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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 Midland Metro tram system, with relevant comparative data for
bus and train for the West Midlands PTE area.




Methodology — fieldwork
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Midland Metro (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: 556 interviews (365 paper, 171 online)

Bus (BPS) data for West Midlands 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: 3877 interviews

Train (NRPS) data for West Midlands 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: 512 interviews

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

Birmingham New Street 150 Wolverhampton 21 Langley Green 12
Birmingham Moor Street 69 Longbridge 20 Canley 12
Coventry 41 Birmingham Snow Hill 19 Erdington 11
Birmingham International 36 Dorridge 18 Sandwell And Dudley 6
Solihull 34 Stourbridge Junction 13 Five Ways 3
University (Birmingham) 22 Sutton Coldfield 12 Bescot Stadium 1
Bournville 21 Langley Green 12




Methodology — data analysis

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

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

e Tram network

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

 Gender: male, female

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

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

Waiver

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

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




The Midland Metro tram system
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«  Midland Metro consists of one line with 23 stops, currently running 12.5 miles o, ’?7%:’
between Birmingham Snow Hill and Wolverhampton St. Georges. Extensions to New " LTS
Street and Wolverhampton stations are being developed % &
% %
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Approximately 4.8 million* passenger journeys were made in 2012/13 3%9% o, %,
p‘," % o
* The trams run with conductors and passengers may purchase tickets on board. %;? "'av *4%
There are no ticket machines at Midland Metro stops %)%F a&%;
%, & “
&7, 3, EN
* All trams stops have digital Passenger Information Displays, but only some have ¥ N {-(q‘_ *‘n&
information boards with timetables and fare information B %, L
)ﬁ‘;:‘g’&‘?n"o- aq‘f
«  Tram frequency is as follows: 4:,,:‘}5 : q"’r,-,,’
* Monday to Saturday peak: every 6-8 mins 1, %
: B, & %,
* Monday to Saturday off-peak: every 15 mins %4 %,
- Sundays: every 15 mins. o Tl %
%0 %, %,
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: _ 2, %8l %,
Fieldwork note: i W 4&_&; %,
*  Two shifts were affected by power failures resulting in no trams running on the a;,,% ’3, o dj"%
network. Affected shifts were rescheduled to the following week. @qﬁ? “% *EJ
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%
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*Source: Department for Transport, Passenger journeys on light rail and trams by system in England, 2012/13 *’-;5
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Summary of key findings (1)

e OQverall satisfaction for a journey on the Midland Metro was high (92%). This compares
favourably for the same measure on the National Rail Passenger Survey (85%) and the
Bus Passenger Survey (86%) in the West Midland PTE area. This high rating for the
tram journey was consistent across all the main passenger groups, although slightly
lower for those who used the tram to get to work (88%)

* Amongst fare paying passengers on the Midland Metro two-thirds (67%) were satisfied
with the value for money of their journey. This compares to 62 percent for ralil
passengers and 62 percent for bus passengers in the West Midlands PTE area

* When evaluating whether their journey represented value for money on the Midland
Metro, 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

e 87 percent of Midland Metro passengers were satisfied with the punctuality of the
service, and less than one in ten (7%) experienced some delay to their journey

e Although satisfaction was high, just over four in ten (43%) Midland Metro passengers did
spontaneously suggest some improvements that could be made to their journey. These
mainly concerned crowding issues




Summary of key findings (2)

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

* Less than one in ten (6%) were troubled by anti-social behaviour of other passengers on
their journey on the Midland Metro. Passengers under the influence of alcohol and
general rowdy behaviour of others were the most likely causes of their concern

* The profile of Midland Metro passengers was quite young, over a third were aged 16 to
25 years

* Nearly two-thirds (65%) of passengers were using the Midland Metro to either travel
to/from work (51%) or school/college (14%)

* As Midland Metro passengers generally had a younger profile, only 12 percent of all
passengers were travelling on an elderly person’s (60+) concessionary pass. The
respective figure for bus passengers in the West Midlands PTE area was 21 percent.




Comparisons with the Spring 2013 pilot

Tuvmarms NAaA~nA~aA~s -~~~ C s s1m 740 # “n:’\llg\mnl NAduva~—~
Halll Fassciiyerl ouivey — ivildialiu ivieu o

* As with the pilot, around half of passengers boarded (55%) or alighted (49%) at either Birmingham Snow Hill or
Wolverhampton St. Georges

» Passenger profile in the Autumn:
* Younger — 49 percent aged 16-34 in Autumn 2013 compared to 41 percent in the Spring
* Fewer free pass holders — only 15 percent, down from 24 percent in the Spring
«  Slightly more frequent travellers — over half (52%) used the tram five or more days a week compared with
43 percent in the Spring
*  Almost two thirds (65%) were commuting for either work or education, up from 57 percent

* 61 percent of passengers opted to use season tickets in the Autumn compared to 50 percent in the Spring. There
was also a drop in the number of passengers using a concessionary pass: only 15 percent in the Autumn,
compared to almost a quarter (24%) in the Spring

* InAutumn 2013 overall satisfaction with the tram journey had increased slightly from 90 to 92 percent. Similarly,
value for money went up from 63 to 67 percent. These factors may have been influenced by fewer passengers
experiencing a delay (only 7 percent compared to 10 percent in Spring 2013) and a younger passenger profile

* Average waiting time remains at 4 minutes, but fewer passengers in Autumn 2013 thought that the tram arrived
sooner than they had expected it to

* Ratings of specific features of the tram journey went down slightly on the whole, and the on tram experience took
the worst hit. Features that fell by the largest amount were:
» The availability of seating or space to stand (74 to 61 percent)
The amount of personal space (66 to 56 percent)
e The provision of grab rails (70 to 63 percent)
*  Comfort of the seats (74 to 69 percent).

( Passengerfocus 10‘
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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 Neither/nor

%

mVery satisfied Fairly satisfied

® Fairly dissatisfied

®mVery dissatisfied

All passengers 40 6 2
Male 38 6 21

Female 43 6

Age 16 to 34 47 7 o
Age 35 t0 59 41 6 =i
Age 60+ 20 a

Bus Neither/nor

%
All passengers

m\Very satisfied Fairly satisfied

Male 45

Female

Age 16 to 34 49
Age 35 to 59 46
Age 60+

m Fairly dissatisfied

mVery dissatisfied

44 9 =i
10 aa

43 O i
12 4 1

10 e

32 5 b

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): 551, 3749

(All satisfied)

%

92

91
92

90
91
99

86

84
87

83
84
94
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Overall satisfaction — by passenger type
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Tram m\Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied
%
All passengers 40
Fare-payers 45

Free pass holders

Gommuting e
Not commuting
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied
%
All passengers ”
Fare-payers 48
Free pass holders 3
Commuting 48
Not commuting 1

mVery dissatisfied

6 121

21 1

32 3D

mVery dissatisfied

o 3

11
5 21

10 aE
o Bl

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): 551, 3749

(All satisfied)
%

92

91
98

90
95

84
92

83
88
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Value for money — fare-payers only
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Tram Passenger Sur

Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied  (All satisfied)
% %
All passengers 40 15 13 I 67
Age 16 to 34 40 15 14 [em 65
Age 35 to 59 43 16 14 sl 65
Commuting 40 15 14 sl 65
Not commuting 41 14 - 10 [Wewm 70
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied
%
All passengers 39 18 e 62
Age 16 to 34 35 18 s s6
Age 35 0 59 42 18 onnmem 67
Commuting 38 19 L PE . Y
Not commuting 41 15 ~ 1o [WEMm 66

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 447, 2142
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Tram

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

® Fare compared to everyday items = QOther reason

%

Those satisfied with
value for money 39 30 16 _
Those not satisfied
with value for 23 25 16 20
money

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

= Fare compared to everyday items = QOther reason

%
34 37 11
Those not satisfied
with value for 16 35
money

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

Those satisfied with
value for money

Q. What had the biggest influence on the ‘value for money’ rating you gave in the previous question?
Base (all fare paying passengers): 443, 1881




Satisfaction — with the tram/bus stop
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Tram Passen

Tram m Very satisfied Fairly satisfied Neither/nor

m Fairly dissatisfied

m Very dissatisfied

(All satisfied)

outtina

% %
Overall satisfaction — tram stop 45 7 isd 90
Distance from journey start 38 12 51 83
Convenience/accessibility 38 8 I3l 88
General condition/maintenance 44 12 32 83
Freedom from graffiti/vandalism 33 10 2a 87
Freedom from litter |GGG 37 10 sEE 83
Behaviour of fellow passengers 34 12 31 84
Information provided at the stop Y 34 14 3= 79
Personal safety at stop 37 14 4 B 79
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
Overall satisfaction —bus stop 49 13 79
Distance from journey start 39 12 42 83
Convenience/accessibility 38 10 Ba 85
General condition/maintenance 46 16 6 B 76
Freedom from graffitiivandalism 41 16 6 B 75
Freedom from litter 40 17 9 e 69
Behaviour of fellow passengers N/A -
Information provided at the stop 44 16 6 m 73
Personal safety at stop 42 18 5 74
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): 542, 3733
16
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Satisfaction — with punctuality of the tram/bus
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Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied m Very dissatisfied (All satisfied)
% %
®EMuch less A little less About expected mA little longer ®Much longer (All positive)
%
Actual vs expected
bus H Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
0% %
®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): 550, 3841
17
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Expected and reported waiting times

Tram Expected tram waiting time Reported tram waiting time

% %

Under 2 mins

©

10-15mins ] 2 10-15mins ] 2
Over 15 mins I 2 Over 15 mins I 2
Average expected waiting Average reported waiting
time 5 minutes time 5 minutes
Bus
Expected bus waiting time Reported bus waiting time
% %

Under 2 mins - 8 Under 2 mins - 5

10-15mins [ 8 10-15mins [N
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): 545, 3962

2-5mins

5-10 mins
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How passengers checked tram/bus times
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Tram Passenger Survey — Midland Metro

Disruption updates via.. 0

Other - 10

Other I 2
us
Before leaving for the bus stop At the bus stop
% %
Paper timetable [ NN 27 Electronic display || GG 3°
oniine [l 10 Timetable | 41
Live bus locatortimings [l 8 online | 1
Disruption updates via | 1 Live bus locator/timings [J] 3
social media Disruption updates via 0
other [l 7 social media
other ] 4

Q. Did you check any of the following to find out when the tram/bus was meant to arrive?
Base (all passengers): 546, 2704

Iram 19 percent of Midland Metro 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 [} 5 Electronic display || GG s°
Online - 8 Information posters [} 6
Live tram locator/timings . 5 online [ 2
Disruption updates via B Live tram locator/timings | 1
social media

"N




Why passengers did not check tram times
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Tram

Knew the trams ran frequently on this route _ 74
Already knew arrival times _ 21

Knew through other means 0
Could not find the information I 1
Didn't have time . 4

Did not know when tram was meant to arrive I 2

Bus

Knew service was frequent _ 47
Already knew arrival times _ 43

Could not find the information I 2

Didn't have time - 8

Other - 7

Q. If you did not check to find out when the tram/bus was meant to arrive, why was this?
Base (all not checking tram arrival information): 100, 1051
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Satisfaction — with start of journey
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Tram m Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m Very dissatisfied (All satisfied)
1rafil %
%
Route/destination
on/off tram 53 = 6 87
Bus m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
%
Route/destination
on/off bus Gl &9 2 87
Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base (all passengers): 549, 3735
21
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Satisfaction — on the tram/bus

Tram Passenger Survey — Midland Metro
Tram m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied (All satisfied)
) %
Interior cleanliness/condition 45 10 BB 85
Information provided inside the tram 39 13 P21 83
Availability of seating or space to stand 30 14 Nz 61
Comfort of the seats 42 17 1 & 69
Amount of personal space 34 14 PiEmEas 56
Provision of grab rails 35 14 15 e 63
Temperature inside the tram 40 14 9 = 73
Personal security 40 15 20 81
bus m \Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m\Very dissatisfied
%
Interior cleanliness/condition 45 15 8 s 72
Information provided inside the bus 40 28 ‘52 65
Availability of seating or space to stand 41 1 Wse2 82
Comfort of the seats 44 16 6 74
Amount of personal space 42 16 9 = 71
Provision of grab rails 45 13 a2 81
Temperature inside the bus 45 16 ‘5 B 76
Personal security 43 18 N | 76

Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
Base (all passengers): 551, 3790

Passengerfocus 2
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Satisfaction — with on-vehicle journey time
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m Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m Very dissatisfied (All satisfied)

%
%

y ; . -

Q. How satisfied were you with the amount of time your journey on the tram/bus took?
Base (all passengers): 550, 3846




Availability of information inside the tram/bus

Tram %

Route map/journey times [ N 3
Audio announcements | o
Electronic display [ . o2
Faresfticket info || ||NNGTNENEEEEEEE 35
Timetable || NG 21
How to make a complaint [ |GTGTGNGNGEEEEEEEEEE 3°

%
Route map/journey times [ NN 21
Audio announcements [l 7
Electronic display [ I 12
Farestticket info [N 62
Timetable [ 14
How to make a complaint [ N QNN 36

Q. Were any of these items of information present on the tram/bus?
Base (all passengers): 542, 3258

Passengerfocus
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Satisfaction — with tram staff/bus driver

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

e o B e

Greeting/welcome 34 22 -
Helpfulness/attitude 33 18 - 77

Safety of the driving 34 11 .
Smoothness/freedom from jolting 43 16 - 72

71

86

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

Appearance 50 35 13

o
| O\
=

[o¢]

Ul

Greeting/welcome 30 27 - 62
Helpfulness/attitude 32 28 - 64

Safety of the driving 39 13 . 84
Smoothness/freedom from jolting 42 18 - 74

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): 548, 3530
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Key factors that drive passengers to be very satisf
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T
|

All passengers 33

B Amount of personal space
General condition of the tram stop

B Route/destination information on the outside of the
tram

B The amount of time the journey took

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): 454

Passengerfocus 26
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Experience of delays
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ram Passenger Survey — Midla
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7 percent of Midland Metro passengers experienced a delay. Typical length of delay was 8 minutes

Tram %

Signal/points failure [IINNIINEGEE 7
Tram waiting too long at signals 0
Had to use bus replacement [N °
Tram waiting too long at stops NN 15
Congestion/traffic jam NN 7
Tram failure NG 11
Poor weather [ 2
Time it took passengers to board/pay I 10
Planned engineering works Il 2
Other I — 36
Not sure NI 16

Congestion/traffic jams _ 31
Time it took passengers to board/pay for tickets _ 19
Road works _ 14
Bus waiting too long at stops _ 13
The bus driver driving too slowly _ 12

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): 33, 1634 caution low base

Passengerfocus 27
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Tram

All passengers

Male
Female

Age 16 to 34
Age 3510 59
Age 60+

All passengers

Male
Female

Age 16 to 34
Age 35t0 59
Age 60+

Base (all passengers): 549, 3824

Worry or concern at other passengers’ behaviour
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I
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%
A 10

A 11
—— 9

12
A 11
. e

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

Passengerfocus
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Types of worrying/concerning behaviour
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Tram %

Rowdy behaviour I 30
Passengers under influence of alcohol NN 30
Passengers not paying fares [ NN 13
Loud use of mobiles NN 20
Passengers playing loud music [N 2/
Abusive or threatening behaviour [N 15
Passengers under influence of drugs | I 9

Graffiti/vandalism
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

m2
I—— 33
. 5

%
A
I 25

N/A

N/A
T 47
I 18
I 17
. 8
I 42
I 22

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base (all experiencing worrying/concerning behaviour): 31, 284 caution low base

Passengerfocus
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Whether journey was better or worse than usual
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ram Passenger Survey — Midland Metro

® Much better than usual
= A little better than usual

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

73

Q. If you have used the tram before, how typical would you say today’s experience was?
Base (all previously using a tram): 539




Suggested improvements spontaneously mentioned by passengers
Tram Passe

57 percent of passengers could think of no improvement suggestions to make.
Of the 43 percent who did, their suggestions are shown below

%
More seating ||| | | | AN A 13 (= 5 percent of all passengers)

Bigger/longer tram _ 10
Other space issues _ 29
More punctual/fewer delays _ 10
More frequent trams _ 10
other punctuality/reliability issues [l ¢
Better information on-board - 5
Other interior issues _ 22
Cheaper ticket prices . 2
Better ticket facilities . 2

Other ticket issues I 1

Address unruly behaviour - 6
Improvements to tram stops _ 7
Other uncategorised issues _ 17

Q. If something could have been improved on your tram journey today, what would it have been?
Base (all passengers suggesting an improvement): 245

Passengerfocus
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Suggested improvements to the Midland Metro service — passenger
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Although tram was on time, it was, as usual, very busy. People take a long time to alight and board. It would appear that
journey time is increasing due to speed restrictions. It looks like there is a lack of maintenance to carry out repairs. Also, the
time taken for a tram to reach Wolverhampton St. Georges from the Royal is too long due to bad sequencing of traffic
lights/tram signals. Overall, the tram seems to be suffering from a lack of maintenance of track and overhead line. New
trams will not make this any better. Conductors vary from polite and pleasant to downright rude and surly.

The only thing that might have been improved
was to state what the cause of the delay to
service was, rather than just flag up that their
was a slight delay on the service.

More trams are needed, more space is needed on these
trams and once the tram is full ... it should be full. Waiting for
people to squeeze on makes the journey last much longer
than it should do and makes me frequently late for work.

Would love accurate on-line live data on tram locations and arrival times at various locations to time my arrival at
stations and avoid waiting! If this service exists, it needs better advertising! Also if the journey time could be
increased, that would be great - ideally 20 mins from Wolverhampton to Birmingham. Step on the pedal!

More frequent trams during early
mornings and for the stop to be more lit
up and more CCTV at the stop ... as |
don't feel safe when waiting at the stop on
early mornings/evenings when its dark.

There needs to be more rails for passengers, because if you're not
sitting down, holding on to a rail, or leaning against the walls, it is pretty
easy to lose balance, especially if you are in the middle of the walkways.

There also needs to be more standing room.

An announcement to tell people that they are not allowed to put their feet on the seats ... | travel five days a week to work and see people
doing this regularly. Also the eating of food, leaving of litter and noisy music. | have used the Metro for the last five years but am hoping
that the proposed expansion will not result in a increase in fares or a drop in standards. If so | will be reviewing my travel arrangements.
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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): 545, 3704

%

T 52
B 10

B 10

. o

B o

L 3

L 3
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Frequency of using Midland Metro
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5 or more days aweek | 52
3 or 4 days aweek _ 18
Once or twice a week _ 11
Once a fortnight - 4
Once a month - 5
Less frequently - 7

This is the first time | 3

Q. How often do you typically travel by tram?
Base (all passengers): 556




Sources for tram information

Phone: Centro

Phone: Traveline

Phone: Other number
Internet: Centro website
Internet: Network West Midlands website
Internet: Other travel website
Travel shop

Ask friend/relative

Ask tram staff

Text/SMS for information
Smartphone app

Other

Not sure

%
I 13
— 7
m1

— 34

I 8
I 13
I 11
I 24
Bl

I 13

. 4

I o

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

Base (all passengers): 549
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Factors preventing more journeys being made

~~

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

Tram %

Places reachable [IIINIGINGTNNNEEES 39
Frequency of trams NN 12
Reliability of trams [ NGNS 20
Cost of using trams [ IIININIGNGEGEEE 15
Understanding the fares [l 5
Understanding ticket machines W 1
Journey times NN 11
Comfort of trams | 10
Level of crowding NG 47
Concern for personal safety [N 11

— %
Places reachable I 35
Frequency of buses I 39
Reliability of buses I 45
Cost of using buses I 28
Understanding the fares N/A
Understanding ticket machines N/A
Journey times I 36
Comfort of buses IS 18
Level of crowding N/A
Concern for personal safety I 29

Q. Have any of the following frequently stopped you making journeys by tram/bus? (More than one answer permissible)
Base (all passengers): 356, 2549
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Satisfaction — with trams generally

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

%
%

Punctuality 49 36 9
(running on time) 85
Frequency
(how often they run) o1 36 6 . 87

m Very good Good Neither/nor m Fairly poor mVery poor (All positive)

%
%

Ease of getting to local
amenities 43 40 11 . 83

Ease of buying ticket Y4 33 5

Connections with other

modes of transport 49 40 7

89

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): 538

Passengerfocus 38
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Passenger profile

;
J
)
)
)
)
;
)
)
5
b

Tram Bus Train

Age % % %

16-34 50 37 24

35-59 34 40 41

Over 60 17 24 34
Access to private transport

Easy 24 12 N/A

Moderate 43 9 N/A

Limited/none 33 79 N/A
Has a disability

Yes 12 28 7
Ticket type

Free pass holders 15 24 N/A

Fare-payers 82 68 N/A

Base (all passengers): 556, 3742, 521

Y pesengertocs YN




Journey purpose (1)

T v NaAacaA~ ~nm~e O e
Hidlll Fassceiiyel oul

Tram

~~

Travelling to/from work [N 51

Travelling to/from education
Company business
Personal business

Health visit

Shopping trip

Visit friends or relatives
Leisure trip

Other

Shopping trip
Visit friends or relatives
Leisure trip

Other

I 14
o2

2

i1
LK
. 5
I 10
¢

%
T 38
. 14
e 26
s 10
B 6
. o

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

Base (all passengers): 546, 3778
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Journey purpose (2)

0,
Tram /0

Sub-total: Business

[
N

|w
c
n
<
>

Sub-total: Business NJ/A

Sub-total: Business

Q. What is the main purpose of your tram/bus/train journey today?
Base (all passengers): 546, 3778, 521

(=Y
o
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Weather conditions when journey made

L

mar NAacaAmm -~ Y=V NA:

ram Passenger Survey — Midla
ram %
ory [ -
Light rain _ 20
Heavy rain l 2
Snow 0
Foggy I 1

lcy l2

Not stated

ory [ s
Light rain | 26
Heavy rain - 6

Snow 0

Not stated

Q. What was the weather like when you made your journey ?
Base (all passengers): 545, 3784

"N




Ticket type and modes of transport permitted

Trarm~ DAaccanimmar Cr i A 7 RAiAlAam~A NAAtr~
Hidlll Fassceliyerl ouivey — ivildidliu ivieuo
Tram ) .
Sub-total: Single/return I 21 Modes of travel ticket allows
Single 7 4 0%
Return [ 17 = Tram only
Sub-total: Season ticket/pass I 61
Day pass [ 4 H Train and tram
3 day/weekend O
5days/lweek [ 9 © Bus and tram
10 days/2 weeks [ 1
4 weeks/1 month T 34 = train, bus and
Quarterly/3 months 0 6 tram
lyear " 6

Other time period = 2
Free pass/journey I 15
Other ticket type W 2

single/return | 18
pay pass [ 14
Season ticket/pass for longer than a day || N QR I 36
Free pass/journey _ 24

Other ticket type I 1

Q. What type of ticket/pass did you use for this tram/bus journey today? Q. What modes of transport does your ticket all you to travel on?
Base (all passengers): 548, 547 Base (all passengers): 3877
44
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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?

. 14
il 2
Il 4

%
T4
L1
. v
I 17
. 19
. v
e 2

Base (all fare paying passengers): 445, 2057

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): 527, 3566

Passengerfocus 45
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How got to and from the tram stop

On foot

Cycled

Motorbike

Car - dropped off

Car - Park and Ride
Car - parked elsewhere
Taxi

Bus

Train

Tram

Other

m Get to tram stop

%

e
69

B | eave tram stop

oo OO

H?
r24
ES
I

3

i1
0

Q: How did you get to/from the tram stop where you boarded/left the tram today?

Base (all passengers): 548

(Passengerfocus
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Midland Metro stops used by passengers surveyed

52 percent of passengers were on an outward journey, 44 percent on a return and 4
percent on a one-way trip

72 percent of passengers had a seat for their whole journey. 10 percent said they had
to stand but would have liked to have a seat

Boarding % Alighting %

* Wolverhampton St George's 30 * Birmingham, Snow Hill 29
« Birmingham, Snow Hill 25 * Wolverhampton St George's 20
* West Bromwich Central 8 * West Bromwich Central 12
* Wednesbury Parkway 5 * Wednesbury Parkway 7
* Priestfield 4 * Bilston Central 4
* Bilston Central 4 * Wednesbury, Great Western 4

Street
* The Hawthorns 3
+ St Paul's 8

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

Base (all passengers): 556

/ Passengerfocus
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Where Midland Metro passengers live — by postcode

wv-10 N -
set.and nigher N >:
WV 11 and higher _ 17
se-20 |GGG o
any s | s
A 20
B21-40 [N 5

Q: What is your postcode?

Base (all passengers): 476
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m \Very satisfied Neither/nor

%

Al passengers

Tram Fairly satisfied

Male
Female

Bus m \Very satisfied Fairly satisfied Neither/nor
%
All passengers

Male
Female

Train ® \Very satisfied Fairly satisfied Neither/nor
%
All passengers

Male
Female

® Fairly dissatisfied

40

38

43

® Fairly dissatisfied

44

45
43

® Fairly dissatisfied

43

44

43

m Very dissatisfied

6

6

6 28
il |

m\ery dissatisfied

o Sl
10 [E
°o A

m Very dissatisfied

s IEHH
1 Il
6 N4

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): 551, 3749, 512

(All satisfied)
%
92

91
92

86

84

87

85

82
88
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Overall satisfaction — by age

- TV NA:

DA~~~ ~~ O ~ Al ~
I Fassceliyel osuivey — ivillia

~~

T
ral

Tram m Very satisfied Fairly satisfied (I;I/either/nor m Fairly dissatisfied mVery dissatisfied
0
All passengers 40 6 2
Age 16 to 34 47 7 M
Age 35 to 59 41 6 13
Age 60+ 20 i |
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
All passengers 44 °O =i
Age 16 to 34 49 12 vl
Age 35 to 59 46 10 FaE
Age 60+ 32 5 0
Train m Very satisfied Fairly satisfied 0?either/nor m Fairly dissatisfied m Very dissatisfied
0
All passengers 43 8 snE
Age 16 to 34 49 1 e
Age 35 to 59 48 12 s
Age 60+ X 22l

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): 551, 3749, 512

(All satisfied)
%
92

90
91
99

86

83
84
94

85

79

81
95
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Overall satisfaction — by passenger type

Torarm~r DAacaAammmar Qs s RN AL~
Hralll Fassceliyerl ouivey — ivildia
Tram m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied
%
All passengers 2
Commuting 45
Not commuting
Bus m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied
- %
All passengers 2
Commuting 48
Not commuting 40
Train m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied
%
All passengers 43
Commuting 51
Not commuting 38

mVery dissatisfied (Al saot/isfied)
0

6 |28
[ |
32 3D

mVery dissatisfied

o [aid
10
o [ad

mVery dissatisfied

s [I50E
1 [NeniE
6 2

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): 551, 3749, 512

92

90
95

86

83

88

85

76
91
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Value for money — by age

~~

Tram (fare-payers only)
m Very satisfied

Fairly satisfied

All passengers

Age 16 to 34
Age 3510 59

Bus (fare-payers only)
m Very satisfied

Fairly satisfied

All passengers

Age 16 to 34
Age 35 to 59

Train

m Very satisfied Fairly satisfied

All passengers

Age 16 to 34
Age 35 to 59

Base (all fare paying passengers): 447, 2142, 428

Tram Passe

Q. How satisfied were you with the value for money of your journey?

Neither/nor
%
40

43

Neither/nor
%
39

35
42

Neither/nor
%
32

36

® Fairly dissatisfied B Very dissatisfied

(All satisfied)

0/

15 13 1IN 67
15 14 el 65
16 w1 N 65

E Fairly dissatisfied m\Very dissatisfied
18 12 e 62
18 15 I o6
18 9 [mem 67

E Fairly dissatisfied m\ery dissatisfied
18 14 el 62
21 20  heaw 50
22 15 1E 57

54
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Value for money — by passenger type

Tuwvmrms NAamaAm~a~- O A s~ w # hﬂ:’\llg\n’\l N Adw—~
Halll Fassciiyerl ouivey — ivildialiu ivieu o
Tram (fare-payers only)
m\Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
% %
All passengers 40 15 INEEEE 67
Commuting 40 15 1 el 65
Not commuting 41 4 10 [Wem 70
Bus (fare-payers only)
m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
All passengers 39 18 12 am 62
Commuting 38 19 - 12 e 60
Not commuting 41 15 - 10 e 66
Train
mVery satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied
%
All passengers 32 15 EETEEE 6
Commuting 34 24 18 NEm 50
Not commuting 31 13 I 72
Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 447, 2142, 428
55
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Satisfaction — with the tram/bus stop/train station (1)

Tumims NaAamamaAmaa~ns Cr s 14w # hﬂ:’\llg\n’\l N Adw—~
Iralll Fdoost |gU| DUIVEy — viididalr i ivieu o
Tram
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied (All satisfied)
% %
Overall satisfaction — tram stop 45 7 i 90
General condition/maintenance 44 12 2@ 83
Freedom from litter 37 10 FsNE 83
Bus
m\ery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied m\ery dissatisfied
%
Overal satstaction ~bus stop a0 S RE
General condition/maintenance 46 16 6 B 76
Freedom from litter 40 17 9o 1N 69
Train
m\ery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m\ery dissatisfied
%
Overall satisfaction — train station 48 15 6 1 78
Upkeep/repair of the station 41 23 9 B 66
Cleanliness of the station 45 19 5 0 74

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): 542, 3733, 500
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Satisfaction — with the tram/bus stop/train station (2)

Trmims NMNacanimmayr O 11 740 7 AAi A~ Al N At~
Irdlll Fadsste IgUI Ul Vﬁy — viidial 1id ivieu O
Tram
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
% %
Bus
m\ery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m\ery dissatisfied
%
Information provided at the stop 44 16 - 73
Train
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied
%
Provision of information at the
Personal security at the station 43 27 l) 69

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): 526, 3393, 501
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Satisfaction — with tram/bus/train punctuality

Tram
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied (Al satisfied)
%0 %
us
m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
Train

m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied

Punctuality/reliablity 41 35 7 - 76

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)

I.\'

Passengerfocus >8
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Satisfaction — with start of journey and on-board staff

NA:

DA~~~ e COn sumn s~ 2
I Fassceliycel osuivey — ivil

— AA

Al s Al A~
ulidliu vieuu

~~

T
ral

Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied (All satisfied)
% %
peenibell 0 s |
on/off tram 53 34 6 - 87
Bus m\ery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied m\ery dissatisfied
%
eeptiplll s
on/off bus 48 39 9 - 87
Train mVery good Fairly good Neither/nor ® Fairly poor ® Very poor (All positive)
) %

Cleanliness of the
outside

53 15 82

Kl
= p S 7
28 31 s BN 59

Ease of getting
on/off train

Helpfulness/attitude

N
w
) (o]
w
\l

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): 549, 3735, 501
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Satisfaction — on the tram/bus/train (1)

- TV NA:

DA~~~ ~~ O sy s~ s Al A~
I Fasscliigyel ouivey — ivildidl

~~

T
ral

Tram

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

~

AA

~l ~dm~
11U Ivieu o

m Very dissatisfied

(All satisfied)

0% %
Interior cleanliness/condition 45 10 - 85
Information provided inside the tram 39 13 . 83
us
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied
%
Interior cleanliness/condition 45 15 - 72
Information provided inside the bus 40 28 - 65
Train
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied
%
Cleanliness of the inside 50 1.8 - 79
Provision of information on the train 37 16 - 73
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): 551, 3790, 507
60
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Satisfaction — on the tram/bus/train (2)

Tram

m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied

m\Very dissatisfied

(All satisfied)

% %
Availability of seating or space to stand 30 14 _ 61
Bus
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied
%
Availability of seating or space to stand 41 11 - 82
Train
mVery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
%
Comfort of the seating area 45 14 - 80
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): 542, 3699, 502
61
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=0

Passengerfocus i i Tram Passenger Survey |

n_n (TR )
| LT [uls]

(Centra) Shift

Date

Pazzenger Foous is the official, independent consumer organization that represents Train, Bus and Tram passengers

across England (except London).

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

guestionnaire about your journsy on Midland Metro today as part of our national Tram Pazsenger Survey. Tram

companies, local authorities and Government pay close attention to the survey's results and the survey provides the

evidence for us to seek improvements on your behalf.

To find out more about our work please visit www.passenzerfocus.ors.uk. You can ako follow us on Twitter

@ pazsengerfocus

Fleasze fill in the guestionnaire after you have completed your Midland Metro journey.
Flzaze tick only one box per question, unless that question requests otherwise.

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

1. About your journey

01a. atwhich stop did you board this Midland Metrotram?

ailb. At which stop did you leave this Midland Metrotram?

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

gr17:25)

03a. What type of ticket or pass did you use for this Midland Metro journey? (Piegse tick one box onfy)

Season Ticket/Midland Metro Card/Student

A free pass or free journey
Elderly person’s pass..
5 days/1l week Dizabled person's pass
10 days/2 weeks Complimentary/free ticket....oeeees
Aweeks 1 month.
Quarterhy,/3 months Gither ticket
Lyear Fark and Rid

Other time period (5 peCify)... e Family/Group

. Other......ceeeee
Single/return ticket
Single ticket

Return ticket ..

oo O OOooooOod

Q3b.  What modes of transport does your ticket allow you to travel on?

Metro only - O Bus and Metro
Train and Metro .. .0 Train, Gus and Metro

1001001

0ood

oaga

a4,

Qe

ar.

Qg.

as.

axo

aiL

In what format was your ticket?

& standard paper ticket/pass .. O A ticket senttoyour mobile phone ..
A photo card ticket/ pass. .cooee e O Other format.... ..o
A plastic card you touched

on to the fare Maching......ooveeeeeeeenn. O

How did you buy that ticket or pass?

From CONMAUEDON ..oveereeenreaeeseessmseanes O
Direct from Metwork West Midlands

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

From a localshop or post office
You had a free pazs
Direct debit throuzg hwork/oollege
DR e

What is the main purpose of your Midland Metro journey today?

Traveliing tofromwork ..o O Health visit [Doctor/hospita |/ dentist )
Traveliing to/from education Shopping trip

2.2, college, school) e O Wisiting friends or relativ
Oncompany business Leizure trip (=.g. day out

[or own if self-employed)........oeees O L= N
On personal business

[job interview, bank, post office)......... O

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

Ourtward .
Returm....

were you travelling with.. ? [Please tick off thor opply)

children ina buggy or pushchair............. O
Children [under 12} who were wa lking

A& wheelchair

O

car - drop pe .
car-and used Park and Ride

O
O
O
|
Car-parkedelsewhere ... O

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

Onfoot/walked
Cycled .
W otorbik
car - picked up.
Car-and used Park and Ride
Car - parked elsewhere ...

OOoOoo0onO

‘What was the main resson you chose totake Midland Metrofor this journey?
(Please tick one box only)
Chocapor than the car
Cheaper than other transport
Wore convenient than the car
[e.g. PATKINZ] oo
Didn't have the option of traveliing
by another MEans ...

D Quicker than othor transport ...
Best way to Z=t where | am g oing
Tram more comfortable than
other transport..
Prefer tram to walking,

O Ooneway trip onlby..............o
0O

Other [please specify) ........

| | [

O oo oo

[

O

aoo

| | [

| [ [
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iz,  What was the weather like when you made your journey, was it?
Dry... Od Foggy. - O
Light rain. O Snow . . O
Heavy rain..... .. O T O
2. About the tram stop where you boarded this tram
013, Thinking about the Midland Metrostop itself, how satisfied were you with the following?
Namar Dent
Ve rady  amtafad mor iy Ve Recwi=c
aatafad aafad  daamafad  doasaded  daamafed  spieize
Its distance from your journey start
£.2. home, shops.. | O | | O |
The convenience/fac cessibility of its location ... d O d d O d
Its general condition/standard of maintenance .. | O O O | O
Its freedom from graffitifvandalizm O O O O O O
Its Freedom from IEbEr .. o e O O O O O O
Behaviour of fellow passengsrs waiting at thestop.. [ O O O O O
The information provided at the tram stop O O O O O O
Your personal safety whilst at the tram stop ... O O O O O O
Qi4,  overall, how satisfied were you with the tram stop?
very satisfied Fairly dissatisfied ...............oooovoeoeee O
Fairly satisfisd wery diszatisfiz d
Meither zatizfied nor diszatisfied ... Dion't kmow No opinion
3. Waiting for the tram
Qis. Approximately, how long did you watt for your tram?
(Plegse wirite in the time in minutes) I:I:I
Qi16a. Did you check amy of the following tofind out when the tram was meant toarrive?
(Plegse tick ol thot apply)
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 .
Live tram locator /timings Online tramitimes ...
(e.z. via mobile a pp/web| - O Live tram locator/timings
Disruption updates |e.g. wiz mobile appfweb) ... O
[e.g. on Twitter/Facebook) .. .. d Disruption updates
OThET e .4 [e.g. on Twitter/Facebook) ...l O
a1 SO O R SURSPR PR O
Qi6b, Ifyou did not check to find out when the tram was meant toarrive, why was this?

{Please tick all that apply)

Emew the trams ran
trequenthy on this route
already knew arrival times
Knew through other means ..
Could not find the information............... O

Didn't have time.
Dud not know whe:

was meant toarrive.
OthEr s

Qi7. Approwimately how long did you expect to wait for the tram?
{Plegse write in the time in minutes) I:I:l
Q18a. Thinking about the time you waited for the tram today, was it...
Much longer than expected .ooeeeeeeeeeen O A little less time thanyou expected ......... O
A little longer than you expected ..gd Much less time than youexpected ... []
About the length of time you expected.... []
QiEb. Were you able to board the first tram you wanted to travel on?
VB, ereneereeesessssssessssnsanesesenensasesensasannn O S O
TQl%  Huw salished were you willn each of Uk Following?
Naar Dom’t
Vamy L e LN Vamy e
amtafed  astafed doastafed doaatafad doaamafed  ssieios
The length of time you had to wait for the tram..... O O O O O O
The punctuality of the tram ... 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:
LR Bomt
Vary *mdy astofed mor " Vary LY
amtafed  astafed doastafed doaatafad doaamafed  ssieios
Route/destination information on
the outside 0F the tramh .o oo O O O O O O
The cleanliness and condition of
the outside of the tram ... O d d d O
The ease of zetting on to and off of the tram.... O O O O O
The length of time it took toboard the tram............. O O O O O
021,  Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:

LTS Bomt
vary *aidy  amiafad mor iy vary Recw/=c
amtafad arfad  daasafed  dhamaded  dhamafed ssieioe
The deanliness and condition of the
inside of the Tramb. . oo O
The information provided inside thetram ... O
sufficient room for all the passengsrstosit/stand... [
The comfort of the 52ats oo O
The amount of personal space you had
PO YOI o O

Provision of grab raik to hold on to when standing/
moving about the tram ...

The temperature inside the tram...
‘Your persona | security whilst on the tram .
The amount of time the journey 100k ...
smoothness/freedom from jolting during

TR JOUPTIEY oo O

O OOOoOo O oood
O OO0O0Oo O oood
O OO0O0Oo O oood
O OO0O0Oo O oood

O OOO0O0 O ogoo
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Qzz.

Q23a.

Q23h.

Q24a.

azab.

azs,

Q26

Did you get 3 seat on the tram?
ves—Tforallofthe journey ... O Mo — butyou were happy tostand........... O
Yes —for partof the journey ... O No— butyouwould have liked a seat....... O

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

Yes

If yes: Which of the following were the reasonfs) for this? (Please tick olf thot opply)

FEELOM IBATT .
Music being played loudly
smoking...
craffiti or vandalizm .
Loud uze of mobile phones
Other [please specify]

Pazzengers drinking/under

the influence of alcohol. ... O
Pazzengers takingunder

the influence of drugs
Abusive or threate ning behaviour
Row dy behaviour ...
Fazzengers not paying their fare

oogooo

Oooo
0

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

Was your Midland Metro journey today delayed at all?
WEE 1eerseenseess e enne et e e nn st eenn e aansaan O - OSSO RSUR USRNSSR O

Ifyes: Why was this? (Please tick olf thot opply)
Due to 3 signal/points failure ..
road congestionftraffic jam ...
Duetoa tram failure ...
Planned enginssring works ..
Poor wea ther conditions
The tram waiting too long atstops .
The tram waiting too long atsignals.........

Time it took paszsengers to board/
pay for tickets ...
Had to use bus replacement service

O

O
| Other [pleaze specify)
-

O

O

DO KTIOW oo e maesaesmsesmsennns O

Ifyes: By approwimately how long was your journey today delayed?

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

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

Amapof the tram route/ journey times .

Audio announcements .2, saying the next tram stop

Anelectronic display e.2. showing the next tram stop

Information about tickets/Tares oo e

AHMETEBIE ..o

oooooos
ooooooz

Details of how tomake a complaint, if you had one.....

Qz7.

Thinking about amy Midland Metro staff you encountered on your journey, please indicate how satisfied
you were with each of the following:

Natar Oem"t

Ve *mdy  astafed mor Py Vary emcwi=o

aatafad atafad  dosstafed  dhastafed  daaatafed  ocottios
The appearanceof amystaff. O O O O O O
Any greeting/welcome you gotfrom the staff... O O O O O O
The helpfulness and attitude of the staff.....oooce... O O O O O O

The zafety of the driving
|i.e. appropriatensss of ¢
driver concentrating)

o o 0O a O O

5. Your owerall opinion of the Midland Metro journey you made when given this questionnaire

azg. oOverall, taking everything into account from start to end of this journey, how satisfied were you with your
Midland Metrojourney today?
very satisfied . O Fairly dissatisfied .
Fairly satisfisd.. O very dissatisfied ..
Meither satisfied nor dissatisfied... O Deon't knowy' Mo opinion .
2%, |fsomething could have been improved on your Midland Metro journey today, what would it have been?
Q30 How satisfied were you with the value for money of your Midland Metro journey?
Very satisfied O Fairly dissatisfied .
Fairly satisfisd.. O very dissatisfied ..
Meither satisfied nor dissatisfied... O Deon't knowy' Mo opinion .
031, what had the biggest influence on the ‘value for money’ rating you gavein the previous question?
The cozt for the distance travelled ... . O comfort/fjourney guality for
The cost of the tram versus other the fare paid
modes of transport.. . O A& reasonnot mentionsd above ..
The fare in comparizon to the oost
of everyday items . . O
6. Your opinicn of trams generally
0323, How would you rate Midland Metro services for the following:

Matmar Oe="t
Ve P Wy ke
w22 P eae srzc zzeam
Eaze of getting to local amenitisz
[2.2. shops, hospitals, leisure facilities ) O O O O O O
conmection with other forms of
public transport (2.g. trains/buses)....oovevieeneens O O O O O O
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Q3zb. and how =atisfied are you overall with midland Metro services for the following:
Mattar Doat
vary Mgy asafedcce redy Ve wowisz
artafad amafad  doamaded  doamafed  dhamafed gt
Ease of buying your ticket . O
Punctuality [running on time) ........... |:| |:| |:| |:| |:| |:|
Frequency (how often the trams run). O O O O O O
Q33 If you needed information about your local tram services, e.g. times, fares, where would you obtain that
information? (Please tick olf thot apply)
= e T Od Ak friend/rela thie. ..oveve e e |
Phone: Traveline....... | Ask tram staff . O
Phone; Other number .d Text/SMS for information ... . O
Internet: Centro website oo O Smartphone app.. . O
Internet: Metwork West Midlands website [] Other. ... |
Internet: Other travel website --Od MO SUME e O
Travelshop... .d
03. How often do you typically travel by Midland metro?
[Piegse tick the closest to your frequency of tram uss)
Sormore daysa wesk ... O Onoeamonth . O
Ford daysawesk . .- d Less Frequenthy .o O
Once or twice 3 week | Thiz is the first time | have
Oncea Fartnight .o O used Midland ME1ro .o O
035 Ifyou have used Midland Metro before, how typical would you say today's experience was? Wasit...
Much better thamwswal .. O & little worse tham wsual ... O
A little better than wsual .. .. d Much worss tham wsual ..o |:|
About the same as usual . . g
Q36 Have any of the following frequently stopped you making journeys by tram? (Plegse tick off thot apply)
The places you can reach How long journeys take
by Midland Metro .. when going by Midland Metro .
The frequency of trams in the area ] The comfort of the trams .
The reliability of the trams .. O The level of crowding on the trams ... O
The cost of using Midland Metro .. ..d A concern f:ry_:ur personal
Understa nding the fares ...... .0 safety on Midland MEtro .....eevveeeeees O
Understa nding the ticket machines.......... O
T. About you
Qa. Are you...?
Male. g Female.
ag. In which age group are you?

1818 ..
12-35

28-34 ..
33-44 ..
45-34 ..

nlufulalw
ooooo

adc. Areyou...?

Retired |

Full time student. .d
O

ORET e

working full time {30+ hours)
‘Wwiorking part time (under 30 hour

Mot working —sseking work .

am. Do you have a disability or long-term iliness related tothe following? (Please rick ol thot apply)

No - Hone . s - Eyesight . d

‘fes - Mobility ‘fes - Speech impairment. .d

Yes-Wheslthair use. . O Yes- Learning difficultizs.. e O

WEE = HEATING oo O WEE = DR e d
QE. Which of the following best describes your ethnic backzround?

WIIE oo e e s e eaneseeanans O CRIMESE ..o saens e messesens O

WIERET o O wsianor asian British.. .. O

Black or Black BritiEh. ..o O Other ethinic SroUp.....coeeee e O
aF. Im terms of having a car to drive, which of the following applies?

You have a car available You have a car available but

and don'tmind driving .........ccceoeeeees O prefer ot 10 rive. ..o e O
Yiou don'thave a car available . O

aG. How often are you able to ask someone else to drive you for local journeys?

You don't have anybody you canask...... O
Mot applicable e d

Allor most of the time ..o O
Some of the me ... O

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

I o

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

Live Dutside the UK ..oeeeeeeeeeeeesesennee O

for either Passenger Focus or Centro (Midland Metrol. Your contact detsile will them be passed to thess
organisations along with your postcode and other responses, =o these organisations [or research organisations
working on their behalf) can contact you about research that would be most relevant to you. We shall not share your
details with amy other organisation.

Mame: |

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

Thank you for your help in completing this questionnaire,

Fleaze return it in the envelope provided or use the following Freepost address:
Tram Passenger Survey
Perspective Ressarch Services Lid o
FREEPOST [REKU-EKUZ-TSYE]
Kingsbourne Houss
222-231 High Holborn
LONDON WCLY 7DA

bdre continental * verfocus il i

agem oy wre g 12 e Vs Yoeems Seeely 1 Cmte e Com et

e = Moaeh Sorvie, o et of 5000 Comdrertal =raatout P boma it 3e
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