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- Today’s journey and overall perceptions

« Awareness and understanding of the planned works
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« Experience of bus replacement service

« Summary and Transport Focus observations
* Appendix — additional slides
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Background

P

Obj €CtIVe The main objective of this research has been to inform the development, communication and
implementation of alternative travel arrangements during the planned engineering works at Bath Spa

Ap p roac Three waves of fieldwork have been conducted, measuring the changing awareness and
understanding of the engineering works
» Fieldwork was conducted via questionnaire postal returns. These results are for wave 3 based on a sample size of
n=1285, with fieldwork conducted between the 22" July and 14" August 2015

During campaign During disruption

Wave 1 Wave 2 by Vave3 part 2
March 2015 June 2015 Mainline n=507 Regional n=778
n=1007 n=1037 25 interviewer shifts 38 interviewer shifts
42 interviewer shifts 42 interviewer shifts 22" to 31t July 4t to 14t August
20" March to 2™ April 5th to 18t June Interviewed passengers Interviewed passengers
travelling on the mainline  travelling on the regional line
during mainline works during works on this line

(18h July to 31st August) (1st to 31st August)

» Across all 3 waves questionnaires were handed out at 11 selected stations to ensure robust coverage of
passengers who travel on routes that were impacted by the works, with handout quotas applied by route taken (60%
regional and 40% main line). See appendix for the station selection and interviewer shifts

* For wave 3, comparisons have been made to the Reading engineering works research conducted over Easter
2015 — although it is worth noting that these are not directly comparable as the nature and duration of the works was

different. See appendix for more information on the Reading research
O
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Background to Bath Spa disruption

« As part of its route modernisation programme Network Rail is electrifying the Great Western Mainline
* The summer 2015 work was split into two phases, as outlined below:

Part 1 Mainline: Saturday 18 to Friday 31 July 2015 Part 2 Regional : Saturday 1 to Monday 31 August
2015
Box Tunnel closed, affecting journeys Railway from both Chippenham and
between Bath and Chippenham and Trowbridge to Bath closed.
journeys via Melksham Trains still running west of Bath
One train per hour between Bristol Three trains per hour to London or
Temple Meads and London Paddington Cardiff/ Gloucester via Bristol Temple
with added journey time of ¢c30 minutes Meads
Most Trains-Wilts services via Melksham An extensive rail replacement bus and
to be provided by Rail Replacement Bus coach service on regional line from Bath
Spa to Westbury

~

. Awidespread communications
. campaign was in place during

TIMETABLE CHANGES
Saturday 18 July to Monday 31 August 2015

the works, including timetables DR ——
posters and leaflets -

BUILDING A GREATER WEST
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Respondent profile
Profile broadly consistent

Profile of rail passengers: All respondents across waves 1-3

W2 = wave 2 comparison

Gender Age Working status
W2
Av age =47 yeal’S 47 years w2
‘ Working full-time 56% 549%
oo+ Worki rt-ti 17% 16%
orKin art-ume
= 55 - 64 IF ’ ’
m 45 -54 Retired 15% 17%
W 35-44 Full-time student §| 5% 5%
m 26 -34
(0) 0 .
43% 57% = 16-25 Not working | 4% 4%
W2 45% 55%
3% refused / no answer
Social grade Disability s Route for today’s
W2 journey
No 79% 80%
63% 68% HAEET 60% 60% ® Regional
Yes 11% 11%
m C2DE ® Mainline
33% 32% 40% 40%
Refused / 10% 10%
no answer
4% refused Quota set on route and all waves
weighted to this 0.

5 p Q29, Q30, Q31, Q32, Q34 Base: Total W2 (n=1037), W3 (n=1285) FII'St”GI’ea’[ Western transportfocus i
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Half of passengers reported a delay to their rail journey

during wave 3
Today’s journey — All respondents

W1/ W2 = wave 1/ wave 2 comparison

Journey purpose today (wave 3)

Leisure: Commuting:

50% 40%

B Daily commuting for work

= Less regular commuting for work
Daily commuting for education
Less regular commuting education

= On company business

® Visiting friends or relatives
A day out
Shopping trip

On personal business
Travel to/from holiday

Other leisure trip

—_

Business: Sport
10%

Quota set on journey purpose and all waves weighted to these
proportions

Q7 What was the main purpose of the trip you were making when given this questionnaire?
7 Q9 Have you experienced any delay or disruption to your rail journey today?
- Base: Total W1 (n=1007) W2 (n=1037) W3 (n=1285)

Experienced delays today (wave 3)

m All respondents = Mainline = Regional  A|]

W2 Wi
53%
ANY delay 59% 28% 30%
49%
38%
Minor delay 42% 27% 27%
36%
Serious delay 1% 3%
43%
No delay 36% 69% 68%
47%
Don't know 3% 4%
O
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More than two-fifths of regional passengers sampled

experienced bus replacement services
Disruption experienced — All respondents (wave 3)

Mainline Regional

NET: Bus replacement 27% 44%

Bus replacement for part of my journey 28%

Bus replacement for all of my journey

YO
FEEYE

Train diverted making my journey time longer 26% 8%
Trains run less frequently 28%

Trains delayed 17% 16%

Trains overcrowded/ busier than normal 7% 8%

Trains/ buses not stopping at starting station 2% 2%

Other 4% 5%

None that I'm aware of 23% 24%

Don’t know 5% 5% 5%

NB. The sampling method was designed to explore the experiences of different
routes rather than to measure the number of passengers who were affected o)

e

Q = significantly different to the total sample at 95%

"]
y

Base: Total W3 (1=1285) Firstf5Great Western transportfocus // |\

Regional used bus break derived from NET: Bus replacement on regional line. Regional used train break is all other
passengers on the regional line

p Q10 What kind of disruption have you experienced personally on your journey today?
8



Less than 7 in 10 passengers were satisfied with today’s

journey — down from wave 2
Overall satisfaction with the journey today - All respondents

55% satisfaction if
experienced delay

. Very satisfied
‘ Fairly satisfied

87% satisfaction if not
experienced delay

vs. wave 2

Neither / don’t know

‘ Fairly dissatisfied

0
‘10 A)’ ‘ Very dissatisfied

68% Satisfied
i o, E3 1o, I 5o/,

Wil W2 W3 5% Dissatisfied

vs. wave 2
Q = significantly different to W2 at 95% 50

Q8 Overall, how satisfied or dissatisfied were you with your journey today? First ("Great Western tran SpOl’ﬁOCUS i\
9 Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)
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Satisfaction varies by key demographics, although is consistent
by mainline and regional. All groups down vs. W2
Overall satisfaction with the journey today - All respondents (wave 3)

Net: Satisfied (change vs. W2)

All significantly different to wave 2 at 95%

-15% -12%  -11% -16% -17% -13% -16% -12% n/a  nla -16% -14% -12%

76% 78% 1o o
69% .
58y, 0570 63% ©66% 67% B=2 o0 610, 087

16-34 35-54 55+ ® 16-34 3554 55+ Main  Regional Regional Regional Commute Business Leisure
used bus used train
Male Female Route Journey Purpose

13% 11% 11% 12%
20% 17% ~°7° 19% 16% 16% 15% 500, 19% 19%
+13% +8% +10% +13% +10% +8% +10% +9% +12% +10% +8%

Net: Dissatisfied >
First5Great Western transportfocus // i

10 Q8 Overall, how satisfied or dissatisfied were you with your journey today?
= Base: W2 (n=1037) W3 (n=1285)



Trust in First Great Western remains consistent vs. previous

waves with no change during the engineering works
Overall Trust in First Great Western — All respondents

1 -7 scale (1 =donottrust at all / 7 = trust them a great deal)

% Top 2 Box Trust

Male 16-34 22%

o . Top 2 Box (6-7) trust Male 35-54  18%
28% W 319 M 30% Male 55+ 44%
Female 16-34 27%

Female 35-54 30%

Female 55+ 40%
Mainline  29%
Regional 31%
Commuting 19%
Business  25%

60% S59% Leisure 41%

Mid (3-5) trust
61%

. Bottom 2 Box (1-2) trust

10% 99/

Wi W2 W3

O

=

]
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11 p Q11 First Great Western operates most of the trains on the route you travelled on today. All things First ("Great Western tran SpOI’ﬁ:OCUS I

considered and on balance, how much do you trust First Great Western
- Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)

—
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Awareness has increased significantly across the three

waves of research
Overall awareness — All respondents

When first heard
Less than aweek 8%

= AR o 42 1to 3weeks 32%

W 1 w w * % About a month ago  24%

aware More than a month  32%

When first heard
® © © © o o o
w * w * w * w Less than a week 13%
W2 % 1to 3weeks 26%
About a month ago 20%
More than a month 41%

aware

When first heard
w *w*w*w* Less than a week 23%
W3 % 1to 3weeks 15%

About a month ago 15%

aware
74% aware, Reading — Easter 2015 More than a month 44%
Q12 There are currently some rail engineering works to modernise the First Great Western route around O_
the Bath Spa area. These engineering works may disrupt the route you are travelling on today. Were N~

p you aware of these rail engineering works BEFORE you arrived at the station today? Q13 When did you FlrstGGreat WeS’[em transport—focus {; d
13

first find out about these rail engineering works planned for/ currently taking place in the Bath Spa area?
= Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)

~



Awareness is particularly high among commuters and higher

among regional passengers than mainline

Overall awareness — All respondents (wave 3)
(change vs. W2)

All significantly different to wave 2 at 95%

+26% +7% +12% +22% +18% +19% +14% +18% +15% +13% +19%
97%
86% 86% 86% 92% :
o  85% 0 85% 84% 0 0
°  80% 80% 83% 775
I I I I I I 9% I

16-34 35-54 16-34 35-54 55+ Mainline Regional Regional Regional Commuter Business Leisure
used bus used train

® ®
Males Females Route Journey purpose

o

D

FirstF%Great Western transportfocus //

14 p Q12 Were you aware of these rail engineering works BEFORE you arrived at the station today?
= Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)



Awareness has increased in particular among those

purchasing tickets from the FGW website

Overall awareness — All respondents (wave 3) (change vs. W2)
All significantly different to wave 2 at 95%

+8% +37% +15% +17% +29% +27%

99%

——=0/

rr7u 73%

W3 total Used a season Via the First At the booking  From a station Online with ticket Via the Trainline
ticket Great Western office ticket machine collected at
Website station

Awareness by method of ticket purchase

>
Q12 Were you aware of these rail engineering works planned for summer 2015? F“'st("Great Western transport—focus {{/ d
15 p Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)

- Q38. When did you buy your ticket before your journey today? (n=583 to n=63)



The majority of commuters had known about the engineering

works for more than a month
When made aware — All respondents (wave 3)

9% 44% 47% Net: More than 1 month

® More than 3 months ago

® Between 1-3 months ago
= About a month ago

® About 3 weeks ago

= About 2 weeks ago

About a week ago

= Less than a week ago

® Today

m Don't know

All : All Commuting  Business Leisure Mainline Regional
RespondentsRespondents
Reading Bath Spa W3
|

— . (o]
Q = significantly different to the total sample at 95% Nz

First¥%Great Western transportfocus // |

16 p Q13 When did you first find out about these rail engineering works planned for the Bath Spa area?
= Base: W3 (n=1285)



Passengers were broadly informed about the works when
they expected to be

When made aware — All respondents (wave 3)

44% 46% Net: More than 1 month

® More than 3 months ago

= Between 1-3 months ago

= About a month ago

= About 3 weeks ago

= About 2 weeks ago
About a week ago

= Less than a week ago

® Today

m Don't know

When made aware When prefer to have been made aware
o=
44\
Q13 When did you first find out about these rail engineering works planned for the Bath Spa area? F“'st r"Great Wes’[ern transporﬁocus f H
17 Q14 How far in advance would you like to have been informed about the rail engineering works

- currently taking place in the Bath Spa area? Base: W3 (n=1285)



Commuters are much more likely to want earlier information
about the works

When would like to have been made aware — All respondents (wave 3)

42% 50% Net: More than 1 month

® More than 3 months ago

46%

® Between 1-3 months ago
= About a month ago
® About 3 weeks ago

= About 2 weeks ago

About a week ago

= Less than a week ago

® Today

m Don't know

All . Commuting Business Leisure Mainline Regional
Respondents :
Bath Spa W3 |
|
|
Q = significantly different to the total sample at 95% %o/

\

i
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18 p Q14 How far in advance would you like to have been informed about the rail engineering works
= currently taking place in the Bath Spa area? Base: W3 (n=1285)



Station information remains the preferred method of finding out
about engineering works, and was the main awareness source

How informed and how prefer to be informed: All respondents aware (wave 3)

Posters/ notices around a station 53%

Information screens at station .
__ Station Info:

60% 66%

Leaflets handed out at a station
Announcements made at a station

Asked staff at a station or on a train

First Great Western website

A timetable on the internet Online:

39% 42%

Social:
6% 4% ]

National Rail Enquiries website
Other website Any Digital:
53% 46%

A train/ travel app
An email from First Great Western

First Great Western social media page

Other social media page

A friend, relative or colleague 27%

Announcements made on a train Train Info:
Told by staff at a station or on a train 11% 20%
News in local press/ radio

Informed when | bought my ticket m\Wave 3 - prefer

m\Wave 3 - aware
O

=

£ 20N

Q15a How did you find out about the rail engineering works currently taking place in the Bath Spa f‘ i W\

19 p area? Q15b And what would be the best way(s) to let you know about similar disruption to your journey FIrSt ’Great WeStern transporﬁocus i
H in the future? Base: W3 All aware (n=1077)

A printed timetable leaflet or booklet
Told by other passengers
A letter from First Great Western



The importance of online and train information sources
have particularly increased in this wave during disruption

How found out about planned works - All respondents aware

Wave 1 m Wave 2 Wave 3
66%
61%
36%
24% 0 22%
21% °18%
0

[
Station Info Any Digital Online Social Train info

@ = significantly different to wave 2 at 95% -_-.}9,/.1
p Q15 How did you find out about these rail engineering works planned for the Bath Spa area in Flrstr"Great WeStem transportfocug r’?f’,'-‘l."z
20 i i i ineeri i o

summer 2015? Q15a How did you find out about the rail engineering works currently taking place
H in the Bath Spa area? Base: W1 All aware (n=433) W2 All Aware (n=695) W3 All Aware (n=1077)



Knowledge has increased — the majority are aware of the impact

of the works, the timeframe involved and electrification
Prompted levels of knowledge — All respondents
Wave 3 ®m Wave 2 Wave 1

The engineering works will impact services going to, through ﬁ

and from Bath Spa station

The engineering works will last for a 6 week period between 18
July and 31 August 2015 .
The engineering works are for electrification of the line to allow |
a new fleet of electric trains to run on the Great Western Main
Line
Through trains to and from London will run from Bath

throughout the works via diversionary routes

The first electric trains of thzeozsw fleet will be introduced in

The replacement buses in operation during the works will not

carry non-folding bicycles Not asked wave 1

During the engineering works specially designed electrification +1%
equipment will be installed in Sydney Gardens H

ot asked wave 1

G significantly different to wave 2 at 95% 0,

p Q16 Which, if any, of the following statements about the rail engineering works planned for the F“.str"Great WeStern transport—focus ‘-’E"":I \
21 '

Bath Spa area in summer 2015 were you aware of before today?
H Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)



Satisfaction with the information provided about the

engineering works has increased significantly
Overall satisfaction with information provided - All respondents

57% satisfied, Reading — Easter 2015

Very satisfied

@ VS. wave 2

6 % Satisfied

Fairly satisfied

Neither / don’t know

Fairly dissatisfied - 3
% Dissatisfied

VS. wave 2

8%

A0/

Wil W2 W3 W3

Very dissatisfied

o0
§

- e i ) ) ) . . Q = significantly different to wave 2 at 95% .\O/
Q17 Overall, how satisfied or dissatisfied are you with the information being provided about these rail iy ‘s

engineering works planned for the Bath Spa area in summer 2015? Overall, how satisfied or Flrstf"Great Western transport—focus [ A
dissatisfied are you with the information being provided about the rail engineering works in the Bath
Spa area currently? Base: W1 (n=1007) W2 (n=1037), W3 (n=1285)

.



Satisfaction with information provided has improved across all

passenger types — with higher sat for regional than mainline
Overall satisfaction with information provided - All respondents (wave 3)

Net: Satisfied (change vs W2)

0
69% 650 so% 4% . 68% 3%
57% o 64% 60%

46% 49%
33%

22%

Aware Not Mainline Regional Infoat Info Local Friends/ Commute Business Leisure I
Aware station online  news colleagues Support Oppose  Neutra
Awareness Route How made aware Journey Purpose Support for works
o)
9% 13% 13% 1% % %% 1oy 1% oo 13% 10% -
32% 30%

(1% +3% 3%

Net: Dissatisfied

Regional used bus = 70%, Regional used train = 61%

Q = significantly different to the total sample at 95% o

Q17 Overall, how satisfied or dissatisfied are you with the information being provided about these rail !\}//
engineering works planned for the Bath Spa area in summer 2015? Overall, how satisfied or Flrst("Great Western transpor-l_—focus {{/ \
23 dissatisfied are you with the information being provided about the rail engineering works in the Bath

H Spa area currently? Base: W1 (n=1007) W2 (n=1037), W3 (n=1285)



Most are satisfied with the various aspects of information

provided about the works — led by reasons given and timings
Satisfaction with aspects of the information provided - All respondents (wave 3)

. Very satisfied
‘ Fairly satisfied

Neither

‘ Fairly dissatisfied

7% . Very dissatisfied

Reasons for the When the The amount of The routes that The accuracy of  Alternative

disruption disruption would  information would be the information transport
take place provided about affected given about the arrangements
the disruption disruption
Q18 How satisfied are you with the information you saw/ heard in terms of explaining the following? (o]
Q19 And how satisfied are you with? s

R

Firstf5Great Western transportfocus N

~

Base: W3 (n=1285) excl. DK, Reasons for the disruption (n=1183), When the disruption would take
24 place (n=1176), The routes that would be affected (n=1173), Alternative transport arrangements
(n=1134), The amount of information provided (n=1213), The accuracy of information given (n=1176)



Only information about alternative transport arrangements

was more highly rated for the Reading works
Satisfaction with aspects of the information provided - All respondents

% Very/ fairly satisfied

76% 76%

69% 68%
63% 0
| | I | I

Reading
m Bath Spa

67%
63%

57% 98%

Reasons forthe  When the disruption The amount of The routes that
disruption would take place information provided would be affected
about the disruption

Q18 How satisfied are you with the information you saw/ heard in terms of explaining the following?
Q19 And how satisfied are you with?

Base: W3 (n=1285) excl. DK, Reasons for the disruption (n=1183), When the disruption would take
place (n=1176), The routes that would be affected (n=1173), Alternative transport arrangements
(n=1134), The amount of information provided (n=1213), The accuracy of information given (n=1176)

- P

Firstf5Creat Western transportfocus |

The accuracy of the Alternative transport
information given arrangements
about the disruption

-0

N
77\
11

i
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Most are satisfied with the way that the disruption was
handled — slightly higher than Reading

Overall satisfaction with how disruption was handled - All respondents (wave 3)
Not asked previous waves

—_

. Very satisfied
‘ Fairly satisfied

—69%

Neither

; 4% Satisfied
‘ Fairly dissatisfied

4% 6% 3% . Very dissatisfied 1#

Reading Bath Spa W3 % Dissatisfied

Q = significantly different to Bath Spa at 95% o
Nz
44\
7 ' Q22 Overall, how satisfied are you with the way the train company has handled disruptions to your Flrst("Great WeSteI’n tranSpOl’ﬁOCUS f i\

journey today? Base: W3 (n=1285) excl. DK (n=1167)
-



Satisfaction with handling of the disruption is higher among

leisure/older passengers and those who used bus replacement
Overall satisfaction with how disruption was handled - All respondents (wave 3)

Net: Satisfied

0
66% 68% 71% 13% 67% 68%

16-34 35-54 55+ ® 16-34 3554 55+ Main  Regional Regional Regional CommuteBusiness Leisure
* used bus used train
Male Female Route Journey Purpose

I 9% 10% ; 10% 9% 8% 109 I I

14% 11% 11% 14% 10%

. H : H Q = significantly different to the total sample at 95%
Net: Dissatisfied o
Q22 Overall, how satisfied are you with the way the train company has handled disruptions to your Flrst ("Great Western tran SpOI"I_'fOCuS ff/ ﬂ

28 journey today? Base: W3 (n=1285) excl. DK (n=1167)
=



Most mentioned benefits of the works are reduced journey

times and more modern electric trains
Expected benefits of planned engineering works — All respondents

_ _ 35%
Reduced journey times 41%
47%
More modern electric trains “Wave 1
. . . [
More reliable/punctual train services Wave 2
= Wave 3

Less crowded trains

More frequent train services on the route

A greener and quieter service

More comfortable trains

More seats on the new electric trains

Improved facilities at Bath Spa station

Longer and wider platforms at Bath Spa station

\

i

<
29 p Q25 What do you think the benefits will be to you personally as a result of these rail engineering works First GGreat Western transport‘focus i\

currently taking place in the Bath Spa area?
- Base: W1 (n=1007) W2 (n=1037) W3 (n=1285)



Overall support for the works has strengthened. Three in
five now support the works

Overall support for the planned engineering works — All respondents

. Strongly support
‘ Tend to support

+490 vs. wave 2

5 8% Support

No feelings / don’t know

‘ Tend to oppose

(V) . Strongly oppose 50
e = %o Oppose

Wl WZ WB -1% VS. wave 2

Q = significantly different to wave 2 at 95%

-0
S =
Q19 To what extent do you support the rail engineering works planned for the Bath Spa area in summer a 77\
30 p 2015, or do you have no feeling either way? Q26 To what extent do you support the rail engineering F"'St(’Great WeStern tranSpOI’i‘fOCus {f A
works currently taking place in the Bath Spa area, or do you have no feeling either way?
-

Base: W1 (n=1007) W2 (n=1037) W3 (1285)



Support has increased among younger males and commuters

In particular
Overall support for the planned engineering works — All respondents (wave 3)

Net: Support (change vs W2)
+4%  +8% -1% +6% +2% +1% -2% +4%  +5% +1%  +2%
12%
67% 65% 0 9
S 62% 5705 59% L
9
45% 39%

® [
w 16-34 35-54 55+ * 16-34 35-54 55+ Aware Not Aware Mainline Regional Commute Business Leisure
Male Female Awareness Route Journey Purpose
5% 4% 5% 4% 0 5% I 4% 3%
0 6% 0 6% 6% 6% 6% 0
9%
1% 3% +1% -2% = +2% -1% +1% +1% -2% = = -1%
Little difference in support between regional bus/ train users
Net: Oppose
Q = significantly different to wave 2 at 95% o
N~z
Q19 To what extent do you support the rail engineering works planned for the Bath Spa area in summer a ’/'-;':\
p 2015, or do you have no feeling either way? Q26 To what extent do you support the rail engineering works F|rSt6Great WeStern tranSpOFﬁOCUS {f u
31 currently taking place in the Bath Spa area, or do you have no feeling either way?

Base: W1 (n=1007) W2 (n=1037) W3 (1285)



More than half feel that the rail modernisation work Is
essential, which remains the lead reason for support

Reasons for support — All respondents supporting
“Wavel mWave?2 =Wave 3

é It will be good to have a modernised, more )

fuel efficient and reliable service. It's a pity Rail modernisation is essential
Brunel didn’t plan for electrification when they
built the tunnel

Vl\/kaleleisure traveller ) Efficient trains - Smoother/quieter/safer
4 )

Short term inconvenience for Environmental benefits/green tech
hopefully a long term gain.

Better trains/modern
4 infrastructure etc Disruption but long term benefit
Y Male commuter y
Support H/

| think the modernisation is

very important Less crowded trains
Female leisure traveller

i

42%
55%
56%

Faster trains

Public investment/ improved service

| understand the need for electrification and
a more modern service

Female leisure traveller Trains will be more reliable

o

>
First5Great Western transportfocus // i

.; 32 Q27 Why do you say that? Base: All supporting W1 (n=463), W2 (n=561), W3 (n=583)



Main reason for opposition is disruption to journeys during

the works, with more now stating they won’t benefit

Reasons for opposition — All respondents opposing*

*Low base size
Wavel mWave 2 =Wave 3

4 )

I do not support it because for a

whole month my journey to work is Distuption to my journey 260/;1'10/0
over doubled its time which therefore
makes my day even longer Don’t support work/ will not benefit

Female commuter

y, . L . 27%
Don’t believe benefits will materialise 33%
N

| don’t believe that the amount of . _
disruption and cost of the changes will Happy with current service
be commensurate with the benefit of

0 electrification Cost implications/ expensive

Yo Female commuter y

Oppose
p p Poor communication with customers
The case for electrification is
unclear - . . ve/ ual

Male commuter ectric trains are unattractive/ ugly

Large investment - little benefit

Work done not likely to benefit me on local branch line as

| rarely use the HST services Don’t know customer benefit
Female commuter

>
p First¥5Great Western transportfocus // |\
= 3

3 Q27 Why do you say that? Base: All opposing W1 (n=59), W2 (n=61), W3 (n=61). All wave 3 responses
at >5%



Prior to the works two fifths expected to use the replacement

bus services/diverted train services
How expect to travel when engineering works are taking place — All respondents (wave 2)

Use the replacement bus services/ diverted train

|

. 42%
services
. 59% of the
Drive myself | 27% sample have
- access to a car
Do not expect to need to travel at this time _ 24% 42% of these
- expect to drive
. . . . themselves
Travel on a different line/ from a different station - 11% while the
) . engineering
Use a scheduled bus (not a rail replacement - 9% works are
service) taking place
Work from home/ another office on some days 9%
Cycle . 4%
Not asked in wave 1 O

o
=

2 ' Q22. How do you currently expect to make your journey when the rail engineering works are First "iGrea’[ Western tran SpOfﬁOCUS ."ff"’ "i:i

taking place in the Bath Spa area in the Summer? Base: W2 (n=1037), with access to car (n=620)



In the event, a fifth travelled by rail less often due to the Bath

engineering works
Impact of works on rail travel habits — All respondents (wave 3)

_ CommuterBusiness Leisure Regional
= Only travel occasionally and they have had no effect
= Travelling same amount and using same stations
= Travelling same amount but using different stations
= Travelling by rail less often
= Don't know
%QT

Bath Spa area are affecting your regular rail travel habits. Which of the following statements best
H describes your situation? Base: W3 (n=1285)

p Q24 We would like to understand to what extent the rail engineering works currently taking place in the F“;stf"Great Western transportfoc us (f}
35



Bath Spa passengers are more tolerant of line closures
than those during the Reading 2015 disruption

Preference if similar works were to take place — All respondents (wave 3)

m Reading 2010
Reading 2015

m Bath Spa

11% 10%

6% 7% 7%

4%

33%33%
28%
26%
0
23% 220/
19%
16% 17%
12%
0

No trains running Weekend line Run a reduced Weekend line
after 9pm until next diversions/ amended service over a closures
morning over a timetables number of weeks

number of weeks

36 p Q28 If similar engineering work was to take place in the future, which of these options would you

— prefer? Base: Bath Spa W3 (n=1285) Reading 2015 (n=1002) Reading 2010 (n=1695)

Firstf5Great Western transportfocus

FuII line closure for Chrlstmas, Easter or
one week or longer August bank holiday
closures

O
‘\//,.
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Most who used the bus replacement service are satisfied

with different aspects of the service
Satisfaction with elements of bus replacement services — All respondents who used

m Very satisfied

m Fairly satisfied

Used bus
replacement

44% 3%

\ Regional Mainline

Neither

m Fairly dissatisfied

m Very dissatisfied

/7

0 9% i
20z | 04 200 |
Directions Time allowed  Frequency of Help provided

given to/ from for the transfer the bus service with luggage

the replacement between bus
bus service and train

-- --

Q10 What kind of disruption have you experienced personally on your journey today? Base:W3 All
respondents (n=1285) o)

Q20 Thinking about when you caught or changed to the replacement bus, how satisfied were you - ?,// '
with the following? First5Great Western transportfocus // i
38 Base:W3 All respondents who used bus replacement (n=355) excl. DK, Directions given (n=310),

- Time allowed for the transfer (n=270), Frequency of service (n=315), Help with luggage (n=147)



Passengers during the Reading works were more satisfied

with the help provided with luggage on the bus replacements
Satisfaction with elements of bus replacement services — All respondents who used

111

% Veryl/ fairly satisfied Reading bus replacement  m Hayes & Harlington bus replacement  mBath Spa

0,
8% . 85%

0,
79% 80% 77% 7 6%

60%
I 50%

Directions given to/ from the Time allowed for the transfer Frequency of the bus service Help provided with luggage
replacement bus service between bus and train

Q = significantly different to Bath Spa at 95% o
B 4
s

Q20 Thinking about when you caught or changed to the replacement bus, how satisfied were you a A\
with the following? First5Great Western transportfocus // i
Base:W3 All respondents who used bus replacement (n=355) excl. DK, Directions given (n=310),

Time allowed for the transfer (n=270), Frequency of service (n=315), Help with luggage (n=147)

~



Bus replacement services rated lower than trains on all

aspects tested
Bus standards compared with train — All respondents who used
Reading —

H Better Same m \Worse Easter 2015

Better Worse

Legroom ECIYAS 35% 14% 38%

E f boardi d alighting th
ase of boarding and alighting the  IREEIWA

0) 0 0,
bus 17% 14% 20%

Size of seats KO 36% 17% 22%

Ease of getting to and from the bus 8% % 1204 10%
stop
Feeling safe and secure during the 0 0 0
journey % 20% 13% 10%
On-board toilet facilities 96% 6% 48%
O
Q21 How did the bus standards compare with the train on the following? e

S
ff {

1]

Base:W3 All respondents who used bus replacement (n=355) excl. DK, Legroom (n=330), Ease of ( =
40 p boarding and alighting (n=334), Size of seats (n=328), Ease of getting to and from the bus stop FIrSt ’Great WeStern transporﬁOCUS

H (n=329), Feeling safe and secure during the journey (n=333), On-board toilet facilities (n=201)
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Summary of wave 3 findings

1

Awareness of the planned works increased significantly, with 84% aware
Awareness has risen 42% points since wave 1 to 84% - significantly higher than Easter Reading works. Wave 3
awareness has increased across all passenger types, but is particularly high among commuters and season ticket
holders and with strong gains amongst younger passengers

Station information is the leading and preferred source of awareness

Two-thirds of passengers found out about the engineering through station information. Comms preferences for
information about the works were broadly in line with what was delivered by FGW, although email information and
information when buying ticket could be further utilised during future works

Overall satisfaction with information about the works has risen significantly
Overall satisfaction with information has increased to 62%, a rise of 27% points since wave 2. Satisfaction has
increased across all passenger groups — but commuters and regional passengers in particular. Satisfaction with all
aspects of the information provided is higher than Reading, with information around timings and impact particularly
widely known and highly regarded

Support for the works continues to increase, most noticeably among commuters
Overall support for the engineering works continues to strengthen, with 58% now in support and just 5% opposing.
There is now an even greater appreciation of the need for the works and their associated benefits, particularly amongst
commuters

Those using the bus replacement service generally positive about the experience
1 in 4 used a bus replacement service. Most were satisfied with different elements of the service, with the exception of
help provided for luggage. Satisfaction with the replacement buses is generally comparable to the Reading works

While the works reduce immediate journey satisfaction, FGW trust is stable

Although journey satisfaction decreases for wave 3, overall trust is almost unchanged — at 30% for wave 3 vs. 31% for
wave 2 and 28% for wave 1. Disruption caused by the works therefore appears to have no longstanding impact on trust
in the FGW brand

First¢% Great Western transportfocus // |



Transport Focus Observations

» Passengers are broadly happy with the way in which the disruption was handled during the engineering work
and support has continued to grow, which is a real positive

* Passengers’ information needs reflect the extensive nature of the disruption with some passenger groups,
particularly commuters, wanting more detailed information much earlier in the build up process in order to be
able to prepare for the disruption and plan their daily schedule

*  While communications during the build up to the engineering work raised awareness, the campaign itself did
not initially appear to be delivering what passengers told us they needed — more information specific to their
journeys such as train/bus timetables, etc. This is demonstrated in poor levels of satisfaction with the
information being provided. However First Great Western (FGW) used the research findings to finesse their
communications approach and once more detailed information was made available satisfaction levels
improve in the final wave of the research

* On the regional routes through Bath it is interesting to compare the experiences of those using a rall
replacement bus and those still able to take a train. While those using rail replacement services register a
lower overall journey satisfaction score compared to passengers on trains, they are generally happier with the
way FGW handled the disruption. It appears they are reasonably happy with the bus service provided but the
prospect of a rail replacement service remains a potential deterrent

* A key message from the three waves of research is that it is imperative that vital elements such as train plans
and communication strategies are confirmed early in the planning process so that information specifically
relevant to their journeys can be shared with passengers when they require it, and in the most effective way
for each passenger be that through posters/materials at the station or online when checking timetables or
buying a ticket

O

]

First5Great Western transportfocus /|
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Station coverage — wave 3

Phase 1 Numper Main routes Regional Routes
of shifts
Bath Spa 4 Final destination Paddington Westbury, BristoAIb'lt'Jl\él),/ @is;c()jl)Parkway (Filton
Chippenham 3 Bath Spa Westbury
London Paddington 4 Routes beyond Chippenham
Bristol Temple Meads 7 Cardiff, Bath Spa, Paddington
Swindon 7 Bath Spa, Chippenham, Bristol TM
Phase 2 Number Main routes Regional Routes
of shifts
Bath Spa 8 Final destination Paddington Westbury, BriStc:bL'\éL’/ I\B/\;is(t)odl)Parkway (Filton
Chippenham 5 Bath Spa Westbury
Westbury 5 Bath Spa, Chippenham
Bradford on Avon 4 Bath Spa, Westbury
Trowbridge 4.5 Bath Spa, Westbury
Filton Abbey Wood 4 Bristol Temple Meads, Bath Spa, Severn Beach
Salisbury 4 Bath Spa, Westbury
Warminster 4 Bath Spa, Westbury O._
. p FirstF%Great Western transportfocus // |



Close to half bought their ticket at the station booking office

Purchase method — All respondents

At the station booking office

From a station ticket machine

Used a season ticket

Via the Trainline website

Via the First Great Western website
Online with ticket collected at station
Via another website

On the train

Ticket was organised for me
Via an app

Via a travel agent

Other

Don't know

Q38 When did you buy your ticket before your journey today?
46 Base: W3 (n=1285)
-

Purchase method for ticket for today

45%

B Online:
o% 23%

O_

]
=

Firstf5Great Western transportfocus i
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47 p Q13 When did you first find out about these rail engineering works planned for the Bath Spa area?

Regional commuters are most likely to have been made
aware of the disruption more than a month before

When made aware — All respondents wave 3 (wave 3)

20%
i

All | Commuting Commuting  Business Business Leisure
Respondents | Regional Mainline Regional*  Mainline* Regional
Bath Spa W3. n=40 n=70

|

Q = significantly different to the total sample at 95%

Base: W3 All Respondents (n=1285) Subgroups (n=40-396)

Firstf5Great Western transportfocus

Net: More than 1 month
® More than 3 months ago
= Between 1-3 months ago
= About a month ago

= About 3 weeks ago

= About 2 weeks ago
About a week ago

= Less than a week ago

® Today

m Don't know

Leisure
Mainline

*Low base size =O_
12X

i



Regional commuters are most likely to prefer to be made

aware more than a month before the disruption
When would like to have bheen made aware — All respondents (wave 3)

Net: More than 1 month

® More than 3 months ago

46%

® Between 1-3 months ago
= About a month ago
® About 3 weeks ago

= About 2 weeks ago

About a week ago

= Less than a week ago

® Today

m Don't know

All ' Commuting Commuting  Business Business Leisure Leisure
Respondents: Regional Mainline Regional*  Mainline* Regional Mainline
Bath Spa W3, n=40 n=70

= significantly different to the total sample at 95% .
Q g y P *Low base size =9

S
p Q14 How far in advance would you like to have been informed about the rail engineering works F“'st("Great Wes’[ern transportfocus [/
48

currently taking place in the Bath Spa area? Base: W3AIll Respondents (n=1285) sub groups (n=40-
- 396)

oy
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Email was a more important information source for season
ticket holders and those who purchased via the FGW website

How informed : All respondents aware (wave 3)

Posters/ notices around a station

Station Info:
Information screens at station 67%  74%
46%
Leaflets handed out at a station — ’
49%

Announcements made at a station m At the station booking office

Asked staff at a station or on a train ® Erom station ticket machine

First Great Western website . Used a season ticket
%% 1 Online:
A timetable on the internet ® Via the Trainline website
38% 47%
National Rail Enquiries website 29%)| m Via First Great Western website
65%
Other website
_ - — Any Digital:
A train/ travel app 41%  48%
An email from First Great Western 33%
- 66%
First Great Western social media page Social:
6% 4% 3%
Other social media page 1%
— 0
60/0 Y

{

49 p Q15a How did you find out about the rail engineering works currently taking place in the Bath Spa FIrStr’Great WeStern tranSpOI’ﬁ:OCUS i
area? Base: W3 All aware (n=74-499)

1]



A letter from FGW was a much more important source of
Information for season ticket holders
How informed : All respondents aware (wave 3)

. . 32%
A friend, relative or colleague

27%

. Train Info:
Announcements made on a train
21% 18%
18%
Told by staff at a station or on a train 13%

. . m At the station booking office
News in local press/ radio

B From station ticket machine

Informed when | bought my ticket Used a season ticket

29%
31% . - .
® Via the Trainline website

A printed timetable leaflet or booklet ® Via First Great Western website

Told by other passengers

A letter from First Great Western

O

o
T

/ { !

50 p Q15a How did you find out about the rail engineering works currently taking place in the Bath Spa FIrSt6Great WeStern tranSpOI’ﬁ:OCUS |

area? Base: W3 All aware (n=74-499)

i



Leaflets at the station are more appealing to season ticket

holders
How would like to be informed : All respondents aware (wave 3)

409, —_
Posters/ notices around a station 50%
2070 . Station Info:
Information screens at station 5 39% 63% 75%
- 3%y, - 28%
Leaflets handed out at a station o
%9% 51%
300
Announcements made at a station b 13% m At the station booking office
%
i
Asked staff at a station or on a train 8} 4 _ ® From station ticket machine
159 )
. _ % .
First Great Western website " Used a season ticket
44%
? 1 . . . .
A timetable on the internet : ‘}8840/ Online: ® Via the Trainline website
- ;s%% — 3% 3T i First Great West bsit
. . .. . 1a FIrs real estern wepsite
National Rail Enquiries website L 2°2% 44%
W% > 55%
Other website § 7% i
_ 4% - — Any Digital:
A train/ travel app g 11 45%  51%
0,
An email from First Great Western ll/ﬂ 64%
3% 26% 71%
First Great Western social media page K '0%0 Social:
o C 4% 7%
: . %
Other social media page Zoiﬁ"/o 11%
’ 8% _J O

First¥%Great Western transportfocus /|

51 p Q15b And what would be the best way(s) to let you know about similar disruption to your journey in the
= future? Base: W3 All aware (n=63-583)



Those who purchased their ticket online would prefer to be
iInformed when buying their ticket

How would like to be informed : All respondents aware (wave 3)

1%
1%

A friend, relative or colleague

Announcements made on a train Train Info:
11% 15%
—
] ] 12%
Told by staff at a station or on a train
5%
News in local press/ radio m At the station booking office
B From station ticket machine
Informed when | bought my ticket a5, Used a season ticket
0
B Via the Trainline website
A printed timetable leaflet or booklet o ,
® Via First Great Western website

Told by other passengers

A letter from First Great Western

'.i'\o/'i
/ { !

FirstF5Great Western transportfocus |/

52 p Q15b And what would be the best way(s) to let you know about similar disruption to your journey in the "
= future? Base: W3 All aware (n=63-583)



Commuters would prefer to find out about the works via station

Information, business passengers would prefer digital sources
How prefer to find out about planned works - All respondents aware (wave 3)

m Commuters Business m |eisure
72%
66%
>9% 54%
49%  O1% i 46%
° 42%
35%
15%
0 0)
4% % 6% 4% -9/0

Station info Any Digital Online Social Train info

O

S

\/'

53 p Q15b. And what would be the best way(s) to let you know about similar disruption to your journey FIrSt (’Great WeStern tran SporﬁOCUS

= in the future? Base: W3 All Aware (n=1077)



Mainline passengers have a slightly higher preference for

online sources of information
How prefer to find out about planned works - All respondents aware (wave 3)

= Mainline = Regional

20
5806 027 58%

Station info Any Digital Online Social Train info

o

7z

First¥%Great Western transportfocus // |

54 p Q15b. And what would be the best way(s) to let you know about similar disruption to your journey
= in the future? Base: W3 All Aware (n=1077)



Passengers are more split when it comes to satisfaction with

value for money, mirroring findings for Reading
Overall satisfaction with value for money - All respondents (wave 3)

Not asked previous waves

. Very satisfied
‘ Fairly satisfied

I 9 % Satisfied

Neither
AN ‘ Fairly dissatisfied
12% ‘ Very dissatisfied 3 2
% Dissatisfied

Reading Bath Spa W3

%Q/
{ \

First5Great Western transportfocus // i

Q23 How satisfied are you with the value for money of your ticket for today's journey?
55 Base: W3 (n=1285) excl. DK (n=1239)



Satisfaction with value for money is highest among leisure

passengers and older travellers
Overall satisfaction with value for money - All respondents (wave 3)

Net: Satisfied

49% 50%

[] [ )
116—34 35-54 55+ * 16-34  35-54 55+ Mainline Regional Commute Business Leisure
Male Female Route Journey Purpose

33% 32%

Net : Dl SS at | Sfl Ed Q = significantly different to the total sample at 95% 5°\4

e /s
56 p Q23 How satisfied are you with the value for money of your ticket for today's journey? FIrSt (’Great WeStern tra’n Sporﬁocus {f A

= Base: W3 (n=1285) excl. DK (n=1239)



Bus replacement services rated more poorly than trains on

all aspects tested
Bus standards compared with train — All respondents who used

/ Reading bus
m Better Same m \Worse replacement

N/~ Hayes& O\

Harlington bus
replacement
Better Worse | Better Worse

Legroom 35% 15% 35% 14% 41%
Ease of boardlrg)%sand alighting the 13% 17% 14% 20% 14% 210

Size of seats M 36% 18% 21% 17% 24%

Ease of getting to and from the bus
stop

10% 13% 14% 8%

OO0
S
=

Feeling safe and secure during the ﬂ 14% 12% 12% 8%

journey

2% 78% 10% 78%

- AN /

O

o
» - d

On-board toilet facilities 96%

Q21 How did the bus standards compare with the train on the following? r Wk

Base:W3 All respondents who used bus replacement (n=355) excl. DK, Legroom (n=330), Ease of = i W\

57 p boarding and alighting (n=334), Size of seats (n=328), Ease of getting to and from the bus stop FIrSt ’Great WeStern tranSpOI’ﬁ:OCUS i
H (n=329), Feeling safe and secure during the journey (n=333), On-board toilet facilities (n=201)



Most who used the bus replacement service are satisfied

with different aspects of the service
Satisfaction with elements of bus replacement services — All respondents who used

m Very satisfied

m Fairly satisfied

Used bus
replacement

44% 3%

Neither

m Fairly dissatisfied

m Very dissatisfied

v, featonal - Mainine f 59
N YA 0z 0 5%
Directions Time allowed  Frequency of Help provided
given to/ from for the transfer the bus service with luggage*
the replacement between bus n=55
bus service and train

*Low base size

Q10 What kind of disruption have you experienced personally on your journey today? Base:W3 All
respondents (n=1285) Q20 Thinking about when you caught or changed to the replacement bus, =N
how satisfied were you with the following? 5 TS
58 ' Base:W3 All respondents who used bus replacement (n=355) excl. DK, Directions given (n=310), F|rst6Great Western transporﬁocus f il

Time allowed for the transfer (n=270), Frequency of service (n=315), Help with luggage among
- those with heavy luggage (n=55)

~



Satisfaction with directions given is consistent across the

sSurveys
Satisfaction with elements of bus replacement services — All respondents who used

Directions given to/ from the replacement bus service

m Very satisfied

m Fairly satisfied
Neither

m Fairly dissatisfied

m Very dissatisfied

Bath Spa Reading bus Hayes and Harlington
replacement bus replacement
Q = significantly different to Bath Spa at 95% e

T
7
[ 1l

with the following? Firstf5Creat Western transportfocus |

p Q20 Thinking about when you caught or changed to the replacement bus, how satisfied were you /
59 Base:W3 Directions given excl. DK (n=310), Reading (n=146),Hayes and Harlington (n=140)



Passengers were slightly more satisfied with the time
allowed to transfer between bus and train in Reading

Satisfaction with elements of bus replacement services — All respondents who used

Time allowed for the transfer between bus and train

m Very satisfied

m Fairly satisfied
Neither

m Fairly dissatisfied

m Very dissatisfied

A0/

0
Bath Spa Reading bus Hayes and Harlington
replacement bus replacement

Q = significantly different to Bath Spa at 95% Ko

Q20 Thinking about when you caught or changed to the replacement bus, how satisfied were you f \}f//'
with the following? = 1
60 p Base:W3 Time allowed for the transfer excl. DK (n=270), Reading (n=129),Hayes and Harlington FIrSt ’Great WeStern transporﬁocus {f "

- (n=136)



Customer satisfaction with frequency of buses consistent with
Reading research

Satisfaction with elements of bus replacement services — All respondents who used

Frequency of the bus service

m Very satisfied

m Fairly satisfied

Neither

m Fairly dissatisfied

m Very dissatisfied

o
N I 7%

Bath Spa Reading bus Hayes and Harlington
replacement bus replacement

Q = significantly different to Bath Spa at 95% o
Nz
i ’..I‘-.

Q20 Thinking about when you caught or changed to the replacement bus, how satisfied were you -
o p Q20 Thinking abo Firstf5Great Western transportfocus //

H Base: W3 Frequency of service excl. DK (n=315), Reading (n=130) ,Hayes and Harlington (n=138)

~



Customers were more satisfied with help provided with
heavy luggage during the Reading engineering works

Satisfaction with elements of bus replacement services — All respondents who used

Help provided with luggage

m Very satisfied

m Fairly satisfied

Neither

m Fairly dissatisfied

m Very dissatisfied

m e LY 7%

Bath Spa Reading bus Hayes and Harlington
replacement* bus replacement*

Q = significantly different to Bath Spa at 95%

*Low base size
.0

=
Q20 Thinking about when you caught or changed to the replacement bus, how satisfied were you a 7
o p with the following? FirstF5Great Western transportfocus /1
1 Base: W3 Help provided with luggage excl. DK (n=127), Reading (n=87), Hayes and Harlington
(n=82)

]
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Long distance trains

Methodology: Reading Easter 2015

Methodology: Self-completion paper survey handed out on trains/at stations. All respondents were given a

reply-paid envelope so that they could return the questionnaire by post. Completed surveys on
board long distance trains could also have been collected by fieldworkers.

Fieldwork dates: 3rd — 6th April 2015
Sample size: 1002 responses split across four sample groups

Reading replacement

South West Trains

=561 buses replacement buses P
n=156 n=158
Map of Rail Replacement 00 MW
Bus Routes

West
Slough Langley ver Drayton
.
8 OuE—ryeR— To
London
Swindon Dldcot Cholsey Paddington
Malidenhead Tapiow Bumham
P &
l Harlington
To London Waterico
To Winchester and Windsor & Eton Central  Windsor & Eton Riverside
Southampion Central
Mortimer To London Waterioo
To Guikiford
Bramiey 8 4 and Gatwick Airport
e This map shows rail replacement bus services in the Reading area
Basingstoke () To London Waterioo
Readin .
To Winchester and [ ] 9 [ Hayes & Harlington
Ry Eat replacement buses replacement buses o

\//
A\

f/
i
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Background to Reading Easter Disruption research

In 2010 upgrade work began to increase capacity at Reading station (due to complete in 2016); other large scale engineering
projects have also been taking place in the area during this time, including, for example, work related to Crossrail

During the work, it has been necessary to change some service provision for passengers, including complete closures of parts of
the network or individual stations

The work during Christmas 2010 (between 24" and 30" December) and during Easter 2015 (between 3 and 6" April) involved the
biggest planned closures on the FGW network over the period of the upgrade.

Christmas 2010 — affected routes:

J-—'!_'_/;:/.'— r
L5 AL
o vl U4
= o j’
- XY VA,
24 ; :.. 57 oo o G
8 T & [T
Long-distance trains to London,
diverted via Banbury to
Paddington, or diverted into
Waterloo, both increasing journey
time
w e w P) ‘,;‘d \\\.:._:..::F...‘ \[ = :...[/ Z
» ﬁ S A e ,f{:‘fi”/ /////"// =:;/”//M‘?“\\’\\\

Local services around
Reading, which were
replaced with buses

<
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