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Context to the 2016 survey

The Tram Passenger Survey (TPS)

The TPS provides a consistent, robust measurement of
passenger satisfaction with tram services in Britain

It also informs our understanding of barriers to (greater) tram
use, how to encourage greater use, and how to improve the
passenger experience

Comparisons can also be made with passenger experiences
on buses and trains, as measured by the Bus Passenger
Survey (BPS) and National Rail Passenger Survey (NRPS)

The 2016 TPS covered tram services in Manchester,
Birmingham, Blackpool, Edinburgh, Nottingham and Sheffield

The survey methodology
Passengers are approached while making a journey; they answer the survey about that journey specifically
The questionnaire is self-completion, with passengers offered a choice of online or paper

Interviewers approached passengers on all days of the week between 6am and 10pm, between
26 September and 4 December 2016

3073 surveys were completed for Manchester Metrolink in autumn 2016

For further details of the survey method, see Appendix
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The Manchester Metrolink network in context

The Passenger Ticket

Network Journeys Purchasing Information at stops Frequency Engineering disruptions/other notes
) TVMs at Mon-Sat: every | Airport line opened late 2014, covered for
Manchester 9;Imes - v stops v Info boards all stops (TTs, fares) 6-12 mins first time in 2015 - o
Metrolink stops million v Passenger Info Displays . . Exchange Square and link with Victoria
57 miles X conductors (Not all stops on Bury and Altrincham lines) SL.m' 12-15 opened_ln December 2015 )
on board mins * Increasing use of double carriage trams
1line TVMs at Mon-Sat: every  * Bla<_:kpool illuminations 1 Sep to _5 Nov 2016
lBIackpooI a8 4.9% stops v Info boards at stops (TTs, fares) | 15-30 mins * Heritage trams operate bank holidays,
. stops i~ weekends and summer; not covered in this
QTransport 11 miles million 7 Conductors | X Passenger Info Displays Sun: 20-30 research
on board mins * No significant issues affected fieldwork
1 line v TVMs at Mon-Sat: every
g‘ Trgam,ﬁuigg 16 stops 5._5-** stops X Info boards at stops (TTs, fares) 8-10 mins . Netvyork_ _open_ed 31 May 2014.
8.7 miles million Conductors Passenger Info Displays Sun: 12-15 » No significant issues affected fieldwork
’ on board mins
1line v TVMs at v Info boards at some stops (TTs, =~ Mon-Sat: every  * Network extension to Grand Central (New
Midland 26 stops 6._1_** stops fares) 6-15 mins Stregt Station_) opened on 30 May 2016 and
¥ Metro 13 mil million Conductors ) _ _ was !ncl_u_ded in the TPS 2016
miles on board Passenger Info Displays Sun: 15 mins + No significant issues affecting fieldwork
. TVMs at .
. v Mon-Sat: ever
Nottingham 2 lines * stops v’ Info boards all stops (TTs, fares) ) ; Y
@ 50 stops 122 3-15 mins » No significant issues affecting fieldwork
20 miles million Conductors v Passenger Info Displays . _
on board Sun: 5-15 mins
) . x TVMs at Mon-Sat: every
Sheffield 3 lines 11.6* stops v Info boards at stops (TTs, fares) | 5-20 mins
Qe 48 stops _”'_ + No significant issues affecting fieldwork
SUP=ITRAM 18 miles mition Conductors X Passenger Info Displays Sun: 10-20
on board mins

*Source: Department for Transport, Passenger journeys on light rail and trams by system in England, 2015/16 \Qﬁ
**Source: Direct from operator S 5<
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Key performance measures for Metrolink 2016

o Statistically significant increase since 2015

) No change 89%

o Statistically significant decrease since 2015

Figures shown are total very or fairly satisfied.

Last year’s figure is shown in grey transportfocus



Overall passenger experience in Manchester 2016:

At the stop

Overall satisfaction with stop 89%

Distance from journey start 83%

Convenience/accessibility 88%

General condition and maintenance 81%

Freedom from graffiti/vandalism 83%

Freedom from litter 78%

Behaviour of other passengers 84

Information provided 78%

o 0 0 0 0 0 0 0 O

Personal safety 85%

°

o Statistically significant increase since 2015

©) No change

- o Statistically significant decrease since 2015

Route info on tram Exterior cleanliness Ease of getting on Time taken to board

On board
-

| space Temperature

Interior cleanliness Info on board Seat/standing space

||
© a® = ©
ol O0o0
.g

=)

Seat comfort

= Appearance |_* Not asked for Metrolink |
Greeting | * Not asked for Metrolink |

Helpfulness/attitude | * Not asked for Metrolink |

The driver Safety of driving &

@Q @9 Qe @ © Smoothness of journey &

Personal security

2
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Overall passenger experience in Manchester 2016: comparison to all networks

Overall journey satisfaction: 2016 Overall journey satisfaction: trend
100 -
95 + 92
. 90 920 - » 930
Metrolink [N o0 e ol NNk 200
85
%
,// All 851 %
\
2 Neworks TN 93
‘,j 80 A
o —®— Metrolink
75 A
- -® - All networks*
70 T T T 1
2013 2014 2015 2016

*The 2013 survey did not include Edinburgh Trams
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What makes a satisfactory or great journey on Metrolink?

The top factors linked to overall journey satisfaction in Manchester*

What makes a satisfactory journey? What makes a great journey?

Timeliness Value for On tram environment and Value for |Cleanliness

e money comfort e i
10% 31% condition

RGER ]
7%

Personal |Accessto
safety the tram

18% Tram Personal f(hroughout stop
safety journey 7%
stop throughout 7%
condition Y
. 7% Tram stop |Information
On tram environment and condition |throughout

comfort Timeliness 7% journey

18% Cleanliness and 1% [ 1% 13% 5%
condition of the tram
4% Boarding the tram
2%

. Information throughout journey

Boarding the tram

B Access to the tram stop

*Key Driver Analysis looks at fare paying passengers’ overall journey satisfaction response and their response to the 25 individual satisfaction measures in the survey (including value for
money), which have been grouped into 10 themes based upon a statistical analysis of the responses.

The left hand chart shows which themes most differentiate between those not satisfied and satisfied overall — making a journey ‘satisfactory’.

The right hand chart shows which themes most differentiate between those fairly and very satisfied overall — making a ‘great’ journey.

The analysis combines data from 2015 and 2016 surveys to increase robustness. It also excludes satisfaction measures relating to tram staff; due to differences in staff availability across the
networks not all TPS questionnaires feature questions about tram staff. In order to run the analysis in a consistent and practical manner all staff measures have been excluded.

See appendix 2 for a full explanation of the analysis to identify factors linked to overall journey satisfaction.

° 10

transportfocus I/ |\



Passenger experience in Manchester 2016: across the network

. : j All
Metrolink Networks Airport  Altrincham  Ashton Bury East Didsbury Eccles Rochdale City Zone*

Satisfaction with key measures:

20 926 93 © 87 © 91 © 91 © 9229 20 91Q 98 ©

Overall journey

Value for Money - 620 69 © 66 © 58 © 65 © 61 © 57 © 71 © 69 © 86 ©

860 88 @ 20 © 8169 89 @ 84 © 90 @ 37 @ 91 @ 94 @

Punctuality

Overall stop - 89 © 920 © 90 @ 90 ©@ 83 @ 87 © 930 91© 859 9% @

Satisfaction with other measures driving overall journey satisfaction in Manchester:

Length of time - 85 @ 88 @ | 87 Q 830 87 0 826 91 @ 32Q 21 @ 820

waiting for the tram

Satisfaction with other measures driving passengers to be very satisfied in Manchester:

Space to sit/stand
on board

74 © 78 © 84 © 69@ 76 © 710 80 © 80 © 74 © 2@

Amount of personal
space on board

710 730 70 65 € 730 636 79 © 790 76 Q@ 79@Q

Comfort of the seats - x= 75Q 72 € 75Q 63 6 830 80 € 74 © 790

*The City Zone covers a number of stops in central Manchester; there is some overlap between the City Zone and other routes
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Manchester 2016: summary of key findings (1)

* 90 per cent of Metrolink passengers were satisfied with their journey overall (2015: 89 per cent). This
is higher than the same measure on the Bus Passenger Survey (83 per cent). More than half of all
passengers (51 per cent) were ‘very satisfied’ with their journey overall

* QOverall satisfaction is relatively consistent across key passenger groups, although the older
generations and those not commuting tend to be more satisfied with their journeys on Metrolink

* The main factor which makes journeys satisfactory on Metrolink relates to the timeliness of the tram.
Satisfaction with punctuality has increased significantly since last year (from 82 per cent to 86 per
cent satisfied), as has satisfaction with the length of time that passengers had to wait for the tram
(from 79 per cent to 85 per cent satisfied)

* The key factor which makes passengers ‘very’ rather than ‘fairly’ satisfied with journeys on Metrolink
is the environment and comfort on board. There are no significant changes in attributes relating to this
factor

* Amongst fare paying passengers 62 per cent were satisfied with the value for money of their journey,
a significant increase compared to 2015 (58 per cent). This improvement has been driven mostly by
those not commuting and people in the 35-59 age group

* When evaluating value for money the joint most important factors to passengers were the cost of the
tram versus other modes of transport and the cost for the distance travelled

< 1
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Manchester 2016: summary of key findings (2)

* Passengers using the Airport line were most satisfied (with 93 per cent satisfied overall), followed
closely by those using the Eccles and East Didsbury lines (92 per cent satisfied overall). Passengers
are least satisfied with their journeys on the Altrincham line where overall satisfaction is 87 per cent
and satisfaction with value for money is 58 per cent

* Almost a third of passengers (32 per cent) spontaneously mentioned an improvement that could have
been made to their journey (43 per cent in 2015). The most common improvements related to seating
and capacity on the tram

* Other improvements mentioned related to fares and tickets, the frequency of trams, the routes
covered by the network and the on board experience

* 9 per cent of passengers experienced a delay on their journey (2015: 12 per cent). When delays
occurred they lasted 11 minutes on average

* Half of all passengers (50 per cent) were using Metrolink for leisure purposes (2015: 44 per cent)

* The majority of passengers (71 per cent) purchase their ticket using the ticket machines at stops,
although this is significantly less than in 2015 (83 per cent). 15 per cent of passengers used the new
‘get me there’ app to purchase their ticket

2 13
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This section includes comparisons between tram (TPS) and bus (BPS) where applicable.
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Experience and opinions of the journey: summary

. Bus services in
Metrolink Manchester (BPS)

Satisfaction with today’s journey:
@ Overall journey

s Value for money

90 © 83

N I

62 © 0

)
i

86 Q@

(2]
~N

Punctuality

On-vehicle journey time 79

870

Ce @
1
]
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Experience and opinions of the journey: the detalil
Overall satisfaction: by gender and age

Metrolink Total fairly/very satisfied

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

All passengers 51 39 5 - 90 . 89 85 83

m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied m Very dissatisfied

Q. Overall, taking everything into account from the start to the end of this tram journey, how satisfied were you with your tram journey today?
Base: All passengers - 3022

© 16
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Experience and opinions of the journey: the detail
Overall satisfaction: by passenger type

Metrolink Total fairly/very satisfied

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

All passengers 51 39 5 - 90 ' 89 85 83

Fare-payers 45 44 6 - 89 . 87 84 81

m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied m Very dissatisfied

Q. Overall, taking everything into account from the start to the end of this tram journey, how satisfied were you with your tram journey today?
Base: All passengers - 3022

< 17
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Experience and opinions of the journey: the detail
Value for money (fare-payers only)

Metrolink Total fairly/very satisfied

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

All passengers 23 39 16 62 © 58 48 47

Age 16 to 34 19 36 18 s s o so 39 40
Age 35 0 59 28 43 14 [N 106 61 55

Commuting 19 35 17 T ¢ o os2 42 41
Not commuting 29 44 4 el 3o e 59 57

m Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied m Very dissatisfied

Q. How satisfied were you with the value for money of your journey?
Base: All fare paying passengers - 1978

© 13
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Experience and opinions of the journey: the detail
What influenced value for money rating

Metrolink

Those satisfied with value for money Those not satisfied with value for money

2016 32 30 12 13 25 30 7 136 13

2015 31 A 12 15

2014 33 34 10 12 n A 29 7 13

28 30 9 11

2013 34 32 10 9 24 27 7 17 11
m Cost tram versus other transport m Cost for distance travelled m Cost of making same trip by car
Comfort/quality for the fare paid ® Fare compared to everyday items ® Other reason

NOTE: Those not satisfied with value for money includes respondents answering ‘Neither satisfied nor dissatisfied’
Q. What had the biggest influence on the ‘value for money’ rating you gave in the previous question?
Base: All fare paying passengers satisfied with VFM - 1261, all fare paying passengers not satisfied with VFM - 650
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Experience and opinions of the journey: the detail
Punctuality and on-vehicle journey time

Metrolink

Satisfaction with punctuality 32

Satisfaction with on-vehicle

37
journey time

Q. How satisfied were you with each of the following...Punctuality? Base: All passengers - 2810
Q. How satisfied were you with the amount of time your journey on the tram took? Base: All passengers - 2967

Total fairly/very satisfied

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

g 86 @ 82 78 75

8 87 ©® 83 81 80

© 2
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This section includes comparisons between tram (TPS) and bus (BPS) where applicable.
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Waiting at the stop: summary

Satisfaction with the stop:

Overall satisfaction with stop

Distance from journey start
Conveniencel/accessibility

General condition and maintenance
Freedom from graffiti/vandalism
Freedom from litter

Behaviour of other passengers
Information provided

Personal safety

Ticket buying facilities

Reliability of ticket machines

*Not asked in BPS

Metrolink

89

83

88

81

83

78

84

78

85

(o]
w

=)

¢ 0 0 0 0 0 0 0 0 O

Buses in
Manchester

80

85

88

71

a4

70

N/A*

70

77

N/A*

N/A*

Satisfaction:
waiting time

Expected wait time

Actual reported wait
time

Passengers who
checked tram time

Info sources used
before arriving at
stop

Info sources used at
stop

Among those that
didn’t check...

Metrolink

85 @

7mins @

6 mins @

82% ©
¥
Online tram times
most common,
then disruption
info on Metrolink
website

76% electronic

display

77% knew
service frequent

Buses in
Manchester

68

7 mins

7 mins

65%
$

Paper timetable
most common,
then online
timetable

75% timetable
at stop

66% knew
service frequent

7

3 22
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Waiting at the stop: the detail
Satisfaction with the tram stop

Metrolink

Overall satisfaction - tram stop

Conveniencel/accessibility
Personal safety at stop
Behaviour of other passengers
Freedom from graffiti/vandalism
Distance from journey start
General condition/maintenance
Information provided at the stop
Freedom from litter

Ticket buying facilities

Reliability of ticket machines

43

33
36

34

32

33

37

35

36

34

32 18

m Very satisfied Fairly satisfied Neither/nor

H Fairly dissatisfied

IR
[N

12
11

Q. Overall, how satisfied were you with the tram stop? & Q. Thinking about the tram stop itself, how satisfied were you with the following:

Base: All passengers - 3019

Total fairly/very satisfied
Autumn Autumn Autumn Autumn

2016 2015 2014 2013
89 (. 88 86 87
88 . 87 87 86
85 . 84 83 80
84 . 82 81 80
83 85 85 84
83 . 81 79 81
81 « 81 80 78
78 . 76 70 67
78 79 80 79
75 77 75 81

63 @ 70 70 76

m Very dissatisfied

O 3
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Waiting at the stop: the detail
Waiting time

Metrolink

Total fairly/very satisfied

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

m Very satisfied Fairly satisfied Neither/nor  ®Fairly dissatisfied ®Very dissatisfied

Total about the same or a
little/much less than expected

Actual versus expected

®Much less A little less About expected ™A little longer ®Much longer = Don't know

Q. How satisfied were you with each of the following? & Q. Thinking about the time you waited for the tram today, was it [...] than expected?
Base: All passengers - 3021

Y
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Waiting at the stop: the detail
Expected and reported waiting times

Metrolink

Under 2 mins

2-5 mins

5-10 mins

10-15 mins

Over 15 mins

Expected tram waiting time

Autumn
2016 2015 2014

B 4 3
I o ¢ -
L E 11 11

|1 1 1

Average expected waiting
time 7.0 minutes (2015: 7.6
minutes)

Autumn Autumn Autumn
2013

3

38

44

13

Reported tram waiting time

Autumn
2016 2015

I 5 © S
R
L E o ¢
E 3

Average reported waiting
Time 5.8 minutes (2015: 6.7
minutes)

O 36

Q. Approximately how long did you expect to wait for the tram? & Q. Approximately, how long did you wait for your tram
Base: All passengers - 2964

Autumn Autumn Autumn

2014 2013
13 13
34 37
39 36
10 9

4 5

o Statistically significant increase since 2015

No change

0 Statistically significant decrease since 2015

O

SZZ
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Waiting at the stop: the detail
How passengers checked tram times

Metrolink

18 per cent () of Manchester Metrolink passengers did not check to find out when the tram was meant to arrive (2015: 16 per cent)

Before leaving for the tram stop At the tram stop
Autumn Autumn Autumn Autumn Autumn Autumn Autumn Autumn
2016 2015 2014 2013 2016 2015 2014 2013
Leaflet/paper timetable | 1 (4] 1 1 1 Electronic display _ 76 . 76 61 51
online l 8 o 10 8 8 Information posters I 2 (| K] 4 7
. S . Online | 1 e 1 1 2
Disruption information _
via Metrolink website l 7 = 6 7 3
Disruption information )
Disruption updates via Metrolink website 1 e 2 1 2
via social media I 2 © 3 B 3
Disruption updates :
via social media 1 O 2 1 2
Other I 6 =) 6 6 8
Other |2 @ 2 2 4

Q. Did you check any of the following to find out when the tram was meant to arrive?
Base: All passengers - 3073

O 2
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Waiting at the stop: the detail
Why passengers did not check tram times

Metrolink

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

Knew the trams ran frequently on this route

oo 78 74 73

Already knew arrival times 10

©
0
©
©

Could not find the information

.
w
0
N
©
0

Didn't have time

I
N
0
o
ol
N

Did not matter to me when tram was meant to arrive 20

N/A* N/A* N/A*

Did not know when tram was meant to arrive N/A**

* Not asked before 2016

** Not asked in 2016

Q. If you did not check to find out when the tram was meant to arrive, why was this?
Base: All not checking tram arrival information - 452

=
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This section includes comparisons between tram (TPS) and bus (BPS) where applicable.
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The tram: summary

; Buses in i Buses in . Buses in
Metrolink Manchester Metrolink Manchester Metrolink Manchester

Start of journey On board The driver
Routeinfoontram 90 © 85 Interior cleanliness 84 © 74 Appearance * 87
Exterior cleanliness 89 © 77 Info on board 85 © 62 Greeting * 65
Ease getting on 92 © 90 Seat/standing space 74 © 84 Helpfulness/attitude * 67
Time taken to board 93 & 89 Seat comfort 73 © 76 Safety of driving 91 © 86

Personal space 71 © 74 Smoothness journey 77 © 72

Provision grabrails 80 © 83

Temperature g1 © 76

*Not asked for Metrolink
Personal security 79 © 83

== 29
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The tram: the detail
Satisfaction with start of journey

Metrolink
Total fairly/very satisfied
Autumn Autumn Autumn Autumn
2016 2015 2014 2013
Time tak
2 sl wo w0 e
on/off tram 26 ) 92 1 92 88 90
Route/destination
25 e § o0 o e e
mVery satisfied Fairly satisfied Neither/nor m Fairly dissatisfied  mVery dissatisfied

Q. Thinking about when the tram arrived, please indicate how satisfied you were with the following:
Base: All passengers - 2983

O 39
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The tram: the detall
Satisfaction on the tram

Metrolink
Total fairly/very satisfied
Autumn Autumn Autumn Autumn
2016 2015 2014 2013
Information provided inside the tram 35 12 . 85 @ 81 80 80
Interior cleanliness/condition 41 9 - 84 1 86 85 85
Temperature inside the tram 40 12 - 81 83 76 76
sg o Ml oowm
38 5 BE o0 s w7
Availability of seating or space to stand 33 9 _ 74 76 65 62
Comfort of the seats 40 16 - 73 71 66 67
m\Very satisfied Fairly satisfied Neither/nor m Fairly dissatisfied  mVery dissatisfied

Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following:
Base: All passengers - 3007

== 31
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The tram: the detall
Satisfaction with tram staff

Metrolink

Total fairly/very satisfied

Autumn Autumn Autumn Autumn
2016 2015 2014 2013

Appearance N/A*
Greeting/welcome N/A*

Helpfulness/attitude N/A*

Smoothness/freedom
from jolting 40 w B 7o 0 66

mVery satisfied Fairly satisfied Neither/nor  mFairly dissatisfied  ®mVery dissatisfied

*Not asked for Manchester Metrolink

TPS: Q. Thinking about any tram staff you encountered on your journey, please indicate how satisfied you were with each of the following:
Base: All passengers - 2944

%32
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This section includes comparisons between tram (TPS) and bus (BPS) where applicable.
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Negative experiences during the journey: summary

Metrolink
Cor ¢ .
Passengers experiencing
&Il ]\ a delay to their journey
: .
-, :- Average length of delay 11 mins ©
- (perceived)
5’3 Y Most common cause of Signal/points failure @
. @ delay
®% Passengers with worry or
] “@, N concern about others’ 100
A behaviour on board

0 34
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Negative experiences during the journey: the detail
Experience of delays

Metrolink

9 per cent (@) of Manchester Metrolink passengers experienced a delay (2015: 12 per cent). Average length of delay was 11 minutes ()

Autumn Autumn Autumn

2016 2015 2014
Signal/points failure NGNS 1S = 10 10
Tram failure SR 10 A 3 6
Tram waiting too long at stops NG 3 4=/ 7 12
Congestion/traffic jam I 7 = 8 8
Tram waiting too long at signals I 6 = 11 11
Time it took passengers to board N 6 (= 4 6
Planned engineering works [ 3 (V] 31 22
Had to use bus replacement W 1 (= 3 1
Poor weather W 1 (= 3 0
No reason given for delay NI 10 (= 20 17
Other I —— 30 (= 21 30
Not sure IIIEENEGEG——— 11 (= 6 13

* ‘No reason given for delay’ not asked in 2013. Its addition could have caused the significant drops in the other factors
TPS: Q. Why was your journey delayed?
Base: All experiencing a delay - 216

o
>
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Negative experiences during the journey: the detail
Worry or concern at other passengers’ behaviour

Metrolink
% worried/concerned of other passengers’ behaviour
Autumn Autumn Autumn  Autumn
2016 2015 2014 2013
All passengers N 10 9 8 9
Male NG ° 8 9 9
Female NN 10 9 8 9
Age 16 to 34 NN 11 10 10 9
Age 35to 59 NN ° 9 6 9
Age 60+ NN S 6 6 7
Types of worrying/concerning behaviour (%)
Autumn Autumn Autumn  Autumn
2016 2015 2014 2013
Rowdy behaviour NN 42 o 60 62 55
Loud use of mobile phones NN 28 27 33 31
Passengers under influence of alcohol IIIIIEEGEGEN 5 25 26 27
Passengers playing loud music NN 22 30 26 29
Passengers not paying their fares GG 22 27 21 21
Feet on seats NG 2?2 17 17 19
Abusive or threatening behaviour I 16 18 15 15
Passengers not moving out of priority seats [N 12 17 12 N/A*
Passengers under influence of drugs NI 17 14 11 9
Graffiti/vandalism Il 3 4 7 1
Smoking NG 14 8 5 6

*Not asked in 2013

Q. Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your journey?
Base: All passengers - 3027

Q. Which of the following were the reasons for [other passengers behaviour causing you concern]?

Base: All experiencing worrying/concerning behaviour - 253

o Statistically significant increase since 2015

2 36

No change

0 Statistically significant decrease since 2015 tr an SpOl’t'fOCUS / / i
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Passengers’ suggested improvements: summary

Metrolink
68%0 of Metrolink passengers in 2016 had no suggestions for improvements
..of the 32% that did, the most common service areas for improvement were:

Seating and capacity [ INENGININI>5>G 22
Faresitickets [ IININNNGE 16
Frequency/routes [ IIIINGE 15

{_nmc] Dul‘mg__,
Evendhing
Tram: Design/comfort/condition [ NI 15 0!-51 NEt
. etween Luhl.f;med | Gﬁ‘
o Destination | sa Y ]
Tram stop [ 10 _— Blliqgh Q"mﬁd
: — [ ||1I T
Real time info./updates at stop [ 9 d"(&{}iﬁt 1@5&% PaHE 2Take
Passenger behaviour - 7 mEih ! Buch ) Didshury T, GREd --'.al..'*' Puratler WREKMLP
odays, Telliimn e T e 122
Tram staff [l 6 DldllN thI] o '\h _ I_Ihl oo A T [Etﬁﬁ » ‘E"“
. S5 s Y ¥
Punctuality [l 4 M\??%E'ravel\mu aliness '\'nrmm.. Put I-“.hn 170 Price™ | Hack ay Ct_lmbmok
- Three e N C "“ . East Fare
Journey times u;}.';...“ : S weJ Detler..
/ .4 win . g Dervice B asseﬁger Machmc‘\/ Cryse.
Information about routes - 3 i S Aty - A, i e Return
I"-\'Idml\k“:ll.l B e Never Five p I-requeml{ Ud
External factors (road works, congestion etc.) [l u, bﬂ%? ‘\"\ Isn E{j il U Ask T Sit Bit ]-)OT i “
! - ay FL | o, 2 Las Cl Flectron
On-board amenities (Wi-Fi, tea/coffee etc.) [l Cnld’ Mﬁlﬂe Pldwd‘ Df‘}y Se D aue | Suite
Dll R Rm,,,, Dr;-nl“ [mmw Left - U |)t .-lio‘L"L
Comment about another journey Ler S ;- : = 1 Two Chence
""" Altrincham « ©#= *‘ e e Spage S
Disabled provision / Wheelchair provision etc. Fod CheckeJ | e ,le | mm 7
" Ciltle Lin

Real time info./updates via online sources I 1

other M 5

*Coding has been changed since 2015. Significant changes are therefore not shown

Q. If something could have been improved on your tram journey today, what would it have been?
Base: All suggesting an improvement - 896

o_
b =
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Passengers’ suggested improvements: the detail
Selected verbatim comments

More double trams to create more space on tram.

Justroom fosit. Ido think that at More frequent, reliable service-information about

Too many people allowed on certain stops when the kids get on next tram service on screens at tram stop
the tram and therefore they can intimidate and just generally
difficult to get off cause mayhem. Maybe a patrol man

or woman is needed at times.
Access to and from platforms remove the beggar

from the platform (seems to be a permanent fixture)

Need more trams and more doubles during rush hour on
Alty line. People had no seats from Navi Road- only
second stop. And couldn't get on at all from Sale
onwards!! Really bad! £6.50 to sniff somebody’s armpit alll
the way into town. Far too expensive for the rush hour
experience! Like cattle. Good value when train not packed.

Enough seats for
everyone. A guard on
the tram like you get on
the train (| guess that
might put the prices up

More seat availability.
Grabrails/handles for shorter
passengers. Also if dogs were
allowed on the tram, it would
have made our day out easier

though)
Cleanliness inside tram. They do not look like they get a good _ o _
washing inside more than once a month or so. The floors are Trams going to Wythenshawe at certain times of the day being
always disgusting and the seats look brown rather than blue. double carriages. They should place extra trams on as have to

wait longer Didsbury/Eccles/Altrincham in the evening

A quieter tram with no kids getting on the tram
without inspectors on the tram as we need them
at all times and they are not buying ticket

Not enough space, single trams not appropriate for number of
people, unreliable info on boards at stops, conduct of other
passengers, filthy inside tram, far too expensive. | could go on.

: . . . The airport tram does not go to the centre of Manchester - the one route
On the inward journey it was only a single tram. At busy . .
) . ] ; not covered . This plus the fact the trams are at least twelve minutes
times i.e. 4-6:30 pm | think they should all be doubles as . L .
apart means the journey time is often very long. Itis also very cold and
windy waiting at Cornbrook with no shelter in an exposed place.

| stood for over twenty five minutes. Not acceptable.

O 39
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Opinion of trams in the local area: summary

. Bus services in
Metrolink Manchester (BPS)

General opinion of services in area:

Ease of buying tickets 8160 N/A*

79 © - A
80 @ B s:

20 N/A*

Punctuality
Frequency
Range of tickets available
79" N/A*

Range of payment options available

Ease of getting to local amenities 86 ©

84

Connections with other modes

86 ©

74

*Not asked in 2015/BPS. Punctuality refers to ‘reliability’ in BPS

<° 4
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Opinion of trams in the local area: the detail
Satisfaction with trams generally

Total fairly/very satisfied

Metrolink Autumn Autumn Autumn Autumn
2016 2015 2014 2013

Ease of buying ticket 41 41 9 81 . 81 80 84

Frequency

(how often they run) 37 43 10

80 ©® 75 72 66

Range of payment options

available 39 40 13 79 N/A* N/A* N/A*
Punctuality -
(running on time) = 46 10 79 76 70 58
Range of tickets available 29 40 18 69 69 64 N/A*

mVery satisfied Fairly satisfied Neither/nor ®mFairly dissatisfied ®Very dissatisfied
Total good/very good

Connections with other =
modes of transport 41 45 10 . 86 86 82 84

Ease of getting to

local amenities 45 11

86 = 85 83 81

= Very good Good Neither/nor ®Fairly poor ®Very poor

*Not asked in 2013/2014/2015

Q. And how satisfied are you overall with tram services for the following: & Q: How would you rate your local tram services for the following:
Base: All passengers - 2217

<
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Metrolink passengers: summary

Overview of passenger demographics

Age Disability Access to private transport

Autumn
2015

Autumn
2015

m Easy 39

Autumn
2015

mi6-34 @) 45
m35-59 35
60+ @ 17
Not 0 2

stated
*The weighting process for 2015 was adapted to include passengers choosing not to provide their age and gender, in line with BPS. This allows their answers to not be wasted

4 8

20
mYes 14

Moderate @) 44

mNo @ 79

Not ‘)7

stated

m Limited / 16

none
Not stated @@ 2

46

Passengers’ postcodes relative to tram network
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Passengers’ postcodes relative to tram network: by route (1)
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Passengers’ postcodes relative to tram network: by route (2)
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Passenger and journey context: the detalil

Passenger profile

Tram
Autumn Autumn Autumn
2016 2015 2014
Age
16-34 0 @ 45 50
35-59 36 35 34
Over 60 20 © 17 16
Not stated* 4 © 2 N/A
Access to private
transport
Easy 37 39 40
Moderate 46 @ 44 43
Limited/none 14 16 17
Not stated 2 O »2 1
Has a disability
Yes 15 14 13
Ticket type
Free pass holders 20 18 16
Fare-payers 80 82 84

Base: All passengers - 3073 (Tram), 1188 (Bus)

Autumn
2013

48

35

17

N/A

40

43

15

16

81

Bus
Autumn Autumn Autumn Autumn
2016 2015 2014 2013

42 50 51 53

33 32 29 30

21 13 20 18

4 5 0 0

18 15 16 15

37 34 37 38

39 44 41 41

5 7 5 6

24 21 31 24
*The weighting process for
2015 was adapted to include

25 18 26 25 passengers choosing not to
provide their age and gender,

73 79 74 75 in line with BPS. This allows

their answers to not be wasted

o Statistically significant increase since 2015
No change
0 Statistically significant decrease since 2015

< a7
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Passenger and journey context: the detalil
Where Manchester Metrolink passengers live

Metrolink
Autumn Autumn  Autumn
2015 2015 2014
Any oL [ 1 14 14
m19, M20 and M21 [N 1 (4] 9 8
Any WA [ 11 9 11
Any sL [N 7 9 7
M31, M33, M41 and M44 [ 7 8 6
Any sk [N 6 5
M13-mM16 [ 3 5 4
M26 and M45 [ 4 5 6
mM1-m4 T 4 4 3
m34, M35, M40, M43 [ 5 4 3
mo, M24 - M25 | 5 4 6
m22, M23 and Moo [ 2 4 1
Any other [N 14 18 25

Q: What is your postcode?
Base: All giving a postcode - 2639

o Statistically significant increase since 2015

No change

0 Statistically significant decrease since 2015

o

=
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Metrolink journeys: summary (1)

Passenger journey details

Journey purpose

@ Commuting - 45 O
500

[ )
Business 5§51

( X
i

Bk [k OF Ok

ik

Frequency using trams in area

5+ days 0,0
wegk - 360 Less often 6 '

3-4 days
we()a/k . 20 © G Firsttime | 1 &
1-2 days a
week . 230
Once a
fortnight 8
Once a 6
month
O 49
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Metrolink journeys: summary (2)

Tickets used for today’s journey e Ticket type

@ Single/return 42 @
Free/fare payers
@ Season 340
[ J
Mode permitted

£0 | Free pass 200 E Tram only 71©
E Multi-mode 290

Purchased ticket via... Ticket format

Ticket machine - 710 IEJI Paper - 64
[ =

°
&') Travel shop I 60 ": Photocard . 19 ©

‘Ge’t me 15 © Plastic card 12 ©
there’ app
? Other g8 D M-ticket 4 @

2 50
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Metrolink: summary (3)

Most used tram stops: journey start Mode used to arrive at starting stop (all stops)

Piccadilly 11
Altrincham 70 onfoot [N 66 ©
Bury i car 150
Market Street 5 »
St Peter’'s Square 5Q Bus 70
Victoria 4
Piccadilly Gardens 30 e e Train [
Deansgate-Castlefield 3

9 ' o ? Other I 5

Most used tram stops: journey destination Mode used to travel on from destination stop (all stops)
St Peter’s Square 8 ©
i onfoot | 78
Victoria 70
Market Street 6 Car I 70
Piccadilly Gardens 6 -
Piccadilly 6 @ Bus 6Q
Deansgate-Castlefield 50 )
m.. set Train 6

Bury 4 O
Cornbrook 3 0 ? Other I 50

é,’/f 51
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Metrolink journeys: summary (4)

Weather on day of journey

@ oy N oo
‘ Light rain - 26 ©
XX

Heavyrain 4 @

),
o600
o 0

? Other 3

Journey direction

P s}

# One way only

Outward

Return

Sitting/standing

{h Had a seat
o
S

Stood, would
have liked seat

o)
‘4 Stood, happy
S to stand

55

40 ©

50

| se

70

SC B
transportfocus i \Y

52



Passenger and journey context: the detalil
Journey purpose

Metrolink
Autumn Autumn  Autumn
2016 2015 2014
Travelling to/from work [ RN :° o 43 48
Leisure trip [ N 17 (=) 14 14
Shopping trip [ NG 14 (1) 11 10
Travelling to/from education [l 7 (V] 9 8
visit friends or relatives || llll 8 (4] 6 8
on personal business [l 5 (=] 6 5
on company business [l 5 =1 4 3
Health visit ] 3 Q 2 1
other M 4 (=) 4 4
Sub-total: Commuter _ 45 O 52 56
Sub-total: Business - 5 Q 4 3

subtora: Leiswre (MM 0 © 4 4

Q. What is the main purpose of your tram journey today?
Base: All passengers - 3012

>
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Passenger and journey context: the detalil
Frequency of using Manchester Metrolink

Metrolink
Autumn Autumn Autumn  Autumn
2016 2015 2014 2013
5 or more days aveek. [ : © 2 43 42
3or 4 days aeek NN 20 S 18w
once or wice aveek NN 2> 01 19 2
Once a fortnight _ 8 - 8 8 7
Once a month - 6 - 6 5 5
Less frequently - 6 - 6 6 7
This is the first time I 1 2 2 2
Q. How often do you typically travel by tram?
Base: All passengers - 2965
O s5a
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Passenger and journey context: the detalil
Ticket type and modes of transport permitted

Metrolink Autumn Autumn Autumn  Autumn
2016 2015 2014 2013
Sub-total: Single/return NN 42 (4] 38 42 40
Single [ 9 =1 10 9 9
Return [ 33 (4] 28 33 31
Sub-total: Season ticket/pass N 34 (V] 41 40 41
Day pass 0 8 O 13 8 9
3 day/weekend [ 2 (1) 1 1 1
5days/l week [ 10 (= 11 12 13
10 days/2 weeks 0 (=] 0 0 0
4 weeks/1 month [ 12 (=] 13 15 11
Quarterly/3 months 0 (=] 0 0 2
lyear [ 2 (=] 3 3 4
Free pass/journey [0 20 =1 18 16 16
Other ticket type W 3 Q 3 2 3
= Tram only Q 74 76 75
ETrain and tram 4 4 5
“Busandtram 8 8 8
W Train, busand = 15 13 13

tram

Q. What type of ticket/pass did you use for this tram journey today?
Base: All passengers -2987

Q. What modes of transport does your ticket allow you to travel on?
Base: All passengers - 2988

é}f
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Passenger and journey context: the detalil

Method of buying ticket and ticket format

Metrolink
Autumn Autumn Autumn Autumn
2016 2015 2014 2013
Ticket machine at stop NGNS 71 O 84 82 79
Conductor that day N/A* N/A* N/A* N/A*
'Get me there' app NG 15 N/A* N/A* N/A*
Travel shop M 6 (V] 9 10 11
Direct from the tram company [ 1 (=] 1 1 2
Rail/bus company [l 4 Q 4 4 5
Local shop or post office 0 (=] 0 0 1
Direct debit through work/college W 2 Q 1 1 1
Other [ 1 (=] 1 1 1
= Paper ticket/pass 67 68 68
® Photocard pass =] 19 26 28
= Plastic card (=) 13 4 2
m Ticket on mobile €Y 0 0 0
= Other format Q 1 1 2
*Not asked for Manchester Metrolink
Q. How did you buy that ticket or pass? Q. In what format was your ticket?
Base: All fare paying passengers - 2025 Base: All passengers - 2742

‘\M/f
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Passenger and journey context: the detalil
Manchester Metrolink stops used by passengers surveyed

55 per cent of passengers were on an outward journey, 40 per cent on a return and 5 per cent on a
one-way trip (2015: 56 per cent, 38 per cent and 6 per cent respectively)

78 per cent (@) had a seat for their whole journey, while 6 per cent () said they had to stand but
would have liked to have a seat (2015: 81 per cent and 5 per cent)

51 per cent (@) travelled on a single vehicle tram, 36 per cent (@) on a double tram and 13 per cent
were unsure if it was a single or a double tram (2015: 27 per cent, 59 per cent and 13 per cent)

 Piccadilly 11 9 5 9 « St Peter’'s Square 8 ® O 15 12
+  Altrincham 7 6 8 8 * Victoria 7 @ 5 0 5
> Bury 6 8 7 11 * Market Street 6 7 11 9
« Market Street 5 5 7 6 * Piccadilly Gardens 6 6 5 5
» St Peter’'s Square 5 ® 0 7 5 + Piccadilly 6 6 4 8
* Victoria 4 3 0 4 » Deansgate-Castlefield 5 O 7 1 2
+  Piccadilly Gardens 30O 6 2 4 + Bury 4 @ 5 6 6
* Deansgate-Castlefield 3 O 4 1 1 « Cornbrook 3 4 3 2

Any changes in tram stops used reflects the sample of passengers in this survey rather than actual usage of stops

Q: Were you on your outward or return journey? Q. Did you get a seat on the tram? Q: At which stop did you board/leave this tram?
Base: All passengers - 3073

0 Statistically significant increase since 2015 (o)

N 57

No change
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Passenger and journey context: the detalil
How got to and from the tram stop

Metrolink
Autumn Autumn Autumn Autumn
2016 2015 2014 2013
66 65 70 67
1 0 1 1
Cycled I 1 0 0 0
) . 5 6 6 5
Car - dropped off/picked up r2 a 3 4
) . 7 6 5 7
Car - park and ride H 2 3 3
; 4 3 4 4
Car - parked elsewhere r2 5 3 5
7 8 8 8
Bus/coach .6 g - -
. 7 5 7
T 7
4 o 3 2
T 6
ram l 4 5 1 3
Other I 1 1 1 1
1 4 3 1

m Got to tram stop m |eft tram stop

Q: How did you get to/from the tram stop where you boarded/left the tram today?
Base: All passengers - 3011

o Statistically significant increase since 2015

<O 58
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Passenger and journey context: the detalil
Weather conditions when journey made

Metrolink

Dry

Light rain
Heavy rain
Snow
Foggy

Icy

Autumn
2016

I o7
N o6

|

0

|1

|

Q. What was the weather like when you made your journey?
Base: All passengers - 3025

e & S

Autumn
2015

70

21

Autumn Autumn

2014
78

19

2013
68

25

O 59
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Passenger and journey context: the detalil
Reasons for choosing the tram

Metrolink
Autumn Autumn  Autumn  Autumn
2016 2015 2014 2013
Best way to get where | am going [ NRNRENEIEINGQGEGEEEE /> 29 28 29
More convenient than the car (e.g. parking) | NI :/ 21 22 21
Quicker than other transport | NN 37 18 19 19
Didn’t have the option of travelling by other means [ INNENEGgEE 15 15 15 15
Cheaper than the car | NN 11 4 5 5
Tram more comfortable than other transport | N NN NI 17 5 4 3
Cheaper than other transport [ N 7 3 3 3
For the experience of riding the tram [l 3 1 1 N/A*
other M 6 4 4 4

*Question changed to multi-code in 2016. Significant changes are therefore not shown
**Not asked in 2013

Q. What was the main reason you chose to take the tram for this journey?
Base: All passengers - 2947

< 60
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Passenger and journey context: the detalil

Factors preventing more journeys being made

Metrolink

Level of crowding on board

Tram network improvement works
Cost of using trams

Places reachable

Reliability of trams

Journey times

Frequency of trams

Concern for personal safety
Comfort of trams

Understanding the fares

Understanding the ticket machines

Autumn
2016

I 37
. JEB
I 27
——— 38
I 18
I 16

I 10

I 12

. 7

[ K]

| W

Autumn
2015

35
38
26
31
16
18
12
10

*Not asked in 2013. The addition of ‘Tram network improvement works’in TPS 2014 could have caused the significant drops in other factors

Q. Have any of the following frequently stopped you making journeys by tram? (More than one answer permissible)

Base: All previously using the tram - 2183

Autumn
2014

40
37
29
27

Autumn
2013

49
N/A*
32
31
40
16
17
11
6
3
1

o_
b =
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Methodology — fieldwork

Manchester Metrolink (TPS)
Fieldwork: 26 September to 4 December 2016 (with a gap for half term from 31 October to 6 November)

Interviewer shifts: covered all days of the week and ran from 6am to 10pm. Each interviewer worked a three-hour shift; four hour shifts were
conducted in a few cases

Method: Choice of paper or online self-completion questionnaire
Sample size: 3073 interviews (2541 paper and 532 online)
In 2015 fieldwork took place between 17 September to 26 November 2015

Bus (BPS) data for Transport for Greater Manchester area
Fieldwork: 5 September to 18 December 2016

Interviewer shifts: covered all days of the week and ran from 6am to 10pm. Each interviewer worked a three-hour shift
Method: Choice of paper or online self-completion questionnaire

Sample size: 2026 interviews

%63
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Methodology — data analysis

Base definitions: All charts are based on those who gave an answer to an individual
question. Those who either left the question blank or said ‘don’t know’ have been excluded
from the base. For this reason the base sizes for those charts based on ‘all passengers’
vary slightly between the different charts in this report.

Weighting: this was based on passenger count information collected by the interviewer
during each interviewer shift. The weighting matrix used the following weighting cells:

« Tram network (for Manchester Metrolink this was by line)

 Age: 16-25, 26-59, 60+

* Gender: male, female

« Time/day travelled: weekday peak, weekday off peak and weekend

The full details of the weighting matrix can be found in the TPS Autumn 2015 technical
report.

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

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

)
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Methodology — themes that are affecting overall passenger satisfaction charts (1)

This year, we introduced a new approach for identifying the key drivers of overall journey satisfaction amongst
bus passengers, comprising two stages. At the first stage, we took all 25 individual satisfaction measures from
the survey (apart from the overall journey satisfaction) and formed them into themes using a statistical technique
known as factor analysis, which groups together those satisfaction measures that are responded to similarly
within the data. For instance, where high or low scores are given for measure ‘X', there tends to be a similar
rating for measures ‘y’ and ‘z’, so the ‘factor’ or theme becomes ‘A’. Through this process we identified ten
themes, which are shown below, alongside measures that formed each theme:

Theme (factor) Questions

1 On tram environment and comfort « Sufficient room for all the passengers to sit/stand

* The comfort of the seats

« The amount of personal space you had around you

» Provision of grab rails to hold on to when standing/moving about the tram
* The temperature inside the tram

2 Tram stop condition + Its general condition/standard of maintenance
_ + Its freedom from graffiti/vandalism
» Its freedom from litter
- The ease of getting on to and off of the tram
+ The length of time it took to board the tram
The length of time you had to wait for the tram
The punctuality of the tram
- Its distance from your journey start e.g. home, shops
» The convenience/accessibility of its location
6 Personal safety throughout journey » Behaviour of fellow passengers waiting at the stop
* Your personal safety whilst at the tram stop
* Your personal security whilst on the tram
+ The cleanliness and condition of the outside of the tram
* The cleanliness and condition of the inside of the tram
The amount of time the journey took
Smoothness/freedom from jolting during the journey
9 Information throughout journey « The information provided at the tram stop

* Route/destination information on the outside of the tram
* The information provided inside the tram

10 Value for money * How satisfied were you with the value for money of your tram journey?

o
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Methodology — themes that are affecting overall passenger satisfaction charts (2)

For the second stage, these themes were then used to identify how much effect each one has on passengers’
rating for overall journey satisfaction, by means of a key driver analysis.

The square diagrams show the proportional influence that each theme has on satisfaction for that area/operator.
They should be read like a pie chart where the slices or portions are relative to each other and together add up
to 100%. So in the example below, the theme of ‘on tram environment and comfort’ which is shaded red, has the
greatest influence on satisfaction, followed by ‘smoothness/speed of tram’, while themes such as ‘boarding the
tram’ and ‘information throughout journey’ have relatively influence here.

On tram environment and Value for |Cleanliness
comfort money

and
condition
of the tram

Personal |Access to

safety the tram
throughout stop

journey

Tram stop Information

condition |throughout
Timeliness S

Boarding the tram

This analysis was conducted on fare-paying
passengers only, so that the influence of value for
money could be included. It also combines data from
2015 and 2016 surveys to increase robustness. The
analysis excludes satisfaction measures relating to tram
staff; due to differences in staff availability across the
networks not all TPS questionnaires feature questions
about tram staff. In order to run the analysis in a
consistent and practical manner all staff measures have
been excluded.

There are noticeable and interesting differences in the
impact of different themes between the various tram
networks.
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The Manchester Metrolink route map
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Metrolink
Tram Passenger Survey

Thank you for agreeing to take part in our survey. Your views as a tram passenger are important.

0O000GE

DATE (DD/MM/YY)
Sep-Nov 2016

Transport Focus is the official, independent consumer watchdog that represents rail, bus,
and tram passengers.

To help us represent the views of passengers in your area we would appreciate a littie of your
time to complete this survey.

It asks about the tram journey you made when given this questionnaire.

Towards the end, there are also questions to record your general experiences t0o.

Tram companies, local authorities and governments pay close attention to the survey’s results.
These results provide Transport Focus with the evidence to seek improvements on behalf
of passengers.

Completing the questionnaire

Please fill in the questionnaire after completing your joumey with Metrolink.
Please tick only one box per question, unless directed otherwise.
After completing the questionnaire, please retum it to us in the reply paid envelope provided.

WHEN ANSWERING:
CONSIDER ONLY THE JOURNEY YOU MADE WHEN GIVEN THIS QUESTIONNAIRE

1  About your journey on Metrolink

Q1a At which stop did you board this tram?

(If your journey involved changing trams please refer only to the part of your tram journey on which
you were given this questionnaire)

Q1b At which stop did you leave this tram?

Q2 Please fill in the time that you boarded the tram today:
Use the 24 hr. clock e.g. 5.25pm is 17:25
Enter your time of boarding into the boxes as shown

RN

Your opmlov_v{

§5105001C~ 7 .

transportfocus /W
1

Q3a What type of ticket or pass did you use for this journey on Metrolink?

Saver/Season Ticket Single/return ticket

1 0aY. e Single ticket..........................o..... |
3 day/weekend... G L o
5 days/1 week.... A free pass or free journey
4 weeks/1 month 60+ Concessionary pass.................c............ O
VOB i susiossnna RS S R aseEed Disabled person’s pass
ther time period (please write in) Complimentary/free ticket........................... O
Other ticket
Family/Group ticket.

IO O O - o s S TS S S eSS jm}
Wrainand Melrolink: s msnisiasiissnaaRasss O
Bus and Metrolink...... O
Train, Bus and Metrolink................ccoouviiiiiiinieiiie e (]

Q4 In what format was your ticket?

A standard paper ticket/pass................ccccceeieeeeeiueireeaeiennnns a
A DRO CarTUCKOUPASS ..o i, a
A plastic card you touched on to the fare machine.................... a
An electronic ticket on the get me there app....

Q5 How did you buy that ticket or pass?

Ticket machine at the Metrolink stop.....................ccooooiiiiis i
Direct from Metrolink (website/phone).. %
Vatieoume e e oo s
Travel shop...................
Rail/bus company.................

From a local shop or post office.
YOU TR0 A OO DIBS...ccovi oo ossimscamimsemisssviviasesismig
Direct debit through work/college...

Transport for Greater Manchester funded a number of additional
questions beyond those in the core TPS questionnaire. These
questions are not reported in this document and have been
removed from this example questionnaire while retaining the
question numbering as used in the full questionnaire
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Q14 What was the main reason you chose to take Metrolink for this journey?
(Please tick all that apply)

Cheaper than the car... o JE
Cheaper than other transport e
More convenient than the car (e g parkmg)
Didn't have the option of travellmg by anomer means

ooopoooo

. . . . Quicker than other transport...
Q9 What is the main purpose of your journey on Metrolink today? Best way to get where | am goin g
Travelling tofrom wWork ... O Tram more comfortable than other 11'3“590“
Travelling to/from education (e.q. college, school)... O For the experience of riding the tram ...
On company business (or own if self-employed)... g Other (please wiite in)

On personal business (job interview, bank, post oﬂ'ioe] _____________
Health vnsrt(DoctormosmmUdenust}
Shopping trip...

Visiting friends of relative .
Leisure trip (e g. day OUL). v e
Other...

00000

Q15 What was the weather like when you made your journey, was it?

Q10 Were you on your outward or return journey when you were given a questionnaire?

O
|
ONe Way trip NI D
Q16 Please tell us whether your Metrolink journey was on...
Q11 Were you travelling with...? (Please tick all that apply) A SINGIE ram.. O
) A dOUDIE TFAM ..o |
Heavy/bulky luggage/other large fems.............c.coovcrecinnns DOMEKNOW. oo O

|
Apushchair........cooooveiiiiiiiiiiees |
Children (under 12 | - . )
A fo,dm(bwydem)' O 2 About the tram stop where you boarded this Metrolink tram
A non-folding bicycle.. .0 o i . . .
Adog...... .0 Q17 Thinking about the tram stop itself, how satisfied were you with the following?
A helper...... .0 )
= Neither Donit
A mobility sFootef___ | Very Fary safsfednor  Fady Vey b
A wheelchair...... -0 satsfied  sotisfed dissotsfied dissatshed dissafisfed  opinion
None of the abOVE..........c.ciiiiiiiiii e O Its distance from your journey start e.g. homefshopsD O [m] | | [m]
The convenience/accessibility of its location....... .a O [} O O m]
Q12 How did you get to the Metrolink stop where you boarded this tram today? Its general condition/standard of maintenance. -] O O O O m]
Its freedom from gral'ﬁtiNandaIism..............................EI O ] O O [m]
On footiwalked.............cocooevvvicen. 3 BUS...ooooiiieee e ) Its freedom from litter... ....0d O [} O O m]
Cycled............... O Train... [} Behaviour of fellow passengers wamng at 1he stop (] O O O O O
Car - dropped off........... .0 Tram.. ..a The information provided at the tram stop........... O O O a a a
Car - and used Park and Ride................0 OteT .o Your personal safety whilst at the tram stop. O O [m| O O O
Car - parked elsewhere ... | Ticket buying facilities..... O | a O O O
Reliability of ticket machin .o o o4 | | ]
The time it took to buy a ticket at the ticket hine....|
Q13 Which means of transport did you use when you got off this tram today? € ime obuyat atthe machine..... L] O o O O =
8 Q18 Overall, how satisfied were you with the tram stop?
a Fairly dissatisfied..._...................... [m}
..a Very dissatisfied..... .0
Car - parked elsewhere...........................O Don't know/No opinion...................cc...........d

é%
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3 Waiting for the tram

Q20 Did you check any of the following to find out when the tram was meant to arrive?
(Please tick all that apply)

Q19 Approximately, how long did you wait for your tram?
(Please write the time in minutes)

Before leaving for the tram stop

At the tram stop

Electronic display at the stop |

Information posters at the stop ..O

Disruption information via Online tram times._.___ ... |
Metrolink website ... (] Disruption information via

Disruption updates Metrolink website_.. ... ] |

{e.g. on Twitter/Facebook) Disruption updates

Telephoned for information {e.g. on TwitterfFacebook)........ ... O

Other. O

|

If you did nort check 1o find out when the ram was meant 1o arrive, why was this?
(Please tick all that apply)

Knew the trams ran frequently on this route. ..
Already knew arrival times

Could not find the information..__

Didn't have time..__..................

-

@21 Approximately how long did you expect to wait for the tram?
(Please write the time in minutes) I:I:l

Q22a Thinking about the time you waited for the tram today, was it...

Much longer than expected
A little longer than you expected. ..
About the length of time you expected
A little less time than you expected...

Much less time than you expected

ooooo

Q22b Were you able to board the first tram you wanted to travel on?

Q23 How satisfied were you with each of the following?
Neither Den't
Wery Faily safisfied o Fairly Very knowing
safisfied  satisfied  dissatisfied dissatisfied dissatisfed  opinion
O O O O O O
| O O O O O

The length of time you had to wait for the tram___.
The punctuality of the tram

4 Onthe tram

24 Thinking about when the tram arrived, please indicate how satisfied you were with
the following:
Neitnes Den't
Very Faily satisfied nor  Fairly Very knowino
safisfied  satisfied  dissatisfisd dissatisfied dissatisfied  opimion

Route/destination information on the outside of the tram__._...[J O
The cleanliness & condition of the outside of the tram_. - O
The ease of getting onto and off of the tram_..._..._.........__.. O
The length of time it took to board the tram..............cccoee O

oooo
ooono
oOooao
ooono

125 Thinking about whilst you were on the fram, please indicate how satisfied you were with
the following:
Neither Den't
Very Fairly safisfied noe  Fairly Very knowino
safisfied  satisfied  dissatisfied dissafisfied dissatisfied  opimion

The cleanliness and condition of the inside of the tram.....O
The information provided inside the tram............_.
Sufficient room for all the passengers to sit/stand ..
The comfortofthe seats.............. ...
The amount of personal space you had around you
Provision of grab rails to hold on to when standlng!

moving about thetram. ... .. .
The temperature inside the tram..
Your personal security whilst on the tram..
The amount of time the journey took
Smoothnessffreedom from jolting during the jouney.
The safety of the driving (i.e. appropriateness

of speed, driver concentrating)

0O OOooo ooooo
0O OOooo ooooo
0O OOoOooo ooooo
0 OO0O0ooo ooooo
O Oooooo ooood

Q26 Did you get a seat on the tram?

Yes — for all of the joumney....
Yes — for part of the journey.

Mo — but you were happy fo stand
| No — but you would have liked a seat...

Q27a Did other passengers’ behaviour give you cause to worry or make you feel
uncomfortable during your journey?

Q27b If yes: Which of the following were the reason(s) for this? (Please tick all that apply)

Passengers drinking/under the Passengers not paying their fares..._.........._. [}
influence of alcohol ... .| O Feet on seats.

Passengers taking/under the Music being played loudly.
influence of drugs.............................._] O i

Abusive or threatening behaviour ... O

Rowdy behaviour.___...._.__ ... O Loud use of mobile phones. ...

Passengers not moving Other (please write in)
out of priority seats..._........_......__..... (]

<° 7
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Q28a Was your journey on Metrolink today delayed at all?

YOS, NO. o

Q28b If yes: Why was this? (Please tick all that apply)

Due to a signal/points failure......................0 Time it took passengers to board................
Road congestion/traffic jam... :a Had to use bus replacement service

Due to a tram failure_......_.. O Other (please write in)
Planned engineering works
Poor weather conditions

The tram waiting too long at stops............... O
The tram waiting too long at signals.............[

Q29 If yes: By approximately how long was your journey today delayed?

(Please write the time in minutes) I:l:l

5 Your overall opinion of the journey you made when given this questionnaire

(=

Q30 Overall, taking everything into account from start to end of this journey, how satisfied
were you with your journey on Metrolink today?

Fairly dissatisfied...

Very dissatisfied...

Neither satisfied nor d|ssat|sﬁeﬁ EI Don't knowaoopmnnD

Q31 If something could have been improved on your journey on Metrolink today,
what would it have been?

Q32 How satisfied were you with the value for money of your journey on Metrolink?

Very satisfied............. g Fairly dissatisfied........... |
Fairly satisfied...... 0 Very dissatisfied..... o
Neither satisfied nor dissatisfied... .0 Don't know/No opinion... a8

Q33 What had the biggest influence on the ‘value for money’ rating you gave in the previous

question?
The cost for the distance travelled..............0 Comfortjourney quality for
The cost of the tram versus other the fare Paid.............ccccovevieeiieeieeiin ]
modes of transport........ The cost of making the same trip by car.......[J
The fare in comparison to the cost A reason not mentioned above
of everyday items....................oon. [m} (please write in BOX)............ocooceeeen. ]

Q34 All things considered, how much do you trust the tram company that operated the tram
you used for this journey? (Please tick one box only)

DoNOTwust » T'RUSTM:
thematal GREAT deal

6 Your opinion of Metrolink generally

THE PREVIOUS QUESTIONS WERE ALL ABOUT YOUR JOURNEY TODAY. IN THIS SECTION
WE WOULD LIKE YOU TO THINK MORE GENERALLY ABOUT YOUR METROLINK
EXPERIENCES

transport‘focus



Q43 How often do you typically travel on Metrolink?
(Please tick the closest to your frequency of tram use)

5ormore days aweeK..................ccooeun. a ONCE AMONNL..o.oooiieeeiie e (]

3orddaysaweek.. ... (| Less frequently. ... -
Once or twice a week..................cocooeon.. a This is the first time | have used Metrolink.... ]
Once afortnight... ... m]
Q44 Have any of the following frequently stopped you making journeys by Metrolink?
(Please tick all that apply)
The places you can reach by Metrolink......... a How long jouneys take
The frequency of trams in the area.............. E when goi'lgL‘vyMetrdink,........................g
N N R The reliability of the trams........_. The comfort of the trams........_.... -
Q40a How would you rate Metrolink services for the following: _ The cost of using Metrolink. o The level of crowding on the trams. ... 0O
Very acodnor Very Understanding the fares............ .0 A concern for your personal
wod  Gosd  poor  Pox  poor Understanding the ticket machines. .. .| O safety on Metrolink.... -
Ease of getting to local amenities Tram network imp it works
(e.g. shops, hospitals, leisure facilities).......................... o [} [} O O
Connection with other forms of 7 About you
public transport (e.g. trainS/BUSes)..........c..cooveiviieeieicieae jm} a ] O O
QA Are you...?
Q40b And how satisfied are you overall with Metrolink services for the following: Male........_.... . 0o Female ... )
Prefer @NONET B,
Neitner Dent
Very Faily satisfiednor Fary  Very  knowino . 5
QB In which age group are you?
Ease of buying your ticket...................ooooen O m} m] m} ] G USSR I |
Punctuality (running on time)....... a a a a a O 19-21 [}
Frequency (how often the trams run)... .a O a a a ] 22-25.. .
Range of tickets available.............. a O m} O m} O 26-34.. .0
Range of payment options available. ... O a a a a O 35-44 . ..
45-54 m|
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QcC Are you...?

Working full time (30+ hours)
Working part time (under 30 hours).. 4
Not working — seekingwork........................

ooo

QD Which of the following best describes your ethnic background?

Mixed/multiple ethnic groups..
Asian or Asian British..... .0
Other ethnic group

QJ To help us get a better picture of tram services at a local level, it would be helpful if you
could provide us with your home postcode. (If you provide it, this will be used to help
understand tram usage and make improvements locally. Your postcode will not be used
to identify you personally and will only be used for research purposes)

noooo

QE Are you affected by any physical or mental health conditions or illnesses lasting or ) )
expected to last 12 months or more? (Please tick all that apply) Please write in your home postcode here:

L I o

mMsmthmmeMMmmwmwMMb
the Market Research Society’s code of conduct. You were handed this X re by an i g working for Ps
Services, a part of BORC Continental.

Yes — Dexterity (e.g. difficulty lifting and carrying objects or using a keyboard)
Yes — Leaming or understanding or concentrating...

Yes — Mental health... mmMmMWNMMGMbNDaMM!“Badilnabeuudbm

Yes - stammaorbrea ing fatigu you personally. The data will only be used for Any g the data wil also be subject to the same
Yes — Socially or behaviourally (for example associated with autism, restrictions and obligations under the Data Protection Act 1998
A;::mnﬁmmduagroc:pemers S )- ¥ you have any queries about this survey or how your data will be used please contact Nick Grigg at BDRC Continental on 020 7400 9166.
Does your condition or illness have an adverse effect on your ability to make ¥ you would like to check that this survey is genuine, you can contact the Market Research Society on 0500 300090 or
journeys by tram? wrw.mrs.ocg.uk who will verify BDRC Continental’s status as a legitmate market gar

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

Web: www transportfocus.org uk

Twitter: @transportiocus.

If you would be happy to icipate in future proj about the industry for Transport Focus please
complete the contact details below (this will only be available to Transport Focus and T port for Greater Manch )

You have a car available and don’t mind driving...
You don’t have a car available

You have a car available but prefer not o drive o= M HINNEREEREREREENRRREENRRENERNREEEN
QG How often are you able to ask someone else to drive you for local journeys? e : I l I I I l I I I l I | I l I I I l I I I l I I l l I I l l l I l I I
If you have a specific complaint about Metrolink that you want a response to please call 0161 205 2000 or email
vices@n co.uk
Thank you for completing this questionnaire.
Please retumn it in the envelope provided or use the following Freepost address:
Tram Passenger Survey
P ive R ch Ltd
._ FREEPOST (RTLU-YLTS-TGYY) o=
bdrc continental * 12-20 Baron Street transportfocus // |

Angel. London N19LL
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= Metrolink

Robert Pain
Tel: 0300 123 0835 Email: robert.pain@transportfocus.org.uk

Insight Team, Transport Focus, Fleetbank House, 2-6 Salisbury Square, London, EC4Y 8JX o
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