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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)

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 Supertram system, with relevant comparative data for bus and
train for the South Yorkshire PTE area.




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

L

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: 732 interviews (519 paper, 213 online)

Bus (BPS) data for South Yorkshire PTE 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: 1,745 interviews

Train (NRPS) data for South Yorkshire PTE area
Fieldwork: 2 September to 11 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: 139 interviews

The stations sampled in Autumn 2013 and the number of interviews (unweighted) achieved are shown below:

Sheffield 56
Doncaster 46
Meadowhall 17
Barnsley 12
Rotherham Central 8




Methodology — data analysis
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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:

* Tram network: for Sheffield Supertram this was by line

 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.
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»  Supertram consists of three lines with 48 stops in total, covering 18 miles in the city of Sheffield
*  Approximately 14.4 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 Supertram stops

e Supertram stops do not have Passenger Information Displays but do have information boards
with timetables and fare information

e Tram frequency is as follows:

Monday - Saturday Sunday
Morning/evening Every 10-20 mins Morning/evening Every 10-20 mins
Daytime Every 5-10 mins Daytime Every 10 mins

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)
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* Qverall satisfaction for a journey on the Sheffield Supertram was high (94%). This
compares favourably for the same measure on the National Rail Passenger Survey
(79%) and the Bus Passenger Survey (89%) in the South Yorkshire PTE area. This high
rating for the tram journey was consistent across all the main passenger groups,
although slightly lower for students using the Supertram to travel to their place of study
(88%)

* Amongst fare paying passengers seven out of ten (70%) were satisfied with the value for
money of their Supertram journey. This compares to 59 percent for rail passengers and
68 percent for bus passengers in the South Yorkshire PTE area

* When evaluating whether their journey represented value for money, the distance
travelled by tram and/or what the cost of making the same journey on other forms of
transport would have been, were the main criteria used to make this evaluation

* 84 percent of Supertram passengers were satisfied with the punctuality of the tram
service, and less than one in ten (8%) experienced a delay to their journey

* As satisfaction with the Supertram service was high, less than one in three passengers
(29%) spontaneously suggested any improvements that could be made to their journey.
Many of these concerned crowding issues




Summary of key findings (2)

Tram Passenger Survey — Sheffield Supertram

* Other improvements spontaneously mentioned were cheaper tickets, more reliable
services/fewer delays and improvements to the interior of the tram (e.g. better
temperature control)

* Less than one in ten (5%) were troubled by anti-social behaviour of other passengers on
their tram journey. The rowdy behaviour of others was the most likely cause of their
concern

* The profile of Supertram passengers was quite young, over a third (39%) were aged 16
to 25 years

* Nearly a half of all passengers (48%) were using the Supertram to either travel to/from
work (38%) or school/college (10%)

* As tram passengers generally had a younger profile, only 18 percent of all Supertram
passengers were travelling on an elderly person’s (60+) concessionary pass. The
respective figure for bus passengers in the South Yorkshire PTE area was 26 percent.
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This section of the report includes comparisons between tram
(TPS) and bus (BPS) where applicable. For further, selected
comparisons with train (NRPS) please see Appendix 1
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Overall satisfaction — by gender and age
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Tram m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied (All satisfied)
0 %
%0
All passengers 32 4 20 94
Male 36 3D 94
Female 29 5 D 94
Age 16 to 34 44 6 8D 91
Age 35 to 59 | —— 26 4D 95
Age 60+ 12 D 99
Bus m \Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
All passengers 41 7 i 89
Male 45 s 1@ 88
Female 38 7 A 89
Age 16 to 34 52 ° =l 86
Age 35 to 59 41 s Bl 88
Age 60+ 26 4 28 93

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): 726, 1721
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Overall satisfaction — by passenger type
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Tram B Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
0 %
%)
All passengers 2 B o
Fare-payers 37 6 20 92

Free pass holders [ T 40 100

Commuting 38 7 91

Not commuting | 28 2 97
Bus H Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied ®Very dissatisfied

%

All passengers 41 7 5l 89

Fare-payers 48 s 3 87

Free pass holders 27 5 [ 91

Commuting 52 o El 86

Not commuting 33 ¢ 28 o1

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): 726, 1721
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Value for money — fare-payers only
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Tram Passenger Sur

Tram mVery satisfied Fairly satisfied Neither/nor
%
All passengers 41
Age 16 to 34 38

Age 35 to 59

Commuting 41
Not commuting 40
Bus m Very satisfied Fairly satisfied Neither/nor
%
All passengers 37
Age 16 to 34 34
Age 35 to 59 40
Commuting 42
Not commuting 29

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 494, 831
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What influenced value for money rating
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Tram

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

® Fare compared to everyday items = QOther reason

%

Those satisfied with
Those not satisfied
with value for 38 26 5 17
money

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

= 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): 495, 758
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Satisfaction — with the tram/bus stop
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Tram Passenger Survey — She

Tram m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied  (All satisfied)
% %
Overall satisfaction — tram stop 40 6 D 93
Distance from journey start 31 12 42 83
Convenience/accessibility I 32 5 121 92
General condition/maintenance 34 10 B30 87
Freedom from graffiti/vandalism 29 7 D 91
Freedom from litter 38 9 2a 87
Behaviour of fellow passengers 30 11 22 85
Information provided at the stop GGG 38 9 1i=m 86
Personal safety at stop 36 9 3| 88

Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%

Overall satisfaction —bus stop 41 13 5 =1 79
Distance from journey start 32 10 A 84
Convenience/accessibility 32 7 2@ 89
General condition/maintenance 41 14 5 76
Freedom from graffiti/vandalism 35 11 s 81
Freedom from litter 36 14 9 Im 73
Behaviour of fellow passengers N/A -
Information provided at the stop 39 17 6 HEE 72
Personal safety at stop 36 15 ‘3= 79

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): 722, 1701

Passengerfocus 16
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Satisfaction — with punctuality of the tram/bus
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Tram Neither/nor
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m\Very satisfied Fairly satisfied m Fairly dissatisfied

® Much less A little less About expected m A little longer
Actual vs expected
waiting time = e

mVery dissatisfied (All satisfied)

%

N

N
®Much longer (All positive)

%

-

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): 726, 1736
17
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Expected and reported waiting times

Tram . . .. .
E— Expected tram waiting time Reported tram waiting time
% %
Under 2 mins - 6 Under 2 mins _ 18
10-15mins [ 3 10-15mins [} 5
Over 15 mins I 1 Over 15 mins . 4
Average expected waiting Average reported waiting
time 6 minutes time 5 minutes
Bus
Expected bus waiting time Reported bus waiting time
% %
Under 2 mins - 7 Under 2 mins - 5
10-15mins [ 6 10-15mins [ o
Over 15 mins - 5 Over 15 mins - 12
Average expected waiting Average reported waiting
time 8 minutes time 9 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): 719, 1783
Passengerfocus
outlina soers first
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How passengers checked tram/bus times

nger Survey — Sheffield Supertram

Tram 51 percent of Supertram passengers did not check to find out when the tram was meant to arrive

Before leaving for the tram stop At the tram stop
% %
Leaflet/paper timetable - 11 Electronic display | 1
online [ 12 Information posters | | | I 25
Live tram locator/timings I 3 online [ 2
Disruption updates via Live tram locator/timings [} 4

social media 0

Other - 8

Disruption updates via.. 0

other |l 6
us
Before leaving for the bus stop At the bus stop
% %
paper tmetaole I 22 Electronic cisplay N 29
oniine [ 14 Timetable | <
online | 2

Live bus locator/timings - 7

Disruption updates via I 1 Live bus locator/timings I 2
social media Disruption updates via 0
Other - 7 social media
other [l 4

Q. Did you check any of the following to find out when the tram/bus was meant to arrive?
Base (all passengers): 723, 1129
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Why passengers did not check tram times
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Tram

Knew the trams ran frequently on this route _ 81
Already knew arrival times - 18

Knew through other means 0
Could not find the information I 2
Didn't have time l 3

Did not know when tram was meant to arrive . 4

Bus

Knew service was frequent | 59
Already knew arrival times _ 32

Could not find the information I 2

Didn't have time - 8

Other . 5

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): 389, 579
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Satisfaction — with start of journey

mVery satisfied Fairly satisfied Neither/nor

Tram

S

Route/destination
information on tram

Exterior cleanliness

Ease of getting
on/off tram

Time taken to board

o
o
> @
\l
N N

Bus Neither/nor

%

m\Very satisfied Fairly satisfied E Fairly dissatisfied

Route/destination
information on bus

N
o

Exterior cleanliness

w

(o]
(63}
w

Ease of getting
on/off bus

Time taken to board

(]
N

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base (all passengers): 728, 1694

E Fairly dissatisfied

mVery dissatisfied

(All satisfied)

%

28 8 91

30 8 I) 91

24 3 I 95

23 50 95

mVery dissatisfied

12 . 84

. EE

32 5 . 92

29 7 I 01
P rf 2

assenge OCuUs
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Satisfaction — on the tram/bus

Tram m\Very satisfied Fairly satisfied Neither/nor

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

mVery satisfied Neither/nor
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
I

Personal security 47

Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
Base (all passengers): 726, 1716

44

41

® Fairly dissatisfied

® Fairly dissatisfied

mVery dissatisfied

(All satisfied)

%

41 5 2 93

35 15 3o 82

35 s e 85

40 9 [30 88

9 & H 79

36 10 5l 84

42 7 Bl 88

37 9 b 90

mVery dissatisfied

12 emE 77

29 52 64

34 s Bl 87

15 8 = 73

14  [NeWEm 76

41 11 21 86

12 eNE 80

37 13 21 84
Passengerfocus 2
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Satisfaction — with on-vehicle journey time
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%

Q. How satisfied were you with the amount of time your journey on the tram/bus took?
Base (all passengers): 726, 1754




Availability of information inside the tram/bus

irvey — Sheffield Super
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Tram %

Route map/journey times [ N o2
Audio announcements [ o
Electronic display [ . o2
Farestticket info || ||| NG 3°
Timetable | NG 22
How to make a complaint || | | | N 23

%
Route map/journey times [ NN 16
Audio announcements [J] 3
Electronic display [l ©
Farestticket info [ N 38
Timetable [ 13
How to make a complaint [ NG 23

Q. Were any of these items of information present on the tram/bus?
Base (all passengers): 712, 1235
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Satisfaction — with tram staff/bus driver
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Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied (All satisfied)

%
%

sa N

Greeting/welcome 34 18 . 79
Helpfulness/attitude 33 13 .) 84
Smoothness/freedom from jolting 39 11 - 85

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

Greeting/welcome 30 19 - 69
Helpfulness/attitude 27 21 - 70

Safety of the driving < s 9
Smoothness/freedom from jolting 37 14 - 77

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): 724, 1632

Passengerfocus 2>
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Key factors that drive passengers to be very satisf

%

All passengers 27

B The comfort of the seats The amount of time the journey took

E Route/destination information on the outside of the tram  ®Value for money

E The cleanliness and condition of the outside of the tram  mDistance from your journey start e.g. home, shops

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): 514

Passengerfocus 26
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Experience of delays
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8 percent of Sheffield Supertram passengers experienced a delay. Typical length of delay was 5

minutes
Tram
Signal/points failure
Tram waiting too long at signals
Had to use bus replacement
Tram waiting too long at stops
Congestion/traffic jam
Tram failure
Poor weather
Time it took passengers to board/pay
Planned engineering works
Other
Not sure

Congestion/traffic jams

Time it took passengers to board/pay for tickets
Road works

Bus waiting too long at stops

The bus driver driving too slowly

Poor weather conditions
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enger Survey — I
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%
[
I 10
I 18
I 12
— 23
I 3
. 5
[
0
= 33
— 28

%

I 1
___ Kk

TPS: Q. Why was your journey delayed? BPS: Q. Was the length of your journey affected by any of the following? (More than one response permissible)

Base (all experiencing a delay): 47, 680 caution small base

Passengerfocus
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Worry or concern at other passengers’ behaviour
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tram
Tram

All passengers I -

Male NN 5
Female NN 6

Age 16 to 34 IIIIINENEGNN 7
Age 35to 59 I 4
Age 60+ N 4

%
All passengers NG 7

Male NS S
Female NN 6

Age 16 to 34 NN 8
Age 35t0 59 N 8
Age 60+ NN 6

Q. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your journey?
Base (all passengers): 726, 1748




Types of worrying/concerning behaviour
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T
ral

Tram
Rowdy behaviour
Passengers under influence of alcohol
Passengers not paying fares
Loud use of mobiles
Passengers playing loud music
Abusive or threatening behaviour
Passengers under influence of drugs
Graffitilvandalism
Feet on seats
Smoking

Rowdy behaviour

Passengers under influence of alcohol
Passengers not paying fares

Loud use of mobiles

Passengers playing loud music
Abusive or threatening behaviour
Passengers under influence of drugs
Graffiti/vandalism

Feet on seats

Smoking
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%
____________________________J
I 25
I 20
I 25
I 17
. 5
i1
i1
I 18
i1

%
s
I 26

N/A

N/A
I 29
I 15
I 19
I 12
I 43
. 5

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base (all experiencing worrying/concerning behaviour): 31, 97 caution small base

Passengerfocus
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Whether journey was better or worse than usual
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tram

%

® Much better than usual
= A little better than usual

About the same as usual
1 A little worse than usual
® Much worse than usual

76

Q. If you have used the tram before, how typical would you say today’s experience was?
Base (all previously using a tram): 716

1
first




Suggested improvements spontaneously mentioned by passengers

Tumims NaAamaaAamaa~ns Cr s 14w » Cla~fi A~ A O, PR
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71 percent of passengers could think of no improvement suggestions to make.
Of the 29 percent who did, their suggestions are shown below

%
More seating [l 6 (= 2 percent of all passengers)

Bigger/ longer tram - 4
Other space issues _ 14
More punctual/ fewer delays _ 13
More frequent trams - 6
Other punctuality/ reliability issues [JJJj 3
Better information on-board _ 12
Other interior issues _ 10
Cheaper ticket prices _ 17

Better ticket facilities - 3
Other ticket issues I 1
Address unruly behaviour - 5
Improvements to tram stops _ 8
Other uncategorised issues _ 19

Q. If something could have been improved on your tram journey today, what would it have been?
Base (all passengers suggesting an improvement): 190

Passengerfocus 31‘




Suggested improvements to the Supertram service — passenger verbatims
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ram Passenger Survey — Sheffield Supertrai

Perhaps more information at the tram stop as to when the next tram is arriving, or if there is going
to be a delay. It would have been good to have an electronic board or something at the stop to tell
you if there was going to be a delay or like bus stops showing when the next tram is due.

| would like to be able to swipe my travel pass as | get on the tram instead of PLEASE, PLEASE, can there be a
showing it to the conductor. | would like to have a real-time electronic display warning system set-up at tram stops
at the tram stop of when the tram was due/how many minutes away it is. to warn users of delays so we can

make alternative arrangements.

The seating plan is rubbish, and one end of the tram all seats should be removed and barriers/things to
lean on. This will make it easier for standing passengers and people with push chairs etc. | would also
ask that people at stops keep the door area clear so people can get off first and that people do not stand
in the doorway during journey - though they only do this because there is not decent standing zones.

The trams often depart as the link bus arrives. Could
A student discount on be better syncing of link bus arrival and tram
day rider for uni students departure. It's especially annoying on cold wet days.
would be nice.

Temperature of the tram, weather
temperature has dropped in the last week,
some trams do not have adequate heating

at times when | have been traveling.

Staff could be a little more cheery. There are a few that are but more that are particularly grumpy

and never smile. Prices could be structured better based on the length of the journey. It's £1.50

and then £2.20 but nothing in between. If you need to go 3 stops, you are not going to pay £1.50.
Its £2.20 to get into town which is more expensive than the bus in to town which is £1.50.




Key differences between the Blue/Purple and Yellow lines
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 There was a younger passenger profile on the Yellow line: 55 percent were aged 16-24
compared to 43 percent on the Blue/Purple line
» Overall satisfaction was higher on the Blue/Purple line: 96 percent of passengers were
satisfied with their journey overall, compared to 92 percent on the Yellow line
* Where there was a difference between the lines on any aspect of the journey, the Yellow line
was rated lower. Satisfaction scores will likely have been affected by the younger profile, as
this group tends to give lower satisfaction scores. Features that scored particularly poorly
were:
Blue/Purple lines Yellow line
The greeting/welcome from tram staff 86 73
The helpfulness and attitude of staff 89 81
The appearance of staff B5 87
The comfort of the seats 93 84
The smoothness of the journey 90 81
Personal security on the tram 94 87
Amount of personal space on board 83 77
Base (all passengers): Blue/Purple: 366, Yellow: 366
Passengerfocus
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Reasons for choosing the tram/bus
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Tram

Best way to get where | was going

More convenient than the car (e.g. parking)

Quicker than other transport

Didn't have the option of travelling by another means
Cheaper than the car

Tram more comfortable than other transport
Cheaper than other transport

Prefer tram to walking/cycling

Other

Didn’t have the option of travelling by other means
More convenient than car

More convenient than other transport

Cheaper than the car

Preferred bus to walking/cycling

Cheaper than other transport

Other reason

Q. What was the main reason you chose to take the tram/bus for this journey?
Base (all passengers): 725, 1688

%

e 51
B 10

. o

7

P 12

7

L N3
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Frequency of using Sheffield Supertram

mm DaAacanimma [

L

W7ot

5 or more days aweer | N ::
3 or 4 days aweek _ 19
Once or twice a week _ 20
Once a fortnight - 6
Once a month - 5
Less frequently _ 8

This is the first time [JJ] 2

Q. How often do you typically travel by tram?
Base (all passengers): 730

v Acc ‘o . QlAffinlAl Qi iinArtirn
ralll Fassceliyel ouivey — olicliciu osupceruailll
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Sources for tram information

Tram

Phone: Stagecoach Supertram I 10
Phone: Travel South Yorkshire NN 10
Phone: Other number 0
Internet: Stagecoach Supertram website I 56
Internet: Travel South Yorkshire website NI 37
Internet: Other travel website [N 5
Travel shop N 11
Ask friend/relative NG 12
Ask tram staff NI 26
Text/SMS for information Wl 2
Smartphone app NG 12
Other M 4
Not sure I 5

Q. If you needed information about your local tram services, e.g. times, fares, where would you obtain that information?
Base (all passengers): 715

Passengerfocus 38
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Factors preventing more journeys being made

~~

T v NaAacaA~ ~nm~e O e
Hralll Fassciiyerl oui

Tram %

Places reachable [IIININIGNGEEEEEEEE—— 53
Frequency of trams [ 10
Reliability of trams [N 12
Cost of using trams [ IINIGINININININ>5>5N5N5NGEEE °1
Understanding the fares [l 2
Understanding ticket machines W 1
Journey times NN 11
Comfort of trams [l 4
Level of crowding I 44
Concern for personal safety [l 5

- %
Places reachable I 34
Frequency of buses I 38
Reliability of buses I 47
Cost of using buses I 31
Understanding the fares N/A
Understanding ticket machines N/A
Journey times I 35
Comfort of buses IS 15
Level of crowding N/A
Concern for personal safety I 9

Q. Have any of the following frequently stopped you making journeys by tram/bus? (More than one answer permissible)
Base (all passengers): 436, 1045

Passengerfocus

outtina saers first

39




Satisfaction — with trams generally

[

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

%

Punctuality
Frequency

mVery good Good Neither/nor E Fairly poor

%

Ease of getting to local
amenities &3 &9

Connections with other
modes of transport = A

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): 712

N~ Oty 2 Qla~Af Al
Iyl suivey — alichiciu o

~~

e~
udilll

upet

mVery dissatisfied (All satisfied)
%

29 4I 94
.l -

7 86

m\Very poor (All positive)
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Passenger profile
Tram Passenger Survey — Sheffield Supertram
Tram Bus Train
Age % % %
16-34 50 42 23
35-59 29 28 35
Over 60 21 30 39
Access to private transport
Easy 33 17 N/A
Moderate 34 9 N/A
Limited/none 34 74 N/A
Has a disability
Yes 12 27 14
Ticket type
Free pass holders 20 32 N/A
Fare-payers 76 59 N/A
Base (all passengers): 732, 1714, 139




Journey purpose (1)

~~

T
Irall

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

Shopping trip
Visit friends or relatives
Leisure trip

Other

U
Q)
9]
7]
@D
(@)
@
-
0]
=

— 38
I 10

i1

. 4

m2

I 21
I 11

I 11

3

%
. 31
. 12
. 27
. 11
. 8
. 10

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

Base (all passengers): 724, 1706
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Journey purpose (2)

0,
Tram /0

Sub-total: Business

|
=

|w
c
n
<
>

Sub-total: Business NJ/A

Train %

Sub-total: Business - 7

Q. What is the main purpose of your tram/bus/train journey today?
Base (all passengers): 724, 1706, 139

Passengerfocus
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Weather conditions when journey made

v Acc i py QlAffinlAl Qi iinArtirn
radlll Fasstilyel ouivey — olieliciu osupeidaill

;
J
)
)
)
)
;
)
)
5
b

Tram %

oy I 1
Light rain _ 24
Heavy rain I 1
Snow O
Foggy l 2
Icy I 1

Not stated

%
ory [ 71

Light rain
Heavy rain
Snow

Not stated

I 23
B 6

0

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

Base (all passengers): 725, 1720

"N




Ticket type and modes of transport permitted

"~ AN~ ez~ 2 ~FF ~ 1Al
Tram Passenger Survey — Sheffield
Tram %

Sub-total: Single/return I 18
Single T 13
Return [ 5
Sub-total: Season ticket/pass NN 58
Day pass [ 17
3 day/weekend O
5days/lweek [ 22
10 days/2 weeks 0
4 weeks/l month o 11
Quarterly/3 months [ 1
lyear Il 3
Other time period [ 3
Free pass/journey I 20
Other ticket type M 5

%
singlerreturn [N 25

Day pass [ ©
Season ticket/pass for longer than a day || N QbR 26
Free pass/journey | NN 32

Other ticket type I 2

Q. What type of ticket/pass did you use for this tram/bus journey today?
Base (all passengers): 729, 1745

Ciinn
QU MNEI

e~ - ~~

e~
udilll

Modes of travel ticket allows

%

= Tram only

® Train and tram

“ Bus and tram

H train, bus and
tram

Q. What modes of transport does your ticket all you to travel on?
Base (all passengers): 714

Passengerfocus 4
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Method of buying ticket and ticket format

Tram

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

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?

[

%
TS e
. 15
2
12

B2
B2

Base (all fare paying passengers): 511, 788

7O/ Chaffinald Qiina
vey — alicliciu oupcl

e~ - ~~

e~
udilll

Ticket format
= Paper 00

ticket/pass
u Photocard pass
“ Plastic card

m 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): 713, 1643

Passengerfocus Y
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How got to and from the tram stop

E Getto tram stop  ELeave tram stop

%
68
Cycled 8
; 0
Motorbike 0

Car - dropped off E

6
Car - Park and Ride .45

Car - parked elsewhere H 3

.0
Taxi 0

15
Train l34
Tram l23

i1
Other 0

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base (all passengers): 727

( Passengerfocus 48‘




Sheffield Supertram stops used by passengers surveyed

Vet el el a Ve Pals i o~ e

ram Passenger Survey — Shetffield Su upertran

i

I

58 percent of passengers were on an outward journey, 38 percent on a return and 4
percent on a one-way trip

87 percent of passengers had a seat for their whole journey. 3 percent said they had to
stand but would have liked a seat

Boarding % Alighting %
* Middlewood 14 * Cathedral 13
* Meadowhall Interchange 13 * Meadowhall Interchange 9
» Cathedral 9 * University of Sheffield 9
 University of Sheffield 6 » Sheffield Station/Sheffield 7
Hall [ [
 Hillsborough Interchange 5 allam University
. . * Hillsborough Interchange 5
* Malin Bridge 5
» Fitzalan Square/Ponds Forge 5
» Castle Square 4
» Castle Square 5
* West Street 5

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?

/ Passengerfocus 49‘
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Where Sheffield Supertram passengers live — by postcode

%

s3-s5 [ >
si-s2 [ '

s6,s10-s11 || GGG 10
s9,s12-s13 |GGG 10
s35-s3 | 1o
s20, s21,s25-s26 |G ¢
s7,s8and s14 | TGN

Q: What is your postcode?

Base (all passengers): 671

1A O rinAvdinn
U supceitdili
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Overall satisfaction — by gender

Tumims NaAamaaAamaa~ns Cr s 14w » Cla~fi 1A O, PR
Hralll Fassceliyerl ouivey — olliciiiciu osupeitaill
Tram m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
— % %
All passengers 32 4 20 94
Male 36 3 180 94
Female 29 5 b 94
Bus m \Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied B Very dissatisfied
%
All passengers 41 7 Bl 89
Male 45 s 1@ 88
Female 38 7 A 89
Train ® \Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
All passengers a o mmomNE 7O
Male 46 10 [NeEEE 79
Female 40 10 [T 81

Q. Overall, taking everything into account from the start to the end of this tram/bus/train journey, how satisfied were you with your tram/bus/train journey?
Base (all passengers): 726, 1721, 136

Passengerfocus >
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Overall satisfaction — by age

Tram m Very satisfied Fairly satisfied (I;I/either/nor m Fairly dissatisfied m Very dissatisfied (All satisfied)
dralll A %
All passengers 32 4 2 %4
Age 16 to 34 44 6 8D 91
Age 35 to 59 [ 26 40 95
Age 60+ 12 D 99
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
All passengers NG . 41 7 31 89
Age 16 to 34 52 o Em 86
Age 35 to 59 41 s Bl 88
Age 60+ 26 4 24 93
Train m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
%
All passengers 41 9 SN 79
Age 16 to 34 48 o 82
Age 35 to 59 50 g NS 72
Age 60+ 29 11 a0 85

Q. Overall, taking everything into account from the start to the end of this tram/bus/train journey, how satisfied were you with your tram/bus/train journey?
Base (all passengers): 726, 1721, 136

Passengerfocus >3
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Overall satisfaction — by passenger type

Twvmarmas NAa~a~a~ ~nm~e O e ~ s (e
Hraill Fassceliycerl ouivey — ol

m\ery satisfied Neither/nor

%

Al passengers

Tram Fairly satisfied

Bus m\Very satisfied Fairly satisfied Neither/nor = Fairly
- %
Allpassengers - | S
Commuting 52

Not commuting

Train m Very satisfied Fairly satisfied Neither/nor m Fairly
%
All passengers 41
Commuting 52
Not commuting

I~ o | . -

® Fairly dissatisfied

~FF PR T LT Iy
IcHiciu supcertallli

mVery dissatisfied

4 2

38 7

28

2

dissatisfied m Very dissatisfied
41 7 B
o Ell

33 6 2
dissatisfied m Very dissatisfied
o [INSHNEN

s NS

34 10 SN

Q. Overall, taking everything into account from the start to the end of this tram/bus/train journey, how satisfied were you with your tram/bus/train journey?

Base (all passengers): 726, 1721, 136

(All satisfied)
%

94

91
97

89
86
91
79

74
82

Passengerfocus
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Value for money — by age

~~

Tram Passe

~ " meew g

Tram (fare-payers only)

m Very satisfied

Fairly satisfied Neither/nor

%

All passengers 4

Age 16 to 34 38
Age 35 to 59

Bus (fare-payers only)
m Very satisfied

Fairly satisfied Neither/nor

%
All passengers 37
Age 16 to 34 34
Age 35 to 59 40
Train
m Very satisfied Fairly satisfied Neither/nor
%
All passengers 23
Age 16 to 34 16

Age 350 59 18

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 494, 831, 109

N O A QlAffinlAl Qi iinArtirn
Nnycerl ouirvey — orliciiiciu supceitaill

H Fairly dissatisfied mVery dissatisfied (All satisfied)

%

14 [NI0TTESE 70

16 13 Eam 63
43 11 el 81

E Fairly dissatisfied m\Very dissatisfied

16 e 68

17 12 I 65
1 S 70

E Fairly dissatisfied m\ery dissatisfied

19 - 13 [Eomm 59

THE
23 1 6
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Value for money — by passenger type

~~

T v DA~~~
Iralll FadssSt

Tram (fare-payers only)
m \Very satisfied

Neither/nor
%

Fairly satisfied

All passengers

41

41

Commuting
Not commuting

Bus (fare-payers only)
m Very satisfied

40

Fairly satisfied Neither/nor

%
All passengers 37
Commuting 22
Not commuting 29

Train

Neither/nor

%

mVery satisfied

Fairly satisfied

All passengers 23

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 494, 831, 109

® Fairly dissatisfied m Very dissatisfied

(All satisfied)

outtina

%
14 10 [HSH 70
16 12 1IE 67
13 Neem 74

m Fairly dissatisfied mVery dissatisfied
16 11 [em 68
13 EETEE. 71
21 - 10 Em 62

E Fairly dissatisfied m\ery dissatisfied
19 13 I 59
28 - 18 NZEm 43
24 10 [NeNTNEEN 73

56
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Satisfaction — with the tram/bus stop/train station (1)

TrAaimr DNDAacanimmar C: i
Iralll Fdoost IgUl Ul
Tram
m Very satisfied Fairly satisfied laleither/nor
0

[

Chaffinald Qiina
— Slliciiiciu osupcel

® Fairly dissatisfied

Overall satisfaction — tram stop

38

® Fairly dissatisfied

General condition/maintenance 34
Freedom from litter
Bus
m Very satisfied Fairly satisfied Neither/nor
%

Overall satsfaction - bus stop

General condition/maintenance
Freedom from litter
Train

m Very satisfied Fairly satisfied Neither/nor

%
Overall satisfaction —train station

Upkeep/repair of the station
Cleanliness of the station

41

41
36

® Fairly dissatisfied

50

40

- ~~

d o~
talll
m\ery dissatisfied
6 b
10 [80
o 21

m\Very dissatisfied

13 ISl

14 N
14 e

m\Very dissatisfied

14 1@
12 [0
14 40

(All satisfied)
%

93

87
87

79

76

82

Q. Thinking about the tram/bus/train stop/station itself, how satisfied were you with the following: & Q. Overall, how satisfied were you with the bus/tram/train stop/station?

Base (all passengers): 722, 1701, 136

Passengerfocus
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Satisfaction — with the tram/bus stop/train station (2)

Trmimn Doaccninmar O i 7o 7 ClhAffialA Ci A rtira e
Hralll Fassceliyerl ouivey — olliciiiciu osupeitaill
Tram
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
% %

Bus
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied

Personal safety at the stop 42 36 15 79

Information provided at the stop 34 39 17 - 72

I O\o

Train
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied
%
Provision of information at the
Personal security at the station 42 21 . 75

Q. Thinking about the tram/bus/train stop/station itself, how satisfied were you with the following: & Q. Overall, how satisfied were you with the bus/tram/train stop/station?
Base (all passengers): 697, 1553, 130

Passengerfocus >8
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Satisfaction — with tram/bus/train punctuality

[

~~

T v NaAacaA~ ~nm~e O e
Hralll Fassciiyerl oui

Tram
m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied
%
us
m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied
%
Train

m Very satisfied Neither/nor

0

Fairly satisfied m Fairly dissatisfied

Punctuality/reliablity 46 29

I\.

TPS/BPS: Q. How satisfied were you with tram/bus punctuality/running on time
NRPS: Q. How satisfied were you with the punctuality reliability of the train (i.e. the train arriving/departing on time)

Base (all passengers): 683, 1609, 139

A Chaffinald Qiina
vey — JSliciiciu osupcel

- ~~

e~
udilll

(All satisfied)
%

.

mVery dissatisfied

mVery dissatisfied

mVery dissatisfied

Passengerfocus
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Satisfaction — with start of journey and on-board staff

Tram m Very satisfied Fairly satisfied Neither/nor = Fairly dissatisfied m\Very dissatisfied (All satisfied)
% %

peahbelll 00000 2 |
on/off tram 72 24 3 l 95
= s @ s

Bus m\ery satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied B Very dissatisfied

%
40 15 5 B2 78
Ease of getting
on/off bus 32 5 . 92

Helpfulness/attitude 4 27 21 - 70

Exterior cleanliness

w
(o]
w

Train mVery good Fairly good Neither/nor ® Fairly poor ® Very poor (All positive)

% %
Cleanliness of the

outside 22 52 17 - 74
Ease of getting
on/off train S 46 12 - 82

Helpfulness/attitude 31 48 18 - 79

‘

TPS/BPS: Q. Thinking about when the tram/bus arrived, please indicate how satisfied you were with the following:
NRPS: Q. How would you rate the train you boarded in terms of:

Base (all passengers): 728, 1694, 135

Passengerfocus %0
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Satisfaction — on the tram/bus/train (1)

Tram
m\Very satisfied

Interior cleanliness/condition
Information provided inside the tram

Personal security

m Very satisfied
Interior cleanliness/condition
Information provided inside the bus

Personal security

Train
m Very satisfied

Cleanliness of the inside
Provision of information on the train

Personal security

Fairly satisfied Neither/nor ® Fairly dissatisfied

NRPS: Q. How would you rate the train you boarded in terms of:

Base (all passengers): 726, 1716, 136

m Very dissatisfied

(All satisfied)

) %
a B o
3 5 B e
7 o b %
Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied

%
3 29 C I
37 s @ e
Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied

%
2 v D 7
s o B e

TPS/BPS: Q. Thinking about whilst you were on the tram/bus, please indicate how satisfied you were with the following:
61
Passengerfocus
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Satisfaction — on the tram/bus/train (2)

Tumims NaAamaaAamaa~ns Cr s 14w » [a) PN < iy PN Y o T B
Iralll Fdoost |gU| DUIVEY — ollielilieiu Dupbl talll
Tram o
m Very satisfied Fairly satisfied Neither/nor = Fairly dissatisfied mVery dissatisfied (All satisfied)

% %

m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied

%

m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied
%

Comfort of the seating area 47 16 - 72

TPS/BPS: Q. Thinking about whilst you were on the tram/bus, please indicate how satisfied you were with the following:
NRPS: Q. How would you rate the train you boarded in terms of:

Base (all passengers): 724, 1692, 134

88

Bus

73

Train

Passengerfocus 62
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¥

ssengerfocus if 1l Tram Passenger Survey |

[ L1 LT Jalal]

(Sheffield) Shift Date

Pazsenger Focus iz 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 appreciate a littke of your time to complete thiz
guestionnaire about your journey on Stagecoach Supertram 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 evidenoe for us to seek improvements on your behalf.

To find out more abowt our work please wisit www.passenzerfocus.orz.uk. You can ako follow wus om Twitter
@ pazzengerfocus

Pleaze fill in the guestionnaire after you have completed your Supertram journey.
Plzaze tick only one box per guestion, unless that guestion reguests otherwize.

After completing the guestionnaire, please return it using the postage paid envelope provided.

1. About your journey

ala. At which stop did you board this Supertram?

[1f your journey involved changing trams please refer only to the part of your tram journey on which you were given
thiz questionnaire)
aib. At which stop did you leave this Supertram?

az Please fill in the time that you boarded the tram today:

I:l:l Hour |:|:| Minz [(Plegse use 24 hour clack e g 5.25pm should be written g5 17:25)

03a. What type of ticket or pass did you use for this Supertram journey? [(Please tick one box onfy)
Season Ticket/Megarider /Dayrider /Student

1day .O A free pass or free journey

3 day/weekend . O Elderly perzon’s pass .. d

5 days/1 week . O Dizzbled person's pazs ]

10 days/2 weeks . O Complime ntary/free ticket. .gd

dwesks/1i month.._. . g

Quarterly/3 months . Other ticket

Lyear -0 Park and Ride.......... .. g

Other time period [specify). ..o Family/Group ticket. |
-..d i U . d

Sinzlefreturn ticket

Single ticket ... .O

Return ticket .. .0

a3b.  what modes of transport does your ticket allow you to travel on?

Supertram only
Train and Supertram ..

. |:| Bus 3nd Supsrtram
O Train, Bus and Supertram

l1o0lo01l

a4,

ar.

QE.

as.

aio

Qi

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

on 1o the fare machine.................... O

& ticket sentto your mobile phone .
Other format

How did you buy that ticket or pass?

From Conduetar ... O
Direct from Stageooach Supertram

[website/ phone)
Travel shop .........
Rail/bus company ...

ou had a free pasz
. Od Direct debit through work/oollege

O OENET e e aeensenns

what is the main purpose of your Supertram journey today?

Travelling to/fromwork . |:| Health vizit [Doctor/hospital/ dentist ).
Travelling to/from education shopping trip

[e.z. college, =chool) .. O Wisiting friends or rela tives
Oncompany business Leisure trip (e.g. day out)

(or own if sef-employed)........oocoeeee O OThEN e
Onpersonz| business

(job interview, bank, post office]......... O

Were you on your outward or return journey when you were given a guestionnaire?
Outward . . d OnE Way trip onby...eeee

- o

Return ..
were you travelling with...? (Plegse tick off that opply)
children ina buggy or pushchair............. O LY =1 £ G

Lots of bagz or luzzage ..
None of these

children {under 12} who were walking .... O
& wheelchair ...

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

Gar -and used Park and Ride. Other...

car - parked elewhere .

onfootfwalked.... |:| Taxi ..
Cydled |:| Bus ...
Motorbike........... - d Train....
car - dropped off .. O Tram.
|
.

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

on footiwalked....
Cydled ...
Motorbike. .
Car - picked up
Car-and used Park and Ride.
Car - parked elewhere ...

0o

0OooO

What was the main reason you chose totake Supertram for this journey?
(Piegse tick one bow onfy)

Cheaper than the car
cheaper than other transport ...
More convenient than the car
(g Parkimg) .o
Didn’t hawe the option of travelling
by another Means ...

Quicker than other transport
Best way 1o get where | am going ...
Tram more comfortable than

other transport
Prefer tram to walking/ cycling ...
Other (pleaze specify] oo

oo

DI:II II- a

C

oono

|

|

OO oo
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12, What was the weather like when you made your journey, was it?
-
Light rain O
Heavy rain . . g
2. About the tram stop where you boarded this tram
Q13. Thinking about the Supertram stop itself, how satisfied were you with the following?
Matar Dom't
Vay Py amgafad mee L Vany ez
arafad arafad  dhamtafad daaafad daeafad ssieioe
Its diztance from your journey start
£.3. home, shops O O a O O O
The convenie nce/ac O O O O O O
Its general condition/standard of maintenance O Oa O Od [l [l
Its freedom from graffitifvandalizm |:| |:| |:| |:| |:| |:|
Its freedom from IEr ..o O O d O O O
Behaviour of fellow passengers waiting at thestop.. [ O O O O O
The information provided at the tram stop O Oa O Od [l [l
our persona | zafety whilst at the tram stop ... O O O | O O
Qi4. overall, how satisfied were you with the tram stop?
Wery satisfisd Fairly diszatisfied e O
Fairly zatizfied Wery diszatizfied
Meither zatisfied nor diszatisfied .. Dion't knowy Mo opinion ...
E3 Waiting for the tram
015,  aApproximately, how long did you wait for your tram?
(Plegse write in the time in minutes) I:I:l
016a. Did you check any of the following tofind out when the tram was meant to arrive?
(Piease tick ol thot opply)
Before leaving for the tram stop At the tram stop
Leaflet/ paper timeta ble... Electronic dis play at the stop |
Online tram times ... Information posters at the stop . O
Live tram locator/timings Onling tram times. .....c.cooreeeeeean .0
|e.g. via mobile appfweb). ... O Live tram locator/timings
Dizruption updates |e.z. via mobile app/web) ... O
[e.g. on Twitter/Facebook) .......ccceeeees E Dizruption updates
OB e |e.z. on Twitter/Facebook) .. . O
] S .O
Qieb, 1fyou did not check to find out when the tramwas meant toarrive, why was this?
(Piease tick oll thot opply)
Knew the tramsran Didn't have time . ..o O
frequently on this route .. Did not know when the tram
already knew arrival times .. WEE MEI ML D0 BTTIVE .eeeeeeeeeeeeeeeeeeeeenns Il
Knew through other means .. O e O

could not find the information

Qi7. Approvimately how long did you expect to wait for the tram?
{Plegse write in the time in minutes) I:l:l
Qiga. Thinking about the time you waited for the tram today, was it..
Much longer than expected d A little less time tha nyou expected .
Alittle longer than you expected .. . d Much less time than youexpected...
About the length of time you expected.... []
Qigb, wWere you able to board the first tram you wanted to travel on?
WEE e d DI e een d
Q1% How satisfied were you with each of the following?
Matmar D=t
Vary midy  asafadcer medy Vary wowiss
amtafed  astafad  doasfafed  daastafed  daastafed  oeisies
The length of time you had to wait for the tram...... O O O O | O
The punctuality of the tram ....ees | O O O | O
4, On the tram
Q20. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
LT Doat
Vary Pidy  asfafad e Pmdy Vasy wzwine
amtafad  amafad  Susafad  dusfed  Samafed ssees
Route/destination information on
the outsice of the tramh .o O O O O O O
The cleanliness and condition of
the outsice of the tram .o eeaecareaeen O O O O O O
The ease of getting on to and off of the tram............ O d O O O d
The length of time it took toboard the tram............ O d O O O d
Q21 Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:

Natmar Dot
Wy Fdy  amiafad mo L Ve Rmzwima
amafad arafad  daeafed  daetfed  damafed opieiss
The dleanliness and condition of the

inside OF the trami. ... e O d O O O d
The information provided inside the tram .............. O O O O O O
Sufficient room for all the passengerstosit/stand... [ d O O O d
The comfort of theseats ... O d O O O d
The amount of personal space you had

AFDUNE POU e eeeeeeseeae s eemseseensese e seemsensasnnas O d O O O O
Provizsion of grab rails to hold on to when standing,

MCWIng ADOUT the TFaM Loeeeeeee e eaeeaaeaeeneas O d O O O d
The tem perature inside the tram O O O O O O
Your personal security whilst on the tram ... O O O O O O
The amount of time the journsy 1ok ....cveeeeeeeeneenns O O O O O O
Smoothness/freedom from jolting during

THE JOUMTIEY oo eeaee O d O O O d
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a2z,

Q23a.

023b.

Q24a.

Qz24b,

Q5.

Did you get a seat on the tram?

s —for allofthe journey e O Mo - but youwere happy tostand........... O

ez — for partof the journey .. O Mo — but youwould have liked a zeat....... O

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

YEE 1 etereeeenaeens s e e aeaeans e e e nnann e neaennen O T et eeemmens e n e enmnne s e e s anans e seaannn O

Ifyes: Which of the following were the reason(s) for this? (Please tick off that apply)

FEEL DM SEATS .o aaes
Music being played lowdly
smoking.
craffiti or vandalism .
Loud use of mobile phone!
Other [pleass specify)

Pazzengers drinking,/under

the influence of alcohol.....ooieireeeneens O
Fassengers taking/under

the influence of drugs
Abusive or threatening behaviowr.
Rowdy behawviowr ...
Fazzengers not paying their fares .

ooooo

Oogooo

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

Was your Supertram journey today delayed at all?
WES 1 eteeteeeenaeen e e n e e e e nnann e neeennen O D et eeemaens s sen s e eemnne s e e s anaansaanseaanne O

Ifyes: Why was this? (Plecse tick olf that apply)
Due toa signal/ points failure ...
Road congestion/traffic jam
Dustoa tram failure ...
Flanned enginsering works ...
Poor wea ther conditions
The tram waiting too long atstops .. .
The tram waiting too long atsignals.........

Time it took passengers to boardf
pay for tickets .. O
Had touse bus repla cement servio

O

O
|
| Other [please specify)
O

O

O

DION E KIIDW et e e e e s memmse s eeannns O

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

[Plegse write in the time in minutss) |:|:|

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

Yes Mo
A mapof the tram rowte, Journey tMes ..o O O
Audio announcements e.g. s3ying the next tram S0P ..ooooeeeeneceeeeees O O
Anelectronic display e.2. showing the next tram stop.....eeeeeeenees O O
Information about tickets/Fares ... O a
BAMELEBIE ot eees e e e e ne e e e e snann s s g eanneann O O
Details of how tomakea complaint, if you had one...eeeeeeeecceeeee O O

027. Thinking abowt amy Supertram staff you encountered on your journey, please indicate how satisfied you
were with each of the following:
Madmar D=t
Ve *m ¥y amtafad mor Py Ve emcrwfi=c
e arfad  dhamafad  dhamafed  dhamafed ssietos
The appearance of any Staff.....oooeeeeeeeeeeercaeae d O d d O O
Any gresting/welcome yougotfromthe staff......... O O O O O O
The helpfulness and attitude of the staff ... d O d d O O
The safety of the driving
|i.e. appropriatensss of spead,
driver CORCEMTrating) ..o O O O O O O
5. Your overall opinion of the Supertram journey you made when given this questionnaire
azg.  overall, taking everything into account from start to end of this journey, how satisfied were you with your
Supertram journey today?
wery satisfied.. Fairly dizzatisfied ...
Fairly zatisfied. O very dissatisfied .
Meither satis fied nor dissatisfied Don't knowy No opinion
a29. Ifsomething could have been improved on your Supertram journey today, what would it have been?
030,  How satisfied were you with the value for money of your Supertram journey?
VR SBETIE oo O Fairty dissatisfied ..o O
Fairly satisfied.......... wery dizsatisfied
Neither satisfied nor dissatisfied Don't knowy No opinion
031,  What had the bizgest influence on the “walue for money' rating you gave in the previous question?
The cozt for the distanoe travelled ... O Comfort/journey quality for
The cost of the tram versus other the fare paId e |:|
modes of transport. .. O & reasonnot mentionedabove ... ]
The farein comparizon to the oost
of everyday HEmMS e eeeeeaen O
[ Your opinien of trams generally
Q3za. How would you rate Supertram services for the following:

W Domt
T EY gros mme vy ey
good Hood poor Poor poc opamine
Eaze of getting to locz| amenities
(.. shops, hospitals, leisure fadilities ) ....ooeee O O O O O O
Connection with other forms of
public transport {2.g. traing/busss O O O O O O
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03zb. and how satisfied are you overall with Supertram services for the following:
vamy "y m:;-:'-.o- .y van r:u:n"o
astafad  asafed damafed Saifed dasafed opizes
Ease of buying your ticket ... O
Punctuality (running on time) ... O O O O O O
Frequency (how often the trams run).. |:| |:| |:| |:| |:| |:|
033.  If you needed information about your local tram services, e.g. times, fares, where would you obtain that
information? [Please tick olf that apply)
Fhone: Stagecoach SUPETtram .......ceeeeee. d Ak friend/relative . d
Fhone: Travel South vorkzshire . |:| &zk tram staff - |:|
Phone: Other number............ .4 Text/5MS for informatian . - O
Internet: stagecoach supertram website . [] smartphones app... . g
Internet: Travel south ¥orkshire website .. [ a1t ORI . a
Internet: Other travel website .d DL SUTE e e en |
Travel shop . |:|
034, How often do you typically travel by Supertram? (Please tick the dosest to yowr frequency of trom use)
Sormore days 3 WeEK e |:| ONCE 3 MUONER «.eeeeeee e eeana e aan |:|
Zord days 3 week .. . g L2z Freguemthy ..o O
Once or twice 3 weel . |:| This iz the first time |
Oneea fortmight . O have used Supertram ..o O
035, Ifyou have used the Supertram before, how typical would you say today's experience was? Was it...
Much better than usual . .Od & little worse than usual .O
Alittle better than wsual ... . Much worze than wsual ...
About thezameas UsUa ] |:|
036, Have any of the following frequently stopped you making journeys by tram? (Please tick olf that opply)
The places you can reach by Supertram.... [ How long journeys take
The freguency of trams in thearea .......... O when going by Supertram..
The reliability of the trams .. .4 The comfort of the trams ...
The cost of using Supertram . O The level of crowding on the trams
Understanding the fares . O A conoern fior your personal
Undzrsta nding the ticket machin O safety onSUPEMram. e O
1. About you
Qa. Are you...?
Male Femak .d
GB.  Inwhich age group are you?
O BEEB e ns O
- O . -0
. d 5553, - O
- O - d
.0 .Od

ac. Are you...?

working full time {30+ hours)........ccooeeee O BRI caeeeeeeeeieesneess s esn s ee e neaennas O
working part time {under 30 hours) . d Full time student... .Oa
Not working —seeking work .. O Other.... .0

ao. Do you have a disability or long-term iliness related tothe following?  (Please tick olf that appiy)

MO = MORE e O Wes-Eyesight O
WiEs - MBIty O Yes-Speechimpairment. . O
ez - Wheelohair Uss e O ez - Learning difficulties. ..., d
WES - HEATINZ cereireeeeeesesessaeessseenseannnas O WEE - ORET o O

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

WWITEE 1o emae e e e mmes s e s aenen e s e annnnan O CHITEER veeeeeeeeesie e e e e s eaennas O
IIHED st e e ema e s emaen s e nnnnen O Asianor ASiEn BrtEN. e O
Black or Black British................ O Other ethnic Zroup ... O

aF. In terms of hawing 3 car to drive, which of the following applies?

You havea car available but
prefer not 1o drive. ..o O

You havea car available
and don't mind driving ...................... O

Yipu don'thave 3 car available ... O

asG. How often are you able to ask someone else to drive you for local journeys?
Allor most of the time ... O You don't have anybody you camask..... O
Some of the time ..o O Mot applicable s O

aH. What is your postcode? ([This will only be used for research purposes e.3. to help us determine how near
or far people live from the tram service)

N

Live outsice the UK e O

Fleaze complete the contact details reqguested below i you would be happy to participate in future ressarch projects

meepnonsoumber: [ | [ [ [ [ TT T[T IITITIITT]1]
HINEERERNERERNNENENEEN

about travel.

Mame: | |

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 FEssengsr Survey
Perzpective Ressarch Services Lid )
FREEPOST [REKU-SKUZ-TSYG)
Kingsbourne House
229-231 High Holborn
LOMDON WCLY Tha

bdre cortinental * rerfocus Ui
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