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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 Sheffield Supertram system, with relevant comparative data for
bus and train for the South Yorkshire PTE area.
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Methodology — fieldwork
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Sheffield Supertram (TPS)
Fieldwork: 24 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: 317 interviews (228 paper and 89 online)

In 2013 fieldwork took place between 28 October and 15 December

Bus (BPS) data for South Yorkshire 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: 1,660 interviews

Train (NRPS) data for South Yorkshire PTE area
Fieldwork: 1 September to 9 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: 114 interviews

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

Sheffield 53 Penistone 3
Doncaster 39 Adwick 1
Meadowhall 7 Conisbrough 1
Barnsley 4 Mexborough 1
Rotherham Central 4 Swinton (Yorkshire) 1

Note: TPS fieldwork had to be postponed for three weeks due to a hole near the track that disrupted services
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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:

* Tram network (for Sheffield this was by line)

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

* Gender: male, female

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

The full details of the weighting matrix can be found in the TPS Autumn 2014 technical
report.

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

Passenger Focus is not responsible for how the information is used, how it is interpreted or what reliance is placed on it. Passenger Focus does not
guarantee that the information contained in TPS is fit for any particular purpose.
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The Sheffield Supertram system SURP="1RAITI
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e Supertram consists of three lines with 48 stops in total, covering 18 miles in the city of Sheffield
* Approximately 12.6 million* passenger journeys were made in 2013/14

e The trams run with conductors and passengers may purchase tickets on board. There are no ticket
machines at Supertram stops

e Supertram stops do not have Passenger Information Displays but do have information boards with
timetables and fare information

* Tram frequency is as follows:

Monday - Saturday Sunday
Morning/evening Every 10-20 mins Morning/evening Every 10-20 mins
Daytime Every 5-10 mins Daytime Every 10 mins

*Source: Department for Transport, Passenger journeys on light rail and trams by system in England, 2013/14
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Summary of key findings (1)

* OQverall satisfaction for a journey on Sheffield Supertram remains high (92 per cent). This
compares favourably to the same measure on the Bus Passenger Survey (87 per cent)
and the National Rail Passenger Survey (82 per cent) in the South Yorkshire PTE area.
This high score was relatively consistent across the main passenger groups, although
lower among commuters and those aged 16-34

* Amongst fare paying passengers 69 per cent were satisfied with the value for money of
their journey on Supertram. This is consistent with bus and rail passengers (69 per cent)

* When evaluating whether their journey represented value for money, the cost for the
distance travelled was the biggest factor, followed closely by the cost of the tram versus
other modes of transport

* The main factor that drives passengers to be very satisfied on Sheffield Supertram is
satisfaction with the amount of time the journey takes. 85 per cent of passengers were
satisfied with the journey length, although this has decreased significantly from 92 per
centin 2013

* Almost eight in ten (78 per cent) were satisfied with the punctuality of the tram (2013: 84
per cent), and only 7 per cent of passengers experienced a delay on their journey (2013:
8 per cent)

2 g
Passengerfocus I/ \




Summary of key findings (2)

* Less than a third (29 per cent) of passengers spontaneously mentioned any
improvement that could be made to their journey (2013: 29 per cent). Of those who did
suggest an improvement the most frequently mentioned was improvements to tram
stops, followed by issues relating to punctuality and reliability (e.g. more punctual trams,
fewer delays)

* Only 1 per cent of passengers were worried or concerned about the behaviour of other
passengers on board. This has decreased significantly since 2013 (5 per cent)

* The profile of Supertram passengers was quite young, with a third (37 per cent) aged
16-25

e Half of the journeys on Sheffield Supertram are made for commuting purposes: 35 per
cent for work and 15 per cent for education

* Despite the young passenger profile, two in ten (22 per cent) were travelling with an
elderly persons pass. This compares to a quarter (25 per cent) of passengers who travel
by bus
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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  Significant Autumn
2014 change 2013
All passengers I 33 5 Bl 92 94
Male 33 6 Wl 90 94
Female 32 4@ 95 94
Age 16 to 34 37 9 Wm g7 91
Age 35 to 59 41 22l 96 95
Age 60+ 14 1 99 99
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Bus
All passengers 39 O M 87 89
Male 42 1 3| 84 88
Female 37 7 23 89 89
Age 16 to 34 46 14 B s 86
Age 35 to 59 37 7 4 88 88
Age 60+ 31 418 93 93
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 - 316 (Tram), 1652 (Bus)
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Overall satisfaction (%) — by passenger type

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
All passengers I 33 5l 92 94
Fare-payers 38 6 N 90 93
Free pass holders 15 1 99 100
Commuting 39 9 5N 86 91
Not commuting 26 1 99 97
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Bus
All passengers 39 O M 87 89
Fare-payers 43 1 b 84 87
Free pass holders 32 4 M 93 91
Commuting 44 12 B 84 86
Not commuting 34 7 20 9 91

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 - 316 (Tram), 1652 (Bus)
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Value for money (%) — fare-payers only

Teraim~ Daccnnmar Qiiminvy O2N1 A [ad PPN 4 Ly DA Y o P N
N I FAassStE IQEI O Ul VUy ZUl4 — ollclliciu DUPEI talll
Total fairly/very satisfied
Tram Autumn  Significant Autumn
2014 change 2013
All passengers 39 13 isE 69 70
Age 16 to 34 40 11 zomeEn 66 63
Age 35to 59 37 19 mem 75 81
Commuting 30 16 2zaml3 60 67
Not commuting 53 10 W5 384 74
m\Very satisfied Fairly satisfied Neither/nor E Fairly dissatisfied  ®Very dissatisfied
Bus
All passengers 37 15 N 69 68
Age 16 to 34 38 15 sl 66 65
Age 35 to 59 36 13 s 3 70
Commuting 38 13 e 72 71
Not commuting 36 18 NionvEAaE 66 62
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 - 214 (Tram), 804 (Bus)
2 1
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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

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 - 206 (Tram), 776 (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 38 38 96 93
Distance from journey start 32 11 2 84 83
Convenience/accessibility 32 8 @& 9 92
General condition/maintenance 38 7 W 92 87
Freedom from graffiti/vandalism 29 20 96 + 91
Freedom from litter 33 9 Bl 89 87
Behaviour of other passengers NG e 27 6 21 93 + 85
Information provided at the stop 35 12 Bl s34 86
Personal safety at stop 33 6 94 + 88

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

Bus
Overall satisfaction - bus stop 43 11 zmE 83 + 79
Distance from journey start 32 s Waa 87 84
Convenience/accessibility 34 8 2l 89 89
General condition/maintenance 37 15 psmEl 76 76
Freedom from graffiti/vandalism 32 12 e 80 81
Freedom from litter 35 13 7 /6 73
Behaviour of other passengers N/A*
Information provided at the stop 37 16 a3 72
Personal safety at stop 35 15 il 79 79
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 - 309 (Tram), 1630 (Bus)
2 16
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Satisfaction with punctuality of the tram/bus (%)
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Total fairly/very satisfied

Tram Autumn  Significant  Autumn
2014 change 2013

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

80 83

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

Actual versus expected 76 - 82

waiting time 12 20 44

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

Total fairly/very satisfied

Autumn  Significant  Autumn
2014 change 2013

oy}
c
(7]

m Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Total about the same or a
little/much less than expected

Actual versus expected 75 75

waiting time

12 16 47

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 - 313 (Tram), 1645 (Bus)
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Expected and reported waiting times (%)
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Tram Expected tram waiting time Reported tram waiting time
Autumn Significant  Autumn Autumn
2014 change 2013 2014
under 2mins ] 3 6 B s
2.5 mins [ /> 45 I 30
s-10mins [ 45 I 2
10-15mins [ 4 3 B
Over 15 mins I 2 1 - 8
Average expected waiting Average reported waiting
time 8 minutes (7 minutes) time 8 minutes (2013: 7 minutes)
Bus Expected bus waiting time Reported bus waiting time
under 2mins [ 7 7 e 1
2-5mins [ 43 44 I 42
s-10mins [N 40 37 I 29
10-15mins [l 6 6 e s
over 15mins [l 5 5 L
Average expected waiting Average reported waiting
time 8 minutes (2013: 8 minutes) 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 - 310 (Tram), 1688 (Bus)

Significant  Autumn
change 2013

18
42
30

46
28

12
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How passengers checked tram/bus times (%)
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Tram 47 per cent of Sheffield Supertram passengers did not check to find out when the tram was meant to arrive (2013: 50 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 [ 7 11 Electronic display [] 3 1
online [l 11 12 Information posters || | | I 35 + 24
Live tram locator/timings l 4 3 Online | 1 2

Disruption updates

via social media 0 0 Live tram locator/timings | 1 4
Oth Disruption updates
e l 4 ! via social media 0 0
other [ 5 6
Bus
Before leaving for the bus stop At the bus stop
Paper timetable [ 18 - 28 Electronic display || NG 33 + 29
online [ 16 14 Timetable [N 35 + 48
Live bus locator/timings [l 7 7 online JJ 3 2
Disruption updates
Iviuapsloci:Ipmedia l2 + 1 Live bus locator/timings . 6 + 2
h 7 Disruption updates
Other . ! 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 - 317 (Tram), 1025 (Bus)
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Tram Significant  Autumn

change 2013

Autumn
2014
Knew the trams ran frequently on this route _ 79 81
.
[
| K
| E

Already knew arrival times 18
Could not find the information

Didn't have time

Did not know when tram was meant to arrive
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Knew service was frequent _ 60 59
Already knew arrival times _ 36 32
K
s
Bs

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 - 174 (Tram), 621 (Bus)
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Satisfaction with start of journey (%)

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013

Route/destination
normationon warn NN R 27 5 % o1
on/off tram 76 20 3 95 95

Time taken
1 baard 10 4 %

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

Bus

Route/destination

1 n s 84
on/off bus 61 31 6 92 92
Time taken
gl i 91

mVery satisfied Fairly satisfied Neither/nor H Fairly dissatisfied mVery dissatisfied

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base: All passengers - 309 (Tram), 1607 (Bus)

B
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Satisfaction on the tram/bus (%)

Tram Passenger Survey 2014 — Sheffield Supertram
Total fairly/very satisfied
Tram Autumn  Significant Autumn
2014 change 2013
Interior cleanliness/condition 32 10 Bl 87 - 93
Information provided inside the tram 34 14 B 83 82
Availability of seating or space to stand 39 9 PN 86 85
Comfort of the seats 34 12 Bl 84 88
Amount of personal space 39 11 722 30 79
Provision of grab rails 38 9 2B 86 84
Temperature inside the tram 42 8 M 88 88
Personal security 34 7 92 90
mVery satisfied Fairly satisfied Neither/nor m Fairly dissatisfied mVery dissatisfied
Bus
Interior cleanliness/condition 46 12 el 79 77
Information provided inside the bus 37 29 5 65 64
Availability of seating or space to stand 37 6 2B 89 87
Comfort of the seats 43 13 el 77 + 73
Amount of personal space 41 13 el 78 76
Provision of grab rails 42 10 21 87 86
Temperature inside the bus 44 12 5@ 381 80
Personal security [INNENEGNGEY S 39 13 @ 85 84
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 - 312 (Tram), 1618 (Bus)
L 22
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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 - 310 (Tram), 1642 (Bus)
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Availability of information inside the tram/bus (%)

Tram Autumn Significant  Autumn
2014 change 2013
Route map/journey times || KT - 82
Audio announcements || ENGTNGEGEGEEEEEEEEE 93
Electronic display [ MM o 92
Fares/ticket information || |GGG 27 39
Timetable || 15 22
How to make a complaint [l 7 23
Bus
Route map/journey times || NI 18 16
Audio announcements [} 3 3
Electronic display [l 10 9
Fares/ticket information || N QNGB 249 + 38
Timetable [ 13 13
How to make a complaint [ NN NGQNNEEEGEE 27 23

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 - 296 (Tram), 1406 (Bus)
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Satisfaction with tram staff/bus driver (%)
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Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
7 o Bl « 9%
Smoothness/freedom
from jolting 37 o @@ 84 85
mVery satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied  ®Very dissatisfied
Bus
a1 o @ s 9%
s 0 @ e 00
Smoothness/freedom
from jolting 36 16 [l 77
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 - 311 (Tram), 1582 (Bus)
2 35
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Key factors that drive tram passengers to be very satisfied (%)
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All passengers —2013/2014

B The amount of time the journey took
The comfort of the seats
B The appearance of any staff
mThe length of time you had to wait for the tram
= The information provided inside the tram

EThe information provided at the tram stop

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 - 729 (2013 and 2014)
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Experience of delays (%)
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7 per cent of Sheffield Supertram passengers experienced a delay (2013: 8 per cent). Typical length of delay was 9 minutes

Autumn Significant  Autumn

Tram 2014 change 2013
Signal/points failure 0 2
Tram waiting too long at signals 0 10
Had to use bus replacement 0 18
Tram waiting too long at stops NN 24 12
Congestion/traffic jam NN 14 23
Tram failure NS 11 3
Poor weather 0 5
Time it took passengers to board 0 1
Planned engineering works 0 0
Other IIIINNNNNNNNNNNNNNNN 12 33

No reason given for delay NG 30 N/A*
Not sure NN 32 28

Bus

Congestion/traffic jams _ 48 47

Time it took passengers to board/pay for tickets [ NN 42 38
rRoad works [N 18 - 26

Bus waiting too long at stops || NGEEGE 14 17

The bus driver driving too slowly [N 7 - 11

Poor weather conditions [ 15 + 9

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

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 - 22 (Tram), 783 (Bus) Caution small base
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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+
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All passengers

Male
Female

Age 16 to 34
Age 35to 59
Age 60+

P e YeateaYela Ve Vel

Autumn
2014

!

0
. 2
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0

I 5
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4
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Significant
change

Autumn
2013

5

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

Base: All passengers - 313 (Tram), 1645 (Bus)

=
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Types of worrying/concerning behaviour (%)

Tram

Base too small to report
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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

Autumn
2014

T 42

. 18

N/A*

N/A*

T 35

I 15

- 10

i
T ces
m2

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?
Base: All experiencing worrying/concerning behaviour - 2 (Tram), 63 (Bus) Caution small base

Autumn
2013

54
26
N/A*
N/A*
29
15
19

Significant
change

=
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Whether tram journey was better or worse than usual (%)
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Autumn
2014

Significant  Autumn
change 2013

B Much better than usual 7
1 A little better than usual 14

About the same as usual 76
= A little worse than usual 3
® Much worse than usual 1

79

Q. If you have used the tram before, how typical would you say today’s experience was?
Base: All previously using a tram - 311

=
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Suggested improvements spontaneously mentioned by tram passengers (%)
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71 per cent of passengers could think of no improvement suggestions to make (2013: 71 per cent)
Of the 29 per cent who did, their suggestions are shown below (2013: 29 per cent)

Autumn Significant  Autumn

2014 change 2013
More seating Wl 1 6
Bigger/longer tram [l 2 4
Other space issues GG 13 14
More punctual/fewer delays [l 13 (= 4 per cent of all passengers) 13
More frequent trams [l 5 6
Other punctuality/reliability issues I 8 3
Better information on-board NG 12 12
Other interior issues NG 13 10
Cheaper ticket prices |l 3 - 17
Better ticket facilities NN 11 3
Other ticket issues W 1 1
Address unruly behaviour [l 2 5
Improvements to tram stops | INIINIGIGINGGGNGNNNGNGNGNGNGNGNN 2/ + 8
Other uncategorised issues [IIINININIGIG 13 19

Q. If something could have been improved on your tram journey today, what would it have been?
Base: All suggesting an improvement - 87

O
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Suggested improvements to the Sheffield Supertram service — passenger verbatims

Tram Passenger Survey 2014 — Sheffield Supertram

There could be the electronic boards at the tram stop that indicate how long it will be until the next tram (like the ones at bus stops and
train stations). Also, the trams do not seem to have the space to accommodate all the passengers - even when it isn't a peak period

Cleaning up the rubbish around the tram stop area, More maps of tram routes as | couldn't see it from where | was
in particular the train line running behind the tram sat. Dogs should be allowed on trams just as they are on buses!
stop, as the bins where overflowing and the rubbish
was falling on to the railway lines behind

When passengers approach doors when they have just closed,
driver shows no regard and sets off when for the sake of a few
seconds he could let them on. | know timetables have to be
met but this happens regularly and | have seen old people and
young suffer missing the tram because of this

Maybe an announcement over a speaker in the park and ride
car park: “the next tram to arrive into the city will be in 5 mins”
so | know if | need to run to the platform, walk fast, or can
take it easy

An electronic information board telling you when the next tram is due
on the platform would be good. Also, the amount of emergency
braking the tram drivers seem to be doing recently is ridiculous

| am entirely happy with the Supertram. |
travelled around London for years, and
the tram beats the tube any day!

Electronic updates at L . . . .

the tram stog making l:/lore freqbuent Wish it was faster and the posters informing about cheaper tickets (3 quid for tram
rams in busy i

passengers aware of fimes eg 7-9am only) removed from stops, since they were not on sale anymore on that day

live departure times and 4-6 pm

and any delays e.g.

broken down tram
ahead causing delay Digital information board to keep you up to date with where the tram is i.e. what stop it is currently at

DY)
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Key differences between the Blue/Purple and Yellow lines
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* Overall satisfaction was higher on the Yellow line: 96 per cent of passengers were satisfied with their
journey overall, compared to 89 per cent on the Blue/Purple lines

* On the whole, satisfaction with different aspects of the journey was rated consistently between the
different lines in Sheffield. However, there were some differences as shown below

2014 (% satisfied) 2013 (% satisfied)
Blue/Purple lines Yellow line Blue/Purple lines Yellow line
Value for money 64 74 72 69
The information provided at the tram stop 88 80 86 86
Length of time had to wait for the tram 74 - 86 83 83
Punctuality of the tram 67 - 87 86 83
The amount of time the journey took 78 - 92 94 91
Amount of personal space on board 77 83 83 77
The smoothness of the journey 80 - 87 90 81
The greeting/welcome from tram staff 73 - 82 + 86 73

Figures in green indicate the line with the highest score
+/- symbols indicate a significant change since 2013

Base: All passengers - 135 (Blue/Purple), 182 (Yellow)
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Reasons for choosing the tram/bus (%)

Tram Passenger Survey 2014 — Sheffield Supertram
Tram Autumn Significant  Autumn
- 2014 change 2013
Best way to get where Iwas going | NGNGTGTGTGNTNEEEEEEEEEEEEE 7 34
More convenient than the car (e.g. parking) | NRNINNGEG 21 20
Quicker than other transport || | ENNEENE 13 10
Didn't have the option of travelling by another means | NN 11 16
Cheaper than the car [l 5 5
Tram more comfortable than other transport [ I 8 8
Cheaper than other transport [ 2 2
For the experience of riding the tram ] 1 N/A*
other [l 2 6
Bus
Didn’t have the option of travelling by other means [ NNRREDRBMIEEE 49 51
More convenient than car [ I NGNGB 14 + 10
More convenient than other transport [ NN 11 + 9
Cheaper than the car [ 7 7
Preferred bus to walking/cycling [N 10 12
Cheaper than other transport [l 5 - 7
other M 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 - 311 (Tram), 1626 (Bus)

O
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Frequency of using Sheffield Supertram (%)
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Autumn Significant  Autumn
2014 change 2013

5 or more days aweek [N <2 @
3 or 4 days a week _ 16 19
Once or twice a week _ 22 20

Once a fortnight - 4 6
Once a month - 4 5
Less frequently _ 10 8
This is the first time ] 2 2

Q. How often do you typically travel by tram?
Base: All passengers - 317

o
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Sources for tram information (%)

Tram Passenger Survey 2014 — Sheffield Supertram
Autumn Significant  Autumn
2014 change 2013
Phone: Stagecoach Supertram | NI 11 10
Phone: Travel South Yorkshire | NI 12 10
Internet: Stagecoach Supertram website [ NNINININGEGEGEEEEE -6 56
Internet: Travel South Yorkshire website [ NRNRRIIIEEEEE 33 37
Internet: Other travel website [l 5 5
Travel shop NG 12 11
Ask friend/relative | NI 14 12
Ask tram staff [ NNNRRN-RHR--NDIEEEE 5 26
From a Park and Ride kiosk [l 3 N/A*
Smartphone app [N 8 12
other I 5
Not sure [l 4

*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 - 313

2
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Factors preventing more journeys being made (%)

Tram Passenger Survey 2014 — Sheffield Supertram
Autumn Significant  Autumn
2014 change 2013
Places reachable | NG 42 - 53
Frequency of trams | NI 10 10
Reliability of trams | ]I 8 12
Cost of using trams | NNEREGEGEEEEN °0 21
Understanding the fares [l 6 2
Understanding ticket machines ] 1 1
Journey times | NN 11 11
comfort of trams | I 8 4
Level of crowding [ NNGTTNGNGEGEGEGEEEEEEEE 2 - 44
Concern for personal safety ] 1 5
Tram network improvement works || Nl N AR 36 N/A*

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

Q. Have any of the following frequently stopped you making journeys by tram/bus? (More than one answer permissible)
Base: All previously using the tram - 242 (Tram)
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Satisfaction with trams generally (%)

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

Punctuality
unning on e @ u B = Z
Frequency
(row ofen ey T 37 s [§ 8
Range of tickets available 32 19 - 73 N/A*

mVery satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very dissatisfied
Total good/very good
e “ @ o
" odos o anspor “ e 90

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

*Not asked in 2013

Q. And how satisfied are you overall with tram services for the following: & Q: How would you rate your local tram services for the following:
Base: All passengers - 307

o_
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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 51 50 41 42 31 23
35-59 25 29 29 28 44 35
Over 60 24 21 30 30 25 - 39
Access to private transport
Easy 39 33 16 17 N/A* N/A*
Moderate 33 34 10 9 N/A* N/A*
Limited/none 29 34 75 74 N/A* N/A*
Has a disability
Yes 10 12 35 + 27 9 14
Ticket type
Free pass holders 24 20 36 36 N/A* N/A*
Fare-payers 76 80 64 64 N/A* N/A*

*Not asked in NRPS
Base: All passengers - 317 (Tram), 1644 (Bus), 114 (Train)

2 p
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Weather conditions when journey made (%)
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Tram L
- Autumn Significant  Autumn
2014 change 2013
oy I . - 71
Light rain - 13 - 24
Heavy rain . 3 1
Snow 0 0
Foggy I 2 2
Icy I 1 1
Bus
oy I ¢ : 71
Light rain [N 27 + 23
Heavy rain - 9 + 6
Snow 0 0

Q. What was the weather like when you made your journey?
Base: All passengers - 313 (Tram), 1651 (Bus)

o
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Journey purpose (%) — 1

Tram Autumn Significant  Autumn
2014 change 2013

Travelling to/from work I 35 38

Travelling to/from education [ NNNINEGE 15 10

Company business | 1 1

Personal business [l 5 4

Health visit [l 2 2

Shopping trip NG 14 21

Visit friends or relatives [ N 9 11

Leisure trip [ NG 14 11

Other M 5 3

Bus

Travelling to/from work [N 33 31

Travelling to/from education [N 14 12

Shopping trip NG 27 27

Visit friends or relatives [N 38 - 11

Leisure trip [N 7 8

Other N 10 10

Q. What is the main purpose of your tram/bus journey today?
Base: All passengers - 312 (Tram), 1639 (Bus)

O
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Journey purpose (%) — 2

Tuvmarm~s NAaA~nA~aA~s -~~~ o wor~y s DON1 A OCOla ~f e A1 A
ITdlll Fdsse IgUI OUIVEy U144 — olliceiliceiu
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

I

Q. What is the main purpose of your tram/bus/train journey today?
Base: All passengers - 312 (Tram), 1639 (Bus), 114 (Train)

Autumn
2013

Significant
change

48

51

43

N/A*

46

37

56

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

Tram
Autumn Significant  Autumn Significant  Autumn

2014 change 2013 change 2013
Sub-total: Single/return N 19 18

Single W 13 13 “ Tram only 28
Return [ 6 5

Sub-total: Season ticket/pass GGG 50 58 ® Train and 2

Day pass [ 14 17 tram
3 day/weekend 0 0 " Bus and 48
5days/l week [ 18 22 tram
10 days/2 weeks 0 0 ®Train, bus - 23
4 weeks/1 month [ 13 11 and tram
Quarterly/3 months 0 1
lyear [ 1 3
Other time period 0 0
Free pass/journey N 24 20
Other ticket type Ml 6 5
Bus

Single/return N 18 - 25
Day pass Ml 8 9
Season ticket/pass for longer than a day IS 32 + 26
Free pass/journey N 36 36
Other ticket type B 2 2

Q. What type of ticket/pass did you use for this tram/bus journey today?
Base: All passengers - 309 (Tram), 1660 (Bus)

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

Base: All passengers - 306
4;‘
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Method of buying ticket and ticket format (%)

-I-lﬁf;m ng\fg&t\lﬁﬂt\u r‘ - oy
Haill Fassceliyer ouli
Tram
Autumn
2014 change

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 Sheffield Supertram
Q. How did you buy that ticket or pass?

A 32
w6
— 17

m2
L v
A 36

Base: All fare paying passengers - 208 (Tram), 976 (Bus)

fim iy DN A
vVveEy ZUl4a —

Significant

Autumn
2013

N/A*
66
9
10

~N = O b

Significant  Autumn
change 2013

“ Paper - 70
ticket/pass

® Photocard pass 12

 Plastic card + 14

m Ticket on 0
mobile

= Other format 4

= 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 - 302 (Tram), 1482 (Bus)

=
Passengerfocus I \T

putting passengers first




How got to and from the tram stop (%)

Autumn Significant  Autumn
2014 change 2013

60 68
0 0
Cycled 0 0
- 4 6
Car - dropped off r2 3
Car - Park and Ride 7 S
2 4
Car - parked elsewhere F 8 + 3
2 1
17 15

Train l34

0
Other . 2

PR AW

E Got to tram stop  ® Left tram stop

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base: All passengers - 313

O
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Sheffield Supertram stops used by passengers surveyed (%)

Il el e~ P e YeateaVlalaYal

C:urm
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~ D. o DN A QA Al rnAartra
ralll Fdsstelilycl ouivey £Zul4a — oliciliceiu supceitidill

64 per cent of passengers were on an outward journey, 29 per cent (-) on a return and 7

per cent on a one-way trip (2013: 58 per cent, 38 per cent and 4 per cent respectively)

93 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 (2013: 87 per cent and 3 per cent)

Autumn Significant Autumn

Autumn Significant Autumn

Boarding 2014 2013
+ Meadowhall Interchange 12 13
« Cathedral 9 9
 Halfway 9 3
+ Malin Bridge 8 5
+  Middlewood 7 14
« University of Sheffield 6 6
e Hillsborough Interchange 5 S

A”ghting 2014 change 2013
Cathedral 20 + 13
University of Sheffield 10 9
Sheffield Station/Sheffield Hallam 10 7
City Hall 6 3
Meadowhall Interchange 6 9
Castle Square 5 5

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?

-O
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Where Sheffield Supertram passengers live (%) — by postcode
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Autumn Significant Autumn
2014 change 2013
s6, s10-s11 . 30 + 10
s20-s21, s25-s26 NN 15 + 18
s9, s12-s13 N 10 10
s3-s5 I © - 21
s35-s3c I 6 10
se0-se65 I 5 3
s1-s2 I 4 - 17
$63-564, S70-S75 HH 2
AnyWF [l 2
Any other I 10 +

Q: What is your postcode?
Base: All giving a postcode - 274

=2 50
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Total fairly/very satisfied
Autumn  Significant Autumn

Tram 2014 change 2013
All passengers - [ 33 s @ o 94
Male 33 6 Ml 92 94
Female 32 4@ 95 94
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
Bus
All passengers 30 o Bl s 89
Male 42 11 Bl 84 88
Female 37 7 2B 8 89
m Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied ®Very dissatisfied
Train
Al passengers 52 u a2 79
Male 60 17 83 79
Female 46 s N7V 81 81
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 - 316 (Tram), 1652 (Bus), 112 (Train)

2 5
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Overall satisfaction (%) — by age

Termimr NAacanimmmar Ciims~vzs DN A Cla~ffiAlAl O iinAvrdinm 1mn
ITdlll Fdsse IQEI oOUul VUy U144 — oliclliiciu DUPEI trdlll
Total fairly/very satisfied
Autumn  Significant Autumn
Tram 2014 change 2013
INFESS W elce 60 | 33 5 92 94
Age 16 to 34 37 9 m 87 91
Age 35to0 59 41 2H 96 95
Age 60+ 14 1 99 99
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied
Bus
All passengers 39 9 31 87 89
Age 16 to 34 46 14 31 81 86
Age 3510 59 37 7 A 88 88
Age 60+ 31 4 13 93 93
m Very satisfied Fairly satisfied Neither/nor  ®mFairly dissatisfied  ®Very dissatisfied
Train
All passengers 52 11 3 82 79
Age 16 to 34 52 21 [ ] 73 82
Age 35t0 59 57 1 86 72
Age 60+ 42 [ 87 85
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 - 316 (Tram), 1652 (Bus), 112 (Train)
2= 53
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Overall satisfaction (%) — by passenger type

Tram

All passengers

Commuting

Not commuting

Bus

All passengers

Commuting

Not commuting

Train

All passengers

Commuting

Not commuting

60 33
46

46

39

‘

m Very satisfied

w
({e]

m Very satisfied

[EEY
(ee]
w
(@]
(o9}

m Very satisfied

3

7

Fairly satisfied

48

56

Fairly satisfied

Fairly satisfied

Neither/nor

Neither/nor

Neither/nor

® Fairly dissatisfied

39

44

34

® Fairly dissatisfied

52

47

® Fairly dissatisfied

Total fairly/very satisfied

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 - 316 (Tram), 1652 (Bus), 112 (Train)

Autumn  Significant Autumn
2014 change 2013
5 B 92 94
9 BN 86 91
26 i 99 97
m\Very dissatisfied
o Bl a7 89
12 Bl 84 86
7 B 92 91
m\Very dissatisfied
11 M@ 32 79
18 Bl s 74
7 Bl s 82
mVery dissatisfied
O_
= 54
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Value for money (%) — by age

Twrmarm~a NaA AI\IANI\!A [ s~y s DOMN1 A OCOla~Af e A~A1A O [ Y
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Total fairly/very satisfied
Autumn  Significant Autumn
Tram (fare-payers only) 2014 change 2013
All passengers 30 13 DENEE 6o 70
Age 16 to 34 40 1 e 66 63
Age 35 to 59 37 19 meN 75 81
m Very satisfied Fairly satisfied Neither/nor  mFairly dissatisfied ®Very dissatisfied

Bus (fare-payers only)

All passengers 37 15 NI o 68
Age 16 to 34 38 15 SN o6 65
Age 35 to 59 36 13 s 7 70

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

Train

All passengers 46 7 O e 59
Age 16 t0 34 39 20 P 65 54
Age 35 to 59 50 17 eEE o7 + 46

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 - 214 (Tram), 804 (Bus), All passengers - 105 (Train)

Passengerfocus n
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Value for money (%) — by passenger type

s M A I\IA

T cco
Iralll Fasstc

Tram (fare-payers only)

All passengers

Commuting
Not commuting

m Very satisfied Fairly satisfied

Bus (fare-payers only)

All passengers

Commuting
Not commuting

m Very satisfied Fairly satisfied

Train
All passengers
Commuting 41
Not commuting

m Very satisfied Fairly satisfied

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 214 (Tram), 804 (Bus), 105 (Train)

~~ OO o~
nger suirve

39

30

Neither/nor

37

38
36

Neither/nor

46

49

Neither/nor

y 2

16
53

® Fairly dissatisfied

® Fairly dissatisfied

21

® Fairly dissatisfied

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013
13 PNSEE e 70
zzZaeE oo 67
10 BN 84 74
m\Very dissatisfied
15 2NN o 68
13 PEmTTE 71
18 L G 62
m\Very dissatisfied
17 N 6o 59
16 [ewm 57 43

14 s 73

m\Very dissatisfied

"“veo/
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Satisfaction with the tram/bus stop/train station (%) — 1

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013
Overall satisfaction — tram stop 38 31 96 93
General condition/maintenance 38 7 1 92 87
Freedom from litter 33 o Bl 89 87
m \Very satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very dissatisfied
Bus
Overall satisfaction — bus stop 43 11 4@ s3 + 79
General condition/maintenance 37 15 Bl s 76
Freedom from litter 35 13 [N e 73
m\Very satisfied Fairly satisfied Neither/nor ®Fairly dissatisfied ®Very dissatisfied
Train
Overall satisfaction — train station 44 14 M 32 83
Upkeep/repair of the station 48 15 Bl s 81
Cleanliness of the station 47 11 B s 82

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 - 309 (Tram), 1630 (Bus), 112 (Train)

2 55
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Satisfaction with the tram/bus stop/train station (%) — 2

Total fairly/very satisfied

Tram Autumn  Significant Autumn
2014 change 2013

Information provided at the stop 35 12 . 84 86

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

Bus

Information provided at the stop 37 16 - 73 72

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

79 79

Train
Provision of information
Personal security at the station 48 19 I 79 75

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:
Base: All passengers - 309 (Tram), 1501 (Bus), 105 (Train)

2 5
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Satisfaction with tram/bus/train punctuality (%)

Tram

mVery satisfied Fairly satisfied Neither/nor E Fairly dissatisfied

mVery satisfied Fairly satisfied Neither/nor m Fairly dissatisfied

Train

Punctuality/reliability 51

mVery satisfied Fairly satisfied Neither/nor m Fairly 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 - 283 (Tram), 1478 (Bus), 110 (Train)

Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

mVery dissatisfied

10 76 76

mVery dissatisfied

mVery dissatisfied

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

~~

. ~v2z OIN1 AN ClaA~nffiAlA CriimnAvdia
vey ZUl4 — oliciliciu supceitldill
Total fairly/very satisfied

Autumn  Significant Autumn
Tram 2014 change 2013

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

Bus

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

Train
Cleanliness of the outside 47 24 Wl s 74
Ease of getting on/off train 43 19 - 75 82
Helpfulness/attitude 41 23 el es 79
mVery 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 - 309 (Tram), 1607 (Bus), 110 (Train)
'\04‘
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Satisfaction on the tram/bus/train (%) — 1

. ~ TN1 AN ClaA~nffiAlA CriimnAvdia
vey ZUl4 — oliciliciu supceitldill
Total fairly/very satisfied

Autumn  Significant Autumn
2014 change 2013

Information provided inside the tram 34 14 . 83 82

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

Tram

Bus

Interior cleanliness/condition

46 12 @ o 77

Information provided inside the bus 65 64

&
w
w
w
\'
N
©

Personal security 46 39 13 I 85 84

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

Train

Provision of information on the train 1 39 23 60 71

Cleanliness of the inside 22 46 13 EE s 70
24

Personal security 36 40 76 80

| N

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 - 312 (Tram), 1618 (Bus), 109 (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

Bus
Availability of seating

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

Train

Sufficient room to sit/stand 31 17 _ 55 - 70
Comfort of the seating area 49 14 - 70 72

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 - 312 (Tram), 1613 (Bus), 108 (Train)

R‘Q&‘ 63
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1ssengerfocus i | Tram Passenger Survey |

[1]4]

(Sheffield) 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 littke of your time to complete this
guestionnaire about your journey on Stagecoach Supertram today as part of our national Tram Passenger Survey.
Tram companies, local authorities and Government pay close attention to the survey's results and the survey
provides the evidence for us to seek improvements on your behalf.

To find out more about our work pleaze visit www.passengerforus.org.uk. You can ako follow us on Twitter
@ paszengerfocus

Pleaze fill in the guestionnaire after you have completed your journey with Supertram.
Plzaze tick only one box per guestion, unless that question reqguests otherwise.

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

1. About your journey ocn Supertram

Qia. Aatwhich stop did you board this tram?

[1if your journey imvoheed changing trams plesse refer only to the part of your tram journey on which youwere given
this guestionnaire)
Qib.,  atwhich stop did you leave this tram?

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

L[ Jee |

03a. What type of ticket or pass did you use for this journey on Supertram? (Please tick one box onfy)
Season Ticket/Megarider/Dayrider/Unirider

| Mins [Plegse use 24 howr dock e.g. 5.25pm showld be written gs 17:25)

1 day O A free pass or free journey
3 day/weskend O Elderly person’s pass. O
5 days/1 week ... O DCizabled person's pass . O
10 days/2 weeks . [l student free travel pass O
Awesks L month [l complimentary/free ticket ..
Quarterty/3 months O
BIR" - | O Other ticket
Other time period (pleaze write in Park andRide...........
Family/Group ticket ..

- - OThET e
Singlefreturn ticket
Single ticket..... |:|
Return ticket .. O

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

O Bus a nd Supertram....
O Train, Bus and Supertram.

1001001

Supertram only ...
Trainand 5upertram..

a4,

Qe.

a7,

as.

as.

aio

aii,

Qlz.

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

on to the fare maching ...................... O

How did you buy that ticket or pass?

From CONAUELON ...oeeeeeeeeeesaeenesesnmennas O
Direct from Stagecoach Supsrtram
[website/ phone)
Travel shop
Railbus company .

Anm-ticket {sent to your mobile phone)... []
e Rt e R T e n O

From a local shop or post office..........e O
You had afree pass ...
Direct debit through wor
OHRET Lo

oo

what is the main purpose of your journey on Supertram today?

Travelling to/fromwork........ |:|
Travelling to/from education

[e.g. college, school)..........ooooeeeee O
Oncompany business

[or own if ze-employed) ... O

On personal business
(job interview, bank, postoffice|

Health vizsit (Doctor/hospital’ dentist |
Shopping trip
Wisiting friends or rela tive:
Leisure trip (e.g. day out).
OhET e

00000

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

Outward ..
Return

-gd
a

Oneway trip onby ... O

Were you travelling with..?  [Please tick off thot apply)

Children ina buggy or pushchair ............. O
Children [under 12} who were walking..... H
& wheelchair/mobility scooter................

BUDETET Lo
Lots of bags or luzzaze.
None of these.............

ooo

How did you get to the Supertram stop where you boarded this tram today?

onfoot/walked.. M|
|

O

Car-and used Park and Ride. :|
Car-parkedelzewhere . :|

BUS ...
Train..
Tram..
Other .

0000

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

onfoot/walked ..
Cydled....eeeee
car-picked up...
Car - and used Park and Ride
Car-parkedelzewhere.........

g
i

BUS ...
Train..
Tram..
Other .

0000

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

(Pieose tick one box only)

Cheaper tham the Gar .o d
Cheaper than other transport........oooeeee Oa
Wore convenient than the car

(2.2 PAKINE]. e O
Didn't have the option of traveliing

by another Means..............ccooooeeee. d

Quicker than other transport ........ooooeeeees O
Best way to get where | amgoing ... O
Tram more comfortable than

OLhET TramEPort ..o s O
For the experience of riding the tram ... O

Other [pleaze write in]

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

DYt eeenmemmemsaensssannseasmsmannssaannsannsssaannnnns O
Lizht rain .. |:|
Heawy rain.... g
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2. About the tram stop where you boarded this Supertram
013, Thinking about the tram stop itself, how satisfied were you with the following?
NaEar De=t
Vary Faidy  asafad mor rady Vary  hecwes
amafas amafes  camd fad  daasafad  opisios
Its distance from your journey start
e.g. home, shops O O O O O O
The convenience/acoessibility of its location... O O O O O O
Itz general condition/standard of maintenance....... O O O O O O
Itz freedom from graffitifvandalism ... O O O O O O
1tz freadom From RN o O O O O O O
Behaviour of fellow passengers waiting at the stop . [ O O O O O
The information provided at the tram stop | O O O O O
your personal safety whilst at the tram stop... O O O O O O
14,  overall, how satisfied were you with the tram stop?
. g Fairly dissatisfied ... . g
O very dissatisfied ... O
Neither satisfied nor dissatisfied. .gd Don't knowy No opinion .4d
3. Waiting for the tram
Q15  Approximately, how long did you wait for your tram?
{Plegss write in the time in minutes) I:I:l
Qiga. Did you check any of the following tofind out when the tram was meant to arrive?
(Piegse tick ol that apply)
Before leaving for the tram stop At the tram stop
Leaflet/ paper timetable .. Electronic display at the stop
Online tram times Information posters at the stop...
Live tram locator/timings Online tram timeEs ..o |:|
[e.g. via mobile a ppfwelb] e O Live tram locator,/timingz
Disruption updates [e.g. via mobile app/web) .o O
[e.g. on Twitter/Facebook)................. O Disruption updates
ONET e O [e.g. on Twitter/Facebook).
aieb. Ifyou did not check to find out when the tram was meant toarrive, why was this?
(Pizgse tick ol that opply)
Knew the trams ran Didr't have time .. .4d
frequently on this route . . gd Did not know when
Already knew arrival times... |:| was meant toarrive .
could not find the information |
017, Approximately how long did you expect to wait for the tram?
(Plegse write in the time in minutes) l:l:l
183, Thinking about the time you waited for the tram today, was it._
Much longer thanexpected .......ooeeeenneee O A little less time than you expected ......... |
Alittle longer tham you expeced............ O Much less time than you expected........... O
About the length of time you expected.... [
Q18h. Were you able to board the first tram you wanted to travel on?

0is. How satisfied were you with each of the following?
iaar Do="t
vary raidy  asafadsze Rmdy Vamy  heowfne
wiafed  asafed dmsafed Sasafed dasafed osisios
The length of time you had to wait for the tram...... O O Oa O | |
The punctuality of the tram. ... O O O O | O
4, On the tram
020,  Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Madar Oe="t
vary raidy  asfadsor Fmdy Vo heowiem
amafad amafag U
Route/destination information on
the outside 0T the Tram.......oooveeeieeeeeeeeceeaaeneens O O O O O O
The deanliness and condition of
the outside of the tram...........o | | | O O O
The saze of getting on to and off of the tram ... d d d O O O
The length of time it took to board the tram._.._._. O O O | O |
021, Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
iaar Doa"t
vary raidy  asafad sze ey vary  kmowfee
amtafad  amafad PrRe
The deanliness and condition of the
inside of the tram ... O O | O O O
The information provided inside thetram .............. Od Od Od O O |
Sufficient room for all the passengers tosit/stand ... [] d d O O O
The comfort of the SEaE5 ..o d d d O O O
The amount of perzonal space you had
BPOUNE YOU oo a a a O O O
Provision of grab rails to hold on to when standing/
maoving about the tram . 4 O O O O O
The tem perature inside the tram a a d O O O
¥our persona | security whilst an the tram a a a O O O
The amount of time the journey took O O a O O O
Smoothness/freedom from jolting during
TR JOUMTIEY oo nen d d d O O O
022, Did you get a seat on the tram?
yes—forallofthe journey . O Mo — butyouwere happy tostand ........... O
ez —for partof the Journey ..oeeeeceeeees O No - but youwould have likeda ssat ... O
0233, Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your

journey?

-‘é?& 67
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023h.

0230

0z2ah,

a25.

Q26.

Ifyes: which of the following were the reason(s) for this? [Piease tick ol thot apply)

Fazzenzers not paying their fares O
Feston seats
Music being played loudly

Pazzengers drinking/under
the influence of alcohol ..o O
Pazsengers taking/under

the influence of drugs O
Abusive or threatening behaviour........... [ craffiti or vandalizm..
Rowedy bEhaviour .o O Lowd use of mobile phongs......cceeeeeeeeen O
Fazzengers not moving Other [pleasze write in]

oUtOf Priority SEaL5 v O

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

Was your journey with Supertram today delayed at all?
WD e teenreasseneeessesnenseansansesneeseannnnsanns O D et se e e seea s e s e et e e naennannan O

Ifyes: Why was this? (Please tick ol that apply)
Duetoa signalf points failure
Road congestion/traffic jam...
Duetoa tram failure .
Flanned enginsering works.
Poor wea ther conditions .
The tram waiting too long at stops
The tram waiting too long atsignals .

Time it took pazzengers to boardy

pay for tickets
Had touse bus repla cement sery
|3th5r |pleaze write inj

Mo reazon given..
Don'tknow..

oOoooooo

If yes: By approximately how long was your journey today delayed?

(Plzgse 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
A map of the tram rowte/ journey HMes .. O O O
Audio announcements £.g. saying the nexttram stop ... O O O
anelectronic display e.g. showing the next tram stop ... O O O
INFOrmMation aboUt tCKETETANES ..ot eemaeemenen O O O
ATMETADIE ..ot cee ettt ae s st e et eennansansan O O O
Details of how tomake a complaint, if you had ong ...eeeeeeeeeees O O O

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

Nt Dot

Vg redy  astafad oo rudy Wy v

amafa amafed daetided damiied dasifed ooseoos
The appearance of amystaff......... O O O O O O
Aniy gresting/welcome you got from the staff.__.._. O O O O O O
The helpfulness and attitude of the staff........_. O O O O O O

The zafety of the driving
[iLe. appropriateness of
driver concentrating)

5. Your owerall opinion of the Supertram journey you made when given this questionnaire
02&. oOwverzall, taking everything into account from start to end of this journey, how satisfied were you with your
journey on Supertram today?
very satisfied .. O Fairly dissatisfied O
Fairly satisfied ... d Very dissatisfied. O
Meither satisfied nor dissatisfied ... . d Don't know/ No opinion... .4
29, Ifsomething could have been improved on your journey on Supertram today, what would it have been?
030,  How satisfied were you with the value for money of your journey on Supertrams?
Very satisfied | Fairly dissatisfied . ..
Fairly zatizfied .... . Wery dizzatizfied.... |
Meither zatisfied nor dissatisfied ... O Don't kn o Mo opinion. ... O
031, What had the biggest influence on the ‘value for money’ rating you gave in the previous guestion?
The costfor the distance travelled ... O Comfort/journey quality for
The cost of the tram versus other the fare paid. ..o O
modes of transport ... O A reazon not mentioned above
The fare in comparizon to the oost (please write inBom) ..ooeeeeeees O
of everyday items ... O
6. Your opinien of trams generally
032a. How would you rate Supertram services for the following:
Vay ::-;-cﬂo Vary .—::,:_.'1-0
oo o poor oo o i
Eaze of getting to local amenities
[.g. shops, hospitals, leisure fa cilities O O O O O
Connection with other forms of
public trans port [£.2. trains/buses) ... O O a O O O
a3zh. And how satisfied are you overall with Supertram services for the following:
STE T Ooat
Wy *mdy  amtafad mos Py Vg e =
asfafad  amaded  fasafed dasafed Susafed opites

Eaze of buying your ticket
Punc tuality (running on tim
Frequency (how oftenthe trams runj .
range of tickets available

ooo
oooo
ooo
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033.  If you needed information about your local tram services, e.g. times, fares, where would you obtain that
information? [Pleose tick oll thot opply)
Fhone: Stageooach Supsrtram................ O sk friendfrelative .. Od
Phone: Travel south vorkshire ... |:| Froma Park and Ride kiosk ... O
Internet: Stagecoach Supertram websits . [] smartphone app.. |
Interniet: Travel South vorkshire website . [ ack tram staff . g
Internet: Other travel website . O Other...... .
Travelshop .O Mot sure.. .Oa
034, How often do you typically travel by Supertram? (Please tick the dosest to your frequency of tram use]
Sor more days 3 week - Od Once a month
3ord dayzawesk . - Od Lezs frequenthy .
Onoe or twice a w . O Thiz is the first time |
once a fortnight... . O have used Supertram...
035, Ifyou have used the Supertram before, how typical would you say today's experience was? Was it
Much better than wswal....oooeeeeeaaes O Alittle worse than wsual ... |:|
A little better tham wsual... Much worsethan wswal.. O
About the zame as usual ..
036, Have any of the following frequently stopped you making journeys by tram? (Plegse tick olf thar opply)
The pla ces you can reach by Supertram .. [ How long journeys take
The frequency of trams in thearea ... [ when going by Supsrtram .4
The reliability of the trams - O The comfort of the trams . d
The cost of using Supertram. - 0O The level of crowding on the trams........ Od
Understa nding the fares O A concern for your personal
understa nding the ticket machin .0 satety onSupertram -0
Tram network improvement works. .0
1. About you
Qb Are you...?
TS e aeennaann O FEMEIE e eees e e enaens O
aB. In which age group are you?
| |
- O - O
. O - O
- O - O
. O .Od
ac. areyou..?
Wiorking full time [ 30+ hours). . O Retired . . Od
‘Wworking part time [under 30 hours) O Full time student . d
Mot waorking — sesking work . . O Other... .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]

MO = MOME s
ves —Vizion (e.z. blindness or partial sight
‘fes — Hearing (e.z. deafness or partial hearing)
‘fes — Mobility (=.2. only able to walk short distances or difficulty climbing =tai
Yes — Dexterity (e.g. difficulty lifting and carrying objects or using a keyboard)...
¥es — Learning or understa nding or concentrating ..
Yes — Memaory
ez — Mental health .
TS —Staming or Breathimg Fat gl e
ves — Socially or behaviourally (for example associated with autism,

attention deficit disorder or Asperger's synOrOME] ....oooeeeeeeeeccceeeccnnas
A condition not Memioned BOVE ... e

|

|

oo

apDb. Does your condition or illness have an adverse effect on your ability to make journeys by tram?

ves,abot... .d ez, a little.

Mot atall..

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

white . .. d ChinESE .voeeeeneee .d
Mixed . g Asian or Asian British O
Black or Black British... .4d Other ethnic group .Oa

QF. In terms of hawing a car to drive, which of the following applies?

‘fou have 3 car available but
| prefer not to drive..

-0
G, How often are you able toask someone else to drive you for local journeys?

... d You don't have anybody you canask
.4d Mot applicable ...

‘fou have 3 car available
and don'tmind driving ..
fou don'thave a car availabh

Al or most of the time
some of the time........

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

Live outsice the UK oo O

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

retephane nemsers [ | [ [ [ [ [T II] [T TITITIITT][]
LLLL HENENEREEN L

Email address: | | | | |

Mame:

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
Perspective Ressarch Services Ld )
FREEPOST [REKU-SKUZ-TSYG) j
Kingzbourne House
228-231 High Holborn
LONDON WCIW DA
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