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Introduction.

This report is all about how Ring and Ride has performed throughout 2006 8 07. Not
simply in terms of how many of its Registered Users travelled or the number of trips they
made, but also in terms of meeting the performance standards that determine the
effectiveness and quality of service delivery.

A big part of this process is the ongoing relationship that exists between Ring and Ride
and the people it serves. Ongoing Service User Surveys ensure that a range of critical
information is fed back to Charity so that Service Quality can be monitored and
Improved and the views, concerns and ideas of Service Users can be taken into
account. The process also enables individual problems and concerns to be responded to
effectively.



2. Trips.

2006 6 07 saw a marginal reduction in the overall number trips completed compared to
2005 ¢ 06. The withdrawal of the Cross Boundary service in November 2006 and poor
weather in February were contributory factors to this result.
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What do Users use the
Service for?

@ caring activity

B Education
Travel to social venues and shopping E:i:rl::ode
make up 54% of trips, reflecting Ring = other
and Rideds i mpact on
day to day needs and enabling B personal
them to socialise and interact with B shopping
others and thereby reducing O social
loneliness and isolation. B visiting
The limited number of trips to work, B work
education and connecting with O worship

other services etc reflects the age

profile of service Users. Meeting the

needs of younger mobility impaired people remains an
important ongoing challenge for the service.

Cause ¢é

Again, reflecting the age profile of service Users, arthritis is the biggest single cause of
impaired mobility amongst registered Users.
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All these causes affect Users
different ways but fundamentally a common

feature is that it prevents 67% of them from getting

to a bus stop.

However, only 3% would have problems getting on

a bus, underlining the need to distinguish between

11%

6%

10%

14% accessible buses and accessible services.
O Athritis
B Other Muscular/Skelational @ Can't get on bus
3%
O Heart
H Can't get to bus
[0 Stroke

O Confused by
systems

O Fear (anxiety)

B Other Organ/nervous system
O Fraility
B Sensory (Hearing/sight)

B Ltd endurance
O learning disabiltity

B mental disability B Time/care reqd
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Age Profile
The overwhelming
majority of active
service Users are
over 60 (90%) with
the largest group
being 80 to 90 year
olds (43%).

This reflects the
ageing population
and the greater
incidence of
disability resulting
from ageing.
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Mobility Aids

3% .
1% B Guide dog 72% of Users requiring a
H reqd taillift mobility aid use sticks or
B scooter crutches.
About 10% of Users use
O sticks/crutches wheelchairs (reflecting the
. same proportion as in the
B walking frame .
general population) and
B wheelchair of those 12% need to travel in
dependent . their chair whilst a further 7%
® wheelchair electric
are able to transfer to a bus
Owheelchair transfer seat. An additional 1% use a
scooter and so have to
transfer for health and safety
reasons.
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66%

O White

| Asian

O Black

O Other (Chinese)
H Mixed

O Unknown

Ethnicity Profile

Because information about
ethnicity is given voluntarily,
providing accurate figures is
impossible.

However, the limited number of
Users from BME communities is
cause for concern given the
disproportionately high rate of
population ageing in ethnic
minority groups - particularly
amongst Asian communities.
The Charity is actively working
with other agencies to raise
awareness of the service within
these groups.



3. Feedback from Service Users.

The ongoing surveys that are carried out focus on recently registered Users and those
who have not used the service for over 12 months. Collectively, the total number
surveyed in 2006/7 was just under 5,600. They provided key information about how
well the service is meeting service standards as well as allowing WMSNT to respond to
Users individual issues and concerns.

Some of the key elements that were looked at included:

. Timekeeping

. Information provision to Users

. Health and Safely

. Why people have stopped using the service
. Dealing with complaints

Other issues that we have asked Users about are:

. Individual problems with using service

. Other potential barriers to using the service
. Concessionary travel passes

. Use of taxis

Timekeeping 96% 1

95% -
The number of trips completed 95% -
that were either on time or no 949% -

greater than 10 minutes early or
late for both outward and return
journeys remained consistently
high at 95%. 93% -
92%

94% -

93% -
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Providing Information about the
Service to Users

Information is provided in various formats in response
to both physical and cultural needs including print,
large print, audio tape and CD in several commu-

nity languages

97% of those responded found the information to be
either helpful or very helpful in enabling them to use
the service.

The Charity also provides a comprehensive web site
which is regularly updated with the latest News etc.




Health and safety

The main health and safety issues that are
focussed on are the wearing of seat belts and
the securing of wheelchairs. Legislation has
now caught up with -t he
standing policy that all Users are required to
wear belts unless exempted for medical
reasons.

Concern was raised last year when it was
identified that only 89% of Users were wearing

a seat belt. By raising awareness amongst Users
this has now risen to 99% during 2006 i 07.

Why People Have Stopped Using the Service

Perhaps not surprisingly, problems resulting from the high level of demand for the

service 0 not being able to get through on the phone and being unable to get the

trips they wanted, are the major reasons peopl
However, 34% suspend their use of Ring and Ride due to poor health.

Other reasons given concern awareness about how the service can best be used. For

example being unaware that a carer or friend can travel with the User; that the User

can stay in their wheelchair when they travel; not being aware of when and where

they can travel to.

In many instances, given the necessary information, sometimes in a different format
such as a language they better understand or on audio tape or large print, Users have
started using the service again. In 2005 08 06, of those contacted around quarter who
had previously stopped using the service started travelling again.

Dealing with

Complaints

Complaints are an unfortunate
aspect of providing a service.
However, if they are considered
constructively, they provide a
valuable source of information
and identify which aspects
need to be focussed on to 6%
maintain quality of service.

O Booking Journeys

B Timekeeping

7%
O Administration

58%

O Staff Conduct

The number of complaints
received are monitored and
are relatively few in number. Of
those received most relate to the way in which the excess of demand over the supply
of available transport impacts upon the booking system. Inevitably this manifests itself
by Users trying to get to the head of the booking queue by all telephoning at the start
of the booking periods. The only real solution to this problem is to increase the amount
of trips which are available.

B Journey Quality



All complaints are dealt with as sympathetically and efficiently as possible to ensure
that a satisfactory resolution is achieved. Where specific operational issues are
identified, procedures are amended and the necessary training given.

Service Users are actively encouraged to comment on when things go wrong so as to
help us get things right. The District Advisory Groups are a vital part of that process.

Individual
Problems with
using the Service

The surveys ask Users to

highlight aspects of the

service that they have

problems with at an indi-

vidual level, so that advice

and help can be provided.

Not surprisingly, booking

times, access to booking

numbers, the Cross

Boundary service and clarification of where Users can travel feature quite highly.

Other problems or conditions which affect Users

In addition to asking Users about problems when using the service, information is also
gathered about factors which either prevent them from accessing the service.

Here, less typical issues
such as not being well
enough to travel
demonstrate that fac-
tors not related to the
service itself do have
an impact. It is note-
worthy that of the 12%
of those who were ini-
tially refused a trip 10%
had been offered an
acceptable alterna-
tive.

Further issues include
accessibility at home or at the destination. Problems with accessing Ring and Ride
buses are dealt with through a Vehicle Design Committee which involves Users with
different disabilities as well as drivers and other staff in setting new vehicle specifica-
tions.



