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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

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

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

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

This is the report for the Edinburgh Trams system, with relevant comparative data for
bus and train for the Edinburgh City area.
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Methodology — fieldwork

—
;
]
)
)
)
)
)
)
:
)

Edinburgh Trams (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: 596 interviews (531 paper and 65 online)

Bus (BPS) data for Edinburgh City area
Fieldwork: 10 September to 30 November 2014

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: 1226 interviews

Train (NRPS) data for Edinburgh City area
Fieldwork: 1 September to 9 November 2014

Method: Self-completion paper questionnaire

Sample size: 451 interviews

The stations sampled in Autumn 2014 and the number of interviews (unweighted) achieved are shown below:

Edinburgh Waverley 395
Haymarket 27
Edinburgh Park 15
Newcraighall 9
Dalmeny 5
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Methodology — data analysis
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ram Passenger Survey 2014 — Edinburgh

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.

Edinburgh Trams was not part of TPS in 2013. An Autumn 2013 comparison is therefore not
included 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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Edinburgh
The Edinburgh Trams system e' TramS
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Route map:
Ingliston Park & Ride Gyle Centre Edinburgh Park Station Saughton Murrayfield Stadium West End - Princes Street | 5t Andrew Square
| ifor Bus Station & Waserbey Station)
Blo
({3 {3 () (35 (3 ¢ (3 () () (3 ____{) (3 () (]
Edinburgh {far Haymarket Station)
Alrport Gogarburn Edinburgh Park Central Bankhead Balgreen Haymarket Princes Street York Place

* The Edinburgh Trams route consists of 15 stops, running 8.7 miles between Edinburgh
Airport and York Place

* It opened on 31t May 2014; no annual passenger journey data exists

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

* Tram stops have Passenger Information Displays
» Trams run every 8-10 minutes Monday to Saturday and every 12-15 minutes on Sundays

* There were no significant issues affecting tram services during the fieldwork period.

% s
Passengerfocus i \




2=
Passengerfocus I \\Y




o
Passengerfocus W

putting passengers first



Summary of key findings (1)

L

~~ P YeataVelaVYe Vel d

Tra Dacc fieam s DN A P I SR
Halll Fassceliycerl ouivey Zuli4a — culiripuiryri

* OQverall satisfaction for journeys on Edinburgh Trams is very high (95 per cent). This is
consistent with the same measure on the Bus Passenger Survey (94 per cent) and
considerably higher than the National Rail Passenger Survey (85 per cent). The high
level of overall satisfaction is consistent across key passenger groups

* Amongst fare paying passengers eight out of ten (83 per cent) were satisfied with the
value for money of their journey on Edinburgh Trams. This is the same as journeys for
the bus (83 per cent) and higher than for the train (56 per cent)

* When evaluating whether a journey represents value for money, amongst those who are
satisfied with value for money, the cost for the distance travelled is the most important
factor. Amongst passengers who are not satisfied with value for money, the cost of the
tram versus other modes of transport is most important

* The main factor that drives passengers to be very satisfied with their journey on
Edinburgh Trams is the amount of time the journey takes, followed by the safety of the
driving and the distance of the tram stop from the start of their journey. 86 per cent of
passengers were satisfied with journey time, 94 per cent with the safety of driving and
82 per cent with the distance of the tram stop from the journey start.

2 g
Passengerfocus I/ \




Summary of key findings (2)
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Tram Passenger Survey 2014 — Edinburgh

* More than nine out of ten (94 per cent) Edinburgh Trams passengers were satisfied with
the punctuality of the service

e Just over a quarter (27 per cent) spontaneously suggested an improvement to
Edinburgh Trams. The most mentioned improvement was to have quicker journey times
(25 per cent of those mentioning any improvement)

e Other improvements related to better ticket facilities and the tram interior

* The profile of Edinburgh Trams passengers is quite young, with 32 per cent in the 16-25
age group

e Just less than half (45 per cent) were using the tram for commuting reasons: 37 per cent
for work and 8 per cent for education

* Due to the young profile of tram passengers only 11 per cent were travelling with a free
pass. This compares to 28 per cent of bus users.
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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

Total fairly/very satisfied

Tram Autumn
2014

All passengers 25 31 95
Male 24 41 95
Female 26 21 96
Age 16 to 34 28 4 96
Age 35to 59 [N 26 <y | 94
Age 60+ 13 ul | 97

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

Bus

All passengers 38 51 94
Male 40 | 95
Female 38 5 1 94
Age 16 to 34 47 7 N 91
Age 3510 59 39 31 96
Age 60+ 24 3 96

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

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 - 591 (Tram), 1134 (Bus)
T
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Overall satisfaction (%) — by passenger type

Tram

Bus
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Total fairly/very satisfied

Autumn
2014
All passengers 25 <Y | 95
Fare-payers 24 41 95
Free pass holders [ 28 1. 97
Commuting 31 41 94
Not commuting 20 21 96
m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
All passengers 38 51 94
Fare-payers 44 5 W 93
Free pass holders 24 3l 96
Commuting 45 6 2 93
Not commuting 32 31 95
m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied m Very dissatisfied
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 - 591 (Tram), 1134 (Bus)
--94
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Value for money (%) — fare-payers only
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Total fairly/very satisfied

Tram Autumn
2014
All passengers 27 10 el 83
Age 16 to 34 24 10 [wena 81
Age 35 to 59 29 1 84
Commuting | — 25 12 B 84
Not commuting 28 8 [momwa 82
m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
Bus
All passengers 35 11 s 83
Age 16 to 34 35 13 7 2 79
Age 35 to 59 36 °o = 88
Commuting 39 1 s 83
Not commuting 30 12 A 82
m Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied m Very dissatisfied

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 532 (Tram), 774 (Bus)

T
Passengerfocus [/ \

putting passengers first




What influenced value for money rating (%)
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Tram
Those satisfied with value for money Those not satisfied with value for money
. : §
m Cost tram versus other transport m Cost for distance travelled Comfort/quality for the fare paid
= Fare compared to everyday items = Other reason
us
2014

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

® Fare compared to everyday items m Other reason (Cost of making same trip by car not specifically coded for BPS)

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 - 507 (Tram), 758 (Bus)
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Satisfaction with the tram/bus stop (%)
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Total fairly/very satisfied
Autumn
Tram 2014
Overall satisfaction - tram stop 29 pall 97
Distance from journey start 33 11 e 82
Convenience/accessibility 30 11 32 84
General condition/maintenance 17 41 95
Freedom from graffitiivandalism 13 3 97
Freedom from litter 15 ] | 96
Behaviour of other passengers 18 6 1 93
Information provided at the stop 28 11 il | 87
Personal safety at stop 20 5 1 94

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

Bus

Overall satisfaction - bus stop 42 9 @ 87
Distance from journey start [ - 29 4 M 95
Convenience/accessibility 32 5 92
General condition/maintenance 38 13 5 @ 80
Freedom from graffiti/vandalism 34 13 4 B 79
Freedom from litter 38 13 6 B 78

Behaviour of other passengers N/A*
Information provided at the stop 49 36 9 B3 86

Personal safety at stop 52 34 10 23 86
. m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
*Not asked in BPS

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 - 576 (Tram), 1073 (Bus)
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Satisfaction with punctuality of the tram/bus (%)

Tram

Punctuality

Length of time had to wait

Actual versus expected
waiting time

oy}
c
(7]

Punctuality

A little less

Fairly satisfied

24

Neither/nor

About expected

N1 A
LUl4 —

m\Very satisfied

B Much less

Actual versus expected
waiting time

m\Very satisfied

B Much less

20

A little less

Fairly satisfied

Neither/nor

About expected

52

E Fairly dissatisfied

m A little longer

® Fairly dissatisfied

m A little longer

E A il Tmmn o
cuiripuryrl ridilris
Total fairly/very satisfied
Autumn
2014
21 6 94
25 5 I 92

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

El -

®Much longer

46

Total fairly/very satisfied

Autumn
2014
27 7 l 89
29 7 l 89

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

EE -

®Much longer

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 - 584 (Tram), 1159 (Bus)
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Expected and reported waiting times (%)
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Tram Expected tram waiting time
Autumn
2014

under 2mins [l 7
25mins I 7
5-10 mins - |
10-15mins JJj 3

over 15mins | 1

Average expected waiting
time 7 minutes

Bus Expected bus waiting time

under 2 mins [ 9
25mins | 5o
s-10 mins [ 32
10-15mins [l 6

over 15mins || 3

Average expected waiting
time 7 minutes

Reported tram waiting time

Autumn
2014

I 27
K
I -

|

|

Average reported waiting
time 5 minutes

Reported bus waiting time

P 17
P 40
P 25

s

s

Average reported waiting
time 6 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 - 574 (Tram), 1243 (Bus)

B
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How passengers checked tram/bus times (%)

~~

Tran

U
Q
n
n
@D
«Q
D
-
0]
Ci

Tram 18 per cent of Edinburgh Trams passengers did not check to find out when the tram was meant to arrive

Before leaving for the tram stop At the tram stop
Autumn Autumn
2014 2014
Leaflet/paper timetable | 2 Electronic display [ GG s
Online - 11 Information posters I 2
Live tram locator/timings - 12 Online | 1

Disruption updates
via social media

Disruption updates
Other l 4 . . -
via social media 0

| 1 Live tram locator/timings || 2

other | 2
Bus
Before leaving for the bus stop At the bus stop
Paper timetable - 10 Electronic display _ 38
online [ 19 Timetable [N 17
Live bus locator/timings | NG 25 online ] 4
Disruption updates L
viapsocialpmedia l2 Live bus locator/timings [l 15
Disruption updates
Oth
e l 4 via social media I 2
other | 2

Q. Did you check any of the following to find out when the tram/bus was meant to arrive?
Base: All passengers - 596 (Tram), 960 (Bus)

2 19
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Why passengers did not check tram/bus times (%)

ITram Autumn
2014

Knew the trams ran frequently on this route _ 66

Already knew arrival times . 5

Could not find the information I 2

Didn't have time - 12

Did not know when tram was meant to arrive l 4

oy}
c
(7]

Knew service was frequent _ 68
Already knew arrival times - 17
Could not find the information I 1
Didn't have time - 14
Other . 6

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 - 108 (Tram), 206 (Bus)
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Satisfaction with start of journey (%)

Tram

Route/destination
information on tram

Exterior cleanliness

Ease of getting
on/off tram

Time taken
to board

m Very satisfied

oy}
c
(7]

Route/destination
information on bus

Exterior cleanliness

Ease of getting
on/off bus

Time taken
to board

m Very satisfied

Fairly satisfied

Fairly satisfied

Neither/nor

Neither/nor

N
N

® Fairly dissatisfied

(o))

(o]
(o))
N

E Fairly dissatisfied

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

Base: All passengers - 579 (Tram), 1140 (Bus)

w
=

(o] |
‘|

30

27

26
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Total fairly/very satisfied
Autumn
2014
n i e
14 6 94
11 4 95
11 4 I 95
mVery dissatisfied
6 1 o
s I o
sl o
sl o
m Very dissatisfied
-94‘
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Satisfaction on the tram/bus (%)

Tram

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

m\Very satisfied

oy}
c
(7]

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

mVery satisfied

Fairly satisfied

Fairly satisfied

Neither/nor

Neither/nor

® Fairly dissatisfied

E Fairly dissatisfied

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

Base: All passengers - 588 (Tram), 1165 (Bus)

Total fairly/very satisfied

Autumn

2014

14 2 97

23 1 @ 87

23 10 e 84

27 7 Bl 89

11 s 82

26 9 21 88

14 B2 82

22 8 92
mVery dissatisfied

s 21 89

19 21 78

29 5 i 94

11 24 85

10 Bl 85

36 8 1 91

o 5N 85

32 8 1 91
mVery dissatisfied

-94‘
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Satisfaction with on-vehicle journey time (%)

Tram Passenaer o...,.. invy DN A P I SR
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Total fairly/very satisfied

Autumn
2014

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

Q. How satisfied were you with the amount of time your journey on the tram/bus took?
Base: All passengers - 572 (Tram), 1158 (Bus)

> 23
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Availability of information inside the tram/bus (%)

Tram Autumn

Route map/journey times | R 5°
Audio announcements | o0
Electronic display [ R R, o/
Faresiticket information || KGN /4
Timetable |G 16
How to make a complaint || | | I 21

oy}
c
(7]

Route map/journey times [ NGNIEEGEGEGEGEEE 32
Audio announcements [l ©
Electronic display [ NN 14
Fares/ticket information [ NN 56
Timetable |GGG 24
How to make a complaint [ NN NN -1

Q. Were any of these items of information present on the tram/bus?
Base: All passengers - 573 (Tram), 983 (Bus)

Passengerfocus i/ \
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Satisfaction with tram staff/bus driver (%)

Tram
Appearance
Greeting/welcome
Helpfulness/attitude

Safety of the driving

Smoothness/freedom
from jolting

Bus
Appearance

Greeting/welcome

Helpfulness/attitude

Safety of the driving

Smoothness/freedom
from jolting

||
b |
N
w

(o)}

-
~
(e}

m\Very satisfied

Fairly satisfied

Neither/nor

28

m Fairly dissatisfied

m\Very satisfied

I
IS

(631
~

N
(83

Fairly satisfied

Neither/nor

w
o

W
o

33

w
o

m Fairly dissatisfied

23

Total fairly/very satisfied

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 - 582 (Tram), 1077 (Bus)

Autumn
2014
24 5 1 94
10 B e
8 B 89
19 5 94
8 B 9
mVery dissatisfied
71 @
20 g s
21 BB
o 1 o
15 [5@ s
mVery dissatisfied
O
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Key factors that drive tram passengers to be very satisfied (%)

All passengers — 2014

B The amount of time the journey took

The safety of the driving (i.e. appropriateness of speed, driver concentrating)
m |ts distance from your journey start e.g. home, shops
m Sufficient room for all the passengers to sit/stand

= Value for money

The key driver analysis uses Multiple Linear Regression and is performed in two stages. First, the drivers of satisfaction are identified. Satisfied passengers are defined as those
who are either very or fairly satisfied with their journey. Once the drivers of satisfaction have been determined, the non-satisfied (very dissatisfied, fairly dissatisfied and neither/nor
respondents) are removed, and a new regression analysis is run to determine which factors drive people to be very satisfied (rather than fairly or very satisfied). The key drivers
displayed above are those that drive passengers to be very satisfied. Please refer to the TPS technical report for a full explanation.

Base: All fare paying passengers - 540 (2014)

-‘-;94 26
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Experience of delays (%)
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3 per cent of Edinburgh Trams passengers experienced a delay. Typical length of delay was 7 minutes
Autumn
Tram 2014

Signal/points failure 0
Tram waiting too long at signals NN 9
Had to use bus replacement 0
Tram waiting too long at stops NG 15

Congestion/traffic jam NI 418

Tram failure 0

Poor weather 0

Time it took passengers to board N 4

Planned engineering works 0
Other HH 3
No reason given for delay Il 3
Not sure NN 30

Bus

congestion/traffic jams || NG -0
Time it took passengers to board/pay for tickets _ 32
Road works - |, 57
Bus waiting too long at stops || | NNGGIEG 11

The bus driver driving too slowly [N 7

Poor weather conditions [N 8

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 - 17 (Tram), 517 (Bus) Caution small base

2
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Worry or concern at other passengers’ behaviour (%)

Tram

All passengers

Male
Female

Age 16 to 34
Age 35to 59
Age 60+

oy}
c
(7]

All passengers

Male
Female

Age 16 to 34
Age 35to 59
Age 60+

Autumn
2014

I 2

. 2
[

. 2

[l
. 2

4

4

4
4
4

)

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

Base: All passengers - 588 (Tram), 1178 (Bus)

=
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Types of worrying/concerning behaviour (%)

Tram

Base too small to report

Autumn
2014

Rowdy behaviour [ 37
Passengers under influence of alcohol IIIIEEEEGNES 22
Passengers not paying fares N/A*
Loud use of mobiles N/A*
Passengers playing loud music I 25
Abusive or threatening behaviour NG 12
Passengers under influence of drugs NN 13
Graffiti/ivandalism [l 3
Feet on seats [N 43
Smoking N 11

oy}
c
(7]

*Not asked in BPS
Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base: All experiencing worrying/concerning behaviour - 8 (Tram), 36 (Bus) Caution small base
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Whether tram journey was better or worse than usual (%)
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E Much better than usual

7 A little better than usual
About the same as usual
= A little worse than usual

® Much worse than usual

76

Q. If you have used the tram before, how typical would you say today’s experience was?
Base: All previously using a tram - 439
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Suggested improvements spontaneously mentioned by tram passengers (%)
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assenger Survey 2014 — Edinburgh
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73 per cent of passengers could think of no improvement suggestions to make
Of the 27 per cent who did, their suggestions are shown below

Better/more comfortable seats
More seating

Better seating arrangement
Other space issues

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

Better information on-board
Improved temperature
Other interior issues

Better ticket facilities
Cheaper ticket prices

Other ticket issues

Improvements to tram stops
Better presented/friendlier staff

Other uncategorised issues

Autumn
2014

OOOOI

4

I 25
5

. 4

I
I °
m 2

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

Base: All suggesting an improvement - 175

6 (= 2 per cent of all passengers)
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Suggested improvements to the Edinburgh Trams service — passenger verbatims
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There were no lights working at the tram shelter at Gogarburn that day. I'm glad
there were lots of people leaving work and it was peak commuting time and o
passengers were waiting at the stop as it would have been a safety concern if | The electronic displays at the
was the only passenger at the stop awaiting to board stations do not update correctly. It

can say that the next tram is due in
2 mins for several minutes

Why can't | make card payments for sums under
£3.00 at the ticket machine and why can't | use a

contactless card at the ticket machine and why can't | Every time the tram went round a corner there was a
get change from the ticket machine? horrible screeching noise, like nails scraping down a

blackboard... it was awful and actually quite scary -
sounded like tram was coming off the rails!

Single m tickets should be usable on
either bus or tram. They need to be
purchased separately Quicker journey time, faster cruising speed for the tram once past
Haymarket. Not having to validate a pass which is already valid
for travel on other modes of transport like the bus

| thought that the tram would be a quicker
way into town but as it turned out it wasn't | think a city map on
the trams / stops could
be helpful for people
to know where exactly
The Transport for Edinburgh app they are on the tram
wouldn't give me tram times

Flat rate of the ticket to
Airport is too high
compared to bus and
unfair if you board tram
just few stops away from
the destination

DY)
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Reasons for choosing the tram/bus (%)

~~

T
lrall

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

For the experience of riding the tram

Other

Bus

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

U
Q
n
)
)

I 12
.
I 12
B -

A" 40
I 17

P 14

7

B o

7

N s

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

Base: All passengers - 576 (Tram), 1168 (Bus)

O
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Frequency of using Edinburgh Trams (%)

5 or more days aweer [ 2«
3 or 4 days a week _ 13
Once or twice a week _ 12
Once afortnight _ 7
Once a month _ 8
Less frequently _ 12
This is the first time _ 24

Q. How often do you typically travel by tram?
Base: All passengers - 590

B
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Sources for tram information (%)

Autumn
2014

Phone: Edinburgh Trams || I 12
Internet: Edinburgh Trams website || GGG 0
Internet: Other travel website [ ]l 10
Travel shop [ 8
Ask friend/relative [ I 8
Ask tram staff ||| T 21

From a Park and Ride kiosk [JJj 3

smartphone app | NEEREEEE 27

other ] 2

Notsure [} 5

Q. If you needed information about your local tram services, e.g. times, fares, where would you obtain that information?
Base: All passengers - 581

O

Passengerfocus i/ \

putting passengers first

36




Online information sources used by Edinburgh Trams passenger (%)

I A I,‘T.. ~ e~

e Acco s o DN A P I PR
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Autumn
2014

9 Edinburgh Trams
on Facebook

9 Edinburgh Trams
on Twitter

Consulted for journey today

Consulted in past month

E

Transport for

- Edinburgh app

39

Edinburgh Trams

N
9YI .
website

Q. Which of the following sources of information did you consult when preparing for your journey today? & Q. And which have you consulted in the past month?

Base: All passengers - 260
0O
T 37
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Smartphone/tablet ownership amongst Edinburgh Trams passengers (%)

and use many different apps
and use a few apps

I have a smartphone/tablet - 8
but do not use apps

smartphone/tablet

Q. Which of the following best describes you?
Base: All passengers - 593

=2 38
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Factors preventing more journeys being made

Places reachable

Frequency of trams

Reliability of trams

Cost of using trams
Understanding the fares
Understanding ticket machines
Journey times

Comfort of trams

Level of crowding

Concern for personal safety

Tram network improvement works

*Not asked in BPS

Q. Have any of the following frequently stopped you making journeys by tram/bus? (More than one answer permissible)

Base: All previously using the tram - 297 (Tram)

Autumn
2014

N1 AN A
LUl4 — Ul

I 8

I 10
I s
I s

[ !

e 4
I 14
s
I 13
[ IS

I

O
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Satisfaction with trams generally (%)

Total fairly/very satisfied

Autumn
2014
Punctuality
(unning on m) 50 s o
Frequency
(how oten ey o) e 3 I

m\Very satisfied Fairly satisfied Neither/nor m®Fairly dissatisfied ®Very dissatisfied
Total good/very good
“ocal dmenives o4 s [l
" odes o anspor 0 o B

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

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 - 549

2
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Passenger profile (%)

Tram Passenger Survey 2014 — Edinburgh Trams
Tram Bus Train
Autumn 2014 Autumn 2014 Autumn 2014
Age
16-34 47 43 18
35-59 35 34 57
Over 60 18 23 24
Access to private transport
Easy 40 23 N/A*
Moderate 43 12 N/A*
Limited/none 18 66 N/A*
Has a disability
Yes 7 34 7
Ticket type
Free pass holders 11 28 N/A*
Fare-payers 89 72 N/A*

*Not asked in NRPS
Base: All passengers - 596 (Tram), 1145 (Bus), 451 (Train)

O
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Weather conditions when journey made (%)

Tram

Dry

Light rain
Heavy rain
Snow
Foggy

Icy

oy}
c
(7]

Dry
Light rain
Heavy rain

Snow

;
J
)
)
)
)
s
)
)
b

T
s 15
s

0

Q. What was the weather like when you made your journey?
Base: All passengers - 575 (Tram), 1186 (Bus)

=
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Journey purpose (%) — 1

Tram

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

Health visit

Shopping trip

Visit friends or relatives
Leisure trip

Other

oy}
c
(7]

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

Visit friends or relatives
Leisure trip

Other

Autumn
2014

I — 3T
I s

. 6

I

0

I o

. 6

I 21

. 5

A 40
12

. 18

13

I 10

A

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

Base: All passengers - 573 (Tram), 1185 (Bus)

=
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Journey purpose (%) — 2

Tram

Sub-total: Commuter

Sub-total: Business

Sub-total: Leisure

o))
c
"

Sub-total: Commuter

Sub-total: Business

Sub-total: Leisure

Sub-total: Commuter

Sub-total: Business

Sub-total: Leisure

*Not asked in BPS

-~ NaAa~~A~ ~~ O we g~y s DOMN1 A Al - vl T A ian ~
Ialll FdosStc Igﬁl DUIVUy £ZUl4 — Ul IUUIgII Irallls
Autumn

2014

45

N
©

51

Z

>

*
N
|_\

I N
N ~
©

N

N

Q. What is the main purpose of your tram/bus/train journey today?
Base: All passengers - 573 (Tram), 1185 (Bus), 451 (Train)

‘\o,;
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Ticket type and modes of transport permitted (%)

Tram

Sub-total: Single/return GGG 43
Single [ 32
Return [0 11
Sub-total: Season ticket/pass NG 415
Day pass [ 13
3 day/weekend 0
5days/lweek O
10 days/2 weeks 0
4 weeks/1 month [ 25
Quarterly/3 months [ 1
lyear ' 5
Other time period [ 1
Free pass/journey N 11
Other ticket type B 2

“Tram only

H Train and tram

= Bus and tram

H Train, bus and
tram

Bus

Single/return NN 26
Day pass N 16
Season ticket/pass for longer than a day N 28
Free pass/journey N 28
Other ticket type 1 1

Q. What type of ticket/pass did you use for this tram/bus journey today? Q. What modes of transport does your ticket allow you to travel on?
Base: All passengers - 585 (Tram), 1226 (Bus) Base: All passengers - 593

O
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Method of buying ticket and ticket format (%)

Tram
Autumn
2014

Ticket machine at stop [NININGEGEEN 57
Conductor that day N/A*
Travel shop NG 21
Direct from the tram company [l 4
Rail/bus company [l 8
Local shop or post office Il 4

" Paper
ticket/pass

m Photocard pass

“ Plastic card

Direct debit through work/college [ 1

Other I 4 H Ticket on

mobile

oy}
c
(7]

= Showed the driver a paper

ticket/pass
From the driver before today [N 12 P

Direct from the bus company [l 9
Travel centre/bus station/booking office [INNIEGN 17
Local shop or post office [N 12
Arrangement through work or college M 2
Other N 7
Did not buy before boarding IS 41

= Used cash to buy a
ticket/pass

“Used a contactless
credit/debit card to buy a
ticket/pass

H Ticket on mobile

= Smartcard
*Not asked for Edinburgh Trams
Q. How did you buy that ticket or pass? Q. In what format was your ticket?
Base: All fare paying passengers - 518 (Tram), 746 (Bus) Base: All passengers - 575 (Tram), 1137 (Bus)

O
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How got to and from the tram stop (%)

Teninrs DAaccnmmar Qiimiav: ON1 A Al il Tom imn
Iralll Fdsste IUUI DUIVEy ZUl4 — CUl IUUIUII Irallls
Autumn
2014
60
Cycled 8
c 6
ar - dropped off E

Car - Park and Ride 7

4
3
Car - parked elsewhere 3

16
Train Lz 4

Tram 0

3
Other F 6

mGottotramstop  mLeft tram stop

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base: All passengers - 577

O
D 48
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Edinburgh Trams stops used by passengers surveyed (%)

)

'I'I vama NAacaAmm~A~- N R T 1 o 'I'I "~~~

-~ Ac s o DN A P I PR
ralll Fdssceliycel ouivey Zul4a — culnpuryri

55 per cent of passengers were on an outward journey, 32 per cent on a return and 12
per cent on a one-way trip

94 per cent of passengers had a seat for their whole journey. 1 per cent said they had
to stand but would have liked to have a seat

Boarding Ao Alighting A
* York Place 22 * Princes Street 14
e Edinburgh Airport 21 * Gyle Centre 12
* St Andrew Square (for Waverley) 11 * Haymarket 10
 Islington Park & Ride 8 e St Andrew Square (for Waverley) 10
e Princes Street 8 e Edinburgh Airport 9
e Gyle Centre 6 * York Place 9
e Saughton 4 e West End — Princes Street 7
e Edinburgh Park Central 4 * Bankhead 7

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 - 596
0
49
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Where Edinburgh Trams passengers live (%) — by postcode

;
J
)
)
)
)
s
)
)
b

EHe-8 I 10

EH12

EH11, EH13-14
EH1-3

Other EH
EH4-5

EH9-10
EH28-30

Autumn
2014

I ©°
I s
I
I 6
. 4
. 3
N 3

EH15-17 N 2
EH52-54 [ 2
Any FK HH 2
Any Ky HH 2
AnyML W 1
Any other I 20

Q: What is your postcode?
Base: All giving a postcode - 506

=2 50
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Tram
All passengers
Male
Female

Bus

All passengers
Male
Female

Train

All passengers

Male

Female

m\Very satisfied

i B 1

m\Very satisfied

o

~

~ ~

Fairly satisfied

Fairly satisfied

Neither/nor

Neither/nor

w

~
I
o

B
i

m\Very satisfied

Fairly satisfied

Neither/nor

® Fairly dissatisfied

38

40
38

® Fairly dissatisfied

45
44

® Fairly dissatisfied

Total fairly/very satisfied

Autumn
2014
25 3i 95
24 41 95
26 2i 96
m Very dissatisfied
5 1 94
41 95
5 1 94
m Very dissatisfied
o SNl 85
12 IEHE 79
7 1l 88

m Very dissatisfied

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 today?
Base: All passengers - 591 (Tram), 1134 (Bus), 436 (Train)

O
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Overall satisfaction (%) — by age

Tram

All passengers

Age 16 to 34
Age 35to 59
Age 60+

[vs)
c
(7]

All passengers

Age 16 to 34
Age 35 to 59
Age 60+

All passengers

Age 16 to 34
Age 35to 59
Age 60+

m Very satisfied

S
-

Fairly satisfied

56

Y4

Neither/nor

m Fairly dissatisfied

m\Very satisfied

m\Very satisfied

3

3
5

4

8

0

72

Fairly satisfied

56

Fairly satisfied

Neither/nor

Neither/nor

® Fairly dissatisfied

44

49
48
31

® Fairly dissatisfied

Total fairly/very satisfied

25 31
28 4
26 32

13 12

mVery dissatisfied

24 3

m Very dissatisfied

o s

4 [momw
10 sNE
10 2i

m Very dissatisfied

Autumn
2014

95

96
94
97

94

91
96
96

85

87
83
87

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 today?
Base: All passengers - 591 (Tram), 1134 (Bus), 436 (Train)

Passengerfocus i/ \

B
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Overall satisfaction (%) — by passenger type

Total fairly/very satisfied

Autumn
Tram 2014
All passengers 25 si o5
Commuting 31 41 94
Not commuting 20 21 96
m\Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Bus
All passengers 38 58 o4
Commuting 45 6 12 93
Not commuting 32 ] | 95
m\Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
All passengers 44 o WMl s
Commuting 50 18 - | 72
Not commuting 42 6 4 89
m\Very satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied ®Very dissatisfied

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 today?
Base: All passengers - 591 (Tram), 1134 (Bus), 436 (Train)

o
=
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Value for money (%) — by age

~~

Tl‘_A nﬂﬁﬂ,’\ o~ . hl e
Ialll Fassceliyer ouli

Total fairly/very satisfied

Autumn
Tram (fare-payers only) 2014
All passengers 27 10 WEMl  s3
Age 16 t0 34 24 10 e 81
Age 35 to 59 29 11 1l 84
m\Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Bus (fare-payers only)
All passengers 35 1 MM 83
Age 16 t0 34 35 13 a 79
Age 35 to 59 36 o P21 88
m\Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
All passengers 30 19 DENENEEE s
Age 16 to 34 31 19 2 IR 46
Age 35 to 59 26 22 18 [Nioew 51
m\Very satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied ®Very dissatisfied
Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 532 (Tram), 774 (Bus), All passengers - 426 (Train)
O
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Value for money (%) — by passenger type

Termimr DNAaccanimmar Ciims~vzs ON1 A [ P [ PR L,
ITadlll Fdsste IUCI oUul VCy ZU 14 — EUINToul gl I Trallls
Total fairly/very satisfied
Autumn
Tram (fare-payers only) 2014
All passengers 27 10 WEMl  s3
commuting [ . 25 2 B 84
Not commuting 28 s e 82
m\Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Bus (fare-payers only)
All passengers 35 1 MM 83
Commuting 39 11 s 83
Not commuting 30 12 @a 82
m\Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
All passengers 30 19 ENEIIEEE s
Commuting 22 20 32 s 32
Not commuting 33 19 13 A 65
m\Very satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied ®Very dissatisfied
Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 532 (Tram), 774 (Bus), 426 (Train)
O
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Satisfaction with

Tram

Overall satisfaction — tram stop

General condition/maintenance

Freedom from litter

Bus

Overall satisfaction — bus stop

General condition/maintenance

Freedom from litter

Train

Overall satisfaction — train station

Upkeep/repair of the station

Cleanliness of the station

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?

the tram/bus stop/train station (%) — 1

Total fairly/very satisfied

Autumn
2014
29 21 97
17 41 95
15 2 96

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

a2 o Bl o7
3 13 BN 80
3 13 NNl 78

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

47 o B &7
51 0§ 9
49 o I 90

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

Base: All passengers - 576 (Tram), 1150 (Bus), 444 (Train)

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

Total fairly/very satisfied

Autumn
2014

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

Tram

Bus

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

Train
Provision of information
Personal security at the station 42 21 I 77

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

Q. Thinking about the tram/bus/train stop/station itself, how satisfied were you with the following:
Base: All passengers - 576 (Tram), 1073 (Bus), 432 (Train)

B
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Satisfaction with tram/bus/train punctuality (%)

Total fairly/very satisfied

Tram Autumn
2014
mVery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
us

Punctuality 63 27 7 I 89

mVery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied mVery dissatisfied
Train

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

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 - 549 (Tram), 1075 (Bus), 432 (Train)

B
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Satisfaction with start of journey and on-board staff (%)

Total fairly/very satisfied

Tram “ote.
Helpfulness/attitude “ 23 8 I 89
m Very satisfied Fairly satisfied Neither/nor ®mFairly dissatisfied ®Very dissatisfied
Bus
Exterior cleanliness 34 8 I 91
Ease of getting on/off bus “ 27 4 I 95

30 21 3l 75

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

‘
ol

Helpfulness/attitude

Train

49 16 8N
49 o el 84

41 14 3 83

Cleanliness of the outside

Ease of getting on/off train

Helpfulness/attitude

w
o
w
()]
SN
N

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

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 - 582 (Tram), 1140 (Bus), 434 (Train)

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

Total fairly/very satisfied

Tram Autumn
2014
m Very satisfied Fairly satisfied Neither/nor mFairly dissatisfied ®Very dissatisfied
Bus
Information provided inside the bus 37 19 . 78
m \Very satisfied Fairly satisfied Neither/nor mFairly dissatisfied ®Very dissatisfied
Train
Cleanliness of the inside 52 10 - 83
Provision of information on the train 47 17 . 80
m\ery satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very 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 - 588 (Tram), 1165 (Bus), 434 (Train)
-94‘
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Satisfaction on the tram/bus/train (%) — 2

Total fairly/very satisfied

Tram Autumn
2014
Availability of seating
m Very satisfied Fairly satisfied Neither/nor mFairly dissatisfied ®Very dissatisfied
us
Availability of seating
m \Very satisfied Fairly satisfied Neither/nor mFairly dissatisfied ®Very dissatisfied
Train

Sufficient room to sit/stand 38 13 - 71
Comfort of the seating area 49 16 - 77

m Very satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very 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 - 588 (Tram), 1142 (Bus), 431 (Train)

B
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0 I I

i Tram Passenger Surve
P: . g ¥ | | L1 1 [ 1l
Rthes FFE___UL‘::U.E:H (Edinburgh Trams) shift Date

Pazzenger Foous 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 fittle of your time to complete this
guestionnaire about your tram journey with Edinburgh Trams 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 out more about our work please visit www.passengerfocus.org.uk. You can alo follow us on Twitter
@ passengerforus

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

Qila. At which stop did you board this tram?

Qib. At which stop did you leave this tram?

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

I:I:I Hour I:I:I Minz (Plegse use 24 hour dock e.g. 5. 25pm showld be wnitten gs 17:25)

03a. What type of ticket or pass did you use for this journey with Edinburgh Trams? (Plecse tick one box onfy)

Season Ticket/Ridacal smart
- 0O & free pass or free journey
O Elderly person's pass |
- d Dizabled person’s pass.. |
10days/2 wesks | Complimemtaryfree ticket .. |
4 weeks/1 month . O
Quuarterly/3 months.. 4 Other ticket
- d Park and Ride |
Other time period [pleaze write in] Family/Group ticket O
|
H return ticket
Single ticket.... |
Return ticket . g
a3b.  What modes of transport does your ticket allow you totravel on?
TrAM MY o O BUS A TIEM oo O
Trainand Tram ..o O Train, Busand Tram ..........cocoovoeeeeeee. O

1001001

a7,

Qi

ail.

Qlz.

In what format was your ticket?

A standard paper ticket/ pass.. s | Anm-ticket [sent toyour mobile phone)... O
A photo card ticket/ pass........ E O ONIN R - ooyt iy i iy
A plastic card you touched
on to the fare machine ... O
How did you buy that ticket or pass?
Ticket machine at the stop .. | From a local shop or post office.. .
pirect from Edinburgh Trams ¥ou had afree pass ... g
[website/ phone) | Direct debit throug hwork/college . g
Travelshop . O Other .d
Railfbus compa ny . O
What is the main purpose of your journey with Edinburgh Trams today?
Travelling to/from work.......ooeeae O Health visit [Doctor/hospital/ dentist ) .g
Travelling to/from education ShopRIng trip. ..ceeereeeeens .g
|e.g. college, school). e O Wisiting friends or rela tives . .d
Onoompany business Leizure trip (=.g. day out).... .d
[or own if sef-employed) ..o O DERET e e O
on perzonzal business
[job interview, bank, postoffice) O
Were you on your outward or return journey when you were given a guestionnaire?
OUTWEAND oo aee O one way trip onby .. d
=
were you travelling with..? [Please tick olf thor apply)
Children ina buggy or pushchair ............. |
Children [under 12} who were walking ... O
A wheel chair/mability scooter None of these g
-0
-O
-Od
Car-and used Park and Ride .. .g
Car-parkedelEewhere. e
Which means of transport did you use when you got off this tram today?
on foot/walked . |
cyded...on.... . O .
Car - picked up.. . |:| . :|
Car-and used Park and Ride .. . O |
Car - parked elsewhere O

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

Cheaper tham the car ... O Quicker than other transport ...
Cheaper than other transport............. O Best way 1o get where | am going ...
More convenient than the car Tram more comfortable than

[es parking) ... O other transport

Didn't have the option of travelling For the experience of riding the tram
by another means... ‘Oﬂ'uer [pleaze writs in}

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

-‘-;94 66
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2 About the tram stop where you boarded this Edinburgh tram

013, Thinking about the tram stop itself, how satisfied were you with the following?

Nuar

Ve Pwdy  astafad s Py Vary e imm
aatafad aafed  doastafad  daastafad  doasafed s

It= distance from your journey start

g.g. home, shops
The convenience/a sibility of its location.
1tz zeneral condition/standard of ma intenan

It= freedom from graffitifvandaliz m
1tz fresdom from litter .
Behaviour of fellow pazsengers waiting at the stop .
The information provided at the tram stop
our persona | safety whilst at the tram stop.

oooono

OOooooooaq
ooooooog

O
O
|
O
|
|
O
O

oOooooOoogd

a
a
a

014,  oOverall, how satisfied were you with the tram stop?
Wery satisfied..
Fairly satisfied.
Meither ratizfied nor diszatisfied..

Fairly dissatisfied
Wery diszatisfied .
Dion't know Mo opinion ..

O0oo

ooooooono

3. Waiting for the tram

015  Approximately, how long did you wait for your tram?

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

Qiea. Did you check any of the following tofind out when the tram was meant toarrive?
(Pizase tick olf that opply)

Before leaving for the tram stop
Leafiet/ paper timetable ... |
Onilline tram times .
Live tram locator,/timingz
[e.g. via mobile appiweb) e O
Dizruption updates
[2.2. on Twitter/Facebook)...

At the tram stop
Electronic display at the stop ...
Information posters at the stop....
Omline tram times ..........ccoooeeeee.
Live tram locator,/timingz

[e.g. via mobile app/web) ..o O
Disruption updates

OB e [2.2. on Twitter/Facebook].. - d
OBET e eeese e maesnnaean . d
Q16b. 1fyou did not check to find out when the tramwas meant toarrive, why was this?
(Pizase tick olf that opply)
Knew the trams ran Diidn't have time . d

Did not know when the tram
was meant toarrive ...
OEEN e

freguently on this route .....coooeeeeeennnes O
Already knew arrivaltimes.......... |:|
Could not find the information ...

017, Approximately how long did you expect to wait for the tram?

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

Q183. Thinking about the time you waited for the tram today, was it...
rauch longer than expected
Alittle longer tham you expected....
About the length of time you expected.... []

& little less time than you expected .
Much less time than you expected...

Q18h. Were you able to board the first tram you wanted to travel on?

ais.  How satisfied were you with each of the following?
na De="t
Wy *mcy  aatafed s Fumn Wy kecwime
e atafad  daaafed  Sastifad dhaafed ssieise
The length of time you had to wait for the tram...... d d d O O O
The punctuality of the tram. ... d d d O O O
4, On the tram
a20.  Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Madmar D=t
Wy *mdy  astafed mo Faidy Wy kmcwime
amtafed amtafed  daastafed  daastafad  doamtafed  osisies
Route/destination  information on
the outside 0f the tram.. . e O O O O O O
The deanliness and condition of
the outside of the tram............................. d d d O O O
The gaze of getting on to and off of the tram ........... O O O O O O
The length of time it took to board the tram............ O O O O O O
021  Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
ot De="t
Ve ru =y amafas moe rmy Ve kmowi=o
e atafad  daaafed  Sastifad dhaafed ssieise
The deanliness and condition of the
inside of the tram ... d d d O O O
The information providedinside thetram ... O O O O O O
sufficient room for all the passengers tositfstand ... [ O O O O O
The comfort of the seats. ..o d d d O O O
The amount of personal space you had
BPOUNE YOU 1 eeeeereeeesanseenssenssensseasssssnsnsnsannns O O O O O O
Provision of grab rails to hold on to when standing/
maowving about the tram - d O O O O O
The temperaturs inside the tram .. O O O O O O
¥our personal security whilst on the tram.. | d d O O O
The amount of time the journey took ... O O O O O O
Smoothness,/freedom from jolting during
TG JOUITIEY 1o veeeeeeeee e s e s eeess e senssssnnsmannaannne O O O O O O
a2z, Did you get aseat on the tram?
es —for allofthe journey O Mo — but you were happy tostand ... |
es —for partof the journey O Mo — but youwould have likeda seat ... O
023a. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your
journey?
WD e O D e neen O
023b. ifyes: Which of the following  were the reason(s) for this? (Please tick olf thor opply)

Pazzengers drinking,/under
the influence of alkcohol

Pazzengers taking/under Music being played loudly
the influence of drugs...s O Emaoking.

Abusive or threatening behaviowr . . |:| Graffiti or vandalism

Roww dy behaviour O Loud uze of mobile phones

PazzIENgErs not moving Other [pleaze writs in)
outof priority 588t O |

Pazzengers not paying their far
FESton seats ...
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023c.  Ifyes: What local area was the tram travelling through or at which stop was it when you were worried or
concerned?
0243, Was your journey with Edinburgh Trams today delayed at all?
Yes O No...
Qz24ab, Ifyes: Why was this? (Plecse tick olf that apply)
Due toa signalpoints failure O Time it took pazsengers to board/
Road congestion/traffic jam... O PaY TOr BORELE .. O
Duetoa tram failure ... O Had touse bus repla cement servics......... O
Flanned engineering works. O Other [please write in|
Poor wea ther conditions O
The tram waiting too long atstops . d MO TEZEDM EIVEM . ceeeiieiiaeaeeeeesennnnnnmsmmmnnnn (W]
The tram waiting too long atsignals ... O DOt RO oo O
025, Ifyes: By approximately how long was your journey today delayed?
(Plegse write in the time in minutes) I:l:l
026,  Were any of these items of information present on the tram?
Yes No Don't know
Amapof the tram route, fourney tMeS ... O O O
Audio announcements e.2. 3ying the NEXTIram S0P ...oooeeeeeeerrrreanns O O O
An glectronic display 2.2 showing the next tram stop .oeeevcveeeeiesneen O O O
Information about tckets/Fares .o e reneen O O O
ATMEEBIE e O O O
Details of how to make a complaint, if you had ORE ...ooeeeeeeeeerecaeee O O O
027, Thinking 2bout anmy Edinburgh Trams staff you encountered on your journey, please indicate how satisfied
you were with each of the following:
Matar Oo="t
Ve "mdy  aaatad mas L Ve ke
arafad el dhamtafad daaafad daaafad seieioe
The appearancz of any staff e O O O O O O
Any grestingfwelcome you got from the staff...... O O O O O O
The helpfulness and attitude of the staff.............._. O O d O O O
The safety of the driving
(i.e. approprigtensss of speed,
driver CORCEMtrating) ... oo O O O O O O
5. Your owerall opinien of the tram journey you made when given this questionnaire
028, owverzll, taking everything into account from start to end of this journey, how satisfied were you with your

journey with Edinburgh Trams today?

very satisfied... O Fairly dissatisfied ...
Fairly zatizsfied.. . g Wery diszatizfied .
Neither satisfied nor dissatisfied............. O DON't KN MO ODIMION —.veeeeeecs e O

029, If something could have been improved on your journey with Edinburgh Trams today, what would it have
been?
30, How satisfied were you with the value for money of your journey with Edinburgh Trams?
Wery satisfied Fairly dissatisfied..ooeeeeeceeeeceeecaeene O
Fairly satizfied Wery dizzatisfied. -
Neither zatisfied nor diszatisfied .. Don't know, Mo opinion... g
031, What had the biggest influence on the ‘value for money' rating you gave in the previous question?
The cost for the distance travelled .......... O
The oozt of the tram versus other Comfort/journey guality for
modes of transport ..o O the fare paid. .. O
The fare in comparizon to the oost A reazon not mentioned above
of everydayitems ... O [please write inbios) ..o O
&, Your opinion of trams generally
032a. How would you rate Edinburgh Trams' services for the following:
very s oo Ve b
F o Bood B Foor poo opEmios
Eaze of getting to local amenities
[e.g. shops, hospitaks, keisure fa dlities ] O O O Od
Connection with other forms of
public transport [e.g. trains/buses) ... O d O O O d
03zb. And how satisfied are you overall with Edinburgh Trams' services for the following:
Wy Fmi sy m:;-:'-o- Fmi sy Wy r:::""o
amafad  atadad Samaied famaded dasafed spoes
Ease of buying your ticket O O d
punctuality [running on time) O O O O O Od
Frequency (how often the trams run) . O O O O O O
Rangs of tickets available..oeenoeee. O O O O O O
a33a. If you needed information about your local tram services, e.g. times, fares, where would you obtain that

information? (Please tick ol that opply)

Fhone: Edinburgh Trams From a Park and Ride kiosk . |:|
Internet: Edinburgh Trams we bsite Smartphone app ... Od
Internet: Other travel website ... &zk tram staff |:|
Travel shop Other .. ..
Ak frignd/relative . Mot sure .O
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0Q33b.

Which of the following best describes you?
| have a smartphone/ftablet and use many different apps
| have 3 smartphone/tablet and use a few apps
| have a smartphone/tablet but do not use apps .
1 do not have 3 smartphone/tablet.......ooneeeeeaes

0ooo

033c.  Which of the following sources of information did you consult when preparing for your journey today?
033d. And which have you consulted in the past month?
(Pizase tick olf that opply)
Tedny's prmmay Pmd =omdn
Edinburgh Trams on Facebook
Edinburgh Trams on Twitter . O O
Transport for Edinburgh app .. - O O
Edinburgh Trams” wWebsme. v e e eaecseeeneas O O
034, How often do you typically travel by tram? (Please tick the cosest to your frequency of tram wse)
Sormars days 3 Week e O ONEE 3 MONEH .o eeaanans O
3ord daysa week... . O Less frequently oo |
Onoe or twice 3 weel . O This is the first time | have
Oneea fortnight ... O used the tram inEdinburgh ................ O
035 Ifyou have used Edinburgh Trams before, how typical would you say today's experience was? Was it...
Much better than usual ..o O & litthe worse than wsual ..o O
& little better than wsual... Much worse than usual......os O
sbout the same 35 wsual ..
036, Have any of the following frequently stopped you making journeys by tram? (Plegse tick ol thot opply]
The places you can reach How long journeys take
using Edinburgh Trams.......cc.oocoeeeeeeens O when Zoing by tram......coocoecincnnnes
The frequency of trams in the area ......... [ The comfort of the trams
The reliability of the trams . O The level of crowding on the trams
The cost of using Edinburgh Trams ... O Aconcern for your personzl
Understanding the fares... O zafety on Edinburgh Trams ..o O
Understa nding the ticket machin O Tram network improvement works.......... O
7. About you
QA Areyou...?
IS 1 nnnaann O FEMAIE v eieeeeers e eesnaens O
QB. In which age group are you?
16-15 . | 55-58 .0
19-25 O . O
26-34 - O . O
3544 .. . O . d
4554 . O .Od
ac. Are you...?
wiorking full time [ 30+ hours) . O Retired . d
wiorking part time [under 30 hours) . g Full time student. . . g
ot waorking — seeking work ... O OTIEL e d

0apa. Are you affected by any physical or mental health conditions or illnesses lasting or expected to last 12
months or more? [(Pleose tick off thot opply]

HE = IO 1t eems e ememnencseemamss s eems s emsaseaeseees oo e oas e aems e e A e e A2 A2 e et emnasaranen O
‘fes —Vizion (2.2, blindness or partial sizht). O
‘fes — Hearing (2.5 d=afness or partial hearing) O
‘fes — Mobility (=.2. only able to walk short distances or difficulty climbing =tair O
‘fes — Dexterity (e.g. difficulty lifting and carrying objects or using 3 keyboard) ]
¥es — Learning or understa nding or concentrating .. O
¥es — Memory O
¥es — Mental health O
‘fes —Stamina or breathing fatigw O
ves — Sodally or behaviourally (for example azsociated with autism,
attention deficit disorder or Asperger’s syndrome) O
A condition not mentioned aBoVe ... s O
apb. Does your condition or iliness have an adverse effect on your ability to make journeys by tram?
e, 3 lot... . |:| ez, a little . |:|
Mot atall.. O
QE. which of the following best describes your ethnic background?
White . .. d Chinese . |
Mixed . .g Azian or Azian British O
Black or Black Britizh... .d Other ethnic group .Oa
aF. In terms of hawving a car to drive, which of the following applies?
You have 3 car available You have 3 car available but
and don't mind driving ........cccoccoeeees O prefer not 1o drive. ... O
You don'thave a car available................ O

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

Allor most of the time .. ] ou don't have anybody you camask ... O
Someof the time. O Mot applicable s

QH. 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 o

Flease complete the contact details requested below if you would be happy to participate in future ressarch projects
about travel

retephane nemsers [ | [ [ [ [ [T TI] [T TITTTTITT]]]
emeizcersss [ LI IO I Irrtd

Thank you for your help in completing this guestionnaire,
Fleaze return it in the envelope provided or use the following Frespost address:
Tram Passenger Survey

Perzpective Ressarch Services Lid )
" FREEPOST [REKU-SKUZ-TEYG)

bdrc continental * Kingsbourne House

228-231 High Holborn

LONDON W1V 7Dl

Live outside the UK .eaes O

Mamee:

urficrisleer for Anaceger Moo By BDAC Orliree sl am rtcpodior] mardec] e ageny Wi et o e iedos Soeec® Sooicty'a Cofcef Dol

e e iAo wororg prxlivc Nooec® Scrac, @ per Cortrortal. 1 o bawe covasbasl P bom o d B
ke Tocec Sooiclyor 003985 19 o weewmn o ukewio wil vorfy 5090 Cortirortal St 1l ;- e loglimeis mardec? royoec®
 Mick Crggat S0C Cordroetal on 20T S0 S20E
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