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Introduction

1)   This is a survey of bus passengers' journey experiences.

2)   It was carried out between 11 September and 17 December 2017.

3)   The number of responses received for Mersey & Halton overall was 2135.

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

Authority-type level (e.g. 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 presentation.
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Overall journey

Key performance measures for Mersey & Halton overall

Value for money

Punctuality

Journey time

Figures shown are total very or fairly satisfied.
Last year's figure shown in grey, where available.
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Total very and fairly satisfied

At the stop: satisfaction with the bus stop

Q. Thinking about the bus stop itself, how satisfied were you with the following?
A) Its distance from your journey start e.g. home/shops; B) The convenience/accessibility of its location within that road/street; 
C) Its general condition/standard of maintenance; D) Its freedom from graffiti/vandalism; E) Its freedom from litter; F) The information provided at the bus stop; 
G) Your personal safety whilst at the bus stop; H) Overall, how satisfied were you with the bus stop?

Mersey & Halton overall

PTEs average
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How actual wait time compared with expectation

Total very and fairly satisfied

Waiting: waiting time and punctuality

Satisfaction with waiting time and punctuality

Q. How satisfied were you with the following: A) The length of time you had to wait for the bus; B) The punctuality of the bus (arriving on time).

Q. Thinking about the time you waited for the bus was it: much longer than you expected; a little longer than you expected; about the time you 
expected; a little less time than you expected; a lot longer than you expected.

Mersey & Halton overall

PTEs average
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Total very and fairly satisfied

Q. How satisfied were you with the following: A) The length of time you had to wait for the bus; B) The punctuality of the bus.

Waiting: waiting time and punctuality by travel time

Satisfaction with waiting time

Satisfaction with punctuality
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Ticket type

Ticket format used when boarding the bus

Mersey & Halton overall
Trend figures and PTEs average

Boarding: ticket type and format

Q. What type of ticket did you use for that journey? Items marked ^ were amended in 2017
Q. On boarding the bus, did you..?
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Total very and fairly satisfied

Boarding: bus driver interaction

Q. Thinking about the driver, please indicate how satisfied you were with each of the following?
B) The driver’s appearance;
C) The greeting/welcome you got from the driver; 
D) The helpfulness and attitude of the driver;
E) The time the driver gave you to get to your seat.

Mersey & Halton overall

PTEs average
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Total very and fairly satisfied

On the bus: features, condition and space

Q. Thinking about whilst you were on the bus, please indicate how satisfied you were with the following?
A) The cleanliness and condition of the inside of the bus; B) The information provided inside the bus; 
C) The availability of seating or space to stand; D) The comfort of the seats; E) The amount of personal space you had around you; 
F) Provision of grab rails to stand/move within the bus; G) The temperature inside the bus; H) Your personal security whilst on the bus.

Mersey & Halton overall

PTEs average
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Satisfaction with on-bus journey time

What affected journey time?

Total very and fairly satisfied

Mersey & Halton overall
Trend figures and PTEs average

On the bus: journey time

Q. How satisfied were you with the length of time your journey on the bus took?

Q. Was the length of time your journey took affected by any of the following? [note: multiple responses permitted]
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Total very and fairly satisfied

Overall experience: journey satisfaction by passenger type

Q. Overall, taking everything into account from start to end of the bus journey, how satisfied were you with your bus journey?

Mersey & Halton overall

PTEs average
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Total very and fairly satisfied

Overall experience: journey satisfaction by journey types

Q. Overall, taking everything into account from start to end of the bus journey, how satisfied were you with your bus journey?

Mersey & Halton overall

PTEs average
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Q. Overall, taking everything into account from start to end of the bus journey, how satisfied were you with your bus journey?

Overall experience: journey satisfaction by travel time

Total very and fairly satisfiedMersey & Halton overall

PTEs average
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Total very and fairly satisfied

Overall experience: satisfaction with value for money (VFM)

Q. How satisfied were you with the value for money of your journey?
Base: Fare-payers only

Mersey & Halton overall

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

% passengers who wrote an improvement comment % passengers who wrote nothing could be improved

Overall experience: what could be improved?

Q. If something could have been improved on your journey, what would it have been?
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Overall experience: what makes a satisfactory or great journey?

Key Driver Analysis’ looks at fare paying passengers’ overall journey satisfaction response and their response to the 30 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.



17

Total very and fairly good

The bigger picture: ratings of bus services in general

Q. How would you rate your local bus services for the following?
A) Ease of getting to local amenities (e.g. shops, hospitals); B) Connections with other forms of public transport (e.g. trains);
C) The frequency of services in your area;  D) The reliability of services in your area.

Mersey & Halton overall

PTEs average


