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Introduction

This report shows the results for Thames Travel 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=eore) NG s e e 22 90 89 91
Anglien (n=335) NG e s o5 97 - -
Biuestar (n=378) NG s e 90 90 91 94
Brighton & Hove (n=1233) NN 7 9t 91 89 90
Go North East (n=129a) NGNS s s b o2 87 91 92
Hed & Chamb. (n=200) NN e 92 96 - -
Konectbus (n=22¢) NGy o8 98 97 97
Metrabus (n=473) RG-S sl o5 91 90 93
Oxford Bus Co. (n=527) NGNS e s e 92 92 92 91
Oxford P&R (n=528) NG s 4 96 9 92 -
Plymouth Citybus (n=640) NG s e e o 90 84 90
Southem Vectis (n=297) [HNENENIENEGEGGGEGEEEEEE s 7 @2 87 82 91
Thames Travel (n=313) [N s 10 e 85 91 87 -
Wilts & Dorset (n=510) s s . 92 90 84 90

[ ] Very satisfied 1 Fairly satisfied  Neither/nor B Fairly dissatisfied [ | 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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Overall satisfaction different groups

Thames Travel 2014 2013 2012 2011

Age 16034 =101) NN s 7 Bl e - - -
Age 35 o 50 (n=63) NN e, 0 e s - - -
Age so+ (n-124) NN s s s s -
Commuting (n=12e) NN e . e I 6 s 84 -
Not commuting (n=175) N s s Bl o1 95 89 -

B Very satisfied ¥ Fairly satisfied  Neither/nor I Fairly dissetisfied B Very dissatisfied
Flker: = Thames Travel - Yeaar = 2014

All Go-Ahead 2014 2013 2012 2011

Aga 16 to 34 - a1 ca NN s o o %8 86 &3 B8
age 3510 59- a1 oo NN s | 92 89 1 9l
age eo+- Al ca I 9 6 5 %6
commuting - Al G [N e 7 Bl 89 87 86 88
Not commuting - Al GA [ ENEEEEEENNNNNT e s W 94 92 o1 94

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 GA (n=33e1) [INIEGEEEN s 17 EEE. oo 54 52 60
Anglian (n=66) ** ] _ ] )
Bluestar (n=151) NGO 27 19 [ IR 60 65 60
Brighton & Hove (n=703) [HIIEEEEmEmE 6 EmeEEm oo 42 48 57
Go North East (n=519) NN s s ImEmElm .2 59 54 68
Hed & Chamb. (n=57) ** - - - -
Konectbus (n=74) ™ - 83 72 76
Metrobus (n=19¢) NN @ 3 om0 54 46 49
Oxford Bus Co. (n=372) NG 18 INEEN <6 59 58 58
Oxford P&R (n=372) NN s 21 e o 65 64 -
Plymouth Citybus (n=30c) NN 19 N o 54 51 59
Southem Vectis (n=102) NN 20 1+ T o 37 2129
Thames Travel (n=184) (NN 5 21 20 BN =3 66 48 -
Witts & Dorset (n=167) NG s 22 P ! 54 55 64

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

Filler: Year = 2014 *Numbers too bbw to chart

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

Thames Travel

Age 35 to 58 (n=73) ™

2014 2013 2012

Age 16 10 34 (n=02) [IENNNGHINI e T 24 s o -

Commuting (n=115) IS s 2 NG s e

Nof commuting (n=63) **

B Vory satisfied [ Fairly satisfied  Neither/nor ¥ Fairly dissatisfied B Very dissatisfied

Filer: = Thames Travel - Yeoar = 2014

All Go-Ahead

2014 2013

nge 1ot a4 - anca NI S o DN 6 40

agesstose-anca NN e .

Commuting - A G RN e . v SN se 5o

Not commuting - Al G [ SSRGS e

DR o s

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

Filter: Year = 2014

Q. How satisfied were you with the value for money of your journey?

2012

a7

59

51

55
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56

65

56

66
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Reason for VFM rating

Thames Travel

Cost for distance
fravalled

Cost bus versus

8 VFM - satisfied (n=101) @ VFM - unsatisfied (inc n/n) {n=83)

Filler: = Thamas Travel - Year = 2014

All Go-Ahead

oo M
vaveted [

Cost bus versus _
cter ranpert |G

Fare compared to -
. . @]
everyday item S

Comfort/quality for -

fare paid

wE e

B Al GA - VAM - saticfind [l Al GA - VAW - unmatisied {ime nvn)

Fltar: Ymar = 2544

Q. What had the biggest influence on the value for money rating you gave in the previous question?

Bus Passenger Survey
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Satisfaction with bus stop facilities

Thames Travel 2014 2013 2012 2011
Distance from joumey start (n=302) NG s 11 e ss 82 86 -
Convenience/eccessibility (n=205) INIINININIIIINEN iy s w57 85 91 -
General cond/sid of maint. (n=262) NGBS e 17 G 2 71 71 -
Freadom from graffitivandalism (n=287) INNNIEIEGEGEEEEN g 1 Em S0 80 79 -
Freedom from litter (v=203) NS o s ol 76 78 -
Info provided at the stop (v=267) NG ge 21 Al oo 64 76 -
Personal safety at stop (n=297) NI s 17 Bl s 83 76 -
Qverall sat - bus stop (n=317) NG e —— 17 Bl s 79 78 }

B Very satisfied [ Falrly satisfied  Natther/nor Il Falrly dissatisfied B Very dissatisfied
Fiker: = Thames Travel - Year = 2014
All Go-Ahead 2014 2013 2012 2011
Distance from joumey start - All cA NI s s = g7 86 86 -
Convenience/eccessibility - Al GA NI s 7 e 90 89 91 -
General cond/std of maint. - All GA IR s 13 w9 75 76 -
Freedom from graffitivendalism - Al cA [INEIEININIIIIIENEEEN s 11 e 83 80 80 -
Freedom from litter - All GA 13 NNl 78 75 75 -
Info provided at the stop - All GA 12 SN 81 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?

Bus Passenger Survey
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Waiting for the bus

e poper tretave ——
Online timetabla =
pre checkers onty [NGSRNN
Live position updates h

At stop checkers onty [IRRUGIIN Disruption updates B

Dual checkers [N Other g

B Checked bus arrival imes (n=328) @ Thames Traval (n=184) Hl All GA (n=2715)

Filler: = Thamas Travel - Year = 2014 Flter: Ywar = 2014

What checked at stop
Digital display Ee——
Non checkers [IIRZEIN Stop timetable e
. . [ |
Pre checkars only 15 Online timetable m
At stop checkers onty IENIISHINN Liva posiion updstes &
- me Disruption updates -
Dual checkers 230

Other .

All Go-Ahead

B Checked bus arrival times - All GA (n=7256) B Thames T (n=155) B All GA (n= :

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

Bus Passenger Survey
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Waiting for the bus

Thames Travel 2014 2013 2012
sat wit waiing time - A1 GA [ NMMMIIEIE s o Bl 2 w0 w0
Sat with wating time - Thames Travel RN = 0 » NN «
satwith punctuaity - A1 o [N o o Bl 2 s w0
Sat with punctualiy - Themes Trave! [RNMMMIICEIII = - DOV - 2
B Very satisfied 1 Falriy satisfled  Netther/nor Ml Falrly dissetisfied I Very dissatisfled
Fller: 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?
Thames Travel
2014 (n=310) N 7 S
2013 (n=206) G 12 [
2012 n=1o0) HEH ¢ -
2011 (n=0) **
@ Muchless | Alitle less B About expected @ A little longer @ Much longer
Filter: = Thames Travs!
Q. Thinking abou the time you waited for the bus today was: it?
Bus Passenger Survey
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Satisfaction: on the bus - arrival

Thames Travel 2014 2013 2012 2011
Routeidesination ino (=316) MMM s«

Exterior cleaniiness/conaiion (n=30¢) [NMMMNCONNNNNNN e o el 6 ss 80 -

Ease of gatting ontoloff bus (n=307) | ENNNMMMNCORN e 7 | 3 2 s -

Tima taken to board (n=s0¢) [INENMNNNNS e o B ss o1 2 -

@ Very satisfiad [ Fairly satisfied  Neithermor B Fairly dissatisfied B Very dissatisfied

Fller: = Thames Travel - Year = 2014

All Go-Ahead 2014 2013 2012 2011

Routeidesination info - Al GA [N e o | B0 88 88 93
Exterior cleaniiness/condition - A1l G4 IR s 0 B s> 82 82 86
Esse of geting antoior bus - Al G NG s s [ s 02 o1 98
Time taken to board - A A [N e s [ 93 92 o1 93

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
Bus Passenger Survey
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Satisfaction: on the bus - part 1

Thames Travel 2014 2013 2012 2011

Interior cleanliness/condition (n-315) [N @ o [5@ & s &2 -

Info provided insids bus (n=251) [ENMMNGEIN 53 38 Pl 2 se s -
Avallabilty seating/epace to stend (n=300) [NNMNRCGE = o G s 88 8 -
Comfort of the seats (=a14) (NI a2 00 2 el e 4 es -

@ Very satisfiad [ Fairly satisfiad  Neither/nor [ Fairly dissatisfied B Very dissatisfied
Filer: = Thamas Travel - Year = 2014

All Go-Ahead 2014 2013 2012 2011

intsror clesninessiconcition - A1 cA MMM 4 o 5§ B 82 & '

Info provided inside bus - Al A NN =0 o @l 4 0 0 7
Availabilty ssefing/space to stend - A1 GA NN s Bl 8o s 87 e9
Comfortof the seats - A1 GA [N o 2 Bl s 7 w0

@ 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

L g
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Satisfaction: on the bus - part 2

Thames Travel 2014 2013 2012 2011

Amount of personal space n=coe) [NNESHEI s o Gl o7 74 60 -
Provision grab rails fo standimova (n=3c¢) [NMMG @ e W s s 82 -
Temperature inside the bus (n=313) [N e - Bl 7 s -
Personal security (n=313) [ NMMMMMECE s s 0 oss s s -

B Very satisfied ! Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied
Flber: = Thames Travel - Year = 2014

All Go-Ahead 2014 2013 2012 2011

Amount of persanal space - All GA [N s 0 el 80 5 3 -
Provision grab rails to stand/move - Al GA NN 3| o Bl 87 83 82 -
Temperaturs inside the bus - Al A NG s s B s 79 77 78
Personal security - All GA [ NNEMMIIIC s o B ss es 84 a7

@ 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

Thames Travel 2014 2013 2012 2011

Appeerance (v=209) [N as 0 o | ss s 7 -
Greetingiweicome (n=o5) [ENNNNNNNNNHN s e« Wl 0 e 5 -
Hetprunessratiuc (v=207) [ 0 s BE o o4 T -

B Very satisfied U Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied
Fillar: = Thames Travel - Year = 2014

All Go-Ahead 2014 2013 2012 2011

Appoarance - Al oA [ e o ) 2 0 90 90
creetingiweicome - Al cA NN e s 8 e 5 -
Helptunesatiuce - Al GA [N e s BE s 7m 75 e

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 r—f
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Satisfaction: the bus driver - driving attributes

Smoothnessifreedom from jotting (n=300) NNSENNNNNNNNN s s N 2 6 T -
Safety of the driving (n=a02) NN e 0 @ 87 86 8 -

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

Fillar: = Thamas Travel - Year = 2014

All Go-Ahead
2014 2013 2012 2011

Neamass 1o kerb - Al A [N e s 94 3 o1 -

Time t0 gat to seat - All A [NMMMMMNGONN U 2 Ml s 82 78 -
SmoothnessAresdom from joting - Al A [N Y, o EE 6 % > %0
sefety of the arving - A1 cA NS s o >t %

B very satisfied ¥ Fairly satisfied  Neither/nor B Fairly dissatisfied B Very dissatisfied
Filier: 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
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Anti-social behaviour: level of concern /worry

2014 2013 2012 2011

5 7 8 -
Al GA (n=7256) [
3 5 - -
Anglian (n=343) [INEGEGSEEN
6 8 5 -
Bluester (n=303) NN
Brighton & Hove (n=1305) NRMRCE. 6 9 9 )
Go North East (n=1342) RGN 6 5 8 -
Hed & Chamb. (v=207) G- 5 - -
Konectbus (n=236) RGN 5 2 3 -
Mefrobus (n=493) ] 4 8 10 -
Oxford Bus Co. (n=552) MG 6 7 5 -
Oxford P&R (n=548) INNEEEEEN 2 1 5 -
Plymouth Citybus (n=668) NN 3 8 6 ]
Southem Vectis (n=303) [RMMNCE 6 6 12 ]
Thames Travel (n=320) [N 5 4 2 ]
Wilts & Dorset (n=537) R 5 6 9 ]
Q. Did other passengers' behaviour give you cause to worry or make you feel uncomfortable during your journey?
Bus Passenger Survey
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On bus journey time

2014 2013 2012 2011
Thames Travel(222) N S . Bl 2 s e -
a1 ca perore) I o W s s s -

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

Q. How satisfied were you with the length of time your journey on the bus took?

Thames Travel @ Joumey affected by: (n=329)
2014 2013 2012 2011

Congestionrafiic jam I 21 21 13 -
Road works NN 10 14 6 -
Bus driver driving too siowly Il 1 1 2 -
Poar weather conditions 1l 3 -
Waiting too long at stops L 3 6 4 -
Time it took passengers to board NN 14 18 7 -
All Go-Ahead

B Joumey affectad by: (n=7256
mey by-¢ ) 2014 2013 2012 2011

CongestionArafiic jam INEEENGE— 18 19 14 20

Road works NG 10 12 10 12
Bus driver driving too slowty IGEN 3 3
Poor weather conditions HEl 2 4
Wiaiting too long at stops GG 5 6

Tima it took passengers to board e 16 20 15 21

Q. Was the length of time your journey took affected by any of the following?

Bus Passenger Survey
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Awareness of products/services

Thames Travel: All passengers
2014 2013 2012 2011

Key Smartcard (n=320) I 44 37 26 -
Buy tickets through mobile (n=320) NSNS 18 10 - -
Week/month/annual season (n=320) I — 71 67 73 -
Mul-trip offers/special tickets (n=329) [NREGEGEEEEC— 56 53 57 -
Sign up for @ news (n=320) [ 23 14 16 -
Check disruption on Facabook (n=329) SN 39 26 12 -
Check disruption on Twitter (n=320) TR 24 16 13 -
WH on buses (n=329) ININEGIGEGEGEEN 20 8 - ;
Online timetables (bus co web) (n=320) I 63 62 60 -
Moblle website (n=329) INEIEGEGESNNN 28 18 19 -
Thames Travel: fare payers only All GA: fare payers only
Key Smartcard (n=106) [ERNNNSSRIN Key Smartcard [IRMIZS

Buy fickats through mobile {(n=196) - Buy tickets through mobile _
Week/month/annual season (n=198) _ Week/month/annual season _

Mulii-frip offersfspecial ticksts (n—196) _ Multi-frip offers/spacial tickets _

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=310}

More convanient than car NG
Cheaper than the car NG
More convenient than other transport L

Preferrad bus to walking/cyding IIGEN
Other reason G

Not option fo travel by another means I —
Cheaper than other transport SN

Fitar: = Thamaa Traval - Yaar = 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?

Spring 2014 results for Thames Travel
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Bus stop facilities

Thames Travel

B Bus stop has: a sheler 2014 2013 2012 2011 **

A shelter 63 65 60 B

seating N 51 55 52 -

Next bus display 29 28 24 -
atmezoie (NN s 73 88 -
Fare Info [l 2 4 3 )
Ticket type info I 1 2 2 -

Aroute map I 11 10 28 ;
Lighting - 10 9 17 -

Code for mobile [NEE 12 5 12 ;
QR to timetabie EN 5 30 .

Filker: = Thames Travel - 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

Thames Travel

§ Joumey purpose 2014 2013 2012 2011

Travelling tofrom wor I 40 42 47 -

Travelling toffrom education NG 6 10 7 -

Shopping trip NG 23 22 23 -

Visiting friends or relatives NG 10 6 6 -

Leisure frip s 9 8 5 -

other INEGEGEGGEEGN 11 11 13 -

Filter: = Thamss Travel - Year = 2014
All Go-Ahead

B Journay purpose 2014 2013 2012 2011

Traveliing to/from work IEREGEGEGEEE. 32 34 32 33

Travelling toffrom aducation [INESENNNNN 12 13 12 12

Shopping trip NG 24 25 26 26

Visiting friends or relatives INNNERINEN 11 9 10 10

Leisure tip NN 10 ? 0 U

other I 10 11 10 9

Filler: Yoar = 2014

Q. What is the main purpose of your bus journey?

Bus Passenger Survey
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Payment method (fare payers only)

Thames Travel

# Payment method - fare pay only

o

Contactless credit/debit card I

——
Placed] smartcard on machine -

Showed driver ticket on mobile

—

Bus Passenger Survey
Spring 2014 results for Thames Travel

All Go-Ahead

¥ Payment method - fare pay only

—-—
Contactiess credit/debit card I
Showed driver ticket/pass -
Placed smartcard on machine -

Showed driver ticket on mobile I

Notsta‘ledl
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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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