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Ella, Dale

From: Springett, Emily

Sent: : Friday, 26 August 2016 2:18 PM

To: Allen, Phillippe; Edghill, Duncan

Co: Thomas, Emma; Guest, Clare; Johnston, ClalreV

Subject: RE: Rapld Network [SEC=UNGLASSIFIED] N

Attachments: - Rapid Network map pdf; Future rapid.pdf, 260820186 MegdidiRelsgseRafld INSWork-Final
Kpproved.docx; 26082016 FAQs Rapld Network Final Approved.pdf; 26082016 Bullding
an Integrated transport network -ifFequentBus NetWarsSommunications StidtEgyRinal
#pprgued.pdf , SRR

Importance: High

All ' ,

Hi Philippe and Claire

Please find the final communications materials attached:

= Map

¢+ TFAQ

+  Media Release

« Flyer (is helng referred to reviewer this afternoon)

« Comms strategy including key talking points
Thank you

Emily

Emily Springett | Director, Corporate Communlcations, Media and Public Relations

Phone 02 6207 9024 | Mobile | EENEGGEGEGN £mail: emily.springatt@act.gov.au

Transport Canberra and Clty Services Directorate | ACT Government
12 Wattle Street, Lyneham |.GPO Box 158 Canberra ACT 2601 | www.act.gov.au
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From: Allen, Phillippe
Sent: Friday, 26 August 2016 1:34 PM

To: Edghill, Duncan ‘
Ce: Thomas, Emma; Guest, Clare; Springett, Emlly
Subject: RE: Rapid Network [SEC=UNCLASSIFIED]

Thank you - we will use that timing,
Has anyone spoken to the altport yet?
Cheers

Phillippe
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From; Edghill, Duncan

Sent: Friday, 26 August 2016 1:32 PM

Tos Allen, Phillippe

Cc: Thomas, Emma; Guest, Clare; Springett, Emily
Subject: RE: Rapid Network [SEC=UNCLASSIFIED]

Phillippe,

Excellent, thank you.

Emily will sepdrately send through the complete suite of communications materials very shortly.

On the approximate running hours for rapids — we can run them as we wish, In our costings we assumed around
6am 1o 11pm (later on Thursday and Friday) to approximately match light rail operations, though there isa
frequency ramp-up and ramp down at efther end,

"Current Red and Blue Rapids run from about 6 am to 11pm,

Kind Regards
Duncan

v ey e r o Ny e e s eait i st simpiny 3earen sy s e oo e Sgeptae = e e sans.

Fromx Allen, Phxlhppe
Sent: Friday, 26 August 2016 1:18 PM

To: Edghill, Duncan ‘
Cc: Thomas, Emma; Pulford, Nikki; Guest, Clare
Subject: RE: Rapid Network [SEC=UNCLASSIFIED]

Duncan, find attached the signed package.

Could you please also ad\nse the approximate running hours for rapids. | understand the usual rule is they start at
around 630am and run untll about 9pm.

Please note that the CMO communlcations team sought a few minor changes to the map and Claire Is lialsing -with
Emily on that, Nothing problematic.

Mhillippe

From Edghﬂl Duncan

Sent: Friday, 26 August 2016 11:55 AM

To: Allen, Phillippe

Cc: Thomas, Emma; Pulford, Nikki

Subject: Rapld Network [SEC=UNCLASSIFIED]

Phillippe,

Please see attached updated documents. Form of brochure and FaQs to follow,

Kind Regards
Duncan

Dunecan Edghill | Deputy Director-General - Transport Canberra
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k%i Please considar the environment before printing this e-mall.
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Rapid Route Gommencement
e=s Quingahlin to Fyshwick (Red Rapld) Established
exme K[ppaxto Lanyon In 2017 (Blue Rapid) Established
e== Woden to Gity via Barton (Green Rapid) 2017

. mumee Halconnen to Gungahlin (Black Rapid) 2017

=== Woden to Clty via Weston Crask (Orange Rapld) 2018
e=== Belconnen to Watson via Dickson (Grey Rapld) 2018
Tuggeranongta Clty via Erindale (Purple Rapid) 2019
=== | anyon to Alrport via Barton (Pink Rapid) 2020
= Beleonnento Alrport via City (Yellow Rapid) 2020

Services will run at least every 16 minutes all day and weekends with
increased frequency during weelday peak periods. ~ i
This map displays the future frequent nstwork only and as such does not
show frequent local, peak express or other routes.

Services will commence as part of annual timstable improvements
Canberra's future publictransport network was outlined in the ACT
Government publication ‘Transport for Canberra ~ Transportfora
Sustalnable City: 2012 - 2031,




_The ACT Government continues
wdeliver on Its commitment of
implementing an Integrated transport
networlk for all of Canberra that is fast,
frequent and reliable, .

The establishment of additional high
frequency transport corridors across the
city will ensure that more Canberrans
will be able to make public transport
thelr first cholce when moving around
our oity.

Integrated transport combining more -
rapid bus services, light rall and

actlve travel will help shape our olty's
development, change how we move and
ancourage a more compact, liveable city.

BUILDING THE RAPID NETWORK

The ACT Government is growing

its rapid netwark from two

services (the Red and Blue

Rapids) to nine over the next

fouryears, These services will be phased
to ensure we can dellver the best

~ public transport network for our city,

: SF(~ Transport
; c‘a\\\g!: l -"' @, Canbgrra

The future Rapid Network will provide:
« nine rapid routas linking key city and
local centres providing fast, frequent,

reliable travel

« high frequenay services running seven
days a week

« improved walking paths and more Bike,
Parkand Ride locations

* 80 additional buses on the road

v a modernised busfleet including and
innovative ticketing.

The Rapid Network will integrate high

fraquency buses with the firstand

future stages of light rail as well as other

regular and peak express services,

Transport Canberra - bringing together
buses, Hight rail, walking and cyeling to
getyou where you need to go.

For more information visit
transport.act.gov.au orcall 1317 10

Produced by Transport Canbesra and City Services September 2016
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MEEGAN FITZHARRIS mia

Minister for Transport and Clty Services

Minister for Higher Education. Training
and Research

Assistant Health Minlster

Member for Melongle

EMBARGOED: 12:01am, Monday 29 August 2016

Keeping Canberra moving ~ more rapid bus routes, buses and

~ drivers to improve public transport across Canberra

The ACT Government has set out a clear timetable for the rollout of Transport Canberra’s future Rapid Bus -
Network, which will include nine rapid services, 80 extra buses, over 100 new jobs and a commitment to
design a new Northside depot. This will give Canberrans a real alternative to driving, alleviate road
congestion and ensure our integrated public transport system grows with our city.

Minister for Transport and City Services Meegan Fitzharris today announced a plan to grow the Rapid Bus
Network from two services to nine over the next four years, in addition to stage one of the city-wide light rail

network.

The first addltions to-the rapid bus network in 2017 will be the extension of the Blue Rapid to Lahyon,
completing the Blue Rapid link from Kippax to the Lanyon Valley, a new Purple Rapid from Woden ta the C]ty
via Manuka and Barton, and the Black Rapid from Belconnen to Gungahlin,

“ abor introduced the rapid busnetwork, and we have gradually been extending it to new ateas. We know
the rapid buses are hugely popular because they are frequent, they run every 15 minutes or better and they

go where we know people want to go.

“Transport Canberra has been working hard to analyse our MyWay data and customer feedback including ‘
through the Transport Canberra survey to develop a clear plan for the rollout of our rapid network, which
the Labor government started in 2009 and outlined in Transport for Canberra in 2012,

“We know this rapid network will integrate with the first and future stages of light rail and with our other
regular and peak express bus services that people will still see travelling through their.suburbs,




The new Rapid Bus Network will be supported by 80 additlonal buses and over 100 new driver and workshop
jobs. The ACT Government will also commence design of a new Northern depot in addition to previous
commitments to reactivate the depot in Woden,

“I'm really excited about the future of public transport in the ACT. Next year we will double our rapid bus
network, and we have a clear plan to roll out more rapid services.

“Other rapld services will include:
+ Woden to Clty via Weston Creek (2018)
« Belconnen to Watson via Dickson (2018)
e Tuggeranong to City via Erindale (2019)
¢ Lanyon to Airport via Barton (2020)
¢ Belconnen to Airport via City (2020)

‘ . |
“Thase services will be phased in to’ensure we can dellver the best public transport network for our city. We
will ensure It integrates with walking and cycling infrastructure, our Park and Ride facilities, and that services

are direct and take people where they want to go.

“t will also ensure that we can reallocate the 1.2 million bus kilometres that will be freed up by the first
stage of the light rail network. -

“These improvements to the Rapid Bus Network will be on top of our plans to deliver light rail, trial electrlc
buses, reform our ticketing system, build more Park and Rides and Bike and Rides, regulate innovative new
services like ride sharing and car sharing, smart parking and autonomous vehiclas. -

“It's all part of our plan to keep Canberra moving, and improve public ttansporl for you, no matter wheré
you five,” sald Minister Fitzharris.

Statement ends

Media contacts: Claire Johnston T (02) 6205 0022 M | NI c\aivev.johnston@act.gov.au

T e T Ea e oy



UNGLASS!IFIED

¥AQ ~ Rapid Network - 2017-2020

.

9, Who are the winners and losers through this annourcement — appears for example
there are not a lot of additional services for Tuggeranong? :

The Rapld Bus Network will benefit all Canberrans, Through the ongolng investment In
trahsport we are giving Can harrans a real alternative to driving.

The ACT Government hés commiltted to extending the blue rapid fo Lanyon next year.
Today's announcement will see new rapid routes connecting Lanyon, Tuggeranong, and

Erindale with the City, Alrport and other locatlons.

The rapid network will Integrate yvith the first and future stages of light rail and with other
regular and peak express hus services.

We are providing an integrated transport future for Canberra.

UNCLASSIFIED
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UNCLASSIFIED




UNCLASSIFIED

14, What are the sensitivitias with a service to the Airport? Isn’t there an existing private
_bus arrangement? ’ '

There Is an existing private operator that runs to the airport terminal, The Government will -
continue to have discussions with the Alrport around Introducing services to the passenger
terminals and how this miay Impact existing contractual arrangements,

Rapid and accessible bus transport to the afrport will be critical as the alrport continues to
grow Including with the introduction of low cost carrfers and international flights,

12
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MEEGAN FITZHARRIS MLA.

Minister for Higher Education, Tralning and Research
Minister for Transport and Municlpal Services
Asslstant Health Minister

Member for Molonglo

..(

Thank you for your emall of 29 November 2015 about the Canberra’Air port' Express Service.,
As the new Minister for Transport and Munlelpal Services, | am pleased to.provide the

followlng advice,
The Canberra Alrport Express Is operated by a private operator, the Royale Coach Group.

The MyWay ticketing system is managed by the ACT Government and Is only avalilable on
ACTION setvices, The Royale Coach Group can be contacted on 1300 368 897 if you haVe

suggestlons to improve their timetable and service. -

I have asked the Trahsport and Munlclpal Services (TAMS) Directorate to continue

discussions with Canberra Alrport management to permit ACTION buseés to service the
alrport ter minal,

The City Bus Station Is cfurrently at capaclty with regular services, which includes both
ACTION and QCity reglonal services. Due to the fire In the Sydney Bullding, the stop on

London Circult was closed for an extended perlod of time. However, | am pleased to advise
that this stop Is now open and accessible for the Canberra Airport Express;

The Route 11 Is currently scheduled to leave hourly from the City Bus Station and would
allow travel using MyWay, Please find informatlon regarding the route enclosed,

Thanlk you for ralsing this matter and | tryst this information Is helpful. ..

Yours sihcerely

zharrls MLA

"Minixter for Transport and Municlpal Services

1820l

ACT LEGISLATIVE ASSEMBLY " - — @N&‘%ﬁ

Phone (02) 6205 0022 Email ﬂuhat‘rls@actgovc\u ey

3 @MeeganfizMLA ﬁmeeganf-mharrlsmm :
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Govemment
Tarritory and Municipal Services

, TAMS .
WINISTERIAL CORRESPONDENCE/BRIEF REQUEST FOR

pfiistior for Tertitory and Municipal Services

01 Minister for Roads and Parking
| [ Chief Minister

-
Priority: & Urgent Mﬁrma!

' Due Date (if spacifio):

. . B - = %
sUBJECT/Topin: Crnprtiatara A) rpocl Expri S YT

&
Infrastructure, Roads and Rublic 0 Corporate and Business
Transport = Including AIMS Enterprises
0 Parks and Territory Services
REQUEST: .
E"{Reply to Q Briefing/Information 01 Event/Arrangements Brief
correspondence Brief :
O Directorate Response . [ Verbal Briefing [ Speech/Speaking Notes
Q1 Appropriate Action 0 Advisory Note - O Media Release
O Information Only . A Input _ v Q Media Alert
MEETING/EVENT: . |
Time: ' Date; -
Further Information.
Date; .

Tertitory and Muni&ipa/ Services DLO

GPO Box 158 Canberra ACT 2601 | phone: 132281 | www.actgav.au
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Bourne, Saralh

From: ‘ MclLennan, Logan on behalf of RATTENBURY
Sent: Monday, 30 November 2018 1:16 PM
Bourne, Sarah,

To:
Subjeat: FW: Why( does the Canherra Alrport Exprass Service hv the most lilogical imetable?

HiSarah
Can you please forward this correspondence to the divectorate for a résponse from ACTION's perspective?

Myway cards, using ACTION Bus Interchanges etc, where negotiations are up to with the Alrport regarding an

ACTION service etc
Thanks, Logan.

rrove: [N

Senf: Sunday, 29 November 2015 3:38 PM
To: enquirles@royalecoach.com.au; info@canberrasirport.com.ay; RATTENBURY

. Subject; Why does the Canberra Airport Express Service hv the most ileglcal timetable?

Why does the Canberra Airport Express Service have the mast illogical timetable? It makes Do sense, seems
to be linked to nothing and is 1mpossib1e to remember. It does not appear to be designed to attract
customers., This is the capital of one of the largest economies of the wor]d and we do not have a world class

transport systein,

1 have four suggestions:
1. run a Basic Interval Timetable seven days a week from the alrport on the hour, ever y hour and to to the

airport on the half hour every hour
2. allow these buses to aceept Myway (although charge a premium fare)

3. have buges dvop off ¢loser to the Civic Bus Interchange
4. run the bus from Civic onto Parliament and then to Woden Interchange

Timetable would become:

8:02am from airport becomes §am
08:49 from airport becames 9am
09:36 from airport becomes ] 0am
10:25 delete

11:14  from airport becomes 11am
12:03 from airport becomes 12 midday
add a lpm service

14:50 @2pm

15:38 @3pm

16:26 @dpm

17:14 @3pm

18:02 @6pm

18:50 @7pm

add an $pm scrvico

To the airport, every hour on the half hour starting at 630am (maty of us catch plams befote 9aml).

© Add a 730am service to the airport

then 826 to the airport becomes-830am




T

913atn begomes 930am
1002am becomes 1030am
1050 delete

1139 becomes 1130am
1228 becomes 1230pm
add a 130pria

~add a 230pm

314pm becomes 330pm

402pm = @A430pm .

450pm becomes an extra 5pim service
538pm = @530pm

626pm = @630pm

74pm = @730pm
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Access
Lanberia.

Forwarded By: Il - Public Transport Customer Service - NN @act.govay

Incident Reference # 1.70131-003231

© Subject: TT - Route Enquiry
+ Date Created: 31/01/2017 06.33 PM

customer By €SS Email (M ) ( 01/02/2017 01.00 PM)

pEEN

Thank you for that. | will do as you advise.

Govemnment

faley ne Access .
ACT - Canberra.

»

On 31/01/201.7 you contacted the ACT Government and and an enquiry was
submitted: Below is a summary of your correspondence and the rasponse to your -

enquiry.

Subject
TT - Route Enquiry

Message ‘




-
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Regards .
_] Customer Experience

7 I - I 2 ¢t gov.au
Customer Expetience | Transport Canberra an

Lvl 2, 496 Northbourne Ave, Dickson _
Note By ( Il Public Transport Customer Service ) (01/02/2017 09.28 AM)

Feedback in subject:

d City Services| ACT Government

can't find bus from Canberra airport to city

Auto Note By ( Administrator ) (31/01/2017 06.33 PM)
Positional data at time of incident submissions was:
Latitude:

Longitude:

Google Url:

Google Address: Canberra Airport

customer By ¢SS Web ( IINEEE) ( 31/01/2017 0633 PM)
That's my feedback. It should be easy to find, not buried somewhere for me to play guessing

games as to what words might trigger the result.

" Additional Incident De“t:ails"

Status: Resolved
Category: Bus Route, Timetable or Fares
Type of Correspondence: Complaint

Response to customer: Email option only-
ACTION Category: TT - Route Enquity
MyWay Card Number:

MyWay Agent:

Route Number:

Bus/Regio Number:

Diraction of Travel: n/a

Date and Time of Incident:

Shift Number:

Driver worl number:

Investigation area: CSM Corporate
Incident Address: Canberra Airport

If this is not for you/your area please forward this email to accessCBR@act.gov.au to
advise that it is not the correct area, The correspondence can then be re-directed '

~ appropriately.

o et ot ey e o aretor prY
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Response By Email (Il - Public Transport Customer Service) (01/02/2017 10.14
AM)

Good Morning | NNEGN

Thank you for contacting Public Tr ampo:tt
Unfortunately we do not have a service to the air port but this is the web site wete you

will be able to catch a bus with Airport Express Bus please see link below
https://www. canbenaaxrpozt com.au/travellers/parking- Ltansport/buses and-

coaches-2/
Regards
I | Customer Experience
T I - N ()t ov.au

Customer Experience | Transport Canberra and City Sevvuces] ACT Governmen’c

Lvl 2, 496 Northbourne Ave, Dickson

Customer By €SS Web () (31/01/2017 06.33 PM)
That's my feedback. It should be easy to find, not buried somewhere for me to

play guessing games as to what words might trigger the result’

Your Details

First Name: N
Last Name; I

Contact Number: I NNGEG—<NGN

Email Address: IR RGN

Additional Details (if available)

Reference #: 170131003231
Date Created: 31/01/2017 06,33 PM
Status: Resolved ‘
Category: Bus Route, Timetable or Fares
Type of Correspondence: Complaint

- If this issue is not resolved to your satisfaction, you may reopen it under the 'Your
Account’ section on our website, .

Response By Email (Jjiilf - Public Transport Customer Service ) ( 01/02/2017 10.14 AM)

Good Morning [N
Thank you for contacting Public Tt anspmt
Unforfunately we do not have a service to the air port but this is the web site were you will

be able to catch a bus with Airport Express Bus please sce Jink bolow
https://www.canbetraairport.com.au/travellers/parking-transport/buses-and-coaches-2/
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Forwarded By: |JJJlll- Public Transport Customer Service -

A a—re

- [ s

Incnden’c Reference # 1.61205-002007

Subject: TT - Hardcopy Timetables
Date Created 05/12/2016 02 55 PM

—Mggy‘i‘ ! *
" e OBt et R edspad e P
R R R ey s bren oy
}
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Note By (I - Public Transport Customer Selvice ) (09/12/2016 11.28 AM )

Froms’ N
Sent: Tuesday, 6 December 2016 10:56 AM

To:
I ;T

Ca:!
Subject: FW: TT ~ Hardcopy Timetables [SEC=UNCLASSIFIED]
Importance: High

oy

I have spoken to the author of this feedback and he Is a Belconnen ACTION driver, | will take on

. hoard regarding the bus stop at Brindabella Park but he is not requesting that slgnage be placed

at all bus stops within the Network as per the feedback. | asked If he knew why ACTION cloes not
service the Alrport and he gave me a excellent response to why we do not go into the air port
which has been pursued many time by ACTION so | do not know why he raised this as an issue

hecause he already knelw the answer,

However, the bus stop to the city Is within a two hunc red meter walk from the airport: which is
an acceptable distance to walk for a bus but fwill mvestigate additional signage to be Installed at

this stop,

Kind Regards

’=

Note By ( [l - Public Transport Customer Service ) (06/12/2016 09.47 AM )
Forwarded to scheduling, NFA required. ' :

Hello |INEER

=




Please see attached feedback for your review.

Customer has not requested a further follow up.

Regards,
I

I | Customer Experience

T I - N . ©act.gov.au

Custorner Experience | Transport Canberra and City Services| ACT Government

Lvl 2, 490 Northbourne Ave, Dickson | GPO Box 158 Canberra ACT 2601 | www.act.gov.au

Note By (Il - Public Transport Customer Service ) ( 06/12/2016 09.46 AM )
Forwarded to operations.

Hellc IS

Please see attached feedback for your review.

See what information is being displayed an if none is present is there a capatcity for a

display.

Regards,

, | Customer Experience
T F + I 2 :ct.gov.a

Customer Experience | Transport Canberra and City Services| ACT Government
Lvl 2, 490 Northbourne Ave, Dickson | GPO Box 158 Canberra ACT 2601 | www.act.gov.au

Note By ( Anthony - Public Transport Customer Service ) (06/12/2016 09.35 AM )
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Customer By Phone (Access Canberra Customer Service ) (05/12/2016 0255 PM )

. Customer wishes to put in a complaint regarding the lack of timetable information
at bus stops. He would like timetable info to be posted at stops. He also wished to
complain regarding the lack of an ACTION bus service direct to the airport,

making the point that less well off people would find it difficult to pay for the
private shuttle bus _

He does not require a call back, he just wanted ACTION to be aware of these
issues. '

Additional Incident Details

Status: Resolved 7
Category: Improvements of Service
Type of Correspondence: Complaint

Response to customer: No response required
_ACTION Category: TT - Hardcopy Timetables
MyWay Card Number:

MyWay Ageni:

Route Nuriber:

Bus/Rego Number:

Direction of Travel: Towards city

Date and Time of Incident: 05/12/2016 02.51 PM~
Shift Number: N/A

Driver work number:




Investigation area: CSM Corporate
Block Number: 3471

Section Number: not provided
Suburb: not provided

If this is not for you/your area please forward this email to accessCBR@act.gov.au
to advise that it is not the correct area, The correspondence can then be re-

directed appropriately.
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Incident Reference # 161.127-000222

Subject: DB - Compliments
Date Cleated ?7/11/2016 01.37 PM

Note By (I - public Transport Customer Service ) (28/11/2016 09,16 AM )

Sent Compliment to
Customer By CSS Web (— ) (27/11/2016 01.37 PM )

Hello,
Iwould like to comphmeni Action on the excellent service that was provided on

Wednesday, 23rd November. The L1 bus was cancelled and a replacement van was
immediately provided free of charge. I was heading to the airport that morning and I am
very grateful the van arrived, and quickly as well, as Twas already anxious enough about

getting to the airport on time.
Other passengers were heading to work and I'am sure they were gra‘ceful for this service

Ao p A | B R R T

as well.
I would also like to mention that a couple of the passengers had special needs, and 1

noticed that the Action staff at the City Bus Station, as well as the driver of the van, were

especially kind and welcoming towards them.
Overall, I was very impressed. So, thank youl
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Additional Incident Details

" Status: Resolved

Category: ACTION Staff
Type of Correspondence: Compliment

| Response to customer: No response required.

ACTION Category: DB - Compllments
NMyWay Card Number;

MyWay Agent;

Route Number:

Bus/Rego Numben:

\%

e
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Direction of Travel: City Bus Sta’ciomBrindabeHa Business Park
Date and Time of Incident: 23/11/2016 07.34 AM

Shift Number:

Driver work numbaer:
Investigation area: CSM Corporate
Street:

Suburh:

Postal Code:

If this is hot for you/your area please forward this email to accessCBR@act.gov.au
to advise that it is not the correct area. The correspondence can then be re-

directed appropriately.
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Incident Reference # 161118-002200 ‘

Subject: SH - Change to Existing Service
Date Created: 18/11/2016 05.15 PM
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Note By ( Il - Public Transport Customer Service ) (21/11/2016 12.02 PM)

Hello [INEEGN

Please see attached feedback for your review.

Customer does not require a furthet follow up.

Regards,

I | Customer Experierice
T I - I ©:ctoova

Customer Experiénce | Transport Canberra and City Services| ACT Government

Lvl 2, 490 Northbourne Ave, Dickson | GPO Box 158 Canberra ACT 2601 | www.act,gov.ay
Note By ( I - Public Transport Customer Service ) ( 21/11/2016 12.01 PM )

Fmail response sent. Forwarding to scheduling. NFA required with customer.

Response By Email ( Il - Public Transport Customer Service ) (21/11/2016 12,00 PM)

Hello . 4
Thank you for your recent feedback on Transport Canberta.

Your feedback has bean Investigated and forwarded o our scheduling team for review,
If you would like to further add to your feedback please contact me on 02)

Regards, _

I .
N | Customer Experience.
1= @act.gov.au

Customer Experience | Transport Canberra and City Services| ACT Government
Lvl 2, 490 Northbourne Ave, Dickson | GPO Box 168 Canberra ACT 2601 |

www.act.gov.au

Customer By ¢SS Web (M) (18/11/2016 0515 PM)
There are several of us who work at the airpott and if the bus is more regular than the

current once an hour it would immensely help. Tknow that the bus takes a loop around

MY



e ae tan b e

R [P

the Brindabella park for 14 minutes but shouldn't you miss it then the wait is terrible. Also
please keep the bus well air conditioned. I have been taking the bus everyday since Aug
2016 and it cold during wirter and today it was unbearably hot inside the bus,

Finally are there any services during the week ends?

Are you aware that passengers who travel to and from the airport are not aware of route
11?7 Not all passengers want to take a cab or drive or even take the inconvenient airport
express to the city for $12 71 personally must have told at least a couple of hundred air

port travellers about this route.

_ Hope this gets a positive response from you.
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Additional Incident Details

Status: Resolved .
Category: Bus Route, Timetable or Fares
Type of Correspondence: Request for Service

Response to customer: Email - Resolved
ACTION Category: SH - Change to Existing Service
WiyWay Card Number:

MyWay Agent:’

Route Number: 11

Bus/Rego Number:
 Direction of Travel: City to alrport and back
‘Date and Time of Incwlent

Shift Number:

Driver work number:
Investigation area: CSM Corporate
Street:

Suburb: .

Postal Code:

If this is not for you/your area please forward this email fo accessCBR@act.gov.au
to advise that it is not the correct area. The correspondence can then be re-

directed appropriately.
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Incident Reference # 160916-000962

Subject: SD - Complaint
Date Creafed 16/09/2016 11,20 AM
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Note By (Il public Transport Customer Service ) (20/09/2016 1232 PM)
Spoke to customer the earfiest time is 6:26am to late for the customer

No further action required
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customer By €S Web (SN ( 16/09/2016 11.20 AM o
Why is there no live chat or contact email to find out about bus trips/routes

Why ik there no Alrport bus route - or if there is - no tab or tag to state that there is; OR link

to click on to access it?

»fe .'. N
- How would I gét 1o the alrport from the city to catch a 6.25am flight?
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Additional Incident Details

Status: Resolved ,
Category: Service Delivery



-

Type of Correspondence: Complaint

_Response to customer: Ph— Resolved with customer
ACTION Category: SD - Complaint :
MyWay Card Number:

MyWay Agent:

Route Number:

Bus/Rego Number:

Direction of Travel: city to airport
Date and Tima of Incident:

Shift Number:

Driver work number:
Investigation area: CSM Corporate
Streef:

Suburb:

Postal Code:

Contact Information

First Name: IR
Last Nanme: I ‘ .
Email Address: _

Home Number; INGTGczNNIN

Mobile Number:
Office Number:

If this is not for you/your area please forward this email to accessCBR@acl.gov.au to
advise that it is not the correct area. The correspondence can then be re-directed

appropriately.
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Incident Reference # 160902-000310

Subject: SH - Request for New Service
Date Created: 02/09/2016 08.48 AM

Note By ( INEEE- Public Transport Customer Service ) (02/09/2016 06.20 PM )

Hi - ' ‘

Sea attached feedback advising of movement of Australian Border Force and Immigration
to Brindabella Park by 2018,

Vb v v ke Y e A e Ak AR L= TS At TN DoAs A Amarve 18 4 45 d

Regards’
I

B | Customer Experience
7 - T Qo cgov.al

_Customer Experience | Transport Canberra and City Services| ACT Government
12 Wattle Street, Lyneham | GPO Box 158 Canberra ACT 2601 | www.act.gov.au

Response By Email ( I - ublic Transport Customer Service ) (02/09/2016 06.18 PM)

pour S

Thank you for contacting Transport Canberra with the information or; the move of the
Australian Border Force/Immigration to Brindabella Park. Your email has been forwarded
to our Scheduling and Planning area for consideration in future planning. | am sure they

will find your email of interest, thank you for providing the feedback.

Regards

—l Customer Experience

T N .

Customer Experience | Transport Canberra and Glty Services| ACT Government
12 Wattle Street, Lyneham | GPO Box 168 Canberra ACT 2601 | www.act.gov.au

I
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Customer By CSS Web ( - ) (02/09/2016 08.48 AM )

Hi,
I knowIam probably getting in a bit early but I had an enqulry in relation to 3 poten*ual

future route,
By 2018 The Australian Border Force/Immigration currently houséd at 5 Constitution Ave |
Canberra City, will be moved to Brindabella Park (Canberra Airpor®), .
I currently reside in Gungahlin and have checked the route from Gungahlin out to
Brindabella Park (Canberra Airlport) and the only option in via Canberra City.

There are a significant number of people that work in the department, live in Gungahlin’
and catch the bus to work.

Having to come via the city to get out there makes the commute extremely long.

1 just wondering if any thought would be given to establishing a route during peak hours
to allow people to commute from Gungahlin directly out to the airport? -

Tunderstand it is sometime away, but I was unsure how long it would take for somethmg

like this to be considered thus asking now.
I have several colleagues that are also interested to hear if this Is a-possibility so any

feedback would be greatly appreciated. \

Cheers

Additional Incident Details

Status: Resolved
Category: Bus Route, Timetable or Fares
Type of Correspondence: Request for Service

Response fo customer: Email - Resolved
ACTION Category: SH - Request for New Service
MyWay Card Number: 105301261

MyWay Agent:

Route Number:

Bus/Rego Number:
Diraction of Travel: Gungahlin to Brindabella Park

Date and Time of Incident:

Shift Number:

Driver worls number:
Investigation area: CSM Corporate
Street:

Suburh:

Postal Code:

Contact Information




o~

First‘ Name:-
Last Namae:
Email Address:

'Home Number: response via email would be preferred
Mobile Number: '
Office Number:

If this is not for you/your area please forward this email to accessCBR@act.gov.au
to advise that it is not the correct area, The correspondence can then be re-

directed appropriately.




o

Forwarded By: NIl - Public Transport Customer Service -
ct.gov. :

Ilicident Reference # 160824-000080

Subject: SH ~ Request for New Service
Date Created: 24/08/2016 07.37 AM

Response By Email (Il Public Transport Customer Service ) ( 02/09/2016 03.31 PM )

Good afternoon
Thank you for contacting Transport Canberra surrounding buses to the airport,

I have escalated your feedback through to our scheduling team and they have advised

that.they are in consultation with tha airport regarding this issue.
Currently, there are services that travel close to the airport but otherwise there is the

airport express service that travels from the City to the Airport.
I hope this is of assistance,
Kind regards,

N ¢ istomer Experience

T [ | £ myway@act.govau
Customer Experience | Transport Canberra and City Services| ACT Governmaent
GPO Box 158 Canberra ACT 2601 | www, act,gov au

Note By (i Public Transport Custorner'Service) (29/08/2016 03.14 PM)
Contacted customer to discuss, customer was not in the office at this stage

Note By (- Public Transport Customer Setvice ) ( 24/08/2016 04.36 PM )
Contacted customer to discuss, customer had provided a work phene number and will

- not be back in the office until Monday, will need & call back then,

Scheduling have advised that they are in consuiltation with the airport, currently there are
services that travel close to the airport but otherwise there is the airport expre'ss service.

cGustomer By ¢SS Web - 24/08/2016 0737 AM)
Hi, will there be a bus to the aliport?

Additional Incident Details

Status: Resolved
Category: Bus Route, Timetable or Fares




Type of Correspondence: Requaest for Information

Response fo customer: Email - Resolved
ACTION Category: SH - Request for New Service
MyWay Card Number: '
MyWay Agent:
 Route Number:
Bus/Rego Number:
Direction of Travel: to airport
Date and Time of Incident:
Shift Number:
Driver work nambar:
Investigation area: CSM Corporate
Street: :
Suburb!
Postal Code:

P T e
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Contact Information

First Name: | I

Last Name:
Email Acldress;

Home Number: ||| NNEGIEGGNG- — B

Mobile Number;
Office Number:

If this is not for you/your area please forward this email to accessCBR@act.gov.au
to advise that it is not the correct area, The correspondence can then be re-

directed appropriately.
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Forwarded By:,- Public Transport Customer Service -

Incident Reference # 160804-002015

Subject: SD - City/Tourist Loop
_Date Created: 04/08/2016 04.36 PM

——

Good moring Il
Thank you for contacting Transport Canbelrd surrounding the City Tourist Loop,
Your feedback has been escalated directly to our scheduling team for conssderauon, i
Thank you very much for your suggestions,

I hope this is of assistance,

Response By Email (- Public Tlansport Customer Service ) (18/08/201.6 10,02 AM )

<0

Kind regards,”

Customer Experience ' ‘
T | E myway@act.gov.au- ~
Customer Experience | Transport Canberra and City Services| ACT Gmre-x nmenf

GPO Box 158 Canberra ACT 2601 | www.actgov.au

Note By ( m Public Transport Customer Setvice ) (18/08/2016 10.02 AM )
FA: 80 ~ Gty Tonrist Laap [EECnUNﬂLﬁESIFIEl}I
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trood morning,
Frl only,
Kindregards,

) Cusiomer By eﬂem’e
Custommer By ( CSS Web ( ) ( 04/08/2016 04.36 PM )

Thank you for providing thls bus. I have used it several times already, and it has changed




PR e il Pgres

my lifel I would like to suggest a few improvements:

A stop near the Melbourne building for easier access to the Jolimont Centre, City Health
Centre and Airport Bus stop (My number 1 priority) * '

A second stop on Northbourne Avenile between stops 7 and 8 ([ realise this might not be
practical because of the need to move to the inside lane to turn right onto Barry Drive.)
“Buses running in both directions (I realise that this would require changing the route in
the University area and using more buses to maintain the existing frequency. Please don't

reduce the frequency!)
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Add]txona! Incident De’calls

Status: Resolved
Category: Improvements of Service

Type of Correspondence: Suggestion

Responsa to customer:'Emall - Resolved
ACTION Category: SD - City/T ourlst Loop
MyWay Card Number:

MyWay Agent:

Route Number:

Bus/Rego Number:

Diraction of Travel: Free city loop
Date and Time of Incident:

shift Numben:

Driver work number:
Investigation area: CSM Corporate
Street:
Suhurb:
Postal Code

NP . N s

Contact Information

First Namo: || |
Last Name: || NI
Fmal Ackdres=

Home Number:—

Mobile Number:
Office Number:”
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If this is not for you/your area pleasé forward this email to accessCBR@act.gov.au
1 to advise that it is not the correct area, The correspondence can then be re-

directed appropriately.




