Board Meeting | 21 August 2013
Agenda item no.10ii
Open Session

Strategic PT Reviews - Update

Recommendations

That the Board:

i.  Notes progress on key public transport strategic reviews.

Executive summary

The programme of initiatives to grow and develop Auckland public transport over the three
year Statement of Intent period is founded on seven strategic projects. This report provides
a brief overview of the timing of the seven projects by mode and a brief update of progress
on the seventh project of developing a blueprint design for enhanced customer experience
across public transport services, facilities, staff-customer interactions and multi-modal
support services. Phase 1 of information gathering has been completed in the last week
with a report being finalised.

Public transport patronage forecasts beyond the three year period utilise modelled outcomes
based on various scenarios of land use and population growth. These forecasts are
documented in the Integrated Transport Plan. This report provides an update on the project
to collate and further develop a detailed programme of initiatives to grow and double public
transport by 2022 and provide detailed patronage forecasts to confirm and support the
modelled forecasts and permit detailed patronage programming and reporting towards 2022
targets. The report summarising key findings from Phase 1 of information gathering is
included at Attachment 1.

Strategic context

Patronage growth targets are set over a three year period for public transport within the
Statement of Intent and over a ten year period in the Long Term Plan.

Bottom-up patronage forecasting is prepared based on contributions from programmes,
projects and initiatives and broader patronage acquisition activities over the three year term
with seven strategic projects identified and under development or implementation.

Ten year forecasts and beyond use modeled predictions, which forecast patronage on the
basis of land use and population growth scenarios along with assumptions around new
programmes, projects and initiatives.

While seven strategic projects have been identified to underpin the three year patronage
growth targets, a detailed programme of growth initiatives over the ten year period is how
under development to enable bottom-up patronage growth forecasts. This will identify the
costs, benefits and patronage outcomes up to 2022 towards the aspirational target of
doubling public transport use.

Background

3-year Public Transport ‘Next Steps’ Programme

A three year programme of seven key strategic PT projects is currently being delivered
comprising:
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HOP integrated ticketing followed by progressive implementation of the initiatives
within a strategic pricing and fares review for public transport including integrated
and fares

Service regulatory and procurement reform through the PT Operating Model (PTOM)
following enactment of enabling legislative reform of the Land Transport
Management Amendment Act 2013 in June

New service network rollout of high frequency bus services and integrated and
connected support services with associated facility and infrastructure upgrades

Rail service enhancements and transition to the new EMU fleet

Ferry service and facility enhancements

On-time service performance and customer information

Customer experience enhancement across all customer touch points

The timing of outputs of the seven strategic projects are summarised in Figure 1 and by
public transport mode in Figures 2 to 4.

7 strategic projects

2. INTEGRATED TICKETING

1. NEW NETWORK & FACILITY
IMPROVEMENTS (2013-16)

(2012-13)
& FARES (2014)

7. CUSTOMER
EXPERIENCE
(2013 +)

3. PROCUREMENT &
CONTRAGT REFORM (PTOM)
{2013-15)

service lavels,
wayTinding,
information,

image, culture

<

4. RAIL El ECTRIFICATION
(2013-15) + capacity
improvemaent
l 5. FERRY IMPROVEMENTS
(2074-16)
6. ON-TIME PERFORMANCE
(2072-14)
1-3 Year “Next Steps” Auckland PT Change Programme >

Figure 1. Seven strategic projects over the next three years
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Summary Timeline: Rail

HOP Integrated  New Journey Planner
Ticketing Western Line
Manukau [ Eastern EMUS
Line EMUs |

EMU IDepot

Enhanced Westem Integrated | Parnell Station New Operator
Weekend Timetable Fares Contract
DART Upgrade ]
complete Onehunga Line Southern Line
EMUs EMUs

> Station Upgrade Programme >
> Customer Experience Programme >
> Targeted Marketing Approach >> Network Marketing >

> Service Reliability Improvements >
S,

A Auchind Cowrel Degunsstion

Figure 2: Timing of strategic project 3+ year outputs for rail

Summary Timeline: Bus

New Journey Planner
HOP Integrated Ticketing
Real-time Info.

South Auckland
New Metwork

South Auckland North Shore Central, East, West
New Network New Network New Network
Consultation Consultation Consultation

|
2014

NOS‘?OSGWE Integrated| Morth Shore
regulatory reform Fares | New Network

& RPTP procurement Central, East, West
South Auckland Central, East, West MNew MNetwork

PTOM procurement PTOM procurement
> Integrated Ticketing >> Facility & Infrastructure Development >
> Customer Experience Programme >
> Targeted Marketing Approach >> Network Marketing >
> Service Reliability Improvements >> Vehicle Enhancements >

Auckland =%
~ Transport =

Figure 3: Timing of strategic project 3+ year outputs for bus
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Management Act
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Summary Timeline: Ferry

New Journey Planner

Further AT HOP Enhanced
Transition Pier 2 amenity
I
Enhanced Downtown
Pier 1 amenity Management
Hobsonville & & Access
Beach Haven Arrangements
Services
> Existing Service Enhancements >
Customer Experience Programme >
Targeted Marketing Approach > Network Marketing >

&y

Progress on Customer Experience Programme

Figure 4: Timing of strategic project 3+ year outputs for ferry

This is one of the seven strategic projects in the three-year programme. This is a five month
project that began in July 2013. The aim of the project is to develop a set of design
blueprints and standards for an enhanced experience that customers will receive on future
bus, rail and ferry services and through multi-modal support services. One of the first
implementation of a customer experience blueprint is targeted for the service revenue launch
of the EMUs on the Onehunga Line in April 2014.

Thoughtful Design consultancy has been appointed to facilitate the work having recently
completed similar blueprint and experience design remits for Auckland Council and Air New
Zealand.

The first four weeks of the project has been an information gathering exercise across current
and new public transport services and public transport traveller profiles have been
developed, that visually articulate current travel journey scenarios across public transport
modes identifying pleasure-points, pain-points and needs. The phase one report is being
finalized.

For the next six weeks to mid-September, from the public transport traveler profiles created,
a set of guiding service design blueprints will be developed - the basis for building public
transport customer-oriented experiences and products across services, facilities, support
services and staff-customer interactions.

Progress on the 2022 Patronage Growth Programme
Deloitte has been appointed to facilitate the collation and further development of a

programme of patronage growth initiatives targeting the aspirational doubling of public
transport use by 2022.
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The initial phase of the project has been an information gathering exercise on key project
business cases and patronage contrbutions and assumptions underlying the Auckland public
transport patronage and demand forecast models operated by Auckland Council and
Auckland Transport. 25 interviews of senior and middle management within public transport
areas of Auckland Transport and senior management representatives of Transdev and NZ
Bus have been undertaken. Attachment 1 provides a summary report.

The second phase of the project underway will collate and develop the programme of key
projects and programmes to enable a bottom-up patronage analysis and forecast for 2022.
The Auckland Public Transport (APT) model will be run to confirm the cumulative impact of
the patronage growth initiatives to confirm forecasts under various land use and population
growth scenarios. A baseline patronage growth model and gap analysis to achieve a
doubling of public transport use by 2022 will be identified. This will be used to confirm the
public transport patronage forecasts developed for the Integrated Transport Plan.

Next steps

Phase 2 of both the public transport Customer Experience design project and the 2022
public transport programme and patronage forecast are underway to develop the detall
outputs from each project.

Attachments

Number Description

1 Deloitte, Doubling Public Transport Patronage by 2022, Phase 1 Report,
August 2013

Document ownership

Submitted by Mark Lambert R
Group Manager Public Transport |~ = 7=

Recommended by Peter Clark /\
GM Strategy & Planning P

Approved for David Warburton
submission Chief Executive

Glossary

Acronym Description

DART Developing Auckland Rail Transport
EMU Electric Multiple Unit
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