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The Hastings & St Leonards
Quality Bus Part n e r s h i p
Progress Report for 2006/7
A c t i on P l a n fo r 200 7/ 8 - 20 09/ 10
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Introduction
The Quality Bus Partnership (QBP) for Hastings in St Leonards is now entering its fifth year.
We remain committed to improving local bus services and tackling the areas in which we’ve
not yet been able to meet the targets we set.
This new three-year action plan sets out new key targets and priority action areas, our
successes and shortfalls to date and our long and short term plans for working together to
achieve better bus services in the town.
Since 2005 when we commissioned Peter Brett Associates to undertake an independent
review of bus services and the QBP, we’ve implemented many of the recommendations their
report suggested. (An executive summary is available on paper from the Hastings
Information Centre upon request and the full report on cd-rom. Please see address below)
The first and most significant was the Local Bus Users Stakeholder Group, which has been
very successful in improving communication and understanding between passengers and
the QBP. It continues to meet bi-monthly to help prioritise our work, so that passengers see
problems resolved and improvements made in areas most important to them. As a direct
result of a request by the Stakeholder group, we extended the route of the Service 7 to serve
of Park Crescent and added an extra afternoon journey onto the Service 27.
We’ve debated the benefits and drawbacks of making the QBP ‘Statutory’ or remaining as a
‘Voluntary Agreement’ and have decided to stay as we are for the time being. In addition, we
will introduce a Punctuality Improvement Partnership into our Action Plan, to focus on
getting buses running to time and monitor developments in the emerging Local Transport
Bill. We’ll continue to set ourselves challenging targets and review our decision periodically
to get the very best from the partnership.

B e t w e e n A p r i l 2 0 0 6 a n d M a r c h 2 00 7:
4

targets were exceeded
6

targets were met
4

targets were below target

F o r H a s t i n g s B o ro u g h C o u n c i l :
Councillor Roy Tucker
Lead Member for the Environment

Fo r East Suss ex C ounty C ouncil:
Councillor Matthew Lock,
Lead Member for Transport and Environment.

F or Stagec oach :
Paul Southgate,
The Managing Director of Stagecoach East Kent and Hastings.

Contact us at qbp@hastings.gov.uk
or Hastings Information Centre
Queens Square, Hastings, East Sussex TN34 1TL
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Long Term Plans
We will build on the successes of the £871,000 Urban Bus Challenge project in Greater
Hollington, which introduced the first accessible, high frequency services to both the west
and east of the town.
Many towns have a system at the bus stop that displays how long before the next bus is due
to arrive. This is called Real Time Passenger Information (RTPI) and uses satellite tracking to
give accurate information. The introduction of RTPI will give bus users greater confidence in
the punctuality and reliability of bus services in the town and help improve accessibility to
public transport. The QBP is making plans for it to be introduced to Hastings & St Leonards,
but it is very expensive and will cost over £1million. East Sussex County Council has
provided £100,000 towards implementing the scheme in 2009/10 and will continue to
investigate further funding sources.
We will continue to develop the bus network including services in the evening and at
weekends and wherever possible, implement improvements where funding is available. One
such source of funding will come from the Station Plaza, where it has been agreed through
the planning process that the developer will pay £140,000 for improvements to bus services
and facilities in the area. A similar contribution will be sought from the developers of Priory
Quarter to spend on improving evening bus frequency, coverage and RPTI.
The councils are working together to develop a Local Area Transport Strategy. This will
address key local transport issues and identify sources of funding for delivery. An action
plan will be drawn up, once public consultation on the strategy is complete.
As the Bexhill to Hastings Link Road proposal is developed, we will work together to see
how bus services can make full use of the new road. It will also be important for us to
monitor the effect the Link Road may have on bus services and traffic, along The Ridge.
We continue to meet regularly with the Conquest Hospital & Ashdown House Transport
Group to promote and develop their travel plans. The Greater Hollington Industrial Estates
now have an area travel plan that we are supporting with tailor made bus timetable
information, promoted under the ‘Travel Choice’ branding.
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Priority Action Areas
Over the next three years, our main priority will be to get more buses running on time. The
percentage of services operating on time* has not risen as much as we’d planned and we are
yet to meet our target of 95%.

P e rc e n t a g e o f s e r v i c e s o p e r a t i n g o n t i m e
2 00 6 tar g e t s h o r t f a l l
2006

Ta rg e t

87.1%

95%

Ta rget for 2007, 2008 & 2009 is 95% per year.
*A punctual bus is considered to be between one minute early and five minutes late of the published timetable.

Poor punctuality is due to many reasons including the increasing numbers of vehicles on the
road and inconsiderate parking and loading by drivers in bus stops. Hastings has also
undergone a number of large, but essential, roadwork and building schemes recently, which
have disrupted traffic flows and contributed to delays.
To improve punctuality and journey times, we have agreed a detailed Punctuality
Improvement Partnership (PIP). It sets out targets for each partner to work towards, to
monitor what’s happening, identify where and when delays are occurring and works
on solutions.
The full technical Punctuality Improvement Partnership is available from the address on page 2.
We need to focus on better enforcement of illegal parking in bus stops and more rigorous
monitoring of why and when delays happen, so that problems can be resolved. The 150metre extension to the bus lane at Warrior Square was completed in May 2007 and is helping
buses to beat traffic queues at peak times. Similar measures will be considered for London
Road, Battle Road and the A259 to Glyne Gap, so that better priority can be given to buses
to make journey times more reliable and attractive.
Our target of 95% punctuality is based on that set by Government. We do not feel that it
would be appropriate to set a target less than this, so by introducing a PIP we aim to see an
improvement in our performance in the coming years.
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Last year there was no change in the time it took a bus to travel from Hollington or Ore to
Hastings Town Centre, but the average journey to Bexhill increased by 2 minutes. We aim to
either shorten or maintain these journey times in the coming three years.

J o u r ney to H as ting s To w n C e n t re ta rget times:
A ct u al 2 0 0 6

Ta rget 2007

Ta rget 2008

Ta r get 2009

Hollington

Met 27 mins

27 mins

26 mins

26 mins

Ore

Met 13 mins

13 mins

12 mins

12 mins

Shortfall 28 mins

28 mins

28 mins

28 mins

Bexhill

We measure the reliability of a bus service as the percentage of scheduled services
operated. In the last four years we have achieved an improvement in reliability, from 98.8%
in 2002 to 99.6% in 2006 and we aim to maintain this figure for the foreseeable future.

Ta rg et fo r reliability :
2 00 6 tar g e t m e t
Ta r g e t

99.6%

Ta rget for 2007, 2008 & 2009 is 99.6%.

Roadside information and facilities.
S h e l t e r s, t i m e t a b l e s a n d b u s s t o p i m p ro v e m e n t s
In five years we’ve put in 84 raised kerbs at bus stops, to give better access to the low floor
buses. They have made a big difference to people with limited mobility and parents with
children in buggies and we are planning more similar work. We met our target of doing 20
more stops in 2006 and have funding to do ten more each year, for the next three years. In
addition we will, wherever possible get local developers to pay for bus stop improvements,
as part of their planning permission.

R a i sed k er bs ta rget:
2 00 6 tar g e t m e t
Ta rg e t

20

Ta rgets for 2007, 2008 & 2009; +10 per year.
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Providing timetable information at bus stops is a simple measure that can really help people
feel more confident using their local bus. Last year we put up 50 more timetable cases,
which was 30 short of the target of 80 that we’d set. We will continue to add to this number
by 50 each year until all ‘pick-up’ bus stops in town have timetable information displayed.
There have been a large number of changes made to bus stops since the QBP started, so
during 2007 we will carry out a survey to establish a new database of information showing
the facilities each stop provides.

Ta r get fo r ‘ p ick- up ’ bus s to ps w ith timeta ble info rmatio n:
2 00 6 t ar g e t s h o r t f a l l
2006
63%(50)

Ta rg e t

80

Ta r get for 2007, 2008 & 2009 +50 per year
Last year we agreed to improve timetable information at the Hastings Station. Since then
plans have been submitted for the development of Priory Quarter, which will bring significant
improvements to the bus stops and passenger waiting area. In light of this, it would not be
appropriate to spend the significant sums needed to change the way information is provided
at each bus stand, however a low cost option for additional information is being investigated.
Both the Hastings Borough Council (HBC) and Clearchannel, who use them mainly to sell
advertising, provide bus shelters in Hastings. HBC has only a very small budget for
maintaining, repairing and replacing their shelters, but last year exceeded it’s target and
installed four brand new shelters and relocated one more, using additional funds from offstreet car parking surplus. Two of these were placed at stops that previously had no shelter,
with the rest being used to replace old or damaged ones. We continue to commit to
installing three new or replacement shelters for the next three years.

Ta r ge t fo r n ew o r rep l ace d s he lt ers
2 00 6 t ar g e t e x c e e d e d
Ta rg e t

2006

3

5

Ta r gets for 2007, 2008 & 2009 +3 each year.
In 2006, the Department for Transport issued a directive stating that all bus stops with yellow
road markings should have ‘Clearway’ waiting restrictions for buses only. Fifty bus stops in
Hastings were changed, which means that more bus stops will be able to be enforced by
Parking Attendants, to help keep buses running on time and able to access the kerb safely.
There were a number of changes to the bus network during last year, so we updated and
published a new Public Transport Map and Guide. We acknowledge that the way bus
timetable information is presented in the town centre could be improved and will work on
raising the standard of this in the coming years.
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Vehicles & Drivers
The Urban Bus Challenge project enabled 21 low-floor buses to be provided for the first time
on routes in Hastings. Since then four more low-floor buses have been added to the
Stagecoach fleet, some as a requirement of contracts operated for the County Council.
In 2006 we met our target of having 43% of vehicles in the fleet with low floor access. We
propose to change this target from number of vehicles to the percentage of scheduled miles
Stagecoach operates with low floor vehicles, to better reflect the level of access passengers
have to services. This is currently 70.5% and we will maintain this for 2007-8 and improve in
future years by introducing more low-floor vehicles during 2008.

Ta rg et fo r % of v ehi cles w ith lo w fl oo r ac ces s
2 00 6 tar g e t m e t
Ta r g e t

43%

N ew t ar get for % o f s ched uled mil es o perated
w i th lo w f l o or ve hi c l es
Ta rget for 2007-2008 = 70.5%
Ta rget for 2008-2009 = 80.0%
Ta rget for 2009-2010 = 85.0%

At the start of the QBP the average age of the bus fleet was 8.2 years, without any low floor
buses. More low floor buses will be added to the fleet in the coming years, but is dependent
on passenger levels continuing to grow, in order to help support the cost of the new
vehicles.

Ta rge t fo r av er age age of St agec oach b us fle et
2 006/20 07 tar g e t s h o r t f a l l
2006

Ta rg e t

9.5y rs

8.5 yrs

Ta rget for 2007/2008 = 10.5yrs
Ta rget for 2008/2009 = 8.5yrs
Ta rget for 2009/2010 = 8.5yrs
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Since March 2006, Stagecoach has received 455 complaints concerning their services. The
breakdown is shown below:
Co mpl ai nt c o nc er n in g

2005/6

2 0 0 6 /7 (la s t y ea r)

Total Number of complaint

415

455

Non operation of services

65 (15.7%)

29 (6%)

Early/late operation of services

41 (9.9%)

72 (17%)

Drivers failing to stop

66 (15.9%)

51 (11%)

Other driver related issues

118 (28.4%)

92 (20%)

Fares and tickets

50 (12.0%)

38 (8%)

Routes and stops

16 (3.9%)

64 (14%)

Other issues

59 (14.2)

109 (24%)

The number of overall complaints has increased in the last year but is a small number in
proportion to the four million bus journeys that were made during 2006/7.
There has, however, been a noticeable decrease in the number of complaints relating to bus
drivers. We would hope that this positive effect is due to the increased level of customer
focussed training drivers receive.
The type of complaints made reflects changing passenger expectations. Passengers have a
higher expectation about buses running on time. The increase in complaints relating to
routes and stops is due to changes made last year. The major one was that circular routes 2,
2A and 8, 8A were separated into routes 23 and 28. This was done on the recommendation
of Peter Brett Associates and has been successful in boosting passenger numbers. This
means services have been retained on a predominately commercial basis and have not had
to be reduced due to cost.

Stagecoach has introduced a training programme for all new drivers and now 36% of all
their drivers have achieved a NVQ Level 2 qualification in Road Passenger Transport, in
addition to the standard Stagecoach training in Customer Care.

N ew dr iv e rs N V Q t rai ni ng
2 00 6 tar g e t e x c e e d e d
Ta r g e t

2006

31%

36%

Ta rget for 2007 = 41%
Ta rget for 2008 = 46%
Ta rget for 2009 = 51%
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The Borough Council manages 1,624 off-street car parking spaces in the town. This number
has not changed in the last four years, and is not planned to increase during 2007. We have
a key target that commits to this, so that our efforts to encourage greater bus use aren’t
compromised by a big increase in the level of HBC owned off-street car parking. This target
will have to be reviewed as the large regeneration projects of Station Plaza and Priory
Quarter take shape, as each will provide some car parking, but this will be accompanied by
contributions to bus services and facilities.
The proposal to introduce a Controlled Parking Zone (CPZ) in Central St Leonards is
currently on hold, pending the completion of a study into the impact it may have on the
economy of the area. We support the increased enforcement a CPZ would bring to the bus
routes through Central St Leonards and await the results of the study to see how this project
will develop.

Passengers & tickets
The number of bus journeys in Hastings & St Leonards has increased by 18% since 2002.
We are very proud of this achievement that has exceeded the original targets we set
ourselves. Hastings & St Leonards is the only area in East Sussex where bus use is
increasing, whereas in England, outside of London, bus use has declined by 9% in the
same period.
In the coming three years, we intend to increase the number of passenger journeys further
by an additional 3% each year.

N u m b e r o f p a s s e n g e r j o u r n eys
2 00 6 tar g e t e x c e e d e d
Ta rg e t

2006

15%

18%*

*since 2002

Ta rget for 2007 = 21%
Ta rget for 2008 = 24%
Ta rget for 2009 = 27%
Since the introduction of free travel for over 60s and disabled people last year, the number of
journeys made using the concessionary bus pass scheme (Sussex Countycard) has
increased by 68%. Many more residents are now using their pass for shorter journeys,
particularly uphill and are also to travelling across East and West Sussex and into Kent.
Last year 4977 new residents applied for concessionary bus passes, which is almost five
times more than in the year before. There are currently 13,785 passes in circulation, 2,235
more than last year.
The Government has decided to extend the scheme to allow free travel throughout England
from April 2008, so we will need to monitor what effect this may have on our passenger
journey figures.
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Due to lack of funding, it has not been possible for ESCC to introduce a discount card for
16-19 year olds in full-time education.
The sale of multi-journey tickets has increased by 32% since 2002. This huge increase is
mainly due to when Stagecoach lowered of the cost of a Dayrider ticket, for a period last
year. This helped to promote the ticket that could be a more attractive option for passengers
making multiple journeys in one day. We will continue to promote this, the Weekly Megarider
and other multi journey ticket options and achieve an increase in sales of +3% each year.

Ta rg et fo r g ro w t h o f m u l ti j o u r n ey ti c ket s a le s
2 00 6 tar g e t e x c e e d e d
Ta rg e t

2006

7.5%

32% *

*since 2002

Ta rget for 2007, 2008 & 2009 +3% per year
Bus passenger satisfaction surveys undertaken by Peter Brett Associates, as part of their
review of bus services in 2005 found that 59% of the 250 bus users questioned, were either
very or quite satisfied with Hastings’ bus services. The most desired improvements to bus
services were daytime frequencies (27%) and reliability/punctuality (22%)
These figures are very encouraging and form a good base on which to continue monitoring
passenger satisfaction and how well the QBP is doing in delivering improvements in the right
areas. Their report recommended that we continue these surveys on an annual basis, so we
have set ourselves a new target to repeat the surveys annually, for three years and will aim
for a 3% increase in satisfaction every year.

B a s e f i g u re f o r p a s s e n g e r s a t i s f a c t i o n
2005: 59%
v e ry o r qu ite s ati sf i ed

2005

59%

Ta rgets for 2007, 2008 & 2009 all +3% per year
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Key Ta rg e t s

Actu al
2005/6

Ta r g e t
2006/7

Act ual
2006/7

Ta rg e t
2007/8

Ta r g e t
2008/9

Ta rget
2009/10

1

Scheduled services operated

99.6%

99.6%

99.6%

99.6%

99.6%

99.6

2

Scheduled services operating no
more than 1 min early/5 mins late

82.7%

95%

87.1%

95%

95%

95%

J o u r ne y T i m e s :

3

Hollington - Hastings

27 mins

27 mins

27 mins

27 mins

26 mins

26 mins

4

Ore - Hastings

13 mins

13 mins

13 mins

13 mins

12 mins

12 mins

5

Bexhill - Hastings

28 mins

26 mins

28 mins

28 mins

28 mins

28 mins

6

Stops with new/replaced
bus shelters

150

153
(+3)

158
(+5)

161
(+3)

164
(+3)

167
(+3)

7

Stops with raised kerbs

64

84
(+20)

84
(+20)

94
(+10)

114
(+10)

124
(+10)

8

Stops with timetable information

52%
239

70%
(+ 80)

63%
(+50)

+50

+50

+50

9

Average age of bus fleet

7.5 yrs

8.5 yrs

9.5 yrs

10.5 yrs

8.5 yrs

8.5 yrs

-

-

70.5%

70.5%

80%

85%

(43%)

(43%)

10

Percentage of scheduled miles
operated with low floor vehicles
(Replaces percentage of vehicles
with low floor access)

11

Total passenger journeys
(% Increase on 2002/3
figure of 3.5 million)

Plus 3.4%
(3.97 million)

Plus 15%
(4.03 million)

Plus 18%
(4.13 million)

Plus 21%

Plus 24%

Plus 27%

12

Growth of multi-journey
ticket sales

Plus 4%

Plus 7.5%

Plus 32%

Plus 3%

Plus 3%

Plus 3%

13

Number of HBC controlled
off-street parking spaces
in town centre

1,624

1,624

1,624

1,624

1,624

1,624

14

Number of bus drivers trained
in Road Passenger Transport
to NVQ Level 2.

29%

31%

36%

41%

46%

51%

15

Passenger satisfaction

59%

--

--

62%
(+3%)

65%
(+3%)

68%
(+3%)
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Large print and audio versions are available. Call 0845 274 1065*
* Calls cost max 5p per min from BT, other providers may vary.

Produced by Hastings Borough Council - December 2007.

