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What am | going to be talking about?

I’m not Dutch, despite the spelling!

Reading Buses - one of the UK’s best bus companies?

The industry is under threat, but you can help sort it!

My 17 years in passenger transport

Some thoughts, advice and lessons from along the way
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Who are we and what do we do?

100%

checks on our
3 0 0 K departure times of our buses passengers every day
each month are tracked

making swewe meet
Traffic Commissioner guidelines
and our customers” expectations

enabling us to manage any ksues on the
road in real time and Feed live travel
information ba our cusbomers

12,108 abax [ 4~ B

seals on our buses
or 2 full Sydney Opera Housas

passengers each year
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Bus Operator of the Year

UK Bus &wards 2015

Top Shire OLPeratur

LK Bus fwnnds 2012, 2014-& 2005

Bus Operator of the Year

Makioral Transport Awards 2013 & 2014

100%

compliance with disability
discrimination legislation

mdustry
awards

almost i
Z particulates 0
E RO hydracarbons 9 9 AJ
carbon

less nitrogen oxide
our clean, green gas buses were some of the first in the country

5,509 ¢ 9,313

followers Followers

4.5

years

then 5 standard diesal bus

average age of our buses

colour-coded rural routes
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193

buses run from our
Reading & Newbury depats
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18

colour-coded ,
urban routes JEL

=

5 83% =3

of our buses have Reading is amang the top PlusBus locations

. in khe LK - 55,000 tickets are sold each year
free WiFi

® 3,564

timetabled
journeys
per day

209

solar panels
on.our.depet
raof

We dare

Reading

550

employees

all of our buses are low Floor
and can kneel to the kerbside

\ 61ttt 144404

engineers
& cleaners

62%

of our buses ‘talk’,

helping all owr customers, including
blind and partially sighted ones,
know what the next bus stop is

our buses travel

5.4 million

miles per year

(
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" tha maon & ouksida the simply Faading farg zor

including h tI-Ogas buses

431

electric hybrid double
deck buses

79 trtfteeeet
D affice &
support staff




A comprehensive and colour coded network...

frequent bus services all over

Reading

pick up a route leaflet below
for full details
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Madekski Stadium

BT — 22a Reading International

Martimer & Tadley Business Park
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Mereoak park &ride

erect |3

University
of Reading

Whitley
Whitley Shinfield
Wood Park
=S EE o Shinfield
lenpard

to Arborfield, Barkham & Wiokingham




West lIsley

Lambourn
. b'\. \East lisley
astbury \

Compton
Great Shefford \ \ B
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Boxford Chieveley l Norreys
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Stockcross
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Team structure

Chairman

Board (Non Execs)

Martijn Gilbert
Chief Executive
Officer

Tony Pettitt
Chief Finance &
Information Officer

Finance and IT

team

Including management
information, payroll
and major projects
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2016/17

Further enhance
our environmental
credentials with

your
view

Invest in next
gen buses to re-
launch Woodley &

A coaching culture
for management,
role modelling

Employees views U vElEE Royal Blue routes harvesting
at the heart of
what we do B l G .
our dea
for the year ahead

Strong cost control
and revenue
growth focus

Upgrade our
hybrid buses for
another 5-years

24/7 use of digital

Smarter t|Cket|ng communications

Expand services

cost effective use including app and to keep our where there is
bankcards customers clear potential,
informed e.g. lkea

bus wash rainwater

Improve asset
utilisation with
more ad-hoc work

Further reduce
accidents, costs
and poor bus
presentation

D& healthy
choice

cycle to
work &

=

More Health &
Wellbeing activities
for employees

'\ yee personal
-1efits hub

A —

Be recognised as
a great company
and employer
that’s constantly

improving

Continue our
promotion of the
congestion
busting benefits
of our services

Reading



Customer Focus

— Qur no. 1 core value

— Service expansion

— On-board ambiance

— Accessibility

Reputation and satisfaction

What our customers : Oﬂ‘board
are saying about ys ,nnovations

Bus Passenger satjsfaction survey
_ . .01 5/16 results

& N s €

top 3 customer
‘__satlsfaction

Readingises



Recognising, rewarding and yceto
supportlng our employees

Recruitment and training
— Star of the month
— Gym
— Cycle to work
— The Hub
Surveys and staff forums

Readingbuses



Vehicles

— 0On-board ambiance
— Gas

— Efficiency

— Style and creativity
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Revenue and ticketing

— Fares and review

— Boost for young people
— Mobile tickets

— Barcode ticketing

— Contactless

— Revenue protection

smplyReading
Adult Single
EXpires
3 Octaber 2015

at 15:14.
BsT 14:34

price
£1.90

'wwmm—ﬁ“ ——

even more ways to_bay 1

Reading i ses



Growth and improvement

— Kennections contract win

— Vodafone contract renewal

— Route investment, running time review
and improvements

— Rail replacement work

— Internal processes

Vodafone contract »
extension & new buses Kennections

at Newbury South West Trains

Readingbuses



Technology and Innovation

— Use of technology

— Working with our suppliers
— Hackathon

— Tech partnerships

— Tech lab

Readinguses



Community support

— Travel partnerships

— Support for our community
— Getting involved in events
— Charity of The Year

— Annual Open Day

ive in movie
HIE T Readingbuses




Future vision

— A33 Mass Rapid Transit scheme
— Forward future project

— Stakeholder engagement

— Developer engagement

— Business partnerships

— Ongoing Horizon scanning (what's going on and where)

[ o+ sevmas e s » Rosons . .
Bus usage in Reading soars by 1.2m trips
ilion ingividual trips n Reading between over the last year
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‘Forward Future’ &
Greenwave MRT

Reading 5e5
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* Greater satisfaction - 93% and favoured mode

» Enhanced publicity and reputation
Customer journeys

21,000,000
o 20,000,000

e Changed perceptions on buses
19,000,000
18,000,000
17,000,000 -
16,000,000
15,000,000
14,000,000

“modern and productive environment on-board”

Investment in latest
standard buses

e Customer growth

 Revenue growth

« ROI and bottom line £ “ ‘ | | "/
‘ I

e~
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Purple Emerald Claret Yellow Royal Blue JetBlack

Reading /565
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£ turnover Route kilometres

40000000 30,000,000
34,083,000 26,985,048

35000000 ) i) o

25,000,000 o, 4 . 0 A’

8.0%
30000000
0

i 2.5% 14,462,984

25000000

18,913,000

20000000

00000 . . . o
32,198,000
150 29,660,000 22,646,256 23,541,960
27,717,000 20,966,952
26,201,000 . 26,537,000 . . 10,000,000 18,833,915 19,308,247
10000000
12,522,064
5,000,000
5000000
0 . . . 0
2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17
P ger journeys Modal sh
12,000,000
10,656,863 0%
10,000,000 — 45% 0/
- 7 (o)
8,000,000

5,711,683
355 P —Y

modal share

6,000,000

10,453,882 i
9,727,317 25% — = ar & Tad

8,318,257

7,868,058 I 7,845,645 I
0% Pedestrian &
Cycle
4,945,180 15% e Public Tramsport
[rail + bus)
10%
2008 2009 2010 211 2012 2013 2014 2015 2016

Readingouses

4,000,000

2,000,000

2012/13 2014/15 2015/16 2016/17

2013/14
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Challenge 2 - Cqmeetition
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Not just from other bus routes...
| Beller apps?

Belter marketing?

Jaxis

Retall

How peap/e shop and WOfk
m\\ﬁ\ "‘S"‘,\* e
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Challenge 3 — A changing digital world around us
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Readingbuses



Industries changed by technology and apps:

* Music

 Video rental

* Banking and finance

» Takeaway food

* Job search and employment
* Retail — home shopping

* Weather and Meteorology

* Travel — holidays

 Taxis and ride sharing

sl NETFLIY

ups:/ /www.linkedin.com/

Linked[f}}.

il

Transport?



1960s

Horse tram Electric tram Trolley bus Crew operated diesel bus  One person operated diesel bus

The future...




Online Taxi Booking Price Comparison App

Going Live in READING, BERKSHIRE

For Reading University Freshers & Students

From Anywhere
To Anywhere..._

Deal is only available within 4 miles radius of Reading Station.

. chessl i vl b e s, o e firid proeational rick andlor & lesiied peviad ondy, o term and conditions plesse e Ctpot ooy Lnes Termi

Tap the app, enjoy the ride!

£ Available on the

TR T @8 App Store [l P>Goos

By Stagecoach

Request

— Tap each ride option to see wait time, size, and price. Then enter
your pickup location and tap request—your driver will arrive in
minutes

EY

Ride

Your ride comes to you. You'll see your driver’s contact information
and vehicle details in the 2pp, so you know you're getting in the
right car.

s Pay and go

Hop out and rate your driver when you reach your destination. We
automaticzlly charge the credit card on file, so you never need cash.

T ——
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Retail at a Crossroads: Future Hangs in the Balance
as Retail Industry Passes Tipping Points

“They can no longer be classified merely as disruptors, due to the massive
changes they have forced on the retail market. “98% of retail executives
recognize the changing customer behaviours and other forces are disrupting
their industry, but only a minority are taking action to address the changes.

»”

98% Retail executives recognize the

© changing customer behaviors and other

A forces are disrupting their industry,

’ but only a minority are taking action to
addressthe changes.

409 Optimizing current operations
21 9% Repositioning their business model

Turmning around short term issues

https://www.tompkinsinc.com/en-us/Insight/Articles/commerce-beyond-the-crossroads
@ to m p ki n YOUR SUPPLY CHAIN,
THE RIGHT WAY.
Reading i sec
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County service cuts could
shut us down says Thames

Surrey claims ‘massive price increases' are behind evening and Sunday reductions

BY ANNA TURNER, NEWS EDITOR
Thames Bus says it could be forced out of busi-
ness because of Surrey County Council’s deci-
sion to cut Sunday and evening services in the
region.

The council says that bus companies have
increased their prices by 20% resulting ina £1m
overspend. In total 27 routes across the county
will be affected by the changes - equating to 1%
of passengers.

Thames Bus has issued a statement in answer to
the county council’s decision. The company said:
“We have invested considerable time, effort and
expenditure on these routes safe (we thought) in
the knowledge that we would be operating them
for some years. We are a small operator and these
services comprise around 30% of our total
income. Loss of these contracts will have a pro-
found effect on the viability of our business and
might even cause us to cease trading,

“As regards the issue of contract prices rising,
we have only been in existence for one year and
we have not increased any of our prices during
that short time, It is true to say, however, that Sur-
rey contract prices generally have risen steeply in
recent years. This, we believe, is due to a number
of factors.”

Many of the routes are said to be well used and
the move will have an impact on a number of Sur-
rey operators, including Metrobus, Legg’s Travel,
Arriva Guildford, Thames Bus, Stagecoach and
Northdown Motor Services of Mitcham.

Tom Cunnington, Commercial Manager at
Northdown Motor Services, told CBW that the
cuts would have serious consequences for passen-
gers county-wide: “There is the obvious impact

this will have on passengers, many of whom rely
on these services. Bus usage will be adversely
affected.

“Surrey County Council’s decision means that
of our services, five routes and four contracts will
be affected.”

Mr Cunnington said that, on his company’s
routes alone, 25,000 passengers would be
affected on Sundays and 26,000 to 27,000 in the
evenings. If figures from other operators in the
county were considered, this figure would be
much higher. He said the move would undo all
the good work that has been instrumental in
increasing ridership.

Operators in the county said they have had to

B Thames Bus worried that the loss of the contracts could cause it to cease trading

September 28.

pass on cost increases that are wholly justified to
continue operating the services.

Surrey County Council has defended its stance.
Executive Member for Transport, Helyn Clack,
said: “The burdens of rising fuel costs, spiralling
insurance premiums and increased national insur-
ance contributions mean bus operators have little
option but to ask the county council for more
money to subsidise their services. This year they
are asking for an extra 20% and, without more
funding from Government, we simply cannot
afford it.”

The council subsidises 40% of the county’s
bus routes. The reductions take place from
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Thames Bus sold to Centra

CENTRAL Parking System of
Uxbridge, trading as Centra, has
taken over Thames Bus of New
Haw in Surrey.

Thames Bus, established by
Martijn Gilbert in 2001, has concen-
trated mainly on fulfiling Surrey
County Council local service con-
tracts and quickly developed a rep-
utation for quality operation. Just
two vehicles are involved in the
sale although all staff have trans-
ferred including Mr Gilbert himself.
Centra has taken over around 20
routes and additional school servic-
es and will continue to operate

from New Haw.

Thames Bus is perhaps best
known for operating the 437 ten-
der between Chertsey and Woking,
but also ran between Byfleat and

. Woking, had a Rural Bus Grant

funded network around Guildford
and Farley Green and significant
Sunday commitments in northwest
Surrey and between Guildford,
Dorking and Redhill.

At the time of the sale it operat-
ed six vehicles, a Titan and Dart
passing to the new owner, which
has already invested in lowfloor
Darts, an R-Series coach and a

2000V PPTRLODOGBEOECEIREEORDEOREROY

Volvo double-decker.

Mr Gilbert had made no secret
of his frustration in the past at
changes in Surrey County Council’s
transport policy, particularly relat-
ing to Sunday services. He told
CBW that the purchase by Centra
gave the opportunity to“drive the
business forward.”

He emphasised that Thames Bus
had always strived to deliver a bet-
ter standard of service. It was prof-
itable and stable, he said, butas a
small independent, lacked the
resources to develop.

Central Parking System is the

subsidiary of a billion dollar
turnover US company. It specialises
in car parking and transport man-
agement and has its European HQ
in Britain where there are five oper-
ating divisions encompassing on-
street car parking, managing car
parks for rail companies, handling
property including Canary Wharf,
airport parking with courtesy
buses, and Centra, its transport
division.

Centra Operations Manager, Paul
Churchman said Central Parking
System now operated more than
70 PSVs in Britain and had a turn-
over of between £40 and £50 mil-
lion a year."We intend to do things
the right way,”said Mr Churchman.
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Market positioning — where we fit

Premium, high quality, brand ,, _

Large (generally ‘big group’) operators:

» Higher, often legacy influenced, cost base

» Structured operations

* Overheads and fixed processes

* Dependable quality

* Large scale

« Established commercial and high yielding services

-

HIGH QUALITY

 Low cost base
» Structured but agile o
*  Group support and ba

with local entrepreneu
* Dependable quality
» Contracts, more margi

some commercial se

Independent operators

* Low cost base

Less structured operations
Standard quality

Small scale

Contracts and marginal services

LOW COST




Challenges!

* New brand — cease being Centrebus
* Culture/Managing the change

 Knowledge - Understand the business
commercially and financially and then
evolve and delivery the strategy

* Arriva standards, policies & procedures =
 OFT

* Improve business performance:
* Greater expectations of stakeholders
e Reliability and punctuality
* Fleet and engineering
* Health, Safety & Security
* Costs and Profitability A
« Competition yor ]
* Leeds financial under performance



ERNA T[@NAL&A[PFOPT

’“‘Mﬂ( //
\

-\ U




SPS

\\\\:—;_f/ Q‘.’:'//“ &--:.‘9 Q:J




What |’'ve
learnt so far...



1. Take the
initiative

. Seek out opportunities
. Network

. Ask questions
. Build confidence




2. Understand
it

o Costs/finances

. Operational detail

. ALL the key parts of the
company



3. Really care

o Passion

o Attention to detail
. Keep nagging!

. Work hard

o Be flexible



4. Get out
there

. Walk the walk

. Full customer experience

. Lead from the front

. Think about all perspectives






Management influence on UK de-regulated bus ‘Op Cos’
Gilbert & Knight, September 2017

STYLE OF
LEADERSHIP

STATUS

MANAGEMENT BUSINESS

DECISIONS
APPROACH

(or lack of!)

LIKELEY
OUTCOME

Enlightened & supported ‘Functional’
management management
I
I | |
Acceptable business Problematic business Acceptable business
performance performance performance
I ¢ A
Properly understand . Change |
detail, local market |- <& = management == === poooooo P&L and KPlonly | |
and their business | (maybe even consultants!) i approach
| Y—
Good and Bold, maybe Fire Cut
considered irrational, 4— . <4 A
s e s . fight costs
initiatives initiatives/decisions
l I
Short term profits A
\ 4 YY I
A DECLINE
50%]| [ 50% I
Growth, stability ¢ low, of last
and SURVIVAL! akes time resorg»







1. “l think so”

o Know so!
. Check it, double check

and check it again
o NEVER assume!



2. “I’'ve emailed
them?”

. Pick up the phone or go
and talk to them

. Make it happen now!

. Follow/back up on e-mail if
needs be



3. | want it but

don’t get it

Don’t wait to be asked!
Take the initiative

You might have to make a
short term sacrifice, e.g.
be flexible on work location



4. Talking down
to people

. Don’t let it go to your head!

. This is a people business

. Many employees older/
more experienced than you

. Think how to communicate



“Buses aren't
cool!”
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Know your bus industry - it’s a complicated game!

Revenue « Emissions regulations

« Fare box/cash takings « Consumer rights

« Season tickets « Contract requirements - multiple
* Scholars tickets « Bus Services Act

» Concessionary fares - Threat of re-regulation

« Multi-operator schemes

* Plus Bus Market influences

« Contracts - Gross cost « Traffic

« Contracts - Net cost e Weather

* Bus Services Operators Grant (8S0G) « Shopping habits
« Time of the year

Rules/regulations « Academic terms

* Company law «  Employment/unemployment
* Health & Safety - Density of population

» Operators licence « The economy

« Road worthiness/maintenance

« Route registration arrangements AND MANY MANY OTHER ELEMENTS
« Accessibility regulations




High street
retail

Healthcare

Not existing
licence holder

Reading




u

A TWE A R ©

| routeone
C % .
;E LLENC)

L g |

ANNUAL AWARDS
FOR EXCELLENCE

Scores for
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and Transport
Network survey

Customer
. satisfaction

Transport Focus
Bus Passenger Survey

New routes &  Coolest buses Fastest bus Bus trials & Fantastic
growth in the world! in the world! innovations fundraising
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shaping the next generation
of bus travel :)
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o on-demand personalised travel
with door-to-door journey updates, including connecting trains and integration
with internet shopping lockers

® augmented reality guiding to pick up points
through tech devices, including disability assistance

o enhanced relationship management
For season ticket holders

including a personal service with
dedicated account manager

connected networks

® “Internet of Things” connectivity
between buses and road infrastructure
and highways control systems

® big data linked to artificial intelligence
delivering dynamic predictable journey times,
adapting journeys to customer

demands and traffic patterns.

personalised customer experience

* integrated control systems

. s e optimising energy management and
Read"’]gl, uses efficient resource deployment

Reading 115~
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* Remote Condition Monitoring Readmgl: USES
of bus performance data live into maintenance control

o "Feel at home" interior layout
with social seating areas, mood lighting and a pleasant smelling atmosphere

® 3D-Printing technology
to produce parts and supplies

& support

» smart device connectivity
through free 5G WiFi, live digital feeds, weather updates
and entertainment media streaming

e autonomous drones
to deliver parts to the depot
or the roadside.

onboard ambience

o charging pad window ledges
sy lighting for smartphones, without the need
for charging cables

onboart info tshlat

window ledge s a continuous
mobile phane charging pad

digitised vehicle maintenance

sacial seating

[ ] J <
mond lighting J ’ =
entertainment straamed on bus —

e



Reading ) 1<

e agreat team delivering on the front line
and continuing to innovate to improve services

o being THE place to work
to make a real difference to urban mobility and sustainability

o strong stakeholder partnerships
ensuring buses meet evolving community needs
and we make efficient use of precious road space
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If | leave you with just four things...

1. People

Value our people, think about
things from their perspective and
talk to them on their level - do
this and other things just come

2. Commercials

Understand the numbers and what
drives them SUSTAINABLY...

Profit vs. EBIT

Growth vs. volume growth

3. Detail

Care about it and check it!
Understand and keep on top of
ALL the right details, not just
your KPIs

4. Get out there

Go beyond the day to day outputs
- Engage, network, champion and
build advocacy and support - for
your bus services AND YOU

Reading




And finally, my third challenge...
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Control & Driver ﬂanagem:ar;tl:gmg harealger -
Overseeing our operations on the road, nning . and compliance with
to issues such as Lraffic to keep buses ru )

‘ well as working with stakeholders
reliably and supporting the work of our drivers. to support ayr work.
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One team working together to achieve olur WW’"_"N% V
vision to be the very best at what we do!

Reading
N




