





We are one of the largest passenger transport
services organisations in Europe. Operating
over 24,000 vehicles across eight countries
and employing more than 30,000 people,
Arriva delivers more than a billion passenger

journeys every year.

In cities and towns across Europe, we
are a central part of many people's lives.
Using our buses, trains, taxis, rental
vehicles - and in Denmark and ltaly, even
waterbuses - people travel to school and
to work; they depend on our services for
shopping, socialising, sightseeing and
countless other leisure activities.

In some areas, encouraging people to
make the shift from private to public
transport is a challenge - there's no doubt
about that. But it's less of a challenge
when the options become more inviting.

We know what we can do, and we know
what we need to do. But success can't
be delivered by operators alone.
Forging strong, long-term, local
relationships with our community partners
across Europe is central to our strategy.

People want transport to take them to
their destinations - safely, on time and
with the minimum of fuss. And that's
exactly what we are focused on delivering,
so that public transport gives people a
real choice.
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Most of our success stories surrounding
improvements to services are a result of
working closely with local authorities.
Indeed, public transport thrives on
partnerships.

This document is an inside view of how
we're working to deliver our vision; we've
outlined some examples of where we
think we're making a difference to
passenger transport - if you need more
information, please contact us.
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One of the ways in which we are encouraging
people on to our buses and trains is by making
them easy to use. If passengers can easily find
out which bus will take them to their destination,
or what time a train departs, they are more

likely to make that journey by public transport.

We use clear customer information - including on-line details - and innovative marketing
to encourage people to use our services. In Medway, in the UK, we reviewed completely
our services to produce a more attractive, streamlined network to reflect both customer
demand and our desire to grow the market. The easier-to-use network was the result
of both customer and employee research. In fact, many of the changes stemmed
from ideas and information fed in to us by our employees. Route upgrades and earlier
morning/later evening services were introduced in the £10 million (€14.5 million)
initiative which saw the introduction of 60 brand new and 40 refurbished buses, and
vastly improved employee and customer facilities.
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Over the last three years Arriva Portugal
has provided better ticket offices and
customer information at its bus stations
to create a welcoming environment as
customers start their journey with us.

In Denmark, when we introduced 29
new trains in 2004, customers were
given the opportunity to try them out
free of charge, a novel marketing
initiative which has encouraged many
people to continue using the service.

Once a passenger has boarded our
vehicle, we need to make sure that his
or her journey is safe and enjoyable.
Our newest buses are more
comfortable, quieter and have a built-
in access ramp to allow for easy
boarding.

In 2005 alone we have invested £84
million (€122 million) in new buses,
bringing our total investment in buses
over the past five years to £450 million
(€664 million).

It is important to Arriva that everyone is
able to use our services, including
people with disabilities. Customer-facing
employees receive disability awareness
training to help them ensure customers
receive the appropriate support.

At Arriva Trains Wales, a dedicated
Journey Care telephone line is in place
for customers with disabilities, which
people can call to arrange the support
they need.

Similarly, in Italy, where all our new buses
are easy access, we provide a booking
service guaranteeing the customer that
a particular service will meet their needs.
In 2006 we will introduce the first trains
in the Netherlands to be completely
accessible for wheelchair users, with
the level of the train's floor exactly the
same as the station platforms.

Journeys involve many different
elements and our services may be only
one part. It is important to recognise
how different types of transport can
complement each other to provide a
seamless experience for the traveller.

There are many examples of where we
successtully integrate services with other
forms of transport. In the Netherlands
we operate integrated bus and rail
services in the north of the country.

Public transport rental bikes - a popular
method of transport for the Dutch - are
on offer near train stations. In Portugal
we provide bus services connecting
with Lisbon's busy cross-river ferry port,
while in Wales we have worked with the
Welsh Assembly Government to create
a new rail link to Cardiff International
Airport.

to use
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Many factors can
affect bus services.
We can control some
problems, but others
come from the
difficulties any road
user encounters with
traffic delays and
congestion.
However, local
authorities can work
with transport
providers and have
the power to give
priority road access
for local bus
passengers.

In return, the
operators can make
commitments about
levels of service.

Working in partnership on demand
response schemes in the Netherlands.




rki
rt

One of the best ways in which we can
improve journeys for our customers is
through local authority partnerships.
Arriva's input - the introduction of new
easy-access vehicles, increased
frequencies and ticket deals - can be
complemented by local authority
investment in better bus stops and
stations and giving road priorities for
bus users.

The result is a more reliable service which
attracts more passengers. One such
project in Telford, Shropshire, was recently
named among the UK's fastest growing
bus routes.

In the Netherlands, we operate public
transport taxis on behalf of local
authorities. A passenger contacts our call
centre and a controller then sends a
message to the most appropriate vehicle
in the vicinity. The system also gives a
guaranteed time for completion of the
journey. Approximately half of the 1,400
vehicles which Arriva operates in the
Netherlands are demand response transit.

In the north west of England, we have put
forward proposals to set up the
Merseyside Bus Board to bring together
the local Passenger Transport Executive,
city and borough councils, the police and
passenger representatives. By working
together we will create a better service
for passengers - matching investment by
Arriva in buses, facilities and training with
improvements at bus stations, bus stops,
in publicity and effective priorities to
improve punctuality.

We consult our customers to find out what
they want from our services. Customer
satisfaction surveys are a useful way of
finding out how customers view

us and what they think should change.
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In Denmark, ltaly and the Netherlands,
independent surveys and customer focus
groups help us to understand what our
customers think of our buses and trains.

Across the UK, around 90 per cent of our
bus passengers surveyed were satisfied
with the overall service they receive, with
a very positive view of our customer-facing
employees. We're extremely proud of our
employees - our people work hard to
deliver quality bus services and deserve
this superb recognition from our
customers.

We have partnerships with groups that
can help us better understand the needs
of users with disabilities.

Simple adjustments can vastly improve

accessibility for some of our customers.
We formed one such partnership with the
UK’s Royal National Institute for the Blind
to look at a range of issues such as bus
design and disability awareness training
for drivers.

In Denmark, we consulted with the Danish
Centre for Accessibility on the design of
29 new trains, which were introduced in
2004,






Public transport is statistically the safest means
of land passenger transport. Bus travel has
a fatality risk 10 times lower, and rail travel 20
times lower, than car travel for the average
passenger trip in the EU.

However, there is still work to be doneto ¢ introducing a maintenance regime

reduce accidents on the roads and the standardised across the company -
safety of our employees and customers bringing further improvements to
is central to everything we do. We have vehicle safety and reliability

an extensive range of training initiatives
to support Arriva people across all levels. * awareness campaigns to educate
bus drivers about well-being, including

Ariva has signed he European Road Safety ~ QUT id€@s on improving safety on the healthy eating, over the counter
Charter, which aims to achieve a 50 per roads are shared as best practice in the medicines, exercise and getting a
centreduction in foad accidents by 2010 i and mainland Europe, and resulted good night's sleep

in Arriva winning the top award at the

2004 ‘Brake Safety Awards’ in the UK.

Arriva's 'Lights on for Life' campaign

They include: - research has shown that driving with
dipped headlights on at all times
e appointing bus drivers as school significantly reduces accidents
liaison officers to educate children
about road safety e Arriva's motto of 'Written by drivers for
drivers' involves our employees and
e working to identify accident uses their knowledge and experience
blackspots along bus routes and in new road safety initiatives.

warning bus drivers about them







Some of our vehicles run on ‘alternative
fuel’. We have gained experience of
running liquefied petroleum gas buses,
particularly in Denmark and the
Netherlands. In the north of the
Netherlands, Arriva operates a tourist
route through protected nature parks
with buses that are powered by biofuel.

In Germany, Arriva has been
successfully trialling the use of vegetable
oil-derived fuels in our trains.
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As diesel fuel and vegetable oil have
very different chemical and physical
characteristics, the train engines were
specially adapted. The vegetable oil is
not only cheaper, but it has less of an
impact on the environment in
comparison with diesel.

In Italy, we have been trialling the use
of an alternative fuel mix of diesel and
water, Gecam. The results of the trials

have shown a reduction in fuel use, as
well as a reduction in harmful and
particulate emissions.

Arriva Vehicle Rental's branches have
been awarded the environmental
management standard ISO 14001.
Arriva is the only vehicle rental company
in the UK to have achieved such
recognition.

Arriva installs and uses bus washes that
recycle between 75 and 95 per cent of
the water per wash. In addition, filtration
systems are in place to ensure that any
chemicals used are not discharged.
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The main competitor to public transport is the
private car, and - whilst we're not anti-motorist
- there is a clearly a case for encouraging
people to consider which transport option is
best for each particular journey. And that's
where thinking creatively and using new and
exciting techniques to entice people on to

public transport is vital.

First of all, we want to make using public
transport easy. We want to be
accessible from the moment someone
decides to take a journey with Arriva.

Across mainland Europe we are leading
the way in providing timetable
information on-line. In Denmark,
Germany, ltaly, the Netherlands and
Portugal our public transport timetables
are available to customers at the touch
of a button. Our buses website in the
UK was the first to offer timetables
on-line, covering the movements of over
6,000 vehicles.

Technological innovation also has its
part to play in safety. Airline-style
technology was central to the
development of a 180 degree bus
driving simulator, which Arriva helped
to develop.

The simulator gives a realistic bus
driving replication and it also helps us
to assess how different people react to
different circumstances. It is an
invaluable tool in helping us develop
bus driver selection, training and
recruitment.




We have introduced
a 'black box' system,
capable of capturing
key moments of
incidents including
G-force impacts, on
to some of our buses
in the UK and
Denmark. The
system allows the
control room to view
the driver's situation
through CCTV.

It also maps the

location of the bus

so that it can be

reached quickly in
the event of an incident. As well as
improving customer safety, it can help
reduce criminal damage and fraudulent
insurance claims.

In Cremona, ltaly, we are installing a
system that allows us to track vehicles,
which is integrated with the
management of traffic lights - giving
priority to bus users.

Buses running to time has been

improved with GPS tracking equipment.
This is fitted to much of the fleet so that
controllers can monitor punctuality, and
helps us to refine timetables to manage
predictable problems like congestion.

The control centres for our London bus
operations give real-time information
on the location of our 1,400 buses,
24-hours a day at each of our depots.

Our depot-based controllers can
communicate with street-patrol
controllers and bus drivers, alerting
each other to road traffic problems.
They tell our drivers the best route to
follow to avoid any road problems
keeping our services running on time.

novation
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The European public transport market is huge - EU statistics
calculate it to be worth over €100 billion. Much of it has yet to be
fully opened up to the private sector. However, all over Europe,

local authorities are starting to tender out public transport services,
awarding the contract to the operator which can offer the best
level of service for the most reasonable price.







