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Foreword

Passengers are increasingly coming to expect services to be delivered to them in
smarter ways as technology becomes a bigger part of everyday life.

We believe that the introduction of smarter ticketing in public transport could make
life easier — and cheaper — for passengers. For this to happen though, it is essential
that any smarter ticketing schemes are well-designed, properly implemented and
clearly communicated.

In order to make sure that the passenger is at the heart of the development — that
products are designed for ease of use rather than what is convenient to administer —
we are undertaking a wide-ranging research programme on smart ticketing, on
behalf of the Department for Transport (DfT).

Over the next 18 months we will further explore needs and attitudes before smart
ticketing is introduced more widely, and evaluate existing and pilot smart ticketing
schemes. The reports we produce will provide guidance for transport operators
setting up smartcard schemes.

This report, the second in the programme, considers the Oxford SmartZone. This
initiative across bus operators in the city, introduced in 2011, includes a smartcard
system alongside improved routing and timetabling. SmartZone is generally
acknowledged as being a successful smartcard scheme, so we have carried out a
case study in order to understand the reasons for this.

Our study of bus users in Oxford found that overall satisfaction with bus services was
high both among smartcard users and those using paper tickets; almost nine out of
10 were satisfied.

However, smartcard users give better ratings for value for money on buses than
those using paper tickets, which may partly be due to the fact smartcard users claim
to be making more journeys by bus since getting one. They also report high levels of
satisfaction with using the smartcard.

Overall, it seems that operators in Oxford have done a good job with SmartZone and
with smart ticketing more specifically. Awareness of the scheme is high,
improvements to bus services have been seen by all passengers, and the multi-
operator ticketing arrangements were welcomed. The mechanics of smartcard
purchase, top-up and usage are all working well and there is high satisfaction.

For non-users of smartcards, the main reason for not having one was that they did
not feel that they would use it enough, implying that current smart products are not
seen as being suitable for less-frequent bus users.



There is an opportunity for Oxford operators to review their products and
communicate to passengers that smartcards are not just for commuters or other
frequent travellers.

Indeed, this work reinforces our view that the range of products made available on
smartcards is absolutely essential to encourage uptake. Passengers will not simply
switch from a paper ticket to a plastic version, if the ticket type and cost is the same.
We know that one of the key reasons that passengers get a smartcard is that they
are able to choose from more flexible types of tickets, which will be better suited to
their own travel patterns, so saving money and time.

All operators must bear this in mind when introducing or improving smartcard
schemes, as well as ensuring that the smartcard purchase, product loading and ease
of use are all working well.
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1. Background

Passenger Focus was asked by the Department for Transport (DfT) to conduct
research to explore passenger views and needs concerning the increasing trend
for smart tickets and other ticketing solutions across the transport industry. This is
the second piece of research in this programme.

Passenger Focus wanted to investigate the experiences and attitudes of bus
passengers in an area where a smartcard system is currently in place. In Oxford
a new initiative incorporating smart ticketing was implemented across the local
bus network in summer 2011 — the Oxford SmartZone. Passenger Focus carried
out research in this area to understand passenger needs and concerns relating to
smartcards, as well as any benefits and barriers which may influence passenger
engagement with the scheme. This research will act as a case study to help
inform the introduction of smart ticketing elsewhere.

The Oxford SmartZone includes an integrated cross-operator arrangement
whereby a range of traditional and flexible ticketing products can be purchased
via smartcards. Smartcards are issued by several bus operating companies in the
area, the largest being Go Ahead’s ‘The Key’ which has over 70,000 users.
Products added to any card can be used on buses provided by any bus operator
working within the scheme (Oxford Bus Company, Stagecoach and Thames
Travel), regardless of which operator the smartcard was bought from. Data from
the spring 2012 Bus Passenger Survey indicates that both awareness and uptake
of the scheme are high.
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2. Research objectives

The main objective of this research was to provide a case study for smartcard
ticketing, identifying features of its success, as well as pinpointing potential areas
for improvements and enhancements. The findings will inform best-practice
guidelines on the implementation of further such schemes in the future,
particularly taking into account the associated impact, needs and concerns from
the passenger viewpoint.

More specifically, the research explored several aspects of the Oxford SmartZone
scheme including:

awareness of the introduction of SmartZone and the changes that have
been made to buses in Oxford

awareness and use of smart ticketing products

the profile of users and non-users of smart ticketing products

changes in travelling behaviour brought about by SmartZone
satisfaction with different aspects of bus services in Oxford including the
after-sales service

attitudes to SmartZone and smart ticketing, specifically looking at the
benefits of and concerns about the service

barriers to using smart ticketing products.
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3. Summary of main findings

e Buses in Oxford provide a good service and SmartZone had a positive
impact. Overall satisfaction with bus services in Oxford was 89 per cent for
smartcard owners and 88 per cent for other ticket users.

e Passengers were also positive about being able to use the ticket with
different operators (76 per cent agreed), saving money (75 per cent) and
having a better choice of tickets (58 per cent).

e Smartcards have brought considerable benefits to bus users in Oxford. In
particular 28 per cent claim to be using buses more since getting a
smartcard which may have contributed to why smartcard users rated value
for money of bus services in Oxford higher than non-card users.

e The functionality of the card was also appreciated with many users giving
high satisfaction scores for:
0 its ease of use
0 the ease of applying for one
o the ease of renewing products or topping up the card.

e The areas where improvements could be made were:
o the period of time/number of journeys different ticket options cover
o the additional zones that can be included on the smartcard
o improving the efficiency of card problem-solving (although few
passengers experienced ongoing problems with their card).

e Among users of smartcards there was a high level of satisfaction with the
card. Over seven in 10 users (71 per cent) gave it the top rating of ‘very
satisfied’ and a further 27 per cent were ‘quite satisfied’.

e Of the additional trips resulting from higher bus usage, most were for
leisure purposes. Increased bus usage was especially high for those who
had additional zones included on their smartcard (that is zones outside the
central Oxford city area). Over four in 10 of these people (45 per cent)
claimed to use bus services in Oxford more as a result of having a
smartcard.

e Lack of awareness, distrust in technology or previous difficulties with smart
technology did not appear to be the barrier for why passengers do not have
a smartcard. Instead the frequency of using the bus services in Oxford was
the main reason.

e In particular those who used the bus less than twice a week were unlikely
to use or want to get a smartcard as it currently exists, implying that current
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smart products are not seen as being suitable for less-frequent bus users.
Potential enhancements could include:

0 to increase the smartcard customer numbers in Oxford a smartcard
ticket product aimed at light users might encourage new uptake. The
number of trips this covered, the period of time they were valid for,
and the benefits of the ticket over traditional paper tickets would
need to be considered in any communications to reach these more
infrequent bus users.

0 bus passengers who also used a bike were less likely to have a
smartcard. This suggests that a card which enabled more
spontaneous or last-minute decisions to use the bus might appeal to
cyclists - for instance, when there is bad weather.

0 passengers were less positive about the different zones currently
available on their Oxford smartcard. Revising or including additional
areas might be a way to further increase uptake and/or use of the
smartcard.
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4. Approach

In total 1052 interviews were carried out. The majority of interviews, 1012, took
place with bus passengers in the street, by BDRC Continental interviewers. For
those too busy to do a street interview, the interview was carried out at a more
suitable time by phone from BDRC Continental’s telephone centre. In total 40
interviews were carried out by telephone.

Interviewing took place in and around Oxford city centre. The central city area
was divided into four zones (see Appendix A) and interviewers were assigned to a
specific zone for an individual shift. This ensured that a good cross section of bus
routes and passengers were covered. Quotas by gender and smartcard usage, as
defined by Passenger Focus’s Bus Passenger Survey (BPS), were used to further
ensure that a good spread of men and women, and different ticket users, were
included in the sample.

The questionnaire was piloted in early February 2013 and the main fieldwork was
carried out in February and early March 2013.

bdrc continental *




5. Main findings

5.1 Profile of fare-paying users of bus services in Oxford
All interviewees had to meet the following sample selection criteria to be eligible
for inclusion in the survey:
e travel at least once a month on buses in the Oxford region
e pay for at least some of their fares (i.e. those who only used a
concessionary ticket or free bus pass were excluded from the survey).

As found with the BPS survey, bus passengers in Oxford had a slight female bias
(57 per cent). Their age profile was also young - 43 per cent aged 16 to 25 —
however, the survey excluded those who only used a concessionary ticket to
travel free on the buses, and as result few were aged 60 or over.

Table 1: gender and age of bus passengers in Oxford

60+

years 16-18
5% ears
45-59
years 17%
57% 28%
19-25
years
Female 35%
26-44
years
=0 n
Base: All 1,052 ssengerfocus | Il bdre continental *

Over a quarter of bus passengers (27 per cent) were students. The remainder
worked full time (48 per cent) or part time (10 per cent). One in 10 (11 per cent)
were not working and, as few were aged over 60, only two per cent were retired.

5.2 Smartcard ownership

A quota was applied to the sample to ensure 50 per cent of those interviewed
usually used a smartcard to travel on buses in Oxford — this matched the BPS
fare-paying ticket-user profile for the Oxford region.

Smartcard users were slightly younger than non-users. As Table 2 (overleaf)
shows, 57 per cent of 16 to 18 year olds used a smartcard and 43 per cent did
not. At the older end of the age spectrum, only 34 per cent of those aged 60 or
over usually used a smartcard, although it is important to note that this is not
representative of all over-60 bus users since the sample included only those who
pay for bus travel (concessionary ticket holders were excluded).
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Table 2: smartcard ownership by age

® Smartcard user m Other ticket user
66%

50% 50%

16-18 years 19-25years 26-34 years 35-44years 45-59years 60+ years
- ‘

Base: Smartcard users and & non users 526/526 "'”“-‘""':‘1"’*0“'5:.' I bdrc continental *
Table 3 shows that smartcard usage was very high amongst students who used
bus services in Oxford (66 per cent). For those not working or retired ownership
drops considerably with most using a traditional paper-type ticket usually bought
on the day of travel.

Table 3: smartcard ownership by working status

m Smartcard user m Other ticket user
85%

Full time student  Working full time  Working part time Not working Retired/other

-0 ‘

Base: Smartcard users and & non users 526/526 Passengerfocus [l bdre continental

Over three quarters (78 per cent) of Oxford smartcard holders had the Oxford Bus
Company’s ‘The Key’ card. Other cards in use were:

e Stagecoachsmart: 11 per cent

e Brookesbus The Key/BROOKESkey: 10 per cent

e Other: three per cent.
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Two thirds (67 per cent) knew they could use their card with different operators,
26 per cent thought they could only use it with one operator and seven per cent
were unsure. Most (83 per cent) had a smartcard that covered the central zone of
Oxford only. For the 16 per cent which had other zones included, South
Oxfordshire and Park and Ride were the most popular additions.

5.2.1 Period of time covered by ticket
Tickets that can be loaded onto The Key, BROOKESkey and Stagecoachsmart
are:

e one-week pass

o four-week pass

e 13-week pass

e semester pass (BROOKESkey only)

e oOne-year pass

e multi-trip tickets, available in batches of 12

e five-day Carnet (The Key and Stagecoachsmart only).

Therefore most non-smartcard users bought either a single, return or day ticket.
For smartcard users, their ticket covered a longer period of time with four weeks

the most popular.

Table 4. period of time bus ticket covers

m Smartcard user m Other ticket user

One single journey

One return journey 63%

1 day only
Up to 1 week
4 weeks
13 weeks
1 year
Other ll%(—{ e.g. any 5 days, 12 trips }
0 %)
Base: Smartcard users and & non users 526/526 Passengerfocus i Il bdre continental *

5.3 Bus usage

Just over half of the total sample (55 per cent) used buses in the Oxford area
frequently (five or more days a week). These were mainly people using the bus to
travel to and from work or college.
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Table 5: frequency of using buses in Oxford

Heavy bus users
« Use bus for work/college  (72%)
« 16 to 25 year olds (61%)

5 or more days a week

55%

2 to 4 days a week

Medium bus user
About once a week
2 or 3 times a month Light bus user
About once a month |
0 [
Base: All 1,052 Passengerfocus i Il bdre continental *

Smartcard holders were much more frequent bus users than those who use other
ticket types (see Table 6). Part of the reason for this was that many of the
products available on smart are those intended for frequent travel (such as period
and multi-trip passes).

Table 6: frequency of using buses in Oxford by ticket type

m Smartcard user m Other ticket user

0,
5 or more days a week 80%

2 to 4 days a week
v Average frequency of

using buses
e Smartcard user4to 5
About once a week days a week
« Other ticket user 2to 3
days a week
2 or 3 times a month
About once a month
0 [
Base: Smartcard users and & non users 526/526 assengerfocus |\ bdre continental *

However, three in 10 (29 per cent) of non-smartcard-holders were ‘heavy’ bus
users. We examined the profile of this group in more detail and found that:

e they were more likely to disagree (29 per cent) that buses in Oxford
provided value for money. This compared to 19 per cent of smartcard
holders

e nearly a quarter (23 per cent) had previously owned a smartcard

e reasons that these heavy bus users did not want a smartcard included:

o they were happy to buy paper tickets as required
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o0 they found topping up a smartcard a hassle
o they believed smartcards did not provide value for money.

Apathy, as well as some perceptions of value for money, appeared to contribute
to the reasoning for not currently owning a smartcard.

Of this group of non-smartcard-holders who are heavy bus users, around one in
six used season products (valid for one week or more). Among these, the majority
used Stagecoach as their most regular bus operator. This is significant (despite
the small base of 25) because some of Stagecoach’s season products are only
available as a paper ticket, suggesting that passengers choose the product that
suits their needs best and receive their ticket in whatever format is available.

5.3.1 Increased use of buses

A significant number of smartcard holders (28 per cent) claimed to use the bus
more than they did before they had a smartcard. The types of journey that have
contributed to this increase were mainly leisure trips such as shopping and going
out in the evenings. For those who had a smartcard that covered additional zones
besides the central city the proportion reporting increased additional trips was
even higher (45 per cent).

Table 7: has smartcard ownership increased bus usage

m Smartcard user

< Use other zones (not just central)
45%

« Use bus mainly for leisure
35%

More than before 28% €«—

About same

0,
amount 59%

Less than before

Only just started
using buses

Not sure

o) n

Base: Smartcard users 526 gerfocus (0 bdre continental ©

5.3.2 Other transport used

For both smartcard holders and non-holders the other types of transport used
once a month or more in the Oxford area were quite consistent, except for bikes
(see Table 8 overleaf).

Non-card holders were nearly twice as likely to use a bike suggesting that in
Oxford, this method of transport could be a contributing factor for not having a
smartcard. For example, some passengers may decide on the day whether to

bdrc continental *
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cycle or use the bus, but they do not believe the current smart offering has
products to support this.

Bus passengers who were also car drivers were more likely to be older: 46 per
cent were aged 45 to 59. Only 13 per cent of car drivers were aged 16 to 25.

Table 8: other transport used at least once a month, in the Oxford area, by bus
users

m Smartcard user m Other ticket user

30%
27% 27%

Car driver Car passenger A bicycle Train None

=0, n

Base: Smartcard users and & non users 526/526 Passengerfocus | Il bdre continental *

5.4 SmartZone

At the start of the interview, bus passengers’ awareness and knowledge of
changes to the bus service (known as Oxford SmartZone) were explored. When
asked: “Are you aware of the Oxford SmartZone on the bus network in Oxford?”
60 per cent of all bus users said yes. This rose to 68 per cent when those not
aware were prompted with the following brief description:

“The Oxford SmartZone means you can make your outward journey using one
bus company and your return journey using a different bus company using the
same ticket loaded on a smartcard.”

For those aware of Oxford SmartZone, 43 per cent thought it had had a positive
effect on bus services. Very few (three per cent) thought it had made the service
worse. A quarter (22 per cent) were unsure and a further third (32 per cent)

thought it had made no difference, indicating that the changes made were small.

As a result nearly a half (47 per cent) of all bus passengers could not mention
spontaneously any changes to the bus service in the last one to two years. Table
9 (overleaf) shows the changes mentioned by passengers over this time.

bdrc continental *
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Table 9: changes to the service mentioned (unprompted)
Sample base size 1052.

Fares have increased

Buses are more frequent

Use more than one operator

More buses

Greener/Eco-friendly

Unreliable service

Less frequent service

New buses

Some bus numbers have changed
Other reasons

Don’t know - nothing

14%
13%
10%
5%
3%
3%
2%
2%
2%
16%
47%

Some unprompted passenger responses included:

“Smartcard has been introduced and eco-friendly buses.”
“There has been a price increase and new buses.”
“Prices have gone up. New stops, new routes.”

“Multiple companies on one ticket.”

“Introduction of electric buses. A bit more expensive nowadays.”

However, when prompted, awareness of some of the changes introduced by the
Oxford SmartZone initiative was high. In particular, being able to use different bus
operator services with the same ticket was especially noticed.

Table 10: awareness of bus service initiatives in the Oxford area (prompted)

You can use buses operated by
different companies with the same
ticket

There are now more ways you can
purchase a bus ticket

The choice of bus tickets is greater

Some bus timetables have changed

The routes of some buses have
changed

Base: All aware of Oxford SmartZone 711

83%
63%
55%
48%

35%

") n

focus (Il bdre continental *
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5.4.1 Views on changes to the bus service in Oxford

For all those aware of Oxford SmartZone, three quarters agreed that being able
to use different operators’ services with the same ticket was a big improvement
(see Table 11 below). A similar proportion also agreed that SmartZone ticketing
products can save people money. There was a little more uncertainty as to
whether the choice of ticketing types was better; suggesting either more products
need to be available on smartcards or communication of those available should
be improved.

Table 11: attitudes to changes to the bus service in Oxford (1 — ticketing)

Agree Neither / nor mDisagree Not sure

Being able to use the same ticket with
different bus operator services is a big 76% 9%2% 13%

improvement

« Smartcard user (80%)
SmartZone ticketing products can save 75% 8% 13%| < . gSpartcard non user (68%)
people money

* Smartcard user (62%)

0/ ——
Sl geet I g * Smartcard non user (52%)

The choice of ticketing types is better

-0 ‘

ngerfocus Il bdre continental *

Base: All aware of Oxford SmartZone 711

For the other attributes measured (as shown in Table 12) there was mild rather
than strong agreement to each. These views were quite consistent for smartcard
users and non-users. Bus congestion in the city does still appear to be a problem,
which the SmartZone initiative has not addressed as successfully, according to
passenger perceptions.

Table 12: attitudes to changes to the bus service in Oxford (2 — service)

Agree Neither / nor = Disagree Not sure

The buses are now more frequent 52% 14% - 18%
SmartZone has improved the overall
efficiency of the bus service in 48% 17% . 24%
Oxford

| use different operators now when

before | only used one 46% 16% - 15%

The bus timetables of the different
operators now work more logically 45% 16% - 26%
together
The bus route numbers are easier to 45% 2294 - 21%
understand

Bus congestion in the city centre has

) [
Base: All aware of Oxford SmartZone 711 assengerfocus i | bdre continental © n
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Overall, passengers were positive to the changes brought about by SmartZone.
As Table 13 shows, few (seven per cent) agreed that SmartZone had made buses
worse value for money. Also there was little confusion as to what buses
passengers could use their ticket on.

Table 13: attitudes to changes to the bus service in Oxford (3)

Agree 1 Neither/nor mDisagree = Not sure

| find it confusing to know which

%
buses | can use my ticket on &%

SmartZone has made buses worse

7% 14%
value for money

- ‘

Base: All aware of Oxford SmartZone 711 Passengerfocus ', \  bdre continental *

5.5 Smartcard usage and satisfaction
To understand more about the impact smartcards have had on bus passengers in
Oxford, we explored their usage and satisfaction with smart ticketing.

A considerable number (31 per cent) had only acquired their smartcard in the last
six months. Previously most smartcard users who used buses bought a standard
single/return ticket (62 per cent) or day paper ticket (11 per cent).

Table 14: when smartcard was first obtained/type of ticket held before

Not
sure

Last 3 months
Longer than

2 years ago Type of ticket used before
16%
® Standard single/return 62%
3t06 ° ’
months ago One da;lllgzper ticket
® Travelcard/season ticket 9%
®  Not sure/None 13%
26%
lto2
years ago 2204
6 months to
1 year ago
) %)
Base: Smartcard users 526 Passengerfocus (| bdre continental ©

As shown in Table 15, Debenhams has a large number of ‘The Key’ concession
sales and is an important outlet for smartcards, especially for blue collar (C2DE)

bdrc continental *
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passengers. Just over half (51 per cent) applied for their smartcard in person at
Debenhams and the same proportion top up their cards there.

Table 15: how applied for/top up smartcard

Huw gpplied Tur Sigir b d . llowtop up Smartaard

Eoughtinshop (=g |
De=b=nha m= 5%

In par=anat
Debenha me 51

e B e B

Onlinawia bus 23

b it
o Mm@ Ny weks e Onlina 258

Wik prowidal i | 1Ma

In par=an in other

shap 2

Bought in peon fro m 0

bus co

TROE YW R T R T W

= Work

Other 160G 4= " Colleg=

Other 2% = Uirectdebrt

B B R S i B

E e

#
O - s B e e e e

. .,
Bem=: Smarcead wme=m 526 bdrc continental *

An important reason for having a smartcard is to get better value for money. The

convenience of using a smartcard was also mentioned. Bus passengers using

bus services in Oxford spontaneously mentioned the following main reasons for

getting a smartcard:

Better value for money 76%
Easy to use / convenient 29%
Better than using cash 15%
Can use with different operators 7%
Card provided by work / university 3%
Use the bus a lot 2%

5.5.1 Problems experienced with smartcards

Just over one in 10 (12 per cent) had experienced some type of problem with
their smartcard. For most (84 per cent) these were isolated incidents rather than
recurring problems and may well have been due to users becoming familiar with
how the smartcard system works.

Table 16: problems experienced with smartcard
Amongst the 12% experiencing a probiem the Issues

ware:
= ould notwork on touch poind IT%
= Problem tapping up 34%
= Lostcard 10%
= |ncorrect ticket loaded 10%
= |ncorrect fare charged 2%
= (Other 18%
Base: Smartcard users with a problem 62 fa . bdne “H.-,,,,..““‘.‘ n
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Of the small number who had experienced a problem, 18 per cent expressed
some dissatisfaction with the way their problem was sorted out, so some
improvements to solving smartcard problems may still need to be considered.
Passengers used the phone, internet or contacted the bus operator directly in
order to sort out problems with smartcards..

Table 17: sorting out problems with the smartcard

Very satisfied Fairly satisfied ® Neither/ nor = Dissatisfied Not sure

40% 27% . 18% 5%

Who contacted about problem:

« Telephone customer services 21%
e Called in at bus company 21%
¢ Sent email via website 18%
* Spoke to bus driver 15%
* Telephone number on Smartcard 5%
e Other 32%
O n
Base: Smartcard users with a problem 62 sengerfocus il bdre continental *

5.5.2 Satisfaction with smartcards
Bus passengers who used a smartcard on Oxford bus services were asked to rate
their satisfaction with various attributes of their smartcard on this scale:

e very satisfied

o fairly satisfied

e neither satisfied nor dissatisfied

o fairly dissatisfied

e very dissatisfied

e not sure.

As few were either ‘fairly’ or ‘very’ dissatisfied these two scores have been
combined in the following tables.

The functionality of smartcards was received well, with high numbers saying they
were very satisfied with their ease of use, applying for a card, and topping them
up.

Although they were satisfied with the ticket periods offered, a significant number
were ‘quite’ rather than ‘very’ satisfied, and one in 10 were dissatisfied,
suggesting other periods might appeal to passengers.

bdrc continental *
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Table 18: satisfaction with different aspects of using a smartcard

Very satisfied

The ease of using the Smartcard on
the bus

The ease of applying for a Smartcard
when you first got it

The ease of topping up your
Smartcard

The periods of time or number of
journeys you can purchase on your
Smartcard

Base: Smartcard users 526

Dissatisfied Not sure

9%+%

14% I‘B%

14% IW%

34% I 9% 7%

-]

Fairly satisfied ® Neither/ nor

89%

79%

73%

50%

bdre continental ©

Seven out of 10 (70 per cent) smartcard users were satisfied with fares. This is
higher than the average value for money score (55 per cent) in the BPS, though it
should be noted that satisfaction with fares and value for money are not the same
measure.

Passengerfocus i i

Fare prices are a sensitive issue for public transport users and any initiatives that
reflect positively on this help improve perceptions of public transport. An area that
could be improved is the zones included on smartcards covering the Oxford area.
A fifth expressed some dissatisfaction with zone coverage, indicating that the
ability to tailor areas may benefit users and potential users of bus services.

Table 19: satisfaction with different aspects of using a smartcard

Very satisfied Fairly satisfied = Neither/ nor Dissatisfied Not sure
The fare price charged to Smartcard
users 37% 33% 10%5%
The additional zones you can include
on the Smartcard o 2 -% e
The length of time taken to collect 16% 9% % 57%

the product if you ordered online

The help available if you have a  [1905 1204 % 63%

query or a problem °

© [

Base: Smartcard users 526

Passengerfocus (Il bdre continental *
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5.5.3 Overall satisfaction

Most encouraging to note was the high satisfaction scores users gave the
smartcard overall. 71 per cent were very satisfied, and 27 per cent were fairly
satisfied. Therefore nearly all (98 per cent) were satisfied.

5.5.4 Satisfaction with the bus service

Overall satisfaction levels with bus services in Oxford were high (88 per cent were
either very or quite satisfied). Very similar scores were given by smartcard users
and other ticket users. This score was also very similar to the BPS score for
Oxford (average 85 per cent).

Only six per cent said they were dissatisfied, and those who were not working
(excludes retired) were a little more dissatisfied with the bus service than average
— 12 per cent of those not working were dissatisfied.

Where smartcard users were different from other bus ticket users was on value
for money. Many more (37 per cent) agreed strongly that bus services in Oxford
provide value for money compared to 22 per cent of other ticket users. As the
majority of smartcard holders had a weekly, monthly or annual pass, this will have
influenced their rating. Also, as reported in Section 5.3.1, 28 per cent said they
were using buses more as a result of having a smartcard - this too will have
helped contribute to positive value for money perceptions.

Table 20: those who said the bus service in Oxford provides value for money

® Smartcard user  ® Other ticket user
37%

3

4% 3394 33%

Agree strongly Agree slightly Neither/ nor Disagree

Base: Smartcard users and & non users 526/526 ‘assenge -focush.a.. bdrccontinenw?-'
Among all bus passengers just over a quarter (26 per cent) disagreed that the
bus service in Oxford was value for money. Types of passengers who expressed
higher dissatisfaction were:

e non-smartcard users: 33 per cent
e medium-frequency bus users: 34 per cent
e non-working passengers: 32 per cent.
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5.6 Non-smartcard users

Although non-smartcard users had good awareness of smartcards (63 per cent
were aware), likely future take-up was limited. Only one in 10 were ‘almost
certain’ or ‘very likely’ to get a card.

The following brief description of the smartcard was used to ensure passengers
were clear about the smartcard concept:

The SmartZone ticket can be loaded onto the smartcard such as The Key or
Stagecoachsmart. You pay upfront for the ticket and it is loaded onto the
smartcard and provides you with unlimited travel in the Oxford SmartZone area
for a week, a month or a year.

Of those non-smartcard users who were not aware of smartcards, a small
proportion (26 per cent) used Oxford Bus Company in comparison to Stagecoach
passengers (39 per cent); suggesting local awareness of smartcards is relatively
high.

Table 21: awareness of smartcard

Heavy bus user  (25%)
Medium bus user (30%)
Light bus user (52%) Not

/ Aware

The Oxford Bus Co passenger (26%)
Stagecoach (39%)

Q: Are you aware of the Smartcard bus ticket? These are called the Key or the

StagecoachSmart and are a plastic credit card sized ticket that you touch on a pad when

entering a bus? & E
Base: All non Smartcard users: 526 assengerfocus (| bdre continental ©

In most instances the infrequency of using the bus service was the main reason
for those without a smartcard to be likely to get one. The reasons given
(unprompted) for unlikely take-up of a card are shown below.

Would not use it enough 55%
Don't use the bus enough 21%
Is too expensive/not value for money 8%
Prefer to pay as you go 8%
Happy with existing bus ticket 6%
Periods of time covered by ticket 2%
Have a concessionary ticket 2%
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Not a resident in the area 2%

Other 5%

Non-users were asked if they had ever previously owned a smartcard for use on
bus services in Oxford; 16 per cent were past users. The reason why they had
stopped using their cards was mainly insufficient use of the card, and changes in
lifestyle, for example changing jobs or stopping studying. The following is a full list
of reasons.

Did not use it enough 28%
Expensive/not value for money 13%
Did not use bus enough 12%
Stopped working/studying 11%
Changed how travel on buses 10%
Too much hassle to top up 8%
Mainly use concessionary pass 4%
Prefer pay as | go 4%
Happy with existing bus ticket 2%
Did not cover specific area 2%
Not a resident in the area/moving 2%
Do not like paying money up front 2%
Kept losing it/stolen 1%
Length of time covered on ticket 1%
Other 12%

5.7 Smartcard enhancements
The survey also explored passengers’ reactions to possible enhancements to the
smartcard. The two ideas explored were:

e A smartcard for travel on buses throughout the whole of Oxfordshire

e A smartcard for travel on trains as well as buses in Oxfordshire.

The table below shows how smartcard users, non-users and passengers who use
the train once a month or more in the Oxford area felt about these ideas.

Overall passengers were receptive to both ideas, although the latter seems a little
more likely to attract new users. Current smartcard users were keen on both
propositions which may be explained by this group being heavier bus and public
transport users generally. Similarly, once passengers start using smartcards they
may be more open to increasing the transport option uses of their smartcard.
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Train users were also keen on having smartcards on buses and, as expected,
were the most in favour of multi-modal smartcards.

Table 22: interest in smartcard enhancements

“I would like to be able to use a Smartcard for travel

on buses throughout the whole of Oxfordshire.”

= Agree strongly = Agree slightly ® Neither/ nor = Disagree = Not sure

Non user

“l would like to be able to use a Smartcard for

)

S
l

B3

travelling on trains as well as buses in Oxfordshire.”

Base: All 1,052 Passcngt‘f_fQC_yii I bdrc continental *

)
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B: Questionnaire

Serial No: (1-5)
Card: 01 (6-7)

Job number: 20230 Smartcard Ticketing Research

Date: / / Time (use 24 hour clock) ....ooviii

Interviewer name: No:

Respondent Name:

Address:

Post code:

Tel No:

Accompanied by: (PLEASE PRINT)

Signature of supervisor

Signature of interviewer

INTRODUCTION:
Hello, my name is ....... and I'm from the market research agency Perspective Research. We are
carrying out a short survey about transport services in Oxford. May | ask you a few questions?

IF NECESSARY
The survey is being carried out for Passenger Focus, which is the official independent
Watchdog representing the views of bus passengers.

IF RESPONDENT TOO BUSY TO DO SURVEY
That is fine if you don't have time now. We would still really like to speak to you and if you are
agreeable carry out the survey with you over the phone at a time convenient to you?

IF YES
Can | just quickly check. Do you travel at least once a month by bus in the Oxford area
covered on this map?

IF YES
HAND CONTACT SHEET TO RESPONDENT AND ASK THEM TO FILL IN THEIR NAME,
TELEPHONE NUMBER, TIME OF DAY TO CALL, AND TYPE OF BUS TICKET USED.
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Q1 Firstly how often do you use buses in Oxford or Oxfordshire? READ OUT
(8
5 0F MOIE AAYS @ WEEK ......iiieiiiiiei e e ettt e e e et e e e s e st e e e e e e s et e e e e e e s snnnnrneneeeeeeanns 1
...................................................................................................................................... Goto Q2
210 4 dAYS @ WEEK ....eeeiieiiee ittt 2
...................................................................................................................................... Goto Q2
ADOUL ONCE 8 WEEK ... .ttt e e ettt e e e e e e s abe e e e e e e e e e snntreaeeeaens 3
...................................................................................................................................... Goto Q2
TwO Or three times @ MONTN .........oiiii e 4
...................................................................................................................................... Goto Q2
ADOUL ONCE @ MONTN ....eiiiii e e et 5
...................................................................................................................................... Go to Q2
[0S0 ) 1 (=1 o F PSPPI 6
.......................................................................................................................................... close
Never USE BUSES iN OXFOIT ......coiuiiiiiiiiiee sttt e et e e et e e e sreeeeeans 7
.......................................................................................................................................... close
N[0T ST =SSP 8
.......................................................................................................................................... close
Q2 And what type of ticket do you usually use when travelling on buses in the Oxford or
Oxfordshire? SHOWCARD A
9
Free concessionary pass and you never have to buy a bus ticket ..............ccocccnns 1
.......................................................................................................................................... close
Free concessionary pass but you sometimes also have to buy a ticket.............cccccccoeenie 2
...................................................................................................................................... Goto Q3
Paid fOr DUS HICKEBES ...ttt e e e e e e e e e e e e e 3
...................................................................................................................................... Goto Q3
Other tyPE OF tICKEL ..vveiiiee i e e e s r e e e e e s s nnraneeeaeeeaanns 4
...................................................................................................................................... Goto Q3
Q3 What format is the bus ticket you usually buy? READ OUT
(10)
=T 01T S TP PP PPPPPPPPPP 1
Smartcard (plastic credit Card SIZEd)..........eii i 2
M-ticket (stored on MODbIIE AEVICE) ........couii i 3
CHECK QUOTA:
ADD RESPONDENT TO EITHER THE SMARTCARD QUOTA OR OTHER TYPE OF TICKET
QUOTA
Q4 RECORD GENDER (CHECK QUOTAS)
(11)
1= TP 1
=TT PSP OTPPPURRP 2
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Q5 And what period do you usually buy a ticket to cover? SHOWCARD B
(12)
1 SINGIE JOUINEY ONIY oo e e e e s e e e e e e e e e enn e ee e e e e e e e e nnnneees 1
...................................................................................................................................... Go to Q7
1 retUrN JOUMNEY ONIY ..ottt e ettt e e e e e s a bt e e e e e e e e e aannbeeeeeaeeeeannnneees 2
...................................................................................................................................... Goto Q7
LAY ONIY ..ot h e e e bt e ettt e e s b e e e s br e e e e arreeeeaa 3
...................................................................................................................................... Go to Q6
A TEW JAYS .otttk b e b e b e e b e e e are e e nees 4
...................................................................................................................................... Go to Q6
L VWK ettt ettt e et e e ettt e e ekttt e e e b bt e e e et et e e e e baeeeeatreeeeanraeeeean 5
...................................................................................................................................... Go to Q6
ZWEEKS ...ttt ettt e e e e e b r e e e et e e e e e e e e e et e e e s e b e eaeeeeas 6
...................................................................................................................................... Go to Q6
L3 WEEKS/ TEIMMN ...ttt e e e e e bbbt e e e e e s e bbb e e e e e e e e e e annneees 7
...................................................................................................................................... Go to Q6
T WA e 8
...................................................................................................................................... Go to Q6
ANY B AAYS oot 9
...................................................................................................................................... Go to Q6
(13)

D2 ] o L TP UPPOTPPPRTPRR 0
...................................................................................................................................... Go to Q6
L@ T g (] o T= ol ) TR PP 1
...................................................................................................................................... Go to Q6

Q6 Does the bus ticket you usually use cover only the zone around Oxford, or does it cover other

areas or routes as shown on this card? SHOWCARD C (CODE ALL THAT APPLY)

(14)
The central zone Of OXFOrd ONIY ......cviiii i rare e 1
The Airline (Heathrow/GatwiCK @irPOItS) ........cuvveeeeiiiiiiieiieeeesiiitiieeeee e e e e sssinreeree e e e e snnrnnneeees 2
F N (=] 01U ] VA= (Y- USRS 3
T T o] 010 VA= 1 =T SRR 4
T[T =T (T = (=T P 5
London route (OXford TUBE/X90) ......coiuriiiiiiiiiie i 6
SoUth OXFOrdSNIre ZOMNE ... e e e re e e e e e 7
=T = L [0 [ = 4o [T 8
L 1 1= 9

(15)
(30T B (10 1 PP OTPPPRTPRP 0
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Q7 What do you use buses in the Oxford area for? SHOWCARD D

IF MORE THAN ONE REASON
Which one of these do you mainly use the bus for?

All reasons Main reason (one answer)
(16) (a7)

Park and Ride 1 1
Travelling to/from work 2 2
[Travelling to/from school/college 3 3
Shopping trips 4 4
Visit friends or relatives 5 5
Hospital/dentist/other personal 6 6
business

Other leisure trips 7
Other (specify) 8 8

Q8 Which bus company or companies do you usually use nowadays in Oxford? SHOWCARD E
(CODE ALL THAT APPLY)

IF MORE THAN ONE MENTIONED
And which of these bus operators do you use the most? (CAN BE MULTICODED)

Use nowadays Use Most (one answer)
(18) (19)
The Oxford Bus Company 1 1
Stagecoach 2 2
Thames Travel 3 3
Brookesbus 4 4
Arriva 5 5
Heyfordian 6 6
Other (specify) 7 7
Not sure 8 8
Q9 And what is the number or numbers of the bus services you usually use? WRITE IN THE
BUS ROUTE NUMBER OF THE SERVICE(S) USED
(20)
WRITE IN NUMBER ...t e e ettt s e e e e e et e et e s e e e s e seaab s eeeaaeaenes 1
WRITE IN NUMBER ...t ettt e e e e et e e e e e e e e e et s e e eaaeaeens 2
WRITE IN NUMBER ...t e et e e e e e e et et e s e e e s e eeaaba s eeeeeeeenes 3
WRITE IN NUMBER ... ettt e e e e e e e e e e e e e e e e aa e e eeaaeaanns 4
WRITE IN NUMBER ...ttt e et s e e e e e e et e s e e s s e e eaaba e eeeeeeenns 5
WRITE IN NUMBER ...t ettt ettt e e e e e e e e e e e e e e ee e e e e eaaeaenns 6
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Q10  For how long have you been using bus services in the Oxford area? READ OUT IF

NECESSARY

(21)
[ TS G 4T 11 FS S PP RRPT 1
B MONTNS 10 1 YEAT ...eeeeiiiee ettt et e e e e e et e e e e e e e e aanbbeeeeaaeeesannrbneeaaaaeaann 2
R (oY =T 1 £ PP 3
SO 5 YBAIS oottt e e e s 4
B 10 L0 YEBAIS ..ottt e e e e r e e e e e 5
L1 H0 20 YEAIS ...ueitieeieeee ettt e et e e e e s 6
L@ T g O =T 16 T PP UUPPPTPPT 7
NOE SUIE ..t 8

Q11  Overall how satisfied are you with the bus service in Oxford? SHOWCARD F

(22)
VEIY SALISTIEA. ...ttt e e e e e e e e s bbb e e e e e e e e annbeaeeeae s 1
FAIMY SAUISTIEA ...ttt e e e e e e r e e e e e e 2
Neither satisfied Nor diSSatiSfied ............oooii i 3
L= 1 VA ST LS 1o SRR 4
VEry diSSALISTIEA .....ccoi i e e 5
NOE SUIE i 6

Q12 Do you agree or disagree that the bus service in Oxford provides good value for money?

SHOWCARD G
(23)

F e =TT 0] o | Y/ S 1
o =TT [T o] 1 2SS 2
Neither agree NOI AISAGIEE ......viieii i e e e e e e e e e s e e e e e s st ae e e e e e e e e annneees 3
(DT ET=To =TS IR o 1) SRR 4
(D ET=To [ =TC IR 1 (o] oV | YRR 5
AL 0] RSB PP 6

Q13 Inthelast 1 to 2 years what changes have you noticed to the bus services operating in the
Oxford area? DO NOT PROMPT (CODE ALL THAT APPLY)

(24)
BUSES @re MOIE fTEQUENL......eeeiiee e i et ee e e e s e e e e e e s e e e e e e e snnbeee e e e e e e e e nnnnenes 1
You can use more than one bus company services with the same ticket.............cccceeee.. 2
TREIE @re MOIE DUSES ... ittt e st e e e nbe e e e eneee 3
They have introduced MOre tICKELS .....coiiceiiieiiee e a e e e e e 4
The routes are MOore [0GICAl ..........coiuiiiiiiii e 5
Some bus NUMbErs have ChaNGEd ...........oooi i e 6
There are t00 MAaNY DUSES ........viiiiiiii e 7
Buses have reduced traffic CONGESHON ...........eiiiiiiiiiiii e 8
It's now easier to understand which bus to catCh ... 9

(25)
Buses are now better value for MONEY ..........occvuiiiiiee i e ee e 0
(@1 1T €] 0 1= To31 1Y) SRR 1
............................................................................................................................................. 2
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Q14  Are you aware of the Oxford SmartZone on the bus network in Oxford?

Q15 In which of these ways have you heard about the Oxford SmartZone on the bus network?

SHOWCARD H

27)
Friends colleagues told Me abOUL it .........ooooiiiiiiii e 1
INFOrMALION ON DUSES......eeeeeei ettt ettt e e e e e e be e e e e e e e annreeeeeaens 2
INFOrMALiON @t DUS STOPS ...eeiiiie ettt ettt e e e e et e e e e e e e e annrneeeeaens 3
Information at DEDENNAMS ... e 4
R0 (] £ PP PP PPPPPPPP 5
[0 T= V1= PSP OTPRPTRRP 6
(D1 (=Tt g - U PSP OTPPPUPRP 7
LI L = Lo o T PSSP 8
Local NeWSPAPEIS/MAGAZINES........cccuuvriieiee et e ettt e e e e e s st e e e e e s s ss b tr e e e e e e s s snntaaeeeeeeesaaanneees 9

(28)
o 1= PP RRPT 0
INEEINET ., 1
AN S PO T A DD e 2
OLNET (SPECITY) et eieteee ettt ettt e s bt e e st e e e aabe e e e e annneeas 3
[0 BT U £ S PP PP PPPPPPPPP 4

Q16 IF NOT AWARE OF SMARTZONE AT Q14 OTHERS GO TO Q17
The Oxford SmartZone means that you can make your outward journeys using one bus
company and your return journey using a different bus company using the same ticket loaded
on a smartcard.

Are you aware of SmartZone on the bus network in Oxford?

Q17 ASK ALL AWARE OF SMARTZONE OTHERS GO TO Q20
Since the introduction of SmartZone in the Oxford area, do you think the bus service has
become.... READ OUT

(30)
F AN [0 A 1= 1 (= 1
F AN L1 ST 1= 1 (= 2
(Y E= Yo (SN oo 11T (=T o < 3
F AN L1 (ST 0] £ TR 4
YN o) ARV 0] £T =TT 5
[ o ST U= 6
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Q18  Looking at this card could you tell me which of these Oxford bus service initiatives you are

aware of? SHOWCARD i

Yes No Not sure
You can use buses operated by | (31)
different companies with the 1 2 3
same ticket
Some bus timetables have (32) 1 2 3
changed
'The routes of some buses have (33) 1 2 3
changed
There are now more ways you (34) 1 2 3
can purchase a bus ticket
'The choice of bus ticket typesis | (35) 1 2 3
greater

29
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Q19 Here are comments some people have made about the Oxford bus service since changes
have been introduced. For each could you tell me if you agree or disagree? SHOWCARD J
(ROTATE LIST)

Agree Agree Neither/ Disagree Disagree Not sure

strongly slightly Nor slightly strongly
The buses are now more (36)
frequent 1 2 3 4 5 6
The bus timetables of the (37)
different operators now work 1 2 3 4 5 6
more logically together
SmartZone ticketing products | (38) 1 2 3 4 5 6
can save people money
The choice of ticket typesis | (39) 1 2 3 4 5 6
better
SmartZone has improved the | (40)
overall efficiency of the bus 1 2 3 4 5 6
service in Oxford
Bus congestion in the city (41) 1 5 3 4 5 6
centre has reduced
The bus route numbers are (42) 1 5 3 4 5 6
easier to understand
Being able to use the same (43)
ticket with d|fferen_t bus. 1 5 3 4 5 6
operator services is a big
improvement
| use different operators now | (44)
when before | only used to 1 2 3 4 5 6
use one
| find it confusing to know (45)
which buses | can use my 1 2 3 4 5 6
ticket on
SmartZone has made buses | (46) 1 2 3 4 5 6
worse value for money

Q20 SMARTCARD USER SECTION - CHECK Q3 CODE 2 NON USERS GO TO Q37
You mentioned you use a smartcard bus ticket? Which one do you have.. SHOWCARD K
(CODE ALL THAT APPLY)

Stagecoachsmart
Thames Travel - The Key
The Oxford Bus Company - The Key
Brookes Bus - The Key

Other specify
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Q21  What were your main reasons for getting a smartcard bus ticket? DO NOT PROMPT (CODE

ALL THAT APPLY)

(48)
Better Value fOr MONEY .........oeiiiiiiiee ettt e e e e e e e e e e anneeee 1
Can use different DUS OPerators. ... ..o 2
Better than USING CASH ........eeiii e e e e 3
EASY 10 USE/CONVENIENT .....citiiiiiitiiie ittt e st e e s e e s b e e e s anbeeee e 4
Covers a Wide geographiC @IrEa ........cccuiuiiii ittt 5
Offered a free trial / discounted SMArCArd............ccueeiiiiiiiiiiiiiiie e 6
Friends recommended it/had ONE ............cooiiiiiiiiie e 7
Others can USE the Card t00.........cvi i 8
DON't IKE USING thE Car......eviiieiiee et e e e e et e e e e e e e e sanneees 9

(49)
Parking is eXpensive iN OXFOId ...........uviiiiieiiiiiiice e e e e e e e e e ennneees 0
(@1 1T €] 0 1= Tod1 1Y) SR PPRRRR 1

Q22  Does your smartcard allow you to use different bus operator's services or can you only use
one bus company with your smartcard?

Q23 ASKIF SMARTCARD CAN ONLY BE USED ON ONE OPERATOR OTHERS GO TO Q24
Why do you have a smartcard that can only be used with one bus operator rather than one
that can be used with different bus companies in Oxford? DO NOT PROMPT (CODE ALL

THAT APPLY)

(51)
[E'S CRBAPET ...ttt e e e e e e bbbttt e e e e e s ab b be e e e e e e e e ennbereaaaeas 1
It's the only company that operates on the route | USE ..........coooiiiiiiiiiiiiiiiiiie e 2
| use this bus company the MOSL .........oooiiiie e 3
Not aware you could get a multi-operator SMartCard............ccceeoruerrerrirereiieeiee e 4
OLNET (SPECITY) .ttt ettt st e e st e e s b et e e sabn e e e e nnneeas 5
NOE SUIE .. e 6

Q24  When did you first obtain a smartcard to use on the Oxford bus network? READ OUT IF

NECESSARY

(52)
INthE 1aST 3 MONTNS ... ...t a e e e aeee e s 1
T (o I G 410 ] 011 FS3X= To o 1 PP RUPT R PPRRRP 2
6 MONTNS 10 1L YEAI Q0O .oeeeiceeeieiie e e e e cce e e e e e s st e e e e e s s st e e e e e e e s s snabaeeeeaeessasnnnbneeeeaeenanns 3
O (o T V=T L= =T [ o PP UUP PSP 4
[ g o= (g F T AT UG- o o J RS 5
NOE SUIE i e 6
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Q25  What type of ticket did you use before you changed to a smartcard? IF MORE THAN ONE
MENTIONED ASK FOR THE ONE MAINLY USED (SINGLE CODE) SHOWCARD L

(53)
Concessionary or free ticket e.g. free pass for elderly, disabled etc ..........cccccoviiiiiienneenn. 1
Standard single or return paper tiCKEt ... 2
ONe day PAPer tICKEL ... et a e e e e e 3
Travelcard (not a smartcard) for use on different buses............ccccoiiiii 4
ONE WEEK trAVEICAIT ......oo ittt e e e ettt e e e e e e s nbbbeeeaaaaeaanns 5
m-ticket displayed on mobile or printed at NOME .........oeeiiiiiiiiii e 6
Other season ticket (NOt @ SMArtCArd) .......cccoviiiiiiiiieie e e e e 7
Other tICKEt (SPECITY) weviieiiiiiiiiei e s e e e e e s st r e e e e e s e nnraneeaeeeeaanns 8

Q26  How did you apply for your smartcard bus ticket? SHOWCARD M

(54)
13V 01 11 A PP P PP PPPPPPPPPP 1
OVEr the tEIEPNONE..... ..o e e e e e e ee e e e e e 2
Online via bus cOMPaNY WEDSITE ... e e e 3
Bought in person at tourist OffiCe ..........ueiiiiiiiii e 4
Bought in person from bUS COMPANY .....ccviiiiiiiiiiiiiiiee e e e e s e e e e e annnnes 5
Bought in shop (€.9. DEDENNAMS) .......uuiiiiiiiii e 6
RVAY 0T Qo] (0o 1= | AR 7
L@ 1 0= TSRO PP R PRP PRSPPI 8

Q27  Since having a smartcard bus ticket as opposed to some other type of ticket would you say
you use buses in the Oxford area...

(55)
More than you did BEfOrE .........eeei oo 1
ADOUL thE SAME AMOUNT.......eiiiiiiiie it e et e e e e et e e e e nbeee e eneee 2
Less than You did DEfOre........eevei i 3
Only started using buses since introduction of smartcard..........ccccceovvciiiiieiee e, 4
LN L0 R U ST PST 5

Q28 IF USE MORE AT Q27 ASK Q28 OTHERS GO TO Q29
What types of extra journeys are you now making as a result of having a smartcard for the
Oxford bus network? SHOWCARD N (CODE ALL THAT APPLY)

(56)
GOING OUL IN thE BVENING ...ttt e s e e e e e e e e e e e e e e e s snnnnrrnneeeeeeeanns 1
(= 14 =TT I o P UPPOTPPPRURRP 2
TPAVEL 10 WOTK. ..ttt e et e e e e e e e st e e e e e e e e ennbreeeeeaeas 3
TrAVEI 10 CORGE ...t e e e 4
5] gTe] o] o1 o o [ PP PP P PP PPTPPPPP 5
Doctor/dentist/ Personal DUSINESS...........iii ittt 6
RV 10 1= [0 R PRSP 7
(@1 [T €] 0 1= Tod 1 1Y) SRR 8
L0 U PP PP PP PPPPPPPPPP 9

Q29 How do you usually top up your bus smartcard? READ OUT IF NECESSARY

(57)
(0511191 TP PUT T RPPPTPPRRTT 1
IN PEISON IN trAVE] SNOP ....eiiiiie et e e e e e nrnaeeeaeas 2
IN Person at DEDENNAMIS.....cci i e e e e e nrn e eeeens 3
Ta I o T=Ta Yo ] T 0] 1 =Y ] oo o SR 4
T T=T=T0 o 10 o TN 01U 1SR 5
OVEr the tEIEPRNONE.....ceiie e e e e e e e s s b e e e e e e e e anns 6
L@ 1T PP OTPPPR 7
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Q30 Do you ever lend your smartcard to others to use? IF YES Who do you lend it to? READ OUT
IF NECESSARY (CODE ALL THAT APPLY)
(58)
Yool U Y=Y o= 41 1= TP PUPT RO PPTPPRRTP 1
== 0| S PP PPPPPPPPPP 2
Yo o7 Lo =10 o | 1= G PR PPPRRTR 3
T 0 L=t LS IS] (] PP RUTT 4
OtNEI TRIALIVE ...ttt e oottt e e e e e e s e aab e e e e e e e e e e nnnrbeeeaaaaeaanns 5
FriENd/COIEAGUE. ...ttt e e st e e s nnb e e e s arbeeeeaas 6
LAY 0T o] 1= = Vo T PRSP 7
L@ 1T PRSPPI 8
[N [ (o3 To) 1 [=] oo I do e 1 o T= £~ PSR OTPPRRRRP 9
Q31  Overall how satisfied are you with the following aspects of using the smartcard? ROTATE
LIST ORDER SHOWCARD O
Very Fairly Neither Fairly Very Not sure
satisfied satisfied |satisfied nor | dissatisfied | dissatisfied
dissatisfied
The ease of applying for |(59)
a bus smartcard when 1 2 3 4 5 6
lyou got it
The ease of topping up [(60) 1 2 3 4 5 6
your bus smartcard
The ease of using the (61) 1 2 3 4 5 6
smartcard on the bus
The fare prices charged |(62) 1 2 3 4 5 6
to smartcard users
The help available if you [(63) 1 2 3 4 5 6
have a query or problem
The periods of time or (64)
number of journeys you 1 2 3 4 5 6
can purchase on your
smartcard
The additional zones you | (65)
can include on the 1 2 3 4 5 6
smartcard
The length of time taken |(66)
to collect the product if 1 2 3 4 5 6
you ordered online
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Q32  Have you ever had a problem or query with your smartcard that you have needed to contact
the bus operator about?

Q33 IF EXPERIENCED PROBLEM ASK Q33 OTHERS GO TO Q36
And what was the nature of your problems or queries? READ OUT IF NECESSARY (CODE

ALL THAT APPLY)

(68)
Incorrect ticket loaded onto smartcard.............cccoooiiiiii 1
Problem topping UP SMACArd............uvviivee e s e e e e s e e e e s s snbrae e e e e e e s nnnneees 2
ot g (=Tt =TI o] = 1 o[RS 3
[0 1S B ¢ F= g (o= T o PSP OTPPPUPRP 4
Smartcard would not work on toUCh POINt...........ccuuiiiiree e 5
(@1 1T €] 0 1= Tod 1 Y/ SR RERR 6

Q34  Who did you contact? CODE ALL THAT APPLY SHOWCARD P

(69)
Telephoned main SWItChBOAId ............cooiiiiiiiiii e 1
TelephoNed CUSTOMET SEIVICES .....uuuiiiieeiiiiiiieiee e e e e s ettt e e e e e e s st e e e e e e e s sstn e e eeaeeeesnnnrenaeeeeas 2
Telephoned number provided 0N SMACArd...........ccvvviiieeeiiiiiiie e e 3
Telephoned another NUMDBEr (SPECITY) ....cuvuiiiiiii e 4
SPOKE 10 BUS AFIVET .. e e e e e e e s e eeaeeeeeanns 5
Called in at bus company OffiCES ........coiuiiiiii e 6
Sent email Via WEDSITE ..o a e e 7
OLNET (SPECITY) ..t eieteee ettt bt e e st e e st bt e e st e e e e aabae e e e annneeas 8

Q35 How satisfied were you with the way your problem or query was sorted? If you have had
several queries or problems please rate how these were handled overall. SHOWCARD Q

(70)
RV =T VA=Y= 1115 11T S 1
FAIMY SALISTIEA ...ttt e e e e e e e e e e e e nnneeee 2
Neither satisfied Nor disSatisSfied ............cooi i 3
Fairly diSSALISTIEU. ...ttt 4
VErY diSSALISTIEU ..o 5
[0 YU £ PP PPPPPPPPPP 6

Q36  Overall how satisfied are you with your smartcard bus ticket? SHOWCARD Q

(71)
VEIY SALISTIEA. ...ttt e e e e e e s e e e e e e e e annreaeeea s 1
FAIMY SALISTIEA ...ttt e e e e e e e e e e e e e e nnneeee 2
Neither satisfied Nor disSatisSfied ............coooi e 3
Fairly diSSALISTIEU. ......couiieeeiiie e 4
VErY diSSALISTIEU ....cei it 5
AL 0] RSB PP 6
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Q37 NON SMARTCARD USER SECTION - CHECK Q3 CODES 1 OR 3 USERS GO TO Q44
Are you aware of the smartcard bus ticket? These are called The Key or the
Stagecoachsmart and are a plastic credit card sized ticket that you touch on a pad when
entering the bus.

(72)
N TSI V= T (=TT 1
N (o3 (] A= \1LTZ= U (= 2
[N o ST U =N 3

Q38 The SmartZone ticket can be loaded onto the smartcard such as The Key or Stagecoach
smart. You pay up-front for the ticket and it is loaded onto the smartcard and provides you
with unlimited travel in the Oxford SmartZone area for either 1 week, a month or year. How
likely are you to get a SmartZone ticket in the future? SHOWCARD R

(73)
Y o 1S A eT=T =1 1 (o TP 1
VEIY TIKEIY ..ttt oottt e e e e e e e bbbttt e e e e e e s nnb e e e e e e e e e annnrnaeaeaens 2
QUILE TIKEIY ettt et e e e ettt e e e e e e s nab e e e e e e e e e e nnnrbeeeaaaeeaanns 3
N[0 LAY =T Y11= P ESR 4
N o L= L= 1 N 1 =] Y2 R 5
Y =T= (o | 4 T= 1Y Yo 1= TSP 6
AL RSB PP 7

Q39 IF NOT LIKELY
Why are you not likely to get a smartcard bus ticket in the future? DO NOT PROMPT (CODE

ALL THAT APPLY)

(74)
Applying for one is t00 MUCh haSSIE ..o 1
Is too expensive/not represent value for MONEY ........cc.evvvivieee i 2
e =] (=T (0T o= | VA= (N I [ SRR 3
Do not like paying directly out of bank aCCoUNt .............ccccviiiiiee i 4
Too complex/ don't UNAErSTANG Mt..........oooueiiiiiiiiie e 5
Does not cover a particular area/bus SEIrVICE...........cooiiiiiiiiiiiic e 6
The periods of time covered by the ticket are not suitable ..........ccccccooiiii, 7
Would NOt USE It ENOUGN .....eiiiiiiiie et 8
WOoUId [0S 1t/ QL STOIEN ... e 9

(75)
Don't use the bus enough/ never know when | will use the bus .........ccccceeeviiii s 0
Happy with regular BUS tICKEL ... e 1
Other rEaSON (SPECITY) .uiiiiiiiiiciiii ettt e e s e e e e e e s e r e e e e e s sansnrreneaeaeeaanns 2
AL RSB PP 3

Q40 Have you ever had a smartcard for use on buses in the Oxford area?

(76)
Y S e 1
.................................................................................................................................... Go to Q41
N[ PP PP P PP PPPT PPN 2
.................................................................................................................................... Goto Q42
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Q41 IF YES OTHERS GO TO Q42
Why did you stop using your bus smartcard? (CODE ALL THAT APPLY)

(77)
T0O MUCH hASSIE 10 tOP UP ..ot e e e e e e e e e e e s 1
Expensive/nNot value for MONEY ............eiiiiii e e 2
Don't like paying Money UpP frONt....... ... e 3
Prefer t0 PAY @S | GO ... uu ittt e e 4
Did not like paying directly out of bank acCoUNt..............ccoiiiiiiiiiiii e 5
Too complex/ did NOt UNAEISTANG Tt.........cuuiieiiiiie e 6
Does not cover a particular area/bus SEIVICE. ........iiieeiiiciiiiieee e 7
The length of time covered by the ticket was not suitable .............ccccooiiie e, 8
Have changed how | travel ON DUSES.........cooiiiiiiiiiie e 9

(78)
[T I T L AU LY A =T T 10 o | SRR 0
(=T o] B (o 1= [ To 1 7o To | 48] (] =T o I SRR 1
Don't use the bus enough/ never know when | will use the bus ..........ccccccoviiiiiienn, 2
Happy With regular DUS tICKET..........coiiiiiiie i 3
Other reasON (SPECITY) ... .ueiieiiiiie ittt e e e e snnee s 4
[0 YU £ SO PP PPPPPPPP 5

Q42  Does anyone else in your household have a smartcard that can be used on the Oxford bus
network? IF YES Who? (CODE ALL THAT APPLY)

(79)
Yool U Y=Y o= 41 1= TP PUTT T TOPPTPPRRTT 1
PArENT....ceeieeee e 2
YooY Lo =10 o | 1= G PP RUT RO PPPRRRR 3
BIOTNEITSISTEN ...ttt e st e et e e et e e aarb e e e 4
L@ 1T TP PP TPTPPP PP 5
NO ONE .t s s e e e e sh et e e s st et e e s en et e e e nr e e e e e e ee e 6

Q43 Do you ever borrow anyone else's smartcard to travel on the Oxford bus network?

(80)
YES FEQUIATTY ...ttt e e e e e e bbb e e e e e e e e s nbbeaeeeaeas 1
Y BS SOMELIMIES ...ttt etttk s ettt e et e e s bt e e e ab b e e e s st b e e e e enbr e e e e e 2
YES BUL ONIY FAIEIY ... e et e e e e e e enareeeeeae s 3
NO BV ..t e e et e e e e e e s e et e e e s e e e e e e e e 4
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Q44  ALL TO ANSWER
How much do you agree with ... SHOWCARD S
card: 02 (6-7)
Agree Agree Neither Disagree Disagree Not sure
strongly slightly Agree nor slightly strongly
disagree
| would like to be able to |2(8)
use a smartcard for
travel on buses 1 2 3 4 5 6
throughout the whole of
Oxfordshire
| would like to be able to | (9)
use a smartcard for
travelling on trains as 1 2 3 4 5 6
well as buses in
Oxfordshire

These next few questions are just to ensure we interview a good cross section of people.

Q45  To ensure we interview a wide cross section of people which one of the following age groups
do you fall into? SHOWCARD T (CHECK QUOTAS)
(10)
R TSP OUPPRURRR 1
L L TSRO PROUPRR 2
BT 7 PRSPPSO 3
B4 ettt e e b et e e bttt e e e bt e e e be e e e e anae e e e nnnaeeas 4
QBB e ettt e et e bt e e et ae e e e b ae e e e nnbre e e e e 5
L R L PP PTPPPR 6
L5104 O PP OTPPPP 7
40 PP OTPRPP 8
RETUSEA ...ttt ettt e e sh bt e e e sh b e e e s atbe e e e e abbe e e e e atbeeeeanrbeeaean 9
Q46  Areyou....
(11)

Working full time (30+ hoUrS @ WEEK) .....coiceiiieiiiee et e e e e nrnaee e e 1
Working part time (UNAer 30 NOUIS) ...vviiee ittt e et e e e et en e e e e e nnrnraeeeees 2
NOt WOrKing/SEEKING WOTK ......eevieeiiiiiiiiiiii s et e e st r e e e s e st e e e e e e e et ae e e e e e e s e ennneees 3
L= 1] £ o PSP OTPPPRTRRP 4
FUITIME STUABNT .....eeiiiee e e e e e e e st e e e e e e e s st beae e e e e e e e e nnneees 5
L1 = PP PUP PSRRI 6
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Q47  Which of the following best describes the occupation of the Chief Wage Earner in your
household? SHOWCARD U

(12)
Professional/Senior Managerial .............cooii i 1
Y ITo o T =T g = To [T = PP URRT 2
Junior Managerial/CleriCal/ SUPEIVISOIY .........ouii it aa e 3
Skilled Manual (professional qualifications/served an apprenticeship) ..........ccccccoicveennnne. 4
Unskilled Manual (no qualifications/not served an apprenticeship) .........cccocveveiiiiieeiniienn. 5
FUITIME STUBNT .....eeiiieee ettt e e e e e st e e e e e s e s st ee e e e e e e e e nnneees 6
[R3= 1] (T o PP OTPPPRUPRP 7
Unemployed/DEtWEEN JODS.......ccii i 8
HOoUSeWIfe/NOUSENUSDAN. ..........c.uiiiiiie e srreee e 9

(13)
(@1 1= €] 0 1= To3 1 1Y) SRR 0

Q48  What is your home postcode? This will be used for research purposes only. WRITE IN

(14)

............................................................................................................................................. 1
Q49 Have you used any of these in the last 12 months..... (CODE ALL THAT APPLY)

SHOWCARD V

(15)
AN Oyster Card iN LONAON .......ooiiiiiiiiiei ettt ettt e e e e et e e e e e e e e s abeaeeeeeas 1
Another transport company's SMArtCard ............coveeiiiiiiiiiieeee e e e 2
A contactless credit or debit card used to purchase small items. Also known
AS 'WAVE AN PAY .. ueeteeeiieeee ittt e e e e e e st e e ee e et s st taeeeaaeessaastateeeeeeesaaasraaeeeaeeeaannnnrrrraaeeeaans 3
Other type of smartcard e.g. gym card (SPECITY) .....uuriiiiiieiiiiiieie e 4
N[ T (o) AU Y=o - 0 Y2 RS 5
LA L0} BB PP 6

Q50  Which of these types of transport do you use at least once a month or more to get around the
Oxford area? READ OUT AND CODE ALL THAT APPLY

(16)
Yo T 1 F= LYo 10 o [ 1= P 1
F SR o= L o 1= LT o o =T PR 2
N o113 o = SRR 3
LI L= 1 I PSRRI 4
NONE OF TNESE ...t e e e et e e e e e e e st b ee e e e e e e e e nnneees 5

Q51 Do you have a disability or long term iliness related to the following? SHOWCARD W

(CODE ALL THAT APPLY)

a7
AN L0 T o PP 1
o] o111 YU SPOTPPPURRP 2
WHREEICNAIT USEI ...ttt et e e e ettt e e e e e e s nne e e e e e e e e e snnreneeeaens 3
[ (=TT 0o [P UPPP O PP PP TOPPPPPPUPRP 4
EWESIGNT et e e e et e et a e 5
SPEECH IMPAIMMIENT ..ottt e et b et e e abn e e e anneeas 6
Learning diffICUILIES ........oeiiiiieee et e s e e e e e 7
(@1 = S PRSPPI 8
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To help us further understand the transport needs of people we would like to interview bus
passengers further on this subject. This further interview would either be carried out over the
telephone or in person at a time suitable to you. The interview would be take around 1 hour
and allow you to say in your own words what your views are on transport services. As a thank
you you will be paid £30 for your help. Would you be able to help? IF YES ASK RESONDENT
TO FILL IN NAME, TELEPHONE NUMBER AND EMAIL ADDRESS BELOW.

TelePhONE NUMDET .o e e

[ = V= U0 Ko 1 =TT N

time interview ended (use 24 hour clock)

| declare that this is a true record of a face-to-face interview with the named respondent which
was carried out within the Market Research Society Code of Conduct in accordance with
instructions in the Interviewers' Manual

Name of Interviewer

Signature: DATE: [
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