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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 Midland Metro tram system, with relevant comparative data for
bus and train for the West Midlands PTE area.
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Methodology — fieldwork
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Midland Metro (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: 503 interviews (376 paper and 127 online)

In 2013 fieldwork took place between 28 October and 15 December

Bus (BPS) data for West Midlands PTE 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: 4054 interviews

Train (NRPS) data for West Midlands PTE area
Fieldwork: 1 September to 9 November 2014

Method: Self-completion paper questionnaire

Sample size: 506 interviews

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

Birmingham New Street 94 Solihull 19 Tame Bridge Parkway 11
Birmingham Moor Street 78 Birmingham Snow Hill 17 Five Ways 9
Coventry 56 Sutton Coldfield 17 Four Oaks 8
Birmingham International 41 Erdington 16 Stechford 6
Wolverhampton 38 Selly Oak 14 Stourbridge Town 4
University (Birmingham) 32 Sandwell And Dudley 12

Bournville 23 Longbridge 11
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Methodology — data analysis
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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.

<
Passengerfocus .ﬁ/ |




The Midland Metro tram system é
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* Midland Metro consists of one line with 23 stops, currently running 12.5 miles Q’D‘ ﬁ“,.;.ﬂ *%‘“fn,,
between Birmingham Snow Hill and Wolverhampton St. Georges. Extensions to New “’s,,‘_ %ﬁa 5
Street and Wolverhampton stations are being developed . %,;V

D+ E

* Approximately 4.7 million* passenger journeys were made in 2013/14 % %% %,ﬂ

s ’a,

e The trams run with conductors and passengers may purchase tickets on board. a’ﬂ:??nﬁ ‘?‘oﬂ} ¢%,

There are no ticket machines at Midland Metro stops '53;? "af*%
Y B

* In 2014 new trams were added to the Midland Metro fleet. This may explain some of o‘%“"q,, 8, %f'%

the significant differences shown in this report K % s *“f(w %“*:,.&_
“af & o]
* All trams stops have digital Passenger Information Displays, but only some have @%ﬁ% o, -
information boards with timetables and fare information "”4:’% ; %%.
2 Z 55%
* Tram frequency is as follows: q*‘raf %, %
* Monday to Saturday peak: every 6-8 mins i A%,, %'%
« Monday to Saturday off-peak: every 15 mins on @‘f@
« Sundays: every 15 mins. % d’ﬁg‘;ﬂfﬁ % = %0%
% N
Fieldwork note: L N
. a{aﬁr BQQ“ ‘34; ’J,.*
*  Network improvement works at Wolverhampton St. Georges and The Royal meant q, S |
that fieldwork was conducted between Birmingham Snow Hill and Priestfield ‘“’e, 2, ""%"*q
%,
&-‘5}2; Fn
*Source: Department for Transport, Passenger journeys on light rail and trams by system in England, 2013/14 *4;5
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Summary of key findings (1)
T
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Passenger Survey 2 Midiand Metro

* OQverall satisfaction for journeys on Midland Metro is high (90 per cent), and is consistent
with last year (92 per cent). It is higher than the same measure on the Bus Passenger
Survey (87 per cent) and the National Rail Passenger Survey (83 per cent). The high
level of overall satisfaction is consistent across key passenger groups, although slightly
lower among younger age groups (87 per cent among 16-34 year olds) and commuters
(84 per cent)

* Amongst fare paying passengers 62 per cent were satisfied with the value for money of
their journey on Midland Metro. This has decreased since last year (67 per cent),
although the change is not statistically significant. Satisfaction with the value for money
of a tram journey is the same as a bus journey (62 per cent) and higher than journeys
made by train (56 per cent)
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* When passengers evaluate whether their tram Juumcy represents guuu value for mo ey
the most important factor is the cost of the journey for the distance travelled. This has
increased significantly compared to 2013 amongst passengers who are satisfied with
value for money

* The main factor that drives passengers to be very satisfied on Midland Metro is
satisfaction with personal security on board the tram (closely followed by value for
money). 83 per cent of passengers were satisfied with their personal security on board
(2013: 81 per cent).
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Summary of key findings (2)
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* Almost nine out of ten (88 per cent) Midland Metro passengers were satisfied with the
punctuality of the service (2013: 87 per cent)

e Just under one third of passengers (31 per cent) spontaneously suggested an
improvement to the Midland Metro service (significantly less than the 43 per cent in
2013). The most mentioned improvement related to the seats on board: 17 per cent
mentioning better/more comfortable seats and 10 per cent suggesting more seating

* Other improvements included better information on board and punctuality/reliability
iIssues

* The profile of passengers on Midland Metro was quite young: 36 per cent were aged 16-
25 years old

* Six out of ten passengers (61 per cent) were using the tram for commuting: 44 per cent
to commute to work, and 17 per cent to education

* Despite a relatively young passenger profile, significantly more passengers (18 per cent)
were travelling on Midland Metro with an elderly persons pass than in 2013 (12 per
cent).

‘-%?,4 9
Passengerfocus I/ \




2=
Passengerfocus I \\Y

putting passengers first




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  Significant Autumn
2014 change 2013
All passengers 37 6 3@ 90 92
Male 36 8 aml 87 91
Female 39 428 92 92
Age 16 to 34 43 7 A 87 90
Age 35 t0 59 46 5 3@ o1 91
Age 60+ 14 51 o4 99
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Bus
All passengers 45 10 @21 @87 86
Male 46 1 8| 85 84
Female 45 9 @21 88 87
Age 16 to 34 49 13 Bl 33 83
Age 35t0 59 49 10 28 86 84
Age 60+ 33 51 o4 94

mVery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied mVery 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 - 488 (Tram), 4012 (Bus)
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Overall satisfaction (%) — by passenger type

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
All passengers 37 6 3@ 90 92
Fare-payers 43 7 a3 87 90
Free pass holders 14 1 99 98
Commuting 45 9O s s34 90
Not commuting 26 14 98 95
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Bus
All passengers 45 10 @28 87 86
Fare-payers 50 1 Bl 85 84
Free pass holders 33 6 M 92 92
Commuting 50 1 B3 384 83
Not commuting 40 9 M 89 88
mVery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied mVery 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 - 488 (Tram), 4012 (Bus)
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Value for money (%) — fare-payers only

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
All passengers 41 19 L P Gy 67
Age 16 to 34 39 21 L P T 65
Age 35to 59 43 15 s 69 65
Commuting 40 21 s s 65
Not commuting 46 11 el 74 70
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Bus
All passengers € 19 s 62 62
Age 16 to 34 34 20 NiEEmeEm 5o 56
Age 35 to 59 40 17 NionwEEE o7 67
Commuting 37 20 il 62 60
Not commuting 36 17 NiETEmeE o4 66
mVery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied mVery dissatisfied

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 379 (Tram), 2374 (Bus)

T
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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

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’
+/- 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 - 357 (Tram), 2281 (Bus)
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Satisfaction with the tram/bus stop (%)

Total fairly/very satisfied
Autumn  Significant Autumn

Tram 2014 change 2013
Overall satisfaction - tram stop 43 9 2l 88 90
Distance from journey start 37 14 Ml 78 83
Convenience/accessibility 40 11 PS5l 31 - 88
General condition/maintenance 42 10 A 384 83
Freedom from graffiti/vandalism 34 8 2l 88 87
Freedom from litter 41 8 Bl 88 83
Behaviour of other passengers 32 10 @2l 87 84
Information provided at the stop 36 13 sl 78 79
Personal safety at stop 38 15 A 80 79

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

Bus
Overall satisfaction - bus stop 48 12 a8l + 79
Distance from journey start 42 10 Bl 86 + 83
Convenience/accessibility 41 10 B 86 85
General condition/maintenance 45 15 el 76 76
Freedom from graffitiivandalism 40 15 e 4 75
Freedom from litter 41 15 PiomwEsE /0 69
Behaviour of other passengers N/A*
Information provided at the stop 46 15 el 5 73
Personal safety at stop 43 16 53 76 + 74
sNot asked in BPS m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
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 - 486 (Tram), 3800 (Bus)
2 16
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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
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Punctuality

Length of time had to wait

Actual versus expected
waiting time
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Total fairly/very satisfied
Autumn  Significant Autumn
2014 change 2013

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

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

B Much less A little less About expected A little longer ®Much longer

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

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

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

49 74 72

10 16

B Much less A little less About expected A little longer ® 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 - 489 (Tram), 4046 (Bus)

‘\o,;
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Expected and reported waiting times (%)

Tram Expected tram waiting time Reported tram waiting time
Autumn Significant  Autumn Autumn Significant  Autumn
2014 change 2013 2014 change 2013
Under 2mins [ 7 9 I o4 25
2-5mins [ 55 51 I, 47 45
s-10mins | 35 37 I o4 26
10-15mins | 1 2 I: 2
Over 15 mins I 2 2 . 3 2

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

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

Bus Expected bus waiting time Reported bus waiting time

Under 2 mins - 6 - 9 _ 12 5
2-5mins [N 43 * 39 . 40 40
5-10 mins | s 38 I 30 32
10-15mins [ 7 - 8 K 11
over 15mins [l 6 6 B 10 12

Average expected waiting
time 8 minutes (2013: 8 minutes)

Average reported waiting
time 8 minutes (2013: 9 minutes)

Q. Approximately how long did you expect to wait for the tram/bus? & Q. Approximately, how long did you wait for your tram/bus
Base: All passengers - 490 (Tram), 4217 (Bus)
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How passengers checked tram/bus times (%)
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Tram 16 per cent of Midland Metro passengers did not check to find out when the tram was meant to arrive (2013: 18 per cent)

Before leaving for the tram stop At the tram stop
Autumn Significant Autumn Autumn Significant  Autumn
2014 change 2013 2014 change 2013
Leaflet/paper timetable ] 4 5 Electronic display [ GG s: 68
Online - 8 8 Information posters . 4 6
Live tram locator/timings . 6 5 Online | 1 2
Di ti dat
ls\:iuapslg;;pmgdeirz s 3 Live tram locator/timings || 2 1

Oth - Disruption updates
“ o 10 via social media | 1 0

Other l 4 + 2
Bus
Before leaving for the bus stop At the bus stop
Paper timetable [l 16 - 27 Electronic display || NG 33 + 39
online [l 13 + 10 Timetable [ 31 + 41
Live bus locator/timings [l 11 + 8 online | 5 + 1
Disruption updates
viapsocialpmedia B3 + 1 Live bus locator/timings || 8 + 3
Other 7 Disruption updates
- 9 via social media I 2 * 0
other || 5 4
Q. Did you check any of the following to find out when the tram/bus was meant to arrive?
Base: All passengers - 503 (Tram), 2790 (Bus)
2 19
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Why passengers did not check tram/bus times (%)
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Tram Autumn Significant  Autumn
2014 change 2013

Knew the trams ran frequently on this route _ 73 74
| B
| K
B
| K

Already knew arrival times - 21
Could not find the information

Didn't have time

Did not know when tram was meant to arrive

oy}
c
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Knew service was frequent _ 48 47
Already knew arrival times _ 41 43
K
s
s

Could not find the information
Didn't have time

Other

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 - 82 (Tram), 1211 (Bus)

O
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Satisfaction with start of journey (%)
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Tram
Route/destination
on/off tram o7 33
Time taken

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

Bus

Route/destination

on/off bus 47 —
Time taken

mVery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base: All passengers - 484 (Tram), 3904 (Bus)

Passengerfocus i/ \

putting passengers first

Alaim A A Ade
dialia ivieu o
Total fairly/very satisfied
Autumn  Significant Autumn
2014 change 2013
15 B e 84
10 2f s 84
s B o 87
s B o 88
mVery dissatisfied
12 . 84 + 82
w [l s -
s Bl e + 87
s Bl 8o 87
mVery dissatisfied
-94‘




Satisfaction on the tram/bus (%)

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
Interior cleanliness/condition 36 9 P2I ss 85
Information provided inside the tram 34 16 pemE 77 - 83
Availability of seating or space to stand 32 9 Ol 76 + 61
Comfort of the seats 36 14 Pz 64 69
Amount of personal space 37 13 P 69 + 56
Provision of grab rails 38 14 omE 74 + 63
Temperature inside the tram 42 11 s 77 73
Personal security 40 13 @1 83 81
mVery satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied

NB: Many changes appear to be
attributable to the new trams

Bus
Interior cleanliness/condition 47 12 g 5 + 72
Information provided inside the bus 42 25 P52 68 65
Availability of seating or space to stand 44 10 @ 83 82
Comfort of the seats 46 15 7l 5 74
Amount of personal space 44 15 a4 + 71
Provision of grab rails 47 12 W5Wa 82 81
Temperature inside the bus 46 14 el 77 76
Personal security 45 16 a8 + 76
m Very satisfied Fairly satisfied Neither/nor H 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 - 492 (Tram), 3978 (Bus)
L 22
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Key differences between old and new trams (%)
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Total Old trams New trams
Overall satisfaction 90 86 93 (+)
Route/destination information on the outside of the tram 81 79 81
The cleanliness and condition of the outside of the tram 86 83 92 (+)
The ease of getting on to and off of the tram 90 89 92
The length of time it took to board the tram 91 89 92
The cleanliness and condition of the inside of the tram 88 85 95 (+)
The information provided inside the tram 77 79 73
Sufficient room for all the passengers to sit/stand 76 71 85 (+)
The comfort of the seats 64 66 61
The amount of personal space you had around you 69 66 74
Provision of grab rails 74 70 81 (+)
The temperature inside the tram 77 73 83 (+)
Your personal security whilst on the tram 83 80 86
The amount of time the journey took 85 84 88
Smoothness/freedom from jolting during the journey 71 66 80 (+)

+/- symbols indicate a significant change difference between old and new trams
Base: Old trams 275, New trams 142
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Satisfaction with on-vehicle journey time (%)
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Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

m Very 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 - 486 (Tram), 4022 (Bus)

2 2
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Availability of information inside the tram/bus (%)

Tram Passenger Survey 2014 — Midiand Metro
ITram Autumn Autumn
2014 2013
Route map/journey times || EGKGKTNNEGN 7 83
Audio announcements | o0 93
Electronic display [ NEEREEEEE 0 92
Fares/ticket information || ||| Gz 23 36
Timetable || N 14 21

How to make a complaint || | | I 22 39

Bus
Route map/journey times || NI 18 - 21
Audio announcements [l 7 7
Electronic display [N 13 12
Faresiticket information [ NG s + 62
Timetable [ 16 14
How to make a complaint [ NN NN 36 36

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/bus?
Base: All passengers - 542 (Tram), 3458 (Bus)

2 5
Passengerfocus [/ \

putting passengers first




Satisfaction with tram staff/bus driver (%)

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013

s o B o a6
Smoothness/freedom
from jolting 39 vl 72

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

oy}
c
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s 2 @ e o5
Greeting/welcome 33 24 _ 64 62
Helpfulness/attitude 33 25 - 66 64
Safety of the driving “ 41 11 -

85 84

S e oiing N
from jolting 31 44 15 - 75 74
mVery satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied  ®Very dissatisfied
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 - 481 (Tram), 3779 (Bus)
> 26
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Key factors that drive tram passengers to be very satisfied (%)
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All passengers —2013/2014

mYour personal security whilst on the tram
Value for money
mAny greeting/welcome you got from the staff
m |ts general condition/standard of maintenance
= |ts distance from your journey start e.g. home, shops

m Smoothness/freedom from jolting during the journey

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 - 847 (2013 and 2014)

O _
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Experience of delays (%)
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11 per cent (+) of Midland Metro passengers experienced a delay (2013: 7 per cent). Typical length of delay was 20 minutes

Tram

Signal/points failure

Tram waiting too long at signals
Had to use bus replacement
Tram waiting too long at stops
Congestion/traffic jam

Tram failure

Poor weather

Time it took passengers to board
Planned engineering works
Other

No reason given for delay

Not sure

Congestion/traffic jams

Time it took passengers to board/pay for tickets
Road works

Bus waiting too long at stops

The bus driver driving too slowly

Poor weather conditions

*‘No reason given for delay’ not asked in 2013. Its addition could have caused the significant drops in the other factors

Base: All experiencing a delay - 49 (Tram), 2006 (Bus) Caution small base

Autumn Significant  Autumn
2014 change 2013
I 15 7
0 0
I 19 9
I 5 18
0 7
[ — 21 11
0 2
0 10
— 21 2
I ——— 3T 36
. 4 N/A*
I 8 16
I s 51
I =0 31
N 24 + 19
I 16 14
I 13
I s T
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)
2
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Worry or concern at other passengers’ behaviour (%)
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Tram

All passengers

Male
Female

Age 16 to 34
Age 35to 59
Age 60+
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All passengers

Male
Female

Age 16 to 34
Age 35to 59
Age 60+

Autumn
2014

I 5

I 7
. 3

—— 9

I 10
—— 7

—— 9
I 10
- s

Autumn
2013

6

Significant
change

10

11

12
11

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

Base: All passengers - 498 (Tram), 3995 (Bus)

o
>
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Types of worrying/concerning behaviour (%)
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Tram
Rowdy behaviour

Passengers under influence of alcohol
Passengers not paying fares

Loud use of mobiles

Passengers playing loud music

Abusive or threatening behaviour

Passengers under influence of drugs
Graffiti/vandalism

Dacecninmar Ciirmimyy DN A AATA A~ Al
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Autumn
2014
I 51
0
I 23
I 28
I 28
I 16
. s
. 8
Feet on seats [IINIEGEGEGEGEEEE— 44
Smoking N 8
[ K]

Passengers not moving out of priority seats

Bus
Rowdy behaviour

Passengers under influence of alcohol
Passengers not paying fares

Loud use of mobiles

Passengers playing loud music
Abusive or threatening behaviour
Passengers under influence of drugs
Graffiti/vandalism

Feet on seats

Smoking

*Not asked in 2013/BPS

T 49
I 35

N/A*

N/A*
T 47
I 25
I 26

12
T 46
I 31

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base: All experiencing worrying/concerning behaviour - 20 (Tram), 255 (Bus) Caution small base

Significant
change

Autumn
2013

30
39
13
20
24
15
9
2
33
5
N/A*

44

+ 25

N/A*
N/A*
47
18

+ 17

42

+ 22

B
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Whether tram journey was better or worse than usual (%)
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Significant Autumn
change 2013

® Much better than usual 10
= A little better than usual 12

About the same as usual - 73
= A little worse than usual 4
® Much worse than usual +

66

Q. If you have used the tram before, how typical would you say today’s experience was?
Base: All previously using a tram - 482

S
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Suggested improvements spontaneously mentioned by tram passengers (%)

—~ 1~ ~ ~ NA:

T Daccanror Qiimiayy 2N A Al A~ Al At
Haill Fassceliyerl ouivey culi4 — iviildiallu ivietu o

69 per cent (+) of passengers could think of no improvement suggestions to make (2013: 57 per cent)
Of the 31 per cent (-) who did, their suggestions are shown below (2013: 43 per cent)

Autumn Significant  Autumn

2014 change 2013
Better/more comfortable seats [N 17 (=5 per cent of all passengers) + 3
More seating N 10 13
Bigger/longer tram [l 2 10
Other space issues N 7 - 26
More punctual/fewer delays I 8 10
More frequent trams [l 5 10
Other punctuality/reliability issues NI 11 6
Better information on-board NN 13 5
Improved temperature [N 9 8
Other interior issues N 9 14
Cheaper ticket prices 1l 3 2
Better ticket facilities W 1 2
Other ticket issues 0 1
Address unruly behaviour 0 6
Improvements to tram stops [ 5 7
Other uncategorised issues IIIIIININGGNGNGNGNGNGNGNGGE 05 + 17

Q. If something could have been improved on your tram journey today, what would it have been?
Base: All suggesting an improvement - 161

O
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Suggested improvements to the Midland Metro service — passenger verbatims

TurAam~a DNAacaAarm A~ Cisvis~ys ON1 A RAiAllAwmAl NMAde~
Hairl Fassceliycerl ouivey Zuli4 — ivildialiu ivietu v
Time keeping of the tram and also accurate updates on the electronic boards at the tram stop. When | look at the board The seats are
and it indicates the next tram is in 2 minutes | expect that to be the case. Unfortunately the board seems to stay at 2 a bit on the
mins for the next 4 to 5 minutes which is very misleading. (This is an occurrence that happens almost every day) hard side!
There was no list of the tram stops advertised on _ _
the new Metro carriages. There should be a A structure of some kind to allow people to get off the Metro without people
schedule of all of the upcoming stops advertised trying to get on to the Metro. | have found that | have not been allowed to
on posters inside the carriage walls exit the metro as people have been trying to get on to the metro

Tram stops could do with a makeover

There's been several occasions where a tram driver has shut the door whilst I'm
as they look old and dated

still boarding the tram and then refuses to open the door and drives off which is
frustrating considering I've prepaid for the travel on monthly travel card

Sometimes, trams will not run to destinations. So we need to get off the The Crescent stop in the evening can feel very dangerous
tram and find another mode of transportation. It would be nice if you for a women as it's very dark and limited lighting. There
could provide replacement buses so that we will not be late to the office are always strange and uncomfortable men hanging

around the stop drinking alcohol and | don't feel safe

Information as to why the tram was More online
late? So if necessary alternative updates. Via When we got to The Hawthorns, the information at the tram stop said
arrangements could be made! Twitter or that a tram was 1 minute away, but it took over 10 mins to arrive and
Facebook we had to call the emergency button to check that the tram was

actually going to turn up. The communication from the Midland Metro
team is poor. Also the seats are incredibly uncomfortable on the new
This was one of the new trams and there was no indication trams and the braking of the tram causes you to jolt forward
given of what the next stop would be

<
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Reasons for choosing the tram/bus (%)

Tram Autumn Significant  Autumn
- 2014 change 2013
Best way to get where | was going | NNRNHEHNNN 25 27
More convenient than the car (e.g. parking) | NEGIGIz;zG 15 16
Quicker than other transport | NNRBRHIIIIIEEEEEEEEE 25 27
Didn't have the option of travelling by another means || N NN NN 15 13
Cheaper than the car |l 6 7
Tram more comfortable than other transport [l 3 3
Cheaper than other transport [l 4 4
For the experience of riding the tram [JJj 2 N/A*
other | 1 - 3
Bus
Didn’t have the option of travelling by other means [ N RNl 48 - 52
More convenient than car [ 10 10
More convenient than other transport [ NN 11 10
Cheaper than the car [ 10 9
Preferred bus to walking/cycling [N 10 9
Cheaper than other transport [ 7 + 5
other [ 5 5
*Not asked in 2013
Q. What was the main reason you chose to take the tram/bus for this journey?
Base: All passengers - 490 (Tram), 3973 (Bus)
O
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Frequency of using Midland Metro (%)

§
J
)
)
)
)
;
)
)
)

5 or more days aweek |
Once or twice a week _ 15

Once afortnight - 4

Once a month - 4

Less frequently - 9

This is the first time ] 1

Q. How often do you typically travel by tram?
Base: All passengers - 492

Significant  Autumn
change 2013

- 52
18

11

o
>
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Sources for tram information (%)

Autumn Significant  Autumn
2014 change 2013
Phone: Centro [N 14 13
Phone: Traveline [ S 7
Internet: Centro website [ I 21 - 34
Internet: The Metro website [N 33 - 45
Internet: Network West Midlands website | INEEEEEEEEEGGGG— 29 N/A*
Internet: Other travel website [N 4 - 8
Travel shop NN 16 13
Ask friend/relative [N 11 11
Ask tram staff . 2 24
From a Park and Ride kiosk [l 1 N/A*
Smartphone app NN 14 13
Other M 2 4
Not sure NN 10 9

*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 - 444

‘\o,;
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Factors preventing more journeys being made (%)

Tram Passenger Survey 2014 — Midiand Metro
Autumn Significant  Autumn
2014 change 2013
Places reachable [HINGIGNGTIINENEGEGEEEEEEEEE 33 39
Frequency of trams | ]I 10 12
Reliability of trams | N 0 20
Cost of using trams [ NNINELEEGEGE 13 18
Understanding the fares ] 2 5
Understanding ticket machines [ 1 1
Journey times | 8 11
comfort of trams || I ° 10
Level of crowding [ NG 07 - 47
Concern for personal safety || IEIEGIN 7 11
Tram network improvement works | N R S N/A*

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

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 - 369 (Tram)

B
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Satisfaction with trams generally (%)

Ease of buying ticket

Punctuality
(running on time)

Frequency
(how often they run)

Range of tickets available

Ease of getting to
local amenities

Connections with other
modes of transport

*Not asked in 2013

Tramsr NAacaarmmraar Crivmez~vs N1 A RAiAllAwmAl NMAde~
Hairl Fassceliycerl ouivey Zuli4 — ivildialiu ivietu v
Total fairly/very satisfied
Autumn  Significant Autumn
2014 change 2013

mVery satisfied Fairly satisfied Neither/nor

= Very good Good Neither/nor

E Fairly dissatisfied ®Very dissatisfied

Total good/very good

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 - 471

40 13 I 85 83
42 10 28 s 89
m Fairly poor m\Very poor
Q_
=40
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Passenger profile (%)

Tram Bus Train
Autumn Significant Autumn Autumn Significant Autumn Autumn Significant Autumn
2014 change 2013 2014 change 2013 2014 change 2013
Age
16-34 50 50 44 + 37 27 24
35-59 27 - 34 33 - 40 41 41
Over 60 24 + 17 23 24 30 34
Access to private transport
Easy 24 24 12 12 N/A* N/A*
Moderate 49 43 9 9 N/A* N/A*
Limited/none 27 - 33 79 79 N/A* N/A*
Has a disability
Yes 13 12 33 + 28 12 + 7
Ticket type
Free pass holders 23 + 15 28 28 N/A* N/A*
Fare-payers 77 - 82 72 72 N/A* N/A*

*Not asked in NRPS
Base: All passengers - 503 (Tram), 4040 (Bus), 506 (Train)

2 p
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Weather conditions when journey made (%)

=
§
]
)
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)
)
z
)

Tram

Autumn Significant  Autumn
2014 change 2013
ory [ — 7 74
Light rain _ 17 20
Heavy rain I 2 2
Snow 0 0
Foggy [ 4 + 1
Icy I 1 + 2
Bus

Oy [, e

(o))
[e5)

Light rain - [ 27 26
Heavy rain - 7 6
Snow O 0

Q. What was the weather like when you made your journey?
Base: All passengers - 493 (Tram), 4044 (Bus)

o
>
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Journey purpose (%) — 1

Tram Autumn Significant  Autumn
2014 change 2013
Travelling to/from work I /4 51
Travelling to/from education [N 17 14
Company business W 1 2
Personal business I 6 +
Health visit [l 2 1
Shopping trip NG 14 13
Visit friends or relatives [l 5 5
Leisure trip | NN ° 10
Other M 2 3
Bus
Travelling to/from work [N 36 35
Travelling to/from education [N 16 + 14
Shopping trip NG 24 - 26
Visit friends or relatives [INNNEEGEGEE 11 10
Leisure trip [l 4 - 6
Other [N 9 9

Q. What is the main purpose of your tram/bus journey today?
Base: All passengers - 492 (Tram), 4030 (Bus)

O
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Journey purpose (%) — 2

Tomimna NaAacamnimmasr Oy DN A ARA:ALA
ITdlll Fdssce Igjtfl C)lJI\It:)/ U144 — [Viiuild
Autumn
Tram 2014
Sub-total: Business I 1
Bus
Sub-total: Business N/A*
Train

Sub-total: Commuter

Sub-total: Business

Sub-total: Leisure

*Not asked in BPS

Q. What is the main purpose of your tram/bus/train journey today?
Base: All passengers - 492 (Tram), 4030 (Bus), 506 (Train)

Autumn
2013

Significant
change

65

33

N/A*

38

10

52

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

Trmimr Dacanimmar Ciim sz DN A RN AlAcm Al AAAde—~
Hairl Fassceliycerl ouivey Zuli4 — ivildialiu ivietu v
Tram
Autumn Significant  Autumn
2014 change 2013
Sub-total: Single/return N 20 21
Single 7 6 4
Return [ 14 17
Sub-total: Season ticket/pass NN 55 61
Day pass 1 5 4
3 day/weekend O 0
5days/lweek [ 7 9
10 days/2 weeks [ 2 1
4 weeks/1 month [T 27 34
Quarterly/3 months ] 7 6
lyear ' 5 6
Free pass/journey I 23 + 15
Other ticket type W 3 2
Bus
Single/return N 18 18
Day pass [N 14 14
Season ticket/pass for longer than a day N 34 36
Free pass/journey N 28 28
Other ticket type B 2 1

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

Base: All passengers - 490 (Tram), 4054 (Bus) Base: All passengers - 477

Significant
change

= Tram only

® Train and
tram

“Bus and
tram

H Train, bus +
and tram

B
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37

40

22

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




Method of buying ticket and ticket format (%)

Tram

Ticket machine at stop
Conductor that day

Travel shop

Direct from the tram company
Rail/bus company

Local shop or post office

Direct debit through work/college
Other

oy}
c
(7]

From the driver before today

Direct from the bus company

Travel centre/bus station/booking office
Local shop or post office

Arrangement through work or college
Other

Did not buy before boarding

*Not asked for Midland Metro
Q. How did you buy that ticket or pass?

Autumn
2014

N/A*
I 29
I 30
I 16
. 8

I 10

M3

H2

12
12
I 20
- 16
- 8

L v
" 25

Base: All fare paying passengers - 381 (Tram), 2591 (Bus)

Significant
change

Autumn Significant  Autumn
2013 change 2013
N/A* = Paper 33

26 ticket/pass

22 m Photocard pass - 64
19

9  Plastic card + 2
14 H Ticket on 0
4 mobile

4 = Other format 1

= Showed the driver a paper
ticket/pass

= Used cash to buy a
ticket/pass

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

H Ticket on mobile

= Smartcard

Q. In what format was your ticket?
Base: All passengers - 468 (Tram), 3772 (Bus)

=
Passengerfocus [/ \

putting passengers first

47




How got to and from the tram stop (%)

Tuwvmrms NAaAm~aAm~~A- O wor~y s DON1 A AAitAllAacn Al AN A
Haill Fassceliyerl ouivey culi4 — iviildiallu ivietu o
Autumn Significant  Autumn
2014 change 2013
53 55
1 0
Cycled I 1 0
5 7
Car - dropped off r3 4
Car - Park and Ride r > B 4
3 2
) 6 5
Car - parked elsewhere E 5
30 28
. 4 3
ran [l ;
1 + 0
Tram L > 0
1 2
Other I 1 1

mGottotramstop  mLeft tram stop

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base: All passengers - 495

O
e 48
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Midland Metro stops used by passengers surveyed (%)

Il - mms MNAaA~A~Ai~ -~~~

~ p Ciimsnany 2N A idlan~A At~
ralll Fadssceliycel osuivey Zul4a — vildidi iy ivieu v

54 per cent of passengers were on an outward journey, 43 per cent on a return and 4
per cent on a one-way trip (2013: 52 per cent, 44 per cent and 4 per cent respectively)

83 per cent (+) of passengers had a seat for their whole journey. 6 per cent (-) said
they had to stand but would have liked to have a seat (2013: 72 per cent and 10 per

soaring A S g Aighiing Ao Spant e
» Birmingham, Snow Hill 31 + 25 e Birmingham, Snow Hill 33 29
* Priestfield 17 + 4 *  West Bromwich Central 17 4 12
*  West Bromwich Central 12 8 * Priestfield 10 aF 2
e Wednesbury, Great Western Street 6 + 2 » Bilston Central 6 4
e Bilston Central 6 4 ¢ Wednesbury, Great Western Street 5 4
» Black Lake 3 2 e Wednesbury Parkway 5 7
* Wednesbury Parkway 3 5 e StPaul's 3 3
e Winson Green 3 2 * Black Lake 2 2

NOTE: Network improvement works at Wolverhampton St. Georges and The Royal meant that no trams called at these stops for the duration of the fieldwork period in 2014
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 - 503
o]
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Where Midland Metro passengers live (%) — by postcode
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Autumn Significant Autumn
2014 change 2013
B41 and higher I 25 23
wvi-10 I 15 - 25
Any ws I 13 + 8
wv11 and higher | NI 10 - 17
B21-40 NN 10 + 5
B6-20 NG 7 9
Any DY I 4 6
B1-5 1M 2 2
Anycv I 2 0
Any other [N ° 4

Q: What is your postcode?
Base: All giving a postcode - 396

o
=
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Overall satisfaction (%) — by gender

Termimr NAacanimmar Ciims~vzs DN A AAiAlAm Al NAAE-—~
ITdlll Fdssce IQEI oOUul VUy U144 — vildiallud iviell v
Total fairly/very satisfied
Autumn  Significant Autumn
Tram 2014 change 2013
All passengers a7 o BB o0 92
Male 36 g M a7 91
Female 39 428 92 92
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
Bus
All passengers 45 0 Bl 87 86
Male 46 11 Bl 85 84
Female 45 o P s8 87
m Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
Al passengers 49 11 EE 83 85
Male 46 10 BB s3 82
Female 52 12 Bl s 88
m\ery 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 - 488 (Tram), 4012 (Bus), 497 (Train)
> 52
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Overall satisfaction (%) — by age

Termimr NAacanimmar Ciims~vzs DN A AAiAlA~Al NAAE-—~
ITdlll Fdssce IQEI oOUul VCy U144 — vildiallud iviell v
Total fairly/very satisfied
Autumn  Significant Autumn
Tram 2014 change 2013
All passengers 37 6 3@ 90 92
Age 16 to 34 43 7 a2 87 90
Age 35to0 59 46 5 Bl 91 91
Age 60+ 14 5 1 94 99
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
Bus
All passengers 45 10 24 87 86
Age 16 to 34 49 13 31 83 83
Age 35to 59 49 10 24 86 84
Age 60+ 33 5 1 94 94
m\Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied  ®Very dissatisfied
Train
All passengers 49 11 S 83 85
Age 16 to 34 58 12 [SEm 81 79
Age 35t0 59 56 14 4 1 80 81
Age 60+ 33 6 23 90 95
m\ery 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 - 3749 (Tram), 4012 (Bus), 497 (Train)
2= 53
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Overall satisfaction (%) — by passenger type

Termimr NAacanimmar Ciims~vzs DN A AAiAlA~Al NAAE-—~
ITdlll Fdssce IQEI oOUul VCy U144 — vildiallud iviell v
Total fairly/very satisfied
Autumn  Significant Autumn
Tram 2014 change 2013
All passengers a7 o BB o0 92
Commuting 45 o @@ a4 90
Not commuting 26 i 98 95
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
Bus
All passengers 45 0 Bl 87 86
Commuting 50 11 3@ 84 83
Not commuting 40 o @ 89 88
m Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
All passengers 49 1 Bl 83 85
Commuting 56 15 A8 s 76
Not commuting 45 o B s6 91
m\ery 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 - 488 (Tram), 4012 (Bus), 497 (Train)
2 gy
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Value for money (%) — by age

~~

T"A n_ felala ra Vald hl e
Hraill Fasscliycer ouli

Tram (fare-payers only)

All passengers a

Age 16 to 34 39
Age 35 t0 59 43

m Very satisfied Fairly satisfied Neither/nor

Bus (fare-payers only)

All passengers 57

Age 16 to 34

34
40

m Very satisfied

Age 35to 59

Fairly satisfied Neither/nor

Train
All passengers 34
Age 16 to 34 34
Age 35 to 59 39

m Very satisfied Fairly satisfied Neither/nor

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 379 (Tram), 2374 (Bus), All passengers - 416 (Train)

Ve

v N1 A AAi A~ Al At~
y U144 — vildiallud iviell v
Total fairly/very satisfied
Autumn  Significant Autumn
2014 change 2013
19 2R 62 67
21 R - 65
15 e 6 65
m Fairly dissatisfied  ®Very dissatisfied
19 N s 62
20 EE o 56
17 el o7 67
® Fairly dissatisfied  ®Very dissatisfied
22 T se 62
22 ST s 50
21 . s 57
E Fairly dissatisfied  ®Very dissatisfied
(o]
= 56
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Value for money (%) — by passenger type

Termimr NAacanimmar Ciims~vzs DN A AAi A~ Al At~
ITdlll Fdssce IQEI oOUul VUy U144 — vildiallud iviell v
Total fairly/very satisfied
Autumn  Significant Autumn
Tram (fare-payers only) 2014 change 2013
All passengers 41 19 12 e 62 67
Commuting 40 21 pEaEEs  ss 65
Not commuting 46 1 e 4 70
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
Bus (fare-payers only)
All passengers 37 19 1 e 62 62
Commuting 37 20 Pl o 60
Not commuting 36 17 e o4 66
m Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
Al passengers 34 2 DS s 62
Commuting 32 24 Pz s 50
Not commuting 36 20 e o2 - 72
m\ery 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 - 379 (Tram), 2374 (Bus), 416 (Train)
(o]
7= 57
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Satisfaction with the tram/bus stop/train station (%) — 1

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

Tram

Overall satisfaction — tram stop 43 9o Pi s8 90
General condition/maintenance 42 10 B 384 83
Freedom from litter 41 s [B@ ss 83

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

Bus
Overall satisfaction — bus stop 48 12 @@ 81 + 79
General condition/maintenance 45 15 el s 76
Freedom from litter 41 15 [0S o 69

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

Train
Overall satisfaction — train station 51 16 28 s 78
Upkeep/repair of the station 45 20 ioE 67 66
Cleanliness of the station 46 19 e 73 74

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

Q. Thinking about the tram/bus/train stop/station itself, how satisfied were you with the following: & Q. Overall, how satisfied were you with the bus/tram/train stop/station?
Base: All passengers - 486 (Tram), 3997 (Bus), 494 (Train)

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

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013

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

80 79

Bus
Information provided at the stop 46 15 - 75 73
Personal safety at the stop 43 16 - 76 + 74
m\Very satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very dissatisfied
Train
Provision of information
Personal security at the station 43 30 . 67 69
m\ery satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very dissatisfied
Q. Thinking about the tram/bus/train stop/station itself, how satisfied were you with the following:
Base: All passengers - 460 (Tram), 3650 (Bus), 470 (Train)
2 59
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Satisfaction with tram/bus/train punctuality (%)

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013

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

mVery satisfied Fairly satisfied Neither/nor m 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 - 469 (Tram), 3671 (Bus), 495 (Train)

R‘Q&‘ 60
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Satisfaction with start of journey and on-board staff (%)

Total fairly/very satisfied

Autumn  Significant Autumn
Tram 2014 change 2013

(ee]
W
(o]
=
o

Exterior cleanliness 86 84

33 s B 90 87
33 16 BB 7 77

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

Ease of getting on/off tram

I
o

‘ A
(63
~

Helpfulness/attitude

Bus

Exterior cleanliness

45 14 - 78 + 75

8 Bl s + 87

25 5@l oo 64

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

Ease of getting on/off bus

w
w

w
® @
I
\‘

I
N

Helpfulness/attitude

Train

Cleanliness of the outside

80 79

29 38 Bl - . 59

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

Ease of getting on/off train

Helpfulness/attitude

N N
[ =
N
(o)

(9}

N
[EEN
N

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 - 484 (Tram), 3904 (Bus), 485 (Train)

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

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
Interior cleanliness/condition 36 9 . 88 85
Information provided inside the tram 34 16 - 77 - 83

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

Bus

Interior cleanliness/condition

Information provided inside the bus 42 25 68 65

47 12 ol s + 72
s

IS

45 16

II\) I
N
I CD Oo
w
N
o]
+
~
(o]

Personal security

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

Train

50 17w e E 73 - 79
45 20 el oo 73

50 20 Bl s 79

Cleanliness of the inside

Provision of information on the train

N

Personal security

N
IS w
)

m Very satisfied Fairly satisfied Neither/nor ®mFairly 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 - 492 (Tram), 3978 (Bus), 491 (Train)

R‘Q&‘ 62
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Satisfaction on the tram/bus/train (%) — 2

Total fairly/very satisfied
Tram Autumn  Significant Autumn

2014 change 2013
Availability of seating

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

76 + 61

Bus
Availability of seating
m Very satisfied Fairly satisfied Neither/nor mFairly dissatisfied ®Very dissatisfied
Train
Sufficient room to sit/stand 41 15 - 68 70
Comfort of the seating area 48 16 - 74 80
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 - 485 (Tram), 3899 (Bus), 480 (Train)
L 63
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Tram Passenger Survey | | |n|n|“|“|:|;|
(Centro) Shift Date

Pazzenger Focus is the official, independent consumer organisation 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 journey on Midland Metro today a5 part of our national Tram Passenger Survey. Tram
companies, local authorities and Government pay dose attention to the survey’s resufts and the survey provides the
evidence for us to seek improvements on your behalf.

To find out more about our work please wisit www. passengerforus.org.uk. You can also follow us on Twitber
@pazzengerfocus

Pleaze fill in the guestionnaire after you have completed your journey with Midland metro.
Pleaze tick only one box per guestion, unless that guestion reguests otherwise.
After completing the guestionnaire, please return it using the postage paid envelope provided.

1. About your journey on Midland Metro

Qla. At which stop did you board this tram?

aib, At which stop did you leave this tram?

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

| ‘ | Hour ‘ ‘ ‘ Mins [Plegse wse 24 hour clack £.9. 5.25pm should be written a5 17:25)

03a. What type of ticket or pass did you use for this journey on Midland Metro? [Please tick ane box onfy)
Season Ticket/Midland Metro Card/student

LBV coeereeerreressseeesesssmmmesssaseeeeeee O A free pass or free journey
3 day/weskend S| Elderly perzon’s pass
5daysilwesk .. -0 Disabled persons pass

10 days/2 weeks O complimentary/free ticket
Aweeks L month o O

Quarterhy/3 months

Other time period (please write in}

Si return ticket

PEETD DY oo enen O

Other ticket
Fark and Ride
Family,/Group tickst

Train, Bus and Metro ..

1001001

a7,

aio.

Qail.

aiz.

Im what format was your ticket?

& standard paper ticket/ pass. . O An m-ticket {sent to your mobile phone)... []
A& photo card ticket/pass._..._. SiE] Dherfarmat: e e R Ta ]
A& plastic card you touched
on to the fare machine ... . |:|
How did you buy that ticket or pass?
From Conduc tor . O From a localshop or post office. . d
Direct from Network west Midlands ¥ou had a free pass ..o . d
[website/ phone].. . O Direct debit through work/college - H
Travelshop ......... . O THRET et esenae e s e ae e naaaan
Rail/bus company .. - O

what is the main purpose of your journey on Midland Metro today?

Travelling to/fromwork...................... O Health visit [Doctorfhospital/ dentist] ... O
Travelling to/from education ShODRIRZ TP . g
|e.g. college, school) .. Wisiting friends or rela tives . |
Onoompany business Leizure trip [e.g. day out). |
[or own if self-employed) .. OERET .. e e e e e eeennene s s s |
onpersonal businessz
[job interview, bank, post office} ........ O
Were you on your outward or return journey when you were given a questionnaire?
| Omeway trip onhy . O

O BUCATET oo
cChildren [under 12) who were wa lking..... H Lots of bagz or lugzage.
& wheelchair/mobility scooter ... Momeofthese

How did you get tothe Midland Metrostop where you boarded this tram today?
onfootfwalked ...
Cyded

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

What was the main reason you chose totake Midland Metro for this journey?
[Pizase tick one box onfy)

Cheaper than the car .. .Od Quicker than other transport .................. O
Cheaper than other transport Best way 1o gt where lamgoing .. |
More convenient than the car Tram more comfortable than
(8.2 PATKINE e O OEhEr trANEEOM e eaenas O
Didn't have the option of travelling For the experience of riding the tram ... |
by AROthEr MEANS ..o ereeaeeenen O ‘Other [please write in]

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

FOEEY e ee e enenn d
EIUOW e veeeeeseenseansenneensesnsennnnsennsnnenean O
JE e eenn O
)
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2 About the tram stop where you boarded this Midland Metro tram
013, Thinking about the tram stop itself, how satisfied were you with the following?
W Doat
Vary *mdy astafed mor P by Varp emcwi=o
rtafad arafad  dhamtafad dhaaafad dhamafad ssietoe
Its distance from your journey start
e.g. home, shops .. O O O O O O
The convenience/accessibility of its location.... O O a a O a
Its general condition/standard of maintenance O O O O O O
1tz freedom from graffiti/vandalism O O a a O a
Its freedom from litter ............. - 4 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 O O O O O
Your perzona | safety whilst at the tram stop......... O O O O O O
ai4,  oOwveral, how satisfied were you with the tram stop?
very satisfied . Fairly dissatisfied
Fairly zatisfied.... wery diszatizfied . .
Neither satisfied nor dissatisfied............. O Don’t knowy No Opinion ....................... d
3. Waiting for the tram
ais.  Approximately, how long did you wait for your tram?
(Plegse write in the time in minutes) I:I:l
Qil6a. Did you check any of the following tofind out when the tram was meant toarrive?
(Pieose tick oll that apply)
Before leaving for the tram stop At the tram stop
Leaflet/ paper timeta ble Electronic display at the stop. O
Online tram times Information posters at the stop. O
Live tram locator/timings Onling tram times ......cooeeeeemannas . d
(e.g. via mobile 2 ppfwe Live tram locator/timings
Disruption updates [e.g. via mobile app/web) ..oooeeee O
[e.z. on Twitter/Facebook]. Disruption updates
OthET .o |e.z. on Twitter/Facebook]............... ]
a1 |:|
Qi6b. Ifyou did not check to find out when the tram was meant toarrive, why was this?
(Pieose tick oll that apply)
Knew the tramsran Didn't have time ..o O
frequently on this routs . Did not know when the tram
Already knew arrival times was meant to arrive
Could not find the information .. Other s
Qi17. Approximately how long did you expect to wait for the tram?
(Plegse write in the time in minutes) I:I:I
Q1ga. Thinking about the time you waited for the tram today, was it...
Much longer thanexpected ... O & little lezs time than you expected ... d
A little konger than you expected............ O Much lesz time than youexpected........... O
About the length of time you expected.... []
Q1gh. Were you able to board the first tram you wanted to travel on?

W et eareeaeesseseeseensenseaseeseennennsaneennen O

Q1% How satisfied were you with each of the following?
TR T Domt
vy mady astafad mor ruicy vany emcrwfi=c
arfafad  amafed  Susafed  dusafed  Sasafd sz
The length of time you had to wait for the tram...... O O O O | O
The punctuality of the tram... O O O | O
4, On the tram
20, Thinking about when the tram arrived, please indicate how satisfied you were with the following:
LTS Bomt
Wy *mdy  amtafed mos P sy Vary ecrwf=e
arfafad  amafed  fusafed  dusafed  Samafd ssees
Route/destination information on
the outsice OF the TramM......ceeeeeeeeeeceeeeeaeaaas O O O O O O
The ceanlinesz and condition of
the outside of the tram......oe O O O O O O
The eaze of getting on to and off of the tram ........... O O O O O O
The length of time it took to board the tram............ O O O O | O
Q21 Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
Natmar D=t
vy mady astafad mor ruicy vany emcrwfi=c
arfafad  amafed  Susafed  dusafed  Sasafd sz
The cleanliness and condition of the
inside of the tram ... .. O O O O | O
The information provided inside the tram ... O O O O O O
sufficient room for all the passengers to i O O O O O O
The comfort of theseats ... O O O O O O
The amount of personal space you had
AFDUNE POU coeeeeeveeveemeeaseeseeeesseassenseesneasnsen O O O O O O
Provizion of grabraiks to hold on to when standing,
moving about the tram O O Oa O O
The tem perature inside the tram ... O O O O O
Your personal security whilst on the tram.. O O O O O
The amount of time the journey took O O O O O
SiwmslinezsyTiestom Rl
THHE JOUITIEY cneeeiee e veenseaeeeneeeseemeassenseenneasannan O O O O O O
022, Did you get 2 seat on the tram?
Yes—for allofthe journey .. O Mo - butyouwere happy tostand ... O
ez — for part of the journey......cccceeeeeeee O Mo — but you would have likeda seat ....... O
023a. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your

journey?
R L= O MO oo e s mm s s s ne s s s nann O
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az23b.

Q23

Q24a.

0z2ab.

Q26

Ifyes: Which of the following were the reasons) for this? (Plecse tick off that opply)

Graffiti or vandalism
Loud use of mobile phones.
Other [pleasze write in}

Abusive or threate ning behaviour.

Row dy behaviour

Pazzengers not moving
out of priority seats ...

Pazzengers drinking,/under Pazzengzers not paying their fares - Od
the influence of aloohol ..o O Feston seats |
Fazzengers taking/undsr Music being played loudly .. |
the influence of drugs .. O Smoking |

. d

.Oa

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

Was your journey with Midland Metro today delayed at all?
NS e O D e O

Ifyes: Why was this? (Please tick off that opply)

Due to 3 zignalf points failure . O Time it took pazsenzers to board/
Rroad congestion/traffic jam . g pay for tickets. - Od
Due toa tram failure ... . d Had to use bus repla cement servic . O
Planned engineering works. . O Other [please write in)
Poor wea ther conditions ... . O
The tram waiting too long atstops O O FEEO M EIVEM e e e e e O
The tram waiting too long atsignals ... O DRt KOV oo O
Ifyes: By approximately how long was your journey today delayed?
(Plegse write in the time in minutes) I:I:I
Were any of these items of information present on the tram?

Yes No Don't know
Amapof the tram route/ Journey tiMES ..o wwieeeeeeeeeesee s eeesnsasnaeaas O O O
Audio announcements .2, 3ying the NEXTIFamM 510D .o O O O
Anelectronic display e.g. showing the next tram stop....ooeeeeiceeeeees D D D
Infiormation 3bowt tioketsFares. . ..o O O O
ATMETEBIE e O d
Details of how tomakea complaint, if you had one ... O O

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

He e Doat

vary mady astafad mor Py Ve emcwf=o

awtafad  amafed daamaied  dastaied daamaied  szoes
Theappearance of amy staffo e O O O O O O
Any gresting/welcome you g ot from the staff....._. O O a a O a
The helpfulness and attitude of the staff......ooeeee. O O O O O O

The zafety of the driving
[i.e. appropriateness of speed,

Ariver CORCENTTAtING) ..o O O O O O O

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

028, Overall, taking everything into account from start to end of this journey, how satisfied were you with your
journey on Midland Metro today?
Wery satisfied Fairly diszatisfied...
Fairly satisfied ... wery dissatisfied....
Neither satisfied nor dissatizfied .. Don't know, No opinion...
029, If something could have been improved on your journey on Midland Metro today, what would it have
been?
030, How satisfied were you with the value for money of your journey on Midland Metro?
Very satisfied Fairly dissatisfied... ..d
Fairhy zatisfied ... wery diszatizfied.... |
neither satizfied nor dissatizfied ............. O Don’t Km0 N ORIMION. e |
031, What had the biggest influence on the “value for money' rating you gave in the previous guestion?
The cost for the distance travelled ... d
The oozt of the tram versus other Comfort/journey quality for
modes of transport .o O the fare paid. e O
The fare in comparizon to the cost A& reazon not mentioned above
of everyday HEmME ..o O [pleaze write inbom) .o O
6. Your opinion of trams generally
03za. How would you rate Midland Metro services for the following:
Natmar D=t
Vary wood moe Vary womisz
| o= Bood By Foor poor oo
Eaze of getting to local amenities
[.2. zhops, hospitals, leisure facilities ) ... O O O O O O
Connmection with other forms of
public transport [.g. trains/buses) ... O O O O O O
0Q3zb.  And how satisfied are you overall with Midland Metroservices for the following:
vary -y m:;-:‘-.o- rui iy vary r:::w;-o
arafas aafad  dhamafed  daamafed  daasafed o

Eaze of buying your ohet ...

Punctuality {runming om time) ..o O
Frequency [how often the trams run) .
Range of ticketz available.....ooooees
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33, If you needed information about your local tram services, e.g. times, fares, where would you obtain that
information? [Piease tick ol that apply)
PhONE. CENrD e eeeeeancaaeannan O Azk friend/relative e |:|
Phone: Traveline ........ ... d From a Park and Ride kiosk .. . d
Imternet: Centro website .Od smartphone app |
Imternet: The Metro website . O Ak tram staff . |:|
Imternet: Network west Midlands website [ Other...... |
Internet; Other travel website ..oweeeeeeeeee O MOt sure.. .0
TrAVELSHOD ooeeeeveeeeeeecee e O
Q3.  How often do you typically travel by Midland Metro?
(Please tick the closest toyouwr frequency of trom use)
50F MOTE D3YE 3 WEEK L.oeeeeiiececeeaes L OMCE 3 MHOMEN e e s O
Jord dayzawesk . - Od Less frequenthy . Od
OnCE OF Twice 3 wel . O This iz the first time | have
Once a fortnight .. . Od wsed Midland Metro................... O
Q35 Ifyou have used Midland Metro before, how typical would you say today’s experience was? Wasit..
Much better than usual.. | & little worze than usual ..
A little better than usual. | Much worze than usual....
About thezameas usua ]| e O
36, Have any of the following frequently stopped you making journeys by tram? (Please tick olff that apply)
The places you can reach How long journeys take
by Midland Metro | when going by Midland Metro ...
The frequency of trams in thearea ......... [] The comfort of the trams
The reliability of the trams .. d The level of crowding on the trams
The cost of using Midand metro ............ [ & conzern for your personal
Understanding the fares........... .. gd =afety on Midland Metro. |
Understa nding the ticket machin . O Tram network improvement works.......... O
T. About you
(o1 Areyou...?
MIBIE .o O FEMAIE....ooveeeereacsicesesssasses s sasansens O
aB. In which age group are you?
BEB e O
- - O
5555 . . O
TO-79. - O
ED+.. .Od
ac. Areyou...?
working full time [304+ howrs)................. O RELFEH .o d
working part time (under 30 hours)........ O Full time STUBEME. .....ceeeeeeeee e Oa
Mot working — seeking work e O DR et eee e e s e e s e s a e emanannnn O

Qapa.

apb.

QE.

aF.

aG.

QH.

Are you affected by any physical or mental health conditions or illnesses lasting or expected to last 12

months or more? (Please tick olf thot apply)

MO = MOME ..o |
Y&z — Vision [£.g. blindness or partia | zsight) O
ez — Hearing [e.g. deafness or partial hearing] O
Yes — Mobility (e.2. only able to walk short distan O
‘ez — Dexterity (e.g. difficulty lifting and carrying objects or uzing 3 keyboard) - O
Y5 — Learning or understa nding or concentrating . . O
Yes— Memary O
Yes—Menta | health . - O
ViEE— ETEMINE Or BrEathin g Fat g S e O
‘ez — Socially or behaviourally [for example associated with autism,

attention deficit disorder or Asperger’'s syndromE] ..o eceeeeeces O
A conditionmot mentioned 3 BoVE e |:|

Does your condition or illness have an adverse effect on your ability tomake journeys by tram?

which of the following best describes your ethnic background?

white ... - d Chingss oovveee.
Mixed ... -4 Azianor Asian Britis
Black or Black British .4d Other ethnic group ...

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

fou have 3 car availzble ‘fou have & car availzble but

and don't mind driving .... | prefer not 1o drive. . O
‘You don't have a car availabk -4
How often are you able toask someone else to drive you for local journeys?
allor moost of the time .. . d ¥iou don't have any body you canas
Some of the time.......... .4d Mot applicable ..o

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

Live outside the UK ..

-0

Pleaze complete the contact detail: requested below if you would be happy to participate in future ressarch projects

about travel

Mame:

Email address:

retepronsoumber: [ [ [ [ | [ [T T[T IIITITTTITIT]
LLLTTTT HENEENEENEREREENEREEN

Thank you for your help in completing this questionnaire,
Flzaze return it in the envelope provided or use the following Frespost address:
Tram Passenger Survey
perspective Ressarch Services Ltd =)
FREEPOST [REKU-SKLZ-TSYVE] )
Kingzsbourne House
225-231 High Holborn
LONDON WC1W TDA

bdre continental *

rerfocus i i
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