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UK & Ireland PT Travel Info providers

Great Britain (England, Scotland, Wales)
Heavy Rail:
e National Rail Enquiry Service
e Train Operating Companies
Air: Airlines and Airports, as elsewhere
Coach: Operators (main is National Express)

Bus / Light Rail / Trams:
e Operators

e Local Authorities (and LA Partnerships) (London — elsewhere only in part)
e Traveline (regional system) is main source normally (‘local travel’)

Transport Direct overall
Northern Ireland
Translink for most non-air services
Ireland
Bus and coach operators: Dublin Bus, Bus Eireann, Aircoach etc.
Rail: larnrdéd Eireann
Light Rail: Luas
Air: as elsewhere
[TLIEITIEY "™ Twitier by pubhe Transport operators s gl

authorities in a time of crisis



Crisis timeline

In Context: followed a very bad winter in 2009-10

Cold weather from 22" Nov, snowfalls from 24t Nov

e NE and Scotland most affected immediately
e Temperatures plummeted 26" November - 27t Ireland severe
e North of England very bad

2nhd December: London / SE badly affected
oth December: thaw

From 16t December: new cold front, followed by (e.g.)
e Heavy snow

e Extreme weather warning NI

e M5 gridlock

e Coach passengers had to stay overnight at Birmingham

e Overnight temperatures as low as -8°C in SE

The UK’s December the coldest since 1910
Thaw began by New Year; slow recovery

= = lIID: Traffic & Transport 2011 - Use of Facebook and 3 of 19
AIISHII ﬂllalvlll?s Twitter by Public Transport operators and P

authorities in a time of crisis



Soclal Media can give good disruption info

s Personal
e Or at least selective

= Can be In Real Time (or very near)

s Allows responses
e pboth bilateral and multilateral

s Harnesses the power of the group
s [weets can be very specific and timely
BUT:
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What makes SM viable in disruption?

x OfCom Communications Market Report
2011
e Huge growth in smartphone numbers in year since
last CMR
e 27% of UK adults now claim to own one

e Almost half (47%) of all teens (aged 12-15) have
a smartphone

e 59% bought their phone in the past year

e Volume of data over UK’s mobile networks rose by
67% in 2010

e Activities that were traditionally PC/laptop based
are now commonly conducted on a smartphone

e Social Networking done regularly by 62% of
teenage smartphone users

e Even 40% of adult smartphone users do Social
Networking frequently on smartphones

Source: http://www.ofcom.org.uk
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facebook Mobile growth

Facebook’s mobile functionality has been
continually increasing
e Launched 2006

e Sep 2009: 65 m users worldwide
(each month) UK Facebook users (millions) (total)

e Feb 2010: 100m users worldwide

35

e Now > 250m users 30

25

e Facebook mobile messaging app 20
launched August 2011 15

10

e People that use Facebook on their 5
mobile devices are twice as active on BE
FaCebOOk than non_moblle users 1.2.04 1205 1206 1.2.07 1.2.08 1.2.09 1.210 1.2.11

Source: Facebook website and blogs: facebook.com Source: http://www.nickburcher.com
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Started March 2006
Traffic notoriously hard to measure

Dick Costolo (CEO): Twitter’s aim is to "Instantly connect people
everywhere to what's most meaningful to them."

40% of tweets originate on a mobile device (‘Guardian’ March
2011)
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UK and Ireland

Areas most affected where Social
Media was used prominently

1 Scotland central belt
Lothian Buses; First Glasgow; Traveline Scotland, Tactran

2 North East
Go North East; Arriva NE; Traveline NE

3 Yorkshire
First W, N & SY; Arriva Y; Metro (WYPTE); Transdev

4 Nottingham area
TrentBarton; Nottingham City Transport

5 Reading
Reading Transport

6 London and the South East
Metrobus

7 Wiltshire / Hampshire / Dorset area
Wilts & Dorset; Southern Vectis

8 South West
First D&C, Plymouth Citybus

Plus National Rail universally, plus several TOCs
Plus larnrod Eireann
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SM ‘disruption’ use by different modes

Rail
e Direct feeds from National Rail Enquiries
e But PIDD didn’t work fully, plus DARWIN not ready
e Plus train-planning not fully co-ordinated with pre-planning
e NRES performed but its components weren’t all giving correct info
e So Twitter feeds (inc. from TOCs) were really valuable
Alr
e Disruption info (or link) sent from Twitter site which was really there
for marketing

= Birmingham Airport, bmibaby
Coach
e National Express
Bus

= Varied widely between regions and between operators in the same
region

Authorities (and Authority Partnerships)
e Generally left to Traveline — response varied greatly
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The 3 types of bus operator response

1. Social Media used as
essential medium for
delivering timely
Information on disruption

e Generally, those operators that
see marketing as a high
priority, particularly those which
emphasise brands

a) Twitter to Facebook: mostly

Copyright : Nottingham City Transport

‘push’ only
b) Only Twitter: mostly include 2. Social Media used but
twp-way) only as an information
supplement: may not
3. Social Media not used be integrated closely
with operations
1> Titter by Publi Transport operatore and 1oghe

authorities in a time of crisis



Go North East during the crisis (1)

(3o Morth East's Profile

100 to 200 tweets per day. oot Eaet
N e ar I y al I r e I ate d to d I S r u ptl O n : The . 315 - Have all now been suspended for the

Link to separate Posts pages on
Facebook giving area info

Q&A on website about Facebook
page

During the crisis Website seemed
to be sub-ordinate to Facebook

Drivers’ reports come in from
0530: Facebook page updated
from just after 0600, from 3
control centres. Updated
regularly as morning picture
emerges, and through the day
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Go North East (2)

Extract from website Q&A page. Plus:
Q: Alot of people have been attracted to your Facebook

page during this bad weather; will you be keeping it going
when the weather has cleared?

“During severe weather conditions or
during other major incidents Facebook is
proving an extremely valuable way of

A: Yes we will be continuing to provide updates on our services keeping customers informed”

for customers come snow, rain or shine! Along with our website,

this will be a great place to get information on future changes to Though shortly after Q&A page was

special offers, including offers available exclusively to customers

using Facebook and Twitter.
5,000 fans Sep 2010

We are looking to increase the number of people invalved and times we ‘open’ on

Facebook more permanently in order to give people as good 2 semice as 25,000 Dec 2010
passible an Facebook. 38,000 June 2011

38,500 Aug 2011

arthaast ca.uk or via the Multi-disciplinary team leads Facebook
you ge : site, plus about 10 staff adding

and special offers, we recommend you register for our e-newsletter via qur information received from Service

website. Delivery Centres, incl. the MD
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Twitter sample activity.

—e— Arriva Trains Wales
—=— larnréd Eireann
NRE South Eastern
Traveline Scotland
==3( = First Devon & Cornwall
=@ = Metrobus
== = Reading Transport
Cardiff Bus
Centrebus
= = First West & North Yorkshire

== == Nottingham City Transport

e w—Bus Eireann
Birmingham Airport
Aer Arann
BMibaby
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Glebal Bus Disruption information posts

Metrobus had used Facebook in Winter 2009-10
SERVICE UPDATE AT 2133 ON TUESDAY 30TH Write a Note

NOVEMBER
by METROBUS on Tuesday, November 30, 2010 at 9:33pm

NO SERVICE AT PRESENT ON ROUTES 54, 130, 13B, 146, 161, 181, 251, 284, 320, 336, 352, 353,
358, 367, 409, 411, 420, 430, 435, 460, 464, 230, 541, 542, B14, R1, RZ, R3, R4, RS, RE, R7, RE,
R3, R10, R11, T32 & T33

Metrobus Service Update Bulletins: No. on Facebook per day o
= . THE FOLLOWIMNG SERVICES ARE OPERATING WITH SEVERE DELAYS AND ARE RESTRICTED
(0001 - 2400) AS FoLLOWS:

- Route 1 s unable to serve Tolgate Hil and Creasys Crive, terminating at Broadfield Barton. Also
METROBUS's Notes unable to serve Gossops Green (running direct to Bewbush viz A23 and Horsham Road)
Mates About METROBUS - Routs 2 is unable to serve K2 or the Ifiekd West loop (56l s2rving Dobbins Place)
- Routes 4 & 5 are unable to serve Pound Hll and from Three Bridges Station are running along Warth
Browse Notes Parx Avenue to tzrminate at Ridlkeys Corner, &lso unable to serve Martyrs Avenus, Langley Parade
and Langley Drive, operating direct to County Oak via London Road
) - Route 10 is unable to serve City Place or Broadfield Barton Morth (stil serving main Barton stop)
Pages’ Naotes - Route 20 is unable to serve City Place, Horley Station Interchange, Creasys Drive, Coachmans Drive
My Motes Cenitral/South or Broadfield Barton North (but is serving main Broadfield Barton stop)
My Drafes - Route 64 is operating betwesn Thornton Heath and East Croydan anly,
- Routz 75 normal route with delays
- Route 93 is ooerating normal route with delays
|_| - Route 100 is operating betwsen Three Bridges Station and Horley Library anly
' (| ' - Route 119 not serving Corkscrew Hill and Addington Road in West Wickham ar Denning Avenue and
Warham Road in South Croydan,
- Route 127 is operating between Tooting and Walington only
\Q \Q \Q \Q \Q METROBUS's Motes - Route 200 is unable to serve Ciy Place, Langley Green, Ifield or Gossoos Green (running direct along
Q Q Q Q A\ _ A23 from Lendon Road to Horsham Road then Bewbush]
\\"\g\/ \\'f\g\/ \\"\s\' \\"\s\' \\"\i\' @\' @\' fiepart - Route 202 is operating between Crystal Palace and Lee Green/Catford only. Buses unable to serve
\"\, \(}) \i’) \/,\ \?) r\',\, r\(:t) Sydenham Hil, Wels Park Road and Kirckdale in Upper Sydenham,
- Routz 273 is unable to serve Cuckfield Roed and Wilow Way in Hurstpierpaint,
- Route 293 is operating betwsen Morden and Morth Cheamonly
- Route 391 is unable to serve Copthorne Willage, Crawley Down, Turners Hill Road or Crawley Down
Road (running direct zlong A264)
- Routz 403 not serving Warham Road, Pampisford Road and Russ=1 Hil,

U pd ates We re AI I Se rViceS at fi rst : th e n - Route 465 is operating :\Et::ell'u Darking 2nd Ghbons Roundzbour (south of Leatherhzad ) anly
- 5 - Route Y26 normal route with delays
restricted to non-London services '

Friends’ Notas

Motes About Me

‘l_l I_I‘I_I I_I‘I_I I_I‘
Subscribe

<
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<
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N

WE DO NOT YET KNOW WHAT LEVEL OF SERVICE WILL DPERATE IN THE MOR NING.
PLEASE CHECK BACK HERE FOR UPDATES IN THE MORNING
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More Sample ‘conversations’

Bluestar
Ulc Winn road is not accessiole so we are using Lodge Rd
but we drop you off the other side

:31am * Like * Comment

N T-=-rr-|r Stantcun Hello wil there be a service from botley onto

update Questions may get answered by
others

December 15, 2010 at 3:32am

Muhammad Ghazzal
kindly tell me Blus star 1 from sou fo win ) runniry urgently pllz=z

December 18, 2010 at am * Like * Comment

e Not every guestion gets
is the number 18 runni answe red

!. December 18, 2010 at 7:21am * Like * Comment

Mandy Brennan Nat I did c 1 when
December 18, 2010 at 7:25am via Fac

i Buckingham
is number 2 running through bishopste

December 18, 2010 at 7:17am via Phane * Like * Comment

eford-Allen likes this,
Source: Bluestar Facebook ‘wall’
December 18th 2010
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Long-term effect on SM strategies

The crisis served to:
s Create a ‘pool’ of supporters

s Cause consideration of different markets, not
just young people

= Showed that young people are a target that
can be reached

» Raise perceived value of Social Media outputs
(e.g. Twitter RT feeds)

s Encouraged multiple displays: e.g. Twitter
display alongside Journey Planners
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| essons for the next weather crisis

Integrate information streams / processes
Don’t neglect other media

Continue to ‘nurture’ Social Media fans /
followers

Be aware of the next technology consumer-
product ‘leap’: consider how operational and
Information systems can relate to that

Be prepared
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Conclusions

= Social Media is a natural tool for giving bus & local

travel information during Disruption (compared to
use on other modes)

e Bus service disruption has very specific local effects

= Ability of bus operators to give complete information by
other means is limited

» Specific Real-time information throughout journey has
more ‘use’ than it has for other modes: mobile-based SM
tools can be used throughout bus journey (to give
and receive)

e Bus market is generally younger than for rail
= But Social Media works best where Operator or
Agency has:
e« Commitment to relate to customers
e A commitment to clear brand marketing
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THANK YOU

John Austin

E-mail: Jjohn@analytics.co.uk
Website: www.analytics.co.uk

LinkedIn:
http://uk.linkedin.com/in/johnaustin01

Twitter: johnaustinOl1
Phone: +44 7730 943415
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