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Executive Summary 

Introduction 

This report sets out an initial evaluation of Ready2Go Around Inverurie, an innovative enhanced digital 
demand responsive transport (DRT) pilot service introduced by Aberdeenshire Council in August 
2021. The service operates in an area focussed on Inverurie and extending to Insch, Rothienorman, 
Oldmeldrum, Kintore and Kemnay. It was introduced to test the viability of an alternative to timetabled 
fixed route supported bus services in rural areas; linked to rising operational costs, declining 
passenger revenues and under-pressure Council budgets. Enhanced digital DRT has the potential to 
increase levels of service to the user, better cater for evolving travel needs and demands, and 
therefore potentially increase bus use, by providing a more “on demand/flexible service”.   

Overview 

In response to the increasing divergence between cost and revenue and the ongoing downward 
pressure on bus funding, Aberdeenshire Council introduced a pilot enhanced DRT service in Inverurie 
(‘Ready2Go Around Inverurie’) in August 2021.  Unlike the council’s other DRT schemes which require 
prospective users to book via the phone, the Ready2Go service is an ‘enhanced’ digital DRT scheme 
with an app-based booking system, direct messaging, dynamic vehicle scheduling, and GPS vehicle 
tracking.  The pilot service was initially scheduled to run for one year up to August 2022 and replaced / 
partially replaced a number of fixed route timetabled bus services in and around Inverurie. 

In keeping with Scottish Transport Appraisal Guidance (STAG) and the HM Treasury Magenta Book, 
the Council, in partnership with Nestrans, commissioned Stantec Ltd to undertake an independent 
evaluation of the pilot Ready2Go Around Inverurie service against the pre-pilot position. There were 
two stages to the evaluation: 

 Stage 1: A review of the pilot Ready2Go Around Inverurie service in comparison to the 
pre-pilot position (i.e., the withdrawn / partially withdrawn fixed timetable services).  This 
includes consideration of the operational and financial performance of the service as well 
as feedback from customers. 

 Stage 2: Recommendations for the future of the Ready2Go Around Inverurie service and 
the potential development of enhanced DRT elsewhere in Aberdeenshire.   

This report sets out the findings from both Stage 1 and 2.   

Methodology  

To inform the evaluation of the Ready2Go Around Inverurie pilot, the following were undertaken: 

 An online survey of users and non-users of the Ready2Go Around Inverurie service 
– an online survey was undertaken between Thursday 13th January 2022 and Friday 11th 
February 2022.  This aimed to establish the benefits and dis-benefits of the service 
compared to the previous fixed timetable routes from the perspective of the public.  In 
total, 563 responses were received to the survey, with 59% of these users and 41% non-
users. 

 Review of passenger, financial and operational data – a detailed review of passenger, 
financial and operational data covering both the removed / partially removed fixed 
timetabled services and the Ready2Go Around Inverurie service was undertaken in order 
to understand the operational performance of the service as compared to the previous 
fixed timetable routes from the perspective of Aberdeenshire Council.   

 Stakeholder in-depth interviews - a series of in-depth telephone interviews were 
undertaken with the providers of the service and third-party organisations who have been 
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impacted by its introduction in order to gather views on the Ready2Go service and its 
wider impacts. A list of consultees is included in Appendix A. 

Key Findings 

While no specific objectives were set for the Ready2Go pilot scheme, several objectives for the overall 
revised approach to supported bus service delivery of which the Ready2Go Pilot forms an important 
part were expressed. These are as follows: 

 achieve a more sustainable supported bus network in the medium to long-term 

 reverse ongoing patronage decline 

 better cater for otherwise unmet travel needs 

 reduce carbon emissions by more effectively matching supply with demand 

Key findings with respect to each of these are provided below.  

Achieve a more sustainable supported bus network in the medium to long-term 

The overall cost of delivering Ready2Go is considerably higher than the cost of delivering the 
withdrawn fixed timetable bus services, costing an estimated £9,150 per week more. This 
contributes to a much higher subsidy per passenger on the Ready2Go service (£13.37) compared 
to the withdrawn fixed timetable bus services (£4.92).   

The largest proportion of the costs for the Ready2Go service is the daily rate per minibus, followed 
by the mileage rate.  The data suggests that total mileage and the average miles travelled per 
passenger is significantly higher on the Ready2Go Service than the fixed timetable bus services.  
Overall, 47% of kilometres travelled on the Ready2Go Service during the period examined in 
December 2021 were defined as ‘empty mileage’1 and just 32% of journeys on the service were 
‘shared trips’ i.e., they involved passengers from more than one booking travelling together on the 
same vehicle2.  The level of passenger grouping on the service likely contributes to the high mileage.  
However, while efficiencies may be delivered in terms of the overall operational mileage as the 
software develops, such changes in isolation are unlikely to generate the significant savings required 
to reduce the subsidy per passenger figure to below that of the withdrawn fixed timetable services 

Reverse ongoing patronage decline 

The data suggests that the Ready2Go service has been successful in helping to reverse ongoing bus 
patronage decline. The number of passengers carried on the Ready2Go service in w/c 6th December 
2021 was more than double the 2021 counterfactual for the withdrawn / partially withdrawn fixed 
timetable bus services. This growth in passenger numbers was set against a wider trend of passenger 
decline in both Aberdeenshire and elsewhere as a result of COVID-19.  The analysis suggests that the 
majority of these additional passengers were also new bus users who are either making a trip which 
they previously didn’t make or making a trip which they previously made via a mode other than bus.  
The service has therefore led to a general increase in the number of people using bus services 
and is therefore contributing to a growth in bus patronage overall.   

While the service has led to a net increase in bus patronage, a proportion of people have stopped 
using the bus since the service was introduced.  Amongst non-users, the most frequently cited reason 

 
 
1 Mileage where the bus has no passengers 
2 Under the definition used here a ‘shared trip’ is one where passengers who have booked separately travel 
together on the same vehicle.  Where a passenger books a journey for two people travelling together this is not 
classed as a ‘shared trip’. 
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for not using Ready2Go was ‘I don’t know enough about the service’, followed by ‘uncertainty around 
arrival times’, ‘cannot get picked-up at the time I want to travel’, and ‘the service is unreliable’. 

Better cater for otherwise unmet travel needs 

The higher passenger numbers on the Ready2Go service compared to the withdrawn / partially 
withdrawn services and the positive net shift to bus travel overall suggests that the Ready2Go service 
is meeting a travel need which was not previously met by the former fixed timetable services or the 
bus services which continue to operate in the area.  

The service provides connections between destinations not previously served by timetabled bus 
services and enables people to travel throughout the day rather than relying on the times set out within 
bus timetables. This may be of particular benefit for those communities which previously had a low 
frequency service.  Overall, nearly a quarter of users of the service are making new trips which 
they previously did not make and, in so doing, the service is also providing a range of wider benefits, 
including reduced social isolation / loneliness, improved personal independence, reduced 
unemployment, and physical and mental health benefits. The service has also provided significant 
benefits for those with disabilities and younger people who often find travelling via traditional public 
transport services challenging. For these groups, the Ready2Go service has opened-up opportunities 
for travel which were previously unavailable via the fixed timetable services, helping to support 
independence and participation. This is an important finding and highlights a considerable equality 
benefit of Ready2Go compared to more traditional services. 

More generally, the Ready2Go service is very popular with passengers with nearly 85% of users 
who previously travelled by timetabled bus stating that they prefer the Ready2Go service and high 
rates of satisfaction (+80% of respondents satisfied) across all aspects of service delivery. 

Reduce carbon emissions by more effectively matching supply with demand 

While overall mileage covered by the Ready2Go buses per week is considerably higher than the 
mileage covered by the withdrawn / partially withdrawn fixed timetable services, this increase is partly 
offset by the greater fuel efficiency of the Ready2Go vehicles. In addition, there are also carbon 
savings associated with the modal shift achieved from car to bus.  While there has been both modal 
shift from car and to car, the analysis suggests that the level of modal shift from car is greater.  When 
the fuel efficiency of the Ready2Go vehicles and the modal shift to the service from car is considered, 
it is therefore likely that the overall carbon impact is broadly neutral.   

Lessons Learned and Recommendations 

Continued Investment in Demand Responsive Transport 

The delivery of DRT services is supported by wider policy at both the national and regional level, with 
the draft STPR2 recommending that North-East Scotland invest in innovative DRT schemes and the 
Nestrans RTS including actions to explore opportunities to develop an enhanced DRT network and 
encourage and facilitate trials of new models of rural public transport provision, including DRT. 

To assist in delivering the above policy objectives, it is recommended that Aberdeenshire Council 
engage with Transport Scotland regarding the lessons learnt from the Ready2Go Around 
Inverurie pilot in order to ensure lessons are shared more widely. In addition, it is recommended 
that Transport Scotland consider the establishment of a DRT Forum for those involved in the 
delivery of DRT services in Scotland.  This would provide an important avenue to share knowledge 
and experience across Scotland, particularly in regard to the emerging field of digital DRT both in 
terms of policy outcomes but also software development.  

In view of the financial costs of maintaining Ready2Go Around Inverurie and ongoing learning 
opportunities afforded by the innovative pilot project it is recommended that Aberdeenshire Council 
also engage with Transport Scotland to identify revenue funding opportunities, given the 
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potential value to be gained from DRT elsewhere in Scotland as a means of tackling the 
significant issues associated with rural transport provision. 

The Future of Ready2Go Around Inverurie 

Given the high passenger numbers on the Ready2Go Around Inverurie service and the progress with 
regard to software development which has been made to date, it is recommended that the pilot be 
extended beyond August 2022, and during the extended pilot period work continue to be 
undertaken to refine the operation of the service.  This should include work aimed at:  increasing 
the level of ride grouping on the service; reducing the level of input required from Aberdeenshire 
Council dispatch centre staff during the day-to-day running of the service; and reducing the cost of 
running the service (through reduced operating costs and / or increased revenue). In order to reduce 
the cost of running the Ready2Go Around Inverurie service several options could be explored, 
including reducing the number and / or size of Ready2Go vehicles; reducing the size of the Ready2Go 
operating area; withdrawing / partly withdrawing Service 421 and / or Service 49 and offsetting the 
contract cost savings and associated additional fare revenue against the Ready2Go service; and / or 
using the Ready2Go service for one or more school transport runs and sharing the peak vehicle costs 
between the respective services.  

The potential roll-out of Demand Responsive Transport elsewhere in Aberdeenshire 

The evaluation also identified several elements of learning from the Ready2Go Around Inverurie Pilot 
which may help inform the future development of DRT services elsewhere in Aberdeenshire. These 
covered location, service design, procurement, and evaluation. 

Location 

Learning from the Ready2Go Around Inverurie pilot service suggests that, under the current service 
delivery framework, it is beneficial if the location chosen for any new enhanced DRT service is one 
where there is a high number of council-supported bus journeys.  Where a preferred location does 
not fulfil this criterion, an alternative option would be for Aberdeenshire Council to establish a 
franchising framework as set out in the Transport (Scotland) Act 2019. 

There is a general perception that users of DRT services are older, with a high proportion of retirees 
and concessionary card holders. It might therefore be assumed that locations where there are high 
proportions of the above groups may be more suitable for DRT. However, the results of this evaluation 
suggest that the Ready2Go Around Inverurie service is attracting a far wider range of age groups.  As 
such, where a service is intended to be used by a cross-section of society (rather than a specific group 
i.e., retirees, concessionary card holders etc), a significant focus on demographic profiling should 
generally be avoided.   

Service Design 

There are various DRT operating models depending on the level of flexibility required. The choice of 
which operating model to use depends on a range of factors, including population density, the 
anticipated level of demand, the consistency of demand across the day, the number and location of 
potential destinations, and demographic profile where the service is focused towards one or more 
specific user groups.  When considering the expansion of DRT provision in Aberdeenshire, in 
any potential application, there would be merit in appraising the pros and cons of each of the 
available operating models before determining a specification. Alternatively, the council could 
set out an ‘outcome specification’ and allow tenderers to bring forward their own solutions in 
their proposals. 

There remains uncertainty as to the number of DRT vehicles required to serve a given population / 
geography. In order to enhance understanding in this area, there would be merit in establishing a set 
of performance indicators prior to delivering a new DRT service and monitoring performance against 
these.  Such flexibility could potentially be built into future contracts as was partly the case with the 
procurement of Ready2Go Around Inverurie. 
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Where funding allows, where a DRT service is introduced to replace / partially replace a fixed 
timetable service(s), it is preferable that the DRT service provided is equivalent to, or an 
improvement on, the pre-DRT position.  To appeal to the widest customer base, where possible, 
the DRT service should have relatively long operating hours and little variation in service times across 
the week.  This is particularly important in order to appeal to those who require a consistent daily 
service, such as those in employment / education.   

Ideally, any future DRT services should include both telephone and app-based booking options 
in order to ensure equality of access. Notwithstanding this, in order to minimise costs, promotional 
/ educational campaigns highlighting the benefits of the app and how to (best) use it should be 
undertaken to reduce use of the call centre.  

Procurement 

Through the delivery of the Ready2Go Around Inverurie pilot a greater understanding of how 
enhanced / digital DRT services operate has been developed.  Given this, where new DRT services 
are introduced, there may be benefit in undertaking a more formal procurement process which 
includes a more detailed service specification for software provision.  For example, the lessons 
learnt through Ready2Go, and any future learning developed via the DRT Forum recommended 
above, could be used to develop a digital DRT system specification.  This should include mandatory 
and desirable software requirements as well as a submission evaluation methodology, including 
weightings for the scored elements of tender submissions. 

Evaluation 

In line with best practice, it is recommended that specific objectives for any future DRT scheme 
against which the scheme can be evaluated should be set out prior to the scheme’s development.  In 
addition, it would also be beneficial to establish a brief Monitoring and Evaluation Plan for any new 
DRT service.  This should set out how the objectives will be measured, the data to be used, and the 
frequency of any data collection required.  The plan should also consider the need for a baseline of 
travel behaviour prior to scheme implementation and how to establish the counterfactual position (i.e., 
what would have happened in the absence of the new DRT service).        
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1 Introduction  

1.1 Background 

1.1.0 During 2020, Aberdeenshire Council’s Passenger Transport Unit (PTU) undertook a ‘clean 
sheet’ review of the council’s supported bus service provision.  This review focused on 
supported fixed route and Demand Responsive Transport (DRT) services which aim to 
address otherwise unmet travel needs and took cognisance of available commercial bus 
services, along with rail, community, school, and social care transport services. 

1.1.1 The review found that, given the increasing divergence between cost and revenue (a trend 
which has been amplified and accelerated by the COVID-19 pandemic) and the ongoing 
downward pressure on funding, a more flexible means of supported bus service delivery in 
Aberdeenshire was required both to cater for increasingly flexible travel needs and to provide 
a means of service delivery that can be adapted quickly in response to changing 
circumstances.  

1.1.2 To test this revised approach to supported bus service delivery prior to any wider roll-out 
across Aberdeenshire, Aberdeenshire Council introduced a pilot enhanced DRT service in 
Inverurie (‘Ready2Go Around Inverurie’) in August 2021.  Unlike the council’s other DRT 
schemes which require prospective users to book via the phone, the Ready2Go service is an 
‘enhanced’ digital DRT scheme with an app-based booking system, direct messaging, 
dynamic vehicle scheduling, and GPS vehicle tracking.  The Aberdeenshire Council 
service, which was initially scheduled to run for one year, replaced / partially replaced a 
number of fixed route timetabled bus services in and around Inverurie. This DRT initiative is 
partially funded under the EU Interreg North Sea Region G-PaTRA Project. 

1.1.3 While no specific objectives were set for the pilot scheme, the objectives of the overall revised 
approach to supported bus service delivery were to: 

 achieve a more sustainable supported bus network in the medium to long-term 

 reverse ongoing patronage decline 

 better cater for otherwise unmet travel needs 

 reduce carbon emissions by more effectively matching supply with demand 

1.2 This Research 

1.2.1 In order to inform the future potential roll-out of enhanced DRT in Aberdeenshire, and in 
keeping with Scottish Transport Appraisal Guidance (STAG) and the HM Treasury Magenta 
Book, the Council, in partnership with Nestrans, commissioned Stantec Ltd to undertake an 
independent evaluation of the pilot Ready2Go Around Inverurie service against the pre-
pilot position and use this as the basis of making recommendations on how and in which 
form such a model could be implemented elsewhere in Aberdeenshire.  

1.2.2 There are two stages to the evaluation: 

 Stage 1: A review of the pilot Ready2Go Around Inverurie service in comparison to the 
pre-pilot position (i.e., the withdrawn / partially withdrawn fixed timetable services).  This 
includes consideration of the operational and financial performance of the service as well 
as feedback from customers. 

 Stage 2: Recommendations for the future of the Ready2Go Around Inverurie service and 
the potential development of enhanced DRT elsewhere in Aberdeenshire.   
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1.2.3 It is noted that the Ready2Go service was introduced on 16th August 2021, during the COVID-
19 Pandemic.  COVID-19 led to a drop in the number of people using bus services in general 
due to restrictions requiring people to work from home and avoid public transport.  Between 
the pre scheme baseline and the outturn position, the background trend was therefore one of 
a large reduction in the number of people using bus services.  In order to isolate the impact of 
Ready2Go Around Inverurie from this wider trend, pre- and post-COVID-19 passenger data 
covering three comparator services has been reviewed and used to estimate the number of 
passengers which would have travelled on the withdrawn / partially withdrawn services in 
2021 had the services been retained and Ready2Go not been introduced, i.e., the 
counterfactual. 

1.3 This Report 

1.3.1 The report sets out the findings from Stage 1 and 2.  It includes a review of the Ready2Go 
Service from both the customer perspective and the perspective of Aberdeenshire Council and 
draws on a range of primary and secondary data sources, including: 

 An online survey of users and non-users of the Ready2Go Around Inverurie service 
aimed at establishing the benefits and dis-benefits of the service compared to the previous 
fixed timetable routes from the perspective of the customer 

 Stakeholder in-depth interviews with the providers of the service and third-party 
organisations who have been impacted by its introduction in order to gather views on the 
operational performance of Ready2Go and its wider impacts. A list of consultees is 
included in Appendix A. 

 A review of passenger, financial and operational data covering both the removed / 
partially removed fixed timetabled services and the Ready2Go Around Inverurie service.   

1.3.2 The report consists of further chapters as follows:  

 Chapter 2 – provides a background to the Ready2Go Around Inverurie Service and the 
wider bus network within the area covered by Ready2Go Around Inverurie 

 Chapter 3 – sets out the national, regional, and local policy context with respect to 
Ready2Go Around Inverurie and provides a background to the rationale for investment in 
the pilot operation 

 Chapter 4 – provides a high-level review of DRT schemes which have been implemented 
elsewhere in the UK, identifying any lessons learned which can be applied in the 
Aberdeenshire context. 

 Chapter 5 – provides a review of the Ready2Go service from the customer / stakeholder 
perspective, focusing on the experience of users and non-users. 

 Chapter 6 – reviews the operational and financial performance of the Ready2Go service 
from the perspective of Aberdeenshire Council. 

 Chapter 7 – provides an estimate of the overall net impact of the Ready2Go service on (i) 
bus use and (ii) modal shift to / from car.   

 Chapter 8 – provides a summary of the evaluation against the wider objectives and 
summarises the key findings from the research 

 Chapter 9 – considers the key elements of learning from the Ready2Go Around Inverurie 
pilot and its evaluation and sets out how these may be applied when considering both the 
future of the service and the potential future expansion of enhanced DRT services 
elsewhere in Aberdeenshire. 
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2 What is Ready2Go Around Inverurie? 

2.1 Overview  

2.1.1 This chapter provides the background to the Ready2Go Around Inverurie Service.  It includes 
the operating hours and zone of operation of the service, as well as details on how the service 
is delivered on a day-to-day basis.   

2.1.2 The chapter also includes details of the bus services which were withdrawn / partially 
withdrawn prior to the introduction of the Ready2Go service (and which provide the baseline 
against which the service will be evaluated) as well as a discussion on the other bus services 
which continue to operate within the area.   

2.2 What is Ready2Go Around Inverurie? 

Service Characteristics 

2.2.1 Ready2Go Around Inverurie operates flexibly within the area shown in Figure 2:1 and runs 
from Monday to Friday between 06:30 and 19:30 and Saturdays between 07:30 and 18:30.  

2.2.2 Passengers are picked-up from, and dropped-off at, existing recognised bus stops (both 
physical and virtual) as well as a number of dedicated ‘virtual’ Ready2Go stops within the 
zone of operation.  The new virtual stops, the majority of which are within Inverurie, were 
added at locations where there was felt to be a demand but where there was no existing bus 
stop or where other bus services operated on a “hail and ride” basis.  The inclusion of these 
has likely contributed to making the service more accessible for some users who find longer 
walks to the bus stop challenging.  
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Figure 2:1: Ready2Go Around Inverurie Zone of Operation 

2.2.3 The service is run using 16-seater minibuses plus one wheelchair space that are owned by 
the operator and are fully DDA compliant.  It is noted that due to COVID-19, a maximum of 10 
seats plus one wheelchair space can be booked at any one time3. Five minibuses operate 
during the week and four minibuses operate on Saturdays.  

Booking Arrangements  

2.2.4 Passengers can only travel on the Ready2Go service if they have booked.  There are two 
ways to book the service: 

 via the dedicated Ready2Go Passenger App 

 by telephone via the Travel Dispatch Centre (TDC) - the TDC operates Monday to Friday 
only 

2.2.5 Passengers are not permitted to book via the driver and drivers are instructed to advise 
passengers who ask to board the service to book via one of the above means. Currently, 
approximately three quarters of bookings are made via the app and one quarter are made via 
the TDC.  

 
 
3 One exception is made to this rule to enable a group of pupils and carers to travel from a primary school to after-
school activities 
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2.2.6 Passengers can book on the day of travel or up to seven days in advance.  If passengers 
choose to 'depart now', they are provided with the bus stop location and an estimated pick-up 
and drop-off time of an available Ready2Go bus. If a bus isn’t available, they are directed to 
try to book again at a later time. 

2.2.7 If passengers wish to book a trip in advance, they request a departure time and then receive 
confirmation of the Ready2Go booking via text message. The scheduled pick-up time is 
confirmed via text message prior to the pick-up time requested4. The scheduled pick-up time 
can be up to 15 minutes later than the requested pick-up time. If there is delay beyond this, 
the passenger will receive a text message update.  

2.2.8 Previously, pre-booked trips were allocated to a bus at short notice, up to 25 minutes before 
the passenger was due to travel.  This led to incidences where advance bookings were denied 
at the point of allocation and passengers were only notified shortly before the requested pick-
up time. To combat this, a Future Ride Guarantee (FRG) which prioritises advance bookings 
was introduced on 24th October 2021.  

2.2.9 In addition, in order to enhance the performance of the service, it was determined that one 
minibus should focus entirely on non-advance bookings. This change was introduced on 17th 
January 2022.   

Fares 

2.2.10 Bus fares are zonally based as shown in Table 2:1. This contrasts with those of the withdrawn 
/ partly withdrawn services which were based on fare stages.  The zonal fares were set to 
avoid abstracting passengers from the commercial network and therefore journeys via the 
Ready2Go Around Inverurie service are, on the whole, more expensive than the equivalent 
journeys on the withdrawn / partly withdrawn fixed timetable services and the fixed timetable 
services which continue to operate in the area. 

Table 2:1: Ready2Go Around Inverurie Bus Fares 

Zone 1 
Zone 2 

Zone 3  
Zone 4 

Zone 5 

Within 
Zone 

To 
Inverurie 

£2.50 £2.50 

£4.00 £4.00 £4.00 

£4.20 £3.70 £1.50 £3.50 

£3.20 £4.20 £3.70 £2.50 £2.50 

£3.70 £5.20 £6.20 £4.00 £3.50 £3.50 

2.2.11 Adult Return Tickets (1.5 x single adult), Adult 10-Journey Tickets (4 x adult return fare), Adult 
Weekly Passes (3.5 x adult return fare, max £51), and Adult 4-Weekly Passes (3.5 x 1 week 
pass, max £130) are also available. GrassHOPPER multi-operator tickets are also offered. 
Ready2Go honours return tickets bought on services 421 (Inverurie – Alford) and 49 (Inverurie 
– Ellon), with the operator of these services retaining the fares income. 

2.2.12 Eligible National Entitlement Card (NEC) holders aged 60+ or with a disability and those aged 
under 5 years are entitled to free travel on the service.  In addition, following the introduction 
of the Young Persons (Under 22s) Free Bus Travel Scheme on January 31st 2022, young 
people with an NEC or Young Scot NEC are also eligible to travel for free on the service.  

 
 
4 This service is unavailable to anyone without a mobile.  
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2.2.13 Initially the service could only be paid for in cash on the vehicle but contactless payments 
were introduced on 15 February 2022. The initial need to pay for the service in cash was 
somewhat at odds with the app-based booking process and this was commented on by users 
who responded to the User Survey.   

 

Figure 2:2: Fare Zone Map 

Role and Responsibilities  

2.2.14 The service is operated by Watermill Coaches who successfully tendered for the contract. 
The contract is five years in length and is due to expire in August 2026. There is an option for 
the operator to opt out after one year, and Aberdeenshire Council can opt out with 10 weeks’ 
notice. 

2.2.15 A software supplier, Moovit, was commissioned under a short -term contract (until August 
2022) to provide the back-office system, comprising three components:  

 the Passenger App  

 a separate Driver App which informs drivers of their next pick-up / drop-off location and 
the number of passengers to be picked up, and also provides satnav directions  

 the TDC management software which receives the bookings and allocates the trips to 
the vehicles 
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2.2.16 In addition to providing trip booking functionality, the Passenger App also includes a 
comprehensive public transport journey planner, providing details of all bus and rail services 
to/from and within the operating areas. While not currently used, the Passenger App also has 
the capability to take fare payments.  

2.2.17 Aberdeenshire Council provide the TDC and manage the overall running of the service.  The 
council is the point of contact for both Watermill Coaches and Moovit with there being no 
direct line of communication between these parties.  Council staff also monitor the day-to-day 
running of the service and deal with any operational issues which arise in liaison with 
Watermill Coaches drivers and/or management.   

2.3 Which bus services has Ready2Go Around Inverurie replaced / partially 
replaced? 

2.3.1 With the introduction of the Ready2Go service, a number of fixed timetable bus services were 
withdrawn / partially withdrawn, and the routes were replaced / partially replaced with the 
Ready2Go service.  These services represent the pre-scheme baseline against which the 
Ready2Go service will be evaluated.  The services are shown in Figure 2:3. Further 
information on the routes, including their hours of operation and service frequency prior to 
their withdrawal / partial withdrawal is set out in Table 2:2.  

2.3.2 It is noted that Service 22 was previously wholly supported by the council, and it was originally 
intended that the service would be withdrawn in its entirety and replaced by Ready2Go 
Around Inverurie.  However, Stagecoach decided to continue to operate the service (excluding 
the four withdrawn journeys) on a commercial basis.  



Final Report 
Ready2Go Around Inverurie Evaluation 

 

13 
 

 

Figure 2:3: Fixed Timetable Bus Services replaced / partially replaced by Ready2Go Around Inverurie Service 
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Table 2:2: Operating hours and frequency of withdrawn / partially withdrawn services prior to the introduction of Ready2Go Around Inverurie and extent of withdrawal and replacement by Ready2Go Around Inverurie 

Serv
ice 

Operator Route 

Weekday Saturday Sunday Frequency 
Changes made prior to introduction 
of Ready2Go Around Inverurie First 

Service 
Last 
Service 

First 
Service 

Last 
Service 

First 
Service 

Last 
Service 

Weekday Saturday Sunday 

22 Stagecoach 

Inverurie 
Town 
Centre 
Service 

07:30 17:15 08:30 17:15 - - 

10 per day 
(before 
changes) / 6 
per day 
(after 
changes) 

9 per day 
(before 
changes) / 9 
per day 
(after 
changes) 

- 

Partial withdrawal: This service was 
previously wholly supported by the 
Council. It was originally intended that 
the service would be withdrawn in its 
entirety and replaced by Ready2Go 
Around Inverurie.  However, 
Stagecoach decided to continue to 
operate the service on a commercial 
basis at a slightly reduced frequency, 
with four weekday journeys withdrawn 
(0730, 0830, 1415 and 1515).   

41 Stagecoach 

Insch – 
Inverurie 

05:02 17:49 05:58 16:52 12:02 12:02 

14 per day 
(before 
changes) / 2 
per day 
(after 
changes) 

13 per day 
(before 
changes) / 3 
per day 
(after 
changes) 

0 per day 
(before 
changes) / 
1 per day 
(after 
changes) 

Partial withdrawal: Monday to 
Saturday supported service was 
withdrawn on 15th August 2021. 
Stagecoach still operates some placing 
journeys between their Insch depot 
and Inverurie as set out below.  
However, it is noted that these 
journeys were never covered by the 
supported service contract:  
 Weekdays: Insch - Inverurie (05:02 

& 06:02) / Inverurie – Insch (18:12 
& 18:42) 

 Saturday: Insch - Inverurie (05:58, 
07:02 & 08:02) / Inverurie – Insch 
(18:10)  

 Sunday: Insch - Inverurie (12:02) 

Inverurie – 
Insch 

09:45 18:27 10:40 17:20   

8 per day 
(before 
changes) / 2 
per day 
(after 
changes) 

7 per day 
(before 
changes) / 1 
per day 
(after 
changes) 

- 

240 

Bain’s 
(Weekday) / 
Stagecoach 
(Saturday) 

Weekday: 
Oldmeldru
m-
Inverurie-
Kemnay / 

09:10 13:49 10:03 14:03 - - 

8 per day 
terminating 
in Kemnay 
(before 
changes) / 8 

3 per day 
terminating 
in Inverurie 
(before 
changes) / 0 

- 

Partial withdrawal: The Council-
supported Saturday service was 
withdrawn at the end of March 2020 
but Bains Coaches continue to operate 
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Serv
ice 

Operator Route 

Weekday Saturday Sunday Frequency 
Changes made prior to introduction 
of Ready2Go Around Inverurie First 

Service 
Last 
Service 

First 
Service 

Last 
Service 

First 
Service 

Last 
Service 

Weekday Saturday Sunday 

Saturday: 
Oldmeldru
m-
Inverurie 

per day 
terminating 
in Kemnay 
(after 
changes) 

per day 
(after 
changes) 

their Monday – Friday commercial 
service. 

Weekday: 
Kemnay- 
Inverurie-
Oldmeldru
m / 
Saturday: 
Inverurie-
Oldmeldru
m 

09:11 14:31 10:40 14:40 - - 

9 per day 
terminating 
in Kemnay 
(before 
changes) / 9 
per day 
terminating 
in Kemnay 
(after 
changes) 

3 per day 
terminating 
in Inverurie 
(before 
changes) / 0 
per day 
(after 
changes) 

- 

308 
 

Stagecoach 

Aberchirde
r -Turriff -
Rothienor
man – 
Inverurie 

Rothieno
rman-
Inverurie
: 06:37 / 
Turriff-
Inverurie
: 09:20 

Turriff-
Inverurie
: 09:20 

Aberchir
der-
Inverurie
: 09:15 

Aberchir
der-
Inverurie: 
12:55 

- - 

3 per day 
originating in 
Rothienorm
an / 
1 per day 
originating in 
Turriff 
(before 
changes) / 0 
services 
(after 
changes) 

2 per day 
originating in 
Aberchirder 
(before 
changes) / 0 
services 
(after 
changes) 

- 

Complete withdrawal of supported 
service but route only partially 
covered by Ready2Go: 
Monday – Saturday service withdrawn 
on 15th August 2021.  Ready2Go 
service covers the section between 
Inverurie and Rothienorman only5. 
 

Inverurie – 
Rothienor

Inverurie
-Turriff: 

Inverurie
-Turriff: 

Inverurie
- 

Inverurie- 
Aberchir

- - 
1 per day 
terminating 

2 per day 
terminating 

- 

 
 
5 Passengers travelling from Turriff to Inverurie can use Stagecoach Service 35 to connect to Oldmeldrum for onward travel to Inverurie.  However, service 35 does not serve 
the communities directly north of Rothienorman e.g. Dykesside and Kirkton of Auchterless which are no longer served by a public bus service 
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Serv
ice 

Operator Route 

Weekday Saturday Sunday Frequency 
Changes made prior to introduction 
of Ready2Go Around Inverurie First 

Service 
Last 
Service 

First 
Service 

Last 
Service 

First 
Service 

Last 
Service 

Weekday Saturday Sunday 

man – 
Turriff – 
Aberchirde
r 

12:20 12:20 / 
Inverurie
-
Rothieno
rman: 
17:27 

Aberchir
der: 
11:45 

der: 
15:25 

in Turriff / 1 
per day 
terminating 
in 
Rothienorm
an (before 
changes) / 0 
services 
(after 
changes) 

in 
Aberchirder 
(before 
changes) / 0 
services 
(after 
changes) 

416 Stagecoach 

Rhynie – 
Inverurie 

Tuesday 
Only 
09:20 

Tuesday 
Only 
09:20 

- - - - 

1 service 
per week 
(before 
changes) / 0 
services 
(after 
changes) 

- - 
Complete withdrawal but route only 
partially covered by Ready2Go: 
Supported Tuesday shopper service 
withdrawn on 15th August 2021. 
Ready2Go service covers the section 
between Inverurie and Auchleven 
only6. Inverurie – 

Rhynie 

Tuesday 
Only 
12:12 

Tuesday 
Only 
12:12 

- - - - 

1 service 
per week 
(before 
changes) / 0 
services 
(after 
changes) 

- - 

 
 
6 Communities between Rhynie and East Drumgowan no longer served by bus 
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2.3.3 As shown in the map and highlighted in the table, the Ready2Go Service only covers a section 
of Service 308 and 416.  The removal of these services and only their partial replacement by 
Ready2Go Around Inverurie has therefore resulted in some communities no longer being 
served by a public bus service to Insch and/or Inverurie.  These are set out in Table 2:3. 

Table 2:3: Locations no longer served by a direct timetabled bus service to Insch and / or Inverurie 

Service 
Removed 

Location 
impacted 

Impact 

Service 308 
(Turriff – 
Inverurie) 

Auchterless (north of 
Rothienorman)7 

It is noted that this area continues to be served by Turriff 
Rural A2B dial-a-bus which provides a shopper service to / 
from Turriff but there is no longer a direct connection to 
Inverurie. 

Service 416 
(Rhynie – 
Auchleven – 
Insch – Inverurie) 

Rhynie, Clatt and 
Leslie (west of 
Auchleven) 

While these locations are no longer served by direct buses 
to Insch and Inverurie, Rhynie is served by a five day / week 
service to Huntly and there is a weekly shopper service from 
Leslie to Huntly on the A2B dial-a-bus.  Clatt is therefore the 
only location not served by public transport. Overall, 
passenger numbers travelling from Clatt on service 416 
were small, with just 32 passenger journeys to / from Clatt in 
2019. 

 

Key Point:  A section of Service 308 and 416 falls outside of the Ready2Go Around Inverurie 
operating area.  The removal of these services and only their partial replacement with 
Ready2Go Around Inverurie has therefore resulted in some communities on these routes 
losing their bus connection to Insch / Inverurie and in one case (Clatt) losing their only bus 
service.  While the numbers using these fixed timetable bus services was small, the 
withdrawal of the fixed timetable bus routes and the introduction of the Ready2Go service has 
resulted in a loss of connections and the removal of the option of travelling on these routes.   

2.4 What public transport services continue to operate in the area? 

2.4.1 There are a number of bus services which continue to operate within the Ready2Go zone of 
operation.  These are set out in Table 2:4 and shown in Figure 2:4 below.  The services which 
were partially withdrawn as set out in Table 2:2 are shown in orange for ease of reference.  
The Aberdeen to Inverness Railway Line also runs through the Ready2Go zone of operation 
connecting Kintore, Inverurie, and Insch Stations.  

Table 2:4:  Fixed Timetable Bus Services which continue to operate in the Ready2Go Zone of Operation 

Service Operator Route Commercial or Supported 

10 Stagecoach Aberdeen – Elgin – Inverness Commercial 

10B Stagecoach Aberdeen – Elgin – Inverness Commercial 

10C Stagecoach Aberdeen – Inverurie – Insch Commercial 

22 Stagecoach Inverurie Town Service Commercial now. Previously supported. 

35 Stagecoach Aberdeen – Banff – Elgin Commercial 

 
 
7 Passengers travelling from Turriff to Inverurie can use Stagecoach Service 35 to connect to Oldmeldrum for 
onward travel to Inverurie.  However, service 35 does not serve Auchterless which is directly north of 
Rothienorman namely 
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Service Operator Route Commercial or Supported 

37 Stagecoach Aberdeen – Inverurie Commercial 

41 Stagecoach Insch – Inverurie 

Commercial “placing” journeys for 
buses to get to /from Inverurie. (If not 
registered these journeys would run 
“dead”). 

49 Stagecoach Ellon – Oldmeldrum – Inverurie Supported 

220 Stagecoach Aberdeen – Kemnay – Alford Mostly commercial 

240 Bains Oldmeldrum – Kemnay Commercial 

305 Bains Aberdeen – Oldmeldrum Commercial 

403 Stagecoach Kingseat – Inverurie Supported 

421 
(Weekday) 

Bains 
Oldmeldrum – Inverurie – Kemnay 
– Alford 

Supported 

421 
(Saturday) 

Stagecoach Inverurie – Kemnay – Alford Supported 

422 Stagecoach Insch – Alford 

Commercial “placing” journeys for 
buses to get to /from Alford. (If not 
registered these journeys would run 
“dead”). 

777 Bains Aberdeen – Oldmeldrum Commercial 

X20 Stagecoach Aberdeen – Kemnay – Alford Mostly supported 

 

 

Figure 2:4: Fixed Timetable Bus Services which continue to operate in the Ready2Go Zone of Operation 
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2.4.2 Some of the above bus routes only partially enter the Ready2Go Operational area (e.g., 
services 35, 305, 403, and 777).  However, several cover a significant portion of the area 
(e.g., service 10, which connects Aberdeen to Inverurie, stopping at Kintore Post Office and 
Inverurie Market Place and service 220 which connects Aberdeen to Alford, stopping at 
Kintore Post Office and Kemnay High Street).   

2.4.3 Of the above services, it was initially proposed that supported services 49 and 421 would be 
withdrawn / partially withdrawn with the introduction of the Ready2Go service as follows:  

 Service 49 – proposed that the section of the route between Oldmeldrum and Inverurie be 
withdrawn, with passengers travelling from Ellon to Inverurie connecting onto Ready2Go 
at Oldmeldrum 

 Service 421 – proposed that the route be completely withdrawn. Passengers wishing to 
travel between Alford and Inverurie/Oldmeldrum would need to use the Ready2Go or 
Bains 240 service and change to/from Service 220 at either Kemnay or Monymusk. 

2.4.4 Due to operational issues during the initial phase of Ready2Go and uncertainties regarding 
the potential wait times when interchanging between fixed timetable bus services and the 
Ready2Go service, it was determined that these services would be retained in their current 
form. Service 49 and 421 therefore continue to operate within the Ready2Go zone of 
operation.  

2.4.5 In addition to the scheduled bus services which operate in the area, A2B dial-a-bus is also 
available.  A2B dial-a-bus is a free to use weekday pre-booked door-to-door minibus service 
available to registered members.  To be eligible to register as a member, there must be no 
other suitable bus service in the area. If an alternative public transport service is available, the 
A2B dial-a-bus is provided for older and disabled residents only.  The service must be pre-
booked via either telephone or email.  There are two A2B dial-a-bus services in operation 
wholly within the Ready2Go Around Inverurie operating area as follows:   

 Inverurie Town A2B dial-a-bus – this scheme provides a door-to-door service Monday-
Friday between 10:00-14:15 

 Inverurie Rural A2B dial-a-bus – this scheme includes two shopper services per week. 
On a Tuesday, the service routes via Rothienorman – Oldmeldrum – Inverurie, arriving in 
Inverurie at approximately 10:15 and returning for about 12:00. On a Wednesday, the 
service routes via Kemnay – Kintore – Inverurie, arriving in Inverurie at approximately 
10:15 and returning for about 12:30. Similar to the Town service, all passengers must be 
registered with the service and pre-book their journey via either telephone or email. 

Key Point:  In addition to the partially withdrawn services referenced in Table 2:2 (services 
22, 41, and 241), there are a number of other bus services which continue to operate within 
the Ready2Go zone of operation as well as the railway line which connects Kintore, Inverurie, 
and Insch Stations.  It was initially proposed that bus services 49 and 421 be partially 
withdrawn / withdrawn and replaced / partially replaced with Ready2Go Around Inverurie but 
due to uncertainties regarding interchange times both services were retained. 

2.5 How is Ready2Go Around Inverurie performing? 

2.5.1 This section provides a summary of the performance of Ready2Go Around Inverurie since its 
introduction in August 2021 based on information provided by Moovit. It is noted that there is 
partial data for both the first month of the service and the most recent month. The data for 
August 2021 covers the 16th-31st and the data for February 2022 covers the 1st-12th.     
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Passenger Journeys 

2.5.2 Figure 2:5 shows the total number of passenger journeys undertaken on the Ready2Go 
service between September 2021 and January 2022.  

 

Figure 2:5 Ready2Go Around Inverurie – Total Passenger Journeys, Sep 2021- Jan 2022 

2.5.3 Overall, the total number of passenger journeys on the service has increased, growing by 3% 
from 3,813 in September 2021 to 3,926 in January 2022.  However, when interpreting the 
graph, it should be borne in mind that during the period covered, there were a number of 
factors which will have contributed to changes in demand for the service, including changes in 
COVID-19 regulations and guidance; adverse weather events (such as Storm Arwen in 
November / December 2021 and Storm Malik in January 2022); and general changes in travel 
associated with the Christmas and New Year Period. 

Passenger Grouping 

2.5.4 One issue raised during the consultation was the fairly limited level of grouping of passengers 
on the service and the low vehicle occupancy rate.  To examine this issue, one week of 
passenger data covering the period week commencing 6th December 2021 was reviewed.  In 
total, 694 passenger journeys were undertaken during this period and of these, 32% (n=222) 
were ‘shared trips’ i.e., they involved passengers from more than one booking travelling 
together on the same vehicle8.  Based on this data, the majority of trips made on the 
service (68%) involve passengers travelling in the vehicle by themselves as is the case 
with a typical taxi service.  This could potentially reflect low levels of demand relative to the 
number of buses. However, if the buses are running with low levels of occupancy and people 
are unable to book trips, this would suggest an issue with the current grouping optimisation by 
the Ready2Go software.    

 
 
8 Under the definition used here a ‘shared trip’ is one where passengers who have booked separately travel 
together on the same vehicle.  Where a passenger books a journey for two people travelling together this is not 
classed as a ‘shared trip’. 
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Denied Orders 

2.5.5  

2.5.6 Figure 2:6 shows the percentage of orders that were denied between September 2021 and 
January 2022.  FRG was implemented on the 24th October 2021.  It is noted that prior to FRG, 
the denied orders reflect the number of bookings which were not honoured and post FRG, the 
denied orders reflect instances where a person has not completed their booking quick enough 
and someone else books the available bus before them.  There are no statistics available on 
the number of unsuccessful attempts to book.   

 

Figure 2:6 Ready2Go Around Inverurie – Percentage of orders denied, Sep 2021- Jan 2022 

Average delay to pick-up and drop-off 

2.5.7 Figure 2:7 shows the average delay to pick-up and drop-off times. These terms are defined as 
follows: 
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 Delay to pick-up time - the difference in minutes between the pick-up time provided at the 
point of final trip confirmation and the actual pick-up time 

 Delay to drop-off time - the difference in minutes between the drop-off time provided at the 
time of final trip confirmation and the actual drop off time  

 

Figure 2:7 Ready2Go Around Inverurie – Average delay to pick-up and drop-off times, Aug 2021- Feb 2022 

2.5.8 As shown, the average delay in pick-up and drop-off time generally increased between August 
2021 and January 2022. The average delay to pick-up time peaked at 3.8 minutes in both 
December and January while the average delay to drop-off time peaked at 5.7 minutes in 
January. It should be noted that both metrics fell in February which may indicate improved 
efficiency with the service. 

Software Improvements  

2.5.9 There is a continual process of feedback and improvement to the Ready2Go software as 
issues arise.  Similar to DDRT (digital demand responsive transport) systems provided by 
other suppliers, the effectiveness of the Moovit system in optimising the use of the DRT 
vehicles and providing a good service to customers requires ongoing monitoring.  The system 
has many reports to assist in measuring key performance indicators such as passengers 
carried, % of bookings delayed by x minutes, the proportion of shared journeys, and average 
wait times. Changes continue to be made to system parameters to try to improve service 
performance but there is a risk that amending a parameter to improve one situation can have 
a detrimental impact on another, e.g., an improvement for customers who want to make future 
bookings can negatively impact customers who want to make “depart now” bookings, and the 
full impact only becomes apparent after implementation.   

2.5.10 Moovit continues to work on optimising algorithms to make the system more effective, for 
example to increase the grouping of passengers who want to make similar trips, but the 
current grouping optimisation remains a weakness in the efficiency of the Ready2Go service 
and makes it more difficult for customers to book transport because it affects vehicle 
availability. Work has been undertaken to improve the software’s reassignment tool which is 
available for office staff to try to move passengers from one bus to another, which could help 
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with grouping passengers.  In addition, a software upgrade is planned to improve the reliability 
of connections from Ready2Go to timetabled public transport.  

2.5.11 Currently, there are a number of active issues which Moovit are working on. Of these, 
Aberdeenshire Council’s highest priorities are: 

 Improving the grouping of passengers – this is being considered as part of ongoing 
improvements to the software.  

 Improving connections between Ready2Go and timetabled public transport services 
- a software update is due to improve connections from the Ready2Go service to other 
transport services.   

 Testing and adjusting the improved reassignment tool - this is the tool which enables 
the Aberdeenshire team to transfer a passenger from one bus to another. 
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3 Is Ready2Go Around Inverurie supported by 
wider policy? 

3.1 Overview 

3.1.1 This chapter provides a brief review of national, regional, and local policy with relevance to the 
delivery of Ready2Go Around Inverurie.  The purpose of this review is to help identify the 
problems Ready2Go Around Inverurie is seeking to overcome and the policy objectives and 
priorities with respect to public transport and DRT against which the service will be evaluated.   

3.2 Key Policy documents 

3.2.1 The key policy documents with relevance to Ready2Go Around Inverurie are summarised in 
Figure 3:1. 

 

Figure 3:1: Wider Policy Documents with relevance to Ready2Go Around Inverurie 

3.2.2 A background to these documents and the outcomes and actions which are relevant to the 
Ready2Go Around Inverurie service is provided in Table 3:1.
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Table 3:1:  Overview of outcomes and actions from the wider policy documents with relevance to the Ready2Go Around Inverurie service 

Level Document Background Outcomes / Actions 

N
a

tio
n

al
 

Climate Change 
(Emissions 
Reduction Targets) 
(Scotland) Act 2019 
and Scottish 
Government Climate 
Change Plan 
Update, 2020 

The Climate Change (Emissions Reduction Targets) (Scotland) 
Act 2019 was an Act of the Scottish Parliament committing the 
Scottish Government to deliver net-zero emissions by 2050.   The 
Act was amended by the Climate Change Plan Update published 
in December 2020, which brought forward the date of achieving 
net zero to 2045 and  
included an aim to reduce vehicle kilometres travelled by car in 
Scotland by 20% by 2030. 

 Net-Zero emissions by 2045 
 20% reduction in car kilometres by 2030 

National Transport 
Strategy 2, 2020 and 
Delivery Plan 2020-
2022 

National Transport Strategy 2 (NTS2) sets out a vision for 
Scotland’s transport system over the next 20-years to 2040, 
including a statement of transport’s contribution to achieving net 
zero by 2045.  Its ‘Vision’ is: “We will have a sustainable, inclusive, 
safe and accessible transport system, helping deliver a healthier, 
fairer and more prosperous Scotland for communities, businesses 
and visitors”.  The vision is underpinned by four Priorities, each of 
which have associated outcomes. The Priorities are as follows:  
 Reduce inequalities 
 Takes climate action 
 Helps deliver inclusive economic growth 
 Improves our health and wellbeing. 

NTS2 also establishes two ‘hierarchies’: the Sustainable Travel 
Hierarchy and the Sustainable Investment Hierarchy which 
together define the principles upon which future transport 
investment decision making and services should be planned.   

The Delivery Plan sets out a series of policies and actions to help deliver the 
vision of the strategy, including: 
 Ensure active, public and sustainable travel access to employment, 

education and training locations 
 Remove barriers to public transport connectivity and accessibility 

within Scotland 
 Improve sustainable access to healthcare facilities for staff, patients and 

visitors 
 Reduce emissions generated by the transport system to mitigate 

climate change and improve air quality 
 Support management of demand to encourage more sustainable 

transport choices 
 Facilitate a shift to more sustainable and space-efficient modes of 

transport for people and goods, and reduce car use 

Strategic Transport 
Projects Review 
Draft Publication, 
January 2022 

The second Strategic Transport Projects Review (STPR2) will help 
deliver the vision, priorities and outcomes for transport set out in 
NTS2 and will inform transport investment in Scotland for the next 
20 years (2022-2042). For the purpose of STPR2, Scotland is split 
into 11 regional groupings, with the North East Scotland region 
covering Aberdeen and Aberdeenshire.    

STRP2 sets out a series of recommendations which are grouped under six 
themes as follows: 
 Improving Active Travel Infrastructure  
 Influencing Travel Choices and Behaviours  
 Enhancing Access to Affordable Public Transport  
 Decarbonising Transport  
 Increasing Safety and Resilience on the Strategic Transport Network  
 Strengthening Strategic Connections 
The delivery of Demand Responsive Transport and Mobility as a Service 
(MaaS) is included within the ‘Enhancing access to affordable public transport’ 
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Level Document Background Outcomes / Actions 

theme and is included as a recommendation for the North East Scotland region. 
It is noted: 
“Targeted investment to make it easier for people to travel, particularly those 
without access to a car, can help promote equality through fairer access to jobs 
and services. In locations where conventional fixed route bus services may not 
be suitable or viable, flexible options, such as Demand Responsive Transport 
(DRT), perhaps supported by Mobility as a Service (MaaS) and smart 
technology where appropriate, can be used to provide improved public transport 
connectivity.  
This would be important in addressing the marked differences in public transport 
provision between and within regions. STPR2 recommends that pilot schemes 
involving DRT and MaaS draw on innovative solutions, international best 
practice and smart technologies. These schemes will help to establish whether 
scarce existing resources could be better utilised across the public network, 
home to school transport, special educational needs travel and non-emergency 
patient travel, either on the basis of fixed route services or through flexible 
routeing”. 

R
e

g
io

na
l 

Nestrans Regional 
Transport Strategy 
2040 

The Nestrans Regional Transport Strategy (RTS) sets out the 
vision and direction for transport in Aberdeen and Aberdeenshire 
up to 2040.  The Nestrans RTS Vision is to “Provide a safer, 
cleaner, more inclusive and accessible transport system in the 
North-East, which contributes to healthier, more prosperous and 
fairer communities”. This Vision is underpinned by four pillars as 
follows:  
 Equality – promoting equality across the North East 
 Climate – reducing our impact on climate change and 

protecting the environment 
 Prosperity – help deliver inclusive economic growth across 

the North East 
 Wellbeing – Improving health, safety and wellbeing across the 

North East 

A range of policies are identified, including ‘RU - improving accessibility in rural 
areas.’  Under this policy heading, it is noted that: 
“Financially supporting bus services constitutes a significant ongoing revenue 
cost to … Aberdeenshire Council. Local authority budgets continue to come 
under increasing pressure, and it is anticipated that this will continue to be the 
case. Recent budget revisions have led to reductions in supported service 
provision with ‘knock-on’ effects to the viability of the commercial bus network. 
Simply supporting existing fixed route bus services is not a model that is likely to 
be sustainable in the medium to long term and alternative, more innovative 
means of serving rural communities such as mobility as a service (MaaS), 
demand responsive transport (DRT), community transport and shared 
transport need to be found.” (p83) 
A number of actions are identified with respect to this policy including: 
 RU 4: Explore opportunities to develop an enhanced demand responsive 

transport network, open to all, that expands provision for journeys to work 
and education as well as shopping, health and social trips. 

 RU 5: Encourage and facilitate the trial of new models of rural public 
transport provision, including demand responsive transport… 
maximising technological and digital opportunities  
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Level Document Background Outcomes / Actions 

L
o

ca
l 

Aberdeenshire Local 
Transport Strategy 
2012 

The Local Transport Strategy (LTS), published in 2012, sets out 
how Aberdeenshire Council will cater for all users across the 
region.  The document outlines a number of aims and objectives, 
as follows: 
Aims: 
 Reduce non-sustainable journeys 
 Increase active travel 
 Make travel more effective 
 Improve health 
 Reduce carbon emissions from transport 

Objectives: 
 Promote sustainable economic growth 
 Promote social inclusion and accessibility 
 Protect the environment 
 Improve safety 
 Improve integration 

The document includes a Delivery Plan which identifies a range of actions, 
including: 
 E5: Undertaking a comprehensive review of the passenger transport 

network – it is noted that this will seek new opportunities to deliver 
improved services… and will … consider the role of Community and 
Demand Responsive Transport. 

Aberdeenshire 
Passenger 
Transport Strategy 
2014 
 

The Passenger Transport Strategy (PTS), published in 2014, sets 
out the policies required to achieve the passenger transport 
aspirations in the LTS. 

The document notes that DRT services are critical in Aberdeenshire.  DRT is 
placed within a hierarchy / typology of network delivery and the document 
commits to continuing to support DRT services, particularly in rural areas. 
The document also sets which journey purposes should be prioritised on the 
supported bus network, with travel to employment ranked as the first priority, 
followed by travel for education and training, shopping and personal business, 
and health.    

Aberdeenshire’s 
Digital Strategy 
2020-2025 

The Digital Strategy sets out priorities and commitments to 
optimise digital technology to improve Council business, enable 
economic growth, support the environment and benefit residents 
whilst ensuring no one is left behind. 

The document includes an aim that citizens can access all relevant services 
online, at a time and on a device that suits them. 

 

M 

Key Point:  Wider transport policy supports the delivery of DRT services such as Ready2Go Around Inverurie as a means to improve public transport 
access to work, education, shopping, health and leisure activities, particularly in rural locations where supporting fixed route bus services constitutes a 
significant revenue cost.  At the regional level, the Nestrans RTS specifically notes the need for ‘alternative, more innovative means of serving rural 
communities’ which maximise technological and digital opportunities.  
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3.3 Aberdeenshire Council Bus Survey (2020) 

3.3.1 In addition to the above policy documents, a review of the outputs from Aberdeenshire 
Council’s Bus Survey (2020) was also undertaken9. This survey was completed between 
October and December 2019 and aimed to gather the views of Aberdeenshire residents on 
how best to provide supported bus services in the area, in order to inform council decisions on 
spending priorities.   

3.3.2 In total, 1,631 responses were received to the survey, with 88% of these bus users and 37% 
over the age of 60.  Of the total responses, around 15% were drawn from the area covered by 
the Ready2Go service.  Key findings with relevance to Ready2Go Around Inverurie include: 

 57% of respondents were dissatisfied with bus services in Aberdeenshire  

 The majority of respondents (78%, n=1201) wanted investment in ‘traditional 
timetabled bus services’ prioritised with 14% (n=212) wanting to prioritise investment in 
‘timetabled dial-a-ride services that must be pre-booked and can divert off the main route’ 
and 8% (n=129) wanting to prioritise investment in ‘totally flexible area-based dial-a-
bus services’ (such as the Ready2Go service)  

 The highest proportion of respondents (53%) identified taking people to / from work as 
the most important trip purpose for the council to provide services.  This was 
followed by access to healthcare (34%).  

 The highest proportion of respondents (38%) wanted to see investment in ‘rural services 
connecting mainline routes to/from Aberdeen’ prioritised.  This was followed by 
‘rural services to/from local towns (22%). 

 The highest proportion of respondents (68%) wanted to see Monday – Friday peak time 
and inter-peak services prioritised with less desire for weekday evening and weekend 
services. 

 The most frequently cited reason for not using bus services was ‘the bus doesn’t go 
where / when I want it to go’, with 24% (n=520) of respondents selecting this option. 

 In terms of policy issues, around a quarter of respondents respectively identified ‘the local 
economy and jobs’ and ‘social inclusion issues such as addressing loneliness and 
isolation’ as a priority compared to 19% who identified the environment as the priority.  

Key Point: The Aberdeenshire bus survey results suggest that there was a high level of 
dissatisfaction with bus services in Aberdeenshire and a desire for improvements, particularly 
for connections from, and within rural locations.  Whilst the majority of respondents wanted to 
see investment prioritised towards traditional timetabled services, a proportion recognised the 
benefits of DRT services.  Amongst non-users the most frequently cited reason for not using 
the bus was ‘the bus doesn’t go where / when I want it to go’. 

 
 
9 Aberdeenshire Council Bus Survey, Aberdeenshire Council, March 2020, aberdeenshirecouncilbussurvey.pdf  
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4 Are there any lessons to be learned from other 
Demand Responsive Transport schemes? 

4.1 Overview 

4.1.1 This section provides a high-level review of other DRT schemes in the UK with the aim of 
identifying both lessons learned and best practice which can be applied in the Aberdeenshire 
context. As discussed in Chapter 1, while DRT schemes have been around for many years, 
advances in technology and software in the recent period have led to a new generation of 
enhanced technology-led digital DRT schemes (such as Ready2Go Around Inverurie) that 
are app-based and include dynamic vehicle scheduling and GPS vehicle tracking.  These 
schemes are fundamentally different in character to the previous traditional DRT schemes, 
offering the potential to open-up DRT services to different user groups and journey purposes.  
However, while in the drive to reduce subsidies and capitalise on the opportunities presented 
by this new technology, there has been a growth in the development of enhanced DRT 
services, many of these schemes are in their infancy with limited research on the emerging 
outcomes available.  As such, in addition to reviewing enhanced DRT services, this chapter 
also includes a review of data and information on traditional DRT services.   

4.2 Traditional Demand Responsive Transport Services 

4.2.1 DRT services have been in operation for many years and there has been much research on 
their benefits and disbenefits.  Amongst the most comprehensive was a report undertaken by 
Transport Focus in June 2016 which examined a range of DRT services based in Suffolk 
Worcestershire and Hampshire10. The research aimed to understand the extent to which 
DRT services (i) met passenger needs; and (ii) resulted in public sector savings.  Where 
available, it included a comparison of passenger, cost and revenue data for the DRT services 
and the preceding conventional bus services, as well as depth interviews with users and 
potential users of the DRT services. The main findings of the research with respect to each 
case study are summarised in Table 4:1.  It is noted that all the services replaced / partially 
replaced conventional bus services and required passengers to pre-book journeys via the 
telephone. 

4.2.2 There are a number of traditional DRT services operating within Aberdeenshire under the A2B 
dial-a-bus brand.  Information on the largest of these, the door-to-door Central Buchan A2B 
dial-a-bus is also provided in the table below. The service began in 2005 and replaced a 
conventional supported bus service (services 485 / 486). The Central Buchan A2B dial-a-bus 
was initially scheduled to be converted to an enhanced DRT service in October 2021 as a 
second pilot project alongside the Ready2Go Inverurie pilot. However, this scheme was put on 
hold due to issues with the operation of Ready2Go Around Inverurie and therefore the Central 
Buchan A2B dial-a-bus continues to operate as a traditional DRT service.  

 

 

 
 
10 Demand responsive transport: users’ views of pre-booked community buses and shared taxis - Transport 
Focus, accessed December 2021 
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Table 4:1:  Key Findings with respect to selected traditional DRT Services  

Case Study 
Area 

DRT Schemes Key Findings 

Suffolk County 
Council 

Two zone-based DRT services covering rural 
locations (Suffolk Links Wilford and Suffolk Links 
Brecks). Both services had no fixed route or 
timetable and ran Monday-Saturday (07:00-19:00) 
using fully accessible minibuses. Passengers could 
be picked-up anywhere within the designated area, 
including their home.  

 Difficult to draw firm conclusions regarding costs and revenue due to shifting backdrop of changes 
to both bus services and staffing, inconsistent and changing assumptions behind calculations, and limited 
monitoring of services 

 Crude numbers suggested passenger numbers fell compared to withdrawn conventional services 
although other services (commercial, subsidised, and school) were reorganised during this time which 
may have led to some transfer to these other routes 

 Users were largely elderly and disabled (most users held a concessionary pass) and particularly 
appreciated accessibility of vehicles, company of other passengers and helpfulness of drivers, and 
convenience of being dropped-off at their front door 

 Passengers used the service for a broad range of purpose types, including shopping, socializing, 
medical appointments, commuting to part time work, and connecting to onward travel 

 Inconvenience and restriction of having to book in advance and inability to make spontaneous journeys / 
make last minute changes to plans identified as issues amongst some 

 Arrival times could be variable and routes illogical where there were multiple stops – this was 
identified as particularly frustrating for younger passengers who were working, with older passengers 
generally more flexible as their journeys were often less-time critical 

 Potential users put off by the unpredictability of journey length and arrival times, particularly 
when making time critical trips 

 Younger people tended to view the service as more geared towards the needs of older people and 
made assumptions that journeys would be long with frequent stops and difficult to book  

Worcestershire 
County Council 

Two rural fixed timetable / fixed route DRT 
services (Community Bus CB6 and Cheltenham and 
Gloucester minibus) which served rural locations / 
villages within areas of the county.  The services 
operated one journey per week and used 
volunteer drivers.  

 While difficult to draw firm conclusions due to wider changes, the service cost less to deliver than 
previous conventional bus services, in part because of the use of volunteer drivers, but resulted 
in a slight fall in passenger numbers (albeit from an existing low base)  

 The majority of passengers were elderly and / or disabled and there was a high appreciation for the 
helpfulness of drivers and convenience of being dropped off amongst this group 

 Passengers generally didn’t mind the inconvenience of booking in advance  
 Service primarily used for shopping trips as the service was too infrequent / irregular to be useful 

for other journey purposes 

Hampshire 
County Council 

Two rural fixed timetable taxi share services 
(Southwick taxi service and Fordingbridge taxi 
service).  The services connected villages and 
communities in rural parts of the county and ran on a 
fixed timetable with two services per day in each 

 While difficult to draw firm conclusions, service was lower cost but carried considerably fewer 
passengers and had a higher subsidy per passenger journey than the conventional bus 

 Service served fewer areas than the previous service so that residents can no longer travel to locations 
they could previously 

 Service less frequent than previous service and offered much less flexibility 
 Mostly used for shopping, leisure and personal business  
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Case Study 
Area 

DRT Schemes Key Findings 

direction, with one running four days a week and 
other five days a week Monday-Friday 
The services operated with taxis instead of minibuses 
and ran far less frequently and served fewer 
destinations than the conventional bus services they 
replaced. 

 All passengers using the service were concessionary pass holders 
 Journeys more direct than conventional bus services but was seen as a negative as less opportunity to 

enjoy the experience / less social 

Central Buchan 

A door-to-door service operated by Kininmonth 
Cabs in the rural area of Central Buchan.  Service 
runs Monday to Friday between 07:30 and 18:30 
and Saturday between 08:00 and 18:30. 

 While there was an initial public backlash to the service being introduced, this initial resistance was 
overcome and the patronage decline on the removed services was reversed, with patronage figures 
growing year on year in the initial period following Central Buchan A2B dial-a-bus’ introduction.   

 Service is used for a wide range of purposes, with just over 28% of journeys work trips in 2007 

 While initially more costly to run than the withdrawn fixed timetable bus service, in the first quarter of 
2008/9, the cost per passenger fell below that of the former routes.  

 The results of a 2007 customer survey showed that: 

 of those who used the withdrawn fixed route services, 81% preferred the Central Buchan A2B dial-
a-ride service 

 there were high rates of satisfaction with the service, with 85% rating the service as good or very 
good overall and 88% rating service reliability as good or very good,  

 only 7% of users thought that new users would find the service difficult to understand 

 

Key Point: The Transport Focus research highlights the difficulties of comparing the cost and revenue of DRT services with previously provided fixed 
route services, given the often-shifting backdrop to both services and staffing.  This is also the case with Ready2Go Inverurie where the situation is 
particularly challenging given the evaluation period straddles the COIVD-19 Pandemic. The experience from the A2B dial-a-bus does however 
demonstrates that is possible to provide a DRT service at a lower cost than fixed timetable routes while also maintaining high passenger satisfaction.  

As is the common perception with DRT services, the majority of passengers on the Worcestershire and Hampshire case study examples were elderly 
or disabled, with leisure and personal business trips dominating in terms of journey purpose.  There was, however, a wider range of journey purposes 
on both the Suffolk County Council service and the A2B dial-a-bus service, both of which operate more frequently.  This likely reflects the need for a 
consistent daily service when travelling to / from work and education. 
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There was a perception amongst younger age groups that the Suffolk, Worcestershire, and Hampshire services were geared more towards older 
people and potential users were put off by the unpredictability of journey length and arrival times – this was particularly the case for younger people 
and those in work who typically make more time critical trips).  This perception of DRT services and concerns around reliability is something which 
needs to be overcome if enhanced DRT is to be successful with a wider passenger base. S 

There were lower rates of satisfaction with the Hampshire service which provided a lower frequency and a less extensive service than the 
conventional bus services it partly replaced.  This highlights the impact of the circumstances in which a service is introduced and the importance of 
understanding the travel needs in an area and designing the service in response to these.  
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4.2.3 While there are a range of enhanced DRT services currently in operation, due to the relative 
infancy of these services, there is limited publicly available information on the success or 
otherwise of their operation.  This section provides a summary of the findings from two 
schemes for which information is available: 

 Fflecsi (Transport for Wales) 

 GoSutton and Slide Ealing (Transport for London)  

4.3 Enhanced Demand Responsive Transport Services 

Fflecsi 

4.3.1 Fflecsi is a DRT service which is currently being piloted in eight locations across Wales.  The 
service offering differs in each area; while some Fflecsi services are semi-structured with a 
fixed start and end point, others are entirely demand responsive.  Providers also differ, 
ranging from bus and coach companies through to community voluntary organisations who 
previously provided dial-a-ride services. All trips via the service must be pre-booked via the 
Fflecsi App or via telephone.  

4.3.2 In November 2021, depth interviews were undertaken with users, non-users, and the 
operators of three Fflecsi schemes (Conwy Valley, Denbigh, and Pembrokeshire) as well as 
two flexible bus services in England (Sevenoaks and Tees Valley). The aim of this research 
was to identify how the existing Welsh DRT services could be improved and to inform their 
potential roll out across Wales.   

4.3.3 Key findings from the research included: 

 In each area, similar types of people were using the services for similar reasons and 
there were similar perceptions of the strengths and weaknesses of DRT 

 While some users had transferred from other modes, most used the services because 
they had no other transport choice / alternative 

 Benefits compared to other modes identified included: the service being lower cost / 
free (for those with concessionary cards); a belief that the service is better for the 
environment; not having to travel on congested roads / find a parking space 

 Barriers to using the services included: lack of awareness of DRT options; lack of 
understanding of how DRT works; not having access to a smartphone / poor mobile 
signal; the need to pre-book and therefore plan journeys ahead of time; being less 
convenient than the car; and low trust in the reliability of the service  

 Workers and students who were not currently using the service were concerned with 
the reliability / punctuality of the service and were unwilling to test it out on a work 
journey  

 There was a perception amongst workers and those below pensionable age that the 
service was not aimed at them – in part because the services sometimes did not run at 
the time they wanted to travel and partly because of perceptions of dial-a-bus services 
more generally 

 Satisfaction with the services was higher amongst those who previously did not 
have a public transport scheduled service compared to those who had seen a 
scheduled service removed, with the latter more likely to regret the loss of spontaneity  

 The flexibility of booking options was valued, with positive reviews on the App but also 
a recognition of the importance of the call centre to both ask questions and for some 
groups who have no access to the internet 
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 Across all areas there was a lack of awareness of the service amongst potential 
users and a range of potential ways to encourage use amongst different passenger 
groups were identified including running the service during peak commuting times; 
publicising the proportion of trips which arrive on time; vouchers for free travel; and step 
by step online guides (with videos) on the how the service works etc.  

 There was a general agreement amongst operators / authorities that DRT services had 
most utility: on routes in remote areas (both in terms of demand and to increase 
penetration off the main routes); to feed remote settlements into transport hubs (where 
users can change for onward travel); and for connections between spokes (removing 
the need to interchange at hubs and therefore streamlining journeys) 

 Most operators / authorities reported that setting up the service had been time 
consuming.  Key challenges identified included: understanding what the software / 
technology could and couldn’t do; integration of flexible bus services with other services 
for commuters; and getting passengers up to speed with how the service works.  

 Success criteria for DRT identified by operators / authorities included: tightly defining 
the area of operation; knowing where people want to travel to / from; providing a DRT 
service which is an improvement compared to pre-DRT position; little variation in 
service times across the week; clear explanations to target market about how the 
service works; promotion of the service in local media and to current passengers 

Key Points: A lack of awareness of the service and a lack of understanding of how DRT 
works were identified as particular barriers amongst potential users. As with the traditional 
DRT services reviewed above, there was also perception amongst younger people and 
workers that the Fflecsi services were not aimed at them.  This highlights the entrenched 
views regarding DRT which may take some time to overcome and likely require targeted 
promotional campaigns. 

Feedback from operator and local authorities suggests that setting up enhanced DRT services 
was challenging, in part because of the time needed to understand what the software / 
technology could and couldn’t do, as well as getting passengers up to speed on how the 
service works. 

Again, the importance of providing a comparable level of service to the previously available 
fixed route services was noted as well as the need to provide a regular service across the 
week and targeted promotion which details how the service works.  

GoSutton and Slide Ealing 

4.3.4 Transport for London (TfL) launched two pilot enhanced DRT services in 2019, namely: 

 GoSutton – which started on 28th May 2019, covered 29km2 and operated between 6:30 
and 21:30 7-days a week using eight 14-seater fully accessible minibuses.  The service 
was run by software partner ViaVan and bus partner GoAhead.  

 Slide Ealing – which started on 13th November 2019, covered an area of 27km2 and 
operated between 6:00 and 01:00, 7-days a week using ten 10-seater fully accessible 
minibuses. The service was run by software partner MOIA and bus partner RATP DEV.  

4.3.5 The schemes were introduced in areas identified as having high car use and added to the 
existing public transport services in the area i.e., no services were removed with the 
introduction of the pilot schemes. While both schemes were originally planned to run for 12-
months, the schemes were suspended on 27th March 2020 due to the COVID-19 Pandemic. 
As with Fflecsi and Ready2Go Around Inverurie, journeys on both services had to be pre-
booked via a dedicated app or via telephone.  
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4.3.6 In July 2021, TfL published a report that reviewed passenger use and passenger satisfaction 
with each service11.  Key findings from this research included: 

 The overwhelming majority of bookings (more than 90% in each case) were made 
using the app, with the phone booking service largely used by Freedom Pass12 users.  
The call centre was a costly element of service provision.   

 Approximately 30% of journeys on Slide Ealing and 45% on GoSutton were made 
using a Concessionary Card (Freedom Pass) and 13% of GoSutton customers were 
wheelchair users  

 There was a relatively high proportion of denied rides (12% and 35%) which had a 
negative impact on customer retention. The reasons trips could not be served included 
limited seat availability, requesting destinations outside the trial area, and providing 
incorrect payment details. 

 While awareness of the service amongst the community was high, only a small proportion 
used the service and there was a perception among non-users that the service ‘wasn’t 
for them’  

 The main identified barrier to using the service was confusion as to what was meant 
by shared ride, door-to-door services and virtual bus stops. There was also a safety 
concern at night.  

 There was high satisfaction amongst users with customers rating cleanliness, safety 
and security, and driver attitude most highly. This was followed by the short walk to the 
bus stop.  

 There was some success in terms of modal shift with nearly 30% of GoSutton 
customers and 32% of SlideEaling customers previously traveling by car or taxi.  
However, a higher proportion transferred from bus (57% / 45% respectively). In total, 
10% of Slide Ealing users said they previously would not have travelled.  

 Both services had ‘empty mileage’13 on more than half of the kilometres operated.  In 
addition, in February 2020, just 36%14 of Slide Ealing bookings and 56%15 of Go 
Sutton bookings involved sharing a vehicle for part of the trip.  The latter is 
comparable to the Ready2Go service, with, as noted above, 32% of bookings on 
Ready2Go during w/c 6th December 2021 involving sharing a vehicle for part of the 
trip16. 

 The services provided more direct and quicker journey times than other public 
transport options 

 The shorter walk to the pick-up location likely had a negative impact on activity levels 

 
 
11 Demand responsive bus trials May 2021 (tfl.gov.uk) 
12 Freedom Passes are offered to older people and to people with a disability who meet certain requirements. The 
passes enable people to travel for free or at a discounted rate on buses, trams, Tube, DLR, London Overground 
and TfL Rail services. A condition of the demand responsive bus trials was that Freedom Passes must be 
accepted. 
13 Mileage where the bus has no passengers. Empty mileage has an impact on both congestion and air quality.  
14 It is noted that the term ‘sharing a vehicle for part of the trip’ is not defined in the research report and therefore it 
is unclear as to whether a passenger booking a journey for two people travelling together would be included in 
this figure   
15 It is noted that the term ‘sharing a vehicle for part of the trip’ is not defined in the research report and therefore it 
is unclear as to whether a passenger booking a journey for two people travelling together would be included in 
this figure   
16 With respect to the Ready2Go Inverurie data, the definition of a ‘shared trip’ used here where passengers who 
have booked separately travel together on the same vehicle.  Where a passenger books a journey for two people 
travelling together this is not classed as a ‘shared trip’.   
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 From an operator perspective, people costs, including drivers, managers, call centre 
and data support, accounted for more than half of the service costs. Customer 
support platform costs made up 10% of the total costs, outweighing the technology 
cost on existing bus services.  

 The services successfully ran without a dedicated customer support centre, 
although GoSutton provided call centre functionality, which was a significant expense.  

4.3.7 TfL also published data on the number of passenger journeys on each service during each 
month of operation.  This data along with the average passenger journeys completed per 
hour, per vehicle hour and per vehicle seat hour is summarised in Table 4:2.  Both the 
passenger journey per vehicle hour and passenger journey per vehicle seat hour estimates 
assume that all vehicles are in operation at all times; no account was taken of vehicle breaks 
or vehicles being out of service.  The table also contains the equivalent data for the Ready2Go 
Around Inverurie service.  While there are 16 seats (plus a wheelchair space) on each 
Ready2Go vehicle, due to CVOID-19, a maximum of ten seats can be booked at any one 
time. Two figures are therefore presented for the Ready2Go service based on the number of 
seats and the number of seats available to book. Overall, the Ready2Go Around Inverurie 
service has a higher average passenger journey per vehicle hour.  The passenger journey per 
vehicle seat hour on the Ready2Go service is comparable to the Go Sutton service when the 
number of seats are considered and higher when the number of available seats are 
considered.  The following should be borne in mind when interpreting this data: 

 The Ready2Go service was operating during the COVID-19 Pandemic which will have 
impacted patronage figures 

 In contrast to Ready2Go Around Inverurie, no bus services were removed prior to the 
introduction of the Go Sutton and Slide Ealing services 

 Table 4:2:  Passenger journeys on the Go Sutton and Slide Ealing DRT services 

 

Total 
passenger 
journeys 
completed 

Total hours 
of operation 

Average 
passenger 
journeys 
per hour 

Number of 
vehicles 

Number of 
seats per 
vehicle 

Passenger 
journey per 
vehicle 
hour 

Passenger 
journey per 
vehicle seat 
hour 

Go 
Sutton 

81,162 4,560 17.8 8 14 2.22 0.16 

Slide 
Ealing 

16,320 2,565 6.4 10  10 0.64 0.06 

Ready2
Go 
Inverurie 

23,140 1,976 11.7 

5 
(weekdays) 
4 
(Saturdays) 

16 / 1017 2.41 0.15 / 0.24 

 
 

Key Points: There was reasonable success with modal shift from car.  However, a higher 
proportion of passengers transferred from conventional bus services.  This highlights the 
difficulties of providing DRT in areas where there are existing conventional public transport 
services and the balance between competing with and complimenting existing routes.  

 
 
17 The buses have 16 seats (plus one wheelchair space).  However, during COVID-19, a maximum of 10 seats 
plus one wheelchair space can be booked at any one time.  
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There was a high level of satisfaction amongst users and the services provided more direct 
and quicker journey times than other public transport options.  However, there was also 
relatively high levels of ‘empty mileage’ and low ride sharing which is likely to have added to 
the cost of providing the services as well as the environmental impacts.  

In contrast to the other services reviewed above, awareness of GoSutton and SlideEaling was 
high amongst the community.  However, only a small proportion of the community used the 
services and there remained a perception amongst non-users that the service was not aimed 
at them.  

Despite being an ‘enhanced’ DRT services with an App and associated direct messaging / 
vehicle scheduling / tracking, the people cost of delivering the services remained high and 
accounted for the majority of overall costs.  This was the case, despite the service running 
without a dedicated customer support centre.  
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5 How has travel changed and what are the 
societal impacts of these changes? 

5.1 Overview 

5.1.1 This Chapter provides a review of the Ready2Go service from the customer perspective, 
focusing on the experience of users and non-users.  It examines how travel patterns have 
changed as a result of the introduction of the Ready2Go service, and the wider social impacts 
of these changes as well as levels of satisfaction with the service.  The chapter is informed by 
the results of the User and Non / One-off User Surveys as well as a comparison of passenger 
data for the withdrawn / partially withdrawn fixed route services and the Ready2Go service.   

5.2 User and Non / One-off User Survey 

Approach 

5.2.1 A survey of Ready2Go Around Inverurie users and non / one-off users was undertaken 
between Thursday 13th January 2022 and Friday 11th February 2022.  

5.2.2 The survey was administered online and promoted through the Ready2Go section of 
Aberdeenshire Council’s website / Nestrans social media pages, on-bus posters and 
Ready2Go bus tickets.  In addition, two push notifications were issued to all those who had 
downloaded the Moovit App (including those who have not used the service) directing them to 
the survey page.  This generated a large response with significant peaks in survey completion 
following each push notification.  

5.2.3 Given that some people find it challenging or are unable to complete online surveys, a free 
telephone call back and/or a paper-based version of the survey were also offered as options. 
In addition, at the end of some telephone bookings of the service, users were informed of, and 
asked if they wished to complete the survey.  They were then provided with the online link 
and/or, a free call-back telephone number to call to go through the survey over the phone with 
an operator.  Should they prefer, users could also submit their name and contact details and 
an operator would call them back directly to go through the survey over the telephone.   

Survey Response  

5.2.4 In total, 536 responses were received to the survey.  The figure below provides a breakdown 
of responses by different categories of user.  
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Figure 5:1:  Public Survey Breakdown of Response by User Category 

5.2.5 The majority (59%, n=316) of those responding to the survey stated that they used the service 
or had used the service once and may use it again.  In total, 27% (n=145) said they had never 
attempted to use the service, 10% (n=54) said they had attempted to use the service but were 
unsuccessful and 4% (n=21) said they had used the service once but did not intend on using 
the service again. 

5.2.6 The majority of the surveys were completed online with just four responses completed over 
the telephone.  This reflects the success of the push notifications issued through the App and 
the greater difficulty achieving telephone responses.  

5.2.7 While the number of responses received via telephone were small, the proportion of users 
who indicated that they book the Ready2Go service via phone was higher (13%, n=41).  
However, while higher, this proportion is still lower than the proportion of telephone bookings 
made in reality (27% of overall bookings were telephone based in January and February 
2021).   

5.2.8 A comparison of the responses received from those who stated they book the service via the 
telephone and those who stated they book the service via the app revealed differences, 
particularly in terms of demographic profile, journey purpose, and the time of the travel.  For 
this reason, where relevant, the results of these two groups are discussed separately and / or 
the figures are weighted by the population telephone / app proportions in the discussion that 
follows.   

User and Non / One-off User Sample Profile 

5.2.9 Figure 5:2 shows the age breakdown of the respondents to the User and Non / One-off User 
Survey as well as the population of Aberdeenshire as a whole.  The User Survey data is 
weighted by the ratio of trips booked via the telephone and the app in reality.  
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Figure 5:2: Age Breakdown – Survey Sample and Aberdeenshire Population 

5.2.10 Overall, there is a reasonable distribution of users across the age categories.  However, there 
is a notably higher proportion of people aged 65-74 and 35-44 than the general population.  
There were clear differences in the age breakdown of those who stated that they booked their 
most recent trip on the Ready2Go service via telephone and those who stated that they 
booked their most recent trip on the service via the app, with the former group dominated by 
people in the older age categories and those booking via the app typically younger.  This 
reflects the different levels of familiarity with app-based booking systems amongst the different 
age groups.     

5.2.11 While anecdotal, the use of the service by a wider range of age groups was also identified by 
the operator during the stakeholder engagement. Unlike other DRT schemes, it was noted that 
the service attracts passengers of all ages. This is likely a reflection of the relatively long 
operating hours and its consistency across the week, the availability of the App to book 
journeys, and the fact that a number of alternative bus services were withdrawn or partly 
withdrawn with the introduction of the service.  

5.2.12 The sample of non / one-off users contains a cross section of ages albeit with a smaller 
proportion of people aged 16-24 and 65+ than the population as a whole.  

Key Point: When weighted by the proportion who book via phone / the app, there was a fairly 
even distribution of users across the age categories, suggesting that the service is attracting a 
range of age groups, a finding that was reinforced during the stakeholder consultation. The 
users that booked their most recent trip via telephone were typically older reflecting the lower 
levels of familiarity with app-based booking systems amongst these age groups.  

5.2.13 Further figures showing the wider demographic profile of both the User and Non / One-off 
User sample are provided in Appendix B.  Key points from these graphs are as follows: 

 A higher proportion of females responded to both the User and Non / One-off User 
Surveys compared to the general population 

 When the user data is weighted by the ratio of trips booked via the telephone / app, most 
users (57%, n=176) are in employment, with 27% (n=85) retired and 5% (n=16) 
unemployed.  There was a higher proportion of people in employment and a lower 
proportion of retired individuals amongst users who book the service via the app (73%, 
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n=197 and 13%, n=34 respectively) compared to those who book the service via the 
telephone, (12%, n=5 and 66%, n=27 respectively).  There was also a higher proportion of 
unemployed people amongst people booking via the telephone (12% (n=5) compared to 
3% (n=7) app-bookers) which may reflect lower levels of smart phone access amongst this 
group.  Compared to the user sample, the non-user sample has a higher proportion of 
people in employment (66%, n=144 compared to 65%, n=202) and a lower proportion of 
retired individuals (22%, n=48 compared to 20%, n=61) 

 When the user data is weighted by the ratio of trips booked via the telephone / app, 43% 
of users (n=134) held a National Entitlement Card (NEC) entitling them to free bus travel 
on grounds of older age or disability. This compared to 31% (n=67) of the non-user 
sample.  The weighted proportion of users with an NEC is slightly higher than the 
percentage of concessionary card holders across the Aberdeenshire bus network (40%) 
as recorded via the Aberdeenshire Council Bus Survey in March 2020.  The proportion 
with an NEC card was higher amongst those booking the service via the telephone (83%, 
n=34) compared to those booking via the app (28%, n=75) reflecting the older 
demographic of the former.  

 When the user data is weighted by the ratio of trips booked via the telephone / app, 27% 
(n=83) had a condition or illness which affects their mobility.  This compared to 20% 
(n=44) of the non / one-off sample. This proportion of users with a mobility issue was 
higher amongst those who book the service via the telephone (44%, n=18) compared to 
those who booked via the app (20%, (n=54).     

Key Point: Overall, nearly 60% of users were in employment and nearly 30% were retired, 
with the proportions of retirees and unemployed higher amongst those who book the service 
via the telephone.  As may be expected based on the research on other DRT schemes, a high 
proportion (43%) of users had an NEC.  This is slightly higher than the proportion on the 
Aberdeenshire Council bus network as a whole (40%) as recorded in the Bus Survey 
undertaken in March 2020.    The proportion of users with an NEC and a mobility issue was 
higher amongst those who book their journeys by phone, reflecting the older age distribution 
of this group. 
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Why are people using the Ready2Go Service?  

For what purpose are people using the Ready2Go Around Inverurie Service?

 

5.2.14 Figure 5:3 shows the main purpose of users’ most recent trip on the Ready2Go service.  The 
data is weighted by the ratio of trips booked via the telephone / app.  In addition to the 
percentage of respondents, the figure also includes the percentage of trips.  The latter was 
estimated using the frequency with which respondents indicated that they make their current 
trip.   
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Figure 5:3:  User Survey: Purpose of most recent trip 

5.2.15 When the data is weighted by the ratio of trips booked via the telephone / app, the most 
common journey purpose was travel to and from work which accounted for 24% (n=77) of 
respondents and 48% of trips recorded via the sample.  When the data was weighted by 
journey frequency, shopping (14%) and visiting family / friends were the next most common 
reasons for using the service.  

5.2.16 Amongst those who booked the service via the app, a slightly higher proportion indicated that 
they used the service to travel to / from work (29% (n=79)).  This equated to 57% of trips 
recorded via the sample by this group. When the data was weighted by journey frequency, 
shopping (13%) and travel to / from education (12%) were the next most common reasons for 
using the service. 

5.2.17 Amongst those who booked the service via the telephone, travel to / from work trips were less 
common, accounting for 12% (n=5 of respondents and 19% (n=562) of trips.  From a user 
perspective, the most common journey purpose was shopping or attending a health 
appointment (both accounting for 20%, n=8), followed by visiting family and friends (15%, n=6) 
and traveling to / from work (12%, n=5). When the data was weighted by journey frequency, 
the proportion of trips for the purpose of visiting family and friends accounted for the largest 
proportion of trips (26%), followed by shopping (19%) and travel to / from work (19%).  

Key Point: The most common journey purpose amongst users surveyed was commuting to 
and from work, with nearly 50% of the annual trips recorded via the survey commuting trips.  
This contrasts with typical journey purposes seen on some of the traditional DRT schemes 
reviewed above and suggests the service has had some success in attracting non-traditional 
users of DRT albeit this may be because of the withdrawal / part withdrawal of alternatives.  
As discussed, in Section 3.2, providing travel to / from employment was also identified as the 
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priority trip-purpose within Aberdeenshire Council’s Passenger Transport Strategy.  While 
overall, commuting trips accounted for the largest proportion of trips on the service, it is 
notable that amongst telephone users, the largest proportion of trips were for the purpose of 
visiting family and friends and shopping, with travel to / from work accounting for just 20% of 
trips recorded via this group.  This likely reflects the different age demographic of this group.  

Where are people travelling to / from when using the Ready2Go Service? 

5.2.18 Error! Reference source not found. shows the percentage of trips made between different 
origin-destination pairs on the Ready2Go Service during week commencing 6th December 
2021 and Figure 5:5 shows the trips made between key towns as a proportion of total trips 
made during this period.  The flows shown are two-way i.e., journeys made from Insch to 
Inverurie and from Inverurie to Insch are grouped under Insch – Inverurie. The term ‘Other’ in 
Figure 5:4 refers to any location outside of the main towns of Inverurie, Insch, Kemnay, 
Kintore, Oldmeldrum, Rothienorman, and Monymusk.  

 

Figure 5:4:  Pick-up and drop-off locations recorded on the service during week commencing 6th December 

5.2.19 Overall, of the 694 trips made during this period: 

 91% (n=635) involved Inverurie: 

o 48% (n=304) were Inverurie to Inverurie trips (44% of all trips) - of these, the 78% 
(n=237) are roughly in the area served by Service 22 and around 22% (n=67) were 
between Inverurie and the area to the east of the River Urie which is not served by 
Service 22.      

o 41% (n=259) were between one of the main towns (Insch, Kemnay, Kintore, 
Oldmeldrum, Rothienorman, and Monymusk) and Inverurie. Of these: 

 37% (n=100) were between Insch and Inverurie (14% of all trips) 
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 24% (n=66) were between Kemnay and Inverurie (10% of all trips) 

 14% (n=39) were between Rohienorman and Inverurie (6% of all trips) 

 12% (n=32) were between Kintore and Inverurie (5% of all trips) 

 8% (n=21) were between Oldmeldrum and Inverurie (3% of all trips) 

o 11% (n=72) were between a location other than one of the main towns and Inverurie 

 7% (n=47) were between the main towns (excluding Inverurie) 

 2% (n=27) were between a location other than one of the main towns and one of the main 
towns (excluding Inverurie)  
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Figure 5:5: Trips made between key towns as a proportion of total trips made w/c 6th December 2021 

Key Point:  Trips to / from Inverurie account for over 90% of the trips made on the service 
during the period examined, with nearly half of these being Inverurie to Inverurie trips and 
nearly 40% being between Inverurie and one of the other main towns. Trips to / from locations 
outside of the main towns accounted for 14% of trips overall, with over 70% of being trips to / 
from Inverurie. Trips between the other main towns (excluding Inverurie) accounted for a 
relatively small proportion of trips (7%). 

5.2.20 To further examine where people are travelling to and from using the Ready2Go Around 
Inverurie service, a further, more detailed analysis of origin-destination passenger data was 
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undertaken.  This data covered one week from 6th December 2021.  Figure 5:6 shows the 
locations where users of the service were picked-up and dropped-off, along with the routes of 
the withdrawn / partially withdrawn fixed timetable bus services (shown in red), and the fixed 
timetable bus services which continued to operate in the area (shown in green).  As shown, 
there are pick-up and drop-off locations recorded in locations which were not served by either 
the withdrawn fixed timetable bus services or the fixed timetable bus services which continue 
to operate. However, there are also pick-up and drop-off locations shown which are in close 
proximity to the fixed timetable routes. 

5.2.21 Table 5:1 provides a breakdown of the proportion of trips where the pick-up and / or drop-off 
location fell within 50m of the withdrawn / partially withdrawn fixed timetable bus services and 
the services which continue to operate in the area. In total: 

 nearly 65% of trips made on the service had a pick-up and / or drop-off location which was 
outwith 50m of the withdrawn / partially withdrawn bus routes implying that Ready2Go is 
serving a wider range of locations than the previous fixed timetable services, and  

 just over 50% of trips had a pick-up and / or drop-off location which was outwith 50m of 
the withdrawn / partially withdrawn bus routes and the bus routes which continue to 
operate in the area, implying that the majority of the locations served by the Ready2Go 
service are also outwith the areas served by the other bus routes in the area.  

5.2.22 This suggests that Ready2Go Around Inverurie has improved connectivity between locations 
not previously connected by a direct service, and that passengers are taking advantage of this 
improved connectivity.   

Table 5:1: Proportion of Ready2Go Trips within 50m of removed or partially removed services 

 
Number of 
Trips 

Percentage of 
total trips 
recorded 

Trips for which the pick-up AND drop-off location were within 50m 
of the withdrawn / partially withdrawn bus route 

305 36% 

Trips for which the pick-up AND drop-off location were within 50m 
of fixed timetable bus routes which continue to operate in the area 

112 13% 

Trips for which the pick-up AND / OR drop-off location were 
outwith 50m of the withdrawn / partially withdrawn bus route 

536 64% 

Trips for which the pick-up AND / OR drop-off location were 
outwith 50m of the withdrawn / partially withdrawn bus route AND 
the bus routes which continue to operate in the area 

424 51% 
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Figure 5:6: Locations where passengers picked up and dropped off by Ready2Go Around Inverurie Bus Service (w/c 6th 
December 2021) 



Final Report 
Ready2Go Around Inverurie Evaluation 
 

49 
 

Key Point:  The majority of trips undertaken on the Ready2Go service during the period 
examined are to / from areas which (i) were not served by the former fixed timetable services 
and (ii) are not served by the other bus services which continue to operate in the area.  This 
suggests that Ready2Go is improving connectivity between locations not previously connected 
by a direct service and in doing so is fulfilling a gap in the market in terms of bus provision.   

When are people using the service? 

Figure 5:7 shows the percentage of rides undertaken on the service during each hour of 
operation.  This data is based upon passenger data covering one week from 6th December 
2021. During this period, an average of 151 rides were undertaken each weekday and 88 
rides were undertaken on Saturday. 

 

Figure 5:7: Hour during which rides on Ready2Go service undertaken w/b 6th December 

5.2.23 During the week, there was a sightly higher proportion of rides during the AM peak (0700-
0900) and late morning (1100-1200) while on a Saturday, there was a higher proportion of 
trips at lunch (1200-1300) and during mid-afternoon (1400-1500). 

Key Point:  The majority of weekday journeys on the service are undertaken during late 
morning (0700-0900) while the majority of Saturday services are undertaken in the afternoon.  

How did users of Ready2Go travel prior to the introduction of the 
service? 

New Trips and Change in Destination 

5.2.24 Amongst users who responded to the survey, prior to the introduction of the Ready2Go 
service: 

 68% (n=213) made their current trip to the same destination, equating to 21,952 annual 
trips (78%) recorded via the sample 

 9% (n=29) made their current trip but to a different destination, equating to 1,842 annual 
trips (6%) recorded via the sample 

 23% (n=73) did not make their current trip at all so were making new trips, equating to 
4,547 annual trips (16%) recorded via the sample 
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What activities has the Ready2Go service enabled people to do which they were not 
doing previously? 

5.2.25 Users of the service who stated that they previously did not make their trip (n=73) were asked 
whether the introduction of the service had allowed them to do things which they previously 
couldn’t do.  Figure 5:8 shows the breakdown of responses.  It is noted that respondents could 
tick all that applied and therefore the total does not sum to 100%. 

 

Figure 5:8: User Survey: Activities enabled due to the Ready2Go service 

5.2.26 The most popular response was social activities (48%, n=35), followed by shopping (47%, 
n=34), and visiting friends and family more often (44%, n=32).  By opening-up these 
opportunities to socialise, the service is likely contributing to reduced social isolation / 
loneliness and improved personal independence amongst some user groups with resultant 
physical and mental health benefits.  Such benefits were also articulated in the open text 
responses, for example: 

“It is amazing service and really allows me not to be as isolated or reliant on lifts and can now 
see family more often”. 

“This service has been invaluable for me and enabling my independence”. 

5.2.27 In total, 25% of respondents (n=18) said that the service had enabled them to attend health 
appointments which they previously couldn’t.  While difficult to quantify, the use of the 
service to access healthcare could have positive impacts for NHS services due to a reduction 
in missed appointments and / or earlier detection and treatment.   

5.2.28 Over 20% used the service to access employment opportunities which they could not 
previously access and 17% used the service to access educational or training 
opportunities which they could not previously access.  This is relatively large proportion and 
aligns with the data on journey purposes above.  While the overall impact is likely to be small, 
improving access to employment opportunities could have wider societal benefits such as 
reduced unemployment and better matching of workers to jobs.  The benefits of the service in 
terms of access to employment / education were also highlighted in the open text responses, 
including for example: 

“I wouldn't be able to attend college without the Ready2Go service”. 
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“It’s a godsend for work. No other service runs at the time needed…Love this service. Without 
it I’m left with no transport to work”. 

Key Point: Nearly a quarter of users of Ready2Go Around Inverurie are making new trips, 
suggesting that the service is opening-up opportunities to travel which were previously 
unavailable. Amongst this group, around half use the service to socialise, undertake shopping 
trips, or visits to friends / family, 25% use the service to attend health appointments or 
employment, and 10% use the service to access educational opportunities.  By opening-up 
such opportunities, the service is likely contributing to a range of societal benefits, including 
reduced social isolation / loneliness; improved personal independence; reduced costs for NHS 
services; reduced unemployment; and better matching of workers to jobs.  As well as new 
trips, the data also suggests that the service has resulted in around 10% of users changing the 
destination to which they travel which could have distributional impacts associated with, for 
example, people switching shopping locations.  

Modal Shift from other modes to Ready2Go Around Inverurie 

5.2.29 Figure 5:9 provides a breakdown of the mode previously used by those who, prior to the 
introduction of Ready2Go Around Inverurie, made their current trip to the same destination.  
The graph shows the proportion of respondents and the same data weighted by the frequency 
with which respondents indicated that they make their current trip.   

 

Figure 5:9: User Survey: Mode previously used by those who made their current trip prior to the introduction of Ready2Go 
Around Inverurie  

5.2.30 As may be expected, the largest proportion of respondents (38%, n=82) previously made 
their current trip by timetabled bus service.  Based on the frequency with which these 
individuals said they made their current trip, this equated to 8,250 (38%) annual single trips 
recorded. A large proportion of these are likely to have transferred from the timetabled 
services which were withdrawn / partially withdrawn prior to the introduction of Ready2Go.  
However, it is likely that a proportion will also have transferred from the timetabled bus 
services which continue to operate in the area.   

5.2.31 A further 1% (n=2) of respondents stated that they previously travelled by the Inverurie A2B 
Dial-a-Bus suggesting that there has been some abstraction from this service to the 
Ready2Go service, albeit numbers are very small.  
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5.2.32 Overall, 26% (n=56) of respondents said they previously made their current trip by car (driver) 
with a further 11% (n=24) travelling as a passenger within the family car, and 6% (n=12) 
getting a lift from someone outside of their household.  This equated to a total of 8,653 annual 
car trips (39%).  This suggests that Ready2Go Around Inverurie has led to some modal 
shift from car to bus. Further discussion on this is provided in Chapter 7. 

5.2.33 In total, 11% (n=23) of respondents stated that they previously walked to their destination, with 
a further 2% (n=5) previously cycling.  This equated to 2,902 annual single walking trips and 
1,428 annual single cycle trips.  This suggests that the service has resulted in a reduction 
in active travel which may have contributed to lower levels of physical activity amongst 
some users.   

5.2.34 In total, 4% (n=9) of respondents stated that they previously made their current trip by taxi, 
equating to a total of 632 annual single trips.  Further discussion on this is provided in Section 
6.3.  

Key Point: As may be expected, the largest proportion of users of the Ready2Go service 
previously travelled by timetabled bus service.  It is likely the majority of these transferred from 
the services which were removed prior to the introduction of Ready2Go.  However, a 
proportion may also have transferred from the timetabled services which continue to operate 
in the area. 

Just over a quarter previously drove, suggesting that the service has led to modal shift from 
car to bus.  However, there has also been a switch from both active travel modes and taxi to 
the service.  The overall net impact of the service in terms of modal shift is discussed further in 
Chapter 7. 

How does Ready2Go Around Inverurie compare to other modes? 

What are the disbenefits of Ready2Go Around Inverurie compared to timetabled bus 
services? 

5.2.35 Amongst those who previously travelled by timetabled bus service, the majority (84%, 
n=69) stated that they prefer the Ready2Go service.  However, a reasonable proportion 
(16%, n=13) preferred the previous timetabled bus service.  While the sample size is relatively 
small and therefore it is difficult to draw firm conclusions, interestingly, a higher proportion of 
those who book the service via the app (88%, n=58), stated that they preferred Ready2Go 
than those who book the service via the telephone (69%, n=11). This may be a result of the 
greater convenience of using the app compared to phoning to book.     

5.2.36 Those who stated they preferred the previous timetabled bus services were asked what they 
did not like about the Ready2Go service compared to the timetabled bus service. Figure 5:10 
shows the responses to this question. It is noted that the sample size for this question is small 
(n=13) and therefore a note of caution in interpreting the results. Also, respondents could tick 
all that applied and therefore the total does not sum to 100%. 
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Figure 5:10: Aspects of Ready2Go which users who prefer the previous timetabled service do not like 

5.2.37 The most common response was ‘delayed pick-up times’ with 46% (n=6) of respondents 
selecting this option. This was followed by ‘the need to book prior to making the trip’ (38%, 
n=5), ‘cannot get picked-up at the time I want to travel’ (31%, n=40), and ‘uncertainty around 
arrival times’ (31%, n=4).  

5.2.38 In total, four respondents selected ‘other’. Of these, three referred to the unreliability of the 
service and the other respondent noted a reluctance to use the service due to COVID-19. 

5.2.39 Comments on the reliability of the service were also received via the open text responses, 
including for example: 

“More than once I’ve missed trains or appointments because the prebooked bus wasn’t able to 
fulfil my booking…I very often am dropped off by Ready2Go and then find, when I need to get 
home, that there aren’t any buses available for the next hour at least. I appreciate that 
demand must be high, but it isn’t feasible to take away rural bus services and replace them 
with a service which is unreliable. People in rural locations depend on these services”.  

Key Point:  Nearly 85% of users of the Ready2Go service who previously used timetabled 
bus services prefer Ready2Go. While the sample size is small, amongst those who preferred 
the timetabled services, the most common reasons cited were reliability issues (including 
delayed pick-up times / uncertainty of arrival times), the need to book the service, and not 
being able to travel at the time they want to travel.  

What are the benefits of Ready2Go Around Inverurie compared to other modes? 

5.2.40 Respondents who previously used the timetabled bus service but preferred the Ready2Go 
service and who previously used a mode other than the timetabled bus service, were asked to 
indicate the main benefits of the Ready2Go service compared to how they previously 
travelled. Figure 5:11 shows the responses to this question. It is noted that respondents could 
tick all that applied and therefore the total does not sum to 100%. 
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Figure 5:11: Benefits of Ready2Go service compared to previous mode 

5.2.41 The most popular response was ‘more flexibility in travel times’ with 59% (n=118) of 
respondents selecting this option. Of these respondents, most previously travelled by 
timetabled bus (53%, n=62).  

5.2.42 This next most common response was ‘more environmentally friendly’ with 32% (n=64) of 
respondents selecting this option. This was followed by being ‘less reliant on others’ (30%, 
n=60) and ‘shorter journey times’ (29%, n=58). Of those who selected ‘more environmentally 
friendly’, 77% (n=49) previously travelled by car while 14% (n=9) previously travelled by 
timetable bus.  

5.2.43 In total,13% (n=26) of respondents selected ‘other’. Of these responses, the most popular 
responses were the ability to have alcohol / not having to drive to social activities (n=7), the 
ability to attend extra-curricular activities (n=5), the service being safer than pervious travel 
mode (n=3) and not relying on the train (n=3).  

Key Point: Key benefits of the service identified by users included greater flexibility in travel 
times, the service being more environmentally friendly, being less reliant on others for travel, 
and shorter journey times.  

What other benefits is the service providing? 

5.2.44 Beyond the above, a range of benefits of the service were also provided in the ‘any other 
comments’ box at the end of the User Survey.  A range of benefits were identified relating to 
how the service has been particularly beneficial for some user groups who find travelling via 
traditional public transport services challenging such as those with disabilities and or younger 
people.  A selected number of these comments is included below:  

“This service is a lifeline for my autistic son. We live in a rural location and this service is 
giving him independence. As time progresses, we hope he will use it more as his confidence 
increases. I cannot impress upon you enough how important this service is to him and I am 
sure many like them. Thank you so much for it” 
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“I am doing this as the guardian for my daughter who has learning difficulties. I am so pleased 
with the bus - it gives her independence and flexibility to go to places and I know it is safe and 
reliable”. 

“As someone who does not cope well on public transport, I feel a lot more comfortable using 
the ready to go bus. All drivers are friendly caring and helpful” 

“This service allows me to take my child to nursery instead of walking for an hour, I can no 
longer drive due to hearing and sight loss, so this service is very important to maintaining my 
independence.” 

“This new service has allowed my children greater freedom to travel independently to meet 
friends and go shopping in Inverurie. They were unable to do this prior to this service. If it 
weren’t for covid they would be using this service more regularly. This will promote their own 
independence and also reduce reliance on travelling by car” 

“Very happy to allow my child to travel independently with the Ready2Go service” 

Key Point: The Ready2Go Service has opened-up travel opportunities for some user groups 
who often find using traditional fixed timetable routes challenging. This is an important finding 
and highlights a considerable benefit of Ready2Go compared to more traditional services. 

Levels of Satisfaction 

5.2.45 Figure 5:12 shows the level of satisfaction with different aspects of the Ready2Go service 
amongst users who responded to the survey.   
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Figure 5:12: User Survey: Satisfaction with Ready2Go service 

5.2.46 Overall, levels of satisfaction with the service were high with an average satisfaction rating of 
nearly 80% across all aspects and particularly high rates of satisfaction with vehicle quality 
(90% satisfied or very satisfied), driver helpfulness (95% satisfied or very satisfied), and 
vehicle accessibility (93% satisfied or very satisfied).  

5.2.47 Satisfaction with ‘overall journey times’ was also very high with 92% either satisfied or very 
satisfied with this aspect.  This may in part be a result of the shorter walking distance to bus 
stops compared to conventional bus services; potential reductions in interchange times when 
making journeys for which there was previously no direct connection; and / or more direct 
vehicle routing.    

5.2.48 There were slightly lower rates of satisfaction (albeit still high) with ‘actual versus desired pick-
up time’ (81% satisfied or very satisfied), ‘reliability of stated pick-up time’ (80% satisfied or 
very satisfied) and the ‘certainty of arrival times’ (72% satisfied or very satisfied) which 
suggest that there are some reliability issues with the service. There was also a slightly lower 
rate of satisfaction with ‘the length of the operating day’ suggesting that there is a desire to 
travel outwith the current operating times amongst some groups.  

5.2.49 Of all those who responded, 33% (n=104) were satisfied with ‘booking via the TDC’ and 48% 
(n=152) were satisfied with ‘the helpfulness of office staff’.  However, a high proportion of 
respondents selected ‘don’t know’ or ‘not applicable’ in relation to each of these aspects.  
When the don’t know / non applicable responses are removed (i.e., when only those for whom 
these aspects are applicable are considered), satisfaction rates are higher (with 85% satisfied 
with ‘booking via the TDC’ and 87% satisfied with ‘the helpfulness of office staff’).  

Key Point: There were high rates of satisfaction with the service with an average rating of 
nearly 80% across all aspects.  Satisfaction with reliability and the length of the operating day 
was slightly lower than other aspects of the service.  

5.3 Non- and One-off User Survey 

Why do people not use the Ready2Go service? 

5.3.1 Figure 5:13 shows the reasons given for not using the Ready2Go service amongst non- and 
one-off users. It is noted that respondents could tick all that applied and therefore the total 
does not sum to 100%. 
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Figure 5:13:  Reasons for non / infrequent use amongst non- and one-off users 

5.3.2 Overall, the largest proportion of respondents (37%, n=80) selected ‘I don’t know enough 
about the service’.  This was followed by ‘uncertainty around arrival times’ (16%, n=35), 
‘cannot get picked-up at the time I want to travel’ (12%, n=27), and ‘the service is unreliable’ 
(12%, n=26).  As discussed in Chapter 2, there were particular issues with trips being 
cancelled prior to the introduction of Future Ride Guarantee.  In addition, there are delays to 
pick-up times and drop-off times, although the data suggests that these have improved in the 
most recent period.  

5.3.3 In total, 27% (n=58) of respondents selected ‘other’. Of these, 6% (n=14) noted that the 
service doesn’t operate in their area, 6% (n=12) noted that they have not needed to use the 
service as of yet, and 4% (n=9) noted that the lack of card / contactless payment option was a 
reason that they did not use the service. 

Key Point: The most frequently cited reason for not using the service amongst non-users was 
‘not knowing enough about the service’.  There were also concerns around the certainty of 
arrival times and overall reliability.  This reflects the findings from other enhanced DRT 
services as described in Chapter 4 and highlights the importance of targeted promotional 
campaigns which, for example, include information on how the service works and service 
reliability. 

How did non / one-off users previously travel? 

Did non / one-off users previously use the timetabled bus and do they still make these 
trips? 

5.3.4 In total, 36% (n=79) of non-/ one-off users of the service stated that they previously used a 
timetabled bus service which has been replaced by the Ready2Go service.  Amongst these: 

 22% (n=17) no longer make the trip 

 11% (n=9) make the trip to a different destination (e.g., travel to local shops rather than 
taking the bus to Inverurie) 

 67% (n=53) make the trips to the same destination but travel by another means.  
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What activities are people who previously used the timetabled bus and who no longer 
travel missing out on? 

5.3.5 Those who said they were no longer making the trip (n=17) were also asked if there were 
things which they previously did which they are now missing out on.  The figure below shows 
the responses to this question.  It is noted that the sample size for this question is small and 
therefore a note of caution should be taken in interpreting the results. Respondents could tick 
all that applied and therefore the total does not sum to 100%. 

 

Figure 5:14:  Activities missed out on amongst non / one-off users who no longer make the trip they previously made by 
timetabled bus service 

5.3.6 Overall, the most popular response was social activities (71%, n=12), followed by shopping 
(65%, n=11), and visiting family and friends (59%, n=10).  There were comparatively fewer 
responses for attending health appointments and employment and education opportunities.   

Key Point: While the Ready2Go Around Inverurie service has resulted in some users making 
trips which they previously did not, it is also the case that a proportion of non-users previously 
made trips which they no longer make due to the service. Amongst this group, the most 
frequently cited activities being missed out on were social activities, shopping, visiting friends 
and family.  Relatively few respondents cited employment or education opportunities.  The 
data also suggests that around 10% of those who previously travelled by scheduled bus have 
changed the destination to which they travel which could have distributional impacts.   

Modal shift from timetabled bus to other modes - how do people who previously used 
the timetabled bus and continue to make their trip now travel?  

5.3.7 The figure below shows the mode used by non / one-off users of the Ready2Go service who 
previously travelled by timetabled bus and continue to make these trips to the same 
destination. 
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Figure 5:15:  Mode used by non / one-off users of the Ready2Go service those who previously travelled by timetabled bus and 
continue to make these trips either to a different destination or the same destination 

5.3.8 Overall, over half of respondents (55%, n=29), stated that they now drive, with a further 13% 
(n=7) getting a lift from someone outside of their household and 13% (n=7) travelling as a 
passenger in the family car.  This suggests that as well as modal shift from car to the 
Ready2Go service (as discussed above), there has also been some modal shift to car from 
the withdrawn / partially withdrawn fixed timetable bus services.  This is discussed further in 
Chapter 7. The data also suggests that there has been some transfer from the removed 
timetabled bus services to travelling by taxi.  This is discussed further in Section 6.3.  

Key Point: While the Ready2Go service has resulted in some modal shift from car to bus, it is 
also the case that the service has led some people who previously used the removed 
timetabled bus services to switch from bus to car. The overall net impact of the service in 
terms of modal shift is discussed further in Chapter 7. 

What are the disadvantages of people’s current mode compared to timetabled bus 
service? 

5.3.9 The non- and one-off users who previously used the removed timetabled bus services were 
also asked to indicate the main disadvantages of their current mode compared to the 
timetabled bus service.  Figure 5:16 shows the responses to this question.  It is noted that 
respondents could tick all that applied and therefore the total does not sum to 100%. 
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Figure 5:16: Non / One-off Users: Disadvantages of current mode compared to removed timetabled bus services 

5.3.10 Overall, the most common response was ‘more reliant on car travel’, with 55% (n=34) of 
respondents selecting this option.  This was followed by ‘less environmentally friendly’ (42%, 
n=26) and ‘more reliant on others’ (34%, n=21).   

5.3.11 In total, 11% (n=7) of respondents selected ‘other’. Of these, two respondents noted parking 
at their destination was a disadvantage of making their trip in another way, one noted that they 
can no longer buy as much / carry as much heavy shopping and one noted that the way they 
are travelling now is more expensive than the timetabled bus.   

Key Point: The key disadvantages identified by those who previously use the removed 
timetabled bus services and who now travel by another mode were being ‘more reliant on car 
travel’, their journey being ‘less environmentally friendly’ and being ‘more reliant on others’ 
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6 How does the financial and operational 
performance of Ready2Go compare with the 
pre-pilot position? 

6.1 Overview  

6.1.1 This chapter provides a review of the operational and financial performance of the Ready2Go 
service from the perspective of Aberdeenshire Council.  It includes a review of operational 
data covering the Ready2Go service and, where possible, a comparison with equivalent data 
for the pre-scheme baseline i.e., the withdrawn / partially withdrawn fixed timetable bus 
services.  The chapter draws on data provided by Aberdeenshire Council as well as feedback 
and comments received through the stakeholder consultation.    

6.2 Comparison of Baseline and Outturn Data 

Data Sources 

6.2.1 As set out in Chapter 1, the Ready2Go service replaced / partially replaced a number of fixed 
timetable bus services as follows: 

 Partial withdrawal: 

o Service 22 (Inverurie Town Centre) – this service was previously wholly supported 
by the council, and it was originally intended that the service be withdrawn in its 
entirety. However, Stagecoach decided to continue to operate the service on a 
commercial basis at a slightly reduced frequency, with four weekday journeys 
withdrawn (0730, 0830, 1415 and 1515 departures).  

o Service 41 (Insch – Inverurie) - Monday to Saturday service withdrawn by 15th 
August 2021.  However, Stagecoach continue to operate some placing journeys 
between their Insch depot and Inverurie as set out below.  It is noted that Stagecoach 
provided these services prior to the changes and they were not part of the supported 
service bus contract.  

 Weekdays: Insch - Inverurie (05:02 & 06:02) and Inverurie – Insch (18:12 and 
18:42) 

 Saturday: Insch - Inverurie (05:58, 07:02 & 08:02) and Inverurie – Insch 
(18:10)  

 Sunday: Insch - Inverurie (12:02) 

o Service 240 (Oldmeldrum – Inverurie) – Council supported Saturday service 
withdrawn at the end of March 2020.  However, Bains Coaches continue to operate 
the commercial Monday – Friday service.  

 Complete withdrawal but route only partially covered by Ready2Go: 

o Service 308 (Turriff – Inverurie) – Monday – Saturday service withdrawn by 15th 
August 2021. Ready2Go service covers the section between Inverurie and 
Rothienoman / Badenscoth only. 

o Service 416 (Rhynie – Auchleven – Insch – Inverurie) – Tuesday shopper service 
withdrawn by 15th August 2021. Ready2Go service covers the section between 
Inverurie and Auchleven only 

6.2.2 In order to evaluate the financial and operational performance of the Ready2Go service, 
passenger, revenue, and cost data for the above withdrawn / partially withdrawn services (i.e. 
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the pre-scheme baseline position) has been compared with equivalent data for the Ready2Go 
service (i.e. the outturn position).  This data used covers the following periods: 

 Fixed timetable bus services – week commencing 25th November 2019 

 Ready2Go Around Inverurie – week commencing 6th December 2021 

Covid-19 

6.2.3 The Ready2Go service was introduced on 16th August 2021, during the COVID-19 Pandemic.  
COVID-19 led to a drop in the number of people using bus services in general due to 
restrictions requiring people to work from home and avoid public transport.  Between the pre 
scheme baseline and the outturn position, the background trend was therefore one of a large 
reduction in the number of people using bus services.  In order to isolate the impact of 
Ready2Go Around Inverurie from this wider trend, pre- and post-COVID-19 passenger data 
covering three comparator services (see Table 6:1) was reviewed and used to estimate the 
number of passengers which would have travelled on the withdrawn / partially withdrawn 
services in 2021 had the services been retained and Ready2Go not been introduced, i.e., the 
counterfactual. 

Table 6:1: Passenger data for comparator fixed timetable bus services18 

 
Origin / 
destination 

Days of 
Operation Description 

Total Passengers 

Percentage 
Change w/c 

25tNovember 
2019 

w/c 6th 
December 
2021 

Service 83 
Peterhead 
Town 
Service 

Mon-Sat 
Half hourly 
town service 

1,752 1,023 -42% 

Service 301 
and 303 

Huntly to 
Macduff and 
Huntly to 
Turriff 

Mon-Fri 

Low frequency 
rural service 
(2/3 services 
per day) 

218 157 -28% 

Total Passengers 

6.2.4 Table 6:2 shows the total passengers carried on withdrawn / partially withdrawn fixed 
timetable services compared to Ready2Go Around Inverurie service.  The table includes: 

 The number of passengers carried on the withdrawn / partially withdrawn fixed 
timetable services during week commencing 25th November 2019 – this data covers: 

o Partially withdrawn Service 22 - the four weekday journeys which were removed 
(0730, 0830, 1415 and 1515) only. These figures were estimated by applying the 
change in the number of weekday journeys to the overall weekday passenger figure 
recorded during the period examined.   

o Partially withdrawn Service 41 - the withdrawn supported journeys only.  Passenger 
numbers on the placing journeys provided by Stagecoach are not included in the 
figures.   

o Partially withdrawn Service 240 - the withdrawn supported Saturday service only. 

 
 
18 It is noted that passenger figures during w/c 6th December were lower than a typical week due to Storm Barra 
and the announcement by the Scottish Government that people should not attend events.  However, the impact of 
these issues would likely have been felt equally across the fixed timetable services and Ready2Go and therefore 
these issues do not impact the comparison being made.    
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o Completely withdrawn services which are only partially covered by Ready2Go 
(services 308 and 416) - the sections of the routes which operate wholly within the 
Ready2Go operating area only.   

 An estimate of the passengers which would have travelled on the withdrawn / 
partially withdrawn services in 2021 had the services been retained and Ready2Go 
not been introduced, i.e., the counterfactual - this figure was estimated by applying the 
average change in passenger numbers (-35%) on the comparator fixed timetable bus 
services in Aberdeenshire (See Table 6:1) to the passenger data for the withdrawn / 
partially withdrawn services (786).  

 The number of passengers carried on the Ready2Go Around Inverurie service 
during week commencing 6th December 2021 - it is noted that there are two datasets 
covering passengers on the Ready2Go Around Inverurie service:   

o Moovit data – passenger numbers recorded via the booking system at the time of 
booking (1,029) 

o Ticketer data – passenger numbers recorded via the on bus electronic ticket 
machines (ETMs) (954) 

The Ticketer ETM data includes a breakdown between concessionary and non-
concessionary passengers.  However, the data under-records passengers compared to 
the Moovit dataset.  This is thought to be because (i) bus drivers do not record under-fives 
travelling on the service and (ii) between mid-October 2021 and the start of January 2022, 
the ETMs were not reading smartcards correctly resulting in the need for drivers to 
manually record free bus pass trips which likely led to some under reporting.  Given this, 
the Moovit passenger data is used in the table below and all subsequent analysis except 
the reporting of revenue which is calculated using the breakdown of concessionary and 
non-concessionary passengers.   

Table 6:2: Total Passengers carried on withdrawn / partially withdrawn fixed timetable services compared to Ready2Go Around 
Inverurie service  

 

Withdrawn / 
partially 
withdrawn 
fixed 
timetable 
services 
(w/c 25th 
November 
2019) 

Withdrawn / 
partially withdrawn 
fixed timetable 
services (w/c 6th 
December 202 
counterfactual) 

Ready2Go Around 
Inverurie (w/c 6th 
December 2021) 
(Moovit Data) 

Difference 
Percentage 
Change 

Total 
Passengers 

786 511 1,029 +518 +101%  

6.2.5 Overall, the number of passengers carried on the Ready2Go service in w/c 6th December 
2021 was over 100% more than the 2021 counterfactual for the withdrawn / partially 
withdrawn fixed timetable bus services.  The extent to which these additional passengers have 
come from bus services other than the Ready2Go service is discussed further in Section 7.2. 

Key Point: The number of passengers carried on the Ready2Go service was more than 100% 
higher than the 2021 counterfactual for the withdrawn / partially withdrawn services during the 
periods examined. The growth in passenger numbers on the Ready2Go service contrasts with 
wider trends in bus patronage in Aberdeenshire associated with COVID-19 and suggests the 
service provides a more attractive option for users than the former fixed timetable services.  
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Mileage 

6.2.6 Table 6:3 compares the total mileage and average miles per passenger covered by the 
withdrawn / partially withdrawn fixed timetable services during w/c 25th November 2019 with 
the equivalent data for the Ready2Go service during w/c 6th December 2021.   

6.2.7 The mileage figure for the withdrawn / partially withdrawn fixed timetable services is based 
upon: 

 Partially withdrawn Service 22 - the four weekday journeys which were removed (0730, 
0830, 1415 and 1515).   The figures were estimated by applying the change in the number 
of journeys to the overall mileage figure recorded during the period examined.   

 Partially withdrawn Service 41 - the removed journeys only. The mileage covered during 
the delivery of the placing journeys provided by Stagecoach is not included in the figure.   

 Partially withdrawn Service 240 - the withdrawn supported Saturday service only 

 Completely withdrawn services which are only partially covered by Ready2Go 
(services 308 and 416) - the sections of the routes which operate wholly within the 
Ready2Go operating area only. 

Table 6:3: Total mileage and average miles per passenger recorded on the withdrawn / partially withdrawn fixed timetable 
services (w/c November 2019) and Ready2Go Around Inverurie (w/c 6th December 2021) 

 

Withdrawn / 
partially 
withdrawn 
fixed 
timetable 
services 
(w/c 25th 
November 
2019) 

Withdrawn / 
partially 
withdrawn 
fixed 
timetable 
services 
(2021 
counterfactu
al) 

Ready2Go 
Around 
Inverurie 
(w/c 6th 
December 
2021) 

Difference 
(2019-2021) 

Percentage 
Change 
(2019-2021) 

Difference 

(2021 
Counterfact
ual to 2021) 

Percentage 
Change 
(2021 
Counterfact
ual to 2021) 

Total 
mileage (m) 

1,897 1,897 7,506 +5,609 +296% +5,609 +296% 

Total 
Passengers 
(w/b 25th 
November 
2019) 

786 511 1,029 +243 +31% +518 +101% 

Average 
bus miles 
per 
passenger 
carried 

2.4 3.7 7.3  +4.9 +202% +3.6 +97% 

 
6.2.8 During the time periods examined, total mileage on the Ready2Go service was considerably 

higher than on the withdrawn / partially withdrawn fixed timetable services.  While on average, 
the withdrawn / partially withdrawn fixed timetable services carried one passenger every 3.7 
miles, the equivalent figure for the Ready2Go service was one passenger every 7.3 miles.  
Overall, 47% of kilometres travelled on the Ready2Go Service during w/c 6th December were 
defined as ‘empty mileage’. This is comparable to the figures for the GoSutton and Slide 
Ealing services discussed in Section 4.3.4 and likely reflects the tidal nature of travel at 
different times of the day. The current level of passenger grouping optimisation on the service 
(see section 2.5.4) could also contribute to this.  

Key Point: The data suggests that total mileage and the average miles travelled per 
passenger is far higher on the Ready2Go service compared to the withdrawn / partially 
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withdrawn fixed timetable bus services.  This is an important finding which has implications for 
both the overall cost of running the service and the carbon emissions generated.   

Cost to the Council   

6.2.9 Table 6:4 compares the cost to the public sector of providing the withdrawn / partially 
withdrawn fixed timetable services during week commencing 25th November 2019 and the 
Ready2Go service during week commencing 6th December 2021.   

6.2.10 It is noted that: 

 The cost shown is the cost of providing the service from the Council perspective.   

 For the withdrawn / partially withdrawn services, the figures reflect the cost of providing 
the whole route as opposed to only the journeys which were removed / only those within 
the Ready2Go operating area. Specifically, the cost figure is based upon:    

o Partially withdrawn Service 22 - the cost of providing Service 22 in its entirety.  
While, as set out above, Stagecoach continues to operate the service on a 
commercial basis, the cost saving to the council equates to the removal of the service 
in its entirety.  

o Partially withdrawn Service 41 - the cost of providing the Monday to Saturday 
supported service.  As set out above, while Stagecoach continues to operate some 
placing journeys between their Insch depot and Inverurie, these journeys were not 
covered by the supported service contract and therefore do not impact council costs.   

o Partially withdrawn service 240 - the cost of providing the Saturday supported 
service  

o Withdrawn services (services 308 and 416) - the cost of providing the whole route 
i.e., the sections of the route within the Ready2Go operating area and the sections of 
the route outwith the Ready2Go operating area.  

 Public transport contracts in Aberdeenshire are reviewed on an annual basis and adjusted 
with inflation.  In 2020, contract costs increased by 0.8% and in 2021, there was no 
change.  This cost figure for the withdrawn / partially withdrawn services therefore includes 
a 0.8% increase on the cost of the contract in 2019. This reflects a best estimate of the 
additional cost which would have been incurred if the services had been let in 2021.   

 The staff costs provided by Aberdeenshire Council reflect the additional staff resources 
employed to deliver Ready2Go, and are based upon the full time equivalent (FTE) cost of 
employing 1.5 additional Transport Officers.  While not included in the table, additional 
support is also provided by existing staff (a Principal Officer and two Senior Transport 
Officers).  In addition to the direct cost of employing additional staff, there is therefore a 
considerable opportunity cost to Aberdeenshire Council as existing staff members have 
been diverted onto assisting with the Ready2Go service from other duties.   

 The cost for Moovit shown in the table is indicative.   

Table 6:4: Comparison of cost to Aberdeenshire Council of withdrawn / partially withdrawn services and Ready2Go service 

Cost Item 

Withdrawn / partially 
withdrawn fixed 
timetable services (w/c 
25th November 2019) 

Ready2Go Around 
Inverurie (w/c 6th 
December 2021) 

Difference 
Percentage 
Change 

Moovit n/a £704 n/a n/a 

Operator - 
Mileage 

n/a £3,753 n/a n/a 

Operator - 
Daily Rate 

n/a £8,468 n/a n/a 
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Cost Item 

Withdrawn / partially 
withdrawn fixed 
timetable services (w/c 
25th November 2019) 

Ready2Go Around 
Inverurie (w/c 6th 
December 2021) 

Difference 
Percentage 
Change 

Operator - 
Total 

£4,611 £12,925 +£8,314 +180% 

Additional 
council staff 
costs 

- £837 +£837 - 

Total Cost 
(per week) 

£4,611 £13,762 +£9,150 +198% 

6.2.11 Overall, the cost to the Council of providing the Ready2Go service is around three times 
higher than the withdrawn / partially withdrawn fixed timetable routes, costing around £9,150 
more per week (or an implied £475k per year).  The largest proportion of the costs for the 
Ready2Go service is the daily rate per minibus (costing £8,468 per week), followed by the 
mileage rate (costing £3,753 during the week examined). 

6.2.12 Note that there are two additional costs to the public sector.  The concessionary 
reimbursement and the Bus Service Operator Grant (BSOG) is paid for by Transport Scotland 
and goes to the operator.  The former is discussed further in Section 6.2.20.  It is assumed the 
level of BSOG will have increased given the big increase in bus mileage. 

Key Point: Based on these figures, the Ready2Go service costs Aberdeenshire Council 
around three times as much as running the previous fixed route services.     

Average Subsidy Per Passenger  

6.2.13 Table 6:5 sets out the average subsidy per passenger on the withdrawn / partially withdrawn 
fixed timetabled services and the Ready2Go service. This figure was calculated by dividing 
the cost of providing each service from the council perspective (see above) by the number of 
passengers recorded on each service.  

6.2.14 To ensure compatibility between the two figures, the passenger figures for the withdrawn / 
partially withdrawn services used here includes all passengers carried on Service 22 in its 
entirety and all passengers carried on the withdrawn services (Services 308 and 416), 
including those travelling within the Ready2Go operating area and those travelling outwith the 
Ready2Go operating area. 

Table 6:5: Average Subsidy per Passenger 

 

Withdrawn 
/ partially 
withdrawn 
fixed 
timetable 
services 
(w/c 25th 
November 
2019) 

Withdrawn 
/ partially 
withdrawn 
fixed 
timetable 
services 
(2021 
counterfact
ual) 

Ready2Go 
Around 
Inverurie 
(w/c 6th 
December 
2021) 

Difference 
(2019-
2021) 

Percentage 
Change 
(2019-
2021) 

Difference 

(2021 
Counterfact
ual to 
2021) 

Percentage 
Change 
(2021 
Counterfact
ual to 
2021) 

Total 
Passengers 

1,442 937 1,029 -413 -29% +92 +10% 

Total Cost £4,611 £4,611 £13762 
+£9,150 
 

+198% +£9,150 +198% 
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Average 
Subsidy Per 
Passenger 

£3.20 £4.92 £13.37 +£10.20 +318% +£8.50 +172% 

6.2.15 The average subsidy per passenger on the Ready2Go service is considerably higher than that 
of the fixed timetable bus services.  If Services 49 and 421 were also withdrawn, there would 
be a marginal increase in the average subsidy per passenger for the fixed timetable bus 
services to £3.79 (when November 2019 fixed timetable passenger data is used) / £5.84 
(when the 2021 counterfactual fixed timetable passenger data is used) but it would still be 
considerably less than the current Ready2Go figure.  

Key Point: The average subsidy per passenger on the Ready2Go service is considerably 
higher than the fixed timetable bus services, reflecting the high cost of the service compared 
to the former fixed timetable services.  

Emissions 

6.2.16 Table 6:6 sets out the estimated CO2e emissions generated by the Ready2Go service and the 
withdrawn / partly withdrawn fixed timetable services. 

Table 6:6: Estimated CO2 emissions generated by Ready2Go Service and withdrawn / partially withdrawn fixed timetable 
services 

 
Withdrawn / partly withdrawn 
fixed timetable services 

Ready2Go service 

a) Weekly mileage 1,89719 7,506 

b) Miles per gallon 1020 23.721 

c) Gallons of diesel used (a/b) 190 317 

d) litres of diesel used (c* 4.55) 862 1,440 

d) Kg CO2e/litre22 2.420 

e) Total CO2e (c*d) 2,087 3,484 

6.2.17 As discussed above, the mileage covered by the Ready2Go buses per week (7,506 miles) is 
far higher than the mileage covered by the withdrawn / partially withdrawn fixed timetable 
services (1,897 miles).  While the additional mileage is partly offset by the Ready2Go buses 
being newer, smaller and more fuel efficient than the larger buses used on the fixed timetable 
network, the overall levels of carbon generated are still higher on the Ready2Go service. 

6.2.18 However, in addition, there are also carbon savings associated with the modal shift achieved 
from car to bus.  While a proportion of non-users have transferred from timetabled bus to car, 
the analysis set out in Section 7.3 suggests that this proportion is likely to be smaller than the 
proportion transferring from car to the Ready2Go service and therefore there is likely to be an 
overall carbon saving associated with modal shift from car to bus.  

 
 
19 It is noted that this mileage figure does not include the mileage for the sections of the withdrawn routes which 
fall outside of the Ready2Go operating area.  However, these additional miles would not change the figure 
significantly. 
20 A typical bus travels 8-10 miles per gallon of fuel  
21 The sprinter buses used on the Ready2Go service travel 23.7 miles per gallon of fuel  
22 Carbon dioxide emissions per litre of fuel burnt in 2021, Error! Hyperlink reference not valid.  
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6.2.19 Overall, therefore, while difficult to estimate, although mileage has increased, when the fuel 
efficiency of the Ready2Go vehicles and the modal shift to the service from car is considered, 
it is likely that the overall carbon impact is broadly neutral.   

Key Point: While mileage on the Ready2Go Service is higher than on the withdrawn / partially 
withdrawn fixed timetable services, this is likely offset by the higher fuel efficiency of the 
Ready2Go vehicles and the overall levels of modal shift to the service from car, with the result 
that the overall carbon impact is broadly neutral.   

Revenue 

6.2.20 The revenue accruing to the operator in each case is set out in the table below. It includes the 
farebox revenue and the concessionary reimbursement from Transport Scotland.  The BSOG 
is not shown but as noted above, it is assumed this will have increased given the big increase 
in bus mileage. 

Table 6:7: Operator Revenue for Ready2Go Service and withdrawn / partially withdrawn fixed timetable services 

 

Withdrawn / 
partially 
withdrawn fixed 
timetable 
services (w/c 
25th November 
2019) 

Ready2Go 
Around 
Inverurie (w/c 
6th December 
2021) 

Difference 
Percentage 
Change 

Passengers 1,348 954 -88 -8% 

Farebox Revenue £1,146 £900   

Reimbursement £582 £678 - - 

Total Revenue (Farebox plus 
Conc) 

£1,728 £1,578 -£149 -9% 

6.2.21 The revenue generated by the withdrawn / partially withdrawn fixed timetabled services was 
calculated using the total passenger figure of 1,348. It includes: 

 Partially withdrawn Service 22 - the revenue generated by Service 22 in its entirety (but 
noting that most journeys continue to be operated by Stagecoach).   

 Partially withdrawn Service 41 - the revenue generated on the Monday to Saturday 
supported service.   

 Partially withdrawn service 240 - the revenue generated by the Saturday supported 
service.  

 Withdrawn services (Services 308 and 416) - the revenue generated by the withdrawn 
council supported journeys which operate wholly within the Ready2Go operating area. 

6.2.22 The revenue generated by the Ready2Go Around Inverurie service was calculated using the 
Ticketer passenger data as this includes the breakdown between concessionary and non-
concessionary passengers.  As noted in Section 6.2.4, the Ticketer data under-records 
passengers compared to the Moovit dataset.     

6.2.23 Overall, based on the above data, the revenue generated by the Ready2Go service is just 
below that of the withdrawn / partially withdrawn fixed timetable services.  

Key Point: The revenue generated on the Ready2Go service is just below that of the 
withdrawn / partially withdrawn fixed timetable services.   
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6.3 Third Party Impacts 

6.3.1 During the consultation undertaken to inform the evaluation, several issues were raised by the 
organisations who provide transport services in the Ready2Go operational area. These 
included: 

 Passengers travelling on the Ready2Go Around Inverurie service rather than the 
timetabled bus services which continue to operate in the area with resultant 
impacts on passenger numbers on these services: 

o One bus operator noted that passengers use the Ready2Go service rather than the 
available scheduled bus services.  It was stated that the Ready2Go service often runs 
at the same time or within a few minutes of their scheduled service and the operator 
raised concerns as to the legality of this given the impact on their commercial 
operation.   

o Stagecoach noted that the impact of Ready2Go on patronage is difficult to ascertain 
given the mixture of routes involved, wider timetable changes, and the impact of 
COVID-19. However, it was felt that patronage on Service 22 had been affected by 
the Ready2Go service, particularly the Saturday service, with potentially a higher shift 
to Ready2Go amongst those making journeys on the south side of Inverurie 
(particularly Golf Park / Nether Davah Way).   

 Ready2Go bus services collecting passengers who have not pre-booked the service 
and are waiting for the timetabled bus services – this issue was previously raised with 
Aberdeenshire Council and assurances were provided that only pre-booked passengers 
are being carried on the service 

 A loss of trade for taxi operators due to users switching from taxi to the Ready2Go 
service – this was identified as a particular issue when the Ready2Go service was first 
introduced.  However, Central Taxis (North East) noted that it has not been raised as an 
issue more recently, noting that this is potentially because passengers who switched have 
now reverted back to using taxis due to the greater convenience provided.  Central Taxis 
(North East) noted that it had not reduced the number of drivers operating in the area due 
to the introduction of the Ready2Go service.   

 Ready2Go buses causing obstructions at some pick-up and drop-off locations - two 
particular locations were highlighted by Central Taxis (North East), namely the designated 
bus stop at Inverurie Town Hall and Inverurie Railway Station. It is noted that Inverurie 
Town Hall is a designated bus stop and not a designated taxi rank but is used as an 
unofficial taxi rank during the evenings.  ScotRail provided permission for the Ready2Go 
service to use Inverurie Rail Station as a wait/break location.  However, the station was 
only used for this purpose during the first few days of the Ready2Go service’s operation 
before an alternative wait/break location within the vicinity of the station was identified due 
to concerns raised by taxi operators. 

6.3.2 The data from the User and Non- / One-off User Surveys and wider analysis, suggests that: 

 38% (n=82) of users previously made their current trip by timetabled bus services, 
this equated to an estimated 8,250 annual (38%) single trips – while a large proportion 
of these are likely to have transferred from the timetabled services which were withdrawn / 
partially withdrawn prior to the introduction of Ready2Go, given that the Ready2Go zone 
of operation aligns with a number of fixed timetable services which continue to operate 
(see Section 2.4), it is likely that a proportion will also have transferred from these 
services.   

 12% of trips recorded via the sample are between Kemnay / Inverurie / Oldmeldrum 
or settlements close to these locations.  Depending on what time and on which day 
these trips were undertaken, it is likely that a proportion could have previously been made 
using Service 240 (operated on a commercial basis by Bains Coaches) or Service 421 (a 
council-supported service, operated under contract by Bains Coaches).  Both services 
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connect these locations and operate on weekdays, with Service 240 running 8-9 times per 
day and Service 421 running twice per day between Oldmeldrum and Inverurie / Kemnay 
and six times per day between Inverurie and Kemnay.  

 13% of trips made on the Ready2Go service during w/b 6th December had pick-up and 
drop-off locations which were within 50m of the fixed timetable bus routes which continue 
to operate in the area.  Depending what time and on which day these trips were 
undertaken, it is likely that a proportion could have been undertaken on the fixed timetable 
services which continue to operate in the area.   

 While sample sizes are small, and it is therefore difficult to draw firm conclusions as to the 
overall impact, there has been a switch: (i) from taxi to the Ready2Go service; and (ii) from 
the withdrawn / partially withdrawn timetabled bus services to taxi.  Specifically, the survey 
data indicates: 

o 4% (n=9) of users of the Ready2Go service previously made their current trip by 
taxi, equating to an estimated 632 (3%) annual single trips recorded via the 
sample. Amongst this group, the cost saving of Ready2Go compared to taxi services 
was the most frequently identified benefit, with 7 out of the 9 respondents who 
previously travelled by taxi (78%) selecting this option.  

o 6% (n=4) respondents to the Non-/One-off User survey who previously travelled 
by the withdrawn / partially withdrawn timetabled services and who do not use 
the Ready2Go service indicated that they now travel by taxi.  

Key Point: The introduction of the Ready2Go service has had implications on both taxi 
companies and the bus operators which provide services in the Ready2Go area of operation. 
The data suggests that there has been some switching from both taxis and the fixed timetable 
services which continue to operate in the area. However, there has also been some switching 
in the other direction, with people who previously used the withdrawn / partly withdrawn fixed 
timetable services now travelling by taxi and / or other fixed timetable bus services. The taxi 
company consulted as part of the evaluation noted issues with Ready2Go buses causing 
obstructions at two locations, although one of these is a recognised bus stop and not a 
designated taxi rank and the second is no longer used by Ready2Go services.     
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7 Quantification of Travel Behaviour Change 

7.1 Overview  

7.1.1 The results of the User and Non / One-off User Survey confirm that the introduction of the 
Ready2Go service has affected travel behaviour in a number of ways. In addition to people 
who have switched from the fixed timetable bus services to Ready2Go, four categories of 
change can be identified: 

 People who previously did not make their trip at all who now travel via the Ready2Go 
service i.e., new users 

 People who previously travelled by another mode and now travel via the Ready2Go 
service.  These include people who have switched to Ready2Go from: 

o other bus services, including the withdrawn / partly withdrawn fixed timetable bus 
services and the bus services which continue to operate in the area 

o car  
o other modes 

 People who previously travelled by the withdrawn / partially withdrawn fixed timetable bus 
and now do not travel 

 People who previously travelled by the withdrawn / partially withdrawn fixed timetable bus 
and now travel via a mode other than bus 

7.1.2 This chapter provides an estimated breakdown of the numbers making these switches in order 
to provide an indication of the overall net impact on (i) bus use and (ii) modal shift to / from 
car.  The chapter draws upon the proportions recorded via the User and Non / One-off User 
Survey and patronage data for the Ready2Go service and the withdrawn / partly withdrawn 
fixed timetable services during the following periods:    

 Fixed timetable bus services – week commencing 25th November 2019 

 Ready2Go Around Inverurie – week commencing 6th December 2021 

7.1.3 As set out above, given the issues with the Ready2Go ETM Ticketer data, the Ready2Go 
Moovit passenger data has been used throughout. 

7.2 Change in bus use 

7.2.1 Table 7:1 provides an estimate of the number of trips on the Ready2Go service which were 
either not made or previously made by a mode other than bus i.e., new bus trips.   

Table 7:1: Estimate of the number of trips on Ready2Go which are i) new trips i.e., trips which were not made prior to 
Ready2Go being introduced, ii) trips which were previously made and iii) trips that were previously made by timetabled bus 

 
Proportion from 
Survey 

Moovit Passenger 
Data 

a) Ready2Go trips 2021 - 1,029 

b) Ready2Go trips that were previously made (83%*a) 83% 864 
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Proportion from 
Survey 

Moovit Passenger 
Data 

c) Of trips previously made, proportion who used 
timetabled bus (38%*b)23 

38% 325 

d) New Bus Trips: Ready2Go trips which were either not 
made or previously made by a mode other than bus (a-c) 

 704 

7.2.2 Table 7:2 provides an estimate of the number of trips which were previously made using the 
withdrawn / partially withdrawn services which are not being made using the Ready2Go 
service i.e., the number of ‘lost’ bus trips.  

Table 7:2: Estimate of the number of trips which were previously made on the withdrawn / partially withdrawn fixed timetable 
services which are not made on the Ready2Go service i.e., the number of non-user or ‘lost’ bus trips.   

e) Trips undertaken on the withdrawn / partially withdrawn fixed timetable 
services in week commencing 25th November 201924   786 

f) Estimated counterfactual trips undertaken on the withdrawn / partially 
withdrawn fixed timetable services in December 2021 if the services had been 
retained and Ready2Go not introduced 

511 (35% fall on 
2019 figure) 

g) Trips made on Ready2Go which were previously made by timetabled bus 
(as estimated in (c) above) 325 

h) Trips made using the withdrawn / partially withdrawn service which are not 
made on the Ready2Go service (f-g) 186 

7.2.3 The figure in row (f) is an estimate of the passengers which would have travelled on the 
withdrawn / partially withdrawn services in 2021 had the services been retained and 
Ready2Go not been introduced, i.e., the counterfactual.  As set out in Section 6.2.3-6.2.4, this 
figure was estimated by applying the average change in passenger numbers (-35%) on the 
comparator fixed timetable bus services in Aberdeenshire (Services 83 and 301/303) to the 
passenger data for the withdrawn / partially withdrawn services (786).  

7.2.4 Overall, the data suggests that the number of people transferring to the Ready2Go service 
who either did not make, or previously made their trip by a mode other than bus i.e., new bus 
users (704) is higher than the number of people who previously used the withdrawn / partially 
withdrawn services but have not transferred to the Ready2Go service i.e., ‘lost’ bus users 
(186). While a small proportion of the latter use other bus services which continue to operate 
in the area, the data from the survey suggests that the proportion doing so is small (less than 
7%).  As such, the data suggests that the introduction of theReady2Go service has resulted in 
an overall positive net shift to bus. 

Key Point: The data suggests that the Ready2Go service has led to a positive net shift to bus 
with the majority of additional passengers being new bus users (i.e., people who are either 

 
 
23 Information on the mode previously used by those who indicated they previously made their trip to a different 
destination was not collected via the survey.  It has therefore been assumed that the proportion of users who 
indicated they made their trip to the same destination prior to the introduction of Ready2Go who said they 
previously used the timetabled bus applies equally to the those who indicated that they made their trip to a 
different destination prior to the introduction of the Ready2Go Service 
24 The data covers: Partially withdrawn Service 22 - the four weekday journeys which were removed (0730, 0830, 
1415 and 1515) only.   The figures were estimated by applying the change in the number of weekday journeys to 
the overall weekday passenger figure recorded during the period examined; Partially withdrawn Service 41 - the 
withdrawn supported journeys only.  Passenger numbers on the placing journeys provided by Stagecoach are not 
included in the figures; Partially withdrawn Service 240 - the withdrawn supported Saturday service only; 
Completely withdrawn services which are only partially covered by Ready2Go (services 308 and 416) - the 
sections of the routes which operate wholly within the Ready2Go operating area only. 
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making a trip which they previously didn’t make or making a trip which they previously made 
via a mode other than bus).  This suggests that the service is providing an option which is 
more appealing to a section of the market who did not previously use the fixed timetable 
services and is therefore better catering for people’s travel demands.   

7.3 Modal shift to / from car 

7.3.1 Table 7:3 provides an estimate of the number of trips made on the Ready2Go service which 
were previously made by car, i.e., mode shift from car.  Table 7:4 then provides an estimate 
of the number of trips which were previously made on the withdrawn / partially withdrawn fixed 
timetable services which are now made by car, i.e., mode shift to car.   

Table 7:3: Estimated number of trips made on the Ready2Go service which were previously made by car 

 
Proportion from 
Survey 

Moovit Passenger 
Data 

k) Trips made on the Ready2Go service which 
were previously made by car (39%*b)25 

39% 341 

Table 7:4: Estimate of the number of trips which were previously made on the withdrawn / partially withdrawn fixed timetable 
services which are now made by car.   

 
Proportion from 
Survey 

Moovit Passenger Data 

l) Non-users who previously travelled by bus and 
no longer make their trip (22%*h) 

22% 41 

m) Non-users who previously travelled using 
withdrawn / partially withdrawn service and now 
travel by car (81%*(h-l) 

81% of those who 
continue to make their 
trip 

118 

7.3.2 Overall, the data suggests that the net impact in terms of modal shift is positive, with more 
people transferring from car to the Ready2Go service (341) than from the withdrawn / partially 
withdrawn fixed timetable services to car (118).   

Key Point: The data suggests that while there has been modal shift from the withdrawn / 
partially withdrawn fixed timetable services to car, the level of modal shift from car to the 
Ready2Go service is higher and therefore the net impact of the Ready2Go service in terms of 
reducing car trips is positive. 

 

 
 
25 The figure of 39% is taken from the user survey and is made up of: those who drove (26%); those who get a lift 
in the family car (11%); and those who get a lift in a car from someone outside of their household (6%) 
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8 Conclusions 

8.1 Overview 

8.1.1 This chapter provides a summary of the main findings and conclusions from the evaluation. It 
includes a review of the service against the objectives of the revised approach to supported 
bus service delivery. 

8.2 Objectives 

8.2.1 As set out in Chapter 1, while no specific objectives were set for the Ready2Go Around 
Inverurie Pilot scheme, several objectives for the overall revised approach to supported bus 
service delivery have been expressed.  These are as follows: 

 Achieve a more sustainable supported bus network in the medium to long-term 

 Reverse ongoing patronage decline 

 Better cater for otherwise unmet travel needs 

 Reduce carbon emissions by more effectively matching supply with demand 

8.2.2 Key findings with respect to each of these are provided below.  

Achieve a more sustainable supported bus network in the medium to 
long-term 

8.2.3 The overall cost of delivering Ready2Go is considerably higher than the cost of 
delivering the withdrawn fixed timetable bus services, costing an estimated £9,150 per 
week more. This contributes to a much higher subsidy per passenger on the Ready2Go 
service (£13.37) compared to the withdrawn fixed timetable bus services (£4.92).  

8.2.4 The largest proportion of the costs for the Ready2Go service is the daily rate per minibus 
(costing £8,468 per week), followed by the mileage rate (costing £3,753 per week during the 
period examined).  The data suggests that total mileage and the average miles travelled 
per passenger is significantly higher on the Ready2Go Service (7,506 miles travelled 
equating to 7.3 miles per passenger) than the fixed timetable bus services (1,897 miles 
travelled equating to 3.7 miles per passenger).  Overall, 47% of kilometres travelled on the 
Ready2Go Service during w/c 6th December were defined as ‘empty mileage’. This is 
comparable to the figures for the GoSutton and Slide Ealing services discussed in Section 33 
and likely reflects the tidal nature of travel at different times of the day.  The current level of 
passenger grouping optimisation by the software, with 32% of journeys on the service during 
the period examined defined as ‘shared trips’26 also likely contributes to the high mileage rate.  
There is an aspiration amongst both Aberdeenshire and Moovit to improve passenger 
grouping and reduce the mileage figure through enhancements to the software.  However, 
even if the mileage was reduced to the same level as the fixed timetable bus services 
(which given the service is demand responsive is unlikely), the overall cost of providing 
Ready2Go would still be £6,546 per week more than the fixed timetable services.   

 
 
26 Under the definition used here a ‘shared trip’ is one where passengers who have booked separately travel 
together on the same vehicle.  Where a passenger books a journey for two people travelling together this is not 
classed as a ‘shared trip’. 
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Key Point: While the Ready2Go Around Inverurie service has attracted a higher number of 
passengers than the previous fixed timetable services, the cost of delivering Ready2Go is far 
higher, costing an estimated £9,150 per week more. This contributes to a much higher subsidy 
per passenger on Ready2Go (£13.37) compared to the withdrawn fixed timetable bus services 
(£4.92).  While efficiencies may be delivered in terms of the overall mileage recorded by the 
service as the software develops, such changes are unlikely to generate the significant 
savings required to reduce the subsidy per passenger figure to below that of the withdrawn 
fixed timetable services.   

Reverse ongoing patronage decline 

8.2.5 The number of passengers carried on the Ready2Go service in w/c 6th December 2021 
was more than double the 2021 counterfactual for the withdrawn / partially withdrawn 
fixed timetable bus services. This growth in passenger numbers is set against a wider trend 
of passenger decline in both Aberdeenshire and elsewhere as a result of COVID-19.  The 
analysis set out in Section 7.2 also suggests that the majority of these additional 
passengers are new bus users who are either making a trip which they previously 
didn’t make or making a trip which they previously made via a mode other than bus.  
The service has therefore led to a general increase in the number of people using bus 
services and is therefore contributing to a growth in bus patronage overall.   

8.2.6 While the service has led to a net increase in bus patronage, a proportion of people have 
stopped using the bus since the service was introduced.  Data from the Non / One-off User 
Survey suggests that over a third of non / one-off users previously used the withdrawn / 
partially withdrawn timetabled buses but have not transferred to Ready2Go.  Of these:  

 around 20% no longer make their trip (and therefore miss out on social and other 
activities with resultant disbenefits for this group e.g., increased social isolation / 
loneliness / reduced physical independence etc) 

 10% travel to a different destination 

 over 65% continue to make their trip but travel by a different mode 

8.2.1 Amongst non-users, the most frequently cited reason for not using Ready2Go was ‘I don’t 
know enough about the service’, followed by ‘uncertainty around arrival times’, ‘cannot get 
picked-up at the time I want to travel’, and ‘the service is unreliable’.  These concerns mirror 
those identified in other DRT schemes (as identified in Chapter 4). Data on the performance of 
the Ready2Go service suggests that the average delay in pick-up and drop-off times 
increased up to January 2022 which may have contributed to concerns around reliability.  Up 
to now promotion of the Ready2Go service has been limited due to uncertainties around the 
performance of the service. In order to encourage further uptake amongst non-user groups, 
targeted promotional campaigns explaining how the service works could potentially be used.  

Key Point: The data suggests that the Ready2Go service has been successful in helping to 
reverse ongoing bus patronage decline.  Despite wider falls in bus patronage due to COVID-
19, the number of passengers carried on the Ready2Go service during the period examined 
was more than double the 2021 counterfactual for the withdrawn / partially withdrawn fixed 
timetable bus services. Analysis of the survey data also suggests that the majority of these 
additional passengers are new bus users who have been attracted to bus travel because of 
the introduction of the Ready2Go service.  While the service has had a positive impact on 
patronage overall, some people have stopped using the bus since the service was introduced 
with a lack of knowledge about the service and concerns around reliability issues being the 
key barriers to use amongst this group. 
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Better cater for otherwise unmet travel needs 

8.2.2 The higher passenger numbers on the Ready2Go service compared to the withdrawn / 
partially withdrawn services and the positive net shift to bus travel overall suggests that that 
the Ready2Go service is meeting a travel need which was not previously met by the former 
fixed timetable services or the bus services which continue to operate in the area.  

8.2.3 This finding is backed-up by the analysis of the Ready2Go origin-destination passenger data 
which suggests that the majority of trips undertaken on the Ready2Go service are to / 
from areas which (i) were not served by the former fixed timetable services and (ii) are 
not served by the other bus services which continue to operate in the area.  This 
suggests that Ready2Go is meeting a travel demand which was not previously met by the 
former fixed timetable services.  

8.2.4 The ability to book a trip at any time across the day rather than having to rely on the 
bus times as set out within the timetable has also likely led to people’s travel needs 
being better met than they were previously.  Indeed, the greater flexibility in travel times 
was the most frequently cited benefit of the service amongst users.  This is likely to be 
particularly the case for the communities which previously had a low frequency service.  For 
example, those travelling from Rothienorman to Inverurie for which there was previously only 
1-3 services per day.   

8.2.5 The service has also provided significant benefits for particular user groups such as those 
with disabilities and younger people who often find travelling via traditional public transport 
services challenging.  A number of comments were received in the open text boxes in the 
User Survey in this regard, including users noting the benefits in terms of greater 
independence for people with autism, learning difficulties, and young people more 
generally.   For these groups, the Ready2Go service has opened-up opportunities for travel 
which were previously unavailable via the fixed timetable services, helping to support 
independence and participation. 

8.2.6 Indeed, nearly a quarter of users of the service are making new trips which they did not make 
prior to the introduction of the service, suggesting that the service is enabling people to 
undertake activities which they couldn’t previously.  Amongst this group, nearly half were 
using the service to undertake social activities, shopping trips, or visits to friends / family which 
they previously could not undertake, around a quarter were using the service to access 
healthcare, employment opportunities, and sport and leisure activities; and approximately 10% 
used the service to access education opportunities.  Beyond the actual trip, providing such 
opportunities is also likely to generate a range of wider benefits, including, reduced social 
isolation / loneliness, improved personal independence, reduced unemployment, and 
physical and mental health benefits.  While difficult to quantify and likely small, the use of 
the service to access health care may also have a positive impact in terms of reduced costs 
for local NHS services.  

8.2.7 More generally, the Ready2Go service is very popular with passengers with nearly 85% 
of users who previously travelled by timetabled bus stating that they prefer the 
Ready2Go service and high rates of satisfaction (+80% of respondents satisfied) across 
all aspects of service delivery.  However, while Ready2Go better meets the needs of a 
majority of people, there is a small proportion of people whose needs were likely better met by 
the previous fixed timetable bus services.  As discussed above, over a third of non / one-off 
users stated that they previously used the withdrawn / partially withdrawn timetabled 
buses but have not transferred to Ready2Go with a lack of knowledge of the service and 
concerns around reliability the main barriers to use amongst this group.  Similarly, while most 
users of the service who previously used the withdrawn / partially withdrawn fixed timetable 
services prefer Ready2Go, 16% prefer the timetabled buses, with the most commonly cited 
reason for this being ‘delayed pick-up times’, ‘the need to book the service’ and being ‘unable 
to travel at the time I want to travel’.   
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8.2.8 It should also be noted that Ready2Go Around Inverurie only partially replaced the withdrawn 
services 308 and 416, resulting in a loss of bus connectivity to Inverurie for some communities 
previously served by these routes, specifically  

 Auchterless (directly north of Rothienoman) - previously served by one service 308 per 
day to Inverurie 

 Rhynie, Clatt and Leslie west of Auchleven) - previously served by one Service 416 to 
Insch / Inverurie per week on a Tuesday 

8.2.9 Of these, Clatt is the only location no longer served by public transport with the other areas 
served by public transport to other locations but no longer benefitting from direct connections 
to Inverurie and / or Insch. While passenger numbers travelling to / from these locations using 
the former fixed timetable bus services were small, the withdrawal of these routes and the 
introduction of the Ready2Go service in their place has resulted in the loss of connections for 
these communities and the removal of the option of travelling on these routes.   

Key Point: The introduction of the Ready2Go Around Inverurie service has resulted in a 
growth in passenger numbers and a positive net shift to bus travel overall. The service 
provides connections between destinations not previously served by timetabled bus services 
and enables people to travel throughout the day rather than relying on the times set out within 
bus timetables. This may be of particular benefit for those communities which previously had a 
low frequency service.  Overall, nearly a quarter of users of the service are making new trips 
which they previously did not make and, in so doing, the service is also providing a range of 
wider benefits, including reduced social isolation / loneliness, improved personal 
independence, reduced unemployment, and physical and mental health benefits. The service 
has also provided significant benefits for those with disabilities and younger people who often 
find travelling via traditional public transport services challenging. This is an important finding 
and highlights a considerable equality benefit of Ready2Go compared to more traditional 
services. 

Reduce carbon emissions by more effectively matching supply with 
demand 

8.2.10 A further aim of the revised approach to bus service delivery in Aberdeenshire was to reduce 
carbon emissions by more effectively matching supply with demand.  As discussed above, the 
overall mileage covered by the Ready2Go buses per week (7,506 miles) is considerably 
higher than the mileage covered by the withdrawn / partially withdrawn fixed timetable 
services (1,897 miles).  However, this is partly offset by the greater fuel efficiency of the 
Ready2Go vehicles.  

8.2.11 In addition, there are also carbon savings associated with the modal shift achieved from car to 
bus.  While there has been both modal shift from car and to car, the analysis set out in Section 
7.3 suggests that the level of modal shift from car is greater.  In total, just over a quarter of 
users who made their trip to the same destination prior to the introduction of Ready2Go stated 
that they previously drove, equating to an estimated 33% (341) of trips undertaken during the 
period examined (w/c 6th December 2021).  In comparison, it is estimated that just 118 non-
users who previously travelled using the withdrawn / partially withdrawn service made car trips 
during this period. While the carbon impact of these changes is difficult to estimate, given that 
modal shift from car is higher than modal shift to car, there is likely to be an overall 
carbon saving associated with modal shift. 

8.2.12 Overall, while mileage has increased, when the fuel efficiency of the Ready2Go vehicles and 
the modal shift to the service from car is considered, it is likely that the overall carbon impact 
is broadly neutral.   

Key Point:  While mileage on the Ready2Go Service is higher than on the withdrawn /partially 
withdrawn fixed timetable services, this is likely offset by the higher fuel efficiency of the 
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Ready2Go vehicles and the overall levels of modal shift to the service from car, with the result 
that the overall carbon impact is broadly neutral.   

8.3 Logic Map 

Based on the findings from the research a logic map summarising the identified outputs, 
outcomes, and impacts of the Ready2Go service has been produced and is provided in Figure 
8:1   

8.3.1 Logic maps provide the logic-chain from initial transport problems which an investment is 
seeking to overcome to eventual societal impacts. They offer a means to articulate and 
communicate both the rationale for an investment and its ultimate impact.   

8.3.2 The main components of the logic map as set out below are as follows: 

 Context: the transport problems and opportunities which the Ready2Go service is 
seeking to address.  This effectively forms the rationale for proceeding with the 
intervention i.e., the ‘case for change’ which underpins the business case.   

 Input: the investment and processes required to deliver the Ready2Go service. This 
includes the vehicles, employees, and back-office technology and activities required to 
deliver the pilot together with the cost of delivery.  

 Outputs: changes to the transport supply-side which result from the Ready2Go service. 
This includes the direct deliverable provided by the investment (e.g., improved 
connectivity between destinations not previously connected by a direct service) as well as 
second order changes in transport supply which result from changes in travel behaviour 
(e.g., increased bus miles, potential impact on taxis / other bus operators if people switch 
to the Ready2Go service from these modes).  

 Outcomes: changes in travel behaviour which result from the Ready2Go service e.g., 
mode switch from car to the Ready2Go service.   

 Impacts: societal changes which occur as a consequence of the Ready2Go service e.g., 
reduced social isolation, reduced NHS costs etc. 

8.3.3 It is noted that within the logic map outputs, outcomes, and impacts of the service which may 
have occurred but which have not been identified through this research are shown in italics. 
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Figure 8:1: Ready2Go Inverurie Logic Map
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9 Lessons Learned 

9.1 Overview 

9.1.1 This chapter provides a summary of the key elements of learning from the Ready2Go Around 
Inverurie pilot and its evaluation and sets out how these may be applied when considering 
both the future of the service and the potential future expansion of enhanced DRT services 
elsewhere in Aberdeenshire. Key recommendations are highlighted in bold. 

9.2 Continued Investment in Demand Responsive Transport  

9.2.1 As discussed in Chapter 3, the delivery of DRT is supported by wider policy at both the 
national and regional level.  

9.2.2 The Draft STPR2 includes a recommendation to invest in DRT in North East Scotland.  The 
document recommends that “pilot DRT schemes draw on innovative solutions, international 
best practice, and smart technologies” and will “establish whether scarce existing resources 
could be better utilised across the public network, home to school transport, special 
educational needs travel and non-emergency patient travel, either on the basis of fixed route 
services or through flexible routing”. 

9.2.3 At the regional level, the Nestrans RTS includes actions to:  

 explore opportunities to develop an enhanced DRT network 

 encourage and facilitate the trial of new models of rural public transport provision, 
including DRT 

9.2.4 There is therefore strong policy support for the continued investment in DRT solutions and 
pilot schemes, such as Ready2Go Around Inverurie.  

9.2.5 To assist in delivering the above policy objectives, it is recommended that Aberdeenshire 
Council engage with Transport Scotland regarding the lessons learnt from the 
Ready2Go Around Inverurie pilot.  As an innovative enhanced DRT project, there are many 
lessons from the Ready2Go Around Inverurie pilot which could be applied elsewhere in rural 
Scotland. Given the increasing challenges associated with rural transport provision, it is 
important that these policy lessons are shared beyond Aberdeenshire in order to enhance 
learning in this area. 

9.2.6 To assist in this process, it is recommended that Transport Scotland consider the 
establishment of a DRT Forum for those involved in the delivery of DRT services in 
Scotland.  This would provide an important avenue to share knowledge and experience 
across Scotland, particularly in regard to the emerging field of ‘enhanced’ DRT both in terms 
of policy outcomes but also software development.  

9.2.7 There are a range of software providers who currently offer enhanced DRT services, including 
loki, MOIA, Moovit, Padam Mobility,Shotl and Via. The establishment of a dedicated Scottish 
forum could complement CoMoUK Digital DDRT Forum and provide a further opportunity to 
develop a better understanding across the public sector of the relative capabilities of the 
products offered by each of these providers and work towards enhancing the overall 
functionality of the software solutions available 

9.2.8 In view of the financial costs of maintaining Ready2Go Around Inverurie and ongoing learning 
opportunities afforded by the innovative pilot project it is recommended that Aberdeenshire 
Council also engage with Transport Scotland to identify revenue funding opportunities, 
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given the potential value to be gained from DRT elsewhere in Scotland as a means of 
tackling the significant issues associated with rural transport provision.  

9.3 The Future of Ready2Go Around Inverurie  

9.3.1 The Ready2Go Around Inverurie service is clearly popular with users. Overall, despite the 
wider decline in bus patronage due to COVID-19, passenger numbers on the service were 
more than double those on the withdrawn / partly withdrawn fixed timetable routes.  There 
were also high rates of satisfaction amongst Ready2Go users and particular benefits for 
protected groups, such as those with disabilities and younger people, who often find travelling 
via traditional public transport services challenging.  However, the overall cost of delivering 
Ready2Go Around Inverurie is high. Overall, the service costs an estimated £9,150 per week 
more than the withdrawn / partially withdrawn fixed timetabled services and has an average 
subsidy per passenger which is £8.45 higher.   

9.3.2 The Ready2Go Pilot was initially set up for one year up to August 2022. In terms of the future 
of the service, three potential options can be identified: 

 Extending the pilot beyond August 2022 

 Finishing the pilot in August 2022 and continuing the Ready2Go service on a more 
permanent basis 

 Finishing the pilot in August 2022 and discontinuing the Ready2Go service  

9.3.3 Given the high passenger numbers on the Ready2Go Around Inverurie service and the 
progress with regard to software development which has been made to date, it is 
recommended that the pilot be extended beyond August 2022, and during the extended 
pilot period work continue to be undertaken to refine the operation of the service.  This 
should include work aimed at:  increasing the level of ride grouping on the service; reducing 
the level of input required from Aberdeenshire Council dispatch centre staff during the day-to-
day running of the service; and reducing the cost of running the service (through reduced 
operating costs and / or increased revenue). 

9.3.4 In order to reduce the cost of running the Ready2Go Around Inverurie service, the following 
options could be explored:  

 Option 1 - reducing the number and / or size of Ready2Go vehicles  

 Option 2 - reducing the size of the Ready2Go operating area  

 Option 3 - withdrawing / partly withdrawing Service 421 and / or Service 49 and offsetting 
the contract cost savings and associated additional fare revenue against the Ready2Go 
service  

 Option 4 - using the Ready2Go service for one or more school transport runs and 
sharing the peak vehicle costs between the respective services  

9.3.5 Each of these is discussed further below.  It is noted that the options could be taken forward in 
isolation or in combination.   

Option 1: Reducing the number or size of Ready2Go vehicles  

9.3.6 The largest proportion of costs on the Ready2Go service is the daily rate per minibus (£8,468 / 
week).  Reducing the number of vehicles and / or reducing the size of the vehicles would 
therefore reduce the overall cost of running the service.  For example, if the number of 
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vehicles running during the week was reduced from five to four, there would be a saving of 
£1,460 per week.  Similarly, if smaller vehicles were used, there may be a reduction in the 
vehicle cost per day.  However, there remains uncertainty as to the number / size of DRT 
vehicles required to serve a given population and geography.  The available data suggests 
that, during week commencing 6th December 2021, 68% of trips involved passengers 
travelling in the vehicle alone, or with other members of their own group, as is the case with a 
typical taxi service, rather than sharing the bus with other passengers, and 47% of vehicle 
kilometres operated were defined as ‘empty mileage’.  The low level of vehicle utilisation could 
reflect: 

 low levels of demand relative to the number of buses; and / or 

 the current grouping optimisation by the Ready2Go software 

9.3.7 In the latter case, there would be likely be higher incidences of people being unable to book 
trips at the time they want to travel.   

9.3.8 The overall impact of reducing the number / size of vehicles will in part depend on the extent 
to which each of the above issues is causing the low level of vehicle utilisation:  

 If the low vehicle utilisation is primarily a result of low levels of demand, reducing the 
number / size of vehicles could lead to improved grouping / vehicle utilisation and 
reduced costs 

 If the low vehicle utilisation reflects the current grouping optimisation by the software, 
reducing the number / size of vehicles would likely lead to an increase in people being 
unable to book trips at the time they want to travel and therefore an overall reduction in 
service quality   

9.3.9 In order to help establish the above and provide greater clarity on the relationship between 
vehicle number / size and population / geography served, there would be merit in establishing 
a set of performance indicators which can subsequently be monitored following any changes 
made. The performance indicators some of which are currently recorded could include: 

 Proportion of ‘shared trips’ i.e., trips involving passengers from more than one booking 
travelling together on the same vehicle27 

 Passengers per vehicle hour – this could be provided overall and at different times of the 
day 

 Proportion of total miles defined as ‘empty mileage’ i.e., mileage where the bus has no 
passengers 

 Proportion of vehicle hours spent waiting for the next trip to be allocated (this should 
exclude driver breaks and any time spent travelling to / from a pick-up / drop-off location / 
driver break location) 

 
 
27 Under the definition, where a passenger books a journey for two people travelling together this is not classed as 
a ‘shared trip’. It is noted that the "percentage of rides not shared" has been recorded on a weekly basis since 
December 2021 but data on this metric is not available prior to December 2021.   
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 Number of unsuccessful attempts to book i.e., where passengers have been unable to 
book the service at the time they wish to travel28 

9.3.10 The impact of any changes as recorded via the above metrics could then be used to inform 
both future changes to the Ready2Go service and the design of other DRT services which 
may be rolled-out elsewhere in Aberdeenshire.  The latter is discussed further below.  

Option 2: Reducing the Ready2Go operating area 

9.3.11 The analysis in Section 5.2.18 suggests that there are reasonable proportions of people using 
the Ready2Go service between Inverurie and each of the main towns in the zone of operation 
and therefore there is no obvious town which could be removed from the operating area.  The 
data also shows, however, that over 43% of trips undertaken on the service were Inverurie-to-
Inverurie trips, with nearly 80% of these within the areas of Inverurie broadly served by 
Service 22 (Inverurie Town) and to a lesser extent Service 37 (Aberdeen – Inverurie).   

9.3.12 One potential option would therefore be to remove the option of making Inverurie-to-Inverurie 
trips on the service or enabling such trips only for those postcodes not served by Service 22 
and Service 37. This would likely result in a proportion of passengers transferring from the 
Ready2Go service to Service 22 or Service 37. This would likely reduce vehicle utilisation on 
the Ready2Go service which may enable a reduction in the number of Ready2Go vehicles.  It 
is worth noting, however, that the change would also result in an increase in the length of the 
walk to the bus stop for people travelling within Inverurie and / or require interchange between 
services and therefore may reduce overall levels of connectivity and accessibility, particularly 
for older people and the disabled.   

Option 3: Withdrawing / partly withdrawing Service 421 and Service 49 

9.3.13 As discussed in Chapter 2, it was initially envisaged that supported bus Services 49 and 421 
would be partially withdrawn / withdrawn with the introduction of the Ready2Go service as 
follows:  

 Service 49 – it was proposed that the section of the route between Oldmeldrum and 
Inverurie be withdrawn, with passengers travelling from Ellon to Inverurie connecting onto 
Ready2Go at Oldmeldrum 

 Service 421 – it was proposed that the route be completely withdrawn. Passengers 
wishing to travel between Alford and Inverurie / Oldmeldrum would need to use the 
Ready2Go or Service 240 and change to/from Service 220 at either Kemnay or 
Monymusk. 

9.3.14 However, due to operational issues during the initial phase of Ready2Go and uncertainties 
regarding the potential wait times when interchanging between fixed timetable bus services 
and the Ready2Go service, it was determined that these services would not be withdrawn 
during the initial period of the pilot  

9.3.1 If Services 49 and 421 were now removed in their entirety and the cost offset against the 
Ready2Go service, the cost savings associated with the withdrawal of the fixed timetable 

 
 
28 It is noted that this is a challenging metric to record.  Data covering this has been recorded since December 
2021.  However, the numbers include searches by people using the journey planner who are not looking for a 
Ready2Go Around Inverurie bus; people searching multiple times for the same Ready2Go Around Inverurie trip 
with a successful outcome; people searching multiple times for the same Ready2Go Around Inverurie trip with an 
unsuccessful outcome; and, people "playing" with the app.  This data may therefore require being treated with 
care. 
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services would increase.  However, the saving would still be less than the cost of providing the 
Ready2Go service i.e., there would still be a shortfall each week.  In addition, if the section of 
Service 49 between Ellon and Oldmeldrum was retained as set out above, there would be a 
cost associated with providing this and therefore the saving from removing the services would 
be less than the current contract costs.   

9.3.2 Removing these services would likely lead to some transfer of passengers from these routes 
to the Ready2Go service with an associated increase in revenue generated by the Ready2Go 
service.  The overall potential impact of this depends in part on the extent to which the current 
level of grouping on the Ready2Go service is a result of low demand or the effectiveness of 
the passenger grouping optimisation as discussed above.   

9.3.3 The removal of these services would also require passengers travelling end-to-end on these 
routes to interchange between these services and the Ready2Go service. As noted in section 
2.5.9, Moovit is currently working on a software update to improve connections between 
Ready2Go and timetabled services.  It is also worth noting that, given that the Ready2Go 
operating area does not cover the whole of routes 49 and 421, Ready2Go would only partially 
replace these services and therefore those making end-to-end journeys to / from Inverurie on 
these routes would experience a decline in bus connectivity associated with the need to 
interchange.   

Option 4: Using the Ready2Go service for school transport 

9.3.4 There may be potential for the Ready2Go service / vehicle(s) to be used for school transport 
and for the cost of running the service to therefore be shared across budgets.  This could be 
achieved by removing the required vehicle(s) from both the Ready2Go service and the 
Ready2Go booking app / system during school transport operating days and hours.  
Alternatively, if school runs were included in the software, ideally the system would 
automatically reserve regular bookings for pupils entitled to home-to-school transport during 
school terms, and pupils / parents / carers could track the bus and cancel transport if not 
required. It is noted that under the latter scenario block booking reservations for home-to-
school trips would reduce capacity during the peak period, and it is unclear as to the 
implication of this for the overall operation of the Ready2Go service.   

9.4 The potential roll-out of Demand Responsive Transport elsewhere in 
Aberdeenshire 

9.4.1 In line with wider policy, there is an aspiration to continue to develop and, where appropriate, 
expand DRT provision in Aberdeenshire. This section sets out key elements of learning from 
the Ready2Go Around Inverurie Pilot which may help inform the future development of DRT 
services elsewhere in the local authority area. The narrative is divided into separate sections 
covering location, service design, procurement, and evaluation. Key recommendations are 
highlighted in bold. 

Location 

Commercial and supported services 

9.4.2 Learning from the Ready2Go Around Inverurie pilot service suggests that, under the current 
service delivery framework, it is beneficial if the location chosen is one where there is a 
high number of council-supported bus journeys.  There are several reasons for this, as 
follows:   

 In locations where there are a high number of supported bus journeys, there is the 
potential for some or all journeys to be withdrawn alongside the introduction of the DRT 
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service, thereby driving demand for the new service, and offsetting the support costs to 
the Council. This was the case with Ready2Go Around Inverurie, where several 
supported services were withdrawn / partly withdrawn with the introduction of the DRT 
service.    

 It is important to have a good understanding of where people travel to and from within the 
proposed area of operation to help inform the design of the new DRT service. Detailed 
passenger data is available for all supported bus journeys in Aberdeenshire and 
therefore, in locations where there is a high number of supported journeys, more detailed 
information on travel patterns will be available to feed into service design.  This data, 
along with information on the proposed DRT operational area, can be used by software 
providers such as Moovit to simulate the impact (e.g., in terms of average wait times) of 
operating with different numbers of vehicles. Again, this was the case with Ready2Go 
Around Inverurie. 

 In locations where there are commercial services, there is the potential for DRT 
passengers to be abstracted from these services which could lead to concerns over anti-
competitive practice. With respect to the Ready2Go Around Inverurie service, the results 
of this evaluation suggest that this has occurred to some extent with bus operators noting 
that some passengers had transferred from their commercial services to Ready2Go.  This 
is despite the Ready2Go app providing prominent details of potentially suitable timetabled 
journeys. In locations where there are relatively few commercially operated journeys, the 
risk of this occurring would be less.  

 Related to the above point, the presence of commercial services in an area will also 
impact the level of fares which can be set for the DRT service, with fares likely having to 
be pitched higher in locations where there are commercial services in order to help 
minimise abstraction from the commercial network.  In the case of Ready2Go Around 
Inverurie fares were pitched higher or equal to that of the commercial operations because 
of this issue.  In general, this would mean that DRT would be more expensive in locations 
where there are commercial services which in turn could impact demand and, in turn, the 
overall viability of the new service. 

9.4.3 Where a preferred location does not fulfil the above criteria, an alternative option would 
be for Aberdeenshire Council to establish a franchising framework as set out in the 
Transport (Scotland) Act 201929. Under a franchising framework, local services in the area 
to which the framework relates are only provided under a franchise agreement whereby the 
local authority grants the exclusive right to operate local services in the area.  In locations 
where a franchising framework was established, there would be no issues with respect to the 
abstraction of passengers from the commercial network and / or associated constraints with 
respect to the level of fares which could be charged on the service.  

Demographic profiling 

9.4.4 There is a general perception that users of DRT services are older, with a high proportion of 
retirees and concessionary card holders30. It might therefore be assumed that locations where 
there are high proportions of the above groups may be more suitable for DRT. However, the 
results of this evaluation suggest that the Ready2Go Around Inverurie service is attracting a 
far wider range of age groups, with the majority of users of the service in employment (57%) 

 
 
29 Transport (Scotland) Act 2019 (legislation.gov.uk) 
30 Excluding children and young people travelling free under the national Under 22 free bus travel scheme. 
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and the proportion of concessionary card users31 (43%) less than that of the wider 
Aberdeenshire bus network (48%-49%32).   

9.4.5 While the wider range of users of Ready2Go may partly be through necessity as a result of the 
withdrawal / part withdrawal of alternative bus options, it could also be a result of enhanced 
DRT attracting new users.  This may be because enhanced DRT is seen as more of a 
‘mainstream’ part of public transport than traditional DRT, much of which is aimed at certain 
groups in society.  This point is perhaps corroborated by the fact that there was a higher 
proportion of younger people, those in employment, and non-concessionary card holders 
amongst those booking via the app compared to those booking via the telephone. It may also 
be the case that the above perception is largely based on case study examples with shorter 
operating hours / lower frequency and that the long operating hours provided by the 
Ready2Go service adds to the service’s appeal. With the above points in mind, using the 
demographic profile of an area to determine its suitability for a DRT service should only 
be used where the service in question is specifically focused on certain groups in 
society (i.e., retirees, concessionary card holders etc).  Where the service is intended to 
be used by a cross-section of society, a significant focus on demographic profiling 
should generally be avoided.   

Service Design 

Operating Model 

9.4.6 There are various DRT operating models depending on the level of flexibility required.  A high-
level overview of some of the various options is included in Table 9:1.  The category in which 
the Ready2Go Around Inverurie service falls is highlighted in orange for ease of reference. 

9.4.7 The choice of which operating model to use depends on a range of factors, including 
population density, the anticipated level of demand, the consistency of demand across the 
day, the number and location of potential destinations, and demographic profile where the 
service is focused towards one or more specific user groups.  Furthermore, the design and 
delivery of DRT services can be an iterative process.  For example, where information on 
travel patterns in an area is limited, it would be beneficial to introduce a more flexible 
offering and subsequently refine the service delivery based on the revealed demand 
profile.   

9.4.8 The Ready2Go Around Inverurie service is a zone-based service which has no fixed 
destinations i.e., passengers can choose to travel between any two Ready2Go bus stops 
within the operating area.  Such “many to many” DRT services, operating either as bus 
stop to bus stop or door to door, work well where low population density makes the 
establishment of a fixed route service challenging and where there are a number of 
potential destinations.   

9.4.9 Alternatively, a more limited, fixed destination zone-based scheme can be particularly 
appropriate where demand is centred on one location, for example, where a DRT 
service provides transport to a major employment facility/area which may not otherwise 
be served by traditional timetabled services due to its location or the heavily shift-based nature 
of the site.   

 
 
31 These figures do not include concessionary card holders who hold the Under 22 NEC 
32 These figures are based on ETM reports which indicate that in week commencing 6/12/21, 47.7% of 
passengers on the contracted bus network in Aberdeenshire were concessionary card holders and in week 
commencing 17/1/22, 49% of passengers were concessionary card holders. 
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9.4.10 When considering the expansion of DRT provision in Aberdeenshire, in any potential 
application, there would be merit in appraising the pros and cons of each of the 
available operating models before determining a specification. Alternatively, the 
council could set out an ‘outcome specification’ and allow tenderers to bring forward 
their own solutions in their proposals. 
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Table 9:1:  DRT Operating Models 

      Service timetable:     

 

 

Service geography: 

Fixed timetable – 
departure and / or arrival 
times pre-defined and 
journeys operate 
regardless of demand 

Semi-fixed timetable – 
departure and / or arrival 
times pre-defined but 
journeys only operate if 
passenger(s) book to 
travel 

Flexible timetable – 
Service is available within 
pre-defined hours and will 
operate at the times of 
any confirmed passenger 
booking(s) 

Semi-fixed route 
- a bus service 
that follows a 
main route but 
will divert off this 
route to serve a 
pre-defined area 
or designated 
roads if 
requested 

Semi-fixed route with pre-defined fixed stops33 and pre-
defined optional stops34 – in this case the location of the 
optional stops is pre-defined  
 

   

Semi-fixed route with pre-defined fixed stops and user 
defined optional stops35 – in this case, the location of the 
optional stops is determined by the user.   
   

Zone Based Zone based with pre-defined fixed destination(s) and pre-
defined optional stops – in this case, there is one or more 
fixed destination(s) and the location of the optional stops is pre-
defined 
 

   

Zone based with pre-defined fixed destination(s) and user 
defined optional stops – in this case, there is one or more 
fixed destination(s) and the location of the optional stops is 
determined by the user  
 

   

 
 
33 Pre-defined fixed stops are stops which are served each time the bus operates the route 
34 Optional stops are pick-up / drop-off locations that are only served when booked by passengers.  Pre-defined optional stops are those where there is a pre-existing list of 
potential options from which passengers can choose  
35 Optional stops are pick-up / drop-off locations that are only served when booked by passengers.  The location of user determined optional stops are entirely determined by 
the user i.e., there is no pre-existing list of stops from which passengers can choose 
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Zone based with no fixed destination(s) and pre-defined 
optional stops – in this case, there is no fixed destination, and 
the location of the optional stops is pre-defined  
 

   

Zone based with no fixed destination(s) and user defined 
optional stops – this option offers the greatest flexibility with 
no fixed destinations and the location of the optional stops 
determined by user request (e.g., a door to door service) 
 

   
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Number / size of vehicles  

9.4.11 There remains uncertainty as to the number of DRT vehicles required to serve a given 
population / geography. As discussed above, software providers such as Moovit can use ETM 
passenger data for fixed timetable services which are being proposed for removal along with 
the proposed DRT operating area to simulate the impact (e.g., in terms of average wait times) 
of operating with different numbers of vehicles.  Moovit completed this analysis prior to the 
introduction of the Ready2Go service and this simulation exercise suggested that five vehicles 
would be required to deliver the Ready2Go service based on the previous levels of demand 
and with no significant detrimental effect on existing bus users. 

9.4.12 In order to validate this analysis, there would be merit in establishing a set of performance 
indicators prior to delivering a new DRT service and monitoring performance against 
these.  Where there was some indication that e.g., too many vehicles are being used and that 
vehicle utilisation is low, the number and / or size of vehicles used could be reduced and the 
impact on the performance indicators monitored.  This would provide greater clarity on the 
relationship between vehicle number / size and population / geography and help validate the 
results of the initial simulation exercise.  Such flexibility could potentially be built into future 
contracts as was partly the case with the procurement of Ready2Go Around Inverurie. 

Operating hours 

9.4.13 Where funding allows, where a DRT service is introduced to replace / partially replace a 
fixed timetable service(s), it is preferable that the DRT service provided is equivalent to, 
or an improvement on, the pre-DRT position.  As shown through the case study examples, 
where a service is introduced which provides a lower frequency and / or less extensive service 
than the conventional services it is replacing / partly replacing, the service is likely to be 
perceived negatively, with resultant impacts on patronage.  To appeal to the widest customer 
base, where possible, the DRT service should have relatively long operating hours and little 
variation in service times across the week as is the case with Ready2Go Around Inverurie.  
This is particularly important in order to appeal to those who require a consistent daily service, 
such as those in employment / education.   

Telephone booking option 

9.4.14 Ideally, any future DRT services should include both telephone and app-based booking 
options. There were clear differences between the sample of users who book the Ready2Go 
service via the phone and those who book the service via the app, with the former group 
containing a higher proportion of older individuals, retirees, unemployed people, and 
concessionary pass holders.  There are likely to be a number of reasons for this, including 
different levels of familiarity with app-based booking systems amongst different age groups 
and varying rates of smart phone access across socio-economic groups. While phone-based 
booking options require significant staff resource and therefore contribute to the overall costs 
of providing DRT, given the clear equality benefit, it is recommended that telephone-based 
booking options should be retained where possible. Notwithstanding this, in order to minimise 
costs, promotional / educational campaigns highlighting the benefits of the app and how to 
(best) use it should be undertaken to reduce use of the call centre.  

Promoting the service 

9.4.15 Up to now, promotion of the Ready2Go service has been limited for a number of reasons, 
including uncertainties around the performance of the service / system and the potential lack 
of spare capacity to meet additional passenger demand. A large proportion of non-users, 
however, stated that the reason they don’t use Ready2Go Around Inverurie is that they don’t 
know enough about the service. The case study examples also identified a general perception 
amongst younger people that DRT services are ‘not aimed at them’.  In order to encourage 
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the use of DRT services, particularly amongst younger people and those in 
employment, where new DRT services are introduced, there may be merit in 
undertaking targeted promotional campaigns. A range of potential activities were identified 
in the case study examples, including publicising the proportion of trips which arrive on 
time, vouchers for free travel, and step-by-step online guides (with videos) on how the 
service works.  

Procurement 

9.4.16 Through the delivery of the Ready2Go Around Inverurie pilot a greater understanding of how 
enhanced / digital DRT services operate has been developed.  Given this, where new DRT 
services are introduced, there may be benefit in undertaking a more formal procurement 
process which includes a more detailed service specification for software provision.  
For example, the lessons learnt through Ready2Go and any future learning developed via the 
DRT Forum recommended above, could be used to develop a digital DRT system 
specification.  This should include mandatory and desirable software requirements as well as 
a submission evaluation methodology, including weightings for the scored elements of tender 
submissions. The specification should also include, a request for more information on how the 
prospective software provider will optimise passenger / ride grouping.  To provide cost 
certainty, there may also be benefit in future software procurement tying the provider into a a 
long-term contract at a pre-agreed price.  

9.4.17 There are various options as to how an enhanced DRT could be provided: (i) the transport 
service and management system could be contracted to separate specialist suppliers with the 
Council running the back-office, (ii) a transport operator could operate the service and procure 
and run their own back-office system, or (iii) a system supplier could run the back-office and 
sub-contract the transport operation. In the case of Ready2Go Around Inverurie, 
Aberdeenshire Council provide the back-office services and there is therefore usually little / no 
contact between the operator and the software provider.  However, while several of the larger 
operators have the ability to host the software and could therefore provide this function, the 
smaller operators are unlikely to have this ability.  Specifying this within the transport contract 
service specification could therefore significantly reduce the number of available bidders and 
may therefore not be beneficial in the current market.   

Evaluation 

9.4.18 This section provides a summary of the key elements of learning specifically relating to the 
evaluation process undertaken with respect to the Ready2Go Around Inverurie process. In line 
with best practice, it is recommended that the issues highlighted below be considered during 
the development and subsequent evaluation of any future DRT scheme.    

Scheme Objectives 

9.4.19 To enable a meaningful assessment of the performance of any investment, it is 
beneficial to establish a set of objectives for the investment prior to implementation.  
Where possible these objectives should be SMART (Specific, Measurable, Achievable, 
Relevant and Time bound) or established with SMART principles in mind.  In the case of 
Ready2Go Around Inverurie, while several broad objectives were set for the overall revised 
approach to supported bus service delivery, there were no specific objectives set for the 
Ready2Go Around Inverurie pilot scheme given the extremely novel nature of the service.  
Based on the knowledge gained through the pilot project, should new DRT services be 
introduced in Aberdeenshire, it would be beneficial to develop a set of objectives for each 
individual scheme ahead of implementation. Ideally, these objectives would be developed with 
SMART principles in mind with any contentious terms properly defined to avoid ambiguity.  
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Monitoring and Evaluation Plan 

9.4.20 In addition to the scheme objectives, it would also be beneficial to establish a brief 
Monitoring and Evaluation Plan for any new DRT service.  This should set out how the 
objectives will be measured, the data to be used, and the frequency of any data collection 
required.  The plan should also consider the need for a baseline and a counterfactual.  These 
are discussed further below.  

Baseline 

9.4.21 In order to evaluate the performance of a new DRT scheme, it is important to develop a 
baseline of travel behaviour in the area prior to scheme implementation. This is needed 
in order to make a comparison with the equivalent post-scheme data to determine, for 
example, the extent to which the service results in modal shift, the generation of ‘new trips’, 
and access to opportunities which were previously unavailable.  In the case of the Ready2Go 
Around Inverurie service, data on the number of passengers carried on the fixed timetable bus 
services was provided to Moovit prior to the introduction of the service and used to inform 
decisions on the number of Ready2Go vehicles required to operate the service.  In addition, a 
public survey examining attitudes towards DRT was undertaken which included questions on 
envisaged use of the bus network post-COVID-19.  However, overall, the baseline travel 
behaviour data collected prior to the service being introduced was relatively limited. In the 
absence of this, in order to provide an indication of pre-scheme travel behaviour, respondents 
to the surveys were asked how they travelled prior to the introduction of the service.  Whilst 
this worked well, it relies on the memories of users and therefore there are inherent risks with 
the accuracy and reliability of the responses.  For any future DRT scheme, it would therefore 
be beneficial to establish a statistically robust baseline of travel behaviour prior to 
implementation.  This could take the form of a short online survey within the area impacted by 
any changes made covering the following broad topic areas: 

 Respondent profile (sex, age, current work status, mobility issues) 

 Home location (part postcode) 

 Information on trips made during a typical week, including: 

o Origin / destination  

o Method of travel (walk, cycle, car driver, car passenger, bus, train, taxi, other)  

 If bus, which service used  

o Journey purpose (e.g., travel to / from place of work / education, leisure / sport, social 
/ entertainment, visiting friends / family, shopping, health appointment) 

o Frequency (every day / nearly every day, 3-5 times a week, 1-2 times a week etc) 

o Typical departure / arrival times 

 Satisfaction with bus services in the area (including overall level of satisfaction and 
satisfaction with different elements of the service such as service frequency, reliability, 
range of pick-up / drop-off locations, vehicle quality, driver helpfulness, cost of travel, 
length of operating day, information provided during disruptions, ticket types and payment 
options, etc).  
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9.4.22 As far as is possible, the survey should be undertaken in neutral months (i.e., non-school 
holiday periods) and any unplanned events (such as severe weather) which take place during 
the survey period should be noted.  

Counterfactual 

9.4.1 In addition to specifying baseline data, there would also be merit in setting out within 
the Monitoring and Evaluation Plan whether it is necessary, and how to establish, the 
counterfactual position (i.e., what would have happened in the absence of the new DRT 
service).   

9.4.2 In general, when evaluating the impact of a new DRT service, given that the time period 
between pre and post scheme evaluation is likely to be small, a counterfactual would generally 
not be required.  However, in the case of Ready2Go Around Inverurie, due to the significant 
impact of COVID-19 on passenger numbers, it was necessary to establish the counterfactual 
position in order to isolate the impact of Ready2Go from this wider change.  In this case, the 
counterfactual was estimated by applying the average change in passenger numbers between 
the pre-scheme and post-scheme position on three comparator bus services in Aberdeenshire 
to the pre-scheme passenger data for the withdrawn / partially withdrawn services.  

9.4.3 Where a new DRT scheme is being introduced and significant external factors which could 
potentially impact patronage are identified, a counterfactual should be used and there would 
be merit in setting out a proposed counterfactual location or set of counterfactual bus services 
within the Monitoring and Evaluation Plan.  
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Appendix A  : Stakeholders Consulted 
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A.1 Stakeholder Engagement 

A.1.1 One-to-one and group depth interviews were undertaken with representatives from the 
following stakeholders: 

 Aberdeenshire Council 

 Moovit 

 Watermill Coaches 

 Stagecoach Bluebird 

 Central Taxis (North East) 

A.1.2 In addition, Bains Coaches contributed a written response to the consultation. 
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Appendix B  : Survey Sample 
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B.1 User and Non / One-off User Survey: Sample Profile 

 

Figure B:9:1: Proportion of Males / Females – Proportion of user (weighted) and non / one-off users in different categories of 
employment compared to Aberdeenshire Population 

 

Figure B:9:2: Employment Breakdown – Proportion of user (weighted) and non / one-off users in different categories of 
employment compared to Aberdeenshire Population 
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Figure B:9:3: Proportion of user (weighted) and non / one-off users who hold a National Entitlement Card 

 

Figure B:9:4: Proportion of user (weighted) and non / one-off users who have a health condition / illness which affects personal 
mobility 
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Figure B:9:5: Proportion of user (weighted) and non / one-off users for whom English is their first language 
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