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Transport Focus – who we are

The voice of Britain’s transport users



Top ten transport user priorities



Rail – passenger priorities



Rail – passenger satisfaction

Transport Focus – Rail User Survey. Source: Transport Focus data hub.  Current data series began September 2021. 

Prior to Covid satisfaction was monitored through the National Rail Passenger Survey (NRPS)

https://transportfocusdatahub.org.uk/manager/login.aspx?ReturnUrl=%2fmanager%2fStoryboard%2fRHViewStoryBoard.aspx%3fRId%3d%25c2%25b2%26RLId%3d%25c2%25b2%26PId%3d%25c2%25b1%25c2%25b9%25c2%25bb%25c2%25b3%25c2%25b7%26UId%3d%25c2%25b6%25c2%25b6%25c2%25b2%25c2%25b5%25c2%25b4%26RpId%3d2&RId=%c2%b2&RLId=%c2%b2&PId=%c2%b1%c2%b9%c2%bb%c2%b3%c2%b7&UId=%c2%b6%c2%b6%c2%b2%c2%b5%c2%b4&RpId=2


Rail – challenges and reform

Challenges facing Rail

• Structure – complex, lots of different bodies

• Funding - £2.5bn gap between passenger train company income (£9.2bn) and costs (£11.7bn) 
[source: ORR Rail industry finance (UK) April 2022 to March 2023]

• Industrial relations / workforce reform

• Changing patterns of use post Covid

• Performance / resilience, in particular to changing weather patterns

Reform

• Creation of Great British Railways (GBR)
• Act as a guiding mind / give strategic direction

• Integration of track and train

• Put passengers at the heart of decision making

• Fares and Ticketing reform

• Relentless focus on performance



Bus – passenger priorities



Bus – priorities of non-users:

Non-users want a better network and improved value for money
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Overall satisfaction

Value for money

The bus stop where you caught the
bus

The length of time you had to wait for
the bus

The punctuality of the bus at the stop
where you caught the bus (arriving on

time)

The driver of the bus

The length of time your journey on the
bus took

Your Bus Journey – passenger satisfaction results all England areas June 2023

Q9 Overall taking everything into account from the start to the end, how satisfied were you with your bus journey?Q10A How satisfied were you with the value 

for money of your journey? Q8 How satisfied were you with each of the following during the journey? Jan-June 2023 Base: 9063 - 14390         

https://www.transportfocus.org.uk/publication/your-bus-journey-interim-results/. 

Total satisfied (%)

https://www.transportfocus.org.uk/publication/your-bus-journey-interim-results/


Bus – a passenger-centric service

A framework to include:

• Passenger-centric targets and benchmarks, including punctuality performance 

and user satisfaction, that can be measured so providers can be accountable

• A charter setting out what passengers can expect (e.g. Bee Network in Greater 

Manchester and bus partnerships across England) 

• Measurement of passenger satisfaction to assess whether the targets and plans

are being met and to demonstrate this to the public for accountability 

• Involve local passengers in decisions about their service 

https://www.transportfocus.org.uk/home/national-bus-strategy/

https://www.transportfocus.org.uk/home/national-bus-strategy/


Roads – user priorities for improvement to journeys on 
motorways and major A roads (strategic roads managed by National Highways)



Road users - satisfaction



Road users – overall satisfaction



Road users - maintain what we have or build new? 

Car and van drivers’ view:

• “It is very important to properly maintain the existing motorways and major ‘A’ 

roads” – 91% agree, 69% strongly agree

• “It is very important to build new motorways/‘A’ roads/add new lanes to 

existing roads” – 69% agree, 29% strongly agree 

• Almost two thirds (65%) say maintenance of existing is more important than 

building new

Road users’ priorities for improvement: England’s motorways and major ‘A’ roads – Transport Focus, August 2021

https://www.transportfocus.org.uk/publication/road-users-priorities-for-improvement/


Road users

Key messages from a road user perspective:

• Having National Highways as an arms-length body running strategic roads with 

agreed 5-year funding is good for road users – allows long-term focus

• Continue National Highways on its journey from infrastructure builder/maintainer to 

provider of a service to its users

• Fund operation, maintenance and renewal of existing roads over delivering 

enhancements, with the exception of safety (1,500 plus killed or seriously injured on 

National Highways’ roads each year)

• Accelerate power supply upgrades to motorway services for EV charging (other 

government departments, not just DfT)

• Implement the Road Safety Investigation Branch (RSIB), announced but not yet in 

operation
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