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Background 

The main objective of this research is to measure bus passenger’s priorities 

for improvement and trust in local bus servicesObjective 

The survey was conducted online with fieldwork between 7th - 27th October
Approach 

PTE BOOST
(Passenger 

Transport Executive) 

REPRESENTATIVE 

POPULATION 

SAMPLE

The overall sample includes additional bus user boosts for each of the seven 

PTEs (Bristol area treated as a PTE) to ensure a robust sample of PTE bus 

users. These boosts have been weighted back into the main population sample 

at the correct proportions and profile.

The main sample design is based on a n=6000 representative adult 16+ 

population sample of England. Quotas were set by age within gender, social 

grade and government office region at the population level to ensure a 

representative design. The total sample included bus users and non-bus users.

The average interview took 20 minutes to complete for bus users and five 

minutes for non-bus users who went through a shorter interview.

A separate boost was conducted for the London area wholly paid for by London 

Travel Watch. Those responses are excluded from this report.

This report is based on a total of 7,046 responses: 4664 bus ‘users’; and 

2385 ‘non-users’ in England outside of London.
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Summary of key findings
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Summary of key findings

1 41 per cent of bus passengers have high trust in their bus companies. 6 per cent have ‘little’ or 

‘no trust at all

Similar to Transport Focus’s results for rail companies. The younger age group have less trust in bus 

services, and there is some variation across areas and bus companies.

Two thirds of what drives trust comes from ‘delivering the essentials’ (reliability & value for money) and 

‘corporate values’ (professionally managed, caring about place in community, seeming good employers).

When set against satisfaction scores, providing value for money, caring about what passengers think, 

and place within local community are strong drivers of trust but where the industry performs less strongly.

2 Top priorities for improvement focus on value, keeping to time and scheduling

Better value for money is the highest priority for improvement (PFI); understandably less for those 

travelling predominantly on free passes.  Punctuality at bus stop, and journeys on the bus running to 
time are second and third respectively.

Increased reach and frequency of the bus network are 4th and 6th PFI. Making better efforts to tackle any 
anti-social behaviour is 5th PFI; higher for younger passengers and/or those having a disability.

For those who distrust their bus company, their PFIs are more focused on ‘delivering the essentials’.

3 54 per cent of users and 28 per cent on non-users are open minded to make more journeys by bus 

Among users, those ‘open-minded to use buses more’ have double ‘high trust’ levels in their bus 

companies compared those not open-minded (56 per cent versus 24 per cent).

Among non-users, biggest reasons for non-use are reach & frequency of buses. But among the quarter 

open-minded to using buses more, on-bus experiences are more highly stated secondary reasons. 

Users and non-users differ little by age, gender, and social grade; main difference is having access to a 

car (83 per cent versus 48 per cent).  The sentiment of ‘buses are not for people like me’ is limited.
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Bus users versus non-users: 
profile
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Over half of the population are bus users, with nearly one in 

three using at least weekly  
Bus usage: all respondents representative

Q5. How often do you typically travel by bus? Base: All respondents n = 7046 

6%

14%

10%

6%

10%
5%5%

12%

18%

15%

Daily

A few times a week

About once a week

About once a fortnight

About once a month

About once every 2 months

About once every 3 months

Every 4 months and a year

Less than once a year

Never

Weekly

Monthly

Once every 

few months 

Less frequently 

Bus user: 56%
Use quarterly or more frequently 

Non-user: 44%
Use buses less than 

quarterly or never 



88

Overall population representative sample n= 7,081

56% bus users: 

Use quarterly or more frequently n= 4,664

Q5. How often do you typically travel by bus? 

Q7. In which areas do you use the bus most often?

Q10. Please tell us which bus company runs most of the bus services you use?

Base: all bus users n = 4664

Greater Manchester

10% (n= 441)

West Midlands 

Metro Area

9% (n= 295)

Bristol Area

4% (n= 437)

Merseyside

Main: 5% (n= 435)

West Yorkshire 

6% (n= 438)

South Yorkshire

5% (n= 436)

Tyne and Wear 

5% (n= 437)

Share of main bus use 

by bus company  

25%

24%

21%

6%

5%

Other 14%

Other: 56% main bus use not in PTE: n=1,604

Share of main bus use 

by seven PTE areas
44% in PTE

Profile of users across England outside London

Excludes London area users

44% non-users: use less often than quarterly n= 2,382

Don’t Know 5%



9

Compared to non users, bus users tend to be slightly younger; 

are less likely to have a disability or access to a vehicle 
Profile of respondents: all bus users versus non bus users 

Q1, Q2, Q4, Q28, Q29, Q30, Q15

Base: all bus users n = 4664; all non-users England n = 2382

7% 8%

20% 22%

27% 27%

16% 16%

20% 16% Under £14,000

£14,000 to £21,000

 £21,001 to £34,000

 £34,001 to  £55,000

£55,001 or more

Gender Age Social Grade

Household income

24% 23%

21% 22%

28% 27%

27% 28%  AB

 C1

 C2

 DE

51%

49%

54%

46%

Bus users Non-users

Bus users Non-users

£28,220 (av.) £30,090 (av.)

25% 19%

13% 18%

15% 21%

18%
20%

16%
15%

13% 6% 16-24

25-34

35-44

45-54

 55-64

 65+

47 years (av.) 49 years (av.)

Bus users Non users

22%
4%

14%

4%

16%

9%

48%

83%

 Available all the
time

 Available
majority of the
time
 Available some
of the time

 Rarely, or never

Bus users Non-users

Access to vehicleDisability

24% 28%

Bus users Non-users

Bus users Non-users

41%

46%

13%

No impact

Low impact

High impact

Impact of disability on 

ability to travel by bus:
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Attitudes and drivers of trust 
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Two-fifths of passengers give the bus company they use a 

high trust score – in line with rail
Level of trust with buses (1-7 scale): all bus users

3%
3%
6%

18%

29%

28%

13% Top 2 box 

(6-7) trust

Bottom 2 box 

(1-2) trust

Mid (3-5) 

trust 

All Bus Users

41%

53%

6%

52%

48%

47%

46%

45%

44%

43%

42%

40%

39%

35%

35%

34%

34%

33%

27%

27%

26%

25%

25%

22%

6

5

2

3

4

7 - Trust a 

great deal

1 - Do not 

trust at all

Rail Benchmark: 

Top 2 box (6-7) trust

Source: Transport Focus: Aug 2014

Q13. All things considered, how much do you trust the bus company that runs most of the services you use? 

Base: all bus users n=4,664



12

Trust varies across the PTEs

Level of trust by PTE area: all bus users

Q13. All things considered, how much do you trust the bus company that runs most of the services you use? 

Base: all bus users n=4,664; individual PTE base sizes range from 435 to 441

5% 3%
8% 6% 4% 6%

14%
6%

60%
57%

56%
56% 57%

58%

56%

53%

35%
40%

36% 38% 39% 36%
29%

41%

 Gtr Manchester  Merseyside  South Yorkshire  Tyne and Wear  West Mids
metropolitan area

 West Yorkshire  Bristol area Non-PTE user

Top 2 Box 

(6-7) trust

Bottom 2 

Box (1-2) 

trust

Mid (3-5) 

trust 

PTE area
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Trust varies across the major bus companies

Level of trust with bus company mainly used: all bus users

6%

53%

41%

5%
11%

4% 5% 5% 3%

53%

58%

49%
56% 56%

38%

42%

32%

47%
39% 39%

59%

Top 2 box 

(6-7) trust

Bottom 2 box 

(1-2) trust

Mid (3-5) 

trust 

All Bus Users

Bus company mainly used 

Other

Q13. All things considered, how much do you trust the bus company that runs most of the services you use? 

Base: all bus users n=4,664; Go Ahead n=174; Arriva n=1,118; Stagecoach n=1,014; National Express n=294; First Bus n=1,324.
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Trust in bus companies increases with age.

Those not minded to make more bus journeys trust much less

Level of trust by subgroup: all bus users

7% 7% 3% 3%
9%

64%

54%

39% 41%

67%

29%

39%

58% 56%

24%

16-34 35-64 65+ Agree Disagree

Age Agree/disagree with:

Wouldn’t mind making more journeys by bus

(see pages 36 and 37)

Top 2 Box 

(6-7) trust

Bottom 2 

Box (1-2) 

trust

Mid (3-5) 

trust 

Q13. All things considered, how much do you trust the bus company that runs most of the services you use? 

Base: age 16 to 34 = 930 ; 35 to 64 = 2411; age 65+ = 1323; agree 2577; disagree 2087 (includes neither/nor)
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What drives trust in bus companies 

Model relationship of 

trust with attitudes to 

assess drivers 

3 stages to understanding what drives passenger trust of bus companies 

Measure 

overall trust 

1 3
Measure passengers 

agreement with trust 

attributes across 4 key 

aspects

2

Delivering the 

essentials

Corporate

Values

Engagement
Valuing

Passengers

Key 

aspects
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Delivering the essentials Corporate Values

Relied on to get you where you want to go on time 56%

Relied on to turn up when they say they will 52%

Try their best to make journey a pleasant experience 51%

Provide good value for money 44%

Look like they are professionally managed 57%

Are honest with passengers when there are problems 44%

Give the impression of being good employers 42%

Care about their place in the local community 39%

Engagement Valuing Passengers

Make it easy to stay up to date with timetables and fares 53%

Care what passengers think of their service 44%

Use technology well for passengers benefit 44%

Welcome contact from passengers 38%

Have drivers who are considerate to passengers 63%

Have drivers who care about standard of their driving 60%

Have drivers who keep an eye on what's happening 56%

Do their best for you when services don't run to plan 36%

Show they appreciate you choosing to travel with them 30%

% agree bus 

company…

Q17. To what extent do you agree or disagree with each of the following statements? The bus company that runs most of the services you use ... 

Base: all bus users n=4,664

Higher agreement with bus driver attributes (considerate, care, 

keeping eye out), professionally managed and reliability 

Attitudes towards bus company mainly used - % agree: all bus users Above av

x Below av

x

x
x

Average agreement level = 48% 

x
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Delivering the essentials drives the highest share of trust, 

followed by corporate values 

Drivers of trust - share of contribution to overall trust: all bus users 

Q17. To what extent do you agree or disagree with each of the following statements?

Q13. All things considered, how much do you trust the bus company that runs most of the services you use? 

Base: all bus users n=4,664.    R-squared = 58%

36%

19%
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Drivers of trust focus on being professionally managed, offering 

reliability/value, and caring (community/passengers)  

Drivers of trust - share of contribution to overall trust: all bus users 

11%

11%

10%

9%

7%

7%

6%

6%

5%

4%

4%

4%

4%

3%

3%

3%

3%

Look like they are professionally managed

Can be relied on to get you where you want to go on time

Provide good value for money

Can be relied on to turn up when they say they will

Care about their place in the local community

Care what passengers think of their service

Give the impression of being good employers

Try their best to make the journey a pleasant experience

Show they appreciate you choosing to travel with them

Do their best for you when services don't run to plan

Welcome contact from passengers

Have drivers who are considerate to passengers

Are honest with passengers when there are problems

Have drivers who care about the standard of their driving

Make it easy for you to stay up to date with timetables and…

Use technology well for passengers benefit

Have drivers who keep an eye on what's happening on…

36%

19%

Q17. To what extent do you agree or disagree with each of the following statements?

Q13. All things considered, how much do you trust the bus company that runs most of the services you use? 

Base: all bus users n=4,664.    R-squared = 58%



19

Outside of value for money, key areas to improve are improving the  

perceptions of care (community/passengers) and being good employers  
Priority matrix for improving bus company trust: all bus users 

19

Can be relied on to get 
you where you want to go 

on time

Look like they are 
professionally managed

Provide good value for money

Can be relied on to turn up 
when they say they will

Care about their place in the 
local community Care what 

passengers think of 
their service

Give the impression of being 
good employers

Try their best to make the 
journey a pleasant experience

Show they appreciate 
you choosing to travel 

with them

Do their best for you when 
services don't run to plan

Welcome contact from 
passengers

Are honest with 
passengers 

when there are 
problems

Have drivers 
who are 

considerate to 
passengers

Have drivers who 
care about the 

standard of their 
driving

Make it easy for you to 
stay up to date with 
timetables and fares

Have drivers who keep an 
eye on what's happening 

on the bus

Use technology well for 
passengers benefit

Av agreement= 48%

Im
p

a
c

t 
o

n
 t

ru
s

t 

% agreement 

Q17. To what extent do you agree or disagree with each of the following statements? The bus company that runs most of the services you use ... 

Base: all bus users n=4,664

Higher impact, 

higher agreement 
Higher impact, 

lower agreement

Lower impact, 

lower agreement

Lower impact,

higher agreement

IMPROVE MAINTAIN

MONITORHYGIENE 

Av impact= 6%

Delivering the essentials

Valuing passengers

Corporate values

Engagement
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Merseys

ide

West 

Mids

Tyne/We

ar

South 

York

West 

York

Grt 

Manch Bristol

Delivering the essentials

Can be relied on to get you where you want to go on time 58% 53% 53% 51% 54% 54% 48%

Can be relied on to turn up when they say they will 53% 50% 51% 43% 49% 48% 43%

Try their best to make the journey a pleasant experience 50% 47% 52% 44% 47% 47% 47%

Provide good value for money 41% 44% 41% 43% 39% 46% 42%

Identity/ organisation

Look like they are professionally managed 59% 54% 58% 54% 56% 55% 51%

Give the impression of being good employers 41% 43% 41% 41% 41% 44% 41%

Are honest with passengers when there are problems 38% 44% 42% 41% 41% 41% 41%

Care about their place in the local community 36% 41% 38% 36% 35% 37% 33%

Valuing passengers

Have drivers who care about the standard of their driving 56% 54% 58% 56% 55% 56% 58%

Have drivers who are considerate to passengers 55% 59% 60% 57% 61% 57% 62%

Have drivers who keep an eye on what's happening on the bus 53% 53% 53% 50% 53% 48% 51%

Do their best for you when services don't run to plan 35% 36% 39% 35% 31% 38% 31%

Show they appreciate you choosing to travel with them 29% 32% 28% 28% 28% 30% 26%

Engagement

Make it easy for you to stay up to date with timetables and fares 58% 53% 58% 50% 57% 60% 54%

Care what passengers think of their service 45% 43% 44% 40% 39% 41% 41%

Use technology well for passengers benefit 46% 46% 51% 43% 43% 38% 45%

Welcome contact from passengers 36% 36% 38% 36% 35% 36% 37%

Q17. To what extent do you agree or disagree with each of the following statements? The bus company that runs most of the services you use ... 

Base: all bus users n=4,664; individual PTE base sizes range from 435 to 441

Summary attitudinal agreement by PTE - % agreement

Attitudes towards bus company mainly used - % agree: all bus users by PTE
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Q17. To what extent do you agree or disagree with each of the following statements? The bus company that runs most of the services you use ... 

Base: all bus users n=4,664; individual PTE base sizes range from 435 to 441

Drivers of trust by PTE – % share of contribution 

Drivers of trust: each PTE’s bus users

Merseys

ide

West 

Mids

Tyne/We

ar

South 

York

West 

York

Grt 

Manch Bristol

Delivering the essentials 38% 39% 41% 28% 34% 26% 26%

Can be relied on to get you where you want to go on time 11% 10% 13% 5% 5% 5% 11%

Can be relied on to turn up when they say they will 16% 7% 6% 8% 7% 6% 5%

Try their best to make the journey a pleasant experience 4% 9% 5% 7% 12% 5% 5%

Provide good value for money 7% 13% 17% 7% 9% 11% 5%

Identity/ organisation 25% 25% 24% 32% 28% 40% 31%

Look like they are professionally managed 9% 10% 7% 11% 7% 19% 14%

Give the impression of being good employers 6% 4% 6% 9% 3% 9% 6%

Are honest with passengers when there are problems 5% 3% 3% 4% 4% 3% 4%

Care about their place in the local community 5% 7% 7% 7% 14% 9% 7%

Valuing passengers 22% 19% 19% 23% 20% 21% 21%

Have drivers who care about the standard of their driving 4% 4% 3% 5% 3% 4% 4%

Have drivers who are considerate to passengers 5% 3% 3% 4% 3% 6% 4%

Have drivers who keep an eye on what's happening on the bus 4% 4% 4% 4% 5% 4% 4%

Do their best for you when services don't run to plan 5% 4% 4% 6% 5% 4% 5%

Show they appreciate you choosing to travel with them 4% 4% 5% 5% 3% 3% 5%

Engagement 15% 17% 16% 17% 18% 13% 21%

Make it easy for you to stay up to date with timetables and fares 4% 3% 3% 2% 5% 2% 4%

Care what passengers think of their service 3% 8% 5% 7% 5% 6% 10%

Use technology well for passengers benefit 4% 2% 3% 5% 4% 2% 3%

Welcome contact from passengers 4% 4% 5% 4% 5% 3% 4%

Ranked by agreement 
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Passengers priorities for 
improvement
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Top priorities for improvement – price, punctuality and 

scheduling  
Top priorities for improvement – top ten priorities: all bus users

23

More bus stops 

with next bus 

displays

More 

journeys 

on buses 

running 

to time

Better value 

for money 

from bus 

journeys

More effort 

made to 

tackle any 

anti-social 

behaviour

Buses 

running 

more often 

than they do 

now

Buses 

going to 

more 

places 

you want 

to go

More buses 

arriving on time at 

your bus stop

Tickets which 

better allow travel 

on all local bus 

companies
More/better 

information when 

delays occur 

on journeys

Cleaner and 

better 

maintained 

buses
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258

247

228

224

174

158

121

110

107

107

104

103

Better value for money from bus journeys

More buses arriving on time at your bus stop

More journeys on buses running to time

Buses running more often than they do now

More effort made to tackle any anti-social behaviour

Buses going to more places you want to go

More bus stops with next bus displays

Being given more/better info when delays occur on  journeys

Cleaner and better maintained buses

Tickets which better allow travel on all local bus companies

Better security at bus stops so people feel safer waiting for buses

Drivers allowing more time for passengers to get to their seats

Top priorities for improvement  – price, punctuality and 

scheduling  
Top priorities for improvement – above average of 100 index : all bus users

24

The priorities are shown as 

an index averaged on 100. 

In this case 100 =  the average share under 

the assumption of equal importance of all 

attributes. The number of points above 100 is 

equivalent to the ratio of actual preference 

share to this theoretical average. So for 

example 150 = 50% more important than 

average, 300 = three times as important as 

average, 50 = half as important as average.

Base: all bus users n=4,664
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87

86

86

78

74

74

72

69

66

61

61

53

52

50

48

46

44

29

23

Better quality information at bus stops

Drivers showing more consideration to passengers

A smoother ride with less sudden braking or jolting

A more suitable range of tickets for how and when you use buses

More buses having next stop announcements/displays

More personal space on buses (whether seated or standing)

Free wi-fi being more widely available

Seats being more comfortable

Shorter journey times on buses

More seating being made available

Improved ventilation and temperature control

Being able to pay for bus travel with smartcards/ cards/ mobile/apps

Improved display of route numbers/destinations on outside of buses

Drivers communicating better with passengers

Improved information via apps/online on bus arrival/running times

Making it easier to step on and off buses

More space for wheelchairs and buggies

Better maintained bus stops

Being able to buy tickets from more places

Lower priorities includes ticketing options, maintaining bus 

stops, bus displays and info online/apps 

25 Base: all bus users n=4,664

Lower priorities for improvement – below average of 100 index: all bus users

The priorities are shown as 

an index averaged on 100
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Priorities broadly consistent by PTE – safety and dealing with anti-

social behaviour increased priority in Gtr Manchester, W. Midlands

26

Priorities by PTE

Base: all bus users n=4,664; individual PTE base sizes range from 435 to 441
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Overall M 16-34 M 35-64 M 65+ F  16-34 F 35-64 F 65+

Better value for money from bus journeys 258 1 284 1 297 1 137 7 300 1 313 1 130 9

More buses arriving on time at your bus stop 247 2 214 2 244 2 275 1 225 2 255 2 269 1

More journeys on buses running to time 228 3 204 3 230 3 243 3 214 3 236 3 233 2

Buses running more often than they do now 224 4 196 4 229 4 244 2 209 4 233 4 223 3

More effort made to tackle any anti-social behaviour 174 5 160 5 174 5 172 4 184 5 177 5 176 4

Buses going to more places you want to go 158 6 150 7 166 6 154 6 155 6 165 6 144 7

More bus stops with next bus displays 121 7 107 10 110 8 159 5 112 9 104 10 160 6

Being given more/better information when delays occur on  journeys 110 8 108 9 107 9 120 10 109 10 105 9 121 11

Cleaner and better maintained buses 107 9 102 12 102 11 123 9 100 11 101 12 123 10

Tickets which better allow travel on all local bus companies 107 10 122 8 119 7 53 24 127 7 130 7 54 24

Better security at bus stops so people feel safer waiting for buses 104 11 103 11 105 10 98 14 116 8 104 11 101 14

Drivers allowing more time for passengers to get to their seats 103 12 68 21 78 15 132 8 80 15 108 8 175 5

Better quality information at bus stops 87 13 80 15 81 14 106 12 83 14 78 16 108 13

Drivers showing more consideration to passengers 86 14 71 18 75 16 98 13 76 16 89 14 119 12

A smoother ride with less sudden braking or jolting 86 15 65 23 71 19 118 11 65 20 83 15 137 8

A more suitable range of tickets for how and when you use buses 78 16 98 13 89 12 33 27 98 12 94 13 33 26

More buses having next stop announcements/displays 74 17 74 17 69 20 88 17 75 17 64 18 89 15

More personal space on buses (whether seated or standing) 74 18 69 20 72 17 98 15 64 21 66 17 84 16

Free wi-fi being more widely available 72 19 156 6 88 13 30 29 94 13 45 26 20 30

Seats being more comfortable 69 20 66 22 68 21 93 16 60 23 60 20 81 17

Shorter journey times on buses 66 21 77 16 72 18 62 20 71 19 62 19 49 25

More seating being made available 61 22 60 25 61 22 74 19 55 25 57 21 66 20

Improved ventilation and temperature control 61 23 61 24 58 24 76 18 56 24 53 22 71 18

Being able to pay for bus travel with smartcards/ contactless cards etc. 53 24 93 14 59 23 25 30 71 18 43 28 21 29

Improved display of route numbers / destinations on outside of buses 52 25 54 26 50 26 56 22 52 26 47 24 56 22

Drivers communicating better with passengers 50 26 46 27 45 27 55 23 47 27 50 23 64 21

Improved information via apps/online on bus arrival/running times 48 27 71 19 51 25 33 26 61 22 40 29 30 27

Making it easier to step on and off buses 46 28 38 29 39 28 56 21 39 29 45 25 66 19

More space for wheelchairs and buggies 44 29 39 28 39 29 47 25 42 28 45 27 56 23

Better maintained bus stops 29 30 31 31 28 30 30 28 29 31 26 30 30 28

Being able to buy tickets from more places 23 31 35 30 26 31 13 31 30 30 22 31 11 31

Older passengers less likely to be focused on the price and 

availability; younger passengers emphasise Wi-Fi

27

Priorities by age/gender
Male Female

Base: all bus users n=4,664; M 16 to 34 = 339; M 35 to 64 = 1211; M 65+ = 726; F 16 to 34 = 591; F 35 to 64 = 1200; F 65+ = 597
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Overall 

Do not 

have free 

pass

Have free 

pass

Better value for money from bus journeys 258 1 313 1 142 8

More buses arriving on time at your bus stop 247 2 235 2 271 1

More journeys on buses running to time 228 3 223 3 238 2

Buses running more often than they do now 224 4 219 4 233 3

More effort made to tackle any anti-social behaviour 174 5 176 5 170 4

Buses going to more places you want to go 158 6 162 6 150 6

More bus stops with next bus displays 121 7 104 10 156 5

Being given more/better information when delays occur on  journeys 110 8 106 9 120 11

Cleaner and better maintained buses 107 9 100 11 121 10

Tickets which better allow travel on all local bus companies 107 10 131 7 56 23

Better security at bus stops so people feel safer waiting for buses 104 11 107 8 98 14

Drivers allowing more time for passengers to get to their seats 103 12 81 14 149 7

Better quality information at bus stops 87 13 78 15 105 13

Drivers showing more consideration to passengers 86 14 76 16 108 12

A smoother ride with less sudden braking or jolting 86 15 68 18 124 9

A more suitable range of tickets for how and when you use buses 78 16 99 12 36 26

More buses having next stop announcements/displays 74 17 68 19 87 16

More personal space on buses (whether seated or standing) 74 18 67 20 89 15

Free wi-fi being more widely available 72 19 91 13 33 28

Seats being more comfortable 69 20 62 22 86 17

Shorter journey times on buses 66 21 70 17 57 22

More seating being made available 61 22 58 23 69 19

Improved ventilation and temperature control 61 23 55 24 73 18

Being able to pay for bus travel with smartcards/ contactless cards etc. 53 24 65 21 25 30

Improved display of route numbers / destinations on outside of buses 52 25 49 26 56 24

Drivers communicating better with passengers 50 26 46 27 60 21

Improved information via apps/online on bus arrival/running times 48 27 54 25 34 27

Making it easier to step on and off buses 46 28 39 29 60 20

More space for wheelchairs and buggies 44 29 40 28 51 25

Better maintained bus stops 29 30 28 30 30 29

Being able to buy tickets from more places 23 31 28 31 13 31

Those without a free pass prioritise better value for money 

tickets which allow travel on multiple local bus companies

28

Priorities by

Free pass

32% bus users

38%

32%

16%

10%

 Single/ return/ multi tickets

 A free pass

 One day travelcard/ ticket

 A season ticket for longer
period

Base: all bus users n=4,664; not free pass =2962; free pass = 1685
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Passengers with disabilities impacting bus travel prioritise 

tackling anti-social behaviour 
Priorities by level of impact disability has on travelling by bus

Disability

24% bus users

41%

46%

13%

No impact

Low impact

High impact

Impact of disability on 

ability to travel by bus:

Base: all bus users n=4,664; disability with high impact = 142; disability with low impact = 495; disability with no impact = 489
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Those who don’t trust their bus company place higher 

importance on delivering the essentials  

Priorities by trust in bus company

Trust

Base: all bus users n=4,664; high trust = 1913; low trust = 283
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Priorities for improvement 
and satisfaction
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Better levels of satisfaction with bus drivers and bus stops -

lower levels with range of tickets, punctuality and value for 

money
Satisfaction with aspects of bus use: all bus users  

Q12. Still thinking about the bus company that runs most of the services you use, how satisfied or dissatisfied are you with the following? 

Base: all bus users n=4,664

2% 3% 2% 4% 2%
7%

2% 6%6% 6% 8%
11%

7%

14%

7%

16%16% 17% 16%
15% 22%

15%
23%

21%

44% 40%
45% 41% 43%

41% 32%
25%

32% 34%
28% 29% 25% 23% 25% 29%

Bus stops Bus drivers  Journey
times

Buses going
when/where

you need

 How
pleasant
journey is

Buses
arriving when

should do

Range of
tickets

available

Value for
money

Very satisfied 

Very dissatisfied

Neither  

Fairly satisfied

Fairly dissatisfied

76% 74% 74% 70% 69% 64% 56% 54% % satisfied (very/fairly)

Ranked in order of % satisfied
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Merseyside

Tyne and Wear

West Yorkshire

West Mids area

Gtr Manchester

South Yorkshire

Bristol area

33

Satisfaction with service aspects varies by PTE area

Top 2 box satisfaction summary: all bus users by PTE mainly used 

Q12. Still thinking about the bus company that runs most of the services you use, how satisfied or dissatisfied are you with the following?

Base: all bus users n=4,664; individual PTE base sizes range from 435 to 441

Bus stops Bus drivers
Journey 

times

Buses 

going when 

/where 

needed

How 

pleasant 

journey is

Buses 

arriving 

when 

should do

Range of 

tickets 

available

Value for 

money

79% 73% 81% 74% 74% 67% 58% 52%

76% 73% 77% 73% 70% 62% 62% 51%

75% 72% 71% 72% 66% 63% 62% 54%

76% 69% 70% 72% 63% 60% 62% 53%

72% 70% 70% 71% 63% 58% 58% 55%

77% 67% 70% 68% 61% 57% 59% 52%

73% 71% 63% 59% 65% 53% 54% 48%

significantly different 

to bus users at 95%

Higher

Lower  
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Value for money and buses arriving on time are key passenger 

priorities that show lower levels of satisfaction  

76%

56%

74%

69%

70%

74%

64%

54%

29

78

86

86

158

228

247

258

0

Better maintained bus stops

A more suitable range of tickets for how and when you
use buses

Drivers showing more consideration to passengers

A smoother ride with less sudden braking or jolting

Buses going to more places you want to go

More journeys on buses running to time

More buses arriving on time at your bus stop

Better value for money from bus journeys

30%

Satisfaction (very/fairly)

Priority (index)

Key satisfaction measures versus priorities: all bus users

34

Higher priority

higher satisfaction

Higher priority, 

lower satisfaction

Lower priority

lower satisfaction

Lower priority,

higher satisfaction

Higher priority

higher satisfaction

Lower priority,

higher satisfaction

Lower priority,

higher satisfaction

Higher priority, 

lower satisfaction

Q12. Still thinking about the bus company that runs most of the services you use, how satisfied or dissatisfied are you with the following? 

Base: all bus users n=4,664

IMPROVE

IMPROVE
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Key areas for improvement are improving value for money and buses 

arriving on time at bus stops 

Priority matrix for key satisfaction measures versus priorities: all bus users 

35

Better maintained bus stops

A more suitable range of 
tickets for how and when 

you use buses

Drivers showing more 
consideration to 

passengers

A smoother ride 
with less sudden 
braking or jolting

Buses going to more 
places you want to go

More journeys on buses 
running to time

More buses 
arriving on time 
at your bus stop

Better value for money 
from bus journeys

Av satisfaction= 67%

P
ri

o
ri

ty
 i

n
d

e
x

% very/fairly satisfied 

Q17. To what extent do you agree or disagree with each of the following statements? The bus company that runs most of the services you use ... 

Base: all bus users n=4,664

Higher priority, 

higher satisfaction
Higher priority, 

lower satisfaction

Lower priority, 

lower satisfaction

Lower priority,

higher satisfaction

IMPROVE MAINTAIN

MONITORHYGIENE 

Av index= 146
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Bus users versus non-users: 
attitudes to bus travel
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5% 1% 1%
10%

42%

12%

1% 5%

21%

25%

29%

7%

19%

25%

22%

41%

31%

51%

31%

9%13%

60%

23%
13%

2%

 I wouldn't mind
making more

journeys by bus

 Having a good bus
network is important

for the local area

 Travelling by bus is
a good way to get

about

 I only use buses if I
have to (instead of

other means of
transport)

 People like me don't
use buses

Strongly agree

Strongly disagree

Neither

Somewhat agree

Somewhat disagree

Around half of users wouldn’t mind making more trips by bus.

Most users agree the bus network is important for the local area, 

and is a good form of transport. 
Per cent agree with statement: all bus users 

54% 91% 74% 44% 11% Bus users - % agree 
(strongly/somewhat) 

Bus users

Would consider = 54%

Wouldn’t consider = 46%

Q14. To what extent do you agree or disagree with each of the following statements about travelling by bus? 

Base: all bus users n=4,664
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Around a quarter of non-users wouldn’t mind making more trips 

by bus. Only a quarter say buses are ‘not for people like me’.

Per cent agree with statement: all non-users 

23%

3% 6% 8%
16%

21%

2%
6%

14%

19%

29%

10%

20%

33%

39%

24%

42%

38%

38%

17%

4%

43%
31%

8% 9%

 I wouldn't mind
making more

journeys by bus

 Having a good bus
network is important

for the local area

 I only use buses if I
have to (instead of

other means of
transport)

 Travelling by bus is
a good way to get

about

 People like me don't
use buses

38

Strongly agree

Strongly disagree

Neither

Somewhat agree

Somewhat disagree

Q14. To what extent do you agree or disagree with each of the following statements about travelling by bus? 

Base: all Non users England n = 2382

28% 85% 69% 45% 26% Non-users - % agree
(strongly/somewhat) 

Bus non-users

Would consider = 28%

Wouldn’t consider = 72%
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Among users, very similar priorities between those open/ 

not open to using buses more often
Priorities by bus users open to using buses more

Consider using 

buses more 

Agree that they wouldn’t 

mind making more 

journeys by bus

54% of Bus 

users

Base: all bus users n=4,664; consider = 1289; not consider = 2087
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Main reasons for non-use is they don’t run where needed 

and that door to door journeys take too long

Reasons for not using the bus: all non-users

Whilst those open and not open to making more journeys both cite the 

above reasons most, those not open to making more journeys cite on -

bus experience factors as higher secondary reasons.

40

Q9. What are your top TWO reasons for not using buses? Please select up to 2 answers. 

Base: all non users n=2382; all non-users agree ‘wouldn’t mind making more journeys by bus’ n = 671 disagree n = 1711 

50% 30%

38% 32%

24% 23%

8% 25%

9% 13%

8% 12%

5% 8%

4% 7%

2% 7%

4% 2%

1% 1%

5% 5%

WOULD 

CONSIDER

WOULD NOT 

CONSIDER

36%

34%

23%

20%

12%

11%

7%

6%

6%

2%

1%

5%

Don't run where or when I want them to go

Door to door journeys would take too long by  bus

The cost compared to the alternatives

I do not enjoy time spent on buses

I don't think they are reliable enough

I prefer to travel by car

I am concerned by other passengers behaviour

I am unable to use buses due to disability

I feel there is insufficient space/comfort on board

No buses/ bus stops in my area

Prefer other forms of transport

Other
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Top of mind improvements to encourage bus use focus on 

improving the basics: frequency, punctuality and price 

Top of mind how to encourage bus use: all bus users [coded verbatims]

Q16. What improvements should be made to buses to encourage more people to use them? 

Base: all bus users n=4,664

30%

3%

2%

5%

17%

7%

4%

2%

2%

2%

2%

7%

8%

4%

2%

2%

2%

2%

2%

5%

12%

6%

2%

2%

5%

1%

2%

2%

4%

7%

20%

Cheap fares
Fairer prices/better value

Improvements to multiple journey tickets
Other (price)

Greater frequency
More extensive network

Increase hours of operation
Improved services to remote areas

More direct routing
Improved connections

Improved night time service
Other (network/routes)

Cleaner buses
More pleasant/less crowded

Greater security
More accessible/wheelchair/buggy friendly

Better seating
More modern

Access to Wi-Fi
Other (environment)

Punctuality
More reliable service

To be quicker
Other (service)

Nicer/friendlier drivers
Other (staff)

Better timetables
Bus stops

Other (stops)
Other

Nothing/Don't know

Bus stops/ 

timetables: 6%

Network/routes: 32%

Pricing/payment/ 

tickets: 36%

Buses/Bus 

environment: 21%

Staff: 6%

Service: 19%
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Stop cutting the 

more rural routes

Female, 67, regular 

user

Quicker journey times rather than stop 

at every lamp post Male, 74, bus user

Lower the 

present 

fares

Female, 61, 

Never use

Cheaper 

fares for 

people 

ages 16-

24

Male, 21, 

bus user

Cheaper fares

Male, 61, bus user, Tyne and Wear

More reasonable fares. I am in 

receipt of a free bus pass because of 

my age: if I was younger, or lived in an 

area that does not issue free passes, 

the price of a ticket into town would be 

too much for me to afford easily.

Female, 64, bus user

Safer for 

young 

women like 

me

Female, 24, 

non-user

More space, 

cleanliness 

and better 

passenger 

safety

Male, 21, bus 

user

Make them cleaner

Female, 71, bus user

19% 

Service

36%  

Pricing/payment/tickets

21% 

Buses/bus environment

In Peterborough all the routes go through 

the city centre….More routes around 

the city would be better

Male, 44, bus user

A safer travelling 

environment, where it 

is possible to travel 

on buses without 

being harassed

Male, 39, non bus 

user

Three broad themes emerge for improvements to encourage 

bus use 

Top of mind how to encourage bus use: verbatim comments

Temperature 

control, they 

either seem to 

be freezing cold 

or like saunas

Male, 30, bus 

user, Greater 

Manchester

Make them electric (fuel cell/battery) the 

ride would be much smoother (no jerky 

pull aways), quieter and less smelly

Male, 67, bus user

They are too 

expensive for short 

journeys

Female, 48, bus user, 

West Midlands

Have a greater range 

of cheaper/more 

affordable tickets.

make tickets 

available to 

purchase via phone.

Male, 48, bus user

Rural services sometimes useless 

especially to travel home after 6pm

Female, 24, bus user, Bristol area 

Q16. What improvements should be made to buses to encourage more people to use them? 

Base: All bus users n = 4664

32% 

Routes
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Better bus stops with 

more accurate 

timings for next bus 

services

Male, 25, bus user  

Greater Manchester 

Bus stops 

show 

arriving 

busses

Male, 46, 

non user

More comfortable bus stop. Some 

of them have no shelter so when its 

cold, windy and rainy it is very difficult 

to wait for the bus arriving

Male, 81, bus user, South Yorkshire

Electronic timetables at all bus stops.  

Not missing out buses without warning

Female, 68, bus user, West Midlands 

Metropolitan Area

Pleasant drivers  

and bring back 

conductors to 

keep the peace

Female, 54, bus 

user

Drivers should 

wait till people 

sit down before 

driving off 

Female, 42, bus 

user

Drivers being more open to people 

asking questions.  The majority don’t 

even acknowledge the passengers

Male, 27, bus user, West midlands 

Metropolitan area 

Drivers could be 

more pleasant. 

They expect you 

to use your 

manners, but 

surely that works 

both ways 

Female, 35, bus 

user, South 

Yorkshire

Some way of controlling discipline on 

the buses, the drivers being the only staff 

have no sensible way of dealing with 

rampaging children or drunk people

Male, 73, bus user, West Midlands 

Metropolitan Area 

I would use them 

more if I was able 

to take a bike on 

them to make 

door to door 

journeys

Male, 46, bus user 

Increasing times for pensioners to 

use their free passes but suggest 

that they pay a flat fee of say 50 pence 

anytime

Male, 63, bus user

6% 

Bus stops/ timetables

7%

Staff Other

Timetables could be better laid out 

and more understandable - it is 

sometimes difficult to know where buses 

stop or in which direction the bus runs

Female, 46, non user

Not lots of 

companies 

sharing the 

same route

Female, 35, 

bus user, 

Merseyside

Top of mind how to encourage bus use: verbatim comments

Secondary themes for improvement are around 

stops/timetables and staff 

Q16. What improvements should be made to buses to encourage more people to use them? 

Base: all bus users n = 4664

There should be more foresight 

when considering roadworks to 

minimise delay and disruption

Male, 32, bus user, Greater 

Manchester

Improve the image

Female, 58, bus user, West 

Yorkshire
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Appendix
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Bus users profile by PTE 

Q1, Q2, Q4, Q28, Q29, Q15 Base: PTE Bus users n = 436-441

Profile of bus users: by PTE

Base Sizes n=4,664 n=435 n=441 n=436 n=437 n=436 n=438 n=437 n=1,604 n=2,382

Gender

Male 49% 60% 57% 47% 50% 51% 48% 55% 46% 46%

Female 51% 40% 43% 53% 50% 49% 52% 45% 54% 54%

Age

16-34 29% 41% 39% 38% 33% 35% 33% 35% 22% 22%

35-54 33% 35% 35% 43% 36% 38% 35% 31% 37% 41%

55 + 38% 24% 27% 19% 31% 27% 33% 34% 41% 38%

Social Grade

ABC1 55% 65% 57% 51% 49% 57% 63% 69% 54% 54%

C2DE 45% 35% 43% 49% 51% 43% 37% 31% 46% 46%

Household Income

Up to £21,000 36% 36% 34% 37% 31% 33% 34% 23% 35% 32%

£21,000 to £34,000 27% 26% 26% 27% 30% 26% 21% 27% 27% 27%

£34,001 to £55,000 20% 21% 22% 19% 18% 23% 23% 19% 20% 21%

£55,000 or more 7% 9% 9% 7% 10% 9% 9% 17% 7% 8%

Prefer not to say 11% 8% 9% 10% 11% 9% 13% 14% 11% 12%

Disability

No: None 72% 76% 74% 75% 72% 75% 78% 77% 69% 69%

NET: Yes 24% 20% 22% 20% 25% 20% 17% 19% 28% 28%

Prefer not to say 4% 4% 5% 5% 3% 5% 5% 4% 3% 3%

Access to vehicle 

NET: Any availability 78% 72% 78% 80% 82% 79% 81% 81% 88% 95%

Rarely, or never have 

access 22% 28% 22% 20% 18% 21% 19% 19% 12% 5%

Merseyside
Greater 

Manchester

South 

Yorkshire

Tyne and 

Wear

West 

Midlands

West 

Yorkshire
Bristol

Bus 

users

Non-PTE 

users 

Non-users
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Bus user profile by frequency of using bus  

Q1, Q2, Q4, Q28, Q29, Base: bus users by frequency n = 489 - 1988

Profile of all bus users  

53

Daily

Travel Weekly Travel 

monthly

Travel at least 

once every 3 

months 

Base Sizes n=489 n=1,988 n=1,315 n=872 n=1,592 n=790

Gender

Male 51% 49% 50% 48% 46% 46%

Female 49% 51% 50% 52% 54% 54%

Age

16-34 48% 29% 25% 24% 21% 23%

35-54 37% 32% 30% 38% 41% 41%

55 + 15% 40% 44% 38% 38% 36%

Social Grade

ABC1 57% 53% 56% 58% 58% 48%

C2DE 43% 47% 44% 42% 42% 52%

Household Income

Up to £21,000 39% 40% 33% 30% 30% 37%

£21,000 to £34,000 28% 25% 27% 28% 27% 26%

£34,001 to £55,000 17% 18% 22% 22% 22% 20%

£55,000 or more 5% 7% 6% 8% 10% 6%

Prefer not to say 11% 10% 11% 12% 11% 12%

Disability

No: None 78% 70% 71% 75% 72% 63%

NET: Yes 19% 25% 25% 22% 26% 34%

Prefer not to say 3% 5% 4% 3% 2% 3%

Access to vehicle 

NET: Any availability 52% 75% 85% 91% 95% 96%

Rarely, or never have access 48% 25% 15% 9% 5% 4%

Travel less 

frequently than 

every 3 months 

Never Travel 

on buses 
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The main journey purpose for bus users is for shopping trips,

followed by social trips. One in four mainly use buses to commute

Reasons for bus travel (journey purpose): all bus users 

69%

51%

27%

9%

38%

43%

21%

20%

4%

12%

Shopping trips

 Socialising / visiting relatives

 Travelling to/from work

 Travelling to/from education

Other (eg health appointments)

Any reason

Main reason

Q18. For which, if any, of the following reasons do you travel by bus?/ 

Q19. For which type of journey do you mainly use the bus? 

Base: all bus users n=4,664

Profile of users by main reason

NET ANY 

Commuting 

33%

Male Female 
Av age 

years 
ABC1 C2DE

44% 56% 50 53% 47%

51% 49% 46 55% 45%

53% 47% 39 61% 38%

55% 45% 29 66% 34%

46% 54% 53 51% 49%

1 journey type 41%

2 journey types 32%

3+ journey types 27%

Number journey types 

Higher than 

average

About 

average

Lower than 

average
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Bus travel peaks late morning; typical trip takes around 20 

minutes. Most use paper tickets; a third travel with a free pass

Travel profile for main bus use reason: all bus users

Q20. When you use the bus for [main purpose] is this mostly to travel ... Q21. When you travel by bus for [main purpose], typically how long is 

the time you spend on the bus for that journey? Q22. When you travel by bus for [main purpose], what type of ticket do you typically use? Q23. 

In what form is that ticket? Q24. And at what times of day do you travel by bus for [main reason]? 

Base: all bus users n=4,664

11%

37%

29%

22%

 10 minutes or less

 11 to 20 minutes

 21 to 30 minutes

 Over half an hour

23%

57%

42%

24%
15%

6%

 Before 9:30
am

 Between
9:30 am

and midday

 Between
midday and

4 pm

 Between 4
pm and 6

pm

 Between 6
pm and 9

pm

 After 9pm

About 20 mins

65%

25%

1%

7%

 Paper

 Smartcard

 M ticket on mobile

 Other

38%

32%

16%

10%

 Single/ return/
multi tickets

 A free pass

 One day
travelcard/ ticket

 A season ticket
for longer period

25%

11%

4%

16%

28%

15%

2%

 Across the
town centre

 Across the
outskirts of

town

 Across rural
areas

 Between a
rural area and

a town

 Between the
outskirts of

town and the
town centre

 Between one
town and

another town

 Other

Type of area travelled across for main bus use reason

Typical length of journey  Times during the day travelled for main bus use reason

Typical ticketing behaviour  

Ticket used Ticket type



5656

Commuters display a different travel pattern: more likely travelling 

early morning; across the town centre and with a season ticket
Travel profile for main bus trip: all bus users

Q20. When you use the bus for [main purpose] is this mostly to travel ... Q21. When you travel by bus for [main purpose], typically how long is 

the time you spend on the bus for that journey? Q22. When you travel by bus for [main purpose], what type of ticket do you typically use? Q23. 

In what form is that ticket? Q24. And at what times of day do you travel by bus for [main reason]? 

Base: All bus users n=4,664

Typical route taken – by trip type 

Typical length of journey - by trip type 

 Before
9:30am

 Between
9:30am

and midday

 Between
midday and

4pm

 Between
4pm and

6pm

 Between
6pm and

9pm

 After 9pm  Don't know

 Commuting work

 Shopping trips

 Socialising / relatives

Typical time of day travelled - by trip type  

Typical ticketing behaviour – by trip type

73%

19%

3%

61%

29%

1%

64%

26%

1%

 Paper

 Smartcard

 M ticket on mobile

Ticket used 

37%

9%

19%

31%

33%

39%

15%

9%

37%

31%

17%

11%

 Single/ return/
multi tickets

 A free pass

 One day
travelcard/ ticket

 A season ticket for
a longer period

Ticket type

 Across the
town centre

 Across the
outskirts of

town

 Across rural
areas

 Between a
rural area

and a town

 Between the
outskirts of

town and the
town centre

 Between
one town

and another
town

 Other

 Commuting work

 Shopping trips

 Socialising / relatives

Up to 

10 min

11 to 

20 min

21 to 

30 min

Over 

30 min

Commuting 12 34 30 24

Shopping 13 43 27 16

Socialising 6 35 30 29
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Priorities to improve – statistically tested with Max-Diff

What is Max-Diff: Maximum Difference Scaling (MaxDiff) is a way of evaluating the importance (or 

preference) of a number of alternatives. It is a discrete choice technique: respondents are asked to 

make simple best/worst choices. 

How does Max-Diff work? Respondents complete a series of exercises (15 questions in this case). 

In each exercise they are presented with 5 items and asked to choose which are the most important 

and the least important to them. 

Exercise repeated X16 covering all 31 possible priorities with 10 order variations
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Priorities can be explored and tested further within an 

interactive simulator 

58

Switch priorities 

on/off to test user 

defined sets of 

priorities 

Run across pre 

set sub groups
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The relationship between the trust scale and the impression  

scale shows a high correlation
Level of trust with bus company mainly used: all bus users

Q11. Having travelled with the bus company that runs most of the services you use, what's the overall impression you have of them? 

Base: all bus users n=4,664 

6%

53%

41%

5%

79%

22%

82%

21%

77%

13%Top 2 box 

(6-7) trust

Bottom 2 box 

(1-2) trust

Mid (3-5) trust 

All Bus Users

Impression

Good (6-7) Neutral (3-5) Bad (1-2)
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Those who are open to making more journeys by bus have 

the highest overall impression of their bus company  
Overall impression of bus company mainly used: all bus users

Q11. Having travelled with the bus company that runs most of the services you use, what's the overall impression you have of them?  

Base: all bus users n=4,664

11% 6%
17%

11% 16% 13% 11% 7%

21%
15%

8%

52%

40%

66%

50%

68%

54%
52%

46%

69%

58%

47%

44%

58%

27%

45%

27%

41% 44%
51%

22%

35%

50%

Agree Disagree Agree Disagree Agree Disagree Agree Disagree Agree Disagree

Open to making 

more journeys 

by bus

Good bus 

network is 

important

People like me 

don’t use buses

Bus good way 

to get about

Only use buses 

if have to

Top 2 box 

(6-7) good

Bottom 2 box 

(1-2) bad

Mid (3-5)

Overall 


