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Aims and method



Aims

Research has previously been conducted in a hall test, however this research gathers in-
service feedback on the NBfL compared with conventional double decker buses

Specific aims were to understand:

? In-service perceptions of design on board the NBfL

? In-service perceptions of ambience on board the NBfL

2 Any particular problems using the NBfL in service

2 Any improvements to the NBFL design which customers feel are needed

2 Perceptions of the conductor



Method

2 750 interviews with customers on bus route 38 between Clapton and Victoria
221 on NBfL; 529 on the conventional bus

2 Interviewing covered all days of the week
11 — 24 June

2 Surveys conducted throughout the day

2 The average questionnaire length was 8 minutes
This might reduce the incidence of short hop customers within the sample

2 Data are unweighted

NB: it was intended that interviewing would be evenly spread between the
two bus types — however with very few NBfL buses in service, and some
timetabling changes, more interviews were eventually carried out on the
conventional bus. However sufficientinterviews were conducted on the
NBfL for reasonably robust comparisons to be made




Summary



Summary

2 Both bus types receive largely positive feedback from customers

2 However, the NBfL out-performs the conventional bus in many areas
There may be a ‘new product’ effect which could tail off over time
However the results are strong enough to indicate a genuine preference for the NBfL

2 Thereis more of a ‘wow factor’ with the NBfL, which receives a high proportion of ‘top box ratings
For example, 35% ‘strongly like’ the overall design and environment of the NBfL compared with 11% for the
conventional bus
The NBfL is rated higher than the conventional bus for vibration, smoothness of ride, and engine noise

2 Areas for further monitoring were lighting, temperature and ventilation
In these areas, the conventional bus performed better than NBfL

W hile most customers thought that no improvements were needed to the NBfL, where issues were raised these
tended to relate to temperature and ventilation (there were known issues with the air conditioning on the NBfL
during the fieldwork period which may have affected customers’ perceptions)

2 Conductors were well regarded: NBfL customer satisfaction with conductors’ behaviour and attitude

was 89 out of 100

There was reasonably good understanding of the conductor’s role in providing assistance and information,
however 30% still thought that the conductor was responsible for checking tickets



Overall design and environment of this bus

NBfL has 3 times as many customers saying that they “strongly like” the
overall design and environment than the conventional bus

Overall design and environment

m Strongly dislike = Dislike = Neither Like u Strongly like

74

NBfL (221)

Conventional

bus (529) 85

0% 20% 40% 60% 80% 100%

O Indicates a
Al. Firstly, thinking about the overall design and environment of this bus, would you say you like or dislike it? . g Sta.'“s“ca”y
significant difference

Base: All (750)



A note on reporting

As the NBfL is relatively new, in a number of
guestions there are reasonably high levels of
people saying ‘don’t know’

We have generally excluded don’t know
responses so that a fair comparison can be
made between the bus types

Where we have included ‘hall test’ results,
these are from an external survey not carried
out by SPA Future Thinking



Seating

Although receiving the lowest ratings, design of facing seats and mix of forward and rear
facing seats are considered to be substantially better on the NBfL than the conventional bus

% giving a
positive rating 96 o4 _

89 mNBfL Conventional bus

84 83 @
79
71 @
51
45
Comfort Ease of getting in/out Amount of personal Fabric design Design of facing Mix of forward and
space seats rear facing seats
Hall test 81 82 61 74 58 75

B1-B6. Aspects of seating
Base c.750 (excluding all saying ‘don’t know)




Seating - comfort

Almost two fifths of those on the NBfL report that the seats are ‘very
comfortable’ — almost double the level saying so on the conventional bus

Comfort of seat

®Very uncomfortable mUncomfortable ®Neither = Comfortable = Very comfortable

Hall test

89 81

NBfL (220)

Conventional

(528) 84

68

%

O Indicates a
statistically

B1 Do you find the seat comfortable or uncomfortable? Base 750 significant difference



Seating — ease of getting in/out

More than half of customers on the NBfL rate the seats as ‘very easy’ to
get in/out of, compared with around a third on the conventional bus

Ease of getting in/out of seat

m Very difficult m Difficult ® Neither Easy u Very easy

Hall test

NBfL (218)

96 82

Conventional

(526) 65 94

%

O Indicates a
B3. Do you find it easy or difficultto get into or out of the seats? . e Sta_‘t'St'Ca”y
Base 750 significant difference



Seating — amount of personal space

A fifth of customers on the NBfL ‘strongly like’ the amount of personal
space, compared with just 3% on the conventional bus

Amount of personal space

m Strongly dislike m Dislike ® Neither Like m Strongly like

Hall test

NBfL (219) 83 61

Conventional
(528)

%

O Indicates a
Bb5a. What do you think about ... the amount of personal space in the seat? . g stqt|st|cally
significant difference

Base 750



Seating — fabric design

Nearly a fifth of customers on the NBfL strongly liked the seating fabric,
compared with just 2% on the conventional bus

Fabric design

m Strongly dislike m Dislike ® Neither Like u Strongly like

Hall test
NBfL (220) 1 64 74
Conventional
%
O Indicates a
5b. Whatdo you think about ... the fabric design? statistically

Base 750 significant difference



Seating — design of seats facing each other

Customers on the NBfL are significantly more likely to like the design of
seats facing each other than on the conventional bus — however there is
resistance to this type of seating on both bus types

Design of seats facing each other

m Strongly dislike m Dislike ® Neither Like m Strongly like

Hall test
NBfL (183) 52 58
Conventional
(512) 49 2 51
%
O Indicates a
B5c. Whatdo you think about ... the mix of forward facing and rear facing seats? statistically

Base 750 significant difference



Seating — mix of forward/rear facing seats

Customers on the NBfL are more likely to think the mix of forward/rear
facing seats is good than on the conventional bus — and they are less
likely to rate the mix as bad

Mix of forward/rear facing seats

® Very bad mBad ® Neither Good = Very good

Hall test

-

NBfL (191) 49

Conventional

(507) 42 3 45

%

O Indicates a
B6. Do you find the mix of forward and rear facing seats...? . g stqt|st|cally
significant difference

Base: All (750)



Spaciousness

There are no statistical differences in terms of overall spaciousness
between bus types, although customers on the NBfL are more likely to

rate the spaciousness as ‘very good’

Upper deck
93

IIIIHHIII

@

NBfL..
%

92

86

Conventional..

uVery good
Good

® Neither

= Bad

®Very Bad

Lower deck

90

©

Illiillll
% NBfL..

86

82

IIIIiIIII

Conventional..

= Very good
Good

= Neither

= Bad

m Very Bad

G1 Whatdo you think aboutthe spaciousness on this bus, specifically...?

Bases shown




Ceiling height

Ceiling height on both upper and lower decks considered to be about right
by the majority of customers — higher proportions on the conventional bus

Upper deck Lower deck

“Toohigh B Too high

A bit high “ A bit high
¥ Aboutright W Aboutright
HA bitlow B A bittoo low

EToolow EToolow

% NBfL (160) Conventional (499) % NBfL (188) Conventional (522)

G2. And what do you think about the ceiling heighton the... ?
Base. All (750)




Reporting notes

During the fieldwork period, there were
known issues with the air conditioning system
on the NBfL which may have affected
customer perceptions of temperature and
ventilation

During the fieldwork period, the NBfL was not
running late at night, meaning that customer
perceptions of the lighting levels were not
based on after-dark experience



Heat and light; noise and vibration summary

ENBfL Conventional bus

= ® () (s2)
88
77 76
68 68 67

Lighting level Temperature Ventilation Vibration Smooth ride Engine noise

For all six measures, the NBfL receives significantly more top box ratings than the conventional bus

H1. Aspects of bus ambience:
Base 750 excluding don’t knows




Lighting

Conventional bus rated more highly for lighting level

- Customers had not had much time to experience NBfL lighting after dark at the time of interviewing
- Both bus types receive high satisfaction ratings for lighting levels

Lighting level

B Very dissatisfied =~ mDissatisfied  ®Neither Satisfied = Very satisfied

NBfL (201)

Conventional
(525) &

97

%

H1a. How satisfied are you with... the lighting levels on the bus?
Base: All (750)



Temperature

Temperature on the conventional bus was more highly rated than on the
NBfL; however NBfL receives more top box ratings

Temperature

® Very dissatisfied m Dissatisfied  ®Neither Satisfied = Very satisfied

©,

NBfL (220)

Conventional

(527) 73 4 77

% Temperatures during interviewing period were between 18C
and 22C, with rain on around half of the interviewing days

H1b. How satisfied are you with... the temperature?
Base: All (750)



Ventilation

A quarter of the NBfL customers are dissatisfied with the ventilation on board,
twice as many as on the conventional bus

Ventilation

B Very dissatisfied =~ mDissatisfied  ®Neither Satisfied = Very satisfied

NBfL (219)

Conventional

(526) 73 3 76

%

H1c. How satisfied are you with... the amount of ventilation?
Base: All (750)



Vibration

The NBfL performs better than the conventional bus in terms of customer
perceptions of the amount of vibration

Vibration

B Very dissatisfied =~ mDissatisfied  ®Neither Satisfied = Very satisfied

)

66 2 68

NBfL (220

Conventional
(524)

%

H1d. How satisfied are you with... the amount of vibration when the bus is moving?
Base 750



Smoothness of ride

Almost 90% of NBfL customers are satisfied with the smoothness of ride,
compared with around a third of those on the conventional bus

Smoothness of ride

B Very dissatisfied =~ mDissatisfied  ®Neither Satisfied = Very satisfied

NBfL (219) 67

Conventional

(524) 66 2 68

%

H1e. How satisfied are you with... the smoothness of the ride?
Base 750



Engine noise

On engine noise, as with smoothness of ride and vibration the NBfL performs
better than the conventional bus

Engine noise

B Very dissatisfied =~ mDissatisfied  ®Neither Satisfied = Very satisfied
o - ‘
Conventional 65 2 67

(525)

()

H1f. How satisfied are you with... the noise fromthe engine?
Base 750



Personal safety

Satisfaction is level for customers travelling on the upper and lower decks, and for major
demographic groups

100% - . :
mNBfL = Conventional Network wide Q1 2012/13 CSS score
90% - for personal safety on buses was 87,
80% - compared with 89 on the NBfL and 84
on conventional
0, - .
70% Note NBfL was not operating after dark
60% - during the fieldwork period
50% - 48%
40% -
30% -
20% -
[0)
10% 1095
07 0
oo | O%O%  0%0%  0%0%  0%0%  0%0% 2%2%  2%3%
0
Extremely 1 2 3 4 5 6 7 8 9 Extremely
% dissatisfied satisfied

G5.0n a scale of 0 to 10 where 0 is extremely dissatisfied, and 10 is extremely satisfied, how satisfied are you with your per sonal safety during
this bus journey?

Base 221/529



Issues specific to NBfL



Wheelchair users

Boarding and alighting

Most assessors were able to board and alight without any difficulties. There was one instance
where the assessor experienced an issue with the ramp; it was deployed correctly, however it
did not retract after use. The rear platform was seen to improve accessibility as it enabled other
passengers to exit at the rear whilst the ramp was being used.

Wheelchair space

The wheelchair space was available most of the time, there were 4 occasions when the space

was initially blocked, however they were able to get into the space after it was made available. The
wheelchair space was felt to be suitable for their wheelchair, although it could be improved if there
was space for a buggy as well. The handrails in the wheelchair area were positioned suitably,
although the upright post could be positioned differently to allow more space.

Staff interaction

There was a conductor present on all buses and when the assessor was able to speak to a
conductor they were rated as ‘Excellent’ or ‘Good’ for helpfulness, politeness and patience. The
conductor was seen to play a positive role in making the bus accessible by assisting assessors
with the ramp and ensuring they were able to alight at the required stop.

Information
Assessors reported that the location of the iBus display at the rear of the bus was an improvement
compared to other buses.



Two sets of stairs

The two sets of stairs are found to be useful by the overwhelming majority of NBfL
customers — over half consider them very useful

2 Although those seated upstairs are slightly
more likely to find two sets of stairs useful,
this difference is NOT statistically significant

86 86 87

Very useful
Useful
Neither
B Not very useful
ENot at all useful

B Don't know

i EH
5 5

NBfL (221)Upstairs (Bbwnstairs (124)

D1. How useful is it to have two sets of stairs on this bus?
Base: NBfL passengers 221



Rear platform

67 69 66

Very easy
Easy
Neither

E Difficult

m Very difficult

B DK /nottried

NBfL (221) Upper deck Lower
(97) deck (124)

J3. How easy or difficultis it to use the rear platform?
Base: All (221)

2 Almost all customers that expressed a view

felt that the rear platform was easy to use
(96% after removing don’t know responses)




Satisfaction with conductor

Almost half are ‘extremely satisfied’

100% 1 CSS Q1 2012/13 for satisfaction with
90% - attitude and behaviour of driver was 85
80% | (Moving Annual Average) - so the

° conductor compares favourably.
70% -
60% -
49%
50% -
40% -
30% -
21%

20% - 17%
10% - . 8%

1% 0% 0% 0% 0% 1% 2% [ ]
0% —

Extremely 1 2 3 4 5 6 7 8 9 Extremely
% dissatisfied satisfied

K2.0n a scale of 0 to 10 where 0 is extremely dissatisfied and 10 is extremely satisfied, how satisfied are you with conductors’behaviour and
attitudes to you?

Base 221



Perception of conductor’s role

Perceived role of conductors

Ensure safety on rear
platform

Check tickets
Boarding assistance
Provide information

Reassuring presence

Deal with anti-social
behaviour

Collect fares
Sell tickets
Other

Don't know

- E
K
I -
[ ]
B
K
s

B -

| E
[ ]

12

19

9

K1. Whatdo you think the role of the conductor on this bus is?
K3. Is there anything else that the conductor is notdoing that you think they should be doing?

NBfL 221

Perceptions of what else conductors

should do

Ensure safety on rear
platform

Check tickets
Boarding assistance
Provide information

Reassuring presence

Deal with anti-social
behaviour

Collect fares
Sell tickets
Other

Don't know / nothing

I -



Customer suggested improvements

None 60%
Ability to open windows/windows that open 7%

More space/ too cramped (unspec.) 4%

Air conditioning/ more effective air conditioning 4%

Windows/ more windows 4%

More leg room/ more space between seats 3%

Comfort of seats - softer, bigger, lower etc. 2%
Dislike rear facing seats - removal 2%

Higher ceilings (on upper deck) 2%

Remove conductor/ not required/ conductor should do more 2%
Increased ventilation 2%

Larger/ bigger windows 2%

Improved provision of information 2%

Others 2%

L2. Do you think there are any improvements needed to the New Bus for London?
Base: all with experience of NBfL (420)



Respondent profile



Demographic profile

NBfL Bus user survey 2008*
4

44% 40% 6%

Female 56% 60% 54%
16-24 yrs 19% 15% 22%
25-34 yrs 30% 34% 28%
35-44 yrs 22% 17%
45-54 yrs 16% 17% 11%
55-64 yrs 13% 8% 7%
65-74 yrs 5% 3% 6%
75+ yrs <0.5% 2% n/a
No disability 96% 95% 91%

Any disability 4% 5% 9%

* Day figures quoted
Age figures include under 16s (not shown)

A20 .Gender All (750 . "
ender All(750) Figures for all bus users, not specifically Route 38

M1. Which of the following age bands do you fall into?
M2. Do you have a disability or long-term health condition?




Bus travel frequency

50r more days a week 66% 51%

3-4 days a week 11% 14% 25%
2 days a week 8% 10% 10%
Once a week 4% 8%
Once fortnight <0.5% 2% 4%
Once a month 1% 2% 1%
Less than once a month 1% 1% 1%

This is the first time 1% <0.5% n/a

M3. Typically, how often do you use London buses to travel round London?
Base: All (750)



Bus journey purpose

: Bus user survey

Commuting to/from work 71% 71% 49%

Leisure 11% 12% 7%
Shopping 5% 2% 12%
Visiting friends / relatives 2% 4% 9%
Tourism 1% <0.5% 1%

Going to/from : : 7% 504 14%
school/college/university

Personal business 2% 5% 2%

Other <0.5% 1% %

* Day figures quoted
Figures for all bus users, not specifically Route 38

M4. And finally, when do you use London buses, whattype of journey are you most commonly making?
Base. All (750)



