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Executive summary

After conducting a study aimed at promoting theeagion of car sharing in the five districts of Manz
and at identifying potential users of car shariegviee, in order to better plan the strategy, areas
where a high number of potential users have beemtifted so that an efficacious campaign has been
realized.

In order to implement an already existing car sttascheme (managed by Car Sharing Italia and
activated with just one car, later with three), viwas locations of cars have been reconsidered
exploiting experience gained before the beginnihdABCHIMEDES and it has been decided to
rationalize their positioning. A marketing campalgas been focused on all citizens, but with a gpheci
consideration for young people. 50 free subscnigtito car sharing service lasting one year (25 of
which are reserved to citizens between 18 and asyald) have been offered by Comune of Monza.
GuidaMI (car sharing service provider) has addédraus for free uses, with the aim of promoting car
sharing service in Monza.

Evaluation activities, especially as far as sunargsconcerned, have been aimed at :

- checking the level of use of car sharing servicéhacity of Monza, defining drivers and
barriers;

- understanding users’ satisfaction in order to inaprthe service;
- identifying potential target groups in order tddathe service to expressed needs.

Moreover, economic indicators have been assessedier to verify the economic sustainability of
the measure, in order to identify any correctiomd¢ made to better spread the use of car sharing
while still allowing the operator to obtain revesuseeded to ensure economic balance for the entire
system.

Key result 1 - Results show a limited economic efficiency of thervice, since car sharing service
need public contribution in order to cover lossed & operate without high deficits. Obviouslywié
consider that car sharing is one of the answersltical policy makers can give to urban mobility
demand, economic support from Municipalities isessary to allow the service to be self-sustaining.
From users’ point of view, people are not willimmygpend money on car sharing (most users consider
that a fair yearly cost for car sharing servicenss more than 100 euros), perhaps because of the
economic crisis, and in fact only a few actual sseill confirm the service without municipal
incentive.

Key result 2 — The goal of increasing the number of subscmgtiand of car rentals has been
completely achieved: from 40 active members in 20@re are 146 in 2011 and from 414 rentals in
2007 there are 582 in 2011.

Key result 3 —A good level of awareness and acceptance of ttesune was achieved: car sharing
users like having a car only when necessary andvkmost of the facilities the Municipality has
activated for subscribers in order to promote tbevise (free parking in areas with a parking fee,
opportunity to use the car during traffic stopsnhgsus lanes, etc.).

During the implementation of the measure, someidyarhave been represented by difficulty in
stimulating a change in the habit of using an owned in identifying the right communication

strategy and in shifting towards a new cultural rapph to mobility, also through the respect of
parking places dedicated to car sharing vehiclesth@ other hand, a strong political commitment,
through the activation of facilities for car shayimsers can be considered an important achieveiment
attract new users.




A Introduction

Al Objectives

The measure objectives are:
(A) High level / longer term:

* To change people attitude towards car ownershijdibgi a significant client base to
develop car sharing in Monza

(B) Strategic level:
e To achieve a better understanding of barriers ¢oafi€ar sharing
(C) Measure level:

(1) To promote the extension of car sharing in the fiigricts of Monza (Figure 1) in
order to reduce the number of circulating privaesc

(2) To increase of 10% the number of subscriptionsheo already existing car sharing
service in Monza
Al.2 Target groups
+ Citizens
+ Students

« Firms or offices which need a vehicle for their jodinsfers

Figure 1 - Monza Districts

The town is divided in five districts, as depiciadhe picture. At the moment the car sharing servi
has been activated in District 1 (city centre) @dgabout 30.000 inhabitants) with two cars. An
approach to Districts 4 and 5 did not prove sudogsso it has been decided to locate the third car
outside the railway station, giving it a very vigilbocation so to enhance knowledge of the service.




A2 Description

The aim of this measure is to implement a markesingtegy to increase the awareness of this new
form of car ownership and the number of car-shaseyice subscriptions in the five districts of the
city.

Task 11.6.4 Study of a marketing strategy to showdaantages of car sharing

Monza has conducted a study aimed at promoting@xktension of car sharing in the five districts of
Monza..

Task 6.11 Car Sharing Scheme Improvements

Monza has issued a subcontract for specialist &gpdn developing a marketing strategy to increase
the awareness of this new form of car ownershipthachumber of car-sharing service subscriptions
in the five districts of the city. Monza has implemted the strategy, as better described in seBdon

A3 Person in charge for evaluation of this measure
Name of person Simonetta Vittoria
Name of organisation Comune of Monza
Direct telephone 0039 039 2832839

e-mail mobilita@comune.monza.it
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B  Measure implementation

B1 Innovative aspects
The innovative aspects of the measure are:

« New conceptual approackAlthough a car sharing scheme is already opetation
Monza, the service is hardly able to take off. Tthplementation of the measure is aimed
at developing in people a new conceptual approawiards car ownership, reducing the
need for car purchase (which leads to over-us#ingdfithe gaps in mobility needs,
increasing the use of alternative modes and stiinglaemarks on savings resulting from
the use of a shared vehicle instead of a privateeovone.

» Targeting specific user groups —A marketing strategy has been defined aimed at
identifying potential users of car sharing serviG#izens have been addressed, with a
particular attention to those living in the histatdi centre where there are no garages and
it can be difficult to find a place to park one'arcAlso firms, offices and professional
studies with premises in the historical centre barconsidered a good target since they
may need a service car for their job transfersideeshaving the problem of finding a
place to park.

* New economic instrument —In order to encourage people to subscribe to carirgi
service, the possibility of offering financial béite like promotional packages of hours or
kilometres to use, discounts of subscription fees@artnerships have been explored.

* New policy instrument -In order to encourage people to subscribe to cmirghservice,
subscriptors have been allowed to free parkingaying car parks, to circulate in streets
usually interdicted to traffic or in days when cil@tion is interdicted because of high
pollution levels, to pass through reserved lanab any other facilities which can be of
help to the implementation of the measure

* New organisational arrangements or relationships 4n order to maximise results and
to optimize costs, it has been investigated thesipigy of establishing promotional
partnerships (co-marketing actions with PT compsnier operative arrangements
(integrated services, just like bike sharing plassharing).

B2 Research and Technology Development Tasks
Task 11.6.4 Study of a marketing strategy to showdaantages of car sharing:

Monza has conducted a study aimed at promotingxkension of car sharing in the five districts of
Monza and at identifying potential users of carrisigaservice. In order to better plan the strategy,
areas where a high number of potential users hage llentified so that an efficacious campaign has
been realized. Once that real targets have beetifidd, a plan has been defined to acquire clients
detailed forms of potential users have been catban order to have a reasonable output useful to
draw up the marketing plan.

B3 Situation before CIVITAS

A car sharing service in Monza had been launchebllay 8" 2007 with three cars: two of them were
located in the historical centre, in Piazza Ron@ametres far from the Municipality offices, whitbie
third one was in Piazza Castello, not far fromrdilvay and bus station, which is the most impdrtan
transport interchange in Monza. Car sharing serwiae managed by a society called Car Sharing
Italia, a society associated with Legambiente, aindne most important environmental association in
Italy.. As the service was launched, 39 privatesstiptions and one subscription from a bank whose
employees used the car sharing vehicle for theikwansfers were activated.
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The two cars located in the historical centre wesed on working days and hours primarily by the
bank Unicredit which had bought prepaid packagebatfexclusive use from 9,00 to 17,00 and is
located adjacent to the parking place. The carantfof the station was at all citizens’ dispodatiay
long. Obviously all cars were at all citizens’ displ during evening hours and at weekends.

Since the beginning, some benefits have been divéhe car sharing service in the city of Monza.
More specifically, car sharing vehicles have beowed to enter limited traffic zones, to use lanes
reserved for public transport, to circulate duridfays when traffic is banned (usually because di hig
pollution levels) and to have free access to pgrkieas where it is normally necessary to pay.

In 2007 ATM S.p.A., the society managing publimsport in Milan, created a new company called
“GuidaMI”.

Before the end of 2008, the number of 50 subsoripivas reached. Times of use of the two cars
located in Largo IV Novembre and Piazza CasteliondL2008 are shown in the below table.

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

08 08 08 08 08 08 08 08 08 08 08 Dec08
Times of use (hh)
Largo IV Novembre 173 267 256 260 259 344 303 134 216 180 149 1798
Times of use (hh)
Piazza Castello (FS) 100 154 391 183 173 169 224 98 53 nd 99 165

Table 1 — Times of use in 2008

B4 Actual implementation of the measure

Task 6.11 Car sharing Scheme Improvements

The measure has been implemented in the follovtamges:

e Stage 1: Definition of benefityM20 — M24) —ollowing results of the research stage of
the measure, a marketing campaign has been dedimeatl at offering financial benefits
like promotional packages of hours or kilometresuse and discounts of subscription
fees. Previous locations of cars have been recerezidexploiting experience gained
before the beginning of ARCHIMEDES. More specifigakince location of the two cars
in Districts 4 and 5 had proved scarcely successfulvas decided to rationalize their
positioning. The two “historical” locations of LayglV Novembre (in the historical
centre) and Piazza Castello (near the railwayostatiave been left unchanged, and a new
contract has been issued with GuidaMl, in ordehdwe a third car positioned in Porta
Castello (Figure 2): this vehicle, although locatesty close to Piazza Castello, is
positioned in the most important interchange nadélonza, immediately outside the
railway station and the bus station, so the placgery appealing for new users, also
considered that in Piazza Castello some devicesdaim offering real time information
about Public Transport in Monza (implemented in Mea 79) have been located.
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Largo IV
Novembre

Piazza Castello

Porta Castello
(Railway Station)

Figure 2

Monza Districts and car sharing vehicles location faer implementation stage

Facilities for subscribers have been planned, file® parking in paying car parks,
authorizations to circulate in streets usuallynditeted to traffic and in reserved lanes or
in days when circulation is interdicted becaushkigh pollution levels.

e Stage 2: Informative campaign(M24 — M27) — An informative campaign has been
launched aimed at communicating how car sharingigelis able to guarantee similar
performances to private car use, in terms of comfieibility and reliability. It has been
pointed out that car sharing subscriptors will hatetheir disposal a vehicle which,
presenting the same advantages of a private owaredith related savings, can be used
for limited periods and routes in every moment loé tday. The campaign has been
focused on all citizens, but with a special consitien for young people. 50 free
subscriptions to car sharing service lasting oreg Y25 of which are reserved to citizens
between 18 and 35 years old) have been offereddmu@e of Monza. GuidaMI (car
sharing service provider) has added a bonus ferdses, with the aim of promoting car
sharing service in Monza. The website page of Mpality of Monza has been updated
and information concerning the campaign has bedémadpd on GuidaMi website. 400
posters have been put up in the city and 10.00&rglyn both Italian and English have
been printed and distributed in shops, librarieslip offices and during city events. An
article on the municipality magazine (distributexd35.000 families) has been written.
SMS disseminating the campaign were sent to aflecis who asked to be informed of
news from the Municipality. The campaign, whichtte# beginning should have expired
in December 2011, has been extended till Decemb#&®,2to give the opportunity to
people who had not tested the service yet to sildescr

« Stage 3:Implementation of service(M27 — M44) -A third car has been added, situated
just outside the railway statioAfter the informative campaign, and with the exfaton
of its results in numbers of new subscription$ais been agreed to left locations of cars
unchanged in order to have them more visible. Asi$avehicles, costs and procedures to
subscribe and to rent a car with the advent ofi&ui as car sharing provider not much
has changed, with respect to what happened whersdhdéce was managed by Car
Sharing Italia . Cars that are usually locatediiies launching the service are compact
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cars, like the one depicted inFigure 3, but therahivays the opportunity to have a wide
range of vehicles available.

Figure 3 - Car sharing vehicle

Procedures to rent a car are substantially uncluargydscription to the service is activated
on line through GUIDAMI website, filling the formitth necessary information. Customers
have to choose a username and password to logeséoved area and are then asked to pay
by credit card. After payment, the system releasescopies of the contract to be printed: one
is for the customer, whilst the other has to baeaigand sent to Guidami together with a copy
of driving licence, ID card and tax code. After ckiag documents, Guidami will ship a smart
card to the customer’s address.

Registrazione al sito Guidami

In questa pagina puoi iscriverti ai servizi del nostro 2ito. Qui puol iscriverti ai servizi di car sharing Guidami per privati € Guidali per buginess. Per izcriverti compila | campi contrazsegnati dallasterizco, ma se
vuoi aiutarci a miglierare i nostri =ervizi, compila anche i campi non obbligateri.

Attenzione! Se sei gia iscritto a GuidalMi & vuci entrare nella tua arsa riservata, vai alla pagina Login.

| campi con * 2one obbligatori

Nome* Cognome*

1D (e-mailj* Ripeti E-mail*
Password* Ripeti Pazsword?*
Wi 5 & max: § carzmen

Servizi da attivare [s=l=zions uns voos)

¥ GuidaMi per privati

Izcrizione al servizio di car sharing per clienti privati

" Guidali per ditte individuali / liberi professionisti

lzcrizione al servizio di car sharing per clienti con partita iva

¢~ GuidaMi per aziende

lscrizione al servizie di car sharing per Aziende

Figure 4 - Online subscription form

Reservation of the cars is made on line, or throtghcall center, from two months to one
qguarter of an hour before use. The booking candrded out in every moment, also on

holidays and 24 hours out of 24. Customers can sghdbe car they prefer, in the most
convenient parking, but they must indicate at wima¢ they will collect and return the vehicle

car. The availability of the car is communicatedte customer in real time, as well as any
alternatives.
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Home Logout Prenotazioni Prenctazione Personalizzata  Parchegai Flotta 1 supi dati
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Alfine di semplificare il processo di prenotazione, la visualizzazione della disponibilita delle risorse & mostrata automaticamente, quando
prenotazione” (vedi figura)

Home Logaut Prenotazion; Prenotazione Personalizzata  Parchegg Elotta = Lsuoidati  Awto

23 Settembre 2009

Prenctazioni

odfica prenctazione. La modifica della prenotazione si effetius solo tramite Call Center
Eleneo prenctazion or azore della prenotazione pud sumentars considerevolmente s § profio & ncompleto

Richiedi preventivo

Nuoya prenotazions
Pergonalizzata

Contratto
Seleziona contratin:| N. 46 13-8048558+12 Tipo: Standard (1) Intest.: CESARE ROSSL [

Dati prenctazione

Fers cick sul'coria per selasionars la data ¢ fora & e |

Sceglere & categoria & avic
Inizo disponibitd: | 23-5et-2009 14:30 |7

[“Icategona auto abitusie

AUTORIMESSA COMUNALE | PARK CANDIANI |

18:00 [00:00 24 se 2008 )
FiatPanda_g - DF83.., || 11

Fiat 500_1 - DK454... | |
FiatPanda_9 -DFOL... |0 i |

Figure 5 - Online booking form

To pick up the car, the customer supports the S@artl to the windshield to unlock doors.

The onboard computer starts registering kilometiregen and duration of the journey. Keys
are in the glove compartment.

Figure 6 - Picking up the car

At the end of the trip, the onboard computer véljister the duration of use and miles driven.
A release request appears on the computer: onceldaese request is confirmed, keys must

be dropped in the glove compartment. To lock thetb& smart card has to be passed on the
windshield: the doors will close and use will bexcloded.
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Figure 7 - Releasing the car

Guidami, which adheres to the National Car Shagirguit called 10 Guido, gives the
opportunity to reserve cars not only in Milan avidnza, but also in other Italian cities.

Costs are shown in the below tables, where Talllev?s costs for subscription of the service
and Table 3 indicates costs per car category artehtbrst and second column) andfees for
hour (third column) and for km driven (fourth colojm

TYPE OF SUBSCRIPTION ONE YEAR TEST DRIVE (3 MONTHS)
FAMILY €120 €50
BUSINESS €180 N/A

ADDITIONAL SMART CARD €30 N/A

Table 2 - Car sharing subscription fees

TARIFFA ORARIA TARIFFA A KM
CATEGORIA MODELLO * 7-22 22-7 fino a 100 101-300 > 300
ECONOMY | Smart¥, Ka € 220 | € 1,00 € 0,42 £0,35 €0,15
CITY Punto, Micra, 500, Panda € 2,20 € 1,00 € 0,45 € 0,35 €0,15
COMPACT C3, Grande Punto, 207 € 2,40 € 1,00 € 0,55 € 0,40 €0,15
Multipla , Zafira, Doblo,
COMFORT | Dobld Combi - € 250 | € 1,00 € 0,60 £ 0,50 £€0,20
SPECIAL Prius*, Mini Cooper € 2,60 € 1,00 € 0,60 € 0,50 €0,20
CARGO Dohlo Cargo € 2,60 € 1,60 € 0,70 € 0,60 €0,20

Table 3 - Car sharing service fees

B5 Inter-relationships with other measures

ARCHIMEDES project plans to introduce a significaat sharing programme in Aalborg (measure
AAL 63), Brighton & Hove ( cancelled measure BH B4i)d Donostia — San Sebastian (DSS 56).
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C Impact Evaluation Findings
C1l Measurement methodology
Cl1l.1 Impacts and indicators

Cl.1.0 Scope of the impact

The indicators chosen in the table below were saieas directly related to the introduction of the
measure. The indicators relate to:

Economy — both economic indicators have been etedua

Energy — No energy indicators have been addressee sinder the same number of trips fuel
consumption will not undergo any relevant changitls the implementation of the measure.

Environment — No environment indicators have bedalr@ssed since under the same number of trips
emissions, air quality and noise perception do ootlergo any relevant changes with the
implementation of the measure.

Society — all evaluation subcategories relatedomety have been addressed, apart from security
which is not applicable.

Transport — The introduction of the measure impantg on quality of service, whilst other indicagor
are not applicable. Some new indicators have bdddrassed regarding increased number of shared
cars and of rentals and number of active membecaragharing.

10
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C1.1.1 Selection of indicators
EVALUATION EVALUATION
NO. IMPACT INDICATOR DESCRIPTION DATA /UNITS
CATEGORY SUB-CATEGORY
ECONOMY
. . . Euros/pkm, quantitative, derived or
1 Benefits Operating Revenues Operating revenues Revenues per pkm measurement
. . Euros/pkm, quantitative, derived or

2B Costs Operating Costs Operating costs Costs per pkm measurement
2A Capital Costs Capital costs Capital cost per system or unit Euros, quantitative

SOCIETY
13 Acceptance Awareness Awareness level Awareness of the policies/measures Index (%), qualitative, collected, survey
14 Acceptance Acceptance level ﬁg;ﬁ‘?:uwey of current acceptance of the Index (%), qualitative, collected, survey
15 Accessibility Spatial Accessibility Percep.tlt.)h of Perc.eptlon of physical accessibility of Index(%), qualitative, collected, survey

accessibility service
16 Economic Accessibility | Relative cost of service _COSt of service relative to average personal Index(%), quantitative, measurement
income

TRANSPORT
19 Quality of Service Quality of service Quality of service Perception of quality of service Index, qualitative, collected, survey
NEW! Isr;greezsga'rg number of | \umber of shared cars Number of cars introduced in the city Number, quantitative
NEW! i

Lr;r«ra:nstgl;n number of |\ mber of car rentals Number of car rentals per week Number, quantitative

NEW! Number of active | Number of members with more than 2

Active members

members

rentals within the last year

Number

11
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Cl.1.2 Methods for evaluation of indicators
No. Frequency of Data
INDICATOR TARGET VALUE Source of data and methods g i .
Collection
1 Calculating revenues Data have been collected
Oberating revenues from car s%arin The company managing car sharing service has provided data about | twice during the project (at the
P 9 - 9 revenues obtained from subscriptions start of demonstration tasks
subscriptions .
and at the end of the project)
2B Calculating operatin Data have been collected
Operating costs costs of cgr sﬂarin 9 Data about operating costs of car sharing service have been provided by | twice during the project (at the
P g - 9 the company managing the service. start of demonstration tasks
service .
and at the end of the project)
2A Evaluating capital costs | Capital costs afforded to design car sharing service extension have been | Data have been collected
Canital costs afforded to design car considered in order to define whether the expenses can be considered | twice during the project (at the
P sharing service proportionate to obtained benefits. Data needed have been provided by | start of demonstration tasks
extension the company managing car sharing service. and at the end of the project)
13,14 Three different qualitative surveys have been conducted to measure | Data have been collected
acceptance and awareness level of citizens on the extension of car |twice during the project (at the
sharing service. start of demonstration tasks
i ’ . . . . . d at th d of th ject
Evaluating users Before the implementation of the marketing campaign two different and atthe end of the project)
acceptance of the - S .
Acceptance . . surveys have been addressed to “historical” car sharing users (16 people)
extension of car sharing . .
Lo and to eldelry people as potential users of the service (19 people)
service in Monza
After the implementation of the campaing the survey has been addressed
to 26 new users of the service in order to define if the campaign has
achieved its goals.
15 It is important to define users’ perception of the physical accessibility of car | Data have been collected
E . . sharing service, especially in proximity of residential areas, public offices, | twice during the project (at the
nsuring major : o ; . ;
Spatial accessibility accessibility to car interchange  nodes anpl mobility  attraction centres (hosplta}ls, start of demonstration .tasks
p i . supermarkets...). Three different surveys have been conducted asking | and at the end of the project)
sharing subscriptors ) : .
users how easy they find reaching the nearest car sharing place.
Before the implementation of the marketing campaign two different

12
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No.

INDICATOR

TARGET VALUE

Source of data and methods

Frequency of Data
Collection

qualitative surveys have been addressed to “historical” car sharing users
(16 people) and to eldelry people as potential users of the service (19

people)
After the implementation of the campaing the survey has been addressed

to 26 new users of the service in order to define if the campaign has
achieved its goals.

16

Economic accessibility

Ensuring economic
accessibility to car
sharing service

Fares’ definition in order to make service accessible to a wide number of
potential users is very important, especially in this period of economic
crisis to attract new users.

Before the implementation of the marketing campaign two different
qualitative surveys have been addressed to “historical” car sharing users
(16 people) and to eldelry people as potential users of the service (19
people)

After the implementation of the campaing the survey has been addressed
to 26 new users of the service in order to define if the campaign has
achieved its goals.

Data have been collected
twice during the project (at the
start of demonstration tasks
and at the end of the project)

19

Quality of service

Evaluating  customers’
satisfaction for car
sharing service

Car sharing scheme has been planned in order to be more careful to
users’ demand and to improve the general perception of quality of service.
Whether and how the quality of service is satisfying and competitive if
related to private car ownership has been asked to subscribers in order to
investigate their level of satisfaction and which improvements to the
service can be done .

Before the implementation of the marketing campaign two different
surveys have been addressed to “historical” car sharing users (16 people)
and to eldelry people as potential users of the service (19 people)

After the implementation of the campaing the survey has been addressed
to 26 new users of the service in order to define if the campaign has
achieved its goals.

Data have been collected
twice during the project (at the
start of demonstration tasks
and at the end of the project)

Number of shared cars

Increasing number of
shared cars in different
locations of the city

Data about number of shared cars introduced in the city have been
provided by the company managing the service.

Data have been collected
twice during the project (at the
start of demonstration tasks
and at the end of the project)

13
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No. F f Dat
© INDICATOR TARGET VALUE Source of data and methods ey .O aa
Collection

Data have been collected
Increasing number of | Data about number of car rentals have been provided by the company | twice during the project from
Number of car rentals car rentals managing the service. the start of demonstration

tasks
Data have been collected
. Increasing number of | Data about number of active members who regularly use shared cars have | twice during the project from
Number of active members car sharing users been provided by the company managing the service. the start of demonstration

tasks

Cl.13 Planning of before and after data collection

EVALUATION TASK

INDICATORS INVOLVED

COMPLETED BY
(DATE)

RESPONSIBLE
ORGANISATION AND
PERSON

Calculating revenues from car sharing subscriptions

Operating revenues

Month 28(before data)
Month 40 (after data)

Comune of Monza —
Simonetta Vittoria

Calculating operating costs of car sharing service

Operating costs

Month 28(before data)
Month 40 (after data)

Comune of Monza -

Simonetta Vittoria

Evaluating capital costs afforded to design car sharing service
extension

Capital costs

Month 28(before data)
Month 40 (after data)

Comune of Monza -

Simonetta Vittoria

Evaluating users’ acceptance of the extension of car sharing service
in Monza

Awareness and acceptance
level

Month 28(before data)
Month 40 (after data)

Comune of Monza -

Simonetta Vittoria

Ensuring major accessibility to car sharing subscriptors

Perception of accessibility

Month 28(before data)

Comune of Monza -

Simonetta Vittoria

14
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EVALUATION TASK

INDICATORS INVOLVED

COMPLETED BY
(DATE)

RESPONSIBLE
ORGANISATION AND
PERSON

Month 40 (after data)

Ensuring economic accessibility to car sharing service

Relative cost of service

Month 28(before data)
Month 40 (after data)

Comune of Monza
Simonetta Vittoria

Evaluating customers’ satisfaction for car sharing service

Quality of service

Month 28(before data)
Month 40 (after data)

Comune of Monza
Simonetta Vittoria

Month 28(before data)

Comune of Monza

Increasing number of shared cars in different locations of the city NEW! Simonetta Vittoria
Month 40 (after data)
NEW! Month 28(before data) | Comune  of ~ Monza
Increasing number of car rentals Simonetta Vittoria
Month 40 (after data)
NEW! Month 28(before data) | Comune  of  Monza

Increasing number of car sharing users

Month 40 (after data)

Simonetta Vittoria

All indicators

Comune of Monza

D12.2 Baseline and first results from data collection Month 30 Simonetta Vittoria

; All indicators Comune of Monza
D12.3 Draft results template available Month 47 Simonetta Vittoria
D12.4 Final version of results template available Allindicators Month 49 Comune ~ of Monza

Simonetta Vittoria

15
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C1.2 Establishing a Baseline

In 2008, immediately after the launch of ARCHIME®Iproject, the city of Monza was allowed to
use regional grant to buy packages of a shasegaanswer to mobility needs of district offiessl

to implement alternative mobility modes betweeizeis. Thanks to this opportunity, since December
2008 one more car was located in District 4 andtaroone was added in District 5, close to the
Municipality district offices, available for bothtizens and employees during working hours: fos thi
reason Comune of Monza bought prepaid subscriptioreder to allow its employees to use the
service, but also aiming at guaranteeing to theagenof the service the backing of maintenance
costs.

Via Bellini

Largo IV Novembre

Via Iseo Piazza Castello

Figure 8

Monza Districts and car sharing vehicles location éfore marketing campaign

In January 2010, through the acquisition of Carriaaltalia, Guidami became the only car sharing
service provider in Milan area and the largesttaly| thus completing its integrated mobility offer
(metro, trams, buses, trolley buses and bike sharfiBikeMi).

C1.3 Building the Business-as-Usual scenario

When car sharing service in Monza was first intiastly 40 subscriptions were immediately activated.
Before the end of 2008, the number of 50 subsoripias reached. In December 2008 two new cars
were placed in District 4 and District 5 of theycand 15 new subscriptions were activated, but a
decrease in use during the first half of 2009 watfcad, in spite of the increase of both the nunder
cars and parking area&s a matter of fact, parking areas near Distridices (Via Bellini and Via
Iseo) registered very little use and generally iserveven in central areas, came to a standstill,
especially since the beginning of 2009. A secomelvamt aspect of little use was partly connected to
the expiry of the convention with Unicredit Bank Mbnza, which had been an important customer
since the beginning of the service. Unfortunatety,spite of the high satisfaction from local
management, service was interrupted under requidsieccentral direction in Bologna as part of a
company reorganization.

A report about car sharing use during that period s shown in Table 4 and in

Table 4 - Hours of use of car sharing vehicles 208809
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Graph 1, which depict data about each parking faoea January 2008 to July 2009.

Jan| Feb| Mar | Apr | May | Jun| Jul| Aug| Sep| Oct| Nov May| Jun| Jul
08| 08| 08| 08| 08| 08| 08| 08| 08| 08| 08| Dec08| Jan09| Feb09| Mar09| Apr09| 09| 09| 09

Times of use (hh)

Largo IV Novembre | 173 | 267| 256 260 259 344 303 186 215 180 149 179 50 2 63 61 | 92 166| 86

Times of use (hh)

Piazza Castello (FS) | 100 | 154 391 183 1783 169 225 98 53 hd D9 165 V6 60 83 1 108 | 76/ 80 | 74
Times of use (hh)

Via Bellini 10 2 36 32 177 | O
Times of use (hh)

Via Iseo 2 12 12 13

Table 4 - Hours of use of car sharing vehicles 202809
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Graph 1 - Hours of use of car sharing vehicles 2068009

This situation shows, on the one hand, a weaknkesstoal users of service, and on the other the
potential importance of business customers to therse, but, most of all, it demonstrates thatr afte

the enthusiasm of first moments, the number of Gilitfons tends to stabilize and no new users are
found.

This probably derives from the identikit of typicasers of car sharing servideetween 35 to 54
years of age with above-average education (higlhadatiploma or degree), more likely to be
male, employees with earn below-average income flereentage of professionals, who combine
car sharing with an unprofessional image), andise&go environmental and traffic problems.
Car sharing users are usually residents in higtbdentres, where it is rather difficult to find a
parking place unless if paying or where there asas with limited access, so car sharing is
perceived as an opportunity to overcome parkinficdities (usually parking fees are free for car
sharing users) or traffic restrictions (bus resénames, car-free days).
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Once that this target has been reached with théementation of the service, the number of
subscriptions is reduced.

Without a strong marketing and promotional campa@accompany the introduction of new cars in
the other Districts of the city, it can be statbdttthe number of subscriptors will not increasea in
sensible way.

For this reasons, the marketing campaign will Haviee addressed to new users, which can be easily

found between novice drivers (usually 18-20 yeddsstudents whose families cannot affrod the cost
of another car) or, more generally, citizens withegological sensitiveness who could be intereisted
testing the service.

C2 Measure results

In this section the results achieved are shown.

C2.1 Economy

Table C2.1.1: Benefits and Costs

Indicator | Before B-a-U After Difference: Difference:
(2009) (date) After —Before | After — B-a-U
2010 2011
No. 1: € 10.259,00 | Not applicable| € 10.272,00 € 21.441,00 | + € 11.169,00{ Not applicable
Benefits

No. 2A: €10.756,00 | Not applicable € 10.610,00 € 11.855,00+ € 1.145,00| Not applicabl
Capital
Costs

11%

No. 2B: € 30.000,00 | Not applicable € 30.000,00 € 30.000,00 Not applicable
Operating
Costs

Data concerning costs and benefits are availalie since 2009, due to the fact that until 2008 car
sharing service was managed by Car Sharing Itstiagven though there is evidence of use of the
service, it is not possible to recover data coringrnreconomic indicators from the previous
management.

Regarding costs, for capital costs it has beenddécto indicate sums Guidami (the society which
manages the car sharing service) spends to rentnaimdain cars, even though they do not actually
invest in buying vehicles. As a matter of fact,idaumi spends about 300 € a month for the rental of
one car and about 100 € a month for its maintenéaloceut € 4.800 per vehicle). These costs have
been applied to the number of cars located in Morimathe row concerning operating costs, it has
been considered that each car “costs” about 1GE0@@ear to pay for staff, petrol, development and
maintenance of hardware and softwares, commungatttivities etc.: this sum has been considered
the same for all the three years of implementaticthe measure.

Moreover, Municipality of Monza pays the sum of B)2€ (one year use of the car and 50 free
subscriptions) a year to Guidami for the third @ad for free subscriptions to offer to citizenshit

the marketing campaign. These sums have not beeidered due to the fact that if, on the one hand,
they represent costs for the Municipality, on tiigeo hand they also assess revenues for the managin
company, so the two sums are compensated.

It can be easily seen that benefits are not entugly back costs afforded by the managing society.
As a matter of fact, Guidami is maintaining its iadd®s in Monza in order not to loose the achieved
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customers and becauseonomic losses suffered in Monza are offset bgmags from Milan, thanks
to the joint management of the service in the tities

Otherwise, it is likely that Guidami would not irstefurther in Monza, given the high costs and
limited revenues.

More generally speaking, the given results shoimiddd economic efficiency of the service, since ca
sharing service need public contribution in ordecdover losses and to operate without high deficits
Obviously, if we consider that car sharing is ofiche answers that local policy makers can give to
urban mobility demand, economic support from Mypadities is necessary to allow the service to be
self-sustaining.

It is possible that such a situation is due noy ealthe limited knowledge of the car sharing, also

to the fact that at national level there is no @ied management that could achieve considerable
economies of scale: for instance, a unique headeofbuld obtain more convenient conditions for car
rentals or purchasing, vehicles’ fitting and maiatece.

A centralized national management could lead torgmovement of the activity as a whole through:
« greater weight of negotiation agreements abnatilevel,

* single point of reference for Municipalities;

« greater standardization of procedures;

« better quality of service provided.

C2.5 Society

Considering the limited number of subscriptiongdo sharing service, it has been decided to conduct
three different qualitative surveys instead of ditative ones interviewing, during focus groups,
different groups of citizens in order to assesgcatdrs concerning transport and society. Two gsoup
were surveyed to collect before data: the firstugréwhich was interviewed on the telephone) was
formed by 16 “historical“ users of car sharing, lshithe second group was made up by 19 elder
people (interviewed at the social centre they ditevho could be an interesting target to extend car
sharing use in the city. Questions have been askederning mobility habits and suggestion to
improve the service.

In the first two surveys questions about mobiliablis were the same for both groups, but, as far as
social indicators are concerned, some questiong wiferent, since one group already knew the

service and all its aspects, whilst the other oms wade up by potential users which were not
completely informed about all aspects of the sexvic

Unfortunately, since awareness of the service bmtwelder people was rather low and surveyed
people declared they were all owners of a car ljerone hand) and were not available to spend much
money for car sharing service (on the other), i waite evident that this group was not particylarl
interested in car sharing. For this reason the etandx campaign implemented was addressed to all
citizens in Monza, with a special attention to yguyoeople.

The third qualitative survey was held in March 2@t 26 new car sharing users were interviewed,
in order to assess their use, knowledge and evatuat the service.

In this section results of the three surveys wédl summarized, whilst all findings from the three
groups of interview will be shown in the annexhe present document.
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Indicator Before B-a-U After Difference: | Difference:
(April/May 2010) (date) (March 2012) After — After — B-a-
Before U
No. 13: HISTORICAL USERS: | Not 57% knew car sharing | Not Not
Awareness | All surveyed people applicable | before subscribing (11 | applicable | applicable
knew car sharingd(out people through
of 16 from Municipality Municipality website)
website) All facilities for
ELDER PEOPLE: subscribers are well
Only 47 % knew about known by surveyed
car sharing4 out of 19 people
through word of mouth,
3 through local press)
78% did not know about
the possibility of a free
subscription through
Comune of Monza
No. 14: HISTORICAL USERS: 11 people subscribed to
Acceptance | 9 people subscribe to use use a car only when
a car only when necessary, 6 people
necessarﬁ peop|e because they do not own
subscribe for money acar
savings. 50% would suggest car
In order to attract more sharing to other people,
subscribers6 people 42 % do not answer.
think car sharing should
be less expensiyé that
there should be more
available cars4 ask for
more parking
opportunities an@ for a
marketing campaign
ELDER PEOPLE:
6 people would subscribe
to get free parkings to
use a car only when
necessarys for money
savings.
No. 15: HISTORICAL USERS: | Not 50% think that cars Not Not
Spatial 79% think that cars are | applicable | should be located whereg applicable | applicable
accessibility | easily accessible people really live, even
ELDER PEOPLE: though40% admi_t that
50% think that cars are parkmgs are easily
. . . accessible
easily accessible, whilst
the remainind0%
would prefer to have cars
located in more
peripheral areas
No. 16: HISTORICAL USERS: 61% would pay less thar
Economic | 63% think that fares are 100 € a year4% would
accessibility | economically accessible paybetween 100 and 200

31% think car sharing is

too much expensivé%

€ ,35% do not answer
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do not know
ELDER PEOPLE:
35% would pay less
than 100 € a year for
subscribing35%
would pay between 100
and 200 €
Indicators concerning car sharing service
Indicator Before B-a-U After Difference: Difference:
After —Before | After — B-a-U
NEW 1: 31in 2007 Not applicable 3in 2010 See note below | Not applicable
Number of . . the table (1)
shared cars 3in 2008 3in 2011
4 in 2009
NEW 2: 414 in 2007 Not applicable 373in 2010 +2,75% Not applicable
Number of car . compared to
rentals 773 in 2008 (2) 2009
363 in 2009 582 in 2011 +56%
compared to
2010
NEW 3: 40 in 2007 Not applicable 84 in 2010 +29,2% Not applicable
Number of . compared to
active members 501in 2008 2009
65 in 2009 146 in 2011 +73,8%
compared to
2010

(1) Apart from 2009, when an attempt was made toemse the number of available cars in the city
(registering very little use which led to the démisto come back to the original number of vehicles
there have always been three cars.

(2) 356 trips were made during working days by Wit Bank users, which in that year had a
business contract with the society which managed#n sharing service. The others (417) were made
by private users.
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—e— Journeys 2009
—a— Journeys 2010

Journeys 2011

v

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Graph 2 - Number of journeys (car located at the Réway Station)
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Graph 3 - Number of journeys (car located in City @&ntre)
C3 Achievement of quantifiable targets and objectives
No. Target Rating
1 Calculating revenues from car sharing subscriptions * %
2A Evaluating capital costs afforded to design cariggaservice extension * %
2B Calculating operating costs of car sharing service * %
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13-14 | Evaluating users’ acceptance of the extensiomogharing service in Monza * %
15 Ensuring major accessibility to car sharing sulpgors * %
16 Ensuring economic accessibility to car sharingiserv * %
19 Evaluating customers’ satisfaction for car shagagvice * %

NEW 1 | Increasing number of shared cars in different iooatof the city ©)

NEW 2 | Increasing number of car rentals * %

NEW 3 | Increasing number of car sharing users * %

NA = Not Assessed O =Not Achieved % = Substantially achieved (at least 50%)
%% = Achieved in full % %% = Exceeded

All target and objectives have been achieved ih &dart from the increase of the number of shared
cars located in the city.

Anyway, if the particular economic contingency @sidered, it can be stated that the maintenance of
the same number of cars till now can be considarsdccess, especially when we consider that the
placement of three cars in Monza does not pay basts afforded by the managing society Guidami,
as better explained in Section C2.1.

C4 Up-scaling of results

The implementation of the measure concerning carirsfp improvements in Monza has showed that
up-scaling of the results is not necessary suage$she service is extended from some areas ef th
city to others. For instance, when cars were |lacateDistricts 4 and 5 of the city, they registére
very little use: for District 4 this can be explaihwith the fact that it is physically divided froime

rest of the urban asset by State Street no. 3&hwhiMonza is named SP5, so residents need ts cros
this very busy street to reach the city centre @y could prefer using their private car. As for
District 5, the decision to locate the car thereswdae to the fact that in that district there aanyn
associations which, at the start up of the impleatén, seemed interested in testing the service.

The replication of a success in different contegtgen though in the same city, is subject to aertai
conditions. In the richest areas of the city, igre difficult that people will renounce to purshay a
car, whether in working-class areas car sharing pnaye more attractive.

On the other hand, it can be assumed that soeisset with an elevated cultural background, which
are supposed to be more careful on environmenbhlgms, can better undestand the importance of a
sustainable approach to mobility.

From focus groups and surveys realized during Yaduation stage of the measure, it emerged that
booking system, technological system and accesgibd service have not reached a high standard
yet, although these elements are considered arhengast important. More specifically, even though
a positive experience was registered as far asaeentre is concerned, in some cases booking was
not allowed or data were uncorrectly registeredokng on line proved quite easy, apart from the
frequent unavailability of vehicles which forcesstamers to try several times to book the car.
Another problem which restrains people from sulmsicg is that a credit card number is required and
many people are reluctant to give it.

On the other hand, car maintenance (especiallpraas cleanliness is concerned) looks adequate to
users’ expectations (even though customers wokddtt be reassured on frequency and reliability of
mechanical checks), whilst facilities, billing, @at and accessibility to parking places are still
considered insufficient. As a matter of fact, orighe most difficult problems to solve seems that
parking places reserved for car sharing vehiclesiliggally occupied by other cars, so users are
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forced to look for another place, and, in some gag®y are fined even though they have free access
to charged parking areas.

Whilst some improvements like technological impnmests, accessibility or fares are strictly
dependant from service management, others likétfesifor users and accessibility to parking pkce
depend on the interest and intervention of loctth@uities.

Starting from these assumptions, up-scaling ofnle@sure should contemplate, on the one hand, the
solution to all barriers which have been identifigdactual car sharing users, in order tooffendw
subscribers a more efficient service, together withimplementation of the number of available cars
in the city centreto be located in peripheral arefathe city, so giving the opportunity to userdake

the car and leave it somewhere else. On the otmat, there is still much to do about communication
activities: even though Comune of Monza has donehmn terms of dissemination and marketing
(thus achieving good results in increasing the remadd subscriptions), the feeling is that there are
still people who are not informed at all about seevice. Many people seem to ignore that therais a
active car sharing service in Monza. It is importamact at a cultural level, stimulating people to
more sustainable mobility habits.

Anyway, these considerations must be accompanieghlgssessment of the economic impact of the
up-scaling. Even though users’ number has sigmifigancreased, revenues are still not sufficient t
justify an increase in the number of cars by tha@aging company, in spite of the strong marketing
campaign launched by the municipality.

Results shown in Section C2.1 have demonstratedbirefits are not enough to pay back costs
afforded by the managing society. As a matter of, f@uidami is maintaining its vehicles in Monza in
order not to loose the achieved customers and beemonomic losses suffered in Monza are offset
by revenues from Milan, thanks to the joint managenof the service in the two cities.

All these considerations must be taken in due atdouunderstand to which extent car sharing can be
scaled up, so that results achieved may lead ¢alaand lasting implementation on the territoryaof
service which can be strategic for a more sustérgtproach to traffic congestion in the city.

C5 Appraisal of evaluation approach
Evaluation activities, especially as far as sunargsconcerned, have been aimed at :

- checking the level of use of car sharing servicthancity of Monza, defining drivers and
barriers;

- understanding users’ satisfaction in order to inaprthe service;
- identifying potential target groups in order tddathe service to expressed needs.

When ARCHIMEDES evaluation plan was submitted, idea was to have both quantitative and
qualitative surveys, but the very limited numbercaf sharing users on the one hand and the scarce
knowledge of a service which is still consideredavative in the city, on the other.

For this reason the initial approach of quantieurveys has left space to three different quiaiga
surveys.

With a more “personal” approach it has been easieetter understand users’needs, to identify
drivers and barriers in order to facilitate theqass of measure implementation, to plan the mandxeti
campaign and to plan future activities. For thasan, it has been easier to understand that theg gro
which had been identified as a potential targeaddress the marketing campaign to (elder people
group), was not actually interested in the servibes helped to tailor the marketing campaing to a
more general target, with a particular focus onngppeople.
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On the other hand, such an approach has not allbovedmpare social indicators between the same
categories of people: as a matter of fact, questamked had to be tailored to the needs and to the
knowledge of the car sharing service expressetdyifferent groups of people.

C6 Summary of evaluation results

Collection of before data has showed a good int&fesurveyed people in the implementation of car
sharing service. Suggestions have been proposiagptove the service with better and easier to use
booking systems, more available cars and parkiaggs!.

From survey results, respondents have very diffeopimions abour car sharing service. Some of
them, in fact, use it (even if only 5 people usethére than 6 times in the last 12 months), have a
good opinion of the service, find it useful for th¢mainly for job or hobby/sport reasons) and would

suggest the service to other people. But otheisusgre a completely different opinion and 10 people
canceled their subscription during the year.

Car sharing users like having a car only when resggsand know most of the facilities the
Municipality has activated for subscribers in orttepromote the service (free parking in areas with
parking fee, opportunity to use the car duringficaétops, using bus lanes, etc.); what is most
appreciated is that cars suit needs, booking systeeasy to use, informations needs are always
satisfied; on the other hand, respondents thinkdhiasharing spots should be nearer to where peopl
really live, different type of cars would be usefand booking system sholud be better organized
(some people have reported they did not find tihesgan though it had been booked).

As for costs, most users consider that a fair yeaokt for car sharing service is no more than 100
euros. As for communications, more efforts mustdoee to let users know about opportunities:
actually judgements about the service are poshivehalf of the surveyed people know they can
subscribe to car sharing directly at the Comun&lohza offices and only a few know that the car
sharing card (“RICARICA-MI") can be used both farsharing and bike sharing in Milan and to buy
bus tickets.

At present standard service, in conclusion, onfeva actual users will confirm the service without
municipal incentive.

C7 Future activities relating to the measure

The campaign has been extended until December 2Q%Be end of the campaign, according to the
number of new subscriptions achieved, it will bealeated whether to increase the number of
available cars on the territory.

It will also be evaluated the launch of other mérginitiatives, like communicating through social
networking channels using Web technology (commesjtiforum, blogs etc.), or highlighting car
sharing locations with visible signs like totemdigh at the moment are too expensive if compared to
actual returns of the service.

According to what has emerged in the surveys, dbigsion will depend on how many people will
confirm their subscription to the service, sincenef the surveyed people said they are not gaing t
do it. While this report is being written, theree agtill free subscriptions available, but no paftc
interest has been shown by citizens.
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D  Process Evaluation Findings
D.0 Focused measure

X No focussed measure
Most important reason
Second most important reason

Third most important reason

WIN(F|O

D1 Deviations from the original plan

Apart from the decision of conducting three quélita surveys instead of a quantitative and a
qualitative one (better described in Section C%),deviations from the original plan have been
reported.

D2 Barriers and drivers

Monza, which today is the capital city of the nemnce of Monza and Brianza, is a medium sized
historical city which has today acquired metrogolifeatures. Each day Monza draws in a greater
number of people than the number of residents wdnget to conduct their business elsewhere which
shows Monza’s role as a mobility attractor centrd aapital city of the new Province of Monza and
Brianza. Its dimensions that are adequate to juatiar sharing service, especially if we consiter
proximity to Milan.

The distribution of residents in the city is refaly homogeneous, although District 1 presents the
highest density. This high density is a first pesitparameter with reference to potential demamdfo
car sharing service.

It is also interesting to point out that the ediwwl degree is quite elevated: more than 31.9 of
residents has completed secondary schools andtharel 3% has a university degree.

Monza's economic situation is important both inmerof dimensions and of characteristics. Activities
in the city are strongly oriented towards commexee the service sector. Residents of productive age
are primarily engaged in individual enterprises amohanagerial and employment roles.

The ratio between the number of inhabitants andabla jobs is high when compared to the average
for the province and the number of business jowsmpgsents lower values if compared to provincial
data. This means that Monza’s residents have k=g to leave the city for employment reasons, even
though a certain level of dependency on Milan dédhke shown by examination of traffic flows to
and from Milan.

In this social, economical and mobility contexte gorocess aimed at implementing car sharing as a
real alternative to privately-owned vehicles hasrbdeveloped

D.2.1 Barriers

Preparation phase

® Communication — Lack of consciousness of already operationalicelin Monza.
Even though Comune of Monza has started commuaictadictivities about car
sharing, the feeling is that people is not informaedll about the service. Many people
still seem to ignore that there is an active carisly service in Monza.
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®* Technological — booking system, technological system and aduiissito service
have not reached a high standard yet, althougle tlesnents are considered among
the most important by customers. More specificaluen though a positive
experience was registered as far as the call cent@ncerned, in some cases booking
was not allowed or data were uncorrectly registeBambking on line proved quite
easy, apart from the frequent unavailability of ields which forces customers to try
several times to book the car. Another problem whiestrains people from

subscribing is that a credit card number is reguaed many people are reluctant to
give it.

Implementation phase

¢ Cultural - Habit to use owned car, which prevents peomm ftesting this form of
mobility.

® Spatial/cultural — Parking places reserved for car sharing vehiales illegally

occupied by other cars, so users are forced to foolanother place, and, in some
cases, they are fined even though they have fieesado charged parking areas.

Operation phase

®* Financial — Increase of fuel costs and economic crisis @inéng people to reduce
expenditures. Moreover, the actual use of cars doepay back investments afforded
by the managing society, which is maintaining dar$lonza in order not to loose
achieved customers and because economic lossegeslih Monza are offset by
revenues from Milan, thanks to the joint managemétite service in the two cities.

® Spatial — Location of cars should be more carefully coased. People generally
would prefer to have cars located in peripherahgrén order to use them to reach
interchange nodes or the city centre. On the dthed, the managing society wants
cars to be more visible and would rather locatenthear the station or the city centre,
but once that people reach these locations theytneed the car any longer.

D2.2 Drivers

Preparation phase

» Political - In order to encourage people to subscribe tosharing service, as a
viable alternative to the private car subscriptuase been allowed to free parking in
paying car parks, to circulate in streets usuaitgrdicted to traffic or in days when
circulation is interdicted because of high pollatitevels, to pass through reserved
lanes.

e Cultural — Car sharing has been pressented to potentialsnbgcribers as a new
conceptual approach towards car ownership, aimeteaicing the need for car
purchase (which leads to over-use), filling theggapmobility needs, increasing the
use of alternative modes and stimulating remarksasmings resulting from the use of
a shared vehicle instead of a private owned one.

Implementation phase
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®* Financial — In order to encourage people to subscribe tosharing service, the
marketing campaign has focused on the possibifityfi@ring financial benefits like
promotional packages of hours or kilometres to dsgounts of subscription fees and
partnerships.

®* Organizational — The approach to the marketing campaign has bkared with
Guidami, in order to maximise results and to optancosts, targeting those citizens
who were really interested in testing car shariexyise, so to have new subscribers
who will actually use car sharing vehicles and pebple who just activated the
subscription moved by the “’free gadget effect™.

Operation phase

¢ Communication — Offering to citizens 50 free subscriptions te dar sharing service
lasting one year (25 of which are reserved toaitizbetween 18 and 35 years old), to
which GuidaMI has added a bonus for free uses, withaim of promoting car
sharing service in Monza

* Financial — Savings from use of a shared car

D.2.3 Activities

Preparation phase

®* Communication — Organization of a focus group to identify poksiimprovements
to the servicedistribution of leaflets and informative flyers, ess releases in
agreement with Comune of Monza and Province of Mikvents organized with the
cooperation of local circle for environmental petien called Legambiente

* Planning — Activities in this stage have been aimed attifigng potential users to
address the marketing campaign to and at bettéctdepstrenghts and weaknesses of
the service so to help the diffusion and improvetnoéthe service.

Implementation phase

e Spatial - Locations of cars have been reconsidered exploiirgerience gained
before the beginning of ARCHIMEDES and it has beenided to rationalize their
positioning. The two “historical” locations of LavxgV Novembre (in the historical
centre) and Piazza Castello (near the railwayostathave been left unchanged, and a
new contract has been issued with GuidaMl, in otddrave a third car positioned in
Porta Castello: this vehicle, although located vetgse to Piazza Castello, is
positioned in the most important interchange nod®lonza, immediately outside the
railway station and the bus station, so the placery appealing for new users.

e Institutional - Initiatives have been taken to prepare the lawfcthe marketing
campaign: information concerning facilities for cdraring has been directed to the
Local Police and auxiliaries to avoid unfair fines.stricter control of complying with
no parking signs has been activated in order tcease people’s awareness to the
importance of making car sharing service accessible

Operation phase
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® Communication - Launching of the marketing campaign « L'autotudti ». The
campaign has been focused on all citizens, but avépecial consideration for young
people, through a shared approach with Councido¥duth Policies of the city of
Monza

® Positional — During Monza Consorttium Meeting a thematic vetidp has been held
about car sharing experience in other CIVITAS sitien order to share common
problems, to exchange experience and to move t@a@thmon strategies aimed at
better implementing this measure.

D3 Participation of stakeholders

D.3.1. Measure Partners

. Comune of Monza —Mobility and Transportation Department has coortida
activities for the implementation of the measure.

« Car Shairng Italia — As first car sharing provider in Monza, it ogexhas subcontractor
for designing the marketing campaing in the RTstaf the measure.

« Guidami — As Car Sharing society born from the merger betweanSbaring Italia and
ATM, it has been the manager of car sharing serdiging the implementation stage of the
measure

D.3.2 Stakeholders

- Citizens —The implementation of the measure has been piyreddressed to citizens in
order to encourage them to try out car sharingeerv

. Business activities — During the marketing campaign business actwitiave been
targeted, showing the opportunity of adopting ¢ermg both as a substitution of part of their
fleet or as a benefit for their employees or cusianTo this extent, a presentation was
showed at Monza Chamber of Commerce and it wast@tsen their newsletter and uploaded
on their website so that every firm enrolled to @eamber could have an idea of what car
sharing is, how it works, and how much does it cost

D4 Recommendations

Car sharing is by now a widely spread measuretiescwhich are strongly committed in developing
initiatives concerning sustainable mobility, soepttal for replication and take-up by other cities
very high .

As far as Monza experience is concerned, someriedsave been learned during the development of
the research stage of the measure which could Ipduhéor other cities willing to activate a car
sharing scheme.

D.4.1 Recommendations: measure replication

- Importance of RTD stage —A careful approach to the research stage of thesumeahas
allowed to better understand strenghts and weakeaadshe already existing service in Monza,
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so to identify the most suitable marketing campdige activated in order to implement car
sharing subscriptions in the city.

Raising awareness of car sharing The implementation of the measure in Monza sugdbats
awareness of car sharing is poor, even thoughrgkeam@areness is growing rapidly. The results
suggest that more needs to be done in terms ofetagkstrategy.

Evaluating the right location of cars —It is very important to define the right locatiohcars,
since some places are more visible than otherthesocan be more attractive for potential users
and managing societies could prefer them. Neversiselcar sharing service should be aimed at
covering the “last mile” and at giving people a geation from peripeheral areas to the city
centre or to interchange nodes. For this reasisrviry important to find an agreement about the
location of cars between the Municipality and thanaging company. In case a location
demonstrates to be scarcely attractive, it is lgefahange it in order to serve different areas of
the city.

Offering financial benefits to new car sharing subsribers — The idea of offering a one year
subscription to new subscribers has proved vergessful in Monza, since it has offered the
opportunity to test the service without having &y or annual subscriptions. Number of users
has grown up and also number of journeys has isetesignificantly.

D.4.2 Recommendations: process

Involvement of car sharing provider - Car sharing is a commercial activity, so managing
societies tend to implement the number of cars afign revenues are enough to guarantee the
backing of maintenance costs. On the other handy meailable cars are important to guarantee
good performances of the service. It is importantreate a good relationship with the company
which manages car sharing service in order to guaspolicy which on the one hand satisfies
the commerciale needs of the provider, but on theraneets the demands of the Municipality
(location of cars in peripheral areas, affordablesf financial benefits).

Communication -Communication strategy has to be the widest passi that people are
informed about benefits of car sharing, both asoaentonscious approach to mobility themes,
and as far as benefits are concerned in termsvofggresulting from the use of a shared vehicle
instead of a private owned one. For this reasonsnzZeél communication strategy has
concentrated not only on flyers and posters, st ah Municipality magazine (55.000 copies
handed out to resident families) and website, dsaseon SMS sent to all citizens who asked to
be informed of news from the Municipality.
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ANNEX 1 TO MERT NO. 61
Car Sharing Scheme Improvements

As explained in Section no. C.2.5 of the MERT toadlere no. 61, considering the limited number of
subscriptions to car sharing service, it has besmiddd to conduct three different qualitative sysve
instead of quantitative ones interviewing, duriogus groups, different groups of citizens in oner
assess indicators concerning transport and sodiety.groups were surveyed to collect before data:
the first group (which was interviewed on the télepe) was formed by 16 “historical“ users of car
sharing, whilst the second group was made up BId€r people (interviewed at the social centre they
attend) who could be an interesting target to ekigar sharing use in the city. Questions have been
asked concerning mobility habits and suggestiamfwove the service.

In the first two surveys questions about mobiliabhs were the same for both groups, but, as far as
social indicators are concerned, some questiong wiferent, since one group already knew the

service and all its aspects, whilst the other oms wade up by potential users which were not
completely informed about all aspects of the servic

The third qualitative survey was held in March 2@t#@ 26 new car sharing users (acquired after the
implementation of the marketing campaign) wererinigsved, in order to assess their use, knowledge
and evaluation of the service.

Results of the three surveys, in which findingsaswning transport and society are described, are
shown in the below graphs.

1. FIRST SURVEY: HISTORICAL USERS OF CAR SHARING

The sample size (16 people) was made up by 50%atdsvand 50% of females. All surveyed people
live in the city of Monza. Age and professional dition of surveyed people are shown in the below
graphs.

18-25yrs/old
6%

Over 60
19%

26-38 yrs/old
31%

39-50 yrs/old
44%

Graph 4 - Age of surveyed people
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Student
13% Civil servant

25%
Retired person
13%
Private
employee
6%

Workman
6%

Professional
37%

Graph 5 - Professional condition of surveyed people

61

Question asked

“Historical” car sharing users

1. Have you got at least
one car in your family?

Yes
62%

2. Have you got a Publi¢

Transport card?

Yes

75%
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3. Number of daily trips Daily trips
for job/study reasons
and means of transpoft More than 3 a N
used week o:le
19% 13%

SURVEYED PEOPLE GAVE
MORE THAN ONE
ANSWER AS FAR AS
MEANS OF TRANSPORT
ARE CONCERNED SINCE
THEY USE MORE THAN
ONE

Public Transport

2 a week
68%

Means of transport used

On foot
7%

0
I33% Bicycle

27%

Private car

139, Scooter
20%
4. Number of daily trips Daily trips
for leisure reasons and
means of transport usef Three
19% None

Two
31%

25%

Means of transport used
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Public Transport On foot
17% 17%
Bicycle
25%
Private car
33%
Car sharing
8%
5. Number of daily trips Daily trips
for shopping reasons
and means of transport Meore than 3
used 19%
One
43%
Two
38%
Means of transport used
i On foot
Public Transport 129,
20%
Bicycle
13%
Scooter
Private car 13%
34% .
Car sharing

7%
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6. How many times ddg Twice a month
you use your car? 20% Daily

27%

3-4 times a week

53%
7. How many kilometres More than 20.000 Less than 3.000
do you cover a year by km km
your car? 10% 10%

3.000/5.000 Km
20%

10.000/20.000 km
30%

5.000/10.000 km
30%

Social indicators

In the qualitative surveys also questions aboutatatdicators have been asked to the group of car
sharing historical users in order to evaluate amgse and acceptance of the service, on the one handj
and spatial and economic accessibility of it, andther.

It is very interesting to notice that, as far as #wareness of maintenance costs of private car is
concerned, “historical “ car sharing users havevensd that they do not know or they have never
calculated these costs.

Question asked “Historical” car sharing users

How much does your car Surveyed people have all answered they do not loraivey have never calculated
cost to you (taxes,
insurance, petrol
parkings, maintenance)?

Do you know there is & Obviously all surveyed people have answered y#sisajuestion
car sharing service in
Monza?

INDICATOR NO. 14
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(Awareness)

How did you know
about the car sharin
service in Monza?

INDICATOR NO. 14
(Awareness)

Legambiente

Dther

What reasons could yo|
subscribe car sharin
service for?

INDICATOR NO. 13
(Acceptance)

Environmental
consciousness

Free parking in areas
with a parking fee
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How could other peoplé

be attracted to subscrige 7

car sharing service?
INDICATOR NO. 13 6
(Acceptance)
5 il
4 -
3 il
2 -
1+ .
More parking Market!ng
0 opportunities| campalgn
1
Which are your|
expectations for the 14
improvement of ca
sharing service? 12
INDICATOR NO. 19
(Quiality of service) 10
More than one answer
was allowed 8
6
4
Dedicated Accessible
TR edicate booking
2 Attty | paking | sy,
N areas
0 of vehicles .

Which actions could be
activated to stimulate

people to subscribe tp

car sharing service?

INDICATOR NO. 19
(Quiality of service)

THESE
SUGGESTIONS
EMERGED DURING
THE DISCUSSION, SO
NO PERCENTAGE IS
INDICATED

Cheaper fares
More available cars

More parking places

Opportunity to leave the car in a different plawnf the one where it was taken

Improvement of booking systems

Creation of a car sharing network with nearby cities
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Are car sharing vehicles No
easily accessible?
21%

INDICATOR NO. 15
(Spatial accessibility)

Yes
79%

Interviewed people who answered no said thereawepfirking places in the city and would welco
both more cars in the city centre and more pergdHecations

me

Costs of car sharin
service

INDICATOR NO. 16
(Economic
accessibility)

y To “historical” car sharing users it was askedcifual costs of the service are considered econdigni
accessible

Don't know
Mo answer
6%

No
1%

La

Suggestions to improv
quality of service

1%

8
7
6
5
4
3
2
1 Increase nmprove Create an
Less expensive the .number of booking
service available cars systems
0
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2. SECOND SURVEY (MAY 2010) : ELDER PEOPLE

Elder people attending a social centre in Monzaewarrveyed because, before implementing the
marketing campaign, there was the opinion they c¢cdme a potential target for car sharing.

Unfortunately, since awareness of the service atiger low and surveyed people declared they were
all owners of a car (on the one hand) and wereamailable to spend much money for car sharing
service (on the other), it was quite evident thetse people were not particularly interested in car
sharing. For this reason the marketing campaigriemented was addressed to all citizens in Monza,

with a special attention to young people.

The sample size (19 people) was made up by 74%atésrand 26% of females. 89% of surveyed
people live in the city of Monza, whilst the remiaip 11% live in the area of Brianza. Surveyed

people are all retired.

Mobility habits

Question asked Answer

8. Have you got a
least one car in
your family?

Yes
100%
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9. Have you got 4
Public
Transport card?

YES
5%

95%

10. Number of
daily trips for
leisure reason;
and means o
transport used

SURVEYED
PEOPLE GAVE
MORE THAN ONE
ANSWER AS FAR
AS MEANS OF
TRANSPORT ARE
CONCERNED
SINCE THEY USE
MORE THAN ONE

Daily trips

No answer
16%

more than 3 times
5%

3 times
11%

Twice
11%

Means of transport used

Private car

Bicycle

Once
57%

On foot

11. Number of
daily trips for
shopping
reasons ang

Daily trips
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means of
transport used
No answer Once

42% 43%

More than 3 times Twice
3times 5oy 5%
5%

Means of transport used

t— — — — — — — — — —— —— ——

Private car Bicycle On foot

12. Number of
daily trips for
errands and
means of]
transport used

Daily trips

No answer
16%

More than
3 times
11%

Once
46%

3 times
11%

Twice
16%
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Means of transport used

Private car Bicycle On foot

13. How many
times do you
use your car?

Twice a month
8%

Daily
47,4%
3-4 times
a week
36,8%
14. How many
kilometres do N
you cover a More than *oa
5,3% Less than 3.000
year by your 20.000 km k .
) 9 p
car” 5,3% 21,1%
10.000/20.000
km
15,8%
.. 3.000/5.000 km

15,8%

5.000/10.000
km
36,8%
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Social indicators

In the survey also questions about social indisatave been asked to the group of elder peoplehwhic
have been surveyed in order to evaluate awarenesacgeptance of the service, on the one hand, and
spatial and economic accessibility of it, on tHeeot

It is very interesting to notice that, as far as Hwareness of maintenance costs of private car is
concerned, “historical “ car sharing users havenvansd that they do not know or they have never
calculated these costs, whilst 63,2 of the eldempjeesample appear more careful to maintenance
costs, even though 36,8% do not answer or have gal@ilated these costs.

Question asked Elder people

15. How much
does your calf
cost to you No answer
(taxes, 10,5%
insurance,
petrol,
parkings,
maintenance)?

Less than
2.000 €
15,8%

Never calculated/
Do not know
5%

2.000/4.000 €

More than 42,1%

4.000 €
5,3%

16. Do you know
there is a caf
sharing serviceg
in Monza?

INDICATOR NO. 14
(Awareness)

Yes
47% No

53%
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How did you know

about the car sharing 451
service in Monza? 2l 4
INDICATOR NO. 14
(Awareness) 3g— — — — — — — — —— _—
2
Municipality Local press Television Word of mouth - Other
magazine Friends
17. Are you
informed
about the
opportunity of
having an

annual  free|
subscription to
car sharing
through  the
Municipality?

INDICATOR NO. 14
(Awareness)

18. What reasons
could you
subscribe cal
sharing service
for?

INDICATOR NO. 13
(Acceptance)

Save money spent for car Free parking Use car only when needed Other
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19. Which
your
expectations
for the
improvement
of car sharing
service?

INDICATOR NO. 19
(Quality of service)

are

No answer
5%

Economicity
16%

24 hours'
availability of cars

Easy booking

More than one answer 5% system
was allowed 52,6%
Accessible parking . .
places Dedlcateq parking
5% places in town
16%
20. Are car| YES —50%
sharing
. . - 0,
vehicles easily NO - 50%
accessible? Interviewed people who answered no said cars dselocated in central areas of the town, so therthe

INDICATOR NO. 15
(Spatial accessibility)

need to reach the city centre in order to use them.

Location in each District of the town would be waired

21. How much do
you think you
would pay for
car sharing
service?

INDICATOR NO. 16
(Economic
accessibility)

Don't know
18%

Less than 100 €
35%

More than 200 €
12%

100/200 €
35%

3. THIRD SURVEY (MARCH 2012) : NEW CAR SHARING SUBSCRIBERS
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A survey aimed at collecting after data has beahzed in March 2012 on 26 people living in Monza
who subscribed the car sharing service after thacka of the marketing campaign. The opinions of
the respondents were acquired through telephoeevietvs based on a questionnaire designed ad hoc.

Questions were mostly directed at assessing tha@ompof car sharing users about the service, its

economic and spatial accessibility and their anessrand acceptance of the service, as implementedy
thanks to the marketing campaign

Results are shown in the graphs below.

o 18-25
W 26-38
O 39-50
0 51-60
W over 60

Graph 6 - Age of surveyed people

Did you use car
sharing in the last
12 months?

If you used it, how
many times did you
use it?

2--3 times
30%

More than 6 times
50%

46 times
20%
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3. What reasons d(
you use car sharin
for?

T
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Job

Study

Hobhies & sports

Shopping Errands

4. Did you already
know car sharing
before subscribing?

INDICATOR NO. 14
(Awareness)

Mo answer
35%

5. How did you get
informed?

INDICATOR NO. 14
(Awareness)

Through GUIDAMI

Through Municipality Municipality magazine
webhsite

Local press Word of mouth/Friends Other
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6. Which facilities for
car sharing users d
you know?

INDICATOR NO. 14
(Awareness)

Opportunity of parking freely in
areas with a parking fee

Opportunity of using car even
during traffic stops

Opportunity of using bus lanes

7. Why do you use caf

sharing?

Opportunity to use a car only when
necessary

Opportunity of parking freely in
areas with a parking fee

Money savings

Other (no car owned)

8. Are these reason
still valid?

no

AT%
vyes

{ 53%
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9. What do you think 11
about car sharing o]
service? g 4 .. =&, _
INDICATOR NO. 19 il B B B - D - -
(Quiality of service) 7 N B N - D - -
[ — — — — - = [ —
5 4 JR— —_ —_ —— —_ —_ _— —_
4 4 — — — — — — - —
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24 — — — — — — - —
1 4 JR— —_ —_ —— —_ —_ —_ —_
] . ‘ .
& S = =3 2 N @ '
@ \f’e < Bab & & s 0&\% y O"\Bb o é(‘\ab Dap(\ \)Q‘é\ \e@ {@\\QJ r QBQ %\,@9 Ga(@\ . éab
a o & IS ) i o a & o N
F 'z?‘“\ @Q,\) y «8\\ e«a cf & \Q\& A\%Q’ \\é}m \}b %&Q @)@ E \eﬁ' \Qé\ \\00
R N N N
& 2 L=
g\\ 3® & @ 3 @ 3 - 4 & G & & > 0@6\
& 5 = ¥ B & & & & & & o G
S 3 \?Pp \‘-‘e «ef\ag o \’Q\& é\\\e @6\ o & Q\‘i\\ '\‘.}Qb
& © @0\} < $u° \\Qﬁa a@(\ DBQ" \r}qﬁ.\ \@9‘ {\e‘\ & %\\:5\
¥} & & @@- Q{‘\ & 3 o T o
¥ & e AP .
W & R A o
G (54 & Q,&‘" £
6}?: \i@ \\\)
o e\;® __|\0Q
10. How much would
you consider
economically
accessible for ca No answ.

sharing service?

35%

7 Less than 100 €
61%

between 100 e 200 €

4%
11. Do you know you
can subscribe in
Municipality
offices? No answer
38%

no
2%
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12. Do you know that

car sharing card can

be used also in
Milan for car/bike
sharing and to buy
PT tickets?

yes
8%

No answer
38%

13. Would you sugges

car sharing to other

people?

No answer
42%
yes
1 60%

8%
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