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Contact: Murray Leader, Research Team, Passenger Focus
2" Floor, 1 Drummond Gate, Pimlico, London, SW1V 2QY.
Tel: 0300 123 0843 Email: murray.leader@passengerfocus.org.uk



Outline of methodology

The survey has been carried out using our established Bus Passenger Survey methodology. This survey programme has measured bus
passengers’ experiences on bus routes across all of Go-Ahead’s bus companies within our remit area, i.e. England outside of London.
This report outlines the key results for all Go-Ahead’s bus services.

Passenger Focus appointed GfK NOP Ltd to provide the agency support required on the survey.

The Bus Passenger Survey is designed to measure passengers’ experiences of bus travel, and to be representative by bus passenger
journeys made. Passenger opinion was collected via a self-completion questionnaire. Passengers were asked to rate the journey they had
just experienced. The sampling process used is summarised below (further detail is in the methodology document on our website):

= A database of all Go-Ahead’'s bus company’s services was sourced from ITO World, which collects and makes available the bus
journey data shown by Traveline. Sampling design was conducted for each Go-Ahead bus company’s routes. For each sample plan
every timetabled journey for every bus route of that division was listed (except school bus services) and ascribed a value which took
into account an adjustment for passenger turnover on longer routes.

= The list of that bus company’s routes was then stacked and sorted by day of week, time, and route. The sample was selected using
systematic sampling, picking every nt" event based on the cumulative value attributed to each route within the sorted list (n being the
number of shifts required). Each of the n services selected formed the start time for each shift.

Field workers made as many return trips feasible during their 3 hour shift on the routes selected. They discussed the survey, inviting all
passengers who boarded those services the chance to participate. Passengers wishing to participate were given a questionnaire to
complete after their journey, together with a reply paid envelope. Fieldwork was conducted between the middle of March and the middle of
May 2012 (excluding the Easter school holiday period).

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.

In the report: All results are based on weighted values. The numbers in brackets shown after question/category texts are the
actual numbers of responses generating the answer value shown. Where there is less than 75 responses, the result is not shown.
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Overall satisfaction 1. Key measures — overall journey satisfaction

Overall satisfaction with bus journey

mVery satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied ®Very dissatisfied % sat. 2011
Go-Ahead Group (6384) s 28 89 91
Blue Star (298) 5 180 o1 94
Brighton & Hove (1213) s 1 89 90
Go North East (1773) 7 il 91 92
Konectbus (210) ([N .. 282D 97 97
Metrobus (768) 7 30 90 93
Oxford Bus (523) 5 21 92 91
Oxford Park & Ride (265) 5 21 92 *
Plymouth Citybus (393) 12 2h 84 90
Southern Vectis (221) o RN 82 91
Thames Travel (186) s A 87 *
Wilts & Dorset (534) 12 B 84 90
Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question
*This area not surveyed in 2011
.
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Overall satisfaction 1. Key measures — overall journey satisfaction

Fare payers

mVery satisfied = Fairly satisfied ~ Neither satisfied nor dissatisfied = Fairly dissatisfied ~ ®Very dissatisfied % sat. 2011
Go-Ahead Group (3003) 10 28 86 90
Blue Star (139) 6 40 89 93
Brighton & Hove (632) 10 2@ 86 89
Go North East (731) o [N 88 90
Konectous (104) NN 33 96 96
Metrobus (291) o [4% 87 93
Oxford Bus (316) 6 (31 920 91
Oxford Park & Ride (196) 6 21 91 *
Plymouth Citybus (225) 15 2 80 87
Southern Vectis (86) o [4 oEN 78 86
Thames Travel (103) 12 [l 83 *
Wilts & Dorset (180) 16 4 79 87
Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question
*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Free pass holders

mVery satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied  ®mVery dissatisfied % sat. 2011
Go-Ahead Group (3376) [N "2 4 A 94 95
Blue Star (159) [NNENEGEGEEEC 2 e 96 98
Brighton & Hove (579) 40 96 93
Go North East (1042) 3 d 94 95
Konectbus (106) |- . 0000 99 99
Metrobus (477) 220 96 94
Oxford Bus (206) [N .S 3w 98 95
Oxford Park & Ride (69) *
Plymouth Citybus (167) 4 380 93 96
Southern Vectis (135) s 2 86 99
Thames Travel (83) 2[20 95 *
Wilts & Dorset (353) 6 92 94

Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question

*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Those aged 16 - 34

mVery satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied ®Very dissatisfied % sat. 2011
Go-Ahead Group (1243) 12 Bl 83 88
Blue Star (83) 5 140 920
Brighton & Hove (268) 13 24 83 86
Go North East (267) ) | 85 89
Konectbus (30)
Metrobus (125) 11 15 83 93

Oxford Bus (150) 90 o1

Oxford Park & Ride (56)

5 4l
Plymouth Citybus (88) 20 3@ 73 83

Southern Vectis (46)

Thames Travel (49) *

Wilts & Dorset (81) 23 s B 70 88

Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?

Base: All who gave a rating for this question

*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Those aged 35 - 59

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied  ® Very dissatisfied % sat. 2011
Go-Ahead Group (1839) 6 28 91 91

Blue Star (64)

Brighton & Hove (376) 5 il 93 92
Go North East (515) 7 i 91 91
Konectbus (54)
Metrobus (189) 5 [24 92 91
Oxford Bus (161) 70 92 o1
Oxford Park & Ride (120) 5 40 91 *
Plymouth Citybus (144) s 1@ 89 93
Southern Vectis (53)
Thames Travel (53) *
Wilts & Dorset (110) 7 91 85
Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question
*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Those aged 60+

m\Very satisfied ™ Fairly satisfied Neither satisfied nor dissatisfied  ® Fairly dissatisfied  mVery dissatisfied % sat. 2011
Go-Ahead Group (3238) [ 2 e 95 96
Blue Star (148) 32l 95 97
Brighton & Hove (558) 2% 97 94
Go North East (970) [ N 2 e 96 95
Konectbus (124) 91 110 98 99
Metrobus (445) 2D 97 96
oxford Bus (208) [N 22 97 97
Oxford Park & Ride (87) 5D 94 *
Plymouth Citybus (156) [ N s e 98 98
Southern Vectis (120) o BN 87 98
Thames Travel (84) 2[20 95 *
Wilts & Dorset (338) 5 0 93 95

Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question

*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Those who are male

m Very satisfied  ® Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied ™ Very dissatisfied % sat. 2011

Go-Ahead Group (2095) s 2H 87 91
Blue Star (81) [N 2kEo 94
Brighton & Hove (402) o 4 20 92
Go North East (566) s 2N 86 o1
Konectbus (64)

Metrobus (281) 7 20 90 95
Oxford Bus (189) 7 48 89 90
Oxford Park & Ride (72) *
Plymouth Citybus (118) 18 21 80 85
Southern Vectis (86) o [4 INEN 79 94
Thames Travel (65) *
Wilts & Dorset (171) 15 3@ 80 89

Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?

Base: All who gave a rating for this question

*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Those who are female

mVery satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied  ® Very dissatisfied % sat. 2011
Go-Ahead Group (4137) 7 2 90 91
Blue Star (213) 7 180 90 92
Brighton & Hove (777) s 2 89 89
Go North East (1169) 5 94 92
konectous (142) NN D 98 96
Metrobus (468) 6 30 90 93

Oxford Bus (323) 4 2 94 93
Oxford Park & Ride (188) 6 28 91 *
Plymouth Citybus (268) s 2HE 87 93
Southern Vectis (127) o 2N 84 89
Thames Travel (117) 4 2 93 *
Wilts & Dorset (345) 12 [30 85 91

Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?

Base: All who gave a rating for this question

*This area not surveyed in 2011
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Overall satisfaction 1. Key measures — overall journey satisfaction

Those whose journey is for commuting

mVery satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied ®Very dissatisfied % sat. 2011
Go-Ahead Group (1972) s BNl 86 88
Blue Star (84) 6 150 89
Brighton & Hove (370) 10 28 86 87
Go North East (489) o 2H 86 88
Konectbus (54)
Metrobus (249) o [HEH 86 o1
Oxford Bus (199) 4 4% 92 89
Oxford Park & Ride (140) 7 13l 89 *
Plymouth Citybus (147) 13 il 84 89
Southern Vectis (64)
Thames Travel (78) 10 sl 84 *
Wilts & Dorset (98) 12 4@ 82 84
Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question
*This area not surveyed in 2011
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Passengerfocus i/ \ 11

putting passengers first




Overall satisfaction 1. Key measures — overall journey satisfaction

Those whose journey is not for commuting

mVery satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied  ® Very dissatisfied % sat. 2011
Go-Ahead Group (4090) 7 i 91 94
Blue Star (200) 5 [20 93 98
Brighton & Hove (776) 6 1 92 93
Go North East (1195) 5 4 93 94
Konectobus (147) [ e 220 96 99
Metrobus (479) 40 95 96

Oxford Bus (298) s i 92 94
Oxford Park & Ride (118) 3D 96 *
Plymouth Citybus (215) 10 2@ 85 91
Southern Vectis (146) s 21 90 96
Thames Travel (101) 8 20 89 *
Wilts & Dorset (415) 12 |80 85 94

Q33. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?

Base: All who gave a rating for this question

*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Value for money of bus journey (fare-paying passengers only)

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied B Very dissatisfied % sat. 2011
Go-Ahead Group (2946) 17 1w IS 52 60
Blue Star (135) 14 T 65 60
Brighton & Hove (619) 20 - 16 R 48 57
Go North East (718) 16 18 NS 54 68
Konectbus (104) 1 . 72 76
Metrobus (285) 14 E 46 49
Oxford Bus (317) 18 18 Am 58 58
Oxford Park & Ride (193) 18 - v 64 *
Plymouth Citybus (217) 17 YA 51 59
Southern Vectis (86) 19 13 SCE—— 27 29
Thames Travel (99) 19 24 IEm 48 *
Wilts & Dorset (173) 15 20 N 55 64
Q35. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers who gave a rating for this question
*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Those aged 16-34 (fare-paying passengers only)

m Very satisfied = Fairly satisfied ~ Neither satisfied nor dissatisfied = Fairly dissatisfied ® Very dissatisfied % sat. 2011

Go-Ahead Group (1148) 17 19 47 56
Blue Star (77) 15 14 1Im 67
Brighton & Hove (247) R e 52
Go North East (242) 14 22 IS 45 65
Konectbus (30)

Metrobus (109) 12 s 42 47
Oxford Bus (148) 19 18 el 55 53
Oxford Park & Ride (53) *
Plymouth Citybus (83) 18 23 CT——— 39 53

Southern Vectis (40)
Thames Travel (47) *

Wilts & Dorset (72)

Q35. How satisfied were you with the value for money of your journey?

Base: All fare paying passengers who gave a rating for this question

*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Those aged 35-59 (fare-paying passengers only)

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied B Very dissatisfied % sat. 2011
Go-Ahead Group (1589) 17 15 I 59 65
Blue Star (51)
Brighton & Hove (337) 19 18 . 51 62
Go North East (420) 18 13 Iam 62 70
Konectbus (51)
Metrobus (165) 17 - 16 SIS 51 51
Oxford Bus (147) 17 13 e 62 66
Oxford Park & Ride (118) 18 w1 67 *
Plymouth Citybus (118) 14 [0 69 67
Southern Vectis (43)
Thames Travel (47) *
Wilts & Dorset (92) 13 . 63 68
Q35. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers who gave a rating for this question
*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Those who are male (fare-paying passengers only)

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied ® Very dissatisfied % sat. 2011
Go-Ahead Group (931) T 59
Blue Star (34)
Brighton & Hove (199 R e
Go North East (212) 21 19 e 51 67
Konectbus (26)
Metrobus (115) 15 17 G 46 43
Oxford Bus (102) 23 I R | 53 58
Oxford Park & Ride (47) *

Plymouth Citybus (69)
Southern Vectis (34)
Thames Travel (42) *

Wilts & Dorset (51)

Q35. How satisfied were you with the value for money of your journey?

Base: All fare paying passengers who gave a rating for this question

*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Those who are female (fare-paying passengers only)

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied B Very dissatisfied % sat. 2011
Go-Ahead Group (1961) 16 E 53 60
Blue Star (99) 14 . 67
Brighton & Hove (404) 21 - 16 TSR 45 57
Go North East (495) 13 56 68
Konectbus (76) 7 10 |EE 76 79
Metrobus (L66) 15 s T—— 46 53
Oxford Bus (208) 15 [T . 63 59
Oxford Park & Ride (142) 20 15 61 *
Plymouth Citybus (146) 19 - 19 IS 46 63
Southern Vectis (52)
Thames Travel (56) *
Wilts & Dorset (117) 14 T 59 64
Q35. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers who gave a rating for this question
*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Those whose journey is for commuting (fare-paying passengers only)

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied B Very dissatisfied % sat. 2011
Go-Ahead Group (1689) 18 v . 51 56
Blue Star (77) 21 15 60
Brighton & Hove (318) 21 v 49 55
Go North East (420) 17 18 [N 52 67
Konectbus (46)
Metrobus (194) 15 19 T 43 45
Oxford Bus (171) 18 12 e 62 56
Oxford Park & Ride (123) 22 1 eE 56 *
Plymouth Citybus (130) 16 - 1 T 51 50
Southern Vectis (59)
Thames Travel (69) *
Wilts & Dorset (82) 23 - w1 53 59
Q35. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers who gave a rating for this question
*This area not surveyed in 2011
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Value for money 2. Key measures — satisfaction with value for money

Those whose journey is not for commuting (fare-paying passengers only)

m Very satisfied = Fairly satisfied Neither satisfied nor dissatisfied = Fairly dissatisfied B Very dissatisfied % sat. 2011

Go-Ahead Group (1143) 15 55 66

Blue Star (55)

Brighton & Hove (273) 19
Go North East (278) 14
Konectbus (52)
Metrobus (81) 14
Oxford Bus (131) 20

Oxford Park & Ride (67)

48 60

56 70

53 60
55 62

Plymouth Citybus (70)
Southern Vectis (25)

Thames Travel (26)

Wilts & Dorset (85) 9

60 74

Q35. How satisfied were you with the value for money of your journey?

Base: All fare paying passengers who gave a rating for this question

*This area not surveyed in 2011
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