Improving Access to
Auckland Airport and surrounding area

Using customer insights to inform the business case process
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Geographic Context

~ Auckland Transport RCA network HHOHH Heavy Rail Network

NZ Transport Agency RCA networl k
(State Highways / SH)

- Auckland Airport RCA network (primary
rrrrrr highlighted in blue)
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Traffic chaos hits Air
NZ flights

By: Grant Bradley
05:00 Saturday 10 December, 2016

Passengers missed flights and up to a dozen Air
New Zealand services were delayed after crew
were caught in gridlock around Auckland Airport
this week. Photo / Dean Purcell

Airport chaos: Drive
home 'longer than

Sydney flight'’

10:00 Saturday 10 December, 2016

=

Passengers have vented their frustration at the
traffic chaos at Auckland Airport, which saw
some some missing their flights. Photo / Mark
Mitchell

T

Task force set up to tackle
traffic chaos at Auckland
Airport

rarmpoit authanlies and Suckland Aliport have set up ataskioece 1o tackle trafi

chaas that Fas led to some parsengns missing Aights

T W Transport Apercy, Ackland Transpor amd the St oompany e
cataddiched & poup 1o/ lind immediale ways 0o improwe e Himes s congeslion on

thi roacks and state Rghsays 1o, feom and ancarsd Auckland Ainport

Tl e s ieveabed passenpers and sl Crow were Caught in gradlock st
WK, SN mrissing s and causing oelays of CEISe 15 an Rl fol 50me senices
Groswing numbers ol passengers through the airport, aviaton sector stall and workers

it associabed DUsinesses antd Coss-1own commubers hawve CEged roads inthe ans




Mid-2017 - high level Programme Business Case produced &
endorsed by all three agencies
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Increasing Airport Activity
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Current journey experience by car and public transport (bus) to/from
Auckland Airport - highly unreliable and for PT - too long
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Customer Journey Experiences - quotes from real people
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Tapping into existing customer insights
Improving travel to airport and nearby businesses
Strong support Toraim Byt i | %
for more Public More PT oplions I o,
Transport Direct / few stops / express m—— 5%
0 + .
Cheap PT / cheaper SkyBus S 4% Nett 54% suggesting Public Transport
PT sarve my area convaniant M 4%
Frequency / 24 hour I 4%
Bus way/ express bus 2%
_ More lanes/ better road flow 18%
Roading Fewer / finish roadworks  ne— 7%,
Motorway past Epsom suburbs 29,
Functional MNorth Shore links T 2%
improvements Reliable journey mm 1%
Other " 4%
Lo not need improvement = 1%
Don't know EEEEEEEEE—— 1 3%
0% 5% 10% 15% 20% 25% 0% 35% 40%

N/TRANSPORT
NG Ageney

A

Auckland
Airport



7//7///////////////7//7////7///7//7;/

\\\Q
N

Who are our customers?

AIRPORT & SURROUNDING AREAS WHO ARE OUR CUSTOMERS

The study area includes the airport core as well as the surrounding
commercial and industrial zone to the north and south as it expands in
the future.

A wide range of customers require access to the Auckland Airport and
its surrounding area for work and to travel including those who send and
receive goods.

SURROUNDING COMMERCIAL & INDUSTRIAL ZONE AIRPORT CORE

28% &) employees

20% o Air Traveller International
21% 0 Air Traveller Domestic
28% @ Meeters & Greeters

3% @ Freight

Source: From AT customer insights, March 2017

WHERE OUR CUSTOMERS COME FROM
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Clear Problem Definition;
but also breaking this down into customer specific viewpoints...

CUSTOMER’'S PROBLEMS

AIR TRAVELLER - BUSIMNESS MIME-TO-FIVE EMPLOYEE

ing to the ainport by car or tax means | don't have 1o work amound
schedules, can maximisa time worki mhri\mtm-linnm ruﬂrmmdlnd
nﬂgmmerﬂmmhm-mwnm need 3 batter

b

| am frustrated that it takes me longer and longer to drive in. | haven't
other options, because from whene | ive it would @ie

lanql and multiple connections, Ihwan:udﬁ' o lice the
option g2 | know how lang it will take and 't gt ma stuck in flamibulity. and have parking provided at
more and more Trafhc
AIR TRAVELLER - NON-BUSINESS
oM AUCKLAND) SHIFT EMPLOYEE
| am focussed on owr trip, not on gatting to the sirport. We have to | start and finish at odd times, | can't afford to be late, and oost i an
bwild in 3 lot of extra time so we aren't Eate. If family can’t take u, the isswe for me. Buses don™t start early enough, take a tirma, and |
F‘l.ﬂdl‘ﬁl s O and our car will be waiting for an easy trip home. dont feel safe walking after dark at either end. | rli-'rl:l:vl:i'lll.
aKs ane ive, 2 rdﬂn:umbmﬂﬂ-mﬂd.ui]l?t which takes ages when my shifts ane at busy times, but it & the cheapest

Tamnilly with on without long transfers way to make sure | am on time

AIR TRAVELLER - HON-BUSINESS
(FROM OUTSIDE OF AUCKLAND)

.l-ul:l:hndl:ahqm oty o have a good tan and bus @ Getting in and out of the airport anea & uneliable a3z we Caught in
bt when | arrive | w0 sy 1o use, affordable options, t's sasier all the other traffic, i costs us time, limiting the number of jobs

: , i W Can
to ke a taxi or shutte, or a ental cr especaly if | am ust passing dedver and mowasing costs throwgh wages and vehicle running. Thems
throwgh fuscidand m fimited options for contingency planning a5 our ragds

am fued

FREIGHT/TRUCK & PASSENGER TRANSPORT DRIVER
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Problem -> Benefits -> Objectives / Outcomes

The following are the benefits of solving these problems

An improved journey
experience to and from
the airport

Influence travel behaviours
through immediately
delivering better choices to
customers to access the
airport and its surrounding
area

for our customers:

2 3

Better travel choices
made by people and
businesses

Improved access to jobs
and labour

Immediately commence
delivering the access
requirements of customers of
the airport and its surrounding
area

4

More efficient
movement of high
value goods

Progressively deliver reliable
and timely journey times to the
airport and its surrounding area




Short-Term Airport Access Improvements
(operational by 2020/21)

Extend existing bus routes and
provide new bus services
to/from airport

-~ R
Infrastructure to support

enhanced PT services — including
an enhanced Puhinui Station

Airport terminal improvements:
New integrated terminal;
2" runway; new internal road
network layout

Il‘u

\- /

Remote Meet & Greet

4 N\
Widening of SH20B / Puhinui

Road =
High Occupancy Lanes (TBC
L g pancy (TBC) )
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Medium-Longer Term improvements for Airport Access:
Two new mass transit routes - with some targeted road improvements
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Extend further north into Howick
area??

S e |
% -
A'__ 1 SYLVIAPARK | = _

B,

€ ’;\‘ : MassTransit
1 Airport — Manukau - Botany

otential new SH20A to E8S

H20 Southbound Link :_ij — __
Airport terminal improvements: \ == ol
New integrated terminal; :
2" runway; new internal road

network layout
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Part 2

Delving deeper to find out what our
customers think about some of these
ideas?
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Customer Insight Research Approach

Customer Group Types

Auckland resident
customers

Workers at
Auckland Airport &
Airport Oaks
businesses

Outside of

Auckland airport
visitors

TRANSPORT
AGENCY 7)
TAHI \

Nov'l7 —Jan’18 ' Feb’18 — March’18

5 x focus groups with Auckland
travellers

North; Central East (Glen Innes /

Panmure); East (Howick / Botany)
South and West

On-line survey conducted via
Consumer Lin / SSI online panels

5 X mini groups
(5 — 8 respondents in each)

On-line survey distributed via
business or email lists

Mobile / paper based survey at
businesses

76 intercept interviews in
international departures area (5 - 10

&

Auckland
Airport

ins)

Intercept interviews
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What did we ask them?

Cost of journey to Airport Current travel to Airport

TRANSPORT a\ Auckland
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What did we ask them?

Travel to Airport by 2020 / 2021 Travel to Airport by 2024 - 2030

| — E o w .




What did we ask them?

Mass Rapid Transit Vehicle

Interchanges
g - Bus and Light Rail examples



What did we learn?
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From Residents - getting to/from the airport area is predominantly a
negative experience, with a high level of anxiety in many cases ...

Associations with getting to/from airport

Getting wgrges .J[Aﬂcidents
recaworisV/ariable
Slow Hassle
Clogged [ rafTIC Drive

. Stress Taxi
Anxious Uncertam

Inconsesient

Rush hour jams

“Road is your only option out. Cab/busicar, if
there’s an accident you are all screwed.
Sometimes you'll hear before leaving Wellington
there’s been an accident in Auckland. I'm
stressing - do | (still) go?" Wellington, business

“If 'm going overseas on a morming fight I'd stay
at an airport hotel the night before.” Botany

“Absolutely s*'t traffic_. you're not sure of the
fravel time...every Friday it's horrific... Chrisimas
fime is horrific. . .have o leave horrendously early
fo give myself enough time" West

|/ TRANSPORT @ A | iﬁgﬁlﬁnd
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Leisure travellers are generally more cost conscious, so more open to
using public transport than business travellers

m Leisure travellers ﬂ Business travellers
Mode:. Many are dropped off / picked up by friends and Mode: Many drive their car to the airport and take a
family; also lots of own car and taxi usage. A few use taxi or hire a car at the other end; occasionally
Alrbus and a few have tried other bus to 380 or train to dropped off by colleagues / family or use Airbus

J80 combinations
Needs: Less price sensitive but more time and

Needs: Mixed price sensitivity; chosen transport mode hassle sensitive; tend to plan transport more in
tends to depend on number of people in party, as well advance; less open to using buses, desire to work
as amount of luggage, length of tnp and time of day during journey if possible

SRR @) AR



Ticketing is a key barrier to airport PT usage;
HOP machines and staffed kiosks desired,

as well as improving HOP cards for occasional users

“Coming into the airport there's nowhere fo buy HOF cards.
They should have a stand / machine, put $10 get a
preloaded card. Or get it on the bus — make i as easy as
possible.” Botany

*f find it almost offensive you can't buy a HOF card at the
airport. Boggles the mind. And you can't top up.” East

“Nan expinng travel cards...neads o be much easier for
tourists.. want a seamless way lo buy whal you need.”
Wellington, leisure

AT HOP pilot smartcard

“HOPF online sysfermn needs an upgrade as lols of problems
Top up enline can take 2 days and don't know how long will
take. And if don't use card for 3 months takes money.
ofupid.” South

BT @A) [Airgort™



From Residents - Auckland / Wellington...

kb
Auckland (airport) seems fo have such & focus on
» Ideally the airport would appear more parking...you come out and there's just taxis there, and there's
: : rno buses — doasn | feal easy o navigale fo them. Think they
focussed on PT’ with more phy5|cal Space, need fo fake the faxi area further away.” East

better layout and improved information
Welcoming, not stressful, Streamiined. Big map with all these

provision. routes an the wall — ke in London with fhe network map. Haop
maching at ils base. And mannhed Kiosks — places [o say this s

« There is a lot that can be learned from RN ENDNRGE G G- Esabimeie

other cities, particular in areas such as
ticketing, airport signage and assistance. “Clean, comfortable- with Skybus they have Wi-Fi, TV's

I here s space for your luggage and the drvers are always

« The ideal PT airport vehicle has plentiful super-nice and helpful if anything is too heavy. That makes
& difference. You've gol fo have a driver and hosis (at

Iu99age sfcorage, clear alrport brandmg and airport) who are people people. helpful, friendly, palient.”
helpful driver Narth

|/ TRANSPORT @ A ﬁil:'glgﬁnd



2020/21 plans are seen as a step in the right direction

Travel to Airport by 2020 / 2021

e New Puhinui Station - good but will need
proof / convincing

« More direct and frequent bus services with
priority good - but not enough

e Some frustrations that it will take this long
just to get these improvements.

TRANSPORT 'Auckland
ahENCY a\!) A Airport



There is a lot of excitement about the 2024 - 2030 plan

Travel to Airport by 2024 - 2030

e Excited about light rail

e Some lack of understanding of what LRT /
Busway / MRT is?

e MRT to East Auckland - great! But why not
LRT?

 Why taking so long?

e Are you taking into account population

Peerreks e SH2DM 10

SH2D Sowthbound Link ] i growth?

The reliability is there. You can plan
for your frip, know it's duralion.”
Wellington, leisure

I “Great, because you know it's always
gaing (o be exactly 43 mins. | would
use it in peak ime.” North

.



Although there are many reservations about the safety of Puhinui
Station, there is a very positive response to proposed station design

“That station is one of the most unsafe
in Auckland.” South

“‘Last time | took a train in South
Auckland it was creepy, even at
midday. [solated, no real information.
No facilities, wasn't clean, no security.”
Wellington, leisure

“It's modern, looks nice. Having an

amazing ouilding would Iift the area.
Botany

“I think if the Puhinui station was at the
 Othhubg spg quality of the D_!a.h-uhu station it -.m_u!d
2Ny make a huge difference. Otahuhu is
peautiful, iIt's really well done.” East

- = TaSra
A T | T UUET
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An airport interchange station is expected to have a range of facilities,
provide comfort and safety, as well as have strong airport branding

hh
. Eﬂf&t_'.lfi Frimarily through staff presence but “Shelter, coffee shop so you can sit
P also via security cameras and general design down, good information, any delays.
* Parking: Some very close 5 to 10 min drop Good if there's flight info
P T S zones, and slightly further away 60 min pick Entertainment to occupy the kids. A
. 3 up zones. Plus taxi rank few shorf term 5 min parks, and
* Airport vibe: Having airport depariure / longer term further on — like at the

arrival information, clear airport branding and airport (Waitzone).” Botany

signage, plus a specific area designated for

airport travellers / their fnends and family ‘Escalators so if you have luggage

: you aren't faced with stairs.” Easl
= Clear signage and ease of use: Clear floor

markings to show route to airport bus from “Eating places, securily, place lo
train, Iive bus departure information, easy relax, maybe some nice outdoor
ticketing, staffed kiosk for quenes seating areas.” North

* Facilities: Toilets (including baby changing),
accessible, seats, café, ideally Wi-Fi and “Lost luggage. It would E"ﬂ nerve-
power points, lifts/escalators. for luggage. wracking. But amazing.” Wellington
Strong barriers to checking in luggage exist leisure

irdprcaarpes w | eud e icoinis covered ssoese. | ood sprage

* Quality: Clean, modemn, spacious

|/ TRANSPORT @ A ﬂﬁgﬂﬁnd



Residents — Auckland & Wellmgton

Understanding specific geographical groups

J




Needs and attitudes towards plans varied strongly by location ....

North: East:
« Are enthused by light rail. » Feel under-served by current PT.
» But not experienced users of " » MRT to East Auckland was well
Auckland trains. J received and there’s support for
i/ a Howick extension.
, « Those in Central-East are

interested in travelling to
Britomart to access Light Rail

T
: ol

West:

e Only want limited
interchange b/w bus to light
rail.

 Light rail link from New
Lynn would be a game-
changer and most would
use it.

I South:

+ Keen on Meet and Greet as they
are frequently transferring

Wellington: people to and from the airport.
« Business travellers: enthused by light rail i e They appreciate the enhanced
but resistant to taking Bus - Train option % Puhinui interchange as the
(2020). i current station is poor quality
o s .,:;.ar" and unsafe
 Domestic leisure travellers: Keen to try - TN

Meet and Greet to reduce burden on hosts.
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Getting to / from airport if often a = ik 011 el with
negative experience, with high levels of loariith Aiferien®¥. G _,Ai',;ésm',,
uncertainty and long journey times for TR LS s

. Bright,Sparks. o & > ™
those who have to travel at peak time Childcare Mangege, @ <0 o &

'1 “Whirport—

TRANSPORT a\ Auckland
QGENCY ! , Airport



,,,,,,,,,,
/ ’y

The congestion and the current level of PT available can make it
difficult to hire and retain staff

“Fart imers get the sharp end of the sltick, crap times o work and

* Airportis felt to be Woefully public transport doesn't support that.™ Shift

lacking good PT options for

workers. “I've just resigned because the long journey times were too much — |1
can't change my hours.” Office

“We have 3 jobs vacant and can't get people who can gef fo work.

 Not having a car often prevents Crazy.” Shift
people from being able to work “Businesses around the airport struggle to gel staff in certain areas.”
. Lis! FLACH r i I ;
at the airport. Shift
«  The congestion and lack of PT “Hard area to work in. Hardest place lo fill positions is Auckland

can make it difficult to fill roles. ayport. - Shit

“Ihe first question | ask job applicants is do you have transport? It
{usually) rules them out as someone | can hire if they don't have a
car, Such an issuwe.” Shift

“If people work with us they have (o be able to work fo midnight and
there s no midnight buses.” St

|/ TRANSPORT @ A ﬂil:’glélﬁnd



International travellers have an even greater need for easy options,
clear signage and luggage-friendly options...

“Sydney has a big map on the wall that shows you all the
different bus routes. Also in Sydney | can gef a bus from
anywhere to anywhere and there's enougf info on the bus
and at the bus sfop 50 you know what fo caich and whare

o get off. Auckland it's not like that, much ess information,
t's confusing...”

“You walk outside and it's just taxis and shultles, don't see
buses.. NZ is supposed to be grean but it doesn't loak it -
whare's the grean oplion?”

“Trains are good! Then you know where fo get off - less
stressful.”

TRANSPORT @ A Iﬂpcklﬁnd
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Key messages
1. Using customer insights as part of business case is REALLY USEFUL!!

2. Important for transport to get it right

3. Insights helped identify the many levels of improvements that can be done

2

'TOO HARD - MAKING IT
- BOX' HAPPEN" |

a7 A
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