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Foreword

his research explores how road users access
and use information at all stages of a journey
on England’s motorways and major ‘A’ roads,
the Strategic Road Network (SRN) managed by
Highways England on behalf of the Government.
Research previously undertaken by Transport
Focus has covered road users’ views about
information in the context of different aspects
of a road journey. However, this is the first study
focusing specifically on road user information
requirements in the broadest sense.
Transport Focus, Highways England and
the Office of Rail and Road have worked in
partnership to understand:
¢ What sources of road-related information are
used currently, and how and when they are
accessed?
¢ What information needs are not currently being
met, and how any gaps might be filled?
¢ What the future looks like in terms of need for
and access to information, and what Highways
England’s future role in the provision of
information might be?

The research showed that while road users are
generally satisfied with information provided
across Highways England’s network, they are

less happy with that provided on major ‘A’ roads
than they are with that provided on motorways.
Also, they felt that the information provided at
times of unexpected disruption was not always
timely, accurate or useful.

As part of a wider campaign to improve
road user information, Transport Focus will
engage with Highways England and the Office
of Rail and Road in its work to ensure that the
insight gained from this study is used to drive
improvements in the provision of information
to road users.

Guy Dangerfield

(o)

Head of Strategy, 7
Transport Focus transport‘focus //E\
Melanie Clarke .

Customer Service Director, hlghways
Highways England Operations england
Richard Coates 2
Deputy Director Highways, ——
Office of Rail and Road OFFICE OF RAIL AND ROAD
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Road information: the user perspective

Key findings

Contextual factors are important

Several contextual factors influence how and when
information is used by road users when they plan and make
journeys. These factors include the frequency with which
the journey is made, the length of the journey and whether
the journey is time-critical or not. The vehicle used and

the journey purpose are also important; that is, whether
someone is commuting, engaged in business travel or
pursuing a leisure activity.

While participants in the research were divided by driver
‘type’ mentioned above, many were able to think about and
discuss the issue from different perspectives. For example,
those who were recruited to discuss commuting journeys
also sometimes drove for leisure purposes.

-

"W depends if gou'w in & vash, doesn'+
i+ If 50M'VQ/JMS+ goir\g somemhere sooinl,

Hhen gou'f e not oo Fussu\."

Leisure Driver, 21-40, Newcastle

N

-

"M go on Hhe computer and have a
look on Googtb N\nps... Espuia\“g if its

somewhere 've not been before.”

Professional Driver — Large Vehicles, Manchester

N

"Ml use Waze it 'm not save of Hhe
voute but it | know Hhe voads, | won'+
bother obvious‘g."

Business driver, 21-40, Notts

N
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Information at different journey
stages

Before the journey - planning

Many participants in this research reported planning in
advance for some types of journey, mainly those which
were unfamiliar or time-critical. Reasons for planning

a journey fell into two main categories: either to check
the route before travelling or to find out about potential
disruption. There was some variation in how far in advance
the planning occurs; the typical range being from the
night before to immediately before setting off — although
Transport Focus is aware that freight users and coach
operators will plan significantly further ahead. For road
users generally, information about potential disruption is
typically sought closer to departure.

-
"It m goir\g a lor\g Na\g, "“ go on Goog‘ez
N\o\Ps and put mY destination in.
shows Hhe best voute and it shows Hhe
fraffic as well"

Leisure Driver, Nottingham, 65+

Some types of road user indicated they have specific
reasons to look for information before making a journey.
For example, those with disabilities might need to check
where services are located on their route. Similarly, those
making journeys on motorbikes often need to plan more
carefully as they are less able to use technology to check
directions while travelling.

" alwo\gs Plo\r\ because for Hhe A

voads and motorways | nerd +o know
what Hhe sevvices ave. With MS, it |
need. o go o Hhe foilet l've got about a
minute +o find a +oilet"

Depth, Disabled, Slough
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" use C]oogl@ Maps before. | cant use
anything during; | can onh prepave for
what's happening curvently.”

Motorcyclists, 21-40, Norwich

N

Digital mapping applications such as Google and Apple
maps were frequently mentioned as sources of information
used before making journeys. The perceived benefits of
these systems relate to their familiarity, reliability and the
ability to synchronise with other devices and in-vehicle
systems which could be used while making journeys.
Many also mentioned Waze as having similar benefits of
accuracy and the ability to connect to in-car systems, but
also a sense of shared community endeavour. Paper maps
or atlases, local television or radio are used for planning a
journey much less often, and then generally only by certain
types of road user, most typically those who are older, e.g.
leisure drivers over 60 years of age.

BRITAIN

AND IRELAND
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Few used social media as a source of journey planning
information and those who did were often professional
drivers who sometimes check specific forums. Those in the
logistics and coach sector have access to journey planning
tools designed specifically with them in mind, such as
Microlise, Inrix and Paragon. The Highways England app
and website are used by some in the logistics and coach
sector, but much less so by general road users.

"Ndwﬁr\o\ir\g Hat Hhe H»ighwa\gs
Agency avent updating it enough +o
know what's going on."

Professional drivers - large vehicles, 41+, Bristol

N

"Sometimes | go on the H-igkwo\gs
Agency to ser ift Hhe voad's
closed. We not Hat user Friu\al(g.
I¥'s everynhere and You've got+o
Zro in on wheve gou'\ﬂb goir\g."

Leisure drivers, 35-60, Manchester

N

"Weve got Microlise.
Work provide it"

Professional drivers
— large vehicles, 41+, Bristol

N

( 7
"\p You +ake our curvent service 4o our

members, our INRIX service... INRIX
fake the data and furn it indo a
Journo\lisho form, as Hheyf do for the
BBC - it's a similar sort of approach.
We cu\YYM'Hg get that ot in email

form and as & web page as well."
Stakeholder, Freight

AU
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Road information: the user perspective

During the journey

Googllb maps has o*" 4o have 4en out Du:lingfthe researé:h a c:]istinctg)n ;/]vas mjde b(;’fwe:n i
‘pull information’ (sought out by the road user) and ‘pus
of +en. Because H's an ackual oracle information’ (delivered without the road user initiating
in UMY Pook‘v" it). For example, that on electronic and static signs was
Motorevalist. Notts characterised as ‘push information’ while traffic updates
yersh through a satellite navigation device were characterised as

‘pull information’ (although once switched on, it becomes
‘push information’).

Road users said that the amount and quality of ‘push
information’ they received while travelling was generally

‘f\ Hre mor: f\lf\g \ can gvl— “p and Jus-{— acceptable on most motorways and major ‘A’ roads when
+ 0 l N\ﬂ\ wh ‘ °+ traffic was following smoothly. They were, however, less
put up in Google S WAre jve positive about the information on some major ‘A’ roads,
$o be and i+ (,g\lg,ulo\{-% all He -|-|M% and about the quality of information provided at times of
disruption on both motorways and major ‘A’ roads. Road
and distances so | k/\oN when [ve 90"' users value information during disruption because it gives
4o lu\v@ them a greater sense of choice or control; it acts as a
Business driver, 31-40, Bournemouth trigger to §eek fgrther information and to take action, such
as amending their route.

"'A listen 4o e local vadio, for hold
ups. Ws vuq useful. They +ll You
where Hhe hold-ups are so You can
AAJus‘l' ﬂonf Jour I\Qﬂ."

Depth, physical disability

Nt

" put Heart Radio on when
| was stuck in +raffic, +o
listen for upda

- e Professional drivers — large vehicles, 41+, Bristol
I LU \E“‘f} 3 K_&
' K"3'9Tt°" :
A
M EH:a{I'rn'H ] -,1.. e £ A m:r') # (il Other sources of ‘push information’ are often used
l E""-’“:‘P_u, i to complement on-road signage about disruption. For
m example, local news reports, or radio traffic updates were
| sometimes considered useful, although their relative lack
; . of frequency made this a less useful source than others.
There was only limited awareness of Highways England’s
Twitter feeds. As with journey planning, those in the
logistics and coach sector used slightly different sources of
information. These road users also noted that they received
reliable information, particularly at times of disruption, via
police updates and through their employer’s control centre.
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"We have a separate Contvol Team
Hhat are passing messages to drivers
on Hhe veal—tme conditions Hhat
Hheyve going +o face now. Tb\uj'“, say,
call & driver as he's going into Bristol
and say 'oh, theres an accident on
He Mo%fmg beAween 'H\is\jm\uHor\
and Hhis junction, and you'd be beter

off diverting via..."

Stakeholder, Coach

L

"‘ k/\oN -I-kM-, oveyr o\'l' our con+vol
-{-owus...%uj ferd back information +o
drivers all of Hre Fime. They use mobile
phones and in~tvuck aundio sgs-l-ms.
And ‘H\Qﬂ o\lso ase on—-board CAMKY AS,
as well as positon-finders and Hhat

kind of +hing."

Stakeholder, Logistics

L

In general, satellite navigation and app-based systems
are used as ‘pull’ sources of information while travelling.
However the decision to activate these systems, or not,
is dependent on the type of road user and/or journey
being made. Key triggers to activate ‘pull’ systems include
whether the journey is familiar to the road user, if it is time-
critical, or if it appears that there is going to be disruption.

"[ Hhink You ‘FUZJ more in condvol about
Hings if gou'm o\d—ivdg swkir\g Hhe
information vather than dependent on
voad signs and 'H\ir\gs."

Business Drivers, 41+, Norwich

N

After the journey

A minority of road users involved in this research said they
feed back their experiences or looked to find out later what
caused the disruption they experienced. Despite general
lack of interest in seeking out information after making a
journey, some road users reported contacting friends and
families, colleagues or their firm's control centre to wan
others about disruption. For those driving as part of their
job, evidence of delays can be important to, for example,
explain late delivery to a client.

Despite general ambivalence towards feeding back to
others about their experience, some road users could see
the benefit of clarity about which organisation manages
particular roads. For those users, adding branding to signs
would make it clear who they should go to in the event of
wanting to report a problem and would allow them to more
effectively hold the relevant body to account.

" never hit Hhe buton on Goog(m Maps
(4o give feedback], but mavbe |
shou?o\."

Commuters, 41+, Bristol

L

"I ('m kd\t‘F AN hour lwl-w{*or a muz{-i/\g,
| need 4o be able 4o ia\m“g ot "y
customer Know in advance, and +o be
able 4o explain it wihen | get Hhere.

Business driver, 21-40, Notts

y Awpid £

¥ Streot View
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Road information: the user perspective

What do road users want to see improved?

While road users were broadly happy with the information
on motorways when traffic is flowing as expected, almost
nobody said there was currently too much information
provided. Road users identified a relative lack of
information on some major ‘A’ roads, including that there is
less electronic signage and less sense of knowing where
you are. Poorly signed diversion routes were also cited as a
cause of frustration.

"The signs don'+ +ll You where You ave
Con major A voads in +he local aveal.
14 like 4o see move signs aAbout which
voad 50:4'1@ on."

Leisure drivers, 61+, Bristol

8 transportfocus

The key area of dissatisfaction concerns information at
times of unexpected disruption. For road users, information
in these circumstances is often perceived to be inaccurate
or out-of-date, and insufficient or lacking in detail. Road
users say that lack of information in these situations makes
them feel they have no control over their journey; that they
are unable to make an informed choice to modify their
plans. Moreover, where information appears to be out-of-
date (for example, warning about an obstruction that is no
longer there), or where information from different sources
is inconsistent, it causes frustration and can lead to distrust
in information more generally. Some road users suggested
that there are safety implications, as the perceived need
to verify information results in people searching for more
details while driving.

"I Hhe sign tells me Hhe road's
closed and Googl@ N\nps says its
not, [m going down Hhat voad."

Business driver, 31-40, Bournemouth

\

"What was so Annojing Was
Hrere was no information about
ng He voad was o(osu\."

Professional drivers, Bristol

S

"Tkeg should +ake indo acconnt
that Hhey need a diversion
Hat's OK for lovvies (i loN
bvio\g%l but -H\Uj don't Alvw\gs."

Professional drivers — large vehicles, 41+, Bristol

\

"It might say beware accident’ and
its happened Harer or four alo\gs o\go."

Business driver, 50-70, Brighton




Road users indicate that being given additional detail
about the cause of delay can reduce frustration and
potentially increase goodwill towards those managing the
road. They mentioned that providing additional explanation
is useful as it assists in making informed choices,
empowering road users to take control. Those involved in
the research gave specific examples of when additional
information could be useful; for instance, explaining why
there are roadworks but no work is going on, or explaining
that delays have arisen because of a serious accident
(which road users feel would lead to greater tolerance of
the situation).

"It said Hhere was heavy tvaffic

but didn't say why. There were signs
saying queses are likdg. W furned out
Hhere was a three~way traffic ligk-l-

coming of f He A voad. If 4 known
+hat, 4 have gone ancther voute."

Depth, Disabled, Slough

For professional drivers and stakeholders, a key
frustration with current information is perceived lack of
tailoring to their needs. For example, some felt there was
not enough information about whether diversions are
suitable for those driving large vehicles. Stakeholders also
had concerns about the timeliness of Highways England’s
information, saying that they would prefer more notice of
planned roadworks and other likely delays.

"Advance information is useful,
because i+ means You can avoid and
|>|N\ Avound PYoH%s. Our members do
Ko what Hhey've doing in +erms of
where Hheyfre going. I's highlg |>|N\nu\
but Here's also an eement of local
kr\ow‘u\gu"

Stakeholder, Logistics

L

Highways England’s role

Highways England’s role in providing information tended not
to be ‘top of mind’ for road users; they thought about the
organisation more in terms of its responsibility for the road
itself. Road users tended to be largely unaware of Highways
England’s online information and social media offering.

In contrast, those representing stakeholders were
much more likely to know about the information available
from Highways England and to make use of it. Several
organisations involved in the distribution of roads
information said that they use Highways England'’s National
Traffic Information Service and consider this data to be very
important to their work.

"Theyre tHed ma\ssivdg imporant.
There could be catastvophic effects
otherwise. Comfﬂmi% could lose millions
(ma\ir\|g Aue 4o Fuel costs bu'ng stuck in
traffic for hours). We do 7 or B miles
+o Hhe go\“or\. And Hhat's bad for Hhe

- ]
envivonment.
Stakeholder, freight and logistics

N

\ﬁ.ﬁﬁu - (M6 Toll)

Cannock
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Road information: the user perspective

Future of road information

As part of this research, road users and stakeholders were
asked what they felt the future of road information could entail.
In general, road users find it difficult to conceptualise

the future of road information. However, views focus
primarily on the changes connected/self-driving cars and
geo-locational technology might bring. Some road users
can conceive of a future in which information is specifically
tailored to the journey being made and is delivered directly
to the vehicle.

have deeper insight into potential future developments.
Stakeholders generally predict a decline in the use of
dashboard satellite navigation and mobile devices in favour
of in-vehicle systems. They also predict an increase in the
use of voice-controlled navigation systems and a greater
reliance on social media and crowd-sourced data for
information. Stakeholders also see challenges ahead; in
particular those related to the collection of large amounts
of information and its distribution in a timely manner.

~

"They could have an app linked by Blue
Tooth 4o gour cav, Hat cuts indo 50:«\(
vadio station or pops up on He on-
scYeRn Aisy‘o\ﬂ... Wl be like sitting in

a space shutte. 6ou'“ press a buHon

and il 4l You Your best voute."

Depth, physical disability

Along with information tailored to their needs,
road users would welcome information which is less
contradictory, more ‘joined-up’ and ideally originating from
a single trustworthy source. While road users want to be
able to get information from a variety of channels and
‘customised’ to their needs, they feel the data everybody
uses should come from one trusted central source.
Stakeholder groups predicted similar developments
in road information, though they were more likely to

10 transportfocus

"-ﬂ\ir\gs th/ Ho\ok boxes Hhat You have
on cavs Hhat make Hhe insurance
cheaper. | visualise a Hme when

Hhese are qoing 4o be buil info cavs
and H\u?'ll send spvu\ informadtion,
Fosi'Hor\o\ information and 4vaffic
volume infovmation live back from
Housands of Aifferent vehicles doing
different things oor\sJ—o\r\Htj. s one of
Hrose situations where Hie Mr\o‘ogg
is available, but can Hhat amount of
data o\d-uo\“g be handled in a way
Hats worthwhiles"

Stakeholder, Car Manufacturing

Nt

New apps under
development aim
to provide in-car
information in
real time about
roadworks and
speed restrictions
or lane closures
well before drivers
cannot take an
alternative route.



Conclusions and recommendations

When traffic is flowing freely, road users are broadly content
with the information they are getting when using a road
managed by Highways England, although motorways were
felt to be better than major ‘A’ roads — something borne out

in the Transport Focus Strategic Roads User Survey (SRUS).

The key area of dissatisfaction with information is
when there is disruption to a journey, either because of
roadworks or an accident. The main issues are: timeliness/
accuracy of information; lack of detail and explanation;
poorly signed diversions; lack of advance warning; and
insufficient provision of sector-specific information.

In terms of Highways England’s role in information
provision, most road users had given this little thought;
but when they did, there was a clear sense of wanting
the accuracy, timeliness and usefulness of information to
improve, with a strong implication that Highways England
has a role to play because it is ‘their road’. When thinking
about a future where there may be self-driving cars, road
users wanted a trustworthy single source of the truth, even
if they still got the information from their app of choice.

On the basis of these research findings Transport
Focus makes the following recommendations:

Recommendation 1:

Highways England should seek to increase satisfaction
with information among those using its ‘A’ roads

- where SRUS shows the proportion who are very
satisfied with information on electronic message signs
at 27 percent is appreciably lower than on motorways at
36 percent. For information on permanent signs it is 32
percent very satisfied and motorways 40 percent. This
should include examining how to meet users’ desire

for better information at times of disruption, potentially
through provision of more electronic message signs.

Recommendation 2:

While recognising that several initiatives are in hand,

Highways England should examine what more it can

do to meet road users’ desire for information that

puts them in control when journeys are disrupted.

This should focus on:

® |Increased accuracy and timeliness

¢ Facilitating informed choice

e Greater driver confidence when diverted off a
strategic road

* Provision of warnings further in advance

* Improving information specific to certain user
groups (e.g. lorry drivers)

Recommendation 3:

Highways England should consider whether its long-
term role is that of the trusted supplier of high-quality
‘single source of the truth’ data to third parties who
then provide the interface — push and pull — with

road users. Also, Highways England should consider
partnering with a third party to provide its branded
online and other digital information tools.

Recommendation 4:

Highways England should look to increase road
users' awareness of when they are on a road that
it manages, working with satellite navigation and
mapping providers, and introducing Highways
England branding to roadside signage in a safe,
cost-effective way.

How Transport Focus
carried out the research

Transport Focus commissioned the independent
research agency Define to engage with road users
about the information they use when making
journeys on England’s motorways and major ‘A’
roads, and to explore where their information needs
are not being met.

In February 2019 Define spoke to more than 130 road
users; undertaking 66 ‘trios’ (mini focus-groups involving
three people), four focus groups, and seven in-depth
interviews with a range of road users.

Groups were divided between those where road
users generally travelled for commuting, business or
leisure reasons, and those with professional drivers and
motorcyclists. In-depth interviews were undertaken with
drivers who had passed their driving test within the last two
years, older drivers, and those drivers with a disability.

Define also conducted 15 in-depth telephone interviews
with those representing different stakeholder groups -
including the logistics and coach sectors, providers of road
information, and vehicle manufacturers.
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