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Fieldwork

* Fieldwork took place 11t — 24t May 2015. The number of shifts undertaken on each route were
calculated based upon passenger loadings figures provided by CalMac:

Route Survey completions Number of questionnaires handed out Number of interviewing shifts
Ardrossan — Brodick 229 240 2
Claonaig — Lochranza 79 104 3

* Very short crossing
Rhubodach — Colintraive* 36 141 2 times meant

participants would not

Fionnphort — lona* 23 133 2 ;

Yoy _ have had time to
Fishnish — Lochaline 82 84 2 completeasurvey and
Kennacraig — Islay 137 170 2 return it to the field

i agent before
Largs — Cumbrae Slip* 51 220 2 disembarkation. On
Oban - Coll/ Tiree 168 178 3 these crossings,

: guestionnaires were
Oban - Craignure 236 240 2 distributed with a pre-
paid return envelope

Oban - Lismore 47 48 3

_ for respondents to
Tarbert LF — Portavadie 67 80 3 return to Future
Tayinloan — Gigha 81 98 3 Thmkmg in the post
Wemyss Bay — Rothesay 207 215 2

« The survey was a pilot and routes were chosen because of their relatively close proximity to one
another and the range of sailing lengths, from 5 minutes to 2 hours+. This enabled the testing of
survey distribution methodologies in field according to the varied logistical and practical
considerations likely to be encountered on different routes
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Questionnaire ()

« The questionnaire was designed by Future Thinking in full collaboration with Transport Focus and
CalMac to ensure transparency and alignment with project needs/ expectations. CalMac had
conducted previous research and established specific profile categories which were also adopted
within this survey

* The National Rail Passenger/ Bus and Tram Surveys were also used as a template to enable
comparisons with these surveys

« A small ‘pre-pilot’ pilot was undertaken by an executive member of Future Thinking staff and a senior
field agent to test the questionnaire in field. Feedback from passengers helped shape the
guestionnaire content, flow and logic etc. before deployment on a larger scale

» The questionnaire design was primarily a choice-based format, asking respondents to choose answers
either from lists or rating factors on a positive to negative scale. This enabled faster completion times
and required less effort on behalf of the participant to complete, encouraging survey completion

* One open-ended question was included enabling passengers to share any improvements they would
like CalMac to make to improve their journey experience
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Questionnaire (1)

* In-line with the National Rail Passenger Survey (NRPS), the survey asked participants to rate the
crossing they were currently undertaking when handed the questionnaire. This provided an in-situ record
of a real journey experience, rather than a respondent completing the survey based upon perceptions
and recollections only

« Questions to examine the entire journey experience were included along with demographics, and
covered a wide range of aspects including the booking process/ type of ticket used, type of vehicle used/
travelling on foot, ratings for numerous aspects of the slipway/ port, aspects of the ferry, timetable and
service provisions. Questions to ascertain levels of trust in CalMac along with perceptions of the
company as a community service provider were also included

* Because participants had yet to disembark when completing the questionnaire (answering about the
journey they were currently undertaking), the survey asked any vehicle drivers who were making a return
journey to write in the port/ slipway at which they disembarked on their outward journey and rate the
disembarkation process at that port/ slipway

» The questionnaire was translated into Gaelic, available should any participant prefer to answer using this
language. No Gaelic questionnaires were requested during this wave of fieldwork

* Online surveys were also programmed (in English and Gaelic) to be offered should a participant not have
time to participate when asked. If the offer was accepted, the field agent was instructed to take an email
address (explaining confidentiality commitments) to which a link to the online survey would be sent. No
online surveys were requested &
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Questionnaire distribution/ collection

* An on-board self-completion/ collection methodology was utilised for this project. Field agents travelled
on ferries and followed a pre-planned schedule for each route. Field agents handed out questionnaires
to passengers and collected completed forms whilst on-board. There were no quotas: field agents were
instructed to distribute/ collect as many completed surveys as possible on each crossing during their
shift

« CalMac supplied Future Thinking field agents with tickets for each of the ferry crossings undertaken in
connection with the research. Safety equipment was also supplied by CalMac

+ This distribution/ collection methodology has proven on other transport modes (particularly rail) to be
the most cost-effective method of achieving suitably robust participation numbers to enable analysis on
an individual route basis

* The ‘pre-pilot’ pilot demonstrated that the questionnaire could be distributed to passengers, completed
and returned to the field agent on a ferry crossing of no less than 20 minutes

* For crossings of only 5 — 10 minutes questionnaires were distributed to passengers waiting to board
the ferry. Each questionnaire was distributed with a pre-paid return envelope, enabling participants to
complete the survey later on and return it to Future Thinking through the post. The schedule followed
by field agents on short crossings allowed questionnaires to be distributed at ports/ slipways at either
end of the crossing, enabling ratings for each port/ slipway on the route to be collected
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Interviewing schedule

* Ferry loading data (March — May) provided by CalMac revealed a wide variation in the numbers of
passengers using each crossing (5,000+ — 150,000+) . For the pilot, routes carrying 30,000+
passengers March — May were allocated two interviewing shifts each, expecting 100+ questionnaire
completions overall per route

+ Smaller routes (in terms of footfall) were allocated three interviewing shifts each, expecting 75+ survey
completions overall per route

* Interviewing took place on both weekdays and weekends. Routes where three shifts took place had two
weekday and either a Saturday or Sunday shift allocated. Shifts took place across morning/ afternoon/
evening sailings as much as possible on each route to cover any diversities of journey purposes

* In order to simplify the logistical challenges of having field agents in place to cover shifts as well as
maximising the number of questionnaire returns per route, rather than ‘hop-scotching’ between routes,
each shift utilised an ‘out and back’ structure between the same two ports where possible

+ Shift lengths varied depending upon the intensity/ frequency of service on each route but ranged from
circa four hours to around nine hours
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Data compilation

+ Having collected completed forms, field agents returned them to Future Thinking’s High Wycombe office
using Royal Mail ‘special delivery’ envelopes provided in their work packs. Questionnaire returns are
completed the day after each shift ends (or as early as possible afterwards depending on the
whereabouts of the nearest post office)

« Each interviewing shift had its own unique number (shifts 1 — 31) and each ferry crossing within each
shift was also given its own unique ID number. Before handing out a questionnaire, the field agent will
have transferred the shift number and ferry crossing ID number on to the questionnaire cover sheet in
spaces provided. This allowed Future Thinking to identify individual responses, from any particular ferry
crossing, from any day interviewing took place on each route

» The written responses contained within the returned paper questionnaires were manually transferred
Into specialist research software capable of manipulating data and running analysis as required

* A series of ‘sense’ and ‘logic’ checks were performed on the resulting data tabulations to ensure the
integrity of the figures
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Data weighting

« Data weighting took place so that a methodology designed to capture the maximum number of
responses per route (e.g. the number of completed surveys per route was not restricted) could then
have data aligned to represent the actual proportions of people using each route

« CalMac provided Future Thinking with ferry loading data from May 2014 for each route surveyed. This
allowed a percentage figure to be allocated to each of the routes according to their ‘size’ as determined

by the loading figures

* Weighting at a route level mostly impacted figures at a total level
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Questionnaire (pages 1 - 2)

mer [T ] @ e [T T @ v o

Caledonion MacBrayne transportfocus i il

ek & e s

Dear CUsiomer,

Thank you for agresing to take part In our sunvey. As @ Caledonian MacSrayne cUSIDMET your iSws are very
Imgorant in helping to delver and contrually IMprve our sance. CAMac ks working whh Transpoet Foos, the
Iredependent passenger o conduict an objective review of customer satistacton. The suney |s being
agministera by Fubire Thinking, an Indspendent markat F5eart company. The Infomiation you provide will be
used oaly by Caledonian MacSrayne, Transpor Focus and Fusure Thinking Tor confidential Mssarch pUPoSEs oniy.
The questions ars vary stralghifonyard and should only take a 2w minutes b answer.

When you harve compieted Your guesSonnain please hand It Dack fo e Interviewer bafore leaving e femy.

If you haven't got #me o complete It on he faTy you £an send | back o us Using the reepost atdress; OF34,
Onford, 02 DER.

Thank you for your heip and we hope you have 3 pleasant joumey.

T ANSWER THE GUEITIONE PLEASE CIRCLE THE HUMBER HEXT TC THE AHNEWERIE) THAT APPLY OR WRITE

N YOUR ANEWER N THE EPACE PROVIDED. &g Ars your Mais 1
——_—ey
ll SOME QUESTIONS ABOUT YOU |.—
@1 Yourage: W o2 Areyow 3 Q3 A you i
16—18 o S5-59 08 Male 1 Woriing ful time i
19=-25 o2 Bl-64 07 Female 2 Worklng part ime 2
B34 o B5-64 08 Mat working 3
35—44 g -7 M@ Fatired 4
a5-54 s B+ 10 Fuill ime student 5
(]

Q43 Plagas wiite In the number of children aged 5-15 travelling with you today I:I
oo mmnmmmmm¢uummmmmml:l 181

-

&z Plagas wiite In the number of adults aged 16+ Tavelling with you today

ALL ANSWER:
25 What ls your home posicoda? | | | | | - | | | | m
[The pasicode I for analys!s purposss only and will nod be shared with any oher onganisation)
26 Which statement describas your residency 7 a1l
Local istand resident 1 Tourist {from LK) £
Local Resldent (NorHslander 2. mainland’ peninsular) 2 Tours? from outsige LK) 5
Mmmm} 3 Other [please specy) &

P 2 6 ¥
@7 At which port did you board the femy for this stage of your joumey today? @)
{PLEASE WRITE INf |
25 At which port will you be getting off of the fermy fior this atage of your [oumey today 7 (303
{PLEASE WRITE INf |

28 Wl you be usdng another femy ssrvica at any sfage of your joumsy boday?
1'will b2 making a retum irip on e same femy 35 my cument jouney today
I Wil D miaking anomer Temy joumey on a diizrent mute after this curment joumey today
Other Man Miks cumant joumey, | will not B2 making any other femy journeys today

@10  Befors boarding this current Termy, did you use any ofher Temmy on your journey today?
Yag, | travediad on anoier femy betore boandng this curment femy today
Mo, | have nat used any omer femy today befone boaring s cument famy

@113 Howl whane did you book your Sckst for your joumnsy today?
Tekphona contact canire (DE00 D66 5000 1
Telephoned port direcsy 2
At the port of departure on the day of Tavel 3
Ad the port of departure befors the day of favel 4

Crilne fom CalMac weoshe
Booked for foday on 3 pravious joumey
On baand the femy

Thee ticket was Included In an aHncusive
packags Ncuding accommodaton

@110 How tar In acvancs of travel did you ook your Hekst for your journay foday?
O the day of frav Two WeEks In attvance
The day before trave Three wesks In advance
2 — 3 days In advance A manih or more n advance
4 - days In advance I don't remember
A wesk In advance Someona ela bookad for me

RREEEZ

oz Hiowe wioauld you rabe the booking process owerall?

T T 3 7T % T
213 What type of theket are you using for your journsy?

singie 1 Istand Rover

Retum 2 Other (please specty)

MultHouney tickel! perod pass for 3 parfcuarroute 3
MultHeq fcket &g Hopscobch 4

Q4 Hiowi would you rate thie following sspects of the femy timetable for your journey today 7

- The Tequency of salings 1 z 3 4 5 ]
_ The aniity to book space trawel on your - - - a - 5
prefemed route)’ saling
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Questionnaire (pages 3 - 4)

P 3 of 7

215 What was the main purposs of the trip you wers making when given this questionnalre?

Dl commuating tof from work! colegar schoal 01 Shapping tHp

Less reguiar commuting o’ from work! college school 02 Travel tor from holiday’ short break

On comparty business (or own I sefl-amployed) 03 Cay fip

On personal business Job inervew ede ) Od Ewvent

Wisiting e Docton’ Dentist’ Hospital appoimment ete. 05 Orther letsure tip
Visting family and relatves 06

@16 Which of thess options best describes how often you travel with CalMac for the same
PUI08S 38 YOUr joumey teday?

Moo Man 3tmes parweek 1

i-3times por weck 2

2-3tmesamanth 3

Once permanth 4

217 What deatination Information did you saarch for befors making your jourmay?
Seanched for accommodation 1 Looked for things to 522 and do

Ormmq'rewmmm
Less
This i my frst time

I iooked & 3 map for drecions by noad. 2 Did ot need to ook for infomiation
Looked at imetables for orraard transport connections 3 Other Information Hease specify)
Wedherreporis 4

=i Oh Lh

@18 Which Information sources did you uas to get this Informaion?

) IndvilduaEl nesds
Enteriainmeant

AD Intemed s2amh (2.0 Googe, Yanooeiz) 1 Asked CalMac st & Me port
CalMac webeltle 2 Asked CalMac siafT on-ooard ey
Local guidebook 3 Other (piease specily)
Askediocal people 4
A1l AHSWER:
@13 And what fyps of vehicle are you us=ing for this joumsy teday?
Foot I novehicle  (1#00TOGA  Cogeh jmore than 30 seals)
Commercial (Haullery @2 Minbus (3 — 30 seals)
Smalier comemerial vehicle 03 Agricuitural vehicka &g fractor
Matomycle 04 Bicycie
Molorhome 5 Offer (please specity)
Car 6
@20 are you the driver of the vehiclal cycie?
Yas
MO
@21 Are you travelling with any of the items listad below?
Towdng & traller
Towing 3 caravan
Traveling with bulky equipment (sUch 35 kayaks o sUrfboands)
g gocis 2.9 barey
Tm:l;p-:tmgdmgem.ﬁgm-i
Transporting machineny! malntenance squipment or matetals
Trarsporing blkes' using a blke @ok
Traweling with
Tr%.'ellhgwmlvesﬁ
None of these

i
a

BEEYRERRERS
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AMSWER @22 IF YOU ARE THE DRIVER OF A VEHICLE AT @20:
@2z Atthe boarded thila farmy, 38 e diver of 3 vehicla, how o you T
mﬁn smbarking on h% yeu

- Sgnage at the port Indieating whese to queus! walt

- Sagnage showing WHere 10 orive 0N b the fmy keair

- An eMcient boarding procedurs (2.q. quauling, clear
Irsinictions as to 'whien o boart)

- Clear drections on the farmy iself as to where to g
shop prce on-ooard

ALL ANSWER:

= w‘ﬂmﬁ

- Proviion of Infomiation abowt Termy anivals! tepartures
Awallability of ST I you have quenies’ quesions
- Affutdel helpluness of stalt

Provision of suitabie wating faclitles
Provison of fBaciiies for dsabled peoplel those with
fazites

tagiiies

mm?';ﬂ'l
Chaaniiness. of e port! sllpway Taclity
Upkeag! repalr of the porty slipeary taciity

Toilet facilites

fravedlad

024 Owerall, how satisfiad are you with the port! slipway whers you boarded the femy on which you

HMEITHER
WERY FAIRLY SATIEFED HOR
SATIEFIED SATIEFED DISEATISFED

1 2 2

Q25 How would you rate this fsmy In terme of-

The aftttider heipuiness of st
The avallanlity of on-boar st for quanes questions
Upkeszgy rapair of the ferry

Peronal sscunty aboand the femy

Safely aboard the femy (0. communization of safety
pmcedunes, access i buoyancy s e )

Crualty of the food and drink avallable

The comiart of the Indoor seaing area

Informiation provided about amtvall deparure imes
Provision of tacifties for disabled peopie’ those with
Indvidual needs

Faclities for any pefs. you were iraveling with
Siorage fadiifies on boand for luggage eic.

Space on the car deck for mobar vehicies

Space on boand for bloyoies

Mmmumulmatpu‘tﬂm hiow would you rate the taciiiies at the
whilch you boardad this farmy (I applicabl

ii
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Questionnaire (pages 5 - 6)

Pz § of 7

Q2 Owerall, how satisfled are you with the fermy Itesif on this joumey?
NEITHER
VERY FalRLY SATISFED HOR FARLY VERY T KRG
BATIEFIED EATIEFED DISSATISFED.  DISSATISFED  DISSATISFED MG OPNICH
1 2 3 4 ] 1] L]

Q27 Based on your sxparience on this journey how aatiafled ars you with:
NOTHER
H‘I‘ﬂ'lm DOwT
WERT FAIRLY FRIELY ANOHY §OT
GATISRED  SATEWFIED ﬂiﬂﬂm DESSATISFIID: I'HIHTEI'I.'D ASPLCADLE
- Thefraguency of the salings on
ks roLe 1 2 3 4 5 & ey
- Punchsitty’ refiabillty of Te fery
{l.e. the Tesry amhing' departing 1 2 3 4 5 & 1E1]
on Hme)
- The length of tme the s3iling Is
schaduled bo take ! 2 : 4 5 &
- Connechons with other transport
sendnas 1 2 3 4 ] & L]
- The value for maney of the price
of your tic 1 2 3 4 H & (2]
QIfF  Who In your opinion has responsibllity for sstiing the schedules by which fermes operate? 185)
CaMac memsatves 1
Transport for Sootland 2
Both CaiMac and Trarsport for Scotland 3
Motsue 4
Q2% Who In your opinlon has responalbliity for sstiing the fares? iEa)
CalMac memsahes 1
TrRnsport for Sootland 2
Both CaiMac and Trarsport for Scotland 3
Motsue 4

Q30  WWe are keen bo underetand CalMac's contribution to kocal communities. To the best of your knowledge,
hiow much do you agres mmmnmwﬂmmm

L AGRCT AOELT MOR DA SR T DRSAGRIT RO
STROMGLY SLIGMTLY DS ASRIT SLMGHTLY ETROMGL Y L= ]
- CalMac contribites to the West
Crast economy throwgh 1 2 3 4 5 & &7
empioyment
- CalMac contributes to the West
Crast economy by Lsing local 1 2 3 4 5 [ =
- CalMac contribites to the West
Co@st economy by SUpPOrting 1 2 3 4 5 ] [
comimanlly events
- CalMac contribites to the West
Coast economy by Taciitating
ihe tion o I 1 2z 3 4 5 [+ iy
penshatika goods et
a3 nd alen, to e beet of your knowlsdge, to what sxtent do you agres or disagres with the following
statements 7
NOTHER (=
AQEEE AGRED AORSTE RO DESASREE DESAGRET KO
STRONGLY SLOTLY CHSAJRLT SLIGHTLY STRONGLY WO PO
- CalMac understands its mie a5
3 Medine' o fsland communtiss ! z 3 : 5 ¢ m
- | belleve CalMac acis In the best
Inferests of and communitics i = : & = i U

11
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032 &l things conaldersd and on balanca, how much do you trust CalMac on a acale of
1-7, whare 1 means ‘trust them a great deal’ and 7 means oo nof trust them at alry

Triosl Bws a D ol ol
preal el ey il il

1 2 3 4 ] E 7 T

@33 Udmmwmmmm &pgaln, pleass think only of the joumsy T4
nalre?

YOU WEE O When you recelved
NO delay 1 sooToos
Yo minor delay —
Yes: senious delay } e
@34 How long was your delay? | | | :l | | &l
hours [T
Q35  How wall do you fesl CalMac communicated with you. ..
v Ry s MR VN R
L= T L= 4 L Lat K ]
- ADOuE Te fact that sendcas were going to De delayed? 1 2 3 4 5 a [Te)
\During the delay Hsei™ 1 2 3 4 5 [:] w7
All ANSWER:

03  Taking Info account both the port af which you boardad and the actual farmy on whilch you
trawslled, owerall, how satizfad are you with your joumey today?
MEITHER
VERY FAIRLY SATISFEDWOR  FAIRLY D85 WVERYDIS-  DONT KNCWY
ar.n&fib ar.néfa: n&a.r.;sFa: BATISFED  SATISFIED mw;.-.wm -

Q37 Ifsomséhing could have been Improved on your journsy with CalMac today, what TE)
would It have been?

[PLEASE WRITE INj:

Q3 Isthe Ware on whan you wers handad this questionnaire a singls L]
mnéuuw"ﬁruﬁuMEMmhgﬁa returm jourmey?
Cutward lag of 3 retum joumey 0 TO 045
REtum leg of 3 r=fum Joumey 2 #ANSWER 0
Slnge}umey-:ncdn'ﬁgareluﬂbyfawmuﬁ:l 3 S0 TO 048

Q3% Wars you the driver of a wahicle when you dissmbarksd the fermy at your deetination (81
port o your outwand jourmey 7
fies, | was the driver of a vehicie 1 FAENER Géll
Ma, | did not drive avehicle 2 #0070 04

OHLY ANSWER Q40 — 042 IF YOU ARE CURRENTLY UNDERTAKING A RETURN LEG OF A RETURN
JOURNEY AND THE DRIVER OF A VEHICLE OH ¥ OUR OUTWARD JOURNEY

Q40 Which method of franaport were you uaing for your cutward [eurmeys? 82
Comemendial vehica (Hauler) 01 Minibus (& - 30 seats)  O7
Smallr commesplal velde 02 Agicubural veidiee g beche 08
Moloroycie 02 Bicycle 02
Motorhome D4 Faoot 10
car 5 ome.—.:pdeag% 11
Coach [more than 30 seats) 06

Please turn owver the page for GQuestions 41 - 44 [the final four questions of this survey)



Questionnaire (page 7)

Page T of 7

o1 At which port did you dssmibark the femy on your cutward journay? B3
{PLEASE WRITE IN|: | |

How would rate tha of the dissmbarkation at the destination
o your you Tollowing aapects process |t

- The speed of the disembarkation process of of De feTy
- Helgfuiness of Sai o direct you off of the femy
- Conduct of the 53 10 enabia you 0 clsambark Me femy
- The signs having dsembarkad the femy that helped you
‘to find your way out of the port
AND FINALLY, ALL ANSWER
Q43 Are you affected by any or mental health conditions or llinesses lssting or (881
expactad to last 12 7 (Plaa=a aedact all that
o mors? (P il Mo-Mone 0 REURVEY FrasHED

Prefer not i answer 02 #2URVEY FrISHED

P
ot
1
1
1
1

Yes - Vision {e.g. bingnass or partal sighty 02

Yes— Hearing {e.q. teamess o partlal hearing) 04

Yes — Moblity (2.0 only able to walk shart dstances of dfficulty cimioing s@irs) 05
i — ag. ifirg and o7 LEINg 3 0
aextary (2g. dMouty grgrgut}m g heyma% =
Yes—Memory OB

Yes — Menta heath 09

Ya — Stamina of breaming 10
Yies — socally of behavicurally (for exampie ssociaiad with ansmamaﬂmrm

Q44 Dvpas your condi@on or llinees have an adverss sffect on your abliky o make {EE]
Joumnéys by Termy?

¥es, alat

Yes, a litie

Mot at al

Prefer not 1o answer

i G B3 =

FLJJ[UFE Finace hand baok your guestionnains to our intersdewsr when you lsave the femy. If you
4 i don't haws Hme o compleds B on your Joumesy you cam cend It beok o oo weing the
thlﬂklﬂg fresepeocd address on fhe front page of thic quectionmalre. Thank you again for your belp.
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