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

This is the report for the NET system. Unlike the other systems we are unable to include
comparisons for either bus or train in Nottingham. The Nottingham City area was last
covered in the Spring 2013 wave of BPS, and we feel that any comparison of TPS with
BPS data from an earlier wave (and one conducted at a different time of the year) would
be inappropriate and not provide a valid comparison. Our intention is to include
Nottingham in concurrent TPS and BPS waves in future to enable valid comparisons to
be made. NRPS covers too few stations locally to permit meaningful comparisons to be
drawn with trains in the Nottingham area.
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Methodology — fieldwork

Nottingham Express Transit (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: 333 interviews (250 paper, 83 online)




Methodology — data analysis

~~ Vi Y Patalal Il el avYall

ingham Express
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




The Nottingham Express Transit system

Tram Passenger Survey 2013

* Nottingham Express Transit currently consists of a single line with 23
stops, covering 8.7 miles between Hucknall/Phoenix Park and Station
Street. Additional routes are under construction, extending the network
from Station Street to serve Clifton and Toton

*  Approximately 7.4 million* passenger journeys were made in 2012/13
e The trams currently run with conductors and passengers may purchase
tickets on board. Ticket machines are being introduced at NET stops in

2014

* Al NET stops have Passenger Information Displays and information
boards with tram times and local information

e Tram frequency is as follows:

Monday - Saturday Sunday
Morning/evening Every 10-20 mins Morning/evening Every 15-30 mins
Daytime Every 5-12 mins Daytime Every 7-15 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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e OQverall satisfaction for a journey on the Nottingham Express Transit (NET) was high
(96%). This high rating for the tram journey was consistent across all the main
passenger groups, although slightly lower for those using the NET frequently (5 or more
times a week) where it dropped only slightly to 92 percent

* Amongst fare paying passengers nearly seven out of ten (69%) were satisfied with the
value for money of their NET journey

* 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

* 94 percent of NET passengers were satisfied with the punctuality of the tram service,
and only 4 percent did experience some delay to their journey

e Although satisfaction of the NET service was high, just over a third (36%) did
spontaneously suggest some improvements that could be made to their journey. These
mainly concerned crowding issues




Summary of key findings (2)

Tram Passenger Survey — Nottingham Express Transit

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

* Less than one in ten (6%) 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 NET passengers was quite young, over a third (36%) were aged 16 to 25
years

e Just over a half of all passengers (54%) were using the NET to either get to/from work
(41%) or school/college (13%)

* As tram passengers generally had a younger profile, only 12 percent of all NET
passengers were travelling on an elderly person’s (60+) concessionary pass.
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Overall satisfaction

~~

Tram

mVery satisfied Fairly satisfied Neither/nor

m Fairly dissatisfied

mVery dissatisfied

(All satisfied)

%
%
Al passengers 36 40 96
Male 35 40 9
Female | 37 30 97
Age 16 to 34 45 40 96
Age 35 to 59 32 50 95
Age 60+ 18 0 100
Fare-payers 38 40 96
Free pass holders 25 0 100
Commuting 40 7.0 93
Not commuting | 31 0 100
Q. Overall, taking everything into account from the start to the end of this tram journey, how satisfied were you with your tram journey today?
Base (all passengers): 331
12
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Value for money — fare-payers only

Tvamm~r DNDacaanrmmar Cr v s~y s NlAttiim e A [CTyyimnvr~nce Tramortd
Halll Fassceliyel ouivey — INuulnyrialll EXPIess Tidllsit
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
% %

69

70

64

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 272

Passengerfocus 3
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What influenced value for money rating
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m Cost for distance travelled m Cost tram versus other transport Comfort/quality for the fare paid

= Fare compared to everyday items = QOther reason

%

10
15

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): 267




Satisfaction — with the tram stop

T
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mVery satisfied

Base (all passengers): 326

~~

al

D.
1 F

Fairly satisfied Neither/nor E Fairly dissatisfied

mVery dissatisfied

(All satisfied)

%
%
s sB o
Q. Overall, how satisfied were you with the tram stop? & Q. Thinking about the tram stop itself, how satisfied were you with the following:
15
Passengerfocus
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Satisfaction — with punctuality of the tram

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

®Much less A little less About expected mA little longer ®Much longer (All positive)
0,
% %

Actual vs expected
waiting time 23 > - 58

Q. How satisfied were you with each of the following?
Q. Thinking about the time you waited for the tram today, was it [...] than expected?
Base (all passengers): 329

Passengerfocus 16
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Expected and reported waiting times
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Expected tram waiting time

%

Under 2 mins 13

]
]
L ]
| E
| E

2-5 mins 46

5-10 mins 35

10-15 mins

Over 15 mins

Average expected waiting
time 5 minutes

Q. Approximately how long did you expect to wait for the tram?
Q. Approximately, how long did you wait for your tram?

Base (all passengers): 326

Under 2 mins

2-5 mins

5-10 mins

10-15 mins

Over 15 mins

| E
| B

Average reported waiting
time 5 minutes

37
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How passengers checked tram times
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ransit
15 percent of NET passengers did not check to find out when the tram was meant to arrive

Before leaving for the tram stop At the tram stop

Information posters l 6

Leaflet/paper timetable

I O\o

Online 13

Online 0
Live tram locator/timings

) ) ) Live tram locator/timings 0
Disruption updates via
social media
Disruption updates via 0

social media

Other 10

O .
w

Other 1

Q. Did you check any of the following to find out when the tram was meant to arrive?
Base (all passengers): 327

Passengerfocus 18‘




Why passengers did not check tram times

%

Knew the trams ran frequently on this route _ 88
Already knew arrival times - 12

Knew through other means 0

Could not find the information 0

Didn't have time - 12

Did not know when tram was meant to arrive I 2

Q. If you did not check to find out when the tram was meant to arrive, why was this?
Base (all not checking tram arrival information): 51

Passengerfocus

outtina

roers first

"N




Satisfaction — with start of journey

m Very satisfied Fairly satisfied Neither/nor

%

Route/destination
information on tram

Exterior cleanliness

Ease of getting on/off
tram

Time taken to board

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base (all passengers): 325

® Fairly dissatisfied

mVery dissatisfied

(All satisfied)

%

26 5 (I 94

35 6 I 92

S Y

19 50 95
Passengerfocus 20
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Satisfaction — on the 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

Fairly satisfied Neither/nor

w

|OJ ‘
©
ol ()]
i
(=]
‘ O\

38
-
:
:

|
(e¢]

Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:

Base (all passengers): 327

E Fairly dissatisfied

m Very dissatisfied (All satisfied)
%
39 6 I) 92
30 16 0 83
12 - 77
14 - 76
1w Tl 76
41 o 83
36 13 [ s
Passengerfocus 2
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Satisfaction — with on-tram journey time

Tovamm~r DNDAacacaAarm A C: sy s~ NlAttiim~nlamavms TusrimmAaana~s T~ ard
Halll Fassceliyel ouivey — INuulnyrialll EXPIess Tidllsit
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied (All satisfied)
%
%
39 6 92

Q. How satisfied were you with the amount of time your journey on the tram took?
Base (all passengers): 324




Availability of information inside the tram

Fares/ticket info

How to make a complaint _ 39

Q. Were any of these items of information present on the tram?
Base (all passengers): 328

Passengerfocus 23‘




Satisfaction — with tram staff

m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (Al Sa})t/isfied)
o
%
Greeting/welcome 34 16 - 77
Helpfulness/attitude 37 12 I 86
Smoothness/freedom from jolting 37 17 - 75

Q. Thinking about any tram staff you encountered on your journey, please indicate how satisfied you were with each of the following:
Base (all passengers): 330

Passengerfocus 24
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All passengers

ELength of time you had to wait for the tram Its freedom from graffiti/vandalism

B The information provided inside the tram EValue for money

mYour personal security whilst on the tram

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): 274

Passengerfocus 2>
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Experience of delays

.
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4 percent of NET passengers experienced a delay. Typical length of delay was 5 minutes

Main reasons for delay

» Signal/points failure
* Had to use bus replacement

 Poor weather

« Congestion/traffic jam

TPS: Q. Why was your journey delayed?
Base (all experiencing a delay): 16 (caution small base)




Worry or concern at other passengers’ behaviour

.
VI et Il PP S WeST

rarisit

%
All passengers GGG 6

Male NN 6
Female NG 5

Age 16 to 34 NN 4
Age 35to 59 NN 10
Age 60+ N 3

Q. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your journey?
Base (all passengers): 328

Types of worrying/concerning behaviour

* 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

* Feeton seats

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base (all experiencing worrying/concerning behaviour): 16 Caution small bases

(Passenger‘focus
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Whether journey was better or worse than usual

Tram

® Much better than usual
= A little better than usual
About the same as usual
A little worse than usual
® Much worse than usual

83

Q. If you have used the tram before, how typical would you say today’s experience was?
Base (all previously using a tram): 319

"N




Suggested improvements spontaneously mentioned by passengers

T ~ e Nl~+ m s

ram Passenger Survey — Nottingham Express

64 percent of passengers could think of no improvement suggestions to make.
Of the 36 percent who did, their suggestions are shown below

%
More seating ||| | T 14 (= 5 percent of all passengers)
Bigger/ longer tram - 6
Other space issues _ 24
More punctual/ fewer delays - 6
More frequent trams - 5
Other punctuality/ reliability issues _ 8
Better information on-board I 1
Other interior issues _ 11
Cheaper ticket prices _ 16

Better ticket facilities I 1
Other ticket issues 0

Address unruly behaviour - 6

Improvements to tram stops - 5

Other uncategorised issues - |G 0

Q. If something could have been improved on your tram journey today, what would it have been?
Base (all passengers suggesting an improvement): 124

Passengerfocus 29‘




Suggested improvements to the NET service — passenger verbatims
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| feel sometimes there are far too many people on the tram and

Sometimes cabs can get extremely crowded during no where to hold on too. At busy times | think having two
peak times. Either more trams running or perhaps conductors would be beneficial because there is a lot of pushing
slightly longer trams to fit more people in. a shoving. Also when the tram is that full you can't always get off

the tram in time.

Number of inspectors. 4 at once Catch the fare dodgers as there are
felt intimidating if not irritating. too many people who don't pay.

Better lighting around tram stops at night, better signage from tram stops to local landmarks, quick intervention
of staff to tackle rowdy/sexist behaviours, 3 ticket staff were a bit intimidating as a group in one's personal space.

Clearer details when there are delays. quicker and clearer More trams during rush hour
instruction for alternative transport or free travel on buses to reduce it being so packed.
when there is no tram service available i.e. the trams are
unable to run. It would be nice if they

travel more often and
not have to wait so long

The ability to purchase
for the next one.

NET tickets on my

A little more space - | sat near the door with a small suitcase smartphone.

and felt quite squished. Pricing - | think it is too high.

Y pesengertocs . * YN
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Reasons for choosing NET

More convenient than the car (e.g. parking) _ 23

Quicker than other transport

.
Didn’t have the option of travelling by other means _ 15
Cheaper than the car - 6
Tram more comfortable than other transport . 2
Cheaper than other transport . 3

Prefer tram to walking/cycling I 1

Other - 5

Q. What was the main reason you chose to take the tram for this journey?
Base (all passengers): 326

Passengerfocus 32
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Frequency of using NET

| RV R el unn.—;-

3 or 4 days a week _ 19
Once or twice a week _ 13
Once a fortnight - 5

Once a month

Less frequently - 9

This is the first time l 2

Q. How often do you typically travel by tram?
Base (all passengers): 330




Sources for tram information

~~

T
1ral

Phone: NET

Phone: Nottingham City Council
Phone: Other number

Internet: NET Website

Internet: Nottingham City Council website
Internet: Other travel website
Travel shop

Ask friend/relative

Ask tram staff

Text/SMS for information
Smartphone app

Other

Not sure

NDaAac~~Aa ~Nnm~e O e
I Fassceliyel oul

. 13
M
1

N

. -

. -
I 13
I 05

. -
s
s

Q. If you needed information about your local tram services, e.g. times, fares, where would you obtain that information?

Passengerfocus
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Factors preventing more journeys being made

Termam~s NAacacaAama~nar O v sy 2 NlAdttiimn e mavans [Turimvr~aaa~s TrAammard
Halll Fassceliyerl ouirvey — INOUUNglidill EXPIess Tidlisit
%
Frequency of trams - 7
Reliability of trams [JJJj 4
Understanding the fares . 2
Understanding ticket machines 0
Journey times _ 11
Comfort of trams - 8
Concern for personal safety - 7
Q. Have any of the following frequently stopped you making journeys by tram? (More than one answer permissible)
Base (all passengers): 199
Passengerfocus
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Satisfaction — with trams generally

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

%

Punctuality 56 37 5
(running on time) 93
Frequency

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): 321

Passengerfocus 36
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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): 333

)

%

46

36

18

40

36

23

12

15

78
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2




Journey purpose

~~

T"!‘ n_ felala N o~ hl e
Hraill Fassceliyer ouli

Travelling to/from work [ A |
Travelling to/from education _ 13

Company business I 1

Personal business - 5

Health visit J] 1

snopping i N 15

Visit friends or relatives - 4

Leisure trip _ 12
Other - 5

Sub-total: Business I 1

Q. What is the main purpose of your tram journey today?
Base (all passengers): 324

Passengerfocus 3
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Weather conditions when journey made

§
J
)
)
)
)
;
)
)
)

Light rain - 9

Heavy rain I 2
Snow 0

Foggy I 3

Icy I2

Not stated

Q. What was the weather like when you made your journey ?
Base (all passengers): 326

roers first
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Ticket type and modes of transport permitted

%
Sub-total: Single/return || NN 27
Single 8
Return 20
Sub-total: Season ticket/pass || NN !
Day pass 11
3 day/weekend 0
5 days/1 week 5
10 days/2 weeks 0
4 weeks/1 month 19
Quarterly/3 months Q0
1year 13

Other time period 1

Free pass/journey NG 15
other ticket type [N 7

Q. What type of ticket/pass did you use for this tram journey today?
Base (all passengers): 333

Modes of travel ticket allows

%

Tram only

H Train and tram

Bus and tram

® Train, bus and 54
tram
23

Q. What modes of transport does your ticket all you to travel on?
Base (all passengers): 321

( Passengerfocus H
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Method of buying ticket and ticket format

Ticket machine at stop
Conductor that day

Travel shop

Direct from the tram company
Rail/lbus company

Local shop or post office

Direct debit through work/college

Other

Q. How did you buy that ticket or pass?
Base (all fare paying passengers): 270

Ticket format

%

= Paper
ticket/pass

= Photocard
pass

= Plastic card

E Ticket on
mobile

= Other format

Q. In what format was your ticket?
Base (all passengers): 316

Passengerfocus 4
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How got to and from the tram stop

E Getto tram stop  ELeave tram stop

%

54
s S——

Cycled

oo OO

Motorbike

Car - dropped off '34

: 22
Car - Park and Ride “

1
1

Car - parked elsewhere
Taxi 8
o I 3
Train '23
Tram Iol

Other I %

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base (all passengers): 327

(Passengerfocus __ 43‘




NET stops used by passengers surveyed

Tuwrmamm~s NAacaAm~a~rs O . NI imm~ s T~

Iraim rFassenger ourvey — Nottingham Express Transit

51 percent of passengers were on an outward journey, 45 percent on a return and 4
percent on a one-way trip

82 percent of passengers had a seat for their whole journey. 6 percent said they had to
stand but would have liked to have a seat

Boarding % Alighting %
* Hucknall 20 * Old Market Square 17
 Station Street 19 * Hucknall 14
* Phoenix Park 12 * Royal Centre 13
* Old Market Square 11 » Station Street 9
* Lace Market 9 * Lace Market 7
* The Forest 5 * Bulwell 6
* Bulwell 4 * Phoenix Park 6
 Butler's Hill 4 * The Forest 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 44‘

Base (all passengers): 333




Where NET passengers live — by postcode

outtina

saers first

Tram Passenger Survey — Nottingham Express Transit
%
Other NG _ 11
NG7 - 6
nes [ s
ncs [
NG11 - NG14 - 5
Q: What is your postcode?
Base (all passengers): 299

"N
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Tram Passenger Survey |
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(Nottingham) Shift

Diate

Pazzenger Focus is the official, indspendent consumer organisation that represents Train, Bus and Tram passengsrs

aoross England (except London).

To help us represent the views of passengers in your area we would appreciate a littlie of your time to complete this

‘guestionnaire about your journey on Mottingham Express Transit (MET) today as part of our national Tram Passenger
Survey. Tram companies, bocal 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 abowt our work please visit www.passenserfocus.orz.uk. You cam ako follow ws on Twitter

@passengerfoms

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

after completing the guestionnaire, pleazs return it using the postage paid envelope provided.

1. About your journey

0la. At which stop did you board this MET tram?

[1f your journey involved changing trams please refer only to the part of your tram journey on which you were given

thiz guestionnaire)
Qlb. At which stop did you leave this MET tram?

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

I:I:I Hour I:I:I Mins [Plegse use 24 hour clock e g. 5.25pm should be written gz 17:25)

033, 'What type of ticket or pass did you use for this NET journey? (Please tick one box onfy)
Season Ticket/Ka tudent

1 day. 4 free pass or free journey

3 day/weskend.. Elderly person's pass
Edays/lweek ... Dizabled person's pazs

10 daysf2 weeks complime ntary/free ticket....

4 weeks/1 month
Quarterty/3 months .
1 year

Other ticket

Park and Ride
Family,/Group ticket .
Other

Other time period [specifyl.....oo s

Singlefreturn ticket
Single ticket ...
Return ticket ..

00 O 0000000

Q3b.  what modes of transport does your ticket allow you totravel on?

MET onily .. d Busand NET
Trainand MET.... g Train, Bus and NET...

1001001

0ana

- d
[
-0

a4,

ae.

ar.

QE.

Qio.

ail.

In what format was your ticket?

& standard paper ticket/ pazs ... O A ticket sent to your mobile phone .
& photo card ticket/ pass O Other format
A plastic card you touched

on to thefaremachine ... |:|

How did you buy that ticket or pass?

Fromy CONQUEDOT .. ieeeeemmeeeeeeemmnnenas O From a loca | shop or post office .............. O
Direct from Mottingham Express Transit ‘You had a free pass - O

[website/ phone) .. Direct debit throus hwork/oollege [
Travelshop Other . I:

Rail/bus company .

What is the main purpose of your MET journey today?

Traveliing toffrom work ..o O Health visit [Doctor/hospitalf dentist)...... []
Traveliing to/from education Shopping trip . O
|e.g. college, school) . O Visiting friends or relatives ... . O
On company business Leizure trip (e.g. day out) |
[or own if sef-employed)................... O Other O
on perzonal business
[ioh interview, bank, postoffice}......... O

Were you on your outward or return journey when you were given a questionnaire?
Qutward..

O

OnE WAy B Onhy. e

O
were you travelling with...? [Plecse tick olf thot apply)
Children ina buggy or pushchair............. O

Lots of bags or luggage
None of these ...

oood

children {under 12) who were walking ... [J
& wheelchair . g

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

on footfwalked .. O Taxi . - O
Cycled ........ O Bz . O
Motorbike... O Train.. |
Car -dropped off O Tram.. - O
car -and used Park and Ride. O Other. .O

Car - parked elsewhere

Which means of transport did you use when you got off this tram today?
onfeot/walked., |

Car - picked up
Car-and used Park and Ride.
Car - parked elsewhere

| |

what was the main reason you chose totake NET for this journey?
(Pizase tick one box onfy)

Cheaper than the car
Cheaper than other transport ..
More convenient than the car

(2.2 PATKINE] o O
Didn't have the option of travelling
by another means ...

Quicker than other transport ...
Best way to get where | am going .
Tram more comfortable than
other transport
Prefer tram to walking/cyding ..
Other [pleaze specify) ...

oo og
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iz, What was the weather like when you made your journey, was it?
Foggy..
Lizht rain.. SnoW ..
Heavy rain L OO PROUPPPRPIPUPRY
2 About the tram stop where you boarded this tram
013, Thinking about the MET stop itself, how satisfied were you with the following?
wa Do="t
Ve rusy  atafad mor ruicy Ve Recwf=o
arafas wtafad  doasafad  daaatifed  Saetafad ssieios
It= distance from your journsy start
B2 DOME, SHOPE e eeeeieeeeeeee e e e s s e e esmaesnaeaan O O O O O
The convenie noe/accessibility of its location ... O O O O O
1tz general condition/s tandard of maintenance Od Od O O O
1tz freedom from graffitifvandalism . O O O O O
Its freedom from litter....eeeeeenes O O O O O
Behaviour of fellow passengers waiting at thestop.. [ O O O O O
The information provided at the tram 1o ..eeee. O O O O O O
Your persona | safety whilst at the tram stop ........... O O O Oa Oa O
Q14 oOverall, how satisfied were you with the tram stop?
Wery satisfied .. . Fairly dizsatizfisd ...
Fairly satisfied . O Wery diszatisfied . .
meither satizfied nor diszatizsfied .. .Od Don't know) Mo OpInIoN ......ceeeeeeceeeenneas O
3. Waiting for the tram
Qis. Approximately, how long did you wait for your tram?
{Plegse writs in the time in minutes) I:I:l
Qi6a. Did you check any of the following tofind out when the tramwas meant toarrive?
(Pizase tick olf that apply)
Before leaving for the tram stop At the tram stop
Leaflet/ paper timetable .. Electronic display at the stop O
online tram time: Information posters at the stop . .
Live tram locator/timings Online tram times
[e.g. via mobile 3 ppfweb) s O Live tram locator/timings
Disruption updates [e.g. wia mobileapp/web) ..oeres O
[e.g. on Twitter/Facebook]) Disruption updates
Other e, [e.z. on Twitter/Facebook) ..
OThET e
ai6b, Ifyou did not check to find out when the tram was meant toarrive, why was this?

(Piease tick olf thot apply)

Knew the tramsran Didn’t hawe timE o O
frequently on this route . . d Did not know when the tram

Already knew arrival times . H Was meant toarrive .

Knew through other means OthEr. ... ecee e

Could not find the information..

017, Approximately how long did you expect to wait for the tram?
(Plegse writs in the time in minutss) I:I:I
0183, Thinking about the time you waited for the tram today, was it...
nuch longer thanexpected ... d & little less time than you expected
Alittle longer than you expected .. O Much less time than you expected.
About the length of time you expected O
0Q18b. Were you able to board the first tram you wanted to travel on?
BBt taesseeseeeenseanseeenne e e e annnn s aeannnannsaan O MO et e e e e e e asanns s e s s enanr e seann O
Q1% How satisfied were you with each of the following?
N Dot
Vg Puichy  astadad mee Pt by Vg rezwi=
wtafed  wdafed  doastafad  doastafed  daastafed  osieies
The length of time you had to wait for the tram...... O O O O O O
The punctuality of the tram .......eae Oa O O O O O
4, On the tram
020, Thinking about when the tram arrived, please indicate how satisfied you were with the following:
N Dot
vary raisy  amtafad moe Py vy rmcwi=o
awtafad aafad  doasafad  doastafed  dhastafed  coieios
Route/destination information on
the outside of the tram ..o, O O O O O O
The cleanliness and condition of
the outside 0F the tram ..o O O O O O O
The eaze of getting on to and off of the tram............ O d O d d O
The length of time it took to board the tram._ . O O O O O O
021, Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:

Numar De="t
ey recy  astafad mos Py Ve kecwmo
wafac wtafad caamafas caamafer famafer cosos
The cleanliness and condition of the

inside of the tram ... O O O Od Od O
The information providedinside the tram ... O a O d a O
sufficient room for all the paszengerstositfstand... [ | O O O O
The comfiart of the SEaEE «.oeeeee e eeeeeereeaeen O d O O d O
The ameount of personal space you had

BPOUNE YOU.... e teeeeereseaesenssssesensssaaesessnsinesensas O O O O Od O
Provision of grab rails to hold on to when standing/

maoving about the tram O O O O O O
The tem perature inside the tram.. O O O O O O
¥our persona | security whilst on the tram .. O O O Od Od |
The amount of time the journey took O d O a a O
Smaoothness/freedom from jolting during

EHE JOUTTIEY o eeeeeeeee e seaascesesesasesensssesnssnsnsans O a O a O O
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a2z,

Q23a,

023h.

Q23

Q24a

az2ab,

Q25

Q26.

Did you get a seat on the tram?

ez —for allofthe journey ..o O Mo — but youwere happy tostand...........

ez — for partof the journey ... O Mo — but youwould have liked 3 seat.......

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

journey?

WEE e O D e eeae

If yes: Which of the following were the reason(s) for this? (Please tick off thot apply)

Passengers drinking/under FEELOM TEFLE oot
the influence of aloohol ... O Music being played louwdly ...

Passengers taking/under smaoking

the influe nce of druss
Abusive or threatening behaviowr..
Row dy behaviour

Dooo

Graffiti or vandalism
Loud uze of mobile phones
Other [pleasze specify|

Pazzengers not paying their fares

O Ooooo

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

concerned?

Was your NET journey today delayed at all?
YEs ... .Od No....

Ifyes: Why was this? (Please tick olf thot apply)
Dwetoa signal/ points failure ..
road congestion/traffic jam ...
Duetoa tram failure..........
Plannzd enginsering works .
Poor wea ther conditions

Time it took passengers to board/
pay for tickets
Had to use bus repls cement service .

The tram waiting too long atstops
The tram waiting too long atsignalks........

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

(Plegse write in the time in minutes) I:I:I

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

Amap of the tram rowe, JoUrneEy TiMES ... e
Audio announCEMENS .2, Z3Ying 1he NEXTIramM S0 ..ceeeeeeeeeeees
Anelectronic display e.2. showing the next tram stop.....eeeeeeeeees
Information about Hokets/Tares .o
ATMETEDIE . —————————
Details of how to make 3 complaint, if you had one.............

O
|
... d
... d Other [please specify)
-
O
O

DOt RO oo

Oooooos

027, Thinking about amy MET staff you encountered on your journey, please indicate how satisfied you were
with each of the following:
Nama De="t

Ve *msy  atafad moe mm fy Ve Recwf=o
smtafad amafad  doarnfad doaenfed  dhasafed oot

o 0O a a O a
o 0O a a O a
o 0O a a O a

The appearance of any staff

Any greeting/welcome you got from the staff

The helpfulness and attitude of the staff

The safety of the driving
[ie. appropriztensss of speed,
driver concentrating)

o 0O a a O a

5. Your owverall opinion of the NET journey you made when given this questionnaire

028, oOverall, taking everything into account from start to end of this journey, how satisfied were you with your

MET journey today?
Viery satisfied.._. O Fairly diszatisfied .
Fairly zatisfied | very dissatisfied ..

Meither satisfied nor dissatisfied............. |:| Don't knowy’ Mo DPImIoN ... |:|

025, Ifsomething could have been improved on your MET journey today, what would it have been?

030, How satisfied were you with the value for money of your MET journey?

very satisfied.... | Fairly dissatisfied . |
Fairly satisfied . |:| Wery dissatisfied .. . |:|
Meither satisfied nor dissatisfied............. O DNt KROWY MO OPIMION ....e.eeeereeeeveaens O

031 What had the biggest influence on the ‘value for money' rating you gavein the previous guestion?

The cost for the distance travelled ... O Ccomfortfjourney quality for
The cost of the tram wersus other the fare paid

modes of ransPort .. O A reason not mentioned a bove
The fare in comparison to the oos
of everyday items

B. Your opinion of trams generally

0323. How would you rate NET services for the following:

ATEE Oe="t
Wy §EEE Vary rezwi=z
good Hocd poo Pooe pooe opimio:
Eaze of getting to locz| amenities
|e.z. shops, hospitals, leisure facilities) ... d O O O O O
Connection with other forms of
publictrans port (2.2, traing/buses) . ...ooveeeineeaes O O O O O O
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Qac. Areyou...?
03zb. And how satisfied are you overall with NET services for the following:

N S working full time {304+ hours).....ooeeeees O RELINEE ceiee e eese e e n e e smnnsnnes O
i afad mar M =
,::;-:c “E‘:: :*M,;,c F nﬁ:“ r n%,c opimion Working part time [undsr 30 hours) ... O Full time student. ... O
Eaze of buying your ticket .. - R
Mot working — seeking wark ... O OEL e d
Punctuality {running omn tim . O Oa | O O O
Frequency (how oftenthe trams ronj..........
quency | ' o . o o . o ao. Do you have a disability or long-term illness related tothe following? [Please tick olf that apply)
033, If you needed information about your local tram services, e.g. times, fares, where would you obtain that Mo - Nong ... s - Eyesight ... -
information? [Please tick ol that opply) Yes - Mobility.. ez -Speechimpairment. - Od
PROME! NET c.veeveenrcnsiseesseenscansssesnnaaneas | TrAVE SR0D oot O ves-Wheelchairuse..oe O Yes - Learning difficulties.........ooeeeneeneens d
Fhone: Nottingham Zity Coundil -0 ask friend/relative -0 T L O R Ry O
Phone: Other number.............. ..d azk tram staff . O
Intermet; NET WebshE oon e O Text/SMS for information .. . E QE. Which of the following best describes your ethnic background?
Imternet: Mottingham City smartphone app . . P
council websfte . Other. ... O WIS e eeeeees e e seeems s e e e s aenss e aeaanne O CRITEEEE oeiieeeeeeess e e e eaeess s eseeeennnsnnes O
Internet: Other travel website Mot sure. . O BATRED e O Asign or Asian British......o O
Black or Black British...................... O Other ethnic ERoup. ... Od

034, How often do you typically travel by NET? [Please tick the dosest toyour frequency of tram wse)
ar. In terms of having a car to drive, which of the following applies?

Sor more days 3 week. ..gd Oncea month ... .Od h - " 1abie b
Iord days s week M Lexs frequenthy M You have a car availa 5= You =a:53 car a\.-ala= e but
Once or twice a week |:| This iz the first time | have used MET........ |:| and dont mind aring ..o O preter not 10 GMve. ..o O
once a fortnight .O ¥ou don'thave a caravailable ... O
Q35  Ifyou have used NET before, how typical would you say today's experience was? Was it... QsG. How often are you able toask someone else to drive you for local journeys?
All st of the time ... fou don't have bo canask......
Much better than usual .. & little worse than usual ... . O ermes . m g ou ga ) ave anybody you cana O
A little better than wsual . . Much worse than usual . 0O Some of the time ..o O Mot APEIICADIE e O
About the sameas usual .
OH.  What is your postcode? is will onl for research purposes e.g. to help us determine near
hat i pde? [This will be used fi h hel determine how
. L B or far people e from the tram service)
036, Have any of the following frequently stopped you making journeys by tram? (Please tick olf thot apply)
l:“:”:“:l l:“:”:l Live outside the UK. .o ceeeeeeereeenne O
The pla ces you can reach by NET ..o O How long journeys take
The frequency of trams inthearea .......... [ when going by MET - E
The reliability of the trams ..gd The comfort of the trams . - I e e - e remimete L . S - —
The cost of using NET O The level of crowding on the trams ... O Fleaze complete the contact details requested below if you would be happy to participate in future ressarch projects
Understanding the fares . .Od A& congern for your personal about travel.
lindersta nding the firket marhines O safety Om MET ..o O — | | | | | | | | | | | | | | | | | | | | | | | | |
meepronenomeers [ [ [ [[[[[TTTTTTTTTTTTTITTT]
Email address:
7. About you ANEENEENEERENEENRENRENENENEENEENE
QA areyou...?
I O I O Thank you for your help in completing this guestionnaire.
MEIE Female. o
Plzaze return it in the envelope provided or use the following Freepost address:
QB.  Inwhich age group are you? Tram Pazsenger Survey
Perspective Research Services Ltd o
16-18 . .. d 55-58 - O i =
FREEPOST [REKU-SKLZ-TSYE) .
o 50-64 i ] ! rarfocus i)
;jj E iy E bdre continental * Kingsbourne House P
“5—5—1- _.0___;' D 228-231 High Holborn
- ) g e LOMNDON WC1V TDA
45-54 O EO+... .0
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Tou wor o e quoicrrar: By an irlcracwe working & Tz Toeech Scrarm, 8 pert of 509 Cortrotal. 1 you Bwes aryorcomsbout B bore fda of e
uracy ind, you cam coract =] Toycerc Sericty o I 9 T o e ong ik wibte il weidy 5090 Comtrertal wmiiedy ety o hoglirmas marke? rouceh
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