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Introduction

This is a survey of bus passengers' journey experiences.
It was carried out between 5 March and 13 May 2018.

The number of responses received for West Midlands overall was 1631.

Results are representative at 'local transport authority' or 'operator defined territory' level.

Authority-type level (for example unitary) results are the aggregate of local transport authorities
which are of that authority type or operator designated areas whose routes run mainly in that
authority type. In calculating the aggregate result, each constituent authority or operator territory
counts in proportion to its annual number of passenger journeys.

Further detail is provided in the final two slides of this report.
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Key performance measures for West Midlands in spring 2018
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Punctuality

>, 76%
=y A67%

Overall journey

Figures shown are total very or fairly satisfied.
Last year's spring figure shown in grey; significant differences shown by arrows.



At the stop: satisfaction with the bus stop

All passengers

Total very and fairly satisfied

[ | Very satisfied [ | Fairly satisfied Neither satisfied nor dissatisied Fairly dissatisfied I Very dissatisfied Spring  Autumn
2018 2017

(n=1,472) e 9 B8H 86%  83%
(n=1,338) = 8 2¢W 89%  84%

General cond. std of o o
Freedom from o o
Age 60+ Spring  Autumn
2018 2017

General cond. std of o o
e res EI N 0 B e o
Freedom from o 0
arfivanda (r454) n S eon 7w

Spring

2017

86%

85%

72%

72%

Spring

2017

89%

90%

82%

82%

Autumn
2016

83%

82%

71%

2%

Autumn
2016

89%

90%

81%

79%

Spring  Autumn

2016

82%

81%

73%

1%

Spring Autumn Spring

2016

85%

86%

78%

78%

2015

83%

84%

74%

74%

2015

90%

90%

81%

82%

Spring

2015

86%

86%

75%

75%

2015

91%

92%

80%

82%

o

=

transportfocus N



At the stop: satisfaction with the bus stop (2)

All passengers

L

Total very and fairly satisfied

B verycatisied M Faiy satisfied Neither satisfied nor dissatisfied M Fairly dissatisied W Very dissatisfied Spring  Autumn
2018 2017
stop (n=1,390) 39 17 k1l 76% 72%
Age 60+ Spring  Autumn
2018 2017

Fr m from litter
stop (n=445) e 10  85% 81%

Overall sat - bus sto

Spring Autumn

2017

68%

74%

76%

79%

Spring

2017

78%

85%

87%

87%

2016

66%

72%

75%

7%

Autumn
2016

73%

82%

84%

83%
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Spring Autumn Spring
2016 2015 2015

69% 68% 69%

74% 74% 76%

7% 7% 78%

81% 79% 83%

Spring Autumn Spring

2016 2015 2015

4%  76%  72%

83% 82%  85%

83% 84% 88%

85% 83% 86%
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Waiting: whether passengers checked bus arrival times

Whether checked arrival time of the bus (%):

Spring Autumn
2018 2017
0, 0,
Non checkers o%  21%
Pre checkers only 27% 22%
At stop checkers only 37% 40%
Dual checkers .
B (n=1,631)

Pre-checkers - spring 2018 At stop checkers - spring 2018

Paper timetable - Digital display

Stop timetable

Online timetable -

Online timetable .
Live position updates -
Live position updates -
Disruption updates I Disruption updates I
Other I Other I
I (n=642) B (n=881)

Spring Autumn Spring
2017 2016 2016
23% 21% 29%
17% 20% 16%
42% 43% 40%
18% 17% 15%

Autumn Spring
2015 2015
31% 32%
18% 18%
37% 38%
14% 12%

Non-checkers - why - spring 2018

Knew service was
frequent

Already knew arrival
times

Could not find
information

Didn't have time

Other

B (n=271) o
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Waiting: satisfaction with waiting time

-
All
B Very satisfied W Fairly satisfied Neither satisfied nor dissatisfied W Fairly dissatisfied W Very dissatisfied satisfied
>
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Waiting: satisfaction with waiting time - by travel time

Peak (08:00 to 09:30 and 16:00 to 18:00 - weekdays only)

Spring 2018 (=351) o N s
Spiing 2017 (o=184) .
s 2016 (761) 7 a2
Sping 2016 (1-292) o N
Spring 2015 (1-265) W I 7

spring 2018 (o=1.172) [ ¢ N
Autarn 2017 n-2.412) S 3%
Spring 2017 (n=826) i 75%
utomn 2016 (v=2,600) s NEIEE
Spring 2016 (1=1.037) . 0%
Autun 2015 (1=2.570) T B1%
spring 2015 n=1214) [ S 5 B3%

L
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B Very satisfied M Fairly satisfied Neither satisfied nor dissatisfied [ Fairly dissatisfied B Very dissatisfied All satisfied

Off-peak (all times not peak as defined above) All satisfied
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Waiting: satisfaction with punctuality

All
B Very satisfied W Fairly satisfied Neither satisfied nor dissatisfied W Fairly dissatisfied W Very dissatisfied satisfied

Autumn 2017 (n=2,778) 36 14 _ 69%

76%

Spring 2017 (n=953) 37 15 72%

Autumn 2016 (n=3,176) 33 13 72%

79%

81%

o
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Waiting: satisfaction with punctuality - by travel time

Peak (8:00 to 9:30 and 16:00 to 18:00 - weekdays only)

Spring 2018 (=527) 6 DN o
Spiing 2017 (0=172) i
s 2016 (12720 i a2
Sping 2016 (+=370) 1 T2
Spring 2015 (1-242) W N T

Sping 2018 (1=1,109) : 7%
Autarn 2017 (02230 o DENETE
spring 2017 (n=7s1) S 75%
Autamn 2016 (2,452) P
spring 2016 (n=o70) N s o1%
Autumn 2015 (0<2,660) i a0%
Sping 2016 (1=1,126 . a2%

L
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B Very satisfied M Fairly satisfied Neither satisfied nor dissatisfied [ Fairly dissatisfied B Very dissatisfied All satisfied

Off-peak (all times not peak as detailed above) All satisfied
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Boarding:

bus satisfaction

All passengers

l Very satisfied l Fairly satisfied Neither satisfied nor dissatisfied l Fairly dissatisfied . Very dissatisfied

Route/dest info (n=1,477)

Ext clean/condition (n=1,465)

Ease of getting onto/off bus
(n=1,514)

Time taken to board (n=1,486)
Fare-payers
Route/dest info (n=980)

Ext clean/condition (n=970)

Ease of getting onto/off bus
(n=989)

Time taken to board (n=980)

Free pass holders

Route/dest info (n=452)

Ext clean/condition (n=450)

Ease of getting onto/off bus
(n=476)

Time taken to board (n=460)

i
i
IR S o 8
s DN
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Spring  Autumn
2017

2018
83%
75%
89%
91%

81%
74%
89%

91%

93%
79%
92%

93%

83%
78%
89%
87%

80%
76%
88%

86%

89%
82%
91%

89%

Spring  Autumn
2016

2017
82%
74%
89%
89%

80%
73%
89%

89%

91%
81%
93%

92%

83%
74%
87%
87%

80%
72%
86%

86%

90%
82%
91%

92%

Spring  Autumn
2015

2016
81%
73%
89%
89%

78%
70%
88%

88%

91%
84%
92%

93%

83%
7%
88%
88%

80%
74%
87%

87%

93%
86%
93%

94%

Spring
2015

84%
78%
90%
90%

82%
77%
89%

88%

91%
82%

93%

95%
S
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Boarding: bus driver interaction

All passengers

l Very satisfied l Fairly satisfied Neither satisfied nor dissatisfied l Fairly dissatisfied . Very dissatisfied Spring Autumn
2018 2017

Appearance (n=1,442) 9 I 89% 87%
Helpfulness/attitude (n=1,412) 25
Fare-payers

Appearance (1=539) o || sen oo
Helpfulness/attitude (n=925) 26

Greeting/welcome (n=1,442)

68% 66%

Greeting/welcome (n=940)

66%  63%

Free pass holders

22 71% 75%

Greeting/welcome (n=457)

74% 76%

Spring
2017
83%

60%

65%

81%

56%

61%

90%

1%

75%

Autumn
2016
84%

61%

67%

82%

59%

65%

90%

69%

2%

1

Spring Autumn Spring

2016

85%

67%

69%

83%

63%

66%

92%

75%

78%

2015

86%

64%

67%

84%

60%

63%

93%

75%

76%

2015

88%

64%

67%

88%

61%

64%

91%

75%

75%
o

S
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On the bus: conditions

All passengers

Int. clean/condition (n=1,548)

Comfort of seats (n=1,514)

Temp inside the bus
(n=1,506)

Personal security (n=1,506)
Fare-payers

Int. clean/condition (n=1,009)
Comfort of seats (n=991)
Temp inside the bus (n=990)

Personal security (n=986)

Free pass holders

Int. clean/condition (n=488)
Comfort of seats (n=475)

Temp inside the bus (n=468)

L

l Very satisfied l Fairly satisfied Neither satisfied nor dissatisfied l Fairly dissatisfied . Very dissatisfied
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Personal security (n=473) 10

Spring  Autumn

2018
72%
78%
79%
79%

69%
75%
7%

7%

81%
86%
87%

86%

2017
74%
7%
7%
78%

71%
75%
74%

76%

83%
84%
85%

86%

Spring  Autumn
2016

2017
70%
75%
72%
78%

66%
72%
68%

75%

82%
82%
83%

85%

73%
75%
76%
79%

70%
72%
73%

7%

81%
83%
84%

86%
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Spring Autumn  Spring
2016 2015 2015
71% 4%  73%
74% 74%  76%
79% 8%  79%
79% 80%  80%
68% 1% 72%
71%  71%  74%
76%  75% @ 76%
76% 7% 7%
80% 84% 81%
84% 84% 84%
85% 87%  89%
88% 87% 89°/b
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On the bus: features and space

All passengers

l Very satisfied l Fairly satisfied

Info in bus (n=1,416)

Avail seating/stand space
(n=1,515)
Amount of personal space
(n=1,499)
Grab rails to stand/move
(n=1,499)

Fare-payers

Info in bus (n=945)

Avail seating/stand space
(n=998)

Amount of personal space
(n=988)

Grab rails to stand/move
(n=987)

Free pass holders
Info in bus (n=427)

Avail seating/stand space
(n=471)

Amount of personal space
(n=464)

Grab rails to stand/move
(n=464)

Neither satisfied nor dissatisfied l Fairly dissatisfied . Very dissatisfied

2
s D
BT s o [P
TR o 4B

29
T
T s DR
T DR,

Spring  Autumn

2018
1%
87%
76%
84%

70%
86%
75%

83%

7%
89%
81%

91%

2017
70%
84%
74%
83%

68%
83%
72%

81%

75%
88%
81%

88%

Spring  Autumn
2016

2017
69%
85%
74%
83%

66%
84%
71%

82%

77%
89%
82%

87%

68%
83%
73%
83%

67%
81%
70%

81%

75%
88%
81%

88%

14

Spring Autumn  Spring
2016 2015 2015
70% 69%  70%
85% 84%  86%
3% T14% 77%
83% 82%  85%
67% 66%  68%
83% 83%  84%
70% 70%  75%
81% 79%  83%
80% 7%  75%
92% 0% 91%
83% 83%  85%
88% 89% 93°/b
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On the bus: bus driver - the driving

All passengers

l Very satisfied l Fairly satisfied

Nearness to kerb (n=1,513)

Time to get to seat (n=1,471)

Smoothness/freedom from
jolting (n=1,488)

Safety of the driving (n=1,498)
Fare-payers

Nearness to kerb (n=978)

Time to get to seat (n=954)

Smoothness/freedom from
jolting (n=969)

Safety of the driving (n=977)

Free pass holders

Nearness to kerb (n=489)

Time to get to seat (n=476)

Smoothness/freedom from
jolting (n=474)

Safety of the driving (n=477)

Neither satisfied nor dissatisfied l Fairly dissatisfied . Very dissatisfied

T s |
BT s Al
B s s 58
s DR

VT s 2
BT v 2 o
DT s o ]

Spring  Autumn

2018
91%
75%
7%
86%

91%
73%
76%

85%

95%
83%
83%

89%

2017
90%
72%
75%
86%

89%
69%
72%

85%

94%
81%
82%

89%

Spring  Autumn
2016

2017
89%
74%
76%
85%

87%
71%
75%

85%

92%
81%
81%

86%

89%
73%
75%
85%

88%
72%
74%

83%

93%
79%
78%

88%
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Spring Autumn  Spring

2016
90%
78%
79%
87%

88%
75%
76%

84%

94%
86%
87%

92%

2015
90%
74%
76%
85%

89%
70%
74%

83%

95%
85%
81%

90%

2015
92%
7%
7%
86%

92%
74%
75%

86%

95%
86%

82%

89%

N~z
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On the bus: worry or concern from other passengers'

behaviour

Incidence of concern/worry (%) - all passengers

spring 2018 (n=1,560) | KEKGENIGE

Autumn 2017 (n=3,051)
spring 2017 (n=1,064) | GG

Autumn 2016 (n=3,404) [ EGEEGE
Spring 2016 (n=1,409)

Autumn 2015 (n=3,773)
spring 2015 (n=1,554) | KEKEGEGENGGE

Age 16 - 34 Age 35-59

Spring 2018 (n=461) 7 Spring 2018 (n=493) 10

Autumn 2017 (n=919) 1 Autumn 2017 (n=822) 10

Spring 2017 (n=248)

Autumn 2016 (n=1,111)

Spring 2017 (n=295) 11

Autumn 2016 (n=1,062)

Spring 2016 (n=518) 8 Spring 2016 (n=484)
Autumn 2015 (n=1,368) Autumn 2015 (n=1,108) 8
Spring 2015 (n=628) 10 Spring 2015 (n=473) 9

16

Age 60+
Spring 2018 (n=530)
Autumn 2017 (n=1,172)
Spring 2017 (n=478)
Autumn 2016 (n=1,126)
Spring 2016 (n=330)
Autumn 2015 (n=1,153)

Spring 2015 (n=366)
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On the bus: worry or concern from other passengers'
behaviour

Cause of concern or worry (%) Spring Autumn Spring Autumn Spring Autumn Spring
2018 2017 2017 2016 2016 2015 2015

Rowdy behaviour 5 50%  37%  60% 51%  34%  43%  31%

Feet on seats 7 AT%  42%  54%  45%  28%  41%  33%

Loud music 9 39%  40%  32% 41%  39%  34%  35%
Drinking/under '"TEZEZ 2 26%  31%  24%  32%  20%  25%  28%

Abusive/threatening

. 23 23% 20% 17% 25% 1% 18% 13%
behaviour

Taking/under influence

drugs 21 21% 19% 13% 23% 19% 16% 16%

Other 19% 17% 7% 17% 18%  13%  11%

Smoking 17 17% 17% 16% 12% 14% 20%  21%

—
[{s]
®»
w
'S
o

Graffiti’'vandalism 7 7% 7% 10% 6% 4% 5% 6%
B (n=138)

transportfocus i/ i
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On the bus: satisfaction with journey time

B Very satisfied W Fairly satisfied Neither satisfied nor dissatisfied W Fairly dissatisfied W Very dissatisfied sat‘iAsItI'led
>
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fOn the bus: satisfaction with journey time - by journey
types

Fare-payers
H Very satisfied N Fairly satisfied Neither satisfied nor dissatisfied M Fairly dissatisfied B Very dissatisfied All satisfied

Spring 2018 (=100 . s
Spting 2017 (1-555) 1
Spring 2016 (1=1011) i

Free pass holders All satisfied
spring 2018 (n=s04) | S e 4%
Autumn 2017 (n=1,175) A s 0%
Spring 2017 (n=471) sq o
Autumn 2016 (n=1,102) 5 o1%
Spring 2016 (n=352) 7
Autumn 2015 (n=1,257) : 0%

Spring 2015 (n=402) 5 " o
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On the bus: satisfaction with journey time - by age

Age 16 - 34
H Very satisfied N Fairly satisfied Neither satisfied nor dissatisfied M Fairly dissatisfied B Very dissatisfied All satisfied
Spring 2018 (n=457) 12 82%
Autumn 2017 (1=909) Y 2%
Spring 2017 (n=246) 16 9%
Autumn 2016 (n=1,099) 14 7%
Spring 2016 (1=519) 10 %
Spring 2015 (n=611) " 81%
Age 35-59 All satisfied
Spring 2018 (n=486) i Ba%
Autumn 2017 (n=823) 1 82%
Spring 2017 (n=286) 12 1%
Auturn 2016 (n=1,058) 12 83%
Spring 2016 (n=49%) 20
Autumn 2015 (n=1,129) 13 83%
Spring 2015 (n=460) 8 8% o

=
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On the bus: satisfaction with journey time - by travel
time

Peak (8:00 to 9:30 and 16:00 to 18:00 - weekdays only)

B Very satisfied M Fairly satisfied Neither satisfied nor dissatisfied [ Fairly dissatisfied B Very dissatisfied All satisfied

Spring 2018 (=352 i o
Spring 2017 (184 i
Avumn 2016 (1757 i T2
Sprig 2016 (n=362) e ro

Spring 2015 (n=268) 14 7
Off-peak (all times not peak as defined above) All satisfied

Spring 2018 (n=1.208 ’ o8%
Autumn 2017 (n=2,452) | B s e 82%
Spring 2017 (1=875) . s
Autumn 2016 (n=2.637) [ E R o a6%
spring 2016 (v=1 04¢) [ S S s
Autumn 2015 (n=2.903) | s 83%
Spring 2015 (n=1,222) : % o
\ transportfocus /|
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On the bus: what affected journey time

Incidence of affect on journey time (%)

(note: more than one answer permissible) S;Or:';sl A;g:r;" Szpor:r;g A;Et;rgn Sgorjlrég A;‘t]t;l;m Szp‘;:r;g

The time it took 17 17% 18% 19% 18% 14% 15% 15%
passengers to board
Waiting too long at stops _ 8% 9% 7% 8% 7% 7% 8%
Poor weather conditions 7% 4% 6% 5% 3% 6% 3%
Bus driver driving too
slowly 6% 7% 6% 7% 6% 5% 7%
Bl (n=1,631)
§O
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On the bus: what affected journey time - by travel time

Incidence of affect on journey time (%)
(note: more than one answer permissible)

Peak (8:00 to 9:30 and 16:00 to 18:00 - weekdays only) 2018
Congestion/traffic jams B (n=374) 429%
The time it took passe... 20%
Road works 15%

Spring

Waiting too long at stops n 8%
0,
Poor weather conditions E 6%
5%
Bus driver driving too ... ’
Off-peak (all times not peak as defined above)
Congestion/traffic jams H (n=1,257) 20%

The time it took passe... 17%
Road works 1%

Waiting too long at stops n 8%
Poor weather conditions n 8%
Bus driver driving too ... n 6%

23

Autumn

2017

45%

14%

1%

8%

3%

8%

28%

19%

13%

9%

5%

7%

Spring

2017

36%

20%

5%

9%

6%

4%

23%

19%

7%

7%

6%

6%

Autumn

2016

49%

22%

15%

12%

5%

9%

23%

17%

10%

7%

5%

6%

Spring
2016

42%
16%
10%
9%
3%

6%

16%

13%

9%

7%

3%

6%

o_

I~

\
\‘\

Autumn  Spring
2015 2015
M%  44%
18%  15%
14%  13%
8%  14%
9% 2%
6% 8%
2%  21%
14%  15%
12%  13%
6% 7%
5% 3%
5% 7%
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Overall experience: journey satisfaction

B Very satisfied W Fairly satisfied Neither satisfied nor dissatisfied W Fairly dissatisfied W Very dissatisfied sat‘iAsItI'led
>
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Overall experience: journey satisfaction - by journey
types

Fare-payers
H Very satisfied N Fairly satisfied Neither satisfied nor dissatisfied M Fairly dissatisfied B Very dissatisfied All satisfied

Spring 2018 (v-950) o s
Sering 2017 (=548 ;
Avtamn 2016 (12229 12 a2
Spring 2016 (11,009 i o

Free pass holders All satisfied
Spring 2018 (n=491) s 93%
Autumn 2017 (n=1,140) s 2%
Spring 2017 (n=460) : o2%
Autumn 2016 (n=1,095) 5 92%
Spring 2016 (n=340) :
Autumn 2015 (n=1,217) s . 0%

Spring 2015 (n=391) s o
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Overall experience: journey satisfaction - by age

Age 16 - 34

H Very satisfied N Fairly satisfied Neither satisfied nor dissatisfied M Fairly dissatisfied B Very dissatisfied All satisfied

Spring 2018 (n=459) 1" 87%
Autumn 2017 (n=521) 14 9%
Spring 2017 (n=246) X B5'%
Autumn 2016 (n=1,117) [N s s 81%
Spring 2016 (n=525) OO
Spring 2015 (n=617) 11 85%
Age 35-59 Al satisfied
Spring 2018 (n=498) i Ba%
Autumn 2017 (n=831) o 86%
Spring 2017 (1=292) : a6%
Autumn 2016 (n=1,074) 10 85%
Spring 2016 (n=507) : &%
Autumn 2015 (n=1,139) 10 86%
Spring 2015 (n=466) o % o
N~
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Overall experience: journey satisfaction - by journey
purpose

Commuters
H Very satisfied N Fairly satisfied Neither satisfied nor dissatisfied M Fairly dissatisfied B Very dissatisfied All satisfied

Spring 2018 (v=735) u o
Sering 2017 (=352 1
Astamn 2016 (1=1489) > a0
Sering 2016 (=699 i o
Sering 2015 (=70 2

Non-commuters All satisfied
Spring 201 (n=713) 5 02%
Autumn 2017 (n=1,644) 7 90%
Spring 2017 (n=646) 5 1%
Autumn 2016 (n=1,796) 8 89%
Spring 2016 (v=670) :
Autumn 2015 (n=1,967) 10 B7%
Spring 2015 (n=712) 6 o o

\ transportfocus /|

Bus Passenger Survey - spring 2018 27
West Midlands results




Overall experience: satisfaction with value for money

All fare-payers
B Very satisfied W Fairly satisfied Neither/nor B Fairly dissatisfied B Very dissatisfied sat‘iAsItI'led
>
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by age

Overall experience: satisfaction with value for money -

Age 16 - 34

Spring 2018 (n=414)
Autumn 2017 (n=822) 21
Spring 2017 (n=224) 20
Autumn 2016 (n=1,027) 19
Spring 2016 (n=460) 25
Autumn 2015 (n=1,231) 20
Spring 2015 (n=557) 20

Age 35-59
Spring 2018 (1=447)
Autumn 2017 (n=717)
Spring 2017 (1=255)
Autumn 2016 (n=063)
Spring 2016 (1=444)
Spring 2015 (n=405)

B Very satisfied W Fairly satisfied Neither/nor [ Fairly dissatisfied W Very dissatisfied All satisfied

T

I <

I

e

e

so
All satisfied

5. TR o

15 72%

_—
o EEEEE
5 DONEE
s o
o I

o
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Overall experience: satisfaction with value for money - by journey
purpose

Commuters
B Very satisfied W Fairly satisfied Neither/nor B Fairly dissatisfied B Very dissatisfied All satisfied
Spring 2018 (n=659) 19 E s
Autumn 2017 (1=1,042) I ¢
Spring 2017 (n=309) 2 I
Autumn 2016 (n=1,343) 20 o B %%
Spring 2016 (v=602) DEIOEE
Spring 2015 (n=638) 20 o HEE 7

Non-commuters All satisfied
Spring 2018 (=279 . 5%
Autun 2017 (n=612) o DENEEE o
Spring 2017 (1=213) 10 0%
Autumn 2016 (n=792) TR
Spring 2016 (v=330) 21 61%
At 2015 (-85 7 NN

Spring 2015 (n=351) 15 2% o

=
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Overall experience: what could be improved?

% passengers who wrote an improvement comment % passengers who wrote nothing could be improved
B Any I Nothing could be improved
Spring 2018 (n=1631) Spring 2018 (n=1631) 8N
Autumn 2017 (n=3198) Autumn 2017 (n=3198) 161

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

Punctuality B Spring 2018 (n=521)

Frequency/routes Autumn 2017 (n=687)
Cleanliness of the bus (inside or outside)
Design/comfort/condition

Bus driver

Information about routes

Passenger behaviour

Bus capacity

Journey times

On-board amenities like Wi-Fi

Other

External factors

Real time information/updates
Fares/tickets

h|h|hgmghghimihim I
—
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Bus stop

Q. If something could have been improved on your journey, what would it have been?
Note: 'Cleanliness of the bus' code added in spring 2017
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The bigger picture: ratings of bus services in general

B Very good M Fairly good Neither good nor poor I Fairly poor W Very poor

Ease of getting to local amenities 45 6
(n=1,496)

Connections with other forms of public 38 12
transport (n=1,399)

Freq of services (n=1,445) 35 13

Reliability of services (n=1,427) 28 15

Total very and fairly good (%)

=y [\ ]

Spring Autumn Spring Autumn Spring Autumn Spring

2018 2017 2017 2016 2016 2015 2015
Ease of getting to local amenities 88% 85% 86% 84% 84% 87% 88%
Connections with other forms of public transport 81% T7% T7% 77% 74% 80% 79%
Freq of services 74% 70% 68% 71% 73% 5% 76%
Reliability of services 67% 63% 64% 65% 67% 68% 69%
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Further detall

Overview of methodology

The survey has been designed to provide results that are representative of bus passenger journeys made within each area, that is at the
level of a transport authority, or a designated operator area.

The sampling method is 'systematic’, derived from the list of the area’s bus services and the times that they run (sourced from ITO World
Ltd which makes available the data used on Traveline). The bus service/start times selected from the sampling process formed the mid-
point for a three-hour fieldworker shift; that is, the shift started one and a half hours earlier (or as close to this as was practicable) on the
same route and from the same start point as the service selected. During this three-hour shift, field workers made as many return trips as
possible on that selected service. They discussed the survey with the boarders of that bus service and gave all passengers the chance to
participate.

Those wishing to take part were offered two options: to take a self-completion paper questionnaire together with a reply-paid envelope,
or to provide their email address so that an online version of the questionnaire could be emailed to them. All questionnaires referred to
the journey they were making at the time, and they were asked to complete it after their journey.

Fieldwork was conducted between 05 March and 13 May 2018 (excluding the half term holiday period). Services available for selection
were those running between 6am to 10pm, seven days of the week; only school bus services were systematically excluded. The survey
was conducted among passengers aged 16 or over.

Response data were weighted in two stages: the first was to weight to the age, gender and ‘daypart’ profile of bus passengers within
each area (‘dayparts’ are morning peaks, weekday off peaks, evening peaks, and weekends). As there was no available data at area
level on the age/gender/daypart profile of passengers this was estimated: for age and gender the profile of passengers was recorded on
two occasions during each fieldwork shift. For daypart, the total number of boarders was counted on a representative sample of all
surveyed bus services (in a separate exercise) and this was used in a model which predicts the number of passengers on all services;
from this it was possible to establish the proportion of passengers travelling in each daypart for each area. The second stage was at area
level to ensure that in the final data each participating area (within the survey) was represented in proportion to its total annual journey
volume. Journey volume information was sourced from the Department for Transport’s published statistics, and in a minority of cases
with input from operators.

(o)
Transport Focus was supported by BDRC Continental Ltd in conducting the spring 2018 survey. transportfocus 7\
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Further detail (2)

Interpreting results

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

For ease of use BPS data are reported rounded to whole numbers, that is, without decimal places. Note: ‘all satisfied’ results are
the sum of the ‘very satisfied’ and ‘fairly satisfied’ and calculated on the underlying values which include decimal places. As a
consequence these true summations can appear up to one per cent different to the sum of the individual rounded ‘very satisfied’
and ‘fairly satisfied’ numbers.

Percentages quoted at 'grouped area' level that is: PTEs, Unitary authorities, or Two-Tier authorities, are the aggregate scores
achieved across all the areas surveyed in that group. Each individual area counts towards the area group aggregate score in
proportion to the number of passenger journeys made annually in that area.

Waiver

Transport Focus has taken care to ensure that the information contained in the BPS is correct. However, ho 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 BPS is fit for any particular purpose.

transportfocus il i
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Contact Transport Focus

Robert Pain, Senior insight advisor

robert.pain@transportfocus.org.uk
0300 123 0835

transportfocus.org.uk
@transportfocus
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