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Foreword

Between early September and mid-December 2019, Transport Focus spoke to
43,872 bus passengers across England (outside of London) making this the single

largest response in the ten years that we have been carrying out the survey.

Over the ten years this programme of research
across Great Britain has been of immense
use to bus operators, transport authorities,
Governments and a range of other stakeholders.
Combining the insight from over 400,000
passengers makes the Bus Passenger Survey
the world’s largest piece of regular published bus
passenger research.

These latest results show a solid and largely
consistent view of bus passenger experience
across England (outside of London).

Overall satisfaction in the journey last taken by
passengers reached 89 per cent across England
(outside London) — which again shows that
passengers value their service. There is a range in
results across authorities from 76 per cent to 95
per cent in overall journey satisfaction; however
there is a much wider variation in ratings for factors
such as value for money, from 50 per cent to 77 per
cent, and the punctuality of services from 53 per
cent to 84 per cent.

Understanding why there are such variations at
local operation and authority level is hugely important.
The team at Transport Focus discusses, analyses and
produces action plans with operators and authorities
to identify where future improvements can be made.

In previous years we have used Bus Passenger
Survey evidence to introduce changes and
initiatives that improve key factors for passengers.
This includes improved punctuality through new
bus priority measures, better ratings for value for
money through targeted fare deals and some of the
‘softer’ but important factors for passengers such
as improved customer service provided by drivers.
To find out more about how the results are used
in ‘real life’, read What bus passengers think: how
our passenger insight is used to improve services
(available on our website).

We can once again see that the bus driver is
the single most influential aspect of a passenger’s
journey that helps deliver that ‘great’ journey.
Getting the basics right for passengers of getting
a seat on a punctual, reliable, value-for-money
service will help deliver a satisfactory journey.

Top that off with a driver who drives safely, who
considers her/his customers and provides helpful
and friendly service helps turn that good journey
into a great one.

Away from the results in England (outside of
London) the survey also included some services in
Scotland. Details of these results from the views
of 2399 passengers can be found in this report.
We thank Stagecoach and nestrans for again
supporting an extension of our work in Scotland.

Transport Focus now works more closely in
partnership with London TravelWatch. The teams at
London TravelWatch and Transport Focus will look
to develop ways to compare the analysis from the
Bus Passenger Survey with research undertaken
by Transport for London that also reports on bus
passenger satisfaction with services. Perhaps
in 2021 | will be able to say more about bus
passenger experience across the whole of England
and provide an interesting comparison of results
between London and services outside the capital.

When Transport Focus first ran the Bus
Passenger Survey in 2009, we wanted to provide
a base of evidence from passengers to influence
the decisions and investment being made by bus
operators, transport authorities and Governments.

The survey has never been more important.
Recent ambitious announcements made by
governments in Scotland, Wales and England will
see a range of improvements to make bus more
attractive as part of a focus on encouraging people
to make sustainable journey choices.

Transport Focus insight, including the Bus
Passenger Survey, will be key to ensuring the
needs of all current and future bus passengers are
met in the development and delivery of new and
much-welcomed investment in the bus.

| want to thank all the various bus operators
and local transport authorities across England and
Scotland who supported the 2019 Bus Passenger
Survey.

Jeff Halliwell
Chair, Transport Focus
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2 Authority results Introduction

Results by authority in England

The Bus Passenger Survey was conducted in 31 authority areas.
The results are set out by area in the order shown below.

We recommend reading the accompaniment
How the research was carried out and making
use of results on page 174.

Former metropolitan county

authority areas (PTEs)

® Greater Manchester (Transport for Greater
Manchester/TIGM)

Mersey and Halton (Merseytravel)

South Yorkshire (SYPTE)

Tyne and Wear (Nexus)

West Midlands (Transport for West Midlands/TfWM)
West Yorkshire Combined Authority (WY Metro)

Transport authority area groups

* Tees Valley Combined Authority (comprising the
five unitary authorities of Darlington, Hartlepool,
Middlesbrough, Redcar and Cleveland, and Stockton
on Tees)

* West of England Combined Authority and North
Somerset (comprising the four unitary authorities
of Bath and North East Somerset, Bristol City,
North Somerset, and South Gloucestershire)
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Local transport authority areas

Bournemouth, Christchurch and Poole Council
Cambridgeshire and Peterborough Combined Authority
Cheshire West and Chester Council
Cornwall Council

County Durham Council

Derbyshire County Council

Devon County Council

Essex County Council

Hertfordshire County Council

Kent County Council
Kingston-upon-Hull City Council
Lincolnshire County Council
Leicester City Council

Milton Keynes Council

North East Lincolnshire Council
Northumberland County Council
Nottingham City Council
Nottinghamshire County Council
Oxfordshire County Council
Portsmouth City Council
Staffordshire County Council
Swindon Borough Council
Worcestershire County Council

City of York Council

‘5 25 934
| 936 997 997¢
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2 Authority results Key findings

Key findings by authority areas in England

The charts below show the range of scores across authority areas*

Overall satisfaction with the journey (%)

5‘0 QO 7P } 89 } 99 } WQO
areas*
2019 Average= 87 85-92
PTEs*
@ Satisfaction with value for money (%)
% £ 0P, BT %
a0 50 (N 77
areas™®
2019 c2[Ji 73
PTEs**

fare-payers only

Satisfaction with punctuality (%)

oo o® w9
o CHE
Al 019 84

areas*®

2019 m 78

PTEs™

Anti-social behaviour (%)

Passengers told us if they had ‘cause to worry or feel
uncomfortable’ from the behaviour of other passengers
Proportion of journeys affected:

g P P P 4 5
Al 201 ﬂ 10
areas*
2019 5 . 1 0 Average = 8
PTEs**
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On-bus journey time

Satisfaction (%)

5‘0 QO 7p } 89 } 99 WQO
72 o0
areas*®
2019 Average = 85 82 - 89
PTEs™

Factors affecting journey time (%)
Passengers told us if their journey time was affected by
any of six reasons (they could choose more than one)

Proportion of journeys affected:

3o I 55

20

All 2019
areas*

2019 | Average = 46 m 53

PTEs™

Journeys were affected by:

Road conditions ¢ v P & P

Congestion
Roadworks

Poor weather conditions

Bus related

Passenger boarding times

Waiting too long at stops

Driver driving too slowly

o

*The authority areas covered in the autumn 2019 survey are not exactly
the same as those covered in the autumn 2018 survey, although the
majority are the same (including all six PTEs)
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Overall satisfaction with the bus journey (%)

Bournemouth & Poole (1138)
Cambridgeshire & Peterborough (1231)
Cheshire West & Chester (719)
Cornwall (797)

County Durham (998)
Derbyshire (983)

Devon (653)

Essex (79b)

Greater Manchester (2116)
Hertfordshire (447)

Kent (935)
Kingston-upon-Hull (831)
Leicester City (612)

Mersey (1627)

Milton Keynes (437)

North East Lincolnshire (464)
Northumberland (529)
Nottingham City (1411)
Nottinghamshire (1818)
Oxfordshire (1057)
Portsmouth (534)

South Yorkshire (1713)
Staffordshire (766)

Swindon (1198)

Tees Valley (1975)

Tyne & Wear (1714)

West Midlands (1987)

West of England (1452)
West Yorkshire (1631)
Worcestershire (497)

York (523)

Bl Very satisfied M Fairly satisfied Neither/nor
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M Fairly dissatisfied B Very dissatisfied

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

*Due to rounding the percentage very/fairly satisfied may not always be equal to the sum of the very and fairly satisfied values in the chart

% = very/fairly

satisfied*

93
86
87
93
92
93
93
86
87
89
89
93
86
92
76
90
87
95
94
93
92
89
86
93
92
92
86
86
86
86
86
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2 Authority results Key findings

Overall satisfaction amongst key passenger groups (%) — how scores vary by area

Reading The chart below shows how different passenger groups rated their bus journey overall and how these
the chart scores varied by the 31 authority areas (listed on page 3). The white band shows the range of scores
for each group and the black dots mark the individual scores for each area. The highest and lowest
scores are shown at each end of the white bands.
This shows, for example, that free pass holders tend to be more satisfied with their journey overall
than fare-payers, as the white band is further to the right. However, there is wider variation in scores
for fare-payers than there is for free pass holders.

Fare-paying
passengers

Free pass
holders

Passengers
commuting

Passengers
not commuting

Passengers saying
they have a disability

Q Overall, taking everything into account from start to end of the bus journey,
how satisfied were you with your bus journey?
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@ Satisfaction with value for money (%) — fare-paying passengers
% = very/fairly
satisfied*
Bournemouth & Poole (527) 13 73
Cambridgeshire & Peterborough (638) 17 A5 60
Cheshire West & Chester (258) 15 WM5EE 62
Cornwall (405) 18 o7
County Durham (445) 17 67
Derbyshire (514) 16 72
Devon (257) 2 M137Em o7
Essex (290) 17 53
Greater Manchester (1240) 17 62
Hertfordshire (145) 20 58
Kent (347) 19 11 EEE 61
Kingston-upon-Hull (314) 19 61
Leicester City (281) 24 AT 57
Mersey (825) 17 73
Milton Keynes (220) 20 52
North East Lincolnshire (177) 1 72
Northumberland (220) 15 61
Nottingham City (885) 11 7
Nottinghamshire (959) 16 T77HA 71
Oxfordshire (600) 18 61
Portsmouth (228) 20 e HA 58
South Yorkshire (832) 12 27 71
Staffordshire (377) 15 I8 EEE 59
Swindon (724) 20 72
Tees Valley (824) 16 67
Tyne & Wear (761) 16 3TN 64
West Midlands (1244) 18 66
West of England (881) 19 50
West Yorkshire (726) 18 27 EEE 62
Worcestershire (229) 16 64
York (281) 18 67
M Very satisfied M Fairly satisfied Neither/nor M Fairly dissatisfied B Very dissatisfied
Q How satisfied were you with the value for money of your journey?
“Due to rounding the percentage very/fairly satisfied may not always be equal to the sum of the very and fairly satisfied values in the chart
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(2 Authority results Key findingsw

@ Satisfaction with value for money amongst key passenger groups (%) — how scores vary by area

Reading
the chart

The chart below shows how different passenger groups rated the value for money of their journey
and how these scores varied by the 31 authority areas (listed on page 3). The white band shows

the range of scores for each group and the black dots mark the individual scores for each area.
The highest and lowest scores are shown at each end of the white bands.

This shows, for example, that non-commuting passengers tend to be more satisfied with value for
money than commuting passengers, as the white band is further to the right.

30 40 50 60 70 80 90%

Passengers
commuting

Passengers
not commuting

Aged 16 to 34

Aged 35 to 59

Passengers saying
they have a disability

Q How satisfied were you with the value for money of your journey?

-

~N
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Satisfaction with punctuality of the bus (%)
% = very/fairly
satisfied*
Bournemouth & Poole (1024) 10 82
Cambridgeshire & Peterborough (1131) 12 74
Cheshire West & Chester (636) 1 el 73
Cornwall (745) 1 41 83
County Durham (905) 11 76
Derbyshire (940) 15 78
Devon (590) 10 84
Essex (700) 12 65
Greater Manchester (1916) 13 68
Hertfordshire (393) 12 "9l 70
Kent (859) 10 "6'BEM 75
Kingston-upon-Hull (739) 12 5 77
Leicester City (549) 20 U77EEM 65
Mersey (1435) (KA G
Milton Keynes (398) 17 53
North East Lincolnshire (425) 12 5@ 79
Northumberland (482) 9 78
Nottingham City (1352) 11 50 82
Nottinghamshire (1752) 18 71
Oxfordshire (941) 15 77HA 71
Portsmouth (475) 8 5 84
South Yorkshire (1541) 10 "f0BEE 72
Staffordshire (707) 10 69
Swindon (1098) INNEEN 46 10 81
Tees Valley (1780) 9 "6l A 79
Tyne & Wear (1524) 9 '’ 78
West Midlands (1818) 1 l'e'BEl 73
West of England (1349) INEEECTIN 3w 14 68
West Yorkshire (1482) 11 70
Worcestershire (440) 16 A 72
York (492) 7 68
M Very satisfied M Fairly satisfied Neither/nor M Fairly dissatisfied B Very dissatisfied
Q How satisfied were you with the punctuality of the bus?
*Due to rounding the percentage very/fairly satisfied may not always be equal to the sum of the very and fairly satisfied values in the chart
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2 Authority results Key findings

Satisfaction with punctuality amongst key passenger groups (%) — how scores vary by area

Reading The chart below shows how different passenger groups rated the punctuality of the bus and how
the chart these scores varied by the 31 authority areas (listed on page 3). The white band shows the range
of scores for each group and the black dots mark the individual scores for each area. The highest
and lowest scores are shown at each end of the white bands.
This shows, for example, that free pass holders tend to be more satisfied with punctuality than
fare-payers, as the white band is further to the right. However, there is wider variation in scores
for fare-payers than there is for free pass holders.

Fare-paying
passengers

Free pass
holders

Passengers
commuting

Passengers
not commuting

Passengers saying

they have a disability

Q How satisfied were you with the punctuality of the bus?
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Satisfaction with on-bus journey time (%)
% = very/fairly
satisfied*
Bournemouth & Poole (1140) 78 9
Cambridgeshire & Peterborough (1226) 11 81
Cheshire West & Chester (715) 10 85
Cornwall (794) IS 2700 9 31 87
County Durham (1008) 92 88
Derbyshire (986) 8 1 90
Devon (656) 9 3 87
Essex (795) 9 41 86
Greater Manchester (2095) 1 82
Hertfordshire (444) 8 22 88
Kent (934) 92 89
Kingston-upon-Hull (823) 9 3 86
Leicester City (613) 14 31 82
Mersey (1628) 10 20 87
Milton Keynes (440) 16 6eHA 73
North East Lincolnshire (464) g2 89
Northumberland (531) 9 84
Nottingham City (1422) g8ad 90
Nottinghamshire (1827) 10 21 86
Oxfordshire (1044) 13 47 82
Portsmouth (537) 10 B8l 86
South Yorkshire (1722) 9 3 87
Staffordshire (776) 13 381 83
Swindon (1209) INEEEEECEN e 13 1 8p
Tees Valley (1975) 8 A 89
Tyne & Wear (1716) 720 89
West Midlands (1990) 10 84
West of England (1440) 13 80
West Yorkshire (1642) 9 82
Worcestershire (497) 10 21 86
York (527) 8 85
M Very satisfied M Fairly satisfied Neither/nor M Fairly dissatisfied ~ B Very dissatisfied
Q How satisfied were you with the length of time your journey on the bus took?
“Due to rounding the percentage very/fairly satisfied may not always be equal to the sum of the very and fairly satisfied values in the chart

transportfocus 111



2 Authority results Key findings

-
Satisfaction with on-bus journey time amongst key passenger groups (%) — how scores vary by area

Reading The chart below shows how different passenger groups rated the length of time their journey on
the chart  thebus took and how these scores varied by the 31 authority areas (listed on page 3). The white
band shows the range of scores for each group and the black dots mark the individual scores for
each area. The highest and lowest scores are shown at each end of the white bands.
This shows, for example, that non-commuting passengers tend to be more satisfied with
the on-bus journey time than commuting passengers, as the white band is further to the right.
However, there is wider variation in scores for commuters than there is for non-commuters.

Fare-paying
passengers

Free pass
holders

Passengers
commuting

Passengers
not commuting

Passengers saying
they have a disability

Q How satisfied were you with the length of time your journey on the bus took?
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@ Factors affecting journey length (%) — how scores vary by area

Reading The chart below shows the different factors affecting the length of time that passengers’ journeys took
the chart = and how these varied by the 31 authority areas (listed on page 3). The white band shows the range
of scores (the percentage of journeys affected) for each factor and the black dots mark the individual
scores for each area. The highest and lowest scores are shown at each end of the white bands.
This shows, for example, that congestion/traffic jams tend to impact upon a higher percentage
of journeys than roadworks, as the white band is further to the right. However, the variation in scores
for congestion/traffic jams and roadworks is similar.

vatfic jame. P me ane o ®o
traffic jams 14 37
o o omommem @
passengers to board 9 28
= oemmanns o 00
works 5 23
long at tor —t
long at stops 3 16
Poor weather
conditions 4 m 12
‘ ‘ ! ‘ ‘ | \ | | | |
Driver driving m
too slowly 1 11
v 10 20 30 40 o

Q Was the length of your journey affected by any of the following?

Passengers could provide more than one answer

transportfocus 13 W



2 Authority results Metropolitan counties

Greater Manchester (TTGM)

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
8 7 % See page 175 for an explanation of how these themes were calculated
@ Value for money
0
62" iubmie

o Timeliness

Punctuality
Bus driver
638" N
()

condition
Boarding

Journey time
© 55 N

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 83 86 87 87 a1 46 8 6 2116
Fare-paying passengers 80 85 85 85 36 49 9 6 1278
Free pass holders 94 93 92 91 53 37 6 4 792
Aged 16 to 34 77 84 84 84 33 51 9 6 678
Aged 35 to 59 85 86 88 87 42 45 7 6 547
Passengers commuting 77 82 85 81 33 49 " 8 831

Passengers not commuting 90 91 90 92 47 44 5 3 1218
Passengers saying they have a disability 83 86 83 85 46 39 9 7 661

Value for money

All fare-paying passengers 70 72 66 62 27 35 17 21 1240
Aged 16 to 34 66 68 64 58 25 34 19 23 582
Aged 35 to 59 74 76 70 66 30 36 14 20 477
Passengers commuting 65 70 67 59 26 33 18 23 709
Passengers not commuting 78 75 65 67 28 38 15 19 507
Punctuality and time waiting for bus

Punctuality of the bus 67 73 70 68 38 30 13 19 1916
The length of time waited 68 76 74 71 37 34 11 18 2081
On-bus journey time

Time the journey on the bus took 79 84 83 82 43 40 " 7 2095

14 transportfocus



Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 80 82 81 80 32 48 14 7 2009
Its distance from the journey start 85 87 84 83 48 35 11 6 2012
The convenience/accessibility of its location 88 90 88 87 51 36 9 4 1906
Its condition/standard of maintenance 71 78 75 72 33 39 17 11 1894
Its freedom from graffiti/vandalism 77 82 79 76 41 35 16 8 1885
Its freedom from litter 70 75 70 70 32 38 15 14 1883
The information provided at the stop 70 75 70 71 30 41 16 13 1902
Your personal safety whilst at the stop 77 82 76 74 38 36 18 8 1926
On the bus
Route/destination information on the outside of the bus 85 85 83 82 50 32 14 4 2013
The cleanliness and condition of the outside of the bus 77 79 78 77 36 41 16 7 1979
The ease of getting onto the bus* - - 90 89 54 35 7 3 2070
The length of time it took to board 89 90 89 88 55 34 8 3 2029
The cleanliness and condition of the inside of the bus 74 79 77 74 31 43 14 12 2119
The information provided inside the bus 62 62 64 60 24 36 32 8 1865
The availability of seating or space to stand 84 88 86 85 47 38 9 7 2058
The comfort of the seats 76 82 79 74 31 43 16 10 2062
The amount of personal space you had around you 74 79 77 75 34 41 14 11 2050
Provision of grab rails to stand/move within the bus 83 86 86 83 42 41 12 5 2033
The temperature inside the bus 76 81 79 76 34 42 14 11 2048
Your personal security whilst on the bus 83 87 84 81 40 41 15 4 2041
Ease of getting off the bus” - - 89 87 46 40 9 4 2067
The bus driver
How near to the kerb the driver stopped 90 93 91 92 59 32 7 2 2030
The driver’s appearance 87 87 88 88 58 30 11 1 1951
The greeting/welcome you got from the driver 65 69 69 69 39 29 23 8 1997
The helpfulness and attitude of the driver 67 73 72 71 42 29 23 6 1951
The time the driver gave you to get to your seat 72 79 77 75 42 32 17 9 2009
Smoothness/freedom from jolting during the journey 72 78 76 76 38 37 16 9 2028
Safety of the driving (i.e. speed, driver concentrating) 86 88 89 88 53 35 9 3 2037
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 31 29 27 26 Other passengers’
Road works 19 13 11 11 behaviour giving cause to 7 6 8 8
Bus driver driving too slowly 6 4 5 4 worry or feel uncomfortable
Poor weather conditions 6 5 3 8 ,
Waiting too long at stops 12 8 10 10 EEEEES 1936 1828 2015 2119

Passenger boarding time 23 26 21 21

Base size 2026 1881 2074 2214

Passengers could provide more than one answer

*New question in 2018

transportfocus 15



2 Authority results Metropolitan counties

Mersey and Halton (Merseytravel) oo

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%
92"

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
73" Nt

Timeliness Bus driver Boarding
the bus

Punctuality
Access
77% to the
o / bus stop

Journey time
© 57 N

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 920 92 91 92 51 41 6 2 1627
Fare-paying passengers 88 90 89 91 44 46 7 3 842
Free pass holders 94 94 94 93 64 29 4 2 765
Aged 16 to 34 83 89 89 90 38 52 8 2 453
Aged 35 to 59 93 90 89 9i 51 39 6 4 395
Passengers commuting 86 88 87 91 42 49 6 3 631

Passengers not commuting 93 94 94 92 58 34 5 2 933
Passengers saying they have a disability 89 90 90 90 52 38 6 4 494
Value for money

All fare-paying passengers 73 70 75 73 36 37 17 11 825
Aged 16 to 34 68 67 73 73 33 40 17 10 417
Aged 35 to 59 79 73 77 72 38 34 16 12 340
Passengers commuting 72 70 72 72 33 39 16 12 514
Passengers not commuting 76 69 79 75 41 34 16 9 289
Punctuality and time waiting for bus

Punctuality of the bus 78 75 76 77 44 32 1 13 1435
The length of time waited 79 76 77 78 44 34 12 9 15689
On-bus journey time

Time the journey on the bus took 87 89 88 87 53 34 10 4 1628
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 81 81 83 81 38 42 13 6 1530
Its distance from the journey start 87 86 88 86 54 32 9 5 1523
The convenience/accessibility of its location 90 88 91 89 57 32 7 4 1402
Its condition/standard of maintenance 79 76 78 77 39 38 13 9 1419
Its freedom from graffiti/vandalism 79 77 80 78 45 32 12 10 1403
Its freedom from litter 75 74 78 75 41 34 13 12 1394
The information provided at the stop 73 70 74 76 39 37 15 9 1406
Your personal safety whilst at the stop 79 78 80 80 46 34 15 5 1437
On the bus
Route/destination information on the outside of the bus 85 88 85 84 53 31 13 3 1549
The cleanliness and condition of the outside of the bus 85 87 84 81 45 36 15 4 1512
The ease of getting onto the bus* - - 93 91 59 32 8 2 1672
The length of time it took to board 9N 93 91 91 60 31 7 2 1530
The cleanliness and condition of the inside of the bus 85 87 83 83 41 41 11 6 1617
The information provided inside the bus 72 72 69 70 33 37 25 5 1442
The availability of seating or space to stand 89 88 88 88 53 34 8 4 1877
The comfort of the seats 84 84 83 81 42 39 14 6 1574
The amount of personal space you had around you 82 79 80 78 41 36 14 8 15662
Provision of grab rails to stand/move within the bus 88 88 87 85 47 38 12 3 1542
The temperature inside the bus 80 82 82 79 38 40 14 7 1553
Your personal security whilst on the bus 87 87 87 85 49 36 13 2 1549
Ease of getting off the bus” - - 92 90 53 37 8 2 1565
The bus driver
How near to the kerb the driver stopped 94 93 94 93 65 28 6 1 1575
The driver’s appearance 91 90 91 91 64 27 8 1 1510
The greeting/welcome you got from the driver 73 74 75 7 47 30 19 4 1621
The helpfulness and attitude of the driver 76 76 7 77 48 29 19 4 1487
The time the driver gave you to get to your seat 79 77 81 79 50 29 15 6 15630
Smoothness/freedom from jolting during the journey 80 79 79 80 45 34 14 7 1547
Safety of the driving (i.e. speed, driver concentrating) 89 89 91 89 60 29 9 2 15649
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams 21 21 17 20 Other passengers’
Road works 13 1 38 14 behaviour giving cause to 5 5 5 (5)
Bus driver driving too slowly 3 2 2 8 worry or feel uncomfortable
Poor weather conditions 4 3 3 4 ,
Waiting 100 long at stops 6 7 4 5 Base size 2481 2056 1980 1640

Passenger boarding time 18 17 16 16

Base size 2662 2135 2031 1695

Passengers could provide more than one answer

*New question in 2018

transportfocus 17



2 Authority results Metropolitan counties

South Yorkshire (SYPTE)

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
717" Nttt

Bus driver

Q
Punctuality <
% 2 8
0 . ]
Timeliness 9 3
O g4
< O
Bus stop
condition

‘ Journey time
(o) Boarding
87" Nimimtmi
O

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 85 87 86 89 53 36 7 4 1713
Fare-paying passengers 84 85 85 89 52 36 7 5 862
Free pass holders 89 92 91 89 54 34 7 5 817
Aged 16 to 34 81 84 81 88 50 38 8 4 333
Aged 35 to 59 83 87 85 89 54 35 6 5 444
Passengers commuting 81 83 85 89 51 38 6 5 5562
Passengers not commuting 89 91 87 89 55 34 7 4 1098
Passengers saying they have a disability 83 87 86 82 39 43 1 7 560
Value for money

All fare-paying passengers 69 67 69 71 25 46 12 18 832
Aged 16 to 34 66 62 68 72 27 46 8 19 289
Aged 35 to 59 70 71 66 69 21 48 15 16 375
Passengers commuting 69 68 70 70 25 45 1 19 473
Passengers not commuting 70 65 67 73 24 49 12 15 346
Punctuality and time waiting for bus

Punctuality of the bus 74 73 76 72 41 31 10 18 1641
The length of time waited 73 73 76 71 39 33 12 17 1671
On-bus journey time

Time the journey on the bus took 83 82 83 87 48 39 9 4 1722
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 75 79 7 81 41 40 12 7 1632
Its distance from the journey start 84 85 79 86 54 32 9 5 1602
The convenience/accessibility of its location 87 86 83 89 55 35 8 3 1498
Its condition/standard of maintenance 70 71 72 76 39 38 14 10 1514
Its freedom from graffiti/vandalism 73 73 73 79 48 31 12 9 1504
Its freedom from litter 66 69 70 73 41 32 15 12 1518
The information provided at the stop 71 73 71 74 39 35 15 11 1515
Your personal safety whilst at the stop 79 80 76 81 46 35 14 5 1540
On the bus
Route/destination information on the outside of the bus 83 83 87 86 54 32 10 4 1620
The cleanliness and condition of the outside of the bus 78 78 81 80 39 41 13 8 1582
The ease of getting onto the bus* - - 89 92 58 34 5 3 1645
The length of time it took to board 89 90 89 91 58 33 6 3 1629
The cleanliness and condition of the inside of the bus 79 78 70 80 38 43 11 9 1679
The information provided inside the bus 63 64 63 69 34 35 24 6 1502
The availability of seating or space to stand 86 82 86 87 54 33 8 6 1657
The comfort of the seats 74 74 71 79 41 38 12 9 1661
The amount of personal space you had around you 76 72 76 79 43 36 11 9 1643
Provision of grab rails to stand/move within the bus 84 84 82 86 50 36 10 4 1637
The temperature inside the bus 77 76 76 80 38 42 11 9 1641
Your personal security whilst on the bus 83 85 80 86 50 37 11 3 1640
Ease of getting off the bus” - - 83 88 52 36 7 5 1671
The bus driver
How near to the kerb the driver stopped 90 91 86 92 65 27 6 2 1650
The driver’s appearance 88 90 88 93 66 27 7 1 1594
The greeting/welcome you got from the driver 69 72 79 76 51 26 17 7 1637
The helpfulness and attitude of the driver 70 71 81 77 52 25 17 6 1604
The time the driver gave you to get to your seat 75 77 80 81 52 29 12 7 1639
Smoothness/freedom from jolting during the journey 75 7 76 80 46 34 12 8 1653
Safety of the driving (i.e. speed, driver concentrating) 88 89 82 89 62 27 8 3 1653
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 24 22 19 20 Other passengers’
Road works 1 9 7 10 behaviour giving cause to 7 7 5 (5)
Bus driver driving too slowly 5 4 2 2 worry or feel uncomfortable
Poor weather conditions 5 3 5 4 .
Waiting 100 long at stops 10 11 3 5 Base size 1606 1524 1450 1708

Passenger boarding time 20 22 13 18

Base size 1658 1685 1483 1774

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Metropolitan counties

Tyne and Wear (Nexus)

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%
92"

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
64" Wiuimin

Timeliness

Punctuality Bus driver
78" Aty
(@) (

Bus stop condition

‘ Journey time
0 Boarding
897 Npmimbminy
O

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 920 923 91 92 53 39 6 3 1714
Fare-paying passengers 89 92 89 89 47 42 8 3 795

Free pass holders 94 95 95 96 63 33 2 2 903
Aged 16 to 34 93 91 88 87 43 43 9 4 256
Aged 35 to 59 85 93 90 92 50 42 5 3 424
Passengers commuting 88 93 88 87 40 47 8 5 472
Passengers not commuting 92 94 93 95 61 34 4 1 1179
Passengers saying they have a disability 88 93 91 92 56 36 5 3 613
Value for money

All fare-paying passengers 74 71 72 64 30 34 16 19 761

Aged 16 to 34 74 71 71 57 28 29 17 25 233

Aged 35 to 59 70 72 71 72 32 40 15 13 355

Passengers commuting 79 72 69 61 26 35 18 22 398

Passengers not commuting 60 70 76 70 37 33 15 15 349

Punctuality and time waiting for bus

Punctuality of the bus 79 76 82 78 45 32 9 13 1624
The length of time waited 75 76 81 78 44 34 11 11 1644
On-bus journey time

Time the journey on the bus took 88 89 90 89 58 31 7 4 1716
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 82 82 86 81 39 42 12 7 1622
Its distance from the journey start 88 87 88 87 57 30 8 5 1579
The convenience/accessibility of its location 89 90 92 91 59 32 6 3 1496
Its condition/standard of maintenance 74 78 77 75 37 38 14 10 1490
Its freedom from graffiti/vandalism 80 80 80 77 44 33 11 11 1489
Its freedom from litter 70 75 75 71 39 32 14 14 1502
The information provided at the stop 81 80 81 81 41 41 11 8 15630
Your personal safety whilst at the stop 81 80 84 83 48 35 12 6 1516
On the bus
Route/destination information on the outside of the bus 87 88 89 87 57 29 11 3 1608
The cleanliness and condition of the outside of the bus 82 83 86 83 45 38 13 4 1595
The ease of getting onto the bus* - - 93 94 61 33 4 2 1665
The length of time it took to board 90 92 93 94 63 31 5 1 1622
The cleanliness and condition of the inside of the bus 84 84 82 82 40 42 9 9 1672
The information provided inside the bus 73 76 75 71 35 36 24 5 1496
The availability of seating or space to stand 90 90 91 91 55 36 5 4 1662
The comfort of the seats 82 83 85 85 42 42 11 5 1649
The amount of personal space you had around you 81 82 81 83 43 40 10 7 1639
Provision of grab rails to stand/move within the bus 86 89 86 89 51 39 7 3 1636
The temperature inside the bus 80 84 81 81 42 39 12 7 1640
Your personal security whilst on the bus 87 89 87 89 52 37 9 3 1632
Ease of getting off the bus” - - 90 92 57 35 6 3 1669
The bus driver
How near to the kerb the driver stopped 91 94 93 93 64 28 5 3 1654
The driver’s appearance 91 93 93 93 68 25 5 2 1601
The greeting/welcome you got from the driver 73 78 80 77 52 25 16 7 1619
The helpfulness and attitude of the driver 75 78 81 80 52 27 15 6 1685
The time the driver gave you to get to your seat 78 81 83 81 53 28 12 7 1624
Smoothness/freedom from jolting during the journey 78 82 82 81 49 32 12 7 1633
Safety of the driving (i.e. speed, driver concentrating) 87 91 91 92 62 30 6 3 1645
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 26 15 16 20 Other passengers’
Road works 18 11 19 14 behaviour giving cause to 6 5 5 7
Bus driver driving too slowly 3 3 2 8 worry or feel uncomfortable
Poor weather conditions 3 3 3 6 ,
Waiting 100 long at stops 6 5 4 5 Base size 1495 1694 1568 1718
Passenger boarding time 14 18 17 17
Base size 1628 1733 1602 1760

Passengers could provide more than one answer

*New question in 2018

transportfocus 21



2 Authority results Metropolitan counties

West Midlands (TfWM)

Headline results

O
©

Overall satisfaction
o)
85 &

667 \njmimim
73"

Journey time

YR ~===a

Key results

2016

= a 2017
Satisfaction (%) all all

satisfied  satisfied

2018

Ell

satisfied

satisfied

Which themes are affecting
overall passenger satisfaction?

See page 175 for an explanation of how these themes were calculated

Bus driver

Timeliness

@ Boarding the

Bus stop
condition

fare-payers only

2019 2019
all very
satisfied

2019
fairly
satisfied

2019 2019
neither all
/nor dissatisfied

Overall journey satisfaction

All passengers 85 85 84 85 42 44 10 5 1987
Fare-paying passengers 82 83 82 83 38 46 1 5 1283
Free pass holders 92 92 87 91 54 37 4 4 662
Aged 16 to 34 81 79 80 82 33 49 13 5 621

Aged 35 to 59 85 86 83 84 41 43 1 5 567
Passengers commuting 80 80 80 82 33 49 12 6 827
Passengers not commuting 89 90 87 89 49 40 7 4 1091
Passengers saying they have a disability 85 85 87 84 45 39 10 6 561

Value for money

All fare-paying passengers 62 64 66 66 30 36 18 16 1244
Aged 16 to 34 59 56 63 63 27 36 20 17 579
Aged 35 to 59 68 72 69 69 33 36 17 14 511

Passengers commuting 59 61 62 64 26 39 18 17 744
Passengers not commuting 68 69 73 70 37 33 17 13 468
Punctuality and time waiting for bus

Punctuality of the bus 72 69 71 73 41 32 " 15 1818
The length of time waited 72 70 73 72 40 33 13 15 1962
On-bus journey time

Time the journey on the bus took 82 80 82 84 47 36 10 7 1990
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 77 7 80 79 33 46 13 8 1885
Its distance from the journey start 83 83 83 83 48 35 11 6 1879
The convenience/accessibility of its location 82 84 85 86 50 36 9 4 1746
Its condition/standard of maintenance 71 71 73 72 34 38 17 11 1756
Its freedom from graffiti/vandalism 72 72 73 76 40 36 15 9 1744
Its freedom from litter 66 66 68 69 33 36 16 15 1753
The information provided at the stop 72 71 73 74 34 40 16 10 1761
Your personal safety whilst at the stop 75 72 75 76 38 38 17 7 1792
On the bus

Route/destination information on the outside of the bus 83 83 83 83 49 35 12 5 1891
The cleanliness and condition of the outside of the bus 74 78 78 77 36 41 14 9 1878
The ease of getting onto the bus* - - 88 88 55 33 8 4 1947
The length of time it took to board 87 87 87 88 57 30 9 4 1910
The cleanliness and condition of the inside of the bus 73 74 74 73 33 40 14 13 1970
The information provided inside the bus 68 70 72 71 32 39 23 6 1822
The availability of seating or space to stand 83 84 84 85 47 38 9 6 1930
The comfort of the seats 75 77 76 76 35 40 15 9 1921
The amount of personal space you had around you 73 74 75 77 37 39 12 11 1903
Provision of grab rails to stand/move within the bus 83 83 81 82 41 41 13 5 1899
The temperature inside the bus 76 77 77 73 35 38 16 11 1918
Your personal security whilst on the bus 79 78 79 77 39 38 17 6 1904
Ease of getting off the bus” - - 84 86 48 38 9 5 1930
The bus driver

How near to the kerb the driver stopped 89 90 90 91 57 34 7 2 1931
The driver’s appearance 84 87 87 88 54 35 10 2 1808
The greeting/welcome you got from the driver 61 63 66 66 36 30 25 10 1802
The helpfulness and attitude of the driver 67 66 69 67 38 29 25 8 1758
The time the driver gave you to get to your seat 73 72 74 76 41 35 15 9 1863
Smoothness/freedom from jolting during the journey 75 75 75 75 37 38 16 10 1881
Safety of the driving (i.e. speed, driver concentrating) 85 86 84 86 50 36 10 4 1887
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019
Congestion/traffic jams 30 32 26 29 Other passengers’
Road works 1 13 19 13 behaviour giving cause to 8 10 8 10
Bus driver driving too slowly 7 7 5 5 worry or feel uncomfortable
Poor weather conditions 5 4 5 6 ,
Waiting too long at stops 8 9 6 7 Base size 3404 30561 2929 2004

Passenger boarding time 18 18 14 18

Base size 3646 3198 3049 2089

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Metropolitan counties

West Yorkshire (Metro)

Headline results

Overall satisfaction
o)
85 &

627 inbuimin
707 Noutete

Journey time

82" i

O
©

Key results

2016

= a 2017
Satisfaction (%) all all

2018

Ell

Which themes are affecting
overall passenger satisfaction?

See page 175 for an explanation of how these themes were calculated

Bus driver

Timeliness

@ Boarding the

Bus stop
condition

fare-payers only

2019 2019
all very

2019
fairly

2019 2019
neither all

satisfied  satisfied

Overall journey satisfaction

satisfied

satisfied

satisfied satisfied /nor dissatisfied

All passengers 82 83 85 85 43 41 9 6 1631
Fare-paying passengers 78 79 81 81 37 44 1 8 751

Free pass holders 93 93 93 92 59 34 5 3 8569
Aged 16 to 34 75 74 80 74 29 46 17 9 262
Aged 35 to 59 82 86 86 88 46 42 6 6 400
Passengers commuting 74 75 82 78 34 44 13 9 494
Passengers not commuting 90 92 88 91 51 39 6 4 1060
Passengers saying they have a disability 80 84 88 82 41 41 12 6 566
Value for money

All fare-paying passengers 57 62 61 62 25 37 18 20 726
Aged 16 to 34 54 62 58 61 22 39 20 19 235

Aged 35 to 59 61 62 66 62 27 35 17 20 344
Passengers commuting 55 58 58 59 22 37 19 22 440
Passengers not commuting 63 70 66 67 31 37 16 16 273
Punctuality and time waiting for bus

Punctuality of the bus 67 71 72 70 41 29 11 19 1482
The length of time waited 68 71 73 72 37 35 13 14 1565
On-bus journey time

Time the journey on the bus took 81 80 82 82 49 33 9 9 1642
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 77 81 82 81 38 43 12 7 1530
Its distance from the journey start 83 84 84 82 51 32 10 8 1493
The convenience/accessibility of its location 87 87 87 88 53 35 7 5 1365
Its condition/standard of maintenance 74 78 79 76 37 39 14 10 1379
Its freedom from graffiti/vandalism 77 80 81 79 44 34 12 10 1368
Its freedom from litter 69 74 76 75 39 36 12 13 1380
The information provided at the stop 70 75 74 75 41 34 13 12 1390
Your personal safety whilst at the stop 74 76 78 77 43 35 16 7 1395
On the bus
Route/destination information on the outside of the bus 79 82 81 86 52 34 10 4 1516
The cleanliness and condition of the outside of the bus 76 79 80 77 41 36 14 9 1491
The ease of getting onto the bus* - - 90 92 57 35 6 2 1674
The length of time it took to board 87 87 88 87 56 31 9 4 1523
The cleanliness and condition of the inside of the bus 76 75 76 73 35 38 13 14 1603
The information provided inside the bus 61 61 62 64 30 34 28 8 1398
The availability of seating or space to stand 82 86 84 85 48 38 8 7 1661
The comfort of the seats 74 73 74 74 37 37 14 13 1570
The amount of personal space you had around you 74 76 74 75 37 38 13 11 1548
Provision of grab rails to stand/move within the bus 84 83 82 83 44 39 10 7 1544
The temperature inside the bus 75 74 73 76 35 40 14 11 1554
Your personal security whilst on the bus 81 81 82 81 43 38 15 4 1652
Ease of getting off the bus” - - 87 88 50 38 9 4 1586
The bus driver
How near to the kerb the driver stopped 88 90 90 91 63 29 6 2 1549
The driver’s appearance 86 88 89 88 58 31 10 2 1501
The greeting/welcome you got from the driver 65 67 71 71 44 27 19 9 1631
The helpfulness and attitude of the driver 69 71 74 72 45 27 20 7 1478
The time the driver gave you to get to your seat 70 76 78 77 48 29 15 7 1637
Smoothness/freedom from jolting during the journey 71 74 75 78 42 36 14 8 1651
Safety of the driving (i.e. speed, driver concentrating) 83 86 86 88 56 32 9 3 1558
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 29 28 26 26 Other passengers’
Road works 16 16 14 20 behaviour giving cause to 9 8 8 8
Bus driver driving too slowly 6 5 4 5 worry or feel uncomfortable
Poor weather conditions 7 3 3 9 ,
Waiting 100 long at stops 10 8 8 9 Base size 1637 1633 1689 1625

Passenger boarding time 25 24 21 20

Base size 1608 1591 1743 1693

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Transport authority area groups

Tees Valley Combined Authori

Headline results

O
©

Overall satisfaction
o)
92 &

67" It
79% i

Journey time

89" g

o)

fare-payers only

Key results

2016 2017 2018 2019

Satisfaction (%) all all al all

satisfied  satisfied  satisfied satisfied

Bus driver

2019
very
satisfied

(made up of the five unitary authorities of Darlington, Hartlepool,
Middlesbrough, Redcar and Cleveland, and Stockton on Tees)

Which themes are affecting
overall passenger satisfaction?

See page 175 for an explanation of how these themes were calculated

Timeliness

Bus stop
condition

Access to the
bus stop

2019
fairly
satisfied

2019 2019
neither all
/nor dissatisfied

Overall journey satisfaction

All passengers 91 91 20 92 55 37 6 2 1975
Fare-paying passengers 88 91 88 92 48 44 7 2 861
Free pass holders 94 93 94 94 64 30 5 2 1091
Aged 16 to 34 88 85 84 89 42 46 9 2 423
Aged 35 to 59 90 93 91 93 52 41 5 2 424
Passengers commuting 86 88 84 89 43 45 9 2 502
Passengers not commuting 94 94 94 94 60 34 4 2 1406
Passengers saying they have a disability 91 90 92 92 57 35 7 2 730
Value for money

All fare-paying passengers 67 70 71 67 33 33 16 17 824
Aged 16 to 34 65 66 68 62 33 29 19 19 333
Aged 35 to 59 69 72 73 69 31 38 14 17 333
Passengers commuting 64 70 68 64 30 34 18 18 401
Passengers not commuting 71 69 75 70 37 33 14 16 404
Punctuality and time waiting for bus

Punctuality of the bus 78 77 76 79 48 31 9 12 1780
The length of time waited 79 77 76 80 45 35 11 9 1909
On-bus journey time

Time the journey on the bus took 87 87 86 89 57 32 8 3 1975
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 78 80 80 81 37 43 11 9 1870
Its distance from the journey start 87 87 85 87 56 30 8 5 1831
The convenience/accessibility of its location 90 91 91 90 58 33 7 3 1692
Its condition/standard of maintenance 74 77 73 74 37 37 14 13 1694
Its freedom from graffiti/vandalism 77 79 76 75 43 31 12 13 1698
Its freedom from litter 74 77 75 74 38 36 13 13 1684
The information provided at the stop 76 78 76 77 39 38 13 10 1701
Your personal safety whilst at the stop 80 82 80 80 44 35 14 6 1709
On the bus
Route/destination information on the outside of the bus 86 88 85 87 56 31 10 3 1845
The cleanliness and condition of the outside of the bus 82 86 83 84 44 40 11 4 1830
The ease of getting onto the bus* - - 93 93 62 31 5 2 1900
The length of time it took to board 92 94 92 93 62 31 5 1 1852
The cleanliness and condition of the inside of the bus 81 86 84 84 40 44 10 6 1936
The information provided inside the bus 71 75 74 75 37 39 19 5 1766
The availability of seating or space to stand 88 91 88 91 56 34 6 3 1882
The comfort of the seats 77 82 82 84 41 42 10 6 1885
The amount of personal space you had around you 78 81 82 83 43 40 11 6 1872
Provision of grab rails to stand/move within the bus 86 87 88 88 49 38 9 3 1870
The temperature inside the bus 79 84 82 82 43 39 12 6 1871
Your personal security whilst on the bus 88 89 88 87 51 37 11 2 1874
Ease of getting off the bus” - - 92 91 56 35 6 2 1909
The bus driver
How near to the kerb the driver stopped 94 93 93 95 67 27 4 1 1909
The driver’s appearance 92 93 92 93 67 26 6 1 1864
The greeting/welcome you got from the driver 77 82 81 82 55 27 12 6 1904
The helpfulness and attitude of the driver 79 83 82 83 56 28 13 4 1853
The time the driver gave you to get to your seat 84 86 87 90 60 30 7 3 1889
Smoothness/freedom from jolting during the journey ~ 81 84 82 84 50 33 11 6 1884
Safety of the driving (i.e. speed, driver concentrating) 90 91 91 92 63 28 6 2 1876
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 15 15 16 14 Other passengers’
Road works ) 11 10 19 behaviour giving cause to 5 6 6 6
Bus driver driving too slowly 3 2 3 2 worry or feel uncomfortable
Poor weather conditions 2 2 2 5 ,
Waiting 100 long at stops 8 6 6 5 Base size 1846 1868 1844 1970
Passenger boarding time 17 16 16 14
Base size 1908 1951 1899 2057

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Transport authority area groups

West of Englan

Headline results

' Overall satisfaction
0 2
86"

@ Value for money
0
%
50% Rngum

Punctuality
68" ipuluim

Journey time
© 50" i

Key results

2016 2017

Satisfaction (%) all all

satisfied  satisfied

2018

Ell

satisfied

satisfied

West of England Combined Authority and North Somerset (made up of the four unitary authorities
of Bath and North East Somerset, Bristol City, North Somerset, and South Gloucestershire)

Which themes are affecting
overall passenger satisfaction?

See page 175 for an explanation of how these themes were calculated

Bus driver

Timeliness

Access to the
bus stop

Boarding the

Bus stop
condition

fare-payers only

2019 2019
all very
satisfied

2019
fairly
satisfied

2019 2019
neither all
/nor dissatisfied

Overall journey satisfaction

All passengers 85 89 85 86 43 44 9 4 1452
Fare-paying passengers 83 86 83 83 38 46 12 5 898
Free pass holders 93 95 91 94 59 35 3 3 519
Aged 16 to 34 81 85 82 83 34 48 12 5 494
Aged 35 to 59 85 88 85 86 45 41 10 4 331

Passengers commuting 80 84 81 83 33 49 " 6 632
Passengers not commuting 92 94 89 91 52 38 8 2 768
Passengers saying they have a disability 86 90 87 84 46 38 12 4 379
Value for money

All fare-paying passengers 56 64 52 50 19 32 19 30 881

Aged 16 to 34 53 62 50 47 18 30 20 33 466
Aged 35 to 59 59 67 54 58 19 36 18 27 298
Passengers commuting 54 62 50 47 18 29 20 33 551

Passengers not commuting 61 69 56 &7 20 37 19 24 310
Punctuality and time waiting for bus

Punctuality of the bus 67 71 62 68 38 31 14 18 1349
The length of time waited 68 74 68 71 37 33 14 15 1447
On-bus journey time

Time the journey on the bus took 79 81 79 80 43 37 13 7 1440
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 79 81 80 81 36 45 13 6 1404
Its distance from the journey start 83 86 85 85 51 34 9 6 1394
The convenience/accessibility of its location 87 89 88 87 54 33 10 4 1348
Its condition/standard of maintenance 73 74 75 75 35 40 17 8 1351
Its freedom from graffiti/vandalism 79 80 78 79 48 31 16 5 1327
Its freedom from litter 72 74 72 75 39 36 15 10 1340
The information provided at the stop 70 72 69 73 35 38 17 10 1343
Your personal safety whilst at the stop 79 80 78 82 45 36 14 4 1365
On the bus
Route/destination information on the outside of the bus 81 84 81 82 50 33 14 4 1393
The cleanliness and condition of the outside of the bus 80 83 78 79 38 42 15 5 1376
The ease of getting onto the bus* - - 88 91 56 35 7 2 1440
The length of time it took to board 87 91 86 89 56 33 8 3 1423
The cleanliness and condition of the inside of the bus 77 80 78 79 35 44 13 8 1437
The information provided inside the bus 59 63 57 62 28 34 30 8 1296
The availability of seating or space to stand 85 86 84 86 51 35 9 5 1428
The comfort of the seats 74 76 74 77 33 43 16 8 1425
The amount of personal space you had around you 74 76 74 77 37 40 14 8 1422
Provision of grab rails to stand/move within the bus 83 84 80 83 43 41 12 4 1393
The temperature inside the bus 77 77 73 75 33 42 16 9 1416
Your personal security whilst on the bus 84 85 81 84 45 40 13 2 1416
Ease of getting off the bus” - - 86 88 49 39 9 3 1425
The bus driver
How near to the kerb the driver stopped 89 93 89 91 61 30 7 2 1395
The driver’s appearance 87 89 86 89 60 29 10 1 1352
The greeting/welcome you got from the driver 69 73 69 75 46 30 18 7 1388
The helpfulness and attitude of the driver 71 74 70 75 47 28 20 5 1359
The time the driver gave you to get to your seat 77 81 77 83 51 32 12 5 1394
Smoothness/freedom from jolting during the journey 75 76 76 76 40 36 17 7 1399
Safety of the driving (i.e. speed, driver concentrating) 87 89 86 88 56 32 9 3 1403
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 37 30 32 29 Other passengers’
Road works 18 18 18 11 behaviour giving cause to 7 4 6 (5)
Bus driver driving too slowly 3 4 3 4 worry or feel uncomfortable
Poor weather conditions 4 4 7 8 .
Waiting too long at stops 8 6 6 6 Base size 1611 1265 1435 1467
Passenger boarding time 25 19 21 21

Base size 1652 1313 1496 15620

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Bournemouth and Poole

Headline results

Overall satisfaction Which themes are affecting
overall passenger satisfaction?

See page 175 for an explanation of how these themes were calculated

0]
93 &
o Bus driver Timeliness
@ Value for money
73" Nttt
(o)
Punctuality

82" Nnpmimtmin i |

‘ Journey time Boarding
90 % I I i i i ﬂ the bus
O

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - 91 91 93 59 35 5 2 1138
Fare-paying passengers - 88 87 93 52 41 5 2 543
Free pass holders - 95 98 96 73 23 3 1 584
Aged 16 to 34 - 86 82 91 44 47 7 2 202
Aged 35 to 59 - 91 93 93 59 34 5 2 296
Passengers commuting - 85 86 90 40 49 8 3 292
Passengers not commuting - 95 95 96 70 26 3 1 795
Passengers saying they have a disability - 87 87 90 61 29 7 3 331

Value for money

All fare-paying passengers - 71 64 73 25 48 13 13 527
Aged 16 to 34 - 67 59 70 19 51 14 15 184
Aged 35 to 59 - 76 65 77 28 49 13 11 264
Passengers commuting - 69 59 70 22 48 14 16 256
Passengers not commuting - 73 73 7 29 48 13 10 261

Punctuality and time waiting for bus

Punctuality of the bus - 79 75 82 49 33 10 9 1024
The length of time waited - 81 76 84 45 39 9 6 1116
On-bus journey time

Time the journey on the bus took - 88 86 90 57 33 7 3 1140
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - 81 84 85 45 40 11 4 1064
Its distance from the journey start - 89 88 89 52 37 8 3 1075
The convenience/accessibility of its location - 93 90 94 62 32 4 2 1036
Its condition/standard of maintenance - 74 74 82 43 39 11 7 10256
Its freedom from graffiti/vandalism - 80 81 85 56 29 9 5 1016
Its freedom from litter - 74 73 80 46 34 13 7 1027
The information provided at the stop - 80 80 84 48 36 9 7 1025
Your personal safety whilst at the stop - 80 81 85 53 31 11 5 1020
On the bus
Route/destination information on the outside of the bus - 91 87 91 65 26 6 3 1107
The cleanliness and condition of the outside of the bus - 88 85 88 58 31 10 2 1080
The ease of getting onto the bus* - - 93 95 71 24 4 1 1120
The length of time it took to board - 93 92 95 68 26 4 1 1095
The cleanliness and condition of the inside of the bus - 85 84 89 51 38 8 4 1125
The information provided inside the bus - 76 73 81 47 34 15 4 1041
The availability of seating or space to stand - 89 88 91 63 29 5 3 1107
The comfort of the seats - 84 81 86 47 38 10 5 1105
The amount of personal space you had around you - 80 78 86 47 40 9 5 1097
Provision of grab rails to stand/move within the bus - 86 84 90 58 32 7 3 1093
The temperature inside the bus - 83 81 87 47 41 8 4 1097
Your personal security whilst on the bus - 89 85 91 60 31 8 1 1086
Ease of getting off the bus” - - 91 94 66 27 5 2 1115
The bus driver
How near to the kerb the driver stopped - 94 92 95 70 25 4 1 1089
The driver’s appearance - 93 90 95 73 22 5 0 1099
The greeting/welcome you got from the driver - 85 82 89 67 21 9 3 1108
The helpfulness and attitude of the driver - 84 83 89 66 23 8 3 1078
The time the driver gave you to get to your seat - 87 86 92 67 25 6 2 1105
Smoothness/freedom from jolting during the journey - 80 82 87 53 33 8 5 1105
Safety of the driving (i.e. speed, driver concentrating) - 91 91 94 70 24 5 1 1106
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams - 24 28 23 Other passengers’
Road works - 13 10 16 behaviour giving cause to - 8 8 5
Bus driver driving too slowly - 3 3 8 worry or feel uncomfortable
Poor weather conditions - 2 2 ) ;
Waiting too long at stops - 6 6 7 EEEEES : 945 891 1136
Passenger boarding time - 19 22 18
Base size - 977 909 1172

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Cambridgeshire and Peterborough

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0

Timeliness

Access to the Boarding
bus stop the bus

Punctuality
Bus driver
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - - 86 47 39 9 5 1231
Fare-paying passengers - - - 85 42 43 10 6 647
Free pass holders - - - 89 61 28 6 4 569
Aged 16 to 34 - - - 82 40 42 13 5 236
Aged 35 to 59 - - - 86 45 40 7 7 318
Passengers commuting - - - 80 38 42 13 7 445
Passengers not commuting - - - 92 56 36 4 4 743
Passengers saying they have a disability - - - 86 51 36 9 5 344
Value for money

All fare-paying passengers - - - 60 23 36 17 23 638
Aged 16 to 34 - - - 56 23 33 16 28 221

Aged 35 to 59 - - - 62 23 39 19 18 284
Passengers commuting - - - 58 21 37 16 26 397
Passengers not commuting - - - 63 28 35 21 16 233
Punctuality and time waiting for bus

Punctuality of the bus - - - 74 43 32 12 14 1131
The length of time waited - - - 73 40 33 14 13 1207
On-bus journey time

Time the journey on the bus took - - - 81 47 34 " 8 1226
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - - 80 31 48 11 9 1177
Its distance from the journey start - - - 84 50 33 10 6 1153
The convenience/accessibility of its location - - - 91 51 40 5 4 1105
Its condition/standard of maintenance - - - 72 30 43 16 12 1104
Its freedom from graffiti/vandalism - - - 78 45 33 13 8 1077
Its freedom from litter - - - 77 39 38 14 9 1092
The information provided at the stop - - - 66 29 37 16 18 1099
Your personal safety whilst at the stop - - - 79 46 34 16 5 1122
On the bus
Route/destination information on the outside of the bus - - - 86 54 32 9 4 1175
The cleanliness and condition of the outside of the bus - - - 78 40 38 13 8 1162
The ease of getting onto the bus* - - - 94 62 32 5 1 1218
The length of time it took to board - - - 90 59 31 7 3 1198
The cleanliness and condition of the inside of the bus - - - 81 41 40 11 8 1219
The information provided inside the bus - - - 62 31 31 31 8 1082
The availability of seating or space to stand - - - 89 54 35 6 5 1205
The comfort of the seats - - - 76 38 38 15 9 1185
The amount of personal space you had around you - - - 78 39 39 14 8 1186
Provision of grab rails to stand/move within the bus - - - 84 46 38 11 5 1161
The temperature inside the bus - - - 78 38 41 12 9 1189
Your personal security whilst on the bus - - - 87 52 35 10 3 1181
Ease of getting off the bus” - - - 90 b4 35 7 3 1201
The bus driver
How near to the kerb the driver stopped - - - 93 66 27 6 1 1190
The driver’s appearance - - - 91 64 28 7 2 1153
The greeting/welcome you got from the driver - - - 81 51 29 13 6 1195
The helpfulness and attitude of the driver - - - 80 52 29 15 5 1173
The time the driver gave you to get to your seat - - - 85 53 32 10 5 1172
Smoothness/freedom from jolting during the journey - - - 79 45 35 13 8 1193
Safety of the driving (i.e. speed, driver concentrating) - - - 90 57 33 7 3 1197
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams - - - 29 Other passengers’
Road works - _ _ 23 behaviour giving cause to - - - 5
Bus driver driving too slowly - - - 2 worry or feel uncomfortable
Poor weather conditions - - - 5 .
Waiting too long at stops - - - 5 EEEEES : : : 1231
Passenger boarding time - - - 20
Base size - - - 1257

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Cheshire West and Chester

Headline results

Overall satisfaction Which themes are affecting
overall passenger satisfaction?
7 % See page 175 for an explanation of how these themes were calculated
o Bus cleanliness
and information
on-board
@ Value for money
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fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - 91 87 55 31 9 4 719
Fare-paying passengers - - 87 82 49 33 13 5 271
Free pass holders - - 95 93 64 29 4 3 438
Aged 16 to 34 - - 85 75 38 37 19 6 88
Aged 35 to 59 - - 91 86 53 34 8 6 145
Passengers commuting - - 86 79 39 39 13 8 150
Passengers not commuting - - 93 91 63 28 7 2 548
Passengers saying they have a disability - - 87 84 54 30 10 6 242
Value for money

All fare-paying passengers - - 67 62 28 35 15 23 258
Aged 16 to 34 - - 66 56 21 35 15 29 76
Aged 35 to 59 - - 70 65 30 34 16 20 117
Passengers commuting - - 64 55 19 37 18 27 117
Passengers not commuting - - 72 70 37 33 1 19 136
Punctuality and time waiting for bus

Punctuality of the bus - - 74 73 43 30 1 16 636
The length of time waited - - 74 74 40 34 14 13 690
On-bus journey time

Time the journey on the bus took - - 91 85 58 26 10 5 715
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - 82 78 35 43 14 8 676
Its distance from the journey start - - 85 83 54 29 12 5 665
The convenience/accessibility of its location - - 88 89 54 35 8 3 632
Its condition/standard of maintenance - - 75 72 36 37 17 11 620
Its freedom from graffiti/vandalism - - 81 80 48 33 14 5 616
Its freedom from litter - - 76 7 41 36 14 9 616
The information provided at the stop - - 74 74 34 40 15 10 622
Your personal safety whilst at the stop - - 81 74 41 32 20 6 625
On the bus
Route/destination information on the outside of the bus - - 85 86 61 25 10 4 676
The cleanliness and condition of the outside of the bus - - 81 81 45 36 13 6 675
The ease of getting onto the bus* - - 90 94 66 27 6 1 698
The length of time it took to board - - 89 92 67 25 6 2 684
The cleanliness and condition of the inside of the bus - - 82 82 42 40 11 7 701
The information provided inside the bus - - 69 66 31 35 25 9 611
The availability of seating or space to stand - - 86 88 53 35 9 2 693
The comfort of the seats - - 85 81 43 39 13 6 694
The amount of personal space you had around you - - 81 81 40 41 12 7 685
Provision of grab rails to stand/move within the bus - - 86 86 45 41 12 2 681
The temperature inside the bus - - 84 80 42 37 13 7 687
Your personal security whilst on the bus - - 85 86 49 36 13 2 683
Ease of getting off the bus” - - 89 91 56 35 8 2 695
The bus driver
How near to the kerb the driver stopped - - 93 94 71 23 6 1 699
The driver’s appearance - - 90 90 68 22 9 1 670
The greeting/welcome you got from the driver - - 78 78 54 24 16 6 692
The helpfulness and attitude of the driver - - 77 79 56 22 16 5 663
The time the driver gave you to get to your seat - - 84 86 60 26 11 3 691
Smoothness/freedom from jolting during the journey - - 83 84 51 33 10 5 694
Safety of the driving (i.e. speed, driver concentrating) - - 90 88 63 25 8 4 693
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

4 ) 4

Congestion/traffic jams - - 17 17 Other passengers’

Road works - - 8 11 behaviour giving cause to - - 6 5
Bus driver driving too slowly - - 3 ) worry or feel uncomfortable

Poor weather conditions - - 2 5 :

Waiting too long at stops - - 5 5 Base size - - 768 709
Passenger boarding time - - 14 12

Base size - - 785 727

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Cornwall

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
93 % See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 87 86 20 93 62 31 6 1 797
Fare-paying passengers 81 82 87 91 54 38 8 1 420
Free pass holders 95 93 95 96 73 23 3 1 368
Aged 16 to 34 76 76 85 88 44 44 1 1 207
Aged 35 to 59 el 88 86 B 66 29 3 2 169
Passengers commuting 78 77 83 88 44 44 10 2 248
Passengers not commuting 92 94 94 97 72 25 3 0 527
Passengers saying they have a disability 86 85 89 93 56 37 7 1 237
Value for money

All fare-paying passengers 61 54 58 57 26 31 18 24 405
Aged 16 to 34 56 53 56 51 19 32 24 25 171
Aged 35 to 59 71 53 55 62 28 34 1 27 142
Passengers commuting 57 50 54 54 21 33 18 28 210
Passengers not commuting 69 61 63 61 32 29 19 20 187
Punctuality and time waiting for bus

Punctuality of the bus 72 71 76 83 52 31 " 6 745
The length of time waited 71 72 74 80 49 32 15 5 778
On-bus journey time

Time the journey on the bus took 85 80 85 87 60 27 9 4 794
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 77 75 80 83 45 39 9 8 767
Its distance from the journey start 82 81 85 88 57 31 9 3 744
The convenience/accessibility of its location 87 87 90 90 57 33 8 2 711
Its condition/standard of maintenance 67 68 74 77 43 34 14 9 710
Its freedom from graffiti/vandalism 80 77 81 86 57 29 10 4 704
Its freedom from litter 72 71 77 82 50 33 11 7 712
The information provided at the stop 69 70 73 82 47 35 11 7 703
Your personal safety whilst at the stop 82 77 81 85 54 31 12 3 712
On the bus
Route/destination information on the outside of the bus 83 86 87 89 64 25 9 1 753
The cleanliness and condition of the outside of the bus 77 74 81 86 51 35 11 3 763
The ease of getting onto the bus* - - 92 95 71 24 4 1 776
The length of time it took to board 90 90 91 94 70 24 5 2 766
The cleanliness and condition of the inside of the bus 79 77 82 85 48 36 9 6 786
The information provided inside the bus 56 60 65 70 40 30 25 5 719
The availability of seating or space to stand 87 85 90 92 64 27 6 3 771
The comfort of the seats 72 72 81 83 45 38 11 6 761
The amount of personal space you had around you 77 79 82 85 49 35 11 4 762
Provision of grab rails to stand/move within the bus 84 85 88 90 56 34 8 2 746
The temperature inside the bus 78 81 82 84 47 37 11 5 757
Your personal security whilst on the bus 89 85 87 89 60 29 9 2 759
Ease of getting off the bus” - - 91 93 64 29 6 1 769
The bus driver
How near to the kerb the driver stopped 91 90 93 93 73 21 6 1 759
The driver’s appearance 89 90 93 93 71 22 6 1 757
The greeting/welcome you got from the driver 79 80 84 85 63 22 11 4 781
The helpfulness and attitude of the driver 79 80 84 86 63 23 10 3 759
The time the driver gave you to get to your seat 86 86 91 91 70 21 7 2 769
Smoothness/freedom from jolting during the journey 78 79 84 87 57 30 9 4 762
Safety of the driving (i.e. speed, driver concentrating) 91 90 92 93 70 23 6 1 770
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams 22 21 16 17 Other passengers’
Road works 15 20 11 19 behaviour giving cause to 4 6 4 3
Bus driver driving too slowly 2 4 2 2 worry or feel uncomfortable
Poor weather conditions 3 5 3 8 ,
Waiting too long at stops 4 5 5 3 EEEEES 7 84 986 704

Passenger boarding time 17 17 13 18

Base size 794 881 1015 832

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

County Durham

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%
92"

See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 89 91 91 92 52 40 6 3 998
Fare-paying passengers 84 89 86 89 46 43 8 3 464
Free pass holders 94 92 96 95 59 36 3 2 523
Aged 16 to 34 79 89 83 86 42 44 9 4 263
Aged 35 to 59 89 84 90 B 50 44 4 1 230
Passengers commuting 82 90 88 87 45 42 9 4 281
Passengers not commuting 93 90 92 94 56 38 4 2 680
Passengers saying they have a disability 87 86 90 91 54 37 6 3 356
Value for money

All fare-paying passengers 58 73 70 67 33 34 17 17 445
Aged 16 to 34 50 73 74 64 31 33 17 19 221
Aged 35 to 59 68 72 66 69 34 35 17 15 165
Passengers commuting 54 73 69 64 28 36 19 17 231
Passengers not commuting 63 73 71 70 38 32 13 16 205
Punctuality and time waiting for bus

Punctuality of the bus 79 74 77 76 42 33 1 13 905
The length of time waited 76 78 77 76 41 36 13 11 975
On-bus journey time

Time the journey on the bus took 86 88 89 88 53 36 9 3 1008
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 79 80 83 76 32 45 14 10 938
Its distance from the journey start 86 89 87 86 52 34 10 4 945
The convenience/accessibility of its location 86 92 91 89 52 37 8 3 868
Its condition/standard of maintenance 70 75 76 69 30 38 17 14 883
Its freedom from graffiti/vandalism 74 74 79 72 40 32 15 13 865
Its freedom from litter 73 72 76 70 33 37 16 14 867
The information provided at the stop 79 77 78 76 38 38 16 8 879
Your personal safety whilst at the stop 79 80 83 78 41 37 16 6 879
On the bus
Route/destination information on the outside of the bus 87 87 88 86 56 30 12 2 943
The cleanliness and condition of the outside of the bus 83 80 84 83 42 41 12 5 929
The ease of getting onto the bus* - - 94 93 60 33 5 3 977
The length of time it took to board 90 91 93 91 61 30 6 3 945
The cleanliness and condition of the inside of the bus 84 82 86 80 37 43 11 9 986
The information provided inside the bus 76 76 76 75 36 39 19 6 912
The availability of seating or space to stand 86 90 90 87 51 36 9 4 967
The comfort of the seats 82 84 84 81 43 39 13 5 966
The amount of personal space you had around you 80 79 84 80 42 38 14 6 954
Provision of grab rails to stand/move within the bus 84 87 87 86 46 40 12 3 950
The temperature inside the bus 78 82 82 81 42 38 13 6 970
Your personal security whilst on the bus 86 86 88 86 47 39 11 3 960
Ease of getting off the bus” - - 91 90 53 37 8 2 978
The bus driver
How near to the kerb the driver stopped 93 93 95 95 67 28 4 1 958
The driver’s appearance 91 94 93 94 69 24 5 1 943
The greeting/welcome you got from the driver 77 80 83 81 54 28 13 6 968
The helpfulness and attitude of the driver 79 80 84 83 56 27 12 5 933
The time the driver gave you to get to your seat 84 84 88 88 59 29 8 4 970
Smoothness/freedom from jolting during the journey 78 81 80 86 50 36 9 5 958
Safety of the driving (i.e. speed, driver concentrating) 89 89 90 92 63 30 6 2 956
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 15 14 18 19 Other passengers’
Road works 16 38 11 3 behaviour giving cause to 7 8 8 (5)
Bus driver driving too slowly 2 1 2 2 worry or feel uncomfortable
Poor weather conditions 2 2 6 12 ,
Waiting too long at stops 3 4 3 5 EEEEES 726 782 757 1004

Passenger boarding time 16 16 14 15

Base size 755 768 787 1047

Passengers could provide more than one answer

*New question in 2018

transportfocus 39



2 Authority results Local transport authorities

Derbyshire

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
72" Nt

Bus driver

Timeliness

Punctuality
78" ks

@l Boarding
the bus

Bus stop

‘ Journey time safety and
9 0 % I I i i i ﬂ information
O

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - 95 93 42 51 5 2 983
Fare-paying passengers - - 94 91 35 56 7 2 541
Free pass holders - - 95 95 54 41 3 1 428
Aged 16 to 34 - - 94 92 32 60 7 2 244
Aged 35 to 59 - - 94 93 39 53 5 2 285
Passengers commuting - - 93 92 34 58 7 1 247
Passengers not commuting - - 95 93 45 48 5 2 713
Passengers saying they have a disability - - 93 93 53 40 3 4 258
Value for money

All fare-paying passengers - - 62 72 24 49 16 12 514
Aged 16 to 34 - - 57 70 23 48 18 12 214
Aged 35 to 59 - - 66 77 24 52 14 10 241
Passengers commuting - - 61 71 24 47 17 11 205
Passengers not commuting - - 62 73 23 50 15 12 303
Punctuality and time waiting for bus

Punctuality of the bus - - 71 78 36 42 15 7 940
The length of time waited - - 70 80 33 47 14 6 963
On-bus journey time

Time the journey on the bus took - - 84 90 43 46 8 2 986
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - 84 81 27 54 12 7 945
Its distance from the journey start - - 88 91 47 44 6 3 950
The convenience/accessibility of its location - - 88 86 49 37 12 2 916
Its condition/standard of maintenance - - 78 72 34 38 20 8 915
Its freedom from graffiti/vandalism - - 79 79 42 38 14 7 905
Its freedom from litter - - 78 78 36 42 12 9 912
The information provided at the stop - - 77 74 31 43 15 12 903
Your personal safety whilst at the stop - - 83 85 33 52 11 5 913
On the bus
Route/destination information on the outside of the bus - - 88 88 51 37 10 2 962
The cleanliness and condition of the outside of the bus - - 82 78 41 37 17 5 954
The ease of getting onto the bus* - - 93 90 56 35 8 1 976
The length of time it took to board - - 94 94 57 37 5 1 957
The cleanliness and condition of the inside of the bus - - 84 88 48 39 7 5 980
The information provided inside the bus - - 75 77 39 38 20 4 930
The availability of seating or space to stand - - 91 90 53 38 8 1 972
The comfort of the seats - - 84 85 47 37 10 5 95
The amount of personal space you had around you - - 85 86 49 38 9 5 966
Provision of grab rails to stand/move within the bus - - 90 89 52 38 9 2 959
The temperature inside the bus - - 84 86 47 39 9 5 961
Your personal security whilst on the bus - - 90 91 56 35 8 1 966
Ease of getting off the bus” - - 94 95 58 36 4 1 967
The bus driver
How near to the kerb the driver stopped - - 95 95 77 18 4 1 963
The driver’s appearance - - 94 94 71 23 5 1 946
The greeting/welcome you got from the driver - - 86 86 50 36 11 3 963
The helpfulness and attitude of the driver - - 86 86 54 32 12 3 953
The time the driver gave you to get to your seat - - 88 89 60 29 7 4 968
Smoothness/freedom from jolting during the journey - - 86 86 54 32 9 5 971
Safety of the driving (i.e. speed, driver concentrating) - - 94 93 59 33 6 1 964
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams - - 18 14 Other passengers’
Road works - _ 15 19 behaviour giving cause to - - 4 3
Bus driver driving too slowly - - 1 1 worry or feel uncomfortable
Poor weather conditions - - 3 5 .
Waiting too long at stops - - 3 3 EEEEES : : 1188 986
Passenger boarding time - - 9 9
Base size - - 1209 1012

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Devon

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
93 % See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - - 93 57 36 4 3 653
Fare-paying passengers - - - 91 49 41 5 4 276
Free pass holders - - - 96 67 29 3 1 370
Aged 16 to 34 - - - 90 41 49 5 5 134
Aged 35 to 59 - - - 92 57 35 5 3 103
Passengers commuting - - - 88 45 43 6 6 148
Passengers not commuting - - - 96 63 33 3 2 465
Passengers saying they have a disability - - - 89 47 42 6 5 201
Value for money

All fare-paying passengers - - - 57 26 31 22 21 257
Aged 16 to 34 - - - 47 25 22 25 28 127
Aged 35 to 59 - - - 72 22 50 17 11 81
Passengers commuting - - - 55 26 29 21 24 120
Passengers not commuting - - - 60 27 32 22 18 131
Punctuality and time waiting for bus

Punctuality of the bus - - - 84 54 30 10 6 590
The length of time waited - - - 84 51 33 10 6 639
On-bus journey time

Time the journey on the bus took - - - 87 54 32 9 5 656
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - - 83 39 44 10 6 599
Its distance from the journey start - - - 89 59 31 7 4 588
The convenience/accessibility of its location - - - 93 61 31 5 3 5568
Its condition/standard of maintenance - - - 78 40 38 14 8 548
Its freedom from graffiti/vandalism - - - 86 53 33 9 5 538
Its freedom from litter - - - 83 49 34 12 5 545
The information provided at the stop - - - 72 34 39 16 12 534
Your personal safety whilst at the stop - - - 85 b5 30 11 3 51515
On the bus
Route/destination information on the outside of the bus - - - 88 62 27 11 1 630
The cleanliness and condition of the outside of the bus - - - 81 41 40 14 5 608
The ease of getting onto the bus* - - - 94 69 25 5 1 646
The length of time it took to board - - - 94 72 23 5 1 629
The cleanliness and condition of the inside of the bus - - - 85 37 48 10 6 647
The information provided inside the bus - - - 62 30 32 33 4 561
The availability of seating or space to stand - - - 94 60 33 5 2 633
The comfort of the seats - - - 79 42 38 11 10 634
The amount of personal space you had around you - - - 82 44 38 10 7 632
Provision of grab rails to stand/move within the bus - - - 88 50 38 9 3 619
The temperature inside the bus - - - 83 41 42 11 6 634
Your personal security whilst on the bus - - - 90 57 33 8 2 633
Ease of getting off the bus” - - - 94 61 33 5 1 634
The bus driver
How near to the kerb the driver stopped - - - 94 69 25 5 1 631
The driver’s appearance - - - 92 63 28 6 2 632
The greeting/welcome you got from the driver - - - 85 56 28 11 4 637
The helpfulness and attitude of the driver - - - 85 58 27 11 4 619
The time the driver gave you to get to your seat - - - 91 66 26 7 2 634
Smoothness/freedom from jolting during the journey - - - 84 52 32 10 6 635
Safety of the driving (i.e. speed, driver concentrating) - - - 92 66 26 7 2 639
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams - - - B Other passengers’
Road works - _ _ 7 behaviour giving cause to - - - 2
Bus driver driving too slowly - - - 3 worry or feel uncomfortable
Poor weather conditions - - - 5 .
Waiting too long at stops - - - 4 EEEEES : : : 656
Passenger boarding time - - - 18
Base size - - - 672

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Essex

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
8 6 % See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 86 85 80 86 46 40 8 5 795
Fare-paying passengers 78 79 72 82 37 44 1 7 307
Free pass holders 95 95 90 92 58 34 5 3 485
Aged 16 to 34 75 70 70 80 21 59 12 8 96
Aged 35 to 59 85 87 79 82 48 34 10 8 159
Passengers commuting 76 73 68 80 28 51 13 7 186
Passengers not commuting 94 95 89 90 57 33 5 4 580
Passengers saying they have a disability 89 87 78 87 44 43 8 5 258
Value for money

All fare-paying passengers 46 51 44 53 23 30 17 29 290
Aged 16 to 34 31 41 37 47 23 24 22 31 86
Aged 35 to 59 63 60 54 58 22 36 15 27 183
Passengers commuting 43 43 41 50 19 32 20 30 166
Passengers not commuting 52 67 50 59 30 29 13 28 118
Punctuality and time waiting for bus

Punctuality of the bus 70 68 61 65 38 27 12 23 700
The length of time waited 70 68 63 69 37 32 13 18 764
On-bus journey time

Time the journey on the bus took 85 83 81 86 53 33 9 5 795
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 76 74 74 77 33 44 13 10 751
Its distance from the journey start 88 83 82 86 52 34 9 4 739
The convenience/accessibility of its location 89 85 87 91 58 33 6 3 681
Its condition/standard of maintenance 72 69 71 69 32 37 18 13 682
Its freedom from graffiti/vandalism 77 75 78 76 44 32 15 10 670
Its freedom from litter 74 69 71 71 37 34 15 14 683
The information provided at the stop 65 61 61 64 29 35 14 22 675
Your personal safety whilst at the stop 77 71 76 77 41 35 16 7 688
On the bus
Route/destination information on the outside of the bus 83 83 84 83 55 28 13 4 745
The cleanliness and condition of the outside of the bus 77 76 77 75 33 41 16 10 733
The ease of getting onto the bus* - - 90 92 59 32 7 2 763
The length of time it took to board 89 88 87 91 60 31 7 2 751
The cleanliness and condition of the inside of the bus 75 78 74 77 32 45 10 13 772
The information provided inside the bus 61 64 57 54 25 29 35 11 664
The availability of seating or space to stand 84 83 83 87 49 38 7 6 757
The comfort of the seats 72 74 71 75 31 43 15 11 751
The amount of personal space you had around you 72 74 73 74 33 40 15 11 746
Provision of grab rails to stand/move within the bus 81 82 81 85 45 40 12 3 737
The temperature inside the bus 74 78 76 7 35 42 14 9 750
Your personal security whilst on the bus 82 81 83 83 48 36 14 3 745
Ease of getting off the bus” - - 87 90 b5 35 8 2 765
The bus driver
How near to the kerb the driver stopped 89 91 90 92 65 27 6 2 777
The driver’s appearance 86 88 87 92 63 29 6 2 735
The greeting/welcome you got from the driver 70 77 71 13 49 27 16 8 750
The helpfulness and attitude of the driver 72 76 74 75 50 25 18 7 735
The time the driver gave you to get to your seat 79 81 79 84 53 31 11 5 761
Smoothness/freedom from jolting during the journey 73 79 76 79 45 34 11 10 757
Safety of the driving (i.e. speed, driver concentrating) 85 89 87 90 59 31 8 3 757
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams 25 25 24 29 Other passengers’
Road works 19 13 1 13 behaviour giving cause to 7 6 7 4
Bus driver driving too slowly 6 4 3 4 worry or feel uncomfortable
Poor weather conditions 3 2 4 4 .
Waiting too long at stops 9 6 7 6 EEEEES 2 733 7o 795

Passenger boarding time 24 21 20 16

Base size 793 754 819 813

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Hertfordshire

Headline results

Overall satisfaction Which themes are affecting
overall passenger satisfaction?
% See page 175 for an explanation of how these themes were calculated
Bus
driver

@ Value for money
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Punctuality
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Access to
the bus stop

Journey time
© 55 i

fare-payers only

Key results

2016 2017 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - - 89 48 41 6 5 447
Fare-paying passengers - - - 85 43 42 8 6 150
Free pass holders - - - 93 54 39 3 4 291
Aged 16 to 34 - - - = - - - - =

Aged 35 to 59 - - - 91 41 50 4 5 94
Passengers commuting - - - 82 45 37 10 8 96
Passengers not commuting - - - 92 49 44 4 4 326
Passengers saying they have a disability - - - 88 42 47 5 7 147

Value for money

All fare-paying passengers - - - 58 19 39 20 22 145
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - 55 18 37 22 23 75
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for bus
Punctuality of the bus - - - 70 34 36 12 18 393
The length of time waited - - - 73 36 37 13 14 433

On-bus journey time
Time the journey on the bus took - - - 88 50 37 8 4 444
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - - 79 37 42 14 7 413
Its distance from the journey start - - - 86 57 29 8 6 401
The convenience/accessibility of its location - - - 85 58 28 8 6 373
Its condition/standard of maintenance - - - 72 33 39 19 9 373
Its freedom from graffiti/vandalism - - - 83 46 37 10 7 362
Its freedom from litter - - - 79 42 37 12 9 365
The information provided at the stop - - - 70 33 38 16 14 366
Your personal safety whilst at the stop - - - 75 45 31 18 7 378
On the bus
Route/destination information on the outside of the bus - - - 86 52 34 11 4 420
The cleanliness and condition of the outside of the bus - - - 79 35 44 14 7 411
The ease of getting onto the bus* - - - 94 57 36 3 3 429
The length of time it took to board - - - 92 55 36 4 4 414
The cleanliness and condition of the inside of the bus - - - 81 36 45 12 7 434
The information provided inside the bus - - - 65 27 38 25 10 375
The availability of seating or space to stand - - - 88 51 37 6 6 430
The comfort of the seats - - - 79 39 40 13 8 430
The amount of personal space you had around you - - - 80 41 39 13 7 425
Provision of grab rails to stand/move within the bus - - - 87 46 41 9 4 409
The temperature inside the bus - - - 78 38 41 14 7 425
Your personal security whilst on the bus - - - 85 47 38 10 5 428
Ease of getting off the bus” - - - 89 51 38 7 4 437
The bus driver
How near to the kerb the driver stopped - - - 93 64 29 3 4 428
The driver’s appearance - - - 93 62 31 5 2 408
The greeting/welcome you got from the driver - - - 7 51 26 16 7 419
The helpfulness and attitude of the driver - - - 76 54 22 17 7 410
The time the driver gave you to get to your seat - - - 88 58 30 10 2 420
Smoothness/freedom from jolting during the journey - - - 83 51 33 13 4 420
Safety of the driving (i.e. speed, driver concentrating) - - - 91 61 30 8 1 425
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams - - - 29 Other passengers’
Road works - _ _ 13 behaviour giving cause to - - - 7
Bus driver driving too slowly - - - 2 worry or feel uncomfortable
Poor weather conditions - - - 7 .
Waiting too long at stops - - - 4 EEEEES : : : 441
Passenger boarding time - - - 18
Base size - - - 457

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Kent

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
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fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - 86 89 52 37 6 4 935
Fare-paying passengers - - 81 86 46 40 9 5 369
Free pass holders - - 93 94 61 33 3 3 557
Aged 16 to 34 - - 75 87 36 51 9 4 156
Aged 35 to 59 - - 88 87 54 32 7 7 196
Passengers commuting - - 75 81 37 44 11 7 233
Passengers not commuting - - 92 94 60 34 3 2 659
Passengers saying they have a disability - - 83 88 48 40 9 3 327
Value for money

All fare-paying passengers - - 57 61 33 28 19 20 347
Aged 16 to 34 - - 47 61 34 27 20 19 132
Aged 35 to 59 - - 64 61 32 29 18 21 1565
Passengers commuting - - 46 59 31 28 19 22 187
Passengers not commuting - - 71 63 35 28 21 16 162
Punctuality and time waiting for bus

Punctuality of the bus - - 72 75 44 31 10 15 859
The length of time waited - - 72 76 40 36 13 11 902
On-bus journey time

Time the journey on the bus took - - 84 89 55 34 9 2 934
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - 80 80 40 40 13 6 884
Its distance from the journey start - - 89 88 55 32 8 5 883
The convenience/accessibility of its location - - 89 92 56 36 6 2 824
Its condition/standard of maintenance - - 77 76 36 39 16 8 801
Its freedom from graffiti/vandalism - - 80 81 50 31 12 7 812
Its freedom from litter - - 73 76 40 36 11 13 816
The information provided at the stop - - 72 74 37 38 14 11 810
Your personal safety whilst at the stop - - 76 81 44 37 13 5 821
On the bus
Route/destination information on the outside of the bus - - 86 87 56 31 11 2 895
The cleanliness and condition of the outside of the bus - - 81 82 41 42 12 6 896
The ease of getting onto the bus* - - 88 92 61 31 6 2 928
The length of time it took to board - - 87 93 61 32 6 2 894
The cleanliness and condition of the inside of the bus - - 80 81 38 43 10 9 928
The information provided inside the bus - - 67 72 34 38 22 6 821
The availability of seating or space to stand - - 84 90 53 37 6 4 917
The comfort of the seats - - 77 81 40 40 12 7 905
The amount of personal space you had around you - - 78 83 41 42 11 6 908
Provision of grab rails to stand/move within the bus - - 84 87 48 39 10 3 900
The temperature inside the bus - - 79 84 42 41 10 6 907
Your personal security whilst on the bus - - 85 88 51 37 10 2 899
Ease of getting off the bus” - - 88 92 b5 37 6 2 917
The bus driver
How near to the kerb the driver stopped - - 95 93 66 27 5 1 920
The driver’s appearance - - 92 92 66 27 7 1 895
The greeting/welcome you got from the driver - - 82 78 54 24 15 7 911
The helpfulness and attitude of the driver - - 81 80 55 24 15 5 886
The time the driver gave you to get to your seat - - 87 85 59 26 9 6 909
Smoothness/freedom from jolting during the journey - - 83 81 48 33 11 8 915
Safety of the driving (i.e. speed, driver concentrating) - - 90 90 63 27 8 2 907
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams - - 20 20 Other passengers’
Road works - _ 14 18 behaviour giving cause to - - 6 6
Bus driver driving too slowly - - 3 8 worry or feel uncomfortable
Poor weather conditions - - 2 ) ;
Waiting too long at stops - - 7 6 EEEEES : : 1018 932
Passenger boarding time - - 15 18
Base size - - 1049 959

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Kingston-upon-Hull

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
93 % See page 175 for an explanation of how these themes were calculated
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fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - 89 - 93 53 40 4 3 831
Fare-paying passengers - 86 - 91 47 44 6 4 329
Free pass holders - 95 - 96 64 32 2 2 491
Aged 16 to 34 - 84 - 94 43 51 5 2 99
Aged 35 to 59 - 89 - 90 47 43 6 5 198
Passengers commuting - 87 - 89 45 45 6 5 166
Passengers not commuting - 91 - 94 56 38 4 2 628
Passengers saying they have a disability - 90 - 93 49 44 5 2 325
Value for money

All fare-paying passengers - 71 - 61 31 30 19 20 314
Aged 16 to 34 - 64 - 60 25 34 22 18 88
Aged 35 to 59 - 77 - 61 34 26 18 22 151
Passengers commuting - 70 - 62 36 26 20 18 139
Passengers not commuting - 72 - 59 27 32 18 22 171
Punctuality and time waiting for bus

Punctuality of the bus - 74 - 77 46 31 12 11 739
The length of time waited - 74 - 75 43 32 13 12 791
On-bus journey time

Time the journey on the bus took - 88 - 86 55 31 9 5 823
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - 7 - 74 33 41 17 9 764
Its distance from the journey start - 84 - 87 58 29 10 4 741
The convenience/accessibility of its location - 89 - 90 59 32 7 3 684
Its condition/standard of maintenance - 68 - 68 35 33 18 14 679
Its freedom from graffiti/vandalism - 73 - 77 40 36 14 9 665
Its freedom from litter - 70 - 72 34 37 15 13 672
The information provided at the stop - 65 - 65 31 34 15 20 660
Your personal safety whilst at the stop - 72 - 71 38 33 19 10 696
On the bus
Route/destination information on the outside of the bus - 81 - 87 57 30 10 4 762
The cleanliness and condition of the outside of the bus - 76 - 82 45 37 12 6 751
The ease of getting onto the bus* - - - 94 65 29 5 1 795
The length of time it took to board - 91 - 92 65 28 6 2 757
The cleanliness and condition of the inside of the bus - 76 - 80 40 40 10 10 808
The information provided inside the bus - 66 - 72 36 36 23 6 716
The availability of seating or space to stand - 84 - 88 55 33 7 5 791
The comfort of the seats - 77 - 81 42 39 12 7 791
The amount of personal space you had around you - 75 - 80 41 39 13 7 780
Provision of grab rails to stand/move within the bus - 84 - 82 47 35 12 6 780
The temperature inside the bus - 75 - 79 35 44 14 7 783
Your personal security whilst on the bus - 85 - 84 48 36 13 4 774
Ease of getting off the bus” - - - 90 b4 36 6 3 793
The bus driver
How near to the kerb the driver stopped - 93 - 94 65 28 5 2 796
The driver’s appearance - 90 - 94 67 27 5 0 787
The greeting/welcome you got from the driver - 80 - 84 56 28 12 4 795
The helpfulness and attitude of the driver - 80 - 84 57 27 13 3 787
The time the driver gave you to get to your seat - 81 - 84 52 32 12 4 789
Smoothness/freedom from jolting during the journey - 78 - 82 47 35 13 6 784
Safety of the driving (i.e. speed, driver concentrating) - 89 - 91 61 30 7 2 788
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams - 26 - 23 Other passengers’
Road works - 1 _ 10 behaviour giving cause to - 8 - 7
Bus driver driving too slowly - 4 - 2 worry or feel uncomfortable
Poor weather conditions - 6 - 6 .
Waiting too long at stops - 7 - 6 EEEEES : 705 : 817
Passenger boarding time - 20 - 21
Base size - 749 - 850

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Leicester City

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
8 6 % See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 86 86 87 86 31 56 8 6 612
Fare-paying passengers 82 81 84 84 24 60 9 7 287
Free pass holders 92 93 94 90 41 49 7 4 317
Aged 16 to 34 79 78 83 86 20 66 11 4 127
Aged 35 to 59 86 85 88 83 30 53 8 9 147
Passengers commuting 81 81 84 82 29 53 9 9 198
Passengers not commuting 89 90 90 90 31 59 7 3 391
Passengers saying they have a disability 82 88 86 82 34 48 12 5 1563
Value for money

All fare-paying passengers 62 64 62 57 17 39 24 19 281
Aged 16 to 34 57 64 61 60 19 41 21 19 111
Aged 35 to 59 67 63 61 54 14 40 27 19 125
Passengers commuting 61 60 60 56 17 39 21 24 164
Passengers not commuting 65 70 65 61 19 42 29 10 111
Punctuality and time waiting for bus

Punctuality of the bus 65 74 72 65 29 36 20 15 549
The length of time waited 68 75 74 64 27 37 22 13 595
On-bus journey time

Time the journey on the bus took 81 85 83 82 33 50 14 4 613
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 78 83 80 76 23 53 17 7 580
Its distance from the journey start 84 87 85 84 38 46 11 5 b5
The convenience/accessibility of its location 85 89 88 86 55 31 11 3 549
Its condition/standard of maintenance 73 79 72 74 26 48 17 9 536
Its freedom from graffiti/vandalism 78 81 77 75 36 39 18 7 528
Its freedom from litter 75 74 71 74 30 43 15 11 537
The information provided at the stop 68 74 71 67 29 39 13 19 539
Your personal safety whilst at the stop 76 80 76 75 27 48 21 4 b542
On the bus
Route/destination information on the outside of the bus 82 82 82 81 43 38 14 5 578
The cleanliness and condition of the outside of the bus 81 79 80 73 32 41 19 7 580
The ease of getting onto the bus* - - 90 90 51 39 8 2 601
The length of time it took to board 90 88 89 88 44 44 10 2 584
The cleanliness and condition of the inside of the bus 76 78 78 72 34 38 15 13 599
The information provided inside the bus 65 64 64 60 27 33 30 10 533
The availability of seating or space to stand 83 85 85 80 41 39 14 6 589
The comfort of the seats 77 84 79 79 34 44 17 5 593
The amount of personal space you had around you 73 77 75 78 36 42 14 8 585
Provision of grab rails to stand/move within the bus 82 84 79 82 39 42 14 4 586
The temperature inside the bus 74 79 77 80 33 47 15 4 590
Your personal security whilst on the bus 83 82 81 87 40 47 11 2 587
Ease of getting off the bus” - - 88 91 45 46 7 2 b95
The bus driver
How near to the kerb the driver stopped 90 89 92 90 55 35 8 2 585
The driver’s appearance 86 88 91 87 55 32 12 1 569
The greeting/welcome you got from the driver 68 71 71 73 41 32 20 7 BB
The helpfulness and attitude of the driver 71 72 73 73 39 34 20 7 571
The time the driver gave you to get to your seat 73 74 77 81 44 37 12 7 589
Smoothness/freedom from jolting during the journey 72 75 76 80 39 41 12 7 591
Safety of the driving (i.e. speed, driver concentrating) 86 84 86 89 50 39 8 3 590
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 35 30 26 24 Other passengers’
Road works 9 9 10 14 behaviour giving cause to 10 9 6 6
Bus driver driving too slowly 5 6 4 4 worry or feel uncomfortable
Poor weather conditions 4 2 3 10 ,
Waiting too long at stops 7 8 6 6 EEEEES 604 682 887 607

Passenger boarding time 22 25 17 18

Base size 629 724 909 622

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Milton Keynes

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
7 %
6 O

See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 84 83 83 76 33 43 15 10 437
Fare-paying passengers 81 81 81 72 27 45 19 10 230
Free pass holders 91 89 88 85 50 35 4 11 203
Aged 16 to 34 81 76 79 76 27 49 18 6 100
Aged 35 to 59 81 84 86 70 32 37 12 18 108
Passengers commuting 82 75 77 69 24 44 20 11 170
Passengers not commuting 87 90 88 87 47 41 5 8 250
Passengers saying they have a disability 83 82 84 75 35 39 1 14 148
Value for money

All fare-paying passengers 60 62 66 52 24 28 20 27 220
Aged 16 to 34 57 64 63 50 25 25 23 27 92
Aged 35 to 59 62 61 72 56 23 33 17 27 88
Passengers commuting 61 57 64 50 22 28 20 30 150
Passengers not commuting 58 71 69 - - - - - -

Punctuality and time waiting for bus
Punctuality of the bus 66 68 65 53 22 30 17 30 398
The length of time waited 65 65 64 57 23 35 11 31 431

On-bus journey time
Time the journey on the bus took 83 84 86 73 37 37 16 11 440
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 74 75 78 69 23 45 17 14 409
Its distance from the journey start 81 86 83 70 40 30 19 11 410
The convenience/accessibility of its location 84 87 88 79 44 34 13 9 379
Its condition/standard of maintenance 64 68 65 64 22 42 20 15 375
Its freedom from graffiti/vandalism 68 69 73 67 32 35 18 15 376
Its freedom from litter 61 62 68 60 27 33 23 17 382
The information provided at the stop 66 67 72 63 25 37 16 21 377
Your personal safety whilst at the stop 71 73 79 68 31 37 25 7 382
On the bus

Route/destination information on the outside of the bus 83 82 84 79 37 42 13 8 418
The cleanliness and condition of the outside of the bus 76 77 81 67 28 39 21 12 414
The ease of getting onto the bus* - - 91 85 44 40 11 4 423
The length of time it took to board 87 88 88 85 43 42 10 5 414
The cleanliness and condition of the inside of the bus 76 78 81 70 24 46 19 11 430
The information provided inside the bus 62 61 60 54 18 36 32 14 387
The availability of seating or space to stand 86 83 87 79 35 44 14 7 419
The comfort of the seats 72 73 81 71 21 49 18 12 412
The amount of personal space you had around you 67 73 82 69 26 43 20 12 422
Provision of grab rails to stand/move within the bus 79 80 81 75 28 47 17 8 412
The temperature inside the bus 78 74 81 69 28 40 18 14 413
Your personal security whilst on the bus 83 80 85 76 33 43 19 5 418
Ease of getting off the bus” - - 91 84 40 44 11 5 418
The bus driver

How near to the kerb the driver stopped 92 89 92 83 47 37 13 4 421
The driver’s appearance 87 85 87 81 48 33 16 3 413
The greeting/welcome you got from the driver 72 69 73 67 38 28 19 14 418
The helpfulness and attitude of the driver 73 71 75 66 38 27 24 10 408
The time the driver gave you to get to your seat 76 79 81 74 43 31 17 9 413
Smoothness/freedom from jolting during the journey 72 71 76 66 30 35 21 13 410
Safety of the driving (i.e. speed, driver concentrating) 83 81 87 83 46 37 11 6 418
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019
Congestion/traffic jams 23 15 20 22 Other passengers’
Road works 8 7 14 9 behaviour giving cause to 7 5 6 ¢
Bus driver driving too slowly 6 3 5 8 worry or feel uncomfortable
Poor weather conditions 5 5 6 6 ,
Waiting too long at stops 9 6 8 16 EEEEES 490 cL2 o0 <9

Passenger boarding time 22 20 16 28

Base size 500 645 696 457

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

North East Lincolnshire

Headline results

' Overall satisfaction
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Journey time
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Key results

2016 2017 2018

Satisfaction (%) all all

satisfied  satisfied

Overall journey satisfaction

satisfied ~ satisfied

Which themes are affecting
overall passenger satisfaction?

See page 175 for an explanation of how these themes were calculated
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fare-payers only

2019 2019 2019 2019 2019
all very fairly neither all
satisfied satisfied /nor dissatisfied

All passengers - 89 90 55 35 9 1 464
Fare-paying passengers - 86 87 46 41 12 1 182
Free pass holders - 96 94 66 28 5 1 275
Aged 16 to 34 - 83 = - - - - =
Aged 35 to 59 - 90 89 43 46 10 1 97
Passengers commuting - 86 - - - - - -
Passengers not commuting - 91 92 58 34 7 1 368
Passengers saying they have a disability - 94 91 49 41 8 1 189
Value for money

All fare-paying passengers - 71 72 29 43 11 17 177
Aged 16 to 34 - 63 - - - - - -
Aged 35 to 59 - 77 70 25 45 1 18 78
Passengers commuting - 73 - - - - - -
Passengers not commuting - 69 69 29 40 12 19 103
Punctuality and time waiting for bus

Punctuality of the bus - 80 79 52 27 12 8 425
The length of time waited - 82 82 47 35 11 7 441
On-bus journey time

Time the journey on the bus took - 88 89 57 32 8 4 464
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - 7 - 79 32 47 15 7 439
Its distance from the journey start - 85 - 89 50 38 8 4 433
The convenience/accessibility of its location - 83 - 86 54 33 9 5 401
Its condition/standard of maintenance - 72 - 70 32 38 22 8 390
Its freedom from graffiti/vandalism - 72 - 74 37 36 14 12 391
Its freedom from litter - 73 - 72 34 39 14 13 392
The information provided at the stop - 75 - 76 39 37 17 7 398
Your personal safety whilst at the stop - 80 - 73 38 35 18 9 398
On the bus
Route/destination information on the outside of the bus - 85 - 88 57 31 9 3 429
The cleanliness and condition of the outside of the bus - 78 - 79 35 44 17 4 421
The ease of getting onto the bus* - - - 93 60 33 5 3 452
The length of time it took to board - 89 - 92 61 31 5 3 433
The cleanliness and condition of the inside of the bus - 83 - 80 32 48 13 7 449
The information provided inside the bus - 71 - 73 37 36 22 5 397
The availability of seating or space to stand - 87 - 87 54 34 10 3 447
The comfort of the seats - 81 - 78 39 40 16 5 443
The amount of personal space you had around you - 75 - 75 40 34 16 9 439
Provision of grab rails to stand/move within the bus - 82 - 86 50 35 11 4 443
The temperature inside the bus - 78 - 80 38 42 15 5 441
Your personal security whilst on the bus - 82 - 84 48 36 12 4 442
Ease of getting off the bus” - - - 91 56 35 7 2 450
The bus driver
How near to the kerb the driver stopped - 95 - 93 68 25 5 2 449
The driver’s appearance - 92 - 93 66 27 6 1 442
The greeting/welcome you got from the driver - 82 - 79 52 26 12 9 447
The helpfulness and attitude of the driver - 83 - 79 56 23 16 5 434
The time the driver gave you to get to your seat - 83 - 83 53 30 10 7 450
Smoothness/freedom from jolting during the journey - 83 - 83 49 35 10 7 442
Safety of the driving (i.e. speed, driver concentrating) - 88 - 89 64 24 9 2 444
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams - 15 - 16 Other passengers’
Road works - 6 _ 13 behaviour giving cause to - 4 - 7
Bus driver driving too slowly - 1 - 3 worry or feel uncomfortable
Poor weather conditions - 2 - 6 ;
Waiting too long at stops - 4 - 4 EEEEES : 458 : 462
Passenger boarding time - 12 - 20
Base size - 479 - 473

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Northumberland

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
8 7 % See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 92 94 89 87 58 29 8 5 529
Fare-paying passengers 88 92 85 81 50 31 12 7 230
Free pass holders 95 96 95 94 69 26 4 1 289
Aged 16 to 34 86 - - 72 42 30 16 12 81
Aged 35 to 59 el 88 91 89 60 29 8 3 110
Passengers commuting 88 94 85 76 36 40 13 11 110
Passengers not commuting 94 94 91 91 67 24 6 2 401
Passengers saying they have a disability 89 96 87 79 53 26 12 9 186
Value for money

All fare-paying passengers 56 65 61 61 26 35 15 24 220
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 62 63 71 70 30 40 1 19 89
Passengers commuting 56 - 62 54 17 37 18 29 95
Passengers not commuting - 68 62 68 35 33 12 20 122
Punctuality and time waiting for bus

Punctuality of the bus 80 83 75 78 48 30 9 14 482
The length of time waited 76 82 78 77 49 28 12 11 502

On-bus journey time
Time the journey on the bus took 88 92 89 84 55 29 9 8 531
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 78 78 78 77 40 37 12 11 496
Its distance from the journey start 84 84 88 85 53 32 10 6 481
The convenience/accessibility of its location 89 89 91 88 57 31 7 4 449
Its condition/standard of maintenance 69 73 77 69 35 34 18 12 456
Its freedom from graffiti/vandalism 77 78 84 77 44 33 11 12 449
Its freedom from litter 70 75 81 74 41 33 12 14 455
The information provided at the stop 68 79 66 68 37 31 11 21 458
Your personal safety whilst at the stop 78 82 83 80 48 32 13 7 470
On the bus
Route/destination information on the outside of the bus 87 89 87 81 56 25 16 2 494
The cleanliness and condition of the outside of the bus 81 84 88 79 44 35 14 7 491
The ease of getting onto the bus* - - 94 90 64 25 8 2 513
The length of time it took to board 93 95 95 90 67 24 7 3 502
The cleanliness and condition of the inside of the bus 86 88 85 77 41 36 11 11 518
The information provided inside the bus 66 73 72 67 35 32 29 4 458
The availability of seating or space to stand 89 92 90 85 51 33 10 6 509
The comfort of the seats 85 80 82 72 35 37 17 11 507
The amount of personal space you had around you 84 82 84 76 37 39 14 11 505
Provision of grab rails to stand/move within the bus 84 88 89 86 50 37 9 4 503
The temperature inside the bus 80 84 82 79 41 38 10 10 501
Your personal security whilst on the bus 90 90 88 87 52 35 11 2 500
Ease of getting off the bus” - - 93 88 57 32 8 3 512
The bus driver
How near to the kerb the driver stopped 92 95 92 90 69 22 8 2 517
The driver’s appearance 93 96 92 91 69 22 7 2 507
The greeting/welcome you got from the driver 80 85 83 82 57 25 10 8 519
The helpfulness and attitude of the driver 82 87 84 85 60 24 11 4 505
The time the driver gave you to get to your seat 87 91 92 87 63 23 9 4 512
Smoothness/freedom from jolting during the journey ~ 83 86 86 84 55 28 10 7 512
Safety of the driving (i.e. speed, driver concentrating) 92 94 92 91 67 24 6 3 516
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 17 14 15 17 Other passengers’
Road works 16 15 19 15 behaviour giving cause to 5 5 6 7
Bus driver driving too slowly 1 1 0 8 worry or feel uncomfortable
Poor weather conditions 2 3 2 5 .
Waiting too long at stops 3 4 4 4 EEEEES 550 462 494 526
Passenger boarding time 16 10 16 17
Base size 568 483 504 539

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Nottingham City

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 91 - - 95 49 45 3 2 1411
Fare-paying passengers 90 - - 94 46 48 4 2 920
Free pass holders 95 - - 96 59 37 2 2 451

Aged 16 to 34 90 - - 93 44 49 5 3 500
Aged 35 to 59 el - - 96 51 46 2 2 406
Passengers commuting 89 - - 93 45 49 4 2 535
Passengers not commuting 94 - - 96 52 43 2 2 835
Passengers saying they have a disability 88 - - 93 60 33 4 3 269
Value for money

All fare-paying passengers 76 - - 77 34 43 11 11 885
Aged 16 to 34 74 - - 73 35 39 13 14 451

Aged 35 to 59 79 - - 82 33 49 10 8 343
Passengers commuting 77 - - 76 33 43 12 13 459
Passengers not commuting 75 - - 80 36 44 1 10 406
Punctuality and time waiting for bus

Punctuality of the bus 83 - - 82 47 35 " 7 1352
The length of time waited 83 - - 83 43 40 10 7 1420
On-bus journey time

Time the journey on the bus took 89 - - 90 46 44 8 3 1422
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 88 - - 91 39 52 6 3 1364
Its distance from the journey start 90 - - 92 52 40 6 2 1393
The convenience/accessibility of its location 93 - - 91 61 30 8 1 1317
Its condition/standard of maintenance 85 - - 86 46 41 10 3 1343
Its freedom from graffiti/vandalism 86 - - 87 51 37 10 2 1341
Its freedom from litter 81 - - 84 46 38 11 5 1336
The information provided at the stop 85 - - 87 48 39 9 4 1354
Your personal safety whilst at the stop 84 - - 88 46 42 10 2 1346
On the bus
Route/destination information on the outside of the bus 91 - - 90 61 29 8 1 1388
The cleanliness and condition of the outside of the bus 87 - - 88 54 34 10 2 1374
The ease of getting onto the bus* - - - 93 65 28 5 1 1412
The length of time it took to board 92 - - 94 65 29 5 1 1396
The cleanliness and condition of the inside of the bus 84 - - 89 55 34 7 3 1424
The information provided inside the bus 84 - - 86 52 33 13 1 1370
The availability of seating or space to stand 84 - - 90 59 31 7 3 1403
The comfort of the seats 80 - - 88 55 33 7 4 1400
The amount of personal space you had around you 75 - - 87 54 32 7 6 1397
Provision of grab rails to stand/move within the bus 84 - - 91 58 33 6 3 1387
The temperature inside the bus 79 - - 86 52 35 9 4 1392
Your personal security whilst on the bus 87 - - 91 60 31 7 2 1389
Ease of getting off the bus” - - - 94 64 29 5 1 1403
The bus driver
How near to the kerb the driver stopped 94 - - 95 73 23 3 1 1367
The driver’s appearance <l - - 94 72 21 6 1 1327
The greeting/welcome you got from the driver 78 - - 85 56 29 11 4 1362
The helpfulness and attitude of the driver 80 - - 86 58 28 12 3 1325
The time the driver gave you to get to your seat 78 - - 87 58 29 9 4 1364
Smoothness/freedom from jolting during the journey ~ 81 - - 85 54 31 11 5 1373
Safety of the driving (i.e. speed, driver concentrating) 90 - - 94 67 28 5 1 1371
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams 27 - - 18 Other passengers’
Road works 6 _ _ G behaviour giving cause to 8 - - 5
Bus driver driving too slowly 4 - - 3 worry or feel uncomfortable
Poor weather conditions 5 - - 5 .
Waiting too long at stops 11 - - 4 EEEEES 860 : : 1417
Passenger boarding time 23 - - 15
Base size 890 - - 1485

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Nottinghamshire

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
4 %
9 O

See page 175 for an explanation of how these themes were calculated
@ Value for money
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 93 923 923 94 45 49 4 2 1818
Fare-paying passengers 91 91 92 94 42 52 4 2 979
Free pass holders 94 95 96 96 51 45 3 1 790
Aged 16 to 34 88 89 89 92 39 53 5 3 459
Aged 35 to 59 95 92 96 94 47 48 4 2 475
Passengers commuting 91 90 90 93 40 54 4 3 523
Passengers not commuting 94 94 96 94 48 46 4 1 1233
Passengers saying they have a disability 92 94 91 88 55 33 6 6 357
Value for money

All fare-paying passengers 72 70 69 71 24 47 16 13 959
Aged 16 to 34 67 68 64 68 23 45 16 16 424
Aged 35 to 59 74 72 76 74 23 51 17 9 416
Passengers commuting 70 68 69 69 23 46 17 14 470
Passengers not commuting 76 72 68 73 25 48 15 12 472
Punctuality and time waiting for bus

Punctuality of the bus 82 83 82 71 35 37 18 11 1752
The length of time waited 83 82 79 74 32 42 17 9 1812
On-bus journey time

Time the journey on the bus took 91 88 89 86 38 48 10 3 1827
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 84 84 87 84 31 53 12 4 1745
Its distance from the journey start 91 87 87 89 44 44 9 2 1769
The convenience/accessibility of its location 92 90 89 85 54 31 12 3 1726
Its condition/standard of maintenance 77 81 80 82 41 41 14 5 1708
Its freedom from graffiti/vandalism 84 82 85 83 47 36 12 4 1698
Its freedom from litter 78 79 81 83 40 43 12 5 1711
The information provided at the stop 79 79 81 77 38 40 15 7 1707
Your personal safety whilst at the stop 84 82 86 85 37 47 12 3 1717
On the bus
Route/destination information on the outside of the bus 92 89 86 88 53 35 10 2 1798
The cleanliness and condition of the outside of the bus 88 86 89 84 47 37 12 3 1779
The ease of getting onto the bus* - - 95 94 62 32 5 1 1815
The length of time it took to board 94 93 95 94 61 33 4 2 1798
The cleanliness and condition of the inside of the bus 85 88 88 89 52 37 8 3 1833
The information provided inside the bus 80 82 81 80 46 34 16 3 1742
The availability of seating or space to stand 92 89 92 90 55 36 7 3 1809
The comfort of the seats 81 80 85 86 51 35 9 5 1807
The amount of personal space you had around you 83 81 84 87 51 36 8 5 1794
Provision of grab rails to stand/move within the bus 89 89 88 91 53 38 7 3 1783
The temperature inside the bus 81 83 85 89 49 40 7 4 1807
Your personal security whilst on the bus 91 89 91 91 59 31 8 1 1799
Ease of getting off the bus” - - 93 94 63 31 4 1 1807
The bus driver
How near to the kerb the driver stopped 95 94 95 96 70 26 4 0 1800
The driver’s appearance 94 93 95 94 70 24 5 1 1712
The greeting/welcome you got from the driver 89 88 90 90 65 25 8 2 1739
The helpfulness and attitude of the driver 88 88 89 91 66 25 8 1 1727
The time the driver gave you to get to your seat 89 88 89 91 62 28 7 2 1767
Smoothness/freedom from jolting during the journey 84 86 84 87 57 30 9 4 1777
Safety of the driving (i.e. speed, driver concentrating) 93 91 94 95 66 29 4 1 1769
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

4 ) 4

Congestion/traffic jams 18 15 15 17 Other passengers’

Road works 10 38 7 7 behaviour giving cause to 5 3 6 4
Bus driver driving too slowly 2 2 2 2 worry or feel uncomfortable

Poor weather conditions 2 4 3 6 ,

Waiting too long at stops 3 ° 3 3 Base size 1118 1277 1257 1839
Passenger boarding time 16 13 12 11

Base size 1146 1304 1299 1891

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Oxfordshire

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 91 20 92 93 51 41 5 3 1057
Fare-paying passengers 89 88 90 91 46 45 6 3 618
Free pass holders 96 93 96 96 67 30 2 1 427
Aged 16 to 34 87 84 90 89 40 49 8 3 230
Aged 35 to 59 el 90 92 94 53 41 3 3 317
Passengers commuting 85 87 90 89 43 46 7 5 430
Passengers not commuting 96 92 93 97 62 35 2 1 590
Passengers saying they have a disability 92 91 91 92 52 40 5 4 226
Value for money

All fare-paying passengers 60 67 64 61 26 36 18 21 600
Aged 16 to 34 52 59 56 52 18 34 21 27 200
Aged 35 to 59 68 74 71 69 31 38 16 15 298
Passengers commuting 57 64 61 59 20 39 19 23 361
Passengers not commuting 64 72 68 67 34 32 16 17 226
Punctuality and time waiting for bus

Punctuality of the bus 72 75 77 71 45 26 15 14 941
The length of time waited 72 75 80 75 42 33 14 11 1039
On-bus journey time

Time the journey on the bus took 85 81 88 82 48 34 13 5 1044

64 transportfocus



Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 82 84 85 85 40 45 9 6 1008
Its distance from the journey start 86 85 90 86 52 34 9 5 1009
The convenience/accessibility of its location 88 89 90 89 58 31 7 4 971
Its condition/standard of maintenance 75 75 80 79 39 41 14 7 975
Its freedom from graffiti/vandalism 83 79 84 86 49 37 10 5 952
Its freedom from litter 76 80 81 81 44 38 12 6 964
The information provided at the stop 70 71 78 73 35 38 18 9 964
Your personal safety whilst at the stop 81 82 86 83 50 33 11 6 975
On the bus
Route/destination information on the outside of the bus 87 88 90 88 56 32 9 2 1013
The cleanliness and condition of the outside of the bus 86 87 84 87 48 40 10 3 974
The ease of getting onto the bus* - - 95 95 64 31 4 1 1036
The length of time it took to board 92 92 94 91 62 29 6 3 1028
The cleanliness and condition of the inside of the bus 86 84 86 88 46 43 9 3 1049
The information provided inside the bus 66 70 69 70 37 33 25 5 910
The availability of seating or space to stand 90 91 93 93 61 31 6 2 1037
The comfort of the seats 81 84 83 86 44 42 10 4 1032
The amount of personal space you had around you 77 82 84 83 46 37 12 5 1040
Provision of grab rails to stand/move within the bus 84 87 89 88 51 37 11 1 1013
The temperature inside the bus 77 80 82 83 43 40 11 6 1041
Your personal security whilst on the bus 89 88 92 91 57 34 8 1 1029
Ease of getting off the bus” - - 94 93 59 34 6 1 1041
The bus driver
How near to the kerb the driver stopped 94 94 95 94 72 22 6 1 1022
The driver’s appearance 91 93 93 93 69 23 7 1 1005
The greeting/welcome you got from the driver 79 81 86 83 55 28 12 5 1035
The helpfulness and attitude of the driver 81 81 86 82 58 24 15 3 1006
The time the driver gave you to get to your seat 83 85 87 88 59 29 10 1 1016
Smoothness/freedom from jolting during the journey 75 78 80 81 48 33 13 7 1033
Safety of the driving (i.e. speed, driver concentrating) 91 92 93 91 64 27 7 1 1029
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams 29 32 24 37 Other passengers’
Road works 15 18 9 19 behaviour giving cause to 5 5 5 3
Bus driver driving too slowly 3 3 3 8 worry or feel uncomfortable
Poor weather conditions 3 2 2 5 .
Waiting too long at stops 6 6 4 6 Base size 1256 1187 1184 10567

Passenger boarding time 24 22 19 20

Base size 1298 1211 1213 1073

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Portsmouth

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
9 2 % See page 175 for an explanation of how these themes were calculated
@ Value for money
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - - - 92 53 39 7 1 534
Fare-paying passengers - - - 91 45 46 7 2 235
Free pass holders - - - 93 68 24 7 1 296
Aged 16 to 34 - - - = - - - - =
Aged 35 to 59 - - - 90 52 38 7 3 132
Passengers commuting - - - 86 39 47 12 2 142
Passengers not commuting - - - 96 64 32 3 1 372
Passengers saying they have a disability - - - 87 56 31 1 2 199
Value for money

All fare-paying passengers - - - 58 22 36 20 22 228
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - 65 20 44 14 21 110
Passengers commuting - - - 53 17 36 23 23 123
Passengers not commuting - - - 68 30 37 16 16 102
Punctuality and time waiting for bus

Punctuality of the bus - - - 84 50 34 8 8 475
The length of time waited - - - 82 48 33 10 8 519
On-bus journey time

Time the journey on the bus took - - - 86 51 35 10 4 537
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - - - 86 40 46 8 5 513
Its distance from the journey start - - - 87 56 31 9 5 503
The convenience/accessibility of its location - - - 94 63 31 5 1 474
Its condition/standard of maintenance - - - 82 40 42 12 7 468
Its freedom from graffiti/vandalism - - - 84 51 33 10 6 463
Its freedom from litter - - - 81 46 35 13 6 460
The information provided at the stop - - - 80 38 42 12 8 469
Your personal safety whilst at the stop - - - 81 47 34 15 3 477
On the bus
Route/destination information on the outside of the bus - - - 85 54 31 14 2 500
The cleanliness and condition of the outside of the bus - - - 87 45 43 11 2 489
The ease of getting onto the bus* - - - 93 60 33 5 2 512
The length of time it took to board - - - 92 62 30 6 1 507
The cleanliness and condition of the inside of the bus - - - 87 46 41 9 4 523
The information provided inside the bus - - - 74 38 37 22 4 471
The availability of seating or space to stand - - - 88 53 36 7 5 522
The comfort of the seats - - - 82 42 41 9 9 513
The amount of personal space you had around you - - - 81 40 41 10 9 514
Provision of grab rails to stand/move within the bus - - - 90 48 42 6 4 511
The temperature inside the bus - - - 76 36 40 12 12 510
Your personal security whilst on the bus - - - 85 48 38 10 5 506
Ease of getting off the bus” - - - 90 56 34 7 3 519
The bus driver
How near to the kerb the driver stopped - - - 92 65 27 8 1 516
The driver’s appearance - - - 90 64 27 8 1 509
The greeting/welcome you got from the driver - - - 80 53 27 13 7 512
The helpfulness and attitude of the driver - - - 84 54 30 12 4 496
The time the driver gave you to get to your seat - - - 86 57 29 10 4 518
Smoothness/freedom from jolting during the journey - - - 81 49 33 11 8 510
Safety of the driving (i.e. speed, driver concentrating) - - - 90 59 31 7 2 512
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams - - - 22 Other passengers’
Road works - _ _ 9 behaviour giving cause to - - - 6
Bus driver driving too slowly - - - 4 worry or feel uncomfortable
Poor weather conditions - - - 6 .
Waiting too long at stops - - - 10 EEEEES : : : 831
Passenger boarding time - - - 17
Base size - - - 542

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Staffordshire

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
8 6 % See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - 20 20 86 42 44 9 5 766
Fare-paying passengers - 87 86 83 34 49 1 6 390
Free pass holders - 94 95 91 57 35 5 4 371
Aged 16 to 34 - 83 86 82 29 54 11 6 220
Aged 35 to 59 - 92 90 85 50 35 10 5 139
Passengers commuting - 86 84 82 28 53 12 6 247
Passengers not commuting - 93 93 89 52 37 7 4 492
Passengers saying they have a disability - 90 92 84 43 41 10 6 259
Value for money

All fare-paying passengers - 65 66 59 27 31 15 26 377
Aged 16 to 34 - 62 65 52 24 28 16 33 203
Aged 35 to 59 - 67 66 74 29 45 12 14 112
Passengers commuting - 58 62 52 20 32 18 30 218
Passengers not commuting - 78 73 70 40 31 10 20 156
Punctuality and time waiting for bus

Punctuality of the bus - 75 74 69 42 27 10 21 707
The length of time waited - 74 73 71 39 32 13 16 749
On-bus journey time

Time the journey on the bus took - 87 85 83 47 36 13 4 776
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - 78 80 76 28 48 14 10 736
Its distance from the journey start - 86 86 83 47 36 12 5 722
The convenience/accessibility of its location - 89 90 88 53 35 9 3 666
Its condition/standard of maintenance - 68 71 64 27 37 20 15 664
Its freedom from graffiti/vandalism - 77 78 73 41 32 15 12 654
Its freedom from litter - 75 76 73 35 38 16 11 658
The information provided at the stop - 67 70 66 31 35 18 16 677
Your personal safety whilst at the stop - 77 78 77 41 35 17 6 672
On the bus
Route/destination information on the outside of the bus - 89 85 81 50 31 14 4 726
The cleanliness and condition of the outside of the bus - 81 85 81 38 42 13 6 724
The ease of getting onto the bus* - - 92 90 55 36 7 3 737
The length of time it took to board - 93 91 90 57 33 8 2 731
The cleanliness and condition of the inside of the bus - 82 85 79 35 43 14 7 759
The information provided inside the bus - 70 70 64 26 37 29 7 688
The availability of seating or space to stand - 89 86 88 49 39 8 5 747
The comfort of the seats - 77 79 75 33 42 17 8 745
The amount of personal space you had around you - 80 78 77 37 40 14 8 739
Provision of grab rails to stand/move within the bus - 86 87 84 43 41 13 3 732
The temperature inside the bus - 81 83 77 33 44 15 8 735
Your personal security whilst on the bus - 85 86 83 43 40 14 3 726
Ease of getting off the bus” - - 90 89 48 41 9 3 741
The bus driver
How near to the kerb the driver stopped - 93 93 91 61 30 7 2 747
The driver’s appearance - 90 90 88 60 28 10 2 728
The greeting/welcome you got from the driver - 78 80 72 47 26 19 9 743
The helpfulness and attitude of the driver - 78 80 75 48 27 18 7 726
The time the driver gave you to get to your seat - 84 86 83 52 31 12 5 739
Smoothness/freedom from jolting during the journey - 83 79 77 44 33 14 9 738
Safety of the driving (i.e. speed, driver concentrating) - 89 91 87 57 30 10 3 744
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams - 22 19 22 Other passengers’
Road works _ 18 17 15 behaviour giving cause to - 7 5 9
Bus driver driving too slowly - 2 2 2 worry or feel uncomfortable
Poor weather conditions - 2 3 8 .
Waiting too long at stops - 4 3 7 EEEEES : 738 971 773
Passenger boarding time - 15 10 15
Base size - 767 1000 793

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Swindon

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - 79 923 93 36 56 6 2 1198
Fare-paying passengers - 74 92 92 29 63 6 2 734
Free pass holders - 89 94 95 55 40 4 1 427

Aged 16 to 34 - 66 94 91 22 69 8 1 382
Aged 35 to 59 - 83 90 93 37 56 4 3 324
Passengers commuting - 78 90 92 24 68 5 2 439
Passengers not commuting - 82 95 93 46 47 5 1 711

Passengers saying they have a disability - 89 88 90 45 45 6 4 328
Value for money

All fare-paying passengers - 68 81 72 20 52 20 8 724
Aged 16 to 34 - 66 84 75 18 57 18 7 350
Aged 35 to 59 - 70 76 68 20 48 24 8 283
Passengers commuting - 71 77 74 19 55 20 6 398
Passengers not commuting - 63 85 70 21 49 20 10 311

Punctuality and time waiting for bus

Punctuality of the bus - 69 83 81 36 46 10 9 1098
The length of time waited - 70 84 77 34 43 18 5 1168
On-bus journey time

Time the journey on the bus took - 77 92 85 39 46 13 2 1209
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - 72 85 82 28 55 12 6 171
Its distance from the journey start - 78 92 91 44 46 6 3 1166
The convenience/accessibility of its location - 85 92 91 59 32 7 2 1093
Its condition/standard of maintenance - 68 82 77 27 50 13 10 1088
Its freedom from graffiti/vandalism - 70 84 77 33 44 13 10 1091
Its freedom from litter - 65 79 74 33 42 13 13 1097
The information provided at the stop - 70 82 78 29 49 15 7 1102
Your personal safety whilst at the stop - 71 88 80 34 46 15 5 1104
On the bus
Route/destination information on the outside of the bus - 73 91 83 40 43 15 2 1164
The cleanliness and condition of the outside of the bus - 80 89 84 37 48 12 3 1136
The ease of getting onto the bus* - - 96 92 50 42 7 2 1164
The length of time it took to board - 82 94 91 48 43 7 2 1140
The cleanliness and condition of the inside of the bus - 75 88 83 29 53 11 6 1204
The information provided inside the bus - 73 80 80 33 46 15 5 1124
The availability of seating or space to stand - 81 91 90 48 42 7 4 1171
The comfort of the seats - 78 84 84 33 51 12 4 1177
The amount of personal space you had around you - 72 84 83 34 48 11 6 1168
Provision of grab rails to stand/move within the bus - 78 90 88 41 47 9 3 1161
The temperature inside the bus - 77 87 83 34 49 11 5 1169
Your personal security whilst on the bus - 81 90 88 41 47 11 1 1163
Ease of getting off the bus” - - 93 91 44 48 8 1 1171
The bus driver
How near to the kerb the driver stopped - 82 95 90 48 42 8 2 1179
The driver’s appearance - 88 93 93 56 38 6 1 1168
The greeting/welcome you got from the driver - 76 86 85 43 42 11 4 1177
The helpfulness and attitude of the driver - 76 87 85 42 43 13 3 11567
The time the driver gave you to get to your seat - 77 88 88 49 38 9 4 1167
Smoothness/freedom from jolting during the journey - 76 84 86 40 46 10 5 1162
Safety of the driving (i.e. speed, driver concentrating) - 80 91 90 46 44 9 2 1159
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams - 24 22 27 Other passengers’
Road works - 6 11 5 behaviour giving cause to - 3 5 5
Bus driver driving too slowly - 3 7 11 worry or feel uncomfortable
Poor weather conditions - 2 5 9 .
Waiting too long at stops - 3 3 3 EEEEES : 879 912 1198
Passenger boarding time - 15 13 14
Base size - 936 954 1287

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

Worcestershire

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
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Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers - 78 75 86 39 47 10 4 497
Fare-paying passengers - 68 60 81 28 53 14 4 238
Free pass holders - 87 87 93 55 38 3 4 262
Aged 16 to 34 - - 57 75 23 52 19 6 104
Aged 35 to 59 - 74 71 86 34 51 10 4 113
Passengers commuting - 67 65 77 26 51 19 5 135
Passengers not commuting - 85 81 90 47 44 6 4 342
Passengers saying they have a disability - 74 67 81 46 36 13 6 141
Value for money

All fare-paying passengers - 52 44 64 22 42 16 20 229
Aged 16 to 34 - - - 63 21 42 15 22 100
Aged 35 to 59 - - 51 70 28 42 16 14 87
Passengers commuting - 51 40 62 22 40 13 24 122
Passengers not commuting - - - 68 23 45 19 13 100
Punctuality and time waiting for bus

Punctuality of the bus - 63 60 72 33 39 16 12 440
The length of time waited - 64 61 75 34 41 14 11 477
On-bus journey time

Time the journey on the bus took - 81 79 86 45 41 10 4 497
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop - 71 68 72 26 46 18 10 468
Its distance from the journey start - 84 80 83 43 40 13 4 473
The convenience/accessibility of its location - 87 85 82 45 37 16 2 429
Its condition/standard of maintenance - 62 62 66 29 37 23 11 432
Its freedom from graffiti/vandalism - 73 66 70 33 37 20 9 422
Its freedom from litter - 72 62 66 32 35 20 14 424
The information provided at the stop - b4 59 59 24 35 19 22 421
Your personal safety whilst at the stop - 69 68 70 32 38 21 9 434
On the bus

Route/destination information on the outside of the bus - 79 81 80 41 38 15 5 463
The cleanliness and condition of the outside of the bus - 66 70 72 33 39 20 8 461
The ease of getting onto the bus* - - 81 88 46 43 8 4 476
The length of time it took to board - 87 82 89 51 38 9 2 454
The cleanliness and condition of the inside of the bus - 71 72 77 32 45 12 11 483
The information provided inside the bus - 52 58 59 26 33 33 8 413
The availability of seating or space to stand - 83 79 89 44 45 7 4 471
The comfort of the seats - 71 72 78 35 43 13 9 467
The amount of personal space you had around you - 75 68 79 34 45 13 7 461
Provision of grab rails to stand/move within the bus - 81 79 85 40 45 10 5 448
The temperature inside the bus - 74 74 76 30 46 14 10 462
Your personal security whilst on the bus - 80 78 82 37 45 13 5 457
Ease of getting off the bus” - - 82 89 42 47 7 4 464
The bus driver

How near to the kerb the driver stopped - 89 87 88 54 34 9 3 477
The driver’s appearance - 83 83 86 54 33 11 3 452
The greeting/welcome you got from the driver - 65 66 72 44 28 17 11 471
The helpfulness and attitude of the driver - 65 65 72 43 29 18 9 461
The time the driver gave you to get to your seat - 76 75 80 46 33 13 7 474
Smoothness/freedom from jolting during the journey - 67 66 78 40 37 12 10 476
Safety of the driving (i.e. speed, driver concentrating) - 79 78 84 47 36 12 4 466
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019
Congestion/traffic jams - 23 28 19 Other passengers’
Road works _ 18 19 15 behaviour giving cause to - 5 10 5
Bus driver driving too slowly - 6 7 8 worry or feel uncomfortable
Poor weather conditions - 5 3 6 ;
Waiting too long at stops - 6 6 4 EEEEES : 449 404 495
Passenger boarding time - 15 21 12
Base size - 463 464 516

Passengers could provide more than one answer

*New question in 2018
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2 Authority results Local transport authorities

(City of) York

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
67" Nimimtm

Timeliness

*

Bus driver

Punctuality
68" injuluim

Journey time
© g5 N

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 920 91 89 86 55 31 8 6 523
Fare-paying passengers 87 90 86 85 52 33 9 6 287
Free pass holders 94 98 96 86 59 27 6 8 232
Aged 16 to 34 87 87 81 - - - - - -
Aged 35 to 59 87 94 93 86 59 27 7 7 152
Passengers commuting 84 87 86 80 43 37 11 9 159
Passengers not commuting 94 95 92 90 64 26 6 5 348
Passengers saying they have a disability 88 91 92 85 54 30 7 8 139
Value for money

All fare-paying passengers 68 70 62 67 31 37 18 15 281
Aged 16 to 34 58 68 - - - - - - -
Aged 35 to 59 78 72 72 71 32 39 14 15 134
Passengers commuting 65 66 57 64 25 39 18 18 136
Passengers not commuting 72 76 69 71 38 34 18 11 141
Punctuality and time waiting for bus

Punctuality of the bus 77 75 77 68 49 20 7 24 492
The length of time waited 76 76 79 71 46 25 8 21 512
On-bus journey time

Time the journey on the bus took 86 88 85 85 55 30 8 6 527
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 81 86 86 84 44 40 9 7 503
Its distance from the journey start 87 92 84 86 59 28 9 5 486
The convenience/accessibility of its location 90 93 93 91 64 28 7 2 482
Its condition/standard of maintenance 69 80 80 81 44 37 10 9 475
Its freedom from graffiti/vandalism 78 86 89 87 55 32 7 6 472
Its freedom from litter 78 85 83 82 48 34 10 8 475
The information provided at the stop 74 77 74 73 38 35 14 13 472
Your personal safety whilst at the stop 79 88 86 86 54 32 12 2 482
On the bus
Route/destination information on the outside of the bus 87 87 86 89 61 27 10 2 492
The cleanliness and condition of the outside of the bus 80 82 86 84 48 36 11 5 498
The ease of getting onto the bus* - - 95 95 64 31 3 1 5115
The length of time it took to board 93 93 94 93 65 28 4 2 513
The cleanliness and condition of the inside of the bus 82 86 88 83 48 36 11 5 520
The information provided inside the bus 68 75 72 69 40 30 26 5 457
The availability of seating or space to stand 86 84 87 88 59 29 8 4 516
The comfort of the seats 73 82 78 79 43 36 15 6 516
The amount of personal space you had around you 76 79 79 77 45 33 15 8 517
Provision of grab rails to stand/move within the bus 86 85 84 85 49 36 12 3 508
The temperature inside the bus 77 77 83 79 41 38 11 10 515
Your personal security whilst on the bus 90 88 91 90 60 31 8 1 511
Ease of getting off the bus” - - 94 92 61 31 6 2 517
The bus driver
How near to the kerb the driver stopped 92 96 93 95 76 19 4 1 511
The driver’s appearance 91 94 92 94 72 22 5 1 500
The greeting/welcome you got from the driver 81 84 86 83 58 24 12 6 511
The helpfulness and attitude of the driver 78 84 82 83 58 25 11 5 502
The time the driver gave you to get to your seat 84 87 85 87 61 26 9 3 509
Smoothness/freedom from jolting during the journey ~ 81 85 82 83 53 30 11 6 510
Safety of the driving (i.e. speed, driver concentrating) 92 94 91 93 66 27 5 2 512
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4 N 4

Congestion/traffic jams 29 28 26 30 Other passengers’
Road works 9 9 15 18 behaviour giving cause to 6 3 4 2
Bus driver driving too slowly 2 1 0 1 worry or feel uncomfortable
Poor weather conditions 1 3 2 8 .
Waiting too long at stops 11 8 9 3 EEEEES 708 520 514 524

Passenger boarding time 19 21 15 14

Base size 726 585 5292 588

Passengers could provide more than one answer

*New question in 2018
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3 Operator results Key findings

Results by operator in England

The Bus Passenger Survey was conducted in 31 local transport authority (LTA) areas. Here we show
national bus operators’ results, followed by the results for operators in areas and operator-specific areas

shown alphabetically.

We recommend reading How the research was
carried out and making use of results on page 174.
Below is the list of the results provided.

National bus operators*

These results include responses across all the areas
covered, including operator-specific areas.

e Arriva Bus

First UK Bus

Go-Ahead

National Express

Stagecoach Bus

Operators within LTAs and operator-specific areas
Note: in some LTAs, there are not sufficient responses
for the national operators to show their results
separately within this section, but these will still be
included within the national bus operators figures above.
e Arriva in Cheshire West and Chester Council

Arriva in County Durham Council

Arriva in Hertfordshire Council

Arriva in Kent County Council

Arriva in Leicester City Council

Arriva in Mersey and Halton PTE

Arriva in Milton Keynes Council

Arriva in Northumberland County Council

Arriva in Staffordshire County Council

Arriva in Tees Valley Combined Authority

Arriva in West Yorkshire Combined Authority

Blackpool Transport

Bluestar

Brighton and Hove Bus

Courtney Buses

Diamond Bus in Greater Manchester PTE
Diamond Bus in Worcestershire County Council
East Yorkshire Motor Services in Hull City Council
First in Cornwall Council

First in Essex County Council

First in Greater Manchester PTE

First in Leicester City Council

First South Coast

First in South Yorkshire PTE

First in Staffordshire County Council

First in West of England Combined Authority and
North Somerset

First in West Yorkshire Combined Authority

First in Worcestershire County Council

First in City of York Council

Go North East in County Durham Council

Go North East in Tyne and Wear PTE

Go North West in Greater Manchester PTE
Hedingham & Chambers

Metrobus (excludes TfL routes)

morebus in the Boroughs of Bournemouth and Poole
National Express in West Midlands PTE
Nottingham City Transport in Nottinghamshire County
Council and Nottingham City

Nottingham Community Transport

Oxford Bus in Oxfordshire County Council
Oxford Bus Park and Ride

Plymouth Citybus

Reading Buses

*As a result of the areas selected, the proportion of each national operator’s services covered by the survey will vary
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Salisbury Reds

Southern Vectis

Stagecoach in Cambridgeshire and Peterborough
(excludes Busway)

Stagecoach in Cheshire West and Chester Council
Stagecoach Cumbria and North Lancashire
Stagecoach in Derbyshire County Council
Stagecoach in Devon

Stagecoach East — Cambridge Busway
Stagecoach Gloucestershire routes

Stagecoach in Greater Manchester PTE
Stagecoach in Hull City Council

Stagecoach in Kent County Council

Stagecoach in Mersey and Halton PTE
Stagecoach Midlands (Northamptonshire and
Warwickshire routes)

Stagecoach in North East Lincolnshire Council
Stagecoach in Nottinghamshire County Council
Stagecoach in Oxfordshire County Council
Stagecoach in Portsmouth City Council
Stagecoach in South Yorkshire PTE

Stagecoach in Swindon Borough Council
Stagecoach in Tees Valley Combined Authority
Stagecoach in Tyne and Wear PTE

Stagecoach West of England routes

Swindon’s Bus Company in Swindon Borough Council
Thames Travel

Trent Barton in Derbyshire County Council

Trent Barton in Nottinghamshire County Council
Warrington’s Own Buses

Yellow Buses in the Boroughs of Bournemouth and Poole
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3 Operator results Key findings

Key findings by bus operators in England’

Overall satisfaction with the journey (%)
5‘0 } QO } 7‘0 } SP } 99 } WQO

Al 2019 71 National operators — averages

operators 2018 2019
Arriva 87 % Arriva 88%
First 83% First 84%

Operators 2019 7o+  co-rhead o2 Go-Ahead 91%

within PTEs National Express 84% National Express 85%
Stagecoach 90% Stagecoach 91%

Overall satisfaction with the bus journey (%)

% = very/fairly

National operators satisfied™
Arriva (5282) I VAR e g 3 88
First (6762) Y VEEN =420 9 4w 84
Go-Ahead (8336) ININNNNGVEEN O39ummmme a2 91
National Express (1857) NV VN s 10 3% 85
Stagecoach (11386) NN Img2ammmmea 9
Operators
Arriva in Cheshire West and Chester (251) I gy 9 3| 84
Arriva in County Durham (348) Y SR 43 8 o 88
Arriva in Hertfordshire (308) NNV YA Oggninnn 7 BR 87
Arriva in Kent (228) I T 420 g 31 88
Arriva in Leicester City (263) PRI 10 v 83
Arriva in Mersey and Halton (901) NN Mo 7 2 90
Arriva in Milton Keynes (326) PRI 43T 17 swa 71
Arriva in Northumberland (389) NNy AN w29 g sl 86
Arriva in Staffordshire (277) IV T4 8 3l 88
Arriva in Tees Valley (1236) - 7 91
Arriva in West Yorkshire (316) I g7 5 3% 90
Blackpool Transport (543) g e e 92
Bluestar (342) NN g 8 A 89
Brighton and Hove Bus (959) I g 10 a0 87
Courtney Buses (272) NN NN g 42 94
Diamond Bus in Greater Manchester (223) RN 4ennn 7 sl 84
Diamond Bus in Worcestershire (178)  INFIVEEE g0 13 3| 80
East Yorkshire Motor Services in Hull (392) Y ggn 2z 92
First in Cornwall (639) NN 33 el 92
First in Essex (593) NIV 40 9 BE 85
First in Greater Manchester (273) IRV 04200 11 le'wA 76

“As a result of the areas selected, the proportion of each major operator’s services covered by the survey will vary
“Due to rounding the percentage very/fairly satisfied may not always be equal to the sum of the very and fairly satisfied values in the chart
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Overall satisfaction with the bus journey (%)

% = very/fairly

Operators continued satisfied
First in Leicester City (271) ISR b4 g 86l g7
First South Coast (816) NN I gg 6 41 89
First in South Yorkshire (981) NN NN @7 7 3 88
First in Staffordshire (254) IS 49y 12 39 82
First in West of England (1326) Y. VRN g4 10 80 86
First in West Yorkshire (974) INECYANEN44nnmmnnnn 11 3| 81

First in Worcestershire (244) IS B 47 9 20 88

Firstin York (386) I g 9 4 83

Go North East in County Durham (603) — ESG_m————{ W nggu42. 94

Go North East in Tyne and Wear (742) I mmgsmmmm 51 93

Go North West in Greater Manchester (363) TN i@ 11 3% 84
Hedingham and Chambers (276)  E——_7ENngsn 8 47 gr

Metrobus (excludes TfL routes) (536)  NEEEGEGEG—_—_—_—_EE———TTTgmmmm 7 2 91
morebus in Bournemouth and Poole (731) I mggmmgn 95

National Express in West Midlands (1772) — IE—— TV igsmn 10 372 85
Nottingham City Transport (1608) e gn. 95
Nottingham Community Transport (212) TR gsm21. 96
Oxford Bus in Oxfordshire (520) I ¥ I g3mmmmnn 6 31 91

Oxford Bus — Park and Ride services (282) I gemg - 97
Plymouth Citybus (725) I N g 51 94

Reading Buses (844) I CENN—Immggmmmmmm oy v 92

Salisbury Reds (290) N g4 96
Southern Vectis (303) g 5 2 92
Stagecoach in Cambs & Peterborough (692) Y. VAN IIIIN3gTmmm 9 4w 85

Stagecoach in Cheshire West and Chester (416) Y S——TTIIwg2immmm g 20 89
Stagecoach Cumbria and North Lancs (671) - g 7 . 92

Stagecoach in Derbyshire (446) IR im0 g a4 89
Stagecoach in Devon (554) Y /ANNNNTTIge 43 93

Stagecoach East - Cambs Busway (450) .7/ SR IIm42nnnnn 8 s 85
Stagecoach Gloucestershire (741) {7 20 90

Stagecoach in Greater Manchester (1019) VBN 4 e 31 90
Stagecoach in Hull (439) 7R g 51 93

Stagecoach in Kent (370) 7 S mgsmmmn 6 31 89

Stagecoach in Mersey and Halton (587) TN 4gTmmmman. 94
Stagecoach Midlands (392) I[N S2Emmmmmm e . 92

Stagecoach in NE Lincolnshire (464)  IE——{ W agsm 9 1 90
Stagecoach in Nottinghamshire (289) I BN g man.- 95
Stagecoach in Oxfordshire (456) g2 95

Stagecoach in Portsmouth (194) - 27 8 92
Stagecoach in South Yorkshire (677) — EE———{E——Wgsmmm 7 A 90
Stagecoach in Swindon (458) — IEEEECTTEEN IS4 e 1 93
Stagecoach in Tees Valley (607) I —_— (Vg4 51 94
Stagecoach in Tyne and Wear (762) .S mggemmmmmn 581 91
Stagecoach West of England (639) TN ng7anmn 8 3 gv
Swindon’s Bus Co. in Swindon (730) LN s 5m 92
Thames Travel (341) YN gsnzal 94

Trent Barton in Derbyshire (405) I E——gemmmmnn4n. 95

Trent Barton in Nottinghamshire (521) I3 94
Warrington’s Own Buses (396) I /N g7ammmmmmm 9 32 86

Yellow Buses in Bournemouth and Poole (407) I S gy 6 8 91

Bl Very satisfied M Fairly satisfied Neither/nor M Fairly dissatisfied B Very dissatisfied

Q Overall, taking everything into account from start to end of the bus journey,
how satisfied were you with your bus journey?
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@ Value for money (%) — fare-paying passengers

3I5 } 4I5 } 5|5 } 6I5 } 7I5 } 8:5
Al 2019 41 _81 National operators - averages
reeee e T .. Ariy
Arriva 65% Arriva 64%

First 57% First 58%

Operators 2019 s3I 75 Go-Ahead 64°% Go-Ahead 59%

within PTEs ., 57_ 77 National Express 66% National Express 66%
Stagecoach 65% Stagecoach 66%

@ Satisfaction with value for money (%) — fare-paying passengers

% = very/fairly

National operators satisfied™

Arriva (2324) IEPIEEENge 18 M2imAa 64

First (3544) IPVEEEN 035 17 M5 ENE 58

Go-Ahead (4419) VI3 19 DHMsWA 59

National Express (1163) PN g7 18 IMMrEl 66

Stagecoach (5618)  INENPEEEEN"IIggIE 17 M20NAE 66
Operators

Arriva in Cheshire West and Chester (93) INNFZEEENTggmmmms 21 M3 wa 58

Arriva in County Durham (168) TN g 17 Mo'wa 66

Arriva in Hertfordshire (08)  IENFZEE 43 18 IMomA 64

Arriva in Kent (00) NP I 4 25 f137m'm 53

Arriva in Leicester City (132)  IEEEETg2nmmmns 24 137l 55
Arriva in Mersey and Halton (423) KRN mmggmmmmm 7 mgmE 72

Arriva in Milton Keynes (183)  IPIVNN 28y 21 7T 48

Arriva in Northumberland (179)  IPEEEEN"0340n 15 A7 EE0DE 58

Arriva in Staffordshire (108) PRI 28000 19 E20000HE 56

Arriva in Tees Valley (521) PN mggmmmmm 17 mHeHE 63

Arriva in West Yorkshire (122)  IPIEEgem 19 EMTEl 65

Blackpool Transport (259)  IEEREENNNN 2600 15 MeEIE 60

Bluestar (203) INNNNFTENN O340 16 mamwm 72

Brighton and Hove Bus (687)  IEEFANETig4ummmns 23 e EINE 51

Courtney Buses (86) ~ NENPZEEEENNggE 19 ImEcE 62

Diamond Bus in Greater Manchester (105)  INPZEEEE 038 12 s 62
Diamond Bus in Worcestershire (99) IERETssi 19 fgUEl 68

East Yorkshire Motor Services in Hull (125)  IEENPZEEET0300 15 Mg EEPE 54
Firstin Cornwall (336) P28 19 DHMIEERE 54

Firstin Essex (220) IPZEKEEN 030 15 M9 EEPE 54

First in Greater Manchester (174)  IEEFEET 039 15 Mg E°E 58

“Due to rounding the percentage very/fairly satisfied may not always be equal to the sum of the very and fairly satisfied values in the chart
“Low base size
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@ Satisfaction with value for money (%) — fare-paying passengers

Operators continued
First in Leicester City (117)
First South Coast (380)
First in South Yorkshire (477)
First in Staffordshire (170)
First in West of England (825)
First in West Yorkshire (498)
First in Worcestershire (104)
First in York (232)
Go North East in County Durham (265)
Go North East in Tyne and Wear (320)
Go North West in Greater Manchester (198)
Hedingham and Chambers (87)
Metrobus (excludes TiL routes) (351)
morebus in Bournemouth and Poole (317)
National Express in West Midlands (1135)
Nottingham City Transport (1057)
Nottingham Community Transport (79)
Oxford Bus in Oxfordshire (348)
Oxford Bus — Park and Ride services (205)
Plymouth Citybus (400)
Reading Buses (459)
Salisbury Reds (95)
Southern Vectis (105)
Stagecoach in Cambs & Peterborough (349)
Stagecoach in Cheshire West and Chester (142)
Stagecoach Cumbria and North Lancs (404)
Stagecoach in Derbyshire (231)
Stagecoach in Devon (212)
Stagecoach East - Cambs Busway (252)
Stagecoach Gloucestershire (388)
Stagecoach in Greater Manchester (654)
Stagecoach in Hull (189)
Stagecoach in Kent (150)
Stagecoach in Mersey and Halton (354)
Stagecoach Midlands (181)
Stagecoach in NE Lincolnshire (177)
Stagecoach in Nottinghamshire (136)
Stagecoach in Oxfordshire (211)
Stagecoach in Portsmouth (74)
Stagecoach in South Yorkshire (324)
Stagecoach in Swindon (275)
Stagecoach in Tees Valley (262)
Stagecoach in Tyne and Wear (354)
Stagecoach West of England (273)
Swindon’s Bus Co. in Swindon (446)
Thames Travel (203)
Trent Barton in Derbyshire (218)
Trent Barton in Nottinghamshire (296)
Warrington’s Own Buses (179)
Yellow Buses in Bournemouth and Poole (210)

M Very satisfied M Fairly satisfied Neither/nor

Q How satisfied were you with the value for money of your journey?

% = very/fairly
satisfied**

g 26 Mo"mm 56

[ 23 D CT R VAR FoR [0 !
VAT 11 M3 wAa o9

EEGETgs . 16 v 5
EEGETTTEg2nE 20 mMemEkm 49
7 g4 19 FMgemem x9
g 12 e EnE 62
g 18 e 66
T g 17 M3 66
K2 17 MeEeE b9
7 Ng e 18 M4 61
g 17 4wa 72
[ 24 Ec (R 26 20 wa 55
4 18 gk 71
ETETTTg7mmm 18 e 66
Y TTIIIgInmm 11 e 78
I TS o 16 8= 79
Vg3 19 Myl 61

YT 14 | 73
N3 19 e EE 54

Y N TTIINg3m, 18 ey ov
T g3 13 mHMwAa 63
EEEmTTm2eTEE 18 Wm0 41
I Egs . 18 el 58
I ETTTEgs . 12 e 64
g, 7 M3eNa 64
e 2 F9TEl 65
08 e 24 4w mE 55

B EETTgg 19 ermem 56
I ZETTTIEg . 20 mMgwa o8
g, 17 M2rwa 63
[ 36 B 22 MO"® 66
L34 Bk B R 8 GTS
I gs T 17 e 74
B4 17 q2emem 63
T 1 M3iE 72
I TTs g 10 5y gt
P 16 7Tk 63

23 B N e MR
D1 B LT 24 ) A

T TTgs . 14 okl 74
T2 16 M2iE o7
g3 13 mMgmem 64
EETETTTsm 18 e 72
T4 18 M3k 65
T g 1 o 78
7o 18 rormem 64
BT 17 2w 52
T . g oA 77

M Fairly dissatisfied M Very dissatisfied
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Punctuality (%)

R T T T R &

National operators — averages
2018 49 Arriva 72% Arriva 72%

First 66% First 67%

Oporators 2019 55 G 72 Go-Ahead 80% Go-Ahead 75%

within PTEs 62 _ National Express 70% National Express 73%

©o

3 Stagecoach 75% Stagecoach 76%
Satisfaction with punctuality of the bus (%)

% = very/fairly

National operators satisfied™
Arriva (4751) T 33 12 w72
First (6145) NEECEN 2900000 12 MM0TEEEE 67
Go-Ahead (7612) INNNVYANNNN TWUZIE 11 eHE 78
National Express (1704) VYN mg2ommm 11 freem 73
Stagecoach (10309) NEEGEG—_C-YCEN 3200 12 TeMAm 76

Operators

Arriva in Cheshire West and Chester (219) IV N 270w 15 lewa 72
Arriva in County Durham (311)  IEESSSTONENNNN @4 16 7'EEVE 65
Arriva in Hertfordshire (271)  IESCEINNN"03gn 13 foUmEem 69
Arriva in Kent (204) VYN U290 12 I7EEVE 69
Arriva in Leicester City (244) I 25 fgUEcE 57

[N
[N
!
3
(@)

Arriva in Mersey and Halton (802)
Arriva in Milton Keynes (295)

—
»
~
ﬂ

Arriva in Northumberland (355) Y TN 29 10 WA 75
Arriva in Staffordshire (255) NIV 23000 9 IM3TECE 69
Arriva in Tees Valley (1117) YR 0320 9 M 78

Arriva in West Yorkshire (296) YN 035 11 el 79

i
©
[0¢]
[®)]

Blackpool Transport (505)

Bluestar (324)

Brighton and Hove Bus (867)

Courtney Buses (240)

Diamond Bus in Greater Manchester (197)
Diamond Bus in Worcestershire (160)

East Yorkshire Motor Services in Hull (352)
First in Cormnwall (599)

First in Essex (623)

First in Greater Manchester (247)

-l
@)
@)
—
w
—
)
_‘A
o Y ||
w ©
— —
_‘!! =
S l!!
o 00~ =1 01 0~
DD WO TN
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“Due to rounding the percentage very/fairly satisfied may not always
be equal to the sum of the very and fairly satisfied values in the chart
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Satisfaction with punctuality of the bus (%)

Operators continued

% = very/fairly
satisfied**

First in Leicester City (233)

T 18 s

70

First South Coast (748) IEEENY.YANN N30 13 3 78

First in South Yorkshire (872) VTN U290 9 IMUEEEE 69

First in Staffordshire (233) TN 29000 9 M2V EEKE 65

First in West of England (1234)  IECYANNN 0340 14 mowAa 68

First in West Yorkshire (872) KN 02800000 13 M0EEKE 64

First in Worcestershire (216) YA 033 16 w7owa 70

Firstin York (363) Y. N 200 8 M3 EEMm o5

Go North East in County Durham (551) . gg 9 ekl 81

Go North East in Tyne and Wear (668) Y. [*H g0 9 e 79

Go North West in Greater Manchester (333)  INENCT N 0330 12 I7'mEPE 60
Hedingham and Chambers (259) Y R 030 12 5Em 76

Metrobus (excludes TIL routes) (497) TN W29 10 e 79
morebus in Bournemouth and Poole (663) NN g3 10 38 84
National Express in West Midlands (1625) NS Eg2e 11 i7EDLE 73
Nottingham City Transport (1542) . nges 11 5% 81
Nottingham Community Transport (202) NN 0270 14 48 79
Oxford Bus in Oxfordshire (463) TN 0280000 16 Mo'wm 67

Oxford Bus — Park and Ride services (2564) NN 02600 12 4@ 78
Plymouth Citybus (664) ¥ g2 11 e el 80

Reading Buses (770) — ES—_m_F W27 11 ngeE 78

Salisbury Reds (268) YA TN25n 8 5 383

Southern Vectis (280) NN YA 27 12 & 84

Stagecoach in Cambs & Peterborough (641) Y NN 320 12 mwa 74
Stagecoach in Cheshire West and Chester (371) NI g5y 8§ m7mEnE 75
Stagecoach Cumbria and North Lancs (610) — ISE————-T——— 270 11 15k 81
Stagecoach in Derbyshire (426) — ICY NN 4 15 s 75
Stagecoach in Devon (497) YR UIINg0 s 10 3en 383

Stagecoach East - Cambs Busway (406) NV U290 16 F9UWAE 68
Stagecoach Gloucestershire (671) T ENNTIIEZEImEN 9 4W 82
Stagecoach in Greater Manchester (915) Y. 7NN TIINZmmmE. 13 femem 73
Stagecoach in Hull (387) TR gy 12 ek 79

Stagecoach in Kent (340) 7/ SENINg3EE 10 rwa 77

Stagecoach in Mersey and Halton (510) .7 SR N3 mmmmn 1 WA 76
Stagecoach Midlands (361) TN gsmn 17 '5'Ea 73

Stagecoach in NE Lincolnshire (425)  IE—m17 2y 12 58 79
Stagecoach in Nottinghamshire (283) IR 45 28 2 67
Stagecoach in Oxfordshire (403) — NEEEE—_—7 SEN—240mn 13 4 79
Stagecoach in Portsmouth (166) T 28 5 7. 86
Stagecoach in South Yorkshire (617) NI E BTN Z4nnnnmmn 12 =il 75
Stagecoach in Swindon (418) T ENNNN 420 13 4 78

Stagecoach in Tees Valley (544) I {*EENNNTTIINZEmIES 9 el 80
Stagecoach in Tyne and Wear (672) IS5 IN340mmmn 9 mogrwAa 75
Stagecoach West of England (588) Y. RN 28 12 mpvmm 72
Swindon’s Bus Co. in Swindon (671) Y SN Qunnn 8 i5E 83
Thames Travel (312) Y7 02700 13 vgiwa 71

Trent Barton in Derbyshire (386) I EN4gnmmmm 11 3 86

Trent Barton in Nottinghamshire (505) % - 038 12 rgimaE 74
Warrington's Own Buses (354) — IENCYANNNNNNIIN30TEE 12 MOoTEDE 68

Yellow Buses in Bournemouth and Poole (361) I Emg2emm 9 mmem 78

M Very satisfied M Fairly satisfied Neither/nor

M Fairly dissatisfied M Very dissatisfied

Q How satisfied were you with the punctuality of the bus?
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On-bus journey time (%)

5‘0 ‘ QO } 79 } 89 } 99 } WQO

Al 2019 70_93 National operators - averages
2018 2019

operators

o N oo Arriva 86%

First 80% First 82%

Operators 201 74 [ 22 Go-Ahead 837% Go-Ahead 86%

within PTEs - 1 National Express 82% National Express 83%

80 9 Stagecoach 86% Stagecoach 86%

Satisfaction with on-bus journey time (%)

% = very/fairly

National operators satisfied™
Arriva (5312) T g5 9 B 86
First (6757) Y37 11 5k 82
Go-Ahead (8290) NN 10 31 86
National Express (1861) Y VAR 036 10 4R 83
Stagecoach (11370) YN @7 T 10 B0 86
Operators
Arriva in Cheshire West and Chester (2650) NN, e 11 5w 82
Arriva in County Durham (353) — INEYYSNN o 13 A 84
Arriva in Hertfordshire (309) NN gs 9 81 87
Arriva in Kent (228) I YARNN g2 9 20 89
Arriva in Leicester City (263) IV 4o 18 @E 77
Arriva in Mersey and Halton (902) N7 SN B4 9 A 88
Arriva in Milton Keynes (328) IRV mggnimmm 19 eE 70
Arriva in Northumberland (391) NN 27000 10 5781 82
Arriva in Staffordshire (283) NN ge 10 1 88
Arriva in Tees Valley (1242) Y SNz 9 ;0 87
Arriva in West Yorkshire (321) 7NN g0 5 el 87
Blackpool Transport (543) N 29 7 B 89
Bluestar (341) I3 8 2 89
Brighton and Hove Bus (950) NI mge . 13 BE 82
Courtney Buses (269) T ———TTm2ommmm 7 8 90
Diamond Bus in Greater Manchester (224) VTN 430y 8 5Kk 84
Diamond Bus in Worcestershire (177)  INPYAREN " ms3nmmmmmmm 16 22 80
East Yorkshire Motor Services in Hull (385) IN-TEN.280m 7 TR 87
First in Cornwall (638) NN 28000 9 32 86
First in Essex (592) VN33 9 4 85
First in Greater Manchester (266) VAN 37000000 14 el 74

“Due to rounding the percentage very/fairly satisfied may not always
be equal to the sum of the very and fairly satisfied values in the chart

( 84 transportfocus




Satisfaction with on-bus journey time (%)

% = very/fairly

Operators continued satisfied
Firstin Leicester City (271) NSV IIIIsgnimnn 12 A 85
First South Coast (820)  IEEEG—_—T 34 9 4% 85
First in South Yorkshire (985) Y HENNggu 8 3 87
First in Staffordshire (257) YN 44 15 B 78
First in West of England (1315) VRN @7 13 58 79
First in West Yorkshire (975) Y SN @7 11 ekl 80

First in Worcestershire (245) Y. I g8 8 3m 87

Firstin York (388) I g 8 3| 85

Go North East in County Durham (608) T mggmmm 6 2 91

Go North East in Tyne and Wear (740) 30 62 92

Go North West in Greater Manchester (360) NNV ¥ BN gy 13 831 82
Hedingham and Chambers (279) RN 0ggn 8 47 86

Metrobus (excludes TIL routes) (527) T E——EgsmEE 10 1 86
morebus in Bournemouth and Poole (730) I g 7 20 90
National Express in West Midlands (1776) Iy g7 10 481 83
Nottingham City Transport (1624) S Emggemmmme g a0 89
Nottingham Community Transport (215) NS g 9 1 90
Oxford Bus in Oxfordshire (512) Y RN 0320w 16 5w 77

Oxford Bus — Park and Ride services (281) N7 BN 030 11 31 84
Plymouth Citybus (718) Iy A g 9 - 88

Reading Buses (845) g3 11 81 86

Salisbury Reds (292) 2442 93

Southern Vectis (300) (29 7 7 89

Stagecoach in Cambs & Peterborough (694) Y. YARNNNNNmngsmmmmm 11 s 81
Stagecoach in Cheshire West and Chester (413) T - Tm2emw 9 K 86
Stagecoach Cumbria and North Lancs (680) 7 SR g 9 - 89
Stagecoach in Derbyshire (451) [ ENNNIIEggnmmmmm 11 31 86
Stagecoach in Devon (555) Y SN Nggmn 9 3m 86

Stagecoach East - Cambs Busway (442) I (NN N34mmmmn 12 mwa 75
Stagecoach Gloucestershire (734) N NN TTIIEZ4TImmS 13 A 84
Stagecoach in Greater Manchester (1009) .7/ SET40EE 10 4 84

Stagecoach in Hull (438)  EEE—_—72ggi 10 8 85
Stagecoach in Kent (369) - I——— g0 8 2 89

Stagecoach in Mersey and Halton (5685) 483 11 3% 84
Stagecoach Midlands (394) IS BN gen 9 81 88
Stagecoach in NE Lincolnshire (464) Iy g2 g 22 89

Stagecoach in Nottinghamshire (292) ISV e 7. 1 ot
Stagecoach in Oxfordshire (455) — INEEEE——CEN g 8 2 89
Stagecoach in Portsmouth (195) T I——m2gmmn 11 1 88

Stagecoach in South Yorkshire (682) . yANNNNN Ommggmmmmmm 10 20 87

Stagecoach in Swindon (467) Y CEENN 44T 12 0 87

Stagecoach in Tees Valley (604) ;I mg2emmmmoe 20 9ot
Stagecoach in Tyne and Wear (767)  E— 7 S N33 7 38 87
Stagecoach West of England (618) 7NN 0g0 13 32 82
Swindon’s Bus Co. in Swindon (732) YA g7ennmmmmm 13m0 84
Thames Travel (336) NN 035 10 2 88

Trent Barton in Derbyshire (405) 7 Smgemmmm—m——"7T L 93
Trent Barton in Nottinghamshire (519) - 043mmmmn 9 37 8b
Warrington’s Own Buses (395) .7 S g 10 M 85

Yellow Buses in Bournemouth and Poole (410) — E_—af i g 5 81 91
M Very satisfied M Fairly satisfied Neither/nor M Fairly dissatisfied B Very dissatisfied

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

transportfocus 85



3 Operator results National

All Arriva

Headline results

‘ Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
64" Wiuimin

Timeliness Bus driver

Punctuality
D 72" i -

‘ Journey time .
" N—
86% =

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 88 87 87 88 47 41 8 4 5282
Fare-paying passengers 85 84 84 85 40 45 9 5 2405
Free pass holders 94 93 93 92 58 35 5 3 2808
Aged 16 to 34 81 81 82 83 34 49 11 5 1141
Aged 35 to 59 89 87 87 88 46 42 7 5 1172
Passengers commuting 84 81 82 83 37 46 10 6 1655
Passengers not commuting 92 93 91 91 53 38 6 3 35636
Passengers saying they have a disability 88 86 86 87 47 40 8 5 1761
Value for money

All fare-paying passengers 66 65 65 64 28 36 18 18 2324
Aged 16 to 34 59 62 62 61 27 34 21 19 976
Aged 35 to 59 74 66 69 67 29 38 16 17 956
Passengers commuting 64 62 62 61 25 36 19 20 1289
Passengers not commuting 71 69 71 68 33 35 18 14 991

Punctuality & time waiting for bus

Punctuality of the bus 74 73 72 72 39 33 12 16 4751
The length of time waited 73 73 73 75 38 37 13 12 5140
On-bus journey time

Time the journey on the bus took 84 85 85 86 51 35 9 5 5312
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Detailed results

2016 2017 2018 2019 2019 2019 2019 2019
Satisfaction (%) all all all all very fairly neither all
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

On the bus '

Route/destination information on the outside of the bus 84 86 85 84 53 31 12 4 5011
The cleanliness and condition of the outside of the bus 81 84 81 79 41 38 15 7 4938
The ease of getting onto the bus - - 91 92 58 34 6 2 5143
The length of time it took to board 90 90 89 91 58 33 7 2 5016
The cleanliness and condition of the inside of the bus 83 83 80 80 36 44 11 8 5209
The information provided inside the bus 70 70 67 66 30 36 27 7 4673
The availability of seating or space to stand 87 88 87 87 51 36 8 5 5115
The comfort of the seats 81 82 80 79 38 41 14 7 5094
The amount of personal space you had around you 79 80 79 79 39 40 13 8 5059
Provision of grab rails to stand/move within the bus 86 87 85 85 45 40 11 4 5023
The temperature inside the bus 80 79 79 79 38 41 13 8 5067
Your personal security whilst on the bus 85 85 86 85 46 39 12 3 5043
Ease of getting off the bus - - 90 90 51 38 7 3 5130
The bus driver

How near to the kerb the driver stopped 92 91 93 92 63 30 6 2 5109
The driver's appearance 89 89 89 91 61 29 8 1 4947
The greeting/welcome you got from the driver 71 73 75 75 48 28 18 6 5050
The helpfulness and attitude of the driver 73 74 77 76 48 27 19 6 4919
The time the driver gave you to get to your seat 78 79 82 82 52 30 12 6 5050
Smoothness/freedom from jolting during the journey 78 78 78 80 45 35 12 8 5062
Safety of the driving (i.e. speed, driver concentrating) 87 88 89 89 59 30 9 3 5083
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3 Operator results National

All First

Headline results

‘ Overall satisfaction Which themes are affecting

overall passenger satisfaction?
84 % See page 175 for an explanation of how these themes were calculated
@ Value for money
0
58" Njuimh

Timeliness Bus driver

C

‘ Punctuality
0 Bus stop
67" Niuimim s

Qo
=
£

()]
£
°

o

o]
m

* Access to the
bus stop

Journey time
© 35" s

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 84 84 83 84 42 42 9 6 6762
Fare-paying passengers 81 81 80 82 39 43 1 7 3665
Free pass holders 91 92 91 90 53 37 6 4 3001
Aged 16 to 34 78 78 80 80 32 48 14 7 1667
Aged 35 to 59 83 85 83 85 45 40 8 7 1683
Passengers commuting 77 78 80 80 34 46 12 9 2398
Passengers not commuting 90 90 88 89 51 38 7 4 4118
Passengers saying they have a disability 81 86 83 81 40 40 13 7 2037
Value for money

All fare-paying passengers 60 63 57 58 22 35 17 25 3544
Aged 16 to 34 57 60 54 58 20 35 17 27 1418
Aged 35 to 59 64 65 60 59 23 36 17 24 1457
Passengers commuting 58 60 56 55 20 35 18 27 2090
Passengers not commuting 66 67 60 62 26 37 16 21 1389
Punctuality & time waiting for bus

Punctuality of the bus 67 68 66 67 38 29 12 21 6145
The length of time waited 68 70 70 69 36 32 13 18 6621
On-bus journey time

Time the journey on the bus took 81 81 80 82 45 37 " 7 6757
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Detailed results

2016 2017 2018 2019 2019 2019 2019 2019
Satisfaction (%) all all all all very fairly neither all
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

On the bus '

Route/destination information on the outside of the bus 82 82 82 83 50 33 12 4 6382
The cleanliness and condition of the outside of the bus 77 76 78 76 37 39 16 8 6317
The ease of getting onto the bus - - 89 90 54 36 7 3 6572
The length of time it took to board 88 89 87 88 55 33 8 4 6464
The cleanliness and condition of the inside of the bus 75 75 74 74 33 41 14 12 6658
The information provided inside the bus 60 59 60 61 28 34 30 8 5952
The availability of seating or space to stand 83 83 83 84 47 37 9 7 6567
The comfort of the seats 73 73 72 74 34 40 15 11 6555
The amount of personal space you had around you 73 73 73 74 35 39 14 11 6518
Provision of grab rails to stand/move within the bus 83 83 81 82 42 39 12 6 6432
The temperature inside the bus 74 75 74 74 33 41 15 11 6507
Your personal security whilst on the bus 82 82 80 82 43 39 15 4 6493
Ease of getting off the bus - - 86 87 48 39 9 4 6578
The bus driver

How near to the kerb the driver stopped 90 91 90 91 62 29 7 2 6499
The driver's appearance 87 88 88 89 59 30 10 1 6308
The greeting/welcome you got from the driver 67 68 70 72 44 28 19 9 6446
The helpfulness and attitude of the driver 69 70 72 73 45 27 20 7 6292
The time the driver gave you to get to your seat 73 76 77 79 48 31 14 7 6480
Smoothness/freedom from jolting during the journey 73 74 74 77 41 36 15 8 6493
Safety of the driving (i.e. speed, driver concentrating) 86 87 86 88 56 33 9 3 6503

‘.‘i‘nx.."“‘ | [ [ MIcHAER RS R
The Haymai: & —— - AN LIGHT

IN CIN

transportfocus 89



3 Operator results National

All Go-Ahead

Headline results

‘ Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
59" lnduimk

Timeliness

D 78" s
(

Access to the

- bus stop

Bus stop
condition *

Journey time
OPtl aaas

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 920 91 92 91 52 39 6 3 8336
Fare-paying passengers 88 88 90 89 46 43 8 3 4510
Free pass holders 94 95 96 95 66 29 3 2 3696
Aged 16 to 34 87 85 87 87 42 45 10 3 2106
Aged 35 to 59 89 91 93 92 52 40 5 3 2112
Passengers commuting 86 88 90 87 42 45 10 4 2826
Passengers not commuting 93 93 93 94 60 34 4 2 5217
Passengers saying they have a disability 88 91 92 91 53 38 7 2 2412
Value for money

All fare-paying passengers 63 65 64 59 26 33 19 22 4419
Aged 16 to 34 57 62 59 54 22 32 21 25 1913
Aged 35 to 59 66 67 66 64 29 35 17 19 1823
Passengers commuting 63 63 62 56 22 34 21 23 2466
Passengers not commuting 63 67 66 64 31 33 16 20 1885
Punctuality & time waiting for bus

Punctuality of the bus 79 77 80 78 47 31 1 11 7612
The length of time waited 77 78 80 77 43 34 13 10 8128
On-bus journey time

Time the journey on the bus took 87 86 88 86 53 33 10 4 8290
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Detailed results

2016 2017 2018 2019 2019 2019 2019 2019
Satisfaction (%) all all all all very fairly neither all
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

On the bus '

Route/destination information on the outside of the bus 88 88 89 87 56 31 10 3 7964
The cleanliness and condition of the outside of the bus 85 85 86 86 48 38 11 4 7850
The ease of getting onto the bus - - 93 93 64 30 5 2 81569
The length of time it took to board <l 91 92 92 63 29 6 2 8003
The cleanliness and condition of the inside of the bus 83 84 84 84 42 42 9 6 8240
The information provided inside the bus 71 74 74 75 39 36 21 4 7559
The availability of seating or space to stand 89 89 89 90 58 33 6 4 8136
The comfort of the seats 80 82 82 82 42 41 12 5 8113
The amount of personal space you had around you 80 80 81 81 43 38 12 7 8081
Provision of grab rails to stand/move within the bus 86 87 87 87 49 38 10 3 8002
The temperature inside the bus 81 82 81 83 42 41 11 6 8079
Your personal security whilst on the bus 88 88 88 88 52 36 10 2 8013
Ease of getting off the bus - - 91 92 57 35 6 2 8132
The bus driver

How near to the kerb the driver stopped 92 93 94 93 66 26 6 1 8080
The driver's appearance 92 92 92 93 68 25 6 1 7948
The greeting/welcome you got from the driver 79 82 82 83 56 27 12 5 81083
The helpfulness and attitude of the driver 79 82 84 83 57 26 13 4 7901
The time the driver gave you to get to your seat 83 84 85 85 57 28 11 4 8046
Smoothness/freedom from jolting during the journey 78 81 82 82 48 34 12 6 8084
Safety of the driving (i.e. speed, driver concentrating) 90 90 91 91 62 29 7 2 8086
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3 Operator results National

All National Express

Headline results

‘ Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
66" Nimimim

Bus driver

Punctuality
Timeliness
73% B ——

@ Boarding the

Bus stop
condition

Journey time
OFti aaas

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 84 85 84 85 40 45 10 5 1857
Fare-paying passengers 82 83 83 83 36 47 12 5 1200
Free pass holders 92 93 88 91 53 37 5 4 616
Aged 16 to 34 81 79 80 82 32 50 13 5 591
Aged 35 to 59 84 86 84 84 40 44 12 4 522
Passengers commuting 80 80 80 82 32 50 12 6 792
Passengers not commuting 89 90 87 88 48 40 8 4 1004
Passengers saying they have a disability 84 85 86 85 44 41 9 6 508
Value for money

All fare-paying passengers 62 63 66 66 29 37 18 16 1163
Aged 16 to 34 59 56 63 63 27 37 19 17 549
Aged 35 to 59 66 72 70 68 31 37 18 14 471
Passengers commuting 59 60 61 65 26 39 18 17 711
Passengers not commuting 67 68 74 69 35 34 18 13 424
Punctuality & time waiting for bus

Punctuality of the bus 70 70 70 73 41 32 " 16 1704
The length of time waited 71 71 73 72 39 33 13 15 1836
On-bus journey time

Time the journey on the bus took 82 79 82 83 47 36 10 7 1861
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Detailed results

2016 2017 2018 2019 2019 2019 2019 2019
Satisfaction (%) all all all all very fairly neither all
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

On the bus I

Route/destination information on the outside of the bus 82 82 83 83 48 35 12 5 1762
The cleanliness and condition of the outside of the bus 74 77 78 77 35 42 14 9 1750
The ease of getting onto the bus - - 88 87 54 33 8 5 1818
The length of time it took to board 87 87 87 87 56 31 9 4 1784
The cleanliness and condition of the inside of the bus 71 72 73 72 32 40 14 13 1847
The information provided inside the bus 69 70 72 71 32 39 23 6 1710
The availability of seating or space to stand 82 84 84 84 46 38 9 7 1813
The comfort of the seats 74 76 76 75 35 40 15 10 1795
The amount of personal space you had around you 73 73 75 76 37 40 12 12 1779
Provision of grab rails to stand/move within the bus 82 82 81 82 40 42 13 5 1776
The temperature inside the bus 75 76 77 73 34 39 16 11 1797
Your personal security whilst on the bus 78 78 79 76 38 39 17 6 1780
Ease of getting off the bus - - 84 85 47 38 10 5 1806
The bus driver

How near to the kerb the driver stopped 88 90 90 91 57 34 7 2 1803
The driver's appearance 83 86 88 88 53 34 10 2 1686
The greeting/welcome you got from the driver 60 62 66 65 35 31 25 10 1682
The helpfulness and attitude of the driver 66 65 69 66 37 29 26 8 1641
The time the driver gave you to get to your seat 72 71 74 73 40 35 15 9 1742
Smoothness/freedom from jolting during the journey 74 74 75 75 36 39 16 10 1760
Safety of the driving (i.e. speed, driver concentrating) 84 86 85 86 50 36 10 4 1766

-

i
1
L

il

transportfocus 93



3 Operator results National

All Stagecoach

Headline results

‘ Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
66" Nimimim

Timeliness

Punctuality
Bus driver
76% B —— *

Bus stop
condition

& Boarding the bus

Journey time
© 36" s

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all base
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied size

Overall journey satisfaction

All passengers 86 20 20 91 49 42 6 3 11386
Fare-paying passengers 83 88 88 89 43 46 7 4 5809
Free pass holders 92 94 94 94 61 33 3 2 5407

Aged 16 to 34 80 86 86 88 38 50 8 4 2647

Aged 35 to 59 86 90 90 91 50 41 6 3 2722

Passengers commuting 81 87 88 87 39 48 8 4 3449
Passengers not commuting el 93 92 94 55 39 4 2 7502

Passengers saying they have a disability 85 89 89 89 50 40 7 4 3520
Value for money

All fare-paying passengers 68 68 65 66 28 38 17 18 5618

Aged 16 to 34 63 63 63 62 26 36 18 19 2291

Aged 35 to 59 72 73 68 70 29 41 15 156 2320
Passengers commuting 67 67 64 64 27 37 17 19 2975
Passengers not commuting 70 70 68 68 30 39 16 16 2528
Punctuality & time waiting for bus

Punctuality of the bus 72 75 75 76 44 32 12 12 10309
The length of time waited 73 76 76 77 42 35 12 11 11110
On-bus journey time

Time the journey on the bus took 82 85 86 86 49 37 10 5 11370
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Detailed results

2016 2017 2018 2019 2019 2019 2019 2019 2019
Satisfaction (%) all all all all very fairly neither all base
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied size
On the bus '
Route/destination information on the outside of the bus 85 86 86 86 53 33 11 3 10807
The cleanliness and condition of the outside of the bus 79 81 81 80 40 40 14 6 10596
The ease of getting onto the bus - - 92 92 59 33 6 2 11114
The length of time it took to board 89 91 91 92 60 32 6 2 10844
The cleanliness and condition of the inside of the bus 78 82 81 80 38 43 11 9 11273
The information provided inside the bus 67 68 68 68 32 36 26 6 10005
The availability of seating or space to stand 87 87 88 89 53 37 7 4 11036
The comfort of the seats 78 81 81 80 39 41 13 7 11012
The amount of personal space you had around you 75 78 80 80 40 40 12 8 10951
Provision of grab rails to stand/move within the bus 84 86 87 86 47 39 10 3 10847
The temperature inside the bus 77 80 82 80 39 41 13 7 10944
Your personal security whilst on the bus 85 87 87 86 48 38 11 3 10916
Ease of getting off the bus - - 90 90 53 37 7 3 11049
The bus driver
How near to the kerb the driver stopped 91 93 93 94 63 30 5 1 11037
The driver's appearance 89 91 91 92 64 28 7 1 10734
The greeting/welcome you got from the driver 72 77 79 78 49 29 17 6 10941
The helpfulness and attitude of the driver 74 78 80 79 50 29 16 5 10694
The time the driver gave you to get to your seat 77 82 83 82 52 31 12 6 10900
Smoothness/freedom from jolting during the journey 75 80 81 80 46 35 13 7 10934
Safety of the driving (i.e. speed, driver concentrating) 87 90 90 90 59 32 7 2 10963
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3 Operator results Individual

Arriva in Cheshire West and Chester

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 93 84 55 29 9 7 251
Fare-paying passengers - - 90 80 51 28 " 9 97
Free pass holders - - 95 92 62 30 6 2 151
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - = - - - - =
Passengers not commuting - - 93 92 64 29 6 2 189
Passengers saying they have a disability - - 90 79 55 24 14 7 88

Value for money

All fare-paying passengers - - 60 58 24 34 21 21 93
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - 76 72 45 27 15 13 219
The length of time waited - - 76 71 39 32 18 11 238
On-bus journey time

Time journey on the bus took - - 94 82 56 26 " 7 250
On the bus

Route/destination information on the outside of the bus - - 86 86 59 27 10 5 235
The cleanliness and condition of the outside of the bus - - 86 78 43 35 17 5 241
The ease of getting onto the bus - - 91 93 66 27 6 1 244
The length of time it took to board - - 92 90 67 23 8 2 242
The cleanliness and condition of the inside of the bus - - 87 80 42 38 14 6 242
The information provided inside the bus - - 75 59 32 28 30 11 217
The availability of seating or space to stand - - 88 85 56 29 1 4 242
The comfort of the seats - - 86 79 45 34 14 8 241
The amount of personal space you had around you - - 86 81 43 37 " 8 238
Provision of grab rails to stand/move within the bus - - 89 84 45 39 13 2 242
The temperature inside the bus - - 83 80 44 36 10 10 238
Your personal security whilst on the bus - - 88 84 48 36 14 2 238
Ease of getting off the bus - - 92 89 58 31 8 3 244
The bus driver

How near to the kerb the driver stopped - - 97 93 69 23 6 1 246
The driver's appearance - - 94 90 67 24 9 1 234
The greeting/welcome you got from the driver - - 79 76 50 26 18 5 238
The helpfulness and attitude of the driver - - 77 76 51 24 19 6 232
The time the driver gave you to get to your seat - - 87 86 55 31 1 4 242
Smoothness/freedom from jolting during the journey - - 87 82 50 32 1 7 243
Safety of the driving (i.e. speed, driver concentrating) - - 92 86 62 23 10 5 245
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Arriva in County Durham

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 85 88 86 88 45 43 8 4 348
Fare-paying passengers 79 85 81 84 39 45 12 4 175
Free pass holders 94 92 92 93 55 38 4 3 167
Aged 16 to 34 74 - - 86 39 46 12 4 112
Aged 35 to 59 el - - 91 41 50 6 3 83
Passengers commuting 80 - 84 79 36 43 16 5 115
Passengers not commuting 89 87 88 94 50 44 4 2 220
Passengers saying they have a disability 83 86 86 90 50 40 7 3 126
Value for money

All fare-paying passengers 54 73 66 66 36 30 17 17 168
Aged 16 to 34 - - - 66 32 34 13 21 94
Aged 35 to 59 - - - - - - - - -
Passengers commuting 52 - - 63 36 27 19 18 93
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus 70 66 67 65 30 34 16 19 311
The length of time waited 67 71 69 67 33 34 18 156 345
On-bus journey time

Time journey on the bus took 81 86 88 84 44 40 13 3 363
On the bus

Route/destination information on the outside of the bus 84 87 85 82 49 33 15 4 333
The cleanliness and condition of the outside of the bus 77 75 77 75 32 42 16 9 325
The ease of getting onto the bus - - 93 90 51 38 7 4 345
The length of time it took to board 85 88 92 87 55 33 8 5 333
The cleanliness and condition of the inside of the bus 79 79 79 69 30 39 19 13 361
The information provided inside the bus 72 72 69 69 28 41 24 7 319
The availability of seating or space to stand 81 89 89 82 42 40 1 7 343
The comfort of the seats 79 82 82 76 35 41 18 6 342
The amount of personal space you had around you 77 78 82 73 34 39 18 8 338
Provision of grab rails to stand/move within the bus 82 85 84 80 39 41 16 4 330
The temperature inside the bus 77 82 78 76 37 40 17 7 342
Your personal security whilst on the bus 83 86 85 80 40 40 15 4 340
Ease of getting off the bus - - 91 86 47 39 " 3 344
The bus driver

How near to the kerb the driver stopped 91 94 96 94 60 34 6 0 336
The driver's appearance 88 94 93 92 61 30 6 2 327
The greeting/welcome you got from the driver 70 75 79 78 47 31 14 8 338
The helpfulness and attitude of the driver 74 76 80 81 50 30 15 5 324
The time the driver gave you to get to your seat 80 81 85 86 57 30 10 4 338
Smoothness/freedom from jolting during the journey 75 77 74 85 46 39 10 5 335
Safety of the driving (i.e. speed, driver concentrating) 89 88 87 91 58 33 6 3 340
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3 Operator results Individual

Arriva in Hertfordshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 87 47 39 7 6 308
Fare-paying passengers - - - 81 42 40 " 8 102
Free pass holders - - - 91 54 37 4 5 200
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - 92 50 42 4 4 227
Passengers saying they have a disability - - - 86 42 44 6 8 101

Value for money

All fare-paying passengers - - - 64 21 43 18 18 98
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - - 69 31 38 13 18 271
The length of time waited - - - 73 34 39 12 156 300
On-bus journey time

Time journey on the bus took - - - 87 53 35 9 4 309
On the bus

Route/destination information on the outside of the bus - - - 84 50 33 12 4 293
The cleanliness and condition of the outside of the bus - - - 81 35 46 13 6 287
The ease of getting onto the bus - - - 94 53 41 3 3 297
The length of time it took to board - - - 91 49 41 6 3 289
The cleanliness and condition of the inside of the bus - - - 82 34 48 1 7 304
The information provided inside the bus - - - 63 25 39 26 11 266
The availability of seating or space to stand - - - 87 47 41 6 7 302
The comfort of the seats - - - 80 38 42 13 7 301
The amount of personal space you had around you - - - 79 37 42 13 8 299
Provision of grab rails to stand/move within the bus - - - 85 45 39 10 5 291
The temperature inside the bus - - - 7 36 41 15 8 299
Your personal security whilst on the bus - - - 84 45 39 12 4 299
Ease of getting off the bus - - - 89 48 40 7 4 304
The bus driver

How near to the kerb the driver stopped - - - 94 59 34 3 3 296
The driver's appearance - - - 92 59 33 6 2 280
The greeting/welcome you got from the driver - - - 75 46 28 18 7 287
The helpfulness and attitude of the driver - - - 73 47 26 19 7 283
The time the driver gave you to get to your seat - - - 86 54 32 12 2 290
Smoothness/freedom from jolting during the journey - - - 82 48 34 14 5 292
Safety of the driving (i.e. speed, driver concentrating) - - - 90 58 32 9 1 295
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Arriva in Kent

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 79 88 46 42 8 4 228
Fare-paying passengers - - 73 86 43 42 " 5 109
Free pass holders - - 88 94 51 42 4 2 118
Aged 16 to 34 - - 69 - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - 69 - - - - - -
Passengers not commuting - - 88 92 51 41 6 2 164
Passengers saying they have a disability - - 70 - - - - - -
Value for money

All fare-paying passengers - - 50 53 29 24 25 22 929
Aged 16 to 34 - - 40 - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - 43 = - - - - =
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus - - 58 69 41 29 12 19 204
The length of time waited - - 61 73 37 36 14 13 221
On-bus journey time

Time journey on the bus took - - 78 89 47 42 9 2 228
On the bus

Route/destination information on the outside of the bus - - 82 82 53 30 15 3 216
The cleanliness and condition of the outside of the bus - - 78 81 43 38 12 7 217
The ease of getting onto the bus - - 83 91 60 32 6 2 225
The length of time it took to board - - 80 90 58 31 8 3 217
The cleanliness and condition of the inside of the bus - - 74 79 38 41 13 8 223
The information provided inside the bus - - 64 69 34 34 24 8 198
The availability of seating or space to stand - - 78 92 56 37 5 3 221
The comfort of the seats - - 74 78 39 39 15 7 216
The amount of personal space you had around you - - 73 84 42 42 12 4 221
Provision of grab rails to stand/move within the bus - - 80 88 45 43 9 2 218
The temperature inside the bus - - 73 84 44 40 9 7 220
Your personal security whilst on the bus - - 79 89 54 35 8 3 218
Ease of getting off the bus - - 85 90 55 35 5 4 220
The bus driver

How near to the kerb the driver stopped - - 93 91 60 31 2 221
The driver's appearance - - 89 91 58 34 8 1 211
The greeting/welcome you got from the driver - - 75 72 47 25 20 8 216
The helpfulness and attitude of the driver - - 75 74 47 27 21 5 210
The time the driver gave you to get to your seat - - 83 82 53 29 10 8 218
Smoothness/freedom from jolting during the journey - - 78 75 41 34 14 11 220
Safety of the driving (i.e. speed, driver concentrating) - - 84 86 58 27 13 2 219
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3 Operator results Individual

Arriva in Leicester City

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 87 84 88 83 23 61 10 7 263
Fare-paying passengers 86 80 85 79 16 63 12 9 134
Free pass holders 91 91 95 92 37 55 5 2 124
Aged 16 to 34 - 73 84 - - - - - -
Aged 35 to 59 - 87 90 - - - - - -
Passengers commuting 87 77 83 74 15 59 12 14 85
Passengers not commuting 87 92 92 90 28 62 8 1 171
Passengers saying they have a disability - 89 85 - - - - - -
Value for money

All fare-paying passengers 51 67 60 55 13 42 24 21 132
Aged 16 to 34 - - 60 - - - - - -
Aged 35 to 59 - - 58 - - - - - -
Passengers commuting 52 63 55 Bl 8 44 21 28 76
Passengers not commuting - - 66 - - - - - -
Punctuality and time waiting for the bus

Punctuality of the bus 70 75 71 57 25 32 25 18 244
The length of time waited 70 75 75 b4 20 35 30 16 257
On-bus journey time

Time journey on the bus took 81 87 83 77 29 49 18 5 263
On the bus

Route/destination information on the outside of the bus 85 83 84 83 44 39 1 6 248
The cleanliness and condition of the outside of the bus 80 81 79 70 27 43 21 9 252
The ease of getting onto the bus - - 92 91 47 43 8 1 268
The length of time it took to board 89 86 AN 86 40 46 1 3 253
The cleanliness and condition of the inside of the bus 75 81 78 72 29 43 15 13 259
The information provided inside the bus 62 62 63 60 25 34 31 10 234
The availability of seating or space to stand 81 83 86 7 33 44 14 9 264
The comfort of the seats 77 84 79 77 29 48 18 6 255
The amount of personal space you had around you 75 80 75 78 35 43 15 7 251
Provision of grab rails to stand/move within the bus 80 85 81 80 35 45 13 6 252
The temperature inside the bus 7 81 79 80 32 48 15 5 264
Your personal security whilst on the bus 80 82 81 88 36 52 1 1 254
Ease of getting off the bus - - 91 89 40 49 9 2 257
The bus driver

How near to the kerb the driver stopped 92 86 93 91 52 39 8 1 248
The driver's appearance 83 83 el 89 b4 36 9 1 243
The greeting/welcome you got from the driver 64 66 76 71 42 28 22 7 262
The helpfulness and attitude of the driver 68 68 77 71 37 34 22 8 248
The time the driver gave you to get to your seat 71 72 78 79 41 38 15 6 254
Smoothness/freedom from jolting during the journey 71 75 77 81 37 43 12 7 251
Safety of the driving (i.e. speed, driver concentrating) 86 85 88 89 47 41 9 2 252
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Arriva in Mersey and Halton

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 90 91 90 90 50 40 7 3 901
Fare-paying passengers 88 90 88 90 43 47 7 3 426
Free pass holders 93 93 93 91 62 29 7 2 464
Aged 16 to 34 82 89 89 89 39 50 9 2 222
Aged 35 to 59 94 89 87 89 47 42 6 5 208
Passengers commuting 86 88 87 90 42 47 7 3 319
Passengers not commuting 93 93 93 91 55 36 7 2 545
Passengers saying they have a disability 87 87 89 89 51 38 7 5 290
Value for money

All fare-paying passengers 71 64 74 72 33 38 17 11 423
Aged 16 to 34 65 60 72 3 32 41 17 10 206
Aged 35 to 59 79 67 77 70 34 36 17 13 175
Passengers commuting 69 63 72 V4 29 42 15 14 251
Passengers not commuting 78 63 78 73 38 34 19 8 163
Punctuality and time waiting for the bus

Punctuality of the bus 78 74 76 76 42 34 1 13 802
The length of time waited 77 73 77 79 43 36 12 10 880
On-bus journey time

Time journey on the bus took 86 90 87 88 54 34 9 3 902
On the bus

Route/destination information on the outside of the bus 85 88 86 84 54 30 13 4 867
The cleanliness and condition of the outside of the bus 85 87 84 80 43 36 16 4 845
The ease of getting onto the bus - - 92 91 59 32 8 1 883
The length of time it took to board 91 93 90 91 61 30 8 1 863
The cleanliness and condition of the inside of the bus 86 86 83 83 38 44 1 6 891
The information provided inside the bus 71 72 67 67 30 38 28 5 802
The availability of seating or space to stand 87 88 88 87 53 34 9 4 877
The comfort of the seats 83 86 82 79 40 40 14 7 873
The amount of personal space you had around you 80 80 79 78 41 37 14 8 869
Provision of grab rails to stand/move within the bus 87 89 86 84 46 38 12 4 865
The temperature inside the bus 80 80 82 78 36 42 14 8 868
Your personal security whilst on the bus 85 87 87 85 47 38 12 3 864
Ease of getting off the bus - - 91 90 52 38 7 3 876
The bus driver

How near to the kerb the driver stopped 94 92 94 92 65 27 6 1 874
The driver's appearance 91 89 0 91 63 28 9 1 836
The greeting/welcome you got from the driver 71 72 74 75 44 30 21 4 841
The helpfulness and attitude of the driver 74 74 76 74 46 28 21 4 829
The time the driver gave you to get to your seat 78 74 80 79 48 31 15 6 854
Smoothness/freedom from jolting during the journey 80 77 78 79 44 35 13 8 868
Safety of the driving (i.e. speed, driver concentrating) 89 88 90 88 60 28 10 2 868
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3 Operator results Individual

Arriva in Milton Keynes

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 82 82 82 4 28 43 17 12 326
Fare-paying passengers 79 81 80 68 24 44 21 1 194
Free pass holders 89 87 86 81 43 37 5 15 130
Aged 16 to 34 78 76 - 72 28 44 21 7 87
Aged 35 to 59 80 83 83 64 22 42 15 21 89
Passengers commuting 80 72 76 65 20 45 23 12 147
Passengers not commuting 85 94 86 83 44 39 7 10 163
Passengers saying they have a disability 80 80 82 67 31 36 14 19 102
Value for money

All fare-paying passengers 59 60 64 48 20 28 21 31 183
Aged 16 to 34 56 - - 47 23 24 24 29 81
Aged 35 to 59 61 56 70 - - - - - -
Passengers commuting 61 55 61 48 19 29 21 31 134
Passengers not commuting - - 68 - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus 63 66 59 47 17 30 16 37 295
The length of time waited 61 64 59 53 18 35 1 36 325
On-bus journey time

Time journey on the bus took 81 82 85 70 32 38 19 1 328
On the bus

Route/destination information on the outside of the bus 82 82 83 76 34 42 15 8 314
The cleanliness and condition of the outside of the bus 75 78 80 67 26 40 21 12 312
The ease of getting onto the bus - - 89 84 41 43 12 5 316
The length of time it took to board 86 86 87 84 38 46 10 6 309
The cleanliness and condition of the inside of the bus 74 78 79 67 20 46 21 12 325
The information provided inside the bus 61 63 59 55 17 38 34 11 293
The availability of seating or space to stand 85 81 85 76 32 44 15 9 312
The comfort of the seats 71 72 80 71 19 52 19 10 308
The amount of personal space you had around you 64 71 80 67 22 45 21 12 316
Provision of grab rails to stand/move within the bus 77 80 80 73 25 49 19 8 307
The temperature inside the bus 76 74 79 68 24 43 17 15 310
Your personal security whilst on the bus 82 79 83 73 28 45 21 6 311
Ease of getting off the bus - - 90 84 36 48 " 6 311
The bus driver

How near to the kerb the driver stopped 92 89 9N 82 42 40 14 4 315
The driver's appearance 86 85 86 81 46 35 15 4 307
The greeting/welcome you got from the driver 70 67 73 65 36 29 21 14 311
The helpfulness and attitude of the driver 71 69 73 64 34 29 26 10 301
The time the driver gave you to get to your seat 74 79 79 73 39 34 18 9 306
Smoothness/freedom from jolting during the journey 70 71 76 67 29 39 20 13 306
Safety of the driving (i.e. speed, driver concentrating) 82 83 86 84 45 40 10 6 312
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Arriva in Northumberland

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 90 92 88 86 57 29 8 6 389
Fare-paying passengers 86 88 83 81 51 30 10 9 187
Free pass holders 94 97 94 94 69 25 4 1 193
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 89 - 90 88 60 28 8 4 94
Passengers commuting - - 82 76 38 38 " 13 88
Passengers not commuting 94 94 0 91 67 24 6 3 288
Passengers saying they have a disability 86 97 85 7 52 25 12 1 140
Value for money

All fare-paying passengers 54 61 59 58 23 34 15 27 179
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - 65 25 40 13 22 76
Passengers commuting - - - ol 17 34 17 32 75
Passengers not commuting - - 58 65 30 35 14 21 101
Punctuality and time waiting for the bus

Punctuality of the bus 78 82 68 75 46 29 10 15 355
The length of time waited 75 79 73 76 48 28 1 12 374
On-bus journey time

Time journey on the bus took 86 94 88 82 55 27 10 8 391
On the bus

Route/destination information on the outside of the bus 85 89 85 79 54 25 18 2 364
The cleanliness and condition of the outside of the bus 79 81 85 78 42 35 13 9 362
The ease of getting onto the bus - - 92 88 64 24 9 3 379
The length of time it took to board 93 94 94 89 67 22 8 3 372
The cleanliness and condition of the inside of the bus 84 83 83 74 39 35 13 13 384
The information provided inside the bus 67 69 68 65 32 33 30 5 341
The availability of seating or space to stand 87 91 89 83 51 33 10 7 380
The comfort of the seats 83 75 80 69 32 37 18 13 377
The amount of personal space you had around you 83 79 82 73 35 38 15 13 375
Provision of grab rails to stand/move within the bus 83 89 88 86 49 36 9 5 372
The temperature inside the bus 80 81 79 79 41 38 1 10 372
Your personal security whilst on the bus 89 88 89 87 52 36 10 3 371
Ease of getting off the bus - - 92 88 57 31 8 4 378
The bus driver

How near to the kerb the driver stopped 91 95 I 89 69 20 9 2 379
The driver's appearance 93 96 0 90 68 22 8 2 370
The greeting/welcome you got from the driver 80 84 81 80 57 24 10 10 381
The helpfulness and attitude of the driver 82 86 82 83 60 23 1 5 372
The time the driver gave you to get to your seat 88 0 9N 85 63 22 " 4 375
Smoothness/freedom from jolting during the journey 82 86 84 82 54 28 1 7 376
Safety of the driving (i.e. speed, driver concentrating) 91 95 91 92 68 24 5 3 379
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3 Operator results Individual

Arriva in Staffordshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 89 90 88 4 44 8 4 277
Fare-paying passengers - 87 86 87 32 55 9 4 107
Free pass holders - 93 95 90 56 34 7 3 169
Aged 16 to 34 - - 89 - - - - - -
Aged 35 to 59 - - 86 - - - - - -
Passengers commuting - - 83 - - - - - -
Passengers not commuting - 93 94 89 51 38 8 3 207
Passengers saying they have a disability - 91 92 92 48 44 5 2 100
Value for money

All fare-paying passengers - 65 62 56 28 28 19 25 108
Aged 16 to 34 - - 63 - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - 57 = - - - - =
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus - 75 70 69 46 23 9 22 265
The length of time waited - 75 73 71 41 29 13 16 269
On-bus journey time

Time journey on the bus took - 88 87 88 53 36 10 2 283
On the bus

Route/destination information on the outside of the bus - 88 85 83 58 25 13 3 262
The cleanliness and condition of the outside of the bus - 78 81 80 40 40 13 7 257
The ease of getting onto the bus - - 92 89 58 32 7 4 267
The length of time it took to board - 91 AN 91 63 28 7 2 266
The cleanliness and condition of the inside of the bus - 81 84 77 37 40 16 7 276
The information provided inside the bus - 72 67 64 29 36 29 6 247
The availability of seating or space to stand - 89 85 89 55 34 8 3 270
The comfort of the seats - 77 79 79 33 46 13 8 267
The amount of personal space you had around you - 79 78 81 41 39 13 6 262
Provision of grab rails to stand/move within the bus - 83 86 85 48 37 12 3 260
The temperature inside the bus - 79 81 79 35 44 14 7 261
Your personal security whilst on the bus - 84 86 85 50 35 13 2 262
Ease of getting off the bus - - 91 90 50 39 8 3 270
The bus driver

How near to the kerb the driver stopped - 94 92 91 65 26 8 1 275
The driver's appearance - 89 0 89 61 28 9 3 265
The greeting/welcome you got from the driver - 78 76 76 48 28 17 7 272
The helpfulness and attitude of the driver - 78 77 77 51 25 17 6 265
The time the driver gave you to get to your seat - 83 85 87 62 25 9 5 275
Smoothness/freedom from jolting during the journey - 84 78 80 46 34 1 9 272
Safety of the driving (i.e. speed, driver concentrating) - 87 90 89 58 31 8 4 274
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Arriva in Tees Valley

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 92 91 90 91 51 40 7 2 1236
Fare-paying passengers 89 89 87 90 44 47 8 2 546
Free pass holders 95 93 94 92 59 33 5 2 673
Aged 16 to 34 88 81 83 87 39 48 10 3 299
Aged 35 to 59 92 95 92 92 47 45 6 2 248
Passengers commuting 88 84 82 87 39 48 " 2 335
Passengers not commuting 95 95 95 93 57 37 4 2 857
Passengers saying they have a disability 91 90 92 90 52 38 8 2 439
Value for money

All fare-paying passengers 62 66 69 63 29 33 17 21 521

Aged 16 to 34 59 58 64 60 31 29 17 23 227
Aged 35 to 59 65 71 73 62 25 37 18 20 199
Passengers commuting 60 61 62 60 27 33 18 22 263
Passengers not commuting 67 69 77 66 32 34 15 19 246
Punctuality and time waiting for the bus

Punctuality of the bus 82 79 73 78 45 32 9 13 117
The length of time waited 83 78 74 79 43 36 1 10 1205
On-bus journey time

Time journey on the bus took 88 88 84 87 54 33 9 4 1242
On the bus

Route/destination information on the outside of the bus 86 89 84 86 b4 32 11 4 1181
The cleanliness and condition of the outside of the bus 83 85 82 83 42 40 5 1148
The ease of getting onto the bus - - 92 91 60 31 6 2 1193
The length of time it took to board 92 93 9N 92 59 32 6 2 1166
The cleanliness and condition of the inside of the bus 81 86 84 82 37 45 1 7 1223
The information provided inside the bus 70 76 73 73 34 39 20 6 1114
The availability of seating or space to stand 89 90 89 89 54 34 7 4 1190
The comfort of the seats 76 82 82 82 39 42 1 7 1189
The amount of personal space you had around you 79 82 82 82 41 41 12 6 1182
Provision of grab rails to stand/move within the bus 87 87 87 87 47 39 9 4 1181
The temperature inside the bus 79 84 81 80 42 38 13 7 1185
Your personal security whilst on the bus 89 90 87 86 49 36 12 2 1180
Ease of getting off the bus - - 90 90 55 35 8 2 1198
The bus driver

How near to the kerb the driver stopped 93 93 93 94 66 28 5 2 1196
The driver's appearance 92 93 92 91 65 26 7 2 1173
The greeting/welcome you got from the driver 77 82 80 81 53 28 13 6 1200
The helpfulness and attitude of the driver 78 83 81 82 54 28 14 4 1161
The time the driver gave you to get to your seat 83 87 88 90 59 31 7 3 1188
Smoothness/freedom from jolting during the journey 81 83 82 82 49 34 1 7 1181
Safety of the driving (i.e. speed, driver concentrating) 88 90 90 90 62 29 7 2 1178
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3 Operator results Individual

Arriva in West Yorkshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 84 80 90 90 53 37 5 5 316
Fare-paying passengers 78 74 87 90 45 44 5 5 126
Free pass holders 97 92 95 92 66 25 4 4 188
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - 81 92 94 53 40 4 2 76
Passengers commuting 78 67 90 88 43 45 7 5 86
Passengers not commuting 91 92 89 93 61 32 2 5 220
Passengers saying they have a disability - 79 88 88 b7 32 4 8 104
Value for money

All fare-paying passengers 70 63 64 65 28 36 19 16 122
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - 58 67 - - - - - -
Passengers commuting - b7 63 64 24 40 19 17 75
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus 68 66 80 79 44 35 1 10 296
The length of time waited 68 70 81 82 42 41 1 7 305
On-bus journey time

Time journey on the bus took 78 77 84 87 57 30 5 8 321
On the bus

Route/destination information on the outside of the bus 87 85 85 85 60 25 1 4 293
The cleanliness and condition of the outside of the bus 80 83 81 79 45 34 12 9 286
The ease of getting onto the bus - - 92 91 64 27 7 2 305
The length of time it took to board 89 88 0 90 66 24 7 3 290
The cleanliness and condition of the inside of the bus 81 74 78 82 37 44 8 10 306
The information provided inside the bus 72 66 70 66 36 30 27 8 272
The availability of seating or space to stand 84 86 88 87 57 29 9 4 301
The comfort of the seats 81 77 82 80 44 36 12 8 302
The amount of personal space you had around you 74 79 80 82 45 37 9 9 296
Provision of grab rails to stand/move within the bus 88 83 84 87 52 35 8 5 295
The temperature inside the bus 76 70 75 83 39 44 10 7 299
Your personal security whilst on the bus 83 76 88 85 49 36 12 3 292
Ease of getting off the bus - - 89 89 54 35 7 4 304
The bus driver

How near to the kerb the driver stopped 88 86 92 92 68 25 4 4 300
The driver’s appearance 87 84 90 90 65 25 8 2 294
The greeting/welcome you got from the driver 73 66 76 78 53 25 15 7 295
The helpfulness and attitude of the driver 71 68 80 78 53 25 17 6 286
The time the driver gave you to get to your seat 77 76 85 82 b7 25 1 6 293
Smoothness/freedom from jolting during the journey 76 71 79 80 47 33 10 10 298
Safety of the driving (i.e. speed, driver concentrating) 80 86 91 88 62 26 8 4 296
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Blackpool Transport

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 88 87 90 92 60 31 6 2 543
Fare-paying passengers 87 83 86 88 53 35 9 3 272
Free pass holders 90 93 95 98 73 25 2 0 265
Aged 16 to 34 87 79 83 84 41 43 13 3 84
Aged 35 to 59 84 92 95 90 63 27 6 4 150
Passengers commuting 87 86 80 87 49 38 10 3 126
Passengers not commuting 90 87 96 94 65 28 5 2 401
Passengers saying they have a disability 87 83 92 90 59 31 9 1 205
Value for money

All fare-paying passengers 75 70 70 60 33 26 15 26 259
Aged 16 to 34 75 67 63 54 33 21 14 32 76
Aged 35 to 59 76 75 79 66 34 32 16 18 133
Passengers commuting 74 62 60 ol 24 27 14 36 106
Passengers not commuting 76 82 81 67 41 26 15 17 160
Punctuality and time waiting for the bus

Punctuality of the bus 75 78 77 86 59 26 9 6 505
The length of time waited 75 77 74 84 55 29 10 5 524
On-bus journey time

Time journey on the bus took 83 82 87 89 59 29 7 4 543
On the bus

Route/destination information on the outside of the bus 84 85 81 87 61 26 9 4 515
The cleanliness and condition of the outside of the bus 80 84 86 87 54 32 10 4 511
The ease of getting onto the bus - - 91 93 65 28 4 3 526
The length of time it took to board 89 89 9N 92 65 27 5 3 516
The cleanliness and condition of the inside of the bus 75 80 86 87 51 36 8 5 534
The information provided inside the bus 68 66 78 81 49 32 15 3 495
The availability of seating or space to stand 84 83 84 91 59 32 5 4 519
The comfort of the seats 71 73 84 84 50 34 10 6 524
The amount of personal space you had around you 78 74 80 83 49 35 12 5 519
Provision of grab rails to stand/move within the bus 82 82 87 86 56 31 10 4 510
The temperature inside the bus 77 78 83 84 46 38 1 5 520
Your personal security whilst on the bus 84 84 88 87 55 32 1 3 517
Ease of getting off the bus - - 89 90 61 30 6 3 526
The bus driver

How near to the kerb the driver stopped 91 90 9N 93 72 22 4 3 b27
The driver's appearance 89 88 92 94 70 24 5 1 526
The greeting/welcome you got from the driver 71 67 75 79 55 24 15 5 516
The helpfulness and attitude of the driver 73 70 76 80 57 23 16 4 512
The time the driver gave you to get to your seat 73 73 79 84 57 7 10 6 519
Smoothness/freedom from jolting during the journey 76 74 78 82 54 28 1 7 522
Safety of the driving (i.e. speed, driver concentrating) 87 83 90 92 69 23 7 1 518
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3 Operator results Individual

Bluestar

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 90 88 89 89 59 30 8 3 342
Fare-paying passengers 90 82 87 89 57 32 9 2 207
Free pass holders 89 9 94 90 65 25 7 4 134
Aged 16 to 34 87 78 87 86 54 31 12 3 89
Aged 35 to 59 96 95 92 90 62 28 5 4 100
Passengers commuting 88 84 90 83 52 31 13 4 143
Passengers not commuting 94 94 89 96 66 30 3 1 182
Passengers saying they have a disability 92 88 89 86 60 26 13 1 0]
Value for money

All fare-paying passengers 66 73 69 72 38 34 16 13 203
Aged 16 to 34 64 71 62 71 36 34 16 13 84
Aged 35 to 59 66 - 80 73 39 34 15 12 92
Passengers commuting 69 76 71 70 38 32 20 10 133
Passengers not commuting - - 67 - - - - - -
Punctuality and time waiting for the bus

Punctuality of the bus 7 76 75 80 47 33 9 11 324
The length of time waited 78 76 72 77 42 35 14 9 332
On-bus journey time

Time journey on the bus took 83 84 87 89 58 31 8 3 341
On the bus

Route/destination information on the outside of the bus 86 86 87 86 53 34 1 2 329
The cleanliness and condition of the outside of the bus 86 86 88 88 49 39 8 4 329
The ease of getting onto the bus - - 92 92 61 31 5 3 338
The length of time it took to board 88 89 AN 91 61 31 6 3 335
The cleanliness and condition of the inside of the bus 84 86 87 89 44 46 7 4 340
The information provided inside the bus 76 67 75 77 42 34 20 3 318
The availability of seating or space to stand 83 84 86 89 56 33 5 6 337
The comfort of the seats 83 82 81 78 42 36 17 5 336
The amount of personal space you had around you 76 80 77 79 42 37 14 7 335
Provision of grab rails to stand/move within the bus 87 86 87 85 52 33 1 4 334
The temperature inside the bus 82 81 81 81 43 38 12 7 334
Your personal security whilst on the bus 92 86 87 89 52 37 10 1 331
Ease of getting off the bus - - 89 9 57 34 7 2 336
The bus driver

How near to the kerb the driver stopped 93 92 94 91 65 26 8 1 332
The driver's appearance 92 90 93 90 66 24 8 2 327
The greeting/welcome you got from the driver 85 81 82 83 56 27 1 6 339
The helpfulness and attitude of the driver 82 81 83 86 b7 29 9 5 328
The time the driver gave you to get to your seat 82 83 87 87 b7 31 10 3 335
Smoothness/freedom from jolting during the journey 81 79 81 83 48 35 1 6 336
Safety of the driving (i.e. speed, driver concentrating) 91 85 93 89 58 32 8 3 337
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Brighton and Hove Bus

Key results
2016 2017 2018 2019 2019 2019 2019 2019
Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied
Overall journey satisfaction '
All passengers 87 91 91 87 46 41 10 3 959
Fare-paying passengers 86 90 89 86 41 45 " 3 673
Free pass holders 91 93 96 91 64 26 7 2 269
Aged 16 to 34 86 88 86 84 37 47 13 3 412
Aged 35 to 59 86 92 92 89 48 41 9 2 242
Passengers commuting 86 92 92 83 36 47 14 4 428
Passengers not commuting 90 91 90 91 57 34 7 2 514
Passengers saying they have a disability 85 91 el 88 46 42 9 4 214
Value for money
All fare-paying passengers 51 56 53 51 17 34 23 26 687
Aged 16 to 34 49 55 49 48 15 33 26 26 397
Aged 35 to 59 51 54 55 56 19 37 18 25 222
Passengers commuting 50 52 54 49 14 35 24 27 401
Passengers not commuting b4 61 53 b4 20 33 22 25 282
Punctuality and time waiting for the bus
Punctuality of the bus 75 83 84 7 45 31 13 1 867
The length of time waited 76 83 83 77 43 35 12 10 959
On-bus journey time
Time journey on the bus took 82 86 84 82 46 36 13 5 950
On the bus
Route/destination information on the outside of the bus 88 89 90 85 B2 32 12 3 917
The cleanliness and condition of the outside of the bus 84 82 85 84 46 37 12 5 910
The ease of getting onto the bus - - 92 92 62 30 6 2 954
The length of time it took to board 89 92 90 90 61 28 8 2 937
The cleanliness and condition of the inside of the bus 76 82 81 81 38 43 12 7 947
The information provided inside the bus 72 76 74 76 37 39 22 3 893
The availability of seating or space to stand 88 88 87 88 56 33 6 5 947
The comfort of the seats 78 77 80 79 36 43 15 6 945
The amount of personal space you had around you 76 78 80 78 39 39 13 10 949
Provision of grab rails to stand/move within the bus 85 85 84 84 43 41 1 5 927
The temperature inside the bus 80 82 81 81 37 44 13 6 937
Your personal security whilst on the bus 87 88 88 86 48 38 1 3 936
Ease of getting off the bus - - 89 89 54 35 8 3 928
The bus driver
How near to the kerb the driver stopped 92 94 94 92 62 30 6 2 919
The driver's appearance 88 92 el 91 65 26 8 1 871
The greeting/welcome you got from the driver 75 81 79 82 52 30 13 5 907
The helpfulness and attitude of the driver 76 83 80 80 55 24 15 5 888
The time the driver gave you to get to your seat 79 82 82 79 50 29 15 5 904
Smoothness/freedom from jolting during the journey 76 79 79 77 42 35 16 7 929
Safety of the driving (i.e. speed, driver concentrating) 88 9N 90 90 57 32 9 1 933
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3 Operator results Individual

Courtney Buses

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 94 59 36 4 2 272
Fare-paying passengers - - - 94 50 44 4 3 91
Free pass holders - - - 95 66 29 4 1 179
Aged 16 to 34 - - - = - - - - -
Aged 35 to 59 - - - = - - - - -
Passengers commuting - - - - - - - - -
Passengers not commuting - - - 94 60 34 5 2 200
Passengers saying they have a disability - - - 94 57 37 4 2 a7

Value for money

All fare-paying passengers - - - 62 24 38 19 19 86
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - - 82 b1 31 12 5 240
The length of time waited - - - 83 44 39 12 5 257
On-bus journey time

Time journey on the bus took - - - 90 61 29 7 3 269
On the bus

Route/destination information on the outside of the bus - - - 92 66 26 6 2 252
The cleanliness and condition of the outside of the bus - - - 91 56 35 8 1 253
The ease of getting onto the bus - - - 97 70 27 2 1 267
The length of time it took to board - - - 96 72 24 3 1 252
The cleanliness and condition of the inside of the bus - - - 92 58 35 6 2 262
The information provided inside the bus - - - 67 37 31 27 6 227
The availability of seating or space to stand - - - 91 63 28 8 2 260
The comfort of the seats - - - 87 48 40 9 4 256
The amount of personal space you had around you - - - 90 53 37 6 4 254
Provision of grab rails to stand/move within the bus - - - 89 b4 34 9 2 250
The temperature inside the bus - - - 87 51 36 10 3 265
Your personal security whilst on the bus - - - 91 60 31 8 1 256
Ease of getting off the bus - - - 95 65 30 4 1 260
The bus driver

How near to the kerb the driver stopped - - - 96 71 25 0 265
The driver's appearance - - - 94 70 24 5 1 261
The greeting/welcome you got from the driver - - - 86 59 27 3 262
The helpfulness and attitude of the driver - - - 86 59 27 1 3 258
The time the driver gave you to get to your seat - - - 92 65 26 5 3 262
Smoothness/freedom from jolting during the journey - - - 80 48 32 1 9 266
Safety of the driving (i.e. speed, driver concentrating) - - - 92 65 27 6 2 263
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Diamond Bus in Greater Manchester

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 84 38 46 7 9 223
Fare-paying passengers - - - 82 33 49 6 1 112
Free pass holders - - - 88 47 41 8 4 106
Aged 16 to 34 - - - - - - - - -

Aged 35 to 59 - - - - - - - - -

Passengers commuting - - - 78 24 53 7 15 75
Passengers not commuting - - - 90 47 43 7 3 139
Passengers saying they have a disability - - - 80 37 44 10 9 89

Value for money

All fare-paying passengers - - - 62 24 38 12 26 105
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - - 515 29 25 13 32 197
The length of time waited - - - 63 32 31 1 26 218
On-bus journey time

Time journey on the bus took - - - 84 40 43 8 8 224
On the bus

Route/destination information on the outside of the bus - - - 82 51 31 10 8 213
The cleanliness and condition of the outside of the bus - - - 79 34 45 12 9 205
The ease of getting onto the bus - - - 91 56 34 5 4 214
The length of time it took to board - - - 88 57 31 8 5 211
The cleanliness and condition of the inside of the bus - - - 77 31 46 1 12 222
The information provided inside the bus - - - B 16 42 33 10 192
The availability of seating or space to stand - - - 79 46 33 1 9 219
The comfort of the seats - - - 73 26 47 14 13 216
The amount of personal space you had around you - - - 74 35 38 13 13 216
Provision of grab rails to stand/move within the bus - - - 88 43 45 6 6 210
The temperature inside the bus - - - 78 37 40 12 10 217
Your personal security whilst on the bus - - - 82 45 37 13 5 216
Ease of getting off the bus - - - 86 50 36 9 5 221
The bus driver

How near to the kerb the driver stopped - - - 90 60 30 7 3 219
The driver's appearance - - - 89 61 29 9 2 211
The greeting/welcome you got from the driver - - - 64 35 29 24 12 214
The helpfulness and attitude of the driver - - - 64 38 26 24 12 212
The time the driver gave you to get to your seat - - - 74 43 32 15 11 215
Smoothness/freedom from jolting during the journey - - - 73 37 36 15 12 220
Safety of the driving (i.e. speed, driver concentrating) - - - 88 56 32 8 4 216
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3 Operator results Individual

Diamond Bus in Worcestershire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 72 60 80 20 60 13 7 178
Fare-paying passengers - 66 42 82 15 67 13 5 100
Free pass holders - 83 78 - - - - - -

Aged 16 to 34 - - - = - - - - -
Aged 35 to 59 - - - = - - - - -
Passengers commuting - - - - - - - - -
Passengers not commuting - 82 71 83 24 58 9 8 108
Passengers saying they have a disability - - 60 - - - - - -

Value for money

All fare-paying passengers - 51 35 68 13 55 19 13 99
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - 62 49 70 20 50 17 13 160
The length of time waited - 64 49 73 18 55 15 12 171
On-bus journey time

Time journey on the bus took - 73 76 80 27 53 16 4 177
On the bus

Route/destination information on the outside of the bus - 72 71 74 25 49 18 8 172
The cleanliness and condition of the outside of the bus - 55 53 61 18 42 27 12 170
The ease of getting onto the bus - - 71 85 26 59 12 4 173
The length of time it took to board - 82 75 84 29 54 14 2 169
The cleanliness and condition of the inside of the bus - 59 54 66 16 51 20 14 176
The information provided inside the bus - 41 42 47 18 29 40 14 154
The availability of seating or space to stand - 79 73 85 25 60 9 7 172
The comfort of the seats - 66 60 70 19 51 19 1 169
The amount of personal space you had around you - 76 60 75 17 58 16 9 169
Provision of grab rails to stand/move within the bus - 78 68 79 23 56 15 6 166
The temperature inside the bus - 67 63 68 15 53 18 14 170
Your personal security whilst on the bus - 71 67 73 19 54 20 7 166
Ease of getting off the bus - - 70 86 21 63 " 4 170
The bus driver

How near to the kerb the driver stopped - 84 80 81 34 46 14 5 172
The driver's appearance - 76 74 7 35 42 17 6 165
The greeting/welcome you got from the driver - 55 51 60 28 33 23 17 169
The helpfulness and attitude of the driver - 54 51 58 24 33 27 156 168
The time the driver gave you to get to your seat - 67 61 72 23 48 15 13 168
Smoothness/freedom from jolting during the journey - 56 51 64 21 43 20 16 173
Safety of the driving (i.e. speed, driver concentrating) - 70 63 72 23 49 20 8 167
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East Yorkshire Motor Services in Hull

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 91 94 92 54 38 2 5 392
Fare-paying passengers - 86 93 88 41 46 4 8 130
Free pass holders - 98 95 99 74 25 0 1 256
Aged 16 to 34 - - - - - - - - -

Aged 35 to 59 - - - 89 45 43 4 8 80
Passengers commuting - - 0 - - - - - -

Passengers not commuting - 92 95 94 56 38 3 3 310
Passengers saying they have a disability - 94 92 97 56 41 2 1 142

Value for money

All fare-paying passengers - 73 64 54 24 30 15 32 125
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - 72 87 73 46 27 12 14 352
The length of time waited - 73 88 71 42 29 15 14 369
On-bus journey time

Time journey on the bus took - 90 92 87 59 28 7 5 385
On the bus

Route/destination information on the outside of the bus - 83 el 88 59 29 10 2 3569
The cleanliness and condition of the outside of the bus - 78 86 87 49 37 9 5 363
The ease of getting onto the bus - - 95 95 68 27 5 1 378
The length of time it took to board - 93 95 92 67 26 6 1 358
The cleanliness and condition of the inside of the bus - 80 84 83 42 41 10 8 379
The information provided inside the bus - 62 73 68 36 33 28 3 331
The availability of seating or space to stand - 86 93 92 61 31 6 2 369
The comfort of the seats - 77 87 81 38 43 12 7 370
The amount of personal space you had around you - 75 82 84 40 43 12 5 365
Provision of grab rails to stand/move within the bus - 86 86 84 48 36 13 3 367
The temperature inside the bus - 81 82 81 36 45 13 6 369
Your personal security whilst on the bus - 86 89 85 50 35 13 2 364
Ease of getting off the bus - - 93 93 60 33 6 1 373
The bus driver

How near to the kerb the driver stopped - 96 94 94 68 26 4 2 375
The driver’s appearance - 96 93 96 70 25 4 0 375
The greeting/welcome you got from the driver - 90 87 88 59 29 10 2 375
The helpfulness and attitude of the driver - 87 87 87 60 27 12 1 371
The time the driver gave you to get to your seat - 91 81 85 53 32 12 3 369
Smoothness/freedom from jolting during the journey - 85 83 81 45 36 13 6 368
Safety of the driving (i.e. speed, driver concentrating) - 93 91 91 63 28 8 2 371
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3 Operator results Individual

First in Cornwall

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 86 84 88 92 59 33 6 1 639
Fare-paying passengers 80 79 86 el 53 38 8 1 363
Free pass holders 93 91 94 95 69 26 4 1 279
Aged 16 to 34 76 74 85 87 44 44 12 1 172
Aged 35 to 59 el 85 85 94 64 30 4 2 143
Passengers commuting 78 74 82 88 45 43 10 2 212
Passengers not commuting 91 93 93 96 69 27 4 1 413
Passengers saying they have a disability 83 84 87 91 53 39 8 1 178
Value for money

All fare-paying passengers 55 52 53 54 26 28 19 26 336
Aged 16 to 34 52 51 55 48 21 27 25 27 139
Aged 35 to 59 63 48 45 58 26 32 12 30 120
Passengers commuting 50 48 52 Bl 22 29 19 30 177
Passengers not commuting 64 59 56 58 30 28 21 21 162
Punctuality and time waiting for the bus

Punctuality of the bus 69 69 73 83 52 30 1 6 599
The length of time waited 69 69 72 78 48 30 16 5 629
On-bus journey time

Time journey on the bus took 84 77 82 86 59 28 9 5 638
On the bus

Route/destination information on the outside of the bus 84 84 85 90 63 26 9 2 604
The cleanliness and condition of the outside of the bus 73 73 77 84 51 34 12 4 613
The ease of getting onto the bus - - 91 95 69 27 4 1 620
The length of time it took to board 89 90 0 93 70 23 5 2 617
The cleanliness and condition of the inside of the bus 76 74 78 82 47 35 10 8 632
The information provided inside the bus 54 60 61 72 42 29 22 6 588
The availability of seating or space to stand 85 83 88 91 62 28 6 3 618
The comfort of the seats 68 71 78 81 45 36 12 7 613
The amount of personal space you had around you 75 77 80 82 48 34 13 5 614
Provision of grab rails to stand/move within the bus 83 85 86 88 55 33 10 2 600
The temperature inside the bus 75 81 82 82 45 37 12 6 613
Your personal security whilst on the bus 88 86 85 88 58 30 10 2 611
Ease of getting off the bus - - 89 92 62 30 6 1 616
The bus driver

How near to the kerb the driver stopped 91 89 92 92 71 21 7 1 603
The driver’s appearance 87 90 92 92 70 22 7 1 607
The greeting/welcome you got from the driver 75 78 81 83 61 23 13 4 627
The helpfulness and attitude of the driver 76 77 81 84 61 23 12 4 609
The time the driver gave you to get to your seat 83 83 89 90 68 22 8 2 615
Smoothness/freedom from jolting during the journey 76 77 82 87 b7 30 9 4 609
Safety of the driving (i.e. speed, driver concentrating) 89 89 92 92 69 23 7 1 617
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First in Essex

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 87 85 78 85 45 40 9 6 593
Fare-paying passengers 80 79 73 81 38 43 10 8 245
Free pass holders 95 94 87 91 55 36 5 4 347
Aged 16 to 34 77 - 71 80 24 56 12 8 79
Aged 35 to 59 86 89 78 80 49 31 10 10 123
Passengers commuting 77 74 69 79 29 51 13 8 146
Passengers not commuting 93 94 87 88 55 33 7 6 426
Passengers saying they have a disability 90 86 77 85 43 42 8 7 187
Value for money

All fare-paying passengers 46 46 M1 54 23 31 15 30 229
Aged 16 to 34 34 - 39 - - - - - -
Aged 35 to 59 62 - 46 57 21 37 12 30 104
Passengers commuting 43 - 41 b4 19 36 17 29 132
Passengers not commuting 53 - - b4 29 25 12 33 92
Punctuality and time waiting for the bus

Punctuality of the bus 71 66 57 63 37 26 12 25 523
The length of time waited 72 66 61 66 36 30 13 21 b74
On-bus journey time

Time journey on the bus took 86 82 79 86 52 33 9 5 592
On the bus

Route/destination information on the outside of the bus 86 84 82 82 56 27 13 5 b53
The cleanliness and condition of the outside of the bus 78 77 76 74 33 40 16 11 541
The ease of getting onto the bus - - 89 90 60 30 8 2 569
The length of time it took to board 92 90 88 90 61 29 8 2 558
The cleanliness and condition of the inside of the bus 75 76 1 75 31 44 1 14 579
The information provided inside the bus 61 64 56 53 24 28 36 11 499
The availability of seating or space to stand 85 81 81 86 48 38 7 6 569
The comfort of the seats 72 72 70 73 31 42 16 11 562
The amount of personal space you had around you 71 75 7 74 32 41 15 11 560
Provision of grab rails to stand/move within the bus 82 83 79 85 45 40 12 3 550
The temperature inside the bus 72 77 74 76 34 42 14 10 564
Your personal security whilst on the bus 84 80 82 82 48 35 15 3 559
Ease of getting off the bus - - 88 88 54 34 9 2 o877
The bus driver

How near to the kerb the driver stopped 90 92 0 92 66 26 6 2 581
The driver's appearance 88 87 86 92 63 30 6 2 548
The greeting/welcome you got from the driver 70 77 69 74 47 27 18 9 560
The helpfulness and attitude of the driver 74 76 72 73 47 26 20 7 546
The time the driver gave you to get to your seat 80 82 79 84 53 31 " 5 569
Smoothness/freedom from jolting during the journey 74 81 75 78 44 33 1 11 564
Safety of the driving (i.e. speed, driver concentrating) 86 9N 87 90 58 32 8 2 563
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3 Operator results Individual

First in Greater Manchester

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 83 81 82 76 34 42 1 13 273
Fare-paying passengers 80 78 80 76 32 44 " 13 181
Free pass holders 93 92 89 77 39 38 12 1 0
Aged 16 to 34 78 76 79 72 23 49 15 13 83
Aged 35 to 59 84 81 83 76 35 40 11 13 94
Passengers commuting 76 77 78 68 23 45 16 16 141
Passengers not commuting 90 86 86 87 49 37 6 8 125
Passengers saying they have a disability 82 81 77 70 38 32 15 16 75
Value for money

All fare-paying passengers 69 68 60 58 18 39 15 27 174
Aged 16 to 34 68 70 57 - - - - - -
Aged 35 to 59 70 65 65 62 25 37 15 24 86
Passengers commuting 65 68 60 53 16 37 17 30 114
Passengers not commuting 75 65 60 - - - - - -
Punctuality and time waiting for the bus

Punctuality of the bus 65 64 62 56 27 29 12 32 247
The length of time waited 66 70 68 62 28 33 8 31 267
On-bus journey time

Time journey on the bus took 81 81 81 74 37 37 14 12 266
On the bus

Route/destination information on the outside of the bus 83 80 81 77 49 29 15 8 264
The cleanliness and condition of the outside of the bus 75 74 74 68 28 40 21 11 254
The ease of getting onto the bus - - 87 78 42 36 13 9 266
The length of time it took to board 89 88 86 81 48 33 1 8 263
The cleanliness and condition of the inside of the bus 74 74 73 66 25 40 18 16 273
The information provided inside the bus 61 57 59 55 21 33 32 13 240
The availability of seating or space to stand 82 84 81 70 35 35 13 17 265
The comfort of the seats 73 76 74 67 27 40 18 16 268
The amount of personal space you had around you 75 74 71 61 24 37 17 22 261
Provision of grab rails to stand/move within the bus 83 83 83 68 32 36 21 11 262
The temperature inside the bus 73 77 74 64 25 39 23 14 263
Your personal security whilst on the bus 82 82 79 73 30 43 20 7 261
Ease of getting off the bus - - 87 79 34 45 16 5 262
The bus driver

How near to the kerb the driver stopped 90 90 0 89 58 31 8 3 258
The driver’s appearance 86 86 88 86 53 32 13 1 253
The greeting/welcome you got from the driver 63 62 65 65 35 30 23 13 268
The helpfulness and attitude of the driver 65 64 67 65 36 29 26 9 253
The time the driver gave you to get to your seat 71 71 72 70 36 34 17 13 264
Smoothness/freedom from jolting during the journey 71 70 72 71 33 38 18 10 266
Safety of the driving (i.e. speed, driver concentrating) 86 85 87 84 48 36 12 4 264
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First in Leicester City

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 83 85 84 87 33 54 8 6 27
Fare-paying passengers 80 82 80 87 28 60 7 6 120
Free pass holders 90 94 92 86 38 47 8 6 148
Aged 16 to 34 - - 78 - - - - - -
Aged 35 to 59 - - 86 - - - - - -
Passengers commuting 74 84 83 86 38 47 9 6 82
Passengers not commuting 90 86 84 89 29 59 7 4 178
Passengers saying they have a disability 81 - 84 78 36 42 14 8 75
Value for money

All fare-paying passengers 67 60 58 56 19 36 26 18 117
Aged 16 to 34 - - 54 - - - - - -
Aged 35 to 59 - - 60 - - - - - -
Passengers commuting - b7 56 = - - - - =
Passengers not commuting - - 61 - - - - - -
Punctuality and time waiting for the bus

Punctuality of the bus 60 73 70 70 30 41 18 12 233
The length of time waited 67 75 1 70 33 38 18 11 264
On-bus journey time

Time journey on the bus took 79 81 82 86 32 53 12 3 271
On the bus

Route/destination information on the outside of the bus 80 81 80 79 39 40 17 5 256
The cleanliness and condition of the outside of the bus 79 76 76 73 32 41 21 7 252
The ease of getting onto the bus - - 87 87 48 39 1 3 264
The length of time it took to board 89 88 85 87 41 45 1 2 254
The cleanliness and condition of the inside of the bus 73 68 71 67 33 34 17 16 263
The information provided inside the bus 68 65 62 56 29 27 31 13 235
The availability of seating or space to stand 81 84 80 81 43 38 15 4 269
The comfort of the seats 75 82 75 78 36 42 17 5 259
The amount of personal space you had around you 68 75 70 78 36 42 " 12 256
Provision of grab rails to stand/move within the bus 80 82 73 82 42 40 14 4 258
The temperature inside the bus 69 74 72 78 31 47 18 4 269
Your personal security whilst on the bus 84 76 78 84 40 44 13 2 257
Ease of getting off the bus - - 84 91 44 47 6 3 261
The bus driver

How near to the kerb the driver stopped 88 87 I 87 51 37 10 3 260
The driver’s appearance 86 89 89 83 52 31 16 1 250
The greeting/welcome you got from the driver 66 74 62 73 38 34 20 8 248
The helpfulness and attitude of the driver 68 73 67 73 39 33 20 8 247
The time the driver gave you to get to your seat 71 70 1 82 44 38 10 7 259
Smoothness/freedom from jolting during the journey 72 74 71 77 39 39 14 8 263
Safety of the driving (i.e. speed, driver concentrating) 84 83 84 88 50 38 9 4 260
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3 Operator results Individual

-
FI rst so uth Coast (2019 results include responses from Portsmouth LTA survey)

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 87 85 89 89 51 38 6 5 816
Fare-paying passengers 86 79 84 87 42 44 7 6 389
Free pass holders 94 95 98 93 70 24 5 2 419
Aged 16 to 34 86 76 - 86 36 51 9 5 124
Aged 35 to 59 86 83 81 88 49 39 7 5 214
Passengers commuting 83 75 84 86 38 48 9 6 232
Passengers not commuting 91 93 92 91 60 31 5 4 556
Passengers saying they have a disability 87 87 86 86 57 29 8 6 286
Value for money

All fare-paying passengers 61 63 66 54 23 30 17 29 380
Aged 16 to 34 57 57 - 52 22 30 17 31 111
Aged 35 to 59 65 69 71 55 24 31 17 28 183
Passengers commuting 59 57 59 52 21 31 19 28 207
Passengers not commuting 65 71 77 57 26 30 15 29 169
Punctuality and time waiting for the bus

Punctuality of the bus 71 67 77 78 47 30 13 10 748
The length of time waited 72 69 79 77 44 34 12 11 795
On-bus journey time

Time journey on the bus took 86 80 88 86 51 34 9 6 820
On the bus

Route/destination information on the outside of the bus 86 82 88 85 50 34 13 2 769
The cleanliness and condition of the outside of the bus 83 78 85 85 45 40 12 3 764
The ease of getting onto the bus - - 92 94 60 34 5 2 793
The length of time it took to board 91 89 AN 93 61 32 5 1 779
The cleanliness and condition of the inside of the bus 82 80 84 87 46 42 8 5 809
The information provided inside the bus 72 66 79 73 36 37 23 4 743
The availability of seating or space to stand 82 82 88 89 b4 35 5 6 800
The comfort of the seats 80 79 84 81 41 40 1 8 795
The amount of personal space you had around you 75 74 79 79 40 39 " 10 795
Provision of grab rails to stand/move within the bus 82 81 87 88 48 40 7 5 783
The temperature inside the bus 75 76 74 75 35 40 13 12 788
Your personal security whilst on the bus 85 81 83 85 45 39 1 5 790
Ease of getting off the bus - - 91 89 55 34 8 2 800
The bus driver

How near to the kerb the driver stopped 94 91 94 91 65 27 7 2 798
The driver’s appearance 93 86 91 91 62 29 8 1 783
The greeting/welcome you got from the driver 82 75 80 80 b1 29 12 8 795
The helpfulness and attitude of the driver 82 78 78 80 53 28 14 6 769
The time the driver gave you to get to your seat 83 84 89 84 56 28 12 4 799
Smoothness/freedom from jolting during the journey 82 75 81 81 45 37 1 8 790
Safety of the driving (i.e. speed, driver concentrating) 90 88 89 91 59 32 6 3 790
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First in South Yorkshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 82 83 83 88 51 37 7 5 981
Fare-paying passengers 82 80 81 88 51 37 6 6 497
Free pass holders 84 88 0 87 51 35 8 5 462
Aged 16 to 34 79 78 78 88 48 40 8 4 186
Aged 35 to 59 80 84 81 89 51 38 6 6 256
Passengers commuting 78 78 80 88 47 4 6 6 335
Passengers not commuting 86 89 85 88 55 33 7 5 609
Passengers saying they have a disability 77 84 84 81 35 46 13 6 301
Value for money

All fare-paying passengers 70 67 66 69 27 42 11 20 477
Aged 16 to 34 71 61 62 71 28 43 8 22 165
Aged 35 to 59 67 71 64 67 24 43 15 18 214
Passengers commuting 68 66 65 69 27 41 1 20 283
Passengers not commuting 74 70 65 V4 26 45 1 18 187
Punctuality and time waiting for the bus

Punctuality of the bus 69 70 71 69 40 29 9 22 872
The length of time waited 69 70 72 68 39 30 1 20 954
On-bus journey time

Time journey on the bus took 82 79 80 87 49 39 8 5 985
On the bus

Route/destination information on the outside of the bus 84 81 85 85 54 31 10 5 917
The cleanliness and condition of the outside of the bus 76 76 80 78 39 39 14 8 902
The ease of getting onto the bus - - 88 91 57 34 6 3 935
The length of time it took to board 89 88 88 91 58 33 5 4 926
The cleanliness and condition of the inside of the bus 7 73 68 77 34 43 13 10 957
The information provided inside the bus 59 59 62 66 32 34 26 8 845
The availability of seating or space to stand 84 78 83 86 53 33 8 6 951
The comfort of the seats 72 70 69 78 38 40 12 10 954
The amount of personal space you had around you 76 69 76 79 42 38 " 9 941
Provision of grab rails to stand/move within the bus 82 83 80 85 48 37 1 4 934
The temperature inside the bus 76 73 75 79 37 42 10 10 938
Your personal security whilst on the bus 82 82 78 85 50 36 12 3 941
Ease of getting off the bus - - 82 88 50 37 6 6 954
The bus driver

How near to the kerb the driver stopped 90 90 85 91 65 26 6 3 938
The driver’s appearance 87 88 86 92 65 27 7 1 904
The greeting/welcome you got from the driver 67 68 77 74 51 23 17 9 927
The helpfulness and attitude of the driver 68 69 79 75 52 22 18 8 912
The time the driver gave you to get to your seat 73 76 79 78 52 7 14 8 930
Smoothness/freedom from jolting during the journey 73 75 75 79 45 34 12 9 939
Safety of the driving (i.e. speed, driver concentrating) 87 86 82 88 62 27 8 3 937
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3 Operator results Individual

First in Staffordshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 82 33 49 12 6 254
Fare-paying passengers - - - 80 27 53 13 7 177
Free pass holders - - - 91 59 32 7 1 76
Aged 16 to 34 - - - 80 25 55 14 6 112
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - 79 23 55 14 7 118
Passengers not commuting - - - 86 45 41 9 5 130
Passengers saying they have a disability - - - 75 36 39 16 9 78
Value for money

All fare-paying passengers - - - 51 16 35 16 33 170
Aged 16 to 34 - - - 44 13 31 15 41 109
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - 46 10 37 19 34 108
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus - - - 65 36 29 9 25 233
The length of time waited - - - 68 35 34 13 19 249
On-bus journey time

Time journey on the bus took - - - 78 34 44 15 7 257
On the bus

Route/destination information on the outside of the bus - - - 78 43 36 16 5 243
The cleanliness and condition of the outside of the bus - - - 77 32 46 15 7 246
The ease of getting onto the bus - - - 89 47 42 7 3 246
The length of time it took to board - - - 89 44 44 8 3 245
The cleanliness and condition of the inside of the bus - - - 76 29 48 14 10 249
The information provided inside the bus - - - 58 19 39 33 9 226
The availability of seating or space to stand - - - 85 38 47 9 5 260
The comfort of the seats - - - 64 23 41 24 13 249
The amount of personal space you had around you - - - 71 27 45 16 13 249
Provision of grab rails to stand/move within the bus - - - 80 34 46 16 4 246
The temperature inside the bus - - - 74 24 49 17 10 246
Your personal security whilst on the bus - - - 81 32 49 16 3 245
Ease of getting off the bus - - - 86 40 47 " 2 246
The bus driver

How near to the kerb the driver stopped - - - 90 55 35 8 2 245
The driver's appearance - - - 86 51 35 13 1 244
The greeting/welcome you got from the driver - - - 64 39 24 24 13 243
The helpfulness and attitude of the driver - - - 67 41 26 21 12 238
The time the driver gave you to get to your seat - - - 79 42 37 15 6 243
Smoothness/freedom from jolting during the journey - - - 71 37 33 18 1 243
Safety of the driving (i.e. speed, driver concentrating) - - - 84 49 35 14 2 247
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First in West of England

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 85 88 84 86 42 44 10 5 1326
Fare-paying passengers 82 85 82 83 37 46 12 5 840
Free pass holders 93 94 9N 94 58 36 3 3 454
Aged 16 to 34 81 84 82 82 34 48 13 5 470
Aged 35 to 59 84 86 84 86 44 41 10 4 302
Passengers commuting 79 82 81 82 32 50 12 7 595
Passengers not commuting 92 93 88 90 52 38 8 2 685
Passengers saying they have a disability 85 89 86 84 46 38 12 4 347
Value for money

All fare-paying passengers 54 62 51 49 16 32 20 32 825
Aged 16 to 34 52 60 50 46 16 30 20 34 444
Aged 35 to 59 57 63 52 52 15 37 19 29 274
Passengers commuting 51 59 49 45 15 30 21 34 520
Passengers not commuting 60 67 56 b6 19 37 19 25 286
Punctuality and time waiting for the bus

Punctuality of the bus 66 70 61 68 37 31 14 18 1234
The length of time waited 67 73 67 71 37 34 14 15 1325
On-bus journey time

Time journey on the bus took 78 79 7 79 42 37 13 7 1315
On the bus

Route/destination information on the outside of the bus 80 83 81 82 49 34 14 4 1273
The cleanliness and condition of the outside of the bus 79 82 77 78 37 42 16 6 1266
The ease of getting onto the bus - - 88 91 55 36 7 3 1318
The length of time it took to board 86 90 86 89 55 34 8 3 1301
The cleanliness and condition of the inside of the bus 75 79 7 78 33 45 14 8 1315
The information provided inside the bus 59 62 56 62 27 35 30 8 1186
The availability of seating or space to stand 84 84 84 85 49 36 9 6 1303
The comfort of the seats 73 76 74 76 33 43 16 8 1300
The amount of personal space you had around you 72 74 73 77 36 40 15 9 1300
Provision of grab rails to stand/move within the bus 82 83 80 83 42 41 13 4 1273
The temperature inside the bus 76 76 73 74 32 42 17 9 1296
Your personal security whilst on the bus 83 84 81 84 43 41 14 3 1292
Ease of getting off the bus - - 86 88 48 40 9 3 1302
The bus driver

How near to the kerb the driver stopped 89 92 89 91 60 30 7 2 1273
The driver's appearance 87 88 85 88 59 29 10 2 1232
The greeting/welcome you got from the driver 68 71 68 75 44 30 18 7 1267
The helpfulness and attitude of the driver 70 73 70 74 46 29 20 6 1241
The time the driver gave you to get to your seat 76 79 76 82 50 32 12 6 1271
Smoothness/freedom from jolting during the journey 74 75 76 76 39 36 18 7 1276
Safety of the driving (i.e. speed, driver concentrating) 86 88 86 88 55 33 10 3 1279
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3 Operator results Individual

First in West Yorkshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 81 83 83 81 37 44 1 7 974
Fare-paying passengers 78 80 80 78 34 44 13 9 517
Free pass holders 90 92 9N 91 48 43 6 3 442
Aged 16 to 34 76 76 81 72 25 47 20 8 186
Aged 35 to 59 81 87 83 86 41 43 7 8 253
Passengers commuting 73 78 81 76 31 45 14 10 350
Passengers not commuting 88 91 88 87 44 44 8 4 572
Passengers saying they have a disability 7 89 86 78 34 44 16 6 335
Value for money

All fare-paying passengers 54 61 57 59 24 34 19 22 498
Aged 16 to 34 50 60 57 60 21 39 18 21 171
Aged 35 to 59 57 62 59 58 26 32 19 23 226
Passengers commuting 51 59 55 5l 22 35 20 24 318
Passengers not commuting 60 65 58 65 30 34 18 17 170
Punctuality and time waiting for the bus

Punctuality of the bus 65 71 69 64 36 28 13 23 872
The length of time waited 66 70 71 67 34 33 16 18 940
On-bus journey time

Time journey on the bus took 80 81 80 80 43 37 " 10 975
On the bus

Route/destination information on the outside of the bus 7 80 79 84 48 37 1 4 906
The cleanliness and condition of the outside of the bus 74 76 77 74 36 38 17 10 885
The ease of getting onto the bus - - 89 91 50 40 7 3 938
The length of time it took to board 85 87 87 84 50 35 1 5 910
The cleanliness and condition of the inside of the bus 73 72 72 66 29 37 17 17 959
The information provided inside the bus 57 54 56 60 26 35 32 8 843
The availability of seating or space to stand 80 85 81 83 43 40 9 8 932
The comfort of the seats 71 69 68 69 31 38 16 156 938
The amount of personal space you had around you 72 72 69 72 33 39 15 13 928
Provision of grab rails to stand/move within the bus 82 82 80 80 39 40 12 8 924
The temperature inside the bus 73 73 70 1 32 39 16 12 927
Your personal security whilst on the bus 79 80 78 78 38 40 17 4 928
Ease of getting off the bus - - 85 86 46 39 10 4 947
The bus driver

How near to the kerb the driver stopped 87 91 0 90 59 32 7 2 926
The driver's appearance 85 88 89 87 53 34 " 2 892
The greeting/welcome you got from the driver 61 61 66 66 37 29 22 12 905
The helpfulness and attitude of the driver 65 67 68 68 40 29 23 9 876
The time the driver gave you to get to your seat 66 73 74 74 42 32 18 8 916
Smoothness/freedom from jolting during the journey 69 72 72 75 39 37 17 8 928
Safety of the driving (i.e. speed, driver concentrating) 83 86 84 88 52 36 9 3 931
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First in Worcestershire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 82 - 88 M 47 9 4 244
Fare-paying passengers - - - 80 31 50 15 5 110
Free pass holders - 88 - 96 54 42 1 3 132
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - = - - - - =
Passengers not commuting - 85 - 94 46 48 3 3 172
Passengers saying they have a disability - 76 - 89 44 45 9 3 78

Value for money

All fare-paying passengers - - - 62 23 39 12 26 104
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - 61 - 70 37 33 16 14 216
The length of time waited - 60 - 73 40 33 14 13 238
On-bus journey time

Time journey on the bus took - 89 - 87 49 38 8 5 245
On the bus

Route/destination information on the outside of the bus - 86 - 83 46 37 14 3 228
The cleanliness and condition of the outside of the bus - 79 - 77 37 40 18 5 228
The ease of getting onto the bus - - - 91 55 35 6 4 237
The length of time it took to board - 90 - 92 59 33 5 3 224
The cleanliness and condition of the inside of the bus - 82 - 81 36 45 9 9 235
The information provided inside the bus - 61 - 68 28 39 27 5 208
The availability of seating or space to stand - 85 - 90 50 40 7 3 233
The comfort of the seats - 75 - 80 41 39 10 10 232
The amount of personal space you had around you - 71 - 77 37 40 14 9 227
Provision of grab rails to stand/move within the bus - 84 - 86 44 42 9 5 222
The temperature inside the bus - 80 - 7 34 43 14 9 227
Your personal security whilst on the bus - 88 - 83 41 42 12 5 226
Ease of getting off the bus - - - 91 50 4 6 3 226
The bus driver

How near to the kerb the driver stopped - 93 - 89 56 33 8 4 234
The driver's appearance - 89 - 89 54 35 9 2 219
The greeting/welcome you got from the driver - 73 - 73 44 29 17 10 234
The helpfulness and attitude of the driver - 75 - 76 44 32 16 8 224
The time the driver gave you to get to your seat - 83 - 82 51 31 14 5 235
Smoothness/freedom from jolting during the journey - 75 - 84 44 40 7 9 233
Safety of the driving (i.e. speed, driver concentrating) - 88 - 89 54 35 9 2 230
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3 Operator results Individual

First in City of York

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 90 90 88 83 52 31 9 8 386
Fare-paying passengers 88 89 85 84 52 32 9 7 234
Free pass holders 93 98 95 81 50 31 9 1 149
Aged 16 to 34 - 86 81 - - - - - -
Aged 35 to 59 87 92 92 84 58 26 8 8 129
Passengers commuting 86 86 84 76 39 37 12 1 122
Passengers not commuting 93 94 92 88 62 25 7 6 250
Passengers saying they have a disability 86 90 92 81 50 31 8 11 95
Value for money

All fare-paying passengers 66 70 62 66 29 37 18 16 232
Aged 16 to 34 - 66 - - - - - - -
Aged 35 to 59 77 73 73 70 32 37 14 17 115
Passengers commuting 63 65 57 62 22 40 20 18 109
Passengers not commuting 70 78 - 70 37 33 17 12 119
Punctuality and time waiting for the bus

Punctuality of the bus 79 71 75 65 45 20 8 27 363
The length of time waited 76 74 77 69 44 25 7 24 381
On-bus journey time

Time journey on the bus took 86 87 84 86 55 30 8 7 388
On the bus

Route/destination information on the outside of the bus 87 86 85 87 60 27 1 2 364
The cleanliness and condition of the outside of the bus 80 80 85 82 46 36 13 6 371
The ease of getting onto the bus - - 94 95 62 32 4 2 381
The length of time it took to board 92 92 93 92 64 28 5 3 382
The cleanliness and condition of the inside of the bus 81 84 85 81 46 36 14 5 382
The information provided inside the bus 66 73 70 64 35 29 30 6 334
The availability of seating or space to stand 83 82 85 86 55 31 9 4 382
The comfort of the seats 71 80 77 77 39 38 17 6 380
The amount of personal space you had around you 73 77 78 74 41 33 17 9 382
Provision of grab rails to stand/move within the bus 84 83 82 83 46 37 13 4 375
The temperature inside the bus 76 76 81 78 39 39 12 10 381
Your personal security whilst on the bus 89 88 AN 89 57 32 9 2 378
Ease of getting off the bus - - 94 92 60 32 6 2 382
The bus driver

How near to the kerb the driver stopped 92 95 94 95 77 18 4 1 378
The driver's appearance 90 93 92 94 72 22 5 1 371
The greeting/welcome you got from the driver 79 83 84 82 58 24 13 5 377
The helpfulness and attitude of the driver 76 83 81 83 b7 25 12 6 372
The time the driver gave you to get to your seat 82 85 83 87 60 27 10 3 374
Smoothness/freedom from jolting during the journey 80 84 81 83 53 30 12 4 377
Safety of the driving (i.e. speed, driver concentrating) 91 93 90 93 65 27 6 2 380
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Go North East in County Durham

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 91 91 93 94 55 39 4 2 603
Fare-paying passengers 90 91 89 92 50 41 6 3 276
Free pass holders 92 92 97 96 60 36 2 2 322
Aged 16 to 34 - el 88 88 44 44 8 5 144
Aged 35 to 59 88 84 91 96 55 42 4 0 139
Passengers commuting - 91 93 92 52 40 5 3 1568
Passengers not commuting 94 91 93 94 57 37 4 2 422
Passengers saying they have a disability 87 86 92 93 57 36 4 3 205
Value for money

All fare-paying passengers 56 72 69 66 30 36 17 17 265
Aged 16 to 34 - - - 63 31 32 19 18 122
Aged 35 to 59 - - - 68 27 41 15 18 102
Passengers commuting - - 70 64 23 41 20 17 131
Passengers not commuting - - 68 70 38 32 12 18 129
Punctuality and time waiting for the bus

Punctuality of the bus 82 77 79 81 48 33 9 10 551
The length of time waited 80 80 80 81 44 37 10 9 587
On-bus journey time

Time journey on the bus took 87 88 88 91 56 34 6 3 608
On the bus

Route/destination information on the outside of the bus 87 86 89 88 59 29 10 1 570
The cleanliness and condition of the outside of the bus 86 83 87 87 47 41 10 2 562
The ease of getting onto the bus - - 94 94 64 30 4 2 588
The length of time it took to board 92 91 92 93 64 29 5 2 573
The cleanliness and condition of the inside of the bus 85 83 89 86 41 45 7 7 B92
The information provided inside the bus 7 78 7 79 41 38 17 5 557
The availability of seating or space to stand 88 90 89 90 57 34 7 3 585
The comfort of the seats 79 9] 84 84 46 38 1 5 583
The amount of personal space you had around you 79 78 83 83 47 37 " 5 575
Provision of grab rails to stand/move within the bus 83 88 88 89 49 40 9 2 579
The temperature inside the bus 74 82 81 83 44 38 1 6 585
Your personal security whilst on the bus 85 86 88 89 51 38 9 2 b79
Ease of getting off the bus - - 89 92 55 37 6 2 591
The bus driver

How near to the kerb the driver stopped 92 92 94 96 70 26 4 1 578
The driver’s appearance 92 93 92 95 72 22 5 0 573
The greeting/welcome you got from the driver 80 82 83 82 56 26 5 585
The helpfulness and attitude of the driver 80 81 84 84 58 26 1 5 568
The time the driver gave you to get to your seat 83 85 88 89 59 30 7 4 587
Smoothness/freedom from jolting during the journey 76 82 82 86 51 34 9 5 581
Safety of the driving (i.e. speed, driver concentrating) 86 89 91 93 64 29 5 1 575
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3 Operator results Individual

Go North East in Tyne and Wear

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 91 94 92 93 58 35 5 2 742
Fare-paying passengers 90 92 90 el 53 38 7 1 334
Free pass holders 96 95 95 96 65 32 2 2 404
Aged 16 to 34 93 9 86 89 53 36 10 1 121
Aged 35 to 59 87 93 94 95 54 41 3 1 179
Passengers commuting 89 94 88 90 49 4 7 2 191
Passengers not commuting 93 93 94 95 62 32 4 1 522
Passengers saying they have a disability 90 94 93 93 59 33 6 1 259
Value for money

All fare-paying passengers 71 69 69 59 33 26 17 24 320
Aged 16 to 34 71 72 65 49 29 20 18 33 111
Aged 35 to 59 68 67 71 69 38 32 16 14 147
Passengers commuting 76 71 66 53 26 27 18 29 167
Passengers not commuting 58 68 75 65 41 25 16 18 161
Punctuality and time waiting for the bus

Punctuality of the bus 84 77 83 79 49 30 9 12 668
The length of time waited 79 78 81 78 46 33 1 10 716
On-bus journey time

Time journey on the bus took 89 88 91 92 62 30 6 2 740
On the bus

Route/destination information on the outside of the bus 88 87 0 86 60 26 1 3 706
The cleanliness and condition of the outside of the bus 86 86 88 87 51 36 10 3 697
The ease of getting onto the bus - - 94 96 67 29 3 1 720
The length of time it took to board 92 91 94 94 66 29 4 1 707
The cleanliness and condition of the inside of the bus 84 86 83 85 45 40 9 6 725
The information provided inside the bus 71 78 75 76 39 37 20 4 675
The availability of seating or space to stand 91 91 92 93 60 33 4 3 730
The comfort of the seats 82 84 86 88 46 42 9 3 720
The amount of personal space you had around you 86 84 81 86 48 38 9 5 722
Provision of grab rails to stand/move within the bus 87 89 87 91 54 36 7 3 712
The temperature inside the bus 82 84 80 86 46 40 9 5 721
Your personal security whilst on the bus 88 90 88 91 55 36 7 2 712
Ease of getting off the bus - - 89 93 59 34 4 2 720
The bus driver

How near to the kerb the driver stopped 91 93 93 91 68 23 6 2 719
The driver's appearance 93 92 94 94 71 22 5 2 706
The greeting/welcome you got from the driver 78 82 82 82 58 24 12 6 716
The helpfulness and attitude of the driver 77 82 83 82 59 23 14 4 702
The time the driver gave you to get to your seat 83 84 84 84 61 23 1 5 720
Smoothness/freedom from jolting during the journey 80 83 83 83 53 30 1 5 719
Safety of the driving (i.e. speed, driver concentrating) 91 90 91 93 66 26 6 2 725
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Go North West in Greater Manchester

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 84 36 48 1 5 363
Fare-paying passengers - - - 81 29 52 13 6 205
Free pass holders - - - 90 47 42 8 2 144
Aged 16 to 34 - - - 81 29 52 14 5 115
Aged 35 to 59 - - - 82 35 47 11 7 89
Passengers commuting - - - 78 28 50 15 7 149
Passengers not commuting - - - 89 43 46 8 3 205
Passengers saying they have a disability - - - 80 36 44 15 5 112
Value for money

All fare-paying passengers - - - 61 24 37 18 20 198
Aged 16 to 34 - - - 56 23 33 19 25 96
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - b4 24 30 23 23 122
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus - - - 69 36 33 12 19 333
The length of time waited - - - 70 36 34 13 17 358
On-bus journey time

Time journey on the bus took - - - 82 41 41 13 5 360
On the bus

Route/destination information on the outside of the bus - - - 82 45 37 14 4 341
The cleanliness and condition of the outside of the bus - - - 78 36 41 15 7 343
The ease of getting onto the bus - - - 89 54 36 6 5 354
The length of time it took to board - - - 89 53 36 7 4 350
The cleanliness and condition of the inside of the bus - - - 75 34 41 12 13 360
The information provided inside the bus - - - 62 26 36 29 10 323
The availability of seating or space to stand - - - 84 46 38 8 8 355
The comfort of the seats - - - 73 32 40 18 9 350
The amount of personal space you had around you - - - 76 35 40 14 11 363
Provision of grab rails to stand/move within the bus - - - 82 40 41 12 6 364
The temperature inside the bus - - - 79 36 43 12 9 353
Your personal security whilst on the bus - - - 83 42 41 12 5 355
Ease of getting off the bus - - - 88 48 40 8 4 368
The bus driver

How near to the kerb the driver stopped - - - 91 57 34 6 3 350
The driver's appearance - - - 90 58 32 9 2 340
The greeting/welcome you got from the driver - - - 66 35 31 26 8 339
The helpfulness and attitude of the driver - - - 71 39 32 21 8 330
The time the driver gave you to get to your seat - - - 74 41 33 16 9 349
Smoothness/freedom from jolting during the journey - - - 76 35 41 15 9 362
Safety of the driving (i.e. speed, driver concentrating) - - - 90 49 40 7 4 364
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3 Operator results Individual

Hedingham and Chambers

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 82 84 - 87 52 35 8 6 276
Fare-paying passengers 75 70 - 81 39 42 " 9 92
Free pass holders 88 97 - 95 69 27 3 2 182
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - = - - - - =
Passengers not commuting 93 95 - 94 63 31 3 3 223
Passengers saying they have a disability 85 92 - 88 b5 33 6 7 115

Value for money

All fare-paying passengers 56 55 - 72 36 36 17 10 87
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus 70 71 - 76 45 30 12 12 269
The length of time waited 66 68 - 75 41 34 10 156 262
On-bus journey time

Time journey on the bus took 80 83 - 86 53 33 8 6 279
On the bus

Route/destination information on the outside of the bus 86 89 - 90 58 32 8 1 254
The cleanliness and condition of the outside of the bus 75 75 - 83 42 41 12 6 257
The ease of getting onto the bus - - - 93 58 35 4 3 264
The length of time it took to board 90 88 - 93 62 31 5 2 255
The cleanliness and condition of the inside of the bus 73 80 - 85 38 47 10 5 273
The information provided inside the bus 51 59 - 69 30 39 26 5 236
The availability of seating or space to stand 79 86 - 90 55 34 6 4 264
The comfort of the seats 69 76 - 80 37 43 9 10 263
The amount of personal space you had around you 74 72 - 81 43 39 " 7 263
Provision of grab rails to stand/move within the bus 81 88 - 88 51 37 10 3 261
The temperature inside the bus 73 80 - 84 42 42 13 3 261
Your personal security whilst on the bus 87 87 - 90 48 43 8 1 260
Ease of getting off the bus - - - 93 55 37 6 2 265
The bus driver

How near to the kerb the driver stopped 88 95 - 95 69 26 3 3 269
The driver's appearance 81 86 - 93 63 30 5 2 268
The greeting/welcome you got from the driver 70 79 - 86 b4 32 9 5 274
The helpfulness and attitude of the driver 73 80 - 87 55 32 8 5 268
The time the driver gave you to get to your seat 79 82 - 87 56 31 8 4 267
Smoothness/freedom from jolting during the journey 66 79 - 83 44 39 7 10 267
Safety of the driving (i.e. speed, driver concentrating) 79 88 - 89 56 32 5 6 269
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M et ro b u s (excludes T1L routes)

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 88 90 92 91 51 40 7 2 536
Fare-paying passengers 84 86 90 90 45 45 8 3 366
Free pass holders 95 97 98 93 62 31 4 3 162
Aged 16 to 34 77 82 89 89 42 47 10 1 208
Aged 35 to 59 92 89 92 93 54 39 3 4 139
Passengers commuting 83 84 87 86 43 44 10 3 285
Passengers not commuting 92 96 97 96 60 36 3 1 234
Passengers saying they have a disability 81 91 88 91 52 39 7 2 114
Value for money

All fare-paying passengers 60 60 60 55 24 30 26 19 351
Aged 16 to 34 41 52 58 52 20 32 30 18 193
Aged 35 to 59 80 68 61 55 23 32 21 24 113
Passengers commuting b4 60 57 52 21 31 30 18 255
Passengers not commuting 68 62 65 63 33 30 19 18 91
Punctuality and time waiting for the bus

Punctuality of the bus 73 77 79 79 50 29 10 1 497
The length of time waited 74 78 80 77 42 35 12 11 b27
On-bus journey time

Time journey on the bus took 86 88 86 86 51 35 10 5 527
On the bus

Route/destination information on the outside of the bus 86 88 87 92 57 35 6 2 528
The cleanliness and condition of the outside of the bus 82 83 80 87 46 41 10 4 512
The ease of getting onto the bus - - 93 94 63 31 4 2 525
The length of time it took to board 92 93 92 93 60 32 6 1 522
The cleanliness and condition of the inside of the bus 79 82 79 84 39 44 10 6 534
The information provided inside the bus 76 83 82 88 46 41 11 2 510
The availability of seating or space to stand 90 85 87 91 56 35 7 3 525
The comfort of the seats 78 78 69 84 43 41 1 5 526
The amount of personal space you had around you 78 77 73 81 43 38 12 7 521
Provision of grab rails to stand/move within the bus 87 86 81 87 49 38 10 3 509
The temperature inside the bus 80 82 77 84 42 41 12 5 521
Your personal security whilst on the bus 87 88 84 90 57 33 9 1 520
Ease of getting off the bus - - 92 95 56 39 4 1 522
The bus driver

How near to the kerb the driver stopped 92 91 94 95 67 28 4 1 529
The driver's appearance 90 94 93 93 65 29 5 1 BB
The greeting/welcome you got from the driver 74 78 79 81 b4 27 14 4 525
The helpfulness and attitude of the driver 74 78 82 84 55 29 12 3 509
The time the driver gave you to get to your seat 84 82 84 87 56 31 10 4 523
Smoothness/freedom from jolting during the journey 73 78 81 79 47 32 12 9 522
Safety of the driving (i.e. speed, driver concentrating) 88 89 90 91 60 31 7 2 515
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3 Operator results Individual

morebus in Bournemouth and Poole

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 89 92 95 62 33 4 1 731
Fare-paying passengers - 87 88 94 54 39 4 2 328
Free pass holders - 95 98 97 76 21 2 0 396
Aged 16 to 34 - 81 83 91 47 44 7 2 105
Aged 35 to 59 - 92 95 97 61 36 3 0 187
Passengers commuting - 82 86 92 42 49 7 2 170
Passengers not commuting - 96 97 97 72 24 2 1 529
Passengers saying they have a disability - 87 92 93 62 31 6 1 212
Value for money

All fare-paying passengers - 70 68 71 25 46 18 12 317
Aged 16 to 34 - 65 63 63 15 48 21 16 97
Aged 35 to 59 - 74 69 77 28 49 15 8 161
Passengers commuting - 69 65 68 21 46 18 14 149
Passengers not commuting - 69 76 74 29 45 17 9 163
Punctuality and time waiting for the bus

Punctuality of the bus - 79 75 84 b1 33 10 6 663
The length of time waited - 82 75 84 47 37 1 5 711
On-bus journey time

Time journey on the bus took - 86 86 90 59 31 7 3 730
On the bus

Route/destination information on the outside of the bus - 90 87 93 67 26 5 3 707
The cleanliness and condition of the outside of the bus - 86 84 88 57 31 9 3 686
The ease of getting onto the bus - - 93 95 71 24 4 1 77
The length of time it took to board - 92 93 95 67 28 4 1 700
The cleanliness and condition of the inside of the bus - 82 84 88 50 38 7 4 719
The information provided inside the bus - 72 72 86 50 35 12 3 669
The availability of seating or space to stand - 86 84 90 64 27 5 4 705
The comfort of the seats - 81 82 85 46 39 9 5 705
The amount of personal space you had around you - 79 78 86 46 38 " 4 700
Provision of grab rails to stand/move within the bus - 83 87 90 57 33 7 3 702
The temperature inside the bus - 79 81 86 45 41 9 5 698
Your personal security whilst on the bus - 87 84 90 61 29 8 2 688
Ease of getting off the bus - - 91 93 66 27 5 2 712
The bus driver

How near to the kerb the driver stopped - 93 93 97 70 27 3 0 697
The driver’s appearance - 9 90 95 73 22 5 0 708
The greeting/welcome you got from the driver - 83 83 92 72 20 6 2 712
The helpfulness and attitude of the driver - 83 84 93 71 22 5 2 694
The time the driver gave you to get to your seat - 86 88 93 70 23 6 1 711
Smoothness/freedom from jolting during the journey - 79 83 87 54 33 9 4 715
Safety of the driving (i.e. speed, driver concentrating) - 89 92 94 72 23 5 1 713
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National Express in West Midlands

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 84 85 84 85 40 45 10 5 1772
Fare-paying passengers 82 82 82 83 36 47 12 5 1172
Free pass holders 92 93 88 91 53 37 5 4 560
Aged 16 to 34 81 79 80 82 32 50 13 5 569
Aged 35 to 59 84 86 84 84 40 44 12 4 515
Passengers commuting 80 80 80 82 32 50 12 6 770
Passengers not commuting 89 0 87 88 48 40 8 4 946
Passengers saying they have a disability 84 85 86 85 44 41 9 6 481

Value for money

All fare-paying passengers 62 63 66 66 29 37 18 16 1135
Aged 16 to 34 59 55 63 63 27 37 19 17 531

Aged 35 to 59 66 71 69 68 31 37 18 14 464
Passengers commuting 59 60 61 65 26 39 18 17 696
Passengers not commuting 67 68 73 68 35 34 18 13 411

Punctuality and time waiting for the bus

Punctuality of the bus 70 70 70 73 41 32 1 16 1625
The length of time waited 71 70 73 72 39 33 13 15 1763
On-bus journey time

Time journey on the bus took 82 79 82 83 46 37 10 7 1776
On the bus

Route/destination information on the outside of the bus 82 82 83 83 48 35 12 5 1682
The cleanliness and condition of the outside of the bus 74 77 78 7 35 42 15 9 1671
The ease of getting onto the bus - - 88 87 54 33 8 5 1739
The length of time it took to board 87 87 87 87 56 31 9 4 1705
The cleanliness and condition of the inside of the bus 71 72 73 72 32 40 14 13 1760
The information provided inside the bus 69 70 72 71 32 39 23 6 1632
The availability of seating or space to stand 82 83 84 84 46 38 9 7 1731
The comfort of the seats 74 76 76 75 35 40 15 10 1714
The amount of personal space you had around you 73 73 75 76 36 40 12 12 1698
Provision of grab rails to stand/move within the bus 82 82 81 82 40 42 13 5 1695
The temperature inside the bus 75 76 77 73 34 39 16 1 1715
Your personal security whilst on the bus 78 78 78 76 38 39 17 6 1701
Ease of getting off the bus - - 84 86 47 38 10 5 1723
The bus driver

How near to the kerb the driver stopped 88 90 90 91 57 34 7 2 1722
The driver's appearance 83 86 88 88 53 34 10 2 1606
The greeting/welcome you got from the driver 60 61 66 65 34 31 25 10 1698
The helpfulness and attitude of the driver 66 65 69 66 37 29 26 8 1658
The time the driver gave you to get to your seat 72 71 74 75 40 35 15 9 1689
Smoothness/freedom from jolting during the journey 74 74 75 75 36 39 16 10 1676
Safety of the driving (i.e. speed, driver concentrating) 84 86 85 86 50 36 10 4 1683
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3 Operator results Individual

- -
N ottl n h a m ‘ I Tra ns o ﬂ (results in 2017 are for services in Nottinghamshire
only, while other results also include Nottingham City)
Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 92 94 91 95 48 46 4 2 1608
Fare-paying passengers el - 91 94 45 48 4 2 1094
Free pass holders 94 96 98 97 59 38 2 1 472
Aged 16 to 34 92 - 94 93 44 49 5 2 609
Aged 35 to 59 90 - 91 96 49 46 2 2 440
Passengers commuting 90 - 90 93 44 49 4 2 613
Passengers not commuting 94 96 92 95 52 44 3 2 951

Passengers saying they have a disability 88 - 83 93 59 34 5 2 307
Value for money

All fare-paying passengers 77 - 79 78 34 44 11 11 1057
Aged 16 to 34 74 - 81 74 35 40 12 13 556
Aged 35 to 59 79 - 82 83 32 50 10 8 394
Passengers commuting 76 - 77 7 32 46 1 11 553
Passengers not commuting 77 - 85 79 36 43 10 10 481

Punctuality and time waiting for the bus

Punctuality of the bus 84 84 84 81 45 36 1 8 1642
The length of time waited 84 83 80 82 42 40 10 8 1629
On-bus journey time

Time journey on the bus took 89 88 85 89 45 44 8 3 1624
On the bus

Route/destination information on the outside of the bus 91 94 89 90 61 30 8 2 1690
The cleanliness and condition of the outside of the bus 88 89 86 88 52 36 10 3 15673
The ease of getting onto the bus - - 90 93 64 29 6 1 1612
The length of time it took to board 92 94 AN 94 64 30 5 1 1695
The cleanliness and condition of the inside of the bus 84 89 85 88 52 36 8 4 1623
The information provided inside the bus 86 87 83 86 50 35 13 1 15669
The availability of seating or space to stand 86 91 88 89 58 32 8 3 1607
The comfort of the seats 80 80 82 88 54 34 8 4 1698
The amount of personal space you had around you 75 82 75 86 53 33 8 6 15696
Provision of grab rails to stand/move within the bus 86 92 85 91 56 35 6 3 15680
The temperature inside the bus 80 84 79 86 51 35 10 4 1691
Your personal security whilst on the bus 87 91 86 91 59 32 8 2 1686
Ease of getting off the bus - - 86 93 63 30 6 2 1599
The bus driver

How near to the kerb the driver stopped 94 95 94 95 73 23 4 1 1666
The driver's appearance 92 93 89 94 71 23 5 1 1500
The greeting/welcome you got from the driver 80 83 85 84 55 29 12 4 1644
The helpfulness and attitude of the driver 81 83 82 84 56 28 13 3 1501
The time the driver gave you to get to your seat 80 79 80 86 b7 29 10 4 1648
Smoothness/freedom from jolting during the journey 81 82 76 84 53 31 1 5 1669
Safety of the driving (i.e. speed, driver concentrating) 91 86 88 94 66 28 5 1 1564
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Nottingham Community Transport

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 96 51 45 2 2 212
Fare-paying passengers - - - 96 47 49 2 2 87
Free pass holders - - - 94 60 35 3 2 116

Aged 16 to 34 - - - = - - - - -
Aged 35 to 59 - - - = - - - - -
Passengers commuting - - - - - - - -
Passengers not commuting - - - 97 53 44 ) 1 133
Passengers saying they have a disability - - - - - - - - -

Value for money

All fare-paying passengers - - - 79 40 40 16 5 79
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - - 79 52 27 14 7 202
The length of time waited - - - 82 44 38 1 7 208
On-bus journey time

Time journey on the bus took - - - 90 49 41 9 1 215
On the bus

Route/destination information on the outside of the bus - - - 93 61 32 7 0 205
The cleanliness and condition of the outside of the bus - - - 90 59 31 10 0 195
The ease of getting onto the bus - - - 97 70 27 3 1 205
The length of time it took to board - - - 98 71 27 1 1 205
The cleanliness and condition of the inside of the bus - - - 95 67 28 4 1 213
The information provided inside the bus - - - 88 52 36 10 1 198
The availability of seating or space to stand - - - 90 59 31 6 4 207
The comfort of the seats - - - 90 54 36 7 2 209
The amount of personal space you had around you - - - 90 54 36 6 4 209
Provision of grab rails to stand/move within the bus - - - 92 61 30 7 2 205
The temperature inside the bus - - - 90 52 38 7 2 211
Your personal security whilst on the bus - - - 93 65 28 7 0 209
Ease of getting off the bus - - - 98 68 30 2 0 211
The bus driver

How near to the kerb the driver stopped - - - 97 75 22 3 1 205
The driver’s appearance - - - 92 72 20 7 1 202
The greeting/welcome you got from the driver - - - 88 61 27 9 4 205
The helpfulness and attitude of the driver - - - 91 64 27 8 1 201
The time the driver gave you to get to your seat - - - 91 67 24 8 1 204
Smoothness/freedom from jolting during the journey - - - 85 55 30 13 1 203
Safety of the driving (i.e. speed, driver concentrating) - - - 96 69 27 4 0 203
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3 Operator results Individual

Oxford Bus Company in Oxfordshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019
Satisfaction (%) all all all all very fairly  neither all
satisfied  satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied
Overall journey satisfaction '
All passengers 91 89 92 91 48 43 6 3 520
Fare-paying passengers el 88 90 89 44 46 7 4 369
Free pass holders 92 92 96 99 69 30 0 1 163
Aged 16 to 34 89 86 88 88 37 52 9 2 144
Aged 35 to 59 el 90 95 93 54 39 3 4 181
Passengers commuting 87 85 91 87 42 46 8 5 251
Passengers not commuting 95 93 92 96 59 37 3 1 250
Passengers saying they have a disability 90 93 92 93 b4 39 6 1 93
Value for money
All fare-paying passengers 62 65 63 61 28 33 19 21 348
Aged 16 to 34 57 58 55 52 20 32 22 26 122
Aged 35 to 59 69 72 71 69 35 35 16 156 176
Passengers commuting 58 58 64 60 21 39 17 23 215
Passengers not commuting 69 79 62 64 41 23 20 17 124
Punctuality and time waiting for the bus
Punctuality of the bus 67 73 72 67 39 28 16 17 463
The length of time waited 70 73 79 69 36 33 18 13 512
On-bus journey time
Time journey on the bus took 85 78 86 77 45 32 16 7 512
On the bus
Route/destination information on the outside of the bus 87 90 89 86 B2 34 1 4 501
The cleanliness and condition of the outside of the bus 84 87 84 87 49 37 " 2 487
The ease of getting onto the bus - - 94 95 61 33 4 1 512
The length of time it took to board 90 88 93 89 58 31 8 3 512
The cleanliness and condition of the inside of the bus 82 83 83 87 47 40 10 3 519
The information provided inside the bus 66 68 68 72 41 31 25 4 469
The availability of seating or space to stand 88 91 92 93 62 31 6 1 518
The comfort of the seats 80 82 80 86 46 41 1 3 512
The amount of personal space you had around you 76 80 82 81 46 35 13 5 518
Provision of grab rails to stand/move within the bus 84 87 87 87 51 37 12 1 502
The temperature inside the bus 79 79 79 82 44 39 1 6 518
Your personal security whilst on the bus 89 89 ) 89 54 35 9 1 510
Ease of getting off the bus - - 93 93 58 35 6 1 516
The bus driver
How near to the kerb the driver stopped 92 94 94 92 72 19 8 0 506
The driver’s appearance 89 9 92 90 68 22 10 0 490
The greeting/welcome you got from the driver 7 75 87 82 b4 28 13 5 511
The helpfulness and attitude of the driver 75 75 86 80 b7 23 17 3 490
The time the driver gave you to get to your seat 78 81 84 87 58 29 12 1 500
Smoothness/freedom from jolting during the journey 76 76 79 80 47 32 15 5 509
Safety of the driving (i.e. speed, driver concentrating) 89 9N 92 89 65 24 9 1 505
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Oxford Bus - Park and Ride services

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 93 93 96 97 59 37 0 3 282
Fare-paying passengers 93 92 96 96 55 41 0 4 207
Free pass holders 97 - 99 98 77 21 1 1 8
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 92 88 99 97 52 44 0 3 111
Passengers commuting 9 92 96 95 48 47 0 5 102
Passengers not commuting 96 94 99 98 67 31 0 2 176
Passengers saying they have a disability - - - - - - - - -
Value for money

All fare-paying passengers 66 75 69 73 32 M1 14 12 205
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 72 75 69 77 32 46 13 10 110
Passengers commuting 65 64 62 60 14 45 24 16 90
Passengers not commuting 70 86 85 86 50 36 6 9 111
Punctuality and time waiting for the bus

Punctuality of the bus 84 82 83 78 52 26 12 9 264
The length of time waited 83 79 86 82 51 31 1 7 274
On-bus journey time

Time journey on the bus took 88 87 92 84 54 30 " 5 281
On the bus

Route/destination information on the outside of the bus 92 90 88 92 58 35 7 1 276
The cleanliness and condition of the outside of the bus 90 94 90 94 58 36 5 1 272
The ease of getting onto the bus - - 96 97 69 29 2 1 278
The length of time it took to board 95 93 94 95 69 26 2 2 278
The cleanliness and condition of the inside of the bus 93 97 93 96 57 39 4 1 282
The information provided inside the bus 74 87 82 86 49 36 11 4 263
The availability of seating or space to stand 97 93 94 98 68 30 1 1 282
The comfort of the seats 91 92 90 94 59 35 5 1 283
The amount of personal space you had around you 88 84 86 89 52 37 8 3 282
Provision of grab rails to stand/move within the bus 94 86 el 96 58 38 4 0 274
The temperature inside the bus 85 87 86 86 50 37 8 6 282
Your personal security whilst on the bus 94 91 92 97 63 34 3 0 278
Ease of getting off the bus - - 94 98 65 34 1 1 280
The bus driver

How near to the kerb the driver stopped 97 95 95 97 70 27 3 0 279
The driver's appearance 94 94 94 93 65 27 7 0 275
The greeting/welcome you got from the driver 86 78 87 86 58 28 1 3 278
The helpfulness and attitude of the driver 85 78 87 88 60 29 9 3 270
The time the driver gave you to get to your seat 91 86 el 94 65 29 5 2 267
Smoothness/freedom from jolting during the journey 86 78 85 84 52 32 9 7 274
Safety of the driving (i.e. speed, driver concentrating) 95 9N 9% 95 68 28 4 0 275
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3 Operator results Individual

Plymouth Citybus

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 90 90 93 94 55 39 5 1 725
Fare-paying passengers 87 87 91 92 49 43 6 2 410
Free pass holders 94 96 96 98 67 31 2 0 301
Aged 16 to 34 82 83 90 90 38 52 8 2 204
Aged 35 to 59 90 90 91 94 60 35 4 2 170
Passengers commuting 86 86 90 90 40 50 7 3 257
Passengers not commuting 93 93 96 97 64 33 3 0 431
Passengers saying they have a disability 89 87 92 94 52 42 5 1 267
Value for money

All fare-paying passengers 61 51 56 54 21 33 19 27 400
Aged 16 to 34 57 40 50 49 16 33 20 31 180
Aged 35 to 59 61 62 60 58 25 33 19 23 147
Passengers commuting 58 50 52 Bl 19 32 20 29 218
Passengers not commuting 65 52 63 58 24 34 19 24 175
Punctuality and time waiting for the bus

Punctuality of the bus 75 69 74 80 48 32 1 9 664
The length of time waited 72 70 75 80 45 35 13 7 711
On-bus journey time

Time journey on the bus took 86 83 87 88 57 31 9 3 718
On the bus

Route/destination information on the outside of the bus 82 87 88 90 60 30 8 2 678
The cleanliness and condition of the outside of the bus 81 84 86 86 47 39 " 3 678
The ease of getting onto the bus - - 95 94 68 26 4 2 712
The length of time it took to board 91 91 94 94 67 27 4 1 696
The cleanliness and condition of the inside of the bus 85 86 88 85 41 44 9 6 718
The information provided inside the bus 65 63 72 67 33 34 29 4 626
The availability of seating or space to stand 89 87 92 88 55 34 7 5 699
The comfort of the seats 77 81 84 79 41 39 13 7 699
The amount of personal space you had around you 78 77 83 81 43 38 12 7 698
Provision of grab rails to stand/move within the bus 86 84 88 88 49 39 10 2 689
The temperature inside the bus 7 79 84 84 42 42 10 6 696
Your personal security whilst on the bus 83 83 89 87 55 32 12 2 690
Ease of getting off the bus - - 92 93 57 37 6 1 705
The bus driver

How near to the kerb the driver stopped 92 93 94 95 71 25 4 1 708
The driver's appearance 91 91 94 95 70 24 5 0 697
The greeting/welcome you got from the driver 83 88 86 86 59 27 4 712
The helpfulness and attitude of the driver 81 86 88 86 58 28 1 3 695
The time the driver gave you to get to your seat 87 0 92 92 63 28 6 3 712
Smoothness/freedom from jolting during the journey 80 84 87 85 54 31 10 5 711
Safety of the driving (i.e. speed, driver concentrating) 89 93 94 94 66 28 5 0 710
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Reading Buses

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 93 88 94 92 53 38 7 2 844
Fare-paying passengers 92 86 93 91 50 41 8 1 471
Free pass holders 96 93 96 94 62 31 4 2 364
Aged 16 to 34 el 86 92 88 46 42 10 2 161
Aged 35 to 59 94 85 94 93 50 43 5 1 254
Passengers commuting 94 84 92 93 52 4 5 2 335
Passengers not commuting 93 92 95 91 54 37 8 1 475
Passengers saying they have a disability 94 90 el 90 56 34 7 2 216
Value for money

All fare-paying passengers 63 66 71 67 34 33 18 15 459
Aged 16 to 34 58 63 69 61 33 28 19 20 151
Aged 35 to 59 68 67 70 74 33 41 17 9 223
Passengers commuting 64 64 64 65 34 31 18 17 299
Passengers not commuting 60 69 81 V4 34 37 16 12 156
Punctuality and time waiting for the bus

Punctuality of the bus 79 73 81 78 51 27 1 12 770
The length of time waited 80 74 80 75 47 28 13 11 820
On-bus journey time

Time journey on the bus took 87 82 89 86 53 33 " 4 845
On the bus

Route/destination information on the outside of the bus 90 85 89 88 58 29 1 1 810
The cleanliness and condition of the outside of the bus 88 86 84 86 47 38 12 3 800
The ease of getting onto the bus - - 91 94 65 29 5 1 827
The length of time it took to board 93 90 9N 91 64 27 6 3 817
The cleanliness and condition of the inside of the bus 84 84 83 84 38 46 10 6 832
The information provided inside the bus 86 81 80 76 43 34 20 3 773
The availability of seating or space to stand 92 84 86 91 58 33 6 4 821
The comfort of the seats 84 83 82 85 42 42 12 4 825
The amount of personal space you had around you 84 76 80 79 41 38 13 8 819
Provision of grab rails to stand/move within the bus 89 83 85 87 46 42 1 2 800
The temperature inside the bus 85 79 82 85 44 41 10 5 811
Your personal security whilst on the bus 89 88 84 89 54 35 10 0 814
Ease of getting off the bus - - 88 92 57 35 5 2 825
The bus driver

How near to the kerb the driver stopped 94 95 94 94 68 27 4 1 824
The driver’s appearance 92 94 91 90 66 24 9 1 808
The greeting/welcome you got from the driver 84 86 82 85 57 28 1 3 825
The helpfulness and attitude of the driver 84 86 82 84 56 28 13 3 805
The time the driver gave you to get to your seat 85 86 84 85 53 32 " 4 810
Smoothness/freedom from jolting during the journey 84 80 83 83 47 36 1 5 811
Safety of the driving (i.e. speed, driver concentrating) 92 92 90 93 63 30 6 1 818
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3 Operator results Individual

Salisbury Reds

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 88 92 96 65 31 4 0 290
Fare-paying passengers - 81 89 96 57 39 4 0 98
Free pass holders - 97 95 96 73 22 4 0 189
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - 89 - - - - - -
Passengers not commuting - 91 95 98 71 27 2 0 230
Passengers saying they have a disability - 88 85 94 58 36 6 0 9

Value for money

All fare-paying passengers - 50 64 63 30 33 13 24 95
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - 70 78 83 57 25 8 9 268
The length of time waited - 73 76 83 55 27 10 7 280
On-bus journey time

Time journey on the bus took - 91 92 93 69 24 4 3 292
On the bus

Route/destination information on the outside of the bus - 84 88 91 68 23 4 5 279
The cleanliness and condition of the outside of the bus - 82 84 89 56 33 8 3 272
The ease of getting onto the bus - - 90 94 72 22 4 2 284
The length of time it took to board - 89 AN 91 70 21 7 2 276
The cleanliness and condition of the inside of the bus - 82 87 85 49 36 8 6 285
The information provided inside the bus - 64 69 72 46 26 22 6 243
The availability of seating or space to stand - 90 92 94 63 31 4 2 282
The comfort of the seats - 83 86 88 52 35 10 3 279
The amount of personal space you had around you - 83 83 86 48 38 " 3 275
Provision of grab rails to stand/move within the bus - 84 86 89 55 34 7 3 271
The temperature inside the bus - 79 86 85 48 37 9 6 272
Your personal security whilst on the bus - 87 88 89 55 34 9 2 272
Ease of getting off the bus - - 91 92 63 29 5 3 280
The bus driver

How near to the kerb the driver stopped - 94 94 96 78 17 4 0 286
The driver's appearance - 93 95 96 74 22 4 0 281
The greeting/welcome you got from the driver - 84 92 90 70 21 7 2 289
The helpfulness and attitude of the driver - 84 94 92 69 23 6 2 280
The time the driver gave you to get to your seat - 87 AN 96 76 20 4 0 279
Smoothness/freedom from jolting during the journey - 84 86 87 58 29 9 3 282
Safety of the driving (i.e. speed, driver concentrating) - 85 92 94 74 20 5 1 283
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Southern Vectis

Key results

Satisfaction (%)

2016
all
satisfied

2017
all
satisfied

2018
Ell

satisfied satisfied satisfied satisfied

2019

2019
very

2019
fairly

2019

2019

neither all

/nor

dissatisfied

Overall journey satisfaction

All passengers 91 96 93 92 61 31 5 3 303
Fare-paying passengers 82 97 86 86 50 35 8 6 111
Free pass holders 97 97 99 99 74 25 1 0 188
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - = - - - - =
Passengers not commuting 95 97 95 94 67 28 4 1 233
Passengers saying they have a disability 82 97 95 95 49 46 2 3 87
Value for money

All fare-paying passengers 43 56 51 41 16 25 18 42 105
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - = - - - - =
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus 82 90 84 84 57 27 12 4 280
The length of time waited 83 91 86 85 52 32 1 4 295
On-bus journey time

Time journey on the bus took 88 96 92 89 60 29 7 4 300
On the bus

Route/destination information on the outside of the bus 95 92 90 90 68 22 8 2 294
The cleanliness and condition of the outside of the bus 90 87 84 85 57 29 12 2 289
The ease of getting onto the bus - - 94 89 69 20 9 2 300
The length of time it took to board 94 94 92 89 66 23 10 1 293
The cleanliness and condition of the inside of the bus 87 89 89 85 51 34 10 6 301
The information provided inside the bus 68 75 70 75 46 29 22 4 284
The availability of seating or space to stand 87 92 93 86 62 24 9 5 298
The comfort of the seats 82 87 86 76 50 26 14 10 299
The amount of personal space you had around you 79 82 84 73 47 26 17 10 297
Provision of grab rails to stand/move within the bus 82 88 el 82 54 29 15 3 299
The temperature inside the bus 78 87 85 81 48 33 12 7 300
Your personal security whilst on the bus 87 91 90 86 60 26 13 1 297
Ease of getting off the bus - - 91 92 62 30 7 1 298
The bus driver

How near to the kerb the driver stopped 95 98 97 93 74 19 6 0 294
The driver’s appearance 95 97 92 93 71 22 6 1 293
The greeting/welcome you got from the driver 87 90 83 86 61 25 1 4 299
The helpfulness and attitude of the driver 88 87 87 86 66 20 1 3 293
The time the driver gave you to get to your seat 91 91 89 93 70 22 6 1 295
Smoothness/freedom from jolting during the journey 83 86 89 82 52 30 1 6 297
Safety of the driving (i.e. speed, driver concentrating) 91 93 92 91 71 20 8 1 296
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3 Operator results Individual

Stagecoach in Cambridgeshire
and Peterborough .....c..,

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 85 47 38 9 5 692
Fare-paying passengers - - - 84 43 41 10 6 369
Free pass holders - - - 88 60 29 7 5 319
Aged 16 to 34 - - - 82 42 40 13 5 138
Aged 35 to 59 - - - 86 45 40 8 7 171
Passengers commuting - - - 79 39 40 14 6 238
Passengers not commuting - - - 91 55 37 4 4 428
Passengers saying they have a disability - - - 85 50 34 10 5 206
Value for money

All fare-paying passengers - - - 58 23 35 18 24 349
Aged 16 to 34 - - - 58} 23 29 18 29 126
Aged 35 to 59 - - - 62 22 40 20 18 143
Passengers commuting - - - 55 20 35 17 28 206
Passengers not commuting - - - 61 27 34 22 17 138
Punctuality and time waiting for the bus

Punctuality of the bus - - - 74 43 32 12 14 641
The length of time waited - - - 73 40 33 13 14 682
On-bus journey time

Time journey on the bus took - - - 81 47 35 " 7 694
On the bus

Route/destination information on the outside of the bus - - - 86 52 34 9 5 647
The cleanliness and condition of the outside of the bus - - - 77 38 39 14 10 6561
The ease of getting onto the bus - - - 94 62 32 5 1 684
The length of time it took to board - - - 91 59 31 7 3 671
The cleanliness and condition of the inside of the bus - - - 79 39 40 12 9 685
The information provided inside the bus - - - 59 29 31 33 7 595
The availability of seating or space to stand - - - 90 b4 36 6 4 675
The comfort of the seats - - - 73 36 38 17 10 662
The amount of personal space you had around you - - - 78 38 40 14 8 667
Provision of grab rails to stand/move within the bus - - - 84 47 38 1 5 657
The temperature inside the bus - - - 78 37 40 12 10 669
Your personal security whilst on the bus - - - 86 51 35 1 3 662
Ease of getting off the bus - - - 89 54 35 7 3 680
The bus driver

How near to the kerb the driver stopped - - - 92 65 27 7 1 669
The driver's appearance - - - 92 64 28 7 2 645
The greeting/welcome you got from the driver - - - 81 50 31 13 6 670
The helpfulness and attitude of the driver - - - 80 50 30 15 5 658
The time the driver gave you to get to your seat - - - 84 51 33 1 5 657
Smoothness/freedom from jolting during the journey - - - 79 43 36 13 8 669
Safety of the driving (i.e. speed, driver concentrating) - - - 90 57 33 8 3 673

140 transportfocus



Stagecoach in Cheshire West and Chester

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 87 89 57 32 8 3 416
Fare-paying passengers - - 82 84 50 34 13 3 150
Free pass holders - - 95 94 66 28 3 3 260
Aged 16 to 34 - - 79 - - - - - -
Aged 35 to 59 - - 88 90 49 42 7 2 84
Passengers commuting - - 81 83 42 42 12 5 85
Passengers not commuting - - el 92 65 28 6 2 318
Passengers saying they have a disability - - 84 86 56 30 9 5 140
Value for money

All fare-paying passengers - - 69 64 29 35 12 24 142
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - - 72 - - - - - -
Passengers commuting - - 71 - - - - - -
Passengers not commuting - - 67 70 40 30 12 17 77
Punctuality and time waiting for the bus

Punctuality of the bus - - 68 75 40 35 8 17 371
The length of time waited - - 68 75 41 35 12 13 401
On-bus journey time

Time journey on the bus took - - 88 86 61 25 9 4 413
On the bus

Route/destination information on the outside of the bus - - 81 87 63 24 10 3 392
The cleanliness and condition of the outside of the bus - - 76 86 46 39 10 5 383
The ease of getting onto the bus - - 89 93 65 28 6 1 402
The length of time it took to board - - 87 93 66 27 6 1 390
The cleanliness and condition of the inside of the bus - - 78 83 42 41 10 7 407
The information provided inside the bus - - 65 69 31 38 23 8 362
The availability of seating or space to stand - - 85 90 54 36 8 2 400
The comfort of the seats - - 82 84 43 41 1 4 401
The amount of personal space you had around you - - 7 80 39 41 13 7 396
Provision of grab rails to stand/move within the bus - - 83 89 48 41 10 2 389
The temperature inside the bus - - 81 81 44 38 14 5 398
Your personal security whilst on the bus - - 82 88 51 37 1 1 394
Ease of getting off the bus - - 85 92 56 35 8 1 399
The bus driver

How near to the kerb the driver stopped - - 0 95 71 24 4 1 402
The driver's appearance - - 85 92 70 23 7 1 388
The greeting/welcome you got from the driver - - 76 81 56 25 14 5 404
The helpfulness and attitude of the driver - - 76 82 60 22 14 4 383
The time the driver gave you to get to your seat - - 81 85 61 24 13 3 399
Smoothness/freedom from jolting during the journey - - 78 86 50 36 10 4 399
Safety of the driving (i.e. speed, driver concentrating) - - 86 90 62 28 7 3 396
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3 Operator results Individual

Stagecoach Cumbria and North Lancashire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 87 87 93 92 55 36 7 2 671
Fare-paying passengers 82 83 91 89 47 42 9 2 424
Free pass holders 94 94 94 97 70 27 3 0 224
Aged 16 to 34 77 - 90 86 42 43 13 3 198
Aged 35 to 59 - 84 91 93 52 42 7 0 162
Passengers commuting 82 86 90 84 41 43 13 3 230
Passengers not commuting 89 91 94 95 62 33 4 1 400
Passengers saying they have a disability 85 84 90 95 b4 42 4 1 161
Value for money

All fare-paying passengers 60 65 59 64 30 34 17 19 404
Aged 16 to 34 55 - - 55 21 34 23 23 181
Aged 35 to 59 - 71 67 72 33 39 12 16 143
Passengers commuting 58 63 58 56 24 32 23 20 201
Passengers not commuting - - 60 72 37 34 " 17 190
Punctuality and time waiting for the bus

Punctuality of the bus 78 74 80 81 55 27 1 8 610
The length of time waited 79 75 80 82 50 32 12 6 678
On-bus journey time

Time journey on the bus took 86 82 92 89 54 36 9 2 680
On the bus

Route/destination information on the outside of the bus 89 87 88 88 57 31 9 3 667
The cleanliness and condition of the outside of the bus 86 83 79 84 47 38 13 3 632
The ease of getting onto the bus - - 94 93 63 30 6 1 665
The length of time it took to board 94 94 93 91 64 27 6 2 648
The cleanliness and condition of the inside of the bus 87 76 81 86 47 39 10 4 686
The information provided inside the bus 73 62 74 76 41 35 20 3 608
The availability of seating or space to stand 89 87 87 92 63 29 5 3 666
The comfort of the seats 81 84 81 84 48 36 10 6 659
The amount of personal space you had around you 77 78 81 86 49 35 10 5 664
Provision of grab rails to stand/move within the bus 90 84 87 90 54 36 8 2 645
The temperature inside the bus 84 78 86 87 48 39 9 4 655
Your personal security whilst on the bus 90 89 86 89 56 33 9 2 653
Ease of getting off the bus - - 91 94 59 34 5 1 664
The bus driver

How near to the kerb the driver stopped 93 93 95 94 70 24 4 1 656
The driver’s appearance 88 92 93 93 71 23 6 1 636
The greeting/welcome you got from the driver 7 75 80 87 62 25 9 4 649
The helpfulness and attitude of the driver 80 73 81 87 63 24 9 4 630
The time the driver gave you to get to your seat 85 81 84 91 64 27 6 3 635
Smoothness/freedom from jolting during the journey 83 78 83 84 54 30 1 5 637
Safety of the driving (i.e. speed, driver concentrating) 89 87 92 92 68 25 6 2 634
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Stagecoach in Derbyshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 93 89 39 50 8 3 446
Fare-paying passengers - - 93 86 33 53 10 4 244
Free pass holders - - 93 93 49 44 5 2 196
Aged 16 to 34 - - 91 86 29 58 10 4 112
Aged 35 to 59 - - 91 92 39 52 5 3 126
Passengers commuting - - 91 89 36 52 10 2 125
Passengers not commuting - - 93 89 40 49 7 4 312
Passengers saying they have a disability - - 91 91 41 50 3 6 137
Value for money

All fare-paying passengers - - 67 65 19 46 21 14 231
Aged 16 to 34 - - 67 62 16 46 25 13 94
Aged 35 to 59 - - 67 75 25 50 15 10 102
Passengers commuting - - 67 61 21 39 27 12 103
Passengers not commuting - - 67 69 17 53 15 16 126
Punctuality and time waiting for the bus

Punctuality of the bus - - 76 75 34 41 15 10 426
The length of time waited - - 76 76 31 45 15 9 434
On-bus journey time

Time journey on the bus took - - 88 86 46 39 " 4 451
On the bus

Route/destination information on the outside of the bus - - 86 85 46 39 12 4 431
The cleanliness and condition of the outside of the bus - - 81 74 34 40 19 8 429
The ease of getting onto the bus - - 93 89 54 35 8 3 441
The length of time it took to board - - 92 93 53 39 6 2 430
The cleanliness and condition of the inside of the bus - - 82 82 40 41 10 9 444
The information provided inside the bus - - 7 71 31 40 23 7 410
The availability of seating or space to stand - - 89 89 52 37 9 3 437
The comfort of the seats - - 84 80 39 41 12 8 438
The amount of personal space you had around you - - 81 82 42 40 10 8 433
Provision of grab rails to stand/move within the bus - - 87 89 47 42 9 3 432
The temperature inside the bus - - 80 82 41 42 1 7 430
Your personal security whilst on the bus - - 88 88 52 37 10 2 435
Ease of getting off the bus - - 92 91 56 35 6 3 434
The bus driver

How near to the kerb the driver stopped - - 92 93 70 23 6 1 438
The driver’s appearance - - 92 92 65 27 7 2 422
The greeting/welcome you got from the driver - - 78 78 42 37 16 6 430
The helpfulness and attitude of the driver - - 79 78 45 33 18 5 424
The time the driver gave you to get to your seat - - 82 82 50 32 " 6 436
Smoothness/freedom from jolting during the journey - - 82 81 46 35 1 8 440
Safety of the driving (i.e. speed, driver concentrating) - - 92 89 56 34 9 2 433
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3 Operator results Individual

Stagecoach in Devon

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 93 57 36 4 3 554
Fare-paying passengers - - - 90 50 41 6 4 229
Free pass holders - - - 96 67 29 2 1 318
Aged 16 to 34 - - - 90 43 47 5 5 112
Aged 35 to 59 - - - 92 57 35 4 4 85
Passengers commuting - - - 86 44 42 7 6 121
Passengers not commuting - - - 97 63 33 2 1 398
Passengers saying they have a disability - - - 88 50 38 5 6 161
Value for money

All fare-paying passengers - - - 55 28 27 24 21 212
Aged 16 to 34 - - - 47 28 19 27 27 107
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - - 53 29 24 24 22 95
Passengers not commuting - - - 58 28 30 23 19 114
Punctuality and time waiting for the bus

Punctuality of the bus - - - 83 52 30 10 7 497
The length of time waited - - - 85 50 34 9 7 541
On-bus journey time

Time journey on the bus took - - - 86 54 33 9 5 555
On the bus

Route/destination information on the outside of the bus - - - 90 63 27 9 1 533
The cleanliness and condition of the outside of the bus - - - 81 42 39 14 5 514
The ease of getting onto the bus - - - 95 70 25 4 1 547
The length of time it took to board - - - 94 72 23 5 1 532
The cleanliness and condition of the inside of the bus - - - 84 37 47 10 6 549
The information provided inside the bus - - - 65 31 34 32 4 474
The availability of seating or space to stand - - - 94 61 33 4 2 536
The comfort of the seats - - - 81 43 37 10 9 536
The amount of personal space you had around you - - - 83 45 39 10 7 535
Provision of grab rails to stand/move within the bus - - - 89 51 38 9 3 528
The temperature inside the bus - - - 83 42 41 1 6 535
Your personal security whilst on the bus - - - 90 58 32 7 2 537
Ease of getting off the bus - - - 94 61 33 5 1 538
The bus driver

How near to the kerb the driver stopped - - - 93 69 25 5 1 536
The driver's appearance - - - 91 63 28 7 2 535
The greeting/welcome you got from the driver - - - 84 b4 29 12 4 538
The helpfulness and attitude of the driver - - - 84 55 29 12 4 524
The time the driver gave you to get to your seat - - - 90 64 26 7 3 535
Smoothness/freedom from jolting during the journey - - - 83 51 32 10 7 537
Safety of the driving (i.e. speed, driver concentrating) - - - 91 65 26 7 2 541
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Stagecoach East - Cambridge Busway

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 88 92 85 4 42 8 7 450
Fare-paying passengers - 84 89 83 37 47 10 7 252
Free pass holders - 98 97 92 64 27 3 5 198
Aged 16 to 34 - 83 - 77 29 48 16 8 85
Aged 35 to 59 - 86 - 86 41 44 6 9 132
Passengers commuting - 80 88 78 27 51 12 10 183
Passengers not commuting - 98 96 93 61 32 4 3 255
Passengers saying they have a disability - 83 ) 86 49 36 8 6 110
Value for money

All fare-paying passengers - 42 43 56 18 38 19 25 252
Aged 16 to 34 - 34 - 45 16 29 21 34 82
Aged 35 to 59 - 53 - 63 21 42 17 21 127
Passengers commuting - 32 39 49 13 36 21 30 172
Passengers not commuting - - - V4 28 44 14 15 78
Punctuality and time waiting for the bus

Punctuality of the bus - 74 73 68 40 29 16 15 406
The length of time waited - 75 73 70 37 33 18 12 438
On-bus journey time

Time journey on the bus took - 84 88 75 40 34 12 14 442
On the bus

Route/destination information on the outside of the bus - 86 86 89 59 30 7 4 444
The cleanliness and condition of the outside of the bus - 91 86 82 45 36 12 7 425
The ease of getting onto the bus - - 93 94 66 28 4 3 445
The length of time it took to board - 91 93 88 60 28 7 4 440
The cleanliness and condition of the inside of the bus - 90 el 83 45 39 1 5 446
The information provided inside the bus - 73 75 69 31 38 20 11 413
The availability of seating or space to stand - 79 85 78 48 30 9 13 444
The comfort of the seats - 87 86 82 48 34 10 8 439
The amount of personal space you had around you - 76 80 74 37 37 12 13 433
Provision of grab rails to stand/move within the bus - 77 80 80 42 38 12 8 419
The temperature inside the bus - 74 82 7 38 39 1 12 435
Your personal security whilst on the bus - 86 89 87 52 35 1 2 435
Ease of getting off the bus - - 91 91 57 34 7 3 435
The bus driver

How near to the kerb the driver stopped - 95 95 93 68 25 6 2 434
The driver's appearance - 91 94 91 65 26 9 0 423
The greeting/welcome you got from the driver - 73 83 81 53 28 14 5 436
The helpfulness and attitude of the driver - 73 82 82 53 29 13 5 429
The time the driver gave you to get to your seat - 78 84 83 56 26 12 5 430
Smoothness/freedom from jolting during the journey - 72 85 79 47 32 1 10 438
Safety of the driving (i.e. speed, driver concentrating) - 9N 91 88 60 28 8 4 438
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3 Operator results Individual

Stagecoach GIoUuCeStershire ... .cuce s o s et

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 91 90 90 50 40 7 3 (L)
Fare-paying passengers - 89 88 88 41 47 10 3 405
Free pass holders - 96 94 96 69 26 2 2 318
Aged 16 to 34 - - 84 86 38 47 11 4 200
Aged 35 to 59 - 88 91 91 49 42 6 3 171
Passengers commuting - 85 87 86 45 4 10 4 264
Passengers not commuting - 96 93 93 54 39 4 2 444
Passengers saying they have a disability - 91 88 86 44 42 10 4 201
Value for money

All fare-paying passengers - 60 59 58 22 37 20 22 388
Aged 16 to 34 - - 52 56 20 36 20 24 173
Aged 35 to 59 - - 66 62 27 35 19 18 151
Passengers commuting - 55 53 56 22 34 20 25 220
Passengers not commuting - - 68 62 22 40 20 18 164
Punctuality and time waiting for the bus

Punctuality of the bus - 77 75 82 b1 31 9 9 671
The length of time waited - 79 76 81 48 33 1 7 729
On-bus journey time

Time journey on the bus took - 85 88 84 50 34 13 3 734
On the bus

Route/destination information on the outside of the bus - 84 82 84 52 32 13 3 699
The cleanliness and condition of the outside of the bus - 80 79 82 38 44 13 5 691
The ease of getting onto the bus - - 92 94 62 32 5 2 721
The length of time it took to board - 93 AN 92 63 29 6 2 704
The cleanliness and condition of the inside of the bus - 81 78 83 39 44 1 6 731
The information provided inside the bus - 68 68 69 32 37 25 6 647
The availability of seating or space to stand - 90 88 91 55 36 7 3 727
The comfort of the seats - 82 75 83 43 40 1 6 716
The amount of personal space you had around you - 80 78 82 43 39 12 6 T
Provision of grab rails to stand/move within the bus - 85 88 88 47 41 9 3 706
The temperature inside the bus - 76 81 82 41 41 12 6 716
Your personal security whilst on the bus - 86 86 86 49 37 13 2 710
Ease of getting off the bus - - 91 92 56 35 7 2 711
The bus driver

How near to the kerb the driver stopped - 92 95 92 63 29 6 2 7
The driver's appearance - 93 92 89 61 28 9 3 714
The greeting/welcome you got from the driver - 80 79 80 b1 29 14 7 729
The helpfulness and attitude of the driver - 82 80 80 53 28 14 5 716
The time the driver gave you to get to your seat - 83 87 85 b7 29 1 4 721
Smoothness/freedom from jolting during the journey - 78 82 81 46 35 14 5 7
Safety of the driving (i.e. speed, driver concentrating) - 90 89 91 58 33 7 2 718
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Stagecoach in Greater Manchester

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 82 91 89 90 42 48 6 3 1019
Fare-paying passengers 79 90 88 89 38 51 7 4 662
Free pass holders 94 94 92 94 57 37 4 2 335
Aged 16 to 34 76 89 85 89 35 54 7 4 375
Aged 35 to 59 84 AN 92 92 48 44 6 3 263
Passengers commuting 76 87 89 87 36 50 9 5 396
Passengers not commuting 89 94 89 93 47 46 4 3 588
Passengers saying they have a disability 80 89 84 89 50 39 7 4 292
Value for money

All fare-paying passengers 71 75 69 63 30 34 17 19 654
Aged 16 to 34 66 68 66 60 28 32 20 20 326
Aged 35 to 59 76 83 74 69 34 35 14 17 235
Passengers commuting 66 71 69 63 30 33 17 20 350
Passengers not commuting 80 80 68 64 29 35 18 18 290
Punctuality and time waiting for the bus

Punctuality of the bus 66 77 73 73 42 31 13 14 915
The length of time waited 68 79 77 75 42 34 1 14 1008
On-bus journey time

Time journey on the bus took 75 86 81 84 44 40 10 6 1009
On the bus

Route/destination information on the outside of the bus 85 88 84 84 51 33 14 2 970
The cleanliness and condition of the outside of the bus 76 82 79 78 37 41 16 6 959
The ease of getting onto the bus - - 91 91 56 35 6 2 1002
The length of time it took to board 88 92 88 90 56 34 8 2 979
The cleanliness and condition of the inside of the bus 71 81 7 73 30 43 14 12 1026
The information provided inside the bus 61 63 65 62 25 36 32 7 904
The availability of seating or space to stand 84 90 88 89 49 40 8 3 989
The comfort of the seats 78 84 81 76 32 44 15 9 1000
The amount of personal space you had around you 72 81 79 77 35 42 13 9 994
Provision of grab rails to stand/move within the bus 81 87 87 85 43 42 12 3 981
The temperature inside the bus 7 83 81 7 35 43 13 10 993
Your personal security whilst on the bus 81 89 86 81 40 41 15 4 987
Ease of getting off the bus - - 89 88 48 40 8 4 998
The bus driver

How near to the kerb the driver stopped 89 94 el 92 59 33 6 1 971
The driver's appearance 87 88 89 88 59 30 1 1 924
The greeting/welcome you got from the driver 64 72 70 70 40 29 25 6 956
The helpfulness and attitude of the driver 65 77 74 72 43 29 24 4 932
The time the driver gave you to get to your seat 70 82 77 76 44 32 17 8 949
Smoothness/freedom from jolting during the journey 71 82 77 76 40 36 16 8 960
Safety of the driving (i.e. speed, driver concentrating) 87 90 89 88 54 34 9 3 974
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3 Operator results Individual

Stagecoach in Hull

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 88 - 93 52 41 5 2 439
Fare-paying passengers - 85 - 92 50 42 7 1 199
Free pass holders - 93 - 94 56 38 3 3 235
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - 89 - 91 48 42 7 2 118
Passengers commuting - 86 - 90 44 46 9 1 102
Passengers not commuting - 91 - 95 55 39 4 2 318
Passengers saying they have a disability - 89 - 91 45 46 7 2 183
Value for money

All fare-paying passengers - 70 - 66 36 30 22 13 189
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 - 77 - 72 44 28 18 10 89
Passengers commuting - 69 - 65 38 27 22 13 89
Passengers not commuting - 69 - 65 33 31 22 13 97
Punctuality and time waiting for the bus

Punctuality of the bus - 75 - 79 46 33 12 9 387
The length of time waited - 74 - 78 43 35 12 10 422
On-bus journey time

Time journey on the bus took - 87 - 86 52 33 10 5 438
On the bus

Route/destination information on the outside of the bus - 80 - 86 56 31 10 5 403
The cleanliness and condition of the outside of the bus - 75 - 79 42 37 14 7 398
The ease of getting onto the bus - - - 93 63 30 5 1 417
The length of time it took to board - 91 - 92 63 29 6 2 399
The cleanliness and condition of the inside of the bus - 74 - 78 39 39 1 11 429
The information provided inside the bus - 68 - 74 36 38 7 385
The availability of seating or space to stand - 83 - 85 51 34 9 7 422
The comfort of the seats - 77 - 81 45 37 1 8 421
The amount of personal space you had around you - 75 - 77 42 35 14 9 415
Provision of grab rails to stand/move within the bus - 83 - 81 46 35 1 8 413
The temperature inside the bus - 71 - 7 35 43 15 7 414
Your personal security whilst on the bus - 86 - 83 46 37 12 5 410
Ease of getting off the bus - - - 88 51 38 7 5 420
The bus driver

How near to the kerb the driver stopped - 92 - 93 64 30 5 1 421
The driver's appearance - 88 - 93 65 28 7 0 412
The greeting/welcome you got from the driver - 76 - 81 b4 27 13 6 420
The helpfulness and attitude of the driver - 76 - 81 54 27 15 4 416
The time the driver gave you to get to your seat - 76 - 84 52 32 12 4 420
Smoothness/freedom from jolting during the journey - 74 - 82 49 34 12 6 416
Safety of the driving (i.e. speed, driver concentrating) - 87 - 92 59 33 6 2 417
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Stagecoach in Kent

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 91 89 54 35 6 5 370
Fare-paying passengers - - 87 86 47 39 8 6 156
Free pass holders - - 95 93 65 28 4 3 211
Aged 16 to 34 - - - - - - - - -

Aged 35 to 59 - - 94 86 53 31 7 8 84
Passengers commuting - - 84 80 35 44 12 8 107
Passengers not commuting - - 93 95 65 30 2 3 251
Passengers saying they have a disability - - el 89 51 38 8 3 139

Value for money

All fare-paying passengers - - 64 65 34 31 15 19 150
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - 63 30 33 16 20 87
Passengers not commuting - - 76 - - - - _ _

Punctuality and time waiting for the bus

Punctuality of the bus - - 81 77 44 33 10 13 340
The length of time waited - - 80 76 40 36 13 11 363
On-bus journey time

Time journey on the bus took - - 87 89 59 30 8 3 369
On the bus

Route/destination information on the outside of the bus - - 88 89 57 32 9 2 3569
The cleanliness and condition of the outside of the bus - - 81 82 36 45 13 5 349
The ease of getting onto the bus - - 91 92 60 32 6 2 368
The length of time it took to board - - 93 94 61 33 5 1 363
The cleanliness and condition of the inside of the bus - - 81 81 35 46 9 10 366
The information provided inside the bus - - 67 72 32 40 22 6 326
The availability of seating or space to stand - - 88 88 50 38 6 6 367
The comfort of the seats - - 79 81 39 42 12 7 360
The amount of personal space you had around you - - 81 81 38 43 " 7 362
Provision of grab rails to stand/move within the bus - - 86 85 47 37 12 4 361
The temperature inside the bus - - 81 82 39 43 12 6 363
Your personal security whilst on the bus - - ) 87 47 40 12 2 355
Ease of getting off the bus - - 89 93 53 39 6 1 366
The bus driver

How near to the kerb the driver stopped - - 97 94 68 26 5 1 367
The driver's appearance - - 93 93 69 23 7 1 361
The greeting/welcome you got from the driver - - 86 80 56 24 13 6 363
The helpfulness and attitude of the driver - - 85 81 58 23 13 6 350
The time the driver gave you to get to your seat - - 89 86 62 24 9 5 358
Smoothness/freedom from jolting during the journey - - 87 83 50 33 10 7 365
Safety of the driving (i.e. speed, driver concentrating) - - 94 92 65 27 5 3 368
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3 Operator results Individual

Stagecoach in Mersey and Halton

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 87 93 93 94 51 43 4 2 587
Fare-paying passengers 86 91 92 92 45 47 5 2 365
Free pass holders 93 97 96 97 66 31 1 2 214
Aged 16 to 34 80 89 - 92 39 53 6 2 209
Aged 35 to 59 el 94 95 93 54 39 4 4 166
Passengers commuting 84 91 90 94 42 52 4 3 271
Passengers not commuting 92 95 97 94 61 33 4 2 291
Passengers saying they have a disability 90 95 94 93 53 39 4 3 155
Value for money

All fare-paying passengers 76 78 75 74 39 35 17 9 354
Aged 16 to 34 72 77 - 3 36 37 18 9 196
Aged 35 to 59 81 81 79 74 40 34 15 1 137
Passengers commuting 7 79 71 74 37 36 17 9 234
Passengers not commuting 76 76 - 75 41 33 14 12 107
Punctuality and time waiting for the bus

Punctuality of the bus 78 75 73 76 44 31 1 13 510
The length of time waited 83 81 77 76 45 31 14 9 578
On-bus journey time

Time journey on the bus took 86 86 91 84 48 36 " 5 585
On the bus

Route/destination information on the outside of the bus 85 89 86 84 51 33 13 3 5562
The cleanliness and condition of the outside of the bus 84 87 88 83 47 35 13 4 542
The ease of getting onto the bus - - 95 90 59 31 8 2 560
The length of time it took to board 90 92 92 90 58 31 7 3 544
The cleanliness and condition of the inside of the bus 83 88 88 82 44 39 1 7 590
The information provided inside the bus 72 75 74 74 37 37 22 4 527
The availability of seating or space to stand 91 88 91 88 53 35 7 5 568
The comfort of the seats 85 82 84 82 45 37 14 4 570
The amount of personal space you had around you 83 78 81 76 41 35 16 8 555
Provision of grab rails to stand/move within the bus 89 88 90 85 49 36 12 3 552
The temperature inside the bus 81 85 86 79 42 37 15 6 568
Your personal security whilst on the bus 89 87 87 84 50 34 14 2 559
Ease of getting off the bus - - 96 90 54 36 9 1 559
The bus driver

How near to the kerb the driver stopped 94 92 94 94 63 31 5 1 564
The driver’s appearance el 92 93 92 65 27 7 1 543
The greeting/welcome you got from the driver 74 74 75 79 48 31 17 4 560
The helpfulness and attitude of the driver 78 76 78 79 47 31 18 4 533
The time the driver gave you to get to your seat 81 79 80 77 50 28 17 6 548
Smoothness/freedom from jolting during the journey 80 80 84 80 45 35 15 5 550
Safety of the driving (i.e. speed, driver concentrating) 89 92 93 90 58 32 8 1 549
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Stagecoach Midlands e wsvnseie e

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 88 92 40 52 6 2 392
Fare-paying passengers - - 82 90 34 56 7 3 184
Free pass holders - - 95 95 51 44 5 0 206
Aged 16 to 34 - - 77 90 31 59 7 3 112
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - 81 89 31 58 7 4 124
Passengers not commuting - - 93 94 47 47 5 1 255
Passengers saying they have a disability - - 86 87 41 46 9 4 102
Value for money

All fare-paying passengers - - 50 63 19 44 17 20 181
Aged 16 to 34 - - 45 60 20 40 17 24 107
Aged 35 to 59 - - - - - - - - -
Passengers commuting - - 43 60 20 40 16 23 116
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus - - 61 73 38 35 17 10 361
The length of time waited - - 65 81 35 46 13 7 379
On-bus journey time

Time journey on the bus took - - 81 88 41 46 9 3 394
On the bus

Route/destination information on the outside of the bus - - 85 83 46 37 14 3 371
The cleanliness and condition of the outside of the bus - - 79 78 39 39 17 5 363
The ease of getting onto the bus - - 92 92 56 36 6 1 383
The length of time it took to board - - 90 93 56 37 5 2 376
The cleanliness and condition of the inside of the bus - - 81 83 41 42 10 7 385
The information provided inside the bus - - 62 72 40 32 19 9 363
The availability of seating or space to stand - - 84 90 50 40 6 4 383
The comfort of the seats - - 79 83 41 42 1 6 379
The amount of personal space you had around you - - 79 82 40 42 " 7 379
Provision of grab rails to stand/move within the bus - - 84 89 46 44 7 3 375
The temperature inside the bus - - 81 82 44 38 12 6 377
Your personal security whilst on the bus - - 87 89 47 42 8 3 375
Ease of getting off the bus - - 91 93 51 41 4 3 383
The bus driver

How near to the kerb the driver stopped - - 92 97 56 40 2 1 388
The driver's appearance - - 0 91 60 31 8 1 371
The greeting/welcome you got from the driver - - 78 81 51 30 14 5 377
The helpfulness and attitude of the driver - - 78 82 52 29 14 4 370
The time the driver gave you to get to your seat - - 84 88 51 38 9 3 380
Smoothness/freedom from jolting during the journey - - 82 83 49 33 1 6 378
Safety of the driving (i.e. speed, driver concentrating) - - 91 94 56 38 5 1 384
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3 Operator results Individual

Stagecoach in North East Lincolnshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 89 - 920 55 35 9 1 464
Fare-paying passengers - 86 - 87 46 41 12 1 182
Free pass holders - 96 - 94 66 28 5 1 275
Aged 16 to 34 - 83 - - - - - - -
Aged 35 to 59 - 90 - 89 43 46 10 1 97
Passengers commuting - 86 - - - - - - -
Passengers not commuting - 91 - 92 58 34 7 1 368
Passengers saying they have a disability - 94 - 91 49 41 8 1 189
Value for money

All fare-paying passengers - 71 - 72 29 43 11 17 177
Aged 16 to 34 - 63 - - - - - - -
Aged 35 to 59 - 77 - 70 25 45 11 18 78
Passengers commuting - 73 - = - - - - =
Passengers not commuting - 69 - 69 29 40 12 19 103
Punctuality and time waiting for the bus

Punctuality of the bus - 80 - 79 52 27 12 8 425
The length of time waited - 82 - 82 47 35 1 7 441
On-bus journey time

Time journey on the bus took - 88 - 89 57 32 8 4 464
On the bus

Route/destination information on the outside of the bus - 85 - 88 57 31 9 3 429
The cleanliness and condition of the outside of the bus - 78 - 79 35 44 17 4 421
The ease of getting onto the bus - - - 93 60 33 5 3 452
The length of time it took to board - 89 - 92 61 31 5 3 433
The cleanliness and condition of the inside of the bus - 83 - 80 32 48 13 7 449
The information provided inside the bus - 71 - 73 37 36 22 5 397
The availability of seating or space to stand - 87 - 87 b4 34 10 3 447
The comfort of the seats - 81 - 78 39 40 16 5 443
The amount of personal space you had around you - 75 - 75 40 34 16 9 439
Provision of grab rails to stand/move within the bus - 82 - 86 50 35 1 4 443
The temperature inside the bus - 78 - 80 38 42 15 5 441
Your personal security whilst on the bus - 82 - 84 48 36 12 4 442
Ease of getting off the bus - - - 9 56 35 7 2 450
The bus driver

How near to the kerb the driver stopped - 95 - 93 68 25 5 2 449
The driver's appearance - 92 - 93 66 27 6 1 442
The greeting/welcome you got from the driver - 82 - 79 [ 26 12 9 447
The helpfulness and attitude of the driver - 83 - 79 56 23 16 5 434
The time the driver gave you to get to your seat - 83 - 83 53 30 10 7 450
Smoothness/freedom from jolting during the journey - 83 - 83 49 35 10 7 442
Safety of the driving (i.e. speed, driver concentrating) - 88 - 89 64 24 9 2 444
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Stagecoach in Nottinghamshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 90 94 95 95 31 64 3 2 289
Fare-paying passengers 89 93 95 97 30 66 1 2 140
Free pass holders 92 96 95 93 31 62 5 2 146
Aged 16 to 34 - - 94 - - - - - -
Aged 35 to 59 94 - - 100 39 61 0 0 78
Passengers commuting 89 - 96 - - - - - -
Passengers not commuting 91 97 95 95 33 62 3 2 227
Passengers saying they have a disability 91 97 - - - - - - -
Value for money

All fare-paying passengers 68 61 74 81 23 58 10 8 136
Aged 16 to 34 - - - - - - - - -
Aged 35 to 59 66 - - - - - - - -
Passengers commuting - - 75 = - - - - =
Passengers not commuting - - - 84 25 60 10 5 82
Punctuality and time waiting for the bus

Punctuality of the bus 78 86 87 67 23 45 28 5 283
The length of time waited 81 83 78 77 22 55 18 5 287
On-bus journey time

Time journey on the bus took el 88 89 9 29 62 7 1 292
On the bus

Route/destination information on the outside of the bus 92 87 84 84 38 46 13 3 284
The cleanliness and condition of the outside of the bus 82 80 83 75 35 40 21 5 283
The ease of getting onto the bus - - 94 96 53 43 3 1 288
The length of time it took to board 92 93 96 97 53 44 1 2 284
The cleanliness and condition of the inside of the bus 76 83 84 86 41 45 10 5 291
The information provided inside the bus 75 75 79 73 33 40 23 4 274
The availability of seating or space to stand 88 89 94 91 48 43 7 1 286
The comfort of the seats 73 77 87 85 51 34 9 6 289
The amount of personal space you had around you 82 77 86 91 50 41 5 4 283
Provision of grab rails to stand/move within the bus 88 85 92 94 48 47 3 2 285
The temperature inside the bus 75 80 86 92 50 42 5 3 285
Your personal security whilst on the bus 88 87 93 94 64 30 5 1 285
Ease of getting off the bus - - 94 97 67 30 2 1 287
The bus driver

How near to the kerb the driver stopped 93 93 96 98 66 32 2 0 289
The driver's appearance 92 90 96 93 63 30 6 1 273
The greeting/welcome you got from the driver 81 84 90 95 64 31 5 0 275
The helpfulness and attitude of the driver 82 83 el 95 66 30 4 1 275
The time the driver gave you to get to your seat 85 86 92 93 63 31 4 3 286
Smoothness/freedom from jolting during the journey 80 86 86 86 55 31 10 4 285
Safety of the driving (i.e. speed, driver concentrating) 89 el 95 97 64 33 2 1 285
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3 Operator results Individual

Stagecoach in Oxfordshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 89 91 94 95 56 39 2 3 456
Fare-paying passengers 87 89 92 94 51 43 3 3 217
Free pass holders 96 94 99 97 66 31 0 2 235
Aged 16 to 34 86 86 - - - - - - -
Aged 35 to 59 89 89 91 97 53 43 2 1 17
Passengers commuting 84 91 91 92 46 46 3 5 144
Passengers not commuting 94 0 95 98 66 32 1 1 297
Passengers saying they have a disability 91 87 92 90 50 40 3 7 111
Value for money

All fare-paying passengers 58 67 61 63 22 M 16 20 211
Aged 16 to 34 52 58 53 - - - - - -
Aged 35 to 59 67 73 68 67 24 43 17 16 107
Passengers commuting 55 68 53 59 20 39 19 22 118
Passengers not commuting 63 66 70 4 24 47 " 17 91
Punctuality and time waiting for the bus

Punctuality of the bus 71 75 84 79 b4 24 13 8 403
The length of time waited 71 75 85 84 51 33 7 9 449
On-bus journey time

Time journey on the bus took 83 83 91 89 53 36 8 3 455
On the bus

Route/destination information on the outside of the bus 85 87 92 93 63 30 7 0 433
The cleanliness and condition of the outside of the bus 86 86 87 87 46 41 9 4 415
The ease of getting onto the bus - - 97 96 69 27 3 1 445
The length of time it took to board 93 94 97 95 69 26 3 2 440
The cleanliness and condition of the inside of the bus 86 84 89 91 45 46 6 3 451
The information provided inside the bus 66 70 70 68 32 36 26 7 371
The availability of seating or space to stand 91 91 96 94 63 31 4 2 440
The comfort of the seats 81 84 90 86 42 44 9 5 441
The amount of personal space you had around you 78 82 89 86 47 39 9 5 446
Provision of grab rails to stand/move within the bus 82 87 92 89 52 37 9 1 433
The temperature inside the bus 74 81 85 84 42 42 1 5 446
Your personal security whilst on the bus 87 87 94 94 61 33 5 1 443
Ease of getting off the bus - - 95 93 62 31 5 2 447
The bus driver

How near to the kerb the driver stopped 94 94 97 96 72 25 3 1 442
The driver’s appearance el 93 96 96 71 25 3 1 439
The greeting/welcome you got from the driver 79 86 85 83 56 28 12 5 446
The helpfulness and attitude of the driver 85 87 86 85 59 25 12 3 438
The time the driver gave you to get to your seat 82 87 89 89 59 31 9 2 440
Smoothness/freedom from jolting during the journey 76 78 82 82 47 35 9 8 447
Safety of the driving (i.e. speed, driver concentrating) 92 92 9% 95 63 31 4 1 445
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Stagecoach in Portsmouth

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - - 92 65 27 8 0 194
Fare-paying passengers - - - 90 63 26 10 0 77
Free pass holders - - - 96 68 28 4 0 17

Aged 16 to 34 - - - = - - - - -
Aged 35 to 59 - - - = - - - - -
Passengers commuting - - - - - - - - -
Passengers not commuting - - - 98 69 29 ) 0 143
Passengers saying they have a disability - - - - - - - - -

Value for money

All fare-paying passengers - - - - - - - - -
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - = - - - - -
Passengers not commuting - - - - - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - - 86 59 28 5 9 166
The length of time waited - - - 82 57 25 10 8 186
On-bus journey time

Time journey on the bus took - - - 88 59 29 " 1 195
On the bus

Route/destination information on the outside of the bus - - - 85 65 20 14 1 187
The cleanliness and condition of the outside of the bus - - - 85 50 35 12 3 176
The ease of getting onto the bus - - - 93 70 23 6 1 187
The length of time it took to board - - - 90 72 18 9 1 185
The cleanliness and condition of the inside of the bus - - - 87 52 35 10 3 189
The information provided inside the bus - - - 74 42 32 21 4 171
The availability of seating or space to stand - - - 91 60 30 7 2 189
The comfort of the seats - - - 87 52 35 5 8 185
The amount of personal space you had around you - - - 86 49 37 9 5 186
Provision of grab rails to stand/move within the bus - - - 90 56 34 8 2 185
The temperature inside the bus - - - 80 42 38 9 1 185
Your personal security whilst on the bus - - - 85 56 29 10 5 182
Ease of getting off the bus - - - 90 61 29 6 4 188
The bus driver

How near to the kerb the driver stopped - - - 90 71 20 10 0 182
The driver’s appearance - - - 89 72 17 10 1 185
The greeting/welcome you got from the driver - - - 82 61 21 14 4 183
The helpfulness and attitude of the driver - - - 85 61 25 13 1 177
The time the driver gave you to get to your seat - - - 87 63 24 10 3 189
Smoothness/freedom from jolting during the journey - - - 81 55 25 12 7 185
Safety of the driving (i.e. speed, driver concentrating) - - - 87 69 18 12 0 186
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3 Operator results Individual

Stagecoach in South Yorkshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 89 92 89 90 55 35 7 3 677
Fare-paying passengers 87 89 89 90 55 35 7 3 334
Free pass holders 94 96 89 91 56 34 6 4 332
Aged 16 to 34 84 9 84 88 52 36 10 2 136
Aged 35 to 59 89 90 90 91 57 34 5 4 169
Passengers commuting 86 91 89 9 55 36 7 3 190
Passengers not commuting 92 92 89 90 55 35 6 4 462
Passengers saying they have a disability 90 89 85 84 43 41 9 7 240
Value for money

All fare-paying passengers 68 67 72 75 23 51 11 15 324
Aged 16 to 34 59 61 70 78 27 50 8 14 111
Aged 35 to 59 75 71 67 71 17 54 13 16 149
Passengers commuting 69 70 72 74 24 50 10 16 166
Passengers not commuting 67 61 69 75 22 53 13 12 162
Punctuality and time waiting for the bus

Punctuality of the bus 83 74 80 75 41 34 12 13 617
The length of time waited 79 77 80 75 38 37 13 12 662
On-bus journey time

Time journey on the bus took 84 83 86 87 47 39 10 4 682
On the bus

Route/destination information on the outside of the bus 82 87 89 87 56 32 10 3 648
The cleanliness and condition of the outside of the bus 80 80 82 81 38 43 11 8 625
The ease of getting onto the bus - - 89 93 59 33 5 2 655
The length of time it took to board 90 91 89 92 58 34 7 1 649
The cleanliness and condition of the inside of the bus 79 84 73 84 42 42 9 8 667
The information provided inside the bus 69 69 65 73 36 37 22 5 603
The availability of seating or space to stand 88 86 89 88 55 33 7 5 651
The comfort of the seats 76 78 73 80 44 37 13 7 652
The amount of personal space you had around you 75 74 75 79 45 34 " 9 648
Provision of grab rails to stand/move within the bus 86 85 84 87 53 35 9 3 652
The temperature inside the bus 79 78 78 81 39 43 12 7 649
Your personal security whilst on the bus 84 87 82 88 49 38 1 2 645
Ease of getting off the bus - - 85 88 53 34 9 4 663
The bus driver

How near to the kerb the driver stopped 89 92 86 94 65 29 5 2 657
The driver's appearance 89 91 0 94 66 28 5 1 637
The greeting/welcome you got from the driver 71 74 80 80 50 29 15 5 655
The helpfulness and attitude of the driver 73 73 81 80 52 28 16 4 638
The time the driver gave you to get to your seat 78 77 78 85 52 33 9 6 654
Smoothness/freedom from jolting during the journey 78 78 75 81 49 33 12 6 659
Safety of the driving (i.e. speed, driver concentrating) 89 9N 81 91 63 28 7 2 660
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Stagecoach in Swindon

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 79 93 93 39 54 6 1 458
Fare-paying passengers - 73 93 91 32 59 7 1 283
Free pass holders - 94 93 98 53 44 2 0 163
Aged 16 to 34 - - - 89 23 66 10 1 141
Aged 35 to 59 - - - 94 42 52 4 2 119
Passengers commuting - - - 89 27 62 9 2 148
Passengers not commuting - 86 96 95 47 48 4 0 291
Passengers saying they have a disability - - 90 92 51 41 5 2 114
Value for money

All fare-paying passengers - 73 85 71 21 50 24 5 275
Aged 16 to 34 - - - 3 18 55 22 5 128
Aged 35 to 59 - - - 66 20 46 29 5 110
Passengers commuting - - - 70 17 53 25 5 132
Passengers not commuting - - - 73 25 48 22 6 136
Punctuality and time waiting for the bus

Punctuality of the bus - 68 82 78 36 42 13 8 418
The length of time waited - 65 83 76 34 42 19 5 442
On-bus journey time

Time journey on the bus took - 73 91 87 43 44 12 1 467
On the bus

Route/destination information on the outside of the bus - 70 90 83 41 42 15 2 440
The cleanliness and condition of the outside of the bus - 63 84 83 37 46 14 3 433
The ease of getting onto the bus - - 96 94 51 43 6 0 446
The length of time it took to board - 76 94 93 51 42 7 1 435
The cleanliness and condition of the inside of the bus - 69 85 82 30 51 12 6 462
The information provided inside the bus - 65 7 77 31 46 19 4 425
The availability of seating or space to stand - 77 91 93 50 42 7 1 444
The comfort of the seats - 67 79 84 33 52 1 4 447
The amount of personal space you had around you - 66 86 86 34 51 " 5 447
Provision of grab rails to stand/move within the bus - 72 0 90 41 49 8 2 445
The temperature inside the bus - 69 86 83 35 48 1 5 448
Your personal security whilst on the bus - 77 90 88 42 46 12 0 445
Ease of getting off the bus - - 93 94 42 51 6 0 443
The bus driver

How near to the kerb the driver stopped - 82 97 91 50 41 8 1 451
The driver's appearance - 85 94 94 58 36 5 1 448
The greeting/welcome you got from the driver - 77 85 89 47 42 9 2 450
The helpfulness and attitude of the driver - 74 84 86 45 41 13 1 445
The time the driver gave you to get to your seat - 75 92 89 50 39 8 3 446
Smoothness/freedom from jolting during the journey - 73 87 86 42 44 10 5 448
Safety of the driving (i.e. speed, driver concentrating) - 77 92 91 48 43 7 1 447
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3 Operator results Individual

Stagecoach in Tees Valley

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 89 91 90 94 60 34 5 1 607
Fare-paying passengers 86 92 88 93 53 40 6 1 269
Free pass holders 93 91 9N 95 69 26 4 1 334
Aged 16 to 34 88 89 82 91 50 41 8 1 105
Aged 35 to 59 88 el 90 95 58 37 4 1 162
Passengers commuting 86 89 87 9 52 39 8 1 143
Passengers not commuting 93 92 92 95 64 31 4 1 445
Passengers saying they have a disability 92 91 89 93 64 30 6 1 248
Value for money

All fare-paying passengers 71 72 72 74 39 35 14 12 262
Aged 16 to 34 73 70 - 68 38 30 23 9 89
Aged 35 to 59 71 73 72 79 37 42 7 14 17
Passengers commuting 70 76 76 72 38 34 16 12 117
Passengers not commuting 74 67 66 76 40 36 12 13 139
Punctuality and time waiting for the bus

Punctuality of the bus 72 70 79 80 49 31 9 11 544
The length of time waited 74 72 81 80 47 33 1 9 588
On-bus journey time

Time journey on the bus took 87 85 89 el 59 32 6 3 604
On the bus

Route/destination information on the outside of the bus 85 85 86 88 58 30 10 2 549
The cleanliness and condition of the outside of the bus 82 86 82 86 46 40 11 3 565
The ease of getting onto the bus - - 93 97 65 32 2 1 585
The length of time it took to board 91 94 AN 95 65 30 4 1 570
The cleanliness and condition of the inside of the bus 81 85 82 86 41 45 9 5 586
The information provided inside the bus 72 72 74 77 38 38 19 4 539
The availability of seating or space to stand 88 91 85 94 58 36 4 3 573
The comfort of the seats 79 82 80 86 44 42 9 5 575
The amount of personal space you had around you 77 80 80 83 45 38 " 6 571
Provision of grab rails to stand/move within the bus 86 88 89 89 52 37 9 2 572
The temperature inside the bus 80 82 81 85 42 42 1 4 563
Your personal security whilst on the bus 88 87 ) 89 50 39 10 1 574
Ease of getting off the bus - - 94 93 57 36 5 2 586
The bus driver

How near to the kerb the driver stopped 94 94 92 96 68 29 2 1 587
The driver’s appearance 92 94 91 96 69 27 3 1 568
The greeting/welcome you got from the driver 78 81 80 83 b7 27 12 5 577
The helpfulness and attitude of the driver 79 82 81 85 56 28 12 3 571
The time the driver gave you to get to your seat 84 85 86 89 61 29 7 3 580
Smoothness/freedom from jolting during the journey 81 83 81 84 51 33 12 4 580
Safety of the driving (i.e. speed, driver concentrating) 91 9N 89 94 64 29 6 1 574
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Stagecoach in Tyne and Wear

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 87 92 90 91 48 4 5 4 762
Fare-paying passengers 86 91 88 88 40 48 7 5 372
Free pass holders 92 93 93 96 62 34 2 2 383
Aged 16 to 34 el 92 - 86 30 55 6 8 105
Aged 35 to 59 80 N 86 91 46 45 6 3 196
Passengers commuting 86 91 89 86 33 53 8 6 208
Passengers not commuting 88 93 el 95 57 37 4 2 526
Passengers saying they have a disability 84 91 89 91 52 39 5 4 297
Value for money

All fare-paying passengers 74 72 77 67 25 42 16 17 354
Aged 16 to 34 81 70 84 65 24 41 16 20 96
Aged 35 to 59 65 75 72 71 25 46 16 13 166
Passengers commuting 83 73 76 65 22 43 18 18 181
Passengers not commuting 56 72 78 73 32 41 14 13 163
Punctuality and time waiting for the bus

Punctuality of the bus 75 72 80 75 41 34 9 16 672
The length of time waited 72 73 80 76 42 35 12 12 730
On-bus journey time

Time journey on the bus took 86 88 88 87 54 33 7 6 767
On the bus

Route/destination information on the outside of the bus 86 86 87 87 b4 33 10 2 713
The cleanliness and condition of the outside of the bus 77 78 83 79 39 40 15 6 700
The ease of getting onto the bus - - 92 92 55 36 6 2 739
The length of time it took to board 88 92 9N 93 58 35 5 1 716
The cleanliness and condition of the inside of the bus 81 80 80 78 35 44 1 11 746
The information provided inside the bus 75 73 75 67 30 36 27 7 644
The availability of seating or space to stand 86 89 87 89 49 40 6 5 728
The comfort of the seats 81 81 84 80 38 43 13 7 725
The amount of personal space you had around you 76 78 78 79 38 42 12 9 713
Provision of grab rails to stand/move within the bus 84 88 85 88 47 41 8 3 723
The temperature inside the bus 75 83 84 7 37 40 15 8 714
Your personal security whilst on the bus 85 87 85 86 47 39 10 4 719
Ease of getting off the bus - - 89 90 53 37 6 3 733
The bus driver

How near to the kerb the driver stopped 88 94 92 94 60 34 4 2 733
The driver’s appearance el 93 91 93 65 28 5 2 692
The greeting/welcome you got from the driver 71 71 75 72 45 27 19 9 701
The helpfulness and attitude of the driver 74 71 77 78 45 33 15 7 687
The time the driver gave you to get to your seat 69 74 79 77 44 33 14 9 709
Smoothness/freedom from jolting during the journey 74 78 80 78 43 35 14 8 712
Safety of the driving (i.e. speed, driver concentrating) 80 9N 91 91 58 33 5 4 713
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3 Operator results Individual

Stagecoach West of England s e s s
Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 93 87 50 37 8 5 639
Fare-paying passengers - - 89 81 38 43 10 9 280
Free pass holders - - 97 94 66 28 5 1 351
Aged 16 to 34 - - - 76 31 45 14 10 143
Aged 35 to 59 - - - 89 47 41 6 5 118
Passengers commuting - - 86 76 34 43 14 9 175
Passengers not commuting - - 96 93 60 33 4 3 439
Passengers saying they have a disability - - 93 89 b5 35 7 4 200
Value for money

All fare-paying passengers - - 76 64 30 33 13 24 273
Aged 16 to 34 - - - 55 25 30 14 31 129
Aged 35 to 59 - - - 71 34 38 14 156 98
Passengers commuting - - - 59 27 33 13 28 149
Passengers not commuting - - - 72 36 36 13 15 114
Punctuality and time waiting for the bus

Punctuality of the bus - - 75 72 45 28 12 15 588
The length of time waited - - 74 71 40 32 13 156 615
On-bus journey time

Time journey on the bus took - - 85 82 52 30 13 5 618
On the bus

Route/destination information on the outside of the bus - - 86 83 52 31 12 4 599
The cleanliness and condition of the outside of the bus - - 84 83 44 39 13 4 587
The ease of getting onto the bus - - 96 93 63 30 5 2 621
The length of time it took to board - - 95 88 62 26 9 3 610
The cleanliness and condition of the inside of the bus - - 90 86 45 41 8 6 628
The information provided inside the bus - - 63 68 31 37 24 7 539
The availability of seating or space to stand - - 92 88 58 30 6 5 606
The comfort of the seats - - 85 78 42 36 14 8 617
The amount of personal space you had around you - - 86 81 44 37 10 9 611
Provision of grab rails to stand/move within the bus - - 94 88 50 38 1 2 599
The temperature inside the bus - - 86 81 44 37 1 7 612
Your personal security whilst on the bus - - 93 88 54 34 12 1 612
Ease of getting off the bus - - 94 9 59 32 7 2 614
The bus driver

How near to the kerb the driver stopped - - 93 93 68 25 6 2 622
The driver's appearance - - 94 92 64 28 5 3 616
The greeting/welcome you got from the driver - - 83 82 56 26 6 624
The helpfulness and attitude of the driver - - 82 83 58 25 1 6 605
The time the driver gave you to get to your seat - - 89 89 62 27 5 6 617
Smoothness/freedom from jolting during the journey - - 83 80 44 36 1 8 612
Safety of the driving (i.e. speed, driver concentrating) - - 94 90 61 29 7 3 626
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Swindon’s Bus Company in Swindon ...,

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 78 93 92 35 57 5 2 730
Fare-paying passengers - 73 92 93 28 65 5 2 448
Free pass holders - 87 95 93 56 37 5 2 257
Aged 16 to 34 - 63 95 92 23 69 7 1 239
Aged 35 to 59 - 84 89 93 34 59 4 3 205
Passengers commuting - 79 90 94 23 71 4 2 290
Passengers not commuting - 80 94 92 46 46 6 2 411
Passengers saying they have a disability - 88 87 89 41 47 6 5 214
Value for money

All fare-paying passengers - 67 80 72 19 53 18 10 446
Aged 16 to 34 - 64 83 75 17 58 16 9 220
Aged 35 to 59 - 71 74 69 19 50 20 10 173
Passengers commuting - 70 77 75 20 56 18 7 265
Passengers not commuting - 61 82 68 19 48 18 14 173
Punctuality and time waiting for the bus

Punctuality of the bus - 68 84 83 34 49 8 9 671
The length of time waited - 72 84 77 33 43 17 6 77
On-bus journey time

Time journey on the bus took - 77 92 84 37 47 13 2 732
On the bus

Route/destination information on the outside of the bus - 75 92 83 39 44 15 2 715
The cleanliness and condition of the outside of the bus - 86 90 85 36 49 11 4 694
The ease of getting onto the bus - - 96 90 48 42 7 3 708
The length of time it took to board - 83 95 89 46 43 8 3 696
The cleanliness and condition of the inside of the bus - 78 89 83 28 55 1 6 732
The information provided inside the bus - 76 82 81 34 48 13 6 692
The availability of seating or space to stand - 84 92 88 45 43 7 6 718
The comfort of the seats - 81 87 84 33 50 12 4 720
The amount of personal space you had around you - 75 83 81 34 48 12 7 712
Provision of grab rails to stand/move within the bus - 81 el 86 40 46 10 3 707
The temperature inside the bus - 79 87 84 34 50 1 5 711
Your personal security whilst on the bus - 82 AN 87 40 47 1 2 709
Ease of getting off the bus - - 94 90 44 46 8 2 719
The bus driver

How near to the kerb the driver stopped - 81 94 89 45 44 8 2 719
The driver’s appearance - 88 92 93 54 38 6 1 710
The greeting/welcome you got from the driver - 76 86 82 41 42 13 5 77
The helpfulness and attitude of the driver - 76 88 84 39 44 12 4 702
The time the driver gave you to get to your seat - 77 87 87 48 39 9 4 711
Smoothness/freedom from jolting during the journey - 77 83 86 38 48 10 5 704
Safety of the driving (i.e. speed, driver concentrating) - 81 90 89 44 45 9 2 702

transportfocus 161



3 Operator results Individual

Thames Travel

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 82 - 94 49 45 3 3 341
Fare-paying passengers - 77 - 93 42 51 3 4 208
Free pass holders - 93 - 97 67 30 2 1 133
Aged 16 to 34 - 69 - 95 46 49 1 4 87
Aged 35 to 59 - 85 - 94 40 53 2 4 96
Passengers commuting - 71 - 92 39 53 4 4 138
Passengers not commuting - 95 - 97 58 39 1 1 191
Passengers saying they have a disability - 83 - 97 41 56 3 0 84
Value for money

All fare-paying passengers - 65 - 65 31 34 18 17 203
Aged 16 to 34 - 55 - 58 32 26 19 22 86
Aged 35 to 59 - 76 - 71 29 42 17 12 86
Passengers commuting - 62 - 61 28 33 22 17 125
Passengers not commuting - - - = - - - - =
Punctuality and time waiting for the bus

Punctuality of the bus - 68 - 1 44 27 13 16 312
The length of time waited - 66 - 71 44 27 18 11 334
On-bus journey time

Time journey on the bus took - 81 - 88 53 35 10 2 336
On the bus

Route/destination information on the outside of the bus - 85 - 86 58 27 9 5 325
The cleanliness and condition of the outside of the bus - 74 - 85 44 41 13 2 326
The ease of getting onto the bus - - - 96 64 32 4 0 336
The length of time it took to board - 88 - 93 64 29 6 1 329
The cleanliness and condition of the inside of the bus - 73 - 88 42 46 8 4 338
The information provided inside the bus - 51 - 69 34 34 27 4 293
The availability of seating or space to stand - 87 - 91 59 32 5 3 333
The comfort of the seats - 76 - 75 36 40 15 10 335
The amount of personal space you had around you - 78 - 80 42 38 10 10 328
Provision of grab rails to stand/move within the bus - 85 - 89 48 41 8 3 329
The temperature inside the bus - 79 - 83 44 40 12 4 331
Your personal security whilst on the bus - 91 - 90 56 33 9 1 325
Ease of getting off the bus - - - 95 60 36 4 1 335
The bus driver

How near to the kerb the driver stopped - 95 - 96 66 30 3 1 323
The driver's appearance - 92 - 94 70 24 6 0 327
The greeting/welcome you got from the driver - 83 - 89 62 27 6 5 331
The helpfulness and attitude of the driver - 84 - 87 64 22 10 4 326
The time the driver gave you to get to your seat - 88 - 90 63 27 7 3 327
Smoothness/freedom from jolting during the journey - 78 - 78 49 30 15 7 326
Safety of the driving (i.e. speed, driver concentrating) - 90 - 93 65 28 6 1 330
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Trent Barton in Derbyshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 926 95 51 4 4 1 405
Fare-paying passengers - - 95 95 43 51 5 1 229
Free pass holders - - 97 96 66 31 3 1 168
Aged 16 to 34 - - 95 95 39 57 5 0 107
Aged 35 to 59 - - 97 91 47 45 6 2 121
Passengers commuting - - 93 94 33 61 6 0 86
Passengers not commuting - - 98 95 56 40 3 1 308
Passengers saying they have a disability - - 96 95 66 29 4 1 96
Value for money

All fare-paying passengers - - 63 78 30 48 11 11 218
Aged 16 to 34 - - 59 78 33 45 10 1 97
Aged 35 to 59 - - 70 75 23 52 13 12 104
Passengers commuting - - 62 = - - - - =
Passengers not commuting - - - 75 28 47 15 1A 145
Punctuality and time waiting for the bus

Punctuality of the bus - - 70 85 42 43 1 5 386
The length of time waited - - 74 85 39 46 10 4 399
On-bus journey time

Time journey on the bus took - - 84 93 44 49 7 0 405
On the bus

Route/destination information on the outside of the bus - - 93 90 60 30 9 1 402
The cleanliness and condition of the outside of the bus - - 89 86 54 32 12 2 396
The ease of getting onto the bus - - 97 94 64 30 5 1 404
The length of time it took to board - - 96 96 67 29 3 0 399
The cleanliness and condition of the inside of the bus - - 0 93 64 30 5 2 404
The information provided inside the bus - - 85 87 51 36 12 1 393
The availability of seating or space to stand - - 95 92 57 35 8 0 404
The comfort of the seats - - 85 89 57 32 8 3 406
The amount of personal space you had around you - - 88 91 59 32 7 3 405
Provision of grab rails to stand/move within the bus - - 92 89 61 29 9 2 398
The temperature inside the bus - - 85 88 56 32 8 4 402
Your personal security whilst on the bus - - 89 93 62 31 7 0 401
Ease of getting off the bus - - 95 98 65 32 2 0 404
The bus driver

How near to the kerb the driver stopped - - 98 97 84 13 3 0 393
The driver's appearance - - 97 97 78 18 3 0 395
The greeting/welcome you got from the driver - - 92 92 63 29 7 1 402
The helpfulness and attitude of the driver - - 92 93 67 26 6 1 398
The time the driver gave you to get to your seat - - 93 93 73 21 5 2 401
Smoothness/freedom from jolting during the journey - - el 90 64 26 7 3 399
Safety of the driving (i.e. speed, driver concentrating) - - 96 96 68 28 3 1 398
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3 Operator results Individual

Trent Barton in Nottinghamshire

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 95 93 93 94 53 41 3 3 521
Fare-paying passengers - 92 91 94 49 44 3 3 293
Free pass holders 95 96 96 96 60 35 3 2 203
Aged 16 to 34 - - - 93 47 47 4 3 147
Aged 35 to 59 - - 95 92 57 36 4 3 142
Passengers commuting - - 88 93 45 48 4 3 189
Passengers not commuting 94 93 97 95 60 35 3 2 307
Passengers saying they have a disability - 95 89 86 55 30 7 8 124
Value for money

All fare-paying passengers - 73 58 64 24 40 18 18 296
Aged 16 to 34 - - - 62 22 39 19 20 137
Aged 35 to 59 - - - 65 25 40 20 156 17
Passengers commuting - - 57 60 23 37 22 19 169
Passengers not commuting - - - 69 26 43 13 18 120
Punctuality and time waiting for the bus

Punctuality of the bus 83 85 76 74 41 33 12 14 505
The length of time waited 83 83 78 74 38 36 14 11 518
On-bus journey time

Time journey on the bus took 86 90 89 86 42 43 9 5 519
On the bus

Route/destination information on the outside of the bus 91 91 88 90 60 30 9 1 515
The cleanliness and condition of the outside of the bus 96 92 93 89 56 33 9 2 516
The ease of getting onto the bus - - 97 94 67 27 4 2 526
The length of time it took to board 97 95 93 94 65 28 4 2 521
The cleanliness and condition of the inside of the bus 96 94 9N 92 60 32 6 2 530
The information provided inside the bus 90 89 81 86 55 31 12 2 502
The availability of seating or space to stand 93 90 88 90 58 32 6 4 523
The comfort of the seats 96 81 85 86 52 34 9 4 517
The amount of personal space you had around you 86 85 82 86 52 34 7 7 515
Provision of grab rails to stand/move within the bus 89 91 84 89 58 32 7 4 516
The temperature inside the bus 89 85 83 89 51 38 7 4 522
Your personal security whilst on the bus 95 91 88 90 59 31 9 2 520
Ease of getting off the bus - - 92 94 64 29 4 2 521
The bus driver

How near to the kerb the driver stopped 97 97 97 96 73 23 4 1 512
The driver’s appearance 96 96 97 98 76 21 2 0 499
The greeting/welcome you got from the driver 96 94 92 92 71 21 6 2 513
The helpfulness and attitude of the driver 95 94 90 92 72 20 7 1 499
The time the driver gave you to get to your seat 91 93 89 91 65 25 7 2 503
Smoothness/freedom from jolting during the journey 86 88 84 88 61 28 8 4 501
Safety of the driving (i.e. speed, driver concentrating) 94 94 93 95 70 25 4 2 500
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Warrington’s Own Buses

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - - 93 86 40 47 9 5 396
Fare-paying passengers - - 90 82 31 52 10 7 191
Free pass holders - - 96 93 54 39 6 1 203
Aged 16 to 34 - - - 86 28 57 9 6 81

Aged 35 to 59 - - - 81 34 47 13 6 86
Passengers commuting - - 92 86 31 54 9 5 129
Passengers not commuting - - 92 86 45 41 9 5 256
Passengers saying they have a disability - - 88 85 40 45 7 8 145

Value for money

All fare-paying passengers - - 44 52 18 33 17 31 179
Aged 16 to 34 - - - - - - - - -
Aged 35 to B9 - - - - - - - - -
Passengers commuting - - - 56 17 39 14 30 108
Passengers not commuting - - - = - - - - -

Punctuality and time waiting for the bus

Punctuality of the bus - - 71 68 37 30 12 20 354
The length of time waited - - 69 64 32 32 17 20 385
On-bus journey time

Time journey on the bus took - - 84 86 44 41 10 5 395
On the bus

Route/destination information on the outside of the bus - - 84 83 46 36 14 3 374
The cleanliness and condition of the outside of the bus - - 90 80 36 44 16 3 369
The ease of getting onto the bus - - 95 90 56 34 9 2 380
The length of time it took to board - - 94 88 56 32 8 4 380
The cleanliness and condition of the inside of the bus - - 87 76 32 44 15 10 382
The information provided inside the bus - - 67 65 25 39 30 5 344
The availability of seating or space to stand - - 90 81 45 36 9 10 372
The comfort of the seats - - 93 77 37 39 15 8 376
The amount of personal space you had around you - - 86 75 34 42 14 10 370
Provision of grab rails to stand/move within the bus - - 92 81 38 42 14 5 373
The temperature inside the bus - - 86 75 36 39 15 9 375
Your personal security whilst on the bus - - 92 82 44 38 16 2 371
Ease of getting off the bus - - 96 87 49 38 10 3 380
The bus driver

How near to the kerb the driver stopped - - 94 91 61 30 7 2 374
The driver's appearance - - el 91 59 32 8 1 362
The greeting/welcome you got from the driver - - 76 78 46 31 18 4 373
The helpfulness and attitude of the driver - - 77 77 46 31 19 4 362
The time the driver gave you to get to your seat - - 85 79 49 30 14 6 364
Smoothness/freedom from jolting during the journey - - 83 77 40 37 14 9 366
Safety of the driving (i.e. speed, driver concentrating) - - 91 87 53 33 11 3 368
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3 Operator results Individual

Yellow Buses in Bournemouth and Poole

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 93 89 91 54 37 6 3 407
Fare-paying passengers - 91 85 el 48 42 7 3 215
Free pass holders - 96 97 93 67 25 4 3 188
Aged 16 to 34 - - - 92 41 51 7 1 97
Aged 35 to 59 - - 90 86 56 30 7 7 109
Passengers commuting - 91 84 87 38 49 9 4 122
Passengers not commuting - 95 92 94 65 29 3 2 266
Passengers saying they have a disability - 87 81 86 61 25 8 6 119
Value for money

All fare-paying passengers - 73 59 77 26 51 8 15 210
Aged 16 to 34 - - - 79 23 55 7 15 87
Aged 35 to 59 - - - 77 28 49 7 16 93
Passengers commuting - - - 73 24 49 9 18 107
Passengers not commuting - - 71 83 30 53 6 1 98
Punctuality and time waiting for the bus

Punctuality of the bus - 80 75 78 46 32 9 13 361
The length of time waited - 81 79 85 43 42 6 9 405
On-bus journey time

Time journey on the bus took - 91 86 el 55 36 5 4 410
On the bus

Route/destination information on the outside of the bus - 92 86 88 62 25 8 5 400
The cleanliness and condition of the outside of the bus - 92 85 89 58 31 10 1 394
The ease of getting onto the bus - - 93 95 71 24 4 2 403
The length of time it took to board - 95 0 94 71 23 5 1 395
The cleanliness and condition of the inside of the bus - 91 84 89 51 38 8 2 406
The information provided inside the bus - 83 74 76 43 33 19 5 372
The availability of seating or space to stand - 93 92 92 61 31 6 2 402
The comfort of the seats - 88 79 86 49 36 10 4 400
The amount of personal space you had around you - 82 77 88 47 42 5 6 397
Provision of grab rails to stand/move within the bus - 92 81 91 59 32 7 2 391
The temperature inside the bus - 90 80 90 49 40 6 4 399
Your personal security whilst on the bus - 94 86 92 59 33 7 0 398
Ease of getting off the bus - - 92 95 68 27 3 2 403
The bus driver

How near to the kerb the driver stopped - 96 9N 92 70 22 6 2 392
The driver’s appearance - 96 89 95 72 23 5 0 391
The greeting/welcome you got from the driver - 88 81 83 60 23 4 396
The helpfulness and attitude of the driver - 87 81 84 58 26 1 5 384
The time the driver gave you to get to your seat - 91 84 91 62 29 6 4 394
Smoothness/freedom from jolting during the journey - 83 81 86 52 34 7 7 390
Safety of the driving (i.e. speed, driver concentrating) - 94 89 92 67 25 6 1 393
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4 Bus Passenger Survey in Scotland Introduction

Bus Passenger Survey in Scotland

In recent years, the survey in Scotland has been arranged on a two-year cycle, with a near nationwide
survey taking place in even years (2016 and 2018) and coverage based upon some bus operators’
businesses in odd years (2017 and 2019).

For 2019, we surveyed services run by Stagecoach
across its three businesses in Scotland, at their
request. In addition, we also covered services run in
Aberdeenshire and Aberdeen City, at the request of
the local Regional Transport Partnership (nestrans),
to allow them to continue to collect an annual
measure of passenger satisfaction.

Given the different approaches used for the survey in
Scotland over recent years, direct comparability between
the survey waves is more limited. In this report we have
shown results where a direct comparison can be made.

The Scotland survey was paid for by nestrans Regional
Transport Partnership and Stagecoach.

As services in Scotland run outside our remit area
(England outside of London) their results are NOT included
within any figures earlier in this report.
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4 Scotland area results Regional transport partnerships

North East Scotland

Headline results

' Overall satisfaction Which themes are affecting

overall passenger satisfaction?
%

See page 175 for an explanation of how these themes were calculated
@ Value for money
0
49% iutm
Pu nctuality Bus driver
0
70" Nt

Timeliness

4 Boarding

Journey time
© 36" s

fare-payers only

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither  all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction

All passengers 86 87 89 86 44 42 9 5 1188
Fare-paying passengers 85 84 88 85 40 45 9 5 682
Free pass holders 89 90 92 88 50 38 9 3 493
Aged 16 to 34 83 84 90 91 45 45 6 4 356
Aged 35 to 59 86 83 86 80 38 42 13 7 340
Passengers commuting 81 84 85 86 36 49 10 5 416
Passengers not commuting el 89 92 87 49 38 9 4 704
Passengers saying they have a disability 86 86 87 83 44 40 12 5 348
Value for money

All fare-paying passengers 58 52 57 49 20 28 22 29 662

Aged 16 to 34 54 47 54 47 20 26 23 30 331

Aged 35 to 59 62 56 58 48 17 31 22 30 288
Passengers commuting 56 52 53 46 18 28 21 33 335
Passengers not commuting 62 51 61 612 24 27 24 24 315
Punctuality and time waiting for bus

Punctuality of the bus 70 72 73 70 37 33 12 18 1112
The length of time waited 71 73 74 70 37 33 15 15 1194
On-bus journey time

Time the journey on the bus took 82 81 84 86 45 40 9 5 1180
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Detailed results

2016 2017 2018 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly neither
satisfied satisfied satisfied satisfied satisfied satisfied /nor dissatisfied

The bus stop

Overall satisfaction with the bus stop 77 78 82 79 31 48 15 7 1124
Its distance from the journey start 85 82 86 84 50 34 11 5 1135
The convenience/accessibility of its location 88 87 89 87 54 33 10 3 1064
Its condition/standard of maintenance 73 72 75 69 29 40 22 9 1068
Its freedom from graffiti/vandalism 79 77 80 75 37 37 15 11 1059
Its freedom from litter 76 75 78 74 35 39 16 10 1071
The information provided at the stop 67 67 73 67 28 40 20 12 1068
Your personal safety whilst at the stop 78 79 81 81 41 40 15 4 1073
On the bus
Route/destination information on the outside of the bus 84 83 87 82 46 36 13 5 1164
The cleanliness and condition of the outside of the bus 80 79 85 79 35 44 14 7 1125
The ease of getting onto the bus* - - 90 93 54 38 5 3 1159
The length of time it took to board 87 89 91 93 56 36 5 2 1147
The cleanliness and condition of the inside of the bus 80 81 81 78 35 43 13 9 1196
The information provided inside the bus 67 64 69 64 29 35 29 7 1088
The availability of seating or space to stand 86 87 89 88 49 39 7 5 1160
The comfort of the seats 81 78 83 79 37 42 14 7 1172
The amount of personal space you had around you 80 79 81 78 39 39 16 7 1165
Provision of grab rails to stand/move within the bus 80 78 82 84 42 41 11 5 1161
The temperature inside the bus 75 76 78 78 37 41 13 9 1168
Your personal security whilst on the bus 86 84 86 85 47 38 13 2 1161
Ease of getting off the bus” - - 88 88 49 39 9 4 1165
The bus driver
How near to the kerb the driver stopped 89 90 92 92 60 32 6 2 1134
The driver’s appearance 89 90 92 91 61 30 7 2 1125
The greeting/welcome you got from the driver 74 73 79 73 42 31 19 8 1145
The helpfulness and attitude of the driver 75 75 80 73 43 30 20 7 1133
The time the driver gave you to get to your seat 79 78 85 80 44 36 14 6 1146
Smoothness/freedom from jolting during the journey 77 75 81 77 37 39 15 9 1153
Safety of the driving (i.e. speed, driver concentrating) 87 87 90 88 52 36 10 2 1148
Factors affecting journey time Anti-social behaviour

Occurrence (%) 2016 2017 2018 2019 ‘Yes’ (%) 2016 2017 2018 2019

N 4

Congestion/traffic jams 26 21 20 15 Other passengers’
Road works 13 14 9 7 behaviour giving cause to 5 4 4 4
Bus driver driving too slowly 4 4 2 8 worry or feel uncomfortable
Poor weather conditions 7 7 6 6 .
Waiting 100 long at stops 10 9 7 7 Base size 1455 1086 1209 1198

Passenger boarding time 17 17 12 15

Base size 1622 1147 1247 1254

Passengers could provide more than one answer

*New question in 2018
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4 Scotland operator results Individual

First Aberdeen in North East

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers 88 87 88 84 40 45 10 6 420
Fare-paying passengers 86 85 88 84 37 47 9 6 234
Free pass holders 92 89 89 85 44 41 10 5 181
Aged 16 to 34 86 86 92 92 45 47 4 4 112
Aged 35 to 59 87 82 82 76 33 43 15 10 127
Passengers commuting 82 87 86 85 34 51 9 6 172
Passengers not commuting 93 86 88 84 44 41 10 6 225
Passengers saying they have a disability 86 84 - 82 37 45 12 5 141
Value for money

All fare-paying passengers 53 48 45 M1 17 24 23 35 227
Aged 16 to 34 49 43 49 41 18 23 24 35 112
Aged 35 to 59 55 55 40 38 12 27 22 39 101
Passengers commuting 48 51 41 39 15 25 22 39 144
Passengers not commuting 59 - - 43 20 23 26 30 79
Punctuality and time waiting for the bus

Punctuality of the bus 74 72 68 67 32 35 1 22 392
The length of time waited 76 73 69 65 31 34 16 18 417
On-bus journey time

Time journey on the bus took 83 83 85 86 43 43 9 5 424
On the bus

Route/destination information on the outside of the bus 84 79 82 80 42 38 14 6 409
The cleanliness and condition of the outside of the bus 82 78 82 77 29 48 16 8 396
The ease of getting onto the bus - - 91 92 b1 41 5 3 412
The length of time it took to board 91 87 AN 92 53 39 6 2 405
The cleanliness and condition of the inside of the bus 7 76 75 74 28 45 15 12 416
The information provided inside the bus 67 63 65 62 24 38 29 9 374
The availability of seating or space to stand 89 85 89 88 46 42 8 4 407
The comfort of the seats 80 73 83 78 33 45 14 8 419
The amount of personal space you had around you 81 77 81 75 35 40 18 7 411
Provision of grab rails to stand/move within the bus 85 80 87 84 39 44 1 6 412
The temperature inside the bus 7 76 79 76 32 44 14 10 414
Your personal security whilst on the bus 86 81 86 84 43 41 14 2 405
Ease of getting off the bus - - 89 87 45 42 9 4 419
The bus driver

How near to the kerb the driver stopped 91 87 9N 91 56 35 6 3 395
The driver's appearance 90 88 0 89 58 32 9 2 381
The greeting/welcome you got from the driver 73 66 73 66 35 31 23 11 393
The helpfulness and attitude of the driver 73 69 76 65 37 29 26 9 391
The time the driver gave you to get to your seat 79 72 84 75 37 38 17 8 404
Smoothness/freedom from jolting during the journey 76 69 79 74 30 43 16 10 408
Safety of the driving (i.e. speed, driver concentrating) 87 83 89 86 46 40 12 2 406

170 transportfocus



Stagecoach in East Scotland

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 89 - 95 57 37 5 1 399
Fare-paying passengers - 86 - 93 52 41 6 1 202
Free pass holders - 93 - 96 65 31 4 0 186
Aged 16 to 34 - 82 - 91 41 50 8 1 120
Aged 35 to 59 - 88 - 94 63 31 5 1 97
Passengers commuting - 83 - 92 49 43 8 1 123
Passengers not commuting - 93 - 96 63 33 3 1 247
Passengers saying they have a disability - 88 - 94 61 32 6 0 104
Value for money

All fare-paying passengers - 62 - 65 28 37 16 19 196
Aged 16 to 34 - 59 - 62 27 35 12 25 98
Aged 35 to 59 - 65 - 69 26 43 20 1 80
Passengers commuting - 59 - 69 30 40 13 17 93
Passengers not commuting - 66 - 61 27 34 19 20 95
Punctuality and time waiting for the bus

Punctuality of the bus - 78 - 85 56 29 9 6 375
The length of time waited - 80 - 85 53 33 9 5 399
On-bus journey time

Time journey on the bus took - 88 - 88 57 31 10 2 396
On the bus

Route/destination information on the outside of the bus - 86 - 92 65 27 7 1 394
The cleanliness and condition of the outside of the bus - 81 - 88 52 36 11 1 385
The ease of getting onto the bus - - - 95 68 27 4 1 400
The length of time it took to board - 93 - 94 70 25 5 1 391
The cleanliness and condition of the inside of the bus - 84 - 89 49 39 9 3 403
The information provided inside the bus - 70 - 72 36 36 24 4 365
The availability of seating or space to stand - 90 - 92 61 31 6 2 395
The comfort of the seats - 83 - 88 46 41 9 4 398
The amount of personal space you had around you - 80 - 88 49 39 8 4 395
Provision of grab rails to stand/move within the bus - 82 - 89 53 37 7 4 390
The temperature inside the bus - 83 - 83 45 38 1 6 395
Your personal security whilst on the bus - 86 - 90 58 33 8 2 393
Ease of getting off the bus - - - 91 59 32 7 2 390
The bus driver

How near to the kerb the driver stopped - 92 - 95 73 22 4 1 391
The driver's appearance - 93 - 96 74 21 4 1 386
The greeting/welcome you got from the driver - 82 - 86 63 23 3 389
The helpfulness and attitude of the driver - 82 - 87 65 22 3 387
The time the driver gave you to get to your seat - 85 - 91 65 26 7 2 386
Smoothness/freedom from jolting during the journey - 82 - 85 54 31 9 6 389
Safety of the driving (i.e. speed, driver concentrating) - 90 - 92 69 23 7 2 391
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4 Scotland operator results Individual

Stagecoach in North Scotland

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 89 - 88 51 37 10 2 852
Fare-paying passengers - 85 - 84 44 40 13 3 480
Free pass holders - 93 - 93 60 33 6 1 363
Aged 16 to 34 - 84 - 80 37 43 17 3 264
Aged 35 to 59 - 87 - 86 51 35 11 2 226
Passengers commuting - 82 - 88 43 45 9 3 264
Passengers not commuting - 93 - 87 54 32 12 2 538
Passengers saying they have a disability - 89 - 79 49 30 17 3 242
Value for money

All fare-paying passengers - 59 - 55 22 33 22 23 466
Aged 16 to 34 - 56 - 50 20 31 21 28 238
Aged 35 to 59 - 62 - 58 21 37 23 18 195
Passengers commuting - 57 - 53 22 31 18 30 205
Passengers not commuting - 63 - 57 23 35 26 17 263
Punctuality and time waiting for the bus

Punctuality of the bus - 74 - 77 46 32 12 11 796
The length of time waited - 74 - 79 46 33 14 7 855
On-bus journey time

Time journey on the bus took - 82 - 84 52 33 " 4 837
On the bus

Route/destination information on the outside of the bus - 90 - 86 58 28 12 2 833
The cleanliness and condition of the outside of the bus - 82 - 83 47 36 12 5 800
The ease of getting onto the bus - - - 92 63 29 6 2 825
The length of time it took to board - 92 - 92 66 27 5 2 814
The cleanliness and condition of the inside of the bus - 88 - 82 50 33 12 5 860
The information provided inside the bus - 69 - 64 35 29 30 6 782
The availability of seating or space to stand - 91 - 87 59 29 10 3 830
The comfort of the seats - 86 - 80 47 33 14 6 831
The amount of personal space you had around you - 83 - 81 48 33 " 8 831
Provision of grab rails to stand/move within the bus - 81 - 81 51 30 12 7 827
The temperature inside the bus - 79 - 80 48 32 13 7 832
Your personal security whilst on the bus - 88 - 87 57 30 13 1 833
Ease of getting off the bus - - - 88 58 30 9 2 823
The bus driver

How near to the kerb the driver stopped - 94 - 95 68 27 5 0 818
The driver's appearance - 93 - 95 67 29 4 1 825
The greeting/welcome you got from the driver - 83 - 84 b4 30 1 5 833
The helpfulness and attitude of the driver - 83 - 84 53 31 13 4 822
The time the driver gave you to get to your seat - 86 - 89 55 34 8 3 821
Smoothness/freedom from jolting during the journey - 82 - 80 49 31 12 8 825
Safety of the driving (i.e. speed, driver concentrating) - 92 - 92 63 29 7 1 822
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Stagecoach in West Scotland

Key results

2016 2017 2018 2019 2019 2019 2019 2019

Satisfaction (%) all all all very fairly  neither all
satisfied ~ satisfied  satisfied satisfied satisfied satisfied /nor dissatisfied

Overall journey satisfaction '

All passengers - 88 - 920 50 40 7 2 595
Fare-paying passengers - 84 - 88 43 45 10 3 319
Free pass holders - 94 - 94 58 36 4 2 262
Aged 16 to 34 - 85 - 87 45 43 9 3 143
Aged 35 to 59 - 83 - 90 45 45 8 2 197
Passengers commuting - 84 - 89 46 43 9 2 187
Passengers not commuting - 92 - 92 51 41 7 1 362
Passengers saying they have a disability - 88 - 88 49 39 8 3 175
Value for money

All fare-paying passengers - 67 - 71 32 39 14 15 306
Aged 16 to 34 - 66 - 69 32 37 16 15 127
Aged 35 to 59 - 67 - 73 31 43 12 14 162
Passengers commuting - 70 - 79 34 45 6 15 168
Passengers not commuting - 63 - 63 31 32 24 13 137
Punctuality and time waiting for the bus

Punctuality of the bus - 77 - 84 48 36 10 7 556
The length of time waited - 75 - 82 45 37 1 7 600
On-bus journey time

Time journey on the bus took - 80 - 87 47 40 10 3 604
On the bus

Route/destination information on the outside of the bus - 87 - 89 53 36 9 1 587
The cleanliness and condition of the outside of the bus - 77 - 83 41 42 12 5 571
The ease of getting onto the bus - - - 92 58 34 6 1 582
The length of time it took to board - 90 - 92 57 35 7 1 563
The cleanliness and condition of the inside of the bus - 78 - 82 40 41 12 6 607
The information provided inside the bus - 70 - 76 34 42 20 4 552
The availability of seating or space to stand - 86 - 89 51 38 8 3 583
The comfort of the seats - 79 - 82 43 39 12 5 585
The amount of personal space you had around you - 78 - 83 44 38 13 5 583
Provision of grab rails to stand/move within the bus - 83 - 84 46 39 12 3 574
The temperature inside the bus - 77 - 80 38 42 13 7 576
Your personal security whilst on the bus - 86 - 84 45 39 13 3 b75
Ease of getting off the bus - - - 89 51 39 9 1 574
The bus driver

How near to the kerb the driver stopped - 92 - 93 59 34 6 2 B592
The driver's appearance - 93 - 94 62 32 5 1 586
The greeting/welcome you got from the driver - 78 - 86 53 33 10 4 577
The helpfulness and attitude of the driver - 78 - 86 54 32 1 3 B77
The time the driver gave you to get to your seat - 81 - 85 53 32 10 5 578
Smoothness/freedom from jolting during the journey - 76 - 83 44 39 1 6 581
Safety of the driving (i.e. speed, driver concentrating) - 87 - 91 55 36 6 3 561
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5 How the research was carried out

How the research was carried
out and making use of results

Overview of methodology

We designed the survey to provide results that are
representative of bus passenger journeys within each
‘sampling area’. Sampling areas are either local transport
authorities (LTAs), or bus operators’ divisions (for example
Brighton and Hove Bus, or Reading Buses).

The sampling method is ‘systematic’; derived from
a list of a sampling area’s bus services and the times
that they run (sourced from ITO World Ltd, which
makes available the data used by Traveline). Routes
and journey start times are selected and these then
form the mid-points for three-hour shifts during which
fieldworkers make as many return trips as possible on
those selected services.

Fieldworkers discuss the survey with passengers
on these services, giving them the chance to participate.
Those wishing to do so are offered a choice of completing
a paper questionnaire, together with a reply-paid envelope,
or else completing an online survey, by providing an email
address for this to be sent to.

The survey asks passengers to rate their experience
of that journey. It covers their time at the bus stop, the
punctuality of the bus, their time on the bus, the bus
driver, and an overall journey satisfaction and value for
money rating.

Fieldwork was conducted between 8 September
and 21 December 2019, excluding the October school
half-term holiday period as it was in each sampling area
(mostly 12 to 27 October).

The data was weighted to help provide a representative
picture of passenger journeys in each sampling area.
Within each sampling area, weights were applied for age
and gender and for the ‘day-part’ in which passenger
journeys were made. The demographic weights were
determined by recording observable age and gender of
passengers on board buses during each fieldwork shift,
as there is no available data on this at sampling area
level. ‘Day-parts’ are: morning peak, off-peak, evening
peak and weekend. The weights for each day-part were
determined from passenger counts on a sample of all
surveyed bus journeys, across the different times of day
and days of the week.

The final stage of weighting was to ensure that in
the final data, each participating sampling area (within
the survey) is represented in proportion to its annual
passenger journey numbers. These weights were derived
from bus journey statistics published by the Department
for Transport and, in some cases, from bus operator
supplied information.
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Transport Focus was supported by BVa BDRC in
conducting the autumn 2019 survey.

This year we received a total of 46,271 valid
responses of which 43,872 were from England and
2399 were from Scotland.

Presentation of results

Throughout the report, satisfaction scores are based
only on those respondents that gave an opinion

(that is, excluding those who did not answer or said
‘no opinion’). For questions not about satisfaction,
the results are based on all survey respondents. Al
results are calculated using weighted values. In the
report where numbers are shown in brackets after the
question/category text, these are the actual numbers
of passengers who answered the question.

BPS results are rounded to whole numbers. ‘All
satisfied’ is the rounded whole-number sum of ‘very
satisfied' and 'fairly satisfied’ and ‘all dissatisfied’ is the
rounded whole-number sum of ‘fairly dissatisfied’ and
‘very dissatisfied’. Sometimes, due to the decimal places
not being shown on the ‘very’ and ‘fairly’ values, the ‘all’
value can appear to be one percent different to the sum
of the individual values.

Themes that are affecting overall
passenger satisfaction charts
We used a two-stage approach to identify the key drivers
of overall journey satisfaction amongst bus passengers.
At the first stage, we took all 31 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
the measures that formed each theme. One satisfaction
measure (nearness to the kerb or bus stop) was excluded
this year from the factor analysis as it did not group with
other factors and was not a driver (or theme) on its own.

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 proportionate influence
that each theme has on satisfaction for that area/



Theme (factor)

2 On bus environment and comfort

3 Bus stop condition

4 Boarding the bus

5 Timeliness

6 Bus cleanliness and information on-board

7 Access to the bus stop

8 Bus stop safety and information

9 Journey time

10 Value for money

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 opposite, the theme of
‘timeliness’ which is shaded red, has the greatest
influence on satisfaction, followed by ‘bus driver’,
while themes such as ‘access to the bus stop’ and
‘bus stop condition’ have relatively little influence here.
This analysis was conducted on fare-paying passengers
only, so that the influence of value for money could
be included. There are noticeable and interesting
differences in the impact of different themes between
operators and areas.

The methodology document explains the process
in more detail.

Interpreting results

The autumn 2019 wave of BPS was carried out across
50 sampling areas in England. All six former metropolitan
counties were selected, and the remaining 44 sampling

Questions

e Satisfaction with bus driver: Appearance

e Satisfaction with bus driver: The greeting/welcome you got

e Satisfaction with bus driver: Helpfulness/attitude

e Satisfaction with bus driver: Time to get to seat

e Satisfaction with bus driver: Smoothness/freedom from jolting
e Satisfaction with bus driver: Safety of the driving

* Availability of seating or space to stand

© Comfort of the seats

* Amount of personal space

* Provision of grab rails to stand/move within the bus
© Temperature inside the bus

* Personal security

* Ease of getting off the bus

General condition/standard of maintenance
Freedom from graffiti/vandalism
Freedom from litter

o Satisfaction with route/destination information
* Ease of getting onto the bus
o Satisfaction with time taken to board

* Satisfaction with waiting time
* Satisfaction with punctuality

Satisfaction with exterior cleanliness/condition
Satisfaction with interior cleanliness/condition
Info provided inside bus

Distance from journey start
Convenience/accessibility

e Information provided at the stop
e Personal safety at stop

* Satisfaction with on-bus journey time

« Satisfaction with VFM (fare-payers only)

Timeliness Bus driver

On bus environment
and comfort

Value for
money

Boarding
the bus
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5 How the research was carried out
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areas were a broad mix of 16 unitary LTAs, nine two-tier
LTAs, and 19 standalone bus operators’ operating divisions
(mainly Go-Ahead group bus companies).

The areas covered by BPS each year account for
around eight out of ten passenger journeys made within
our remit area (England outside of London). Every year we
have surveyed all the PTE areas but only a proportion of
services running in unitary and two-tier authorities. Thus
a ‘whole-survey’ statistic is more influenced by the results
from the PTE bloc.

Furthermore, of the unitary and two-tier areas covered
each year, some were the same as in previous years, and
some were different. Thus ‘whole-survey’ statistics for
each year are calculated on survey areas which are not
exactly the same. However, the weight of the PTE bloc
and number of areas repeated much reduces the level of
dissimilarity.

In addition, the autumn 2019 wave was carried out on
a smaller scale in Scotland than in 2018 (when it was on
a nearly national level), covering Stagecoach bus operator
areas within Scotland, supplemented by Aberdeenshire
and Aberdeen City area sample boosts (creating a total
for nestrans). Given the different approaches used for the
survey in Scotland over recent years, direct comparability
between the survey waves is more limited. In this report we

have shown results where a direct comparison can be made.
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Further analysing results

Data from the BPS and our other major surveys

can be found on our Data hub at https://www.
transportfocus.org.uk/data-hub/ where it is possible
to analyse the results in further detail.

Further detail

There is an accompanying methodology document that
provides more detail on the survey process, available at
www.transportfocus.org.uk/research/bus-
passenger-survey.

Waiver

Transport Focus has taken care to ensure that the
information contained in the BPS 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 upon it. Transport Focus does not guarantee
that the information contained in BPS is fit for any
particular purpose.



Appendix

6 Appendix

Listed below are the authorities and operators that funded extra survey responses

England
Local transport authority areas

Bournemouth and Poole: BCP Council, morebus (Go-
Ahead) and Yellow Buses

Cambridgeshire and Peterborough: Cambridgeshire and
Peterborough Combined Authority and Stagecoach
Cheshire West and Chester: Cheshire West and Chester
Council, Arriva and Stagecoach

Cornwall Council

County Durham: County Durham Council, Arriva and Go
North East

Devon: Devon County Council and Stagecoach
Derbyshire: Derbyshire County Council, Stagecoach and
Trent Barton

Essex: Essex County Council and First

Greater Manchester: Transport for Greater Manchester
(TfGM), Go North West and Stagecoach

Hertfordshire County Council

Kent: Kent County Council, Arriva and Stagecoach
Kingston-upon-Hull: Hull City Council, East Yorkshire
Buses (Go-Ahead) and Stagecoach

Leicester City: Leicester City Council, Arriva and First
Mersey and Halton: Merseytravel, Arriva and Stagecoach
Milton Keynes: Milton Keynes Council and Arriva

North East Lincolnshire: North East Lincolnshire Council
and Stagecoach

Northumberland County Council

Nottingham: Nottingham City Council and Nottingham City
Transport

Nottinghamshire: Nottinghamshire County Council,
Nottingham City Transport, Stagecoach and Trent Barton
Oxfordshire: Oxford Bus Company (Go-Ahead) and
Stagecoach

Portsmouth City Council

South Yorkshire: South Yorkshire PTE, First and
Stagecoach

Staffordshire County Council

Swindon: Swindon Borough Council, Stagecoach and
Swindon’s Bus Company (Go-Ahead)

Tees Valley: Tees Valley Bus Network Improvement Board
(Darlington, Hartlepool, Middlesbrough, Redcar and
Cleveland and Stockton on Tees Councils)

Tyne and Wear: Go North East and Stagecoach

West Midlands: Transport for West Midlands (TfWM),
National Express, West Midlands and Coventry Voluntary
Multilateral Agreement partners

West of England Combined Authority and North Somerset:
Bristol City, Bath and North East Somerset, North
Somerset, and South Gloucestershire Councils, and First
West Yorkshire: West Yorkshire Combined Authority and
the Bus 18 operators

Worcestershire County Council

York (City of) Council

Operator-specific areas

Blackpool Transport Services

Courtney Buses

First South Coast

Go-Ahead Group to cover these bus companies:

* Bluestar

* Brighton and Hove Bus

* Hedingham and Chambers

* Metrobus

¢ Oxford Park and Ride

¢ Plymouth Citybus

e Salisbury Reds

* Southern Vectis

* Thames Travel

Reading Buses

Stagecoach Group to cover these parts of their business

e Stagecoach in Cumbria and North Lancashire

e Stagecoach East — Cambridge Busway

e Stagecoach Gloucestershire routes

e Stagecoach Midlands (Northamptonshire and
Warwickshire routes)

e Stagecoach West of England routes

Warrington's Own Buses

Scotland
Local transport authority areas

North East: the Regional Transport Partnership

Operator-specific areas

Stagecoach East Scotland
Stagecoach North Scotland
Stagecoach West Scotland
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