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In February 2008, JMP was appointed by the
Merseyside Transport Partnership to project
manage and deliver a three year Personalised
Travel Planning (PTP) Contract. Merseyside
TravelWise is the Smarter Choices programme
of the Merseyside Transport Partnership,
focusing on promoting sustainable transport use
within Merseyside. The PTP programme formed
part of the Partnership’s  congestion
management project funded jointly by both the
Partnership and the Department for Transport.

A key requirement of the PTP project was that it
should be integrated into the existing activities of
TravelWise Merseyside. This included using
any current market research to inform area
selection and adhering to branding and
communications  structures to support the
effective delivery of behaviour change messages
within households.

The key objectives of the TravelWise
Merseyside PTP Project were:
To reduce private motor vehicle

kilometres among participants, particularly
for morning peak trips into Liverpool city
centre.

To reduce travel and establish sustainable
travel patterns among participants.

To reduce carbon emissions.

In Year One (summer 2008), a residential PTP
approach was developed and piloted with 3,500
households in the Childwall area of Liverpool.
Just under half (45%) of all eligible households
chose to take part, representing 1,527
households in total.

In Year Two (summer 2009), a larger scale
residential project was delivered to 10,000
households in the Heswall, Wirral. Just over half
(51%) of all eligible households chose to take
part, with a conversion rate of 66% (i.e.
percentage of people that took part once
approached). This equated to 4,938
households.

An independent evaluation of both projects was
undertaken on behalf of Merseyside TravelWise
by Transport and Travel Research (TTR). This
revealed similar levels of behaviour change in
both years to those seen in comparable projects
elsewhere in the country.

In Year One, a comparison of travel diary data of
participants and non-participants revealed that
there was a 9.9% increase in trips made by
sustainable modes and a 10.2% reduction in car
use amongst participants.

Merseyside PTPContract 2008-2011
Year Three Evaluation Report

JITR

Similarly, in Year Two, there was a self-reported
9.1% increase in trips made by sustainable
modes and a reduction in car use of 7.1%.
These results compare favourably to the 7-10%
reduction in car use and 4-20% increase in
sustainable transport use outlined within
‘Personalised Journey Planning: Evaluation of
14 Pilots Part Funded by the Department for
Transport (DfT)’; an independent evaluation
carried out by the DfT’s Operational Research
Unit (ORU).
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In addition to TTR’s evaluation, JMP carried out
an aftercare service to ensure that householders
had received their requested information and to
find out what they thought about the whole
engagement process.

The aftercare service was completed by 100 and
117 participants in Years One and Two
respectively. The surveys were undertaken on
a random basis and therefore provide a
reasonably good snapshot of participants’ views.

Key findings from the aftercare can be
summarised as below (Year One/Year Two):

98% / 99% of participants were quite or
very satisfied with the PTP service
received

32% / 51% of all respondents said that
they had changed their travel behaviour
since receiving their travel packs

23% / 54% of all respondents stated that
they had reduced their use of the car.

30% / 59% of those that had made a
change to their travel behaviour reported
that they intended to keep up this change

The project planning for Year Three commenced
in spring 2010, using the experiences and
lessons learnt from the previous two years of the
PTP project. The third year of the initiative was
undertaken in West Derby, and parts of
Tuebrook and Croxteth Park.

This report provides an overview of the project
design and an evaluation of the third year of the
PTP project using the mechanisms at JMP’s
disposal including challenge forms, website use,
aftercare surveys and the project database.

The rest of this report is structured as follows:
Project design
Project delivery
Conclusion and legacy

Merseyside PTPContract 2008-2011
Year Three Evaluation Report

fi-uae

il e oa®
‘..

JITR




Inception

Collaborative Project Planning

Agreeing the Study Area

Designing the Engagement Strategy

Setting up the Local Project Office

Revising the Project Database

Refining the Resources and Challenges
Recruiting and Training a Temporary Project Team
Publicity and Promotion of Project

; /

-




Inception

Collaborative Project
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Year Three Inception

The inception stage of the project incorporated
the following tasks:

A number of inception meetings with the
Merseyside Transport Partnership.

Provision of relevant data and information
to support the project from TravelWise
Merseyside.

A review of relevant local information and
background data, including Congestion
Corridor Intelligence reports, transport
results from Merseyside Countywide Travel
Survey 2008, public transport data, National
Travel Survey data and census data.

Identification of issues to help shape JMP’s
approach and determine the appropriate
PTP area and resources required.

A thorough review of the Year Two findings
and recommendations.

Production of an inception report for the
Year Three PTP residential project, setting
out its proposed methodology and work
programme.

The inception report, summarising all of the
above, was submitted to the Merseyside
Transport Partnership TravelWise Team in
March 2010.

Collaborative Project Planning

JMP maintained close partnership working with
TravelWise Merseyside throughout the Year
Three project.

Workshops and meetings with members of
client team and key partners (including bus
operators) were held as appropriate, including:

Wider steering group meetings to discuss
best practice, develop targets for the PTP
work and share understanding.

Distribution of regular updates (e.g. emails
and presentations) to partners.

JMP worked closely with TTR and Staniforth
(TravelWise's PR Agency) to ensure that the
monitoring and publicity were well co-ordinated
within the project:

JMP provided mapping information and
address details to TTR for the post-
evaluation survey and liaised regarding
suitable timescales.

JMP emailed Staniforth regularly with
details of potential project champions.
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To inform the selection of the Year Three
residential PTP project area, the following
criteria were identified:

Area to incorporate one of the eleven
Merseyside congestion corridors, as
identified in the Merseyside Congestion
Delivery Plan 2006 — 11. Year One of the
project focused on the B5178 Wavertree
corridor in Childwall and Year Two on the
A552 on the Wirral.

Good public transport required for access to
the city centre.

10,000 households to be identified within
close proximity of bus services direct to the
city centre.

Travel to work patterns must offer the
opportunity to make travel behaviour
change during peak hours (i.e. high
proportions of people travelling to work by
car).

Opportunities to influence travel to other
destinations (i.e. non-work journeys).

From the remaining nine congestion corridors,
two were considered in more detail; namely,
the A565 Croshy in Sefton (also considered in
Year Two) and the A5049 West Derby.

JMP reviewed the corridor intelligence report
for the Crosby congestion corridor, though
there was no report available for West Derby at
the time.

This information was supplemented with a
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wide range of mapping, to compare the travel
and socio-economic trends in each of the
areas including: car ownership, numbers
travelling to work in the city centre by mode,
numbers of households within walking distance
of bus routes to the city centre, car versus bus
peak hour journey times and age and status.
These are provided on the following pages.

The Croshy data revealed that the area would
be less suitable for a large-scale PTP
engagement for the following reasons:

Much of the western areas were more
accessible by rail, and so promoting bus
use would be very difficult.

Areas in the south had low car ownership
and are therefore not prime targets for
encouraging modal shift.

Areas to the north and east of the potential
area did not have competitive bus versus
car journey times (i.e. buses did not
compete well with cars during the peak
hour).

In those areas where PTP might be
productive, census data showed that there
were approximately 4500 households within
walking distance of a bus route. Within
these areas, only circa 900 people travelled
to work in the city centre and only circa 450
of these travelled by car.

Overall, the data analysis revealed that the
West Derby area offered better opportunities to
introduce a PTP project.



The extensive mapping that JMP undertook in
Year Three was used to assist in identifying a
target area for the PTP initiative. In particular,
the following aspects were considered:

Levels of car ownership by household
Extent of travel to work by car and
sustainable modes

Proportion of households within walking
distance (400m) of a bus route

Travel to work by destination

This information is illustrated in Figures 1 to 7
on the following pages.

The maps identify that:

West Derby represents a suitable
catchment area, with a large number of
people travelling to work by car along the
congestion corridor. There is also potential
to impact on other local trips (e.g. shopping,
leisure, health and education).

There is potential for the required 10,000
households to be engaged with a target of
5,000 participants.

The A5049 congestion corridor was a key
corridor for West Derby residents into
Liverpool City Centre. In addition, the West
Derby area impacted on the A5047 corridor.
Both of these corridors have some of the
fastest forecast traffic  growth in
Merseyside.
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West Derby lies to the north of two other
congestion corridors which run along the
city's main ring road ‘Queens Drive’.
Queens Drive also forms part of the A5048.
Buses offered a realistic alternative to the
car for city centre commuters, with a
modern bus fleet with one key operator
(Arriva) and a strong network with spare
capacity available.

There were frequent bus services through
the area, with buses stopping every ten
minutes during the peak hour.

There is a distinct local community with a
supportive and proactive local authority and
various local groups and clubs. There were
also good opportunities to work with local
schools and the hospital.

There are good links to leisure facilities in
the area including Croxteth Hall and
Country Park and the nearby Wildflower
Centre. Frequent bus services access
these destinations.

There are signed cycle routes alongside
Almond’s Green, Town Row and Blackmoor
Drive, and an off-road path alongside
Queens Drive (forming part of the Trans
Pennine Trail).

West Derby is a pleasant residential area
with footways of a generally good standard
and crossing facilities with dropped kerbs at
most key junctions.

The study area was agreed based on the
mapping and data collection through a series
of meetings held with client team.



Figure 1: West Derby Project Area
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Figure 2: Percentage of Households with no Cars or Vans
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Agreeing the Study 7
Area

Figure 3: Percentage of Households with at Least Tw o Cars or Vans
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Figure 4: Percentage of People Travelling to Work b
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Agreeing the Study
Area

Figure 5: Percentage of People Travelling to Work b
Transport
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Figure 6: Census Output Areas within 400m Bus Route
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Figure 7: Travel to Work in West Derby by Destinati  on
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An analysis of the travel to work by destination
data, gathered from the 2001 census, identified
that travel by private vehicles was more
popular than travel by public transport.

Of those travelling to the city centre, 19%
travelled by car compared to 10.6% by bus.

Of those travelling to Liverpool Airport and
Speke Employment area, 81% travelled by
car compared to 7.5% by public transport.

Of those traveling to Croxteth, 38%
travelled by car compared to 3.1% by bus.

Of those travelling to Broadgreen, 44%
travelled by car compared to 16% by bus.

Of those travelling to Old Swan and
Kensington, 67% travelled by car compared
r — to 23% by bus.
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Having concluded that West Derby and parts
of Tuebrook and Croxteth Park offered the best
opportunity to deliver a successful PTP project
during Year Three of this initiative, the next
step was to agree specific objectives:

To reduce car use from the project area on
the designated corridor (A5049) for:

peak hour trips to Liverpool City
Centre, Croxteth, Old Swan and
Kensington.

trips between the project area and
major employment sites including
Liverpool Airport and Alder Hey
Children’s Hospital, in order to
reduce any traffic and parking
problems at these sites.

other trips to and from the project
area.

To reduce car use for other trips to and
from the project area in order to reduce
traffic growth and encourage sustainable
travel behaviour.

To improve the efficiency of trips made by
car in order to reduce CO,.

To improve perceptions of sustainable
modes of travel.

To improve awareness of information
sources for sustainable modes of transport.
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To increase both the understanding and
awareness of the TravelWise brand.

A series of focus groups were undertaken with
participants, non-participants and non-contact
residents in Heswall, to gain feedback and
input on the Year Two PTP initiative. These
focus groups identified the following
recommendations:

Sundays should be used for household
engagement.

Posters should be placed in local places
(e.g. local shops) to advertise the initiative.

Local community groups are an important
form of engagement and publicity.

Consistent branding was important — a
number of participants remember the red
TravelWise t-shirt.

Challenges should be pushed more, as
some participants were unaware of these.

The incentives available were considered
the primary motivation for engagement.



Designing the
Engagement
Strategy
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Overview of Approach

The detailed engagement strategy for Year
Three was based on the approach used in the
previous two years, taking into account the
‘lessons learnt’ and the feedback obtained
from the TravelWise team at the end of each of
these previous projects. To summarise, the
approach for Year Three incorporated the
following:

A 16-18 week engagement period which
commenced in mid May and finished at the
end of September 2010.

A TravelWise team that included one
permanent JMP staff member (as an office
administrator), plus up to eight temporary
staff comprised of seven travel advisors
and one office assistant.

A local identity - TravelWise West Derby -
to help residents and businesses relate to
the project.

A face-to-face approach, administered
through doorstep contact with
householders.

An introductory letter was sent to all
households in the project area to explain
about the initiative. Letters were posted to
a named member of each household
(where possible) no more than a week in
advance of the first scheduled visit by the
TravelWise team.

An article was placed in the local
newspaper ‘The Liverpool Echo’ at the start

of the project to raise awareness amongst
householders. During December’s issue
the Its Our World supplement included the
PTP project’'s work with a local youth club.
The supplement was also distributed with
the Liverpool Daily Post and Trinity Mirror
weeklies.

Three attempts were made to contact
people at home (i.e. weekday daytime,
weekday evening and Saturdays/Sundays)
with a greater emphasis given to the
weekday evening and Saturday shifts as
undertaken in Year Two.

A ‘Missed You'’ leaflet was hand delivered
to all households if the third and final visit
stil  achieved no contact with the
householder. This leaflet gave residents
details of how to take part and arrange a
visit from the TravelWise team at a more
suitable time.

JMP made use of the existing Merseytravel
and Merseyside resources, as well as any
relevant national campaign resources such
as Changed4Life.

Additional resources and incentives were
developed, including an Area Guide and
revised versions of the introductory letter,
challenge forms and ‘Missed You’ leaflet.
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Designing the
Engagement
Strategy

Overview of Approach (continued)

Revised and updated challenge structure,
providing the option to undertake an
additional challenge on completion of the
first challenge (see page 24).

Communication with local community
groups initiated via an introductory letter to
all known groups in the project area (see
pages 21 and 27).

Attendance at community events and
community group meetings to support the
face-to-face engagement and raise
awareness of the PTP programme (see
page 27).

Production of a newsletter for participants
providing information about the initiative
and identifying champions and up-coming
events.

Targeted activities with local businesses
including the production of a poster placed
in the windows of local retail outlets (see
page 28).

A customer aftercare service, undertaken
by telephone with 300 participants.

A target of 5000 households was set to
encourage participation in the initiative.

Merseyside PTP Contract 2008-2011
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Setting up the Local
Project Office

Revising the Project
Database
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Setting up the Local Project Office

Due to the relatively distant location of JMP’s
Liverpool office compared to West Derby, it
was agreed to establish a project base in the
area. This increased the ‘local presence’ of
the initiative and reduced the potential impact
of travelling between the project office and the
project area.

As well as cutting down on travel time, the
local office also meant that the project had a
more visible presence in the community. JMP
secured a suitable office space at Lowlands;
the home of The West Derby Community
Association. This offered:

Location : proximity to local facilities, shops
and bus route(s).

Accessibility:  situated on the first floor, but
with disabled access and a lift.

Facilities: substantial floor space, including
two office rooms, a kitchen and a toilet.

Revising the Project Database

The database used for the Heswall PTP
project was amended based on feedback from
the TravelWise team at the end of Year Two.

It was modified to take into account JMP’s
wider experience of carrying out PTP projects
for other clients, changes to the resources
(such as revisions to the engagement sheet,
aftercare and challenges) and to incorporate
‘pathways’ to differentiate between
Merseyside’s residential and work-based PTP

projects.

Beyond these functional changes, any further
modifications to the database focused on
saving the team time when entering
information into the system. The database
was designed to perform the following
functions:

To contain and control up-to-date project
data to manage a phased approach for
contacting potential participants and details
of the information requested by each
household.

To assist with project management and
reporting, including household labels,
resource lists, project participation rates
completion rates and staff performance.

These were used for performance
monitoring purposes.
To distinguish  between households,

individuals and method of participation (e.g.
doorstep contact, community event, ‘Missed
You’ leaflet).

All data was held securely in line with the
requirements of Data Protection Act and JMP’s
standard procedures for handling and
protecting confidential data.
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Refining the
Resources and
Challenges
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Project Resources

JMP undertook a review of the project
resources used for the Heswall PTP project
and made revisions and amendments as
required:

Engagement Sheet: this was revised
slightly based on feedback from the TA last
year.

Challenge Form: the whole challenge
process was revisited to create a two-tier
challenge structure (see p.24).

Aftercare Sheet: the aftercare survey was
shortened and simplified, and set up to
enable participants to complete it on-line as
well as over the telephone.

Introductory  Leaflet: this was replaced
with an introductory letter as used during
the Childwall project. Where possible,
letters were sent to a named member of
each household.

Missed You Leaflet: this was revised for
West Derby and amended to take into
account the changes to the challenge
structure.

Smarter Driving Factsheet: this was
unchanged from previous years.

Local Area Guide: this was produced by
TravelWise Merseyside. It followed a
similar in format to the guides produced for
Childwall and Heswall.

Bus Fare Factsheet: this was modified to
reflect local bus fares.

Personal Journey Plan (PJP) form: this
remained the same, though it was agreed

that PJPs would not be promoted this year
as they required high levels of TA time
input. Only a small number of PJPs were
therefore distributed.

Bus Times from Your Stop: it was cost
prohibitive to produce these for each bus
stop or group of bus stops due to the size of
the project area. It was therefore agreed to
put the emphasis on providing people with
existing bus timetable information produced
by operators and Merseytravel.

Change4Life Resources: these were used
to complement the existing suite of
resources, and were mainly aimed at
encouraging children to have a more active
lifestyle.

‘'m a TravelWise Starl’ cards: these
credit card sized cards were produced for
West Derby and given out to all
participants, providing them with contact
details for both TravelWise Merseyside and
Traveline.

Project Website: no modifications were
identified by Travel Advisors in year two, so
the same project website was utilised this
year.

Resource Pack and Challenge Stickers:
these were sent to all participants
requesting information. Challenge stickers
were put on the front of packs where
appropriate, which read: ‘Your TravelWise
Challenge is enclosed.’

Merseyside PTP Contract 2008-2011
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Refining the
Resources and
Challenges

Challenges

JMP altered the challenge structure for West
Derby based on feedback from participants in
Year Two and JMP’s wider PTP experience.
This involved the development of a two-tiered
approach, to encourage greater participation
and involvement, as explained below:

Structure of Challenges

Participants were asked whether they
would be like to complete a personal
challenge, either individually or with their
family. Participants could select a challenge
from the following:

“I accept my personal / family challenge to:

« Leave my car at home for a day during
the next two weeks”

«  Walk everywhere on one day during the
next two weeks”

« Use the bus to get to work on one day
during the next two weeks”

« Cycle to work on one day during the
next two weeks”

e Car share with a friend or colleague on
one day during the next two weeks”.

Participants  that chose the  first
challenge(i.e. leave my car at home for a
day), were asked which mode(s) of
transport they were going to use instead, so
that they could be sent an appropriate
incentive.

All participants that agreed to undertake a
challenge were sent an appropriate
incentive (see page 25).

Challenge participants were given a
challenge form to record their experiences.
These forms were personalised for each
participant by the TA, to encourage
participants to return the challenge form.

Challenge forms could be completed and
returned by post or by using the on-line
survey form set up on ‘SurveyMonkey'.

Participants that completed and returned
their challenge forms were entered into a
prize draw to receive a Wii console and Wii
Fit package or retail or restaurant vouchers.
Participants that completed the advanced
challenge were entered into a second prize
draw to win £100.

The aftercare survey was targeted at
challenge participants; this ensured that a
number of challenge participants were
telephoned within a month of receiving the
information to discuss how they were
getting on and to encourage those who had
not yet completed the challenge to do so.

Merseyside PTP Contract 2008-2011
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Recruiting a
Temporary Team

Recruiting a Temporary Team

The TravelWise team appointed to deliver the
project in Year Three included one permanent
JMP staff member (the office administrator)
plus up to eight temporary members of staff,
comprising seven travel advisors and one
office assistant.

The eight temporary posts were advertised in
the local press, both Universities in Liverpool,
JMP’s website and Job Centre Plus.
Interviews were carried out with all suitable
candidates during mid and late April 2010.

All posts were successfully filled, although
there were insufficient applicants to put
together a reserve list of potential travel
advisors to draw upon throughout the
engagement period to cover for any staff
losses. Additional staff were, however,
successfully sourced via friends of the original
travel advisor team.

Two of the Travel Advisors from previous
years’ projects returned to the team on a part-
time basis during year three.

All members of the team had good
communication skills, the confidence to knock
on doors and to motivate households to take
part and basic IT skills. The office based staff,
had to be computer literate and have good
organisational skills.

Training the Temporary Team

The training for Year Three was much the
same as the training carried out for Year Two,

with  minor amendments made following
feedback from the previous year's training.
The training was three days in duration and
was designed to focus more on being out and
about in the project area, engaging with
households under the supervision of both the
JMP team and travel advisors from last year’s
project. The training was carried out by
members of JMP’s wider project team and
covered:

Background and objectives of the project.

Theoretical and practical training, including
the opportunity to test everything learnt ‘in
the field’ and discussions on how to engage
households and motivate  behaviour
change.

Details of bus services in the project area
including frequency, days of operation,
detailed routes, operator and any specific
details about the service such as type of
fleet and capacity.

Database training and the opportunity to
input ‘real life’ examples.

Issues relating to health and safety.

Protocols and customer service, including
the importance of adhering to the Data
Protection Act.

Administrative support for office cover,
including information on the telephone
helpline, email address, database updates
and collating of resources.

Merseyside PTP Contract 2008-2011
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Publicity and

Promotion of Project

Overview . National BikeWeek : week ending
Friday 18 June - Travel Advisors joined
the rest of JMP and participated in this
national campaign.

Where possible, the direct door to door
engagement was supplemented with wider,

small-scal_e'c_:ommunlty engggement a.ctlwtles. . Lowlands West Derby Garden Fete on
These activities are summarised below: 26th June

Newsletter Press Release

New to this year, JMP produced a number
of short newsletters to promote the project.
These were distributed electronically to all
participants and provided information on
forthcoming events, progress to date and
‘TravelWise Stars’ to encourage more
people to participate in the initiative. The
newsletter also provided contact details for
people wishing to undertake the challenges.
Throughout the course of the engagement,
four newsletters were issued.

Integration with Existing Events

JMP researched events planned in the
project area and provided a travel advisor
presence where appropriate including:

The Edge Youth Group at Deysbrook
Family Living Centre: Thursday 22 July.

Car boot sales at Zoe's Place : Sunday
11 July and 22 August.

Health and Wellbeing Event at
Deysbrook Community Centre:
Thursday 19 August.

Loop Line Event at Springfield Park:
Sunday 13 June.

Website

Business Engagement

A press release was distributed in June
2010 to local and regional press to
advertise the initiative and encourage
people to take part. A further press
release was distributed mid-way through
the initiative, but was never published by
local press.

A dedicated page was developed on
TravelWise Merseyside’s website. This
provided an overview of personalised
journey planning and the West Derby
initiative. Contact details for the project
office were also provided on this
website.

To help promote the initiative, posters
were placed in local shop windows. The
Travel Advisors took the opportunity of
engaging with staff in the shops to see if
they could provide assistance with travel
options. This provided an additional
avenue by which to engage with local
residents. Any individual who lived
outside of the project area was included,
with advice provided as appropriate.

Merseyside PTP Contract 2008-2011
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Engaging with
Households

Year Three Level of Participation

We targeted 11054 households this year. We
managed to make contact with 7501
households and, of these, 5,164 (47%)
participated in the project (69% conversion
rate).

A further 21% of households (2,337
households) chose not to participate and 32%
(3533 households) could not be contacted
(following at least 3 attempts and a ‘Missed
You Leaflet’).

664 households were unable to take part for
reasons such as immobility or communication
problems.

The profile of participating households is as
follows:

The average household size was 2.8
people.

Age of participants, compared to the ward
population (taken from Census 2001):
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59% of participants were female. This
compares to 51% in the population at large.

56% of participants were employed
(compared to 67.6% of the ward population)
and 27% were retired (compared to
€.16.6% of the ward population).

The average number of cars per household
was 1.14.

The average number of bicycles per
household was 1.15.

Of those households that chose to participate,
96% were engaged at the door (4976
households). An additional 37 households
(0.7%) participated by responding to the
‘missed you’ leaflet and 95 (1.8%) through a
local community event. This information is
illustrated on the following pages, with a
comparison to 2008 and 2009 results.

Sample losses were made within the study due
to reasons such as the dwelling being vacant
or incorrectly listed. These sample losses
equated to 141 households.
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Engaging with
Households:
Project Participation
Summary

The conversion figures for this year are very
encouraging, with 69% of all those engaged
participating in the project (compared to 66% in
Year 2, Heswall, and 63% in Year 1,
Childwall). “No contacts” were slightly higher
this year. This can, in part, be explained by the
lower proportions of retired people living in
West Derby, particularly in comparison to
Heswall (Year 2). We found that retired people
are more likely to be at home, particularly
during the day. We did try to overcome this
problem by undertaking more evening and
weekend shifts and doing some 4% visits to
households in some areas.

Base: 9,726
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HOUS@hOldS. The results indicate that, in all three years, the this appears to have paid off in terms of securing
- 1 c - vast majority of engagement occurred on the some additional participants, as well as having
PrOJeCt Part|C|pat|0n doorstep. However, this year, we placed more wider benefits in raising community awareness of
emphasis on attending community events, and the project.
Summary
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Engaging with
Households

Requests for Resources

In line with the methodology selected in Years
One and Two of this initiative, the number and
nature of resources distributed were recorded
in the project database. These records were
used to collate resource packs, as well as
monitor the demand for each resource.

In total, 23,128 pieces of information were
requested and distributed during the
engagement period, equating to an average of
4.3 resources per household.

The mode of transport for which the most
information was requested was the bus (6,166
resources distributed), followed by cycling
(3,826), train (2,443), calorie maps (2,063) and
ferry (862). The rail challenge was the least
popular resource (7), although this was
anticipated as there is no railway station in
West Derby.

The most popular resources distributed were
identified as the TravelWise WestDerby
Walking Challenge (2601), followed by the
Liverpool Public Transport Guide (1657),
TravelWise West Derby Bus Challenge (1588),
Liverpool Calorie Map (1502) and West Derby
Area Map (1086).

The following page provides a breakdown of
the resources distributed during 2008, 2009
and 2010.

It is interesting to note the increase in
popularity of all challenges during 2010, which
may be due to the introduction of the advanced

challenge or improved prize draw prizes.

No single reason was identified for the
changes in popularity of other resources,
although  possible  explanations include
variations in local conditions and changes in
the target market.

Website

The number of hits by unique users achieved
on the PTP TravelWise website in 2010 was
1,536. However, when including the number of
hits recorded on subpages and downloads, a
total of 2,462 hits were recorded. In 2009, a
total of 1,629 hits were recorded and in 2008,
297 hits were recorded. These results
therefore compare favourably with the results
from previous years.

Personalised Journey Plans

Feedback from the first two years of the
initiative identified that personalised journey
plans were time intensive to produce. It was
therefore agreed not to promote the existence
of these plans; in 2010, no personalised
journey plans were developed.
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HOUSQhOldS Table 1: Top Ten Resources Distributed in 2010
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Table 3: Top Ten Resources Distributed in 2008
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PTP Challenges:
Take-Up

Take-Up of Challenges

Due to the positive take-up of challenges
during the previous two years of the initiative,
challenges were set again this year to
encourage greater participation in the project.

An ‘advanced challenge’ was also introduced
in 2010, which challenged residents to alter
their travel behaviour for an entire week.
Participants were eligible to take part in this
‘advanced challenge’ following the successful
completion of the standard challenge.

The table on p.37 shows the take up of each of
these challenges in 2010, and provides a
comparison with the uptake of challenges in
2009 and 2008.

All challenge participants were issued with a
form on which to record their travel challenge
and return it to a freepost address.

The form requested feedback from participants
on their experience of undertaking the
challenge and future travel intentions. The full
results of the challenge survey are provided in
Appendix A.

A total of 225 completed responses were
received to the challenge survey, representing
4.2% of engaged households. This represents
almost double the number of challenge forms
returned in 2009, when 116 challenge forms
were returned (representing 2.3% of engaged
households).

A total of 50 completed advanced challenge

forms were received, representing 0.9% of
total engaged households and 22.2% of
participants who returned the challenge sheet.

Feedback from Arriva regarding the number of
weekly bus saver vouchers highlighted that
849 vouchers were redeemed during the
project. This represents 53% of the total 1588
Arriva bus tickets that were distributed. This is
a significant increase from 2009, when 373 bus
vouchers were redeemed, representing 35% of
total distributed bus taster tickets.

The take up of the cycle discounts was less
favourable, with only one of the distributed
tickets reimbursed. This indicates that either
the offer was not generous enough, the shops
were too far away from West Derby or that
people don’t need an incentive to purchase a
bicycle or equipment.
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PTP Challenges:
Take-Up

The table on the following page outlines the
number of challenge forms distributed to
residents. The results indicate an increase in
the uptake of challenges during each year of
the initiative.

The table also indicates an increase in the
uptake of bus challenge and decrease in the
uptake of the walking challenge. These
changes are thought to be attributed to
differences in the number and quality of
sustainable infrastructure available between
study locations.

156 out of the 225 respondents found the
challenge positive with 59 (32%) reporting
that ‘it was really good fun’ and 97 (54%)
reporting it as fine. A further 21 (12%) stated
that they found the challenge OK, 2 (1%) found
it hard work and 1 (0.5%) reported it was
boring.

94% of respondents who completed the
challenge form went on to state that they would
use their cars less often as a result of this
initiative.

Comments received included:

“I found it a lot less hassle by bus.”

“Enjoyed walking to work — much more
relaxing than driving”

“Using bus was a lot easier than |
remember it being before | had a driving

licence”

“Loved it. Felt better. Walked everywhere
for 2 days and cycled on Saturday morning.
Can’t wait to go out again.”

“At 71 years of age, I'm ready to get more fit
and healthy”

“Walked everywhere and encouraged my
friends and family to do the same”.

The above results highlight a very positive
response to the challenges. The majority of
those  undertaking challenges  enjoyed
completing them and indicated that they would
use their cars less in the future.
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PTP Challenges:
Take-Up

Uptake of Challenges 2008-2010
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PTP Challenges:
Feedback

Feedback from Challenges

A number of additional measures  were
highlighted by challenge participants that
would encourage the use of more sustainable
transport. Some of these are summarised
below.

Bus

Buses start too late to be used by
employees working early shifts at the
hospital or in the city centre. The hospital
provides staff with bus passes, but the bus
services do not match these shifts.
Improvements to:

. Sunday services into town.

. The 12/13 bus routes overcrowded-
double decker buses are required.

. The 61 and 102 services are unreliable
and infrequent.

. The 15 service is infrequent.

Senior bus pass holders should be allowed
to board at 9am.

Yew Tree Lane needs its own bus service.
No direct bus routes are available into town.

Insufficient disabled spaces are available
on buses.

Trio tickets are too big and get damaged in
pockets. Fold-out tickets would be better.

Bus fares should be cheaper.

Better connections should be available to
the railway station.

More modern buses are required — current
buses are not suitable for use by people
with arthritis.

Walking

Motorcyclists are still using the loop line.
Action must be taken to stop this.

Lack of pedestrian crossing facilities on
Eaton Road / Sandforth Road.

Cycle

Additional cycle routes should be created.

Improved security is required on cycle
lanes.

In Ormskirk, a contra-flow cycle lane should
be provided to avoid the one-way system.

Cycle to work schemes should be
encouraged.

The loop line is often covered in glass.
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Year Three Evaluation Report




PTP Challenges:
Advanced
Challenges

Advanced Challenges

Those participants who completed the
TravelWise challenge and returned their
challenge form were asked if they wish to
participate in an advanced challenge. The
advanced challenge followed a similar format
to the normal challenge, but required
participants to alter their travel behaviour for a
period of five days. To record the challenge,
participants were asked to record the amount
of time they spent travelling by each mode of
sustainable transport each day.

To encourage people to participate in the
advanced challenge, participants were entered
into a draw to win £100 cash.

Advanced challenge forms were distributed to
225 households who returned their challenge
forms and identified that they would like to
participate in the advanced challenge. A total
of 50 advanced challenge forms were returned,
equating to 22.2% of participating households.
0.9% of total engaged households participated
in the advanced challenge.

Of those participating households, 65% (22)
reported it was fine, 31% (11) reported it was
really fun, 6% (2) reported it was OK and 3%
(1) reported it was hard work.

Positive feedback was received from the
majority of advanced challenge participants.
Comments included:

“I made a saving of £2.30 on my travel
costs”.

“Less stressful and public transport services
cover all areas. | enjoyed walking in the dry
weather”.

“Frequent buses — didn’t have to wait long.
Bus stop only 7 minutes from my house,
saved on car fees - No Brainer!”

“I enjoyed the fresh air and exercise”.

“After receiving public transport timetables,
| will use the car less often. An awareness
of the transport system helps”.

Merseyside PTP Contract 2008-2011
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Identifying Travel Champions

JMP worked closely with PR firm, Staniforth to
identify travel champions for marketing and
publicity purposes. Below are some of the
champions that the TravelWise team identified:

Mr Owen recently had a heart attack and
was advised to walk more to help his
recovery. He found the advice and help
from TravelWise West Derby useful and it
encouraged him to take part in a walking
challenge. He received a pedometer to help
monitor his walking and was pleased to
discover he had walked over 8 miles on one
occasion. Walking opened his eyes to local
history and places of interest. He also met
people he knew when out and about, and
enjoyed the social interaction.

Mrs Lyn Neill had until recently been driven
to work by her partner. She often found the
journey stressful and time consuming for
her and the rest of the family. After
speaking to one of the TravelWise West
Derby team she decided to take up the bus
challenge. She found the bus voucher really
useful and is now travelling to work by bus
and using a weekly bus pass. The family
now have more free time and Lyn finds the
journey to work stress free.

Although Mrs Julie McGovern didn't take
part in the TravelWise challenge, she is
very enthusiastic about the project. She
reported that she has used the bus and
bicycle considerably more since the TA’'s

visit.

Mrs Lesley Wright reported that, prior to the
project, she had some knowledge about
sustainable transport, but no information
about it locally. After having a conversation
with the TA and being provided with
relevant information, she has travelled more
by bus and on foot. She has also been in
contact with the local leisure centre.

Mrs Gill Holt had a really positive
experience of using her taster bus service
and said that she would travel more by bus
in the future. She had also made use of the
cycle route information and said she felt far
more confident using the routes, knowing
exactly where the route went to.

Until recently, Mrs Michelle Giddens had
used her car for trips to the city centre and
to visit family and friends. After speaking to
a TA, she decided to undertake both the
bus and walking challenges. The change
was easier than she thought, and the bus
voucher and timetable were a big help. Mrs
Giddons is still using the bus and is keen to
leave her car at home. Travelling by bus
means that she can avoid the hassle of
trying to park her car and she has more
time and freedom to enjoy the city centre.

Contact details for all identified Champions
were forwarded onto Staniforth for further
work, as appropriate.
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Follow-up and
Aftercare: Overview

Overview

The TravelWise team endeavoured to obtain
telephone numbers from the majority of
participants. This enabled follow up surveys to
be undertaken with participants, to check that
all information had been received correctly and
to assess the level of satisfaction with the
service provided.

A standard questionnaire was set up using
online survey software ‘SurveyMonkey'. This
ensured a consistent approach was
undertaken to the completion of the survey.

The aftercare service included an evaluation
of:

The usefulness of the conversation with the
TravelWise team.

The professionalism of the TravelWise
team.

The quality, availability and completeness
of the information received.

The identification of any resources which
were missing, with an offer to send any
missing resources again.

Frequency of use of the information since
receipt of the data and potential use in the
future.

Overall level of satisfaction with the quality

of service received.

Participation in and uptake of the
TravelWise Challenge, receipt of incentive
and completion of the TravelWise
Challenge form.

Participation in the Advanced Challenge.

Potential to be publicised as a Travel
Champion.

Personal details to enable a customer
profile to be developed.

Willingness to participate in community-
based feedback groups.

The questionnaire was structured to classify
responses into a number of defined categories,
with additional notes taken on why the
respondent chose to answer in that way. A
combination of closed and open questions
were therefore included within the survey to
enable both quantitative and qualitative
responses to be gained and to facilitate data
analysis.

For all closed questions, a six point scale was
used to enable users to select a response from
‘very good’ to ‘very poor’. Also included was a
‘cannot remember’ option, to minimise bias
and eliminate any abnormal responses within
the results. Prompts were also included within
the survey, but were only used when
necessary to avoid survey bias.
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Follow-up and
Aftercare: Results

Filters were also used on questions relating to
the challenge to prevent any irrelevant
questions being asked during the survey.

Aftercare Survey Response Rate

The aftercare survey was completed with 300
project participants. The survey was
undertaken on a random basis and is therefore
considered to provide a reasonably
representative snapshot of participants’ views.
All  questionnaires were undertaken by
telephone, on a one-to-one basis with
participants.

Where possible, the aftercare survey was
undertaken within four weeks of initial contact
being made. This ensured that information
was fresh in the minds of participants. The first
survey took place on 26" June, with the final
survey completed on 28t October 2010.

Aftercare Survey Results

The aftercare results indicated that the majority
of participants had a positive view of the
project. The results identified that:

98% (291) of respondents found the
conversation with the Travel Advisor either
very or fairly useful. The Travel Advisor
was identified as being polite and helpful by
100% (294) of respondents.

96.3% (283) of respondents received all the
information requested. 0.7% (2) of
respondents did not request any
information, 0.3% (1) could not remember
and 2.7% (8) did not receive all information
requested. Of those missing some
information, 5 households were missing

pedometers, 3 were missing bus discount
vouchers, 1 was missing a challenge form,
and 1 was missing loop line police
information. In all instances, this
information was  forwarded on to
respondents following the aftercare survey.

90.4% (265) of surveyed households had
looked at or read the information provided,
with 75.5% (200) using the information.
80% (24) of households who had not looked
through the information planned to look
through the information in the near future.
No reasons were identified on why
information had not been used.

The most popular resources used were bus
information (93), walking information (33)
cycle information (31), public transport /
area guides (24) and train information (19).

98.5% (262) of households provided
positive feedback on the quality of
resources, with 81.6% (217) of respondents
ranking the information as very good and
16.9% (45) as fairly good.

Overall satisfaction with the service was
good, with 85.4% (251) of respondents
stating they were very satisfied and 12.6%
(37) stating they were fairly satisfied with
the service provided.

83% (240) of respondents had agreed to
undertake a challenge, with 93.4% (227) of
these requesting incentives to participate in
the challenge.
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Follow-up and
Aftercare: Results

The most popular incentives requested by
respondents was the taster bus ticket and
pedometer both requested by 106
respondents. However, the pedometer was
the incentive most commonly used,
identified by 76 households. The bus taster
ticket had been used by 65 households.

A variety of reasons were identified why
respondents had not used the incentive,
including illness, insufficient time, lack of
money and they already had the equipment
they needed. The bus ticket appeared to
be the most problematic, with 5.4% (6) of
recipients identifying issues relating to
tickets expiring or becoming invalid prior to
being used.

31.3% (41) of respondents who had
completed the challenge returned the
challenge  form. The majority of
respondents reported that they found the
challenge a positive experience, with 52.4%
(44) reporting it was really fun, 39.3% (33)
reporting it was fine and 7.1% (6) found it
OK. Only 1.2% (1) respondent found the
challenge hard work, identifying the reason
for this as being the need to sit next to
people they didn’t want to.

Profile of Respondents

61.8% (176) of respondents were female
and 38.2% (109) were male.

31.9% (90) of respondents were aged 45-
59, 21.6% (61) aged 30-44, 17.7% (50)
aged 65-74, 10.6% (30) aged 60-64, 7.1%

(20) aged over 75, 6.4% (18) aged 18-24
and 1.8% (5) aged 25-29.

43.3% (122) of respondents were employed
full time, 2.5% (7) employed part time,
37.6%  (106) retired, 11.3% (32)
unemployed and 2.5% (7) were a student.

7.6% (21) of respondents has a medical
condition which impacted on how they
travelled. 2.9% (8) of respondents declined
to answer the question.

Overall, the results indicate that recipients had
a very positive experience of the project. A full
evaluation is being undertaken separately by
an independent consultant; the results of this
evaluation will be provided in a separate
report.

Appendix B provides the full results from this
aftercare survey.
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Summary

Summary

In 2008, JMP was appointed by TravelWise
Merseyside to provide a personalised journey
planning service to the residents of
Merseyside. 2010 was the third and final year
of this initiative and focused on the West Derby
area of Merseyside.

This report provides an overview of the third
year of this project, undertaken in West Derby
and neighbouring areas of Croxteth Park and
Tuebrook. The project commenced in Spring
2010, with a target to engage 5,000
households in the initiative.

To deliver the project, a team of 7 travel
advisors and one office administrator were
employed and a local office was set up in
Lowlands in West Derby. This local office
enabled residents to come into the office to ask
questions and source information, as well as
providing a local base for the travel advisors.

Training was given to the TravelWise team
prior to the start of the project. The training
programme followed a similar format to that
provided in year two, with greater emphasis
being given to on-the-job training than in year
one.

5164 households were engaged as part of this
year's project, representing 47% of all
households targeted. Of those households
that we managed to make contact with, 69%
participated in the project.

A total of 23,128 pieces of information were
distributed through the project, equating to an
average of 4.3 pieces of information per

household. A total of 2,462 hits were made on
the project website during Summer 2010.

The TravelWise team was well received by
residents, with 100% of respondents to the
aftercare survey describing them as polite and
helpful. 98.3% of those who undertook the
TravelWise Challenge reported a positive or
neutral experience and 94.2% stated that they
would use their car less in the future. A
number of champions were also identified
throughout the project.

These results compare very favourably with
the results gained from other personalised
travel planning projects, achieving a higher
participation rate and better conversion rate
than typically experienced.

TTR is preparing a separate, independent,
evaluation report which will determine the
success of the project in terms of how well it
has met its original objectives of: reducing
private motor vehicle kilometres; reducing
travel and carbon emissions; and establishing
sustainable travel patterns.
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Key Successes

There have been many successes of the three
year Merseyside PTP commission. Some of
the key highlights of the project are:

An  appropriate methodology and
procedures for delivering PTP in
Merseyside have now been established
to enable the team to gear up and
deliver a PTP project very quickly and
efficiently.

A detailed database of project
participants has been established which
can be used for ongoing communication
and engagement.

A small team of call-off PTP travel
advisors has been established in the
local areas that we worked.

Nearly 25,000 households were targeted
over the 3-years, with almost 15,000
project participants secured. 10,000
households took a challenge, with
walking, bus and cycle challenges
proving particularly popular.

High participation rates were achieved,
with conversion rates of households that
participated in the project, increasing
year on year (66% on average).

Very positive feedback was gained from
project participants. Over 95%
customer satisfaction with the project
was achieved each year.

Participants also told us in focus groups
held after Year 2, that they would like to
stay involved in the project, and would
welcome ongoing communication about
sustainable travel and new initiatives.
The project was very popular with local
communities.

Bus operators reported increases in
patronage on key bus services following
the PTP project in Years 2 and 3.

Independent evaluation of the project by
TTR in Years 1 & 2 showed that it had
met most of its strategic objectives, in
terms of reducing car use, particularly
on local trips, with a parallel increase in
walking, cycling and bus use; increasing
perceptions and awareness of
sustainable transport alternatives and
the TravelWise brand; and reducing
CO2 emissions.
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Lessons Learnt

Over the 3-years, we have learned many

lessons on delivering successful PTP projects

in Merseyside, e.g.:

Having a base within the local
community is very important, not only
from a logistical perspective, but to
generate greater community presence
and stronger links with community
groups, businesses and champions.

We now have an excellent training
programme that has been fine-tuned
over the three years. Our final
programme was shorter, with greater
focus on the conversation with
participants and incorporated more
“hands-on” experience of door-knocking
early in the training week. The initial
training was reinforced with ongoing
one-to-one travel advisor supervision
and group feedback sessions.

Supporting household engagement with
community events helped to boost
participation in the project. Attendance
at youth clubs, car boots sales and
village fetes all proved successful.

It is important to maintain ongoing
contact and with participants throughout
the project (and beyond) to maximise
the benefits. Consider project legacy
prior to completion of project.

The refinements we made to the
TravelWise Challenge to make it less
onerous helped to boost participation.

It is important to work closely with
partners, such as the local authority and
bus operators, throughout the project to
maximise benefits and to co-ordinate
with other projects in the local area.
Strategic partnerships were not always
as strong as they might have been.

Ensuring that advisors are aware of
wider local issues, such as road works,
crime hotstpots, changes to bus
services etc. enables them to provide a
better service to residents.

Providing advisors with the full range of
travel and non-travel related information
resources for the local area increases
participation rates.

Project monitoring has to be designed
and delivered very carefully to ensure
that it does not interfere with
engagement.

It is important to develop a strong
promotional and marketing strategy.
Most promotion should be aimed at a
very local, community level to help raise
awareness of the project and to help
influence community social norms. Had
PTP PR been directly part of IMP’s
remit, rather than part of a separate
contract with Staniforth, it would have
been easier to generate local publicity,
as we were based within the local
community.
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Project Legacy

A number of opportunities to maximise the
legacy of the PTP commission are outlined
below.:

Hold a workshop with local authority
officers, Members, bus operators and
other key partners, to present the key
outcomes from the PTP commission and
to discuss opportunities to mainstream
PTP into other areas of activity.

Work with the bus operators to stay in
contact project bus challenge participants
to encourage continued use of the bus.

Stay in touch with all project participants
to encourage them to action good
intentions and to maintain behaviour
changes. Regular newsletters/emails
could provide ongoing communications
and notify participants of events and
promotions such as annual pedometer or
cycling challenges. This could be done at
very low cost.

Ongoing communications could also be
used to inform residents of travel and
transport news in their local area, such as
promoting the local transport alternatives
if there is likely to be disruption to their car
journeys.

Create local TravelWise groups, led by
project champions and participants, to
promote ongoing sustainable transport
initiatives in their local area. There may
be opportunities to bid into wider funding

pots, such as Big Lottery Reaching
Communities fund, for community-led
initiatives.

Use smaller scale PTP to promote service
improvements/new infrastructure. For
example if a new section of cycle way is
built PTP could be used to promote the
facility to local residents to encourage
uptake. Mainstream PTP into all transport
projects to ensure that the benefits are
maximised — allocate a proportion of
overall project budget to delivering
PTP/marketing.

Train  members of the partnership
TravelWise team to deliver PTP.

Work with specific groups such as primary
school leavers to provide them with
personal journey plans for their new
school. The same for secondary school
leavers etc.

Deliver PTP in workplaces, as part of
wider travel plan activities. Build on the
success of the Liverpool University
workplace PTP pilot to deliver PTP
directly to employees.

Merseyside PTP Contract 2008-2011
Year Three Evaluation Report
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It's good to be in the fresh air — you talk to more

people
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