them use the bus more”. The highest

scoring solutions with 92% positive scoring

was “Faster and more reliable journey times”.

Another high scoring solution was “Simple

and flexible fares structures” with 81% 100
positive scoring.

Expensive Unreliable Late Slow Convenient Dirty Infrequent Clean Reliable Inconvenient Cheap

H 2021 m 2023

Figure 2:12 Data from online survey (Big Bus Conversation)
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2. Current bus offer to passengers

Additionally, the independent market research report provides further insight into barriers to bus use. One of the barriers identified was a lack of
knowledge about service provision and fares: 35% of people who responded agreed with this, rising to 51% of those who class themselves as
infrequent users.

“I’m not all that familiar with the local bus service like how much a journey would cost or which bus stop to use”.

2% 23% 20% 19% 21% 14%

M Don’t know B Definitely disagree B Tend to disagree @ Neither agree nor disagree B Tend to agree B Definitely agree

“The places | travel to aren’t easily reachable by bus”.

2% 16% 19% 20% 24% 17%

M Don’t know B Definitely disagree B Tend to disagree @ Neither agree nor disagree B Tend to agree B Definitely agree

Figure 2:13
Independent

market research
results 2023
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2. Current bus offer to passengers

Non-users of public transport

Prefer travelling by car

No need to

Prefer to walk

Places visited are not well covered by
public transport network

Don’t know enough about what public
transport options are available

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Figure 2:14 Independent market research results 2021
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2. Current bus offer to passengers

Car parking

The cost of car parking, especially in relation to getting the bus, often influences travel choices.
The following table offers a summary of parking provision in each of the seven local authority areas
which make up the North East.

Estimated number
of private sector
operated spaces*

Estimated Average hourly

rate

Average hourly
rate to park

number of LA
operated spaces

Durham 3,500 43p 2000 69p
Gateshead 2,123 £1.04 756 92p
Newcastle 6,004 £1.44 3743 £3.20
North Tyneside 2,544 95p Unknown N/A
Northumberland 11,821 0 0 N/A
South Tyneside 2,477 75p 270 Varies
Sunderland 2,958 £1.15 941 £1.47

*Defined by operators of car parks, excluding parking sites operated by
employers, entertainment venues etc.

Figure 2:15

Local authorities in the North East,
spend the following amounts on parking
enforcement annually:

. Budget allocated to
pecRlRtiousy parking enforcement

Durham £650,000
Gateshead £799,000
Newcastle £2.2m

North Tyneside Part of a contract

Northumberland £2m

South Tyneside £1.1m
Sunderland £950,000

Figure 2:16 Parking enforcement
spending (annual)

Northumberland’s charges are targeted towards
reducing tourist traffic pressures and discouraging long
stay parking. For most residents and regular visitors, a
disc can be bought which allows regular parking.
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2. Current bus offer to passengers

Other factors which may
influence competition between
car and bus

Here we consider the overall transport market
in which the bus operates in the North East.
As our region’s Transport Plan promotes
“appealing sustainable transport choices”,

we must also consider sustainable transport
modes such as rail, our Metro system

and active travel, and how these can be
complementary to our bus network.

The Tyne and Wear
Metro system

The Tyne and Wear Metro system, which
opened in 1980, was designed and
constructed as the central feature of a fully
integrated public transport system. A number
of major interchange locations were built at the
core of its infrastructure to make transition from
bus to Metro simple. These three interchanges
are highlighted on the Metro network map and
during 2019, a new interchange was opened at
South Shields.
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Metro Gold Cards

In addition to Network One tickets, Tyne and
Wear residents with an entitlement to English
National Concessionary Travel Scheme
(ENCTS) ‘bus passes’ can upgrade their
ENCTS card by loading a Metro Gold Card
product on to it for a payment of £12 each year,
and residents of Northumberland and County
Durham can do this for £24. 164,000 Tyne and
Wear residents have taken this opportunity,
affording them access to bus and Metro.

Integration between Metro
and bus

The Metro and bus networks complement each
other, and interchange is generally accessible
and well signposted. Many people transfer
from bus to Metro, whilst those who perceive
interchange as a high penalty take through
journeys on the bus. The Metro appears a
competitor to bus for some journeys, but it also
brings people to the bus for the first leg of a
journey they might otherwise make by car.



2. Current bus offer to passengers

Whitley Bay

Metro station

— Newcastle
Haymarket

Journey length comparison (mins)

Hebburn Central —
Newcastle Central

Station

Sunderland —
Newcastle

H Metro ¥ Bus

Gateshead Sunderland Park
town centre Lane — South
— Newcastle Shields town

Haymarket centre

Figure 2:17 Metro/Bus comparisons

Journey length comparison (mins)

Durham -
Newcastle

¥ Bus

Hexham —
Newcastle

M Rail

Sunderland -
Newcastle

Figure 2:18 Bus/Rail comparisons

Figure 2:17 shows that for a sample of
journeys that can be completed by either
bus or Metro, the bus takes longer for every
journey. Bus fares tend to be lower however
and, due to the number of bus routes, there
are many ‘door to door’ journeys which are
quicker by bus than Metro.

Through the BSIP we propose to grow

the levels of public transport integration
significantly to enhance connectivity across
the region offering an attractive journey time
at an affordable price, encouraging more
people to choose public transport over private
car journeys.

Integration between bus and
the national rail network

The geographic size of our region means

that key centres are linked by rail, including
‘Intercity’ long distance trains. These services
co-exist alongside well used bus services
because buses serve more local places along
the way and more ‘first and last mile’ origins
and destinations.

For all of the journeys we are aware of, it is
slower to travel by bus, however it is almost
always cheaper, even more so with the
national £2 fare in place at the time of writing.
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2. Current bus offer to passengers

There will therefore be a significant number
of people who travel by bus instead of rail
even though it takes longer. This is a key
driver behind some of the initiatives we have
outlined within the Fares and ticketing section
of this BSIP.

Integration between bus and
active travel

We set out the modal share of active travel
alongside other modes early in this section;
and in Section 1 we have provided our travel
hierarchy called “Making the Right Travel
Choice”, which states that active travel
should be the transport mode of choice
wherever possible.

Active travel is wholly complementary to
the bus network, especially as every bus
journey starts and ends with an element of
active travel.

Already, early measures are in place to
promote the opportunity for multi-modal trips,
including bike and bus. For example, 6 Go
North East routes have capacity to carry two
unfolded bikes, and interchanges and stations
across the Tyne and Wear Metro system

are fitted out with approximately 750 places
for cycles, much of which takes the form of
digitally operated cycle lockers.
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3. BSIP Key Performance Indicators (KPIs)




3.Headline targets

This section shows our
ambition to improve the
North East bus offer
and explains the Key
Performance Indicators
(‘KPIs’) by which we will
measure progress.

The KPIs have been developed jointly through
the partnership and link to our Transport

Plan objectives. Please see Section 5 for
information on how we will report on a six
monthly basis.
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Modal share

KPI 1: Modal share of buses to grow
by 1 percentage point in 2023/24 and

a further 1 percentage point
in 2024/25.

Through the interventions that we plan in this
BSIP we intend not only to make buses faster,
cheaper, more widely available and more
reliable, but also, to make them seen to be
easier to use and access.

As we described in Section 1, our Transport
Plan’s key strategy is for people to make the
right travel choice. Where people can travel by
bus, they should do so rather than driving. We
are therefore targeting a switch in mode share
from private car use to buses.

The increase in traffic on our road network
during peak hours causes congestion, leading
to slower journey times and traffic queues
where there is restricted road space and on
the approach to busy junctions.

This road traffic itself impacts on bus services,
creating slow and unpredictable journey

times and bunching. We therefore want to
specifically target an increase in modal share
of buses for journeys to work and education, to
tackle these problems.

All members of the partnership have an
important role to play in delivering modal share
targets. Highway authorities and bus operators
are equally accountable for delivering it and for
revising the Plan and Scheme to have greater
effect if the target is not being met.

KPI 2: Modal share of bus use for
journeys to work and education

to grow by 1 percentage point in
2023/24, and a further 1 percentage
point in 2024/25.

Methodology for modal share: We will
use the annually reported figure from
DfT National Travel Survey — North East
region (dft.gov. uk), supplemented by
local validation on our main corridors
where counters are available.


https://www.gov.uk/government/organisations/department-for-transport

3.Headline targets

Patronage

KPI 3: Bus patronage to grow by 10%
in 2024/25, and then by a further 10%

in 2025/26.

In 2022/23, bus patronage in our region was
103.8 million trips. This is a 17% increase on
2021/22 where the Covid-19 pandemic was still
heavily affecting patronage levels. We will use
the 2022/23 figure as our baseline.

Clearly, we need bus patronage to start to
grow strongly and on a sustained basis in
order to have a financially sustainable bus
network that meets the objectives of our
Transport Plan.

We want the major investments that are
outlined in this BSIP to grow bus ridership
significantly. This goes hand-in-hand with the
shift in modal share from private car use that is
set out in previous paragraphs.

KPI 4: Bus patronage from people
under the age of 22 to grow by 10% in

2023/24 and then by a further 10% in
2024/25.

Although we want to target growth in the use
of buses from all travellers — and of course
many new trips will arise from the modal shift
of people travelling to work and education —
we want to specifically target growth in two
sections of the North East community: young
people and people who live in rural areas.

Young people need to travel frequently — they
travel to school, college, apprenticeships

and jobs, and for social, sporting and retail
purposes. They also tend to have relatively
low incomes, whether being supported by
their families, educational loans or by having
low-paid jobs.

In this BSIP, we are looking to improve
outcomes for young people, for example
through the introduction of an affordable fare
for those 21 and under across the region,
better information provision embracing new
technology, better integration between buses
and the Metro and later evening services on
many routes.

KPI 5: Bus boarding at rural bus
stops to grow by 10% in 2023/24, and
then by a further 10% in 2024/25.

In this BSIP we are planning a number of
improvements for rural communities in order
to grow bus use. There are improvements to
some bus routes, an increased use of DRT,
cheaper fares in many cases and seasonal
tourist bus pilots. We will also be working with
town and village councils to help instil a sense
of community ownership of rural bus services.

Methodology for patronage:
Patronage is measured by the

bus operators and reported to us
confidentially. Our systems provide a
blended figure to avoid risk of breaching
commercial confidentiality. We will
publish the blended figure in our six
monthly Monitoring report.
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3.Headline targets

Customer satisfaction By putting these measures in place we want
Methodology for customer bus journey times to become faster and more
satisfaction: The Customer Satisfaction consistent, no matter what is happening to
KPI 6: Overall bus passenger . , , :
tisfaction t ; baseli score will be that measured by Transport overall traffic levels. Whilst we would like to

satistaction to _grow rom a basefine Focus. This gives an objective measure see the modal share of buses grow as well
of 91% to 92% in 2023/24 and to 93% ; . )
) of overall Customer Satisfaction, as the number of people using them, external
in 2024/25. o . .

and also a degree of granularity into economic factors may lead to road traffic

the elements of the whole journey ebbing and flowing out of our control.

experience about which customers feel
most and least satisfied. This leads into

Where people do not already use buses often,
we want them to see buses as a viable choice we want buses to be getting faster.

Whatever happens to road traffic levels,

our action plan for annual revision of
for travel. We also want people who already

L the BSIP.

use buses, to use them more often. This is
the only way that we can meet our targets for Meth_odology for bus a\_/erage speed
modal share and patronage growth. relative to general traffic speed:

Bus performance Before and after scheme measurements
Customer satisfaction scores are the of point-to-point journey times for buses
responsibility of the partnership, not the and cars on the same corridor/stretch
bus operators alone. Accountability for the KPI 7: Average speed of buses to of route. Highway authorities to provide
component parts of ‘satisfaction’ will be grow, relative to the average speed of Automatic Number Plate Recognition
discussed at The Partnership Board — for general traffic, each year starting (ANPR) or other measurement of point-
example, if walking and waiting scores bring in 2024/25. to-point run times for car and bus.

down the overall score, the responsibility

lies with the highway authority; if on-bus
journey experience, the responsibility lies with
the operator.

This BSIP contains extensive proposals to
give buses priority at key points on the road
network, particularly on the approaches to
town and city centres, which are set out in
Chapter 4.
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3.Headline targets

KPI 8: Bus reliability to be 99.5%

throughout the period of the BSIP.

Punctuality and reliability play a critical role in
attracting passengers to the bus network. If a
service is perceived as unreliable it will deter
people from using it. Although private cars also
have unreliable journey times because they too
get caught in congestion, people are generally
more forgiving.

Bus operators themselves have an important
role to play in how buses are perceived by
travellers. Buses need to be reliable, in that
when people are waiting at a bus stop at the
appointed time, they need to have confidence
that the bus will arrive in the first place.

Methodology for bus reliability:
This is a standard report, which
operators produce for the Traffic
Commissioner based on the
percentage of scheduled mileage
that is actually operated.

KPI 9: Bus punctuality at point of
origin to be 95% in 2023/24, 96% in

2024/25 and 97% in 2025/26.

Punctuality is a key challenge because of
road traffic. However, bus operators have

far more control over the punctuality of the
bus as it leaves its origin point. As the bus
progresses through its route the responsibility
is shared between highways authorities and
the bus operator.

The major scale of interventions and
investments proposed by the BSIP will
contribute to far more reliable bus journey
times, and far better punctuality. We are
therefore proposing to target an improvement
that goes beyond the statutory requirement set
out in the Traffic Commissioners’ targets for
the origin point of buses.

As the partnership develops, we will implement
geographic specific monitoring to identify
where on the network improvements are

most needed.

KPI 10: Bus punctuality at all timing
points to be 90% in 2023/24, 95% in
2024/25 and 95% in 2025/26.

Although the Traffic Commissioners’ targets
require buses to be on time at least 95% of
the time at all timing points, in practice road
traffic congestion prevents this from being the
case. We also expect a degree of disruption
to our highways in the early years of this BSIP
because of the installation of new highways
infrastructure along a significant number of
key bus routes.

We therefore propose to start by getting
punctuality across all timing points up to the
statutory target and then to maintain it.

Methodology for bus punctuality:
This is a standard report, which
operators produce for the Traffic
Commissioner based on the percentage
of scheduled mileage that is actually
operated. This uses the standard
definition of ‘Not more than 5 minutes
late, not more than 1 minute early’.
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Environmental performance

Methodology for bus environmental
performance: The age and type of
every vehicle in the North East bus fleet
of the three main operators and most of
the independent smaller operators has
been recorded and analysed. A transition
plan will be agreed for retrofitting some
Euro 5 vehicles to become Euro 6,

and for the retirement of older vehicles
and replacement with Euro 6 or Zero-
Emission vehicles.

KPI 11: Bus fleet emission standard
to Euro 6 or better to be 63.2% in
2022/23, 80.8% in 2023/24 and 91.1%

in 2024/25 and to be 100% at the start
of 2025/26.

The Transport Plan commits to a Carbon
Neutral North East. All seven North East local
authorities have declared a climate emergency
and the city of Newcastle has introduced a
Clean Air Zone. We therefore need buses to
play their part by having the lowest possible
emissions, both for climate change and air
quality purposes.

Our region already has a fleet of 18 fully
electric buses in Gateshead and Newcastle,
a fleet of natural gas-powered buses in
Sunderland and numerous hybrid buses. The
region was successful in securing funding for
an additional 52 zero-emission buses through
the Levelling Up Fund bid.
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4. Delivery

This section sets out the steps we are taking to meet the objectives of our Transport
Plan, the National Bus Strategy and to advance performance against the targets set out
in our BSIP. Most importantly, it is these measures which will enhance the experience
of current bus users and make bus use a more attractive proposition to those who don't
currently use the bus.

Within this section are four Each of these subsections is set out as
main subsections: follows, after introductory text boxes setting
out what we will achieve and how it aligns with

+ Customer Experience BSIP guidance:
- Fares and Ticketing + Our Ambition — here we give details of

 The Network what we believe can be achieved.

« Highways and Infrastructure « Where we are — here we set out the
progress made since the original BSIP.

* Our next steps — here we detail the next
steps we are taking to deliver our ambitions.

+ Timescale — here we give details of the
timescale for delivery.
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This subsection details our progress
against our ambitions, and our next
steps to:

* Increase bus patronage through
improvements to the overall
customer experience.

Make the bus network easier to
understand through enhanced and
simplified information provision both
on and off bus.

Present bus services as one

united North East brand, which is
committed to delivering a first-class
customer experience.

Make every customer feel valued by a
consistent customer-focused approach
with a special focus on people who
have extra needs.

Introduce a Bus Passenger Charter,
which makes clear what every
customer should expect and what to
do if they feel let down.

Our Ambition

Network wide ticketing and journey planning
will be made available to passengers through
a single dedicated website and accompanying
app. We will also continue to provide

printed information.

Where we are

Operators, local authorities and third parties
continue to provide apps and websites which
are vital for travel information and well used
by passengers. Advances such as real

time passenger information on operators’
apps have vastly improved the customer
experience for many. There is currently no
single source of public transport information
and customers may still have to use multiple
sources to assess all their journey options,
view and purchase tickets and access real
time information. The North East lags behind
comparable regions in this, as elsewhere users
can enjoy and integrated journey planning.

Our next steps

Our BSIP planned to address these issues
by introducing a single dedicated website and
accompanying app. Following user feedback
collected during and since the publication of
the BSIP, the partnership has identified key
features required from a website which will
improve customer information. This problem
is reflected in our market research with
approximately 1 in 3 residents reporting they
are unfamiliar with the logistics of the local bus
service (Bluegrass Research, 2023).

Although there are various technological
challenges in developing a sophisticated
website and app, we are confident we can
deliver the following features which would
represent a step change in public transport
information:

» A public transport journey planning tool,
including active travel options, highlighting
time, cost and convivence advantages.

* Real time public transport
information, including planned and
unplanned disruption.

* Retailing for bus and multi-modal products.
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To simplify the user offer it has also been
agreed that the regionwide website and app
project will be led by Nexus and will replace
Nexus’ current website.

We also recognise that a significant number of
residents cannot access journey information
digitally. Due to this, we remain committed to
maintaining and improving printed information
across our network, ensuring we are providing
accessible and convenient information for
everyone. Further details of this can be found
within our ‘On journey passenger information’
section to the right.

Timescale

The website will be delivered by
December 2024.

Our Ambition

We will develop a new and consistent brand
for the partnership that will be applied across
the network so that it becomes a recognisable
symbol of public transport in the North East.

Where we are

The North East bus service continues to be
branded according to individual operators,
along with that of Nexus, the seven local
authorities, Traveline and Network One.
Although these brands are strong with good
customer recognition, the lack of a unified bus
network brand adds complexity from a bus
passenger perspective.

Our next steps

In 2022 the partnership initiated a project to
develop a coordinated network-wide identity.
A logo (Figure 4.1) was produced to signal the
new partnership between local authorities and
bus operators and to become a recognisable
symbol of public transport in the region.

The logo has been designed to be simple

and adaptable, so it can easily be included
alongside other public transport brands.
Following the announcement of the North East
devolution deal, the rollout of the logo has
been postponed and will be reviewed once the
new Mayor is in office.

Travel
North
East

Our Ambition
On journey passenger information:

The 400 bus stops with existing real time
information will be updated to a next
generation system which shows up-to-date
Real Time Passenger Information. A further
100 stops will be updated with digital displays.
We will provide clear printed information at
stops and stations, including in rural areas, and
maintain it.

We will provide seamless service information
to customers, offering a single source of
truth, feeding to any connected systems for
passenger information. All interchanges and
rail stations will be supported with multi-modal
passenger information, showing real time
information about connecting journeys.

Where we are

All stops in our cities, towns and villages have
printed information provided by Nexus and

the local authorities, these are updated when
timetables change, 400 stops have digital
information screens, stops with minimal use or
in very rural areas do not have any information
available as the resource required to update
that information is not currently viable. Where
there are digital screens, real time information
can be unreliable, and the digital display
technology will need to be upgraded in the

coming years.
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Our next steps

As we did not receive our full funding request,
we will not be able to deliver our entire
ambition for passenger information in the
lifespan of the BSIP. Given the importance

of at-stop information however, this remains

a partnership priority and BSIP funding will
provide the opportunity to upgrade real time
information screens as the infrastructure
expires. We will also identify locations where
real time information can be installed and
investment in Intelligent Transport Systems
(ITS) (see p72) will ensure the accuracy of
information feeds for passengers. We will also
upgrade printed information at key locations,

such as interchanges and bus and rail stations.

Timescale

This work will be ongoing to March 2025.
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Our Ambition

We will improve CCTV provision throughout
the entire network, ensuring coverage of every
major station and stop across the region.

Where we are

Nearly all North East bus operators provide
extensive CCTV coverage with fleets fitted with
CCTV cameras inside and out. This plays a
key role in preventing and reporting crime and
anti-social behaviour in the region.

The Northumbria Police and Crime
Commissioner (PCC) has prioritised public
transport passenger safety. In 2022, the “It's
the End of the Line” campaign was launched,
alongside a reporting app and phone line for
transport users across Northumberland and
Tyne and Wear. The aim of the campaign is to
help make our transport links the safest in the
country and to help victims of gender-based
violence and harassment on the network
report incidents in a sensitive manner. A youth
provision fund has also been established
where transport operators, community
volunteers and youth diversion officers
coordinate to share intelligence to prevent anti-
social behaviour and crime on the network

Our next steps

Due to limited funding, the partnership will

not be able to implement a full programme of
CCTV installation. There are also deliverability
concerns regarding server capacity and
maintenance of CCTV at stops. the partnership
will instead use intelligence to identify high
risk locations for CCTV installation. Planned
upgrades to stops and stations (see p71) will
also focus on safety and accessibility, using
well established design principles to enhance
safety and the perception of safety.

Timescale

This work will be ongoing to March 2025.

Our Ambition

We will develop a consistent training module to
be delivered to all our colleagues who fulfil a
direct customer experience role.

Where we are

A Certificate of Professional Competence
(CPC) staff training is carried out on an annual
basis by operators; however, this is designed
to maintain professional skills and is not
coordinated between organisations.



4. Delivery — Customer experience

Our next steps

A consistent training module will be developed
by the partnership and delivered as CPC
training. This will take advantage of existing
structures and ensure a coordinated high

standard of staff training throughout the region.

Timescale

The training module will be rolled out by
April 2024.

Our Ambition

Ride experience:

Offer a Bus Passenger Charter that applies
on all bus services in our region to build
customer confidence, to improve consistency
and transparency.

A taxi guarantee will give disabled passengers
the peace of mind that if there isn’t room for
their wheelchair on board, a taxi replacement
will be provided for them at no extra cost.

Turnaround cleaners will be employed at bus
stations throughout our network. They will be
available to quickly clean any operators’ bus
to ensure a clean and pleasant journey on
any bus.

All vehicles will be fitted with enhanced next-
stop audio-visual equipment, charging points
and Wi-Fi as standard.

Where we are

A regional Bus Passenger Charter has been
drafted and agreed to by the partnership,
which sets a consistent standard for customer
experience across the region. This includes

a taxi guarantee provision and a commitment
that all new vehicles will be fitted with audio
visual equipment by 2025. Following feedback
from user groups the Charter has been
simplified and is appendix A..

Our next steps

The Charter will be rolled out by the
partnership, it will be published on the
regionwide website and advertised at key
stations and interchanges. This will make clear
what passengers can expect when travelling
by bus in the region and set out the process
of what to do when an experience falls short
of the committed standard. We will also roll
out a turnaround cleaning staff programme
alongside bus operators’ existing provisions.
This will consider operational issues, such as
not compromising bus punctuality.

Timescale

The Charter will be published in
November 2023.

Our Ambition

Transport ambassadors will be available at key
interchanges throughout the network to guide
passengers and help them make the right
travel choices.

Where we are

Many, although not all, major interchanges
and stations are manned by skilled members
of staff who help thousands of passengers
complete journeys in the region.

Our next steps

The partnership plans to increase the staff
presence at major stops and stations. The
business plan for this programme is under
development and plans for the long-term
sustainability of the roles beyond the period
of BSIP funding.

Timescale

Bus Ambassadors will be recruited and in
place by April 2024.
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Our Ambition Timescale

Empower communities and businesses to Community Bus Partnerships will be
facilitate the move to augmented modal share developed with Champions in place by
and bus patronage through community bus April 2024.

and business partnerships.

Where we are

Partnerships with businesses and our wider
stakeholders have been invaluable in the
creation of the partnership. Across the region,
the bus is recognised as vital for sustainable
economic growth and for connecting Search by Address, Postcode, Service n¢ Wilkinsons
our communities. IearninqSkiIlsQ RN
Interchange Centre
Our next steps Q@

wilko I
Hardware Shop

Trinity Square Car

Newly created ‘bus champions’ will sit within Quick Plan 3
local authorities and Nexus and will capitalise ey ¥
on the energy around bus amongst our

stakeholder community. By working with | Map  Satellite
large employers and community groups it is - B9

hoped that more people can be encouraged Ve g - o
to try the bus. The creation of Community _ M U ol
Bus Partnerships will be a key element of ® - Lambert Taylor . cathalicd
the bus champion roles. Success criteria are 3 “ar”

currently being refined by the Bus Partnership ’W;Z}'FPTS";L’S'E%% Shy Bairs
Board; these focus on the objectives to tackle ; g e f B e tar Pk O
negative perceptions of bus amongst non- 5 Ben Hoare Bell LLPQ

users and building a sense of community
ownership of the bus network. Community Bus

gGategeagwterchange

Figure 4:2
. (g . . . X Mockup
Partnerships will directly engage with schools, of journey

faith groups and employers. planning app
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This subsection details our progress against our ambitions,
and our next steps to:

» Simplify the structure of the multi-modal ticketing offer with a
clear and consistent zone structure.

Grow bus patronage through more affordable multi-modal and
multi-operator daily caps.

Intensify our focus on patronage growth amongst young people
and families with a ‘Kids go Free’ trial, £1 single, and a £3 multi-
modal day fare cap for 21 and under.

Further enhance the multi-modal offer through the inclusion of
more rail routes.

Which three improvements would you prioritise? BMRank1 WRank2 M Rank3

More connections — bus to bus and with
Metro, trains and ferry - -

If the cost of travelling by bus was
cheaper than the cost of parking

Bus tickets which are valid on all bus
services in your area

Better value tickets
Figure 4:3 What

3 improvements

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% would make people
use the bus more
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Our Ambition

Multi-operator and multi-modal tickets will be
introduced to allow customers greater flexibility
to travel around the network. These fares will
simplify the existing fares structure as well

as making travel more affordable for many
customers travelling across the network. The
following new fares will be launched:

By introducing these fares, more people will be
encouraged to use the bus network travelling
on a cheaper, simpler to understand ticket
across various modes and operators.

Product Name

Single ticket anywhere in the region for those aged 21

Where we are

81% of respondents to our Big Bus
Conversation (2023) said that a simple and
flexible fare system would make them use the
bus more. The existing fare structure across
the bus network is complex and restrictive on

customers’ ability to change operator or mode.

Network One offers a regionwide, multi-modal
fare that is priced at £9.10 a day for unlimited
Tyne and Wear travel, and £12.70 a day for
travel anywhere in the North East, but our
fares initiatives would make regionwide travel
significantly cheaper than this.

Product scope Product price

21 and Under Single and under £1
21 and Under Day 21 and under region-wide day ticket (multi-modal) £3
Tyne & Wear Day Rover Tyne & Wear adult day ticket (multi-modal) £6
Durham Day Rover County Durham adult day ticket (multi-operator) £4
Norl;humberland Northumberland County adult day ticket (multi-operator) £5
ay Rover
TNE Day Saver Region-wide adult (multi-modal) £6.80

The first of the BSIP fares initiatives was
launched in early May 2023 which permits
anyone aged 21 and under to travel on a
single fare for just £1, which is lower than the
price point we set out in our initial BSIP of
£1.20. The ‘Get Round for a Pound’ scheme
was implemented to encourage some groups
who may traditionally not have considered
bus travel to try it. The initiative also provides
significant savings, particularly for the 16-21
age group, who often transition to a more
expensive adult ticket at the age of 16. For
some young people, the £1 fare represents

a saving of £6.70, and feedback from sixth
form students has demonstrated this fare is
transformational for many people who typically
do not have much disposable income. The
initial uptake of the fare has been encouraging
with the number of journeys increasing 28%
from month 1 to month 2 of the scheme.
Following this success, a new £3 capped
day fare has been introduced for young
people, offering the opportunity for unlimited
regionwide travel on a variety of transport
including bus, Metro and the Shields Ferry.

Prior to the BSIP there were no daily capped
fares for unlimited multi-operator travel within
Durham and Northumberland. This can
discourage some people from using the bus,
particularly where they are having to use
multiple services to get to their destination.
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Our next steps

The EP is working together to deliver the
remaining proposed capped fares outlined in
the table above by December 2023. These
initiatives are forecast to save bus users up
to £2.40 (37.5%) for day tickets in Durham,
£1.40 (35%) in Northumberland, £3.10 (34%)
in Tyne and Wear and £5.90 (46%) for
regionwide travel.

Data modelling of these initiatives has forecast
over a million additional trips will be taken
each year. Operators will continue to offer their
own product range; some operators’ existing
weekly and monthly products may represent
better value for money for some passengers.
This approach will ensure customers have the
option of the best fare type to suit them.

Timescale

The full costs of the fares initiatives will be paid
for with BSIP funding until March 2025. The
products will be reviewed and may be revoked
unless an alternative source of funding can

be identified.

In our initial BSIP, we set out aims to introduce
further fares schemes beyond a daily cap,
including weekly and monthly tickets. This will
be reviewed following the launch of the capped
day tickets and further discounts remains an
aspiration of the EP.
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Our Ambition

To further improve the fares offer, additional
low cost, multi-modal, multi-operator fares will
be developed to make pricing more affordable
in areas that are a short distance from a

zone boundary.

Where we are

The initial BSIP fares schemes outlined above
will significantly improve the affordability and
simplicity of bus travel. The issue of current
regional zones creates challenges for cross
boundary journeys. A key example of this is
daily commuting into urban centres involving
crossing a boundary, such as trips from south
Northumberland into Newcastle City Centre,
or from south Gateshead to Durham City.
Operators have, at times, implemented point
to point set prices to combat this situation,
however there is no integration within the day
fare structure, resulting in some passengers
having to pay for a more expensive
regionwide ticket.

Our next steps

The effectiveness of the capped daily fares
initiatives will be intensely monitored, including
cross boundary travel. The aspiration of

the EP is to ensure these types of journeys
are not discouraged or priced too high; we

will continue to review with the aspiration

to implement boundary zones allowing
connectivity across boundaries without having
to pay for regionwide travel. An example of
this would be Chester-le-Street, which is in
Durham, but many residents cross the town
border into Tyne and Wear, so we will ensure
there is flexibility in the boundary zones to
purchase either a Durham or Tyne and Wear
product depending on the journey being taken.

Timescale

We will continue to monitor following the
introduction of capped day tickets with the
aspiration to create boundary zones in the next
12 months.
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Our Ambition

Our multi-modal fares will be available in
two forms:

A ticket purchased before travel begins
(from a bus driver, at a Metro ticket
machine, online, or through a new app);

* A price “cap” that is automatically
calculated and applied when a customer
uses a contactless bank card, mobile
phone payment app, or Pay As You Go
smart card to pay for travel.

Through the BSIP we intend to put in place
the back-office system and upgrade existing
ticketing equipment to allow this to happen.

Where we are

In recent years significant improvements have
been made in optimising the number of ways
bus users can pay for their ticket beyond a
traditional cash transaction.

Contactless payment is available on most
buses in the region and tap-on-and-tap-off
payment is becoming more widely available.
Arriva offer tap-on tap-off technology across
their fleet with Go North East also offering
this on selected services, and there is scope
for this extending to other operators through
upgraded technology.

Nexus currently offer Pop Cards — a smart
card system, which allows customers to pre-
load a balance onto the card and pay for their
journeys through tapping-on and off on the
Metro or pay for their fare on the bus. For
travel only on Metro and Shields Ferry, the
current Pop cards also cap fares at a cheaper
day price than if they had purchased a paper
day ticket.

A 2019 Nexus Insight Panel indicated 69% of
non-bus users find it difficult to understand
the best value ticket to purchase. Further
integration of smart ticketing and advances

in technology to calculate best value tickets
would increase customer confidence that they
can secure the best price for their journey.

Our next steps

When introduced, new capped fares will be
available to purchase in person from the
driver, from ticket machines (TVM’s), online
and through the new BSIP app. As much as
possible, QR codes will be used on tickets to
allow for interoperability between operators
and accurate monitoring of use.

From Autumn 2024, Pop 2.0 will launch which
will introduce an Account Based Ticketing
(ABT) model allowing users to travel through
tapping their Pop card on and off each mode
of transport.

The back-office system will calculate the best
fare for the number of journeys made each
day allowing customers to utilise the new BSIP
capped fares initiatives.

Longer term system upgrades will take place
allowing multi-operator, multi-modal smart
capping through contactless bank card
payments. These developments will provide
customers with greater flexibility in how they
pay for the bus to break down barriers for
non-bus users, as 73% surveyed had indicated
fares simplification would be required for them
to consider bus travel.

Timescale

Upgrades to Pop will be launched in
autumn 2024.

Development of smart technologies and
required upgrades to Metro ticket barriers
to enable contactless bank card travel will
continue throughout the course of the BSIP.

55



4.Delivery - Fares and ticketing

Our Ambition Our next steps Timescale
To extend the current Metro ‘Take the Kids The offer was available throughout the This is a repeated seasonal offer which
for Free’ offer to all bus services, following a 2022/23 school holiday periods, with all large continues to be closely monitored, to assess
successful trial in summer 2022. operators participating. The offer also ran whether it can be extended further.
in the summer 2023 school holiday for most
Where we are operators, with one operator withdrawing from
In 2020 Nexus introduced a ‘Take the Kids the scheme due to commercial impact.
for Free’ offer which permitted up to three The impact of the scheme continues to be
children aged 11 and under to travel for free monitored with an EP aspiration to extend the

with a fare paying adult. The offer was deemed offer throughout other periods of the year.
a success, generating an additional 74,000
passenger journeys in the summer of 2021.
The scheme did not require any changes to
existing ticket ranges or BSIP funding, as the
impact was broadly revenue neutral.

A trial was conducted in summer 2022
involving the large bus operators in the region
and feedback was in line with Nexus’ findings
that the scheme resulted in a small uplift in
journeys whilst remaining more or less revenue
neutral. An additional benefit was an increase
in ENCTS pass holder use.

Take the kids for free
this summer

Up to three children aged 11 and under can travel for free on Bus,
Metro and the Shields Ferry when accompanied by an adult.*

GD North East p)‘% arriva (f@ﬁStogecoach

*Terms and conditions apply. For full offer details go to nexus.org.uk/bus/take-kids-free for more details.
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Our Ambition

We will conduct a study to examine whether
local additions to the ENCTS can be
standardised throughout the region.

A study has yet to be commissioned into ways
in which Concessionary Travel areas can

be standardised. Research and analysis is
needed to understand the cost implications for
reimbursement to standardise the ENCTS offer
across the region.

Our next steps

ENCTS passenger numbers are yet to return
to pre-pandemic levels. In 2021/2022, 555
million concessionary bus journeys were taken
in England, up from 272 million concessionary
bus journeys in 2020/21. Despite the

increase, concessionary journeys were still
down 36% compared with pre-pandemic
levels (2018/2019). We will work with local
authority partners to better understand how to

Where we are

There are three varying versions of ENCTS Timescale

across the region (Durham, Northumberland

) . Ongoing aspiration of the EP.
and Nexus) which permit free off-peak bus

travel within local authorities for English
residents of state pension age. Each of

the bus.

the offers is slightly distinctive regarding
arrangements for travel, particularly for travel

before 09:30am.

encourage this passenger group back on to

Concessionary Travel area Free travel times Other travel times Other benefits

Durham County Council

Northumberland
County Council

Nexus (Tyne & Wear)

Figure 4:5

After 09:30am Monday — Friday, all day
on weekends and bank holidays.

After 09:00am Monday — Friday, all day
on weekends and bank holidays.

After 09:30am Monday — Friday, all day
on weekends and bank holidays.

50p for trips within boundary of Durham
before 09:30am Monday
to Friday.

Free before 09:00am Monday to Friday
for a hospital appointment.

Free before 09:30am Monday to Friday
for a hospital appointment.

Free travel on Durham City Park and Ride.

Half price travel on some local train services.

Free travel on some cross border routes from
Northumberland to Scotland.

60p for Shields Ferry off peak, 50p for
Northern services between Newcastle and
Metrocentre/Blaydon off peak, unlimited off-
peak travel on Metro for £12 per year
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Our Ambition

To introduce a care experienced travel pass
across the region.

Where we are

Following a successful trial in Newcastle and
Gateshead, the provision of free travel on bus,
Metro and Ferry for care experienced young
people aged between 18 and 25 is being rolled
out across the entire region. The benefits of
this scheme are clear to see, with 75% of trial
users responding to a Nexus survey indicating
they use their pass 6-7 days a week. The

aim of the scheme is to help tackle transport
poverty, offering the potential for a better

start to adult life, by enabling better access

to opportunities to start their careers, have a
social life and get around the region.
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Our next steps

Work is in progress to enable this initiative to
be delivered across the North East imminently.
The introduction of passes is being staggered
to ensure adequate resources for the annual
renewal process however, once the scheme is
fully rolled out, 1500 people will have received
a pass.

Timescale

All passes to be available by December 2023,
with annual renewal until March 2025.
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This subsection details our progress against our ambitions, and our next steps to:

Grow bus patronage above its 2019 baseline, by providing an enhanced network that
is simple and easy to understand and offers a safe, reliable and cost-efficient transport
alternative to the car.

Protect the bus network in the North East by providing support to services where this is
required to assist recovery from the Covid-19 pandemic.

Optimise alignment of ‘capacity and demand’ by standing ready to consolidate services on
parts of the network, if the market indicates duplication.

Grow bus patronage by 6.7% by increasing network coverage and enhancing routes where
there is potential for sustainable growth.

Increase accessibility to the integrated transport system for people in rural areas through

new on-demand services focused on connections with main bus routes and railway stations.

Build customer confidence by creating ‘standard pattern timetables’ with no variations of
frequency or length of operating day.

Support the green recovery and improve the health of our communities by investing in new
vehicles and modifications to existing ones.

Modally shift an estimated 2% of home to school journeys each year in traffic congested
parts of our region by introducing a pilot technologically enabled scholars bus offer.

Our Ambition

We will work with operators, local authorities
and Nexus to ensure there is sufficient funding
to maintain their current networks.

Where we are

During the pandemic central government
were providing financial support to bus
operators, through the Bus Recovery Grant
(BRG), this was to ensure vital services
could continue running, this funding ended

in June 2023. Following our indicative BSIP
award of £163.5m it was stated that the
funding could not be used to support the
existing network only service enhancements,
The NEJTC therefore allocated £35m to
enhancing services, see the next page for
more information on enhancements. Central
government made a second round of BSIP
funding available in the form of BSIP+, this was
for supporting services following the end of
BRG only. Given the North Easts large original
BSIP award the region was not awarded

any BSIP+ funding, however the terms of
the original BSIP funding were changed

to allow this to be spent on supporting the
existing network.
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In May 2023, the government announced an
extension to its national £2 single fare cap
until November 2023, when it increases to
£2.50 until November 2024, with the aim of
easing the burden of the cost of living crisis.
Operators in the area have largely reported
this scheme has had a limited impact on bus
passenger volumes and patronage remains
20% lower than pre-pandemic levels. Flexible
working patterns mean the region is not
experiencing the usual volume of commuting,
combined with changes to how people shop
and travel for leisure results in persisting stress
on bus services. Financial pressures have
resulted in cuts to service frequencies and
some services withdrawn altogether.

Our next steps

Due to changes in support to bus operators
as mentioned above a proportion of the £35m
allocated for service enhancements is now
being utilised to support those commercial
services that are at risk of being cut. Where
possible, this money will be used to increase
connectivity to large employers and improve
services by adapting times of operation to
cater for increased demand, for example,
Nexus implementing a new early morning
service to Newcastle Airport.

The EP is working together to implement
service enhancements and support services
at risk over the coming months. BSIP funding
will support the network until March 2025 but
subsequently, without a significant uplift in
patronage or additional funding, more services
may be at risk of being withdrawn. The variety
of initiatives we are delivering with our funding
including fares, services and infrastructure
improvements aim to attract more people to
travel via bus, which in turn will improve long
term financial viability, allowing operators to
increase rather than reduce service provision.

One of the key challenges is incentivising
public transport use from a young age to
prevent dependence on car journeys once
young people start learning to drive.

Accounting for 135 million regionwide car
journeys each year, journeys from home to
school contribute significantly to congestion
as well as decreased road safety. We will
continue to work with partners to find the best
approach for promoting public transport as the
option of choice for home to school journeys.

Timescale

Services being supported by BSIP funding
until March 2025.

BSIP initiatives delivery ongoing to encourage
more passengers to use bus services in
the region.

Our Ambition

Enhanced bus corridors to create more and
better connections between local places and
other modes, through the introduction of new
and expanded routes where there is potential
for sustainable growth, for example the
opening of the new Northumberland rail line.
We will look to enhance service frequencies
in mornings and evenings in line with our
Superbus categories.

We will also look to improve rural connectivity,
in particular through a new service to Kielder in
the Northumberland National Park and ensure
that buses run all year round to the UNESCO
World Heritage site of Hadrian’s Wall.
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Where we are

Changes to the way we live post pandemic,
such as flexible working arrangements, have
resulted in bus patronage levels not yet
returning to pre Covid-19 levels. Against the
backdrop of declining bus patronage over
several years and due to the reduction of
national support, funding previously allocated
for service enhancements is instead largely
being used to support the existing network.

There are aspirations from the partnership

to improve services and there remains

some parts of the network where there is
overprovision of services so there is still an
opportunity to consolidate the network. Many
services do not have a late evening, overnight
or early morning offering, which limits the
options of many shift workers from using
public transport.

There are many corridors with high frequency
services, and we have an excellent and well-
used network of interurban express corridors
running into our cities. However, these
connections are often on corridors to and from
the largest urban areas, leaving many parts

of the region poorly connected. Across the
region, only 3 routes have services that run 24
hours, meaning those travelling outside core
conventional operating hours do not have the
option of travelling via public transport.
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In some of the most rural parts of the region,
car remains the only option. With 97% of
Northumberland and 90% of County Durham
identified as rural, these areas are challenging
to service by standard bus services.
Furthermore, cheap or free car parking means
the car a viable option when in competition
with a bus fare. Since our initial BSIP, some
enhancements have already been delivered,
such as a new service to Hadrian’s Wall.
Where overprovision of services existed on
the Coast Road, a Qualifying Agreement was
implemented in February 2023, which allows
customers greater flexibility in their ability to
travel with multiple operators on this corridor.

Additionally our research has indicated 1 in 2
rural residents believe bus times in their area
do not work for them which further highlights
a perception that rural services need to be
enhanced to encourage more people to use
buses in these areas.

The NEJTC'’s bus service delivery bodies,
Northumberland County Council, Nexus

and Durham County Council, are reviewing
original BSIP proposals to determine which
service enhancements can be taken forward,
however concerns over the long-term funding
position means these enhancements could be
short lived.

As mentioned in our fares and ticketing
delivery section, there are aspirations to create
boundary zones which will create frictionless
travel for those that live close to the edge of a
boundary. This will mean passengers will not
have to pay for a regionwide ticket for travelling
a short geographical distance.

More research needs to be undertaken to
better understand the volume of customers
restricted from travelling due to regional
boundaries or travelling outside of core
operational hours to help better formulate a
long-term plan.

Bus patronage remains in long-term decline,
with industry-wide challenges for operators,
such as bus driver shortages, which continue
to restrict opportunities for increasing the
number of routes and services
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“Bus times don’t fit with my needs.”

4% 12% 18% 25% 25%

[ Don’t know B Definitely disagree B Tend to disagree

@ Neither agree nor disagree B Tend to agree B Definitely agree

Approximately 2 in 5 North East residents feel bus timetables do not currently
fit with their personal needs; 3 in 10 feel bus times meet their needs well.

Perceptions are consistent across most profiles, however 1 in 2 rural
residents would agree their requirements are not met by bus times. This
concern is also felt by 1 in 2 infrequent bus users.

14%

16-24
25-34

% AGREE
35-44
45-54
55-64
65-74
75+
Female
Male
White ethnicities
Minority ethnicities
Urban
Suburban
Semi-rural
Rural
Disability
No Disability
Frequent bus user
Occasional bus user

Infrequent bus user

33%
43%
48% 1
42%
34%
36%
31%
38%
38%
38%
42%
45%
34%
34%
52% 1
33%
40%
32%
34%

49% 1

Figure 4:6
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Our next steps Integration allowing customers to interchange As we were not awarded the full £804 million
o o at key hubs through improved connections we bid for in our initial BSIP, the outlined vision

!n our initial BSIP, we set out gsplratlons for an remains an aspiration across the region. of a truly connected network cannot be funded.
|ntegra!ted transport S_ystem with an enhapced The partnership will work together to ensure However, it remains an ambition of the region
operating modgl and improved connectivity bus routes are adapted or introduced to to enhance services where there is increased
across .the reg|on..There were sgveral cater for the forthcoming opening of the demand, as well as implementing bus routes
Q'St'nCt'Ve categories of connection, as set out Northumberland rail line. We will endeavour to in areas where private vehicles are the only
in the table below. apply a holistic approach to ensure provision option. Our BSIP will deliver £12.2 million of

of onward services align, for example if a rail service support or enhancements until the end

service ends at 23:00 bus services should not of March 2025, after which, without further

be ending at 20:00. funding, these services may be at risk of

being withdrawn.

Frequency

Core hours

Category Description

Early mornings/
Monday - Friday Saturday Sunday Evenings
(07:30-18:30) (07:30-18:30) (08:30-18:30)

Superbus (Red Routes) High frequency services 7 minutes 7-8 minutes 15 minutes v
in urban areas providing
customers with ‘turn up and go

. . . v
Superbus (Green Routes) style service 10 minutes 15 minutes 30 minutes

Services connecting cities and
Interurban Express (TEEr OIS MBI SUTee i 15 minutes 30 minutes

towns and villages on a limited
stop basis

Facilitating interchanges
Connect with Metro, National Rail and 30 minutes 1 hour
Interurban Express

Tailored to specific
Rural communities requirements of each Up to every 2 hours

community Figure 4:7
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Consultation with partners will be undertaken
to understand implications of car park pricing
on bus transport usage. Significant investment
in bus priority infrastructure on key corridors
(see Highways and Infrastructure section)

will enable faster journey times for bus
services, including during times of disruption,
meaning services will be more reliable. The
partnership is also looking to establish closer
collaboration across the seven local authorities
on planned roadworks to ensure performance
is not significantly hindered by works. This is
particularly important considering the long-
term works beginning on the Tyne Bridge.

Timescale

Service enhancements, where possible, are
currently going through procurement and are
expected to launch over the coming months.
Collaboration to establish ways in which the
network can be enhanced beyond supporting

and maintaining the existing system is ongoing.

Review of highways initiatives that enable
improved journey times will continue.

Review of additional measures, such as
parking schemes to further encourage use of
bus services.

Our Ambition

We will launch pilots for Demand
Responsive Services, which could include
home-to-school services.

Where we are

Demand Responsive Transport allows groups
previously unable to travel by public transport
a means of doing so. The only existing scheme
in the region is in County Durham called Link2,
which provides a dial-a-ride public transport
alternative to those without regular service
provision, as well as accessible transit for
people with mobility issues. The thresholds for
being able to utilise the service are:

* Your journey starts or ends in
County Durham.

* You do not have a bus stop within 600
metres or 10 minutes’ walk.

* You do not have a bus service available
within one hour of when you want to travel.

» The journey would require a change of bus.

There are no other DRT schemes in the region
however those with mobility issues can make
use of a taxi card system that allows travel at a
discounted rate.

21% of the population in the North East live

in rural towns or villages. These markets

are often unattractive to bus operators; low
passenger loadings make them commercially
unviable, so there are clear challenges in
ensuring rural communities remain connected
to the public transport network.

The EP has undertaken discussions with local
authorities and DRT suppliers to understand
scheme feasibility, we have been following the
schemes that have been funded through the
Rural Mobility Fund to be able to take account
of any lessons learnt.

Our next steps

Over the course of the BSIP we will launch
pilot schemes providing additional vehicles to
operate in rural parts of Northumberland and in
County Durham to enhance Link2’s operation.
The schemes will enable connectivity

with other bus routes and deliver onwards
interchange with the rail network.
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Nationally, several DRT schemes have failed
in year 1 of operation, however nearby there
are DRT operations that continue to be funded
in Tees Valley and Leeds. We are keen to
learn lessons from other schemes that have
been delivered to ensure any DRT schemes
launched in the North East are economically
viable by providing a lower cost option than
driving, or the bus ticket equivalent, meaning
they provide best value for the public.

We have incentivised bus as an option over
car for young people by introducing our £1
single and £3 day tickets for those aged 21
and under, but aspire to further encourage bus
to young people by working closer with schools
and procuring route planning technology to
allow us to plan efficient bus routes to school.
It remains an aspiration of the partnership to
devise ways in which home to school transport
can be developed, however this is not in our
current BSIP spending allocation so we would
need alternative funding to deliver this.

66

Timescale

We will work with partners across the industry
to understand lessons from other DRT
schemes ahead of launching trials within the
course of our BSIP.

We continue to develop ways to incentivise
public transport for young people and
evaluate ways home to school transport can
be improved.

Our Ambition

We will support the introduction of cleaner

and greener vehicles through accelerating
operators’ bus replacement programmes and
reviewing ways in which hydrogen vehicles can
be utilised.

Where we are

The average age of the bus fleet in the North
East is approximately 8.9 years in comparison
to the UK average of 8 years. Over 40% of the
fleet meets the Euro 6 standard, while 38% are
Euro 5 and 17% are Euro 4 or lower. Operators
in the region have invested in upgrading

their fleets, for example Go North East have
invested £3.7million in new fully electric zero
emission buses operating in Newcastle and
Gateshead (Voltra), which are powered by
renewable energy sources.

The North East Transport Plan aims for all
buses to meet Euro 6 emission standards
by 2025 and all buses to be zero emission
by 2035. This will require considerable
investment at an increased rate to what has
been experienced so far. We need to ensure
there is provision for smaller operators for
vehicle upgrades, as focus up to now has
predominately been on large operators. A
Clean Air Zone (CAZ) was implemented

in Newcastle city centre at the beginning

of 2023, meaning vehicles that are non-
compliant against standards will be charged
to enter the zone. Vehicle upgrade grants
are obtainable through the scheme, however
at the time of writing, funding has not been
released to operators. The desire remains to
upgrade the fleet to meet Euro 6 standards,
but the 2025 target may prove too ambitious
unless significant increases to funding are
forthcoming quickly.

There remains a desire in the region to trial
hydrogen fuelled buses as they can travel
longer distances than electric buses, which is
essential due to the geographical nature of our
region which influences the length of some bus
routes. We will continue to explore this option,
however technical advances, and reductions

in running costs will need to be seen for this to
be a viable option.
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Our next steps

The North East successfully secured £19.5m
of investment in new electric vehicles through
the Levelling Up Fund for Decarbonisation,
which will deliver an additional 52 new
electric vehicles.

We remain committed to delivering cleaner
and greener vehicles and will continue working
with central government to obtain further
funding to assist with upgrading the fleet to
become zero emission by 2035. We continue
to work with partners across the country to
understand best practice and will develop a
roadmap for implementation.

Timescale

Entire fleet to be zero emissions by 2035.

Our Ambition

To review the North East parking policies in
relation to public transport.

Where we are

Parking policy across the region is explained
earlier in this document in Section 2. Decisions
on car parking policy sit with each local
authority and are dependent on a range of
factors, such as economic policy, rurality and
the range of public transport options available,
some authorities are already considering
changing parking charges to support modal
shift to public transport.

Our next steps

In line with the principals set out in the Making
the Right Travel Choice strategy we will work
with local authorities to undertake in a wider
review on current parking policies, these will
take into account the differing geographies of
our authorities and the wider socio-economic
aims of each council.

We will review how different parking

strategies and congestion charges have been
implemented in similar regions across England
to determine if any could be deployed in the
North East.

Our Ambition

We will introduce a refreshed code of
conduct to introduce a consistent standard for
network changes.

Where we are

As highlighted in our initial BSIP, through
consultation with stakeholders, we have
identified there are some very good practices
adopted in our region for communicating
network changes but due to a lack of
standardisation often the first-time a bus user
hears of an upcoming change is when their
bus driver tells them. The lack of opportunity
for input from the public can be a source

of frustration so we sought to create a
standardised approach that could be adopted
by operators and local authorities. This
approach also introduces enhanced timelines
for stakeholder notification of a proposed
change to enable more time for collaboration
on how to deliver network changes and
mitigate the impact of any withdrawals.

The creation of local bus boards in each local
authority provides opportunity for input from
all relevant partners and discussion regarding
local network changes whilst identifying ways
of moderating changes to reduce disruption.
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Our next steps

We will continue to work together to ensure
this approach becomes adopted and
consistent throughout the region which will
enable greater collaboration and co-ordination
of network changes.

In collaboration with partners, we will build
on the success of the initial local bus boards
to ensure they are implemented by all local
authorities across the region.

Timescales

Ongoing throughout the BSIP.
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This subsection details our progress
against our ambitions, and our next
steps to:

Accelerate bus journey times and
improve reliability and punctuality for
over 115 million current and future bus
users each year with a programme of
highways interventions.

Improve the ‘walking and waiting’
experience at and around bus stations
with a package of investment in new
and updated facilities.

Address congestion in City Centres
through new Park & Ride facilities.

Transform the experience of bus
travel in our region by coordinating
infrastructure role out with the
enhanced frequencies and customer
offer set out throughout this BSIP.

Our Ambition

Our region is committed to investment in
highways infrastructure, which could include
road space reallocation, junction redesign,
traffic signal re-prioritisation, bus gates

and other measures designed to improve
bus services.

Where we are

Since the publication of the BSIP, traffic levels
have continued to rise in the region, which
has impacted bus performance. Ahead of

the release of funding, the partnership has
progressed plans to bring forward a suite of
bus priority infrastructure works to speed up
buses and make them more punctual and
reliable. This has largely followed plans set
out in the original BSIP, although deliverability
concerns, a shortfall in funding and the
shortened BSIP timeframe has resulted in
some plans being reprofiled or removed

from the programme. Inflationary pressures
have also impacted plans with estimated
costs rising.

In July 2023 the NEJTC approved the

release of funds for the programme level

Full Business Case associated with tranche

1 bus priority infrastructure programme. We
are now developing business cases to deliver
tranche 1 schemes once rigorous public
consultation has taken place and design

work is complete. These will be on 17 of our
busiest corridors: West of Newcastle (BRT),
Wallsend, Coast Road (BRT), A188/A189
North Tyneside, Dunston, Bensham Road,
Leam Lane, Old Durham Road, Chester Road,
Sunderland, A690 Sunderland, South Shields
to Sunderland, South Shields to Newcastle,
Blyth Cowpen Road, Cramlington, Morpeth,
Seaton Burn and Durham A167. The vast
maijority of bus routes in our network use these
17 corridors for all or part of their journey.

The second tranche of schemes are
deliverable in the BSIP time frame, but not yet
at the Business Case stage so require further
development and consultation.

Our local authorities are also willing to
consider changes to on-street parking and
moving traffic enforcement on these and other
corridors, to the extent that red routes could be
introduced, subject to public consultation.
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Our next steps

Work is underway to confirm the final
programme of works for tranche 1 with the
respective local authorities. Final designs and
costs for these schemes will be developed and
assured prior to works commencing. For those
schemes which are unable to be delivered
through the BSIP timeframe, alternative
funding sources will be investigated including
whether they align and are able to form part
of the City Region Sustainable Transport
Settlement (CRSTS) pipeline.

The second tranche of schemes are currently
in the initial stages of development and,
subject to identified projects aligning to

the overarching objectives of the BSIP, the
programme will be finalised by December
2023. Both tranches must be either delivered
or contractually bound by March 2025.

For all schemes which will be delivered
through the BSIP, we will work with key
partners including network managers and the
Urban Traffic Management Centre (UTMC),
to mitigate disruption on the existing network
whilst schemes are under construction.

Timescale

Ongoing with delivery complete by
March 2025.

Our Ambition

Ensuring stops and shelters have appropriate
modern facilities, including lighting, CCTV, real
time information, and high-quality pedestrian
access to increase safety.

A strategic plan will be developed to select
‘hub’ shelters that can serve as a community
focus for interchange opportunities between
bus routes, with cycling and walking, with rail,
ferry, Metro, and park and ride sites.

We will replace all our bus stop ‘flags’ to
ensure consistent standards throughout
the region.

New bus stations will be delivered in Durham,
Alnwick, Bishop Auckland and an additional
Newcastle City Centre bus station.

There are further plans to improve bus access
to North Shields Fish Quay, especially given
the new ferry landing, and the International
Advanced Manufacturing Park (IAMP).

Where we are

Following guidance from the DfT, BSIP plans
for stops and station improvements have been
limited to focusing on safety and accessibility
upgrades. Many enhancements to bus
infrastructure have progressed independently
of BSIP funding, such as Durham bus station
and the North Shields transport hub. As
identified in the BSIP however, there are
many locations in the North East where
outdated bus infrastructure may be holding
back bus patronage, meaning upgrading this
infrastructure remains a partnership priority.

Our next steps

Durham County Council, Nexus, and
Northumberland County Council, who are
responsible for the bus stations and stops

in the region, have been invited to submit
proposals to upgrade assets which require
accessibility and safety improvements. Subject
to review, projects which successfully meet the
criteria will be progressed.

Timescale

Ongoing with delivery complete by
March 2025.
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Our Ambition

We will contribute to already planned
investment in the region’s highways in the
Intelligent Transport Systems (ITS) project
to ensure the potential for bus priority

is maximised.

Where we are

Since the publication of the BSIP, the North
East’s signal technology has been successfully
upgraded by investments in ITS from the
Transforming Cities Fund (TCF) on 17 core bus
corridors. This technology upgrades signals

at junctions and pedestrian crossings, in order
that traffic control interventions can be enabled
remotely. This represents a step change in
traffic management for the region as some

of our busiest bus corridors were previously
equipped with the oldest traffic signal
equipment, often not connected to the UTMC.

BSIP funding provides the opportunity to
complete the programme of signal upgrades
on a further 7 bus corridors, bringing maximum
benefits to more bus routes throughout the
region. The June 2023 meeting of the NEJTC
released funding for this work, which has been
subject to a full business case and exhibits
strong value for money.
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Next Steps

Work is progressing on the signal upgrades.
The second phase of this project will bring
further benefits to buses by enabling vehicles
to be accurately located in real time and
providing hurry calls (a green light as quickly
as possible) at signalised junctions where
they are needed. This upgrade to real time
information system will benefit passengers
across the North East with more accurate,
up-to-date information. This technology has
undergone successful trials in the region and

is scheduled to be fully rolled out by April 2024.

We plan to build on this foundation (subject to
funding) by rolling out signal upgrades to more
junctions across the region.

Timescale

Ongoing with delivery complete by
March 2025.

Our Ambition

We will introduce 5 new major Park and Ride
sites in the region, served by high-specification
vehicles running a dedicated service

for customers.

Where we are

To progress this ambition ahead of funding
confirmation, an Options Assessment Report
(OAR) was commissioned by Transport North
East. The report investigated how and where
Park and Ride could positively enhance public
transport provision and support growth across
the region. A three-stage sifting approach
was carried out for all proposed sites covering
planning, propensity for cars to easily exit the
highway and access the Park and Ride site,
and environmental considerations. The study
identified the 5 potential sites that could be
delivered within the BSIP timeframe. These
locations had clear merits, although potential
limitations were flagged regarding land
ownership and deliverability.
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Despite deliverability challenges, the region
has prioritised improving Park and Ride
provision. This is important considering the
upcoming Tyne Bridge maintenance work,

which will cut off a key arterial route, potentially

causing severe disruption for buses.

TCF funding will also deliver an extension
to Durham’s Park and Ride site in Sniperley,
which is due to be completed in Spring 2024.

Our next steps

Work is continuing with partners to progress
the opportunities for Park and Ride and to
investigate alternative funding sources for
those sites which are not deliverable in the
BSIP timeframe.

Timescale

Ongoing with delivery complete by
March 2025.

Our long list of possible Park and Ride locations

LOCATIONS

North

o Seaton Burn Roundabout
0 Moor Farm Roundabout
0 Gosforth Park Junction
O Kilingworth

e Longbenton

o Slatyford

East
Northumberland Park
North Shields
South Shields Town Centre

West

@ Metrocentre Coach Park
m Dunston Hill

@ Team Valley

South

(B) Angel of the North A167
@ Eighton Lodge

@ Follingsby Business Park
@ Follingsby Park

Durham

m Sniperley (upgrade to existing site)

@ Stonebridge
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Our Ambition

We will establish formal ‘Pocket Park and
Ride’ locations around the network. ‘Pocket
Park and Ride’ sites have a small number of
car parking spaces and will be located along
existing bus routes, supported by high-quality
information and waiting facilities.

Where we are

The partnership has begun work to identify
locations which show strategic potential

as Pocket Park and Ride sites. These are
intended to reduce congestion and boost bus
ridership without abstracting from the existing
bus network. Successful delivery of these
sites will help to make more services viable in
settings where a commercial route is difficult
to sustain.

Our next steps

Local authorities are developing plans for
where Pocket Park and Rides sites could be
established for review.

Timescale

Ongoing with delivery complete by
March 2025.
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North East Combined Authority

North of Tyne Mayoral
Combined Authority

North East Joint
Transport Committee

Joint Transport Committee
Overview and Scrutiny Committee

Joint Transport Committee
Audit Committee

Joint Transport Committee
Tyne and Wear Sub Committee

Delegated Responsibilities

Northumberland

This chapter sets out the governance of the
BSIP and how we will report on our delivery
and progress towards our KPlIs.

Our Governance

The NEJTC is ultimately responsible for

the delivery of the BSIP. The committee
holds monthly meetings, which provides the
opportunity for any updates and reports to be
reviewed in a timely manner. The committee
is responsible for approving any BSIP
funding spend.
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Durham

The political and bus operating geography of
the North East make it particularly complex
to coordinate strategic actions across the bus
network given the large number of operators,
seven local authorities, two combined
authorities and Nexus. To address this, we
have formed a North East Bus Partnership
Board (the partnership) which provides
effective and strategic governance to drive
sound performance against our KPIs set

out in Section 3 of this BSIP. Programme
delivery updates are provided to the quarterly
meetings, with risks and issues reported

by exception.

A North East Bus Partnerships team, housed
within Transport North East, has been created,
including programme management capacity.
This team is in place to deliver the plan,
monitor performance of the management

of the partnership agreement, and oversee
marketing and stakeholder activities designed
to drive growth in bus patronage.

We have set up a Bus Advisory Board, which
is attended by representatives from the Local
Enterprise Partnership (LEP) and North East
Chamber of Commerce. Our assessment is
that we can put these strategic relationships to
greater use by using them to pave the way to
collaboration with businesses to drive buses
modal share

The diagram to the left outlines the decision-
making hierarchy for the BSIP.



Reporting

In line with reporting requirements, we report
against our KPIs on a six-monthly basis to our
Bus Partnership Board, and onward to the
Department for Transport (DfT) and other key
stakeholders. We also publish the information
on our website, and it is available in a non-
digital format.

We will build on our reporting capability by
investing in data software that will enable

us to analyse bus data more efficiently and
provide bespoke reports. This will allow us to
interrogate the data to determine the impact
of our interventions, enabling us to adapt our
approach to ensure the best outcomes for
the region.
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North East Joint Transport Committee

Name of authority or authorities:

Franchising or EP (or both): EP
Date of Publication: 26th October, 2021
Date of next annual update: October 2022

URL of published report:

2019/20

www.transportnortheast.gov.uk

Target for 2024/25

Description of how each will be measured (max 50 words)

Targets 2018/19

Journey time 13.86
miles per
hour in
2018

Reliability: existing
% scheduled mileage
% on time at origin

% on time at timing
points

Passenger numbers

Average passenger
satisfaction

TBD

154m
91%

13.86
miles per
hour in
2019

TBD

TBD
91%

Target to be
agreed through the

partnership, will be a

differential between
journey speeds with
growth in speeds
for bus compared to
general traffic.

kS
97
95

196.5m
93%

Existing bus journey times are measured and supplied by
operators with little difficulty. Targets are set by modelling the
impacts of each plan and scheme during the design phase.

This is a standard report which operators produce today for the
Traffic Commissioner.

DfT patronage data reported as standard by bus operators.

Transport Focus surveys, increased to 6-monthly reporting.
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Delivery — Does the BSIP detail policies to: Explanation (max 50 words)

Make improvements to bus services and planning

More frequent and reliable services

Review service frequency Y Review twice each year on a rolling programme around the region, with a blended
corridors and centres approach. Consultation approach on route changes in the
Charter promise.

Increase bus priority measures Y Bus gates, lanes, red routes, signal priorities, turning priorities, dedicated bus only
roads. £250m capital programme to build upon the high level of bus priority already in
the region.

Increase demand responsive services Y DRT local routes and feeder routes to Express services in Durham and Northumberland,;

Schools ‘DRT’ home-to-school pilot scheme.

Consideration of bus rapid transport networks Y Bus Rapid Transit network aspiration for the whole region. 5 routes identified, with 2
in Tranche 1 of the BSIP, building on existing priorities which facilitate frequent, high
demand bus services.

Improvements to planning / integration with other modes

Integrate services with other transport modes Y Integration with Metro, rail, also other buses and coaches. Local access focus with
‘hubs’ for bike-to-bus; walking and waiting programme of works to increase customer
confidence and complement Active Travel. Park and Ride for 5 major corridors, plus
‘pocket park and ride’ particularly for Express bus services.

Simplify services Y The first action in the delivery programme is rationalisation of services to create an
easy to understand turn-up-and-go network, and a review of route numbering to remove
confusion where similarly numbered routes operate different services.
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6. Overview table

Review socially necessary services Y The revised network encompasses socially necessary services and enhances
them significantly.

Invest in Superbus networks Y The Guidance ‘Superbus’ concept is here, ‘Connect’, through upgrading and bolstering
our already strong small towns & villages networks. Superbus here has been used to
describe the turn-up-and-go network.

Improvements to fares and ticketing

Lower fares Y Lower all day ticket prices in all areas, with a £4 to £5 day cap for bus travel, and
discounts for young people.

Simplify fares Y A simple 3 zone system replacing the current complexity of many offers; standardisation
of operators’ tickets periods (e.g. start the week on the same day); clear marketing and a
single source App.

Integrate ticketing between operators Y £6.80 all day, all zone, all modes, all operators ticket, covering bus, ferry, metro and some
and transport rail; reduced from £10.90. The £4 and £5 cap day tickets are also all-operator.

Make improvements to bus passenger experience

Higher spec buses
Invest in improved bus specifications Y Fleet replacement plan. Also, AV and WiFi to be fitted to all buses in the region.

Invest in accessible and inclusive bus services Y Walking and waiting plan; fleet replacement plan (all low floor, easy access, high
comfort); engagement with community groups and advocacy bodies to identify initiatives
to promote bus travel for people with protected characteristics and extra needs.

Protect personal safety of bus passengers Y Increase CCTV coverage in-vehicle, with a radical uplift at stops. Walking and
waiting plan to improve confidence. Joint work with the Northumbria Police and
Crime Commissioner’s programme to enhance the Safety of Women and Girls on
Public Transport.



6. Overview table

Higher spec buses continued

Improve buses for tourists Y Active liaison with tourism stakeholders. Substantial funding for pilots to encourage
sustainable tourism.

Invest in decarbonisation Y Car mode shift of 2% will make the biggest impact on the carbon footprint and the health
of the region. Fleet renewal to Euro 6 and Zero Emission vehicles will transform the
image and impact of bus.

Improvements to passenger engagement

Passenger Charter Y Promises to customers across the region on reliability, delivery, and the means to give
feedback on great service and to complain and see action taken on complaints.

Strengthen network identity Y Simplify the network; enhance it; single source of truth for real time information; unified
branding of vehicles, bus stops and information; marketing campaigns and regionwide
behaviour change programme.

Improve bus information Y Rural stop information significant upgrade; next generation Real Time Passenger
Information at stops; single source of truth for RTPI and Apps; single App for customers
with all information; printed information both at stop and off-system.

Increase mode share of bus Y Annually: DfT data, supplemented by ANPR and cordon counts as necessary.
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ANPR = Automatic Number Plate Recognition, technology that uses
optical character recognition on images to read vehicle registration
plates to create vehicle location data.

AONB = Area of Outstanding Natural Beauty, a designated
exceptional landscape whose distinctive character and natural
beauty are precious enough to be protected by the Countryside and
Rights of Way Act 2000 (CROW Act).

ATF = Active Travel Fund, grant funding that supports local transport
authorities with producing cycling and walking facilities.

AV technology = Audio/Visual Technology, the ‘next stop’
announcements on buses.

AVL = Automatic Vehicle Location, is a means for automatically
determining and transmitting the geographic location of a vehicle.

BPC = Bus Passenger Charter, a document designed to advise you
of the standard of service you can expect when using bus services
within the North East. It also sets out methods of redress should the
standard fall below what is promised.

BRT = Bus Rapid Transit, also called a busway or transitway, is a
bus-based public transport system designed to have better capacity
and reliability than a conventional bus system.

BSIP = Bus Service Improvement Plan, a document in which the
LTA, working closely with local bus operators and local communities,
sets out a vision for delivering a step-change in bus services that is
required by the Government’s National Bus Strategy.

CAZ = Clear Air Zone, a defined area where targeted action is taken
to improve air quality, in particular by discouraging the most polluting
vehicles from entering a particular zone.

CBI = Confederation of British Industry, an influential business
organisation that speaks on behalf of 190,000 businesses and
its members.

CPC = Certificate of Professional Competence, a qualification
required by professional bus, coach and lorry drivers.

CPI = Consumer Price Index, a measure that examines the weighted
average of prices of a range of consumer goods and services,
including transport.

DfT = Department for Transport, a ministerial department, supported
by 24 agencies and public bodies that is responsible for planning and
investing in transport infrastructure.

DRT = Demand Responsive Transport, refers to flexible
transportation solutions that are based on particular transport
demand without using a fixed route or timetabled journeys.

ENCTS = English National Concessionary Travel Scheme.

EP = Enhanced Partnership. An EP is a statutory arrangement
under the 2017 Bus Services Act which can specify, for example,
timetables and multi-operator ticketing, and allows LTAs to take over
the role of registering bus services from the Traffic Commissioners.

EURO 6 Standard = Emissions standards for buses.
IAMP = International Adanced Manufacturing Park.

ITS = Intelligent Transport Systems, a combination of Information
Technology and telecommunications, enabling many innovations in
traffic control and in the provision of on-line information.

ITSO = Integrated Transport Smartcard Organisation.



JTC/ NEJTC = Joint Transport Committee/ North East Joint
Transport Commitee.

KPI = Key Performance Indicator.

LA7 = 7 North East local authorities, comprising Durham County
Council, Gateshead Council, Newcastle City Council, North Tyneside
Council, Northumberland County Council, Sunderland City Council
and South Tyneside Council.

LEP = Local Enterprise Partnership, a public, private and education
sector partnership, responsible for promoting and developing
economic growth in the local authority areas of County Durham,
Gateshead, Newcastle, North Tyneside, Northumberland, South
Tyneside and Sunderland.

LTA = Local Transport Authority.

NEbus = the North East Bus Operators’ Association, encompassing
the providers of bus services across the North East.

NECA/ North East Combined Authority = Comprising Durham,
Gateshead, South Tyneside, Sunderland.

NETP = North East Transport Plan, ‘the Transport Plan’, a document
setting out our region’s transport aspirations up to 2035.

Nexus = the Tyne and Wear Passenger Transport Executive that
administers funds on behalf of the Joint Transport Committee

of the North East Combined Authority and the North of Tyne
Combined Authority.

NTCA/ North of Tyne Combined Authority = Comprising
Newcastle, North Tyneside, Northumberland.

Glossary of Terms

NTL/ Network One Ticketing Limited = A partnership of bus,
metro, train and ferry companies in the North East, which provides a
range of tickets.

OSC = Joint Transport Committee Overview and
Scrutiny Committee.

RPI = Retail Price Index, a measure of inflation published monthly by
the Office for National Statistics. It measures the change in the cost
of a representative sample of retail goods and services.

RTPI = Real Time Passenger Information, a means of providing
electronic travel information to the users of public transport in “real
time” via a range of sources, such as at bus stops, stations, on
vehicles and via phone or internet.

The Strategy = The UK National Bus Strategy ‘Bus Back Better’.

TCA = Travel Concession Authorities. TCAs are responsible for
administering concessionary travel schemes.

TCF = Transforming Cities Fund, a £2.45 billion capital grant
transport fund aimed at driving up productivity through investments in
public and sustainable transport infrastructure in some of England’s
largest city regions.

TfN = Transport for the North, England’s first Sub-national Transport
Body responsible for bringing the North’s local transport authorities
and business leaders together with Network Rail, Highways England,
and HS2 Ltd, while working closely with Central Government to bring
strategic value to decisions about transport in the North.

85



Glossary of Terms

« ULEBS = Ultra-Low Emission Bus Scheme is the latest round of
Government funding to local authorities and bus operators to support
the purchase of new buses from the Office for Zero Emission
Vehicles (OZEV) and the Department for Transport (DfT).

+ UTMC = Urban Traffic Management Control, the main initiative in
the UK for the development of a more open approach to Inteligent
Transport Systems in urban areas.

+ ZEBRA = Zero Emission Bus Regional Area. The ZEBRA scheme
will provide up to £120 million for local transport authorities (LTAS),
outside London, to support the introduction of zero-emission buses
and the infrastructure needed to support them.
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Our Customer Charter

Date of publication: 2023
Date of next review: 2025

This Bus Passenger Charter sets out what you can expect when travelling on
any of the region’s buses and what can be done if the experience falls short of
our commitment to you.

We commit to making every journey as easy and reliable as possible
Passengers can expect:

* Buses to be on time; normally arriving no more than 5 minutes late or
1 minute early.

* A network of bus routes running along all major roads connecting people to towns,
cities and large employers.

» A range of value for money tickets that can be used on any bus regardless of
operator, with a range of payment methods including cash and contactless.

» Each bus to have space for at least one wheelchair or two pushchairs.

Our Commitments

We commit to operating a safe, secure and comfortable service
Our passengers can expect:

* A clean bus with comfortable facilities.

» A professional and friendly driver.

» A secure, well maintained, place to wait for the bus.

+ CCTV cameras on buses.

» Us to work continually with the police to maintain a safe network.

» A zero-tolerance policy towards hate crime, anti-social behaviour of any kind or
harassment towards passengers and bus staff.
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We commit to always keep you informed

Passengers can expect:

Accurate, accessible and timely sources of information regarding timetables, fares
and disruption.

Investment in on board ‘Next Stop’ audio-visual information on new buses.

That bus users and effected communities will be consulted with prior to a major
route or timetable change to ensure impacts are fully considered.

Bus drivers to be knowledgeable on routes, passenger entitiements, and the best
fare options for a passenger’s day of travel.

We commit to help, particularly when things go wrong

Despite our best efforts, things can go wrong. In the event this happens, we a will
take the appropriate action to put things right and get your journey back on track. We
commit to:

Providing a considered and appropriate response to all queries, complaints and
comments- treating each on a case-by-case basis.

A service guarantee (free bus ticket or voucher to compensate for service issues).

An easy access guarantee: a taxi will be provided or cost covered where a
bus is unable to accommodate a customer with a disability, who would usually
be accommodated.

An Emergency Protocol to ensure other operators tickets are accepted on board
buses in the event of severe disruption to the network.

How to get in touch:

A Qrriva GoNorthEast

a[DB) company Part of GoAhead

(CStagecoach ngrs



We have a unified ambition to grow
bus patronage across our region
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Appendix B — Letters of support




Tobyn Hughes

Transport North East

c/o Gateshead Civic Centre
Regent Terrace

Gateshead

NE8 THH

31 August 2023
Dear Tobyn,

| am writing on behalf of CPT (Confederation of Passenger Transport) and NE Bus (The North
East Bus operators association) to express our continued support for the updated North East
Bus Service Improvement Plan on behalf of our members.

The ambitious Bus Service Improvement Plan and partnership approach will maximise the
contribution and effectiveness of the bus network to the regional economy and to the people
who live, work and study in North East England.

We support the work to develop the BSIP offer and has been able to demonstrate a partnership
approach that maximises the capabilities, skills and experience of all parties.

We believe the BSIP will be truly fransformative for the region.

| look forward to continue working in partnership with you to deliver the BSIP through the
Enhanced Partnership.

Yours sincerely.

Andrew McGuinness
Regional Manager (North of England)

Confederation of Passenger Transport
22 Greencoat Place, London SWIP 1PR
020 7240 3131 - admin@cpt-uk.org - cpt-uk.org

A company limited by guarantee No. 1182437 England



, North East

Transport North East

C/O Gateshead Civic Centre
Regent Terrace Gateshead
NES8 1HH

Thursday 14t™ September 2023

Re: Bus Service Improvement Plan

Dear whom it may concern,

Go North East
117 Queen Street
Gateshead

Tyne and Wear
NE8 2UA

Tel: 0191 4205050
Web: gonortheast.co.uk
Email: hello@gonortheast.co.uk

| write to you as Business Director for Go North East to confirm my support of Transport North

East and the Bus Service Improvement Plan.

Transport North East have been in discussion with us regarding the BSIP and we are happy to
continue with constructive and meaningful dialogue as it develops.

We hope to continue building a strong relationship between our organisations and look forward

to advancing that through the BSIP.

Yours sincerely,

/ / ’
{ .

Ben Maxfield
Business Director

Go North East Limited. Registered in England No. 2057284

Registered Office: 3 Floor, Grey Street, Newcastle upon Tyne, NE1 6EE

Part of the Go-Ahead Group



Transport North East N CG

C/O Gateshead Civic Centre
Regent Terrace

Gateshead

NE8 1HH

15/08/2023

Support of the North East Bus Service Improvement Plan

| write in my role as Executive Principal for Newcastle College, NCG, and
confirm ongoing discussions with Transport North East regarding their Bus
Service Improvement Plan (BSIP).

Transport North East have consulted us on their BSIP and we continue to have
constructive and meaningful dialogue as this develops and wish to continue to
work together in the future.

We hope to continue to build a strong partnership between our organisations
and look forward to doing so through the BSIP.

Your sincerely,

Tony Lewin
Executive Principal (Curriculum)
NCG

We value and empower people by: B Being both inclusive and diverse W Trusting and respecting our communities
B Taking ownership whilst working collaboratively B Inspiring excellence and curiosity



Newcastle
University

Transport North East Professor Jane Robinson
C/O Gateshead Civic Centre Pro-Vice-Chancellor, Engagement
Regent Terrace andBlacs
Gateshead Newcastle University
NES 1HH King’s Gate
Newcastle upon Tyne
NE1 7RU

United Kingd
1 September 2023 nited Kingdom

To whom it may concern,
Support of the North East Bus Service Improvement Plan

| write in my role as Pro-Vice Chancellor, Engagement & Place at Newcastle University, and
confirm ongoing discussions with Transport North East regarding the review of their Bus Service
Improvement Plan (BSIP). Transport North East have consulted the University on the BSIP and we
continue to have constructive and meaningful dialogue as this develops, and wish to work together
in the future.

A modern, accessible and efficient regional bus network is of great importance for our 6,600
colleagues and 30,000 students, and for the commitment the University has made to net-zero
carbon dioxide emissions by 2030. We also recognise the positive impact of public transport
towards economic, social and cultural wellbeing in the region, and our hope that our world-leading
research can continue to support innovation in sustainable transport. In particular, we are leading
work nationally on electrification and battery technology, which we believe could make a step-
change in the future of public transport.

We believe establishing a strong partnership between our organisations through proactive
engagement will bring a positive impact to the North East and we look forward to doing so through
the BSIP.

Yours sincerely,

Professor Jane Robinson
Pro-Vice-Chancellor, Engagement and Place

tel: +44 (0) 191 208 0820
jane.robinson@ncl.ac.uk

www.ncl.ac.uk

The University of Newcastle upon Tyne trading as Newcastle University



NEXUS

26 September 2023

To Whom it May Corncen

Nexus, The Tyne and Wear Passenger Transport Executive, is fully committed to the North East
Bus Service Improvement Plan. We support the revisions the North East Joint Transport
Committee has made to the original plan, and we have led the way in delivering measures
reflected in it.

As operator of the Tyne and Wear Metro and Shields Ferry we have introduced lower fares for
these modes which match the ambitions set out in the plan — including a £1 flat for those
aged under £22 — without receiving reimbursement. We have been active in delivering wider
initiatives including the free travel provision for car experienced young people, marketing
campaigns, and integrated leisure travel to major events throughout this summer. We are
already providing funding to bus operators to sustain and develop local services and this will
grow through the autumn and next year.

The Enhanced Partnership which the BSIP underpins has got off to a good start and we look
forward to continuing to work with our partners in the bus industry and local and regional
authorities to build on this.

Yours faithfully

Clen
/>

Huw Lewis
Customer Services Director
Nexus



({Stagecoach

16 August 2023

Mr T Hughes

Transport North East

C/0O Gateshead Civic Centre
Regent Terrace

Gateshead

NE8 1HH

Dear Tobyn

Letter of Support ref BSIP and EP

Busways Travel Limited, trading as Stagecoach North East (“Stagecoach”) is pleased to
formally record its continued support for TNE’s BSIP and the ensuing EP.

We are excited to be part of the partnership to show what huge benefits can be gained by
working together to deliver the transport strategy for the North East.

We believe that the combined investment from all partners coupled with the allocated
funding from UK Government will lead to transformational changes for bus passengers across
the North East Combined Authority area whilst also encouraging modal shift to further
improve the air quality in the area. We are already starting to see some of these benefits with
the introduction of the U22 fares.

We look forward to continuing the work done to date with the Partnership.

Yours sincerely

S Mo

STEVE WALKER
MANAGING DIRECTOR
STAGECOACH NORTH EAST

Stagecoach Group plc, 10 Dunkeld Road, Perth PH1 5TWTel: +44 (0)1738 442111 stagecoachgroup.com
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Qrriva

Transport North East

C/O Gateshead Civic Centre
Regent Terrace

Gateshead

NE8 1HH

09 October 2023

Letter of Support: Transport North East BSIP

On behalf of Arriva North East, | express continued support for the updated Transport North East Bus Service
Improvement Plan.

Continued discussion, development and delivery of the objectives contained within, showcases the strong
partnership already in place and one which we feel will be successful in delivering the transport strategy for
the region, which we’re equally keen to be part of.

We look forward to a continued successful partnership in the future.

Yours sincerely,
MM

Kim Cain
Commercial Director
Arriva Yorkshire & Arriva North East

Arriva North East

1 Admiral Way
Doxford International
Business Park
Sunderland SR3 3XP

Tel +44 (0)191 520 4000
Fax +44 (0)191 520 4001
DX 68754 Sunderland 3

www.arriva.co.uk

Arriva North East is a trading name of Arriva Northumbria Limited, Registered in England 237558, and Arriva Durham
County Limited, Registered in England 2404350. Registered Office: Admiral Way, Doxford International Business Park,

Sunderland, SR3 3XP A subsidiary of Arriva Plc a CompO ny
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