New updates to computers and telephone

When the Bristol Dial-a-Ride computer system - which had been serving us well for the past 10 years -
finally began to fail, it was with some trepidation that we brought in a new system. Fortunately, we were
able to see it in action when we made a visit to the Dial-a-Ride scheme in Newcastle. Six months later,
despite a few teething problems, it is now proving to be a very useful tool with the capacity to take us
forward through the next 10 years and beyond.

In response to passenger feedback, we have made some other changes too. Instead of having to call to
make your booking in half hour slots, we expanded the time for all passengers to call from 9.30 am until
12.30 pm each week day. We have also updated the telephone system and brought in some extra help
in the booking department.

Finally, there was concern that our membership database was out of date, so we decided to contact all
our members (approx: 14,000) and ask them to renew their membership. All-in-all, it has been a very busy
time for the staff at Dial-a-Ride, but we feel confident now that all systems appear to be working well.

Thank you to the University Rag

In recent months, the Chief Executive has been working very hard fundraising to pay for the current
changes taking place at Bristol Dial-a-Ride. We would like to express a big thank you to the University Rag
Quartet Foundation, who each year offer support and funds to charities with specific projects and who this
year generously gave Bristol Dial-a-Ride £1000. This enabled us to buy much needed new telephones for
our office.

Star Letter General Enquiries

Sent in by Mr. Didd from Hengrove

To whom it may concern:

| am writing to express my gratitude for being
asked to renew my membership with you, for
which many thanks.

To use your transport was a godsend as |
found it very difficult to use public trasport
and the personal touch added by your bus
staff is amazing. The door-to-door service
plus the wheeling of my trolley to the bus is
marvellous, as obviously | am an O.A.P. of 79
and not very mobile.

Thank you

Mr. Didd received a voucher from:
Tesco Superstores, Golden Hill, Bristol.

This newsletter is available in large print, on
cassette tape or in community languages on
request

If you have any general enquiries about the
service, or you know someone who would
like to become a member, please call us on:

0845 1301875

and select the option for the General
enquiries line
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PUTTING A FACE TO THE VOICE

An interview with Passenger Advisors at Bristol Dial-a-Ride

Office support worker: Darren Stevens and Passenger Advisors:
Natalie Perrott and Annette Wilkinson

Ed Curtis, talks to Annette Wilkinson,
Jeanette Brooks, Lesley Rowles and Natalie
Perrott, our Passenger Advisors.

Ed: What time do you start work?

Jeanette: We arrive just before 9.00am ready to
answer the telephone enquiry line.

Natalie: And that gives us half an hour to catch
up on any outstanding admin work before the
booking lines open at 9.30am.

Ed: Could you give a brief outline of what the job
of a Passenger Advisor entails?

Jeanette: In the morning, up to four Passenger
Advisors answer the booking lines. As all
passengers can now ring in from 9.30am, the
first hour is always very busy with no breaks
between calls. But as the morning goes on the
pace of calls reduces.

Lesley: The period for taking booking ends at
12.30pm and we tend to have lunch between
12.30 and 13.30. In the afternoon, we finalise the
driver schedules for the next day b

from the trips we booked in the morning - and
print the sheets off.

Annette: Apart from the bookings, we also have
quite a lot of admin duties, for example, inputting
and updating membership details and dealing
with the concessionary bus fare admin.

Natalie: Also, we help to answer the bus-to-base
radio. Plus, we each have separate additional
roles - | help out with some finance work,
Annette deals with new memberships, and
Lesley and Jeannette are involved with
developing new projects.

Ed: You sound like you@e all very busy. Could
you tell me more about how the bookings are
taken?

Jeanette: Passengers call up and hopefully get
through quite quickly, but there is a very high
volume of calls coming in. We then confirm their
membership and bring their details up on our
computer. Then we ask for details of the journey
- time, address etc. Most trips will be for the next
day on a first come first served basis.

Lesley: We check that the journey is within
Bristol Dial-a-Ride® area and put the request
into the computer, which then shows if we can
offer the journey. If the requested time is not free,
but the passenger is willing to be flexible, we can
search for another time.

Natalie: We don®give exact pick up times,
anymore, because the new computer may alter
times slightly to fit more passengers in. Instead
we give a time slot when the bus will arrive to
pick them up. The exception to this is if the
passenger has an appointment, in which case
we make sure to book the journey so that they
arrive on time.
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PUTTING A FACE TO THE VOICE continued...

Passenger Advisors Leslie Rowles & Janette Brooks

Jeanette: The exact return times are confirmed
with the passenger by the Driver/Escorts.

Ed: What is the best part of the job?

Jeanette: Being able to help older and disabled
people remain independent.

Natalie: Its great when we are able to offer
journeys to passengers, but it can be frustrating
too, when sometimes we can®give them the
exact trips they want.

Lesley: Although it is harder than it was
because we®e got more members than ever, |

do still really enjoy talking to the passengers and

building relationships with them.
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Ed: You@e mentioned about changes. How
has your job changed over the years?

Annette: I®e been here since 1989, almost
since the start. In the beginning all the bookings
were hand recorded and the driver schedules
too. But we only had three buses then! Now we
have 12 buses and many more members.

Lesley: Before we went citywide in November
2005, fewer passengers were travelling and we
got to know them well over the phone. Now we
have more calls to answer and more members
making bookings, we have less time to chat, but
it® great that more disabled people are able to
use the service.

Ed: Why is it that you sometimes have deep
voices on the phone?

All: That® because it® not us! Sometimes Tim or
Darren, who are not normally Passenger
Advisor®, but who work in the office, cover when
we are on a break. Some of the female
passengers seem to have rather a soft spot for
them, too!!

Thank you to AXA Sun Life Volunteers

The team from 2005

The team from 2006

In the summer of 2005, and
again this year, small
teams from AXA Sun Life
Services volunteered their
time and energies to help
in a variety of ways during
their Community Challenge
week. For a few days
some helped with Bristol
Dial-a-Ride's annual
survey, whilst others gave

Bristol Dial-a-Ride Drivers and volunteers
from AXA Sun life: Trevor Lukins, Beverly
Parker, Andy Hunter, Nigel Jefferies,
Rachel Faulsham, Kate Brown, Adrian
Cole, Mark Schofield and Tasha Lowe.

our ageing offices a much
needed lick of paint.

Volunteers from AXA Sunlife:

Jan Allen, karen Wild, Rachel Norton,
Jayne Collingbourne, Jen Palfrenan,
and Tim Smith
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®lealth MattersQstill matters!

The ®lealth MattersOpilot projects in
Southmead and Easton continue to go from
strength to strength. In the Southmead area the
service has been running for over two years and
in Easton/Lawrence Hill for over 18 months. The
service has been enabling our members to get to
their appointments in the Treatment and Podiatry
Departments, and also some advanced booked
Doctors appointments, in comfort and safety.
Soon after the treatment has been completed,
they are returned home avoiding lengthy waits.

Comments about the service from our
passengers include:

CThis service has enabled me to get the
treatment | needed without the added worry
of a huge taxi bill.O

Without this service | would have to rely on
friends or family who are busy enough as it
is, | feel more independent using this
service.O

Comments form Practitioners include:

(Getting out to do home visits is not only
costly in terms of time, but the home
environment isn®always the best place for
treatment to take place due often to lack of
space or readily available equipment.O

CThere is often an assumption that if older
and disabled patients have family living
relatively close by, they are able and willing
to get help from them to get to the Health
Centre. This however is not always the case,
and even when it is an option, it is not
necessary one that provides real
independence nor the most reliable or
accessible service.O

CThe degree of isolation and depression
suffered by older people is greatly
underestimated. It is really important for
mental well-being that people remain

A date for your Diary

The Southmead Extend group run by Michelle Kusmierek at the
New Brunswick United Reformed Church Hall, Southmead.

Participants pictured: Helen Shipway, Muriel Hyder, Chrisslla
Tsiobani, Lynn Martin, Marilyn Dark and Emrys Binding.

independent and are able to get out and
about, and Bristol Dial-a-Ride is definitely
helping in this respect.O

Another group that is being supported by us with
transport under the ®lealth MattersCpilot project
are members of the Southmead extend group,
whose class is held each week in the New
Brunswick Hall, behind the Southmead Health
Centre. This gentle exercise class for older and
disabled people is important in helping to keep
individuals active and boosting their health and
wellbeing. Although the group will shortly be
finishing for the summer, it will resume again in
the autumn.

The August bank holiday falls on Monday 28th August, so you will need to ring on the Friday 25th

August to book a trip for Tuesday 29th August.



