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Research objectives

* To measure tram passenger journey satisfaction for six tram networks in Britain:

* Blackpool
* Edinburgh Trams

* Manchester Metrolink — not including the Airport line which opened in November
2014

e Midland Metro (Birmingham/Wolverhampton)
* Nottingham Express Transit (NET)
e Sheffield Supertram.

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

This is the report for the Nottingham Express Transit tram system. Unlike the other
systems we are unable to include comparisons for either bus or train in Nottingham.
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Methodology — fieldwork

Nottingham Express Transit (TPS)

Fieldwork: 10 September to 27 November 2014

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: 272 interviews (154 paper and 118 online)

In 2013 fieldwork took place between 28 October and 15 December
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Methodology — data analysis
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ram Passenger Survey 2014 — Notti

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 weighting 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 2014 technical
report.

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

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

Turams NAacaAm~~ s DON1 A I\I.‘-H-:.,...I,._,\m nnnnnnnnnnnn
Iralll I’dbbbllgbl OUIVEy U144 — INOUWyrialll EXPIress Ilolllbll
Route map:
. . . . . . & Hucknall
* Nottingham Express Transit currently consists of a single line with 23 -
+Butler's Hill

stops, covering 8.7 miles between Hucknall/Phoenix Park and Station
Street. Additional routes are under construction, extending the network | idoor Birldge
from Station Street to serve Clifton and Toton
Phoanix Parki TBHMHII Farest

:Bulwell

e Approximately 7.9 million* passenger journeys were made in 2013/14 Cinderhill %
xrl-!ighburﬂfah

e During the TPS Autumn 2013 wave the trams ran with conductors and
passengers could purchase tickets on board. In 2014 Nottingham Express X 5 avid Lane
Transit introduced ticket machines at stops and so conductors are no l

. . . L . wBasford
longer on board. This may explain some of the significant differences Imm
shown in this report Y Street "
. . . . Shipstone
* Al NET stops have Passenger Information Displays and information Radford Il YStreet
boards with tram times and local information Rowd m?nsﬁnld
Hyson
. reen: Noel Street
e Tram frequency is as follows: Market e
Monday - Saturday Sunday % The Forest
Morning/evening Every 10-20 mins Morning/evening Every 15-30 mins +High School
Daytime Every 5-12 mins Daytime Every 7-15 mins 1 Nottingham
" Trent University
*  There were no significant issues affecting tram services during the qRoyal Centre
fieldwork period 1.0id Market
Square
:Lace Market
*Source: Department for Transport, Passenger journeys on light rail and trams by system in England, 2013/14 =!'-Statinn Strest
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Summary of key findings (1)
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* OQverall satisfaction for a journey on the Nottingham Express Transit (NET) was high (96
per cent). This is the same as 2013, and remains consistent across key passenger
groups

* Amongst fare paying passengers seven out of ten passengers (70 per cent) said they
were satisfied with the value for money of their journey. Again, this is consistent with
2013 (69 per cent)

* In passengers’ evaluation of value for money, the cost of NET versus other modes of
transport and the cost for the distance travelled were the main criteria used to make this
evaluation

* The main factor that drives passengers to be very satisfied on NET is satisfaction with
the length of time waited for the tram. More than nine in ten passengers (92 per cent)
were satisfied with the length of time they waited for the tram (2013: 87 per cent), and
only 2 per cent experienced a delay on their journey (2013: 4 per cent)

* Compared to last year there have been drops in passenger satisfaction for aspects
relating to tram staff. This is likely related to the removal of conductors on board trams
since fieldwork took place in 2013
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Summary of key findings (2)
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e Just over a quarter of passengers (27 per cent) spontaneously mentioned an
improvement that could be made to their journey. This is significantly fewer than in 2013,
when 36 per cent mentioned something. The most frequently mentioned improvement
related to having more staff.

* Other improvements spontaneously mentioned concerned improvements to tram stops
and the interior of the tram

* More than six in ten passengers (62 per cent) were using NET for leisure journeys: 25
per cent for leisure trips, 13 per cent for shopping and 11 per cent to visit friends or
relatives. 30 per cent still use the tram to commute to work, but this has fallen
significantly from 41 per cent in 2013

* Almost a fifth (19 per cent) of all passengers were travelling with a free pass/ticket
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Overall satisfaction (%) — by gender and age

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

All passengers 30 3@ 96 96
Male 38 2 97 96
Female 24 3@ 94 97
Age 16 to 34 37 4 95 96
Age 35 to 59 28 2l 94 95
Age 60+ 22 100 100
Fare-payers 34 3@ 95 96
Free pass holders 17 2 98 100
Commuting 40 3l o3 93
Not commuting 25 2 97 100
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied

Q. Overall, taking everything into account from the start to the end of this tram journey, how satisfied were you with your tram journey today?
Base: All passengers - 270
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Value for money (%) — fare-payers only

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

70 69

78 70

71 76

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

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 224
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What influenced value for money rating (%)

Tuvmrmsr NMNamaAamaan~ans Crssms~av s DON1 A Nl Adbimn~nla s TMurimv~aemas Tomn~id
Iralll Fassce Igﬁl OUIVUy U144 — INOLLU Igll I = plbbb ITallsit
Those satisfied with value for money Those not satisfied with value for money

26 32 7
20 19 15

2013

9 -
10

m Cost tram versus other transport m Cost for distance travelled Comfort/quality for the fare paid
u Fare compared to everyday items m Other reason

NOTE: Those not satisfied with value for money includes respondents answering ‘Neither satisfied nor dissatisfied’
+/- symbols indicate a significant change since 2013

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

Base: All fare paying passengers - 214
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Satisfaction with the tram stop (%)

~~

T
lrall

~ T W PN Wi

NDNaAac~c~Aa ~~ O
Fasstclliycel oulyv

<
N
(@)
Y
LN

I

pZ
o
—

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013
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Overall satisfaction - tram stop 29 4 I 95 98
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Distance from journey start 82
Convenience/accessibility 31 4 - 93 91
General condition/maintenance 34 5 I 93 95
Freedom from graffiti/vandalism 20 2. 95 98
Freedom from litter 27 8 . 94 94

Behaviour of other passengers 27 7 . a0 89
Information provided at the stop 87

Personal safety at stop
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m Very satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied ®Very dissatisfied

Q. Overall, how satisfied were you with the tram stop? & Q. Thinking about the tram stop itself, how satisfied were you with the following:
Base: All passengers - 265
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Satisfaction with punctuality of the tram (%)
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Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

Punctuality 25 5 93 94
Length of time had to wait 58 34 6 92 87
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied

Total about the same or a
little/much less than expected

Actual versus expected a1 foye)
waiting time 13 25 53 91 88
B Much less A little less About expected mA little longer ® Much longer
Q. How satisfied were you with each of the following? & Q. Thinking about the time you waited for the tram today, was it [...] than expected?
Base: All passengers - 266
o
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Expected and reported waiting times (%)

T v v n!\'\,'\f\v\mf\u o v s~y s DON1 A
Halll Fassceliycerl oulivey 2ul4a —
Expected tram waiting time
Autumn Significant  Autumn
2014 change 2013
Under 2 mins . 4 - 13
10-15 mins I 1 3
Over 15mins 0 3

Average expected waiting
time 6 minutes (2013: 7 minutes)

Reported tram waiting time

Autumn
2014

24

46

26
E
E

Average reported waiting
time 5 minutes (2013: 6 minutes)

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

Base: All passengers - 259

Significant  Autumn
change 2013

24

37

32
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21 per cent of NET passengers did not check to find out when the tram was meant to arrive (2013: 15 per cent)

Before leaving for the tram stop

Autumn Significant  Autumn

2014 change 2013
Leaflet/paper timetable I 5 - 10
Online . 9 13
Live tram locator/timings I 4 3

Disruption updates I 1
via social media

Other . 8 9

Q. Did you check any of the following to find out when the tram was meant to arrive?
Base: All passengers - 272

Electronic display

Information posters

Online

Live tram locator/timings

Disruption updates
via social media

Other

At the tram stop

Autumn
2014

Significant
change

I

| 2

0

| 1

0

| 1

O
Passengerfocus .ﬁ/

putting passengers first

= 18
A\

Autumn
2013

75



Why passengers did not check tram times (%)

Autumn
2014

Knew the trams ran frequently on this route _ 73

Already knew arrival times . 7

Could not find the information 0

Didn't have time - 13

Did not know when tram was meant to arrive I 1

Q. If you did not check to find out when the tram was meant to arrive, why was this?
Base: All not checking tram arrival information - 56
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Significant  Autumn
change 2013

88

12

0

12

2
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Satisfaction with start of journey (%)

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

20 9 I 89 94

Route/destination
information on tram

23 6 93 92

Exterior cleanliness

Ease of getting
on/off tram

20 3 . 92 95

Time taken
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base: All passengers - 268
=2 20
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Satisfaction on the tram (%)

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

Interior cleanliness/condition 30 5 I 93 92
Information provided inside the tram “ 26 11 I 86 83
Availability of seating or space to stand 25 12 - 78 77
Comfort of the seats 38 14 . 82 76

Amount of personal space 28 15 - 74 66

Provision of grab rails 36 11 . 84 76

Temperature inside the tram 39 8 l) 88 83

Personal security 41 10 . 84 85

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

Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
Base: All passengers - 267
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Satisfaction with on-vehicle journey time (%)
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2 per cent of NET passengers experienced a delay (2013: 4 per cent). Typical length of delay was 8 minutes

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

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

Q. How satisfied were you with the amount of time your journey on the tram took?
Base: All passengers - 268
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Availability of information inside the tram (%)

Autumn Significant Autumn
2014 change 2013

Audio announcements 94 91

Electronic display 94 96

Timetable 46 58

Fares/ticket information _ 47 56

How to make a complaint _ 22 39

NOTE: Significant changes are not shown for this question. The question was changed between 2013 and 2014 (by the addition of a ‘Don’t know’ option) and is not directly comparable

Q. Were any of these items of information present on the tram?
Base: All passengers - 261
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Satisfaction with tram staff driver (%)

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

Appearance 82 89
Greeting/welcome 69 77
Helpfulness/attitude 76 - 86
Safety of the driving 91 95
Smoothness/freedom 83 75

from jolting

Drops in satisfaction with tram
staff is likely related to the
m Very satisfied Fairly satisfied Neither/nor ~ ®Fairly dissatisfied ~ mVery dissatisfied  removal of conductors this year

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 - 268

-‘é?& 24
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Key factors that drive tram passengers to be very satisfied (%)

All passengers —2013/2014

B The length of time you had to wait for the tram
The information provided inside the tram
B The amount of personal space you had around you
B Your personal security whilst on the tram
= The punctuality of the tram
EValue for money

Its freedom from graffiti/vandalism

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. In order to increase robustness the analysis combines data from 2013 and 2014. Please refer to the TPS
technical report for a full explanation.

Base: All fare paying passengers - 498 (2013 and 2014)
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Worry or concern at other passengers’ behaviour (%)
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Autumn Significant  Autumn
2014 change 2013

All passengers - 4 6

Male - 4 6
Female - 3 5

Age16to 34 [N 4 4
age3sto 5o [N 4 10

Age 60+ . 1 3

Q. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your journey?
Base: All passengers - 266
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Whether tram journey was better or worse than usual (%)

Autumn
2014

80

Q. If you have used the tram before, how typical would you say today’s experience was?
Base: All previously using a tram - 263
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Significant  Autumn
change 2013

B Much better than usual 6
1 A little better than usual 8

About the same as usual 83
= A little worse than usual 3
® Much worse than usual 0

=
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Suggested improvements spontaneously mentioned by tram passengers (%)
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ram Passenger Survey 2014 — Nottingham

73 per cent (+) of passengers could think of no improvement suggestions to make (2013: 64 per cent)
Of the 27 per cent (-) who did, their suggestions are shown below (2013: 36 per cent)

More seating
Bigger/longer tram
Less crowded
Other space issues

More punctual/fewer delays

More frequent trams
Quicker/faster journey times
Other punctuality/reliability issues

Better information on-board
Other interior issues

Cheaper ticket prices

Better ticket facilities

Not enough checking of tickets
Other ticket issues

Address unruly behaviour
Improvements to tram stops

More staff

Other uncategorised issues

Autumn
2014
. 2
0
I 6 (= 3 per cent of all passengers)
I 6
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I 10

. 5
I 14
—— 75

I 16

Q. If something could have been improved on your tram journey today, what would it have been?

Base: All suggesting an improvement - 77

Significant  Autumn
change 2013

14

1
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Suggested improvements to the NET service — passenger verbatims
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There is a peculiar odour when | go on the tram. It's like going into a public toilet which has been
mopped with cheap disinfectant. Wish something could be done about that. Don't get it on London
underground or Glasgows clockwork oranges. Glad of opportunity to say, thank you

Ticket inspectors always on the tram rather than Free wifi
snhap inspections with "many" inspectors. Seats dirty

No greeting or human interaction, this has affected my
experience of the trams in a negative way, not like it used to

The electronic display was not working at first and staff just be. | also missed a tram whilst fiddling with the machine at
advised people to board the tram and then get off if it wasn't the tram stop for a ticket where previously | would have
the right one. The display/announcements didn't start up until boarded then purchased a ticket - this delayed my journey

we got to Market Square. This would need to be improved

Not all of the buttons on the tram work and so when More staff around. Didn't see one
pressed the driver didn't stop and so | had to get off at member of staff during the whole journey,
the stop after the one that | wanted only the driver

When the ticket inspectors get on why does the tram o )
have to wait at the same stop for them to get off, More staff checking tickets as | overheard people saying they
surely they could travel one stop and then get off so didn't have any. It's not right when most pay and others don't

that the tram can get on with its journey

2= 29
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Reasons for choosing the tram (%)

TuwvAmarms NAamaAma~aar Oiiv s~y DON1 A NlAttiim~nlamavmns [TurmmmmAaaans Tuaimard

Halll Fassceliyel osuivey Zul4a — INUUUTNyrialll EXPIess 1idllisit
Autumn Significant  Autumn
2014 change 2013

Best way to get where | was going 33 35

More convenient than the car (e.g. parking) _ 34 + 23
Quicker than other transport _ 12 10

Didn't have the option of travelling by another means - 9 15
Cheaper than the car - 5 6
Tram more comfortable than other transport I 1 2
Cheaper than other transport l 2 3

For the experience of riding the tram I 1 N/A*

Other . 3 6

*Not asked in 2013

Q. What was the main reason you chose to take the tram for this journey?
Base: All passengers - 264

O
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Frequency of using Nottingham Express Transit (%)

Tovamm~r DAaccAarm A Qi s~rs DON1 A NlAttiim~nlamavmns [TurmmmmAaaans Tuaimard
Halll Fassceliycerl ouivey cul4a — NUWUTNIyIidlill EXPIESS TTdlisit
Autumn Significant  Autumn
2014 change 2013
5 or more days aweer [ :: 43
3 or 4 days a week _ 14 19
Once or twice a week _ 18 13
once afortnight [N 1o 5
Once a month _ 7 8
Less frequenty | 14 0

This is the first time [ 4 2

Q. How often do you typically travel by tram?
Base: All passengers - 272

o_
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Sources for tram information (%)

Tram Passenger Survey 2014 — Nottingham Express Transit
Autumn Significant  Autumn
2014 change 2013
Phone: NET [ 10 13
Phone: Nottingham City Council | 1 4
Internet: NET website [ NI 6° 75
Internet: Nottingham City Council website [l 5
Internet: Other travel website [l 7
Travel shop I 12
Ask friend/relative | I 11 13
Ask tram staff [ RN 22 25
From a Park and Ride kiosk [l 6 N/A*
Smartphone app [l 6 7
Other | 1 - 5
Not sure [l 4 5
*Not asked in 2013
Q. If you needed information about your local tram services, e.g. times, fares, where would you obtain that information?
Base: All passengers - 265
\°¢
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Factors preventing more journeys being made (%)

Autumn Significant  Autumn
2014 change 2013

Places reachable [N 3> - 48
Frequency of trams || NI © 7

Reliability of trams |l 6 4

cost of using trams || | NNGTGEGEGEGEGEG 1° 26
Understanding the fares ] 1 2
Understanding ticket machines [l 5 + 0
Journey times | NI © 11

comfort of trams | 6 8

Level of crowding [ EGNGGNGNGNGNGNEEEEEEEEEEEE ° 40

Concern for personal safety ||  EGEGzGzN © 7
Tram network improvement works [l 6 N/A*

*Not asked in 2013. The addition of “Tram network improvement works’ in TPS 2014 could have caused the significant drops in other factors

Q. Have any of the following frequently stopped you making journeys by tram? (More than one answer permissible)
Base: All previously using the tram - 208
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Satisfaction with trams generally (%)

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

Punctuality
wningorimey A s g B 03

Frequency
rowotienres or). T o4 B o 89

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

Total good/very good

Ease of getting to
Connections with other
4 3 89

= Very good Good Neither/nor m Fairly poor m\Very poor

*Not asked in 2013

Q. And how satisfied are you overall with tram services for the following: & Q: How would you rate your local tram services for the following:
Base: All passengers - 263
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Passenger profile (%)

Tram Passenger Survey 2014 — Nottingham Express Transit
Tram
Significant
Autumn 2014 change Autumn 2013
Age
16-34 44 46
35-59 34 36
Over 60 23 18
Access to private transport
Easy 47 40
Moderate 27 - 36
Limited/none 25 23
Has a disability
Yes 15 12
Ticket type
Free pass holders 19 15
Fare-payers 81 85

Base: All passengers - 272
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Autumn
2014

Light rain

Significant
change

Heavy rain
Snow 0
Foggy I 1

lcy O

Q. What was the weather like when you made your journey?
Base: All passengers - 266
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Autumn
2013

85
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Journey purpose (%) — 1

Tuvmarms NAama~aAm~a~As O wos~w s DON1 A Nl Adbimn~nla s TMurimv~aemas Tomn~id

Halll Fassceliyel osuivey Zul4a — INUUUTNyrialll EXPIess 1idllisit
Autumn Significant  Autumn
2014 change 2013

Travelling to/from work

Travelling to/from education

Company business

Personal business

Health visit

Shopping trip

Visit friends or relatives

Leisure trip

Other

N o - 41
. E 13

SN
(6]

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

Base: All passengers - 265

2
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Journey purpose (%) — 2

ram Passenger Survey

Autumn Significant  Autumn
2014 change 2013
Sub-total: Business I 1 1

Q. What is the main purpose of your tram journey today?
Base: All passengers - 265
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Ticket type and modes of transport permitted (%)

Tumms NMNamaAaArmma~a~Ans O wor~w s DON1 A Nl Adbimn~nla s TMurimv~aemas Tomn~id
Hadlll Fasscellyel osuivey £ZuUul4a — INOWNyrialll EXPIEss 1Tdllsit
Autumn Significant  Autumn Significant  Autumn
2014 change 2013 change 2013
Sub-total: Single/return [ 20 27
Single 1 7 8 “Tram only 54
Return [0 13 20 )
E Train and 1
Sub-total: Season ticket/pass |IIIEGININ"N"NN_ 42 51 tram
Day pass [ 13 11 = Bus and ¥ 23
3 day/weekend O 0 tram
® Train, bus - 22
5days/1 week [ 4 5 and tram
10 days/2 weeks 0 0
4weeks/I month [0 12 19
Quarterly/3 months [0 3 + 0
lyear [ 9 13
Other time period 0 4
Free pass/journey [ 19 15
Other ticket type [N 18 + 7

Q. What type of ticket/pass did you use for this tram journey today?

Base: All passengers - 266

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

Base: All passengers - 268
4;‘
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Method of buying ticket and ticket format (%)

o~ NAaA~~~ ~a~ O wor~w s DON1 A ~dd v~ ~rmana T wsrimvmmnemas T oAt
Idlll Fasstelliyel oulvey Zula — INUWUNyridlll EAPIEess Tidlisit
Autumn Significant  Autumn Significant  Autumn
2014 change 2013 change 2013
Ticket machine at sto _ 51 N/A*
P “ Paper 55
Conductor that day N/A* 52 ticket/pass
® Photocard pass - 42
Travel shop || GG 10 22
= Plastic card + 2
Direct from the tram company - 10 8
) m Ticket
Rail/bus company [JJl| 10 10 mlgb(ieleOn °
Local shop or post office I 1 4 ® Other format 2

Direct debit through work/college

Other

*Not asked for NET

Q. How did you buy that ticket or pass?
Base: All fare paying passengers - 218

| [ 1
M s 3

Q. In what format was your ticket?
Base: All passengers - 262
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How got to and from the tram stop (%)
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Autumn Significant  Autumn
2014 change 2013
57 54
Cycled Iol

hU‘I
wh OO

Car - dropped off

) . 24 22
Car - Park and Ride m 11

Car - parked elsewhere .0
6 - 14

oo [ 12 14

. 5 3
ran [ 3
1

1

Other 8

mGottotramstop  mLeft tram stop

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base: All passengers - 266
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NET stops used by passengers surveyed (%)
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54 per cent of passengers were on an outward journey, 39 per cent on a return and 8
per cent on a one-way trip (2013: 51 per cent, 45 per cent and 4 per cent respectively)

85 per cent of passengers had a seat for their whole journey. 3 per cent said they had
to stand but would have liked to have a seat (2013: 82 per cent and 6 per cent)

Boarding e St A Alighting e e

e Hucknall 14 20 * Royal Centre 22 + 13
» Station Street 14 19 e Old Market Square 19 17
e Phoenix Park 13 12 e Station Street 11 9
* Old Market Square 12 11 * Phoenix Park 9 6
e David Lane 7 I 3 e Hucknall 8 14
e Wilkinson Street 6 + 1 e Nottingham Trent University 5 4
* Nottingham Trent University 5 4 1 e Lace Market 4 7
* Royal Centre 5 3 e The Forest 4 5

e Wilkinson Street 3 4

Any changes in tram stops used reflects the sample of passengers in this survey rather than actual usage of stops
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 - 272
0
45
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Where NET passengers live (%) — by postcode

faim

Autumn
2014

ncis-NGis [ S
Nce [ 17
NG7 [ 1
Nl ¢
nes [ 4
NG11-NG14 [ 1
other NG [ 3
Any other [N 15

Q: What is your postcode?
Base: All giving a postcode - 217

\'-Au’\AA MAIAAI

Significant Autumn
change 2013

- 37
18

o w1 o1 o1 O

2
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(Mottingham) Shift Date
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Pazzenger Focus is the official, independent consumer organization that represents Train, Bus and Tram passengers.

To help us represent the views of passengers in your area we would appreciate a little of your time to complete this
guestionnaire about your journey on Mottingham Express Transit (NET) 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 seck improvements on your behalf.

To find owt more abowt our work please visit www.pazsengerfocus.org.uk. You can slso follow ws on Twitter
@ passengerforus

Please fill in the guestionnaire after you have completed your journey with MET.

Please tick only one box per guestion, unless that guestion reguests otherwise.

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

1. About your journey on NET

aila. At which stop did you board this tram?

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

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

I:I:l Hour I:I:l Mins [Plegse use 24 hour clock e g 5.25pm showld be written g5 17:25)

Q3a. What type of ticket or pass did you use for this journey on NET? (Please tick one box only)

Season Ticket/Kangaroo/Mango/student
LAY ettt ce e e e O
3 day/weekend . d
Sodays/lwesk .
10 days 2 wesks
4 weeks/L month ..
Quarterty/3 months..

A free pass or free journey
Elderhy person’s PS5 .o
Dizzbled person's paszs
complime ntary/free ticket ...

Other ticket

Park and Ride O

Other time period [please write in} O
-0
Sinzlefreturn ticket
Single ticket.
Return tickst ..
a3b.  what modes of transport does your ticket allow you totravel on?

NET only .. Bus and NET. |
Trainand NET ... Train, Bus and MET .O

1001001

as.

ae.

a7.

Qs

as.

axm

anz,

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

on to the fare machine

How did you buy that ticket or pass?

Ticket maching at the SLOP .oveeeeveeeeee. O
Direct from Mottingham Express Transit
[website/ phone)
Travelshop ...
Rail/bus company ...

Anm-ticket [sent toyour mobile phone|... O
CHRET FOMMEE e e eeee e eeemae e e e s O

From 3 loca | shop or post office.
You had a fres pass
Direct debit through work/coliege
Other ....

oooo

What is the main purpose of your journey on MET today?

Traveling toyfromwork....... |:|
Trawvelling to/from education

[e.z. college, schogd).........ccoeeeeeeeaenen O
Oncompany business

[or own if zef-employed) ... O
Onperzonal business

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

Health visit [Doctor/hospital/ denti
Shopping trip
Wisiting friends or rela tive
Leisure trip [e.g. day out).
Other .o

CoO0o

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

Outward ..
Return

ONE WY TR O e O

were you traveling with...? (Please tick off thor opply]

Children ina buggy or pushchair ............. O
Children {under 12} who were wa lking...... H
& wheelchair/maolbility socooter ...

BCETET Leieeeieeeeas
Lots of bags or luggage.
Mone of these. ...

ooo

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

onfootfwalked ..o O

l=d H

Cycled...oe -
.d
0

Car - dropped off ...
Car-parkedelewhere.

Car - and uzed Park and Ride

Bus ....
Train ..
Tram..
Other ....

0000

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

Onfootfwalked ..
Cycled..ee
car - picked up
Gar - and used Park and R
car - parkedekawhere .

|
.|
.0
O

Bus ...
Train..
Tram..
Other ...

0000

What was the main reason you chose totake NET for this journey?

(Pieose tick one box only)
Cheaper than the car
Cheaper than other transport
More convenient than the car

[e.g. parking]..
Didn't have the option ng

by another means ... O

Quicker tha nother transport ...
Best way to get where | am going .
Tram more comfortable than
other transport ..
For the experience of riding

alulialn

Other [pleaze write in]

what was the weather like when you made your journey, was it?

Light rain
Heawy rain...

ooo
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2. About the tram stop where you boarded this NET tram
13. Thinking about the tram stop itself, how satisfied were you with the following?
iaar Dea’t
vy raisy  amtafad mor raicy Ve lemcwime
aafad  aafad Prieee
Its distance from your journey start
- d | | O O |
The comvenie nce//accessibility of its location O O O O O O
Its general condition/standard of maintenance.. O O O O O O
Its freedom from graffiti/vandaliz m . O O O Oa O O
Its freedom From LS e O O O O O O
Behaviour of fellow passengers waiting at thestop. [ O O O O O
The information provided at the tram stop O Od O Oa Oa O
Viour persona | safe ty whilst at the tram stop__ O O O O O Od
aia,  Owverzll, how satisfied were you with the tram stop?
.. d Fairly diszatisfied . d
....... O very dissatisfied .... g
Meither satisfied nor dissatisfied... . d Don’t know/ Mo opinion ........... . Od
3. Waiting for the tram
Qis.  Approwimately, how long did you wait for your tram?
(Plegse write in the time in minutes) I:I:I
Qiga. Did you check any of the following tofind out when the tram was meant toarrive?
(Piegse tick olf thot opply)
Before leaving for the tram stop At the tram stop
Leaflet/ paper timeta blz | Electronic display at the stop |
Oniling tram times ... d Information posters at the stop.. . O
Live tram locator/timings anline tram times O
[e.g. via mobile a pp/fweb) .. 4 Live tram locator/timings
Disruption updatss [e.2.via mobileapp/web) oo O
[e.g. on Twitter/Facebook).... | Disruption updates
Other . gd [e.g. on Twitter/Facebook)... |
Other .Od
Qisb. Ifyou did not check to find out when the tram was meant toarrive, why was this?
(Piegse tick olf thot opply)
Knew the tramsran D't have time ... O
frequently on this route .. . gd Did not know when the tram
Already knew arrival times.. ‘was meant toarrive .
Could not find the information .. . O
017, Approximately how long did you expect to wait for the tram?
[Flegse write in the time in minutes) I:I:l
0183, Thinking about the time you waited for the tram today, was it..
nuch longer than expected ... O A little less time than you expected ... O
& little longer than you expected ............ O Much less time than you expected........... |
About the length of time you expected.... O
018b, Were you able to board the first tram you wanted to travel on?

Q1% How satisfied were you with each of the following?
LT Oe="t
vary maidy  amafad o ey Vary  emzwyms
amafad  amafed e
The length of time you had to wait for the tram | O O O O O
The punctuality of The tram . e O O O O O O
4, On the tram
Q20 Thinking about when the tram arrived, plesse indicate how satisfied you were with the following:
Mt Doa"t
vary raidy  amafad o ey Vary  emzwyfms
amafad  amafed zzman
Routefdestingtion information on
the DUtsite 0T hE TraM.. e | O O O O O
The cleanliness and condition of
the outside 0f the tram....ooeeeieas d O O d d O
The saze of getting on to and off of the tram ........... a O O a d O
The length of time it took toboardthe tram........... o 0O O | a O
Q21  Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
Natar Dt
vary Faidy  asafad o Py Vary  Emowfms
wiafed asafed dusafed dmsiafed Smsafad oo
The cleanliness and condition of the
inside of the tram . a O O a a O
O O O O O O
sufficient room for all the passengerstosit/stand ... [] O O O O O
The comfort of the seats. ..o | O O O O O
The amount of personzl space you had
ATOUN YOU 1o ne e mensennnns O O O O d O
Provision of grabrails to hold on to when standing/
moving about the tram ... O O O O O
The tem perature inside the tram ... O | | O O O
¥our persona | security whilst on the tram............... d O O d d O
The amount of time the journey took .......ccoeoeveeeee d O O d d O
smoothness/freedom from jolting during
TRE JOLITIEY oo a O O a a O
022, Did you get a seat on the tram?
ez —for allofthe journey ... O Mo - butyouwsre happy tostand ........... O
¥es —for part of the journey ... O No - but youwould have likeda seat ... O
023a. Did other passengers’ behawiour give you cause to worry or make you feel uncomfortable during your

journey?

-‘-;94 49
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Qz23b. Ifyes: Which of the following were the reasonfs) for this? [Please tick olf thot opply)

Pazzengers drinking//under Pazzengers not paying their fares . O 5. Your overall opinion of the MET journey you made when given this questionnaire
the influence of aboohol ...eeeeea O Feston zeats . O

Passengers taking/under Music being played loudly .. - d az8. Owverall, taking everything into account from start to end of this journey, how satisfied were you with your
the influence of drugs ... O Smaoking | journey on MET today?

abusive or threatening behaviour ... O Graffiti or vandalism . d ery satisfied O Fairly dissatisfied

Rowdy behaviour O Loud use of mobile phane - O Fa-irh- 55ti_=.f';=:lm ’ very dissatisﬂ=-d -

Pazsengers not ing Other [please write in] o - - -

assenger .n ) raving T (please write inj Meither satizfied nor dissatisfied ... O Dion't kmowe, ND Opimion ... O

outof priority seats .. |

28, Ifsomething could have been improved on your journey on NET today, what would it have been?

023c.  Ifyes: What local area was the tram traveliing through or at which stop was it when you were worried or
concerned?

Q24a. Was your journey with NET today delayed at all?
=TSRSS O - BN O Q30  How satisfied were you with the value for money of your journey on NET?
very satisfied.... . O Fairty dissatisfied..
Qzab. Ifyes: Why was this? (Please tick all that apply) Fairly satisfied ... | very dissatisfied...

Duetoa signal/points failure .ol O Time it took passengers to board/ Neither satiz fied nor dissatisfied . .0 Don't know,/ No opinion..
Road congestion/traffic jam... O pay for tickets
Dustoa tramfailure o O Hadto use bus replacement sery 031. What had the bigzest influence on the ‘value for money’ rating you gave in the previous question?
Flanned enginsering works. |:| Other (please write in}
Poor \'.'=at::=r ":Jn::ll-:i:unsp 0 | P The oozt for the distance travelled ... O
The tram wa iting too long atstops. .. O Moreasongen.. The cost of the tram versus other Comfort/journey quality for
The tram wa iting too long atsignals | O Dor't know modes of ransport ... O the fare paid.... e O
The fare in comparizon to the oost & reason not mentioned above
of everyday MEmME ..o O [pleaze write inBox) ..o O
025.  Ifyes: By approwimately how long was your journey today delayed?
(Plegzs write in the time in minutes) |:|:|
Qz26. Were any of these items of information present on the tram?
Yes No Don't know
A mapof the tram route Journsy tiMES ..eeeeeeeeeeeeceneeesaeesneeaenas O O O
Audio announcements &.g. saying the next tram o .oovveeeeeeeeeanas O O O 6. Your opinion of trams generally
Anelectronic display .2, showing the nest tram stop ..vveeeeeeeeeenns O O O
32a. How would you rate MET services for the following:
Information about tickets/fares. .. O O O o ¥ " — I
AEMETEBIE e O O O :_:: s T _— i ::m:,o
— ; en e B - Ezze of g=tting to local amenities
Details of how tomake a complaint, if you hadone O O O [.2. shops, hospitaks, leisure fa dlities)............... O O O O O O
Connection with other forms of
Q27. Thinking about any MET staff you encountered on your journey, please indicate how satisfied you were public transport {e.g. trains/buses) .................. O | | O O |
with each of the following:
I S 032b. And how satisfied are you overall with MET services for the following:
Vary redy  astafad mer Py Vg v e De="t
arafad amaded dmatafed daaaded dusafed opoes vary Paidy  amadad mee rmcy vary ———
arafad arafed  dhasafad  dhamafad Saeafed seitiee
The appearance of amy staff.......oooi O O O O O O Ease of buying your tcket .o O O O
Ary gresting/welcome you got from the staff......... O O O O O O Punctuality {running on time) ........... O Od Od O O |
The helpfulness and attitude of the staff...ooeeen.... O O O O O O Frsqusn:y.lh:w :fts_nth& trams runj - O O O O O O
The safety of the driving Rangs of ticketzs available......................... O O O O O O
(ie. appropriateness of 5
driver concentrating) O | | O O O
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a3i3 If you needed information about your local tram services, e.2. times, fares, where would you obtain that
information? (Plecse tick off thot opply)
Phone: NET ... . O ask frignd/relative. . O
Phone: Nottingham City Couw . d From a3 Park and Ride kiosk |
Imternet; NET webshe ...oeen O Smartphone a3pp .. ..d
Imternet: Nottingham City 2=k tram staff .. g
Council website. ... - O Other .. |
Imternet: Other travel website . |:| Mot sure |
TrAVEISHOD cooeeesee e sesaeesase e aeannaaan O
03. How often do you typically travel by MET? (Please tick the closest to your frequency of tram use)
5 or more days 3 week - O Onoce 3 month .. O
3ord daysaweek . - O Less frequenthy . - g
Onee or twicea week - O This is the first time | have used NET ... O
Onee a fortnight - O
a3s. Ifyou have used MET before, how typical would you say today's experience was? Was it...
Much better than wsual.... | & little worse than wsual ..
& little better than usual - O Much worse than uswal.
About the same as usual . O
Q36 Have amy of the following frequently stopped you making journeys by tram? (Pisase tick off thot opply)
The places you can reach by NET .. O How long journeys take
The frequency of trams in the area - O when going by MET..c.oviiieiecnns |
The reliability of the trams_.................. O The comfort of the trams . O
The cost of using NET.... . O The level of crowding on the trams O
Understanding the fares | A concern for your personal
Understa nding the ticket machings ... O SETELY 0N MET ceeeee e aeesss e O
Tram network improvement works.......... O
7. About you
QA Areyou..?
S O FEMAIE . ovreeesesee e s s s ssn s sannans O
aB. Im which age group are you?
16-18 O
18-25 ... - d
26-34 ... - d
35-44 ... .4
4554 D
ac. Areyou...?
working full time [ 30+ hours) REHINED e e O
Working part time [under 30 hours) Full time student. ... O
Mot working —s=sking work ... OThET e O

Qapa. Are you affected by any physical or mental health conditions or illnesses lasting or expected to last 12
months or more? (Plegse tick off thot apply)

MO = HOME e mmassann
Yes — Vision {e.g. blindness or partial sight)
‘fes — Hearing (e.g. deafness or partial hearing)
ez — Mobility (e.2. only 3 ble to walk short distances or difficulty clim bing stairs) .
fes — Dexterity | e.z. difficulty ifting and carrying objects or uzing a keyboard)..
‘fes — Learning or understa nding or concentrating .
Yes— Memory ...
fes— Mental health .
FEE — SN O Bt e e
Yes — Sodally or behaviourally (for example associated with autism,
attention deficit disorder or Asperger's syndrome) ...
& condition not mentioned 3BOVE s

I

apb. Does your condition orillness have an adverse effect on your ability to make journeys by tram?
ves, 3ot ez, 3 little
Mot atall..

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

White .. | Chimess ..
Mixzd ... . Od Asianor Asian British
Black or Black British .4 Other ethnic group

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

You have s car available You havea car available but

and don’t mind driving .... .4 prefer not 1o drive .o O
You don't have a car availabl - O
as How often are you able toask someone else to drive you for local journeys?
allor most of the time . .Oa vou don't have anybody you camask ... []
Some of the time.......... . |:| Mot 3pplicable e |:|

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

N [

Live outside the UK .ooeeeeeeeeeseeesaaeens O

Please complete the contact details reguested below if you would be happy to participate in future research projects
about travel.

melegnoneoumbers [ | [ [ [ [T TIITTITITTITIT1]]
HEEENEEERERERENNREREEEEN

Mamee:

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 P3zEEnger Survey
Perspective Ressarch Services Ltd -]
FREEPOET [RSKL-SKUZ-TSYE) j
Kingzhourns Houss
225-231 High Holborn
LONDON WCLV 7DA

bdre continental *

re=tal] am rEcenioel maroct rovcanch agmoy v e
fmzzzive Womam Sowa,a pet =t RO S el
C2329 99 o v TR s kwhe wil ety BORC Cortroelal smiied s it ot mais kst et
o 0207 80 J18e
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