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The National Rail Passenger Survey (NRPS) has measured 
passengers’ experience with rail journeys for many years, 
supporting transport policy and service planning.

The traditional approach to these surveys (face-to-face 
recruitment of passengers at the point of/during the taking of, 
their journey) has provided high quality, robust data. However, it 
has also constrained the evolution of passenger experience 
measurement to what can be achieved using this benchmark 
methodology.

Covid-19 forced, for the first time, the suspension of these 
ongoing research programmes in 2020 and disrupted the data 
continuity they provided.

Transport Focus has conducted significant work to explore and 
test possible future methodologies for rail passenger surveys, 
and as a result, conducted this research to further refine future 
approaches and determine the volume of responses that can be 
achieved in different scenarios

This project has taken an opportunity

• to review and help evolve the way in which passenger 

experience is measured

• To identify what response rates and completion rates can be 

expected in different scenarios

• to take advantage of new technologies and the efficiencies they 

could provide to future passenger experience measurement

26203/Rail  Satisfaction Survey: method development/Report/Restricted
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Sampling
How we started

Sampling development
How the approach changed

Locations

• Two locations were chosen – the Southern region and the Scotland
Approach

• Fieldwork conducted between 4th-27th March 2022
• Intercept recruitment by interviewers with tablet and short screener
• Respondent asked which option they are happy to complete the 

survey with:
• Online (scanning QR code, being sent email or SMS with 

survey link, taking down short online link or taking a paper 
QR code/short l ink leaflet)

• If no to online: by completing a paper questionnaire
• Respondents were only approached when waiting to board a train at 

the station, except for specifically targeted disembarking shifts 
where only those disembarking from trains were approached

• Some shifts were also completed on the train, on randomly selected 
routes, to compare response rates to the former NRPS surveys. 

Eligibility and questionnaire

• Respondent to be about to take a train, or have just made a train 
journey

• Respondent completed a short version of the questionnaire, and 
were then given the option in the survey to continue with long 
questionnaire.

• Two versions of the long survey were offered, with 50% randomly 
assigned to complete each.

During fieldwork, it became obvious that certain regions were 
harder to recruit, given the timing of fieldwork and the 
demand for face to face fieldwork. As such, recruitment in the 
Scotland was affected. 

In addition to this, some shifts had to be moved to different 
stations where these were impacted due to closures though 
many of these were in close vicinity to the original location.

26203/Rail  Satisfaction Survey: method development/Report/Restricted

This report

Results in this report are shown for all  responses to the survey, regardless of which 
test sampling cell they were derived from.  Data has not been weighted in any way.

The data in this report does not come from a truly representative sample , since 
the primary objective of this research was to test the methodology. 

Results in this report have been shown by the following key demographics

• Age

• Gender

• Daypart (Peak: Weekdays 06:00-09:59 and 16:00-18:59, Offpeak: weekdays 
before 06:00, 10:00 – 15:59, or after 18:59, Weekends)

• Journey Purpose (commute, business, leisure)

• Disability

• Train operating company (TOC – ScotRail and Scotland other)

Questionnaire

All respondents completed the ‘short’ core questionnaire.  Respondents taking 
part online were then offered the option of completing more questions if they 
were happy to, and were assigned to complete either the ‘long’ questionnaire (a 
further 17 questions based on those asked in previous research) or the ‘NRPS’ 
questionnaire (a further 24 questions based on questions asked on the National 
Rail Passenger Survey in 2019).

Some of these questions were the same in both versions of the questionnaire –
where that is the case, responses have been combined.

*’Scotland Other’ includes all TOCs not individually mentioned here, including TOCs using the East and West Coast mainlines  
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Results in this report give an indication of satisfaction in the area covered by this research (including by sub-groups shown). However 
results should be treated with considerable caution for the following reasons:

• Tables and graphs of results in this report are shown for all responses to the survey, regardless of whether the shifts were done at 
station (in a similar way to NRPS) or whether the response came from a test shift; 

• Data has not been weighted in any way;

• The data in this report is unlikely to come from a truly representative sample, since the primary objective of this research was to test 
the methodology;

• Sample sizes for some factors are relatively low; 

• If making comparisons with previous satisfaction data, the composition (e.g. by journey purpose) may also be different, and some
question wordings on particular topics may also be different.

However, of the factors with larger sample sizes on ScotRail (including punctuality/reliability, value for money and level of crowding), 
passenger satisfaction in March 2022 did appear to be generally at a similar level to two years ago.

26203/Rail  Satisfaction Survey: method development/Report/Restricted
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Age of respondent

45% 45% 44%
32% 31% 34%
14% 14% 15%8% 9% 6%

Total Answered
'short survey'

only

Answered
more detailed

questions

16-34 years 35-59 years

60+ Prefer not to say

40% 40% 39%

57% 56% 59%
3% 3% 2%

Total Answered
'short survey'

only

Answered
more detailed

questions

Female Male Prefer not to say

16% 12% 22%

61% 60%
63%

22% 27% 15%

Total Answered
'short survey'

only

Answered
more detailed

questions

Disability No disability

Prefer not to say

Gender of respondent

46% 46% 45%
35% 35% 35%
19% 20% 19%

Total Answered 'short
survey' only

Answered more
detailed

questions

Peak Weekday offpeak Weekend

38% 36% 42%
7% 7% 7%

55% 57% 51%

Total Answered 'short
survey' only

Answered more
detailed

questions

Commute Business Leisure

Disability Ethnicity

74% 70% 80%

5% 4% 7%21% 25% 13%

Total Answered
'short survey'

only

Answered
more detailed

questions

White BAME Prefer not to say

Day part
Journey purpose Train Company

88% 89% 86%

11% 9% 13%

Total Answered 'short
survey' only

Answered more
detailed

questions

ScotRail Other TOCs

Scotland Rail Satisfaction Survey: method development results Total=719, Short survey only: 455, Long survey: 264
Note: The longer version of the survey was only available online, which may have impacted on the demographic profile differen ces
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Where you spoke to our interviewer about this survey?

4%

87%

10%

On board a train

At my departure station

At my arrival station

Scotland Rail Satisfaction Survey: method development results Total = 719

Where did you speak to our interviewer about this survey? What was the main purpose of this journey?

Purpose of trip %

Commuter Business Leisure

38 7 55
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What type of ticket did you use for this journey? 

Ticket type %

Anytime / 
Peak, 33

Off-Peak, 46

Season, 5

Advance 
(booked 

train only), 
11

Other, 5

Scotland Rail Satisfaction Survey: method development results Total = 719, Detailed ticket type (analysis is based on a subset of passengers) = 126
*Off peak tickets refer to off-peak/super off-peak day/single/return. Anytime tickets refer to anytime single/return (including day tickets) 

1

1

2

5

13

32

46

Contactless card

Oyster Pay as you go

Free travel pass (e.g. freedom pass)

Day travelcard

Rail Staff Pass/Privilege Ticket/Police Concession

Annual season ticket

Special promotion ticket (e.g. rover ticket)

Other

Weekly or monthly season ticket

Advance

Anytime tickets*

Off-peak tickets*

Detailed ticket type %
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What was the approximate scheduled departure time for this journey?

Scotland Rail  Satisfaction Survey: method development results Total = 719, Weekday = 579, Weekend = 140

Time of day %

9

19

39

25

7

1

5

19

38

32

6

1

Early morning (before 7am) Morning - 7:01am-9.59am
(Mon-Fri peak)

Daytime - 10am-3.59pm (Mon-
Fri off-peak)

Evening - 4:00pm-6.59pm
(Mon-Fri peak)

Late evening (7pm onwards) Don’t know

Weekday Weekend

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN
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Age and gender

Scotland Rail Satisfaction Survey: method development results =719

Age %

45

32

14

8

16-34 35-59 60-81+ Prefer not to say

Gender %

40

57

3
Male

Female

Prefer to self-describe

Prefer not to say
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Disability and ethnicity

Scotland Rail Satisfaction Survey: method development results Disability = 719, Ethnicity = 719 *Passengers could have more than one disability

Disability %*

61

8
2 3 3 1 1 1 1 2

22

No Disability Yes: Mental health Yes: Mobility or
Dexterity

Yes: Stamina or
breathing or fatigue

Yes: Socially or
behaviourally

Yes: Difficulty with
learning

Yes: Vision Yes: Hearing Yes: Memory Something else Prefer not to say

74

1 2 1 0 0 0

21

White Mixed/multiple ethnic

groups

Asian or Asian British Black, African/Caribbean

or Black British

Chinese Arab Other ethnic group Prefer not to say

Ethnicity %
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How would you rate the experience on the train for the following…?

4% 4% 3% 8% 3%
5% 5% 8%

11%
7%

8% 7%
13%

19%

17%

34%
28%

41%

36%
44%

49% 56%

35%
26% 29%

Sufficient room for all
passengers to sit/stand

comfortably (n=703)

Punctuality/ reliability of the
train (n=705)

Cleanliness inside the train
(n=708)

Toilet facilities on board
(n=393)

Sufficient ventilation on board
the train (n=681)

Very good

Fairly good

Neither good
nor poor
Fairly poor

Scotland Rail  Satisfaction Survey: method development results

NET ‘Good’ 83% 83% 76% 62% 73%
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How satisfied were you with your overall journey on taking into account where you boarded the train, 
and the train you travelled on? How satisfied were you with the value for money for your journey? 

2%
11%3%

15%

9%

18%45%

29%

41%

26%

Overall satisfaction with the journey (n=708) Value for money (n=709)

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

NET 
‘Satisfied’

86% 55%

Scotland Rail  Satisfaction Survey: method development results



Scotland– Type of Journey and 
reason for rail travel
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What was the main purpose of this rail journey?

38%
49%

33%

11%

38% 38% 36% 36%

7%

4%

12%

4%

8% 6% 5% 7%

55%
47%

55%

85%

54% 56% 59% 56%

Total 16-34 35-59 60+ Male Female Disability No disability

Commute Business Leisure

Age Gender Disability

Scotland Rail  Satisfaction Survey: method development results Total = 719  Age: 16-34 = 321, 35-59 = 232, 60+ = 101 Gender Male = 285 Female = 413, 
Disability Yes = 112 No= 439
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What was the main purpose of this rail journey?

38%
47%

39%

16%

7%

8%
8%

2%

55%
45%

52%

82%

Total Peak Weekday Offpeak Weekend

Commute Business Leisure

Daypart

Scotland Rail  Satisfaction Survey: method development results Total = 719 Daypart Peak = 328, Weekday Offpeak = 251, Weekend = 140
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What was the main purpose of this rail journey?

38% 42%

10%

7% 5%

22%

55% 53%
68%

Total ScotRail Other TOC

Commute Business Leisure

TOC

Scotland Rail  Satisfaction Survey: method development results Total = 719 ,ScotRail  = 632, Other TOC=77
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What type of ticket did you use for this rail journey?

33%
41%

28%
19%

31% 34% 28% 33%

46%
42%

52%

51%

51% 44%
49%

47%

5%
5%

6%

0%

3% 7% 5%
5%

11%
8% 11%

21%

12% 10% 14% 11%
5% 3% 3% 9% 4% 5% 6% 4%

Total 16-34 35-59 60+ Male Female Disability No disability

Anytime / Peak Off-Peak Season Advance (booked train only) Other

Age Gender Disability

Scotland Rail  Satisfaction Survey: method development results Total = 719, Age: 16-34 = 321, 35-59 = 232, 60+ = 101, Gender Male = 285, Female = 413, 
Disability Yes = 112, No = 439
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What type of ticket did you use for this rail journey?

33% 36% 35%

18%

47% 44%

21%

46% 41% 46%

61%

32%
22%

59%

5% 8% 3% 2%
13%

0%

1%

11% 11% 9% 13%
3%

32%
14%

5% 3% 7% 6% 5% 2% 5%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Anytime / Peak Off-Peak Season Advance (booked train only) Other

Daypart Journey Purpose

Scotland Rail  Satisfaction Survey: method development results Total = 719, Daypart Peak = 328, Weekday Offpeak =251, Weekend = 140 Journey Purpose 
Commute = 275, business = 50, leisure = 394

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN
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What type of ticket did you use for this rail journey?

33% 36%

7%

46%
48%

34%

5%
6%

0%

11% 5%

58%

5% 5% 1%

Total ScotRail Other TOC

Anytime / Peak Off-Peak Season Advance (booked train only) Other

Scotland Rail  Satisfaction Survey: method development results Total = 719 ,ScotRail  = 632, Other TOC=77

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

TOC
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How often do you currently travel by train?

19%

25%

10%

12%

14%

9%

12%

0%

Daily

A few times a week

About once a week

About once a fortnight

About once a month

About once every 2 to 3 months

Less often

It was the first time

Scotland Rail Satisfaction Survey: method development results Long/NRPS questionnaire Total = 259
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Which methods of transport did you use to get to station?*

50%

16%

15%

14%

4%

3%

5%

On foot/walked

Another train

Car

Bus/coach

Taxi

Tram/Metro/Underground

Other

Scotland Rail Satisfaction Survey: method development results NRPS Total = 131 *Respondents could tick more than one form of transport for this 
question



Scotland – At the station
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We would now like your opinion on your origin station for this journey. How would you rate the station facilities for…?

40%

14%

48%
34%

12% 18%

44%

15%

13%

11%

13%

14%
14%

17%

21%

37%

19%

26%

27%

35%

24%

24%
37%

21% 27%

47%
32%

15%

Availability of wifi (141) Ticket buying facilities
(150)

Toilet facilities at the
station (140)

Facilities for bicycle/car
parking (187)

Shelter facilities (104) Availability of seating
(188)

Choice of
shops/eating/drinking

facilities available (178)

Very good

Fairly good

Neither good
nor poor

Fairly
poor/Very
Poor

NET ‘Good’

Scotland Rail  Satisfaction Survey: method development results NRPS Questionnaire

45% 53%73% 41% 74% 68% 39%

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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We would now like your opinion on your origin station for this journey. How would you rate the station facilities for…?

10%
17%

9% 6%
16%

5% 6% 8%
6%

18%
19%

11%

15%

11%
17% 13%

32%

31%
36%

44%

36%

30%
32% 40%

53%

34% 36% 40% 33%

54%
45%

38%

Provision of
information about

train times/platforms
(199)

Connections with
other forms of public

transport (165)

Upkeep/repair of the
station

buildings/platforms
(118)

Cleanliness of the
station (200)

Availability of staff at
the station  (173)

Attitudes and
helpfulness of the

staff  (145)

Your personal security
whilst using that

station (187)

Overall station
environment (201)

Very good

Fairly good

Neither good
nor poor

Fairly
poor/Very
Poor

NET ‘Good’ 85% 65% 71% 84% 69% 84% 77% 78%

Scotland Rail  Satisfaction Survey: method development results NRPS Questionnaire

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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While at the origin station, did you ask staff for help or information?

Scotland Rail  Satisfaction Survey: method development results NRPS Questionnaire Total = 131

11%

5%

10%

74%

Yes - asked for help

Yes - asked for information

No - couldn't find anyone to ask

No - didn't need help/information
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Overall, how satisfied were you with your origin station?

1%
6%

12%

41%

40%

Total

Very satisfied

Fairly satisfied

Neither satisfied nor
dissatisfied

Fairly dissatisfied

Very dissatisfied

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire = Total 263

NET ‘Satisfied’ 81%

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents



Scotland – on the train
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Very satisfied

Fairly satisfied

Neither satisfied nor
dissatisfied

Fairly dissatisfied

Very dissatisfied

Overall, how satisfied were you with the train you boarded for your journey?

2%
6%
8%

44%

40%

Total

Scotland Rail  Satisfaction Survey: method development results NRPS Questionnaire = 130

NET ‘Satisfied’ 84%

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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How would you rate the experience on the train for the following…?

4% 6% 3% 0% 4% 3% 4% 4%
5% 7%

3%
2%

7% 4% 7% 4%
7%

10%

6%
0%

8%
6%

5% 6%

28%

32%

25%

17%

27%
28%

33%
26%

56%
45%

63%

81%

53% 59%
50%

61%

Total 16-34 35-59 60+ Male Female Disability No disability

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

Scotland Rail  Satisfaction Survey: method development results = 705, Age: 16-34=314, 35-59=230, 60+=99, Gender Male=278, Female=408, Disability 
Yes=111 No=433

NET ‘Good’ 83%

Age Gender Disability

77% 88% 98% 81% 87% 84% 86%
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Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

How would you rate the experience on the train for the following…?

4% 6% 3% 1% 8%
0% 2%

5% 8%
2% 4%

8%

0%
4%

7%
6%

10% 4%

11%

2%
5%

28% 26% 31%

25%

31%

25%

26%

56% 54% 53%
64%

43%

73%
63%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Scotland Rail  Satisfaction Survey: method development results = 705, Daypart Peak=325, Weekday Offpeak=245, Weekend=135, Journey Purpose 
Commute=272, business=48, leisure=385

NET ‘Good’

Daypart Journey Purpose

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

83% 80% 84% 90% 74% 98% 89%
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Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

How would you rate the experience on the train for the following…?

4% 5% 0%
5% 6%

3%

7% 8%

1%

28% 29%

22%

56% 53%

74%

Total ScotRail Other TOC

Scotland Rail  Satisfaction Survey: method development results = 705, ScotRail  =621 , Other TOC = 74

NET ‘Good’ 83% 82% 96%

TOC
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How would you rate the experience on the train for the following…?

3% 4% 3% 0% 4% 3% 5% 2%
8% 8% 7%

3%
5% 10% 11%

7%

13%
18%

6%
8%

13%
12%

15%

10%

41%
39%

45%
41%

43% 40%
39%

42%

35% 30%
38%

48%
36% 36% 30%

39%

Total 16-34 35-59 60+ Male Female Disability No disability

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

Scotland Rail  Satisfaction Survey: method development results = 708, Age: 16-34=315, 35-59=230, 60+=100, Gender Male=280 Female=408, Disability 
Yes=111 No=435

NET ‘Good’ 76%

Age Gender Disability

70% 83% 89% 79% 75% 68% 81%
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Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

How would you rate the experience on the train for the following…?

3% 4% 3% 3% 5% 2% 2%
8% 12%

4% 5%
11%

6% 6%

13%
11%

16% 11%

16%

12% 10%

41% 38% 46%
38%

42%

41% 40%

35% 35% 31%
43%

26%
39% 41%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Very poor Fairly poor Neither good nor poor Fairly good Very good

Scotland Rail  Satisfaction Survey: method development results = 708, Daypart Peak=326, Weekday Offpeak=248, Weekend=134, Journey Purpose 
Commute=270, business=49, leisure=389

NET ‘Good’

Daypart Journey Purpose

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

76% 73% 77% 81% 68% 80% 81%
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How would you rate the experience on the train for the following…?

Scotland Rail  Satisfaction Survey: method development results = 708, ScotRail  =622 , Other TOC = 76

NET ‘Good’

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

3% 4% 0%
8% 8%

5%

13% 14%

7%

41% 42%

29%

35% 32%

59%

Total ScotRail Other TOC

76% 74% 88%

TOC
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How would you rate the experience on the train for the following…?

8% 10% 6% 0%
9% 6% 7% 7%

11% 11%
12%

7%

8% 13% 13% 9%

19%
24%

15%

16%

20% 19%
24%

20%

36%
33%

38%

42%

39% 33%
35%

38%

26% 23%
30% 36%

24% 29%
20% 26%

Total 16-34 35-59 60+ Male Female Disability No disability

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

Scotland Rail  Satisfaction Survey: method development results = 393, Age: 16-34=204, 35-59=108, 60+=45, Gender Male=179 Female=202, Disability 
Yes=54 No=235

NET ‘Good’ 62%

Age Gender Disability

55% 68% 78% 63% 62% 56% 64%
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Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

How would you rate the experience on the train for the following…?

8% 8% 10% 4%
13%

5%

11% 15% 6% 14%

17%

8%

19% 16% 27%
10%

23%

16%

36% 35%
35%

38%

30%

39%

26% 26% 21%
34%

18%
32%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Very poor Fairly poor Neither good nor poor Fairly good Very good

Scotland Rail  Satisfaction Survey: method development results = 393, Daypart Peak=172, Weekday Offpeak=142, Weekend=79, Journey Purpose 
Commute=151, business=29, leisure=213

NET ‘Good’

Daypart Journey Purpose

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

62% 56% 72% 48%

Base is too low 

71%62%
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How would you rate the experience on the train for the following…?

NET ‘Good’

8% 9%
0%

11% 12%

9%

19% 21%

7%

36%
35%

47%

26% 23%
38%

Total ScotRail Other TOC

62% 58% 84%

TOC

Scotland Rail  Satisfaction Survey: method development results = 393, ScotRail  =327 , Other TOC = 58
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How would you rate the experience on the train for the following…?

3% 3% 3% 1% 4% 2% 4% 3%
7% 7% 6% 6% 5% 9% 8% 6%

17% 19%
13% 14% 13%

19% 22%
16%

44% 45%
45% 43%

48%
40%

40%
43%

29% 26%
33% 35% 29% 30% 26%

32%

Total 16-34 35-59 60+ Male Female Disability No disability

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

Scotland Rail  Satisfaction Survey: method development results = 681, Age: 16-34=308, 35-59=219, 60+=93 Gender Male=275 Female=386, Disability 
Yes=109 No=414

NET ‘Good’ 73%

Age Gender Disability

70% 78% 78% 78% 70% 66% 75%
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Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

How would you rate the experience on the train for the following…?

3% 2% 3% 5% 3% 4% 2%
7% 9% 5% 7% 9% 11%

6%

17% 18%
16% 16%

21% 13%
14%

44% 41% 47% 44%
44% 51%

42%

29% 29% 29% 29%
22% 21%

35%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Very poor Fairly poor Neither good nor poor Fairly good Very good

Scotland Rail  Satisfaction Survey: method development results = 681, Daypart Peak=312, Weekday Offpeak=237, Weekend=132, Journey Purpose 
Commute=261, business=47, leisure=373

NET ‘Good’

Daypart Journey Purpose

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

73% 70% 76% 73% 66% 72% 77%
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How would you rate the experience on the train for the following…?

NET ‘Good’

3% 3% 0%
7% 8%

5%

17% 18%

12%

44% 43%

48%

29% 28%
35%

Total ScotRail Other TOC

73% 71% 83%

TOC

Scotland Rail  Satisfaction Survey: method development results = 681, ScotRail  =597, Other TOC = 75
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How would you rate the experience on the train for the following…?

4% 3% 3% 4% 5% 2% 8% 2%
5% 5% 5% 1% 5% 5%

3%
5%

8% 12%
6%

5%
9%

7%
8%

7%

34%
41%

28%
20%

33%
34%

34%
31%

49%
39%

58%
70%

49% 51% 47%
54%

Total 16-34 35-59 60+ Male Female Disability No disability

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

Scotland Rail  Satisfaction Survey: method development results = 703, Age: 16-34=311, 35-59=230, 60+=100, Gender Male=280, Female=403, Disability 
Yes=111 No=429

NET ‘Good’ 83%

Age Gender Disability

80% 86% 90% 81% 85% 81% 85%
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How would you rate the experience on the train for the following…?

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

4% 3% 3% 6% 5% 2% 3%
5% 4% 6% 6% 7%

2% 4%
8% 9% 7%

9% 9%

6%
8%

34% 34% 37% 28%
39%

31%
31%

49% 50% 47% 51%
40%

58% 55%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Scotland Rail  Satisfaction Survey: method development results = 703, Daypart Peak=324, Weekday Offpeak=245, Weekend=134, Journey Purpose 
Commute=269, business=48, leisure=386

NET ‘Good’

Daypart Journey Purpose

83% 84% 84% 79% 79% 90% 85%
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How would you rate the experience on the train for the following…?

Very good

Fairly good

Neither good
nor poor

Fairly poor

Very poor

4% 4% 3%
5% 5% 4%
8% 8%

5%

34% 35%

28%

49% 48%
60%

Total ScotRail Other TOC

Scotland Rail  Satisfaction Survey: method development results = 703, ScotRail  =619 , Other TOC = 75

NET ‘Good’ 83% 83% 88%

TOC
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How would you rate the train you boarded for that journey in terms of:

18%
10% 12% 9% 9%

37%

16%

34%

20% 19%
14% 13%

14%

9%

29%

40% 43%
44% 43%

24%

31%

19%
29% 25%

33% 35%
25%

44%

Space for bicycles (n=85) Space for luggage
(n=162)

Comfort of the seats
(n=130)

Upkeep and repair
(n=127)

Cleanliness of the
outside of the train

(n=165)

Reliability of Internet
connection (n=142)

Availability of power
sockets (n=159)

Very good

Fairly good

Neither good
nor poor

NET Poor

NET ‘Good’ 48% 69% 68% 77% 49%78%

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire

75%

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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How would you rate the train you boarded for that journey in terms of:

20%
6% 11% 6% 12%

27%

15%
19%

19% 14%

30%

33%

43%
35%

40%

22%

45%
27%

40% 34%

Availability of staff on the train
(n=172)

Helpfulness and attitude of staff on
the train (n=156)

The step or gap between the train
and the platform (n=182)

Your personal security whilst on
board the train (n=190)

Provision of information during the
journey (n=119)

Very good

Fairly good

Neither good
nor poor

NET Poor

NET ‘Good’ 70% 75% 74%

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents

52% 78%
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Thinking about this journey, how would you rate the train company for the following…?

18%
7% 12% 6%

11%

7%
11%

14%

38%

37%

44% 44%

33%
50%

33% 36%

Frequency of the trains on this route
(n=253)

Length of time the journey was scheduled to
take (n=260)

Connections with other train services (n=91) The information provided during the
journey (n=126)

Very good

Fairly good

Neither good
nor poor

NET Poor

NET ‘Good’ 71% 87% 77%

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire 

80%

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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Did you get a seat on the train? And did anyone sit next to you on the train?

89%

3%

2%

2%

3%

Yes – for all of the journey

Yes – for part of the journey

No – I could have got a seat, but was 
happy to stand

No – I could not get a seat, but was happy 
to stand

No – but I would have liked a seat

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire – seat/no seat on the train = 264, anyone sat next to/not = 123

18%

23%

59%

Total

No – I was sat alone for 
the journey.

Yes – someone I didn’t 
know sat next to me

Yes – someone I knew 
sat next to me

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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Did you experience a delay? How was the delay dealt with?

22%

20%

31%

10%

16%

Very good

Fairly good

Neither good nor poor

Fairly poor

Very poor

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire Delay experienced/not = 264, Rating of how delay was dealt with 
= 49

CAUTION: NOTE LOW BASE SIZE

81%

19%

No delay Yes, I experienced a delay

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents



Scotland – Overall 
satisfaction
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Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly
dissatisfied

Very dissatisfied

How satisfied were you with your overall journey taking into account where you boarded the train, and the train you travelled on?

2% 2% 1% 1% 3% 0% 2% 1%3% 4% 3% 2% 2% 4% 5% 3%
9%

14%
5% 2%

10% 8%
9% 8%

45%
48%

45%

36%

48%
43%

49%

40%

41%
32%

46%
59%

37%
45%

35%
47%

Total 16-34 35-59 60+ Male Female Disability No disability

Scotland Rail  Satisfaction Survey: method development results = 708, Age: 16-34=316, 35-59=229, 60+=100 Gender Male=279, Female=409, Disability 
Yes=110 No=437

86%

Age Gender Disability

80% 91% 95% 85% 88% 84% 87%NET ‘Satisfied’
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Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly
dissatisfied

Very dissatisfied

How satisfied were you with your overall journey taking into account where you boarded the train, and the train you travelled on?

2% 2% 1% 1% 2% 0% 2%3% 6%
1% 1% 6% 4% 1%

9% 8%
11% 10%

13%
10% 6%

45% 43% 49% 42%

48%

43%
43%

41% 41% 38%
45%

31%
43% 47%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Scotland Rail  Satisfaction Survey: method development results = 708, Daypart Peak=326, Weekday Offpeak=245, Weekend=137, Journey Purpose 
Commute=271, business=49, leisure=388

NET ‘Satisfied’

Daypart Journey Purpose

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

86% 84% 87% 87% 79% 86% 91%
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Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly
dissatisfied

Very dissatisfied

How satisfied were you with your overall journey taking into account where you boarded the train, and the train you travelled on?

2% 2% 0%
3% 3% 5%
9% 10% 7%

45% 46%

33%

41% 39%

55%

Total ScotRail Other TOC

Scotland Rail  Satisfaction Survey: method development results = 703, ScotRail  =622 , Other TOC = 76

86% 85% 88%

TOC

NET ‘Satisfied’
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Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly
dissatisfied

Very dissatisfied

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

11% 17%
7% 3%

14% 8% 9% 9%

15%
19%

13%

6%

14%
17% 17% 14%

18%

21%

19%

9%

19% 16%
24%

16%

29%

24%

36%

32%

34%
27%

24%
33%

26%
19% 24%

50%

20%
31% 27% 28%

Total 16-34 35-59 60+ Male Female Disability No disability

Scotland Rail  Satisfaction Survey: method development results = 709, Age: 16-34=315, 35-59=229, 60+=101, Gender Male=281 Female=408, Disability 
Yes=109 No=435

55%

Age Gender Disability

43% 60% 82% 54% 58% 50% 61%NET ‘Satisfied’



56

Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly
dissatisfied

Very dissatisfied

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

11% 11% 13%
6%

19%
6% 6%

15% 17% 14%
14%

23%

15% 10%

18% 17% 19%
22%

21%

23%

16%

29% 30% 29%
29%

22%
43%

33%

26% 26% 25% 29%
15% 13%

35%

Total Peak Weekday Offpeak Weekend Commute Business Leisure

Scotland Rail  Satisfaction Survey: method development results = 709, Daypart Peak=324, Weekday Offpeak=247, Weekend=138, Journey Purpose 
Commute=272, business=47, leisure=390

Daypart Journey Purpose

CAUTION: NOTE LOW BASE SIZES (MARKED IN RED) BASES UNDER 30 NOT SHOWN

55% 55% 54% 58% 37% 55% 68%NET ‘Satisfied’
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Very satisfied

Fairly satisfied

Neither satisfied
nor dissatisfied

Fairly
dissatisfied

Very dissatisfied

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

Scotland Rail  Satisfaction Survey: method development results = 709 , ScotRail  =625 , Other TOC = 74

11% 12%
3%

15% 16%

9%

18% 19%

16%

29% 29%

34%

26% 24%
38%

Total ScotRail Other TOC

TOC

NET ‘Satisfied’ 55% 53% 72%
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And finally, which one of these images best captures how you feel about your journey today?

33%

27%

24%

8%

2%

2%

2%

2%

Happy

Relaxed

Indifferent

Bored

Angry

Worried

Stressed

Frustrated

Scotland Rail  Satisfaction Survey: method development results NRPS Questionnaire. Images to reflect feelings = 131 

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents



Scotland – Other key 
aspects of the journey
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Thinking about the whole journey you were making, of which the train journey was a part, how long did the whole journey take from the time you started out 
until the time you got to your final destination?

19%

31%

26%

7%

5%

13%

Less than 30 minutes

30 - 59 minutes

1 hour - 1 hour 59 minutes

2 hours - 2 hours 59 minutes

3 hours - 3 hours 59 minutes

4 hours or more

Scotland Rail  Satisfaction Survey: method development results NRPS Questionnaire. Length of journey = 131

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents



61

Did other passengers’ behaviour give you cause to worry or make you feel uncomfortable during your most recent journey?

7%

13%

82%

Yes, at the station(s)

Yes, on the train(s)

No

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire. Cause to worry = 264

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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Assuming that no specific measures have to be in place from train operators regarding COVID-19, and trains can operate as before the pandemic, how 
often do you think you will be using the train in six months’ time? 

19%

25%

11%

11%

14%

10%

8%

3%

Daily

A few times a week

About once a week

About once a fortnight

About once a month

About once every 2 to 3 months

Less often

Don’t know/Not sure

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire = 256

Note: This question hasn’t been broken down by 
demographics as it was only asked to a subset of respondents
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Thinking about travelling by train now which one of these is MOST important to you and which one is LEAST important:

The most 
important

The least 
important

52% Frequency of the train service to my destination 15% 

25% Journey time to get to my destination 34%

23% 
Destination is served without having to change 
trains 52%

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire = 264
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What is MOST important to you whilst travelling by train at the moment? 

Main issues mentioned Number of passengers mentioning

Punctuality/reliability 112

Cost 43

Getting a seat 30

'Safety' 30

Covid safety issues 26

Cleanliness 25

Train frequency 21

Having a comfortable/relaxed journey 20

Train not crowded 15

Speed of journey 13

Safety - Personal security 9

Total = 264 (although some passengers did not answer the question). Some passengers mentioned two or more issues. Passengers answered this question by writing
their answers in a text box. These comments were then coded into categories (the most common of which are listed above)

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire = 264
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What would encourage you to use the train more often?

Total = 264 (although some passengers did not answer the question). Some passengers mentioned two or more issues. Passengers answered this question 
by writing their answers in a text box. These comments were then coded into categories (the most common of which are listed above)

Note: ‘Nothing’ includes people who could not be encouraged to use the train more often whatever, and people who were already using the train ‘as often 
as they could’ now.

Main issues mentioned Number of passengers mentioning

Cheaper rail travel 116

More frequent trains 36

Better punctuality/reliability 33

Faster journeys 13

Improved train cleanliness 5

Improved public transport connections 5

Nothing 47

Scotland Rail  Satisfaction Survey: method development results NRPS/long Questionnaire = 264
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Core team:

Alice Wells
Alice.Wells@bva-bdrc.com

0207 490 9130

Sally Mimnagh
Sally.Mimnagh@bva-bdrc.com

0207 490 9155

Thomas Folqué
Thomas.Folque@bva-bdrc.com

02974 909 139

Tim Sander
Tim.Sander@bva-bdrc.com

07989 165 658

26203/Rail Satisfaction Survey: method development/Report/Restricted
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BVA BDRC is certified  to ISO 20252 and 27001, the recognised international quality standards for 
market research and information security, thus the project has been carried out in accordance with 
these standards.

• Adherence to the standard is independently audited once per year. 

• Where subcontractors are used by BVA BDRC, they are assessed to ensure any outsourced 
parts of the research are conducted in adherence to ISO 20252 and 27001.

Full methodological details relevant to the project, are available upon request.

26203/Rail Satisfaction Survey: method development/Report/Restricted


