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Research objectives

* To measure tram passenger journey satisfaction for the five tram systems within the
Passenger Focus remit area in England:

* Blackpool

* Manchester Metrolink

* Midland Metro (Birmingham/Wolverhampton)
* Nottingham Express Transit (NET)

e Sheffield Supertram.

» To provide cross-modal comparisons where possible with bus and train journeys as
measured in our Bus and National Rail Passenger Surveys (BPS and NRPS)

» To explore barriers to tram use, opportunities to encourage usage, and potential
improvements to the passenger experience

This is the report for the Blackpool tram system, with relevant comparative data for bus
services in the Blackpool area. (We are unable to provide train data from NRPS for an
appropriately comparable area.)




Methodology — fieldwork
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Blackpool (TPS)
Fieldwork: 28 October to 15 December 2013

Interviewer shifts: covered all days of the week and ran from 6am to 10pm. Each interviewer worked a three-hour shift

Method: Choice of paper or online self-completion questionnaire

Sample size: 725 interviews (523 paper, 202 online)

Bus (BPS) data for Blackpool area

Fieldwork: 8 September to 30 November 2013
Interviewer shifts: covered all days of the week and ran from 6am to 10pm. Each interviewer worked a three-hour shift

Method: Self-completion paper questionnaire

Sample size: 560 interviews

At selected places in this report Blackpool tram passengers have been split into two groups: residents and visitors. Residents are defined as
respondents who provided a postcode that fits within the FY1-8 area. Visitors are respondents who provided a postcode outside this area.
Residents make up 59 percent of the total sample and visitors 29 percent.
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Methodology — data analysis

Base definitions: All charts are based on those who gave an answer to an individual
guestion. Those who either left the question blank or said ‘don’t know’ have been excluded
from the base. For this reason the base sizes for those charts based on ‘all passengers’
vary slightly between the different charts in this report

Weighting: this was based on passenger count information collected by the interviewer
during each interviewer shift. The weighing matrix used the following weighting cells:

e Tram network

 Age: 16-25, 26-59, 60+

 Gender: male, female

 Timel/day travelled: weekday peak, weekday off peak and weekend.

The full details of the weighting matrix can be found in the TPS Autumn 2013 technical
report

Waiver

Passenger Focus has taken care to ensure that the information contained in TPS is correct. However, no warranty, express or implied, is given as
to its accuracy and Passenger Focus does not accept any liability for error or omission

Passenger Focus is not responsible for how the information is used, how it is interpreted or what reliance is placed on it. Passenger Focus does
not guarantee that the information contained in TPS is fit for any particular purpose.




The Blackpool tram system
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* The Blackpool tramway consists of one line with 36 stops, running 11 miles along the coast
between Starr Gate and Fleetwood Ferry.

* Approximately 3.7 million* passenger journeys were made in 2012/13

* The trams run with conductors and passengers may purchase tickets on board. There are
no ticket machines at Blackpool tram stops

» Tram stops do not have Passenger Information Displays

» Blackpool Transport operate modern and heritage trams on the network. Heritage trams
operate on bank holidays, weekends and during the summer

e Trams run every 15-30 minutes Monday to Saturday and every 20-30 minutes on Sundays

* There were no significant issues affecting tram services during the fieldwork period.

*Source: Department for Transport, Passenger journeys on light rail and trams by system in England, 2012/13
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Summary of key findings (1)

* Overall satisfaction for a journey on Blackpool trams was high (97%). This compares
favourably with the same measure on the Bus Passenger Survey (89%) in the Blackpool
area. This high rating for Blackpool trams was consistent across all the main passenger
groups, although slightly lower for younger people aged 16 to 25 years (92%)

* Amongst fare paying passengers over eight in ten (85%) were satisfied with the value for
money of a journey on Blackpool trams. This compares to 63 percent for bus
passengers in the Blackpool area

* When evaluating whether their journey represented value for money, the cost for the
distance travelled by tram was the main criterion used to make this evaluation

* \Visitors to Blackpool gave higher scores for overall satisfaction (99%) and value for
money (92%) than residents (96% and 83% respectively). They also tended to be older,
had a higher incidence of using a free pass and tended to buy tickets on board the tram
from the conductor.

e 03 percent of tram passengers were satisfied with the punctuality of the tram service,
and only 2 percent experienced some delay to their journey

* As satisfaction with the Blackpool trams was high, only a quarter (25%) spontaneously
suggested some improvements that could be made to their journey. These mainly
concerned crowding issues




Summary of key findings (2)

* Other improvements spontaneously mentioned for the Blackpool tram service were more
reliable services/fewer delays and improvements to the interior of the tram (e.g. better
provision of information)

* Only three percent were troubled by anti-social behaviour of other passengers on their
tram journey

* The profile of tram passengers was older than the bus with over four in ten passengers
(44%) aged over 60 years compared to 36 percent on the bus

* Almost three quarters (73%) were using Blackpool trams for personal purposes either
specifically for a leisure trip (32%) or to go shopping (24%)

* As Blackpool tram passengers generally had an older profile, nearly a third (31%) of all
passengers were travelling on an elderly person’s (60+) concessionary pass. The
respective figure for bus passengers was 25 percent.
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This section of the report includes comparisons between tram
(TPS) and bus (BPS) where applicable.
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Overall satisfaction — by gender and age
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Tram m Very satisfied Fairly satisfied Neither/nor = Fairly dissatisfied m Very dissatisfied (All satisfied)
0 %
%0
All passengers 16 2D 97
Male | 17 1D 97
Female 15 2D 97
Age 16 to 34 | o R — 33 3 80 93
Age 35 to 59 16 2D 97
Age 60+ | I . — 50 99
Bus m \Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
All passengers 35 7 2l 89
Male 34 10 i 87
Female 35 6 2 91
Age 16 to 34 44 13 3 80
Age 35 to 59 38 6 2 o1
Age 60+ 24 3D 96

Q. Overall, taking everything into account from the start to the end of this tram/bus journey, how satisfied were you with your tram/bus journey today?
Base (all passengers): 723, 543
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Overall satisfaction — by passenger type

Tormim~s NAacaAam~n~r DlaAlLinA~Al
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Both visitors and residents gave high satisfaction scores. Visitors were slightly more satisfied (99%) than residents (96%)
Tram B Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
%
%
All passengers 6 2b 97
Fare-payers 23 220 96
Free pass holders 40 100
Commuting 31 3 96
Not commuting 1 1 98
Bus m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
%
All passengers 35 7 2h 89
Fare-payers 43 10 1 85
Free pass holders 23 4D 94
Commuting 43 10 28 85
Not commuting 30 ¢ 1A 91

Q. Overall, taking everything into account from the start to the end of this tram/bus journey, how satisfied were you with your tram/bus journey today?
Base (all passengers): 723, 543

Passengerfocus 3
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Value for money — fare-payers only
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Amongst visitors to Blackpool over nine in ten (92%) were satisfied with value for money, compared to 83 percent of residents

Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied  (All satisfied)
% %
All passengers 24 10 =N 85
Age 16 to 34 29 13 [eiEm 77
Age 35 to 59 24 s 2A 920
Commuting 33 12 [SEE 81
Not commuting [ 17 o 2l 87
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied
%
All passengers 32 19 . 63
Age 16 to 34 29 23 s ss
Age 35 to 59 38 15 a4
Commuting 36 15 NI 66
Not commuting 28 22 INOINENEEN 60

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 429, 236
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What influenced value for money rating

Tram
| Cost for distance travelled Comfort/quality for the fare paid m Cost tram versus other transport

® Fare compared to everyday items = QOther reason

%

Those satisfied with
Those not satisfied
with value for {0] 8 11 31
money

m Cost for distance travelled Comfort/quality for the fare paid E Cost bus versus other transport

= Fare compared to everyday items = QOther reason

Those satisfied with
value for money

Those not satisfied
with value for
money

NOTE: those not satisfied with value for money includes respondents answering ‘Neither satisfied nor dissatisfied’

Q. What had the biggest influence on the ‘value for money’ rating you gave in the previous question?
Base (all fare paying passengers): 415, 204
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Tram m Very satisfied Fairly satisfied Neither/nor mFairly dissatisfied mVery dissatisfied  (All satisfied)
%0 %
Overall satisfaction —tram stop 26 4 23 93
Distance from journey start 20 6 21 91
Convenience/accessibility 20 4 24 93
General condition/maintenance 20 4 3 93
Freedom from graffiti/vandalism 14 4 18 95
Freedom from litter 21 6 21 92
Behaviour of fellow passengers 19 5 D 94
Information provided at the stop 21 7 anE 86
Personal safety at stop 20 6 m 93
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
Overall satisfaction —bus stop 39 16 5 m 74
Distance from journey start 30 11 2= 83
Convenience/accessibility 33 9 Ii3d 87
General condition/maintenance 40 17 . 6 Im 73
Freedom from graffitiivandalism 31 13 -5 Em 78
Freedom from litter 38 12 9 Im 75
Behaviour of fellow passengers N/A -
Information provided at the stop 38 12 | 6 e 68
Personal safety at stop 32 23 5 2 70
Q. Overall, how satisfied were you with the tram/bus stop? & Q. Thinking about the tram/bus stop itself, how satisfied were you with the following:
Base (all passengers): 701, 530

Passengerfocus 16
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Satisfaction — with punctuality of the tram/bus
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Tram Neither/nor

%

Length of time had to wait

m\Very satisfied Fairly satisfied m Fairly dissatisfied

® Much less A little less About expected m A little longer
Actual vs expected

mVery dissatisfied (All satisfied)

%

18 5 I 93

22 6 . 91
®Much longer (All positive)

%

=l -

bus H Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
% %
®Much less A little less About expected m A little longer ®Much longer (All positive)
%
Actual vs expected
Q. How satisfied were you with each of the following?
Q. Thinking about the time you waited for the tram/bus today, was it [...] than expected?
Base (all passengers): 715, 544
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Expected and reported waiting times
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Tram Expected tram waiting time

%
Under 2 mins . 5

10-15 mins [N 6
Over 15 mins - 6

Average expected waiting

time 7 minutes
Bus

Expected bus waiting time

%
Under 2 mins - 7

I

5-10 mins 8

10-15mins [ 8
Over 15 mins - 6

Average expected waiting

time 8 minutes
Q. Approximately how long did you expect to wait for the tram/bus?
Q. Approximately, how long did you wait for your tram/bus

Base (all passengers): 701, 562
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Under 2 mins

2-5 mins

5-10 mins

10-15 mins

Over 15 mins

Under 2 mins

2-5 mins

5-10 mins

10-15 mins

Over 15 mins

Reported tram waiting time
%

-

31

.
| E

Average reported waiting
time 6 minutes

Reported bus waiting time

%
N
I

w
o

10

13

Average reported waiting
time 9 minutes
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How passengers checked tram/bus times
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Tram 30 percent of Blackpool tram passengers did not check to find out when the tram was meant to arrive

Before leaving for the tram stop
%
Leaflet/paper timetable _ 22

Online - 11

Live tram locator/timings | 1

Disruption updates via
social media

Other - 11

0

Before leaving for the bus stop

%
Paper timetable _ 37
Online - 13

Live bus locator/timings I 3

Disruption updates via
social media

Other - 11

0

Q. Did you check any of the following to find out when the tram/bus was meant to arrive?

Base (all passengers): 704, 379

At the tram stop

%
Electronic display . 3
Information posters || |GG 38
online | 2
Live tram locator/timings 0
Disruption updates via.. 0
other |l 10
At the bus stop
%
Electronic display | 1
Timetable [N 55
online ] 2
Live bus locator/timings | 1
Disruption updates via 0
social media
other [l 8
19
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Why passengers did not check tram times

Tram

Knew the trams ran frequently on this route _ 73

Already knew arrival times - 12
Knew through other means I 1
Could not find the information I 2
Didn't have time . 4

Did not know when tram was meant to arrive - 10

Bus

Knew service was frequent _ 49
Already knew arrival times _ 43

Could not find the information . 5

Didn't have time . 4

Other - 7

Q. If you did not check to find out when the tram/bus was meant to arrive, why was this?
Base (all not checking tram arrival information): 212, 164

Passengerfocus
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Satisfaction — with start of journey

Tram m Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m Very dissatisfied (All satisfied)
iram %

Route/destination
information on tram L 16 6 I 93

%

Ease of getting

on/off tram 87 11 20 98

Time taken to board 87 11 20 98

Bus m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied

Route/destination
information on bus

|\.

62 28 8 I 90

Exterior cleanliness 40 40 13 - 81

Ease of getting .
on/off bus 62 £l 2 92

Time taken to board 63 30 5 I) 93

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base (all passengers): 719, 521

Passengerfocus 2
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Satisfaction — on the tram/bus

Tram mVery satisfied

Interior cleanliness/condition
Information provided inside the tram
Availability of seating or space to stand
Comfort of the seats

Amount of personal space

Provision of grab rails

Temperature inside the tram

Personal security

bus m Very satisfied

Interior cleanliness/condition
Information provided inside the bus
Availability of seating or space to stand
Comfort of the seats

Amount of personal space

Provision of grab rails

Temperature inside the bus

Personal security

Q. Thinking about whilst you were on the tram
Base (all passengers): 718, 535

. A~ DlaAl;inA~~l
Vey — BIaCKpOOi

Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)

% %
20 2b 97
20 5@ 93
6 | 22 s Bl 91
6 | 26 5 2 92
26 6 13l 91
22 4 94
25 3b 96
il 3D 96

Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied

%
44 12 [WewEm 78
37 24 4B 68
30 7 Bl 88
43 15 . 77
46 1 WenE 81
a1 o Bl 88
41 11 EEE 82
38 3 @ 84

, please indicate how satisfied you were with the following:

Passengerfocus
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Satisfaction — with on-vehicle journey time
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m Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m Very dissatisfied (All satisfied)
%
%
Bus 58 30 7 . 88

Q. How satisfied were you with the amount of time your journey on the tram/bus took?
Base (all passengers): 716, 548




Availability of information inside the tram/bus

Tram %

Route map/journey times | NEREEEE
Audio announcements |, oo
Electronic display | o5
Farestticket info || | NG <0
Timetable || NG 35
How to make a complaint || |GGG 35

%
Route map/journey times [ NI 14
Audio announcements [ 2
Electronic display [l 6
Farestticket info [N 55
Timetable [ 13
How to make a complaint [ NG 24

Q. Were any of these items of information present on the tram/bus?
Base (all passengers): 702, 142

Passengerfocus
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Satisfaction — with tram staff/bus driver

Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied (All satisfied)
iram %
%
RREY T
21 o B

Bus mVery satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%

I I B
o ©
N o

69

TPS: Q. Thinking about any tram staff you encountered on your journey, please indicate how satisfied you were with each of the following:
BPS: Q. Thinking about the driver, please indicate how satisfied you were with the following:

Base (all passengers): 720, 513
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Key factors that drive passengers to be very satisf
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%

All passengers 26

m | ength of time you had to wait for the tram The amount of time the journey took
B Smoothness/freedom from jolting during the journey B The ease of getting on to and off of the tram

B The temperature inside the tram mValue for money

The key driver analysis uses Multiple Linear Regression and is performed in two stages. First, the drivers of satisfaction are identified. Satisfied passengers are defined as those
who are either very or fairly satisfied with their journey. Once the drivers of satisfaction have been determined, the non-satisfied (very dissatisfied, fairly dissatisfied and neither/nor
respondents) are removed, and a new regression analysis is run to determine which factors drive people to be very satisfied (rather than fairly or very satisfied).

The key drivers displayed above are those that drive passengers to be very satisfied.

Please refer to the TPS technical report for a full explanation.

Base (all fare paying passengers): 443

Passengerfocus 26

putline passencers first




Experience of delays

2 percent of Blackpool passengers experienced a delay. Typical length of delay was 7 minutes

Main reasons for delay

e Tram waiting too long at stops
e Poor weather

e Tram failure

» Signal/points failure

* Time it took passengers to board/pay

* Planned engineering works

TPS: Q. Why was your journey delayed?
Base (all experiencing a delay): 12 caution small base




Worry or concern at other passengers’ behaviour

§
J
)
)
)
)
s
)
)
S
)

ram rasSsenger ourvey — Biackpooi

Tram

%
All passengers B 3

Male NN 4
Female N 2

Age 16to 34 I 4
Age 35t0o 59 I 3
Age 60+ I 3

%
All passengers INIINEGEGEGEN °

Male NI 10
Female NN S

Age 16 to 34 I 14
Age 35to 59 N 5
Age 60+ [N 7

Q. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your journey?
Base (all passengers): 720, 549




Types of worrying/concerning behaviour

Main types of worrying/concerning behaviour:

* Feeton seats

e Passengers under the influence of alcohol
* Rowdy behaviour

e Passengers under the influence of drugs
* Loud use of mobiles

e Passengers not paying fares

e Passengers playing loud music

* Abusive or threatening behaviour

e Smoking

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base (all experiencing worrying/concerning behaviour): 18 caution small base

Passengerfocus 29‘




Whether journey was better or worse than usual

® Much better than usual

= A little better than usual
About the same as usual

A little worse than usual

® Much worse than usual

69

Q. If you have used the tram before, how typical would you say today’s experience was?
Base (all previously using a tram): 619




Suggested improvements spontaneously mentioned by passengers
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75 percent of passengers could
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ger Survey — Blackpool
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ink of no improvement suggestions to make.

Of the 25 percent who did, their suggestions are shown below

More seating ||| | I © (= 2 percent of all passengers)

Bigger/ longer tram - 5

Other space issues _ 21
More punctual/ fewer delays _ 7

More frequent trams - 4

Other punctuality/ reliability issues [ 4

Better information on-board _ 11
Other interior issues _ 12
Cheaper ticket prices - 4

Better ticket facilities . 2
Other ticket issues I 1
Address unruly behaviour - 5
Improvements to tram stops _ 11
Other uncategorised issues _ 23

Q. If something could have been improved on your tram journey today, what would it have been?
Base (all passengers suggesting an improvement): 172

Passengerfocus
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Suggested improvements to the Blackpool trams — passenger verbatims
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The conductor should tell people to take their rubbish with them and not to put their feet on the seats. Also
when the time tables change it would be helpful if the conductors could point this out a couple of days before.

_ _ Electronic displays at the tram stop telling me when
More information on the next tram would arrive - | live in Nottingham and
tram windows. we have this information which is extremely useful.

A pleasant journey my only complaint was
audio information was far too loud.

More seats when it's a busy weekend as lots of people had to stand and this caused problems.

Timetable information at stop — other passengers No shelters at too many tram stops on the
didn't know about timetable change. route.

An electronic display at the station would be nice showing how long before the tram is due.
Brighton and Hove buses have this on major routes. Time to get some exercise by walking to
the next stop before the bus comes. Could work with the trams.

The jolting when the tram is moving and the | would have liked a simple timetable. The tram stop
noise the trams make — that should have been information board was difficult to understand.
a lot smoother and quieter.
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Reasons for choosing the tram/bus
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Tram %

Best way to get where | was going | IENGE—_—_NGEGEGEGEGE 25
More convenient than the car (e.g. parking) [ EGEGGIGcNzIzNIEG 17

Quicker than other transport | NN 14
Didn't have the option of travelling by another means | I 13

Cheaper than the car [ 6

Tram more comfortable than other transport || N [ 15
Cheaper than other transport [ 2

Prefer tram to walking/cycling [l| 3

other [ 6

%
Didn’t have the option of travelling by other means [ NN 46
More convenient than car [ I ©
More convenient than other transport | NNEEEE 12
Cheaper than the car [ 7

Preferred bus to walking/cycling [ NENRNREQN 14
Cheaper than other transport [l 6

Other reason [l 5

Q. What was the main reason you chose to take the tram/bus for this journey?
Base (all passengers): 702, 533

Passengerfocus
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Frequency of using Blackpool trams
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5 or more days aweek | 2¢
3or 4 days aweek [ '
once or wice aweek | 1o
Once a fortnight _ 6
Once a month _ 5
Less trequenty N ::
This is the first time _ 7

Q. How often do you typically travel by tram?
Base (all passengers): 666

Passengerfocus 35‘




Sources for tram information

Phone: Blackpool Transport NN 24
Phone: Blackpool Council Il 3
Phone: Other number W 1
Internet: Blackpool Transport Website I 52
Internet: Blackpool Council website N 7
Internet: Other travel website [ 5
Travel shop NN 12
Ask friend/relative NI 11
Ask tram staff INIIIIIIININGE 27
Text/SMS for information Il 3
Smartphone app I 6
Other NN
Not sure NN S

Q. If you needed information about your local tram services, e.g. times, fares, where would you obtain that information?
Base (all passengers): 702

Passengerfocus 36
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Factors preventing more journeys being made
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Tram %

Places reachable [HIININININGTGNNN— 45
Frequency of trams [ 11
Reliability of trams [N 11
Cost of using trams [N °
Understanding the fares [l 4
Understanding ticket machines W 1
Journey times [ 38
Comfort of trams [N 9
Level of crowding I 45
Concern for personal safety [ N 38

- %
Places reachable I 45
Frequency of buses I 43
Reliability of buses I 49
Cost of using buses I 28
Understanding the fares N/A
Understanding ticket machines N/A
Journey times I 41
Comfort of buses I 20
Level of crowding N/A
Concern for personal safety s 17

Q. Have any of the following frequently stopped you making journeys by tram/bus? (More than one answer permissible)
Base (all passengers): 355, 318

Passengerfocus
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Satisfaction — with trams generally

mVery satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied (All satisfied)

%

Punctuality
(running on time)

Frequency
(how often they run)

(o2}
w

26 6 . 90

m Very good Good Neither/nor m Fairly poor mVery poor (All positive)
%
%
Ease of getting to local
Connections with other

Q: How would you rate your local tram services for the following:
Q. And how satisfied are you overall with tram services for the following:

Base (all passengers): 696

Passengerfocus 38
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Passenger profile

Age
16-34
35-59
Over 60
Access to private transport
Easy
Moderate
Limited/none
Has a disability
Yes
Ticket type
Free pass holders

Fare-payers

Base (all passengers): 725, 536

28

44

35

40

24

20

36

61

P YeataTlelaYe Vel d

)

28

36

12

79

35

33

55

63 percent of visitors to Blackpool were

aged over 60, compared to only 35 percent

of residents
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Journey purpose (1)

Tram

Travelling to/from work
Travelling to/from education
Company business
Personal business

Health visit

Shopping trip

Visit friends or relatives
Leisure trip

Other

Travelling to/from work
Travelling to/from education
Shopping trip

Visit friends or relatives
Leisure trip

Other

Tram Passenger Surve
%

I 23

B 4

i1

I 5

i1

I 24

I S

I 32
il 3

%
- 21
s 11
e 33
. 15
o
10

Q. What is the main purpose of your tram/bus journey today?

Base (all passengers): 702, 539

Passengerfocus
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Journey purpose (2)

0
Tram /0
Sub-total: Commuter _ 27
Sub-total: Business I 1
Bus %

Sub-total: Business NJ/A

Q. What is the main purpose of your tram/bus/train journey today?
Base (all passengers): 702, 539
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Weather conditions when journey made

Tram

Dry
Light rain
Heavy rain

Snow

Foggy
Icy

Not stated

Dry

Light rain
Heavy rain
Snow

Not stated

?
J
)
)
)
)
;
)
)
S
b

%
T
I 16
M4

0

Q. What was the weather like when you made your journey ?

Base (all passengers): 704, 545
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Ticket type and modes of transport permitted

Tram % ,
Sub-total: Single/return N 21 Modes of travel ticket allows
Single M 19 %
Return [ 2 “Tram only
Sub-total: Season ticket/pass NN 40
Daypass 0 19 H Train and tram

3 day/weekend [ 1

5days/l week [ 13
10 days/2 weeks 0
4 weeks/1l month 0 6

“Bus and tram

H Train, bus and

Quarterly/3 months 0 tram
lyear O
Other time period [ 1 Almost half (48%) of the respondents
Free pass/journey NN 36 who were visitors to Blackpool had a
Other ticket type Il 3 free pass, compared to 30 percent of
Bus residents
%

singlereturn [ NG 22
Day pass [ ©
Season ticket/pass for longer than a day _ 25
Free pass/journey [ NG 33

Other ticket type I 1

Q. What type of ticket/pass did you use for this tram/bus journey today? Q. What modes of transport does your ticket all you to travel on?
Base (all passengers): 722, 560 Base (all passengers): 714
44
Passengerfocus
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Method of buying ticket and ticket format

~~ P Yetalala) ~ O w F N

Tram Passenger Survey — Blackpool

Tram 66 percent of visitors to Blackpool bought their ticket on board the tram from the conductor.
This is compared to only 45 percent of residents

Ticket machine at stop
Conductor that day

Travel shop

Direct from the tram company
Rail/bus company

Local shop or post office

Direct debit through work/college
Other

Bus

Driver that day

Driver before today

Direct from the bus company

Travel centre/bus station/booking office
Local shop or post office

Direct debit through work/college

Other

Q. How did you buy that ticket or pass?

%
N/A
I 51
N s
[ ]
|
I 30
[
I 4

%
L
s

0

a7
P 25
B s

M3

Base (all fare paying passengers): 425, 230

Ticket format
" Paper 0%

ticket/pass
= Photocard pass
= Plastic card

H Ticket on mobil

= Other format

" Paper
ticket/pass

® Photocard pass

 Plastic card

m Ticket on mobile

= Other format

Q. In what format was your ticket?
Base (all passengers): 698, 520
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How got to and from the tram stop

'I'I T~ A~ccnnnmar O r e~ P P N |

v~ ' y |
ram Passenger Survey — BiacKpooi

E Getto tram stop  ELeave tram stop

%
Cycled 8
Motorbike 8
Car - dropped off '23
Car - Park and Ride 8

Car - parked elsewhere r3 S

Taxi 8

sus [ 6
Train |01
Tram I %
Other I %

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base (all passengers): 705

(Passengerfocus
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Blackpool tram stops used by passengers surveyed

T mas MNAaAmnaAmm~a~r O

laAalin~Al

[ram Passenger Suirvey — BlacKpooi

51 percent of passengers were on an outward journey, 44 percent on a return and 6

percent on a one-way trip

90 percent of passengers had a seat for their whole journey. 1 percent said they had to

stand but would have liked to have a seat

Nearly all (98%) travelled on a regular tram rather than a heritage tram

Boarding %
- Starr Gate 10
* North Pier 10
* Fleetwood Ferry 9
* Cleveleys 9
« Tower 8
* Fishermans Walk 5

Alighting %
Cleveleys 13
Tower 12
North Pier 11
Fleetwood Ferry 10
Starr Gate 6
Norbreck 4
Bispham Sandhurst Avenue 4

Q: Were you on your outward or return journey? Q. Did you get a seat on the tram? Q: At which stop did you board/leave this tram?

Base (all passengers): 725

/ Passengerfocus
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Where Blackpool tram passengers live — by postcode

%
Fv7 N 18
Fvs [N ¢
Fro [ ©
Fv2 [
Fvi I
Fve I ©
Any s/sk/sr/sT [N 4

Any other - | 21

Q: What is your postcode?

Base (all passengers): 637
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Passengerfocus i I Tram Passenger Survey | N N -0 21 as.
(Blackpoaol) Shift Date
Passenger Focus is the official, independent consumer organisation that represents Train, Bus and Tram passengers
across England (exoept London).
To help us represent the views of paszengers in your area we would apprediate a little of your time to complete this as.
guestionnaire about your tram journey today as part of our national Tram Passenger Survey. Tram companies, local
authorities and Government pay close attention to the survey's results and the survey provides the evidence for us
to seek improvements on your behalf.
To find out more about our work please wvisit weww.passengerfocus.orz.uk. You can ako follow us on Twitter
@passengerfocus as
Pleaze fill in the guestionnzire after you have completed your tram journey.
Flease tick only one box per guestion, unless that guestion reguests otherwise.
After completing the guestionnaire, please return it using the postage paid envelope provided.
1. About your journey
ar.
ala at which stop did you board this tram?
Q8.
alb. At which stop did you leave this tram?
ag.
az Please fill in the time that you boarded the tram today:
| | | Hour | | | Mins [Plegse use 24 howr dock e.g. 5.25pm should be written g5 17:25)
03a. What type of ticket or pass did you use for this journey? [Pleose tick one box only)
Season Ticket/Saver aio.
................................................. O A free pass or free journey
fweekend. | Elderly perzon's pass . Od
5 days/1week O Dizabled person’'s pass O
10 days/2 week - d Complimentary/free ticket.. . d
Awesks/1 month... |:|
Quarterhy/3 months O Other ticket
Lyear - Fark and Ride.........
Other time period (5peCify).....oooweeeereens Family/Group ticket . d Qil.
| OTHET. e O
Singlefreturn ticket
SINEIE TICKET oo |:|
RETUIT ERET e d
a3b.  what modes of transport does your ticket allow you to travel on?

BUE AT TIEMN e ieeeeeeene e eeeae s s emmnesammmns |:|
Train, Bus 3nd Tram .o eeeeaecsesnnns O

TR DN e e e e e |:|
Train and TIAM e ee e e semseeaeennns O

loolool

In what format was your ticket?
& standard paper ticket/ pass
& photo card ticket/ pazs
A plastic card you touched

on to the fare machine. ....................

How did you buy that ticket or pass?

From Conduc tor
Direct from Blackpool Transport
[website/f phone]

What is the main purpose of your tram journey today?

Travelling to/from work ...
Travelling to/from education

[e.g. college, school) oo
Oncompany businesz

[or own if se f-employed).......oeee
On personal business

(job interview, bank, post office)

Were you on your outward or return journey when you were given a guestionnaire?

Ouwtward ..
Return...

Were you travelling with..?
Children ina buggy or pushchair.............
Children [under 12} who were walking ....
A wheelChair s

(Pizase tick ol that opply)

How did you get tothe tram stop where you boarded this tram today?

On oot/ Waked. oo enee
Cydled
Motorbike
car - dropped off
Car -and used Park and Ride
Car - parked elsewhere ...

Which means of transport did you use when you got off this tram today?

On footfwalked
Cycled
Motorbike
Car - picked up
Car - and used Park and Rid
car - parked elsewhere .

what was the main reason you chose totake the tram for this journey?

(Pisose tick one box only)
Cheaper than the car ..
Cheaper tham other transpaort .
More convenient than the car
[Eg pErKINg] oo
Didn't have the option of travelling
by another means ...

Aticket zenttoyour mobile phone .Oa
oOther format . O
O
O From a localshop or post office .oeeeeeee. O
vou had afree pass |
O Direct debit throuzh worky, |
O OERET e .4
O Health visit [Doctor/hospital/ dentist)....... O
shopping trip -4
O ‘Wisiting friends or relative . |:|
Leizure trip (e.g. day out] .. .0
O OEPIET e O
O
O Omeway trip onhy... O
O
O BTATET e
O Lotz of bags or luggags .
O MONE OF ThESE e eaaaas O
| |
g -0
| -0
d -0
O O
O
O Taxi... |
O B . |
a .0
| -d
O .
d
O Quicker than other transport .. |
d Best way 1o get where | am going .. .4
Tram more comfortable than
O other transport.... |
prefer tram to walki O
Other (please specify)
..... O

(Passengerfocus
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iz, What was the weather like when you made your journey, was it?
Foggy.. .O
Light rain .. SROW . g
Heawvy rain L OO PSP RRRRPPUPPPRRIIOY O
013,  Please tell us whether your tram journey was on...
Amodern tram... DN EKIIOW e eveeeseseseees s eneesemasensesennnan O
& heritage tram ..
2 About the tram stop where you boarded this tram
014, Thinking about the tram stop itself, how satisfied were you with the following?
Mt Dom’t
Ve raidy  amtafad mee m y Ve emcrw=c
amafad  asafed damafed Samafad fasafed opitee
It= distance from your journey start
e.z. home, shops O O O O O O
The convenie no O O O O O O
Its general condition/standard of maintz nance O O O O O O
Its freedom from graffiti/vandalizm ... O O O O O O
Its freedom from litter...oooeeeeeees | O O O O O
Behaviour of fellow passengers waiting atthestop.. [ O O O O O
The information provided at the tram stop ... O O O O O O
Yiour persona | safety whilst at the tram stop ... Oa O O O O Oa
15, oOwerall, how satisfied were you with the tram stop?
ery satisfied Fairly diszatisfied . - O
Fairhy satisfied .... wery diszatisfied .. O
Neither satisfied nor diszatisfied .. Don't know, Mo opinion ... . O
3. Waiting for the tram
Q16 Approximately, how long did you wait for your tram?
{Plegse write in the time in minutes) |:|:|
0173, Did you check any of the following tofind out when the tram was meant toarrive?
(Piegse tick ol thot opply)
Before leaving for the tram stop At the tram stop
Leaflet/ paper timeta ble Electronic display at the stop . O
Online tram times Information posters at the stop . O
Live tram locator/timings Online tram times . d
[e.g. viz mobile 3 ppfweb). .o Live tram locator/timings
Disruption updates [e.g. via maobile 3 pp/web) ..o O
(e.z. on Twitter/Facebook) Disruption updates
OTher s [e.g. on Twitter/Facebook) . Od
DT e g
Qi7h. Ifyou did not check to find out when the tram was meant toarrive, why was this?
[Pisase tick off thot opply)
Knew the tramsran Didn't have Lime ... eeeeees O
freguently on this route .......ccceeeeeeeees O Did not know when the tram
Already knew arrival times .. Was meant toarrive . d
Knew through other means . OthET . ceeeeeeeeneananaan . |:|

Could mot find the information..

Qig.  Approximately how long did you expect to wait for the tram?
(Plegzs writs in the time in minutes) I:I:I
Q1%a. Thinking about the time you waited for the tram today, was it...
Much longer than expected .. d & little less time than you expected
& little longer than you expected | Much lezz time than youexpected....
About the length of time you expected.... [
Qisb. Were you able to board the first tram you wanted to travel on?
BBttt nene O D e ne e O
Q2. How satisfied were you with each of the following?
Matmar De="t
Ve fudy  aawtafed mor ru Ve mcwi=o
arafas atafad  doamafed  daamaded  doasafad osieiss
The length of time you had to wait for the tram...... |:| |:| |:| |:| |:| |:|
The punctuality of ThE tram ..o O O O O O |
4, On the tram
Q21 Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Matmar De="t
Vary Puy  amtadad mee LS Vary ammame
asafad  amafad dusafad  Susifed dasafed osives
Route/destination information on
the outside of the tram ... O O O O O |
The dleanliness 3rd conditioh of
the outside oF the TramM e eaaens O O O O O O
The gaze of getting on to and off of the tram............ O O O O O O
The length of time it took toboard the tram.. ... O O O O O O
022, Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:

Natar Doa"t
Vary Fasy  aatafad mos P sy ey rezwi=e
artafas atafad  doastafad  doastafed  Saastafad smiess

The cleanliness and condition of the

inzide of the traml.....ccceeeeee e eeeee e eaas |:|
The information provided inside the tram .............. O
sufficient room for all the passengerstosit/stand... [
Thecomfort of theseats ... O
The amount of personal space you had

APOUNE YO oo O

Provision of grabrails to hold on to when standing/
moving about the tram
The tem perature inside the tram..

Wour persona | security whilst on the tram ..............
The amount of time the journey took ...
smoothness/freedom from jolting during

the journey ....

O OOOoo o oooo
O OOOoo o oooo
O O0OO0oOo o ogooao
O O0OO0oOo o ogooao
O OOOoo o oooo
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a23.

a24b.

Q25a.

az25h.

az2e.

Did you get a seat on the tram?

Yes—Tfor allofthe journey .....coooeeeeeees O No— but youwere happy tostand........... O
ez —Tfor partof the journey ... O No— butyouwould have likeda s=at....... O

Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your
journey?

WBE oo O DL e O

Ifyes: which of the following  were the reason(s) for this? (Please tick olf thor apply)
Pazzengers drinking,/under
the influsnce of aleohol.. e O
Passengers taking/under
the influence of drugs................. O
Abusive or threate ning behaviour. .O Lowd use of mobile phaone:
O
O

Feston seats
Music being played loudly ...
smoking
Graffiti or vandalizm .

row dy behaviour Other [pleaze specify)
Pazzengers not paying their fares ...

O DOOoooo

If yes: What local area was the tram travelling through or at which stop was it when you were worried or
concorncd?

Was your tram journey today delayed at ali?
BE 1 eeeareenseessieene s e aen e nn s e e s nannaenn O = SO USSR SRR SRR O

Ifyes: Why was this? [Please tick off thot opply)
Due to 3 signal/points failure.
Road congestion/traffic jam ..
Duetoa tram failure ...
Flanned engineering works
Poor wea ther conditions
The tram waiting too long atstops
The tram waiting too long atsignals.........

Time it took passengers to board/
pay for tickets
Had touse bus repla cement service .

O

O
- 0O
O Other [please specify)
-0

O

O

DOt KIIOM ¢t e e e s mens e ennan O

If yes: By approximately how long was your journey today delayed?

= [T ]

Were any of these items of information present on the tram?

(Plegzs wiits in the time i

Yes Mo
Amapof the tram route/ journey tIMES . O O
Audio announcements .2, saying the Next tram S10P ...cceeeeecercnnas O O
Anelectronic display e.g. showing the next tram stop............ O O
Information about tiekets Fares .o e O O
BB LEDIE 1ot e e s e ensaanne O O
Details of how to make a comiplaint, f you hadone ... O O

028, Thinking about any tram staff you encountered on your journey, please indicate how satisfied you were
with each of the following:
Mt Dom’t
Ve rucdy  amtafed mee raicy Ve emcrw=c
aafad wtafad  daamafad  daamafad  dhamafed  spieioe
The appearance of amy staff..eeeeces O O O O O O
Amy gresting/welcome you got fromthestaff......... O O O O O O
The helpfulness and attituds of the staff................ d d O O d O
The =zafety of the driving
(i.e. appropriateness of 5
driver congentrating) ... O O O O O O
5. Your owerall opinien of the tram journey you made when given this questicnnaire
028, ©Overall, taking everything into account from start to end of this journey, how satisfied were you with your
tram journey today?
L e =0 I O Fairly dissatisfied ..o
Fairly satisfied. ... O very dissatisfied
Neither satisfied nor dissatisfied. O Don't knowy' No opinion ...
030, Ifsomething could have been improved on your tram journey today, what would it have been?
031 How satisfied were you with the value for money of your tram journey?
Wery sEtEfiEd. e O Fairly dizsatisfied oo O
Fairly satisfied. ... d wery dizsatisfied
neither zatisfied nor dizzatizfizd. d Don't knowy' No opinion ...
032, What had the bizggest influence on the ‘value for money’ rating you gave in the previous guestion?
The cost for the distance travelled ... M Comfortfjourney quality for
The cost of the tram versus other the fare paid .. d
modes of transport... . O A reasonnot mentioned 3 bove ... .4dQ
The fare in comparizon to th
of everyday items .. . O
G. Your opinion of trams generally
0333, How would you rate tram services for the following:
Matmar Oe="t
geed mae ary ez
(-2 P P o opamic
Eaze of getting to local amenitiss
[e.g. shops, hospitals, leisure fa dilities) .. O O O O O
Connection with other forms of
public transport [2.2. trains/buses) .o eeeeeeee O O O O O
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033b. And how satisfied are you overall with tram services for the following:
Madmar Oc="t
vy *ady  amiafad mor mai y Ve Rmcw/=c
arafad amafed dumrfes dumfes dnmifas sooes
Ezze of buying your Hoket .. |:| |:| |:| |:|
Punctuality (running on time) ........... |:| |:| |:| |:| |:| |:|
Frequency [how often the trams run). O O O O O O
a3, If you needed information about your local tram services, e.g. times, fares, where would you obtain that
information? (Pisase tick off thot apply)
Phone: Blackpoo ] Transport......o.oeeeeee.. O Ak Friend/rela tive ..o O
Phone: Bla ckpool Coundil | Ask tram staff .. d
Phone: Other number ..... o Text/5MS for information .. .. d
Internet: Blackpool Transport website...... [] Smartphaones app. .. d
Internet: Blackpool Council website ......... O OhE. oo .. d
Inmternet: Other travel website ... d IO SUME et ce e e |
Travel shop . |:|
035 How often do you typically travel by tram? [Please tick the dosest to your frequency of trom use)
Sor more days 3 wee Once a month ...
3or4 daysawesk Lesz freguently ...
Once or twicea week This is the first time | have .
Onoea fortmight ..o used the tram in Blackpool........ccooeeeee O
038 Ifyou have used the tram before, how typical would you say today's experience was? Was it...
Much better than uswal ..o & little worse than wsual ... O
A little better than wsual ... Much worse than usual ... |
About the same 35 wsual ...
037, Have any of the following frequently stopped you making journeys by tram? (Pleose tick off thot opply)
The places you can reach by tram............ d How long journeys take
The frequency of trams inthearea ... [] when going by tram
The reliability of the trams . .O The comfort of the trams .
The cost of using tram ... .O The level of crowding on the trams ... O
Understanding the fares . .Oa & concern for your personal
Undsrsta nding the fickst machinss. .0 SR DM ATAM e O
T. About you
QA areyou..?
IIEIE e d FEMEIE. e d
aB. In which age group are you?
16-1E..

1825 ..
26-34
35-44

OoOooono

ac. Areyou..?

working full time [30+ hours Retired ...
wiorking part time [under 30 hours) ... O Full time student. ... O
Mot working — sesking work ... O DIERIET e O

ao. Do you have a disability or long-term illness related to the following? [(Pleose tick ol thot opply)

MO = HOME ©oeereieeeesseemsesnsensnsesansnseannns O YEE = EYESIZNT 1oeeeieeeeeeaees e aennan O
WEE = MO e O Yes - Speech impairment. ... O
Yes-Wheekhair use.....eeeeeeees O Yes - Learning difficulties.......ooeeeeeveenee O
YEE-HEANINE O Ve - OthET O

QE. which of the following best describes your ethnic background?

WIS ceeeeeeesesee e e s emassenmamennennnna O CHIMEEE coeveersie e ee e ae e nee s e aennean O
WIERED et e e e e s manenn e e O ASiENOr A3 N BIER e O
Black or Black British............... O Other ethnic Eroup.......ooccceees O

aF. In terms of having a car to drive, which of the following applies?

You have a car available but
.O prefer not to drive..

-0

fou have a car available
and don'tmind driving .

You don'thave a car available ..

G, How often are you able toask someone else to drive you for local journeys?
. O You don't have anybody you canask...... O
Some of the time ... O not applicable O

allor most of the time ..

QH. What is your postoode? (This will only be wused for research purposes e.g. to help us determing how near
or far people Iive from the tram service)

N o

Live outside 1he UK ooeeeeeeeeeeeee e O

Pleaze complete the contact details requested below if you would be happy to participate in future research projects

about travel

Mame:

Telephone number: | | | | |
Email address: | | |

Thank you for your help in completing this questionnaire.
Pleaze return it in the envelope provided or use the following Freepost address:
Tram Pazzenger Survey
Perspective Ressarch Services Lid )
FREEPOST [REKU-SKUZ-TSYVE] y
Kingsbourne Houss
225-231 High Holborn
LONDON WELY TDA

bdre continental * Passengerfocus i i
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