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Passenger Survey of Bus Services

In North West England
Summer2008

1. Introduction

1.1

1.2.

1.3.

Over4.7 billion journeys were made by local bus in Great Britain in 2005Mer

one third of these journeysvere undertaken within London. There has been an
overall growth in bus passenger journeys since 1998/99 but this has taken place
mainly within London and in Scotland. The number of journeys made in Scotland and
Wales sine 2003/04 has remained constant whilst those made within England,
outside London, has fallen steadily. In contrast, during the period 2005/06 some 2.2
billion journeys were made by rail, again with a large proportion being made in the
London conurbation.

Since the turn of the century the use of both trains and local buses has increased
I ONP&da DNBFG . NRAGIAYZ GgAOK o0dza 22dz2NySe
journeys.
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In the period January to March 2008 there was a 0.2% reduction in thébewuof
bus and light rail journeys in England, with patronage falling in both Metropolitan and
non-Metropolitan areas but increasing in London.



1.4,

1.5.

1.6.

1.7.

1.8.

1.9.

Concern has been expressed by the House of Commons Public Accounts Committee
that, apart from in London, the 4@ear downward trend in bus usage continués.
contrast to London, regional bus services operate in aedglated market where

there arediffering controls on service provisionOnly where local authorities provide
support for marginal services is thea@y degree of direct control.

5SaLIAGS GKS 3F20SNYyYSyiaiQa ¢rakK G2 asSSsS v
transport, it is clear that local bus provision does not prove attractive enough to
secure an increasing market shar@s reported below, oly 8 out of 10 passengers
were satisfied with their overall journeys by bus and only 7 out of 10 were satisfied
with their reliability (the certainty that the bus would turn up on time).

The Department for Transport reports that for Winter 2008 the ageracore for
overall satisfaction given by passengers for bus journeys in England was 81%, a 1%
reduction on the previous periodMetropolitan and noAMetropolitan areas each
recorded scores of 84%vhilst in London the satisfaction rating was 79%.

Busp aaSY3ISNBQ al GAaFTrOuAzy gA0K NBfALFOA
information provided at bus stops gave a satisfaction rating of 73%.

The figures quoted above refer to opinions of passengers across the whole of Great
Britain. The role offravelWatch NorthWest is to champion the interests of public
transport users within that area. It was decided therefore to carry out a survey of
bus provision to determine whether the buses of the North West achieved the aims
of being:

e accessible to earyone;

e affordable and socially inclusive;

e available where and when needed;

e acceptable to all;

e attractive to users.

The independent group, Bus Users UK, has produced a comprehensive Good Practice
Guide which sets out standards which the organisation keseshould apply to all
bus related operations for the good of the passengers who use them.

1.10. The guide is subdivided into six sections, as follows:

e Before a bus journey

e Bus stops and bus stations
e The bus

e Fares and tickets

¢ Punctuality and reliability

e Complants and suggestions



1.11.The TravelWatch survey looked detail at busjourneysand at bus stop / bus

stations. Other aspects, including gorirney planning and matters relating to fares
and punctualitymay be dealt with in the future.

2. Project descriptiam

2.1.

2.2.

2.3.

2.4,

2.5.

2.6.

2.7.

The 13 assessorsvho were enlistedto carry out the survey selected bus journeys
across a broad area easily accessible from their homes. The actual journeys were
seltselected with emphasis on achieving variety in type of route (urban,-untesin

or rural), type of bus (double decker, sah, minibus) and time of day.

During the course of their journeys assessments were also made of facilities at bus
stops and at bus stations

292 individual journeys were assessenolving37 separate operators. Tlse ranged
from the major players, such as Stagecoach, First and Arriva, to very small scale
operations in both urban and rural areas.

A set of criteria was determined so that the assessors could report their findings in a
O2yaradSyid YI yaiSvbidbwere eguBen i the iajoktp d €ases but
there were some instances for each journey where a subjective assessment@h a 1
scale was required.

The journeys were assessed on three distinct aspects of provision:
e joining the bus
e the bus itself
e alighting from the bus

Bus stops were assessed on the following facilities:
e access / location;
e information;
e shelter;
¢ facilities within 200 yards.

Bus stations were assessed with reference to:
e access
¢ information
e passenger environment
e passenger faciliéis
e comfort rating



2.8. Additionally assessors were encouraged to add narrative comments whenever there
was a particular feature of the journey or bus stop/station provision which was
worthy of comment, either positively or negatively.

2.9. Asthere were nopreetSNYAY SR WRAFINI YaQ 2N 22dz2Ny S
were free to replan their journeys in the case of late running or other adverse
circumstances.

2.10. The surveys did not attempt to identify causes of delay, accepting that these could be
beyond the cotrol of operators.

2.11. The completed survey forms were sent to a central point for collation and analysis.



3. Analysis of th

ebus journeyresults

a) JOINING THE Bld&esults tabulated by operator
Journeys A B C D E F
Overall results 292 93% 85% 90% 3% 54% 3.6
Arriva 46 91% 76% 98% 0% 64% 3.2
First 55 93% 93% 98% 6% 38% 3.9
Stagecoach 69 94% 97% 97% 0% 56% 3.5
Blackpool Transport 24 83% 61% 100% 0% 13% 2.9
Burnley & Pendle 10 90% 100% 100% 0% 50% 4.6
Lancashire United 8 100% 88% 100% 25% 86% 3.5
Preston Bus 12 100% 83% 92% 8% 17% 3.5
Rossendale Transport 11 100% 100% 100% 0% 64% 4.8
Other operators 57 93% 74% 59% 4% 81% 3.7

Criterion key

A
B
C
D
E
F

The bus pulled it the kerb

There was an easy step onto the bus

The driver wore an identifiable company uniform

The driver wore a name badge or other personal identification
The driver waited for passengers to be seated before setting off
Assessment adhe welcome by driver (1 = very poor, 5 = very good)

The shaded regions denote results which are lower than the averagledaverall results

A list of operators whose journeys were assessed can be found onlPage



b) THE BUSTSELFPart 1)q results tabuhted by operator

Journeys G H I J K L
Overall results 292 94% 97% 50% 2% 74% 98%
Arriva 46 89% 93% 60% 58% 70% 100%
First 55 100% 100% 43% 87% 50% 100%
Stagecoach 69 96% 100% 32% 68% 87% 97%
Blackpool Transport 24 88% 100% 54% 54% 54% 83%
Burnley & Pendle 10 100% 100% 90% 100% 100% 100%
Lancashire United 8 100% 100% 100% 100% 100% 100%
Preston Bus 12 100% 100% 83% 83% 100% 100%
Rossendale Transport 11 91% 100% 100% 100% 91% 100%
Other operators 57 91% 90% 52% 64% 76% 98%

Criterion key: G  The exterior of the bus was clean

H  The route and destinatiowere clearly displayed

I There was a ramp for wheelchair access

J The floor was stejiree (at least for a significant length)
K The interior was clean and tidy

L  There were easy to use hand holds

The shaded regions denote results which are lower than the average for the overall results.



THE BUS SELRPart 2 ¢ resuts tabulated by operator

Journeys M N O] P Q

Overall results 292 75% 88% 87% 41% 4.0
Arriva 46 71% 86% 88% 48% 3.6

First 55 89% 95% 96% 43% 4.3
Stagecoach 69 70% 83% 82% 37% 3.7
Blackpool Transport 24 54% 85% 67% 42% 3.7
Burnley & Pendle 10 100% 100% 100% 43% 4.8
Lancashire United 8 100% 100% 88% 46% 4.5
Preston Bus 12 83% 88% 100% 33% 4.2
Rossendale Transport 11 100% 100% 100% 39% 4.9
Other operators 57 64% 82% 86% 38% 3.9

Criterion key: M  There was space for a wheelchair or buggy
N  Clear instructios were provided for securing the wheelchair/buggy

[the percentage score relates only to those instances where a space
for a wheelchair/buggy was provided (see G)]
The bus waappropriately heated and/or ventilated
The average maximum load (estimated for each journey)
Q The bus was deemed safe and comfortable

(1 =not safe or comfortable5 = verysafe and comfortable

T O

The shaded regions denote results which are lowantthe average fathe overall results.



THE BUS SELRPart 3 ¢ resuts tabulated by operator

Journeys R S T U \Y%

Overall results 292 46% 25% 23% 45% 3.6
Arriva 46 56% 2% 16% 43% 3.3

First 55 69% 33% 37% 69% 4.0
Stagecoach 69 30% 17% 13% 35% 3.3
Blackpool Transport 24 50% 54% 0% 17% 2.9
Burnley & Pendle 10 50% 80% 0% 90% 4.3
Lancashire United 8 75% 63% 88% 75% 3.9
Preston Bus 12 33% 17% 25% 25% 3.3
Rossendale Transport 11 91% 64% 70% 82% 4.6
Other operators 57 26% 14% 23% 34% 3.7

Criterion key: Information was provided on fares and services

Route information was provided

Information was availablen how to make a complaint
Other general information was displayed

The bus was driven with consideration for the passengers

and other road users (1 = very badly, 5 = very well)

< C-Hw?™=x

The shaded regions denote results which are lower than the averadgledmoverall results.



c) ALIGHTING FROM THE RBWEsults tabulated by operator

Journeys w X Y z AA BB

Overall results 292 0% 35% 99% 8% 95% 88%
Arriva 46 0% 75% 100% 10% 91% 87%

First 55 0% 73% 100% 0% 98% 92%
Stagecoach 69 0% 0% 99% 6% 95% 94%
Blackpool Transport 24 0% 0% 100% 0% 88% 58%
Burnley & Pendle 9 0% 90% 100% 0% 100% 100%
Lancashire United 8 0% 100% 100% N/A 100% 100%
Preston Bus 12 0% 9% 100% N/A 100% 80%
Rossendale Transport 11 0% 64% 100% 0% 91% 100%
Other operators 57 0% 24% 96% 21% 98% 84%

Criterion key: W  Calling points were announced or displayed

X  Passengers were instructed to remain seated until the bus had
stopped

Y TheWodAJLRYAQ o0Stt 62N]J SR 6KSyYy LINE

Z  Anapology was given when the bus had been delayed
N/ A appliesif no delays were experienced.

AA The bus drew right up to the kerb

BB It was an easy step onto the kerb

The shaded regions denote results which are lower than the averagledaverall results.

10



d) TYPES OF BUSES Utk various operators

S)s:ﬂ? Saloon | Minibus Bsggy
Overall results 20% 66% 12% 1%
Arriva 7% 93% 0% 0%
First 9% 81% 4% 6%
Stagecoach 39% 54% 6% 0%
Blackpool Transport 58% 21% 21% 0%
Burnley & Pendle 10% 90% 0% 0%
Lancashire United 0% 100% 0% 0%
Preston Bus 58% 33% 8% 0%
Rossendale Transport 0% 82% 18% 0%
Other operators 3% 63% 34% 0%

11



e) Results tabulated by type of bus

Journeys A B C D E F
Double Decker 59 93% 98% 40% 68% 69% 93%
Saloon 192 98% 98% 44% 61% 74% 100%
Minibus 35 86% 89% 46% 51% 83% 97%
Journeys G H I J K
Double Decker 59 73% 92% 69% 33% 3.7
Saloon 192 76% 83% 98% 45% 4.1
Minibus 35 54% 100% 83% 41% 3.9
Journeys L M N (@] P
Double Decker 59 31% 19% 15% 34% 3.5
Saloon 192 58% 20% 34% 63% 3.6
Minibus 35 49% 34% 18% 31% 35

Criterion key:

AT ITOTMOO®>

oz

The outside of the bus was clean

The destination and route were displayed

The bus was wheelchair accessible via a ramp

The floor was stejiree (at least in part)

The inside of the bus was clean and tidy

Easy to use hand holds were provided

There was space for a wheelchair or bygg

Clear instructioswere provided for securing the wheelchair/buggy
The bus was appropriately heated and/or ventilated

The average maximum load (estimated for each journey)
The bus was deemed safe and comfortable

(1 = not safe or comfortabl 5 = very safe and comfortable)
Information was provided on fares and services

Route information was provided

Information was available on how to make a complaint
Other general information was displayed

The bus was driven with consideratifor the passengers
and other road users (1 = very badly, 5 = very well)

Threefurther2a 2 dzZNJy S a4 6 SNB LINR OA RSR -fyge cddch Gnd R

not recorded.
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4. Comments on thébus journey surveyesults

4.1. The following commenteefer to the criteria set out in the Good Practice Guide, which
relate to aspects of the bus which particularly affect passengers:
e clean and fresh
e  easy to identify
e easy to board
e easy to move about in
e  properly heated and ventilated
e  driven thoughtfully
e comfortable

4.2.CLEAN AND FRESB4% of a buses surveyed were deemed to be clean externally,
with First, Burnley & Pendle, Lancashire United and Preston Bus having all their
surveyed buses externally clean (Criteri@nhin the results tables). The internal
condition ofbuses was deemed to be good in 74% of all the buses surveyed, again with
Burnley & Pendle, Lancashire United and Preston Bus having a very high standard
(CriterionK).

4.3.EASY TO IDENTIRCriterionH) 97% of all buses displayed the destination andeout
There were however significant differences in readability, ranging from clear, large
electronic destination panels to the destination hand written onto a piece of card and
placed in the windscreen (this tended to apply only to small operator, minibus
services). Only the surveyed services operated by Arriva and those of Other Operators
failed to achieve a 100% rating in this category.

4.4.EASY TO BOARDThe majority of busesvere able to pull right up to the kerb
(Criterion A) to provide easy access to tes but this is not always possible when
traffic is heavy. Inconsiderate parking at bus stops also prevents ease of access.
Overall only51% of buses were fully wheelchair accessible (CritebliorRossendale
Transportdrivers were found to be particatly welcoming, with those of Blackpool
Transport at the other end of the scale (Criterion Rpproximately half of the drivers
waited for their passengers to be seated before they set off (Criterion E).

4.5.EASY TO MOVE ABOUT IR% were step free alongufficient length to allow the
easy passage of wheelchairs, buggies and the passengers themselves (Clitetion
contrast to the previous commenfRossendale Transpoliuses provided universal
ease of movement, along with Burnley & Pendle and Lanaashiited. Most buses
(98%) provided easy to use hand holds (Critefipn Three quarters of all buses
surveyed had an area for holding wheelchairs or buggies (Critédvipnwith only
Blackpool Transport falling well below this figure. When such a swaseprovided

13



88% of buses displayed instructions on how the wheelchair or buggy should be stowed
and secured (CriteriolN). It is important that reserved spaces for wheelchairs do not
impede the free passage of other bus users.

4.6.PROPERLY HEATED AND \RANED: Passengers opinions of correct heating and
ventilation can vary widely, according to personal preference. 87% of the buses
surveyed were deemed by the assessor to be appropriately heated and ventilated
(CriterionO). StagecoachBlackpool Transpbl Y R h i K S NbusesifeiNdelive NA ¢
the average score. It was noted that the action of one passenger, in opening a hopper
window immediately above his/her seat, can create an annoying draught throughout
the rest of the bus without directly affectinghe passenger who wanted better
ventilation in the first instance.

4.7.DRIVEN THOUGHTFUL(GriterionV) Using the 1I¢ 5 scale the overall rating for the
bus being driven with consideration for the passengers and other road users was 3.6.
Rossendale Trapsrt drivers would appear to be particularly considerateThe
majority of drivers working for the major operators wore a recognisable uniform
(Criterion C) but this was not the case with the minor operators where the smart
appearance of the drivers doestseem to be a major requirement. Very few drivers
wore personal identification (Criterion D).

4.8. COMFORTABLECTriterionQ) An overall score of 4.0 shows that most journeys were
deemed to be safe and comfortable. Burnley & Pendle journeys were judgéd t
especially so.

4.9.ON-BOARD INFORMATIONThe Good Practice Guide does not specifically refer to
the provision of information within the bus but many passengers, especially those new
to the area, will consider it to be necessary. Critd®iaS, T and tkferring to this
aspect gave significantly lower results than in other areas of provision. Nearly half of
all buses displayed some information on fares and services (that on fares often being
I ROSNIIa F2NJ RIFe& FyR ¢SS itedof &l NFsaR SadIdteriah O |
information relating to the route(s) served and on how to make a complaint about the
standard of service, etcHowever, some buses incorporated a clear route description
as part of their external livery, especially when eént buses were dedicated to a
specific route.

4.10. AVERAGE MAXIMUM LOALZriterion P provides an assessment of the greatest
loading the assessor witnessed during the part of the journey being assessed. This
may or may not have been the absolute maximum fo& tomplete journey and it will
have been closely related to the time of day. However, allowing for the possibility of

14



wide variation, the average maximum load for all the buses was 41%, with average
maximum loadings for individual operators being vepselto this figure.

4.11. ALIGHTING There were no instansewhen calling points were announced or
displayed (Criterion W).New passengers are clearly left to their own devices in
establishingvhere their destination stop will beTo avoid accidents it isedirable that
passengers remain seated until the bus has stopped but only Lancashire United buses
seemed to take this matter seriously. It was noticeable that the minor operators were
more considerate in offering apologies if their bus was late (CritefjonOther drives
tended to remain silentvhen late

4.12. TYPE OF BUS USEDwo thirds of all journeys wergrovided by single deck
saloons Only Preston Bus and Blackpool Transport used a significant proportion of
double deck vehicles (58%) whilst LandashS ! YAUSR dzASR y 2y S
hLISNI 62NARQ dzaSR (GKS 3INBIFGSad LISNOSydal 3
operators. Only half of minibuses offered stipe access, despite being used in
urban areas with frequent stops where many passengers dderlg or mobility
impaired and only half (54%) provided a space for a wheelchair or buggy.

15



5. Commentsmade by the assessors

Assessors were invited to comment on particularly positive or negative aspects of their
journeys, with special attention beingaja to servicequality and safety. The following
comments are particularly significant:

e Macclesfield to Crewe (Arriva)Ayrton Senna is alive and well and driving for Arriva.
Late departure from timing points followed by fast driving to give an earlyad at the
next (10 minutes early at Sandbach). Finally wasted time outside Crewe bus station to
give the impression of a delayed journey.

e Macclesfield to Bollington (Bostocks):Route numberonly displayed in roof box.
Several sheets of A4 paperinWi?2 g4 aK2gAy3 aal OOt SATASTF
to show direction of travel.

e Leighton Hospital to Crewe (Arriva)Bus routebranded for a service which no longer
exists.

e Crewe to Nantwich (Bakerbus)Temporarypaper destination indicator in windscree
due to operator having taken over after previous operator went into liquidation a few
days earlier.

e Audlem to Nantwich (First): Bus departed Audlem 10 minutes early with no
passengers. Complaint made to operator who denied that the service existed.
Compaint progressing.

e St Annes Square (Blackpool) to Talbot Road (Blackpool Transpdkl):buses colour
coded to indicate the route.

e Blackpool North Station to Skippool Avenue (Blackpool Transportkn appalling
experience. Poor quality vehicle with hidbdr, driven roughly by a driver who seemed
to lack all practical and interpersonal skills. Bus driven in an-aggressive manner
with uncomfortable consequences for the passengers.

e Royal Preston Hospital to Preston Bus Station (Preston Bis)ver tied to move into
offside lane to make a right turn into the bus station. He misjudged or failed to notice a
lorry protruding into the offside lane, resulting in a collision. Nearside windscreen
smashed and front corner panelling damaged.

e Blackpool to Kikham (Stagecoach)An old bus driven with vigour on the M55.

e Carlisle to Penrith (Stagecoach):39 minutes allowed for the journey. Due to
congestion in Carlisle the bus must travel fast once it leaves the city. For most of the
journey along the A6 road was doing maximum speed, lurching around corners, even
so doing the journey in 40 minutes. The problem is not with the driver but the
schedule.

e Penrith to Keswick (Stagecoach)lhe bus was a coach with steep steps and limited
luggage space. Theveas nobell so passengers wishihg get off at intermediate stops
had to walk to the front and speak to the driver. This is a RailLink service and many
passengers had come off the train with heavy luggage and had difficulty stowing these.

16



Many elderly passengerhad great difficulty boarding the coach. Due to boarding
problems the bus was 10 minutes late leaving Penrith and dvixen at speed along

the A66 and recklessly through the villages of Stainton and Penruddock.

Keswick to Carlisle (StagecoachYhe drver assisted passengers by unloadingirthe
luggagehimself and helping the elderly. He was cheerful and frieqaisell done!

Blackpool to Cleveleys (Blackpool Transport): Rowdy passengers on board
inconvenienced the other passengers. The driver madeffuotéo subdue or to advise
culprits. All the printed information on the bus was out of date.

Bacup to Burnley (Northern Blue)t £ 0 K2 dzA K 2FFAOAL £ £ & w2 dzii S
hH QD | T hefidtdred doiidle(déck bus$ with only one other pasger from
Bacup.

Colne to Burnley (Pennine Motor Servicesk Kregistered bus, not up to present day
accessibility standardsut well turned out.

Burnley to Stoopes Estate (Burnley & Pendlehy S 2F (KS o6 NI yR
branded buses. Driver obvidysn a hurry because of late departure.

Padiham to Accrington (M & M):A low quality operator competing with Burnley &
Pendle withanINE 3A 4G SNBER WONBI ROl yQd 5SAGAYL GA:
Accrington to HuncoatAccrington Transport):The driver saithe se@A OS g1 & W
2TFTQ Aefspevitddl/ilsedimel talking to some teenage girls who were sitting at the
back of the bus.

Carnforth to Kendal (Stagecoach)he bus arrived vg late but there was no apology.

It was driven very fadiut still losta further minute.

Yealand Conyers to Carnforth Station (Battersby Silver Grele bus was supposed

to connect with one train and two buses at Carnforth. All were missed as the bus
arrived 10 minutes late.

Lancaster to Yealand Conyers (Stagecoaclriver told off two teenage boys for
fighting.

Grange over Sands to Ulverston (Stagecoacluite a rough ride despite the bus
being quite new.

Lancaster to Kendal (Stagecoach)wo thirds of the passengers had free travel passes.
It took 12 seconds on avage to issue each ticket, resulting in a full six minute delay at
Lancaster.

Rochdale to Manchester (First)The excellent driver went through the bus picking up
all the Metros (free newspapers), cans, food containers, etc prior to opening the doors
at Raehdale. Highly commendable.

Ellesmere Port to Frodsham (GHAK poor quality, very noisy bus giving a poor ride.
No information of any sort.

Warrington to Runcorn (Arriva) The bus showed the wrong display initially resulting in
the wrong passengers bading. During the journey a man with two sticks had to make

17



his way down the bus which did not wait for him to be seated. Untidy patchy tinting
applied to some windowg a mess.

{K2LIWA Y3 [/ Ade (2 wdzAGReNH velideyiihfc@aghdseadery ¢ NJ-
FNASYRf & W@ATEl3IS 0dzAaQ | GY24LKSNE ¢KSNS
No wheelchair access and far too small for buggies.

Shopping City to Stockton Heath (Halton Borough TranspoiThis bus was not listed

on the realtime system asShopping City. Many passengers commented on the smell of
urine at the back of the bus.

Warrington to Grappenhall (Warrington Coachways)Hand written destination on
piece of cardboard. Scrapgystraight out of the worst of deegulation.

Hilltop Road to Warrington Bus Station (Warrington Borough Transport)A good
smart operation.

Astley Miners Arms to Leigh (First)ery courteous driving. Excellent service standard
with an obvious pride in the job.

Manchester to East Didsbury (Haytons Travelhe diver did not issue tickets.

Clitheroe to Nelson, via Barley (Tyrer Bus)A basic service over a difficult route
resulting in a less than pleasurable journey.

Bolton to Manchester (First)¥. Sy R& . dzAQ gAGK KdzaS Ol LI O
than madern lowering suspension saloons. Speedy progress.

Clitheroe to Chatburn (Tyrer Buslf KS WFNBSQ GAO1S0O 41 a NBJ
issued to Downham (beyond Chatburn).

Preston Circular (Blue Bus)Passengers are expected to know where to alighthas
driver seemed unwilling to give advice when the stop was approaching. Therefore easy
to miss it.

Preston to Chorley (Stagecoach)raffic calming islands with bumps are a hazard for
long buses. Rear wheel hit bollard and all passengers jumped inith®therwise a

good driver.

Various journeys: Many assessors commented on the accumulation of Metro free
newspapers on the seats and floors of many busdbe Greater Manchester areaDn

some occasions they we cleared by the driver or bustation based cleaners but in
many cases they were just left to accumulate.

18



MAJOR OPERATORS
Stagecoach

First

Arriva

Blackpool Transport

Preston Bus

Rossendale

Burnley & Pendle (Transdev)
Lancashire United (Transdev)

MINOR OPERATORS
Accrington Transport
Anthony's Travel

Awvon

Baker Bus

Battersby Silver Grey
Blue Bus

Bostocks

Bowers' Coaches
Bu-Val

Click Senvices

Clowes Coaches
D&G

D Jones & Son

Elite Minibus Senvice
Fishwicks

GHA Coaches

Halton Borough Transport
Hayton's Coaches

Jim Stones

M & M Coaches
Northern Blue

Pennine Motor Senices
Princess Coaches

Red Bus (Darwen)
South Lancs Trawel
Tyrer Bus

Warrington Borough Transport
Warrington Coachways

6. Bus operators involved in the survey

JOURNEYS
ASSESSED

69
55
46
24
12
11
10
8

P~NUORPRRPRRPRRPRRPREPRPRPNNORPRRPWONRPRRPARREPOWWNLERER
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7. The bus stop survey

7.1.

7.2.

7.3.

7.4.

7.5.

7.6.

The BUUK Good Practice Guide recognises that bus stops and bus stations are at
integral part of every journey. They should be sensibly situated, in-Miekafe
locations and be properly maintained by their owners (usually PTEs or local
authorities). Theyshould carry appropriate information, such as service numbers,
contact phone numbersbus times and fares. Additionally the bus stop sign should
indicate its whereabouts, e.g. a street name.

It is important that all information should be up to date and easily understandable,
given that a user may be new to the area and unfamiliar vhhroute.

The minimum timetable information should be a list of departure points for each route
served but ideally the intending passenger shaalkbbe able to determine how long
a journey will take.

Ideally there should be a retime information display so that the passenger can
determine that the bus is actually runningSuch displays are rare in rural areas but are
becoming more common in urban environments. The -tmaé display should not
replace printed timetable information.

It is unusualfor adequate fare information to be displayed, even though this
information is obviously important for neregular passengers.

Whilst the assessors were primarily looking at bus journeys they additionally assessed
GKS WljdzZr t Adew 27F iodza Tha tesulisapriniek [&16\8 give Mh LIz
overview of the facilities provided at around 124 bus stops situated over a wide area of
the North West.
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8. Bus stop survey results

8.1.

8.3.

ACCESS / LOCATION

85 % of stops were situated on a pedestrian walkway withseparate waiting
facilities.

15% of stops were situated in a reserved area off the pedestrian walkway.

39% of stops were situated in a reservedigyof the main carriageway.

Parking restrictionspplied to 78% of calling areas but it was observed thaty of
these are ignored by motorists, leading to congestion when a number of buses are
loading.

55% ofbus stops had raised kerbs to allow ease of access to low floor vehicles.

.INFORMATION

hyteée yy: 2F OFffAy3a LRAYyIAa KFER F W, dza
1%had notices to indicate which side passengers should queue.

In 77% of cases was the location of the bus stop displayed, e.g. High Street.

14% of bus stops displayed no information about which services called.

9% of bus stops displayed no timetable inforioat

58 % of the bus stops did not display route information.

Only 9% of bus stops had rdahe information displayspresent in parts of Preston,
Carlisle and Chester. Aaldgime information system was installed as part of the
Carnforth Connect projedbut it is no longer operational (and the installer has gone
out of business). Other neoperational systems were found in the Stockport/Trafford
area.

24% of bus stops had some form of information help point. These were mainly present
in the Blackpool an@reston areas.

SHELTER

28% of bus stops had no shelter, whilst 38% had a shelter which was enclosed by at
least three sides. 31% of stops had a cover and one side.

In the case of bus stops with some form of covered shelter, 44% had seats under
cover, whilst 24% had just perches within the shelter.

14% of bus stops had some form of seating away from the cover of a shelter (if
provided).

31% of bus stops areas were judged to have some litter and/or not be free from
graffiti.

Although the survey took placduring daylight hours, 69% of bus stop areas were
judged likelyto be well lit after dark. This is of course a subjective assessment.
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8.4. FACILITIES WITHIN 200 METRES

8.5.

8.6

40% of bus stops had public toilets within the stated distance. These may not be open
throughout the full period of the daily timetable.

51% of stops were reasonably close to a café or other refreshment outlet.

48% were within 200 metres of a public telephone. The current BT programme of
closing norremunerative call boxes may quickly reduhbes figure.

43% of stops had seats available, mefcessarilyin the immediate proximity of the

stop itself.

RATING

The assessor was asked to determine how happy he/she would be to wait for 15
minutes at the bus stop in question (using the scale whereektremely unhappy and

5 = very happy)This again was necessarily a subjective assessment but it gives at least
an indication of how content a person might be whilst waiting for the bus.

2 AGAY3 RdzNAYy3a RI&fAIKG K2 dzNIB.9, Rith@®Being y |
the minimum score and 5 being the maximurA. low rating, even for a bus stop in a
built up area, may well be due to the lack of information to allow the passenger to
determine if the bus was on time or even running.

Waiting duringa ddl S@SyAy3a 3L @3S +y | @SN IS WKL L
the minimum score and 5 being the maximuhmere were bus stops in both urban and
rural areas which gave the full range of scores for waiting during the hours of darkness.
Many urban stopg NB &AlddzZ §SR Ay FNBlFa 6KSNB GKS
rural bus stops are often totally unlit and remote from dwellings, etc.

.NARRATIVE COMMENTS

Assessors were invited to make additional comments to augment the objective responses
on the questionnaire. The followiriga selection of those received:

G¢CKSNBE |INB y2 aKSt_iSNaR 2N aSlridao 5 dzNA vy
problem but | would not like to catch a bus here on a wet, dark evehing.
(Cockermouth)

G ¢ K S NB entbisBtopa &dnearly all local bus routes stop here. There is no proper
RANBOG2NE 2F ASNBAOSaE 2NJ gKAOK adlyR (K¢
GeAYSilroftSa IINB y2ad Sraate asSSy |a (GKS
necessary to intrude on other gelLJf SQa LISNER2YyFf &LI OS AT
(Chester)

Gt 20 Sy GALf LJ a&Sy3aSNH YI & I @2 AR dza Ay -
RAFTFAOMz Gk RFYyaSNRdza (G2 ONR&aa GUKS odzae !
G!ftf odza aidz2Lla Ay (KS YSy RHodr clockNBHereas K 2 ¢
timetable show 24K 2 dzNJ G A YSa ¢

oWhen the service did not appear at the time specified the real time information simply
Y2O0SR 2y ldzi2YlFIGAOLftte G2 GKS ySEG aSND/
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9. The lusstation survey

9.1.

9.2.

9.3.

9.4.

9.5.

9.6.

The BUUK Good Practice Guide O 2 srab@uy/bilis stops apply likewise to bus
stations. However, as bus stations will experience a much higher number of
passengers per day, at all times of the day including late into the evenings, their
facilities should be more extensive than those one wangect to find at a normal

bus stop.

The Guide expects all bus stations to provide Atelaccommodation which is
protected from the elements. The accommodation should be safe and unthreatening
at all times of the day, with staff available to answedpa Sy 3 SNE Q |j dzS NA
with their problems.

Clear upto-date information on services available should be provided.

Ideally a bus station should incorporate an enquiry / ticket office, open for as long as
possible of the period of bus operation, toget with toilet facilities.

It should be possible to obtain fares information, both for point to point journeys and
for daily / weekly tickets.

Bus stations were surveyed as an adjunct to the assessment of bus journeys.
Altogether 49 bus stations weressessed across a wide area of the North Weke
GSNY Wodza aidl A2y Q NBFSNAR (2 ft20FGA2ya
can range from purpose built centres with a wide range of facilities, to a loose
grouping of bus shelters along the dsde.
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10. The husstation surveyresults

10.1. ACCESS

Bus stations vary widely in their proximity to their town centres and to the ease of
access along and across town roads.

The maximum walking time to a bus statitmm the town centrewas judged tobe

five minutes, although this can be lengthened if busy roads have to be negotiated or
the passenger has heavy bags or is pushing a buggy. Althougbasaablyclose to

the city centre, Preston bus station is accessed via the Guild Hall shoppiing aed

then by a maze of underground passages and ramps. Kendal bus station is reachec
from the shopping centre by means of 35 steps. A lift is however available.

46% of bus stations can only be reachadter crossing at least a single carriageway
road. Adual carriageway road had to be negotiated in Morecambe and Ulverston,
whilst at Piccadilly Gardens, Manchester, the threat was from passing trams.

56% of bus stations were signposted from within their town centre but in only 47% of
those surveyed wathe town centre signposted from the bus station.

Only 19% of bus stations reasonably close to a railway station were signposted from
the railway station, with 21% being signposted for the reverse journey.

10.2. INFORMATION

Regular users will be fully conversanith their bus station and will not normally
require information, except to check if their bus is running, whereas casual visitors will
definitely require a wealth of information to assist them in their onward journey
planning. Purpose built bus stat®nserving a multitude of routes, normally have a
staffed information centre. Of those within the survey, 47% of bus stations
incorporated such a facility, with opening howuaseraging nine hours but uf 18

hours per day (Leigh). Even when there ishsa facility it is not always possible to
obtain vital information; Preston bus station has an information office staffed by
Preston Bus who cannot give any information as to whether the Lancashire United
service to Skipton is running to time, or evenmirg at all.

Rather surprisingly only 69% of bus stations displagiegetable information in a
readily accessible form. When a bus station is used by a number of operators there
can be a wide variety of styles of presentation of bus times, each usifigaty WK 2 dz
adetSQs AyOf dRAY3I dhdulok OO A2yt dzaS 27
Real time information is provided in 12% of the surveyed bus stations but, as noted
above, this does not always extend to advice about late running buses. The
information about them jus disappears off the screen!63% of bus stations had
RSLI NIdzNBE GAYS RAaLIXFeaz y20 ySoOSaal NRf
At only four out otthe 49 bus stations surveyed were rail timetables displayed.
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It is a common complaint that information on & is hard to discover. The survey
showed that only 8% of the bus stations displayed fare information and then mostly
NBfIFGiSR G2 RIAf&@ yR ¢SS1fté WNROSND GAO
45% of bus stations had a location map display, showing routes to, for example, the
town centre and railway station. Again, this type of information is vital for the
newcomer to the area.

86% of bus stations had clearly defined bus stands, with their routes shown, but only
65 % included a master plan of the bus stands and the routes they.serve

Despite the obvious need for an awareness of the time, only 39% of bus stations had a
clock on prominent display. Despite there being a timetable, some buses were
observed departing two or even three minutes before their correct departure time.

10.3. PASSEGER ENVIRONMENT

18 of the bus stations surveyed fully enclosed spaces for shelter and comfort, whilst a
further eight offered cover only. Five provided fully enclosed waiting rooms (as
opposed to sheltershput 20 bus stations could only offer bus sheltds their
customers.

65% of bus stations had bus stands with their own individual waiting areas. Others
tended to provide shared waiting areas for adjacent stands.

76% of bus stations were observed to be free from litter and graffiti, with 61% of them
being judged as welcoming and safe. This means therefore that 39% were deemed to
be unwelcoming and potentially unsafe, particularly after dark.

10.4. PASSENGER FACILITIES

57% of bus stations providddilets, which may only be available during the opening
hoursof the information centre. When such facilities were provided around two thirds
of them were judged to be clean and correctly equipped. When toilet facilities were
not availablethere werevery few signposted toilet facilities eite.

Only Burnley, @heroe (both Lancs CC) and Leigh advertised secure cycle facilities as
part of the bus station provision. Other bus stations may provide cycle storage but
evidence was not obvious.

One third of the bus stations offered a refreshment facilitysite and39% provided a
public telephone.

At Barrow, Fleetwood, Rawtenstall and Ulverston bus stations passengers were
expected to stand wit waiting for their service.In other locations the number of
seats or perches varied widely.

¢ KS WKI LILA Y $andre ér @8sNdsriticl tastiSob) given for the bus stop
survey (see above).
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11. Narrative comments about individual bus stations

The following comments were provided by assessors as a result of their visit to the bus
stations concerned. The comments aret exhaustive but merely provide an -¢he-spot
opinion at the time.

Accrington
e Onedisused stand not signed.
e Cycle torage not signed and no information as to location of keys to unlock.
e {2YS GLISNDKS&¢ YAaaAiy3ao
Birkenhead
e bSg FI OAf AlE PR HRES e informafiéh pabdy lodatedand
difficult to read.
Blackburn

e Hazardous bugation for pedestrianswith no facilities.

Burnley
e Public telephone out of order.

Carlisle
Poor bus service distribution in the city with major gaps in links raiflvay station.
Timetable information displays poorly located .
No seats in the bus station.
A very poor facility for a major city!
Chester
e Very run down with minimal facilities. On the site of redevelopment area.

Clitheroe

e Adjacent train station bookingffice has timetable and access to cycle lockers
located at the station car park 80 metres aw&taffed 11 hours.

Colne
e Confusing arrangement of bus positioning.

Crewe
e Toilets closed out of order.

Darwen
e Twoshelters had leaking roofs dripping on teesing areas.

Halton Lea North and South

e |solated from main shopping area.

e Hot and poorly ventilated on a warm day.

e Havingtwo bus stations at different locations is very confusing. Some service
changes fronone station to the other necessitates long ahrough shopping
centre, particularly for passengers who are strangers to the place.
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Kendal

e Lift available from shopping centre car park to avoid steps down.
e Southbound buses only have a shelter on opposite side of busy road.
e Direct access to the toweentre us not available when the shopping mall is closed.

Keswick
e Bus interchange relies upon facilities and amenities at adjacent supermarket.
e Information display in supermarket not obvious to passengers. Departure
information was inaccurate.
Lancaster
e Hectronic information indicators are timed to erase at departure time.
Consequently some buses departing late may be on stands but are not featured.
Nelson
e Current facility to be replaced by new multi modal interchange offering modern
facilities.
Penrith
e Displayal information is out of dateg.g.the old Traveline telephone number is still
displayed.
Rawtenstall
e +SNE daR2 ¢ @neloug stielBOxitlbstands on each side.
e Not all buses pass the bus station.
¢ Information office located in adjacent bus d#p

Runcorn
e Signposting to/from rail station exists but is poor and strangers would have
difficulty.

e Information difficult to interpret.

Ulverston

Very poorly maintained sheltersbad state of repairs and dirty.
Bus stop flags lack information and areaipoor rusty state.
Wooden seats are rotting and unpleasant.

In short a disgrace to the town.

Wigan
e |Island waiting areas remote particularly after dark.
e Information office closes for lunch!

Workington

e Information office locked out of use.
e Electronic depadre information switched off.
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12.

12.1.

12.2.

12.3.

12.4.

12.5.

Conclusions

The findings from the report exhibit #hixed ba§of experiences depending on
location and the familiarity of the passenger with the locatiohooking at the
W3t piothrd eRQposed by the surveire bus transport service in the North West
presents a confusing profile to consumers, particularly those who may be unfamiliar
with locations, (such as tourists and visitors), those who may be considering using
buses for the first time (notably in the a@nt economic climate), and those trying

to understand routes, fares and timetables.

The quality of journey results were quite favourable. It was pleasing to record that
virtually all vehicles were clean and tidy bathtside and insidend scored highly
with interior amenities such as hand holds, step free floors, buggy/wheelchair
space, bell pushes, and heating ventilation resulting in an overall satisfaction and
comfort score well above averag®riving standards were also good, on the whole,
save forsome isolated incidents recorded, mainly due to late runnintry and
alighting to/from the vehicle was also deemed to be good in the positioning of
vehicles at stops.However an‘dveragé&score in respect of drivers moving off
before passengers are aed is a disappointment and needs attention as it is
reasonable to expect this to be a safety requirement.

Bus stops were variable but this is to be expected given the many different locations
featured. The majority were well located and consequentlymus to the bus user

but information provision at locations was patchy with a surprising number not
displaying any route information at alBome were in a poor state of repair and had
obviously not seen any maintenance for some time.

Bus stations alswaried from a set of shelters at the roadside to enclosed facilities
with excellent accommodation for passengefa.many of the latter cases results of
good investmedi O2dzZ R 06S &ASSy: | fsdudszsdeH Ks pdoR Y S
positioning of informatio displays and zealous electronic displays could do with
some attention. It was also surprising that only 39% of bus stations displayed a
prominentclock.

It would appear that the main failing exposed is in the provision of informat{n.

buses this tads to be patchy and there is little consistency between the various
companies. The most elusive piece of information appearsctmcern fares, both

on busesand at bus stops and stationsWhen fares are displayed they tend to
major on promotional ticket. Equally there is a dearth of information at bus stops,
other than the location and timetable.L y & G I £ £ I ( A 2 yinforehdion W NE |
displays at both bus stops and stations is a rarity when it could be expected to be
developing quickly. At bus statbns the experience in information provision was
variable with no consistency in opening hours of staffed information points (one
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closing for lunch!).In many cases a variety of presentation styles in one location
was confusing and it was also disappoigtithat less than half of bus stations
displayed a local location map.

13. Recommendations tolie Bus Industry

13.1. Information provision- This appeared to be the greatest deficiency that emerged
from the observations taken during the survey. There is Itt@sistency in the
style, content and extent of information provided leaving both active and potential
customers bewildered. The bus industry needs to look very carefully into how it
presents itself as Aomogeneouautility if it is going to attract new ustomers and
retain those that currently use it. No age segmentation was undertaken in the
survey but anecdotal evidence suggests that profiles do appear to be dominated by
those aged 50+ and those under 21. The bus industry has a major challenge in how
it retains these and also addresses the 150 market. If the industry is to
successfully tackle this challenge, overhauling its image and style of information
provision will be crucial and learning the art of communication with customers,
020K W2nd in&he @$&eEhairlwill need to become a cornerstone of the
AYRdAzZZGNBE QA LINRPFSaarzyo

13.2. Faresg Pricing is perhaps the greatest challende.many areas fares do appear to
be expensive to the occasional user and those not benefiting from concessions.
Due tothe differing transport authority provisions they are also very inconsistent
throughout the region and leave the uninitiated passenger and potential future
passengers extremely confused as to what to exp&de do not offer a solution to
what is acknowleded as being a complex issue but draw attention to the need for
the industry to address the confusion that currently reigns.

13.3. Passenger Provisiog Consistency of provision was an issue that emerg8dme
areas had excellent bus stations and stops whkitshe were poorly maintained and
exhibited a tired look. It became clear that investment couldttaeked by ounty
area with Cumbria recording the poorest resultslaintenance of bus stops ought
to be a fairly easy exercise as should replenishment ofitfasiat them such as
rotting seats and missing perche&ack of attention in some areas was apparent
and again needs to be addressed if the industry is to take its strides into the future.
Basic provisions such as clocks (a surprising omission at rb&imus locations for
an industry operating to an advertised timetable) and the lack of progress of real
time information displays, were further evidence of stagnancy.
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13.4. Vehicles and Driving StandardsThe evidence gathered in this sector was the most
positve with the majority of results recording well presented buses and good
driving practices.
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the North West. Membership is open to any not for profit organisation representing
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