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Natierer—rrd Passenger Survey Autumn 2015

Thank you for agreeing to take part in our survey. Transport Focus is the official,
independent consumer watchdog that represents rail, bus, and tram passengers. To help
us represent the views of passengers in your area we would appreciate a little of your
time to complete this survey. It asks about the rail journey you made when given this
guestionnaire.

The rail industry and governments pay close attention to the survey’s results. These results
provide Transport Focus with the evidence to seek improvements on behalf of passengers.

* Please comment on National Rail services only. Do not comment on Underground services.

* To answer the questions please tick the box next to the answer(s) that apply or write in your
answer in the space provided. Unless the question allows you to tick several answers
please just tick one box per question.

+ When you have completed your questionnaire please return it to us in the envelope provided.

+ If you would prefer to complete this questionnaire online (including a larger print version) it
can be found at: www.npssurvey.co.uk

SECTION 1: TRAIN DETAILS

Qla Please fill in the scheduled departure time of the train you caught after being given this
guestionnaire.

C4: 385-388 |
Use the 24 hr clock e.g. 17: 25 .

Q1b You were given this questionnaire before boarding a train at Halifax. At which station did you get off
this train? Please write in the name of the station:

C301:
1981-1983 (TLC)
327-330 (TORA)

Q1c Did this journey involve you travelling on a rail replacement bus or coach service today? 4“124: 2245-2246 I

D == | I

Q2a Did you continue your journey by train after getting off at this station?

(Please remember not to include underground travel) A/Ics: 293-494 I
D (< TP LI 1 Goto Q2
1N O 2GotoQ3
Q2b Please write in the name of your final destination station: C5: 419-421
423-426

Q2c Please write in the names of any other stations at which you changed trains before reaching
your final destination:

C301: 331-333
335-338
339-341
343-346

i 347-349

Train: 351-354

571041999001 +- |

Dest: 2369-2371

A/|C8: 823-824




ALL ANSWER

Q3 Which train company was operating the train which you boarded at Halifax. ‘(Icg: 825-826
Northern Rail...............oooiiiiin, O 1 5
GrandCentral................ooooiiiii O 2 6

3 7
4 8
Other: Please write in Don'tknow........ccoooiiiiiiiii O o

SECTION 2: YOUR JOURNEY TODAY

Q4 What was the main purpose of the trip you were making when given this questionnaire? ,-c7e: 819-820

Daily commuting to/from WOIK ....... ..o e
. 21 - Commuter

Less regular commuting to/from WOrK ....... ... Unknown
Daily commuting for education (to/from college/school/university) ................................ 22 - Business
Less regular commuting for education (to/from college/school/university) ....................... Unknown
On company business (or own if self employed) ..., 23 - Leisure
On personal business (job interview, dentist €1C.) ... Unknown
Visiting frieNdS OF FEIAtIVES ... ... e O s
1S 7o o] o] o X 5o T O s
Travel to/from oliday .........ooiuii e [
0= Y o T P O s
S oo o S PP O o
L@ (a1 1= LTy (o O 10

Q5 And were you on your outward or return journey when you were given a questionnaire? C7:677-678

Outward ..o O 1 Onewaytriponly ......cooovviiiiiiiiiiinnnnn. O s
Return ..o O 2
A'|C13:
Q6 Were you: (tick all that apply) 23-24
Travellingalone ..............cooiiiiinnnns O 1 Travelling with children aged 11-15 .... ;;::g
Travelling with children aged 0-4 ............ O 1 Travelling with other adults 16+.......... 31-32
Travelling with children aged 5-10 ........... O 1 25-26
33-34
Q7 Were you: (tick all that apply) Ci4:
Travelling with heavy/bulky Travelling witha dog........................ 35-36
. . . 37-38
luggage/other large items.................... O 1  Travelling with a helper.................... 2247-2248
Travelling with a pushchair..................... O 1 Travelling with a mobility scooter........ 2249-2250
Travelling with a folding bicycle............... O 1 Travelling with a wheelchair.............. 41-42
Travelling with a non-folding bicycle......... O 1 Noneapply......oooveviiiiiiiiiiiiieinn 2606-2607
5253-5254
Q8a Are you affected by any physical or mental health conditions or illnesses lasting or expecte 2612-2613
12 months or more? (tick all that apply) 23;,‘:,“1:
Lo TR [ o 1= 5255
Yes: Vision (e.g. blindness or partial sight)............ooo :::g
Yes: Hearing (e.g. deafness or partial hearing)............cooooiiiiiii i 5258
Yes: Mobility (e.g. only able to walk short distances or difficulty climbing stairs)................ 5259
Yes: Dexterity (e.qg. difficulty lifting and carrying objects or using a keyboard)................... 5260
Yes: Learning or understanding or concentrating.............coooiiiiiiii 5261
YOS MBIMONY ...t 5262
Yes: Mental health. ... :;gi
Yes: Stamina or breathing or fatigue..............ooooiii 5265
Yes: Socially or behaviourally (for example associated with autism, attention deficit = .
disorder or ASPErger's SYNAIOME). .. . .. iuii e et aeneas O 1 Go to Qst
Other: Please write in 1 Go to Q8t




Q8b Does your condition or illness have an adverse effect on your ability to make journeys by rai;)/lc3ooz: 5267

Yes,alot.........cocooeennnnnn O 1Yes, alittle..................... O 2Notatall........................ 0 3
Q8c How satisfied are you that Halifax station met your needs as a passenger with a long term illness or
disability? _ [C1001: 868-869
Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O O 2 O s O 4 O s O 6
Q8d How satisfied are you that the trains themselves met your needs as a passenger with a long term
illness or disability? A/|C1002: 870-871
Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O O 2 O s O 4 O s O e
Q8e Did you book assistance with your train company to get on/off the train? Aﬂc16: 59-60
Y Sttt O 1G0toQINO...cciiiiiii e L1 2 Goto QL
Q9 If so, how satisfied were you with the way these arrangements:
Neither Don't
Very Fairly satisfied nor Fairly Very know/no
satisfied satisfied ~ dissatisfied  dissatisfied  dissglirtc17: 61-62
Were dealt with when booking................ O 1 O 2 O s O 4 C18: 63-64
Were carried out on the day................... O 1 a 2 O s O 4 = pr—
ALL ANSWER
Q10 How did you buy your ticket for your journey today? 7[C25: 309-310
In advance - booked OVer PhONE..........c.iiii Ll 1GotoQ1
IN adVaNCe At STAtION. ... .. i O 2GotoQ1
Inadvance via travel agent.. ... ..o O 3GotoQ1
In advance - via the internet/a WebSIte. ..........c.ouiiiii e O 4GotoQ1
IN AAVANCE = VIA @GN G- ettt et O 15 Goto Q1
On the day of travel at a station ticket office.................ccooi O 5GotoQ1l
On the day of travel - ticket collected at station...............oiii O 16 Goto QL
On the day of travel - bought from a ticket machine................ooi i, O 6 GotoQl
On the day of travel on the train. ... ... e O 7GotoQ1
On the day of travel - via the internet/a website...............ooi i O 17 Go to Q1
On the day of travel - Via @n AP, ..o O 18 Go to Q1
USEd @ SEASON tICKEE. ...t O s GotoQ1L
Ticket was organised for Me. ... ..o O 10 Go to Q1.
| use Pay as you Go on Oyster or other smartcard or payment card - non-season.................. O 19 Go to Q1
Other: Please write in 9 Go to Q1
Q11 When did you buy your ticket for your journey today? A/|c1301: 2332
Today.....cocovvviiiiiieann, O 1 Inlast fortnight................ O 3 Inlasttwo months............ |
In last week.................... O 2Inlastmonth................... O 4
ALL ANSWER
Q12 Was the ticket for your journey: ‘/|C31°1: 5284
A paper ticket — purchased from ticket office or station/ticket machine................................ L1
A paper ticket — collected from ticket office or station/ticket machine............................... ... O 2
A paper ticket — printed at home, work, or somewhere else..............c.cooiiiiiiiiii i, O s
An Oyster card (LONdon ONIY). .. ... e O a4
Another smartcard (NOt OYSTEI). .. ...uie e, O s
A ticket on mobile phone (known as m-ticket or e-ticket).............cooii O s
A contactless payment card — using bank debit/credit card...................cooooii O 7
Other: Please write in 8
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Q13 How would you rate the following: Neither Did not
Very Fairly good nor  Fairly Very use/no

good good poor OOy TC27: 313-314
The information provided about tickets available............. O 1 0O 2 0O 3 048315316
The range of tickets available...................c.cccoeeenenn. O 1 0O 2 0O 3 0Op4c701: 2526-2527
Ease of ticket purchase...............cccocoeeiiiiiiiiin, O:. 0O:2 O3 0O p——

Q14a What type of ticket did you use for your journey from Halifax?

(note: type of ticket is often shown at the top left of your ticket) C29: 317-318
ANYtime SINGIE/REIUMN . ... ...oiiiiiie e (14 - Don’t know)
Anytime Day Single/RetUMN. ... ... =TT
Off-Peak/Super Off-Peak Single/Return....... ..o, O 20
Off-Peak Day/Super Off-Peak Day Single/Return.............ccooiiiiiiiiiiii e O 21
AVANCE. ...t e e O 22
D1 =V (o= o PP O s
OYStEr PAy AS YOU G0. ... euiiiiiiiet et et e e e e e et e e e e e e enees O 23
Weekly or monthly Season Ticket (including Travelcard/Travelcard on Oyster)...................... O 24
Annual Season Ticket (including Travelcard/Travelcard on Oyster)............cooiviiiiiiiiiinnn.n. O 25
Special promotion ticket e.g. Rover ticket.............coooii O 10
Rail Staff Pass/Privilege Ticket/Police CONCESSION........ccccuiiiiiiiiieiiiie et O 12
Free travel pass (€.0. FrEeUOM PASS).....cciiiiiiiiiiiiiiiieeeeeee ettt O 17
Other: Please write in 13

Q14b Is your ticket for your journey today? A/|c2001: 2614-2615 I
First Class.......cccovvivieiiiieiieieceen, O 1 StandardClass..............c.ceeeveeeveiinnannnn. LI 2

Q15 Was your fare reduced because you have any of the following? If so, which one? C30: 321-322
Did not use a railcard................cccc........ O 1 Network Railcard..............cccceeeennnn. (Code 9 recoded to
16-25 Railcard...........ccooeeineeee, O 2 ForcesRailcard....................ccc...... ELBL)
Senior Railcard.............cccocooeiiiiien, O 3 Two Together Railcard.......................... O un
Family & Friends Railcard...................... O 4 GroupSave discount.............ccccuueevneen... O 10
Disabled Persons Railcard..................... O s
Other: Please write in 9

NOW WE'D LIKE YOUR OPINION OF HALIFAX STATION WHERE YOU WERE WHEN GIVEN THIS
QUESTIONNAIRE.

Q16 How would you rate Halifax station for:

Neither Did not
Very Fairly good nor  Fairly Very use/no
good good poor POOTy Tc31  : 361-362
Ticket buying facilities (if you bought at that station)........ O 1 0O 2 0O 3 0,455 363362
Provision of information about train times/platforms......... O 1 02 03 0O,4535 365306
The upkeep/repair of the station buildings/platforms........ O 1 0O 2 0O 3 0O,455 367368
Cleanliness of the station.................cocoviviiiiiiiiininns O 1 0O 2 0O 3 0O fceooro———
The facilities and services at the station C35 :369-370
(e.g. toilets, shops, cafes etc.).........cccevvviiininnnn. O 1 0O 2 0O 3 O,4c003:872873
The availability of staff at the station............................. O:1 0O2 03 0O.456 371372
The attitudes and helpfulness of the staff...................... O 1 0O 2 0O 3 0O fceoor—oe———
Connections with other forms of public C37 :373-374
transport (e.g. bus, tube, tram, taxi etc.).................... O 1 O 2 0O 3 O,43s 375376
Facilities for car parking............ccoeviiiiiiiiiiiiiin, O 1 0O 2 0O 3 0O,.4c3501: 22512252
Facilities for bicycle parking.............ccocoeveeeieiiiiiiiein, O 1 0O 2 0O 3 O,4502: 679680
Your personal security whilst using that station............... O 1 02 O3 0,450 377378
The overall station environment...................cocceveieinns O 1 0O 2 0O 3 O,4c701:52115212
The provision of shelter facilities..........................oo. O 1 0O 2 0O 3 O,4c5702:52138212
Availability of seating..............ooeeiiiiiiiiiieiiee O 1 0O 2 0O 3 O,4c801:52175218
The choice of shops/eating/drinking facilities available..... O: O2 0O 3 0O ¢t ec———




Q17 And how familiar are you with Halifax station? 4c4o: 389-390 I

Very Fairly Not very Not at all
familiar familiar familiar familiar Don't know
O O 2 O s O 4 O s
&’|ca1: 393-394
Q18 While at Halifax station, did you ask staff for help or information? 395-396
(tick all that apply) 397-398
399-400
Yes - asked for NeIP......ccoviei 401-402
Yes - asked for information....... ... | R CTOR O O) N
Couldn't find @nYONe 10 @SK.......ouiiiii i O 1GotoQ2
No - didn't need help/information........ ... O 1 GotoQ2
- _ A7|c42: 403-404 |
Q19 Overall, how satisfied were you with the way your request was handled?
Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O O 2 O s O 4 O s O e
A’|C2104: 2705 |

ALL ANSWER
Q20a If you used an automatic ticket gate at Halifax station today, how easy did you find it to use?

Very Fairly Neither easy Fairly Very Don't know/
easy easy nor difficult difficult difficult not relevant
O a2 O s O 4 O s O 6

ONLY ANSWER Q20B IF YOU SAID FAIRLY OR VERY DIFFICULT REGARDING USING THE TICKET
GATES IN Q20A
Q20b If you found the gates difficult to use, why was that?

A[C2105: 2706 |
1
Q21 Overall how satisfied are you with Halifax station? A/|c23o1: 5021-5022 I
Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O [ ) O s O 4 O s O s

NOW THINK JUST ABOUT THE TRAIN YOU WERE ABOUT TO CATCH WHEN HANDED THIS
AT HALIFAX

ALL ANSWER
Q22 Based on your experience on that journey, how satisfied were you with:
Neither
Very Fairly satisfied nor Fairly Very Don't know
satisfied satisfied dissatisfied  dissatisfied gl”]c43 205-406 I
The frequency of the trains on that route........... O 1 O 2 O s O 4 g =
Punctuality/reliability of the train (i.e. ‘/|C44: 207-408 I
the train arriving/departing on time).............. O O 2 O s O 4 e =
The length of time the journey was C45: 409-410
scheduled totake................cocooiiiiinn. O O 2 O s O TR
Connections with other train services............... O 1 O 2 O s O T T
The value for money of the price of your ticket... OO0 1 a 2 O s O 4 g ppe—
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Q23a How would you rate the train you boarded for that journey in terms of:

Neither Did not
Very Fairly good nor  Fairly Very use/no
good good poor poor,  415-41¢
ClEANNINESS. .. ..vveieeeeiiiiie e 0O:1 O2 0Os 0O M
Up keep and repair (condition of seats, walls, C49 :417-418
TADIES €1C.)....ouvviviveieiieccie e O:1 02 O3 0O 450 23728
The provision of information during the journey.......... Ofy OF2 OF DR o0a:s7as75
The availability of staff on the train........................... O:1 02 O3 0O,457 267368
The helpfulness and attitude of staff on train.............. O:1 02 O3 0,45 260270
The space for lUggage. ..............cceeeeeeeeeiicireinnnnes. O:1 02 O3 0O4ci 27392
Sufficient room for all the passengers to sit/stand....... O: O2 O3 0O C55  :475-476
The comfort of the seating area...................c.c........ O O OB OO0 2253225
Space for biCYCIES. .........cuvvviieeiiiiiiiiee e, O:1 02 O3 045 277378
The ease of being able to get on and off the train........ O O OB UOfco esicaz
Your personal security whilst on board the train.......... O:1 02 O3 0O4c3 27132
The toilet facilities. ..............eeriieeiiiiiiieeeeeeeeinn, O:1 0O2 O3 0O fe— =

ONLY ANSWER Q23B IF YOU SAID FAIRLY OR VERY POOR REGARDING THE TRAIN TOILET

FACILITIES IN Q23A

Q23b Please describe the nature of the problem and whether the problem was with a specific toilet
(e.g. a disabled persons toilet or all the toilets).

4C|c2016: 2704 |

Q24 Specifically thinking about the cleanliness of the train you boarded for that journey, how would
you rate it for:

Neither Don't
Very Fairly good nor  Fairly Very  know/no
good good poor poor C902: 851-852
The cleanliness of the inside of the train................ O: O2 O3 0O 4 €903 653-654
The cleanliness of the outside of the train.............. O: O2 O3 0O 4 ey
Q25 Overall, how satisfied are you with the train you boarded for your journey? »[C2703: 52155216 |
Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O 1 a 2 O s O 4 O s O s

Q26 Did you experience any delay either on this train or because the train you had planned to catch there
cancelled? Again, please think only of the train you first boarded at Halifax station directly after

receiving the questionnaire. Aﬂcsn 585-586 I
NO GEIAY . ..o O 1GotoQ31
YES = MUNOT AIAY. ... .oeee e O 2 GotoQ27
YES = SEHOUS TEIAY. .. ettt et e et e O 3 Goto Q27
Q27 What sort of delay did you experience? (tick all that apply) C62 : 591-592
Train was late departing at the beginning of my journey.............cooooiiiii, :3::::2
Train was late arriving at my destination..............cooi 2504-2505
Train | had planned to catch was cancelled...............oooiii e 2506-2507
Could not get on train as it was overcrowded. .............cooiiiiiiiii 2508-2509
Took longer than expected to buy train ticket................ooiii 2510-2511
Train | took to this station was late and | missed my connection..................................... 2512-2513
Crowding at station meant it took a long time to reach my platform and | 905600
MISSEA MY 1raIN. ... e e e e Of 2
Lack of/poor information caused a delay to my journey..............oooiiiiiiiiiiiiiiiieieeea Of 2
Other: Please write in 1




LlC63: 601-602

C63: 603-604

Q28 How long was your delay? Hours: rTTTETTe C63: 605-608
I m—
Q29 How well do you think the train company dealt with this delay? ‘/IC“: 609-610
Very Fairly Neither Fairly Very Don't know/
well well well nor poorly poorly poorly no opinion
O a2 O s O 4 O s O s
Q30 How well do you rate the train company for each of the following, in relation to the delay that
occurred? Neither Don't
Very Fairly ~ wellnor  Fairly Very  know/no
well well poorly poorly C1901: 2590-2591
The amount of information provided aboutthe delay....00 1 0O 2 0O 3 O 4,1c902:2592-2503
The accuracy of information given about the delay...... O 1 O 2 0O 3 O 4,1ci003: 2502-2505
The usefulness of the information................cccccceeveeennns, O 1 0O 2 0O 3 0O 4,ci00a 2596-2507
The speed with which information was provided......... O 1 O 2 0O 3 O 4,1ci005: 2508-2509
The time taken to resolve the problem...................... O 1 0O2 O3 0O 4 b -
The availability of alternative transport if the C1906: 2600-2601
train service could not continue......................c...... O: O2 O3 0O 4 -

WE WOULD NOW LIKE YOU TO GIVE US YOUR OVERALL OPINION OF YOUR JOURNEY TODAY

ALL ANSWER
Q31 Taking into account just Halifax station where you boarded the train and the actual train travelled on

after being given this questionnaire, how satisfied were you with your journey today?

Aﬂ C71: 795-796

Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O a2 O s O 4 O s O 6

Q32 Now thinking about mobile voice and data coverage whilst at Halifax station and/or travelling on the

train. How satisfied were you with the reliability of following:

Did
Very not use/
dissatisfied  don't know

C2501: 5151-5152 [

—

C2502: 5153-5154

CP—

— I

C2503: 5155-5156

CP—

— I

Neither
Very Fairly satisfied nor Fairly

satisfied satisfied dissatisfied  dissatisfied
Mobile phone reception for ‘/I

making calls at the station................ O a 2 O s 4
Mobile data coverage for accessing A/I

the internet/emails at the station........ O a 2 O s O 4
Mobile phone reception for A/I

making calls on the train.................. O a 2 O s O 4
Mobile data coverage for accessing A/I

the internet/emails on the train.......... O a 2 O s O 4

C2504: 5157-5158

— I

CP—

Q33

If you made calls/sent texts during your train journey today, which mobile company

C2505 :

B P SRR 1
5161-5162

e 5163-5164 1
O 5165-5166 1
1O =T o T PP 5167-5168 1
ToMODIIE. .. 5169-5170 1
TalKMODIIE. . ... 5171-5172 1
TESCO MODIIE. ... e SR 1
VIEGIN MODIIE. ...t i P
VOdafone. .......cooui 5179-5180 |1
Other: Please write in e —

1
Did not make calls/send texts during the journey today.............cccoiiiiiiiiiiii e O




Q34 If you used mobile data services during your train journey today, which mobile company di C25°:1:83 s184
B 5185-5186
B E . e e e 5187-5188
O el 5189-5190

5191-5192
Orangg .............................................................................................................. 153154
T-Moblle: ........................................................................................................... 5105-5196
TalKMODIIE. ... e 5197-5198
TESCO MODIIE. .. e s 5199-5200
Virgin MODIIE. ... o e 5201-5202
N OAAIONE. . e 5203-5204

5205-5206
Other: Please write in ﬂT
Wi-fi provided by train COMPaNY...... ..o O 1
Did not use mobile data services during the journey today.............cooiiiiiii i O 1

Q35 Would you consider changing to a different mobile operator if they provided better coverage on your

train journeys than your current provider? 4c2507: 5209-5210 I
Probably Definitely Don't
Definitely Probably would not would not know/no
consider consider consider consider opinion
O (I ) O s O 4 O s
Q36 How long were you on the train that you got on at Hali jon?
&C1702: 2528-2529 C1702: 2530-2531
Hours: vimmTutltce o, C1702: 2532_2535

Q37 How often do you make the train journey that you were on today when handed this questpr]cu',: 65-66

3 0rmMOre tiMES @ WEEK......ouii i e, Ll 1 GotoQ38
ONCE OF tWICE @ WEEK. ... e O 2GotoQ38
10r 2tiMeS @ MONTN. ... O 3GotoQ38
ONCE BVEIY 2-3 MONENS. ...ttt e O 4 GotoQ42
ONCE BVEIY B MONENS . ... eeiti et e e e e e e e eaees O 5 GotoQ42
LSS Ot N ..t e O 6 GotoQ42
Never/first time t0day.........oee e O 7 GotoQ42

SECTION 3: FOR FREQUENT USERS OF THIS ROUTE
ANSWER Q38-Q41 ONLY IF YOU MAKE TODAY'S TRAIN JOURNEY AT LEAST 1 OR 2 TIMES A MONTH

Q38 How long have you been using this route on a regular basis? A/Iczo: 77-78
L0 o =T Y= = | PRI Ll 1
o YA . .. ot e, O 2
GRS IR Y- P O s
TO YEAIS OF MOFE... .. ettt e e et e e e oo e e e e e e et e e e e e e e e e e e aaeans O 4
Q39 How would you describe a typical trip over the past month? Aﬂczz: 303-304
[ @IWAYS QBT @ SEAL. ... .t Ll 1
FUSUAILY GBE @ SBAL. .. . ie ittt e O 2
There are seats available but | prefer to Stand............ccooiii e O 7
| usually stand and it iS CrOWOE............ovii e, O 4
| usually stand and it iS VEIrY CrOWAE. ..........oouiiiiiiiiai e O s
T VAITIES ... ettt O 6

Q40 How satisfied are you with the times when the ticket of s
&’|co05 : 856-857

Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O O 2 O s O 4 O s O 6




Q41 How often is your ticket checked?

4c23oz

: 5023-5024 |

LI To o] (=1 o OSSP SURRROPPROTR O
F N oY TV 1o | RSO O 2
[N Lol 0] 1 (=Y g I =T (o U o o PSSR O s
SECTION 4: SECURITY ON THE RAILWAY
PLEASE THINK ABOUT ALL THE OCCASIONS IN THE LAST SIX MONTHS (INCLUDING TODAY), WHEN
YOU HAVE TRAVELLED BY TRAIN
ALL ANSWER
Q42 During the last six months, have you had cause to worry about your personal security whilst
making a train journey? ‘/|c705: 685-686
Y S ettt e O 1GotoQ4
o O 2 GotoQ4
Q43 If you have had cause to worry, what was the reason for your concern? (tick all that apply
C706 : 687-688
AT THE STATION 5123-5124
Lack of station staff ........ ..o 709-710
LaCK Of PONCE OffICEIS. ...eeiiiiiiiee et 711-712
Lack Of Other PASSENGETS ...........oe e 713-714
Poor on-station Ighting .........c.oiii SRS
. . 717-718
Lack of INfOrmMation .........oiii e 2338-2339
Anti-social behaviour by other people at the station......................... 2344-2345
Saw actual vandalism or violence on the station ... T e
Fear Of tEITOMISIM . .. ..o e, O
Other: Please write in 1
A’[C706 : 719-720
ON THE TRAIN 5125-5126
Lack of on-train staff ... ..o 721-722
LaCK Of PONCE OffICRIS. ...eiiiiiiiiie e e 723-724
Lack Of Other PASSENGETS ........eveeeeeeieeee e e, 689-690
[doTe) g = 11 T 1T | Y oo (GoF AP
693-694
Lack of INformation ... 2340-2341
Anti-social behaviour by other people on the train...............ccocoooii 2346-2347
Saw actual vandalism or violence on the train............cccco e | —
FEAI Of LEITOMISIM. ...ttt ettt e et e e et e e et e e et e e sateeeateeebeeesabeeeereeeaseaean O
Other: Please write in 1
SECTION 5: GENERAL INFORMATION
ALL ANSWER
Q44 Which of these potential improvements do you think would be likely to assist you when planning
future rail journeys? (tick all that apply) C609 : 569-570
Better telephone enquiry/booKiNg SEIVICE. ...........c..uiiiuiiiieieiie e :;;:;i
Better Internet enquiry/booking Service........ ..o 2602-2603
Better information facilities at stations. ... 2604-2605
Better ticket buying facilities at station ticket offices............c.coo 575-576
Better ticket buying facilities at station ticket machines.....................ocoL 577-578
Better route maps of the rail NEtWOrK................ciiiieiiee e 2620-2621
Make timetables easier to read.............o.ouiiiiii :g;::gi
Better promotion of when advanced tickets will be available...............ccccciiie, 5133-5134
NONE OF tNESE.....cviii =T
Other: Please write in 1




Q45 Thinking back over the last six months, have you made a compensation claim following a delayed journey

or complained to any of the train companies about their service? (tick all that apply)

C714: 775-776

777-778
o
. . . 779-780
Yes - claimed for compensation on a weekly season ticket.................cooiiiinn, 781-782
Yes - claimed for compensation on a monthly or longer season ticket............................. 783-784
Yes - claimed for compensation on a single/return ticket...............coooiiiiiii, 785-786
Yes - complained (e.g. by letter/phone/email) but did not claim for compensation.............. 787-788
Yes - complained (e.g. by letter/phone/email) and claimed for compensation........................ O 1GotoQ4

IF YES, PLEASE ANSWER Q46 AND Q47 FOR THE MOST RECENT OCCASION

Q46 How satisfied were you with the way your complaint/claim was handled?

Aﬂc73: 811-812

Neither
Very Fairly satisfied nor Fairly Very Don't know/
satisfied satisfied dissatisfied dissatisfied dissatisfied no opinion
O a2 O s O 4 O s O 6
Go to Q48 Go to Q48 Go to Q48 Go to Q47 Go to Q47 Go to Q48

Q47 Why were you dissatisfied? (tick all that apply)

Insufficient COMPENSAtION. ... ...
Inappropriate form of compensation...............oooiiiiiii
Time taken 10 reSPONG. ... .. i e
Poor explanation QIVEN. ... ...

C505 : 453-454
455-456
457-458
459-460
461-462
465-466

Have not yet received @ reSPONSE. ... ..uui i

463-464

Other: Please write in

1

A/|C2804: 5223-5224 I

ALL ANSWER

Q48 Did other passengers' behaviour give you cause to worry or make you feel uncomfortable during your
journey?
Y B et e O 1GotoQ4
N[ O 2 Goto Q5

Q49 Which of the following were the reason(s) for this? (tick all that apply) C2805: 5225-5226
Passengers drinking/under the influence of alcohol...............c.coiii :;i;g;gz
Passengers taking/under the influence of drugs.............oooo 5231-5232
Abusive or threatening behaviour...... ... ... 5233-5234
ROWAY DENAVIOUN. .. ... e 5235-5236
FEEL ON SEALS. .. .ovit i 5237-5238
Music being Played IoUAIY. .............oee e 5239-5240
Smokin 5241-5242

0T )41 T o 2n Coan

Graffiti Or vandalism .. ... s L1
OB e e s O 1

ALL ANSWER

Q50 Please use the space below for any further comments you would like to make about your trip

today or the rail service generally. A/I

C999: 5999-6000

1

10



SECTION 6: ABOUT YOU
IN ORDER TO ENSURE THAT THE RESPONSES OF ALL GROUPS OF PASSENGERS ARE INCLUDED,
PLEASE GIVE US THE FOLLOWING DETAILS ABOUT YOURSELF

Q51 Your age: Aﬂcm: 17-18 I X
16 - 18 010 55-59. i O
19 - 2 11 B0-64.ceiieiiiiiiiiiieeee e O 6
26 - 34 O 2 B5-69. i, O o
35 =44, O 3 70-80.ciiiiiiiiiiiieeeee e, O o
45 - B4 O 4 Bl O-
Q52 Are you A/|C11: 19-20
1Y = PSP O
Y00 1= =Y PP [ )
Q53 Are you: ‘/lcn: 21-22
el g LYo 101N (T 1= PP O
LT o T 1< T I o =1 £ 0 o1 O
N Lo AT 4] Yo TR O
RO, .. e e O
IR (T L= Nt (0o =Y o | TP O
Q54 Which of the following best describes the occupation of the Chief Wage Earner in your hQ“]c7'7:'8'52
Professional/Senior Managerial.. ... .. ..o O
Y e o | oY =T o P=T o =Y - O
Junior Managerial/Clerical/SUPEIVISOIY..... ... e O
Skilled Manual (With professional qualifications/served an apprenticeship)............ccociiiiiiiiiiiinnnne, O
Unskilled Manual (No qualifications/not served an apprenticeship)..........c.cooviiiiiii e O
FUIEIME StUAENL. ... e e e O
] (=Y P PPN O
UNemployed/BEtWEEN JODS. .. .. i..ieeeee e C77:821.822
Housewife/HoUSENUSDANG. ... ... e ———— =

C10: 17-18
8 - Not state

C77: 821-822

Other: Please write in

10 - Not stated

Q55

Do you regularly use the internet? (tick all that apply)

Yes, at home
Y S, AL WOTK . ..o

C1123 : 2237-2238
2239-2240
2241-2242

2243-2244

Q56

To which of these ethnic groups do you consider you belong?

N

C1005: 876-877 |

White Black, Arab or Black/Arab British

BritiSh. ... O Arab.....coi O 16
Any other White background.......................... O Caribbean...........cc.cooeiiiiiii Oun
Mixed AffiCaN. ... O 12
White and Black Caribbean............................ O 3  Any other Black/African/Caribbean

White and Black African....................cccceeen... O 4 background.............oooiiiiiii e, O 13
White and Asian................coooiiiii O s

Any other Mixed background.......................... O 6 |Other: Please write in 15
Asian or Asian British

INAIAN. ..o O 7

Pakistani.............cooeiiiiii O s

Bangladeshi............oooviiiiiiiiiiiiiie O

ChiNESE......uiviiiiiiie e O 14

Any other Asian background........................... O 10

11



This survey is being undertaken for Transport Focus by BDRC-Continental, an independent market research
agency which adheres to the Market Research Society's code of conduct. You were handed this questionnaire
by an interviewer working for Perspective Research Services, a part of BDRC Continental.

The information that you have provided on this questionnaire is subject to the Data Protection Act 1998 and
will not be used to identify you personally. The data will only be used for research purposes. Any organisations
receiving the data will also be subject to the same restrictions and obligations under the Data Protection

Act 1998.

If you have any queries about this survey or how your data will be used please contact Rebecca Joyner at
BDRC Continental on 020 7490 9148.

If you would like to check that this survey is genuine, you can contact the Market Research Society on
0500 396999 or www.mrs.org.uk who will verify BDRC-Continental’s status as a legitimate market research
organisation.

To find out more about the National Rail Passenger Survey or Transport Focus’s work visit our website or follow
us on Twitter.

Web: www.transportfocus.org.uk
Twitter: @transportfocus

If you would be happy to participate in future research projects about the rail industry please complete the
contact details below (this will only be available to Transport Focus):

qcz4o1: 5131
I | | | | |

Name: HEEEEEE NN N
Email address: AN EEEEE e

Thank you for completing this questionnaire.
Please return it in the envelope provided or use the following Freepost address:

National Rail Passenger Survey
Perspective Research Services Ltd
FREEPOST (RTLU-YLTS-TGYY) o)
ﬂn 12-20 Baron Street <
bdrc continental * London N1 9LL transportfocus i\



