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Please note that these minutes remain unconfirmed until the Sustainable Transport 

Committee meeting on 7 August 2019. 

 
Report 19.278 

19/06/2019 

File: CCAB-20-734 

 

 

Public minutes of the Sustainable Transport Committee 
meeting held on Wednesday 19 June 2019, in the Council 
Chamber, Greater Wellington Regional Council, Level 2, 15 
Walter Street, Te Aro, Wellington at 9.30am 
 

Present 

 

Councillors Donaldson (Chair), Blakeley, Brash, Gaylor, Kedgley, Laban, Lamason, 

McKinnon, Ogden, Ponter, Staples, and Swain. 

 

Marama Tuuta. 

 

 

 

Public Business 
 

 

1 Apologies 

 Moved (Cr Blakeley/ Cr Lamason) 

That the Committee accepts the apology for absence from Councillor Laidlaw. 

The motion was CARRIED. 

2 Declarations of conflict of interest 

 There were no declarations of conflict of interest. 

3 Public Participation 

Public participants were heard in the following order: 
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Chris Horne and Pauline Swann spoke about the route 21 and 22 bus services and bus 

livery.  

Kris Erikson spoke about congestion charging. 

Mike Mellor spoke to all items on the agenda. 

Tony Randall spoke about the Johnsonville bus interchange  

4 Confirmation of the minutes of 8 May 2019  

Moved (Cr Staples/ Cr Gaylor) 

That the Committee confirms the minutes of the meeting of 8 May 2019, Report 

19.180. 

 The motion was CARRIED. 

5 Action items from previous Sustainable Transport Committee meetings 

Report 19.208 File ref: CCAB-20-729 

Moved (Cr Lamason/ Cr Blakeley) 

 That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

The motion was CARRIED. 

6 Reporting on Movin’March Programme 2019 

 Kirsty Barr, Travel Choice Coordinator, Regional Transport, spoke to the report. 

 Report 19.184 File ref: CCAB-20-723 

Moved (Cr Lamason/ Cr Gaylor) 

That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

3. Notes the positive outcomes achieved in the Movin’ March programme for 2019. 

 The motion was CARRIED. 
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The Committee accorded priority to agenda item 9 – Post Implementation Review – next 

steps programme. 

7 Post Implementation Review – next steps programme 

 Anthony Cross, Technical Lead, Metlink Bus Network Review, introduced the report.  

Carl Davidson, Director of Strategy and Insight, Research First Limited, outlined the 

research engagement approach for the review. 

Report 19.230 File ref: CCAB-20-711 

Moved (Cr Brash/ Cr Blakeley) 

 That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

The motion was CARRIED. 

8 Public Transport – operational performance 

 Jonathon Gear, Business Performance and Insights Manager, introduced the report. 

Report 19.223 File ref: CCAB-20-707 

Moved (Cr Donaldson/Cr Ponter) 

 That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

3. Requests that officers prepare a presentation for the next Committee meeting to 

report on performance trends and insights on the bus network 12 months since 

“go live”. 

The motion was CARRIED. 

The meeting adjourned at 11.01am and resumed at 11.22am. 

9 Metlink service activities 

 Rhona Hewitt, Manager, Business Network and Infrastructure (Acting), introduced the 

report 

Report 19.226 File ref: CCAB-20-708 

Moved (Cr McKinnon/ Cr Blakeley) 

 That the Committee: 
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1. Receives the report. 

2. Notes the content of the report. 

3. Agrees with the proposed installation of an RTI display screen at Strathmore 

Park as set out in section 3.2 of this report.  

4. Requests officers to meet with the Johnsonville Community Association to view 

the concerns raised in the report (section 3.6.3), allowing time for a full 

discussion on these issues, reporting on the outcome at the next Committee 

meeting. 

The motion was CARRIED. 

Noted: The Committee requested that officers report to the next Committee meeting on the 

use of the Public Works Act 1981 to secure land required for Public Transport use. 

10 Notices of motion: Cr Daran Ponter 

Report 19.256 File ref: CCAB-20-270 

Moved (Cr Ponter/ Cr McKinnon) 

 That the Committee: 

Requests the Chief Executive to report back to this Committee on the feasibility of 

moving all morning 30x and 31x services from Cobham Drive, to route via Troy 

Street, Rongotai Road, Evans Bay Parade, Kilbirnie Crescent, to re-join at Hamilton 

Road. 

The motion was CARRIED. 

Moved (Cr Ponter/ Cr McKinnon) 

 That the Committee: 

Requests the Chief Executive to request that the Chief Executive, Wellington City 

Council, take decisive action to remove the hazard that is slowing journey times on 

Eastern Suburbs bus services (Routes 2, 12e, 1 and 36) through Kilbirnie Crescent. 

The motion was CARRIED. 

11 General Managers’ Report to the Sustainable Transport Committee meeting on 

19 June 2019 

 Greg Pollock, General Manager, Public Transport, introduced the report. 

Report 19.204 File ref: CCAB-20-705 

Moved (Cr Gaylor/ Cr Staples) 

 That the Committee: 
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1. Receives the report. 

2. Notes the content of the report. 

 

The meeting closed at 1.03pm 

 

 

 

Cr B Donaldson 

(Chair) 

 

 

Date:  
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ACTION ITEMS FROM PREVIOUS SUSTAINABLE TRANSPORT COMMITTEE MEETINGS PAGE 1 OF 1 

 

Report 19.290 

Date 27 June 2019 
File CCAB-20-729 

Committee Sustainable Transport Committee  

Authors Greg Pollock, General Manager, Public Transport 
Wayne Hastie, General Manager, Strategic Programmes 
Luke Troy, General Manager, Strategy 

Action items from previous meetings 

Attachment 1 lists items raised at Sustainable Transport Committee meetings that 

require actions or follow-ups from officers. All action items include an outline of 

current status and a brief comment. Once the items have been completed and reported to 

the Committee they will be removed from the list. 

No decision is being sought in this report. This report is for the Committee’s 

information only. 

Recommendations 

That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

Report approved by: Report approved by: Report approved by: 

Greg Pollock Wayne Hastie Luke Troy 
General Manager, Public 
Transport 

General Manager, Strategic 
Programmes 

General Manager, Strategy  

 

 
Attachment 1: Action items from previous meetings 
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Attachment 1 to Report 19.290 

Action items from previous Sustainable Transport Committee meetings 

Meeting date Action item Status and comment  

9 May 2018 Resolution 

Requests officers work with NZ Transport Agency to 
identify opportunities for nationwide tailpipe testing of 
bus emissions. 

Status: In progress 

Comments: 

Following a letter from the  Ministry of 
Transport, officers are in the process 
of preparing information related to 
preliminary work undertaken by GW 
on tail pipe testing. 

We will update the Committee with the 
Ministry/NZTA’s next steps on this 
project when advised. 

30 October 2018 Resolution 

Agrees to consider route and service option 
changes for Churton Park as part of the post-
implementation review to commence in the first 
quarter of 2019, including the feasibility of looping 
the off-peak Route Number 60 service via the 
Churton Park shops. 

Status:  Awaiting action 

Comments: 

Will be considered as scheduled. 

20 February 2019 Resolution 

Requests the Chief Executive to convene a forum 
of all relevant stakeholders to seek a coordinated 
national approach to resolving driver shortages. 

Status:  In progress 

Comments:  

See update in section 2.3.1 of Report 
19.122.  Will be arranged following a 
regional forum on 26 June. 

20 February 2019 Noted 

The Committee requested that officers consider a 
more direct level of engagement with customers 
following further trials of the double-decker bus 
wrapping. 

Status:  Awaiting action 

Comments:  

Will be actioned following further trials 

19 June 2019 
Noted 
 
The Committee requested that officers report to to the 
next Committee meeting on the use of the Public 
Works Act 1981 to secure land required for Public  
Transport use. 
 

Status: In progress 

Comments:  

Will be discussed at the workshop 
following this meeting 

 

19 June 2019 
Resolution 
 
Requests the Chief Executive to request that the 
Chief Executive, Wellington City Council, take 

Status: Completed 

Comments:  
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decisive action to remove the hazard that is 
slowling journey times on Eastern Suburbs bus 
services (Routes 2, 12e, 14 and 36) through 
Kilbirnie Crescent. 

 

19 June 2019 
Resolution 
 
Requests the Chief Executive to report back to 
this Committee on the feasibility of moving all 
morning 30x and 31x services from Cobham 
Drive, to route via Troy Street, Rongotai Road, 
Evans Bay Parade, Kilbirnie Crescent, to re-join 
at Hamilton Road. 

Status: Completed 

Comments:  

See report 19.295  
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PUBLIC TRANSPORT - OPERATIONAL PERFORMANCE (AUGUST MEETING) PAGE 1 OF 5 

 

Report 19.293  

Date 1 August 2019 
File CCAB-20-744 

Committee Sustainable Transport 

Author Jonathan Gear, Business Performance and Insights Manager 

Public Transport - operational performance  

1. Purpose 

To provide the Committee with an update of current operational performance 

compared to historical trends. 

2. Background 

Metlink now has access to more information than ever before relating to the 

performance of its public transport network.   

Officers have developed a monthly report drawing on available information to 

provide performance reporting at the level provided in other authorities. To 

enable the public to easily access this information it will be updated monthly 

when information becomes available and published on the Metlink website. 

This report also provides answers to questions posed by the Committee at the 

last meeting. 

Please note that proposed remedies and actions aimed at improving performance 

will be reported on via the Metlink service activities report (Report 19.226), 

which will follow operational reports on the agendas for these meetings. 

3. Operational matters 

The analysis below is to provide answers to questions that have been posed in 

regards to the new bus network that was introduced in mid-2018. 

3.1 Decreasing patronage in Porirua 

At the last Committee meeting, members requested that officers consider 

whether the reported decreasing patronage on bus services in Porirua is caused 

by drivers not logging passenger trips when passengers use monthly plus rail 

passes (which includes free bus connections to and from rail services). 

Officers have contacted the operator of bus services in Porirua to emphasise the 

importance of capturing passengers regardless of ticket type.  

Sustainable Transport Committee 7 August 2019, Order Paper - Public Transport - operational performance

11



 

PUBLIC TRANSPORT - OPERATIONAL PERFORMANCE (AUGUST MEETING) PAGE 2 OF 5 

Figure 1 below illustrates the use of monthly plus rail tickets on Porirua bus 

services. This shows that in August 2018 monthly plus rail tickets accounted for 

6% of bus boardings. Since then the use of Monthly plus rail tickets has grown 

steadily, accounting for 10% of boardings in June 2019. This suggests that either 

the uptake of Monthly Plus tickets on bus services has grown, or that drivers are 

now capturing the use of these passes better. 

Figure 1

 

3.2 Performance trends and insights on the bus network  

At its last meeting the Committee resolved request that officers prepare a 

presentation for this Committee meeting to report on performance trends and 

insights on the bus network 12 months since “go live”.  A presentation on 

performance trends will be made to the Committee at this meeting. 

4. Customer experience insights  

4.1 Annual customer satisfaction survey results  

Each May GWRC commissions an independent survey (through Gravitas 

Research and Strategy Limited) of customers’ experiences of Metlink public 

transport in the region. This helps us identify and prioritise improvements for 

customers, provides performance measures for the GWRC business plans and 

Annual Report, as well as meeting GWRC’s reporting requirements to the NZ 

Transport Agency (NZTA) - a co-funder of the Wellington Region’s public 

transport.  

 

An interim satisfaction survey was also undertaken in November 2018 on bus 

and rail services to measure the impact of changes introduced to the region’s 

public transport system in mid-2018. A comparison of the May 2018 and 

November 2018 results with the most recent May 2019 results is shown below. 

 

This survey has been running since 2014. The independence, thorough on-

vehicle surveying method, sample size of approximately 3,500 to 4,000 users 

and long-running nature of survey ensures a robust benchmarked measure of 

performance. 
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Summary results – 12 month comparison  

• Most the Wellington region’s public transport users continue to be satisfied 

with their current trip (87%). Overall, this share has declined moderately 

over the last 12 months.  Of the three modes, ferry users remain very 

satisfied (99%) and have experienced an improved result.  Moderate 

declines in overall trip satisfaction are evident for both bus (91% to 87%) 

and train customers (92% to 89%). Wellington City bus satisfaction has 

declined the most (to 85%). 

• Customers’ perceptions of the Wellington’s public transport system have 

declined significantly over the last 12 months, with overall satisfaction 

down 16 percentage points (from 85% to 69%).  

• Bus customers were asked to compare their experience before and after the 

mid-2018 network changes: 19% believed it was better; 29% believed it was 

the same; 37% believed it was worse; and 15% could not compare because 

they were new users of bus services. 

• Satisfaction with reliability has been a key influencer in the lower results, 

having declined significantly over the last 12 months among both bus and 

train users. Other key influences in declining results over the last 12 months 

have been perceptions of service capacity (seats available), frequency and 

the provision of information about delays and disruptions. 

 

The results align with GWRC’s priority activities currently underway to improve 

the customer experience, including the improvement of operator performance, 

the Wellington City bus network design review, upgrades to the real-time 

information technology and improvement to the user experience of the Metlink 

website and app. 

 

Summary comparison of the May 2018, November 2018 and May 2019 results 

 

 Overall Bus (Region-wide) Rail Ferry 

 May 
2018 

Nov 
2018 

May 
2019 

May 
2018 

Nov 
2018 

May 
2019 

May 
2018 

Nov 
2018 

May 
2019 

May 
2018 

Nov 
2018 

May 
2019 

Satisfaction with 
the trip 

91% 90% 87% 91% 88% 87% 92% 94% 89% 94% * 99% 

Satisfaction with 
the Wellington’s 
public transport 
system 

85% 71% 69% 85% 65% 66% 85% 83% 75% 82% * 72% 

 

Detailed results for performance by mode, operator across a number of aspects 

of the customer experience can be viewed in the full survey report, which is 

available on the Metlink website on: https://www.metlink.org.nz/on-our-

way/performance-of-our-network/#DataAndReports 

 

4.2 Wellington city bus service experience 

Over-all bus complaint volumes continue to trend downwards as cancellation 

rates and punctually gradually continue to improve. 
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Targeting of punctuality related pain-points has seen cancellation rates for NZ 

Bus services (routes 13, 31x, 33, 34, 35) continue to drop, particularly in the 

evening peak. Morning peak services on route 30x from Scorching Bay and Moa 

Point continue to be unreliable due to relatively high incidences of cancellation. 

 

Tranzurban service cancellations have steadily increased due to driver shortages, 

which has affected peak, off peak and weekend services. This has had a 

particular impact on both the reliability of routes 24 and 25. 

5. Monthly operational performance  

5.1 Monthly report 

Attachment 1 to this report contains an overview (including commentary) of 

Metlink’s monthly performance report for the month of June 2019. The July 

performance report will be available in mid-August. 

6. Communication 

Operational performance reports will be placed on the Metlink website.   

7. Consideration of climate change 

The matters addressed in this report have been considered by officers in 

accordance with the process set out in the GWRC Climate Change Consideration 

Guide. The matters addressed in this paper report on the implementation of 

previous Council decisions. Officers note that the public transport network is 

designed to increase public transport capacity which will contribute to an overall 

reduction in gross regional greenhouse gas emissions. 

8. The decision-making process and significance 

Officers recognise that the matters referenced in this report will have a high 

degree of importance to affected or interested parties. 

The matters requiring decision in this report have been considered by officers 

against the requirements of Part 6 of the Local Government Act 2002 (the Act). 

Part 6 sets out the obligations of local authorities in relation to the making of 

decisions. 

8.1 Significance of the decision 

Part 6 requires GWRC to consider the significance of the decision. The term 

‘significance’ has a statutory definition set out in the Act. 

Officers have considered the significance of the matter, taking the Council's 

significance and engagement policy and decision-making guidelines into 

account. Officers recommend that the matter be considered to have low 

significance. 

Officers do not consider that a formal record outlining consideration of the 

decision-making process is required in this instance. 

8.2 Engagement 

Engagement on the matters contained in this report is not necessary. 
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9. Recommendations 

That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

3. Agrees to publish the annual customer satisfaction survey results on the 

Metlink website. 

Report prepared by: Report prepared by: Report approved by: 

Jonathon Gear David Boyd Greg Pollock 
Business Performance and 
Insights Manager 

Customer Experience 
Manager 

General Manager, Public 
Transport 

 

Attachment 1: Operational performance (June) 
 

Sustainable Transport Committee 7 August 2019, Order Paper - Public Transport - operational performance

15



��������	�
��

�����
�	�
�� � � � ��������

�� ����������������� �!"�#$%&%�'&%�()*�)'+,�(*�&%-*&(�*.�-'(&*.'/%0�1',,%./%&�2*'&34./,�'.3�-',,%./%&�5*6&.%+,7�8�-',,%./%&�5*6&.%+�4,�9':96:'(%3�2+�,62(&'9(4./�&%9*&3%3�(&'.,;%&,�<=*>%=%.(,�;&*=�*.%�>%$49:%�(*�'.*($%&�)4($4.�?@�=4.6(%,A�;&*=�-',,%./%&�2*'&34./,7�B%(:4.C�/%.%&'::+�&%-*&(,�-',,%./%&�2*'&34./,�/4>%.�($%�:'9C�*;�>4,424:4(+�*.�(&'.,;%&,�2%()%%.�=*3%,�'.3�*.�&'4:�'.3�;%&&+�,%&>49%,7�� �DEF�GHF�IJKLIMJM�NHFFJOPJI�QLHIMROPF�PILSTG�LU�VWXY�ZJHI�LO�ZJHIW�[GJ�QE\]�LU�TGRF�PILSTG�GHF�KL̂ J�UIL̂ �_J\\ROPTLO�̀RTZ�SGJIJ�QLHIMROPF�GHaJ�ROKIJHFJM�bWcY�ZJHI�LO�ZJHIW�DLHIMROPF�PILSTG�RO�dLIRIEH�GHF�MJK\ROJM�ZJHI�LO�ZJHI�UL\\LSROP�HO�GRFTLIRKH\�TIJOMe�QET�TGRF�MJK\ROJ�̂HZ�QJ�LaJIFTHTJM�RO�TGJ�KEIIJOT�ZJHI�MEJ�TL�TGJ�HFFÊ NTRLOF�EFJM�TL�̂HN�TGJ�NIJ�fE\gcXhi�ILETJF�TL�TGJ�OJS�OJTSLI]�ĤNW��
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Attachment 1 to Report 19.293
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Metlink service activities 

1. Purpose 

To provide the Committee with an update of service activities planned or 

undertaken by Metlink. 

2. Background 

This report provides an update of service activities planned or undertaken by 

Metlink.  The matters in this report are driven by planned works and matters 

arising out of the operational performance reports set out in the order papers 

for these Committee meetings.  

This report covers bus, ferry and rail operations as required. 

3. Metlink Operations Centre 

Metlink is planning to introduce a ‘24/7’ Metlink Operations Centre (MOC) in 

order to deliver a step change to our customers in the management of our 

public transport network. 

3.1 Overview 

At a high level our public transport network operates from ~5am to ~2am the 

next day.   Officers predominantly work office hours (apart from the Metlink 

Contact Centre); we therefore have a gap in service offering outside of office 

hours for our customers, public transport operators and others we work with. 

3.1.1 Partnering principles 

The premise of the MOC is that Metlink partners with our colleague 

organisations in providing this new service.  Officers have linked with both the 

NZ Transport Agency (NZTA) and Wellington City Council (WCC) on this 

initiative.  Both of these organisations run operations centres. 
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We are partnering with NZTA and WCC, utilising our collective expertise and 

resources to ensure that we are not duplicating roles or systems unnecessarily.  

Officers have visited both the NZTA and WCC operations centres to gain a 

view of good practice.  NZTA are supporting our initiative by organising a 

workshop with some of their operations team who have been through a similar 

operations centre set up process. 

3.1.2 Objectives 

Officers have identified the following key objectives as the foundations of the 

MOC; the MOC will: 

− operate a pro-active network management model by informing customers 

of events on the network through our communication channels before 

they ask us; 

− be responsible for bus, rail and ferry; 

− have a  dedicated, fully trained Metlink team on duty in the MOC from 

start to end of service seven days a week (this allows us to monitor and 

manage disruptions and other network issues through our skilled and 

rostered staff); 

− have constant communication with our customers through all of our 

media channels; 

− deliver increased communication with all of our operators (when they are 

working we are here with them); and 

− provide a seamless link with our Metlink Contact Centre through all 

hours of operation to support their customer contact with up to date 

relevant information. 

3.2 Next steps 

Officers have drafted a business model for the MOC.  This outlines the 

strategic template including such things as the key partners, value proposition 

and customer relationships for example.  This business model is critical to 

ensuring the MOC has a strong value proposition. 

Officers propose that the MOC would be operational prior to Christmas this 

year. 

4. Bus operations  

4.1 Planned service improvement packages 

4.1.1 NZ Bus  

Officers are working through NZ Bus timetable changes, which are planned for 

Term 1 2020 to better match capacity to demand and improve reliability and 

punctuality across all NZ Bus services, to the extent possible within current 

vehicle and driver resource constraints.  

The timetable changes need to be finalised and agreed with NZ Bus by 6 

September at the latest to meet NZ Bus timelines for implementation by 26 

January 2020 (Term 1).  

A report on planned changes will be presented to Council for consideration at 

its meeting on 21 August 2019. 
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4.2 Pending service improvement packages 

The following service improvement packages have been identified and 

investigated by Metlink, and have been discussed with operators. The aim is to 

implement these service improvements alongside any reschedule to 

accommodate Employment Relations Amendment Act 2018 (ERAA) 

requirements. 

Note that there still remains uncertainty for operators relating to the 

implementation of the ERAA.  Therefore, the changes set out below are subject 

to change. 

4.2.1 Tranzurban 

Pending service changes for Tranzurban include: 

• Adjustments to a number of school bus routes to improve route coverage, 

improved consistency of morning and afternoon routes, and better 

matching of vehicle size to capacity requirements 

• Reviewing and adjusting bus sizes on some public bus route trips to ensure 

that the right capacity is in place at peak times between Wellington City 

and suburbs 

• Addressing the issue of late running Brooklyn routes 17e and 29e from the 

city in the afternoon, which then conflicts with routes 17 and 29 causing 

congestion and delays at the Brooklyn bus interchange. 

• Changes to bus operations at Kingston Terminus in response to community 

feedback 

• Introduction of additional peak route 27 services to and from Vogeltown 

(subject to resource availability).  

4.2.2 Uzabus 

Pending service changes for Uzabus include: 

• Improved linking of trips at Paraparaumu Station to enable customers to 

continue across to Coastlands (without changing buses) on designated 

inbound trips with a minimal dwell time at Paraparaumu Station. 

• Improved links between Coastlands and Otaki, retiming of a route 280 trip 

so customers can reliably transfer onto the route 290 to Otaki. 

4.3 Feasibility of moving morning 30x and 31x services from Cobham 
Drive 

At its last meeting, the Committee resolved to request that officers report back 

on the feasibility of operating morning route 30x and 31x services via Rongotai 

Road instead of Cobham Drive.  

Route 30x and 31x services operate non-stop between Miramar Shops and 

Courtenay Place (morning trips also currently stop at Hataitai Shops).  
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4.3.1 Which route is fastest? 

While the contract specifies that route 30x and 31x services should operate via 

Cobham Drive, an analysis of March 2019 data indicates that approximately 

40% of trips between 7.30 and 9.30am use Rongotai Road.  This has allowed 

officers to directly compare trips that use Rongotai Road with the ones that use 

Cobham Drive. 

As shown in the chart below (Figure 1), Rongotai Road is up to two minutes 

faster than Cobham Drive.  However, on average travel times on Rongotai 

Road and Cobham Drive are comparable.  

Figure 1: Travel time comparisons 

 

4.3.2 Rongotai Road – considerations 

(a) Planned infrastructure works 

There is a current programme of infrastructure works along Rongotai Road, 

including installation of canopies at the Kilbirnie key network interchange and 

Wellington City Council’s upgrade of Rongotai Road/Evans Bay Parade 

intersection for the cycleway. This work is likely to result in traffic disruptions 

up to the end of the year. 

(b) Bus Network Review 

The Bus Network Review is currently looking at bus services from the eastern 

suburbs, and as part of this work there may be an opportunity to develop an 

express bus strategy addressing a number of common themes around express 

bus routes.  

(c) Bus priority plan 

Work is underway with WCC on a bus priority plan that includes priority 

measures on Rongotai Road at which point it would make sense for routes 30x 

and 31x to operate via Rongotai Road. 
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4.3.3 Recommendation 

Operating morning route 30x and 31x services via Rongotai Road instead of 

Cobham Drive is feasible. Due to the above considerations and the planned 

Term 1 2020 changes to NZ Bus timetables officers propose that any changes 

to route 30x/31x be deferred pending completion of the Bus Network Review 

for the Eastern Suburbs which is scheduled to be reported back in September. 

The change to these routes can then be included in the Term 1 2020 package of 

changes to NZ Bus timetables.  

4.4 Real Time Information – installation of display at Strathmore Park 

The installation of the real time information display at 40 Ruakawa Street, 

Strathmore Park is underway and completion is scheduled for the end of 

August.   

Completion of the installation is dependent on the availability of various 

service providers (Vix, Wellington Electricity, Kordia and the civil 

contractors).   

GWRC officers will contact the Strathmore community to provide update on 

installation progress once confirmed dates are available.   

4.5 Real Time Information – performance and improvements 

4.5.1 Current tracking and performance 

The RTI system continues to track between 95% and 98% of timetabled bus 

services each day. As noted below, ongoing actions are being taken to further 

improve tracking and prediction for customers.   

4.5.2 Improvements and actions since last report  

RTI work undertaken in June and July has focused on three distinct streams of 

work: 

1. The site visit by the Vix Engineer analysed issues impacting tracking – 

Vehicle Cold Start Tracking and Network Update Uptakes. 

• Vehicle Cold Start Tracking.  An investigation of the start-up 

process revealed firmware improvements that could be made to 

allow service tracking to be more reliable. Implementing these 

improvements will reduce the incidence of failures to track a 

service for the first few stops.   These are being implemented 

and tested by Vix with an anticipated delivery date of October 

2019; followed by a staged rollout across the fleet. 

• Network Update Uptakes.   Investigation of the process revealed 

some business process changes that could improve the rate of 

update of new service data.   These have been implemented with 

Service Design and operators and are being monitored with each 

network change.  Some firmware improvements were also 

identified that would increase the speed with which network 

updates are processed.   These are being implemented and tested 

by Vix with an anticipated delivery date of October 2019; 

delivery will be followed by a staged rollout across the fleet. 
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2. The work to extend the RTI Support and Maintenance contract; and 

planning associated with the RTI Central Server Hardware and Software 

that is nearing end of life being upgraded and replaced. 

• The original 7 year support contract for the RTI Central Server 

On bus equipment and Roadside displays was due to expire on 

30 June 2019, it has been extended for a further term of 2 years 

with an additional 1 year extension. 

• The current RTI Central Server reach the end of their life at the 

end of 2019.   The Operating System software running on them 

also reaches the end of support by Microsoft at the end of 2019.  

A Business Case with a preferred option has been completed and 

planning work is now underway to upgrade the servers and 

Operating System. 

3. Some ghost buses still remain after the implementation of Deadruns.  

Work to understand causes and clarify the actions required to further 

reduce ghost bus incidents for customers is underway.  

4.5.3 Ongoing and future improvements 

In August we expect to: 

• Commence the RTI Central Server Hardware and Operating System 

upgrade project.  

• Work in a cross functional team of Metlink and Operator experts to 

address the three Ghost Bus issues identified above. 

4.6 Fleet  

4.6.1 Eastbourne bus corridor clearance –update 

As reported to the previous Committee meeting, before double-decker buses 

commence operation on the Eastbourne bus routes some adjustments to 

infrastructure and trees are required. We are in the final stages of route 

clearance and a decision will be made by GWRC officers on 8 August to 

confirm commencement of double-decker operations from Eastbourne from 

Monday 26 August. 

4.6.2 Mid-life update programme  

There is a contractual requirement for all buses to have a mid-life update when 

they are 8-10 years old (from new).  The planning process continues for the 

mid-life update programme of 16 of the NZ Bus Large Vehicle buses that fit 

within this this age range.   

4.6.3 Fleet – interim 

At its last meeting, this Committee requested that it be provided with a list of 

interim buses in the NZ Bus bus fleet.  There are 84 interim buses in the NZ 

Bus fleet and four in the Tranzurban fleet - none of these are fitted with bike 

racks.  
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4.6.4 Fleet – total by emissions rating 

There are 460 buses in the Metlink fleet.  The following is a breakdown of the 

total fleet by emissions rating. 

 Operator E0* E3 E4 E5 E6 EV 

NZ Bus   81 14 75     

Tranzurban   2 3 1 225 10 

Mana 1   5 9 13   

Uzabus       7 14   

  

 *The E0 bus is a coaster bus that is being used by Mana on a school run 

because the road is not suitable for their larger buses.  We are in the process of 

determining what to do with this bus. 

4.7 Bus Interchanges  

4.7.1 Wellington City bus network key bus interchanges - progress since last 
update  

Work is advancing well on the Kilbirnie median pedestrian barrier fence.  Civil 

construction work is completed.  Installation of the completed fence is 

scheduled for completion in mid-August. 

Construction commenced at Johnsonville Stop A on 24 July and is scheduled 

for completion in mid-October/early November. 

Preliminary work has commenced at Karori Stop A in order to facilitate the 

service relocations and the removal of the utility pole from the bus stop.  

Construction will commence early September on Stop A.  Completion of Stop 

A is scheduled for late November.  

(a) Wellington Interchange – improvements  

Scoping works for improvements to the Wellington Interchange are still 

progressing and will inform an options report to the Committee once 

concluded. 

(b) Wellington Interchange - lease with WCC 

GWRC and WCC officers are working together to explore long-term options 

for the future of the Wellington Interchange. It has been agreed that the 

existing agreements for cleaning and maintenance of the interchange will 

continue; no new lease agreement will be agreed in the short term. 

(c) Wellington interchange – Driver Facility 

The refurbishment of the driver facility is complete, the facility became 

operational on Monday 1 July.   

A cleaning and minor maintenance contract has commenced for the up-keep of 

this facility.  The facilities protocol has also be activated with all bus operators 

that access this facility.  
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4.7.2 Johnsonville bus interchange – walkover with the Johnsonville 
Community Association 

At the last Committee meeting, the Committee requested that officers meet 

with the Johnsonville Community Association (JCA) to view the concerns 

raised in the previous report.  

On 30 July, GWRC officers and Cr McKinnon, and WCC officers meet with 

Tony Randle as a representative of the JCA to discuss safety concerns that JCA 

has with the proposed placement of Stop A and the future use of the two bus 

stops on Johnsonville Road.  It was agreed that GWRC officers would 

undertake further investigations to consider temporary solutions.  The results of 

these investigations will be presented to the JCA at its meeting in August. 

4.7.3 Restroom facilities in the network  

The Service Design Team has completed a stocktake of the restroom facilities 

available to drivers across the region. These facilities are a combination of city 

and district council owned, operator owned and private facilities available to 

drivers.   The majority of facilities are unisex and the few that are male or 

female-only have another available facility close by. 

Out of the 65 public route termini across the region with layovers of 5 minutes 

or more, 47 termini have facilities nearby and 18 termini do not have nearby 

facilities. The list of termini without facilities is set out in Attachment 1 to this 

report. 

The next step is for Metlink officers to discuss the findings of the stocktake 

with operators to determine which termini would be a priority. 

5. Rail operations  

5.1 Major service disruption on 3 July 

On the evening of 2 July a freight train derailed just outside the Wellington 

station area, which blocked all Metlink Rail services from arriving or departing 

Wellington Station.  A KiwiRail dispatch team (see photo below) worked all 

night to remove the train using cranes in a very constrained area.  

Unfortunately, the derailed wagons caused significant track damage effectively 

blocking the entrance to Wellington Station.    

Repairs continued throughout the night and morning of 3 July meaning that 

trains could only run to Porirua on the Kapiti Line and to Petone on the Hutt 

Line.  The Johnsonville Line was unaffected.  There were limited buses to 

replace peak train services and buses were focused on the Wairarapa Line as 

these customers had furthest to travel and the buses could provide transport to a 

larger proportion of passengers wanting to travel.  Communications on the 

night of the derailment and before the morning peak enabled many customers 

to make other travel or work arrangements.  

The track repair was completed sufficiently to allow a half hourly service to 

run for the afternoon peak, and final repair work was completed during an 

emergency block of line.  KiwiRail’s investigation into the incident is due to be 

completed in August. 
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5.2 KiwiRail network renewal and upgrades  

The Hutt Line traction renewal project continues with pouring concrete for new 

pole foundations and the standing of new traction masts to carry the new 

overhead wires.  To the end of June 2019, 216 of 930 masts have been erected.  

 

KiwiRail project teams work on excavating pole foundations, pouring concrete 
in various locations and erecting new traction masts. 

Sustainable Transport Committee 7 August 2019, Order Paper - Metlink service activities

35



METLINK SERVICE ACTIVITIES (AUGUST) PAGE 11 OF 14 

Design work continues on a range of KiwiRail Network enhancement projects, 

with the project most advanced being the double tracking between Trentham 

and Upper Hutt.  

The wider suite of projects will contribute to ensuring there is sufficient 

network capacity to respond to the substantial rail patronage growth we are 

achieving.   

 
Concept of new platform and proposed underpass at Trentham Station 

 

5.3 Business Case for Longer Distance Rolling Stock  

The draft Business Case for Longer Distance Rolling Stock is on the agenda 

for consideration at this meeting. 

5.4 Johnsonville Line bus replacements  

Due to driver and train availability shortages we are still continuing bus 

replacements on some services on the Johnsonville Line during the morning 

peak. 

The operator is currently assessing the situation, and are anticipating return full 

rail service during August 2019.  

5.5 Park and ride 

The Porirua park and ride extension is now complete. The total number of park 

and ride spaces available at Porirua is 968.  

We are facing a ground water issue at the Paremata park and ride extension, 

unfortunately this is likely to delay the opening until September. 

Works have now commenced on the Waterloo park and ride extension at the 

old bus depot site. 
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6. Customer experience initiatives  

As part of Metlink’s increasing focus on providing more customer centred 

services, a number of initiatives are being undertaken on a trial basis with 

customers to test new products and services. 

6.1 On bus announcements system 

A trial for an on-bus announcement system prototype is now under way. The 

system is required to help people who are blind and people who are not 

familiar with Wellington public transport to confidently navigate the network 

by knowing when the next stop is coming up. The system can also display 

messages and information about Metlink.  

The trial started on 28 May with three chartered services for representatives 

from the disability community and Public Transport Reference Group, and is 

continuing to run in public for a up to four weeks on an electric double decker 

bus servicing routes 1 and 32x. During this time, customers are being observed 

and asked for feedback on the system. 

7. Communication 

Key decisions arising from this report will be the subject of a news release 

from GWRC. 

8. Consideration of climate change 

The matters addressed in this report have been considered by officers in 

accordance with the process set out in the GWRC Climate Change 

Consideration Guide. The matters addressed in this paper report on the 

implementation of previous Council decisions. Officers note that the public 

transport network is designed to increase public transport capacity which will 

contribute to an overall reduction in gross regional greenhouse gas emissions. 

9. The decision-making process and significance 

Officers recognise that the matters referenced in this report will have a high 

degree of importance to affected or interested parties. 

The matters requiring decision in this report have been considered by officers 

against the requirements of Part 6 of the Local Government Act 2002 (the Act). 

Part 6 sets out the obligations of local authorities in relation to the making of 

decisions. 

9.1 Significance of the decision 

Part 6 requires GWRC to consider the significance of the decision. The term 

‘significance’ has a statutory definition set out in the Act. 

Officers have considered the significance of the matter, taking the Council's 

significance and engagement policy and decision-making guidelines into 

account. Officers recommend that the matter be considered to have low 

significance. 

Officers do not consider that a formal record outlining consideration of the 

decision-making process is required in this instance. 
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9.2 Engagement 

Feedback has informed much of the content in this report and engagement is 

planned as outlined in the body of this report. 

10. Recommendations 

That the Committee: 

1. Receives the report. 

2. Notes the content of the report. 

3. Supports the establishment of a Metlink Operations Centre. 

4. Requests that officers present a business case and project plan to this 

Committee prior to the implementation of a Metlink Operations Centre. 

5. Agrees in principle to amend routes 30x and 31x so that morning services 

travel via Rongotai Road. 

6. Agrees that any changes to route 30x and 31x be deferred pending 

completion of the Bus Network Review for the Eastern Suburbs. 

7. Notes that currently discretion is being exercised by bus drivers on 

morning services on routes 30x and 31x. 

8. Requests that officers formalise the discretion applied by bus drivers, with 

the bus operator. 

 

Report prepared by: Report prepared by: Report prepared by: Report prepared by: 

Rita Aiono Angus Gabara David Boyd Matthew Lear 
Manager, Bus Network 
and Infrastructure 
(Acting) 

Manager, Rail 
Operations, Public 
Transport 

Manager, Customer 
Experience 

Manager, Customer 
Experience 

Report approved by: 

Greg Pollock 
General Manager, Public 
Transport 

 

Attachment 1: Public route termini with layovers that do not have access to driver restroom 
  facilities 
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ATT 1 TO REPORT 19 PAGE 1 OF 1 

Public route termini with layovers that do not have access to 
driver restroom facilities 

 

Terminus - ID and name 

Layover at 

Terminus Terminus Use 

Max. layover 

mins 

Restroom 

Facilities 

[3050] McLintock Street at Norwood Place Yes Unit 1 20 No 

[3454] Grenada Village – Mark Avenue Yes Unit 1 20 No 

[4352] Karori West - Montgomery Avenue  Yes Unit 2 10 No 

[4369] South Karori - Hazelwood Avenue (near 

100)  
Yes Unit 2 20 No 

[7099] Strathmore Park Terminus  Yes Unit 2 20 No 

[7241] Miramar – Darlington Road Yes Unit 2 20 No 

[7774] Kowhai Park – Mitchell Street Yes Unit 7 20 No 

[8335] Stokes Valley Heights – Robson Street Yes Unit 9 20 No 

[8377] Stokes Valley Terminus – Rakau Grove Yes Unit 9 20 No 

[8731] Seaview Road at Parkside Road (near 36) Yes Unit 9 10 No 

[9219] Kelson Terminus – Major Drive Yes Unit 9 20 No 

[9506] Kirton Drive at Percy Kinsman Crescent Yes Unit 10 5 No  

[9605] Emerald Hill – Gemstone Drive Yes Unit 10 20 No 

[2130] Ascot Park – Conclusion Avenue (near 7) Yes Unit 13 20 No 

[2324] Sievers Grove (near 97) Yes Unit 13 20 No 

[2548] Whitby – The Crowsnest Yes Unit 13 20 No 

[2600] Paremata Station (bus stop) Yes Unit 13 20 No 

[2930] Titahi Bay – Pikarere Street (near 132) Yes Unit 13 20 No 

 

 
 

Sustainable Transport Committee 7 August 2019, Order Paper - Metlink service activities

40



 
 

POST IMPLEMENTATION REVIEW - NEXT STEPS PROGRAMME (AUGUST UPDATE) PAGE 1 OF 5 

 

Report 19.295  

Date 1 August 2019 
File CCAB-20-742 

Committee Sustainable Transport 

Author Anthony Cross, Technical Lead, Metlink Bus Network Review 
 

Post Implementation Review - next steps programme 

1. Purpose 

To provide an update on the Bus Network Review (BNR) and other elements of 

the post-implementation review (PIR) next steps programme. 

2. Background 

The PIR Next Steps Programme combines a number of management activities 

being initiated by GWRC as a result of the recommendations made by the LEK 

Post Implementation Review in late 2018. The largest and most significant (in 

terms of community interest) is the Bus Network Review. 

3. Consideration of feedback received prior to this review  

Further to the question asked at the Committee’s last meeting, all feedback 

received in the last year, including at public meetings, through the contact centre 

and online, and the Customer Experience team’s face-to-face interviews with 

customers at bus stops, will be taken into account, alongside the current research 

and engagement findings, as the Bus Network Review recommendations are 

developed. 

4. Bus Network Review engagement update 

Since the last meeting of the Committee, the following community engagement 

events have been held in the Eastern Suburbs: 

• A Disability Focus Group with eight invited participants, on 4 July 

• A Charrette (large focus group) with 46 participants invited (by the research 

company) to represent the diversity of Eastern Suburbs bus customers, on 10 

July.   

Both of these events were very successful, with positive feedback from the 

participants. 
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The Eastern Suburbs drop-in workshops were attended by 253 members of the 

public as follows: 

 
Date Location No. of 

attendees: 

Friday 19 July: Strathmore Park Community Centre 36 

Saturday 20 July: Strathmore Park Community Centre 28 

Sunday 21 July: Toitu Poneke Kilbirnie 31 

Monday 22 July: Toitu Poneke Kilbirnie 22 

Friday 26 July: Hataitai Bowling Club 17 

Saturday 27 July: Hataitai Bowling Club 26 

Sunday 28 July: Oriental Rongotai Football Club, Miramar 70 

Monday 29 July: Oriental Rongotai Football Club, Miramar 23 

 

Overall we have now talked to about 300 members of the Eastern Suburbs 

community about the bus network and how it might be improved. 

The drop-ins and online survey feature five concept maps for people to respond 

to – possible ways in which various known issues (in particular the loss of the 

Strathmore Park to Newtown connection, and overloading on route 30x Seatoun 

Express services) might be addressed following the review.  These maps are all 

available to participants in the online survey (see Attachments 1 to 5 to this 

report).   

 

Please note that these were not and are not proposals – they were intended only to 

stimulate participants to think about what network adjustments might work for 

them.  For instance, three of the five concept maps would address the Strathmore 

Park to Newtown issue, but only one of these – or another option yet to be 

developed – would be required to solve the problem.   

 

Engagement in the Southern, Western and Northern Suburbs 

The project is now revisiting the plan for engaging with the rest of the City based 

on the learnings from the Eastern Suburbs.  

We will hold three more charrettes (large focus groups) in August - one in each 

of the Southern, Western and Northern Suburbs.  These will be in advance of the 

public drop-in workshops.   

Public drop-in workshops in the rest of the city will take place in September.   

 

Analysis and reporting of the feedback from the community engagement and 

online survey is programmed for October, with preparation of the final report on 

the review of the Wellington City network due in December. 

 

Officers will update councillors on the revised schedule and format for the 

Southern, Western and Northern Suburbs drop-in workshops at the Committee 

meeting. 

 

Public Meetings 

Councillors had previously indicated that they would like public meetings to be 

part of the mix of engagement activities.  These are unlikely to be possible, 
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however, because of the pre-election period and also because there will be 

insufficient time to schedule them after the drop-in workshops and before the final 

report is due in December. 

 

Online survey 

The online survey had attracted 175 responses as at 24 July.   

In the initial stages there were issues with the online survey relating to the optional 

registration of details.  We have now made registration mandatory which also 

means that each person can only submit feedback once. 

By the time the Committee meets the survey will have been modified to be 

relevant for all bus customers, including those from other parts of the region, not 

just those living in the Eastern Suburbs. 

Bus drivers and their unions 

Discussions have been held with bus companies and the Tramways Union to 

organise a number of focus groups and drop-in workshops with staff (drivers and 

depot controllers) to get feedback on the bus network.  Other unions which bus 

drivers belong to have also been approached.  Bus driver sessions will be 

underway by the time the committee meets. 

5. Reporting 

In September the Sustainable Transport Committee will receive an update report 

on the Eastern Suburbs. This will include a summary of the insights from the 

community engagement as well as indicative recommendations of improvements 

that could be made at this stage based on the information obtained to date.  This 

will be subject to amendments in the final Wellington City report, based on 

further information and the findings from engaging with the rest of the City. 

6. PIR Next Steps Scope 

Following an informal meeting with NZTA to discuss the programme and the 

scope of the work the Programme Team made a recommendation to the 

Programme Board to consider de-scoping the following elements from the 

Programme:- 

 Bus Fleet composition and ownership 

 Depots and other operator-owned assets 

The main reasons for the recommendation being made is that the inclusion of 

these areas was suggested from the LEK report. However, apart from a title no 

further context has been found. In addition: 

 The value and driver for the work is not clear   

 The scope and questions for any review to answer has not been specified 

 There are sector issues to be addressed so there are questions about how this 

could be delivered to maximise benefit for the transport sector as a whole 
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 Other work regarding the bus fleet is underway 

 The benefits of undertaking further reviews do not appear to be strong.  

7. Risks  

Risks which have been identified include: 

 Confusion for stakeholders and participants in the engagement process 

regarding the difference between service delivery (operational performance) 

and design (the network as planned and intended). 

 Concerns about delays in “fixing” the network due to the time taken for the 

engagement process and for implementation of any recommended service 

changes, including securing funding through the 2020/21 Annual Plan 

process. 

 Confusion about the January timetable changes to NZ Bus services 

(discussed elsewhere on the Committee’s agenda) being assumed to be the 

result of the Bus Network Review rather than business-as-usual changes 

 Confusion about the January timetable changes to NZ Bus services (the 

subject of another report to the committee) being assumed to be the result of 

the Bus Network Review rather than business-as-usual changes 

 

These risks will all need to be mitigated through careful communications from 

both the business as usual and Bus Network Review teams. 

8. Communications  

Since the last Committee meeting, communications activities have included a 

mix of all-of-region and suburb-specific advertising across a range of channels, 

including press, radio, Facebook, online adverts, posters and Adshels and 

banners.  In addition we have used GW/Metlink channels to communicate with 

councillors, schools, stakeholders, reference and residents groups and staff. We 

have also completed letter-box drops and bus stop poster placement.   

We are amending the communications plan to reflect what we have learnt so far, 

and to take of advantage of a longer lead-in time before the next round of drop-

in workshops.  

9. The decision-making process and significance 

Officers recognise that the matters referenced in this report will have a high 

degree of importance to affected or interested parties. 

The matters requiring decision in this report have been considered by officers 

against the requirements of Part 6 of the Local Government Act 2002 (the Act). 

Part 6 sets out the obligations of local authorities in relation to the making of 

decisions. 

9.1 Significance of the decision 

Part 6 requires GWRC to consider the significance of the decision. The term 

‘significance’ has a statutory definition set out in the Act. 
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Officers have considered the significance of the matter, taking the Council's 

significance and engagement policy and decision-making guidelines into 

account. Officers recommend that the matter be considered to have low 

significance. 

Officers do not consider that a formal record outlining consideration of the 

decision-making process is required in this instance. 

9.2 Engagement 

Due to its procedural nature and low significance, no engagement on this matter 

has been undertaken.  

The proposed engagement process for this project has been set out earlier in this 

report. 

10. Recommendations 

That the Committee: 

1. Receives the report. 

2. Notes that an interim report on the Eastern Suburbs engagement process 

will be available at the September meeting. 

3. Notes that planning is well underway for engaging with bus customers in 

the Southern, Western and Northern Suburbs of Wellington City (including 

those who live in other parts of the Region) during September. 

4. Agrees to amend the Terms of Reference to remove: Bus Fleet composition 

and ownership; and Depots and other operator-owned assets, from the 

scope of the Post implementation review Metlink bus transformation stage 

2. 

Report prepared by: Report approved by:  

Anthony Cross Wayne Hastie  
Technical Lead 
Metlink Bus Network Review 
 

General Manager, Public 
Transport 

 

 
Attachment 1: Concept Map A (Enhance route 18) 
Attachment 2: Concept Map B (Enhance route 2) 
Attachment 3: Concept Map C (Enhance route 3) 
Attachment 4: Concept Map D (Swap routes 2 and 3) 
Attachment 5: Concept Map E (Changes to route 30x) 
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