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1. Background

Transport Focus is the official, independent consumer organisation representing the
interests of train, bus, coach and tram users across England outside London. A key part
of the Transport Focus mandate is to provide evidence-based research to support its
stance on the views and priorities of passengers. To this end, Transport Focus (and its
predecessors) established:

e The National Rail Passenger Survey (NRPS) in 1999 — this twice-yearly survey
(Spring and Autumn) provides data for each Train Operating Company on its
passengers’ perceptions regarding key measures of station and train performance

e The Bus Passenger Survey (BPS) in 2009 — this annual Autumn survey provides
data for many PTE, unitary and county council areas on passengers’ perceptions
regarding key bus stop, bus vehicle and bus driver measures

e The Tram Passenger Survey (TPS) in 2013 — a pilot study was undertaken in
Spring 2013, followed by full Autumn waves in 2013, 2014, 2015, 2016, 2017 and
2018. In 2019, a Winter wave was completed. The survey provides data for tram
networks across Britain on passengers’ perceptions regarding tram journeys,
vehicles and stops.

A number of different methodologies were tested in the initial TPS pilot. As well as the
traditional paper self-completion approach used historically on the NRPS and BPS,
passengers were offered the choice of completing a paper self-completion questionnaire
or an online survey, by means of providing an email address. Those providing email
addresses were sent an invitation to participate in an online version of the survey one to
two days following contact. The pilot demonstrated that the ‘choice’ option generated a
similar final sample size to the traditional paper self-completion approach at similar cost,
but in addition did reduce the age bias present in undertaking just a paper self-completion
approach and furthermore did not significantly affect the results. As a result, TPS uses
this combined approach. (Indeed, this approach is also now used both for the BPS and
the NRPS). In 2016 measures were taken to increase the speed of the process of sending
email invitations to those providing their email address. An automated system was set
up to enhance the online methodology.

In 2019, the funding model between Transport Focus and the networks was amended due
to a smaller budget being available for the survey. This resulted in fewer networks
participating. However, both Greater Manchester and South Yorkshire saw the value in
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adopting measures, such as reducing the survey length, to provide a measure of passenger
satisfaction across their systems. This report describes the methodology used for the Winter
2019/20 TPS in detail, including where this has differed at all from previous waves.
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2. Summary of approach

Key features of the research methodology used in the TPS were:

e The TPS is a measure of experiences with tram journeys. Each individual
response related to a single passenger journey (rather than to a passenger who
may have made multiple individual journeys).

e The sampling unit was an individual tram service (e.g. the 06:15 from Manchester
Piccadilly on a specific Tuesday), in the same way that BPS sampling is based on
bus services. (In NRPS, in contrast, most sampling is based on stations.) This is
a more cost-effective sampling unit than a tram stops, as passenger numbers are
greater for a service over a given time period than for most stops over the same
period.

e The sampling frame thus needed was the list of all tram services that ran each
week. This was downloaded from the published timetables and, to maximise value
from the budget, the sampling frame used in 2018 was repurposed for the 2019/20
survey.

e A core standard questionnaire was used across the networks, with the majority of
guestions remaining consistent from one annual survey to the next. For 2019/20,
the questionnaire was shortened to six pages in Sheffield (from eight previously)
and the sample size halved. As Transport for Greater Manchester (TfGM) already
had its own passenger satisfaction survey prior to the establishment of the TPS,
the questionnaire used for the Metrolink network was slightly longer as it included
guestions specific to the previous TfGM survey. (TfGM funded these additional
guestions.) In 2019/20, the Manchester questionnaire was shortened to eight
pages from twelve, while the sample size remained the same.

The standard questionnaire used for the Winter 2019/20 survey is given in Appendix 1. A
similar version of the survey questions was used both for the paper and online
respondents. To ensure online respondents answered specifically about the journey they
were taking when recruited by the interviewer, the date and time they were approached
was inserted into the wording of the online questionnaire they completed.
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As indicated above, all passengers were approached and asked if they would provide
feedback about the specific journey they were undertaking. If willing, they were offered the
choice between a paper self-completion questionnaire, a postcard with a link to the online
questionnaire (new for 2019/20) and providing their email address so that they could be
sent a link to an online version of the questionnaire.

O

9
transportfocus il

AECOM



Transport Focus Tram Passenger Survey Winter 2019/20

3. Data Collection

Fieldwork took place between Friday 15t November 2019 and Tuesday 28th January 2020.
There was a pause within this to avoid the school Christmas holidays and to allow for a
review of the project’s progress. In Sheffield, flooding led to all tram services being
cancelled in the run up to Christmas. Fieldwork dates in each area are below

Fieldwork dates

Manchester: 15t November to 20t December 2019 and 6" January to 18" January 2020
Sheffield: 25" November to 10" December 2019 and 10" January to 28™ January 2020

3.1 Data collection method

Recruiting respondents

Before each fieldwork period began, all interviewers had a face-to-face briefing at a central
location in each network area. During this briefing, all interviewers were given instructions
on how to undertake the fieldwork as well as being given and talked through all the
materials necessary for each shift. They were shown how to administer the on-line
questionnaire and guided through each of the record sheets they were required to
administer during fieldwork. The first briefing was held on Wednesday 30t October 2019 in
Manchester.

Fieldworkers boarded the tram services selected from the sampling process (see section
4) on the specified day and start time and at the specified end of the route. They travelled
to the final destination of the route and then made the first return trip possible on that
route, returning to their start point. They repeated this process to make as many trips as
possible within their three-hour shift. During this time fieldworkers approached as many
passengers as possible who boarded the tram and gave them the opportunity to
participate in the research.

Passengers were offered the choice to take a paper questionnaire, along with a post-paid
envelope, or to complete the survey online. If they chose the latter, the fieldworker took
their email address and a survey invitation was emailed to them immediately (see section
5 for a full explanation of this process). Both the paper and the online option have been
offered in all waves of the TPS (and the original pilot) and have been shown to increase
the potential for participation among certain demographic groups (especially younger
males) who are otherwise typically under-represented in this type of research. The
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usefulness of this dual data collection method in the TPS has led to its adoption on the
BPS and the NRPS. In 2019/20, respondents were also offered the option of taking a
postcard containing the link to the on-line questionnaire.

In total, 16,042 paper questionnaires were distributed (an average of 66 per shift), 2,162
email addresses were collected (an average of 9 per shift) and 540 postcards were
handed out (an average of 2 per shift). In total, 18,744 people were recruited to take part
in the survey, an average of 77 per shift.

Further tasks performed during fieldwork

As described further in the later section on weighting, fieldworkers were issued with an
“Observation Record Form” on which they recorded the total number of passengers on
board at a given point in time, and the observed age and gender profile of those
passengers at that time. This observation was conducted twice within a fieldworker shift:
20 minutes after the start of the shift and 20 minutes before the end. These details
allowed the creation of a representative passenger demographic profile to be used for
weighting purposes.

Fieldworkers were also issued with a “Respondent Record Form” on which they recorded
gender and estimated age of all recruits, as well as contact details for a sample of people
willing to provide this. This was used to enable standard quality control back-checks, as
well as other validation measures on returned questionnaires.

Authorisation to work on board trams

Regarding permission to conduct recruitment on the trams, each of the tram network
operators provided a letter which the fieldworker was able to show to any staff (or
passengers, if requested) to vouch for the bona fides of the survey.

Monitoring fieldwork

Throughout fieldwork, fieldworkers reported the number of questionnaires and postcards
they had handed out and how many email addresses they had collected (i.e. how many
people they had recruited). This was reported by the next working day after each shift and
these metrics were monitored by the team at AECOM. In addition, the software used to
issue emails kept an automatic tally of the number of emails issued. This was used to
check interviewer’s report metrics.

e}
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As questionnaires were returned to AECOM, their serial number was checked to provide
additional confirmation that a fieldwork shift took place, and a number of data fields from
the questionnaire were recorded manually to enable a first stage of validation checks to
take place. The same information from electronic surveys completed online was recorded
automatically. The numbers of completed and validated questionnaires were matched with
the reported recruitment figures, to allow the project team to monitor the overall
productivity of the fieldwork. Several actions could be triggered by this information,
including for example:

o |If the sample sizes in certain areas appeared likely to fall below the target, additional
‘top up’ shifts could be scheduled to make up the shortfall

o Ifitwas found that all of the supplied questionnaires were routinely given out in certain
areas or on certain routes, this was recorded, and more questionnaires may be
printed where relevant in future waves

e Steps could be taken to address lower productivity in certain fieldworkers if this was
found to be the case.

AECOM carried out all fieldwork in accordance with the MRS Code of Conduct, the IQCS
(Interviewer Quality Control Scheme) and ISO 20252. Exceeding normal industry
standards, at least 10% of all TPS shifts were subject to unannounced spot-checks by
AECOM supervisors and other project team staff. The majority of shifts to be spot-
checked were selected at random, but some were chosen specifically, to monitor new or
less productive fieldworkers or areas more closely, and indeed to observe more productive
fieldworkers in order to study and pass on best practise techniques.
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3.2 Questionnaire

Historically, for most tram networks, the paper questionnaire was an eight-page self-
completion booklet that was handed out along with a reply-paid envelope to all passengers
on the trams who were willing to take part. The online questionnaire was exactly the same
in terms of question content, with small modifications so that it would display appropriately
depending on the type of device (desktop, smartphone, etc.) being used to view it by the
respondent. In 2019/20, the core questionnaire was reduced to six pages to obtain
greatest value from the budget.

The questionnaire had a core set of questions to provide consistent measurement of the
components of journey experience. Some minor variations were present for the
questionnaire used for each tram network, for example to allow for specific ticket types in
use on some networks. The questionnaire used for Manchester Metrolink was reduced to
eight pages in 2019/20 (it was 12 pages in 2013, 2014, 2015, 2016, 2017 and 2018), but
the extra two pages beyond the core version enabled them to include a number of
additional questions useful for TFGM.

Networks had the opportunity to add one or two bespoke questions to their questionnaire,
to cover topics of interest (and, as mentioned above, Manchester Metrolink had an extra
two pages of their own additional questions, which they funded).

An example copy of the standard questionnaire is shown in Appendix 1.

3.3 Response rates and validation of returns
3.3.1 Response rates achieved

The metric of fieldwork outcome was the product of recruitment rates achieved and
response rate achieved. The table below shows the metrics achieved from fieldwork in
this wave.
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Table 1: Fieldwork metrics: TPS Winter 2019/20

Online
; 8 . Response . response Average

Network No. Recruits: Responses: Response Recruits: Responses: Response Recruits: Responses: —— Recruits: Responses: Response N responses

shifts paper paper rate: paper online online rate: online POSIEEE postcards . total total rate: total per shift

postcards overall
I I I T e (total)
Manchester- 210 | 13986 2093 15% 2001 595 30% | 426 188 27% 16413 2876 18% | 21% 14
mtar?::f:::r - 31 | 2036 336 17% 302 97 32% 71 24 26% 2409 457 19% | 26% 15
X:ﬁ‘;:e“er - 32 | 2155 274 13% 321 83 26% 61 26 28% | 2537 383 15% | 28% 12
'E\;"jrr;CheSter T 31 2088 337 16% | 425 122 29% 50 19 29% | 2563 478 19% | 29% 15
'I\E”:;CSZS;SLW 22 | 1453 305 21% | 252 59 23% 40 34 23% | 1745 398 23% | 23% 18
Manchester -
Eccles/ 30 | 1989 243 12% 310 117 38% 61 23 37% | 2360 383 16% | 37% 13
MediaCity
gjgﬁg:lseter T 20 | 1944 312 16% 216 51 24% 72 27 20% = 2232 390 17%  20% 13
mfggne“er - 35 | 2321 286 12% 175 66 38% 71 35 26% 2567 387 15% 26% 11
?:t‘j'e'd - 33 | 2056 391 19% 161 40 25% 114 24 14% | 2331 455 20% 14% 14
S{Lj';&%le 12 | 824 184 22% 60 13 22% 43 6 9% 927 203 22% 9% 17
\S(Zl‘fjf'd ) 1 620 123 20% 70 18 26% 38 8 17% 728 149 20% 17% 14
?:‘ae:f'?:i; 10 | 612 84 14% 31 9 29% 33 10 18% 676 103 15% 18% 10
gvo';';j'z’o o) | 243 | 16042 2484 15% = 2162 635 29% 540 212 39% 18744 3331 18% = 25% 14
<>
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3.3.2 Validation of completed surveys

Completed questionnaires were subject to two stages of checks and validation; once
before they were data entered to pick up the tick-box responses (for paper questionnaires)
and once afterwards:

1a. Pre-data entry checking of question responses (for paper questionnaires)

The first stage took place immediately after completed questionnaires were received.
Firstly, each paper questionnaire was opened to check that the respondent had answered
the questions and not simply returned a blank or mostly blank form. Sometimes, with self-
completion questionnaires, respondents miss some questions, either accidentally or
because they choose not to or cannot answer. They may however have provided

sufficient, valid answers to most of the questionnaire and so it would be wrong to waste
their other answers. Questionnaires were therefore accepted according to these
guidelines:

e Providing the respondent had reached the “overall journey satisfaction” question or
beyond (including a small number of cases where the respondent had clearly reached
the end of the questionnaire but missed the “overall satisfaction” question itself), the
questionnaire was accepted. In other words, if they had left some subsequent
questions blank, such as the demographic questions which some people prefer not
to answer, they would be accepted on this basis since they would have completed
the majority of the questions.

» If the respondent had missed two whole consecutive pages, where this was clearly
the result of the pages having been turned over together and the respondent had not
realised they were there, the questionnaire would be accepted — providing most of
the other questions were completed. If the respondent had missed four whole pages,
the questionnaire would be rejected since in this scenario they would have missed at
least half of the questions.

¢ A small number of questionnaires were rejected where the respondent had written
nonsense or expletives (which were unconnected to their feedback on the tram
journey) or had defaced part of the questionnaire.

Each questionnaire had a unique ID number; once the above basic checks were
completed, for paper questionnaires this was taken from a serial number on the front page.

5.

N

transportfocus il AECOM

12



Transport Focus Tram Passenger Survey Winter 2019/20

The answers to certain questions were then manually entered into a database — these
were the date (top right on the paper questionnaire and time/date stamped on the
electronic questionnaire), the start and end points of the passenger’s journey (Q1a and b;
see questionnaire example in the Appendix A). These were checked against the original
details of the fieldwork shift, to check that the passenger filled in the questionnaire about a
verified journey (this also served as a check that fieldwork had been carried out as
intended). Questionnaires which did not tally with the expected journey details were
investigated and would be rejected if they could not be verified as corresponding to the
correct fieldworker shift.

1b. Validation of online responses

The same basic checks were made at the equivalent stage for online questionnaires:

e Respondents were counted as “complete” providing that they had reached and
answered at least the “overall journey satisfaction” question. Of course, the
questions up to this point would also have all been answered in the online
questionnaire since unlike the paper version there was no possibility of a
respondent accidentally missing any.

e The online questionnaire reminded respondents of the date and time when they
were first approached by the fieldworker. However, they were also asked to
confirm these details at the beginning of the survey (just in case there had been
any unexpected changes on the day, for example due to fieldworker illness or
significant disruption to the tram service).

It was useful to carry out this stage of the validation immediately (rather than later on
alongside other data processing checks), because it enabled more accurate monitoring of
the real number of ‘useable’ responses which had been collected for each tram
network/route.

2. Data merging and final checks
The validation checks described above were carried out during fieldwork, as paper
questionnaires were returned, and online responses recorded. Once fieldwork ended,

paper questionnaires were returned in the post (one week was allowed for the return of
paper questionnaires although responses received up to 5" February 2020 were
accepted) and online respondents given a chance to complete the survey, the two
methods of completion were merged into one final dataset. This involved aligning the
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paper and online data and checking that all questions had been answered correctly. There
was also a final validation check once data were merged to check for issues such as:

3.3.3

Paper questionnaires having not been data entered correctly. Checks were
conducted to ensure there were no issues with this process, for example pages being
stuck together during data entry, respondents’ ticks on the paper questionnaire not
being recognised, any questions with abnormal levels of non-response etc.

Data from the paper questionnaire had been merged correctly. Each tram network
had its own bespoke questionnaire, meaning all versions had to be merged into one
data file. Checks were carried out to ensure this merging had been completed
correctly

Merging of the paper and online data had been done correctly

A final data validation to check for respondents that did not answer large sections of
the questionnaire, any journey information that did not fit (e.g. incorrect date ranges,
journey times that were abnormal etc.), questions with a large proportion of
nonresponse, any nonsensical answers to open ended questions etc.

Coding of open-ended question

The Tram Passenger Survey included an open-ended question which asked about
improvements to the tram service. The question was coded to understand the main
themes that passengers raised. The question was:

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

In order to quantify the results from this question, respondents’ answers went through the
following process:

For each network, all responses were coded into the main themes arising, using the
code frame shown below. Each answer could contain more than one theme; multiple
codes were used in these instances

During the coding process any potential new themes/codes were flagged for review.
Where new themes/codes were common they were added to the code frame and
answers were recoded using the new code (e.g. “Pushchair provision / Limit
prams/buggies” was added in the 2017 wave of the survey). No new codes were
added in the 2019/20 survey.

Any profanity was removed from respondents’ answers

AECOM and Transport Focus both checked the coding. AECOM sent through an
Excel spreadsheet containing the coding by network that had been conducted by

5.
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coders at AECOM. Transport Focus reviewed and sent it to AECOM to be added into
the data.

Code frame used in 2019/20:
If something could have been improved on your journey today, what would it have

been?

1 Tram staff (including tram driver, conductors, customer service staff, ticket
inspectors etc.)

Tram stop (incl. seats at stop, weather cover, safety, availability at stop of
timetable/route info)

3 Fares/tickets (incl. prices, expense, info about fares/tickets/prices, better ticketing
facilities/vending machines/smartcards etc.)

4 Frequency/routes (incl. not having to wait too long for the next tram, suggested
better routes, etc.)

Information about routes (incl. availability of timetables, accurate timetables, next
stop info on the tram)

Journey times (speed, my journey takes ages, should drive faster etc.)

Tram: Design/comfort/condition (incl. seats on board, temperature etc.)

Passenger behaviour

© [0 N O O

Punctuality (trams should adhere to timetable, tram was cancelled, unreliable etc.)

10 | Other

1 Nothing could be improved/positive statement (incl. no /none/ n/a / dk / No
improvements on this journey etc.)

12 Real time information/updates at the tram stop (this relates to the electronic
information screens/boards at the tram stop)

13 Tram: On-board amenities like Wi-Fi, tea & coffee facilities, USB charging points,
etc.

14 | External factors (road works, congestion, bumpy ride, signal failures etc.)

Real time information/updates via online sources (incl. websites, phone apps, social
media e.g. Twitter, Facebook)

16 | Seating and capacity (bigger/longer tram, less crowding)
17 | Comment about another journey

18 | Security (incl. on tram, at stops, at car parks)

19 | Disabled provision / Wheelchair provision etc.

20 | Pushchair provision / Limit prams/buggies

21 | Cleanliness of tram (inside or outside)

15
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3.3.4  Data preparation and analysis

After the data were validated, coded and edited, an SPSS data file was provided to
Transport Focus. Transport Focus also ran some checks on this file before it was signed
off as final.

Summary reports were then produced for each tram network. Historically, an ‘All Network’
report showing aggregate results for the survey as a whole had been complied; but this
was not considered relevant for the 2019/20 survey, given that the survey consisted of only
two networks, which would not be comparable with previous years. Transport Focus
invests time to share these reports and any further useful analysis with operators and
relevant local and transport authorities.
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4. Generating representative samples of passenger

journeys

4.1 Route coverage

The Winter 2019/20 TPS covered two different tram operators. The Sheffield network had
three lines and Manchester had seven routes.

For cost and logistical reasons, the blue and purple routes in Sheffield were merged and
so this wave covered ten routes in total as follows:

e Manchester — Altrincham

e Manchester — Ashton

e Manchester — Bury

¢ Manchester — East Didsbury

e Manchester — Eccles/Media City

¢ Manchester — Rochdale

e Manchester — Airport

o Sheffield — Blue/Purple routes

¢ Sheffield — Yellow route

o Sheffield — Tram train.

The Manchester Metrolink Airport line was opened in November 2014, during the TPS
fieldwork for Autumn 2014, and so was included in the survey for the first time in 2015.
West Midlands Metro opened a network extension to Grand Central on 30t May 2016
which was included in the 2016, and subsequent, surveys. The Sheffield Tram Train line
to Rotherham Parkgate was opened in October 2018, during the TPS fieldwork and so
was included in the survey for the first time in 2018. All other routes above were surveyed
in the same way in 2014, 2015, 2016, 2017, 2018 and 2019/20.

Nottingham Express Transit was not included in 2018 or 2019/20 but was previously
surveyed as one single route and was first covered as two separate lines in 2015.

Edinburgh Trams was first launched at the end of May 2014 and so had been included in

the survey for the first time in 2014. Edinburgh Trams chose not to take part in the TPS
since 2017.
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Glasgow Subway was covered alongside the TPS for the first, and only, time in 2017. See
the 2017 Technical Report for the sampling approach used for this network.

The sampling process described in section 4.3 below was applied in turn to each of these
ten routes and a separate sample selected for each. Each route was also weighted
according to passenger profile information on demographics and times of travel, in order to
provide results which were representative at route level; this is described in section 4.5.
The routes were then also weighted according to their relative volume of passenger
journeys, so that when looking at aggregated results at ‘All Network’ level in the overall
dataset, the routes with the largest numbers of passengers have the greatest weight and
each route contributes appropriately.

4.2 Sample sizes

The sample sizes specified for each network are shown in the table below. These sample
sizes were used to determine the number of fieldwork shifts required for each network and
the shift numbers used to determine which tram services should be sampled. The
sampling process is discussed in detail in section 4.3.

Table 2: Target and achieved sample size, Winter 2019/20

Network/route Sample size required = Sample size achieved

Manchester — Altrincham 450 457
Manchester — Ashton 380 383
Manchester — Bury 450 478
Manchester — East Didsbury 380 398
Manchester — Eccles/MediaCity 380 383
Manchester — Rochdale 380 390
Manchester — Airport 380 387
Sheffield — Blue/Purple routes 150 203
Sheffield — Yellow route 125 149
Sheffield — Tram train 100 103

Within the Manchester sample a minimum quota was also applied of one hundred
passenger journeys between tram stops located within the ‘City Zone’. These journeys
both started and ended within a group of nine tram stops in the centre of Manchester. In
practice, 104 surveys were completed for the ‘City Zone'.

4.3 Sampling process
For Winter 2019/20, the sampling process followed that employed in autumn 2018. The
2019/20 sample frame was the same as that used in 2018 in Manchester. In Sheffield, the
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number of shifts undertaken was adjusted from that used in 2018 to reflect the reduced
sample size; the appropriate number of shifts being removed at random.

In Autumn 2015 some enhancements were made to the process (in line with similar
enhancements made to the BPS method at the same time).

The sampling process in Autumn 2018 was as follows:
1. The tram timetable for each route was downloaded from the network’s website

2. From this, a list was generated of the tram services which ran each day of the week
including start point, start time, end point and end time

3. These lists were sorted by direction, the seven days of the week and the start time of
the service — this generated a list of the tram services in a week. Because fieldworker
shifts only operated between 6am and 10pm, services starting outside of these times
were then removed from the lists?

4. The next stage was to systematically select services from this list which would form
the basis of a fieldworker shift; i.e. the service which fieldworkers would board at the
start of their shift. During this selection, steps were taken to minimise the level of
weighting needed at the later analysis stage to produce an accurate time of day
profile. These steps have been improved upon in past waves of the TPS:

a. In the first full wave of the TPS in Autumn 2013, a random start point was
identified in the list of services, and from there every nt" journey was selected
from the same list based on the total number of records. The selected journeys
then formed the start of a fieldworker shift.

b. In Autumn 2014 this approach was adapted by taking into account the weights
applied in the previous wave, to achieve a more accurate spread of shifts
according to the different passenger volumes in different time segments
(weekday peak, weekday off peak and weekend). Each journey in the sample
frame was allotted a ‘passenger value’ weight, based on the weight applied to
each time segment within that tram network in Autumn 2013. For Edinburgh,

! There are very few public transport services prior to 6am and the additional costs for running fieldwork at this time — hourly rates and
transport to the start point — are not justified given the very small number of passengers. Although there are more journeys after 10pm,
safety concerns rule out fieldworkers operating after this time — the only feasible option would be to ensure fieldworkers operate in pairs
and again the cost of this and providing transport at the end of the shift is not justified given the relatively low number of passengers
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where Autumn 2013 weights were not available, the passenger value was
calculated using the average weight applied to each time segment across all
networks. Selection of the sample was then made at intervals based on the
passenger value rather than the total number of records, meaning that more
services would be likely to be selected during busier times, to reflect
passenger footfall throughout the day and week.

c. InAutumn 2015, patronage data were supplied by each of the tram operators,
indicating the proportion of all passenger journeys which were made in each
of four ‘dayparts’?. This enabled a passenger value weight to be applied to
each journey in the same way as previously, but this time based on real data.
An example of how the passenger value weight was calculated is shown below
(this example uses illustrative data only since the data supplied by the
operators is confidential to those organisations):

Table 3: Calculating passenger value weights

Proportion of all
weekly scheduled

Passenger journey services Weight applied to
profile (from lists generated from each timetabled
(supplied by operator) published timetables) journey
Morning peak* 15% 12% 1.25
Off-peak 40% 52% 0.77
Evening peak 20% 13% 1.54
Weekend 25% 23% 1.09

*See definitions of these dayparts in footnote below

A random start point in the list of timetabled services was identified, and from
this point, as in 2014, services were selected at intervals based on the
cumulative passenger value, rather than being selected at intervals based on
the absolute number of scheduled service departures. In the example above
(which is fairly typical), this would mean that morning and especially evening
peak tram services would have a slightly higher chance of being selected,
and weekday off-peak services a slightly lower chance, reflecting the overall
profile of when passenger journeys are taking place.

d. The sampling approach used in 2018 was identical to that used in 2017, 2016
and 2015.

2 ‘Dayparts’ are: ‘Morning peak’ (weekdays 07:00-09:30), ‘Evening peak’ (weekdays 16:00-18:30), ‘Off-peak’ (weekdays at other times)
and ‘Weekends’ (any time on Saturdays or Sundays).
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5. The result of step 4 was a shortened list of tram journeys, which would form the basis
of fieldwork shifts. In waves of the TPS before 2015, fieldworkers boarded the tram
selected during this process and made journeys all the way along the route and back
from that time onwards, within a three-hour period. However, in an independent
consultant’s review following the Autumn 2014 Bus Passenger Survey (which
followed the same principle), a concern was raised that this approach skewed the
overall survey coverage towards later journeys in the day. This is because, for
example, passenger journeys happening at 6am could only ever be picked up by
fieldwork shifts arranged to start at 6am, whereas journeys starting at 8am could be
picked up by shifts starting at 6am, 7am, 8am, and anywhere in between. Therefore,
from Autumn 2015 onwards, a step was added here to correct for this: for every
service selected at this point, the identical service 1.5 hours earlier was identified.
That is, the tram service with the same start and end point and on the same day of
the week but 1.5 hours earlier (or as close to this as possible). If the original selection
was actually one of the earliest in the day and there was no alternative a whole 1.5
hours earlier (but still starting from 6am or later), then the first service of the day, from
the same start point, was selected. This newly ‘adjusted’ journey then became the
start point for the fieldworker’s shift, meaning that, in practice, the originally selected
start time became the mid-point of the shift. This meant that the overall profile of
fieldwork shifts (based on their mid-point time) matched the passenger journey
profiles supplied by operators, which gave a better opportunity than in previous
waves, to represent passenger journeys across the day.

6. Fieldworker shifts were then scheduled based on the newly adjusted selected
services: the time and day of the week that was selected dictated the beginning of
the shift, and return journeys were made thereafter on the same vehicle for the
duration of that shift, approximately three hours. The three hour shift length allowed
for two return journeys in most shifts, adjusting as necessary to ensure this. A three
hour shift length provides time for fieldworkers to encounter plenty of passengers for
distributing questionnaires. A longer period than this can introduce more clustering —
e.g. if a particular day is affected by service disruption.

7. A small number of manual amendments were made at this point, in particular:
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a. To address instances where some selected services still fell towards the end of
the day, meaning that a full three hour shift would have run beyond 10pm, which
is the usual latest reasonable time for fieldworkers to finish. In these cases, all
such selected services were replaced by an identical one starting at 7pm (or as
close this time as possible), so the fieldwork shift would cover the period 7pm-
10pm. (NB. In previous waves, half of such shifts were moved forward to begin
at around 7pm, and the other half were moved so that they covered the same or
a similar tram journey, starting at 6am. This also addressed the issue of under-
sampling earlier times in the day, which was no longer relevant in Autumn 2015
thanks to the 1.5 hour adjustment described above.)

b. In some cases, if a return journey from one end of a route to the other did not fit
well within a standard three-hour shift, that shift would take place over up to four
hours instead. In 2017, five six hour shifts were conducted at tram stops in central
Manchester (rather than on board trams) targeting trips wholly conducted in the
City Zone. Due to the volume of trips generated in the City Zone within the 2018
data set, this approach was not required.

8. Afinal manual amendment was made, to deal with the presence of double-carriage
trams in Manchester, where many services are doubled up with a second carriage
during busy times to create extra capacity. While it can be possible for a fieldworker
to move between carriages in quieter times of the day, to make sure that passengers
in both carriages have the opportunity to take part in the survey, this is difficult in busy
periods where both carriages may be full. To address this, some shifts involving
double trams were assigned two fieldworkers — one for each carriage. This ensured
that the views of passengers on busier services were better represented. In 2016 a
more systematic approach to surveying double trams was introduced and used again
in 2017. The approach in previous waves was as follows:

a) In 2014:

e Shifts affected by double tram services were identified; there were 22 in total

e Two thirds of the double tram shifts were assigned two fieldworkers. Only two
thirds were so treated to avoid over-clustering the sample, while also gaining
the benefit of some double tram shifts

¢ To maintain the total number of interviewer shifts, the same number of shifts
was then removed at random from the rest of the sample.

b) In2015:

e The same process was initially used in 2015; however due to a large increase

in the incidence of double-carriage trams this year, including during the off-
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peak, this resulted in a large number of double interviewers shifts and
therefore significantly fewer shifts overall, presenting a greater risk of sample
clustering. It was therefore decided that the same number of fieldworker shifts
should be doubled up with two interviewers in 2015 as in 2014, despite the
increased number of double carriage services, and that these would be
focussed at peak times only

e In addition, one double-fieldworker shift was assigned to each of the
Eccles/Media City and Ashton routes, which had not had any double-carriage
trams in 2014 but did by 2015

e The shifts where two interviewers would work simultaneously were selected at
random from within the peak-time shifts, and as before the same number of
shifts were removed from the schedule, at random from other day-parts

The approach used in 2017 and 2016 to survey double trams identified where
doubled-up fieldwork would happen, in a way that treats each line equally, as well
as focussing the extra fieldwork attention at the time of day when it is most relevant.
The approach required some input from Metrolink and was as follows:

a) Establish full list of shifts as described above in sampling process

b) Metrolink then identified which shifts would be affected by double trams (i.e. which
routes and times of day have double trams running)

c) For these potential double-tram shifts Metrolink then estimated the proportion of
shift time for which the double-tram capacity would be in full use, i.e. the times at
which it would be particularly difficult for one fieldworker to cover both carriages
and so having two fieldworkers would be the ideal

d) The average percentage journey time across all shifts for the line would then be
calculated. Let’s say that, across all shifts for a given line, 30% of all journey time
uses double-carriage trams and full use is made of them. This is similar to saying
that, for 30% of total fieldwork time on this line, the research provider would need
two fieldworkers on board the same tram simultaneously

e) The research provider then selected 15% of all shifts, on which two fieldworkers
would work together simultaneously throughout the shift. At the same time, the
same absolute number of shifts would be selected to be removed. The overall
effect would be that 30% of fieldwork would be performed with two people working
simultaneously. The proportion of all fieldwork being performed in this way could
be different for each line, but would be proportionate for that line relative to all the
others
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f)  The process for selecting which shifts on which to double up the fieldwork, and
which to remove, would also be systematic: they would be selected with
probability proportional to the percentage journey time where doubled-up
fieldwork would be desired, in the same way that tram services themselves are
selected for inclusion in the sample in the first place

For the 2018 research, Metrolink did not provide data on which shifts double trams
would be operating. It was therefore agreed that the double tram information from
the 2017 survey would be applied to the 2018 sampling. This applied again in
2019/20. As such, weekend and off-peak shifts did not require two interviewers
working at the same time; the same applying to the Oldham-Rochdale route.
Double shifts were required for shifts where the start time fell in the AM inbound and
the PM outbound time periods. For such shifts, two interviewers were allocated to
work simultaneously both arriving at the required stop at the allocated time. If that
tram was not a double tram, both interviewers would wait until a double tram arrived
and both would board it. To maintain the required shift numbers, the overall number
of weekday peak period shifts were then reduced by the corresponding number of
double shifts at random.

When the double-tram shift selection approach was carried out as above, it resulted
in eleven shifts being appropriate for two interviewers:

e 3 shifts on the Altrincham route

e 5 shifts on the Bury route

o 3 shifts on the East Didsbury route

On almost all routes, additional ‘top up’ fieldwork was needed to ensure that targets
had a good chance of being met, where the strike rate was lower than expected.
Extra shifts were added throughout the fieldwork period based on its productivity up
to that point. In total, 11 top up shifts were conducted on top of an original 232.

10.0nce travelling on the selected tram services, fieldworkers approached all

4.4

passengers (except those apparently under 16 years of age) as soon as possible
after they boarded, to offer them a paper questionnaire or the opportunity to provide
an email address to which a link to an online version could be sent; thus all
passengers over 16 had the opportunity to be included in the sample. (Interviewing
those under 16 requires consent from a responsible adult.)

Weighting
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The final survey data were weighted to correct for any imbalance in response levels by
age and gender, and by day-part. This weighting was applied within each of the seven
sampled tram lines, plus the City Zone, for Manchester, in order that results were
representative at line level (rather than at overall network level). For Sheffield, the
weighting was applied at an overall network level (given the relatively small sample sizes
for each of the lines).

The lines were also then subsequently weighted appropriately to ensure that they were in
proportion within each network, and each network was weighted appropriately within the
total survey dataset so that in any ‘All Networks’ results, each network contributed to the
results in relative proportion to the number of passenger journeys it carries.

This process was slightly different to that used in previous waves of the survey, when a
greater degree of interlocking cells had been used (demographics within day-part, within
line) and the two stages of weighting had been combined into one.

The sources for each of the weighting targets, and the processes for generating and
applying them, are described below.

4.4.1 Establishing demographic and day-part profiles

No known source of information exists to detail the demographic of journeys by age and
gender consistently for each network; therefore, this information was collected during the
fieldwork via passenger counts.

Passenger counts were completed during each interviewer shift to establish a passenger
profile with which to weight the data. They were conducted as follows:

e Passenger counts were undertaken twice during the shift to record passenger
characteristics (gender and observable age). For Sheffield, the fieldworker was
given times at which to start these counts:

o After 20 minutes
o After two hours 40 minutes

¢ In most cases this ensured one count on an outward journey and one count on an
inward journey. For Manchester, due to the high number of shifts, interviewers
were given times that ensured one outward and one inward count

o If necessary, these times were varied to ensure the time coincided with the
fieldworker being on board the tram

5.
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¢ In afew cases, where the tram was too busy to undertake a count at peak times,
estimates of passenger numbers were made — see below for more details on this.

e The data produced by the counts were used to weight responses to a more
representative gender and age profile for each line. The time at which passenger
counts took place was recorded, meaning that an age and gender profile was
actually created for each day-part, within each line. In 2013 and 2014 the day-
parts were: ‘weekday peak’, ‘weekday off-peak’ and ‘weekend’. From 2015
onwards the peak day-part was split in two to provide ‘weekday morning peak’
and ‘weekday evening peak’.

e Profiles by age were recorded in three bands: 16-34, 35-59 and 60+.

e The passenger counts were used to compile the weighting matrix (shown in
section 4.5.3) used at the data analysis stage.

Of the total 486 planned passenger counts, 448 were completed and used to inform the
weighting. There were 38 passenger counts that were not completed or not used to inform
the weighting:

16 of these were at off-peak times and it was assumed the total counts and
demographic profile of passengers on these shifts would have been the same as the
average for that route and time of day

38 were in peak hours when the tram was full, and this prevented the fieldworker
moving around the tram to affect the count; in these cases, we could not assume that
the count was the same as the average for the route. In the first full wave of the TPS,
Autumn 2013, we investigated an appropriate assumption to use for these missing
counts and found that using the crush capacity of the trams (which can be provided
by operators) in place of missing counts was the best approach. This approach was
further verified in Autumn 2014, Autumn 2015 and Autumn 2016 and was therefore
also used this wave. Where the crush capacity figure was used to estimate the total
number of passengers, the split between the three age groups and between males
and females was based on the profile for other peak shifts on that route. For example,
if the crush capacity for Manchester Bury morning peak is 200 and the average
gender breakdown from all Manchester Bury morning peak observations was 60/40
Male/Female, it was assumed that the full tram had 120 men and 80 women on board
In the case of a double-carriage tram, where there were two fieldworkers present the
count was taken twice. Where the count was taken only once (in most cases), this
was doubled; similarly, where the count was not undertaken at peak hours for a
double tram, the estimated passenger numbers using crush capacity figures provided
by the operator were doubled.
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Using the sum of all observations (including those estimated using the crush capacity), an
overall age and gender profile was then derived for each line (in previous years this was
derived for each of the four day-part segments, within each line).

The two operators involved in the 2019/20 survey had provided information about how
their total passenger journeys would break down by day-part in a typical week for the 2018
survey and this information was used again in 2019/20. This was the same information as
used earlier in the sampling process.

Therefore, at this point we had established target profiles for age, gender and day-part for
each line, which would be used as the basis for rim weighting.

4.4.2 Establishing line and network proportions

To ensure that each line contributed proportionately to its overall network, and that each
network contributed proportionately to any aggregated ‘All Network’ results, journey
volume data were used to establish the correct profiles.

Annual passenger journeys for 2018/2019 were used, as published by the Department for
Transport (DfT)3, for each of the tram networks. Historically, where networks had more up-
to-date annual passenger journey statistics these were used in place of the DfT figures.
The DfT data were used directly as published for Sheffield and Manchester Metrolink in the
2019/20 survey.

The data published by the DfT are at total network level only. Therefore, for networks with
more than one line, operators provided information about how the total annual passenger
journey data should be split by line.

This information was then used to generate the share that each line (and network) should
make up of the total sample, to act as targets in the second stage of the weighting
process.

4.4.3 Creating demographic rim weights and applying line and network weights

The first stage of the weighting process was to generate the weights required to correct for
any imbalances in the data according to age, gender and day-part for each of the lines.
This entailed using the age, gender and day-part profiles determined earlier for each line.

Shttps://www.gov.uk/government/collections/light-rail-and-tram-statistics
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In practice, some respondents did not answer the questions on the survey about age and /
or gender, or chose the ‘prefer not to say’ option. The percentages for each cell were
therefore adjusted slightly to account for this and to include a ‘not answered’ category, so
that the weighting would work.

Manchester City Zone is not a route, in itself, in the same way as the main seven Metrolink
routes. It therefore does not have passenger observations conducted on board trams. In
the absence of observations, the Manchester total profile was used for the City Zone.

As mentioned above, in 2019/20, the weighting process was amended slightly from that
used previously, to simplify the process, by removing the inter-locking aspect of the
weighting of the demographics within day-part for each line. This significantly reduced the
number of weighting cells (many of which would have contained small samples) and
thereby made the process more robust (and in line with what is carried out on Transport
Focus’s Bus Passenger Survey).

Thus, three separate weighting target proportions were inputted into the rim weighting
process by overall line:

e Day-part
e Gender
o Age

When attempting to apply the rim weighting to the data it became clear that the relatively
small sample sizes for the separate lines in Sheffield were making it difficult to generate
the necessary weights, so the decision was taken to weight Sheffield as a network overall,
rather than by each line.

The final set of target proportions for the rim weighting were as shown in the table below.
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Table 4a: Winter 2019/20 target demographic and day-part proportions for rim weighting: Manchester and Sheffield

Line AM peak | PM peak | Off-peak | Weekend | 16-34 35-59 60+ NA m Female NA

Manchester — Airport 15% 13% 55% 17% 35.19% | 39.05% | 15.63% | 10.14% | 53.21% | 44.05% 2.74%
Manchester - Altrincham 20% 13% 50% 17% 32.31% | 44.69% | 16.49% = 6.52% | 55.91% | 42.52% 1.57%
Manchester — Ashton 13% 10% 60% 17% 39.67% | 33.37% | 15.63% | 11.33% | 49.98% | 47.26% 2.76%
Manchester — Bury 16% 9% 58% 17% 35.83% | 37.54% | 21.91% | 4.72% | 51.47% | 47.46% 1.07%
Manchester - East Didsbury 24% 12% 47% 17% 36.34% | 39,61% | 20.23% | 3.82% | 48.56% | 50.42% 1.02%
Manchester - Eccles/Media City 13% 16% 54% 17% 37.75% | 35.24% | 13.59% | 13.42% | 49.61% | 46.56% 3.84%
Manchester - Rochdale 16% 10% 57% 17% 37.34% | 32.55% | 18.67% | 11.44% | 52.28% | 44.27% 3.46%
Manchester - City Zone 10% 20% 53% 17% 36.03% | 37.90% | 17.41% & 8.65% | 50.35% | 44.84% 4.81%
Sheffield 13% 15% 52% 20% 38.67% | 30.04% | 26.45% | 4.84% | 46.32% | 52.58% 1.10%

Having applied the rim weighting process, the achieved proportions were as shown in the table below:
<
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Table 4b: Winter 2019/20 achieved demographic and day-part proportions following rim weighting: Manchester and Sheffield

Manchester — Airport 14.8% 12.7% 55.5% 17.0% 35.1% 39.2% 15.7% 10.0% 53.7% 44.7% 1.6%
Manchester - Altrincham 19.9% 12.9% 50.6% 16.6% 32.0% 45.2% 16.0% 6.8% 56.7% 42.5% 0.8%
Manchester — Ashton 12.8% 9.9% 60.3% 17.1% 39.9% 32.9% 16.1% 1.1% 50.7% 47.6% 1.7%
Manchester — Bury 15.2% 9.0% 58.7% 17.2% 36.2% 40.3% 20.2% 3.2% 52.3% 47.4% 0.2%
Manchester - East Didsbury 24.0% 12.0% 47.6% 16.4% 36.2% 40.4% 20.2% 3.2% 49.0% 50.8% 0.2%
Manchester - Eccles/Media City 12.9% 15.9% 54.7% 16.4% 38.0% 35.1% 14.0% 13.0% 50.9% 46.9% 2.2%
Manchester - Rochdale 15.8% 10.0% 57.7% 16.4% 36.5% 33.3% 19.2% 11.0% 53.1% 45.0% 1.9%
Manchester - City Zone 9.0% 17.6% 58.3% 15.2% 37.9% 38.4% 18.1% 5.6% 50.1% 48.4% 1.5%
Sheffield 11.9% 18.0% 50.8% 19.3% 37.7% 33.0% 25.4% 3.9% 44.7% 55.2% 0.1%

The second stage of weighting was then applied to ensure that each of the lines was in the correct proportion, based on the number of
passenger journeys (see section 4.4.2). The target proportions for each line (Sheffield was treated as a single line) were as follows:
<

transportfocus I/ \ AEcOM

30



Transport Focus Tram Passenger Survey Winter 2019/20

Table 4c: Winter 2019/20 target line proportions: Manchester and Sheffield

Line Proportion

Manchester — Airport 5.8%
Manchester - Altrincham 18.2%
Manchester — Ashton 5.7%
Manchester — Bury 15.4%
Manchester - East Didsbury 10.8%
Manchester - Eccles/Media City 9.3%
Manchester - Rochdale 11.2%
Manchester - City Zone 2.3%
Sheffield 21.4%

This then gave each response in the survey a total weight.
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The actual average weights for respondents in each cell are given below, for information.

Table 4d: Winter 2019/20 average final weights per cell: Manchester and Sheffield

AM peak | PM peak | Off-peak | Weekend 16-34 35-59 - Male Female “

Manchester — Airport

Manchester - Altrincham 1.64 0.95 1.31 1.77 1.79 1.65 0.66 1.58 1.57 117 0.71
Manchester — Ashton 0.56 0.34 0.56 0.59 0.83 0.60 0.24 0.55 0.62 0.46 0.30
Manchester — Bury 2.29 0.66 1.18 0.83 2.02 1.60 0.46 0.81 1.35 0.93 0.20
Manchester - East Didsbury 0.79 0.83 0.92 1.28 1.21 1.05 0.55 0.73 1.11 0.79 0.25
Manchester - Eccles/Media City 0.75 0.77 0.82 1.21 0.99 1.05 0.44 0.85 1.01 0.74 0.50
Manchester - Rochdale 1.11 0.55 1.03 1.30 2.06 1.16 0.44 1.00 1.32 0.78 0.54
Manchester - City Zone 0.50 1.40 0.74 0.63 1.38 0.91 0.34 0.44 0.91 0.66 0.20
Sheffield 2.36 3.20 1.10 2.80 5.38 2.26 0.65 1.27 1.75 1.47 0.20
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5. Implications of using dual modes of completion

In the TPS it has been shown that the method of completion (online or paper) may have a
very small influence on the way people respond to the questions, and therefore on the
satisfaction results — but that this was extremely minor in comparison with other factors,
particularly age, which the use of an online method in addition to paper is designed to help
control.

The 2019/20 survey showed an improvement in the proportion of on-line responses from
the previous four years and achieved the highest proportion to date for touch screen
completion (see table 5 below). Analysis from previous waves shows that online
respondents are usually more negative in their responses (which is almost entirely linked
to the fact that online respondents are typically younger).

Table 5: proportion of (un-weighted) response from online vs. paper

Autumn | Autumn | Winter
2017 2018 2019/20

g?é'lne - 27.0% 33.6% 22.5% 15.6% 14.7% 17.8% | 25.4%
. N . (v . 0 . (v] 7 0 5 (o] . 0 4 (v

ggsl’k’f)p 19.9% 21.9% 12.8% 8% 1% 6.3% 8.4%

Online —

touch

(martphons / 6.2% 10.5% 9.6% 7.8% 9.7% 11.5% 17.0%

tablet)

Online — other 0.9% 0.2% 0.1% 0.0% 0.0% 0.0% 0.0%

Paper 73.0% 67.4% 77.5% 84.4% 85.3% 82.2% 74.6%

This section briefly revisits the degree to which mode of interviewing impacted on survey
results (which was explored in greater detail in 2015), as well as recapping the impact of
automated email invitations to the online survey (introduced in 2016).

Impact of mode of interview completion

From analysing un-weighted data, comparing online responses with those from the paper
self-completion questionnaire, there are some differences which are significant. For
example, the table below shows the Winter 2019/20 results for overall journey satisfaction
for each mode of completion. Paper respondents are a little more likely to be ‘satisfied’
(either fairly or very), and even more likely to be ‘very satisfied’ compared with online
respondents.
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Table 6: Overall journey satisfaction by mode of interviewing (un-weighted)

0,
% satisfied sg’ti‘;‘:{g ;
Online 82% 39%
Paper 93% 61%
Total 90% 55%

However, those responding online tend to have a younger profile than those responding on
paper (see table 7 below), and younger people tend to be less satisfied with their overall
journey experience, as shown in table 7:

Table 7: Profile of respondents, online vs. paper (un-weighted)

__Paper ___ Total

16-34 35% 18% 23%

35-59 30% 31% 30%
60+ 17% 47% 39%
Not stated/prefer not to say 17% 4% 8%

Table 8: Overall journey satisfaction by age (un-weighted)

Age group % satisfied s(?ti‘;(:irg d
16-34 85% 38%
35-59 88% 46%
60+ 97% 76%
Total 90% 55%

Given that satisfaction varies by age, and that the online sample has a different age profile
from the paper sample, the question arises as to whether there is a real mode effect, or
whether the apparently lower satisfaction seen in the online sample comes entirely from
the younger age profile.

To test this, we have looked at the overall satisfaction levels by age for each mode of data
collection, as shown in the table below:

o
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Table 9: overall journey satisfaction by age and interviewing mode (un-weighted)

0,
Age group m % satisfied s:{:ti\;ig d

Online 76% 25%
16-25 Paper 92% 37%
Total 85% 32%
Online 81% 37%
26-59 Paper 90% 48%
Total 87% 45%
Online 97% 74%
60+ Paper 97% 76%
Total 97% 76%
Online 82% 39%
Total Paper 93% 61%
Total 90% 55%

As can be seen in Table 9, within most age groups there is a little variation in satisfaction,
when combining both ‘very’ and ‘fairly satisfied’ responses as in the majority of reporting
on TPS, by mode of interviewing. Notable differences tend to occur for the younger age
group where satisfaction is lower in general.

There is greater variance in the positivity of online and paper respondents for those who
are ‘very satisfied’. There are lower ratings amongst online respondents in general, and
more so in the younger age groups.

Whilst there is a pattern that online respondents tend to be more negative than paper
respondents, this is also a function of their age with the online option tending to attract a
higher proportion of younger people. The mode of completion can have a small impact on
satisfaction, but so does age, and the advantage of greater representativeness through
offering an online option outweighs this potential impact on results.
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Automated invitations to the online survey
A new automated email invitation was introduced to the TPS in 2016. Analysis from

previous waves demonstrated that recruited passengers are more likely to go on to
complete the survey if they receive the emailed invitation (with the link to the survey
URL) quickly. Response rates were highest where recruits received their survey
invitation within one day of first being approached by the fieldworker when they
made their tram journey. The same pattern has been seen in the other Passenger

Surveys.

The mechanism introduced in 2016 sped up invitations to the online survey. The
methodology was therefore repeated in 2017. It involved:

e Allinterviewers used a tablet to record email addresses of passengers who
preferred the online method

e All tablets had a ‘mini-survey’ with which interviewers recorded email
addresses

e All tablets had wi-fi or 3G/4G connectivity (‘mi-fi’ devices were fitted to all
tablets, which act as a mobile wi-fi hotspot and enabled internet access on
board trams)

e When an email address was collected it was time and date stamped for a
more precise record of recruitment (this was used in the online questionnaire
to prompt respondents about when they were on board)

e Once email addresses were collected the data was transferred and an
automated email to the online survey was triggered (delivered to the

passenger within 10 minutes of them providing their email address).

The specification for the 2018 survey required emails containing links to the on-line
version of the questionnaire to be sent to respondents immediately. Interviewers
therefore used the method stated above to capture email addresses from
respondents. However, due to changes in data collection and storage legislation in
May 2018, the cost of creating an encrypted email storage facility was deemed too
great. Therefore, following collection of the email address, the software immediately
issued a link to the appropriate network’s questionnaire. As soon as the link was

sent, the email address was deleted. This approach meant that follow-up emails
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reminding respondents to complete the questionnaire could not be sent as the email
address had not been stored. Also, as no data were stored, the shift the emails were
collected in was not captured and the email was not pre-populated with the
respondent’s journey information. A few weeks into fieldwork, the requirement to
send reminder emails and the ability to link the collected email address to the shift on
which it was captured were deemed more important than the ‘instant’ survey link
facility and so the software used to collect emails was changed. Following this
change, the mini-survey interface used by interviewers remained the same, but the
information collected was securely stored. The resulting encrypted data files were
downloaded three times a day, every day during the fieldwork period and automated
emails sent to respondents. Reminders were automatically generated and sent 24
hours later and then seven days later. The change in approach enhanced the on-line
response rate and brought the approach closer to that used in recent waves of the
survey, albeit without the same speed of issuing the survey invitation emails. The

2018 approach was used in the 2019 survey.

Table 10 shows that the proportion of dropouts has changed little over the life of the
TPS survey. Previous surveys collected the volume of click-throughs (percentage of
people that clicked on the link they received via email). This metric was not collected
in 2018 and 2019.

Table 10: Proportion of recruits that click the survey, drop out and complete

“a0t5 2016 | 2017 20182019020

Online recruits 100% @ 100% 100% 100% @ 100% @ 100% @ 100%
Click-through (all clicking the o o o o o

survey link) 36% 37% @ 33% 41% 27% n/a n/a
Dropouts 9% 10% 1% 20% 9% 1% 8%

Completes (online response rate) | 28% 27% 23% 21% 18% 17% 25%

The contribution of online versus paper responses
At the beginning of this section, it was reported that online responses had
contributed a little more to the overall (un-weighted) dataset than in previous waves

with touchscreen completion improving more than desktop.

Table 11 below shows the proportion of all online starters and all survey responders
using a touch device versus a desktop (and others, which are primarily non-
touchscreen mobile devices which are connected to the internet, such as older
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models of Blackberrys). The 2018 survey starters figure comprises those who
completed the survey having received an email via the initial email method and those
who clicked on the survey via the second email method.

As in 2018, for 2019/20 there is a larger proportion using a touch device. And the
trend towards more people completing via touch devices continues in the 2019/20
wave of the survey.

Table 11: survey completers by online device

Autumn | Autumn | Winter
2017 2018 2019/20

Device used

by online

survey

starters

Desktop 65% 57% 47% 62% 31% 30% 28%
Touch 31% 41% 53% 38% 69% 70% 72%
Other* 4% 1% 0.8% 0% 0% 0% 0%
Device used

by online

survey

completers

Desktop 74% 67% 57% 50% 34% 36% 33%
Touch 23% 32% 43% 50% 66% 65% 67%
Other 3% 0.7% 0.2% 0% 0% 0% 0%

*data from Autumn 2016 are recorded in a slightly different way from previous years due to a
change in data collection online software. iPads are recorded as desktops in 2015 and
previous, in 2016 they are recorded as touch devices.

One new feature for the 2018 survey was the inclusion of the online survey address
on paper copies of the questionnaire, allowing passengers who took a paper
questionnaire to subsequently complete the survey online should they so choose.
Each network had its own online survey address (for example
“‘www.tramsurvey.co.uk/Blackpool”) and respondents were required to enter the
serial number shown on the paper questionnaire at the start of the online survey
before they could complete it. The number of completed online responses received
per network via this approach can be seen in Table 12 below.

Table 12: Number of responses completed online following being handed a paper questionnaire
2019/20

Manchester 124 30
Sheffield 17 0
<
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In 2019/20, respondents were offered postcards with the link to the online
questionnaire printed on it. Respondents were required to enter the serial number
shown on the postcard at the start of the online survey before they could complete it.
The number of completed online responses received per network via this approach
can be seen in Table 13 below.

Table 13: Number of responses completed online following being handed a postcard
2019/20

Manchester 188
Sheffield 24

Online drop out

The graph below shows those who completed key questions throughout the
questionnaire, as a proportion of all people who started the survey. In effect it shows
the points at which survey drop out was most prevalent, showing waves for 2019/20,
2018, 2017 and 2016. The drop-out at the start of the online survey has reduced
compared to previous years but drop out has also reduced as the questionnaire
progresses. Other than network specific information such as ticket type, only minor
changes were made to the questionnaire between 2017 and 2018, but for 2019/20
the survey length was reduced, by the removal of several questions, which is likely to
have had an impact.

% of online starters who are still in the survey at key points in the questionnaire:

100%
90% -
81%
80% 2 &
0,
\ 84% 80% 19%
70% %
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60% 66% —————— 66% 2016
50% 8% 559 3 ———51% 2017
o 54% 599%
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The pattern of dropouts throughout the survey have remained fairly consistent over
the past four years, the main difference being the drop out at the start of the survey,
which suggests this has improved since 2016.
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6. Key driver analysis

Why do we conduct the Key Driver Analysis?
The headline measure on the Tram Passenger Survey (TPS) is the level of

passenger satisfaction with the overall journey, which provides a simple summary for
the journey as a whole. The question we are therefore often asked by local
authorities, transport bodies and tram operators are ‘how do we improve overall
passenger satisfaction?’ and this is often accompanied by ‘where should we focus
our attention or resources?’. We conduct the Key Driver Analysis in order to identify
those elements of the journey experience that are having the greatest impact upon
the overall journey satisfaction rating that passengers give, using the other question
ratings from the survey. This then enables us to provide guidance on how to go
about improving (or maintaining) overall passenger satisfaction with tram journeys.

Which questions are included in the Key Driver Analysis?
As mentioned above, the headline measure on the TPS is the level of passenger

satisfaction with the overall journey, taken from the core survey question:
Overall, taking everything into account from the start to the end of the tram journey,
how satisfied were you with your tram journey?

The questions that we then test to see what impact they have on this overall
satisfaction are taken from the core survey questions; Tram stop ratings, waiting time
and punctuality, Boarding the tram, On the tram and Value for money. (Question
numbers across the two questionnaires.

How do we conduct the Key Driver Analysis?
We use a series of statistical techniques to conduct the Key Driver Analysis. There

are three stages to this.

Stage 1: Selecting fare paying passengers (filtering the data)

We feel that it is important to include value for money as one of the potential
influencers of overall journey satisfaction, and this means that the analysis can only
be conducted using the survey responses from fare-paying passengers. We
therefore remove the responses for non-fare paying passengers from the data before
carrying out the Key Driver Analysis.

Stage 2: Categorising the main survey questions into themes (factor analysis)

This stage was first introduced for the autumn 2016 survey and has been repeated in
2017, 2018 and 2019/20. The aim of this stage is to use a statistical technique
(factor analysis) to group together individual questions from the survey into themes,
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based upon the way in which passengers respond to the questions. We usually find
that there is some degree of overlap between the responses that passengers give to
the different satisfaction questions we ask them in the survey. For example, we ask
about waiting time and punctuality in two separate questions. While these questions
have a slightly different meaning, there are often similarities between the responses
that passengers give to these two questions. In such an example, we might regard
this as being responded to by passengers as one theme, even though we have
asked them two questions.

This is a common phenomenon when it comes to market research data, partly
because of genuine overlap in topics covered and partly due to questionnaire effects,
where responders to a survey might respond in a similar way across multiple
questions or topics.

We have taken all the responses from fare payers to the autumn 2018 and Winter
2019/20 TPS and used them to identify the different themes, using the factor
analysis technique. We combine two waves of the survey to increase the robustness
of the analysis.

We have identified 10 themes, which are summarised in the table below:
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Questions

+ Sufficient room for all the passengers to sit/stand

* The comfort of the seats

1 On tram environment » The amount of personal space you had around you

and comfort * Provision of grab rails to hold on to when standing/moving about

the tram

* The temperature inside the tram

* Its general condition/standard of maintenance

2 Tram stop condition * Its freedom from graffiti/vandalism

* |ts freedom from litter

* The ease of getting on the tram

3 Boarding the tram + The length of time it took to board the tram

* The ease of getting off the tram

* The length of time you had to wait for the tram

* The punctuality of the tram

5 Access to the tram * Its distance from your journey start e.g. home, shops

stop * The convenience/accessibility of its location*

» Behaviour of fellow passengers waiting at the stop

6 Personal §afety « Your personal safety whilst at the tram stop
throughout journey

* Your personal security whilst on the tram

: * The cleanliness and condition of the outside of the tram
7 Cleanliness and

condition of the tram * The cleanliness and condition of the inside of the tram

* The amount of time the journey took

* Smoothness/freedom from jolting during the journey

* The information provided at the tram stop

9 Information + Route/destination information on the outside of the tram
throughout journey

* The information provided inside the tram

* How satisfied were you with the value for money of your tram

10 Value for money

journey?

*Theme 5: Access to the tram stop was only included for Sheffield this year.
Manchester did not include these questions in the 2019/20 questionnaire.

We have then used these themes, rather than the individual questions, in the next
stage of the analysis.

o
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Stage 3: Identifying how much of an impact each of these themes has on the overall
Journey satisfaction question (regression analysis)

We use a second statistical technique (Multiple Linear Regression) to identify how
much of an impact each of the themes has on the overall journey satisfaction
question. While the generation of the themes is based upon all the responses from
fare payers to the autumn 2018 and Winter 2019/20 TPS, the impact scores for each
of the themes is calculated from the responses of passengers for each individual
network.

The analysis is performed in two stages:

e First, the drivers of satisfaction were identified. ‘Satisfied’ passengers were
defined as those who were either very or fairly satisfied with their journey.
Dissatisfied customers were classified as those saying either very/fairly
dissatisfied or those saying neither/nor (thus this latter group are perhaps more
accurately described as ‘not satisfied’). The regression took into account all
five points of the satisfaction scale and was run using scalar driver variables
(sometimes called independent variables) — this means that moving any one
point up the five point scale is assumed to have the same impact.

* Once the drivers of satisfaction had been determined, the ‘non-satisfied’ (very
dissatisfied, fairly dissatisfied and neither/nor respondents) were removed, and
a new regression analysis was run to determine which factors drive people to
be very satisfied (rather than either fairly or very satisfied), again using scalar
driver variables.

The two parts of the analysis therefore indicate, firstly, which service aspects should
be improved in order to provide an adequate overall journey experience (i.e. one
which is at least satisfactory) and secondly, which service aspects should be
improved in order to provide a genuinely good experience.
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Appendix 1: Typical Questionnaire

transportfocus // i\
|Tram Passenger Survey

Flease fill in the questionnaire
paid envelope provided.
1f you prefer to flll the questionnaire in online, then please go to www.trameurvey.co.uk/ ShefMeld

1 About your journey on Sheffiald Supariram |
Q@fa At which stop did you board this tram?

Q1 Atwhich stop did you leave this tram?

@2  Please N In the time that you boarded the tram today-
Use the 24 hr. clock e.g. 5:25pm s 17:25
Enter yout time of boarding inka the boxes as shawn

EI][I]

a3 wnn type of ticket or pass did you wse for this journey on wmm

Single.. o Day or period retu........ o a
Tesvel for free (this inchudes venice cilizen -
matiliy or zers fare pass)

o Lo —

Adult Traveasier (this nclides ¢ :Iy o

S A T D

Q7 muﬂywwlbﬂnlmn llvpvmmyml boml!lohmbuy?
a

=]
Cyded.. o a... o
Car - dropped aff o Train. o
Car -~ and uzed Park and Ride... o Tram... o
Car - parked elsewhere... o Other.... o
@8 Thinking about the tram stop Itaelr, how satisfiad were you with the following?
vey  Fany Netrer Fery very oeen
saister  Satsled  setafedncr  dmmemster  dmtefed  oe'ro
dasstated opinice
Its distance from your jouney start .. home! shops [ o [=] o o [=]
The cormveniencelsccessibility of its location o o o o o o
tts general condiion'standard of mainienance. o o o o o o
s fremgam from grafftivandalism........... o o ] o o o
115 freadom from fter............ o o o a [s] a
Behwmrdmwwpmmmwamawm =] o o o o a
The information provided at the tram s2ep............ O o =} o =} a
Your persanal safety whilst at the tram sxw o o a a a o
Q@3 ovmnwmmnnywmmmmm
Very satisfied...... ] Faiy dissatisfied..... fu]
Fairly satisfied.... i O Very dsatisfied.. o
Nether satisfed nor dissatished... ... [ Don't KAOWING CRRIEA.........oooooos o
3 Walting for the tram
@10 Approximately, how long did you wait for the tram? |:|
(Please write the fime in minutas)
@i1a  DId you check any traval Information befora leaving for the tram stop, to find out when the tram was
meant to arrive?
b L e SR E [ B N O

Q@11b DK you chack any of the following at the tram stop to find out when the tram was meant to arive?
{please tick a0 that apply)

Electronic dizplay at the stop. infarmaticn posters 3t the stop. u]
o u;\:“m;umu gl o Amu-:mmwmmmumem.m'me o Online traem simes... o Disruption updates (¢.0. TwiterFacebook). O
R e Nl oias D o s Telephoned for infarmsation.. o Other.......... o
A ik s o yout bl ) 01 @iz Approximatsly, how long did you expect to walt for the tram? l:"
Qs Nwmmmmm«dwmtﬂ  (Please umis the fime in minutes)
o OFf Tram (this inchudes ticke! machine, on-ine etc.} o
g Q@13 Thinking about the time you walted for the tram today, was It...
o wmzmwmmyourmmwwgunmmm S e O Much longer than expected.............. O Alitle fess tme than you expected. o
Travelling ol from education (e g callege, school)... O  Visting frends or relatives. . o Aligle langer than expecled....... a Much less time than you expected... a
On company {oe awn if O  Leiswetip(eg dayout). ... [ m"“m'wmc'mymwmea o
On personal business (job interview, bank, post office).  []  Other. o
Traveling to! from medicall ather appaintment....... O
Q@14 How caticfied wars you With och of the foliowing at the tram stop? az;
I T Fary e et
e Ietafed  milery cmeaie S
neve: res
The length of time you had lowait foc the tram..._..— O o o =} a =}
The sunchusity of the tam (amving entime) ... O o o o o =} ]
4 oOnthetam mmmcnmnm. 2
drhéng
ate pleaca Indisate you wero with the foliowing: speed, mmvuxu-fmm
v 5 e e e
o St o S - L v The knowledge of the sta..
Snee: sonee "
Reundeviedins ofomessn o the autaeds of the ten. 03 o o o o o L
Thas ceernsess & credien of e culsate of e i o o o o =] o
T wase o et vt e v g o g a g 0 az
Thoe vzt o bevee ¢ sk 2 v the trien o o o o o o
ate you wers on the tram, ¥ Palher satied nor dssatistad. ..
ey i Nt Fary ey Dert
eiale  Satwler  mialedre  cmeael Snmder  ooare Qz »
2ne e e
Tre cleaniness & condton of the reidect hevam 0 =] a a =] a
Tre information crovded nside the iram. ... a a a a a a
Suicient roomfor ol e passencens o shssnd. . O =] =] a a a
The confort of the seals .. ... . a a a a a a azn mmmmmvﬁhmmmaywmmmm
The amourt of persendl space you had arnd you O a a a a a Viery salisfed. .. o dssatifed. . o
Fm\smdamrusmmdmm Fairly satshod. AR o | Very dssaishied. . =}
sandogmaving sbout fhd am. a a a =] a =] Nather satesied e dasatited..., O Dont knaw na cpnkn. . o
Tre temperature Inskde e tAM...... - a o a a o a ) 3 $
Your personal securty whist ca the tram. a a =] a =] a & Youropinion of 3 i |
Thee ount of time e oumey ook .. A=) a o a =] a
Smoctresstreadom fom joling durng the oamey O a =] a a a WHEN ANSWERING THI3 3ECTION PLEA SE CON $IDER BUPERTRAM SERVICES GENERALLY
The esse of Getting off e Yam. ....... FR i ) a =] a a a (NOT JU 3T THE JOURNEY YOU MADE WHEN GIVEN THIS QUE ETIONNAIRE)
@17 Did you get » ceat on the tram? Q243 How would you rafe 3upertram sarvioss for the following:
Veygesd  Feey  Nere  Famp Ve
Yoz —foral of 10 oumey. ... O No—butyouwer hagey o dandichase nct ot O A e
Yes—for part ol the kumey........ . 0 Ho—bul vou wondd have Bind i sa.... a e ot g ool smentes e, 50, A, ke o o o o o
Q@i3a Did ciner Dehaviour give y/ to woery o make e tomi of puble (eq . o o o o
louney?
Yes..... - SRR e 1 | No. .. - - - =
Q246 And how caticfied are you cverall with 3uperiram carvicet for the following:
@130 Aryes: Wihioh of $he fallowing were the ressca(s) for thic? (Pllucmﬂnmm
Fassangens drinkinghunder e infuence of alcehd O =] Soer Fary Mehar Fusty Yoy Derl
Fassengens takingunder the inflaence of dns.... O (=] atde:  Tatatec ::‘: mexre: ..,...,w
Abuge or Sreatesing behaviaus. = = Ease of buyng your ticket.... o o [=] o o [=]
Rowely Sehaniow... =) . 9 Reazi ity [ransing ca tme).... ! o o o o o o
Pmmmmwmdpﬂoﬁvm O [Oneriwiein o Fraquency {how ofien 1he trame run). o o o o o o
Fassengens nol saying ther fares. ... o Range of tickets avatabie. ... o o o =) o o
Feet on soats. . o Range of styment cpticns. avalatic... o o o o o o
Customer servce. o o o o a a

@ie  Weec your journey on Supertram foday delsyed st a7

Q% offen travel on the
e quency af tram usa)
Sormoedwysaweek. ... O Onceamoam......
3074 cays @ weok. . O Lesstrequent.
Oncecrtwozaweek .. ... O s the s lime | have (e ihe Superam ..
Onceatortght. ...coocoe. O
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@z  ¥ycuhave used Tuperiram before, how typiosl would you cay today's experience wac?

Mach better fhan usudl......... =] Altte worse than usisl o
At botter than ol . o Much morse han Ll a
ALOL e Same 3 usl o
am 2groe, or dicagree, with the g
to t operate ralladiy Into the fusure, is ecsentisl to
cupport regional growth'
Stongly agree.
Nether aree nor disagree.
Désagee.
Strongly dagree.
Ceat know

n i o
o be sengive formation.

o yourger trink
Qs Anym

mmm

Qe Aryouw..?
16% 48,
1802,
229325,

QD interme of having 2 car to crive, which of the following sppliec?
You harse @ car avaiabie and don't mind You have a car valiatie bt prefer nat loditve O

o
You dont have a car avalatie.. o
QE  How often 2re you able fo 2ck L you for
v You don't have arytody you can ask . =]
=] Nt apglcazie.. o
aF MMwmuwmm«mmmuumbndﬂ
G or more? (Flease Yok a0 mat angh)

Q@3 Andfinaly, fo UG get 3 bettel of fram cervicec 2t a looal 1€ would be L4
ty, :q‘w'm::' r pichare level, helpful if you

¥ you srovde i, this Wil oo locaty. Your
pestcode wil nol be wsed 1o dently e used for
Fiease write In your home paskods here Uve cutside 02 UK. o O
YO Yoo o e e M el MM DECCRI i S W pe you o
i with
Fercnal iomatica, inchading e At 2018 and e GOFR| Yie
o Veur personal your

congent. & wil be
wl

Lsed soiely for
survey.

rqaht o acoess. your . and chiedt your For
further informiation about your eal 7ighits and Now 10 exercse Ihese, pease vl accom.comipivacy-coloy of emall
AECON'S DN Qeficer

poetoode
rat i %ach s, bt

Jocal trarspart authodses,
o

Wil also De subjed 10 the same resinicsons and abigations under GOPR.
A5 some of e information we ask for 0 e Sboudt you semlive reqite your

congant S

TANG 7Y QUETIcs about TS Sy OF Now your data wil at AECOM on D161
sﬂim M yous wokd e 10 check thal s suniy is

Aeuine,
STHE506 CF sl G DDA Who Wi verity AECDM'S SIS o6 2 logtivale marke! research omAnsaton

Yomummmvmmsmmwmmmwm
folow s on Twitier

I you would sty for Tranegon Focus please
camgiete the contact detats beiow

o T I T T T I LT

Thank you foe

wlope or a
Frocpost RTCULLTT-UHIA

AECOM Umited

AECOM House

179 Moss Lane
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