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Introduction (1)

Overview of methodology

The survey has been designed to provide results that are representative of bus passenger journeys made within each area
i.e. at the level of a transport authority, or a bus rapid transit system’s services.

The sampling method is 'systematic' derived from the list of the area’s bus services and the times that they run (sourced
from ITO World Ltd which makes available the data used on Traveline). The bus service/start times selected from the
sampling process formed the start point for a three-hour shift, during which field workers made as many return trips as
possible on that selected service. They discuss the survey with the boarders of that bus service and give all passengers
the chance to participate; those wishing to do so were given a self-completion questionnaire to complete after their
journey, together with a reply-paid envelope.

Fieldwork was conducted between 23 September and 12 December 2012 (excluding the half term holiday period).
Services available for selection were those running between 6am to 10pm, seven days of the week; only school bus
services were systematically excluded. The survey was conducted among passengers aged 16 or over.

The response data were weighted in two stages. The first stage was to weight to the age and gender profile of bus
passengers within each area; as there is no available data at area level on the age/gender profile of passengers this was
estimated by recording the profile of passengers during each fieldwork shift. The second stage of weighting was at area
level to ensure that in the final data each participating area (within the survey) was represented proportionately to its total
annual journey volumes.

Passenger Focus was supported by GfK NOP Ltd in conducting the autumn 2012 survey. There is an accompanying
methodology document that provides more detail on the survey process, available at www.passengerfocus.org.uk.
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Introduction (2)

Interpreting results

Throughout the report, behavioural results are based on all survey respondents, and passengers’ opinion ratings are
based on those respondents that gave an opinion. All results are based on weighted values. In the report the numbers in
brackets shown after the question/category text are the actual numbers of passenger responses generating the answer
value shown.

For ease of use BPS data are reported rounded to whole numbers i.e. without decimal places. However, please note that
summing two rounded data values (e.g. very and fairly satisfied) can produce a total up to one percent in difference to the
true value of that sum. As an example: a very satisfied score of 45.4 per cent and fairly satisfied score of 35.3 per cent
would be stated individually as 45 per cent and 35 per cent respectively, but the sum of the rounded individual numbers is
80 per cent; the true rounded sum is 81 per cent. As the most popular summations are ‘all satisfied’ and ‘all dissatisfied’
these totals have been provided calculated on the un-rounded underlying values.

Percentages quoted at 'grouped area' level i.e. PTESs, unitary authorities or two tier authorities are the aggregate scores
achieved across all the areas surveyed in that group; please note that how much each individual area counts towards

generating the aggregate score for that area group is in proportion to the number of passenger journeys made annually in
that area.

The number of survey responses received for <<area/area/operator>> is <<number>>. The base sizes for charts and/or
any sub groups within the charts can be obtained from the BPS online analysis tool on our website
(www.passengerfocus.org.uk)

Waiver
Passenger Focus has taken care to ensure that the information contained in the BPS is correct. However, no warranty,
express or implied, is given as to its accuracy and Passenger Focus does not accept any liability for error or omission.

Passenger Focus is not responsible for how the information is used, how it is interpreted or what reliance is placed on it.
Passenger Focus does not guarantee that the information contained in BPS is fit for any particular purpose.
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Passenger profile

Age Arriva West Yorks PTE

2012 2011 2012 2011 2012 2011
16to 34 39% 38% 40% 41% 42% 40%
3510 59 29% 30% 33% 33% 33% 34%
Over 60 32% 32% 26% 26% 24% 26%

Access to private transport

Arriva West Yorks PTE
2012 2011 2012 2011 2012 2011
Easy 24% 19% 22% 28% 22% 25%
Moderate 43% 46% 40% 39% 37% 39%
Limited/None 33% 35% 38% 33% 41% 36%
Has a disability Arriva West Yorks PTE
2012 2011 2012 2011 2012 2011
Yes 24% 25% 22% 19% 21% 21%
Ticket type Arriva West Yorks PTE
2012 2011 2012 2011 2012 2011
Free pass holders 41% 36% 35% 30% 30% 29%
Fare-payers 59% 64% 65% 70% 70% 71%
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Overall satisfaction (1)

@ Very satisfied I Fairly satisfied ~ Neither sat. nor dissat. ® Fairly dissatisfied B Very dissatisfied

All passengers - Arriva [ NSNS e 6 e
Male - Arriva [ NRGEIS @ 7 e
Female - Arriva NGNS s s

Aged 16 to 34 - Arriva

Base size too low to chart

B Very satisfied ' Fairly satisfied ~ Neither sat. nor dissat. ® Fairly dissatisfied B Very dissatisfied

All passengers - West Yorks [ 7R TV
Male - West Yorks NS w0 11

Female - West Yorks — 9 -

Aged 16 to 34 - West Yorks (NG 50 14 hem
Aged 35 to 59 - West Yorks HNINMMNNNGSEN @0 9
Aged 60+ - West Yorks NN 29 5

Q. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question
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Overall satisfaction (2)

@ Very satisfied ' Fairly satisfied ~ Neither sat. nor dissat. ® Fairly dissatisfied B Very dissatisfied

Alpassengers - arva NGNS ¢ md
Fare-payers - Ariva NG .
Free pass holders - Ariva NN a4 e

Commuting - Arriva

Not commuting - Arriva [ NN e e |

Base size too low to chart

B Very satisfied [ Fairly satisfied ~ Neither sat. nor dissat. ® Fairly dissatisfied B Very dissatisfied

All passengers - West Yorks [ NMMMIDES 4 10 2
Fare-payers - West Yorks (MMM 5 11 ©bEn
Free pass holders - West Yorks HNMMIIRRGE 2 s |
Commuting - West Yorks [NNMMIZG 50 12 bwm

Not commuting - West Yorks NN 2 8 =

Q. Overall, taking everything into account from start to end of this bus journey, how satisfied were you with your bus journey today?
Base: All who gave a rating for this question
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Value for money (fare-payers only)

@ Very satisfied [ Fairly satisfied ~ Neither sat. nor dissat. B Fairly dissatisfied @ Very dissatisfied 2012

All passengers - Ariva [NNNZOMN 31 17 . o
Aged 16 to 34 - Arriva

Aged 35059 - Ariva [NNMNNGGHNNN a0 P 59%

Commuting - Arriva

Not commuting - Arriva

Base size too low to chart

B Very satisfied I Fairly satisfied ~ Neither sat. nor dissat. B Fairly dissatisfied B Very dissatisfied

All passengers - West Yorks [NMD 34 16 18 e
Aged 160 34 - West Yorks [NMMMGIN 31 16 EETNEES
Aged 3510 59 - West Yorks NN % 16 [aa G

Commuting - West Yorks [HNNMHGEIEE 36 15 SemmnaEae
Not commuting - West Yorks [NRNMMINZoIS 32 15 [EeRE

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers who gave a rating for this question
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What influences value for money rating

= Cost for distance travelled B Cost bus versus other transport 8 Fare compared to everyday items Comfort/quality for the fare paid
Other reason

Arriva - 2012

West Yorks - 2012 8

e s memn
ariva -2011 [ ©

West Yorks - 2011 8

Q. What had the biggest influence on the ‘value for money’ rating you gave in the previous question?
Base: Fare-payers who gave a rating for value for money and answered this question
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Journey purpose

B Arriva

Travelling to/from work I -
Travelling to/from education _ 10
shopping trip [ GG s
Visiting friends or relatives _ 13
Leisure trip _ 8
other NG o

B West Yorks

Travelling to/from work 5
Travelling to/from education _ 12
Shopping trip _ 28
Visiting friends or relatives I o
Leisure trip _ 8
other NG -

Q7. What is the main purpose of your bus journey today?
Base: All who answered this question
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Reason for choosing the bus

More convenient than car [IENGG_G_ s
Cheaper than the car [ 5
More convenient than other transport I 5
Cheaper than other transport .
Preferred bus to walking/cycling NG ¢
Other reason [l 3

Didn't have the option of travelling by another means | I 53

More convenient than car NG o

Cheaper than the car NN ¢
More convenient than other transport [N 5
Cheaper than other transport I 5

Preferred bus to walking/cycling NGG_ 1o

Other reason M 4

Didn't have the option of travelling by another means

Q. What was the main reason you chose the bus for this journey?
Base: All who answered this question

B West Yorks
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Method of buy|ng ticket (fare payers only) and ticket format (all passengers)

Driver that day
Driver before today

Direct from the bus company

Travel centre/bus station/booking
office

Local shop or post office.
Direct debit through work/college

Other

Driver that day
Driver before today

Direct from the bus company

Travel centre/bus station/booking
office

Local shop or post office.
Direct debit through work/college

Other

Q. How did you buy that ticket or pass?

B Arriva

I m——— 552 Arriva
[ P Paper ticket/pass 47%
[ N A photo card

ticket/pass 23%
I 5 .

A plastic card 25%
I -0

Ticket on mobile 1%
. s

Other format 3%
[P

B West Yorks

[} West Yorks
I Paper ticket/pass 46%
B A photo card

ticket/pass 32%
T .

A plastic card 20%
- . .

Ticket on mobile 0%
I

Other format 2%
[P

Base: All who answered this question - fare payers only

Q. In what format was you ticket?
Base: All who answered this question - (all passengers)
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Information sources used to plan journey

Information at bus stop

Phoned bus company

Direct from bus company website
Visited a travel shop

Phoned a local transport authority
Local transport authority website
Traveline (phone or website)

Other

Already knew from a previous journey
Did not use any information sourced

Information at bus stop

Phoned bus company

Direct from bus company website
Visited a travel shop

Phoned a local transport authority
Local transport authority website
Traveline (phone or website)

Other

Already knew from a previous journey
Did not use any information sourced

s @ Arriva

— > 1 B West Yorks

I
0
[ K

59
I

Q. What information sources did you use to help plan your journey? (Please tick all that apply)

Base: All respondents
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Presence of bus stop facilities

A shelter IR
e[
Next bus display NI ; 1
A timetable IR 7
Fare information M 6
Ticket type infomation [l 5
A route map I ¢
Lighting N -
Code for mobile NG /1

A shelter | —— 72
Seating N 53
Next bus display NI o
A timetabie | — 7 4
Fare information [l 4
Ticket type infomation Il 4
A route map M ¢
Lighting N oo
Code for mobile NG 15

Q. Which of the following were provided at the stop where you caught the bus (Please tick all that apply)
Base: All respondents

B Arriva

B West Yorks
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Satisfaction with the bus stop

2012 2011
B Very satisfied  Fairly satisfied ~ Neither sat. nor dissat. ® Fairly dissatisfied B Very dissatisfied Arriva Arriva

Distance from journey start - Arriva NN 330 12 IEm 82%
Convenience/accessibility - Arriva [ NNNRREEIENNGGESS 370 10 W 87%
Condition/standard of maint. - Ariva [ ESZEE & 13 haEa 76% 75%
Freedom from graffitivandalism - Arriva [ RG22 12 EIm 78% 72%
Freedom from litter - Arriva NS 37 13 ©bhovwesm 70% 69%
Information provided - Arriva [ SN &0 g s 77% --
Personal safety at stop - Arriva [ INENEGEGEGESSN g 18 4 W 74% 72%
Overall sat - bus stop - Ariva NS 500m 13 bem 78% 74%

2012 2011

West Yorks  West Yorks
Distance from journey start - West Yorks T s 12 83%
Convenience/accessibility - West Yorks [ ENNENEEGN 37 9 = 86%
Condition/standard of maint. - West Yorks [ NININGo 22 15 7 @ 74%
Freedom from graffitivandalism - West Yorks [ SEE 3 13 D@m= 75%
Freedom from litter - West Yorks NS 7 16 10 B8N 69%
Information provided - West Yorks [ 14 7 = 74%
Personal safety at stop - West Yorks [ T B 18 5 @ 74%
Overall sat - bus stop - West Yorks (NSS4 15 b@an 77%

Q. Thinking about the bus stop itself, how satisfied were with the folllowing: & Q. Overall, how satisfied were you with the bus stop
Base: All who gave a rating for these questions
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Satisfaction with wait time and how actual wait time compared to expected wait time

B Very satisfied  Fairly satisfied ~ Neither sat. nor dissat. @ Fairly dissatisfied B Very dissatisfied
Punctuality of bus - Arriva
Punctuality of bus - West Yorks
Length of time waited - Arriva

Length of time waited - West Yorks

B Much longer B Alittle longer ~ About expected B A little less @ Much less

2012 - Arriva - Actual vs expected

waiting time 24

2012 - West Yorks - Actual vs
expected waiting time

2011 - Arriva - Actual vs expected
waiting time

2011 - West Yorks - Actual vs
expected waiting time

Top chart: Q. How satisfied were you with each of the following? Lower chart: Q. Thinking about the time you waited for the bus today, was [ ] than expected
Base: All who gave a rating for these questions

Passengerfocus

outting passendoers Ml



How passengers estimated bus arrival time

Looked up times in advance [ EGTN - 8 Arriva
Timetable at stop [ ENGIGIGNGEGE -
Digital display at stop [ EENRNNNMI o
Infomation direct from bus company - 3
Knew buses ran frequently [ -
Knew through another means I -

Did not know when bus would arrive - 4

Looked up times in advance . oo B West Yorks
Timetable at stop _ 24
Digital display at stop [ ENRNRNRII -5
Infomation direct from bus company - 2
Knew buses ran frequently [N 2o
Knew through another means I -

Did not know when bus would arrive _ 6

Q. How did you know when the bus was meant to arrive (More than one response permissible)
Base: All respondents
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Bus satisfaction - arrival

2012 2011

B Very satisfied I Fairly satisfied ~ Neither sat. nor dissat. B Fairly dissatisfied B Very dissatisfied Arriva Arriva

Route/destination info - Arriva _ 9 . 87% 84%
Exterior cleanliness/condition - Arriva _ 14 - 79% 79%
Ease of getting onto/off bus - Ariva [ NRNMMMIIINNNGA s 7 | 92% 92%
Time taken to board - Ariva [NRMMMIIIRRRGAS 2 @ 89% 94%

2012 2011

B Very satisfied ! Fairly satisfied ~ Neither sat. nor dissat. B Fairly dissatisfied B Very dissatisfied West Yorks West Yorks

Route/destination info - West Yorks _ 13 . 84% 83%
Exterior cleanliness/condition - West Yorks _ 15 - 7% 77%
Ease of getting onto/off bus - West Yorks [ NRMMMMIMININGCIEE s o W 91% 91%
Time taken to board - West Yorks [ NMMMIIRRCoE == 7N 90% 90%

Q. Thinking about when the bus arrived, please indicate how satisfied you were with each of the following:
Base: All who gave a rating for each question
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Satisfaction on the bus

2012 2011

B Very satisfied [ Fairly satisfied ~ Neither sat. nor dissat. B Fairly dissatisfied @ Very dissatisfied . .

Arriva Arriva
78% 78%
69% 68%
87% 87%
76% 73%

72% --

82% 87%
74% 78%

83% 90%

Interior cleanliness/condition - Arriva

-
=Y

Info provided inside bus - Arriva

[\
l'L

Availability of seating or space to stand - Arriva

Comfort of the seats - Arriva

—
-~
w

Amount of personal space - Arriva

-
—

Provision of grab rails to stand/move - Arriva

-
-

Temperature inside the bus - Arriva

-
N

Personal security - Arriva

2012 2011
West Yorks  West Yorks
75% 72%
61% 60%
86% 83%
73% 73%
72%
83%
75%
82%

-
w

Interior cleanliness/condition - West Yorks

w
o

Info provided inside bus - West Yorks

-
B
-

Availability of seating or space to stand - West Yorks

Comfort of the seats - West Yorks

-
[$)]

Amount of personal space - West Yorks

Provision of grab rails to stand/move - West Yorks

=
w

Temperature inside the bus - West Yorks

-
B

Personal security - West Yorks

Q. Thinking about whilst you were on the bus, please indicate how satisfied were with each of the following
Base: All who gave a rating for each question
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Satisfaction - with the bus driver

2012 2011

B Very satisfied I Fairly satisfied ~ Neither sat. nor dissat. B Fairly dissatisfied B Very dissatisfied Arriva Arriva

Nearness to kerb - Arriva 90% 94%

89% 91%

~
I

o]

Appearance - Arriva
66% 71%
63% 74%

N
N

Greeting/welcome - Arriva

N
B

Helpfulness/attitude - Arriva

Time to get to seat - Arriva 2% 71%

70% 74%

-
~

-
w

Smoothness/freedom from jolting - Arriva
85% 87%

-
-

Safety of the driving - Arriva

2012 2011

West Yorks  West Yorks

o
=

Nearness to kerb - West Yorks 91% 91%

=
o
=

Appearance - West Yorks 88% 88%

63% 62%

N
N

Greeting/welcome - West Yorks

Helpfulness/attitude - West Yorks 64% 65%

Time to get to seat - West Yorks 2% 70%

-
[&)]

N
w
-
w

Smoothness/freedom from jolting - West Yorks 73% 74%

-
—

Safety of the driving - West Yorks 84% 85%

Q. Thinking about the driver, please indicate how satisfied were with each of the following:
Base: All who gave a rating for each question
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Incidence (%) of experiencing anti-social behaviour

2012 2011
8 Arriva B Arriva
All passengers NG All passengers NN 5
e K Male NN ¢
Female NG Female M 4
Aged 16 to 34 NN 1o Aged 16 to 34 I 4
Aged 35 to 59 NN 1 1 Aged 35 to 59 NG 1
Aged 60+ I 3 Aged 60+ I 2
Filter: Year = 2012 Filter: Year = 2011
B West Yorks B West Yorks
All passengers I All passengers I
Male NN s Male NN | 1
Female NG 1o Female INNIINIGINGEGEN o
Aged 16 to 34 NN > Aged 16 to 34 NN o
Aged 35 to 59 NN o Aged 35 to 59 NG 1 |
Aged 60+ NN 5 Aged 60+ NN ¢
Filter: Year = 2012 Filter: Year = 2011

Q. Did other passengers' behaviour give you cause to worry or make you feel uncomforable during your journey?
Base: All respondents
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Satisfaction with on-bus journey time and factors affecting journey length

[ | Very satisfied Fairly satisfied Neither sat. nor dissat. @ Fairly dissatisfied [ ] Very dissatisfied

Arriva - Satisfaction with bus journey time _ 33 11 -
West Yorks - Satisfaction with bus journey time _ 36 9 -

Q. How satisfied were you with the length of time your journey on the bus took?
Base: All who gave a rating for this question

B Arriva
2012 2011
Congestion/traffic jam NG 6 16% 16%
Road works NN | o 10% 5%
Bus driver driving too slowly INEG_— 6% 4%
Poor weather conditions [ INEG—_———_— s 8% 2%
Waiting too long at stops | ENEG—_—_ 7 7% 4%
Time it took passengers to board GGG >0 20% 16%
@ West Yorks
Congestion/traffic jam I — > 1 24% 22%
Road works [N 5 8% 7%
Bus driver driving too slowly INEG_— 6% 5%
Poor weather conditions ING_—_ 6% 4%
Waiting too long at stops [ EG_—_— s 8% 7%
Time it took passengers to board GG o2 22% 22%

Q. Was the length of your journey affected by any of the following? (More than one response permissible)

Base: All respondents
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Availability of information inside the bus

Route map/journey times
Audio announcements
Digital next stop display
Fares/ticket info
Timetable

How to make a complaint

Route map/journey times
Audio announcements
Digital next stop display
Fares/ticket info
Timetable

How to make a complaint

I
-
I

P

E—
P

I 1
K

[
___ B
I -

Q. Were any of these items of information present on the bus?

Base: All survey respondents

NOTE: The yes proportion is calculation based on those answering compared to whole survey

B Arriva

B West Yorks
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Factors frequently preventing more journeys being made

B Arriva

Places reachable NN />
Frequency of buses NN -
Reliability of buses NG 5
Cost of using buses I -0
Journeys times I N © 5
Comfort of buses NG 10
Concern for personal safety NN 7

B West Yorks

Places reachable NG 5
Frequency of buses NG 1
Reliability of buses NG -5
Cost of using buses [ ENEGEIEGGG -
Journeys times o4
Comfort of buses [ IENRGEG_—_ 1
Concern for personal safety [ NEG—_—__ 7

Q. Have any of the following frequently stopped you making journeys by bus? (More than one answer permissible)
Base: All survey respondents

2012 2011
22% 22%
29% 27%
38% 25%
20% 10%
25% 21%
10% 13%
7% 4%
2012 2011
25% 24%
31% 29%
35% 30%
22% 22%
24% 25%
11% 10%
7% 6%
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