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Trust 



INTERNAL

Building a relationship with passengers starts with getting rational factors 

right (trust) and becomes exceptional (feeling valued) when more 

emotional ‘relationship’ factors come into play
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RATIONAL

EMOTIONAL

Practical factors can be very impactful in creating a sense of loyalty and closeness with a 

bus company – it does what it says it will do, for a reasonable price, and sorts it out if it 

fails. However, it is the more emotionally engaging factors that build real affinity
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Honesty and 
transparency: 

enhanced trust

Effective 
problem 

resolution 

Consistent, 
reliable & 

predictable: 
basic trust

Good value for 
money 

Staff excellence, 
going the extra 

mile

Visible choice

Feeling valued 
as an individual 

passenger / 
customer 

Feeling in 
control
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Trust drivers focus on perceptions of being professionally managed, 

offering reliability/value, and caring (community/passengers)  

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? n=4,664

R-squared = 58%

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%



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 

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%
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% 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 

England Excluding London PTE 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



Priorities for improvement
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Top priorities – price, punctuality and scheduling  
Top priorities for improvement – top ten priorities: All Bus users
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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



Non users



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=7,046 

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 



1% 1% 5% 10%

42%

1% 5%
12%

21%

25%

7%

19%

29%

25%

22%

31%

51%

41%
31%

9%

60%

23%
13% 13%

2%

 Having a good bus
network is important

for the local area

 Travelling by bus is
a good way to get

about

 I wouldn't mind
making more

journeys by bus

 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

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

is good form of transport. More than half would make more trips 
% agree with statement: All Bus users 

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

Base: All bus users England Excluding London PTE n=4,664, All Non users England n=2,382

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

Non users

Consider= 28%    

Non-consider= 72%

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



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

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

Base: all non users n=2,382; all non-users agree ‘wouldn’t mind making more journeys by bus’ n=671 disagree n=1,711 

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



Bus Passenger Survey



Bus Passenger Survey 2015

How satisfied are passengers?

86% - Overall satisfaction 

(England)

Punctuality - 75%

On bus journey time - 84%

VFM (fare payers) - 63%

Driver helpfulness/attitude - 73%

Satisfaction varies between areas

Overall satisfaction with bus journey – 79% to 94% 

Other key findings can vary more - room to 

improve

Punctuality - 64% to 84%

Value for money (fare payers) - 41% to 80%

On bus journey time - 78% to 93%

On bus journey time, 

punctuality (or 

waiting time), safety 

of the driving, and 

value for money are 

the biggest 

influences on 

passengers being 

satisfied



Bus Passenger Survey - autumn 2015

England results

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

Overall satisfaction amongst all passengers



Bus Passenger Survey - autumn 2015

England results

Concern over other passengers' behaviour for all passengers

Q. Did other passengers' behaviour give you cause to worry or make you feel uncomfortable during your journey?



Bus Passenger Survey - autumn 2015

England results

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

Overall satisfaction amongst commuters



Bus Passenger Survey - autumn 2015

England results

Satisfaction with VFM for fare paying commuters

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



Bus Passenger Survey - autumn 2015

England results

Satisfaction with punctuality amongst commuters

Q. How satisfied were you with the punctuality of the bus?



Bus Passenger Survey - autumn 2015

England results

Satisfaction with on-bus journey time amongst commuters

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



Bus Passenger Survey - autumn 2015

England results

Passengers’ suggested improvements

Seats need replacing 
all ripped and dirty 
where people put 
their feet on them 

If anything could have 
been improved, it would be 
the frequency of buses and 
length of time spent, but I 
understand that rush hour 
causes delays

Punctuality of the arrival of the 

bus, lack of punctuality and 

low frequency of service are 

endemic to route, sometimes 

buses fail to appear at all

Punctuality, 

people on the 

bus being rowdy 

and abusive and 

shouting 

The congestion on the 
way into York I have to 
leave one and a half 
hours before I start work. 
Last week took me over 
two hours to get in to 
York. Also please turn 
the heating off

Less congestion on the route. 

Though it was rush hour

Not as many road works 
in Manchester town 
centre

I could find no faults 

with the journey I had 

no complaints. I think 

their have been a lot 

of improvements

For half a mile journey, it cost 
me £ 1.30 When in my car 
would not cost me that
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The Role of Buses in 
Greater Manchester

Stephen Rhodes

Customer Operations Director



Building a Northern Powerhouse

A more unified economy 
would be worth an extra 

£1,600 per individual in the 
North

Extensive housing growth 
potential across the North



Northern Transport Strategy 
focusses on:

• Rebalancing growth in different 
parts of the north

• Adding value to UK plc

• A vision of a super-productive 
network of modern city regions 

• A 20 year investment period

This requires:

• Better transport connections 
between and within economic 
clusters

• Swifter commuting, allowing 
businesses to access a wider pool of 
skills

• Simpler travel information                   
and ticketing

Important that cities enhance their 
own local transport networks.



10 
authorities 
working 
together

The heart of 
the north

UK’s first 
Combined 
Authority

Centre of innovation, 
education, industry 

and culture

Economic potential 
exceeds all other 

UK city regions

2.7million 
residents

Consensus

Ambition





BUS REFORM



Effective coordination of Greater Manchester’s transport networks will:

• Enable the creation of a truly joined-up 

transport network

• See the introduction of  simple integrated 

tickets and fares

• Connect people with jobs, education, skills and 

entertainment

• Support the sustainable economic growth of 

Greater Manchester

• Help to deliver the aspirations of Transport for 

the North 



Buses - customer satisfaction, priorities and barriers

• High passenger satisfaction to be welcomed.  

• But what about those who are not satisfied … whose expectations are not fulfilled?

• And ex-users …

• … and non-users? 

• Barriers to bus use act at three levels:

• How the system works (routes, journey times, frequencies and operating hours, 
network integration, fares and value for money, punctuality and reliability, etc.)

• How the system looks and feels (personal security, on-board experience, driver 
interaction, etc.)

• How the system reflects identity (“Are buses for people like me?”).  Many 
people have a negative perception of buses/

• Building trust is important at each level.



The Role of Buses in 
Greater Manchester

Stephen Rhodes

Customer Operations Director
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Is bus the missing link in delivering a 

Northern Powerhouse?
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One Agenda, One Economy, One North

Transport for the North
Integrated and Smart Travel

Alison Pilling
Programme Director



What do passengers want?



What do passengers want?

Value for money

Reliability

Punctuality

…

Address congestion

Reduce boarding times

(And is it also what ex-passengers or potential new passengers want…?)



What do passengers want?

Oyster!



What do (existing and potential) 
passengers want?

Simple/ 
unified 
system

Single 
authority

Financial 
incentives 

to use 

SMART  
TICKETING

Integrated 
(within/
between 
modes)

Simple 
fares 

structures

Single 
source of 

info



What does this mean for the bus?

TfN Spring Report has a strong focus on rail and road but…

• It’s about the economy – what problem are we trying to solve?

• Connectivity is multi-modal

• Key is - simple to understand, simple to use, simple to pay



TfN Integrated and Smart Travel offer

Customers will be able to:

- Travel by any mode

- Get a ‘fair price promise’

- Pay in advance or on the day, and if they choose, by setting up an 
account

- Use the medium that suits them (smart card, contactless bank card, 
phone acting as one of these, bar code)

- Find relevant information and be supported every step of the way
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