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Introduction

This report shows the results for Hedingham & H.C.Chambers services.

The survey has been carried out using our established Bus Passenger Survey methodology
This is a survey of actual journey experiences of bus passengers

The survey was carried out between mid March and mid May 2014.

Further information is provided in the final slide of this presentation.
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Overall satisfaction - all bus companies

2014 2013 2012 2011
Al GA (n=ga70) s el 22 90 89 91
Anglien (n=335) NGNS Tz s . o5 97 - -
Bluestar (n=37s) NG e s e 90 90 91 94
Brighton & Hove (n=1233) HININIEGEGEEES e T 2 91 89 90
Ga North East (n=1208) INIGINININNNGEGE s s b o2 87 91 92
Hed & Chamb. (n=200) NN s e 92 96 - -
Kanectbus (n=220) NG e e o8 98 97 97
Metrobus (n=472) G s o5 01 90 93
Oxford Bus Co. (n=527) NGNSz s e 22 92 92 91
Oxford P&R (n=528) NG e 4 o6 26 92 -
Plymouth Gitybus (n=649) NGNS s s o o 90 84 90
Southem Vectis (n=257) NG s 7 2 87 82 o1
Thames Travel (n=313) NG s 10 e s 91 87 -
Wilts & Dorset (n=510) NGNS s s . 2 90 84 90

[ | Very satisfied ! Fairly satisfied  Neither/nor B Fairly dissatisfied [ ] Very dissatisfied

Fiter: Year=2014

Q. Overall, taking everything into account from the start to end of the bus journey, how
satisfied were you with your bus journey?
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Overall satisfaction different groups

Hed & H.C.Chambers

2011

88

91

96

88

94

2014 2013 2012 2011
Age 18 to 34 (=31} ™ - - -
Age 36 to 59 (n=30} *™* - - -
Age 60+ (=120 [ s 99 9 -
Commuting (n=43} ** - - -
Not commuting (n=153) R s N 6 7 -
B Very satisfied | Fairly satisfied  Neither/nor I Fairly dissetisfied B Very dissatisfied
Fiker: = Hed & H.C.Chambers - Year = 2014
All Go-Ahead 2014 2013 2012
agatetoz4-ace NN o M s 8 o83
Age 350 59- Al cA [N s M 2 89 W
age so+- Al cA [Nl 97 9 95
commuting- Al G [N w7 B os9 87 ss
Not commuting - Al A NN s s D s 2w
B Very satisfied ¥ Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied
Filter: Year = 2014 Q. Overall, taking everything into account from the start to end of the bus journey, how satisfied were you with your bus journey?
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Value for money - all bus companies

2014 2013 2012 2011
A A (n=33s7) [INIEGEEEN s 17 . oo 54 52 60
Anglian (n=66} * _ _ _ _
Bluestar (n=151) NGO 27 19 PSRN 5o 60 65 60
Brighton & Hove (n=703) NG s 16 Iz o 42 48 57
Go North East (n=519) NN s s mEamEm 2 59 54 68
Hed & Chamb. (n=57) ** - - - -
Konectbus (n=74) ™ - 83 72 76
Metrobus (n=106) NN @ 3 w0 54 46 49
Oxford Bus Co. (n=372) [HNINGEEEEEEEE e 18 O o 59 58 58
Oxford P&R (n=372) NN s 21 N s 65 64 -
Plymouth Citybus (n=308) NN~ 19 N 54 51 59
Southem Vectis (n=102) [N 200« T 7 37 27 29
Thames Travel (n=184) IG5 21 s s 66 48 -
Wilts & Dorset (v=167) NS s 22 N - 54 55 64

B very satisfied ! Fairly satisfied  Neither/nor ® Fairly dissatisfied B Very dissatisfied

Filler: Year = 2014 **Numbers oo low o chart

Q. How satisfied were you with the value for money of your journey?
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Satisfaction with bus stop facilities

Hed & H.C.Chambers 2014 2013 2012 2011
Distance from joumey start (n=194) IS s 3 Em g7 86 - -
Convenience/accessibility (n=181) INIEIIIIINESN s o & s7 92 - -
General cond/sid of maint. (n=177) NG Es— 18 Bl o 67 - -
Freadom from graffitivandalism (n=173) INNEIEGIGIGIIIEETN s 10 el 82 70 - -
Freedom from litter (n=152) NS s 16 eem 76 68 - -
Info provided at the stop (n=160) [IINIEIIEENEEEE 14 s 3 46 - -
Personal safety at stop (n=175) NI sz 11 | o 73 - -
Qverall sat - bus stop (n=106) INNIEIEGEGEEE s 17 S 3 76 - -

B Very satisfied [ Falrly satisfied  Natther/nor Il Falrly dissatisfied B Very dissatisfied
Fiker: = Hed & HC.Chambers - Year = 2014
All Go-Ahead 2014 2013 2012 2011
Distance from joumey start - All A [N s 3 = g7 86 86 -
Convenience/eccessibility - Al GA NI s 7 e 90 89 91 -
General cond/std of maint. - All GA [INIIIINGN mEgm 13 em 79 75 76 -
Freedom from graffitivendaiism - Al cA [INEIEIGININIGNGEGEGEGEGENEGEN s 1 e 83 80 80 -
Freedom from litter - All GA 13 NNl 78 75 75 -
Info provided at the stop - All GA 12 EHE 31 79 78 -
Personal safety at stop - All GA 13 Ell 82 81 80 81
Overall sat - bus stop - All GA 11 5l 84 83 81 77

@ Very satisfied U Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied

Fikar: Yaar = 2014 Q. Thinking about the bus stop itself, how satisfied were you with the following?
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Waiting for the bus

Hed & Chamb.: Extent to which checked bus arrival times What checked beforehand

Non ch e _ Papar timetabla =
Oniine timetable E g —
Pre checkers onty [ENMNZINNNN
Live position updates h

At stop checkars anly - Disruption updates =

Dual checkers [N Other Eefges

B Checked bus arrival imes (n=207) @ Hed & Chamb. {n=108) B All GA (n=2715)

Filler: = Had & Chamb. - Year = 2014 Fiter: Yaar = 2014

What checked at stop
Digital display m— e ————
Non checkers T Stop timetable E———

All Go-Ahead

Pre checkars only 15 Onling timetable =
Live ition u m
At stop checkars only [NSAN position updates
Disruption updates
Dual checkers 2

Other r

B Checked bus arrival times - All GA (n=7256) B Hed & Chamb (n=86) 8 AalGA (n=3854)

Q. Did you check any of the following to find out when the bus was meant to arrive?
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Waiting for the bus

o ) 2014 2013 2012 2011
Hed & H.C.Chambers

82 80 80 80
Sat with wailing time - All GA

83 85 - -

w

Sat with waiting time - Hed & Chamb. 12

Sat with punctuality - All GA 82 78 80 79

<

Sat with punctuelity - Hed & Chamb. 81 86 - -

B very satisied ! Fairly setisfied  Natther/nor I Fairly dissetisied B Very dissatisfied
Flier: Year = 2014

Q. How satisfied were you with each of the following: A) The length of time you waited fro the bus; B) The punctuality of the bus?
Hed & H.C.Chambers
2014 (n=203) I 10 [ .
o3=zzry il o .
2012 (n=0) ™
2011 (n=0) *

@ Muchless | Alitle less B About expected @ A little longer @ Much longer

Filter: = Hed & H.C.Chambers
Q. Thinking abou the time you waited for the bus today was: it?
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Satisfaction: on the bus - arrival

Hed & H.C.Chambers 2014 2013

Routeldesination ifo (rv=1¢o) [ ENMMMCORN or O - W ss 7
Exterior cleaniiness/conaiion (n=10c) NN e s B 0
Ease of gatting ontoloff bus (n=201) MMM s e 4 2

Tima taken to board (n=201) [N s s | o4 96

@ Very satisfiad [ Fairly satisfied  Neithermor B Fairly dissatisfied B Very dissatisfied
Flber: = Had & H.C.Chambers - Year = 2014

All Go-Ahead 2014 2013
Routa/desination info - Al GA NGO 5 9 0 s ss
Exterior cleanlinessicondition - All GA [N & v Bl s e
Ease of gatiing ontoloff bus - Al A [N 50 s 3 o
Time taken to board - a1 GA [N s s 3

B Very satisfied ' Fairy satisfied  Neither/nor B Fairly dissatisfied @ Very dissatisfied
Filksr- Yaar = 2014

Q. Thinking about when the bus arrived, please indicate how satisfied were you with the following?
A) Route/destination information on the outside of the bus ; B) The cleanliness and condition of the outside of the bus
C) The ease of getting onto and off the bus; D) The length of time it took to board the bus

2012

88

82

91

91
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2011

93

86

93

93

|



Satisfaction: on the bus - part 1

Hed & H.C.Chambers

2014 2013 2012 2011

interior cleaninessicondition (v-202) [INMMMMNNLEES = o @ 8
Info provided insids bus (n=174) (NN = 20 Bl
Avallsbiity sesting/spece 1o stend (n=197) [ENRNMMMIIINEE s e B 88 92
Comfort of the seats (n=197) [HNNMMEE s o E 0

@ Very satisfiad [ Fairly satisfiad  Neither/nor [ Fairly dissatisfied B Very dissatisfied

Filer. = Hed & HC.Chambers - Year = 2014

All Go-Ahead

2014 2013

interior clesniinessiconiton - A1 G4 RN T o Bl e w2

o provided insice bus - Al A [N e

21 . 74 70

Availabiity seatng/spacs 1o stand - a1 A MMM s B s s
Confort of the seats - at cA I NNENNNNONNNN e 2 Bl s 77

@ Very satisfied U Fairly setisfied  Neither/nor  Fairly dissatisfied @ Very dissatisfied

Filter: Year = 2014

Q. Thinking about whilst you were on the bus, please indicate how satisfied were you with the following?
A) The cleanliness and condition of the inside of the bus B) The information provided inside the bus;
C) The availability of seating or space to stand; D) The comfort of the seats

2012

81

69

87

77
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2011

82

72

89

80

h



Satisfaction: on the bus - part 2

Amount of personal space (v=104) [EMMRNNNN e o el s o0 - -
Provision grab ais o standinove (n~104) MMM s o [l s o - -
Temperaturs insids the bus (n=10¢) NIRRTl o [ s+ e - -
Personal sscurty (n-200) [N s @ 0 e - -

B Very satisfied ! Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied
Flber: = Had & H.C.Chambers - Year = 2014

All Go-Ahead 2014 2013 2012 2011

Amount of personal space - Al GA [N e 0 N 0 8 3 -
Provision grab rails 1o stand/mave - Al GA [NNMMINIRGEE e o Bl sr 83 B2 -
Temperature inside the bus - Al G4 [NNNNEE s o B 1 79 77 T8
Personal security - All GA (NN s o M 88 85 B4 w7

@ Very satisfied U Fairly setisfied  Neither/nor  Fairly dissatisfied @ Very dissatisfied
Filtar: Yaar = 2014
Q. Thinking about whilst you were on the bus, please indicate how satisfied were you with the following?

A) The amount of personal space you had around you; B) The provision of grab rails to stand/move within the bus
C) The temperature inside the bus; D) Your personal security whilst on the bus
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Satisfaction: the bus driver - person attributes

H.C.Chambers 2014 2013 2012 2011

Appeerance (v~152) (MMM s e | s 0 - -
Greetingiweicome (n=103) [NNNNMNNNNC 0 0 B 0 e - -
Hetprunessratituce (n=1o0) NN s - Wl e e -

Hed

B Very satisfied U Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied

Filler: = Had & H.C.Chambers - Year = 2014

All Go-Ahead 2014 2013 2012 2011

Appoarance - Al oA [N e 7 ] 92 0 o0 00
creetingiweicome - Al G NENNNNNNON e s El e e o5 -
Helptunessatiuce - Al GA [N o s Bl s 7 75 a7

B Very satisfied ¥ Fairly satisfied  Neither/nor @ Fairly dissatisfied B Very dissatisfied

Filter: Year = 2014

Q. Thinking about the driver, please indicate how satisfied were you with following?

A) The driver's appearance; B) The greeting/welcome you got from the driver; C) The helpfulness and attitude of the driver
Bus Passenger Survey
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Satisfaction: the bus driver - driving attributes

Hed & H.C.Chambers 2014 2013 2012 2011

Neamess to kerb (n=123) [N~ 26 ] 8 8 - -

Time to get to sest (n=167) [ NNMMMMNC 22 c G ss  ss - -
Smoothnessireedom from joiting (n=120) [N = « AWl 1 @2 - -
Safety of the driving (n=122) [ NNRMMMMNNCCIN 27 sl 3 a1 : :

B Very satisfied [ Fairly satisfied  Neither/nor ¥ Fairly dissatisfisd @ Very dissatisfied
Filiar: = Had & H.C.Chambears - Yaar = 2014

All Go-Ahead
2014 2013 2012 2011

Nesmess io kero - Al GA [N s s 0 o4 93 a1 -

Time to get to seat - Al G4 NN~ 5 2 4N 3 2 78 -
Smoothnessfirasdom from joting - Al GA NN s s @ s 78 75 80
Safety of the dariving - Al GA [N s v 0 91 89 87 -

B very satisfied ¥ Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied
Filter: Year = 2014

Q. Thinking about the driver, please indicate how satisfied were you with following?

A) How near to the kerb/stop the bus stopped; B) The time the driver gave you to get to your seat
C) Smoothness/freedom from jolting during the journey; D) The safety of the driving (i.e. appropriateness of speed, driver concentrating)
Bus Passenger Survey
Spring 2014 results for Hed & H.C.Chambers Passenge rfocus 13
putting passengers first




Anti-social behaviour: level of concern /worry

2014 2013 2012
Al ca (n=725¢) INNEGEGEERN 5 7 8
Anglian (n=343) NS 3 5 ]
Bluestar (n=a03) [N 6 8 5
Brighton & Hove (n=1305) NRMRCE. 6 9 9
Go North East (1=1342) G 6 5 8
Hed & Chamb. (n=207) I . 9 5 -
Konectbus (n=236) NG 5 2 3
Metrobus (n=43) U 4 8 10
Oxford Bus Co. (n=552) CE 6 7 5
Oxford P&R (n=548) INNEEEEEN 2 1 5
Plymouth Citybus (n=668) RN 3 8 6
Southem Vectis (n=303) TG 6 6 12
Themes Travel (n=320) NG 5 4 2
Wilts & Dorset (n=537) NG 5 6 9
Q. Did other passengers' behaviour give you cause to worry or make you feel uncomfortable during your journey?
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On bus journey time

2014 2013 2012
Hed & Chamb. (n=202) [IRRRRICCR— 22 s Bl 88 9 -
Al GA (n=707¢) R 30 o M 89 8 86
B Very setisfied [ Fairly satisfied  Neithernor I Fairly dissatisfied B Very dissatisfied
Q. How satisfied were you with the length of time your journey on the bus took?
Hed & H.C.Chambers 8 Joumey a by: (=207) it oot oots
CongestionArafiic jam I 18 16 -
Road works IS 13 6 -
Bus driver driving too siowty HISEN -
Poaor weather conditions -
Waiting too long at stops = -
Time it took passengers to board NN 14 17 -
All Go-Ahead
B Joumney affected by: (n=7256
ey oY ) 2014 2013 2012
Congestion/rafiic jam I 18 19 14
Road works NG 10 12 10
Bus driver driving oo slowly IGEE 3
Poor weather conditions IEl
Wiaiting too long at stops GG 6
Tima it took passengers to board NG 16 20 15
Q. Was the length of time your journey took affected by any of the following?
Bus Passenger Survey o
Spring 2014 results for Hed & H.C.Chambers Pagse N be r.focu S

2011

2011

2011
20

12
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Awareness of products/services

Hed & H.C.Chambers: All passengers

Key Smartcard (n=207) I 4 6 : -
Buy fickets through mobile (n=207) NG 10 7 - -
Woeek/month/annual season (n=207) R 45 35 - -
Nult-trip offera/special tickets (n=207) ISR 23 14 - -
Sign up for e news (n=207) 13 13 6 - -
Check disruption on Facabook (n=207) IS 7 8 - -
Check disruption on Twitter (n=207) NN 7 5 - -
W on buses (n=207) ISl 3 5 - -
Online timetables (bus co web) (n=207) IR 46 27 - -
Moblle website (n=207) INEEEEEERNNN 15 9 - -
Hed & H.C.Chambers: fare payers only All GA: fare payers only
Key Smartcard (n=59) ** Key Smartcard _
Buy tickets through mobile (n=59} ** Buy tickets through mobile _
Week/month/annual season (n=59) Wesldmonth/annual season [IINBANIIN
Multi-frip offers/spacial tickets _

Multi-trip offers/special tickets (n=59) =

Q. Are you aware of the following being available from the bus company you travelled with today?

Bus Passenger Survey
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Reason for choosing bus

@ Reason chose bus (n=188)

More convanient than car IEEEESEEN
Cheaper than the car NN
More convenient than other transport 10
Preferrad bus to walking/cyding IIGEE
Other reason IEEN
Not option fo travel by another means T
Cheaper than other transport I

Fitar: = Had & H.C.Chambars - Year = 2014
All Go-Ahead

@ Reason chosa bus (n=6806)

More convenient than car IENEGEGEGEG_—_
Cheaper than the car .
Mora conveniant than other transport I T
Preferrad bus to walking/cyciing IEEGEEEN
Other reason G
Not option to fravel by another means
Cheaper than other transport =

Filter: Year = 2014

Q. What was the main reason you chose to take the bus for that journey?
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Bus stop facilities

Hed & H.C.Chambers

W Bus stop has: a shelier 2014 2013 2012 ** 2011 **

asheter IO 0057 - -
seating [ N

Next bus display _ 27 12 - -
atmetsble [ s 42 - -

Fareinio 4 1 ) )
Ticket type info [} > 2 ] ]
A route map - 12 3 - -
Lighting [IAAN 7 s - -

Coda for mobile [INNOIN 10 5 - -

QR to timetabie [N 7 1 - -

Filker- = Hod & HC.Chambers - Yoar = 2014

Q. Which of the following were provided at the stop where you caught the bus?

Bus Passenger Survey
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Journey purpose

Hed & H.C.Chambers

[ | Journay purpose

Travelling toffrom work NG
Travelling tofirom education NG
Shopping trip NG
Visiting friends or relatives NS
Leisure trip 15
Other INNIENEGEEGNENEGN

Filter: = Hed & H.C.Chambers - Year = 2014

All Go-Ahead

B Journey purpose

Traveling toffrom work NG
Travelling tofirom aducation NG
Shopping trip ITNIIEIEGEGNGE
Visiting friends or relatives NN
Leisure trip NG
Other NN
Filher- Yoar = 2014

Q. What is the main purpose of your bus journey?
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2014 2013 2012 2011
12 21 - -
16 9 - -
3% 54 ; ;
9 5 . .
15 6 ; .
11 6 - -
2014 2013 2012 2011
32 34 32 33
12 13 12 12
24 25 26 26
11 9 10 10
10 9 10 11
10 11 10 9
Passengerfocus s ‘




Further detall

Survey approach

The survey has been carried out using our established Bus Passenger Survey methodology and is designed to be
representative by bus passenger journeys made.

Bus services sampled are chosen from a list those bus services and running times available through Traveline. Chosen
services form the start point for a three-hour shift, during which field workers made as many return trips as possible on
that selected service. They discuss the survey with the boarders of that bus service and give all passengers the chance
to participate; those wishing to do so were given a self-completion questionnaire to complete after their journey, together
with a reply-paid envelope.

Fieldwork was conducted between mid March 2014 and mid May 2014 (excluding the Easter school holiday period).
Services available for selection were those running between 6am to 10pm, seven days of the week; only school bus
services were systematically excluded. The survey was conducted among passengers aged 16 or over.

Weighting was applied to offset the effect of differential response rates by age and gender. Weighting was also applied to
each bus company’s results within the Go-Ahead Group so that the Go-Ahead Group level figures are representative by
passenger journeys made on their routes within England outside of London.

Waiver

Passenger Focus has taken care to ensure that the information contained in the BPS is correct. However, no warranty,
express or implied, is given as to its accuracy and Passenger Focus does not accept any liability for error or omission.
Passenger Focus is not responsible for how the information is used, how it is interpreted or what reliance is placed on it.
Passenger Focus does not guarantee that the information contained in BPS is fit for any particular purpose.
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