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Tram Passenger Survey (TPS) Sheffield

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 Rail
Passenger Survey (NRPS)

« The 2019/20 TPS covered tram services in Manchester,
and Sheffield.

The survey method

Passengers are approached while making a journey; they answer the survey about that journey specifically. The
guestionnaire 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 28 January 2020

Supertram experienced flooding issues during October and early November 2019 so fieldwork did not start in
Sheffield until late November due to this. Also during December 2019, the Tram train line experienced technical and
signal issues so services were suspended, delaying fieldwork resuming on this line until January 2020.

455 surveys were completed for Sheffield Supertram in winter 2019/20. 0

S

For further details-of the survey method, see Appendix tran SpOI’thCUS )
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The Sheffield network in context

The

Network Journeys Purchasing

Passenger

Ticket Information at stops

Frequency Engineering disruptions/other notes

/

Sheffield

D Stagecoach

.

SUP=1RAM

4 lines
50 stops
22 miles

11.9*
million

TVMs at

X stops Info boards at stops

v/ (TTs, fares)

Conductors

on board xPassenger Info Displays

* 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
 Additional consultation (not part of this research)
Mon-Sat: every was held on the network which coincided with
5-20 mins this fieldwork period (Sep — Oct 2018)
* Flooding in the Yorkshire region caused
Sun: 10-20 disruption to all lines in October and November
mins 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. /

Manchester
Metrolink

7 lines
93 stops
57 miles

43.7**
million

v’ TVMs at v Info boards all stops

stops (TTs, fares)

v Passenger Info Displays
(Not all stops on Bury and

Altrincham lines)

X conductors
on board

« Airport line opened late 2014, covered for first
time in 2015
» Exchange Square and link with Victoria opened
Mon-Sat: every  jn pecember 2015
6-12 mins « Increasing use of double carriage trams
Sun: 12-15 » Second City Crossing opened in February 2017
enabling quicker journeys across the city
* A tram collision on the 10t November 2017
affected two shifts which were rescheduled due
to no trams running

mins

0
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Tram Passenger Survey (TPS) — Sheffield

Key findings
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Key Performance measures for Sheffield Supertram Winter Results 2019/20

P =1RAM

Punctuality

t 760/0
17%

Journey time e o

Overall journey

@ 96‘%

97%

() Statistically significant increase since 2018

&) Hochange
) Statistically significant decrease since 2015

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 Supertram?

The top factors linked to overall journey satisfaction*

What makes a satisfactory journey? What makes a great journey?

Personal safety
throughout
journey 16%

Timeliness 15%

Information
throughout journey
Value for money 13% 12%

Tram stop conditions
Cleanliness and 9%
condition of tram
11%

On tram

Boarding and environment
alighting the tram P
10% 7%

Access to
the tram
stop 6%

Boarding and alighting
the tram 22%

Timeliness 17%

Information
Cleanliness and throughout
condition of tram 14% | journey 11%

Access to the
tram stop 6%

Value for money
11%
Tram stop
conditions 5%

On tram
environment and
comfort 9%

transportfocus
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Passenger experience in Sheffield 2019: across the network

Sheffield

D Stagecoach

Satisfaction with key measures: = Im=279AM
Overall journey NN 06

Value for money [N 76
Punctuality NI 30
Overall stop IIIINENEGEGEGEEENENN O3

Satisfaction with other measures which make a satisfactory journey:

Personal safety at the stop ||| | | I 01
Behaviour of other passengers _ 90
at the stop

Personal security on board the _ 93
tram

Satisfaction with other measures which make a great journey:

Ease of getting on the tram ||} 95
Time taken to board [ N 06
Ease of getting off the tram [ N 06

o Statistically significant increase since 2018

No change
S’ Statistically significant decrease since 2018 **Tram Train line opened in November 2018

Blue/Purple
route

95
73

2 O
93

89
88

94

96
98

98 ©

Yellow route

100 ©

86 ©
88

96

93 ©
91

90

95

96

92 O

Tram Train**

24 O

66 ©
86

87 O

91
94

9% O

96 O

94

99
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Overall passenger experience in Sheffield Winter Results 2019/20: a snapshot

At the stop

Overallsatistactonwithscp TN |
Distancefromjourney sart ) TN
Comenisncsrscosssiry © |

General condition and maintenance
Freedom from graffiti/vandalism

Freedom from litter

OCHNINNNTTY |
© Y |
CHINTY |

() Statistically significant increase since 2018

£ Mo change

| ) Statistically significant decrease since 2018

On board
| |

T

L+

@ o

Infio on
board (%]

Interior
cleanliness (%)

=]

© O

Provision
grabrails (%)

Persanal
space ()

O o O O

Route info on
tram %)

@G

Seat/ standing
space (%)

o

Temperature (%)

'

Seat 1
wmfnrti%!
Persanal Ease of
security [¥) getting off (3]

Exterior
cleanliness (M)

Ease of
getting on [}

Time taken
to board (%)

Appearance © |GG

Greeting ©
Helpfulness/attitude ©
Safety of driving © NG T |
Smoothness of journey &

.0
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10



Summary of key findings (1)

* In the Winter 2019/20 wave of the Tram Passenger Survey 96 per cent of Supertram passengers are
satisfied with their journey overall. This is a similar figure compared to 2018 (97 per cent). Two thirds of
passengers (67 per cent) are ‘very satisfied’ with their journey overall

* Overall journey satisfaction is higher than the same measure on the Bus Passengers Survey for bus
services in South Yorkshire (89 per cent satisfied)

Overall satisfaction is quite consistent across different passenger groups

The key factor which makes journeys satisfactory on Supertram is the personal safety of passengers
throughout the journey on the trams. Satisfaction with personal safety at the tram stop, behaviour of other
passengers at the tram stop and personal security whilst on the tram were all 90% or above.

The key factor which makes journeys great on Supertram is boarding and alighting the tram. Satisfaction
is generally high for aspects linked to this, in the ease of getting off the tram (96 per cent), the time taken
to board (96 per cent) and the ease of getting on the tram (95 per cent).

The lowest rated aspects are the amount of personal space on board, which have remained similar to
2018 (both 85% respectively)

Amongst fare-paying passengers, 76 per cent are satisfied with value for money. This is similar figure to
77 per cent in 2018.

O
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Summary of key findings (2)

When comparing the three lines in Sheffield (Blue/Purple, Yellow and Tram train) overall satisfaction
is marginally higher on the Yellow line: 100 per cent compared to 95 per cent on the Blue/Purple line
and 94 on the Tram train line.

30 per cent of passengers spontaneously mention an improvement that could have been made to
their journey (29 per cent in 2018). The most common improvement mentioned relates to the fares
and tickets.

Other improvements relate to the design, comfort and condition of the vehicles and frequencies and
routes.

4 per cent of passengers experienced a delay on their journey (2018: 7 per cent).

Just less than half of all passengers (42 per cent) are using Supertram to commute. 35 per cent are
travelling for work; 7 per cent for education

44% of passengers used tickets on a plastic card whilst 33% used paper tickets. Only 4 per cent
use an m-ticket and this is similar to the figure in 2018 (3 per cent).

O
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Tram Passenger Survey (TPS) — Sheffield
Experience and opinions of the journey
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Experience and opinions of the journey: summary

Sheffield
D Stagecoach

Satisfaction with today’s journey: SUP=219AM
aUr=

94 92

70
B N . - . . .

84

92 85 93 93 92 94 95 87
On-vehicle journey time . . . . . . . .

Autumn Autumn  Autumn Autumn  Autumn  Autumn Winter Buses in

2013 2014 2015 2016 2017 2018 2019/20 South
Yorkshire

QO ® @

<
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Who are satisfied and not satisfied passengers?

D Stagecoach

SUP="1RAIT Sheffield

gf Journey purpose
Time of travel

(1)

Frequency of travel

@ Access to private

el Lo transport

gﬁ%% Age and gender

Very satisfied passengers
are more likely to:

Be leisure travellers (63%)

Be travelling during off-peak times
(55%)

Travel the most frequent (39% 5 or
more days a week)

Have easy to moderate access to
private transport (33% ‘easy’; 37%
‘moderate’)

Be under 35 (34% 16-34) and female
(60%)

Base: those ‘very satisfied’ with journey
overall (596)

Fairly satisfied passengers
are more likely to:

Be commuters (54%)

Travel during off-peak times (44%)

Travel the most frequent (51% 5 or
more days a week)

Have moderate access to private
transport (38%)

Be younger (44% 16-34)

Base: those ‘fairly satisfied’ with journey
overall (189)

&B

Sample size of not satisfied
passengers too small to report

Base: those ‘neither/nor’, ‘fairly
dissatisfied’ or ‘very dissatisfied’ with
journey overall (3)

‘/}l
‘\\o

]

=S
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Overall satisfaction (%) — by gender and age

Sheffield Total fairly/very satisfied

D Stagecoach

SUP=312AITI Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013

o 92 94
passengers NNEEEEEEE A S N s 96 © o7 o5 o1 o7

Male 60 36 5 95 95 94 83 96 90 94
Female 72 25 1I1 97 98 97 96 98 95 94
Age 16-34 61 35 5 95 94 95 79 98 87 91
Age 35-59 59 37 2 96 98 95 96 96 96 95
Age 60+ 88 11 99 98 96 98 99 99 99

m\Very Satisfied ®mFairly Satisfied = Neither satisfied nor dissatisfied ®mFairly dissatisfied mVery disatisifed

o Statistically significant increase since 2018
No change §°¢

S’ Statistically significant decrease since 2018 tran Sportfoc us /[ﬁ
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Overall satisfaction (%) — by passenger type

Total fairly/very satisfied
Sheffield
O stogecoach Winter Autumn Autumn Aytumn  Autumn Autumn Autumn
SUP=I1RAITI 2019/20 2018 2017 2016 2015 2014 2013
All Passengers 67 30 3f] o6 97 95 o1 97 92 94
Fare Paying 62 34 3§ 95 96 94 89 9% 9 93
98
Free Pass 77 22 2 98 97 97 99 99 100
Commuting 56 38 4% o4 96 93 84 95 86 91
Non-
commuting 75 24 2 98 97 97 98 99 99 97
m\Very satisfied ®mFairly satisfied © Neither satisfied nor dissatisfied ®mFairly dissatisfied mVery dissatisfied
o Statistically significant increase since 2018
No change §°¢
S’ Statistically significant decrease since 2018 tran Sportfoc us /[ ﬁ
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Value for money (%) — fare-payers only

Total fairly/very satisfied

18

Sheffield .
P Winter Autumn Autumn AutumnAutumn Autumn Autumn
SUP=1=_AM 2019/20 2018 2017 2016 2015 2014 2013
npescenger: | s B0 e 7w o s e 70
Not
commuting B o 2 n 84 79 74 79 84 84 74
mVery satisfied mFairly satisfied = Neither satisfied nor dissatisfied mFairly dissatisfied mVery dissatisfied
Q. How satisfied were you with the value for money of your journey?
Base: All fare-paying passengers — 191
*Indicates a proportion lower than 1%
o Statistically significant increase since 2018
) No change §°¢
ko Statistically significant decrease since 2018 tran SpOI’t‘fOC us f/ n



Punctuality and on-vehicle journey time

~
Total fairly/very satisfied
Mﬂiﬂﬁefﬂeld Winter  Autumn Autumn Autumn Autumn Autumn Autumn
SUP=I1[/AM 2019/20 2018 2017 2016 2015 2014 2013
Satisfaction
with 8 & g9 87 2 8 8 78 84
punctuality 8
Satisfaction
with on-vehicle 4
journey time 95 94 92 93 93 85 92
m Very satisfied ® Fairly 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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Tram Passenger Survey (TPS) — Sheffield

Waiting at the stop
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Waiting at the stop: summary

Sheffield

D Stagecoach

Overall satisfaction with stop 93
Distance from journey start 85
Conveniencel/accessibility 91

General condition and maintenance 86

Freedom from graffiti/vandalism 90
Freedom from litter 85
Behaviour of other passengers 90
Information provided 83
Personal safety 91

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

Buses
in South

SUP=1AIT vorkshire

81

86

89

76

79

73

N/A*

74

81

@ Waiting times: 0WWMShfoield

. : SUP=IT1RAIM
Satisfaction: 89
expected waiting time
Expeqted 7 mins
wait time
Actual reported 6 mins

wait time

Checking tram information:

Passengers who checked tram 87%
time before or at the stop

&

Info sources used at stop 73% Electronic

display

Info sources used at stop _
8% online tram

times

Buses
in South
Yorkshire

71

74%

9

43% digital
display

38% stop timetable

o

SE
transportfocus i/ i
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Satisfaction — with the tram stop (%)

Sheffield

SUP=T1RAM
Overall satisfaction - tram stop
Personal safety
Convenience/ accessibility
Behaviour of other passengers
Freedom from graffitti/vandalism
General condition and maintenance
Distance from journey start
Freedom from litter

Information provided at the stop

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

Winter

2019/20 2018

IS s 2 93
I s 68
I s
RS s
I 6
I 0 B
I S 1§ g
I S 5 6E g5
I EsS 5 58 83

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

Total fairly/very satisfied
Autumn  Autumn Autumn Autumn Autumn Autumn
2017 2016 2015 2014 2013
94 90 89 94 96 93
89 91 87 90 94 88
90 89 86 92 90 92
87 89 89 88 93 85
91 89 87 91 96 91
89 87 82 91 92 87
86 85 82 84 84 83
86 86 85 87 89 87
81 80 77 81 84 86
<

transportfocus /|
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Satisfaction with waiting time (%)

Sheffield

D Stagecoach

SUP=T1R_RAM

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

Length of time had to
wait

m\Very satisfied mFairly satisfied © Neither satisfied nor dissatisfied ®mFairly dissatisfied mVery dissatisfied

Total about the same or a
little/much less than expected

Actual vs expected

Vs ex 15 50 g8 @ 83 82 77 85 76 82
Waltlng time

mMuch less time than you expected m A little less time than you expected
About the length of time you expected m A little longer than expected
mMuch longer than expected

Q. How satisfied were you with each of the following? Base: All passengers — 453

Q. Thinking about the time you waited for the tram today, was it [...] than expected? Base: All passengers — 455
Indicates a proportion lower than 1%

o Statistically significant increase since 2018

No change "'305

transportfocus /|
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Expected and reported waiting times

~

Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013
Sheffield
D Stagecoach
SUP=1RAM underzmins [ 12 © L
Expected tram waiting time 5-10 mins _ 36 40 43 36 44 46 45
Average expected waiting 10-15 mins . 7 5 3 2 2 4 3
time 7 minutes (2018: 8 minutes)
Over 15 mins I 1 o 3 1 2 2 2 1

Under 2 mins - 23 23 23 16 20 18 18

Reported tram waiting time 5-10 mins - 24 © 30 32 24 26 24 30
Average reported waiting 10-15 mins I 5 © 7 5 8 4 11 5
time 6 minutes (2018: 6 minutes)
Over 15 mins I 4 3 3 5 3 8 4
o Statistically significant increase since 2018
No change §°¢
S’ Statistically significant decrease since 2018 tran SpOI’i‘fOCUS [ ii
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How passengers checked tram times

Winter 2019/20
. Did not check information before or
Mmm?heffleld at the stop - 13
SUP=1RAIM

Checked information at stop only _ 57

Checked information before stop
only

Checked information before and at _ 29
stop

Checked tram times | 1

Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013
Electronic display [ NENGINGEGE 73 (1) 56 58 59 57 3 1
Online tramtimes [l 8 @ 3 9 3 3 1 2
At the tram stop Information posters [l 6 6 6 12 10 36 24
Disruption updates on social 1 5 2 2 1 4
media L 9
Telephoned for information | * 1 2 1 2 0 0
other Il 7 © 2 6 2 4 S 6
o Statistically significant increase since 2018
No change §°¢
S’ Statistically significant decrease since 2018 transport—focus /ii
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Tram Passenger Survey (TPS) — Sheffield

The tram
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The tram: summary

; Buses in
Sheffield
D Stagecoach SOuth

SUP=313AIT] Yorkshire
Start of journey
Route info on tram 93 86
Exterior cleanliness 37 @ 80

Ease getting on 95 92

Time taken to board 96 91

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

Sheffield

D Stagecoach

SUP=31AIM Yorkshire

On board

Interior cleanliness

Info on board

Seat/standing space

Seat comfort

Personal space

Provision grab rails

Temperature

Personal security

Ease getting off

89

85

89

90

85

89

92

93

96

Buses in

o

South

80

69

87

79

79

86

80

86

88

~

: Buses in
LWWMSheffleld South
SUP=312AITI Yorkshire
The staff
Appearance 93 93
Greeting 86 76
Helpfulness/attitude 88 77
Safety of driving 94 89
Smoothness journey 87 80

<

—
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Satisfaction with start of journey (%)

Total fairly/very satisfied

Sheffield
O Stagecoach Winter Autumn Autumn Autumn Autumn AutumnAutumn
SUP=T1RAM 2019/20 2018 2017 2016 2015 2014 2013

Time taken to board

_ | i i i i i i i
78 3
4 I 95 97 N/A** N/ i N/ i N/A** N/A**
Route/ destination information 70 6
on tram 93 94 93 90 93 95 91
Exterior cleanliness 58 10
87 @ 93 92 90 92 91 91

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

Ease of getting onto the tram

o Statistically significant increase since 2018
No change §°¢

S’ Statistically significant decrease since 2018 tran Sportfoc us /[ﬁ
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Satisfaction on the tram (%)

Sheffield Total fairly/very satisfied

1D Stagecoach

it _— Winter Autumn Autumn Autumn Autumn Autumn Autumn
SUP=1RAM 2019/20 2018 2017 2016 2015 2014 2013

Temperature inside the tram 5 I 92 o 88 85 84 88 388 88

Availability of seating or
space to stand

2 2 l 80 @ 93 93 92 90 87 93

Interior cleanliness/

condtion 50 8

89 89 84 79 85 86 85

|

Provision of grab rails 54 6

89 88 88 84 91 86 84

Information provided inside

the tram 0 13 s5@ 8 83 80 83 83 83
85 8 8 74 83 80 79

m Very satisfied mFairly satisfied © Neither satisfied nor dissatisfied mFairly dissatisfied mVery dissatisfied

o Statistically significant increase since 2018

0]

Q. Thinking about whilst you were on the tram, please indicate how satisfied you were with the following: ..\O/J
o o . Base: All passengers — 455 g
O statistically significant decrease since 2018 *Indicates a proportion lower than 1% **Not included before 2018 tran Sportfocus {/ ]
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Satisfaction with tram staff (%)

~
Total fairly/very satisfied
Sheffield .
0 stagecoach Winter Autumn Autumn Autumn Autumn Autumn Autumn
SUP=I1=[AM 2019/20 2018 2017 2016 2015 2014 2013
Appearance 93 92 93 93 94 91 90
Helpfulness/ attitude 88 89 36 89 89 84 84
Smoothness/ freedom
from jolting 87 89 86 85 86 84 85
Greeting/ welcome
86 87 82 85 82 78 79
M Very satisfied ™ Fairly satisfied Neither satisfied nor dissatisfied ™ 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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Tram Passenger Survey (TPS) — Sheffield

Negative experiences during the journey
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Negative experiences during the journey: summary

Sheffield

D Stagecoach

o Statistically significant increase since 2018
No change

\o Statistically significant decrease since 2018

SUP=T1R_RAM i »

Passengers experiencing
a delay to their journey

Passengers with worry or
concern about others’
behaviour on board

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

Sheffield

D Stagecoach

SUP=I1R_RAM
% Worried/c,oncern.ed of other Winter Autumn Autumn Autumn Autumn Autumn Autumn
passengers’ behaviour 2019/20 2018 2017 2016 2015 2014 2013

All passengers 6 4 4 5 3 1 5

vale [ s 3 5 2 3 0 5
aged 3550 |G 3 4 3 2 2 4
Aged 60+ _ 5 3 5 5 2 0 4

o Statistically significant increase since 2018

33

No change §°¢
S’ Statistically significant decrease since 2018 tran SpOI’i‘fOCUS /[ ii



b= "

Tram Passenger Survey (TPS) — Sheffield

Passengers’ suggested improvements
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Passengers’ suggested improvements: summary

Sheffield 70% of Sheffield passengers in 2019/20 had no suggestions for improvements

D Stagecoach

B LT ..of the 30% that did, the most common service areas for improvement were:

Fares/tickets [ 23
Tram: Design/comfort/condition [ NN 15
Frequency/routes [[IINNGNNEGEGEGEEEEE 1S
Tram staff [N 12
Real time information/updates at the tram stop [ NN 10
Punctuality [N ©
Tramstop [ 5
Cleanliness of tram [ 5
Information about routes [ 5
Seating and capacity [ 2
Passenger behaviour [ 3
Journey times [l 2
External factors [l 2

Ienger route . Conuclas o SPACE

Cheaper passenger behawou
seatmg e fares  nasy

accurate-mformatlon
=== Cleaner CONtactless- payment
customer-serwce temperature  refubis

- ingrated-transport requent

punciusl

Disabled provision / Wheelchair provision etc. [JJ] 1
Tram: On-board amenities [J] 1
Pushchair provision / Limit prams/buggies | *

Other NN 13

o Statistically significant increase since 2018

No change §°¢
S’ Statistically significant decrease since 2018 tran SpOI’i‘fOCUS /[ “
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Passengers’ suggested improvements: the detail

Selected verbatim comments

A better shelter at Parkgate. It was very open to the elements.
Supertram is a great way of getting around but it doesn't exist in S.W.
Sheffield. What a pity | can only get it if | go into the city centre - and it
doesn't go near the two major hospitals (esp. Northern General). How

silly is that!
Public transport (e.g. a bus)to take me Less noise and smoother
from the area | live in to the tram stop, ride from tram wheels (tram-
there's a lot of OAPs in the area who train type) Tip up seats
would benefit should be vacated for prams

Improvement on trams at busy times could be
that more conductors are on as a lot of people
don't pay, or a conductor at some tram stops
taking fares before they get on, i.e. Granville
Road at 3pm for school children

Bought weekly citywide, it hasn't
scanned onto my card properly even
though | have receipt to show | paid,

was embarrassed in front of very

packed / late tram

Tram shelters do not protect from
rain Tram window sills collect water
quite badly from condensation
resulting in wet clothing

| travelled on a tram/ train, | find these to be noisier and
less comfortable than the trams with less space

Clarification on electronic notice board said 2 tram
trains an hour, as did conductor when asked but live
The electronic read-out on the tram stop was slightly departures implying in 6 minutes, there was 3 which

incorrect. However, it's actually usually much more
inaccurate than it was today. Never seems to have
worked since it was installed

was confusing

36

transportfocus N

o

=



— g "4 Y“

LA
\
: A

. _l Iq; 'r‘ ‘ 1= — . "
AN o ;.re
o U 'n‘ &)

.’\

Tram Passenger Survey (TPS) — Sheffield

Opinion of trams in the local area
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Opinion of trams in the local area: summary

. Sheffield Bus services in
SLU==21=2AM South Yorkshire
(BPS)

General opinion of services in area:

Ease of getting to local amenities

Connections with other modes

Range of ticket options available _ 77 [} ] N/A*
] =

Range of payment options available N/A*

(4} Statistically significant increase since 2018 *Not asked in BPS

o
() No change Q. And how satisfied are you overall with tram services for the following? Base: 455 §¢J
\o Statistically significant decrease since 2018 Q. How would you rate tram services for the following? Base: 455 tran Sportfocus ‘// Il
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Satisfaction on the trams generally

~
Sheffield Total fairly/very satisfied
D Stagecoach
SUP=1RAM Winter Autumn Autumn Autumn Autumn Autumn Autumn
2019/20 2018 2017 2016 2015 2014 2013
iy [T o o v @ s ow
available 14 77 © 82 80 88 83 73 NIA
Range of payment options
mere o TS ¢ Bl o s o7 s owa WA
B Very satisfied ™ Fairly satisfied Neither satisfied nor dissatisfied ® Fairly dissatisfied B Very dissatisfied
Total good/very good
e o o o | o g 0 CeL s & 8 e
amenities
connections withctner moce [ NI ¢ @: ;, o 0 % 0 o1 0
mVery good ® Fairly good Neither good nor poor  ®Fairly poor ®Very poor
Q. And how satisfied are you overall with tram services for the following? Base: 455
G Statistically significant increase since 2018 Q. How would you rate tram services for the folllovving? Base: 455 o -
*Not asked before 2016 **Statement changed in 2017 from ‘Punctuality’ to ‘Reliability (o)
No change *Indicates a proportion lower than 1% D
\o Statistically significant decrease since 2018 tran SporthCUS /[n
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Opinions on Supertram

How typical your journey was today

Much better than 9
usual

A little better than
usual

About the same as
usual

A little worse than
usual 1

Much worse than
usual 1

‘Investment in the Supertram system, to enable it
to continue to operate reliably into the future, is
essential to support regional growth’

Neither agree nor
disagree 4

Disagree

Strongly disagree

transportfocus i/ i
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Sheffield passengers: summary

Overview of passenger demographics

Disabilit .
Autumn y Autumn  Access to private transport  Autumn
n16-34 e qo18 2018
R 4 m Easy
o \)O mYes o 29 o 39
m 35-59 = Moderate
O 4 =No O 7 33
m Difficult
60+ 26 mNotstated @) 0 27
Z
Prefer not to o 6 Not stated 0 1
Not stated 0 0 say
Passengers’ postcodes relative to tram network Tram stop
= Ao J\’ RN \,\ B Respondent
*ﬂ\\ Royston \Soum‘nms;mr\ 4 \’ Stainfor!
" \\\ A }5’\\’\f ff*’” .
o B
P s oz P S \ \‘\o /’ P e i
\ el s Nge) /
RN s g 4 on LRSS /
:// Oexioouh— ”\\ ):Bjﬁ Lo}
Sltxbrm:e Smm: ( Conisbrough ‘/'(/ [ ‘\\
% o8 T Nl LRI
=
N
0 Statistically significant increase since 2018 e
No change §°¢
f’// ’;*.

0 Statistically significant decrease since 2018

transportfocus i/ il
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Passenger profile

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

Age
16-34 38 o 30 37 30 40 52 50
35-59 33 O 44 35 39 37 25 29
Over 60 25 26 24 26 21 24 21
Not stated 4 (4] 0 3 4 2 N/A N/A

Access to private transport
Easy 32 [} ] 39 37 35 35 45 38
Moderate 35 33 51 51 52 42 a7
Limited/none 24 27 10 11 11 11 13
Not stated 8 (4] 1 2 3 2 3 2

Has a disability
Yes 12 o 22 18 21 18 10 12

Ticket type
Free pass holders 32 (4] 24 26 27 24 24 20
Fare-payers 68 [} ] 76 74 73 76 76 80

@) Statistically significant increase since 2018 o
No change '5“4
0 Statistically significant decrease since 2018 tran SpOI’t‘fOCUS !"Ef “
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Where Sheffield passengers live

D Stagecoach
SUP=1RAM
Winter
2019/20 Autumn Autumn Autumn Autumn Autumn  Autumn
2018 2017 2016 2015 2014 2013
s, s10-s11 [N - 30 29 33 29 30 10
s9,512-513 [ 15 O 14 18 16 14 10 10
si-s2 [ 12 O 10 3 5 5 5 3
s20,s21,525-526 [ 10 9 13 11 8 18 18
s60, s61, 562, 565-566 [ S 8 8 6 7 4 17
s3-ss M 6 5 7 10 9 6 10
s35-s36 [ 4 4 5 4 7 6 21
$63, 64, 570, 571, 572,574,575 ] 2 3 3 3 4 2 3
Any other postcode || IIEG 12 QO 7 13 12 16 14 5
o Statistically significant increase since 2018
No change '5“04
0 Statistically significant decrease since 2018 transporﬁocus !f;” “
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Sheffield journeys: summary (1)

2

Business

Once a
fortnight

Sheffield Frequency using trams in area
D Stagecoach
SUP=T1RAM
. . - 0.0
Passenger journey details b 5+ days 43 0 Less often I 4 @
week
Journey purpose ot
3-4 days Firsttime 1
! week 18 ©
# Commuting - 42
alala  1-2daysa
. week I 20
alala

]M Leisure
58 I’

Once a
month

N

— I
©
©

o Statistically significant increase since 2018

No change %of

transportfocus i/ i
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Tickets used for today’s journey

Sheffield journeys: summary (2)

Sheffield
D Stagecoach Fare

SUP=I1RAM F@” Paying

Free/fare-payers

£0 Free Pass
Holder

How ticket was bought

Off Tram (this includes ticket
machine, on-line etc.)

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

32 ©

46

<
@ Single/return

SEASON TICKET

— Season

? Other

Ticket type

Ticket format

24 @

350
40 @

L'EJI Paper - 33 O

&=| Photocard . 16

Q Plastic card

M-ticket 4

44

46
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Sheffield journeys:

summary (3)

Most used tram stops: journey start

*Cathedral 10
*Meadowhall Interchange 8
*Meadowhall South/ Tinsley 6 @
*Fitzalan Square/ Ponds Forge 5@
*Malin Bridge 5
*Hillsborough Interchange 5
«Carbrook for IKEA 4@
Crystal Peaks 4 ©

Most used tram stops: journey destination

Cathedral 16 ©
University of Sheffield 11 @
Fitzalan Square/ Ponds Forge 7T Q
Meadowhall Interchange 6
City Hall 5
Infirmary Road 50
Sheffield Station/ Sheffield Hallam 5
Carbrook for IKEA 4 @

o Statistically significant increase since 2018
No change

S’ Statistically significant decrease since 2018

Mode used to arrive at starting stop (all stops)

on foot. | o>

;
3

ceiry  Cor [l
m Bus 13

»

° Other 4

Sitting/standing

([
o

- Stood, would ‘ 1
have liked seat
o)
& Stood, happy |2 o
s to stand

transportfocus i/ i
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Journey purpose

Sheffield
D Stagecoach
— - Autumn Autumn Autumn Autumn  Autumn Autumn
SUP=T1RAM Winter 2019/20 2018 2017 2016 2015 2014 2013
Travelling to/ from work [ N 35 O 39 38 39 37 35 38
Travelling to/from education || NG 7 6 10 12 10 15 10
Company business ] 2 2 2 2 1 1 1
Personal business [ 3 2 4 6 5 5 4
Health visit | 5 4 3 1 2 2 2
shopping trp N 25 © 21 18 18 18 14 2
visit friends or relatives | N NI 7 7 8 7 9 9 11
Leisure trip - | N 14 14 14 u 14 a4
other Il 3 ©O 5 3 4 4 ° 3
Sub-total: Commuter _42 46 48 51 47 50 48
Sub-total: Business I 2 2 2 2 1 1 1
sub- ot Leisore | - s s 4 s34 s
o Statistically significant increase since 2018
No change §°¢
S’ Statistically significant decrease since 2018 tran SpOI’t‘fOCUS /ii
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Sheffield
D Stagecoach
SUP=1RAIM
Winter 2019/20 Autumn Autumn  Autumn  Autumn Autumn Autumn
2018 2017 2016 2015 2014 2013
5 or more days a week _ 43 o 37 38 45 43 42 41
3oradaysaweek [N 15 © 22 23 21 19 16 19
Once or twice a week _ 20 21 19 19 20 22 20
once afortnight [l ¢ 6 6 4 6 4 6
Once a month . 4 6 5 5 5 4 5
7
Less than frequently . 4 O 8 6 8 10 8
This is the first time | have used I1 1 1 0 0 2 2
Metrolink
o Statistically significant increase since 2018
No change §°¢
S’ Statistically significant decrease since 2018

transportfocus i/ i
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Ticket type and modes of transport permitted

Sheffield

D Stagecoach
SUP=1R_RAM

Single/ return

Season ticket/ pass

Free pass/ journey

Other ticket

citizen,

o Statistically significant increase since 2018

No change

S’ Statistically significant decrease since 2018

Winter Autumn Autumn Autumn  Autumn
2019/20 2018 2017 2016
l 8 @ 5 5 3
Single ticket - 7

Day or period return

Adult TravelMaster

Concession using South Yorkshire 16-

18 Student Pass

Travel for free (this includes senior

mobility or zero fare pass)

Other

2015
14

55

24

Autumn
2014

19

50

24

Autumn
2013

18

58

20

=
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Method of buying tickets and ticket format

Sheffield

0 Stagecoach

SUP=1RAM

Method of buying tickets*

On tram 54

Off Tram (this includes ticket machine,

on-line etc.) 46

Ticket Format

Winter August August August August August  August
2019/20 2018 2017 2016 2015 2014

2013
u A standard paper ticket/ pass O 39 44 40 60 56 70
® A photocard ticket/ pass - 15 14 14 12 15 12
An m-ticket (sent to your mobile = 41 39 44 27 23 14
phone)/An electronic ticket
B A plastic card you touched on to the ) 3 2 0 0 0 0
fare machine/the card reader
u Other format o 1 1 2 1 6 4
v tion in 2019
o Statistically significant increase since 2018 New question in
No change Q. How did you buy that ticket or pass? Q. In what format was your ticket? .\O/J
o o 9 o ) Base: All fare-paying passengers — 455 Base: All passengers — 455 e
\ Statistically significant decrease since 2018 tran Sport—foc us {[ n
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Sheffield stops used by passengers surveyed

Sheffield

D Stagecoach

SUP=IIRAM 94 per cent had a seat for their whole journey, while 1 per cent said they had to stand but would have
- liked to have a seat (2018: 90 per cent and 1 per cent)

Fitzalan Square/ 6 9 4 8 6 9

Ponds Forge

Winter Autumn AutumnAutumnAutumn Autumn Autumn Winter Autumn Autumn Autumn Autumn Autumn Autumn
Boarding 2019/20 2018 2017 2016 2015 2014 2013 Alighting 2019/20 2018 2017 2016 2015 2014 2013
*Cathedral 1012 | 13 | 12 7 9 9 *Cathedral 164)20 18 19 11 20 13
*Meadowhall s 711l 611l 12|13 -University of Sheffield 114) 7|1 8 | 10| 9 |10] 09
Interchange | /
Fitzalan Square
*Meadowhall South/ 7 4) 4 3 3 6 3 g
Tinsley 6 3 1 3 2 3 2 Ponds Forge |
|

I
|
I
|
¢ *Meadowhall 6
5 4} 3 4 2 4 3 3 Interchange
|
]
|
|
I
|
|
]

|

-Malin Bridge 55| 4|5 |3]|8]|5 *City Hall 55 | 4 5 5 6 3

oHi sInfirmary Road 5 4) 1 1 2 2 t 2
L -Sheffield Station/ |

*Carbrook for IKEA 4 2 1 1 1 2 1 Sheffield Hallam 5 3 4 4 3 10 7
University |

*Crystal Peaks 4@2 1131221 -Carbrook for IKEA 4(!; 121|211
I

*University of Sheffield | 4 4 5 2 7 6 6 West Street 3 2 2 2 2 3 2
|

“Rotherham Central | 4 1 3 | N/A*[N/A* | N/A*| N/A*= [ N/ax| | Hillsbrough 3¢+ 6|l 6| ol s | 3]s

Interchange

Any changes in tram stops used reflects the sample of passengers in this survey rather than actual usage of stops
o Statistically significant increase since 2018

-0

No change =

\
A\

0 Statistically significant decrease since 2018 tran SpOI’t‘fOCUS “"E" ”
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How got to the tram stop

Sheffield

D Stagecoach

No change

Winter

SUP=1RAM 2019/20

Cycled 0

Car - dropped off . 6 (4]

Car - and used Park and Ride - 6

Car - parked elsewhere . 5

Taxi |*

sus [ 13
Train [ 4
Tram [ 3

Other | 0

o Statistically significant increase since 2018

S’ Statistically significant decrease since 2018

Autumn Autumn Autumn Autumn Autumn Autumn
2016

2018

66

*

2017

68

0

N/A*

13

63

0

N/A*

17

2015 2014 2013

62 60 68
0 0 0
4 4 6
6 7 5
2 8 3

N/A*  NJA* NIA*

17 17 15

8 3 3

3 1 2

0 0 1
é‘,‘_&
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Tram Passenger Survey (TPS)

Appendix 2 — Further details on survey background and method

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

Sheffield Supertram (TPS)
Fieldwork: 25 November 2019 to 28 January 2020 (with a gap for Christmas from 21 December 2019 to 5 January 2020)

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: 455 interviews (391 paper and 64 online)

In 2018 fieldwork took place between 18 September to 8 December 2018

Bus (BPS) data for South Yorkshire
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: 1774 interviews

=
N
775
1/

transportfocus il i
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Methodology — 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

« 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 O
does not guarantee that the information contained in TPS is fit for any particular purpose. >

\ transportfocus i/ i
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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 26 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

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

2 Tram stop condition Its general condition/standard of maintenance

Its freedom from graffiti’'vandalism

Its freedom from litter

3 Boarding and alighting the tram 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

Its distance from your journey start e.g. home, shops

The convenience/accessibility of its location
6 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
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

9 Information throughout journey The information provided at the tram stop
Route/destination information on the outside of the tram o
The information provided inside the tram =
How satisfied were you with the value for money of your tram journey? tran SpOI’thCUS [ ﬁ
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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 T 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

There are noticeable and interesting differences in the impact of
different themes between the various tram networks.

Tram stop |Information
condition |tAroughout

Timeliness journey
ﬁ%
L transportfocus i/ i
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The Sheffield tramway 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
transportfocus // i
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OO

-0

ar How did you get to the tram stop where you boarded Ii||5 tram today?
transportfocus /'l On oot e 1 e o o
ram Passenger Survey Cyoed o =
Car - dropp-ndoff O O
Gar - and used Park and Ride. O O
Thank you for agreeing to take part in our survey Your views as a passenger are important. Car - parked elsewhere o O
:Ibi:'“"“f““'"_’r";"‘”’“"“""em given oo heport Focus is the official, independent
: EETEITET LR PR L (D L (e B 2 About the tram stop where you boarded this Supertram
There are also questions about your general transport users.
experences at the end. _ . [* 1] Thinking about the tram stop itself, how satisfied were you with the following?
Tram companies, local suthorities and Vary Farly Meaithar Farly Vary Do
All the information you give will be frested in governments act on the survey resulis. They are agisied  Safisfied :;'.i:l-i'sc_m;r diszafizfied  dimzizied  know!rc
- N : =i opirion
the strictest confidence. the evidence we use to seek improvements an Its distance from your journey start e.g. home! shogs O O O O O O
behalf of passengers. The convenience/accessibility of its location.. . ] O ] ] O O
Please fill in the guestionnaire sfter completing your journey with Supertram and return it to us in the reply- Its general condition/standard of maintenance O O m] m] O O
paid envelope provided. Its freedom from graffitifvandalism O (m} O O ) )
If you prefer to fill the questionnaire in online, then please go to www.tramsurvey.co.ukiSheffield Its freedom from litter a m| a a O O
Behaviour of fellow passengers waiting at the stop.._ [H} O [H} [H} O O
q About your journey on Sheffield Supertram The information provided at the tram stop. O O O O O O
ala At which stop did you board this fram? Your personal safety whilst at the tram stop_. [H} O [H} [H} O O
as Owverall how satisfied were you with the tram stop?
Wery satisfied...... oo O Fairly dissafisfied... ..o
@1t Atwhich stop did you leave this tram? Fairly satisfied... u} Very dissatisfied.....
Meither Sa‘tlaﬁEd nor dlssansfed O Dion't knowina opinion
3 Waiting for the tram
@2  Please fill in the time that you boardad the tram today: |:|:| |:|:| Q10 Approximately, how long did you wait for the tram? I:I
Use the 24 hr. clock e.g. 5:25pm is 17:25 (Plegse write the fime in minutes)
Enter your time of boarding into the boxes a5 shown
G11a Did you check any travel information before leaving for the tram stop, to find out when the tram was
a3 What type of ticket or pass did you use for this journey on Supertram? meant to arrive?
BRI e O Day or period MEtum. ..o O L, O N e e e e o
Adult TravelMaster (this includes daily, o Travel for free (this includes senior citizen, o
weekly, monthly, annualy.. ... mability or zero fare pass). @110 Did you check any of the following at the tram stop to find out when the tram was meant to arrive?
Concession using South Yorkshire 18- O Cther o (iplease tick ail that apply)
18 studentpass. L
Electronic display at the stop.__.... O Information posters at the stop.. . O
a4 In what format was your ficket? Onlinz fram times. (m} Disrupfion updates (e.g. Tmmer'Fac:ehqu] O
A standard paper ticket! pass. o A plastic cand you touched on to the fare machine [ Telephonad for information O L= O
A photo card ticket’ pass... O Other format..._..... O
An m-ficket (sent to your mobile phane) o @12  Approximately, how long did you expect to wait for the tram? I:I
[# ] How did you buy that ticket or pass? (Flesse write the time in minutes)
on Tram.......... O Off Tram (this includes ticket machinz, on-lins etc.) O
@13  Thinking about the time you waited for the tram today, was it...
Qe What is the main purpose of your journey on Supertram today? : .
Travelling to! from work O Shopping trip o Much longer than expected... O A little bess !lme than you expected... O
Trawelling tof from education {2.g. college, school O ‘isiting friends or relatives O A lidtle longer than expected... u} Much less time than you expected... O
On company business (or own if seff-employed).......... O Leisure trip (2.g. day ouf O About the length of fime you expected o
On personal business (job interview, bank. postoffice). [ O
Trawelling tof from medical/ other appointment............ O

transportfocus /.
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14 owcabicfisd were you with aach of the fallowing at e tram chop?
tanp ey Hursar Fary any Dent
sl Sdfed  mihkre dmesd dadetsl seowns
ERET = apinien
Thaz gt off Hrvee oo had bo vl for ihe iam. . ] a a a a a
Th ot By of Tre ram (v ng on Boe .. ] a a a a a
4 1On the tram
Q15 Thinking about whan the tram arrved, plescs Indicabs hmnﬂ:mu]wmﬁhhmmm
iy ol Fairy Wy Dot
s S -hrurcr cmEred dmee ot
ESETES o apinion
Pl tirrasitns mionTescn on L outaxs of D b a a a a a a
Thi damningss 4 ca=d@en of e culssde of U am [m] a a a a a
T iz of gty sla e s a a a a a a
Tiaz barggth of brvs & mock i bosand L am [m] [m] [m] [m] [m] [m]
Q18  Thinking about whilst you wess on the fram, plrace Indlosts how caticlisd youw wars with She followding:
ey et Hatar Euy vy st
mizied el omiledire comaed dadeel s
St apinizn
Tha cheaniiness & condion of ihe nelde ol e dam O a a a a a
Thaz informalion prosdded inshde thae ram.. a a a a a a
Buffickenl room dor all fhe passenpers n:-irl.'sh'id a a a a a a
Thaz cimmfion of this Seals ... a a a a a a
T et mmwdinmmhmamvw a a a a a a
Fmﬂhndumhlﬂ:mwmmm-mﬂ
slandingroreing aboui the fram. a a ] a a a
Tz Semperaliee inshde t'-elm'n... - a a a a a a
Wour personal security whitst on the ram. a a a a a a
Tz anesunt of Bz ez joumey ook ... a a a a a a
‘Emooinnassiresdom tm‘.l\:\lirudLrnnﬂ'c ﬁ.r"lc'\l a a a a a a
Thaz ease of geiing off e am.... a a a a a a
@17  Did you gets ceed on the tam?
oo —foralof fhe joumey. ... O] Pl — bol you wene haopy i slandohose nol o st
Yk — for part of the jCumey. ... O o — bl wond wokd b leed @ seat....... ..

@13a Wmmmmymmhmm-mywmmmmmmr
Joamay?

PP PRPUP I |

12k I pes Which of the folowing wers the resconish for this? (Pleass tiok aiY that sz

Fassengers drindngiundier e nfuence ol aochad 0O
Fassengers taidngiunder the influence of drigs..
BlENNE O Il Enineg DEhasior, i

ooooon

Fassangers nol paing ther lanes..
ol o Saiits. .

S8  Wi=o your Joumey on !Lmh'u'nhd-w:hl-ﬂudddl?

Fusic baxingy plargind boudly..

Chhazr [T i)

[

oooono

QI Thinking about any 3upsriram ciaff you ancountarsd on your foamsy, peacs Indicats how
the falloading:

Tha appearance of army skl
Ammmmmmugﬂtmﬂwﬂdi
Thaz Fezinfisiress and aittice of the Siaf
Thaz saleby of The driving (le. apprnpﬂat:nﬂs
Saiindl, drfwir conoEnirating L

Thaz Enersd odge of e sfafl.. _ ..

caticfied yow ware with sach of

Faify Wy Derl
smesxed dnapiies ez
aginicn
a a a
a a a
[m] o [m]
a a a
[m] o [m]

Wour owerall opinion of the jourrsy you mads when ghaen thic questicnmairs
Drarall, tnking averything Inte sezount trom ciart S end of &l Journsy, how cefichiad wera you with

ou journey on m-h'am‘inmy?
ey salkslnd... I n |
Fadrty sarisfied .. -~ O
Mﬂm'iilsﬂbdru'diﬂlﬁcd....... . O

Fadrty dessatisfed. .
ey dasatshed. . ..
Con't kmoé’ no opnion. ..

- USRI u |

¥ comathing oould have bean Improved on vour [curney on Supsciram Sodey what wouwld It have besn?

Hiow caticfied wers you with the _fnrrrmnrymrmru'r on Juperiram?

ipry salisied. a
Fairty satshed .. o
Bather salsfiod nor dssatisted o

Wour opinkon of Jupariram gensraly

Fadrty dssaliPod
Wy o st s,
Con't lum'rrnopnbn. P

oono

WHEM AN SWERING THIZ 3ECTION FLEA EE COMEIDER BUPERTRAM EERVICEE GENERALLY
HOT JUET THE JOURKEY VOU MADE WHEN BIVEN THI S ZUE ETIONNAIRE)

Gida  Hiow would you reds Superiram cardosc for the Tolkosdng:

Wy e Fairy taiw Fairy Wy
a= gocrrer e ==
oo
E:Jsﬁornmrahbcd amenies (e, shops, foasitals, Rsue [m] =] [m] =] a
os) -
o R i — ren e — ] [ u] ] ] a
QIdb  And ko caticfisd are you overall wisth Jupsritam cardosc far tha Tollosing:
vary Eery Lt Fasy vy =]
adde S maeity tmewsd doaee ooz
il opinicn
Ease of busing pwour tickel. [ m] ] a ] a [m]
Fealianiity [running on Gme) ... .. a a a a a a
Frosguenay | hiow oflen T ames nan . [ m] ] a ] a ]
Fange of tokels aealatie.. ... .. =] [m] a =] [u] =]
FRange of payment opbions avalable o [} a a a a
Cusnmer serdor .. ... - [u] o a [m] a [m]
Qe How often do you Syploally travel on the Supertram?
Pl Aok tha Oinsmct 40 pour fregpmncy of frem uos)
S mone days awesk. ... O ol @ .. - i |
2004 s @WK, Lizss frequl. . =]
Cnce of tefoe a week .. ... O 'I'I'Hlsﬂ'-:irsl:ll'mll'ﬂm mdlhcﬁmd.':'n a
Ornceatorigghl. ... ... O

N7
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Q26 "I'I: you have used Supertram before, how typical would you say today's experience was?

Much better than usual.... O A little worse than wsual . a
A little better than usual... O Much wars= than usual... a
Aboutthe sameaswsual.. ... O

@27 To what extent do you agree, or disagree, with the following statement?

‘Investment in the Supertram system, to enable it to continue to operate reliably into the future, is essential to
support regional growth’

Strongly agree..

Meither agree nor disagree

Disagres... ...
Strongly disagree.
Dan’t knowr.

oooooo

T About you

In this final section we ask for some information about you, some of which, like your health and sthnicity, is considersd
to be sensitive information. Any information you give us here is used for research purposes only and not to identify any
particulsr individual. You are also free fo decide whether you want to give us this information ar not.

‘We ask theze guestions so that we can understand how different passengers’ expeniences vary, 5o, for example. what
do younger passengers think comparsd fo thoss who are middle aged or of retirement age.

A Are you?

] O
Prefer another term._. O O
QB Are you...?
1610 18 O A5 to 44
1Bt 21. O 45 to 64
221025, O 5B to 6O
2610 34 O G0 fo 64
ac Which of the following best describes your ethnic background?
et e e e e o |
Mixed/multiple ethnic groups... O O
Asian or Asian Brtish.. O O
Orther ethnic group. .. O Prefer not to say.... O
ap In terms of having a car to drive, which of the following applies?
“ou have a car available and don't mind You have 3 car available but prefernotto drive O
driving . o
You don't have a car available... ]
QE How often are you able to ask someone else to drive you for local journeys?
All or most of the time. O *ou don't have anybody you can ask.. O
Some of the time.......... O Mot applicable O

GF Are you affected by any physical or mental health conditions or illnesses lasting or expected to last 12
months or more? (Flezse tick all thaf apply)

Ma. none. O Yes...
Prefer not to say..

O

QG And finally, to help us get a better picture of tram services at a local level, it would be helpful if you
could provide us with your home postcode.
If you prowide it, this will be used to help understand tram usage snd make improvements locally. Your
posteade will not be used to identify you personally and will only b= used for research purposes.

Please write in your home postcode here Live outside the UKL ... O

O e

Your response to this survey is being collected by AECOM on behslf of Transport Focus. Any personal data you prowvide
will be held in strict confidence and stored securely and in sccordance with all legislation gowerning the protection of
personal information, including the Data Protection Act 2013 and the General Cats Protection Regulation (GOPR). W
will not make your personal information available to anyones without your knowledge or consent. |t will be

used solely for the purposes of this research and guality control. and no sales or marketing contact will result from this
survey.

*ou have the right to access, withdraw your consent to use, and object o processing of your sensitive information. For
further information about your legsl rights and how fo exercise thess, please visit secom.com/privacy-policy or email
AECOM's Data Protection Officer at privacyguestions@aecom.com.

‘W may share the responses to the gquastions in this sureey, including postcode (if you have provided this) with other
organisations that have a legitimate interest in the survey data, such as. but not Bmited to, local transport authorities,
government departments, tram aperating companies and scademic institutions. Any organizations receiving this data
will also be subject to the same restrictions and obligations under GOFPR.

#As some of the information wee ask for in the "about you' s=ction is considerad o be sensitive information we reguire your
consent far this sensitive information te be stored and processed as described abowe.

Please canfirn whether or not you consent fo this:
Yeslconsent..._.. .. ... a No, ldonotconsent_.___....______.._____......_ 0O

If you hawve any gqueries about this survey or how your data will be used please contact Jodie Knight at AECOM on 0181
B27 8328, |f you would like to check that this survey is genuing, you can contsct the Market Researnch Socisty on 0800
BT50598 or wwnwmrs.org.uk who will venfy AECOM's status as a lepitimate markst research organisation.

To find out more about the Tram Passenger Survey or Transport Facus’ work visit our website

{wrenw transportfocus org.uk) or follow us on Twitter {@transportfocus).

If you would be happy to panicipate in future research projects about the transport industry for Transport Focus pleaze
complete the contact details below.

Thank you for completing this gquestionnaire.

Mame: |

Emai address: | |

Please retum it in the envelope provided or use the following Freepost address:

Freepost RTCU-LLTT-UHJA
AECOM Limited

AECOM House

179 Moss Lans

HALE

WWA15 8FH
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