Tram Passenger Survey (TPS) — Manchester

Metrolink
Winter 2019/20 results

Ig)sﬁ(ght Team, Transport Focus, Fleetbank House, 2-6 Salisbury Square, London, EC4Y June 2020

(o)
N7

i

Metrolink transportfocus i



Contents Metrolink

Overview
* Context to the survey 3
e Summary of 2019/20 findings 6
The findings
* Experience and opinions of the journey 13
* Waiting at the stop 20
* The tram 26
* Negative experiences during the journey 31
* Passengers’ suggested improvements 34
* Opinion of trams in local area 37
Further information
* Appendix 1: Passenger and journey context 40
* Appendix 2: Further detail on survey background and method 56
* Appendix 3: Questionnaire 62 §°¢

transportfocus /|
2



Tram Passenger Survey (TPS) — Manchester
Metrolink

Context to the survey
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Background to the Winter 2019/20 survey
The Tram Passenger Survey (TPS)

« The TPS provides a consistent, robust measurement of
passenger satisfaction with tram services in Britain

« It also informs our understanding of barriers to (greater)
tram use, how to encourage greater use, and how to
improve the passenger experience

«  Comparisons can also be made with passenger
experiences on buses and trains, as measured by the
Bus Passenger Survey (BPS) and National Ralil
Passenger Survey (NRPS)

*  The Winter 2019/20 TPS covered tram services in
Manchester and Sheffield. In 2018 Manchester,
Birmingham, Blackpool and Sheffield were covered.
Edinburgh Trams was covered in 2014-2016 and
Nottingham was included in 2013-2017.

The survey method
Passengers are approached while making a journey; they answer the survey about that journey specifically
The questionnaire is self-completion, with passengers offered a choice of online or paper

Interviewers approached passengers on all days of the week between 6am and 10pm, between 01 November 2019
and 18 January 2020

2876 surveys were completed for Manchester Metrolink in winter 2019/20
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The Manchester network In context

The Passenger Ticket Information at stops Frequenc Engineering disruptions/other notes
Network Journeys Purchasing P q y 9 9 P
/ « Airport line opened late 2014, covered for first \
time in 2015
* Exchange Square and link with Victoria opened
Mon-Sat: every  j, pecember 2015
7 lines TVMs at Info boards at stops 6-12 mins ; :
Manchester 43.7* stops TTs. f * Increasing use of d.ouble carriage trams
. 93 stops o (TTs, fares) Cao. « Second City Crossing opened in February 2017
Metrolink million Conductors Sun: 12-15 , / Cros |
57 miles Passenger Info Displays mins enabling quicker journeys across the city
on board « A tram collision on the 10t November 2017
affected two shifts which were rescheduled due
\ to no trams running /
* New Tram Train extension to the Network
opened late-Oct 2018 including two new stops.
Some shifts were held back so they could be
completed on the new line in November 2018
4 lines TVMs at Info boards at stops Mon-Sgt: every ° Additional consultation (not part of this resegrch)
Sheffield 11.9* stops TTs f 5-20 mins was held on the network which coincided with
50 stops o (TTs, fares) this fieldwork period (Sep — Oct 2018)
 stagecoccs 22 miles mifiion Conductors Passenger Info Displays Sun: 10-20 « Flooding in the Yorkshire region caused
SUP=I1RAM on board mins disruption to all lines in October and November

2019 and therefore fieldwork was delayed from
starting until late November.

* Problems on the Tram train line in December
2019 meant that shifts were delayed until
January 2020 to be completed.
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Tram Passenger Survey (TPS) — Manchester

Metrolink
Key findings
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Key Performance measures for Metrolink Winter Results 2019/20

Metrolink

Punctuality

) Statistically significant increase since 2018
£) Mo change

) Statistically significant decrease since 2018

Figures shown are total very or fairly satisfied. =0
Last year's figure is shown in grey. transportfocus i il




What makes a satisfactory or great journey on Metrolink?

The top factors linked to overall journey satisfaction*

What makes a satisfactory journey?

On tram environment

and comfort 20% Timeliness 15%

Boarding

. a_nd Tram stop
aligtINGReY conditions
tram 8% 7%

Personal
safety
thoughout
journey 12%

Value for money 20%

. Cleanliness and condition of the tram . Information throughout journey

What makes a great journey?

Value for money 18%

On tram
environment and

comfort 19%
Cleanliness

and
condition of
tram 10%

Information throughout journey Tram stop
7% conditions 9%

Timeliness 18%

Boarding and
alighting the
tram 6%
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Passenger experience in Manchester winter 2019/20: across the
network

Metrolink
East
Satisfaction with key measures: Airport  Altrincham  Ashton Bury Didsbury  Eccles  Rochdale City Zone

Overall

journey 87 © 90 88 89 84 @© 93 86 82 © 9%

Value for
money

B -
Punctuality _ g5 @ 36 86 87 g1 O 9 85 g0 O s

65 53 68 52 65 66 54 @ 68

Overall stop gs O 91 88 86 85 95 87 @ 85 85 o

Satisfaction with other measures driving overall journey satisfaction in Manchester:

On tram environment and comfort

Space to sit/ stand on _ 70 70 74 59 © 70 71 63 85 ©
68
board
Comfort of the seats _ 68 @ 64 65 @ 70 64 72 © 77 65 76

Amount of personal -
space on board 66 63 66 74 59 @ 69 70 65 74

Timeliness
waiting for the tram 82 O O ([}
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Overall passenger experience in Manchester winter 2019/20: a snapshot

@ © o O

HnLru l'I.fI'.rbI'l Exterior Ease of Time taken
cheanlreas [T gettng on (9] to baard (W)

At the stop

Overalisatisfaction it siop ©
Distancefromjourmey sar
Canverianceiacensibiiy

Ganaratcondiion snd ioternce ) NN )

() Statistically significant increase since 2018
£ Mo change
[ | O Statistically significant decrease since 2018

On board
l 1_ e ? © @ Appearance [ ‘hetasedforiemink |
@ @ @ @ ) Greeting [ hotsseororveronk |
k ! Helpfulness/attitude [ "hotsssedfor weralnk |
Interi Infa Seat! Sea
cleanlinass (%) hwrdD{;l! g mﬂm comtort [w Safety of driving © [ INEGNCTTY |
) Smoothness of journey ©
© © © © @
P nal Pravisi A nal transportfocus 4 il
Ersh rvision Brso
space (%) grabrails (1) 1EMPerARE () o e ) mmnnnfﬁw
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Manchester winter 2019/20: summary of key
findings (1)

* Inthe winter 2019/20 wave of the Tram Passenger Survey 87 per cent of Metrolink passengers are
satisfied with their journey overall (2018: 89 per cent). This is the same amount as the same
measure on the Bus Passenger Survey (87 per cent). Half of all passengers (46 per cent) are ‘very
satisfied’ with their journey overall

* Overall journey satisfaction is quite consistent across different passenger groups. Younger
passengers tend to be slightly less satisfied, as do those who are commuting using Metrolink (73
per cent)

* The key factor which makes tram journeys both satisfactory and great is the on board environment
and comfort of the tram. Attributes relating to this have remained relatively consistent compared to
2018, although satisfaction with comfort of the seats decreased significantly from 71 per centin
2018 to 68 per cent in 2019/20.

* The next most important to making journeys ‘great’ is timeliness. Satisfaction with punctuality has
decreased slightly since 2018, with 85 per cent of passengers satisfied.

* Amongst fare-paying passengers, 59 per cent are satisfied with the value for money of their journey,
a slight decrease since 2018 (60 per cent).

O
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Manchester winter 2019/20: summary of key
findings (2)

e Satisfaction is highest on the City Zone and East Didsbury lines, with 94 per cent and 93 per cent
satisfied with their journey overall respectively. Passengers using the Bury line are the least
satisfied overall (84 per cent). The Bury line has seen some significant decreases in satisfaction
with the on board environment and comfort also

* 41 per cent of passengers spontaneously mention an improvement that could have been made to
their journey (49 per cent in 2018). The most common improvements mentioned related to better
seating and capacity on board trams

* Other improvements relate to the fares and tickets, as well as the frequency/route of the tram
* 8 per cent of passengers experienced a delay on their journey (2018: 6 per cent).

* Almost half of all passengers (49 per cent) are using Metrolink to commute (43 per cent travelling to
work; 6 per cent travelling to education)

* Passengers are moving towards using more electronic ticket formats. 21 per cent use a ticket on
their mobile (2018: 20 per cent), with 42 per cent still using a paper ticket (2018: 48 per cent).

O
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Tram Passenger Survey (TPS) — Manchester
Metrolink

Experience and opinions of the journey
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Experience and opinions of the journey: summary

Satisfaction with today’s journey: Metrolink
83 85

89 90 89 89 87 87

58 62 59 60 59 62
vwetrmery. « - = i [ M H = B
86 88 89
75 78 82 . . 85
. . . :

80 81 83 87 86 85 84 82

Punctuality

On-vehicle journey time

HO®®
|
|

Autumn Autumn  Autumn  Autumn  Autumn  Autumn  Winter  pysesin
2013 2014 2015 2016 2017 2018  2019/20 \janchester
o Statistically significant increase since 2018
) No change N=
9 Statistically significant decrease since 2018 transportfoc us // \i
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Who are satisfied and not satisfied passengers? —

Metrolink

Metrolink Manchester

{ Journey purpose
Time of travel

@

Frequency of travel

@Car driving and availability

ﬁ?ﬁ?ﬂ% Age and gender

Very satisfied passengers
are more likely to:

Be making leisure journeys (60%)

Travel off-peak on a weekday (61%)
or in the AM peak (12%)

Be those who travel almost
everyday, 5 or more days a week
(28%)

Do not have a car available (42%)

Be aged 35-59 (40%) and more likely
to be male (Male 53%; Female 47%)

Base: those ‘very satisfied’ with journey
overall (1488)

Fairly satisfied passengers
are more likely to:

Be commuting (55%)

Travel off-peak on a weekday (52%)

Be those who travel 5 or more days
a week (42%)

Do not have a car available (44%)
Be aged 16-59 (88%) and more likely

to be male (Male 53%, Female 47%)

Base: those ‘fairly satisfied” with journey
overall (1067)

B

Be commuting (73%) more than
fairly satisfied

Travel during off-peak times (41% -
28% in the morning and 16% in the
afternoon)

Be those who travel 5 or more days
a week (52%)

Do not have a car available (46%),
higher than the passengers who are
very satisfied or fairly satisfied

Be younger (49% aged 16 to 34)

Base: those ‘neither/nor’, ‘fairly
dissatisfied’ or ‘very dissatisfied’ witl
journey overall (314) :?;. =
transportfocus il i
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Overall satisfaction (%) — by gender and age

Metrolink Total fairly/very satisfied

Winter AutumnAutumn Autumn AutumnAutumnAutumn
2019/20 2018 2017 2016 2015 2014 2013

Al pssengers s 708 s w0 w s @

89 89 90 86 83 82

Female 47 a1 7 88 ©189 90 91 91 8 85
Age 16-34 38 47 10 84 = 85 87 87 85 81 80
- - R TR
Age 60+ 7 25 Zﬂ 96 = 96 96 96 97 96 93

m\Very satisfied ®mFairly satisfied * Neither satisifed nor dissatisfied ®Fairly dissatisfied ®Very dissatisfied

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

() Statistically significant increase since 2018 Base: All passengers — 2876
No change §°¢J
\o Statistically significant decrease since 2018 tran SpOFt‘fOC us f/ n
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Overall satisfaction (%): by passenger type

Metrolink

o Statistically significant increase since 2018

No change

\o Statistically significant decrease since 2018

Total fairly/very satisfied

Winter Autumn AutumnAutumn Autumn Autumn Autumn
2013

2019/20 2018

ipesseners | S = B o7 © o

Fare Paying 41 44 8 86 @ 88
Free Pass
hoicer I T & s o o

omerers I I SR -
commuters 93 . 94

m \Very satisfied mFairly satisfied ' Neither satisfied nor dissatisfied ®Fairly dissatisfied ®Very dissatisfied

2017

89

88

98

85

94

2016

90

89

95

85

95

2015

89

87

96

84

93

2014

85

84

95

81

91

Q. Overall, taking everything into account from the start to the end of this tram journey, how satisfied were you

with your tram journey today?
Base: All passengers — 2876

83

81

94

76

91

o
=
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Value for money (fare-payers only)

Metrolink Total fairly/very satisfied

Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013

Non- y
commorers NN = Ef oo 1 e 73 67 50 57

m\Very satisfied ®mFairly satisfied " Neither satisfied nor dissatisfied ® Fairly dissatisfied mVery dissatisfied

Q. How satisfied were you with the value for money of your journey?
Base: All fare-paying passengers - 1952

o Statistically significant increase since 2018

o

() No change N~z

\o Statistically significant decrease since 2018 tran SpOl’t‘fOC us //n
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Punctuality and on-vehicle journey time

Metrolink

Satisfaction with

punctuality 85 @ 89

: ; i i 10 2
Satl_sfacjflonwnh_on 84 (= 85
vehicle journey time

mVery satisfied m Fairly satisfied = Neither satisfied nor dissatisfied m Fairly dissatisfied mVery dissatisfied

Q. How satisfied were you with each of the following...Punctuality? Base: All passengers —2740

o Statistically significant increase since 2018

No change

\_o Statistically significant decrease since 2018

88

86

Q. How satisfied were you with the amount of time your journey on the tram took? Base: All passengers — 2813

Total fairly/very satisfied

Winter  AutumnAutumn Autumn Autumn Autumn Autumn
2019/20 2018 2017

2016

86

87

2015 2014 2013

82 78 75

83 81 80

>
transportfocus /|
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Tram Passenger Survey (TPS) — Manchester

Metrolink
Waiting at the stop

o
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Waiting at the stop: summary
Bl.:f]es G Waiting times:

Metrolink Manchester

Overall satisfaction with stop 88 @ 80

General condition and maintenance 84 72

Freedom from graffiti/vandalism 87 ® 76

Freedom from litter 80 70
Behaviour of other passengers 82 N/A*
Information provided 83 71
Personal safety 82 74

0 Statistically significant increase since 2018
No change

0 Statistically significant decrease since 2018

Satisfaction:
expected waiting time

Expected
wait time

Actual reported
wait time

Checking tram information:

Passengers who checked tram
time before or at the stop

Info sources used at stop

Info sources used at stop

Buses
in
Metrolink Manchester
g2 O 71
6 mins
5 mins
92 65
85% Online and
Electronic paper
display timetables
10%- 47% Stop
Information )
timetable
posters

75\
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Satisfaction — with the tram stop (%)

Metrolink Total fairly/very satisfied

Winter AutumnAutumnAutumnAutumnAutumnAutumn
2019/20 2018 2017 2016 2015 2014 2013

Overall satisfaction -
wamstop e 9 21 g @90 89 89 88 86 g7

Freedom from
grafitti/vandaiism ML e, s g7 @ g5 84 8 8 8 84
General condition
andmaintenance MMM 1 (afl gy g4 82 81 81 80 78
Information provided
atthestop RN s 12 BB g3 o83 82 78 76 70 67
personal sarety [ 2 BB g, o 83 86 85 84 8 80
Behaviour of other 81
e | SN N 2 @B g, o s0 83 84 82 80
Freedom rom ive: G o BB o @ s 8 78 79 80 79
Ticket buying 77 75
machines NN s 11 (el 79 80 8BTS 81
Reliability of ticket 64 63 70 70 76
machines  MMREN s 0 e 69 o 68

mVery satisfied ®mFairly satisfied © Neither satisfied nor dissatisfied ®Fairly dissatisfied mVery dissatisfied

o Statistically significant increase since 2018

No change %oﬁ
\o Statistically significant decrease since 2018 tran SpOFt‘fOC us /[ n
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Waiting time

Metrolink

Total fairly/very satisfied

Winter Autumn AutumnAutumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013

Length of time

had to wait 12 82 O 86 85 85 79 77 76

mVery satisfied mFairly satisfied © Neither satisfied nor dissatisfied ® Fairly dissatisfied mVery dissatisfied
Total about the same or a
little/much less than expected

Actual versus
expected
waiting time

83 ©@ 86 82 84 79 78 77
53

® Much less A little less About expected m A little longer ®Much longer

) Statistically significant increase since 2018 Q. How satisfied were you with each of the following? Base: All passengers - 2809 o
No change Q. Thinking about the time you waited for the tram today, was it [...] than expected? Base: All passengers - 2847 ==

\o Statistically significant decrease since 2018 tran SpOFt‘fOCUS f/n
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Expected and reported waiting times

Metrolink

Expected tram waiting time

Average expected waiting
time 6 minutes (2018: 7 minutes)

Reported tram waiting time

Average reported waiting
time 5 minutes (2018: 6 minutes)

o Statistically significant increase since 2018
No change

0 Statistically significant decrease since 2018

Winter
2019/20

B2 o

Under 2 mins
2-5 mins
5-10 mins
10-15 mins I 6 O

Over 15 mins | *

Under 2

mins 1 2
I
I o

10-15
mins .5

2-5 mins

5-10 mins

Over 15
mins Il

Autumn Autumn Autumn Autumn Autumn Autumn

2018

5

a7

38

21

30

2017

12

42

39

21

40

32

2016

5

44

41

18

45

30

2015 2014 2013
4 3 3
39 38 38
45 46 44
11 11 13
1 1 3
17 13 13
35 34 37
36 39 36
8 10 9
3 4 5

<
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How passengers checked tram times

. Wint
Metrolink 2019120

Did not check information before or
at the stop

M-

Checked information before stop only I *

Checked information before and at _ 23
stop

Checked tram times

Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013
At the tram stop Information posters . 10 © 2 2 2 3 4 !
Disruption upda.tes on social I 3 3 8 1 1 1 2
media
Online tram times | 1 2 1 1 2 1 2
o Statistically significant increase since 2018
No change '504
0 Statistically significant decrease since 2018 tran Sportfocus ;f? “
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Tram Passenger Survey (TPS) — Manchester
Metrolink

The tram

o/
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The tram: summary

Metrolink

. Buses in . Buses in
Metralink Manchester Metrolink Manchester

Start of journey On board

Interior cleanliness 79 74
Routeinfoontram 89€@ 82 o

) ) Info on board 83 60
Exterior cleanliness 84 @ 77
Seat/standing space 68 85
Ease getting on** 88 89 gsp
Seat comfort 68@ 74
Time takento board 88 @ 88
Personal space 66 75

Provision grabrails 740 83

Temperature 79 76
Personal security 76 81
o Statistically significant increase since 2018
No change
O Statistically significant decrease since 2018 Ease of g ettin g off 89 87

Buses in

Metrolink

Manchester

The staff

Safety of driving 91 @ 88

Smoothness journey 77 76

transportfocus
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Satisfaction with start of journey (%)

Metrolink Total fairly/very satisfied

Winter Autumn Autumn Autumn Autumn AutumnAutumn
2019/20 2018 2017 2016 2015 2014 2013

Route/ destination information on tram _ 8 % 8900 92 91 90 91 87 89
Time taken to board _ 9 H 38 O o9 92 93 93 90 92

Ease of getting onto the tram _ 6 H 88 90 N/A*  N/A*  N/A*  N/A*  N/A*

Exterior cleanliness 12 g 84 @ 89 89 89 89 88 87

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

o Statistically significant increase since 2018

No change %oﬁ
\o Statistically significant decrease since 2018 tran SpOFt‘fOC us /[ n
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Satisfaction on the tram (%)

Total fairly/very satisfied

Metrolink

Winter AutumnAutumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013

89 1 90 N/A* N/A* N/A* N/A*  N/A*

Ease of getting off the tram

~N
=t

83 . 84 84 85 81 80 80

Information provided inside the tram

=
H
.

Interior cleanliness/ condtion

79 @ 82 82 84 86 85 85

=
H

(=Y
[

Temperature inside the tram 79 — 80 81 81 83 76 76

Personal security 7% 77 80 79 80 78 76

w
~N
=
(5]

Provision of grab rails

=
H

74 @ 77 78 80 81 73 70

Comfort of the seats

=
(-]

68 @ 71 71 73 71 66 67

Availability of seating or space to stand

(=Y
o
[
[

68 . 68 71 74 76 65 62
Amount of personal space 15 10 -
66 67 70 71 73 65 61
m\Very satisfied ®Fairly satisfied  Neither satisfied nor dissatisfied ®Fairly dissatisfied mVery dissatisfied
o Statistically significant increase since 2018 o
No change Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following: =
\o Statistically significant decrease since 2018  Base: All passengers — 2821 tran SpOFt‘fOCUS [[ n
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Satisfaction with tram staff (%)

Total fairly/very satisfied

Metrolink Autumn AutumnAutumn Autumn Autumn Autumn
2018 2017 2016 2015 2014 2013

Safety of the driving

91 = 91 91 91 90 88 86

Smoothness/ freedom
from jolting

14 77 © a1 78 77 76 70 66

m\Very satisfied ®mFairly satisfied * Neither satisfied nor dissatisfied ®Fairly dissatisfied ®mVery dissatisfied

) Statistically significant increase since 2018 T () Thinking about any tram staff you encountered on your journey, please indicate how satisfied you were o
No change with each of the following: =

B S All rs — 2987 *Not asked for Manchester Metrolink %
S transportfocus I
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Tram Passenger Survey (TPS) — Manchester
Metrolink

Negative experiences during the journey

o
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Negative experiences during the journey: summary

Metrolink

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

Passengers experiencing
a delay to their journey

Passengers with worry or
concern about others’
behaviour on board

o
=
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Worry or concern at other passengers’ behaviour (%)

Metrolink
All passengers
%

worried/concerned Male
of other Female

passengers’
behaviour Age 16 to 34
Age 35 to 59
Age 60+

Winter
2019/20

I 13

I 13
I 13

I 15
I 13
I 10

Types of worrying/concerning behaviour (%)

Rowdy behaviour

Passengers drinking/under the influence of alcohol
Loud use of mobile phones

Passengers not paying their fares

Passengers taking/under the influence of drugs
Feet on seats

Abusive or threatening behaviour

Music being played loudly

Passengers not moving out of priority seats
Smoking

Graffiti or vandalism

o Statistically significant increase since 2018
No change

0 Statistically significant decrease since 2018

I 48
I 36
I 31
I 31
I 1 O
I 28
I 23
[ i
I 17

Il -

Bl -

Autumn

2018
14

13
15

17
13
11

Autumn
2018

52
34
32
28
24
25
18
24
16
7
6

Autumn

2017
11

10
11

12
10
9

Autumn Autumn

2017 2016

61
36
33
34
21
20
17
19
24
4
4

Autumn
2016

10

42
25
28
22
12
17
16
22
22
14
3

Autumn  Autumn  Autumn
2015 2014 2013
9 8 9
8 9 9
9 8 9
10 10 9
9 6 9
6 6 7
Autumn  Autumn  Autumn
2015 2014 2013
60 62 55
25 26 27
27 33 31
27 21 21
17 12 N/A*

14 11 9

18 15 15

17 17 19

30 26 29

8 5 6

4 7 1
<
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Tram Passenger Survey (TPS) — Manchester
Metrolink

Passengers’ suggested improvements
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Passengers’ suggested improvements: summary

Metrolink 0 . . .
59% of Manchester passengers in 2019/20 had no suggestions for improvements

...of the 41% that did, the most common service areas for improvement were:

Seating and capacity [ 35
Fares/tickets [N 20
Frequency/routes [IIININGgGNGEGEGEGEGEGEGE 11
Tram: Design/comfort/condition || NINENGgGEGE ©
Tram staff [ NG S

journgy good family-tickets
Passenger behaviour |G S oute-map %58 Punctuality more-boarcing time Freefood  transpart
Cleanliness of tram (inside or outside) [N 8 -~ ..., temperature frequg_n_?y cheaper-fares
=R allow S i
i space Puddles
Security [N 5 faster . conductor free-papers
Tram stop _ 4 enjoy able
Journey times [ 4 ticket shelter more-routes broken-escalators
Real time information/updates at the tram stop [ 4 bsasity-access Cle@aner : .
L . securi -
) ot ficket-machines Y passenger-behaviour
Information about routes [N 3 cycles integrated contactiess-payment, . parking tram-fault

) announcements Room bikes oday w orking-lits

Punctuality [ 3 o Take . ke

External factors [l 2
Tram: On-board amenities [l 2

Real time information/updates via online sources ] 1
Disabled provision / Wheelchair provision etc. ] 1

Pushchair provision / Limit prams/buggies ] 1

@) Statistically significant increase since 2018 other [N 7
No change ':\04
/4
0 Statistically significant decrease since 2018 tran SpOI’t‘fOCUS ”f “
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Selected verbatim comments

Metrolink .
More inspectors on who The trams between 8 and 9 on the East
enforce all the people riding Didsbury line are insanely busy and
Please install touch in touch out Er:%rrrzrgr?] (\e/vnf:(zoa(r;]flg;[coeﬁh ot double trams seem to have disappeared
- on the line recently !
machines on the Bury platform at look out windows or on
Altrincham to help when switching phones
from train to tram. Why cant i buy
a child's tra'm/train/.bus ticket on You need to make announcements to
liokets? real tm tram nformaton A encourage people (0 move down the
: Destination displayed inside tram and tram and use all available space. In
via app or web please intermittent list of all stops on display rush hour it's very uncomfortable and
there is always room down the aisle.
| am very unhappy about those who fare dodge i.e. young people who It means people end up shouting to
can't be bothered to purchase a ticket and wait for next tram. Also, ticket get people to move down and that
inspectors have no legal right to detain or collect information from fare doesn’t make for a nice atmosphere.
dodgers unless there is a police officer present. | have witnessed this

situation and have been informed that the above information is correct

_ _ It could have been a double tram and on time.

| have raised the concern before about the lack of security on trams People were left standing on the platform as the
especially with drunks/drug users and teenagers. Also the over tram was full. This consistently happens on the
crowding is a severe issue for someone like me who suffers from

Eccles Ashton line in both directions. After it
being delayed to then not be able to even get on
is frustrating day in day out.

medical conditions such as anxiety and panic attacks.

Yes | feel that the trams get too busy and it would be

helpful if double trams were operating in peak times Thank Ticket machine not working at Barlow Moor Road, |
P yopu ginp had to cross to the other side to get a ticket
transportfocus i/ i
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Tram Passenger Survey (TPS) — Manchester
Metrolink

Opinion of trams in the local area

o
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Opinion of trams in the local area: summary

Ease of getting to local
amenities

Connections with other
modes

Ease of buying tickets

Range of payment
options available

Reliability

Frequency

Range of ticket options
available

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

General opinion of services in area:

Metrolink

88

86 @

84

82

79 O

77 ©

Bus services in
Manchester (BPS)

82

74

N/A*

N/A*

I 8
(2]
~

N/A*
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Satisfaction on the trams generally

Metrolink

Total fairly/very satisfied
Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013

84 . 83 82 81 81 80 84

Range of payment
options available

.
B 5 ] con o s o owe

Reliability 790 82 80 79 76 70 58

e

77 @ 81 80 80 75 72 66

66 67 69 69 64 N/A*

Range of ticket options 68
available
H Very satisfied M Satisfied Neither/ no M Dissatisfied B Very dissatisfied

Total good/very good
Ease of getting to local
amenities

88 . 88 85 86 85 83 81

86 @ ss 88 86 86 82 84

Connections with other
modes

o
o]
e

H Very good M Fairly good Neither/ nor M Fairly poor H Very poor

) Statistically significant increase since 2018 (). And how satisfied are you overall with tram services for the following: & Q: How would you rate your local tram
No change services for the following: Base: All passengers — 2572 §°¢J
*Not asked before 2016 **Statement changed in 2017 from ‘Punctuality’ to ‘Reliability’. /
transportfocus i/
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Tram Passenger Survey (TPS) —

Manchester
Metrolink

Appendix 1: the passenger and journey context
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Metrolink passengers: summary

Overview of passenger demographics

Age Autumn
2018
‘ m16-34 35
18 h% m 35-59 0O
Iy 60+ O 24

*

mNot stated @)

Passengers’ postcodes relative to tram

o Statistically significant increase since 2018
No change
o Statistically significant decrease since 2018

6

Disability

&

network

Longridge

>
BlackBorr
2

7

}

7

Padiham

_gfeniey
(!ay\oﬂ"e?’/ ¥ !

Moos
A acarigion
)

4

*
{

HYes

B No

say

/%
&~
Béiheid

N
\

roggigl  oe {

Whitworth

i A

B Not stated

Prefer not to

Hepod prigge
b

o

3
..,'

Autumn
2018

019
75

©o
6

Yo
Shipley

\
Bradford”
¥
|
° P -2
7
vokar
soweRy Bridge |

e
Sonee)

Elland
Ripponder Wi

o
— Vs "amd.{mu

Meltham

Molmfirth

Assiey
~ J
- /
Hadiielg
I
St )\
/f\\‘ ) \
U e Peak Dist
O @ lefrihy Nationt
o ? Park
)
/R
bl 4l
§ FoA
\ t

Autumn
W You have a car 2018
available and don't € 36
mind driving
You have a car O 40
available but prefer

Car availability

() not to drive
ﬂﬁi B You don't have a car
© © available 0 20

23 O 4

H Not stated

Tram stop
. Respondent

o

transportfocus
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Passengers’ postcodes relative to tram network: by
route (1)

Airport

Altrincham

Tram stop
B Respondent "l",\ . o
o Statistically significant increase since 2018 = »
) No change N\ _ QO/(J
ko Statistically significant decrease since 2018 tra n Sp Ort'fO cus / i
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Passengers’ postcodes relative to tram network: by
route (2)

East Didsbury

Eccles/ Mediacity UK City Zone

Tram stop
B Respondent

o Statistically significant increase since 2018
) No change

ko Statistically significant decrease since 2018
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Passenger profile

Winter 2019/20
Age
16-34 36
35-59 39 O
Over 60 18 ©
Not stated 8 (4]

Car availability
Have a car available and
don’t mind driving

Have a car available but
prefer not to drive

Don’'t have a car
available

Not stated
Has a disability
Yes

Ticket type

Free pass holders

Fare-payers

2 ©
23 ©

40 ©

13 O

19 O
81 @

o Statistically significant increase since 2018

No change

0 Statistically significant decrease since 2018

Autumn 2018

35
41
24

40

20

19

22

78

Autumn 2017

45
34
19

31

36

29

14

18

82

Autumn 2016

40
36
20

31

36

28

15

20

80

Autumn 2015

45
35
17

30

36

29

14

18

82

Autumn 2014

Autumn 2013

50 48
34 35
16 17
N/A N/A
32 33
29 33
37 31
2 2
13 9
16 16
84 81
59:'
transportfocus i/ i
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Where Manchester Metrolink passengers live

Metrolink

Any OL

Any WA

M19, M20 and M21
Any BL

M31, M33, M41 and M14
M26 and M45

M9, M24 - M25

Any SK

M13 - M16

M34, M35, M40, M43
M1 - M4

M22, M23 and M90

Any other postcode

o Statistically significant increase since 2018
No change

0 Statistically significant decrease since 2018

Winter
2019/20

I 12O
I o0 ©
I 12
I o
I s
.

. 5
I

I (4]
.

B 3

. £ O
I 18

Autumn Autumn Autumn  Autumn Autumn

2018

15
8

L I N N T e S T

=
(]

2017

14
8

AN O~ O~ MO ©OF

=Y
oo

2016 2015 2014

17 14 14
11 9 11
11 9 8
7 9 7
7 8 6
4 5 6
5 4 6
7 6 5
3 5 4
6 4 3
4 4 3
4 4 1
14 18 25
)

N7
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Metrolink journeys

. summary (1)

Metrolink

Passenger journey details

Journey purpose

48

Business 3

o Statistically significant increase since 2018

No change

\o Statistically significant decrease since 2018

ik

Frequency using trams in area

5+ days 37 LU
week

3-4 days
week

1-2 days a .

week 22
Once a
fortnight 8
Once a
5
month o

G First time

Less oftenI 6

1

46

o
o~
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Tickets used for today’s journey

Metrolink journeys: summary (2)

Metrolink

£0 | Free pass 19 O

Free/fare-payers

Purchased ticket via...

Cash . 14
Debit or credit card - 48

L -2

-

Contactless 38

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

oA
@ Single/return

SEASON TICKET

Ticket type Season

’? Other

Ticket format

L'EJI Paper - 420

‘ =| Photocard l 12

. 15
Q Plastic card °

21

M-ticket

49 @
28 O
24

o
=

transportfocus /|
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N
Most used tram stops: journey start Mode used to arrive at starting stop (all stops)
St Peter’s Square 9
Piccadilly 8 ©
Altrincham 6 (1]
Bury 5 -
Victoria 4 Q) © Bus 7
Piccadilly Gardens 4 m )
. e Train 4
East Didsbury 3
Market Street 3 ? Other I 6
Most used tram stops: journey destination Mode used to travel on from destination stop (all stops
ps: | y
St Peter’s Square 12
7 onfoot N 75 ©
Victoria 5
Piccadilly Gardens 5 Car . 8
Deansgate-Castlefield 4 6
Bus
Market Street 4
Altrincham 4 Train 30
Bury 3
o Statistically significant increase since 2018 Other I 4
No change §°¢
S’ Statistically significant decrease since 2018 transportfocus /ii
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Metrolink journeys: summary (4)

Sitting/standing

Had a seat - 8l © Ease of purchasing

ticket
Stood, would 10 ©
have liked seat

11

H Very easy M Easy Neither easy nor difficult m Difficult H Very difficult

Stood, happy
to stand 8

e e §°

Type of tram

Q Single tram - 54
Confident they paid
Q Q Double tram - 33 the lowest price 15

® Don’t know M Very confident | Fairly confident Not confident
13

o Statistically significant increase since 2018 o
S=

transportfocus /|
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No change
\o Statistically significant decrease since 2018




Journey purpose

Metrolink

Travelling to/from work
Shopping trip

Leisure trip

Visiting friends or relatives
Travelling to/from education
Health visit

On company business

On personal business

Other

Sub-total:
Commuter

Sub-total: Business

Sub-total: Leisure

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

Winter
2019/20
WK
I 15
I 4
.
B 6
M
M3
[
I S

©ee O

Autumn Autumn Autumn Autumn Autumn Autumn

2018
43

50

2017
42

45

2016 2015 2014 2013
39 43 48 48
14 11 10 12
17 14 14 14
8 6 8 7
7 9 8 7
3 2 1 1
5 4 3 4
5 6 5 4
4 4 4 3
45 52 56 55
5 4 3 4
50 44 41 54

<

transportfocus i/ i
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Frequency of using Metrolink tramway

Metrolink
Winter Autumn Autumn Autumn  Autumn  Autumn  Autumn
2019/20 2018 2017 2016 2015 2014 2013
5 or more days a week _ 37 37 41 36 42 43 42
3 or 4 days a week _ 21 © 18 16 20 18 16 17
Once or twice a week _ 22 22 21 23 18 19 20
Once a fortnight - 8 9 8 8 8 8 7
Once a month - 5 O 7 5 6 6 5 5
Less frequently - 6 7 7 6 6 6 7
This is the first time ] 1 1 1 1 2 2 2
@ Statistically significant increase since 2018 N
No change N7
O Sstaiistically significant decrease since 2018 transp ortfocus [/ \
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Ticket type

Metrolink
Winter Autumn Autumn  Autumn
2019/20 2018 2017 2016
Single - 12 © 10 10 9
rewrn [ ¢ © 27 31 33
pay ticket ||| 2: © 9 8 8
weekly ticket [JJj 7 © 10 11 10
Monthly ticket _ 17 16 15 12
1year . 3 3 3 2
Free pass/ journey _ 19 ) 22 18 20
other [l 6 © 2 4 5

o Statistically significant increase since 2018
No change

0 Statistically significant decrease since 2018

Autumn
2015

10

28

13

11

13

18

Autumn
2014

9

22

12

15

16

Autumn
2013

9

31

13

11

16

)

transportfocus I/
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Method of buying ticket and ticket format

Metrolink
Winter Autumn  Autumn  Autumn  Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013
Paper ticket/pass 42 O 48 57 64 67 68 68
= Photocard pass 12 13 12 19 19 26 28
Plastic card 15 O 18 16 12 13 4 2
m Ticket on mobile 21 20 15 4 0 0 0
Contactless 9 O N N/A* N/A* N/A* N/A* N/A*
m Other format 1 1 1 1 1 1 2
@ Statistically significant increase since 2018 N
No change o

N
0 Statistically significant decrease since 2018

transportfocus i/ i
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Metrolink stops used by passengers surveyed

Metrolink 57 per cent of passengers used the trams 3 or more days a week and 22 per cent weekly.
48 per cent of journeys were for leisure purposes

67 per cent had a seat for their whole journey, while 10 per cent said they had to stand
but would have liked to have a seat (2018: 81 per cent and 10 per cent)

di Winter AutumnAutumnAutumnAutumnAutumn Alighti Winter Autumn AutumnAutumnAutumn Autumn
Boarding 2019/20 2018 2017 2016 2015 2014 'gnting 2019/20 2018 2017 2016 2015 2014
St Peter’s Square 9 9 7 5 5 0 St Peter’'s Square 12 12 10 8 0 iS5
*Piccadilly 8 © 6 10 11 11 9 *Piccadilly 7 7 8 6 6 4
Altrincham 6 © 4 5 7 7 6 *Victoria 5 4 4 7 5 0
*Bury 5 4 7 6 6 8 *Piccadilly Gardens 5 6 4 6 6 5
+Victoria 4 4 4 4 4 3 *Market Street 4 3 3 6 7 11
*Piccadilly Gardens 4 4 3 8 3 6 <Altrincham 4 3 8 8 4 4
East Didsbury 3 2 3 2 2 3 *Deansgate- 4 4 5 5 7 1
Castlefield
*Market Street 3 3 2 5 5 5 -Bury 3 3 5 4 5 6

o Statistically significant increase since 2018

No change ==
W
{/

0 Statistically significant decrease since 2018 tran SpOI’t‘fOCUS (f “
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How got to and from the tram stop

Metrolink
Winter Autumn Autumn Autumn  Autumn  Autumn  Autumn
2019/20 2018 2017 2016 2015 2014 2013
68 69 69 66 65 70 67
on foot/ waiked || —— /- © 75 8 78 76 78 76
k%
o | T
Car- dro 5 @ 4 6 5 6 6 5
-dropped off g7 2 2 2 4 3 2
Car - and used Park and ride r3 6 o 461, g Z g g g
Car - parked elsewhere rZ 5 g ‘31 ‘21 g g 421
Taxi | 1 1 1 NA* N/A* N/A* N/A*
1 1 1 N/A* N/A* N/A* N/A*
7 6 5 7 8 8 8
B
e ' 6 6 6 6 7 7 7
i 5 5 7 7 7 7
e [ o 5 5 6 6 2 7
4
Tram r 4 3 4 6 3 2
2 O 3 3 4 2 1 3
Other | * 1 1 1 1 1
1 1 1 1 4 3 1
B Got to tram stop M Left tram stop
G Statistically significant increase since 2018
No change - O/
0 Statistically significant decrease since 2018 tran SpOthOCUS "".if \!
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Tram Passenger Survey (TPS)

Appendix 2 — Further details on survey background and method

r‘\o/’
transportfocus I/
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Methodology — fieldwork

Manchester Metrolink (TPS)
Fieldwork: 1 November 2019 to 18 January 2020 (with 2 week gap for Christmas from 22 December to 6 January)

Interviewer shifts: covered all days of the week and ran from 6am to 10pm. Each interviewer worked a three-hour shift; four-hour shifts were
conducted in a few cases

Method: Choice of paper or online self-completion questionnaire
Sample size: 2876 interviews (2093 paper and 783 online)
In 2018 fieldwork took place between 19 September to 8 December 2018

Bus (BPS) data for Transport for Greater Manchester area
Fieldwork: 8 September to 21 December 2019

Interviewer shifts: covered all days of the week and ran from 6am to 10pm. Each interviewer worked a three-hour shift
Method: Choice of paper or online self-completion questionnaire

Sample size: 2,214 interviews

=
N
775
1/

transportfocus il i
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/I\/Iethodology — data analysis

Base definitions: All charts are based on those who gave an answer to an individual question. Those who either
left the question blank or said ‘don’t know’ have been excluded from the base. For this reason the base sizes for
those charts based on ‘All passengers’ vary slightly between the different charts in this report.

Significant changes are shown at the 95% confidence level. @/©/@ symbols are used throughout this report to
indicate positive or negative significant changes.

Weighting: this was based on passenger count information collected by the interviewer during each interviewer
shift. The weighting matrix used the following weighting cells:

«  Tram network: (for Manchester Metrolink, and Sheffield Supertram this was by line)

« Age: 16-34, 35-59, 60+

+ Gender: male, female

« Time/day travelled: weekday peak, weekday off peak and weekend

The full details of the weighting matrix can be found in the TPS Winter 2019/20 technical report.

Waiver
Transport Focus has taken care to ensure that the information contained in TPS 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 on it. Transport Focus -0
does not guarantee that the information contained in TPS is fit for any particular purpose. SZ

L transportfocus /|
58




Methodology — themes that are affecting overall passenger satisfaction charts (1)

The approach to identifying themes that affect overall passenger satisfaction is split into two stages. At the first stage, we took all 24 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 measures that formed each theme:

Theme (factor) Questions

1 On tram environment and comfort - Sufficient room for all the passengers to sit/stand

* The comfort of the seats

* Provision of grab rails to hold on to when standing/moving about the tram
» The amount of personal space you had around you

* The temperature inside the tram

2 Tram stop condition + Its general condition/standard of maintenance

» Its freedom from graffiti/vandalism

* Its freedom from litter

« The ease of getting on to 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 Personal safety throughout journey + Behaviour of fellow passengers waiting at the stop
*  Your personal safety whilst at the tram stop

* Your personal security whilst on the tram
SO el Tt ke welpietilelgeiiiglsizig -« The cleanliness and condition of the outside 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

8 Information throughout journey * The information provided at the tram stop

» Route/destination information on the outside of the tram

* The information provided inside the tram

9 Value for money * How satisfied were you with the value for money of your tram journey?

=

. transportfocus i/ i
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Methodology — themes that are affecting overall passenger satisfaction charts (2)

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 proportional influence that each theme has on satisfaction for that area/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 below, the theme of ‘on tram environment and comfort’ which is shaded red, has the greatest influence on
satisfaction, followed by ‘smoothness/speed of tram’, while themes such as ‘boarding the tram’ and ‘information throughout
journey’ have relatively less influence here.

On tram environment and EITER /@MU GEEES  This analysis was conducted on fare-paying passengers only, so that
comfort money ::dition the influence of value for money could be included. It also combines
of the tram data from 2019 and 2018 surveys to increase robustness. The
analysis excludes satisfaction measures relating to tram staff; due to
differences in staff availability across the networks not all TPS
guestionnaires feature questions about tram staff. In order to run the
analysis in a consistent and practical manner all staff measures have

Personal |Accessto
been excluded.

safety the tram

throughout stop
journey

Tram stop |Information
condition |tAroughout

Timeliness journey
ﬁ%
N transportfocus /|
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The Manchester Metrolink route map
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Tram Passenger Survey (TPS)

Appendix 3 — Example of standard questionnaire

Individual network questionnaires differed slightly to reflect local geography, presence of conductors and/or ticket
machines, ticket types available, etc.

o

7
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LOO0E 0
| transportfocus // it
“# Metrolink

Tram Passenger Survey

Thank you for agre=ing to take part in owr survey  Your views as a passenger are important.

sbout the tram journey you made when . .

given this questionnaire. Transgort Focus is the official, ndepen_jml
consumer watchdog that promotes the interests of

transpont users.

Tram companies, local authonties and
gowvernments sct on the sureey results. They are
the evidence we use to seek improvements on
b=half of passengers.

There are also guestions about your general
Experiences at the end.
Al the information you give will be treated in
the strictest confidence.

Flzase fill in the questionnaire afier completing your journsy with Metrolink and retumn it to us in the reply-paid
envelops provided.

If you prefer to fill the gquestionnaire in online, then please go to www.tramsunvey.co.ukiMetrolink
1 Abouf your journgy on Metrolink

@ia  atwhich stop did you board thie fram?

{ your jaurney invalved changing trams, please refer anly to the part of your joumey where you were given this
queasticnnaina)

@io At which stop did you leave thie tram?

22 Pleazs 1l In the tme that you boarded the tram foday
Usa the 24 r. clock e.g. 5:25om Is 17:25
Ender your ime af boaming [nio the boxes 85 Shown

HEEN

@3 ‘What typa of ficket or pau did you wea for this Journey on Metrolink?

Single ticket. . O A fres pase or fres journey
Return ticked. T | G0+ Concessiarary pass.....  [J
Dy tickel.ooeceeeee,. [ Digabiled parson's pass....... O
Wesakly tickel ... [ Comglimentany fres icket... O
Monthly ticket................ O Othar tickst

1 year.. . a Family! group Sicket............ O
Familyigraug uckr_-l O O

Dl [please specly)

24 In what format wae your ficket?
A standard paper Sckel pass. .

A plastic cand you tawched on o Sie smar reader
Contactless bank card ...

Q5 How did you pay for your Heket?

Cash..
Cl:!nlal.lll:ﬂ- |....13.'|n4=n‘

28 If you purchasad @ Maetrolink ticket today, how eaey did you find It to buy & ticket?
‘a'i:r:.ldﬂii‘.ull.................... R

Difficult...

Meither sasy nar leﬁu.lII
Easy...

Wery sasy. ..

Did naat bu:(.u In:k.l.'l I.ul.u:.l

a7 How conflident are you that you bought the lowest price Hicket for your travel today 7
Wery confident .

Fairy canfident. ..
Mot confident...

Dan't know' not ..1|..|:|Ic..|l.||.~

u]
(m]
(m]

A photo card Sickel' pass. .

An electronic ickel on the gel nu.-.lhunu.upu O

Onthear foemat...

Dehit arcrediteard.
Dan't know' not appicable... ..o

ooooon

ooog

e} ‘What Is the main purpoes of your journsy on Metrolink today 7

Travvelling 1o from work..

Trarealling o from education {e.g _w_llege y_hur_ll

On campany business (or awn if self-emplayed)..

On personal business (job inferview, bank, post |.'a1'|'me| .
Trawvelling 1o from a medical’ other appointment..........

Shopping irig..

Wisiting friends or relatives.
Leisune trip {e.g |.1.3:.| out]...
it .

oooond

@3 How did you get to the Metrolink stop where you boarded this fram today?

On foot! waked.......cooccvceniann e

Cycled.. e
Car - dropped qu

Car - and used F‘..!rk .und Rlue .
Car - parked elawbearna L

L P
Trasm. . e

@10 Which means of tranaport did you uas when you got off thie tram today?

On footiwalked. ...

Cycled..
Car - drapped UH'

Car - and used F‘..!rk .und Rlue .
Car - parked elawbearna L

ooood

L £

L P
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