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Bus Passenger Survey 2017 — Scope

Eighth annual survey — first GB-wide survey — opinions from nearly 48,000 passengers
of the journey they were making

Nearly 5,000 responses across Wales, thanks to funding from Welsh Government and
main operators and the support of Bus Users Cymru

10 areas in Wales:
a. 4 Welsh regions (North, Mid, South East, South West)
b. 5 bus company divisions (Arriva, Cardiff Bus, First, Newport Bus, Stagecoach)
c. TrawsCymru services
48 areas in England:
a. 6 metropolitan areas (former PTES)
b. 21 county/unitary authorities
c. 21 bus company divisions;
8 areas in Scotland:
a. 7 bus company divisions (for First, Stagecoach and National Express)
b. 1 authority area (Aberdeenshire) b
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Key performance measures for Wales — comparisons with England and Scotland IS,
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At the stop: satisfaction with the bus stop

Needs better maintenance and quality of information — including fares

Wales

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

2017

Distance from jny start (n=4280) 8 86%
Convenience/accessibility (n=3854) 7 88%
Condition/std of maint. (n=3818) 15 ' 71%

Freedom: graffiti/vandalism (n=3773) 12 76%
Freedom: litter (n=3837) 13 19 A 72%
Informtion provided (n=3755) 13

Personal safety (n=3899) 14 78%

Bus stop: Overall sat (n=4337) 13 76%

<« before leaving

timetable

40% 22%

Leaflet

Traveline
Cymru
online

Information

18%
live
position
updates

Total very and fairly satisfied
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Waiting: waiting time and punctuality
Under pressure in North and South East Wales

Total very and fairly satisfied
Wales overall

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

2017
Waiting time (n=4480) 13 Tl 76%
Punctuality of bus (n=4264) 11 76%
Wales operators
Arriva in North Wales (n=435) 13 65%
Cardiff Bus in South East Wales (n=497) 1 76%
First Cymru in South West Wales (n=450) 10 81%
New Adventure Travel in South East Wales (n=179) 8 79%
Newport Bus in South East Wales (n=483) 14 72%
Stagecoach in South East Wales (n=474) 13 m 73%
TrawsCymru in Mid Wales (n=442) 8 87%
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On the bus: journey time
22% of journeys impacted by congestion, 14% by boarding time

Satisfaction with on-bus journey time Total very and fairly satisfied

B Very satisfied [ Fairly satisfied ~ Neither sat. nor dissat. ! Fairly dissatisfied W Very dissatisfied
2017

Wals (1=4619) o 34 86%

What affected journey time?

B Journey affected by: (n=4865)

Congestion/traffic jams 22%

Passenger boarding time 14%

Road works 13%

Poor weather conditions 5%

Waiting too long at stops 5%

Bus driver driving too slowly 4%
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Pressure of the afternoon peak

Results show a pattern across Britain that the afternoon peak on
weekdays Is growing, putting pressure on services and satisfaction.
Collaboration is crucial to identify measures to alleviate

WALES AM peak PM peak Off peak

Waiting time
Punctuality

Journey time
Boarding time

Seat availability
Personal space
Driving: smoothness
Driving: safety

1%
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86%
90%
89%
74%
80%
90%

63%
64%
/8%
87%
82%
69%
79%
88%

79%
80%
87%
92%
89%
82%
83%
90%
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On the bus: features, condition and space
Information needs improving — audio/visual lifts satisfaction

~

Wales Total very and fairly satisfied
B Very satisfied [ Fairly satisfied ~ Neither sat. nor dissat. [ Fairly dissatisfied W Very dissatisfied 2017
Interior cleanliness/condition (n=4598) 9 84%
Info provided inside bus (n=4053) 23
Avail. of seating/stand space (n=4435) 7 88%
Comfort of the seats (n=4445) 12 81%
Amount of personal space (n=4408) 11 80%
Provision of grab rails (n=4360) 11 3l 85%
Temperature inside bus (n=4426) 11 81%
Personal security (n=4426) 10 2 87%

<« audio available Satisfaction with information visual available»
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\o/
Bus Users Cymru transportfocus S
. actnodroscetr ffocws ar drafnidiaeth (/)




Overall experience: satisfaction with value for money (VFM)
Highly dependent on local performance, ticketing and initiatives

Wales Total very and fairly satisfied
B Very satisfied [ Fairly satisfied Neither sat. nor dissat. [ Fairly dissatisfied W Very dissatisfied 2017
Al (n=1529) 17 64%
Age 16 to 34 (n=752) 18 14 [IEH 60%
Age 35 to 59 (n=709) 16 67%
Commuting (n=841) 19 61%
Not commuting (n=641) 13 | 13 I 68%
Wales operators
Arriva in North Wales (n=183) 17 60%
Cardiff Bus in South East Wales (n=216) 16 65%
First Cymru in South West Wales (n=149) 21 48%
Newport Bus in South East Wales (n=261) 17 68%
Stagecoach in South East Wales (n=166) 22 62%
TrawsCymru in Mid Wales (n=130) 16 71%
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Overall experience: what makes a satisfactory or great journey?
.
What makes a satisfactory journey? What makes a great journey?
Timeliness On bus Boarding Bus driver Journey time | Busstop
23% environment | he bus 32% 12% safety &
and comfort | o information
% 7%
11%
Bus driver Bus Timeliness | Bus stop
20% cleanliness condition
- § = & 6%
E% information
.‘E i on-board
2 On bus environment and 7%
£ comfort
Journey time 5 21%
17% 2
- Value for money | Boarding
e a
3%
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Boarding: bus driver interaction
Customer service is crucial for passenger satisfaction

Wales [ Very satisfied Fairly satisfied Neither sat. nor dissat. Fairly dissatisfied B Very dissatisfied Total very and fairly satisfied

2017

Appearance (n=4425) “ 23 6 I 920
Greeting/welcome (n=4471) 24 12 3H 81%
Helpfulness/attitude (n=4427) 24 14 38 81%
Time to get to seat (n=4436) 25 9 3 85%

WALES OPERATORS Driver helpfulness Safety of the
and attitude driving

Arriva 74% 89%
Cardiff Bus 81% 91%
First Cymru 83% 92%
Newport Bus 75% 87%
Stagecoach 79% 88%
TrawsCymru 87% 93%
by oy oo wportocs 3¢
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Overall experience: what could be improved?

What could be improved - proportion of all those stating an improvement area

Bus: design/comfort/condition [ G
Punctuality 16
Frequency/routes 16
Bus driver
Faresftickets [ EGENEN
Info about routes
Bus stop 6|
Journey times 6
External factors
Cleanliness of the bus (inside or outside)
Passenger behaviour
On-board amenities like Wi-Fi
Bus: capacity
Real time information/updates at stop
Other i
Disabled/wheelchair provision |
Pushchair/shopping trolley provision/ limit prams/buggies/trolleys |
Real time information/updates via online sources [
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Key points

- Value for money depends on delivering the basics consistently as
well attractive fares and season tickets

- Punctuality is key — work together to alleviate congestion and
speed up journeys, especially for the afternoon peak

« Good quality information to support services before, at stops and
during the journey — especially audio/visual, real-time and fares

- Attention to the environment — at stops and on-board

Most of all...

 Bus driver customer service is crucial to passenger satisfaction
and delivering a great journey
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Mystery travelling survey
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Mystery travelling survey

Was there a kerb at the bus stop?

2017 02
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Mystery travelling survey
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Mystery travelling survey

Was the location name shown at
the bus stop?

2017 67
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Mystery travelling survey
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Mystery travelling survey

Does the stop have the Traveline
phone number

2017 63
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Mystery travelling survey

Was there a vicinity map on
timetable display?

Working for passengers
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Mystery travelling survey

Was there a diagrammatic stick
map on display?
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Mystery travelling survey
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Mystery travelling survey

2016

2017

58

Was there a waiting restriction?

61

59 60 61 62

64
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Mystery travelling survey
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Mystery travelling survey
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Thank you
Further information

David Beer

Stakeholder Manager, Transport Focus
david.beer@transportfocus.org.uk

07854 966411

transportfocus.org.uk @transportfocus

Margaret Everson MBE

Director, Bus Users Cymru
margaret.everson@bususers.org
0300 111 0001

bususers.org
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