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Research objectives

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

* Blackpool

* Manchester Metrolink

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

e Sheffield Supertram.

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

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

This is the report for the Metrolink tram system, with relevant comparative data for bus
and train for the Transport for Greater Manchester area.




Methodology — fieldwork
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Manchester Metrolink (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: 2,904 interviews (2,153 paper, 751 online)

Bus (BPS) data for Transport for Greater Manchester 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: 2,252 interviews

Train (NRPS) data for Transport for Greater Manchester 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: 1,199 interviews

Note: the passenger journeys included for TTGM NRPS data in this report use a broader definition than that used in the main NRPS.
All Journeys have either a start or end point within the Greater Manchester area, the opposite end of the journey must either be within
Greater Manchester or the wider Travel to Work area.

This produces a greater sample size for more reliable cross-modal comparisons. 120 stations are covered in total.




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: for Manchester Metrolink this was by line

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

 Gender: male, female

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

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

Waiver

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

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




The Manchester Metrolink system
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Monday - Saturday
Altrincham line
Ashton line

Bury line

East Didsbury line
Eccles line *

Rochdale line

e Tram frequency is as follows:

Every 6 mins
Every 12 mins
Every 6 mins
Every 12 mins
Every 12 mins

Every 12 mins

* Approximately 25 million* passenger journeys were made in 2012/13

Sunday (all lines)

* Metrolink consists of six lines with 73 stops in total, running 47.7 miles throughout the Greater Manchester
area. (Please see network map on following page)

* There are no conductors on board; tickets can be purchased from ticket vending machines at tram stops

» All Metrolink stops have information boards with timetables and fare information. City Centre stops and the
Ashton, East Didsbury, Eccles and Rochdale lines have Passenger Information Displays

Morning/evening Every 15 mins

Daytime Every 12 mins

* Additional trams every 12 mins from Media City

*  During busy periods two trams may be coupled together (as a ‘double tram’) to increase passenger capacity.

Fieldwork note:

« Delays caused by ice on 19" November affected two shifts
*  Two shifts could not go ahead due to engineering works or problems on the line. These were rescheduled.

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

* 83 percent of Metrolink passengers were satisfied with their journey overall. This was
significantly higher than the same measure achieved on the National Rail Passenger
Survey (76%) and significantly lower than the Bus Passenger Survey in the Transport for
Greater Manchester area (86%)

* Amongst fare paying passengers, under a half (47%) were satisfied with the value for
money of their tram journey. This compares to 46 percent for rail passengers and 68
percent for bus passengers in the Transport for Greater Manchester area

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

e 75 percent of tram passengers were satisfied with the punctuality of the tram service,
although a significant minority (15%) experienced some delay to their journey

* Aconsiderable number (51%) did spontaneously suggest some improvements that could
be made to their Metrolink journey. Of those who mentioned an improvement over half
(51%) were concerned with crowding issues and 17 percent mentioned better
information on board




Summary of key findings (2)

Tram Passenger Survey — Manchester Metrolink

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

* Less than one in ten (9%) were troubled by anti-social behaviour of other passengers on
their tram journey. Rowdy behaviour, loud use of mobile phones and music being played
too loudly were the most likely causes of concern

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

* Nearly two-thirds (55%) were using the tram to either travel to/from work (48%) or
school/college (7%)

e Astram passengers npnpmll\/ had a vounager nrnflln nnl\/ 16 percent of all passengers

R yvuiiy: Ll e A A RIS TYywi o

were travelllng on an eIderIy person’s (60+) concessionary pass. The respectlve figure
for bus passengers was 21 percent.
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This section of the report includes comparisons between tram
(TPS) and bus (BPS) where applicable. For further, selected
comparisons with train (NRPS) please see Appendix 1
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Overall satisfaction — by gender and age
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vey — Manchester Metrolink
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Tram m Very satisfied Fairly satisfied Neither/nor = Fairly dissatisfied m Very dissatisfied (All satisfied)
0 %
%0
All passengers 44 8 e 83
Male 44 9 (NG 82
Female 43 8 smE 85
Age 16 to 34 49 10 . 80
Age 35 to 59 44 8 IenEE 83
Age 60+ 28 4 21 93
Bus m \Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
All passengers 44 10 = 86
Male 44 11 =l 83
Female 44 s 21 89
Age 16 to 34 48 13 4 2 82
Age 35 to 59 46 7 3 90
Age 60+ | S — 28 5d 94

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): 2891, 2212

Passengerfocus 12
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Overall satisfaction — by passenger type

Tenimn Daccnimmar O e ran 7 ARMaimAlhactar Madelinl,
Hralll Fasscliycerl ouirvey — ividllicliestiel vicel Ollik
Tram B Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied (All satisfied)
%
%
All passengers 44 s WomE 83
Fare-payers 47 10 e 81
Free pass holders | - 28 3 el 94
Commuting 47 u e 76
Not commuting 40 6 24 01
Bus m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
%
All passengers 44 10 [34 86
Fare-payers 48 1 Sl 84
Free pass holders 31 s 93
Commuting 45 13 E 80
Not commuting 42 s 93

Q. Overall, taking everything into account from the start to the end of this tram/bus journey, how satisfied were you with your tram/bus journey today?
Base (all passengers): 2891, 2212

Passengerfocus 3
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Value for money — fare-payers only
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Tram mVery satisfied Fairly satisfied
All passengers 34
Age 16 to 34 31

Age 35 to 59

commuting [IHIEE 32
Not commuting

Bus mVery satisfied Fairly satisfied

All passengers

Age 16 to 34
Age 35 to 59

Commuting
Not commuting

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 2050, 1125

Neither/nor

%

18

18

Neither/nor

%
38

37
41

38
38

m Fairly dissatisfied mVery dissatisfied

18

E Fairly dissatisfied mVery dissatisfied

18

(All satisfied)

%
47

40
55

41
57

68

64
73

66
70
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What influenced value for money rating
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Tram
m Cost tram versus other transport B Cost for distance travelled B Cost of making same trip by car

Comfort/quality for the fare paid ™ Fare compared to everyday items ® Other reason

%
Those satisfied with
Those not satisfied
with value for 24 27 7 17 11
money
us
m Cost bus versus other transport m Cost for distance travelled Comfort/quality for the fare paid
u Fare compared to everyday items  ®QOther reason
%

Those satisfied with
value for money

Those not satisfied
with value for
money

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

Q. What had the biggest influence on the ‘value for money’ rating you gave in the previous question?
Base (all fare paying passengers): 2031, 1010

Passengerfocus >
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Satisfaction — with the tram/bus stop
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T v~ [ p P al T Y Y p Y PR Ry ~dm ~
Hralll Fasscliycerl ouirvey — ividllicliestiel vicel Ulllik
Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied B Very dissatisfied  (All satisfied)

% %
Overall satisfaction —tram stop 48 9 31 87
Distance from journey start 48 33 13 42 81
Convenience/accessibility 36 10 3a 86
General condition/maintenance GG 41 12 7 B3 78
Freedom from graffiti/vandalism 43 36 11 41 84
Freedom from litter NN 40 12 7 ®= 79
Behaviour of fellow passengers 37 13 5 & 80
Information provided at the stop 35 15 © 11 wsEm 67
Personal safety at stop 40 15 31 80

Ticket buying facilities 40 11  W5wEsE 81
Reliability of ticket machines 40 14 6 = 76

Bus m \Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m Very dissatisfied
%

Overall satisfaction —bus stop 46 14 3@ 80
Distance from journey start 37 10 A g5
Convenience/accessibility 36 9 Bl 87
General condition/maintenance 40 17 6 B 74
Freedom from graffitiivandalism 37 15 seEAE 79
Freedom from litter 37 17 polomemEN 68

Behaviour of fellow passengers N/A .
Information provided at the stop 42 16 zmmsa 72
Personal safety at stop 41 18 o 5

Ticket buying facilities N/A -
Reliability of ticket machines N/A -

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): 2867, 2172

Passengerfocus 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)
%

0

®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)

%

%)

®Much less A little less About expected m A little longer ®Much longer (All positive)
%

Actual vs expected
waiting time

2 14 47 73

I

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): 2864, 2206




Expected and reported waiting times

Tram

Under 2 mins
2-5 mins
5-10 mins
10-15 mins

Over 15 mins

Bus

Under 2 mins
2-5mins
5-10 mins
10-15 mins

Over 15 mins

Expected tram waiting time

%
| E

[
w

| [

Average expected waiting
time 7 minutes

Expected bus waiting time

%

B s

i
VN

39
7
W4

Average expected waiting
time 8 minutes

Under 2 mins

2-5 mins

5-10 mins

10-15 mins

Over 15 mins

Under 2 mins

2-5 mins

5-10 mins

10-15 mins

Over 15 mins

Reported tram waiting time

%
.
I
I
K
| E

Average reported waiting
time 6 minutes

Reported bus waiting time

%
N

Average reported waiting
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): 2869, 2288
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How passengers checked tram/bus times
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Tram Passenger Survey — Manches
find

AMAawm-~ls

Tram 33 percent of Metrolink passengers did not check to

Before leaving for the tram stop

Leaflet/paper timetable

Online

Disruption information via
Metrolink website

Disruption updates via
social media

Other

%
| 1

B s
s
s
s

Before leaving for the bus stop

Paper timetable
Online

Live bus locator/timings

Disruption updates via
social media

Other

%
N a1
N 16
L
|1
oo

Electronic display
Information posters

Online

Disruption information via
Metrolink website

Disruption updates via
social media

Other

Ai
ICbll vlilile UIOpICl_)’
Timetable
Online

Live bus locator/timings

Disruption updates via
social media

Other

Q. Did you check any of the following to find out when the tram/bus was meant to arrive?
Base (all passengers): 2829, 1324

At the tram stop
%

I 52

-
|
|
|
M

At the bus stop
%
M 4

A 65

I
I1
l1
s
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Why passengers did not check tram times

~~

T
Irall

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

Tram

Knew the trams ran frequently on this route _ 73

Already knew arrival times - 10
Knew through other means 0
Could not find the information - 8
Didn't have time - 7

Did not know when tram was meant to arrive - 9

Bus

Knew service was frequent | 6
Already knew arrival times _ 29

Could not find the information I 2
Didn't have time - 7

Other . 4

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): 792, 855

Passengerfocus
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Satisfaction — with start of journey

mVery satisfied Fairly satisfied Neither/nor

Tram

Route/destination
information on tram

Exterior cleanliness

Ease of getting
on/off tram

Time taken to board

N
(o0]
(6]} ()]
(&) ~
o (]
o
>

Bus Neither/nor

%

m\Very satisfied Fairly satisfied

Route/destination
information on bus

E Fairly dissatisfied

E Fairly dissatisfied

Exterior cleanliness

Ease of getting
on/off bus

Time taken to board

N
o

I

mVery dissatisfied

(All satisfied)

w
(o3}
g
a1 a1
IS

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base (all passengers): 2874, 2167

%
32 ) | 89
39 10 . 87
33 5 - 90
33 5 . 92
mVery dissatisfied
34 13 . 83
. EE
35 7 . 89
35 8 . 89
Passengerfocus 2

outtina saers first




Satisfaction — on the tram/bus

Tram mVery satisfied

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

Amount of personal space

Provision of grab rails

Temperature inside the tram

Personal security

bus m Very satisfied

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

Amount of personal space

Provision of grab rails

Temperature inside the bus

Personal security

Fairly satisfied

Neither/nor ® Fairly dissatisfied

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

Base (all passengers): 2877, 2195

mVery dissatisfied

(All satisfied)

% %
44 o e 85
39 15 i 80
32 un 15 I 62
41 18 - 10 [Wem 67
37 15 e 61
40 16 SN 70
44 16 SN 76
42 7 e 76
Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied

%
45 14  NeEsn 73
37 il 4B 61
39 o Em 84
43 14  [aaE 75
41 14 o 73
43 12 @2 82
43 15 6 B 7
42 16 20 80

Passengerfocus 2
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Satisfaction — with on-vehicle journey time
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TuvAarms NAaA~nAaA~ -~~~ ' P ~ ~ ~ o~k m ~dm e
Hidlll Fasscelilyerl ouivey — ivid icnester mvietrolink
m Very satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m Very dissatisfied (All satisfied)
%
%

Q. How satisfied were you with the amount of time your journey on the tram/bus took?
Base (all passengers): 2877, 2244




Satisfaction — with tram staff/bus driver

Tuwams NAamnacaAama~aa~nr O s 240 AMAawmrm~Ala~acdbA~av NMAdke~linl,
Hralll Fasscliycerl ouirvey — ividllicliestiel vicel Ulllik
Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied (All satisfied)
dram %
%

Appearance N/A 0
Greeting/welcome  N/A 0
Helpfulness/attitude  N/A 0

Smoothness/freedom from jolting 39 16 _ 66

Bus mVery satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
Smoothness/freedom from jolting 38 17 - 73

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): 2867 , 2101

Passengerfocus 24
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Key drivers of satisfaction
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ralll Fassc

Key drivers of satisfaction %

All passengers 24 20

The amount of time the journey took

The length of time it took to board
EValue for money
mYour personal security whilst on the tram
B The information provided at the tram stop

Key drivers that drive passengers to be very satisfied %

All passengers 18

®m Punctuality of the tram

B The temperature inside the tram

EValue for money

m|ts distance from your journey start

= The amount of personal space you had around you

17 10 5 5 4" 3

Sufficient room for all the passengers to sit/stand
® Punctuality of the tram

The comfort of the seats
E Length of time you had to wait for the tram

The amount of time the journey took
m Behaviour of fellow passengers waiting at the stop
®Freedom from litter

The length of time it took to board

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).

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

Base (all fare paying passengers): 2099

( Passengerfocus 2>
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Experience of delays
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IFfam FPassenger survey — ivianci
15 percent of Manchester Metrolink passengers experienced a
minutes

Tram %

Signal/points failure INIIIIIEIEGGGNGNNN 25
Tram waiting too long at signals NGNS 10
Had to use bus replacement NG 13
Tram waiting too long at stops [N 10
Congestion/traffic jam [l 4
Tram failure NN 3
Poor weather I 5
Time it took passengers to board/pay [ 5
Planned engineering works I 4
Other I 24
Not sure NGNS 20

Bus %

Congestion/traffic jams [ 49
Time it took passengers to board/pay for tickets _ 39
Road works - | 25
Bus waiting too long at stops _ 19
The bus driver driving too slowly [ N QDN 12
Poor weather conditions [ N 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): 370, 961
Passengerfocus 26‘




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+

Worry or concern at other passengers’ behaviour

;
J
)
)
)
)
)
)
)
5
)
;
=
=
)
r

I °
I o

I
I °
I

%
I 9

A" 10
. 8

A 10
——
4

Q. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your journey?
Base (all passengers): 2883, 2245

Passengerfocus
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Types of worrying/concerning behaviour
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T v NaAacaA~ P al
Hralll Fassciiyerl oui

Tram %

Rowdy behaviour I 55
Passengers under influence of alcohol NN 27
Passengers not paying fares [ NRNRGIINININ>'™T7TE 21
Loud use of mobiles NN 31
Passengers playing loud music N 2°
Abusive or threatening behaviour [IINIINIIE 15
Passengers under influence of drugs | I 9
Graffitilvandalism I 1
Feet on seats [N 1°
Smoking M 6

- %
Rowdy behaviour I 45
Passengers under influence of alcohol I 33
Passengers not paying fares N/A
Loud use of mobiles  N/A
Passengers playing loud music I 34
Abusive or threatening behaviour I 11
Passengers under influence of drugs I 9
Graffiti/lvandalism [l 3
Feet on seats I 48
Smoking IS 12

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base (all experiencing worrying/concerning behaviour): 219, 160

Passengerfocus
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Suggested improvements spontaneously mentioned by passengers
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ralll Fassceliigel ouivey — ivialicriesterl viet Uil

49 percent of passengers could think of no improvement suggestions to make.
Of the 51 percent who did, their suggestions are shown below

%
More seating ||| | I 1 (=7 percent of all passengers)
Bigger/longer tram _ 16
Other space issues _ 18
More punctual/fewer delays _ 12
More frequent trams _ 7
Other punctuality/reliability issues _ 11
Better information on-board _ 17
Other interior issues _ 8
Cheaper ticket prices _ 7
Better ticket facilities _ 7

Other ticket issues . 2
Address unruly behaviour - 5

Improvements to tram stops - 6
Other uncategorised issues _ 18

Q. If something could have been improved on your tram journey today, what would it have been?
Base (all passengers suggesting an improvement): 1378

Passengerfocus 29‘




Suggested improvements to the Metrolink service — passenger

verbatims

~~ P e YeateaYela Ve Vel

T~ N. P C s 2 #
Hraill Fassceliycerl ouivey —
More information on the engineering work. | would like to know what
goes on so | feel I'm getting a replacement bus for a good reason.

The line is very busy from Rochdale to East Didsbury and during rush hour there
should always be a double tram. The trams get very packed. Ability to purchase
monthly tickets from the machines would also be a great improvement.

~dv il
IVIEU OUHTIK

Better indication of how long it would take to
get to each destination. Warmer and more
seats. Comfier seats. More baggage room.

Double tram as it became very
crowded later in the journey

A pay-as-you go ticket system as _ Bettt;alr tlr?ehables. A prcl)lper prlntﬁd d When _there isa tram/signal faiIL_Jre,
with the Oyster card system as in tlmbeta e_IO b? t'ramls'kat I?I StOpE ; C_JIU there is rarely enough information
London would be great. e available, just like Network Rail.

We did not see or hear any message concerning the replacement bus
service. We would have made our journey by car if we had known.

You really should consider having staffed ticket offices at some of the
bigger stations. A 12 minute frequency is also insufficient to NOT have
detailed timetable information, rather than just a frequency guide.

Overcrowding is a definite
problem to the point of people
not being able to get off trams

safely.

It is time that Metrolink started putting
double trams on the Rochdale line
especially at peak travel times - the
trams after 5pm get extremely busy and
people crowd on to the tram making it

extremely unpleasant. | couldn’t find times at the stop

given at the tram stop, | usually have
to use my phone to look at
Twitter/website updates.

The old blue trams on the Eccles line really need

to be replaced. Also, buses, that | have seen here

and in Edinburgh, are starting to get WiFi ... that
would certainly upgrade my experience.

There are far too few ticket machines at

tram stops meaning that | often - as | did

on this occasion - miss a waiting tram as
it is not possible to purchase a ticket in
time. They are also far too infrequent.




Key differences between the Metrolink lines
Tram Passenger Survey — Manchester Metrolink
Total Altrincham Ashton Bury 'East Eccles Rochdale City Zone
Didsbury
Overall satisfaction 83 78 90 85 85 84 82 91
Key drivers of satisfaction:
Punctuality 75 66 90 76 81 71 82 80
Journey time 80 80 85 79 86 78 77 85
Temperature inside 76 71 84 74 80 82 81 75
Behaviour of fellow passengers 80 79 91 75 90 82 80 82
Value for money 47 36 65 46 47 54 55 81
Freedom from litter 79 74 93 70 91 83 82 92
Distance from your journey start 81 81 85 82 84 79 76 80
Length of time it took to board 92 87 97 93 94 94 94 86
Amount of personal space 61 54 78 56 64 70 64 72
Figures in green/red indicate the Metrolink line with the highest/lowest score
Base (all passengers): Altrincham: 556, Ashton: 412, Bury: 524, East Didsbury: 437, Eccles: 447, Rochdale: 419, City Zone: 109
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Reasons for choosing the tram/bus

~~

T
Irall

U
Q
n
n
@D

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

%

e 49
N s

B 10

7

11

I °

L 3

Q. What was the main reason you chose to take the tram/bus for this journey?

Base (all passengers): 2853, 2164

Passengerfocus
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Frequency of using Manchester Metrolink

;
J
)
)
)
)
)
)
)
5
)
;
=
=
)
r

3 or 4 days a week _ 17
Once or twice a week _ 20
Once a fortnight - 7
Once a month - 5
Less frequently - 7

This is the first time [JJ] 2

Q. How often do you typically travel by tram?
Base (all passengers): 2891

Passengerfocus
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Factors preventing more journeys being made

Tumims NMNaAaAmamaAamrmaa~ns Cr s 14w » — o~~~ ~dn o~ | P
Hralll Fasscliycerl ouirvey — ividllicliestiel vicel Ulllik
Tram %
Places reachable NG 31
Frequency of trams [N 17
Reliability of trams I 40
Cost of using trams I 32
Understanding the fares [l 3
Understanding ticket machines W 1
Journey times NG 16
Comfort of trams [ 6
Level of crowding NN, 419
Concern for personal safety [N 11
us
%
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): 1963, 2549
Passengerfocus

outtina

saers first

36




Satisfaction — with trams generally

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

%
%

Punctuality
Frequency
(how often they run) = - - 66

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

Ease of getting to local
amenities

£

modes of transport

50 14 81

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): 2826

Passengerfocus 37
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Passenger profile

Tram Passenger Survey — Manchester Metrolink
Tram Bus Train

Age % % %

16-34 48 53 29

35-59 35 30 47

Over 60 17 18 21
Access to private transport

Easy 34 10 N/A

Moderate 34 10 N/A

Limited/none 32 80 N/A
Has a disability

Yes 9 24 5
Ticket type

Free pass holders 16 21 N/A

Fare-payers 81 71 N/A

Base (all passengers): 2904, 2214, 1199

Y pesengertocs YN




Journey purpose (1)

~~

T
Irall

Tram

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

Health visit

Shopping trip

Visit friends or relatives
Leisure trip

Other

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

Visit friends or relatives
Leisure trip

Other

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

Base (all passengers): 2863, 2180

Passenger Survey — Manchester Metrolink
%
I 48
.
B 4
B 4
[ I
I 12
.
I 14
I 3
%
I 37
I 17
I 21
s 10
.
. o
Passengerfocus M
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Journey purpose (2)

0,
Tram /0

Sub-total: Business . 4

|w
c
n
<
>

Sub-total: Business NJ/A

Sub-total: Business - 8

Q. What is the main purpose of your tram/bus/train journey today?
Base (all passengers): 2863, 2180, 1199

Passengerfocus
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Weather conditions when journey made

;
J
)
)
)
)
)
)
)
5
)
5
=
=
)
r

Tram %

oy I ;
Light rain _ 25
Heavy rain - 4

Snow O

Foggy I 1

lcy l2

Not stated

oy [ 67
Light rain | 25
Heavy rain - 7

Snow 0

Not stated

Q. What was the weather like when you made your journey ?
Base (all passengers): 2868, 2207

"N




Ticket type and modes of transport permitted

"~ AN~ ey i~
Tram Passenger Sui M
Tram %

Sub-total: Single/return NG 40
Single [ 9
Return o 31
Sub-total: Season ticket/pass IIIIGIGINININININGEGNN 41
Daypass [ 9
3 day/weekend [ 1
5days/lweek [ 13
4 weeks/l month [ 11
Quarterly/3 months [0 2
lyear [0 4
Other time period [ 1
Free pass/journey NG 16
Other ticket type HH 3

single/return [ NN 13
pay pass [ 14
Season ticket/pass for longer than a day [ N bRNRNRNE 45
Free pass/journey _ 21

Other ticket type . 2

Q. What type of ticket/pass did you use for this tram/bus journey today?
Base (all passengers): 2863, 2833

Modes of travel ticket allows

%

= Tram only

® Train and tram

“ Bus and tram

® Train, bus and
tram

Q. What modes of transport does your ticket all you to travel on?
Base (all passengers): 2252

Passengerfocus 4
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Method of buying ticket and ticket format

T v NaAacaA~ P al
Hidlll Fassceiiyel oul

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?

%
. 46
. 23
L BN
B 10
M s

B3

Base (all fare paying passengers): 2088, 1108

Ticket format
= Paper 00

ticket/pass
u Photocard pass
“ Plastic card

m Ticket on mobile

= 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): 2758, 2029

Passengerfocus >
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How got to and from the tram stop

E Getto tram stop  ELeave tram stop

%

67
on oo | 6
Cycled Iol
Motorbike 8
Car - dropped off .45
7

Car - Park and Ride 3

Car - parked elsewhere r2 4

Taxi | 1

sus [T
Train [ 2
rn
Other §

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base (all passengers): 2872

( Passengerfocus 46‘




Manchester Metrolink stops used by passengers surveyed

mar NAacaAmm~n~r C: Vs AA~A~ls AA -~

N Passenger survey — Mancnester Meti

v~

[HP
HIiK

57 percent of passengers were on an outward journey, 39 percent on a return and 5
percent on a one-way trip

70 percent had a seat for their whole journey, while 10 percent said they had to stand
but would have liked to have a seat

52 percent travelled on a single vehicle tram, 32 percent on a double tram and 16
percent were unsure if it was a single or a double tram

Boarding % Alighting %
* Bury 11 * St Peter's Square 12
» Piccadilly 9 * Market Street 9
 Altrincham 8 * Piccadilly 8
* Market Street 6 * Bury 6
» St Peter's Square 5 * Victoria 5
* Victoria 4 * Piccadilly Gardens 5
* Piccadilly Gardens 4 * Altrincham 4
* Navigation Road 3 + Sale 3

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): 2904
47
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Where Manchester Metrolink passengers live — by postcode

- P AP ~ da At ~d~ )
Tld I Fassceliyel osuivey — ividil nester ivietroiink
%
any we [ -
anyoL [ (!
any L [ 10
M9, 20 and M21 - [
ma1, M33, Mat and va4 |
ve-vs | ¢
m26 and M45 | o
Q: What is your postcode?
Base (all passengers): 2637
Passengerfocus
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Tumims NMNaAaAmamaAamrmaa~ns Cr s 14w » AMAamrmAaAla~n~d~nu N Adb~linl,
Iralll Fdoost IgUI DUIVEy — jvidlicriestiel iviel OlllNiKk
Tram m \Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
All passengers a4 s o [l
Male 44 I
Female 43 s IEHE
Bus m \Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied B Very dissatisfied
%
All passengers 44 10 Ed
Male 44 1 Bl
Female 44 s 21
Train ® \Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
All passengers a8 13 (G
Male 48 17 10 N
Female 48 10 [NENE

Q. Overall, taking everything into account from the start to the end of this tram/bus/train jou
Base (all passengers): 2891, 2212, 1168

rney, how satisfied were you with your tram/bus/train journey?

(All satisfied)
%
83

86

83

89

76

82

Passengerfocus
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Overall satisfaction — by age

~~

Tin DAaccen
Iralll FadssSt

Tram m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied
— %
All passengers a4
Age 16 to 34 49
Age 35 to 59 44
Age 60+
Bus m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied
%
All passengers a4
Age 16 to 34 48
Age 35 to 59 46
Age 60+ [HINEGEGEGEGEGEGEEEE
Train m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied
%
All passengers 48
Age 16 to 34 50
Age 35 to 59 51
Age 60+ 39

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): 2891, 2212, 1168

mVery dissatisfied

8

10
8
28

7 A
6 B
4 21

mVery dissatisfied

13

28

10

31
N
7 [sd

5d

mVery dissatisfied

13

16
13

©

(All satisfied)
%

86

76

71
75
86

Passengerfocus
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Overall satisfaction — by passenger type

~~

T v NaAacaA~ N~ O rumn s~
Hralll Fassciliyerl ouive

Tram m Very satisfied Fairly satisfied %/either/nor
0

Al passengers

Commuting
Not commuing

Bus mVery satisfied Fairly satisfied Neither/nor
T %

Al passengers

Commuting
Not commuting

Train m Very satisfied Fairly satisfied Neither/nor

%
All passengers

Commuting .
Not commuting

® Fairly dissatisfied

44

40

E Fairly dissatisfied

44

45

42

E Fairly dissatisfied

48

mVery dissatisfied (Al saot/isfied)
0

s [NeiE
11 e
6 12

mVery dissatisfied

10 [l

13 [
5 i

mVery dissatisfied

13

18

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): 2891, 2212, 1168

83

76
91

86

80

93

76

66
84

Passengerfocus
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Value for money — by age

Tumims NMNaAaAmamaAamrmaa~ns Cr s 14w » — —~ o~~~ o~~~ P
Hralll Fasscliycerl ouirvey — ividllicliestiel vicel Ulllik
Tram (fare-payers only)
mVery satisfied Fairly satisfied 09either/nor H Fairly dissatisfied mVery dissatisfied (All satisfied)
0 0/

All passengers 3 2 I

Age 16 to 34 31 18 2 e 40

Age 35 10 59 39 17 1 o 55
Bus (fare-payers only)
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied
%
All passengers 38 16 S 68
Age 1610 34 37 18 10 e 64

Age 35 to 59 41 14 [NeEEE &

Train

m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied
%
All passengers 20 19 T

Age 160 34 [IIEHE 23 20 22 INcEaaa. 31
Age 35 to 59 29 20 . 45

Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 2050, 1125, 1096

Passengerfocus >3
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Value for money — by passenger type

~~

T
lralll

Tram (fare-payers only)
m \Very satisfied

Fairly satisfied Neither/nor ® Fairly dissatisfied m Very dissatisfied

(All satisfied)

% %
All passengers 34 15 I
commuting [N 32 18 25 [senm 41
Not commuting 37 18 18 Em 57
Bus (fare-payers only)
m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
%
All passengers 38 16 - o IAm 68
Commuting 38 18 - 10 [Wew 66
Not commuting 38 14 NN 70
Train
mVery satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied
%
All passengers 29 19 2 . 46
commuting [ IIEHE 22 21 2 IzZaamm 30
Not commuting 36 18 15 1IE 61
Q. How satisfied were you with the value for money of your journey?
Base (all fare paying passengers): 2050, 1125, 1096
54
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Satisfaction — with the tram/bus stop/train station (1)

Tumims NMNaAaAmamaAamrmaa~ns Cr s 14w » hﬂg\n.\_laa.-g-l-’\u AAA~dbw~linl,
Iralll Fdoost |gU| O Ul Vﬁy — jvidlicriestiel iviel OlllNiKk
Tram
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied (All satisfied)
Overall satisfaction — tram stop 48 o Ed 87
General condition/maintenance 41 12 78
Freedom from litter 40 12 [ENE 79
Bus
m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied m\ery dissatisfied
%
Overal satisfaction —bus stop as W om0
General condition/maintenance 40 17 6 B 74
Freedom from litter 37 17 - 10 SW 68
Train
m\ery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied m\ery dissatisfied
%
Overall satisfaction — train station 49 15 7 A 76
Upkeep/repair of the station 43 19 10 IR 66
Cleanliness of the station 43 19 9 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): 2867, 2172, 853

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

Tuvmnimas NMNAamcaAamaa~nsr O s 240 7 - ~ et~ ~te~l: e
Hralll Fasscliycerl ouirvey — ividllicliestiel vicel Ulllik
Tram
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied mVery dissatisfied (All satisfied)
% %

Bus

80

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

Personal safety at the stop 34 41 18 75

Information provided at the stop 30 42 16 - 72

=S

Train
m Very satisfied Fairly satisfied Neither/nor ® Fairly dissatisfied m\Very dissatisfied
%
Provision of information at the
Personal security at the station 42 27 . 67

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): 2819, 1987, 617

Passengerfocus >6
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Satisfaction — with tram/bus/train punctuality

Tram~s Daccarmmor O im o g AMAam~n~lA
Hralll Fassceliycerl ouirvey — ividliclie
Tram
m Very satisfied Fairly satisfied Neither/nor m Fairly dissat
%
us
m Very satisfied Fairly satisfied Neither/nor mFairly dissat
%
Train

m Very satisfied Fairly satisfied (Iyaither/nor
0

Punctuality/reliablity 33 42

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

Base (all passengers): 2693, 2011, 849

m Fairly dissatisfied

isfied mVery dissatisfied (All satisfied)
%
isfied mVery dissatisfied
mVery dissatisfied
57
Passengerfocus
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Satisfaction — with start of journey and on-board staff

AMAawm-~ls AA |

irvey — Manchester Metrolink

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

et am 33 5 Bl 90
on/off tram

Helpfulness/attitude N/A N/A

Bus m\ery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied m\ery dissatisfied
Exterior cleanliness 36 40 15 - 77
Ease of getting
on/off bus o4 35 7 - 89

Helpfulness/attitude 37 31 22 - 68

| O\o

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

% %
Cleanliness of the

outside > 47 25 _ 62

Ease of getting
on/off train 16 _ 73
s 24 o

I
N
i N
(o))
N
\l

Helpfulness/attitude

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): 2874, 2167, 848

Passengerfocus >8
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Satisfaction — on the tram/bus/train (1)

Tram
m\Very satisfied

Interior cleanliness/condition
Information provided inside the tram

Personal security

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

Personal security

Train
m Very satisfied

Cleanliness of the inside
Provision of information on the train

Personal security

Neither/nor

%

Fairly satisfied

Neither/nor
%

Fairly satisfied

37

Neither/nor
%

Fairly satisfied

47

[Eny [y
~ ~
N
~

® Fairly dissatisfied

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): 2876, 2195, 850

m Very dissatisfied

(All satisfied)

%
s o Wl s
39 15 4 80
42 17 5 2 76

® Fairly dissatisfied m\Very dissatisfied
s v DN
31 48 61
42 16 H | 80

® Fairly dissatisfied m\Very dissatisfied
1 e 63
28 2 [l 53
48 20 K] | 75

59
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Satisfaction — on the tram/bus/train (2)

Tuvmims NMNAacaAamaa~ns O s 2 - ~ et~ ~te~l: e
Iralll Fdoost |gU| DUIVEy — lvialicriestiel iviel OlllNik
Tram o
m Very satisfied Fairly satisfied Neither/nor = Fairly dissatisfied mVery dissatisfied (All satisfied)
% %

Availability of seating or space to stand 32 11 _ 62

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

%

Availability of seating or space to stand 39 9 . 84

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

Comfort of the seating area 43 20 _ 60

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): 2877, 2165, 843

Bus

Train

Passengerfocus %0
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] D D MM

Metrolink | | [T 11T

Shift Date

Passengerfocus il |l

Tram Passenger Survey
(Greater Manchester)

Pazzenger Focus is the official, independent consumer organization that represents Train, Bus and Tram passengers
aoross England (except London).

To help us represent the views of passengers in your area we would apprediate a little of your time to complete this
guestionnaire about your journey on Metrolink today as part of our national Tram Passenger Survey. Tram
companies, local authorities and Government pay close attention to the survey's results and the survey provides the
evidence for us to seek improvements on your behalf.

This survey iz being carried out on 3ll tram systems in England [outside London) wsing identica| questions so that we
can compare passengers’ experiences on the different tram systems. In Greater Manchester we are working in oo-
operation with Transport for Greater Manchester (TFGM) and Metrolink.

To find out more about Passenger Focus's work please visit www.passengerfocus.org.uk. You can also follow us on
Twitter @passengerfocus

Flzaze fill in the guestionnaire after you have completed your Metrolink journsy.
Plzaze tick only one box per guestion, unless that guestion reguests otherwise.

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

1. About your journey

ala. At which stop did you board this Metrolink tram?

[1f your journey involved changing trams please refer only to the part of your tram journey on which youwere given
this guestionnaire)

aib. At which stop did you leave this Metrolink tram?

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

I:l:l Hour |:|:| Mins [Plegse use 24 hour dock =g 5.25pm should be writien o= 17:25)

03a. What type of ticket or pass did you use for this Metrolink journey? [Plegse tick one box onfy)

Saver/Season Ticket
1day..

3 day/weekend ...
Sdaysflwesk
4weeks/1 month
Quarterhy/3 months..

Singlefreturn ticket
Single ticket....
Return ticket ..

OO0 0O OOooood

A free pass or free journey

B0+ CONDESS IOMATY PASS . ooveeeeeeeeeeeesmanans O
Dizabled person’s pass. O
complimemtary,free tichet . .oooees O
Other ticket

Family/Group ticket ..o O
] (1= SRS S |:|

03b.  What modes of transport does your ticket allow you to travel on?

metrolink only ...
Trainand Metrolink..

ad. Im what format was your ticket?
& standard paper ticket/pass .. O
& photo card ticket/pass.....oooes O
& plastic card you touched
on to the fare machine................. d

as. How did you buy that ticket or pass?
Ticket ma chine at the Metrolink stop ...
Direct from Metrolink [website/phone) ...
Travelshop ..

agooag

Fail/bus compa my..

Bus and Metrolink ..

Train, Bus and Metrolink ..

& ticket senttoyour mobile phone ... O
Other format... ..o O
From a local shop or post office ... O

Youhzda free pasz

Direct debit throughwork/oolleze

EZE

OThET e

Transport for Greater Manchester funded a number of additional
guestions beyond those in the core TPS questionnaire. These
guestions are not reported in this document and have been
removed from this example questionnaire while retaining the
guestion numbering as used in the full questionnaire

(Passenger‘focus 62
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Qi4, What was the main reason you chose totake Metrolink for this journey?

(Pizase tick one box only)
Cheaper than the Car . O Quicker tha nother transport.................. O
Cheaper than other transport ......ocooveeee O Best way to get where | am going ... O
More convenient than the car Tram maore comfortable than
(2.2 PErKINE) e | Other tramsport....... s O
Didn't have the option of travelling Prefer tram to walking/oydling ... O
by 3NOTHEr MEINE Lo O other [pleaze specify)
What is the main purpose of your Metrolink journey today? B O
Travelling to/from work ......ooeeeeeraeaas |:| Health visit (Doctor/hospital/ dentist] ...... O 015, What was the weather like when you made your journey, was it?
Travelling to/from education shopping trip .. d
[e.z. college, schoal) oo L Visiting friends or rela tives .. | D_ry """ T -
oncompany business Leisure trip (e.2. day out) ... .. d Light rain -0
O HEEWY BN e O

[or own if self-employed)
onpersonal business "
[job interview, bank, post office} ........ O e

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

OUIEWET oo e e e en s e e e O OmE wWay trip onhy s O

=1L Y O 2. About the tram stop where you boarded this tram

017, Thinking about the Metrolink stop itself, how satisfied were you with the following?

MaEar Oent
Way rudy  amtafed mer ruidy Way mcwing
wafed  amafad damafed daamated Saafes ssees
Itz distance from your journey start
.. hOME, ShoPE e | O O O O O
The convenie ncefaccessibility of its location.......... O O O O O O
Itz general condition/standard of maintenance....... O O O O O O
Itz freedom from graffitifvandalism ..ol O O Oa Oa O O
15 Freedom from IHEIET ovvoveoeeeeereeeeee e eeeeeaens O O O O O O
Cat P BT Behaviour of fellow passengers waiting at thestop . [ O O O O O
Car - and used Park and Ride DEET. oo s sneen O The information provide dat the wamstop.......... 0O 0O 0 0 O O
e vorpsonal ey whiststme ranatop. 0 0 O O O O
Ticket buying failEs. ..o veeeeeee e ceeeeesaeseannes O O O O O O
Ficlia bility of ticket MAThingS .. ... eeeeeereeeeenens O O O O O O

Q18 oOverall, how satisfied were you with the tram stop?

.Od
Neither satisfied nor dissatisfied O
Fairly dissatisfied ... d
very dissatisfied. ... O

Don’t kn o/ Mo opimiom ... O

Passengerfocus 6
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3.

Waiting for the tram

Qis.

azi.

azzb,

Approximately, how long did you wait for your tram?

[Flegse write in the time in minutes) I:I:l

Did you check any of the following tofind out when the tram was meant toarrive?
(Pizase tick oll that apply)
Before leaving for the tram stop

At the tram stop

Electronic display at the stop
Information posters at the stop ..
Omnling tram times......veeeieeee s

Onling tram times ..
Disruption information wis

Metrolink WEBEE ..o O Dicruption information via
Disruption updates Metrolink WEBSTE ....o.eeeeeeeeeeenenn ]
[e.g. on Twitter/Facebook) ................. O Disruption updates
O O (2. on Twitter/Facehook)
other...
If you did not check to find out when the tram was meant toarrive, why was this?
(Please tick off that opply)
Knew the trams ran Didn’t Rave timE . O
frequently on this route .. O Did not know when the tram
already knew arrival times O WS MEINT B0 AMTIVE O
Knew through other means.................. O OET e O
could not find the information................ O

Approximately, how long did you expect towait for the tram?

[Plegse write in the time in minutes) I:I:l

Thinking about the time you waited for the tram today, was it

Much longer thanexpected. ... O
A little longer than you expected... O
About the length of time you expected ... [J
A Titthe less time thanyou expected ......... O
Much less time than you expected........... O

Were you able to board the first tram you wanted to travel on?

How satisfied were you with each of the following?

EUE R [y

Vary Pmdy  aatafed mor Painly Vary lemzwafims

amafas wafas opimicn
The length of time you had to wait for the tram....... O O O O O O
The punctuality of the tram ... O O O O O O

4, On the tram
024, Thinking about when the tram arrived, please indicate how satisfied you were with the following:
M De="t
ary iy aatafad mar rady Wary fmcwiize
amafad  amafas opimion
Route/destination information on
the outside of the tram O O O O O
The deanliness and condition of
the putside of the tram ... O O O O O O
The eaze of getting on to and off of the tram._.......... O O O O O O
The length of time it took to boardthe tram............. O O O O O O
025 Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
M De="t
Ve My asfedmor  Paidy Ve eowies
amafad  amafad Prase)
The deanliness and condition of the
INET0E OF tE BrM coorereeeeseensresmcenersssesssressnees O O O O O O
The information provided inside thetram O O O O O O
sufficient room for all the passengerstosit/stand ... O O O O O O
The comfort of the 58318 ..o | | | | O O
The amount of personal space you had
AFOUNE YO e reeeemereeme e e e O O O O O O
Provision of grabirails to hold on to when standing/
moving 3bout the tram ... O O O O Od Od
The temperature inside the tram ... O O O O O O
Your persona | security whilst on the tram ... O O O O O O
The amount of time the journey took ... O O O O O Od
Smoothness/freedom from jolting during
the journey ... O O O O O O
The safety of the driving [i.e. appropriatensss
of speed, driver concentrating) .........cooeeeieees O O O O Od Od
026, Did you get 3 seat on the tram?
yes —for allofthe journey ..o O Mo - butyouwers happy tostand........... O
ves —for partof the journey ... O Mo — but youwould have likeda seat ....... |
027a. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your

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

Pazsengers drinking/under Festonseats ... ]
influence of aloohol .....cooeriiiie O Music being played lowdhy oo |

Pazzengers taking/under BTN - e e O
the influence of druss .. d Graffiti or vandalism ... |

abusive or threatening behaviow .. d Lowd use of mobile phones ... Oa

Rowdy behaviour ... Od Other [please specify]

Pazzengers not paying their fares O O

Was your Metrolink journey today delayed at all?

R L T O D e O

Ifyes: Why was this? [Please tick olf thor apply)

Due toa signalf points failure .. ...d Time it took passengers to board ... O

Road congestion/traffic jam ... . d Hadtouse bus replacement service ... Od

Dustoa tramfailure ..o O Other [pleasze specify]

Flanned engineering works ... .. d O

Poor wea ther conditions M (a2 T [}

The tram waiting too long atstops .......... O

The tram waiting too long atsignals.. |

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

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

Your owverall opinion of the Metrolink journey you made when given this questionnaire

overall, taking everything imto account from start to end of this journey, how satisfied were you with your
Metrolink journey today?

Fairly satisficd
Neither satis fied nor dissatisfied

If something could have been improved on your Metrolink journey today, what would it have been?

a3z, How satisfied were you with the value for money of your Metrolink journey?

Neither satisfied nor dissatisfied. ... O
Fairty dissatisfied.......................... O
Very dissatisfied. .......oeeeereeeereeseeersneas O
Dot KMOWS ID ORI s O

033. What had the biggest influence on the ‘value for money' rating you gave in the previous question?

The cozt for the distanoe travelled ... O Comfortfjourney guality for

The cost of the tram versus other the fare paid .o |:|
modes of TranEPort.. ..o e O The cost of making the zame trip by car.... []

The farein comparison to the cost A reazonnot mentioned above ............... O
of Everyday TEmME . .o O

6. Your opinion of Metrolink generally

The previous guestions were all about your journey today. In this section we would like you to think more
generally about your Metrolink experiences.

Passengerfocus ®
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0393, How would you rate Metrolink services for the following:

vazy
o
Eaze of getting to local amenities
[2.2. shops, hospitals, leisure facilites ) ............. O
Cconnection with other forms of
publictrans port [e.g. trains/buses) . O

o o i

O O Hi

03sb. And how satisfied are you overall with Metrolink services for the following:

LTE T3 [

Vamy Pasy  amadad mze ey Vamy femzwfme

amtafaz amtafad epmice
Ease of buying your ticket O O O O O O
Punctuality [running ontime) O O O O O O
Freguency (how oftenthe trams run} ... O O O O O O

042, How often do you typically travel by Metrolink? (Plemse tick the dosest to youwr frequency of tram wse)

OM0E 3 MOMER e eeeeeeas O
Less frequenth |
This is the first time | have

wsed MELTOIINK v eeeeeeeeeeeemrecnenen O

043,  Have any of the following frequently stopped you making journeys by Metrolink?

The places you can reach by Metrolink ... [] How long journeys take when

The frequency of trams in the area ... O Zoing by Metrolink ... O
The reliability of the trams...... .. O The comfort of the trams ........ ... d
The cost of using Metrolink. O The level of crowding on the trams......... O
Understanding the fares......... ... d & concern for your personal safety
Understanding the ticket machines O on Metralink . O
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1. About you
A, Areyou...?
U d BEMEIE . oeeve e seess s eeses e O
aEB.
ac. Areyou...?
Waorking full time (304 HOUS) e, d
working part time (under 30 hours)......... O
Mot working — s=eking work O
ao. Do you have a disability or long-term ililness related tothe following? (Please tick alf thot opply)
B0 = MOME Lo Yes-Eyesizht o
RL= i E ] RN Yes - Speechimpairment ...
s - Wheelchair use . ‘Yes - Learning difficulties .
¥iEs - Hearing ... Yes- Other ..
QE. which of the following best describes your ethnic background?
YR e enee s ensene d ChIMESE . oo eeeeeee e eneasescennssennsene O
MIBEE o O Asian or Asian British ... O
Black or Black British ... O Other ethnic group ... O
aF. In terms of having a car to drive, which of the following applies?
‘fou have a car available ‘fou have s car available but
and Sor't mind drving .o O e O
‘Youdon't have a car available.......... O
aG. How often are you able toask someone else to drive you for local journeys?

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

N [

Live outside The UK eeeeeeecceeeaeenns O

Fleaze complete the contact details requested below if you would be happy to participate in future ressarch projects
for either Paszenger Focus or Metrolink. Your contact details will then be paszed to these organisations along with
your postoode and other responses, so thess organizations (or research organisations working on their behalf) can
contact you about research that would be most relevant to you. W shall not share your details with any other

organisation.

e INNENNRNNENNRERNRRNNANED
ressphere nomesrs [T [T T TTTTTTTTITTTITTITIIT]
HINEEREREREEENEERENEENEREREEEE

If you have a specific complaint about Metrolink that you want a response toplease call 0161 244 1000 or email
customer. relationsi@tfgm.com

Email address: | | | | |

Thank you for your help in completing this guestionnaire.
Pleaze return it in the envelope provided or use the following Freepost address:

Tram Passengsr Survey
Perspective Research Services Lid 0
[ 7] FREEPOST [RSKL-SKUZ-TSYE) 1

. L] p‘ i
bdrc continental * Kingsbourne Houss assengerfocus i
228-231 High Holborn

LONDON W1 7DA

Thiis suryey is being undertaien for Passenger Foous by B0RC Continental. an independent market reseanch sgency wiho adhene tathe
Market Resemnch Sodety’s Code of Conduct. You were handed the questionnaine by an inteniewsr warking for Perspactine Resssrch
Serdices, & part o BDRC Continental. Myou Newe Sy CONCEMMS &DOUT the bome fides of the survey fself, you Gan contact the Market
Recssrch Sodety on 0500 2969 99 OF WaW.MMS.onE Uk wWho will verity 8DRC Continental Limited's Status &g s lezitimete market ressuncn
ongnisstion. You mey alsa contact Colin Sheddick =t BDRC Continental on 0207 430 5103,
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