Summary

As of 2005 OV-fiets can be rented from 81 locations in the Netherlands. This flexible type of bike rental was introduced several years ago by ProRail and has expanded enormously. Fietsersbond was in at the start of this initiative and would like to know the experiences of regular customers of the OV-fiets system. In co-operation with ProRail OV-fiets customers were approached in 2003 and again in 2004. In October 2004 4277 customers have filled in a digital questionnaire on the website of OV-fiets. This report states the responses. The questionnaire was mainly filled in by private customers (96 %). The following conclusions therefore refer to this group only.

Usage OV-fiets

The total number of customers had grown to approximately 10.000 by the time of this study, the number of rental locations to 63.

OV-fiets is used most often for business purposes. 49% of customers uses OV-fiets for business trips and 14 % for commuting. 60 % of customers uses the bicycle for a visit to friends or relatives. The percentage of customers using the bicycle to reach a recreational destination or for a recreational trip is 20 %. Many respondents rent at the locations in Amsterdam Centraal, Den Haag Centraal, Leiden Centraal and Utrecht Centraal. Hilversum has most rentals due to a high amount of company subscriptions.
The percentage of frequent customers has fallen somewhat compared to 2003: 11 % uses OV-fiets once or several times a week.

Satisfied customers

Ease of use, freedom and speed are the motives most often quoted for using OV-fiets. Low costs, however, are important as well. In general many customers are satisfied: new customers are well-informed, the bicycles are acceptable to many people, and service at the rental locations is in many respects good. Satisfaction with contacts with the OV-fiets organisation 

is 85 %. This is a high percentage, but it fell by 10% compared to 2003. This is probably mainly due to the disappearance of availability by telephone. The quality of the bicycles may in some respects be improved, particularly the saddle and brakes. The percentage of customers ever faced with unavailability of bicycles, was 16 %. This is cause for discontent among customers. As a result of the planned paid subscription to OV-fiets a small percentage of customers will discontinue their membership. Customers would prefer additional rental locations. By now (2005) most common wishes have been realised. At a number of locations times of availability are insufficient: at several locations no bicycles may be rented in weekends and some locations close early.

Effects on travel behaviour

Thanks to OV-fiets use of the train has increased: 36 % of 10.000 customers states travelling more often by train thanks to OV-fiets. Car use has fallen: 12,1 % of customers preferred train over car sometimes or regularly. Therefore the competitiveness of the train has increased in comparison to the car. According to Fietsersbond calculations OV-fiets generates among

10.000 subscribers over 16.000 extra train trips. In cases where OV-fiets has replaced other means of transport from the train station, this was mainly at the expense of bus, tram or underground (72 % of respondents) and walking (46 % of respondents).

Recommendations

• Continued expansion of the number of rental locations or expansion of opening hours of the locations, for instance by means of automatic lockers or the possibility of returning a bicycle after closing of the location. This improves possibilities for use of the public transport system.

• The number of bicycles should be increased at some much-used locations. Perhaps the desire for reservations by customers may be realised.

• Improving brakes and saddles of OV-fiets.

• OV-fiets is known by word of mouth only. The number of subscriptions may be quickly increased by a specific marketing strategy to make OV-fiets more widely known.

• Realise improvement at no added charge; customers do not want to pay for more

service.

