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1. Key findings 
 

The overall take-out from this research is that business people in Bristol are proud that their City has been awarded the title of European 

Green Capital and are extremely interested in the concept of the Bristol and Bath Freight Consolidation Centre (BBFCC). However, they 

need more information before they can engage with it and adopt it as their in-bound courier service. They are less concerned with 

homing in on specific benefits and more attracted by the big idea behind it. Namely the BBFCC is a scheme which makes Bristol a better, 

more pleasant, more attractive place to live and work. 

 

It is important to understand that, while the underlying principles of the service have green policies and environmental considerations at 

heart, companies and individuals who would be interested in taking part in the scheme may be motivated by more pragmatic and 

personal reasons. Namely, that such a scheme would improve the quality of their life and that of the people around them. Furthermore, 

successfully operating such a scheme into Bristol would be something to be proud of and generate a sense of civic pride.  

 

Before this can happen however, there is an obvious need to provide potential customers with specific details about how the scheme 

would work on a day-to-day level with all of the individual businesses it must serve. Potential customers need to understand how the 

service works in practice and feel comfortable that it will be reliable and efficient and that any increases in distribution costs would be 

minimal or off-set by a reduction in time or staffing costs or more profitable business-customer relations. 

 

Amongst the qualitative focus group participants, it was felt that social media was the best way to reach the target audience and begin a 

dialogue with them (this was rejected by only one respondent in the quantitative interviews). Because of the complexity of the freight 

proposition however and the need for a thorough examination of how it works in practice and how it can work for a specific business, it is 

likely that one-to-one consultations would be necessary to allay fears and further explain the benefits. 

 

1.1 Service attributes that businesses seek from delivery providers 
The research identified the following attributes as being the main criteria that companies look for in modern delivery services; any (new) 

provider entering the market must be able to compete on the majority of these dimensions 

  

• Reliability. This was considered to be the most important factor. Without a sense that the delivery company is reliable, it would be 

difficult for a business to operate effectively. Most businesses need to have confidence that deliveries will be made on time and to 

the right address. If this isn’t provided, then all other factors in choosing a supplier become irrelevant 

• Quality. This refers to the sensitive handling of important, delicate or fragile packages 

• Personnel. The delivery staff can make the difference between good and poor service. Too often, the quality of personnel is 

variable, and this, in turn means that the overall service cannot be relied upon 

• Price. The cost of a delivery service was identified as being critical in the decision to use one delivery provider over another, 

however, companies who rely on timely deliveries will pay extra for better service. It was also highlighted that an increase in cost 

may be offset by a reduction in other costs (such as staff) or time savings. 

• Promptness & Flexibility. These two factors are greatly valued, but can be business specific and tend to be more important for some 

companies than for other. Some companies need a delivery service which operates an out-of-hours service, or is able to handle 

unusual items. Other companies have far more standard requirements that place less emphasis on promptness and flexibility. 

• Good Customer Service. This relates to the ethos and attitude of a company overall. Some delivery firms cannot do enough to help, 

will anticipate your needs and be happy to go the extra mile in order to provide service. Others are more prosaic, doing just enough 

to fulfil their contract with you. 

• Communication. This is a vital component of any delivery service. Many providers these days place great emphasis on ensuring their 

clients remain informed as the whereabouts of their deliveries. The introduction of account managers and new technologies such as 

satellite navigation systems, interactive maps and SMS text messaging means that communication from your delivery service 

provider has never been better. 

• Security. This was a vital aspect of some business requirements. Law firms, for example, need to know that legal documents are 

secure at all times. Businesses needing to transport high value items need to be confident their packages will not be stolen. 

 

1.2 Response to the BBFCC proposition 
Overall, most businesses could see the benefit of the BBFCC services and the over-riding description of the scheme was that it ‘made 

good common sense’. However, the offer of green, sustainable or environmentally-friendly technologies in the delivery service industry 

are seen as an enhancement rather than a necessity when compared to reliability, good service and pricing. First and foremost, a 

company’s priority must be towards providing their customers with excellent products and services. If they can do this in a more 

sustainable way, then that is a bonus but is usually not central to their business proposition. When introduced to the concept of the 

BBFCC delivery service many respondents were interested in learning more to determine whether this was something they could use for 

their business. In order be considered however, the BBFCC must first be able to satisfy all of the other criteria expected of a modern 

delivery service.  
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The respondents participating to this research study (both qualitative and quantitative) included a range of individuals who covered the 

spectrum of ‘green’ awareness. Some were very involved in environmental initiatives either through their work or in the their personal 

lives, while others saw environmental issue to be more about, for example, reducing traffic so they can walk safely to work without fear 

of being run over. In general, the BBFCC service was considered to be an equally interesting and attractive proposition irrespective of 

which end of the ‘green’ spectrum the respondent came from. 

 

For the more environmentally aware, the scheme offered lower emissions and the burning of less fossil fuels. For those more concerned 

with being able to drive across town more quickly or having somewhere pleasant to eat their sandwiches at lunchtime, this was a way of 

easing the chronic congestion problems within Bristol City Centre. 

 

1.3 Specifics of the BBFCC offer 
Exploration of the various benefits offered by the BBFCC revealed that some issues were of more value than others. For example, 

retailers could see real benefit in receiving their deliveries from multiple suppliers, bundled together into one main drop, especially at the 

start of the day before the store opened. This meant that all the deliveries could be taken in one go, which would, in theory, be far less 

disruptive than having lots of smaller in-bound deliveries coming into the shop throughout the day. Other benefits received positive 

comments but which were not felt to be vital, included the taking away of excess packaging once the delivery was made, and the ability 

for the courier to store products until the business can take delivery.  

 

What captured the imagination most amongst all of the benefits however was the idea of a service which used distinctive electric 

vehicles to deliver the packages. The sight of electric (or man-powered) vehicles servicing the city, taking away the need for the large 

numbers of diesel powered truck and lorries really appealed.  

 

Taking all of these benefits into account, it should be emphasised that no one benefit made the scheme especially attractive, but rather it 

was the sum of its parts which created interest and caused the people we spoke to wish to see it come to fruition on a wider scale. 

 

1.4 Barriers to Uptake 
While exploration of the concept of the BBFCC was extremely positive, on reflection, it was noticeable that interest in the service was 

challenged once respondents began to grapple with how the service might actually work in practice. The individuals participating in the 

qualitative focus groups asked a series of questions, such as how were parcels directed to specific addresses and were they required to 

change their address in order for the system to work? They were puzzled about how the parcels were organised and whether the system 

would actually delay deliveries until large enough numbers of packages could be bundled together and sent out to a particular part of the 

city. They also questioned whether the service would be reliable and who was behind the scheme and did the sponsor have expertise 

operating a delivery service.   

 

Ultimately, the research illustrated that whilst businesses would be interested in learning more about the service, they would be unable 

to make any sort of commitment without meeting a representative of the organisation first in order to answer each of these questions 

one at a time. 

 

1.5 Creating Awareness 
The majority of respondents knew nothing about BBFCC services prior to being contacted for this research. Several expressed surprise 

that a city which is currently the Green Capital of Europe has run such a service since 2004, but that so few people knew about it. What 

was especially surprising was that this was a strong and imaginative idea which many people would naturally want to know more about, 

and yet so few people seem to have been made aware of it. 

 

To rectify this situation, respondents to the qualitative focus groups were very clear that social media would be an ideal medium for 

creating awareness and beginning a dialogue with potential customers. Alongside a social media campaign it was strongly felt that BBFCC 

representatives should work far more closely with trade associations and business networking groups in order to develop the 

conversation further. These would also be ideal forums in which to provide the much needed opportunity to ask more detailed questions 

about particular concerns and business needs. 

 

1.6 Developing the Service 
Although it was felt that deliveries outside of regular office hours could be of benefit to businesses that were open at night or over the 

weekend, most respondents indicated that such an enhancement was not applicable to their business. The most support came for early 

morning deliveries, however, it was noted that traders in St Nicholas’ market have limited access to their stalls as the building is closed in 

the early morning and late evenings/nights. 

 

Many businesses agreed that additional incentives signing up to the BBFCC service would be welcomed – even if they felt the service was 

not something that would be relevant to them (although it was noted by some that this would be unfair). Although businesses generally 

don’t want to pay additionally for the service (unless there is demonstrable alternative savings or benefits), the idea of being able to 

show customers their green credentials is attractive. Businesses envisaged such incentives might take the form of some sort of 

recognition for being involved in this great green Bristol initiative. Most respondents supported the idea of branding or a logo that could 
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be used on the business’ promotional materials and letterheads, but even something as seemingly trivial as a sticker to put in the store 

window or on the company vehicles would be of real value. Other incentives might include a reduction in business rates, perhaps some 

type of concession for parking or, if it is ever developed, an exemption from a Bristol congestion charge. 

 

Ideas such as the potential development of the railways or waterways for delivering packages to a centralized hub were supported by 

47% of all businesses, particularly those within the Old City area. However, during the group discussions, respondents expressed a 

greater  lack of interest. Some felt that it had been tried in the past and resulted in slower deliveries – or that the infrastructure was not 

set up to facilitate this. It was also mentioned that it would be a matter for the supplier or manufacturer to be in a position to make use 

of such methods. 

 

Although not discussed during the quantitative interviews (due to time pressures), amongst the qualitative focus group respondents, a 

named account manager with whom the business could form a strong working relationship was a reassuring feature. Having an allocated 

person within the delivery admin department as it meant that good communications could be established and maintained. Similarly, 

agreed time slots were also a necessity, without which the service might not be practical for some customers. The same was true for 

guaranteed next day deliveries, which is a benefit offered by most existing services and was considered very important for all of our 

sample. 

 

Overall, this programme of research has shown that businesses are supportive of the BBFCC concept, even if they would not be in a 

position to consider using it themselves without evidence that it would be cost effective and/or able to provide specialist handling. 

However, it is also clear that many businesses felt that the delivery mechanism was of no real consequence to them so long as they 

received their items in good condition and in a timely manner. Furthermore, many businesses are not in a position to dictate the method 

used and it is down to the company from which they order their goods. To address this, and to maximize the potential take-up of the 

BBFCC service, BCC should [also] consider targeting manufacturers and suppliers to promote the BBFCC services and benefits. 

 

2. Introduction, objectives and methodology 
 

2.1 Introduction to the research 
 

  In 2015 Bristol became the UK’s first ever European Green Capital. Bristol City Council (BCC) is committed to maintaining 

this important status, by helping householders and businesses to continue making the city a healthier, cleaner and happier 

place to live in. The Old City area of Bristol has been identified as an area that could be designated as a pilot Low Emission 

Zone (LEZ) as freight movements are a large contributing factor towards poor air quality; any future low emission zone will 

seek to limit these movements. 

 

 BCC wished to undertake a programme of research to inform activities that will optimise the success of the Bristol and Bath 

Freight Consolidation Centre (BBFCC) service operated by DHL. The Consolidation Centre service provides ‘last mile’ 

solution by delivering goods to business from a central ‘hub’ outside Bristol and Bath, using electric vehicles and is designed 

to minimise the environmental issues and social & economic impacts arising from freight deliveries within two local 

authority areas.  

 

 The research will work with existing traders and organisations, particularly within the Old City area, to find out more about 

the frequency of deliveries and the current methods used to establish the requirements for freight movement. This project 

will provide an evidence base for future projects to deliver methods to improve efficiency of freight movement in this part 

of the city centre, which has been identified as a hotspot for poor air quality and therefore a prime location for a pilot LEZ. 

None of the businesses within the Bristol Old City boundaries currently subscribe to the service. 

 

 To encourage greater use of the BBFCC services and to raise its profile amongst businesses within Central Bristol as a whole, 

information was also gathered from businesses outside of the Old City but within the wider Central area. The information 

from the programme of research will therefore help inform decisions regarding BBFCC service developments and to ensure 

take up is maximised in future. 

 

2.2 Research objectives and approach 
 

 A questionnaire was designed to better understand businesses’ current delivery patterns, levels of awareness of the BBFCC 

services and the extent to which there is an appetite for current and potential freight service provisions. Businesses within 

the Old City and wider Central areas were asked the same questions; and the issues were further explored in two focus 

groups comprising Old City business respondents. A copy of the questionnaire can be found in Appendix A, which also 

includes a copy of the introductory letter for Old City businesses (which was also adapted for and emailed to Central 

businesses where requested).  
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 To source suitable respondents, the research team visited all businesses within the Old City area, whilst a telephone list was 

sourced for businesses in the wider Central area. Interviews were completed on a face-to-face basis with Old City 

businesses, however, this became an issue in some cases where the respondent had to deal with customers throughout the 

interview; some of these businesses therefore chose to participate via a telephone interview. All Central businesses were 

interviewed by telephone.  

 

 The survey was implemented via CAPI and CATI technology with individuals who had responsibility for the businesses’ 

deliveries; where appropriate, these interviews were completed with personnel based outside of Bristol (e.g. within a head 

office. Interviews were conducted between 20 August to 24 September 2015 and on average, were of around 20 minutes’ 

duration.  

 

 The two group discussions took place at the end of August in a central location and were of 90 minutes’ duration and 

respondents were paid a ‘thank you’ of £25 for attending. These group discussions were designed to further explore the 

perceptions of businesses located within the Old City area. However, one of the sessions included a respondent from a 

business located outside of the Old City area but also an existing BBFCC user, so that their experiences of the existing 

service could be further explored. 

 

2.3 Businesses researched 
 

2.3.1 Number of businesses interviewed 
All businesses within the Old City were approached on a face-to-face basis and invited to participate in the research and a total of 78 

businesses were interviewed. Within the subsequent exploratory focus groups, a total of 13 businesses participated. 

 

One of the research objectives was to understand the views of businesses within the Central area as a whole, and therefore the Central 

businesses were selected to ensure that the sample would be representative of all businesses in terms of businesses activity (Standard 

Industry Classification, SIC 2007) and size (number of employees). To ensure that the results would be statistically meaningful
1
, a 

minimum of 376 businesses would have to be interviewed; a total of 394 businesses in the wider central area of Bristol were interviewed, 

giving a total sample of 472 businesses. Appendix B provides further information on the selection of the research samples. 

 

2.3.2 Analysis and reporting 
The data within this report was analysed for the two audiences;  

 Data from the interviews and focus groups relating to the Old City businesses. This analysis is to better understand the 

requirements of the businesses and traders operating within the Old City area, which are likely to have specific local issues due 

to the current infrastructure (road systems) and traffic (both vehicles and people). 

 Data from interviews conducted with all businesses (Old City and wider Central area combined) was analysed to understand 

issues faced by businesses as a whole and how the BBFCC services might be better developed and promoted to address these.  

 

This report presents the results of the research fieldwork; the qualitative (interview) data appertaining to all businesses has been 

weighted so that it is representative of all businesses (by activity and size) within the entire central Bristol area. Information on the 

weighting factors used can be found in Appendix B. The qualitative data relating to the Old City businesses has not been weighted as the 

group sessions were designed to further explore the various options and not to measure potential appetite amongst all Bristol 

businesses.  

 

The report compares the results of the interviews for all businesses and those in the Old City area; verbal comments included within 

these analyses are attributed to the type of business (Old City or Central). The findings and supporting quotations from the focus groups 

are presented within the relevant sections of the report. 

 
3. Current delivery patterns 
 

3.1 Factors affecting deliveries 
Nearly four in ten (37%) businesses in Bristol have on-site facilities such as a car park or yard that delivery vehicles can use, however this 

reduces to fewer than three in ten (28%) of businesses within the Old City. Regardless of their location, around a third of businesses 

make use of on-street parking outside their premises, whilst a fifth has limited access to their premises, such as double yellow lines or 

meters. Businesses within the Old City are more likely (15%) to have no facilities at all compared to businesses in general (9%), and this 

was particularly the case for traders within the St Nicholas’ market. 

                                                      
1 The sample of size of 376 gives a Confidence Interval (CI) of 5%. This mean that we can be sure the research results are within ±5% of the 
results that would be achieved if all businesses in the population had been surveyed. 
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“We are located in the middle of the market area so there is no parking; only limited parking outside the market 

building.” [Old City] 

  

Figure 1: Loading facilities for deliveries to the businesses 

 

 
 

3.2 Frequency and size of deliveries received 
The types of products ordered in for delivery very much depended on the business activities and covered all manner of goods. Businesses 

within the Old City had an average of nine deliveries per week, whilst all businesses received an average of 12 deliveries per week. As 

expected, the number of deliveries increases in relation to the number of employees with owner-run businesses receiving six deliveries 

and those with 250 or more employees receiving 45 per week. The activities of the business also affected the number of deliveries, with 

service & administrative providers receiving up to two deliveries per week, compared to those within the information and 

communications sector (29 deliveries per week). 

 

The average number of parcels received each week by all businesses ranged greatly, with one business outside of the Old City area 

receiving up to 30,000 individual packages per week; Overall, with the average number of individual parcels is 187 per week. However, 

excluding this response, the average number of individual parcels is 36 per week. Amongst businesses within the Old City, the average 

number of individual parcels is 58. Therefore, the average business in Bristol receives 12 deliveries per week, each comprising of three 

individual packages. Within the Old City area, the average business receives nine deliveries per week, each comprising of six individual 

parcels .    

 

When asked for detail regarding the days and times for deliveries, most respondents indicated that there this varied according to the 

order and/or supplier or that there was no set schedule as items were ordered in on an as-needs basis. Where businesses had a routine 

schedule for deliveries it was found that deliveries occurred every day of the working week, whilst Saturday and Sunday deliveries were 

less likely. Deliveries were most likely to take place before noon, with around a third stating that they received deliveries before 8am and 

a similar number between 8am and noon. With respect to businesses and traders within the Old City, again, deliveries occurred during 

working weekdays; with most occurring between 8am and noon. Very few Old City respondents (around five in number) stated that they 

received deliveries over the weekend.   

 

3.3 Handling of goods delivered 
More than half (54%) of all businesses indicated that they do not require any specialist handling of the items delivered, falling slightly to 

half (49%) of businesses and traders within the Old City area. Where specialist handling is required, this is most likely to relate to only 

some of the deliveries (around a fifth of respondents regardless of location), although a fifth (19%) of Old City businesses said that all of 

their deliveries require specialist handling; twice as many when compared to all businesses (11%).    

  

Figure 2: Proportion of deliveries requiring specialist handling 
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Respondents requiring specialist handling for items delivered were asked what this involved and the results are illustrated in the chart 

below. Delivery of bulky or heavy items was most commonly quoted (62% all respondents, 55% Old City), closely followed by fragile items 

requiring careful handling (50% all respondents, 38% Old City). Temperature control was also particularly of importance to Old City 

businesses (48%).  

 

Figure 3: Type of specialist handling required 

 

 
 

3.4 Couriers used 
Respondents were most likely (32%) to state that orders are delivered by the supplier’s own delivery service, and this is particularly true 

of those within the Old City area where four in ten (41%) indicated this to be the case. Regardless of location, around three in ten 

respondents indicated that the company used to deliver their orders varied according to the individual suppliers with which the order is 

placed. Other couriers mentioned included DPD, Fedex and Royal Mail.    

  

Figure 4: Courier companies that make the deliveries 

 

 
 

Overall, around a quarter of businesses (26% all respondents, 23% Old City) stated that they had experienced problems with their 

deliveries within the last year. Although parking was a problem for a third of businesses regardless of location, access issues was sited as 

a particular problem for respondents in the Old City area (30% all respondents, 39% Old City). Access issues covered a range of factors, 

including the delivery vehicle being too wide or tall to park close by to the business premise, unauthorised vehicles parking in or across 

the entrance of the business car park/yard, the premise being located by a bus stop/taxi rank or major events causing roads to be closed 

off or restricted. 

 

“When there is an event in Queen’s Square, there are road closures, etc.; so it can prove difficult and deliveries are 

sometimes denied access so we have to manually carry heavy items from a while away.” [Old City] 

 

“We mostly have paletted deliveries. There is the ongoing issue of the cobbled street with double yellow lines, but we 

do have a parking bay and it’s a problem if other people are parked there.” [Old City] 

 

Several respondents mentioned problems with the couriers themselves – either getting lost or there being a lack of suitable equipment 

or attention to detail by the staff delivering their items;  

 

“Couriers have had problems locating the correct store within the market. Also - if they use SatNav systems they are 

taken to the wrong building, it sends them to the City Council building.” 
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“We have had deliveries not being made due to there being no loading bay area outside. Problems with the heavy-

duty safes not being secured in the van and falling over in-transit and getting damaged. No (working) tail lifts on the 

delivery truck, so the safe can't be taken off.” [Old City] 

  
 

Figure 5: Delivery problems experienced in the last 12 months 
 

 
 

3.5 Factors important to delivery activities 
Respondents were asked to consider a variety of factors that may be important when considering deliveries to their business, and to 

state the extent to which each is of importance. The result of each of the four factors from the quantitative interviews is explored in-turn 

below, in order of priority, based on the proportion of respondents describing the factor as being of some importance. 

 

 Guaranteed next-day deliveries  

 Agreed time slots for deliveries 

 Collection and delivery of outbound goods to the business’s clients or customers 

 Courier takes stock items directly to the business’s store room  

 

A few businesses mentioned other factors that were of importance, with the most commonly mentioned being careful handling of the 

items and the availability of appropriate equipment (such as a truck fitted with a tower lift or use of a pallet truck) to ensure a safe and 

effective delivery (3 mentions each). None of the respondents suggested that their purchasing decisions are based on consideration of 

the delivery service offered by suppliers – therefore BCC, in addition to encouraging businesses receiving items, should also consider 

what it can do to help suppliers and courier firms to offer freight services that will better comply with the Council’s green Agenda. 

 

3.5.1 Guaranteed next-day deliveries 

Overall, 62% of all respondents and 69% of those within the Old City area described having guaranteed next day deliveries as ‘very 

important’ or ‘important’. Of the four factors put to the participants this was the one that received the greatest support.    

  

Figure 6: Importance of having guaranteed next-day deliveries 

 

 
 

3.5.2 Agreed time slots for deliveries 

Overall, 52% of all respondents and 55% of those within the Old City area described having agreed time slots for their deliveries as ‘very 

important’ or ‘important’.       
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Figure 7: Importance of having agreed time slots for deliveries 

 

 
 

3.5.3 Collection and delivery of outbound goods to clients or customers 

Overall, 45% of all respondents and 48% of those within the Old City area described having an outbound service for the collection and 

delivery of goods to their customers as ‘very important’ or ‘important’. The chart below illustrates that the majority of respondents were 

unable to give an exact response to this concept or indicated that it did not apply to their business because they do not have (much) 

outgoing post.   

  

Figure 8: Importance of having collection and delivery of outbound goods 

 

 
 

3.5.4 Courier taking stock items directly to the business’s store room 

Overall, 29% of all respondents and 28% of those within the Old City area described having the courier taking the delivered items direct 

to the store room as ‘very important’ or ‘important’. Of the four factors put to the participants this was the one that received the least 

support.    

  

Figure 9: Importance of the courier taking items directly to the store room 
 

 
 

3.6 An exploration into the key attributes of a quality delivery service 
This section gives the results from the qualitative focus group discussions where respondents discussed the qualities they looked for in a 
delivery / freight service. Key criteria were noted on sort cards, and respondents where then invited to sort the cards in order of 
importance. Whilst most of these criteria could be bundled together under the catch-all term of ‘Good Service’ it is important to look at 
specific elements of a delivery service in isolation.  In the discussions that took place in these two focus groups, these key elements were: 
• Reliability 
• Quality 
• Personnel 
• Price 
• Promptness & Flexibility 
• Good Customer Service 
• Communication 
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• Security 
 
What follows is a discussion of the main criteria sought, in approximate order of importance. 
 

3.6.1 Reliability 
For almost all businesses, Reliability is the number one requirement sought in a delivery service.  
A freight handling service which cannot be trusted to pick up and deliver parcels and packages on time and to the right address has very 
little value. Modern customers, be they high street shoppers or buyers of manufacturing components, demand great service, which 
includes prompt delivery. A successful business must therefore use a supplier they can trust to deliver packages accurately and efficiently 
with the minimum of fuss. 
 
It is worth emphasising here that, for most businesses, reliability is even more important than price and most of our respondents would 
not choose a delivery service merely because it was the cheapest. Most professional organisations will not use a cheap but 
unprofessional delivery service and run the risk of losing customers. 
It is important to note that this is just as important to services providing in-bound only services as it does to those providing both in -
bound and out-bound deliveries. 
 
Another respondent made the following comment, which highlights how an unreliable delivery service can incur costs beyond the simple 
price you pay for it. In this case, it is the need to pay staff to wait around for late deliveries. 
 

“I pay an extra 4 staff /to get there on time and there’s nothing to do for that hour and a half for 4 people before we 
open. So it impacts my business that I’m paying people to do things I don’t want them to do while we are waiting for a 
delivery to arrive.” 
 
“If a delivery came at half past two in the afternoon when the shop was open, we’d have health & safety problems. 
The business impact would be too great.” 

 

3.6.2 Quality 
'Quality' is a criterion similar to reliability, but it places particular importance on the handling of expensive or fragile goods. This reflects 
the courier’s attention to detail to ensure that items are handled in a proper and suitable manner. 
 

“It’s so important for us to have a quality delivery service because we have quite expensive clothes. I’ll have a box, for 
example, that is 5 foot off the ground with an actual rail inside with clothes on it because they can’t be folded. And 
countless times you get things delivered with the arrow pointing down…” 

 

3.6.3 Personnel 
A number of respondents pointed out that the key to a reliable service was the attitude and professionalism of the individuals employed 
by the delivery company.  For an organisation to deliver a package in perfect condition to the right address at the right time requires that 
each employee does their job properly. While this may seem common sense, many delivery companies employ a varied workforce which 
results in an inconsistent service dependent on who was doing the delivery that day.  
 

“I find that it often depends on which individual you have delivering to you from that company, We’ve used the same 
beverage supplier for 15 years but we know that the driver who comes on a Friday is much more helpful than the 
person that comes on a Monday. So sometimes my rota is based on who I know I’m going to get on a certain day.” 

 

3.6.4 Price 
The companies we spoke to were not as price insensitive as we may have expected. While it was true that our respondents may shop 
around for less expensive alternatives, on the whole, price was generally not the primary trigger for wanting to find a new supplier. As 
mentioned earlier, few companies would choose a delivery service because it was the cheapest. In fact, the general consensus was that 
most reputable, high quality delivery services charge similar rates for their services. In some circumstances, however, it paid to shop 
around. 
 
For example, a law firm in our sample used Priority Express (http://priorityexpress.co.uk) for domestic items despite knowing it was not 
the cheapest. They continued to use Priority Express because it was reliable and suited their need for security and flexibility. However, 
when it came to overseas shipments the law firm used Royal Mail because it was less expensive.  
 

“We’ve use Priority Express for years and there have never been any major issues. But if we need to send something 
quickly far away they are ridiculously expensive so then we’ll switch to Royal Mail.” 

 
Interestingly however, it seems that the delivery companies themselves believe that price is the most important factor in client choice. As 
a result, our sample felt that most delivery services put a lot of effort into offering low prices in order to win new business. 
 

“They are quite competitive about just how quickly they can get to you or get something somewhere at a price. That’s 
all they care about.” 
 
“They tend to be about / cost first and then how the delivery gets to you comes after that.” 

http://priorityexpress.co.uk/
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It can be suggested that this emphasis on cost results in delivery services being seen as a commodity market – with most hoping to 
differentiate on price. As a reflection of this situation, several of our respondents used ‘brokerage’ sites such as/ www.parcel2go.co.uk 
which finds the cheapest way of getting in or out-bound parcels picked up or delivered to a particular destination. This research suggests 
there may be other dimensions in which delivery services can differentiate in a meaningful way that is not based on the promise of low 
price. Other considerations, such as green credentials for example, may also influence choice if offered. 
 

3.6.5 Promptness & Flexibility 
For many, promptness and flexibility were synonymous. Both suggest the service is available at short notice even if that notice is for a 
pick-up or delivery at an unusual time such as in the evening or at the weekend. 
 

“We don’t want to use a courier server who's going to tell you - ‘oh we are only going to be in your area at such and 
such a time during the week’. Half the time we need it yesterday.” 

 

3.6.6 Good Customer Service 
Looking for a provider that offers a 'good customer service' sounds similar to some of the other qualities we’ve discussed - such as 
reliability, quality and personnel. With ‘good customer service’ however, respondents were trying to define an 'attitude' or 'spirit' of a 
company which made them a more attractive brand to work with. This is perhaps similar to the feeling you get when walking into an 
Apple Store, a BMW dealership or when flying with Virgin Atlantic. This quality is tangible in the way the employees behave but seems to 
emanate from a deeper company ethos and commitment to excellence. 
 
Good customer service wasn't necessarily an easy to define and was perhaps more obvious when it was absent, as suggested in the 
following two quotes: 
 

“It’s a really easy one. You just want them to be polite. Good customer service. When I’ve waited two hours for a 
delivery and I ask for a reason for them being late, I don’t need to be sassed, because I’ve spent a lot of money to be 
there waiting.” 
 
“I’m always unsure how much they are required to help you. There’s always this middle ground when they unload it off 
the van and it’ll be in the road - What happens then I think you should bring this in but they make it very unclear. Some 
of them say ‘where do you want this’ and others say ‘There’s that - see you later!’ so I think that needs to be made 
more clear.” 

 

3.6.7 Communication 
Most customers appreciate that things can go wrong from time to time and that the reasons why a delivery or pick up is late (such as a 
road accident or bad traffic) can be outside of the delivery company’s control. But when things go wrong, as they inevitably do, it is 
essential for the delivery service to keep the client up to date with what is happening. Unfortunately, this doesn’t always happen. 
 

“When they tell you they are going to be there at 8am - they are there at 8am. And if they’re not there at 8am they 
phone you and apologise and tell you why and tell you when they are going to come back. It makes it so much more 
convenient.” 
 
“They say - we are going to be there five minutes late / we can be there at that time / we can do it / we cannot do it. 
Honest communication actually. Communication is great, but it’s got to be honest.” 
 
 “The depot will blame the driver; the driver will blame the depot.” 

 

3.6.8 Security 
Security is important when the packages are private or valuable, but it is also important to know that the driver hasn’t just left packages 
on the street, either because they don’t see it as their job to take the delivery into the premises, or because they assume the recipient is 
picking up the item from the street.  
 

“We need to know that things will arrive in good condition and security won’t be breached.” 
 

4. Environmental considerations 
 

4.1 Perceptions regarding environmental issues 
Respondents were asked to consider several statements regarding environmental issues which may be of importance to them and to 

state the extent to which they agreed to each. It should be noted that results may be positively skewed as respondents may not readily 

admit the true extent of their environmental behaviours. The result of each of the five statements from the quantitative interviews is 

explored in-turn below, in order of priority, based on the proportion of respondents agreeing or strongly agreeing with the statement. 

 

 It is important that my business is seen to have green credentials 

 My business is prepared to pay for a greener delivery service 

http://www.parcel2go.co.uk/
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 The number of delivery vehicles using the city centre streets of Bristol should be reduced to improve the walking & cycling 

environment 

 Deliveries should be made out of hours or at night to avoid peak times with high levels of visitors and other traffic on the roads 

 My business has more important things to deal with than the environment 

 

4.1.1 It is important that my business is seen to have green credentials 

Overall, 73% of all respondents and 80% of those within the Old City area felt that it was important that their business was seen to have 

green credentials. Of the five environmental statements put to the participants this was the one that received the greatest support. 

Several businesses qualified their response be commenting on their waste and recycling activities and procurement procedures, although 

there are some businesses that feel that although more needs to be done to enable them to behave in more pro-environmental ways as 

with the domestic properties.  

 

“If I am shown how I could make my company more green, that would be useful. Personally, we recycle as much as 

possible, but there is limited opportunity with business recycling and no food recycling for businesses. The large 

wheeled bins we have are unattractive, an eyesore and unsafe and unhygienic.” [Central] 

 

Around one in ten respondents (10% all respondents, 8% Old City) disagreed with the statement. In some cases, it was felt their products 

or services were not thought to have any impact or in cases whereby local units are not always able to implement any (new) 

environmental practices that have not been previously ratified by their head office. 

 

“It’s not really that important as we aren't that type of business as we deal in safes. However, it is good that Bristol is 

the UK's Green Capital.” [Central] 

 

“Personally it’s important, but as a national chain it is difficult to have consideration of or be in control of it.” [Old City] 

  

Figure 10: Importance of business being seen to ‘be green’ 

 

 
 

4.1.2 My business is prepared to pay for a greener delivery service 

Amongst both groups, 39% of respondents agreed that they would be inclined to pay for a delivery service that offered better 

environmental impacts, although many mentioned that this would be subject to the actual costs involved and/or visible benefits to the 

business that would outweigh or justify any additional costs. Conversely, around a quarter (28% all respondents, 24% Old City) felt that 

they would not be prepared to do this. Some of these respondents felt that it would not be practical for their business as they do not 

receive many deliveries to justify the hassle, or they receive too many deliveries which would make the additional costs exorbitant. 

Others qualified any concerns by suggesting that any costs would have to be passed on to the customer which could have detrimental 

impacts. 

 

“As long as it is worth it and doesn't affect or have a knock-on on costs to customers - and therefore the business.” 

[Old City] 

 

“The business is always looking for cost savings not additional cost.” [Old City] 

 

 It is apparent, therefore, that although businesses recognise the social and business advantages (responsibilities) of considering the 

environment when implementing their business activities and procedures, financial considerations will inevitably take precedence in the 

decision making process, particularly for SMEs.    

 

“Everyone wants to be green, but how many are prepared to pay for it?” [Central] 
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Figure 11: My business is prepared to pay for a greener service 

 

 
 

4.1.3 The number of delivery vehicles using the city centre streets should be reduced to improve the walking & cycling environment 

The businesses were significantly more likely to feel that the number of delivery vehicles is not an issue, with four in ten disagreeing with 

the statement (43% each group). From the anecdotal comments made, some respondents felt that businesses would suffer if their 

deliveries were restricted in any way, and it was suggested that other solutions should be considered, such as having set hours for 

deliveries or improving parking facilities for business use. 

 

“Set times for deliveries would get round this. The city centre layout is a nightmare – you have to go through city to 

get anywhere.” [Central] 

 

“How can walking and cycling help businesses? We need more car parks and cheaper parking.” [Old City] 

 

Other respondents felt that enough had already been done to support pedestrians and cyclists or that the latter road users 

are contributing to poor driving conditions and/or negative environmental impacts. To some extent, the anecdotal comments 

made in this regard may illustrate a lack of understanding or awareness. 

 

“They have done enough, already a lot of initiatives for pedestrians and cyclists.” [Central] 

 

“I don’t believe that cycling is that green, making cycling equipment involves a lot of processes and materials, and 

cause congestion and so slow traffic and cause more fumes.” [Central] 

 

 

Overall, three in ten (30%) of respondents in both business groups agreed that the number of delivery vehicles within central Bristol 

should be reduced to improve the environmental conditions of pedestrians and cyclists. However, several felt that this could not be done 

given the number of organisations offering delivery services or that it would be difficult to find a solution that would not harm normal 

business activities.  
 

Figure 12: The number of delivery vehicles within central Bristol should be reduced 

 

 
 

4.1.4 Deliveries should be made out of hours or at night to avoid peak times with high levels of visitors and other traffic on the roads 

Overall, 21% of all respondents and 25% of those within the Old City area agreed that it would be better to have deliveries made outside 

of peak hours to avoid times when the city has high levels of pedestrians and other road users. Conversely, more than four in ten (47% all 

respondents, 44% Old City) disagreed with the statement. The main concerns were with respect to the business not being staffed to 

accept orders out of hours, although there was agreement that this concept would be of benefit to businesses that are so-staffed. 

  

“This is only possible if the businesses is open and has staff available to receive the deliveries, otherwise it is another 

cost.” [Central]  
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In particular, traders within the St Nicholas’ market mentioned that they currently are unable to receive deliveries outside of 

the market opening times and as such, an out-of-hours delivery service is not option that is available to them. 

  

“Currently not possible here as access is only within certain hours - traders should have access to their stores/stalls 

until 8pm.” [Old City] 

  

Figure 13: Deliveries should be made outside peak hours 

 

 
 

4.1.5 My business has more important things to deal with than the environment 

As previously seen, the majority of participating businesses indicated that being seen to be green if important and this is further 

supported by at least half (52% all respondents, 49% Old City) disagreeing with this statement. However, several respondents added that 

environmental considerations cannot be looked at in isolation without ensuring business profitability and survival.  

 

“The environment is important - it's about a balancing act with everything else we need to do in order to stay in 

business.” [Old City] 

 

Overall, less than a fifth of respondents (17% all, 19% Old City) agreed that their business had more pressing priorities than 

environmental concerns. Those that responded this way suggested that it was more important to meet their customers’ requirements 

and that their business survived. 

 

“The environment is important, but are we really doing that much damage? Protect it by all means, but not if 

interferes with business.” [Central] 

 

“Customers matter more, need to get things speedily, service must not impacted for environmental reasons.” [Central]    

  

Figure 14: There are more important issues facing businesses that the environment 

 

 
 

4.2 Exploration of environmental issues 
This section looks at the key findings arising from the qualitative focus groups regarding environmental issues in delivery service 

provision. Most respondents in our sample were sympathetic to environmental and green issues even if they were not specialists or 

active in this field. While some were overtly ‘green minded’ most simply wanted to improve the quality of life within Bristol, and wanted 

to lessen their environmental impact on their surroundings. 

 

4.2.1 Being European Green Capital 

Most respondents were proud to know that Bristol was the European Green Capital, but were also frustrated that more had not been 

done to make Bristol a greener, more environmentally friendly place. Comments about Bristol’s award of European Green Capital and 

attitudes to green issues could perhaps be grouped into ‘Activist’ and ‘Generalist’ comments. The first were made by people with more of 
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a hands-on interest in the subject, the second group were more interest in general issues with regards the city as a pleasant, clean and 

safe place to live. 

 

 ‘Activist’ comments:  

“I get the impression that it’s good that we’ve been given it, but Bristol isn’t green and people need to realise it. Yes, 

people are cycling and it’s good to put an emphasis on green but what’s happening now in the city centre isn’t a good 

thing with gridlocked traffic every day in the middle of a city. It’s backwards to me.” 

 

“We could do so much more. I think Bristol has welcomed the title with open arms but actually doing something 

worthy of the title we’ve fallen short.” 

 

“I’m finding it really annoying that all the busses are liveried up saying ‘we are European Green Capital’, while they are 

chugging out diesel. We have one green bus. One! Sort it out!” 

 

  ‘Generalist’ comments: 

“There are no cycle lanes - or very few cycle lanes. I walk down Park Street every day and the number of people who 

get knocked off their bikes on a weekly basis is quite scary. They are telling everyone to get on their bike but they 

aren’t helping to improve safety. 

 

 “There’s is quite a lot enthusiasm amongst the management and staff to do the green thing, but it’s difficult. People 

are disorganised, but there’s also an element of ‘jobs worth’ amongst the council and in the commercial 

environmental waste providers. I’ll give you an example. My mother was told her green bin wasn’t collected last week. 

They left her a note saying ‘we couldn’t take it because there’s food waste in it.’ So she opened the lid and there were 

three lettuce leaves in it from a lettuce from my garden. We have the same thing in the hotel, but on a bigger scale. 

We’ve gone back to using out compactor for general waste, because the effort of extracting the dry mixed recycling 

which would be sent down to Avonmouth. But then someone there would find a banana skin in it and send the lot to 

landfill at the cost of 300. It just wasn’t worth it. So we’ve gone back to using the compactor for general waste.” 

 

4.2.2 How green is your businesses? 

Frustrations with regards BCC’s recycling policies and their implementation were carried over when discussing green policies within 

individual companies. Criticisms of a company’s ‘green’ policies were seen to be due to either a lack of will to implement environmental 

policies from management,  

 

“My law firm prides itself on being part of the Go Green Initiative, but in terms of actually implementing it, admittedly, 

not much is done… I think I convinced them to switch to low-energy light bulbs.” 

 

Or to a lack of will to implement environmental policies from staff: 

 

“We recycle and we have all the confidential waste and sent off to recycling. But the problem is with our clients a lot of 

what we have to do is printing and I can’t even tell you how much printing we’ve done. It’s actually quite sickening to 

think of how much we have printed and just put them into shredder bags and go to recycling. We try to suggest to our 

clients to get involved in tree planting schemes and they say great - but we can’t afford to pay for it.” 

 

“We’ve got an environmental manager at work and I assist her and we have real trouble trying to get people engaged 

and that includes directors. We’ve got this policy but getting people to do the finer detail of it, you think ‘you’re not 

children’” 

 

“In any business, people are going to have different ideas about what is green - it’s all about putting systems in. 

Because a lot of people who aren’t necessarily that green just don’t care, so if there’s six bins together, one for paper, 

cans, plastic so if people do just read a word of the thing they’ve got in their hand they'll put it in. But if they have to 

think about it for more than 5 seconds then they won’t do it. You have to make it so easy.” 

 

4.2.3 The Environment, package delivery and freight handling 

Some of the business owners were aware that their delivery service and freight haulage could be made greener, even if they were unsure 

how to go about it. Some were tackling the issue on their own in a variety of ways. These ranged in scale and scope, from simply using 

more bicycles for small deliveries to choosing delivery services which had greener credentials – such as being carbon neutral. What was 

apparent was that these activities seemed somewhat ad hoc and there was no clear understanding of how businesses should address the 

issue in a formal way, as suggested by national or local government.  

 

“We’ve been looking to use cycle couriers within the city for small things” 
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“Smaller things are easier to deliver with lots of options, but when you’re getting heavier things it’s harder.” 

 

“I did hear that, in Bristol, they are going to introduce a size limit for a vehicle in the centre. Lorries aren’t going to be 

allowed, so it’ll have to be vans, which is great." 

 

Therefore, green credentials were not necessarily a priority when selecting a freight or delivery service.  As discussed, these criteria were 

more to do with reliability, price, personnel etc.) but were seen as an additional benefit which may tip the balance in their favour of one 

supplier or another. This incremental benefit could be seen in the comments from the following quotes from two respondents who 

regularly put their delivery service business out to tender:  

 

“In terms of selecting a supplier, we wouldn’t be putting pressure on the tendering process, but after quality and price, 

if somebody said we can deliver in an electric truck, then that would be a bonus.” 

 

“The main couriers we actually use say they are total zero and are going for a zero carbon footprint. They are honest 

and say they are ‘aiming’ towards it (Interlink Express). It makes a difference to me personally, but I think it makes a 

difference to the business as well and is one of the reasons we use them. Apart from the price, it’s an added incentive. 

It’s nice for us to be able to say we are concerned and doing this towards it. Such as using electric vehicles in large 

cities like London, Manchester and Birmingham.” 

 

There was also a unanimous sense that, if a company did make efforts to be greener, they should be acknowledged in some way, even if 

it was just a sticker they could put in their shop window or on their vans. A sticker may not seem very important, but it was regarded as 

quite a valuable element of the scheme. Perhaps surprisingly, even small acknowledgments such as this were felt to be of real benefit 

and were thought to make a tangible difference for customers thinking about using them. 

 

 “It (a sticker) shows you’re making an effort. There are plenty of people in this city who will go with you because 

you’re making effort because you're green.” 

 

4.2.4 Willingness to pay for a greener delivery service 

While most respondents were happy to use a 'green' delivery service, and it was likely to be a tie-breaker if similar services were 

compared side by side, the idea of paying extra for a greener service was less popular. There was a feeling that businesses are only now 

coming out of recession and not yet quite ready to spend more on services than was absolutely necessary.  

 

“In theory, yes, but in practice I don’t think so.” 

 

4.2.5 ‘Should the number of delivery vehicles using the city centre be reduced to improve the walking & cycling environment? 

This question probably generated more interest and engagement than any other topic discussed during the evening. All respondents 

agreed that the city centre was too congested, was unsafe for cyclists and that walking and eating outside was not a pleasant experience. 

A safe walking and cycling environment was a considerable motivation for our groups and this, it was felt, could only be achieved through 

having fewer vehicles on the street. The issue of congestion was at least as important as ‘green’ issues. 

 

“Not so much the environment - but for me it’s about safety.” 

 

While removing a proportion of the cars and lorries was high on the Bristolian agenda, respondents also highlighted the need to provide 

pedestrianized areas to enable a better shopping/leisure experience and suggested this could be achieved without banning vehicles, by 

using retractable barriers.  To some degree there was also a sense of frustration and low-level anger that Bristol has not done more to 

develop a more pedestrian and cycle-friendly environment.  Some were able to compare other cities they felt were doing a better job at 

providing a cityscape that was not dominated by cars and lorries. 

 

“Cardiff seems to be a good example, because it’s a modern city centre. People get to sit down on benches surrounded 

by trees and it’s all pedestrianized. When there’s a delivery the barriers go down at 8am. They go up at 10am. You 

(vehicles) can’t come in. People get to enjoy the area. In Bristol you’re dodging out of traffic. No-one actually wants to 

sit and enjoy the area.” 

 

“There are many cities on the continent which do a much better job with managing cars. Amsterdam for example has 

cars, but there is adequate parking and they don’t take over the city.” 
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5. Bristol and Bath Freight Consolidation Centre (BBFCC) 
services 

 

5.1 Awareness and experience of BBFCC services 
Only 4% (12 in number) of all businesses were previously aware of the consolidation centre; amongst the Old City respondents, 

awareness rises slightly to 9% (7 in number). Only one business (Central respondent) indicated that they currently use BBFCC with all 

others having no previous experience of the service.  

 

The respondent whose business currently uses BBFCC stated that they were encouraged to use the service because it offered a local 

service at a reasonable cost and for the positive environmental and social impacts. However, they rated the service as only ‘somewhat 

meeting’ their business’ requirements due to a poor delivery standards which had an impact on staffing costs.  

 

“Due to inconsistencies and late deliveries sometimes. We put in extra staff for deliveries and when they don't arrive, 

there's excess of staff.” [BBFCC user, Central] 

 

Within the qualitative focus groups, only one of our sample was using or had used the BBFCC, whilst two others had a cursory 

knowledge of it. The remainder were not aware of it; ironically, at least two of these had jobs with some sort of specialised 

interest in environmental issues within Bristol. Clearly, knowledge of the service was well below where it needs to be if it is to 

be a success. 

 

“I went to the Go Green travel and transport thing and I saw this man talking about it and I thought ‘this is brilliant - 

what a fantastic idea - why haven’t they started this - and then I realised, oh, they have…. and I just thought - ‘why 

does nobody know about it?’’ 

 

Equally clear was the genuine interest the service generated once respondents understood what might accrue for the city if 

the service were taken up by a greater number of businesses.  

 

“The name suggests they deliver lots of packages there (to the Hub) and then they get taken away by somebody 

else. Sound like a good idea.” 

 

"I think for the bigger retailers it makes so much sense - so you don’t have a massive New Look truck coming into the 

middle of town just to deliver a few of the click and collect bags. I just thought brilliant - it gets the trucks out of the 

centre which adds to safety and environment. If it’s being delivered in a smaller van and an eco-friendly van - 

fantastic!” 

 

The fact there was so little awareness of the service made it almost impossible to investigate how well it was being received. 

The one user we spoke to felt a great deal of good-will towards the initiative. For her company, which prides itself in its green 

credentials, the BBFCC was a clear indication of the commitment to taking sustainability seriously. The quotes below express 

more clearly than a description of her opinions how she regarded the service.    

 

“(When I first heard about it) It was something that just sounded amazing. Bringing in fewer lorries into the centre, 

consolidating into smaller van loads and they were going to be using electric vehicles that would reduce emissions. It seemed 

like the utopian solution - absolutely perfect. I still really enjoy the concept of it.” 

 

However, when asked to rate the service she was only able to give it ‘6 out of 10’, which is well below the level of service she 

would demand of a more commercial delivery service. She explained that the service has not quite lived up to what she had 

hoped. It is certainly ‘green’ and sustainable’ but it is not reliable. This lack of reliability was recently evidenced through a late 

delivery which hugely inconvenienced her business and her staff: 

 

“One of the delivery drivers is wonderful - he brings us chocolate every now and then. He’s got time for us, but 

occasionally he takes a holiday. However, he’s always replaced by somebody rude. A contractor perhaps. We’ve had 

issues with them just not arriving on time and there being no set of communication. On Tuesday me and three others 

were sat waiting at 8 o’clock. I had to get a bus really early and they got there at 9. So I had to open the shop at 10 

instead of half past nine. So I missed out on sales, I paid staff for coming in early and the delivery didn’t get put away 

that day. It was 5 pallets. It should have been 7 but it was 5 because that was all he could get in his truck. Two more 

arrived at 2 in the afternoon when the shop was open. However, generally, I really want it to work.” 
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The uncertainty of not knowing when deliveries would arrive means she cannot be certain that the deliveries she needs to 

run her store efficiently will actually be on the truck. Furthermore, the quality of staff seems variable, with conscientious staff 

arriving one day and slip-shod staff delivering parcels the next.  

 

5.2 Perceptions of existing BBFCC services 
Respondents were asked to consider four services or benefits that are currently offered by the BBFCC and to indicate the extent to which 

each was thought to be of importance. The result of each is explored in-turn below, in order of priority, based on the proportion of 

respondents indicating the service to be important or very important. 

 

 Deliveries are made in vehicles that are environmentally friendly and efficient 

 Courier takes away any cardboard and shrink wrap packaging 

 Courier is able to store products until my business can take delivery 

 Goods/parcels from multiple suppliers are delivered together in one consignment 

 

5.2.1 Deliveries are made in vehicles that are environmentally friendly and efficient 

Overall, 58% of all respondents and 63% of those within the Old City area felt that it was important that deliveries are made in vehicles 

that are environmentally friendly and efficient. However, some of these respondents mentioned that it was also important that the 

delivery service was fit for purpose in terms of proper handling of goods, timely deliveries and suitability of vehicle. 

 

“Providing the couriers had experience in handling valuable art, this option would be considered more.” [Central] 

 

Conversely, less than a fifth (14% all respondents, 18% Old City) disagreed with this service attribute, but this was mainly because they 

felt that electric vehicles would not be suitable for the transportation of their goods (e.g. heavy or large loads), or because the types of 

vehicles used for deliveries is determined by the supplier (or other third party). 

 

“We don't have a choice in the suppliers that we use for drinks - we are tied to the brewery and they provide the deliveries in their own 

vehicles. For other items, such as bar snacks we are happy with the service provided by our current supplier (again using their own 

vehicles) as it brings everything they have in stock and we select what we need.” [Central] 
 

Figure 15: Deliveries are made in environmentally-friendly vehicles 

 

 
 

When this service was discussed in the focus groups, the use of environmentally friendly vehicles immediately created interest and was 

one of the most eye-catching / attention grabbing element of a ‘green’ delivery service. Discussing this topic also seemed to trigger all of 

the pent-up frustrations our respondents felt around the issue of congestion within the city. This was especially true when the vehicles 

were specifically electric, as many felt this would make a real impact on air quality.  

 

“A brilliant ‘to-do' if it’s going to reduce emissions especially in the city centre.” 

 

 “I live right in the middle of town as well as work here and it gets very smelly at times and when you live in the city the 

smog coming off the diesel - it’s a nightmare. You clean your house and in a day it’s smelly again.” 

 

There was, however, some concern about the price of such a service. One of the respondents looked after the in-bound and out-bound 

deliveries for her marketing company and envisaged that using a 'green' delivery company which operated a fleet of electric vehicles 

would be more expensive. She felt she would have difficulty justifying passing on these extra expenses to her clients.   

 

“But is that going to incur massive extra cost? One of my clients is National Grid. You’d think they care, but they just 

don’t care and they don’t want to spend any extra just because it’s slightly greener.” 
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5.2.2 Courier takes away any cardboard and shrink wrap packaging 

At least half of the respondents (50% all, 55% Old City) indicated that it would be important for the courier to take any card and plastic 

wrap packaging away; several respondents mentioned that they currently have to pay to have their packaging removed (and recycled). 

 

Conversely, around a quarter (25% all respondents, 27% Old City) disagreed with this service attribute, but this was commonly because 

the number and/or size of incoming goods were too small to require it. 

 

Figure 16: Packaging is taken away by the courier 

 

 
 
When discussed in the qualitative focus groups, it was particularly the respondents from retail shops with limited storage space who 
could see the benefit of having wrapping taken away by the delivery service. This also alleviated health and safety concerns as wrapping 
and cardboard are considered a fire risk. 
 

“The amount of space that we have means that if we keep too many combustibles like that it makes for a health & 
safety issue.” 

 
However the removal of packaging was not considered a particularly unique or 'special' feature of a delivery service, as a number of 
suppliers already did this as a matter of course.  It isn't therefore something which would differentiate one delivery service from another.   
 

5.2.3 Courier is able to store products until my business can take delivery 

36% of all businesses and 40% of those within the Old City indicated that it would be important for the courier to store incoming items 

until they were in a position to accept the delivery. This was particularly the case for those that had limited storage facilities.  

 

“Our store room is about 2 miles from shop, space is an issue.” [Central]  

 

Conversely, a similar proportion (34% all respondents, 41% Old City) disagreed with this service attribute, but this was commonly 

because the number and/or size of incoming goods were too small to require it. Some respondents mentioned that it would be 

dependent on the type of product as some would not lend themselves to this, for example, because they are needed in a timely manner. 

 

“Secure documents are very important and time critical so we use a regular courier service once per month; it’s timed and secure.” 

[Central] 

 

Figure 17: Courier can store goods until business is able to take delivery of them 
 

 
 
Within the qualitative focus groups, this option was generally seen as beneficial, even though the majority of our sample did not foresee 
situations in which they might need to store deliveries off site. One respondent speculated that, if a delivery company failed to deliver on 
time, then the parcel might be stored at the delivery service premises until it could be delivered. 

 
“It’s important if they mess up and don’t deliver at the time that they should.” 

 
Beyond that it was difficult for our sample to see how they might use this facility due to the nature of the businesses at the focus groups. 



23 
 

 

5.2.4 Goods/parcels from multiple suppliers are delivered together in one consignment 

40% of all respondents and 51% of those in the Old City did not view this service attribute as important to their business, but this was 

commonly because the number and/or size of incoming goods were too small to require it. 

 

“As a small business we only have a select number of deliveries a month or we go out to buy the supplies we need.” [Central] 

 

Overall, 35% of all businesses and 29% of those within the Old City indicated that it would be important for incoming parcels from 

different suppliers to be delivered together in one consignment.  

 

Figure 18: Goods from multiple suppliers are delivered in one consignment 
 

 
 

The results from the qualitative focus groups indicated that conceptually, this seemed like a good idea and something which would 

reduce congestion in the city as well as have an impact on exhaust emissions. In principal, this feature was easy to understand and 

seemed to make a lot of 'common sense'. 'Common sense' solutions to traffic congestion and air pollution was a powerful motivator over 

and above any particular technical  ethical or 'green' benefits to be gained from adopting these initiatives. You don't have to be an expert 

in conservation or recycling to see there would be benefits in organising parcel deliveries in such a way that requires fewer vehicles to 

make fewer trips into the city. 

 

Respondents could also see other benefits of such a scheme. For example, retail companies may prefer larger but fewer deliveries, 

especially if they were arranged to be delivered outside of shop hours. Deliveries such as this would be less disruptive to customers 

potentially reducing staffing costs and lessening health and safety concerns when moving large packages through a public space. 

 

“It makes it green. And it also means you’d maybe have those extra staff in to deal with the influx. It makes it easier 

for us to unload it.” 

 

Furthermore, drawing on their own experiences, other respondents who required deliveries to inaccessible sites, such as in 

pedestrianized spaces, saw a benefit in reducing the number of drops. However, not all respondents felt this service would be of use.  

One respondent, in charge of deliveries to his manufacturing company, explained the following: 

 

“I prefer (deliveries to be) staggered. If I got 17 pallets coming in it will cause a backlog because I’ve got restricted 

space. If its small packages, perfect - do it. Sometime it works sometime it doesn’t.” 

                           

5.3 Enhancements to existing BBFCC services 
Respondents were asked to consider five potential services enhancements to the BBFCC scheme and to indicate the extent to which each 

was of interest. The result of each is explored in-turn below, in order of priority, based on the proportion of respondents finding each of 

importance or great importance. 

 

 Businesses that subscribe to the BBFCC service are recognised for their commitment to the environment 

 Off-peak deliveries 6am to 8am  

 Off-peak deliveries 8pm to 10pm  

 Items/goods delivered to local transfer point / hub for collection by recipient 

 Night deliveries 10pm to 8am 

 

5.3.1 Businesses that subscribe to the BBFCC service are recognised for their commitment to the environment 

Overall, 46% of all respondents and 45% of those within the Old City area indicated that it would be important for users of the BBFCC 

service to have some recognition for such commitment, and this concept was even supported by businesses that felt they may not be 

able to make use of the BBFCC services themselves. 

 



24 
 

“It is always good to get recognised and businesses should be able to demonstrate that they support Bristol's green 

initiatives. But I don't think the Consolidation Centre is suitable for us due to the items we purchase.” [Central] 

 

With respect to the type of recognition that would be preferable (excluding those who were unsure), most commonly mentioned was a 

logo or branding which businesses could display on their letterheads and promotional materials (26% all respondents, 32% Old City). Just 

over one in ten (12.5% all, 14% Old City) felt that the recognition should be financial – either subsidised postal costs or a reduction in 

their business rates.  

 

Businesses that felt recognition for signing up to BBFCC would be of no interest indicated that the distribution service would not be 

applicable to their business; as previously seen, a variety of reasons apply including; unsuitable items, infrequent deliveries, no control 

over the vehicles used by suppliers. Indeed, several mentioned that it would be unfair to have a reward scheme for a service that not all 

businesses could take advantage of. 

 

Figure 19: BBFCC subscribers should be recognised 

 

 
 

5.3.2 Off-peak deliveries 6am to 8am  

Overall, 21% of all respondents and 24% of those within the Old City area expressed some interest in having deliveries to their business 

between 6am and 8am; most respondents that felt this would not be of interest tended to explain that their business was not open 

between these hours to accept deliveries (or they would have to incur the cost of paying staff to do so).  
 

Figure 20: Off-peak deliveries made between 6am and 8am 

 

 
 

5.3.3 Off peak deliveries 8pm to 10pm  

Overall, 11% of respondents (both business groups) expressed some interest in having deliveries to their business between 8pm and 

10pm; most respondents that felt this would not be of interest tended to explain that their business was not open between these hours 

to accept deliveries. 
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Figure 21: Off-peak deliveries made between 8pm and 10pm 

 

 
 

5.3.4 Items/goods delivered to local transfer point / hub for collection by recipient 

Overall, fewer than one in ten respondents (9% all, 8% Old City) expressed some interest in having items delivered to a local transfer 

point for collection by the business. Most respondents that felt this would not be of interest mentioned that it would be inconvenient for 

them to have to collect items in terms of staff, time and parking issues. 

 

“We would need our vehicle which is parked in the centre to go out and collect items. It’s not convenient or practical 

given the policy for parking.” [Central] 

 

Figure 22: Items delivered to local transfer point for collection 

 

 
 

 

5.3.5 Night deliveries 10pm to 8am 

Only up to 4% of respondents (3% Central, 4% Old City) expressed some interest in having items delivered at night between 10pm and 

8am.  As with the previous out-of-hours options, most respondents that felt this would not be of interest because they would not be 

open to accept deliveries, or for the traders in St Nicholas’ market, are not able to access their stores at this time. 

 

“None of these out-of-hours can be entertained given existing market hours/access.” [Old City] 

 

Figure 23: Items delivered at night between 10pm and 8am 

 

 
 

With respect to the qualitative focus groups, few of our respondents needed deliveries in the evening or at night; although an out-of-

office-hours service did suggest a delivery service which offered flexibility. As with other out-of-hours delivery options, it was a case of 

'horses for courses' and only of relevance to companies that has staff available at such times. One respondent did point out that this 

option meant that deliveries would be made when there was less traffic and therefore would make a positive impact on congestion. This 



26 
 

point returned the conversation back to the predominant concern and issue most wished to address, namely; traffic congestion, air 

quality and pedestrian / cyclist safety. He also pointed out that deliveries made outside of shop hours avoided interfering with customers 

 

“When I was working for Iceland, the evening deliveries were a godsend because traffic is a lot lighter.....and if it’s 

coming through the front door you don’t have customers in the way.” 

 

5.3.6 Other potential service enhancements 

The discussions in the qualitative focus groups explored some additional service options that were excluded (due to time issues) from the 

quantitative interviews.  

 

 Agreed time slots for deliveries 

Given the need for reliability and flexibility, (discussed earlier), the ability to specify a time for delivery was considered vital. Businesses 

need to know when a delivery will be made or when a pick-up will be taken and time slots are an essential part of that process. 

This however, was considered a standard element of a delivery company's service. Whether the delivery company could be relied upon 

to deliver at those time was a different matter. 

 

 Delivery charges are absorbed by the supplier (hidden in the product costs) 

When asked to consider whether there was benefit in using a delivery service where the cost of the delivery was absorbed by the 

supplier, the immediate response was one of skepticism. 

Most equated this type of arrangement with the service provided by Amazon or E-Bay, when there is an option for no delivery charge, 

but tends to result in the product itself being more expensive. Consequently, respondents felt it looked like an attractive offer but that 

the buyer would probably end up paying extra anyway. As a result they were not particularly interested in exploring the proposition 

further. 

 

 Subscription fee 

This initiative was assumed to refer to a subscription fee that covers all deliveries during a particular time period such as that offered by 

Amazon’s Prime. The response from our sample was similar to that for hidden delivery charges. As with the charges absorbed by the 

supplier, our sample assumed that a subscription service, though attractive at first sight, would probably end up being more expensive in 

the long run. Amazon Prime, for example was a good scheme if you could guarantee using the service frequently over a period of time, 

but if deliveries dropped off, the business would find itself paying for a service it wasn't using. 

 

 Reduced costs for multiple or bulk deliveries 

In order to understand how respondents felt about the proposition of reduced costs for multiple or bulk deliveries, it helps to appreciate 

the low level of involvement our respondents feel about delivery services in general. Delivery services are taken for granted until they go 

wrong. Rather like utilities, they are often an absolute necessity but you don’t notice them until they fail. Our sample, therefore, was not 

particularly looking for an alternative or innovative new delivery solution. They were, in fact, generally quite happy with the system they 

already had. 

 

With this in mind, our sample were interested in the idea of a less expensive delivery service and some were even interested in a service 

which bundled together multiple deliveries. They were less interested in a new type of delivery system which may require a change in 

behavior.  

While cost was important, if making the service less expensive  resulted in making it more complicated, then this would cause concern. A 

complicated service may even cost more (in terms of staff time and reorganizing internal company systems etc.) than the amount being 

saved in up-front costs. Some respondents would appreciate fewer but larger deliveries, and for this group, this option may offer a win-

win opportunity. For the majority, however, it was difficult to gauge whether the benefits would outweigh the negatives.  

 

 Named account manager to deal with my business’s freight needs 

Given the need for reliability and good communication.  An account manager provided the answer to much of the needs of the customer, 

as described, earlier in this document. Most importantly, an account manager provided reassurance that deliveries would arrive on time. 

This speaks to the need for reliability.  

 

“I did have a problem once when somebody DIDN’T turn up for a delivery we were expecting and it was very difficult to 

find someone to speak to.” 

 

The introduction of account managers seem to have been one of the main innovations to delivery services and most good providers now 

provide this point of contact for the client.  

 

“DHL are good - they’ll email you and tell you ‘your parcel is now on the van’. In the 21st century, there’s no reason 

why they can’t do that.” 
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 Collection and delivery of outbound goods to my clients & customers. 

Most of our respondents were a little surprised when asked to imagine a delivery service which ONLY provided in-bound deliveries 

(whereby items are delivered to the business). An in-bound and out-bound (whereby items are collected from the business to be 

delivered to another address) service is expected of a delivery company and it was strange to be asked to consider a service which only 

provided an in-bound service. This issue did not seem to present an insurmountable problem for our sample once they were told more 

about the BBFCC and the particular benefits it offered (such as traffic reduction, better air quality and improved road safety). In fact, 

once the objectives of the BBFCC were explained, the sample seemed to consider the service in a different light to that of more to 

conventional or traditional operators and therefore was therefore less critical of its in-bound only service. 

 

5.4 BBFCC delivery vehicles and methods 
Respondents were asked to consider five different delivery methods that could be offered under the BBFCC scheme and to indicate the 

extent to which each was suitable for their business. The result of each is explored in-turn below, in order of priority, based on the 

proportion of respondents finding each suitable. 

 

 Small electric vans for onward deliveries from localised delivery hubs so that there are fewer bulky vehicles on the road 

 Items transported by rail to a central point and then delivered by electric vans or cargo bikes 

 Electric or cargo bikes to take items from a centralised hub to reduce the number of vehicles on the streets 

 Items transported by water to a central point and then delivered by electric vans or cargo bikes 

 Customer collection points where business deliveries and/or staff’s personal parcels can be picked up from a central location 

(e.g. the train station as offered by the Doddle delivery service) 

 

5.4.1 Small electric vans for onward deliveries from localised delivery hubs so that there are fewer bulky vehicles on the road 

Overall, 63% of all respondents and 74% of those within the Old City area indicated that deliveries made by small electric vans from a 

localised hub would be suitable for their business. Although the majority of respondents supported the positive environmental impacts 

of such vehicles, several did mention that this would be subject to the vehicle being large enough for their needs or expressed some 

caution regarding the transportation of goods requiring specialist handling. 

 

“Depends on how much they are expected to deliver and if the vehicles can recharge without running out of charge 

while delivering.” [Central] 

 

Figure 24: Small electric vans for onward deliveries from localised delivery hubs 

 

 
 

5.4.2 Items transported by rail to a central point and then delivered by electric vans or cargo bikes 

Overall, 47% of all respondents and 59% of those within the Old City area indicated that it would be suitable for their business to have 

deliveries transported by rail prior to last-mile delivery by an electric vehicle, subject to the origin of the items – for example, if the items 

were not locally sourced or if the supplier or manufacturer was able to make use of the railway.  

 

“Good as we have got the rails, like red star in the past, which was very efficient. There would be plenty of room at 

Temple Meads to host that.” [Central] 
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Figure 25: Items transported by rail to a central point and then delivered by electric vans or cargo bikes 

 

 
 

5.4.3 Electric or cargo bikes to take items from a centralised hub to reduce the number of vehicles on the streets 

Overall, 41% of all respondents and 56% of those within the Old City area indicated that last-mile deliveries by electric bikes would be 

suitable, although many added that this would only apply to small orders. Those that indicated that this method would not be suitable 

explained that their incoming items were too heavy or bulky for a bike to take or required specialist handling that a bike could not 

provide (e.g. refrigeration). 

 

Figure 26: Electric or cargo bikes to take items from a centralised hub 

 

 
 

5.4.4 Items transported by water to a central point and then delivered by electric vans or cargo bikes 

Overall, 36% of all respondents and 46% of those within the Old City area indicated that it would be suitable for their business to have 

deliveries transported by water prior to last-mile delivery by an electric vehicle; in some cases it is likely that the novelty may be driving 

some of this support. 

 

“It would be fun to tell people things came in by boat this morning! It would be great if we used our waterways more.” 

[Old city] 

 

There was some concern regarding the length of time that this would take, and some respondents questioned whether it would really 

have an impact on the environmental footprint. 

 

“Yes, it worked before but it was slow. It would need some investment, better for the environment.” [Central] 

 

“Swings and roundabouts, you’re still using fuel as it still requires trucks to move from the distribution point to the 

central point.” [Central] 
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Figure 27: Items transported by water to a central point and then delivered by electric vans or cargo bikes 

 

 
 

5.4.5 Customer collection points where business deliveries and/or staff’s personal parcels can be picked up from a central location 

Overall, 22% of all respondents and 14% of those within the Old City area felt that customer collection points, such as those operated 

under the Doddle Delivery scheme would be of use to their business and staff. The majority felt that it would not be suitable for a variety 

of reasons, including their business not having many incoming deliveries, or the potential problems with having to collect items from 

points such as train stations which would be subject to staffing and access issues.  

 

“Depends on the location of point, Temple Meads would cause traffic jams.” [Central] 

 

Figure 28: Customer collection points where business deliveries and/or staff’s personal parcels can be picked up 

 

 
 
 

5.4.6 An exploration of the different types of delivery vehicles and methods 

This section provides the results of the discussions within the qualitative focus groups regarding the different types of vehicles that could 

be used by the BBFCC. 

 

 Type of Vehicle 

Most respondents did not feel qualified to offer suggestions as to the type of vehicle to use. There were, however, some practical issues 

to take into account related to the type of address the vehicle would need to deliver to. On the whole, there was an expectation that 

electric vehicles would be most appropriate. Partly this was because of the obvious lack of emissions, but, at a conceptual level, electric 

vehicles were the best demonstration of an alternative, green delivery service. 

 

Simple bicycles and people-powered tricycles were also discussed, though there was concern about the amount of cargo these would be 

able to carry as well as the ability of riders to negotiate the steep hills of Bristol with a full load of parcels. 

In the same way, some suggested that particular location were difficult to get access to and that narrow vehicles of whatever sort would 

be needed. 

 

Ultimately, most thought the type of vehicle chosen should be determined after consultation to discuss the business location and the size 

and frequency of deliveries. The most important aspect of whatever vehicle was chosen was that it was ‘green’, however the other 

common concern was that the vehicle was size appropriate for the location it was delivering to. In particular a number of respondents 

wanted to see thinner vehicles which could get into narrow streets without blocking the whole road. 

 

 “We live in a narrow street and you can only get one vehicle down it at a time. So choosing a thin vehicle is good.” 

 

“I suppose the onus is slightly on us to make that decision because we know our area, we know the accessibility, some 

of the drivers maybe don’t. Of course a lot of it is common sense… a lot of our offices are down very long narrow trails 

and the delivery driver is struggling to get up.”   
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 Potential use of waterways & rail to bring packages and freight into the city.   

The idea of using the waterways to carry deliveries into the city did not seem realistic at this time. This was a function of waterways 

seeming both slow and infrequent, but also because such a system had not been tested. People were skeptical that it would actually 

work. Perhaps this audience needs to actually see a water-based delivery service in action and performing well before they could engage 

with the idea.  

There was a similar response to the idea of having packages brought into the city via the train stations. As a concept it seemed to make 

sense, but how practical would it be and would this extra step in the parcel’s journey make the service less reliable?  

 

One respondent was also concerned about having additional parcel depots operating within the city. The same respondent did however 

offer his own suggestion, which was to make more of the new tram system when it is operational.  

 

“I’ve got an objection to that. There’s a freight depot in Ashton and the congestion caused by the trucks coming in to 

collect the containers makes it a lot worse…Why not add a freight carriage to the new trams? You could bring 

packages in on them at night when they aren’t being used by the public.” 

 

In general however, issues relating to the type of vehicle used or the way in which in-bound parcels were managed was not of great 

importance for this audience. Most were simply users of these services, rather than experts in delivery logistics and, as such, these 

considerations were not as pressing to them as they perhaps would be with operation managers within large organisations. 

 

5.5 Encouraging take-up of BBFCC services 
Although businesses could recognise the potential benefits and environmental advantages of using the BBFCC services, many of the 

participants felt that they wold not be able to consider using it without further information, and in particular, demonstrable proof that it 

would not put their business in a worse financial state that current methods. Businesses that felt they would not be in a position to use 

BBFCC (infrequent deliveries, not able to influence suppliers’ delivery methods or items requiring specialist handling) tended to agree 

that the service could be of value to other businesses within Bristol. Factors that were mentioned as being important to encourage 

businesses to take up the service were: 

 

 Clear and detailed information on the service offerings and benefits 

 Evidence of cost savings or cost neutrality 

 Evidence that participation is ‘hassle-free’ and the service is flexible to handle the business’ needs 

 Evidence of high quality customer service and handling of goods 

 

“If it was commercially viable would consider using it, happy to pay for best value service.” [Central] 

 

114 of the respondents (30 Old City, 114 Central) indicated that they would like to receive further information on the BBFCC 

services. The preferred method of contact for these businesses is an email (71% Central, 80% Old City) or leaflet posted to the 

business (21% Central, 17% Old City). Contact details for these have been prepared separately for BCC to follow up. 

 

 

Within the qualitative focus groups, the overall take-out from the exercise was that people were less concerned with honing in on 

specific benefits and more attracted by the big idea behind it. Namely that the BBFCC is a scheme which will make Bristol a better, more 

pleasant, more attractive place to live and work. It is important to understand that, while the underlying principles of the service have 

green policies and environmental considerations at heart, companies and individuals who would be interested in taking part in the 

scheme may be motivated by more pragmatic and personal reasons. Namely, that such a scheme would improve the quality of their life 

and that of the people around them. Furthermore, successfully introducing such a scheme into Bristol would be something to be proud 

of and generate a sense of civic pride.  

 

“I was just thinking if I saw a van going past with the BBCFF logo on I’d think, yes, I’m proud of that.” 

 

Before this could happen however, there was an obvious requirement to provide potential customers with specific details of how the 

scheme would work on a day-to-day level with all of the individual businesses it must serve. Potential customers needed to understand 

how the service worked in practice and feel comfortable that it would be reliable and efficient. 
 

As already seen, most respondents were surprised to discover this initiative has been running since 2004. Participants to the qualitative 

focus groups wondered how they had managed to remain ignorant of such a scheme, given that it was an attractive idea and very much 

in keeping with Bristol’s European Green Capital status, and the express policy of Bristol’s Mayor, George Fergusson (named repeatedly 

by the respondents). More than anything however, the BBFCC seemed such a simple ‘common sense’ idea it was felt that most people 

would want to know about and engage with. 
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 “I think it’s a fantastic idea, the sustainability of the whole project is, of course a huge bonus and I also like that they 

take into consideration other things like they give you the option and flexibility and it sounds very helpful that they 

take away packaging and go that extra mile right to the end of the delivery service to maintain that sustainability. 

Why don’t more people know about this? Why isn’t it more heavily utilized?” 

 

Respondents were almost unanimous in feeling the scheme was noteworthy and something they would be proud of Bristol to adopt 

more widely. They therefore could see few problems in advertising the scheme and getting it out to a wider audience and felt certain 

that most business owners would be interested in having a conversation with a representative from the BBFCC to see if it would be 

suitable for them.  

After some discussion, two main channels for engaging the business community were felt to be most appropriate. These were a) social 

media and b) via business networking and trade groups. 

 

 Social media 

For the majority of individuals in the focus groups, social media seemed an obvious choice as the main channel for creating awareness. 

Social media is also a ‘green’ medium which doesn’t involve paper or cutting down trees or creating litter.   

 

 Business networking and trade groups  

The second suggestion arising from the focus groups was for BBFCC to make more appearances at business networking meetings and at 

local business trade bodies and organisations. There were two reasons they felt working through trade bodies would be effective. Firstly, 

trade bodies, such as the Broadmead BID were seen as respected and vibrant places where many sorts of businesses ( large and small) 

got together to exchange ideas. Respondents in our group who were also members of the BID saw this as an ideal way to spread the 

word amongst a targeted and relevant audience who would, in turn spread the word themselves. 

 

“They need to take advantage of business and development at Broadmead BID (Business Improvement District) in the 

centre. They could go through them. Any point that can reach multiple businesses will be the best way of doing it 

because all the businesses in the centre are benefiting from BID and we go to meetings once a month as well. They 

have our contact details.” 

 

Trade bodies were also more accessible medium for more traditional businesses that may not yet be on social media. 

 

Secondly, there was a clear sense that it was important to be able to talk with a BBFCC representative face to face and have them explain 

exactly how the scheme worked. As discussed earlier, while first impressions were very positive the logistical issues surrounding the 

scheme were at best different from that of a commercial delivery service and, at worst, potentially impractical for some businesses. From 

these two groups most potential users would need to know much more before they could decide whether it was suitable for them.  This 

would best be done (in fact, most in our sample thought it could ONLY be done), through face-to-face consultations. 

 

 “If someone came to see me and said ‘we’ve been doing this since 2004 and here’s an example how this business 

would have had twenty trucks coming in and now it’s had 5 and there’s been no disruption to the business because 

they still get their stuff 24 hours after they order it. I’d want to ask do they have my shipment in Bath until they had 

enough other deliveries to make it worth their while to come out’ 

 

The overall response to the question ‘how do we tell people about this service’ was “Just get out there!” It seems that most business 

people based in Bristol would put aside an hour to have a rep from the BBFCC tell them about the service, explain how it worked and 

answer any questions or concerns. This would be required in order to have confidence in the infrastructure and ability would be able to 

deliver. As one respondent put it well, considerable time and effort goes into evaluating and then changing a delivery service, and this 

would be especially of an unorthodox service such as the BBFCC. Switching to this supplier may even require a change in the company’s 

operational behavior. BBFCC should therefore understand that the key piece of advice suggested in the following comment: 

 

“The most important thing you need to do is to work it out, get it right, have customers backing them saying ‘I use you 

and you are great’ because none of us want to be guinea pigs, because getting it right 60% of the time isn’t going to 

work.” 
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Appendix A: Research Materials 
 

1. Questionnaire 
 
BACKGROUND 

Q1A  RESEARCHER NAME:  DATE  

Q1B Research area:              - Old City     01 Q1D        - Wider city area 02 Q1C 

Q1C ID Number on database:                      Q1D Business name:  

Q1E Type of interview:   - Face to face  01        -Telephone 02 

 
INTRODUCTION 
 
Q1F  Who within your organisation has responsibility for making delivery arrangements? SINGLE CODE  

 Respondent    01Q1H 

 Other person within the local office 02 If available GOTO Q1H; otherwise GOTO Q1G 

 Other person within head office 03Q1G 
 
Q1G Can you give me the contact details of the person who deals with the delivery arrangements? WRITE IN 

Name  Email  THANK & 
CLOSE Title  Telephone  

ORGANITION DETAILS 
Q1H What are the main business activities of the organisation? WRITE IN_______________________ 
 
Q1I What are the loading facilities for deliveries to the business? SINGLE CODE 

 Car parking facilities on site 01 

 On street parking  02 

 Limited access (explain) 03_____ 

 Other (specify) 04______ 

 None (explain) 05______ 

Q1J How many employees does the business unit have (FTE)? SINGLE CODE 

 None (owner run) 01  1-9 employees      02  10-49  03  50-249 04  250+ 05 
 

SECTION 1. CURRENT INCOMING DISTRIBUTION ACTIVITIES 
 

Q1.1 What types of products or goods does your business normally order in 
and have delivered on a regular basis? WRITE IN. 

 

Q1.2 And approximately how many deliveries does your business normally 
receive per week?  

 

Q1.3 Generally, on what days and times does your business normally 
receive deliveries? 

 

Q1.4 And approximately how many individual parcels/packages does your 
business normally receive per week?  

 

 
Q1.5 Do any of the products or goods require specialist handling, in-transit conditions or storage? SELECT ONE  

 Yes, most of them  01Q1.6 

 Yes, some of them  02Q1.6 

 Yes, only a few  03Q1.6 

 No   04Q1.7 

 Don’t know  05Q1.7 

 
Q1.6 What special requirements are needed when delivering these goods or products? MULTICODE POSSIBLE  

 Temperature control     01 

 Handle with care/fragile    02 

 Specialist insurance cover 03 

 Time sensitive delivery 04 

 Bulk or heavy items 05 

 Other (specify) 06____ 

 Don’t know  07 

 No special requirements 08 

 
 
Q1.7 Which of the following companies regularly delivery products ordered? MULTICODE POSSIBLE 

 BBFCC  01 

 DHL  02 

 Hermes  03 

 ParcelForce  04 

 TNT 05 

 UPS  06 

 Yodel 07 

 Depends on supplier 08 

 Supplier’s own service  09 

 Other  (specify)       10___________ 

 Don’t know   11 

 
Q1.8 Over the last year, have you experienced any problems with receiving deliveries? If so, what?  

 Yes (specify) 01_____________ 

 No  02 
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SECTION2: FACTORS THAT ARE IMPORTANT FOR INCOMING DELIVERIES  
 

Q2.1 When considering deliveries to your business, to what extent would you say the following factors are important to you?  

FACTOR Very 
important 

Important Neither Not 
important 

Not at all 
important  

DK/NA 

D Agreed time slots for deliveries 05 04 03 02 01 00 

J Guaranteed next-day deliveries 05 04 03 02 01 00 

M Collection and delivery of outbound goods to my clients & 
customers 

05 04 03 02 01 00 

N Courier takes stock items directly to my store room 05 04 03 02 01 00 
VERBATIM  

 

Q2.2 Are there any other factors or service 
initiatives that are important to your business? 

 

 

 
SECTION 3: VIEWS ON ENVIRONMENTAL ISSUES 
 

Q3.1 To what extent do you agree with the following statements? READ OUT (ROTATE). WRITE IN COMMENTS FOR EACH 

STATEMENT Strongly 
agree 

Agree Neither Disagree Strongly 
disagree 

DK/NA 

B It is important that my business is seen to have green credentials 05 04 03 02 01 00 

E My business is prepared to pay for a greener delivery service  05 04 03 02 01 00 

G My business has more important things to deal with than the 
environment 

05 04 03 02 01 00 

H The number of delivery vehicles using the city centre streets of Bristol 
should be reduced to improve the walking & cycling environment 

05 04 03 02 01 00 

I Deliveries should be made out of hours or at night to avoid peak 
times with high levels of visitors and other traffic on the roads 

05 04 03 02 01 00 

Comments 

 
SECTION 4: AWARENESS AND USE OF BATH & BRISTOL FREIGHT CONSOLIDATION CENTRE 
 
Q4.1 Are you aware of the Bath & Bristol Freight Consolidation Centre (BBFCC)? SELECT ONE 

 Yes  01Q4.2 

 No   02Q5.1 
 

Q4.2 Do you use or have you ever used the services of the BBFCC? SELECT ONE 

 Yes, currently use  01Q4.3 [User] 

 No, but have used in the past 02Q4.5 [Lapsed] 

 No, have never used it  03Q5.1 [Non-User] 
 
Q4.3 [User] What encouraged you to use the services of the BBFCC? MULTICODE POSSIBLE 

 Fast service   01 

 Reliability of service  02 

 Costs    03 

 Environmental/social impacts 04 

 Special offer/promotion  05 

 Recommendation/advertising 06 

 Local service   07 

 Other (specify)   08______ 

 Don’t know   09 

 
Q4.4 [User] Overall, to what extent would you say that the services you have received from the BBFCC meet your business 

requirements? Why do you say this? SELECT ONE AND WRITE IN FULL 

 Fully meet or exceed requirements 01Q5.1 

 Somewhat meet requirements  02Q5.1 

 Fall somewhat below requirements 03Q5.1 

 Fall well below requirements  04Q5.1 

 Don’t know    05Q5.1 

 
Q4.5 [Lapsed] What is the main reason for your business no longer using the services available from the BBFCC? MULTICODE POSSIBLE 

 Service too slow   01 

 Service not reliable  02 

 Service too expensive  03 

 Service not convenient/ hassle 04 

 Service/staff not professional  05 

 Too complicated/ use a range of suppliers 06 

 Other (specify)   07______ 

 Don’t know    08 
EXPLANATION 
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SECTION 5: PERCEPTIONS OF BBFCC SERVICES 

  

Q5.1 The Bristol and Bath Freight Consolidation Centre has been operating since 2004 to reduce congestion and pollution. How important 
are the following services that it currently offers? SINGLE CODE EACH 

FACTOR Very 
important 

Important Neither Not 
important 

Not at all 
important 

DK/NA 

A Goods/parcels from multiple suppliers are delivered 
together in one consignment 

05 04 03 02 01 00 

E Deliveries are made in vehicles that are environmentally 
friendly and efficient 

05 04 03 02 01 00 

H Courier takes away any cardboard and shrink wrap 
packaging 

05 04 03 02 01 00 

I Courier is able to store products until my business can take 
delivery 

05 04 03 02 01 00 

 

Q5.4 The following service enhancements could be made available to businesses using the Bristol and Bath Freight Consolidation 
Centre, to what extent would each be of interest to your business? SINGLE CODE EACH  

ENHANCEMENT Of great 
interest 

Of some 
interest 

Of  little 
interest 

 Of no 
interest 

DK/NA 

A Off peak deliveries 6am to 8am 04 03 02 01 00 

B Off peak deliveries 8pm to 10pm 04 03 02 01 00 

C Night deliveries 10pm to 8am 04 03 02 01 00 

E Items/goods delivered to local transfer point / hub for collection by recipient 04 03 02 01 00 

F Businesses that subscribe to the BBFCC service are recognised for their 
commitment to the environment 

04 03 02 01 00 

F.1 If code 04, 03 or 02 at F above: What sort of recognition would you say would be 
suitable?  

 

 

Q5.5 I would like you to consider the following distributions methods and types of vehicles which could be used to bring items and 
goods from the consolidation centre to your business. To what extent do you think each would be suitable for your business?  

Method/vehicle Very 
suitable 

Somewhat 
suitable 

Not very 
suitable 

Not at all 
suitable 

DK/NA 

B Electric or cargo bikes to take items from a centralised hub to reduce 
the number of vehicles on the streets 

04 03 02 01 00 

C Small electric vans for onward deliveries from localised delivery hubs 
so that there are fewer bulky vehicles on the road 

04 03 02 01 00 

D Items transported by rail to a central point and then delivered by 
electric vans or cargo bikes 

04 03 02 01 00 

E Items transported by water to a central point and then delivered by 
electric vans or cargo bikes 

04 03 02 01 00 

G Customer collection points where business deliveries and/or staff’s 
personal parcels can be picked up from a central location (e.g. the 
train station as offered by the Doddle delivery service) 

04 03 02 01 00 

 

Q5.6a   What in particular would encourage you to <<consider/ continue>> using the service in future?   

 
SECTION 6: POINT OF CONTACT 
 
Q6.1A Would you be interested in receiving more information on The Bristol and Bath Freight Consolidation Centre? 

 Yes 01 Q6.1B  No 02 Q6.2 
 
Q6.1B What is the best way for your business to learn more about The Bristol and Bath Freight Consolidation Centre? 

 Information on Bristol Council’s website 01 

 Leaflet sent to business   02 Ask Q6.3A 

 Email to business   03 Ask Q6.3A 

 Telephone call to business  04 Ask Q6.3A 

 Via third party (e.g. regulator) - specify 05______ 

 Other (specify)   06______ 

 None, not interested   07 
 

 
 
 
 
 
 
Q6.4  

Q6.4 Finally, do you have any further comments regarding your business’s freight activities or requirements? 
 
THANK AND CLOSE  
EXODUS FREEPHONE SUPPORT:  0800 077 8427; MRS VERIFICATION NUMBER:  0500 396 999 
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2. Introductory letter 
 

 
  Reply to Jodi Savickas 

 Telephone (0117) 9036123 
 Minicom (0117) 922 3854 
 Fax (0117) 903 6540 
 E-mail jodi.savickas @bristol.gov.uk 
 Our ref  
 Your ref  
 Date August 2015 

 
A survey of freight options for traders and businesses in the Old City of Bristol. 
In 2015 Bristol became the UK’s first ever European Green Capital. Bristol City Council is committed 
to maintaining this important status, by helping householders and businesses to continue making our 
city a healthier, cleaner and happier place to live in. 
 
We are currently undertaking a piece of research amongst businesses in the Old City and wider city 
centre areas. This work will help us to understand delivery patterns amongst businesses and how 
Bristol City Council can streamline these to meet environmental targets. The aim of this study is to 
build a robust picture of how the Bristol and Bath Freight Consolidation Centre service might best 
meet your business’s current and future needs. 
 
Your views are extremely important to us and as such we shall endeavour to invite you to participate 
in this important research on a day and time that best suits you; the initial discussions will be 
undertaken in August 2015.  
 
Exodus Research Ltd is a local research agency and has been contracted by Bristol City Council to 
undertake this research. Exodus is a Certified Member of the Market Research Society (MRS) and 
MRS Company Partner and strictly abides by its Code of Conduct and the Data Protection Act 1998.  
 
The research will involve members of the research team visiting all traders and businesses within the 
Old City Area to discuss your current freight distribution activities. In addition, a representative sample 
of businesses in the wider city centre will be contacted by telephone. The key objectives of the 
discussions are to: 
 

 Understand the extent to which businesses are aware of the Bristol and Bath Freight 
Consolidation Centre 

 Understand the motivation behind use of the Centre any barriers that prevent participation 

 Determine any service improvements that may further benefit businesses and encourage 
increased use of the Centre. 
 

Following the initial work, we intend to hold two discussion groups at a local venue to further explore 
possible service enhancements suggested by the first phase of research. The data from individual 
businesses taking part in one or both research phases will be kept anonymous and the findings 
reported collectively. No attempt will be made to identify any individual respondent from the answers 
provided. 
 
Please contact Lorrayne Ventour at Exodus Research if you require any further information via email 
lorrayne.ventour@exodusresearch.com or telephone 01934 751009. 
 

mailto:lorrayne.ventour@exodusresearch.com
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Yours sincerely, 

 
Jodi Savickas 
Strategic Projects Team Manager 
Strategic City Transport 
Place Directorate  
 
For further information please feel free to contact any of the following: 
 
Query Contact name Phone  Email (E) and Website (W) 

To contact the person 

responsible for the 

operation of this 

research and issues 

about identification  

Lorrayne Ventour 0800 

0778427 

(Freephone)  

 

E: mail@exodusresearch.com 

W: www.exodusresearch.com 

To contact the person 

that commissioned this 

research 

Jodi Savickas 0117 

9036123 

E: jodi.savickas@bristol.gov.uk 

W: http://www.travelwest.info/ 
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3. Topic guide 
 

1. Introduction 

A. Standard hello’s - thank for attending (10 mins) 

- Establish ‘rules’ for the meeting. There are no right or wrong answers (It is important to ensure respondents feel they can be 

critical of Bristol City Council if they want) 

- Brief discussion of business; how long established / main activities / how long in Old City. 

- How important to their business is goods deliveries? 

- Explore how their business has changed over the past 3 - 5 years with regards goods deliveries - Do these goods require 

specialist handling / in-transit storage or storage conditions? If so, what sort? (temperature control / handling fragile packages / 

time sensitive delivery bulk or heavy items) 

- Who is responsible for determining how items are delivered from the supplier/manufacturer to the business? Who do they use 

to handle their deliveries / their specialist deliveries? 

 

B. Simple Attribute Sort (5 mins) 

- Have the group list the benefits they look for in a delivery company. Write these benefits down on file cards and then get the 

group to debate the benefits in order of importance. Note how benefit order changes according to the type of business and 

delivery needs. 

- Which are the most common problems with deliveries and how might these be addressed by the delivery company? 

 

C. Extended Attribute Sort (5 mins) 

- Return to the attribute sort cards and add any of the following attributes if not mentioned in the simple sort. Sort again. These 

could include: 

• Goods/parcels from multiple suppliers are delivered together in one consignment 

• Deliveries at weekends 

• Deliveries in evening/night 

• Agreed time slots for deliveries 

• Deliveries are made in vehicles that are environmentally friendly and efficient 

• Delivery charges are absorbed by the supplier (i.e. hidden in the product costs) 

• A subscription fee that covers all deliveries during that time period e.g. Amazon’s Prime 

• Courier takes away any cardboard and shrink wrap packaging 

• Courier is able to store products until business can take delivery 

• Guaranteed next-day deliveries 

• Reduced costs for multiple or bulk deliveries 

• Named account manager to deal with business’s freight needs 

• Collection and delivery of outbound goods to my clients & customers 

 

2. Attitudes to Environmental Issues 
D. Environmental Awareness (10 mins) 

As a way of ‘easing’ into the subject, discuss Bristol European Green Capital and what it means to business owners. What are the 

most important issues ‘Green Culture’ addresses? (We are looking to test knowledge and engagement with green issues without 

pressuring business owners to feel they have to seem supportive) 

• Do businesses feel pressure to be seen to have green credentials?  

• How are respondents and their business engaging in ‘green’ activities? How successful have these businesses been in 

following through on these initiatives? 

• Is acknowledgement in some way for their green initiatives important? If so, how? 

• Listen for any initiatives which relate to transport, congestion and air pollution; Or to the Bristol-Bath Freight 

Consolidation Centre 

 

E. The Environment, package delivery and freight handling (10 mins) 

Explore how much business owners are aware that their delivery patterns/needs and freight haulage can be made ‘more green’. 

• What green measures can be taken? 

• Is this seen as a priority to them? 

• Have they taken any measures to make their package delivery or haulage ‘more green’? 

• If so, did anything prompt their awareness and what form did any initiative take? 

• Again, it is important to be acknowledged for these efforts? 

We can prompt on such issues as:  
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Should initiatives/grants be set up to support local courier firms to offer more environmentally-friendly deliveries?  

Are you willing to pay for a greener delivery service / Do you feel your business has more important things to deal with than the 

environment?  

Should the number of delivery vehicles using the city centre be reduced to improve the walking & cycling environment / Deliveries 

should be made out of hours or at night to avoid peak times with high levels of visitors and other traffic on the roads 

 

3. The Bristol & Bath Freight Consolidation Centre (BBFCC) 
F. Awareness & perceptions (30 mins) 

Has anyone in the group (prior to the previous research wave) heard of or used the BBFCC? (NB: BBFCC was discussed with them in 

the telephone interview, so most should now be aware of it even if they have not used it. However, it is important to get a sense of 

how well they knew of the Centre before this research).   

- What do they think is the purpose of the Centre and does anyone know how it operates? (Have respondents explain the main 

characteristics of the service it provides.) 

- For those who have used the service, what was the reason for use? Listen out for any of the following, and if any missed out, 

prompt comment on those not mentioned: 

• Fast service 

• Reliability of service 

• Costs 

• Environmental/social impacts 

• Special offer/promotion 

• Recommendation/advertising 

• Local service 

- If their experience of the BBFCC service was negative, seek to understand why. In particular, listen out for (but not prompted): 

• Slow service 

• Unreliable Service 

• Expensive 

• Inconvenient / a hassle 

• Service/staff not professional 

• Too complicated 

- Have them explain what they hoped to gain from using the service and, when appropriate, have them estimate what savings 

they feel they actually made. 

- Overall, how worthwhile was the project? 

 

- Explain that we are now going to describe the official purpose of the BBFCC and the benefits it offers. 

[The following description will provide valuable feedback in the focus groups READ OUT] The Bristol and Bath Freight Consolidation 

Centre has been operating since 2004 to reduce congestion and pollution.   

• Incoming goods are delivered to a central point outside of the city and then electric vehicles deliver the items to 

businesses in a single consignment; 

• Parcels from multiple suppliers are delivered to businesses in electric vehicles;  

• Items can be stored at the central location outside Bristol until the business is ready to receive them; and  

• Excess packaging can be taken away if required when items are delivered. 

- Discuss these four issues in detail. 

• Look for relevance / irrelevance 

• Practicality of service 

• Degree to which the service addresses their concerns around green issues (or is felt to be irrelevant to their needs with 

regards the ‘green agenda’) 

- In particular ask for ways respondents feel the service might be improved. This may be fruitful given that respondents will have 

had time to consider the service since their telephone interview. 

 

G. Developing the Service (10 mins) 

- Again, on cards, explore potential enhancements to the service. Read out the benefits, gain responses and then have the group 

order the cards in order of importance: 

• Off peak deliveries 6am to 8am 

• Off peak deliveries 8pm to 10pm 

• Night deliveries 10pm to 8am 

• Items/goods delivered to local transfer point / hub for delivery to recipient 

• Items/goods delivered to local transfer point / hub for collection by recipient 
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• Businesses that subscribe to the BBFCC service are recognised for their commitment to the environment 

 

- Explore whether the type of vehicle that does the deliveries is important to the respondent / their business. If possible, explore 

what types of vehicle would be most appropriate. We can suggest: 

• 9 tonne electric vehicles; these vehicles low emissions and energy consumption 

• Electric ‘Cargo-hopper’; an electric multi-trailer vehicle designed for narrow inner-city streets 

• Electric bikes; two or three wheeled electric bikes 

• Rail or water deliveries prior to the last mile delivery in an electric vehicle/bike  

- Have them explain their responses - or suggest some other form of vehicle they feel may be more appropriate 

 

H. Creating Awareness for the Service (5 mins) 

- How well do respondents feel the scheme is known about and understood within the local business community? 

- What is the most important aspect of the service which attracts attention or appeals to businesses? 

- How can this message be spread more widely within the local business community? 

- After initial discussion, suggest different ways of increasing awareness of BBFCC: 

• Information on Bristol City Council’s website  

• Leaflet sent to business (review existing leaflets)    

• Email to business     

• Telephone call to business    

• Via third party (e.g. regulator)  

 

4. Close 
I. Summary & Review (5 mins) 

- Review what has been discussed in the group and highlight the key points the respondents feel should be taken on board by 

Bristol Council / BBFCC 

- Ask how, after this discussion, attitudes amongst the group have changed 

- Ask whether behavioural perceptions to deliveries may have changed after exploring the subject more thoroughly 

- If this has been the case, identify the specific thoughts, facts or figures which had most impact in causing reconsideration. 

- Thanks & Close    (90 minutes total) 
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Appendix B: Research Sample 
A key objective of this project is to identify the freight requirements of businesses operating within and 
throughout central Bristol; and the actions required to improve and promote the BBFCC service to maximise take-
up.  
 
Sampling considerations: There are approximately 17,500 businesses operating in Bristol (source IDBR, March 
2010). In order to ensure that the results of this research are statistically valid, Exodus recommends that the 
sample of businesses interviewed is representative of all businesses, by business activity (Standard Industry 
Classification - SIC) and size (number of FTE employees). The tables below detail the proportion of businesses 
operating in Bristol by SIC and size as of March 2010. The profile of businesses participating in this research 
should be managed to reflect these population demographics, so for example, 19% of the sampled organisations 
should belong to the wholesale and retail trade. 
 

Table 1: Business units in Bristol by Standard Industry Classification 

SIC 2007 Percent 

 G Wholesale And Retail Trade; Repair Of Motor Vehicles And Motorcycles 19% 

 M Professional, Scientific And Technical Activities 16% 

 F Construction 9% 

 J Information And Communication 9% 

 N Administrative And Support Service Activities 8% 

 I Accommodation And Food Service Activities 7% 

 Q Human Health And Social Work Activities 6% 

 K Financial And Insurance Activities 5% 

 C Manufacturing 4% 

 S Other Service Activities 4% 

 L Real Estate Activities 3% 

 R Arts, Entertainment And Recreation 3% 

 H Transportation And Storage 3% 

 P Education 2% 

 O Public Administration And Defence; Compulsory Social Security 1% 

 E Water Supply; Sewerage, Waste Management And Remediation Activities >1% 

 A Agriculture, Forestry And Fishing >1% 

Total  100% 

 

Table 2: Business units in Bristol by size 

Number of employees  Percent 

0 (owner run) to 9 78% 

10 to 49 17% 

50 to 249 4% 

250+ 1% 

Total 100% 

 
In order to be 95% confident that the sample results are within ±5%

2
 of the results that would be obtained if all 

businesses and traders were included in the fieldwork, a minimum of 376 businesses that reflect the population 
profile ( by SIC and size) must be achieved. A greater sample size would improve the accuracy of the results, 
however it is standard research practice to obtain ±5%.  
 
Weighting of data: In order to ensure that the analysis appertaining to all participating businesses reflects all 
Bristol businesses, the data was weighted to account for any over or under-reporting by business activity 
(Standard Industry Classification - SIC) and size (number of FTE employees). The tables below detail the achieved 
sample and weighting factors used:  
 

                                                      
2 Therefore, if 67.5% of the sampled businesses use Courier X for their deliveries, we can be 95% confident that between 62.5% and 
72.5% of all businesses use this supplier 
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Table 1: Business units in Bristol by Standard Industry Classification 

SIC 2007 

Sample 

achieved 

Weighting 

factor 

 G Wholesale And Retail Trade; Repair Of Motor Vehicles And Motorcycles 39% 0.49 

 M Professional, Scientific And Technical Activities 18% 0.89 

 F Construction 5% 1.70 

 J Information And Communication 5% 1.76 

 N Administrative And Support Service Activities 2% 4.71 

 I Accommodation And Food Service Activities 12% 0.59 

 Q Human Health And Social Work Activities 3% 2.40 

 K Financial And Insurance Activities 2% 3.33 

 C Manufacturing 2% 1.74 

 S Other Service Activities 1% 6.67 

 L Real Estate Activities >1% 7.50 

 R Arts, Entertainment And Recreation 7% 0.45 

 H Transportation And Storage 1% 2.73 

 P Education 3% 0.59 

 O Public Administration And Defence; Compulsory Social Security >1% 2.50 

 E Water Supply; Sewerage, Waste Management And Remediation Activities >1% 1.00 

 A Agriculture, Forestry And Fishing 0% - 

Total  100%  

 

Table 2: Business units in Bristol by size 

Number of employees 

Sample 

achieved 

Weighting 

factor 

0 to 9 53% 1.48 

10 to 49 37% 0.46 

50 to 249 8% 0.49 

250+ 2% 0.43 

Total 100%  

 

Accuracy of reported data: A total of 472 businesses throughout Bristol participated in the research. The impact of the 

weighting gives an effective sample size of 449. This report provides an analysis of the weighted data which means that we can 

be 95% confident that the results represent all Bristol businesses within ±4.6%.
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