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A. Introduction

The broad objective of this research, therefore, is to find out how
passengers view current fare levels and ticketing structures.

An initial qualitative phase of research has already been completed and
reported on separately (April 2006). This report presents the results of
the subsequent quantitative stage.

The quantitative research involved the distribution of 7,500 self
completion questionnaires at 45 train stations across the UK.
Questionnaires were handed out, along with reply paid envelopes, to
commuters, business travellers and leisure travellers. The distribution of
questionnaires took place from 24™ April to 6 May 2006.

Outlook Research 3



Passenger Requirements From Rail Fares
Report of Quantitative Research Findings
July 2006

B. Management Summary of
Research Findings

. For commuters and leisure rail passengers the main consideration
when choosing a ticket is cost. Beyond this, commuters are
looking for some degree of flexibility. Business passengers are the
least likely to have a choice of tickets available but when they are
offered this choice they are likely to consider both cost and
flexibility issues.

. Despite the importance of cost as a consideration however, only a
limited amount of searching for the best priced ticket actually takes
place.

. The vast majority of leisure and business travellers are aware that
they are making the journey well before the actual day of travel.
Nevertheless, most wait until the day of travel to buy their ticket.

) Triggers to advance purchase include access to lower priced
tickets, avoiding queues and reserving seats — in essence,
reducing hassle on the day of travel.

. On average passengers believe they can book tickets 7-8 weeks
in advance but would ideally like to be able to book 12-13 weeks
before the day of travel.

. Most of those who buy their ticket on the day of travel are unaware
of whether or not the ticket would be cheaper if bought in advance
and most claim they would be likely to buy in advance if they knew
the ticket would be cheaper.

. In line with National Passenger Survey, leisure passengers are
generally more satisfied with value for money of tickets than are
commuters or business travellers.

. Sources of ticket purchase that are most trusted to provide best
value for money tickets are ticket offices at stations, staff on trains
and the internet. Least trusted sources are ticket machines and
travel agents.

. Only a small minority of rail passengers are of the view that rail
tickets are fairly priced and less than half claim to understand the
range of tickets and fares available.

. The vast majority of passengers would travel more frequently if rail
fares were cheaper. Indeed almost three quarters of leisure
passengers have decided not to travel by train due to the cost of
tickets, preferring typically to travel by car instead.

. Whilst most commuters recognise that season tickets represent
better value for money than dailies, they hugely underestimate the
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number of effectively ‘free’ weeks travel offered by annual season
tickets.

. ‘Irregular travel patterns' is the main barrier to purchase of season
tickets amongst regular commuters who buy their tickets daily.
Cost is a secondary barrier overall, but the key reason for around
a quarter of these passengers.

. Slightly under a fifth of non season ticket holders who commute
regularly would be very likely to buy a season ticket if they could
spread the payment interest free over 12 months.

. The 10 ticket carnet concept was also well received by these
commuters (83% very or fairly interested).

. A 20% reduction in fares has some potential to encourage rush
hour commuters to shift travel times in order to avoid the busiest
periods

. The majority of leisure and business passengers are aware of the
existence of the Saver ticket and, on balance, they tend not to be
in favour of TOCs setting the prices for these tickets.

. There is healthy interest in the concept of the £30 National
Railcard — particularly amongst leisure passengers.

Conclusions

. Many of the key findings from the previous qualitative phase
have been confirmed by this research.

. In particular there is a general feeling amongst rail
passengers that rail fares are unfairly priced and that the
fares structure is difficult to understand.

. The research strongly indicates that ticket prices are
currently acting as a barrier to train travel. Many passengers
have decided against travelling by train due to ticket prices
and the vast majority of leisure and business passengers
claim they would travel more frequently by train if prices were
reduced.

. The research also confirms, however, that passengers lack
sufficient knowledge to enable or encourage them to access
more favourable ticket options when they are available. A
high proportion of those who buy tickets on the day of travel,
for instance, do not know if their ticket would have been
cheaper had it been booked in advance. Additionally, regular
commuters who buy tickets on a daily basis grossly
underestimate the number of effectively ‘free’ weeks travel
that are offered by season tickets.
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) These findings indicate an immediate requirement for
informing rail passengers on how to get the best value for
money tickets for the type of journey they are undertaking.
Beyond this there is an ultimate need for simplification of the
fares and ticketing structure and the possible introduction of
initiatives, such as the National Railcard or interest free
season ticket payment plans, desighed to increase the
affordability of rail travel for some segments.
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1. Research Context and Objectives

The level of fares paid by passengers to make journeys by rail has been
controversial for some time. Passenger Focus has amassed a
substantial amount of evidence and knowledge on the types of fare
offered historically and the rate of fare increases over time and is aware
that many passengers are not satisfied with the value for money offered
by the ticket purchased. The National Passenger Survey which surveys
50,000 passenger journeys each year has indicated low levels of
satisfaction ‘with the value for money for price of ticket’ since the survey
was introduced in autumn 1999. In spring 2006 only 41% of passengers
were very or fairly satisfied with this measure. Satisfaction was lowest in
the London and South East with 35% satisfied and highest in the regions
with 57% satisfied. 53% of long distance passengers were satisfied.

On some long-distance journeys the absolute fare can appear
extraordinarily high such as a £202 Return from London to Manchester in
the weekday AM peak standard class or £311 first class. However train
operating companies point to the availability of very low - priced tickets
available for those passengers who are able to be flexible with their travel
plans and to book in advance.

Whilst much of the public debate on rail fares in the media tends to focus
on long-distance journeys, the majority of passengers are currently using
rail for shorter commuting and leisure journeys. Commuters often have
little choice around when they travel and therefore have to travel in the
weekday peaks. Leisure travellers on short journeys cannot book
discounted tickets in advance (because such tickets do not exist unlike in
the long distance sector) and therefore are subject to ‘turn up and go’
fares. However a number of passengers are eligible for Railcards that
provide a discount on the majority of fares for journeys outside of the
morning peak, these include Family, Young Persons, Senior and
Disabled railcards.

A paired preference survey carried out in spring 2005 for the Strategic
Rail Authority identified ‘value for money for price of ticket’ as the second
highest priority for improvement out of 30 individual service aspects.
Only punctuality / reliability was a higher priority. This was the case for
commuters, leisure and business travellers.
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The overall objective of this research is to inform Passenger Focus’
knowledge, evidence, policy and Ilobbying around passengers
requirements from rail fares in Great Britain and to provide understanding
in terms of:

e awareness and views on existing ticket ranges — in particular where
these appear to offer real choice vs. where they are thought simply
to be confusing/complex
- awareness of quotas on cheaper long-distance fares amongst

relevant target groups
- satisfaction with availability of cheaper long-distance fares and
level of discount

e passenger experience of ticket purchase in terms of how the ticket
was purchased, timing (planned vs. not) and information on fares
obtained

e awareness and views on current ‘turn-up-and-go’ fares (including
Saver ticket) and the fact that these are regulated by the
government (and whether they should be)

- views on potential withdrawal of Saver ticket

e triggers & barriers for commuters to travelling outside peak hours
- how could they be incentivised to generate behaviour changes

o the impact of current fares and ticketing on socially excluded groups
— including Railcard discount holders, and lower income groups who
are not eligible for existing railcards

e requirements for booking in advance: ideal number of weeks in
advance when tickets should become available; considerations and
key requirements.

As we have mentioned above, this report covers the quantitative
element of this two phase research study.
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2. Sample & Methodology

The methodology used was that of self completion questionnaires. A
total of 7,500 questionnaires were distributed evenly across the three
main quota groups — commuters, leisure travellers, business travellers.
Rail passengers were asked to complete the questionnaire in relation to
the journey they were about to undertake or had just completed. 45
sampling points (train stations) were chosen to provide a good spread
throughout the UK (see appendix for locations).

A total of 2,686 completed questionnaires were returned (36% of total
distributed) although a number of respondents had taken a
guestionnaire related to a specific journey purpose (commuter, leisure,
or business) and had claimed within the questionnaire to have made a
different type of journey. We have excluded these respondents from the
analysis as a result of this inconsistency and the fact that we can not be
sure of the type of journey they had actually undertaken.

The final sample, based on 2,122 matched (questionnaire taken
matches claimed journey purpose) responses is therefore as follows:
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Sample Demographics - Table 1
Commuters Leisure Business
% % %

Gender Male 44 34 61

Female 56 64 39

Not stated - 2 -
Age 16-25 26 14 5

26-44 43 24 43

45-59 29 27 45

60plus 3 33 7

Not stated - 2 -
Region London/SE 46 34 34

South West 16 15 15

Mids/Wales 16 20 19

North 18 20 24

Scotland 4 8 7

Not stated - 3 1
Household Under £30k 38 57 19
Income

£30k to £50k 26 16 28

Over £50k 25 9 42

Not stated 12 19 12
Party Alone 93 66 86

With others 7 34 14
Ticket Standard 24 28 47

Single/Return

Cheap Day 8 22 10

Single/Return

Saver or Super 5 14 13

Saver

Standard 21 - -

Monthly Season

Standard Annual 15 - -

Season

Other* 27 36 30
Base 719 760 643

*Others includes; First Class Single/Return, Apex/Super Apex, Standard Weekly

Season, One-Day Travelcard

e Commuters were undertaking a regular journey to or from either a

place of work or a place of study
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o Leisure travellers were visiting friends or relatives, on a shopping trip,
on personal business (e.g. job interview, dentist etc.), on a day out,
or travelling for another predominantly leisure reason

e Business travellers were on company business (or own if self
employed)

Distribution of the questionnaires took place from 24™ April to 6™ May

2006. Questionnaires returned up to 31% May 2006 are included in the
analysis.
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3. Main Findings
3.1 Ticket Purchase
3.1.1 Source of Ticket Purchase
“How was your ticket purchased” - Table 2
Commuters Leisure Business
% % %
Window at train station 70 62 55
Ticket machine at 11 6 8
station
On train 5 5 4
Internet 3 9 11
Phone 2 4 5
Bought for me 4 4 9
Other 4 3 6
Not stated 1 6 1
“Whether used railcard”
Yes 17 32 10
No 76 58 83
Don’t know 7 10 7
Base 719 760 643

The majority of all passengers had purchased their ticket from the train
station ticket window.

Commuters were the most likely of the three groups to buy from the
ticket window and commuters travelling with season tickets were
particularly likely to have used this facility (83%). A total of 11% of
commuters had bought their ticket from a machine and this option was
most popular amongst the younger age group (16-25s — 17%) and
those travelling with standard Singles/Returns (19%) or One-Day
Travelcards (20%).

Whilst only 3% of commuters used the internet when purchasing their
tickets the proportion of leisure and business travellers doing so was
much higher (9% and 11% respectively). The types of tickets that were
more likely than average to be purchased on the internet were Savers
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(leisure — 17% and business — 20%) and 1% Class tickets for business
(16%). The internet was also more likely to be used for advance
purchase (more than a week in advance of travel) and for longer
journeys (two hours plus).

Ticket machines at train stations were more likely to be used by
commuters than by leisure or business travellers, and amongst
commuters by those who were travelling with standard or Cheap Day
Singles and Returns.

Railcard usage was highest amongst leisure travellers. The most
popular type of railcard amongst the leisure segment was the Senior
Railcard, used by 17%. The bulk of the reminder of railcard users had a
Young Persons Railcard and this was particularly true for the commuter

group.
3.1.2 Triggers to Ticket Purchase

“Why chose ticket type” - Table 3

Commuters Leisure Business

% % %
Cheapest 55 60 36
Only one offered or 21 17 26
available
Needed flexibility 25 12 23
Someone else chose 1 2 9
Advised by train staff 3 5 6
Quickest route 3 4 5
Other 14 9 8
Base 719 760 643

Note: respondents could choose more than one trigger

Cost was the main trigger to purchase overall and was particularly
dominant amongst commuters and leisure travellers. Those purchasing
Apex, Savers and Cheap Day Returns were highly likely to have been
influenced by the cost of the tickets.

The need for flexibility was also a major consideration, primarily for

commuters and business travellers, and was likely to lead to the
purchase of 1st Class tickets, season tickets and One-Day Travelcards.
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In each of the key segments, a fairly high proportion had purchased the
only ticket that was offered or available. Standard Singles and Returns
were the tickets most likely to be purchased in these circumstances.

Despite the fact that cost was the key trigger to purchase there was, as
the following table illustrates, only a limited amount of searching around
for the best priced ticket.

“Extent looked around for the best priced ticket” - Table 4

Commuters Leisure Business

% % %
Looked extensively 15 11 8
Looked a bit 15 19 16
Didn’t look around 24 32 43
Not relevant/no 43 30 19
options
Don’t know 2 7 14
Base 719 760 643

Overall, business travellers were the least likely of the three groups to
have looked around to find the best price for their ticket.

In each of the above segments it was the passengers who were
travelling on the longer journeys who were most likely to have looked
around extensively for the best priced ticket. Also, and not altogether
surprisingly, those who purchased their ticket in advance were more
likely to look around than were those who bought on the day.

Amongst the commuters, there was a high proportion who were of the
view that they had no options with regard to ticket prices. This was
particularly true for those in London/SE and for those whose commute
was less than an hour each way.

Timing of Ticket Purchase

Leisure and business travellers were asked about the timing of the
actual ticket purchase in relation to when they knew they were going to
be making the journey.
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“When knew about making this journey” - Table 5
Leisure Business

% %
Today 17 6
In last week 39 45
1-2 weeks ago 13 25
3-4 weeks ago 14 14
Longer 16 10
Don’t Know 1 -
“When purchased ticket”
Today 54 56
In last week 18 27
1-2 weeks ago 9 8
3-4 weeks ago 6 4
Longer 7 2
Don’t Know 6 2
Base 760 643

The vast majority of leisure and business passengers were aware well
before the day of travel that they were to be making the journey.
Despite this, over half waited until the day of travel to buy their ticket.

Business passengers were particularly likely to leave it until the last
moment before buying their ticket. Indeed, four in ten business
passengers buying their ticket on the day of travel had known about the
journey for a week or more. The equivalent figure for leisure
passengers was 23%.

Those purchasing their ticket on the day of travel were asked whether
or not this ticket would have been cheaper had they bought it in
advance.

“Would ticket have been cheaper if purchased before today” -
Table 6

Leisure Business
% %
Yes 6 11
No 42 28
Don’t Know 52 62
Base (bought ticket
today) 412 363
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Whilst a small minority of both groups of passengers admitted that their
ticket would indeed have been cheaper had they purchased it in
advance, the majority were either of the view that there would have
been no price advantage to advance purchase or else they were
unaware either way.

Those who did not know if their ticket would have been cheaper if
booked in advance were asked whether or not they would have bought
the ticket earlier if they had known that it would have been significantly
cheaper.

“Likelihood of purchasing in advance if knew would have been
significantly cheaper” - Table 7

Leisure Business

% %
Very likely 41 26
Fairly likely 23 24
Neither 10 12
Fairly unlikely 9 16
Very unlikely 11 14
Don’t Know 5 7
Base (all who don’t know
if ticket would have been
cheaper) 184 219

This table indicates that greater levels of awareness of the price
advantage of early booking would be likely to lead to a shift in behaviour
for both leisure and business travellers. Over half of those who were
unsure if their ticket would have been cheaper claimed that they would
have purchased it in advance had they known of a price advantage.
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3.2 Value for Money

In line with the National Passenger Survey (NPS) the leisure
passengers were generally more satisfied with the value for money of
the price of their ticket than were the commuters or those travelling for
business purposes.

“Overall, how satisfied are you with the value for money of the
price of the ticket you are travelling with today” - Table 8

Commuters Leisure Business
% % %
Very satisfied 10 36 20
Fairly satisfied 30 32 31
Neither 24 14 25
Fairly dissatisfied 21 10 14
Very dissatisfied 13 5 6
Don't know 1 5 3
Base 719 760 643
Commuter Satisfaction with Value for Money by Ticket Type -
Table 8a
Standard Saver or Cheap Day
Single or Standard Super Single or
Return Season Saver Return
% % % %
Very satisfied 9 6 8 9
Fairly satisfied 27 29 49 44
Neither 22 25 23 30
Fairly dissatisfied 23 28 10 6
Very dissatisfied 19 12 10 11
Don’t know - - - -
Base 172 327 39 54
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Leisure Traveller Satisfaction with Value for Money by Ticket Type

- Table 8b
Standard Saver or Apex or Cheap Day
Single or Super Super Single or
Return Saver Apex Return
% % % %

Very satisfied 26 28 40 34
Fairly satisfied 31 35 40 42
Neither 17 18 17 16
Fairly dissatisfied 16 10 - 6
Very dissatisfied 8 9 3 1
Don’t know 2 - 1
Base 216 109 30 170

Business Traveller Satisfaction with Value for Money by Ticket

Type - Table 8c

Standard 1% Class Saver or Cheap Day
Single or Single or Super Single or
Return Return Saver Return
% % % %
Very satisfied 15 26 17 34
Fairly satisfied 31 24 43 34
Neither 30 20 24 22
Fairly dissatisfied 16 19 8 6
Very dissatisfied 6 8 4 2
Don’t know 3 4 4 2
Base 305 80 83 64

Although the relative satisfaction levels by segment above reflect the

results from National

Passenger Survey, the absolute very/fairly

satisfied figures are higher here (by approximately 10% for each
segment). This difference is largely due to the respective sample
profiles and the fact that the National Passenger Survey features a
higher proportion of London/SE residents (in line with their contribution
to total passenger journeys to the rail network) who are generally more
negative than others on the subject of value for money of train tickets.
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Amongst commuters, the most satisfied groups were those living in
Midlands/Wales/East or in Scotland, those who bought their ticket using
a railcard and those who were travelling on Cheap Day Singles/Returns.
In addition to residents of London/SE, others who were less satisfied
than average included 16-25 year olds and those who travelled with
standard season tickets or standard Singles/Returns.

Leisure passengers were the most satisfied segment on the whole but
there were, nevertheless, some fairly significant differences across the
sub groups within this sample. Older respondents (60 plus) were, for
instance, much more satisfied with the value for money of the price of
their ticket than were 16-25 year olds. Similarly there was higher
satisfaction amongst those travelling on Cheap Day Returns and Apex
tickets than there was amongst those with standard tickets. In terms of
the regions, London/SE was again the least satisfied in contrast to the
North of England where 78% of leisure travellers were either very or
fairly satisfied. Those who had booked their ticket in advance were
generally more satisfied than were those who had bought tickets on the
day of travel.

The business traveller sub group results were broadly in line with the
sub group results for the leisure travellers. Thus, higher levels of
satisfaction were seen amongst over 60's, those from the North and
Scotland, those booking in advance and travelling with Saver tickets,
Apex tickets or Cheap Day Returns. Less satisfied were younger age
groups, London/SE and South West and those who purchased their
ticket (typically standard Single/Return) on the day of travel.

3.3 Attitudes to Rail Fares

Rail passengers were invited to indicate their level of agreement with a
number of statements relating to rail fares.

Agreement with Statement “Rail tickets are generally fairly priced”

- Table 9
Commuters Leisure Business
% % %
Agree strongly 2 3 1
Agree 13 23 17
Neither 20 23 21
Disagree 38 34 41
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Disagree strongly 25 17 19
Don’'t Know 2 - -
Base 719 673 604

Only a small minority of rail passengers are of the view that rail tickets
are fairly priced. The majority either disagree with this or are unable to
give a view either way. Leisure passengers are very slightly more
positive than other segments and commuters, on the whole, are the
most negative.

Agreement with Statement “I am confident of being able to find the
best value ticket for my journeys” - Table 10

Commuters Leisure Business

% % %
Agree strongly 7 8 4
Agree 43 40 32
Neither 16 21 24
Disagree 18 21 31
Disagree strongly 12 9 9
Don’t Know 4 - -
Base 719 673 604

Approximately half of commuters and leisure travellers feel confident of
being able to find the best value tickets for the journeys they make.

Business passengers are generally less confident of being able to do
this.

Agreement with Statement “I understand the range of tickets and
fares available” - Table 11

Leisure Business

% %
Agree strongly 5 4
Agree 39 30
Neither 15 15
Disagree 27 31
Disagree strongly 14 20
Don’t Know - -
Base 661 609

A minority of leisure and business travellers claim to understand the
range of tickets and fares available. Highest levels of claimed
understanding are seen amongst younger passengers (16-25) and
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those from Midlands/Wales/East and the North of England. Passengers
in London/SE, particularly those travelling on business, are unlikely to
agree with the statement.
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Agreement with statement “l would travel more on trains if the
fares were a bit cheaper” - Table 12

Leisure Business

% %
Agree strongly 47 35
Agree 34 37
Neither 11 14
Disagree 7 12
Disagree strongly 2 2
Don't Know - -
Base 697 616

Over 80% of leisure passengers and almost three quarters of business
passengers would travel more on the trains if the fares were a bit
cheaper. Younger passengers in particular are likely to increase usage
in response to reductions in train fares.

Agreement with statement “1 don’t mind booking early in order to
get cheaper fares” - Table 13

Leisure Business

% %
Agree strongly 36 21
Agree 45 48
Neither 9 17
Disagree 7 11
Disagree strongly 3 3
Don’'t Know - -
Base 698 616

Eight out of ten leisure passengers and seven out of ten business
passengers are happy to book early in order to access cheaper fares.
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Agreement with statement “There should be a standard price for a
journey regardless of when you buy the ticket” - Table 14

Leisure Business

% %
Agree strongly 24 17
Agree 27 29
Neither 19 20
Disagree 23 26
Disagree strongly 6 8
Don’t Know - -
Base 698 622

Whilst passengers are more likely to agree than disagree that there
should be standard prices for journeys (regardless of when the ticket is
booked) there is no strong consensus on this issue.

Agreement with statement “I am confident of being able to find the
cheapest tickets for the journey that | make” - Table 15

Leisure Business

% %
Agree strongly 10 8
Agree 38 28
Neither 21 24
Disagree 24 31
Disagree strongly 8 10
Don’t Know - -
Base 674 605

Again there is something of a split on this issue although leisure
passengers are generally a bit more confident of finding the cheapest
fares than are the business travellers.
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3.4 Trust in Sources of Ticket Purchase

Rail passengers were asked to indicate the extent to which they would
trust ticket sources to provide them with the best value for money
tickets for train journeys. As the following table shows, levels of trust in
ticket sources varies quite considerably.

Trust in Ticket Sources - Table 16

Commuters Leisure Business
Ticket office at train % % %
station
Trust entirely 34 42 34
Tend to trust 53 46 48
Neither 8 7 10
Tend to distrust 4 4 7
Distrust entirely 1 1 2
Ticket machine at train station
Trust entirely 12 8 7
Tend to trust 36 28 27
Neither 28 35 33
Tend to distrust 21 24 27
Distrust entirely 3 6 6
Internet
Trust entirely 12 13 17
Tend to trust 45 42 51
Neither 27 26 20
Tend to distrust 14 14 9
Distrust entirely 2 5 3
Telephone
Trust entirely 6 10 10
Tend to trust 39 36 44
Neither 34 29 28
Tend to distrust 18 20 15
Distrust entirely 3 5 3
Staff on train
Trust entirely 20 24 21
Tend to trust 46 44 37
Neither 20 21 24
Tend to distrust 11 8 12
Distrust entirely 2 3 6
Travel agent
Trust entirely 6 9 7
Tend to trust 26 33 31
Neither 46 37 39
Tend to distrust 17 16 19
Distrust entirely 4 5 4
Base (all responding) 702 673 625
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Views are fairly consistent across the three passenger segments. All
segments display a fairly high level of trust in ticket office at train
stations and this emerges as the most trusted source of value for
money tickets.

Staff on trains and the internet are similarly rated sources although the
former is more trusted by commuters and leisure travellers and the
latter, more by business travellers.

The telephone is the next most trusted source overall and is slightly
more positively viewed by the business segment than it is by others.

Ticket machines at train stations tend to polarise opinions amongst
leisure and business travellers but are generally trusted by commuters.

Travel agents is the source least likely to be trusted by commuters to
provide best value for money tickets.

Advance Booking

Leisure and business travellers are split on the issue of advance
booking but generally prefer to do this rather than buy tickets on the day
of travel.

“Do you generally prefer to buy tickets on the day of travel or to
buy them in advance of this” - Table 17

Leisure Business
% %
On the day 36 38
In advance 45 45
No preference 16 16
Don’t Know 3 1
Base 760 643

Particularly likely to prefer to book in advance are those whose journeys
are longer than two hours in duration.

Whilst cost emerges as the main trigger to advance purchase —
particularly for leisure travellers - a number of other considerations also
contribute quite significantly to this preference.
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“Why do you prefer to buy tickets in advance” - Table 18

Leisure Business

% %
Cheaper 80 66
Don't have to queue 64 64
Can reserve seat 56 59
Don’t have to think about 55 48
it on day of travel
Need to make plans in 42 48
advance
Base (all prefer advance) 342 291

Note: respondents could choose more than one reason

Those who prefer to book tickets in advance are clearly motivated by
cost savings but are also keen to reserve seats and avoid queues at
ticket offices on the day of travel. In general It would appear that
passengers who prefer to book in advance are looking to reduce
worries and hassle on the day of travel and, in doing so, enhance the
overall journey experience.

Despite expressing a preference for advance booking, there is mixed
awareness, amongst this group, of precisely how far in advance of
travel that tickets can be booked.

“How far in advance can you book long distance train tickets” -

Table 19
Leisure Business

% %
Up to a week 10 8
1-2 weeks 8 7
3-4 weeks 24 22
1-2 months 19 19
2-3 months 16 23
3-4 months 6 7
Longer 7 8
Don't know 11 8
Average (months) 1.74 2.04
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Base (all prefer advance) 342 291
On average, rail passengers who prefer to book tickets in advance
believe that tickets can be purchased a maximum of 7-8 weeks before
the day of travel. Whilst this is not too far from the truth, the average
hides the fact that a fairly high proportion of those who prefer to book in
advance - business and leisure travellers alike - are of the view that
tickets can be bought a maximum of 4 weeks before the journey. At the
other end of the scale, around one in eight think that tickets can be
purchased more than 12 weeks in advance.

Although the bulk of passengers who prefer to book in advance are
clearly unaware of the maximum lead time for ticket booking, the
following table suggests that the majority would like to see this period
extended.

“How far in advance should you be able to book long distance
train tickets” - Table 20

Leisure Business

% %
Up to a week 6 6
1-2 weeks 5 4
3-4 weeks 12 12
1-2 months 15 12
2-3 months 18 19
3-4 months 8 12
Longer 23 26
Don't know 12 10
Average (months) 3.08 3.32
Base (all prefer advance) 342 291

On average, passengers would like to be able to book their tickets 12 to
13 weeks in advance of travel. Further, a quarter of business and
leisure travellers believe that tickets should be bookable more than 16
weeks in advance.
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3.6 Impact of Ticket Prices on Decision to Travel

There is little doubt, as the following table illustrates, that the cost of
tickets has acted as a barrier to travelling on trains for leisure journeys.

“Ever decided not to travel by train because of cost of ticket” -

Table 21
Leisure
%
Yes - a number of times 41
Yes — once or twice 29
No 28
Base 760

Almost three quarters of leisure travellers have decided not to travel by
train due to the cost of the ticket. Furthermore, four out of ten have
made this decision on a number of occasions.

Journeys that could have been made by train were typically undertaken

by car.
“What did you end up doing last time that happened” - Table 22
Leisure
%

Travelled by car 44
Travelled by coach 19
Did not make journey 16
Travelled by bus 10
Travelled by plane 6
Base (all who have

decided not to use train
because of cost) 531

Coaches, buses and planes were also used as alternatives to rail travel
although, in a significant minority of cases, travellers simply decided not
to make the journey after all.
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3.7 Season Tickets

Commuters were asked about the value for money offered by season
tickets in relation to tickets bought on a daily basis.

Agreement with Statements About Season Tickets - Table 23
“Weekly season tickets
offer better vfm than daily

tickets” Commuters
%
Agree strongly 17
Agree 52
Neither 8
Disagree 5
Disagree strongly 3
Don’t Know 14

“Monthly season tickets
offer better vfm than daily

tickets”

Agree strongly 20
Agree 53
Neither 8
Disagree 4
Disagree strongly 3
Don’t Know 13

“Annual season tickets
offer better vfm than daily

tickets”

Agree strongly 23
Agree 44
Neither 10
Disagree 4
Disagree strongly 2
Don’t Know 17
Base 719

The majority of commuters recognise that season tickets (weekly,
monthly and annual) represent better value for money that daily tickets.
There is, nevertheless, a significant difference in views depending on
type of ticket used. Those who already travel with a season ticket are
more likely to agree that seasons offer greater value than daily tickets
than are those who buy a standard ticket on a daily basis. By way of
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illustration, 56% of standard Single/Return purchasers are of the view
that annual season tickets represent better value than daily tickets,
whilst the equivalent figure for those who already travel with a season
ticket is 82%.

In order to further understand levels of awareness of the value for
money offered by season tickets, we also asked commuters how many
effectively ‘free’ weeks of travel were provided by an annual season

ticket.
Weeks of ‘free’ travel offered by annual season ticket - Table 24
%

None 8
1-2 weeks 16
3-4 weeks 18
5-7 weeks 8
8-10 weeks 6
11plus weeks 5
Don'’t know 40
Average 4.67
Base 719

The above table clearly shows almost a complete lack of awareness of
one of the main advantages of a season ticket. Four out of ten
commuters have no idea of how many weeks ‘free’ travel are offered by
the annual season ticket and a similar proportion believe that it is
between zero and four. Even amongst season ticket holders, levels of
awareness are low. A third of these commuters don't know how many
‘free’ weeks are provided and the average amongst those who offered
an opinion was just 5 weeks — barely higher than the overall average
above.

Regular commuters who travelled using daily tickets were asked for the
main reasons why they did not obtain a season ticket.
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“Why don’t you have a season ticket” - Table 25

%

Irregular travel patterns 59
Not value for money 19
Haven't got money to pay in advance 14

Can't afford one 11
Don’'t want to commit 9
Haven't got round to it 7
Have to get a photocard 4
2
15

Don’t know how to
Other/Don't Know
Base (all regular travellers with no

season ticket - responding) 209
Note: respondents could choose more than one reason

Almost six out of ten of these passengers cite irregular travel patterns
as the main reason why they have not acquired a season ticket. This
was comfortably the most significant barrier.

Other reasons for non purchase relate primarily to cost. Either,
commuters don’t see the season ticket as offering value for money (and
given the lack of awareness of the amount of free travel provided by
season tickets, this is not surprising) or they can't afford to pay the lump
sum in advance. A small minority (nevertheless representing a
substantial number of commuters) have some intention to buy a season
ticket but simply have not got round to it yet.

Commuters without season tickets were asked whether or not they
could get financial help — an interest free loan from employers for
example - if they wanted to buy one.

“Could you get financial help if you wanted to buy a season ticket”

- Table 26

%
Yes 22
No 61
Don’t Know 17
Base (all regular travellers with no
season ticket - responding) 227

A fifth of these commuters could get financial help if they chose to
purchase a season ticket and a further 17% are not sure either way.
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Those who were unable to get any help (61% of commuters who don't
have a season ticket) were asked whether they would buy a season
ticket if this help was available.

“If this help was available, would you buy a season ticket” - Table

27
%
Yes 39
No 61
Base (all who couldn’t get help) 154

Four out of ten of these commuters — representing about a quarter of
those who travel regularly but don't have a season ticket — would
proceed to purchase a season ticket if the financial help was available.
There was higher than average interest amongst females and those
under the age of 26 although it should be noted that a relatively small
number of these passengers responded to this question.

We also tested the appeal of being able to pay for an annual season
ticket in equal instalments over a 12 month period (at 0% interest) and
of a carnet of 10 train tickets (no mention of price or discounts).

“Likelihood of buying annual season ticket if pay by equal
instalments over 12 months at 0% interest” - Table 28

%

Very likely 17
Fairly likely 22
Neither 17
Fairly unlikely 9
Very unlikely 26
Don’t know 10

Base (all regular travellers with no
season ticket - responding) 234
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“Interest in buying book of 10 tickets” — Table 28a

%

Very interested 47
Fairly interested 36
Neither 7
Fairly uninterested 5
Very uninterested 3
Don'’t know 2

Base (all regular travellers with no
season ticket - responding) 239

Slightly under a fifth of commuters currently travelling without season
tickets would be very likely to buy one if they had the options to do so,
interest free, over a 12 month period. An additional 22% would be fairly
likely to pursue this offer if it were available. Particularly keen are the
26-44 year olds whilst those least interested includes, perhaps not
surprisingly, those who are earning in excess of £50k pa.

The carnet concept has been very well received by those who don't
have a season ticket but travel regularly. Indeed, over 80% of these
commuters (and almost 90% of females) express an interest in
acquiring a carnet whilst almost half are very interested in doing so.

3.8 Potential for Shift in Travel Times

Commuters who regularly travel during peak hours were asked whether
or not they would be likely to shift their travel times in order to miss the
busiest periods of the day. They were then asked for their likelihood of
doing so if, by way of compensation, the cost of their travel was
reduced by a). 10% and b). 20%.
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“Likelihood of travelling avoiding the busiest periods” - Table 29
If cost of If cost of
ticket reduced | ticket reduced
by 10% by 20%
% % %

Very likely 5 10 24
Fairly likely 14 7 24
Neither 9 8 10
Fairly unlikely 32 34 12
Very unlikely 41 40 27
Base (all travel during
rush hours - responding) 487 358 278

Whilst there is a lukewarm response to the concept initially and in
relation to the proposed 10% reduction in the cost of fares, the
suggestion of a more substantial reduction in prices was met with some
enthusiasm (although it should be noted that a high proportion of the
rush hour sample failed to complete this question fully). Those
expressing the highest likelihood of shifting travel times in order to
receive the 20% fares discount include 16-25 year olds, those with
household incomes of under £30k and those with commutes lasting in
excess of an hour (presumably those with more expensive journeys).

Saver Tickets

The majority of leisure and business travellers are aware of the
existence of the Saver ticket (although we know from the qualitative
phase that detailed awareness of the characteristics of the ticket is very
limited).

“Aware of a train ticket called a ‘Saver’” - Table 30

Leisure Business
% %
Yes 64 73
No 36 27
Base 760 643

Those who had booked tickets in advance of travel or whose journeys
were in excess of 2 hours in duration are the most likely to be aware of
the existence of the Saver ticket. There are no significant variations in
awareness across regions within the UK
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Again reflecting the findings from the qualitative phase, more detailed

awareness of the features of the Saver ticket was more mixed.

Awareness of Saver Details - Table 31

“Aware that Saver does not
need to be booked in
advance”

Leisure Business

% %
Yes 55 53
No 45 47
“Aware that Govt regulates
fares”
Yes 31 37
No 69 63
Base (all aware of Saver) 484 468

Approximately half of those who are aware of the Saver also know that
this ticket can be purchased on the day of travel and does not need to
be booked in advance. A third are aware that some rail fares are
regulated by Government. Again, awareness levels are consistent

across UK regions.

Those aware of the Saver were asked how they would feel if
Government regulation of these ticket prices ended and responsibility
for setting Saver fares was handed over to Train Operating Companies.

“How feel about regulation ending and TOCs setting price for

these tickets” - Table 32

Leisure Business
% %
Strongly in favour 11 10
Somewhat in favour 13 12
Neither 26 21
Slightly opposed 11 13
Strongly opposed 21 28
Don’t know 18 16
Base 484 468
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Although a fairly high proportion are not concerned either way, leisure
and business passengers, on balance, are opposed to TOC setting of
Saver fares.

3.10 National Railcards

Rail passengers were asked for their level of interest in a new National
Railcard which, for an upfront fee of £30, would provide 50% off the
cost of off-peak rail travel.

“Overall, how interested would you be in a railcard costing £30
providing 50% off cost of off-peak travel” - Table 33

Commuters Leisure Business

% % %
Very interested 23 31 26
Fairly interested 27 27 28
Neither 13 12 12
Fairly uninterested 11 7 13
Very uninterested 19 13 17
Don’t know 5 10 4
Base 719 760 643

Interest levels are healthy (50% plus) across all passenger segments
and particularly so for leisure travellers.

Within leisure passengers and commuters there is higher than average

interest amongst those aged 16-25 and those with household incomes
of less than £30k.
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4. Appendix
4.1 Locations

10 x London - within the M25
1. London Bridge

Victoria

Kings X

Waterloo

Liverpool Street

Paddington

Clapham Junction

Wimbledon

. Richmond

10. Charing Cross

© XNk wN

10 x South East - outside the M25
1. East Croydon

Reading

Brighton

Guildford

Woking

Romford

Bromley South

Southampton Central

. Portsmouth

10. Watford Junction

© NN

5 x Midlands

Birmingham New Street
Nottingham

Leicester
Wolverhampton

Derby

a s wnpE

3 x Wales
1. Cardiff Central
2. Swansea
3. Newport Gwent

3 x South West
1. Bristol Temple Meads
2. Plymouth
3. Swindon
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10 x North
1.

© N s wN

Manchester Piccadilly
Leeds

Liverpool Lime Street
York

Newcastle

Sheffield

Huddersfield
Stockport

Darlington

10. Preston Lancs

4 x Scotland
1.

2. Glasgow Queen Street

Edinburgh

3. Paisley Gil Street
4. Aberdeen
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4.2 Questionnaires
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Station Code (Interviewer to Enter) HEREERER

o

Passengerfocus

putting rail passengers first

outlook

National Rail Fares Survey
SURVEY OF UK RAIL PASSENGERS — COMMUTER VERSION

Thank you for agreeing to take part in this survey. This is a national survey on
the subject of rail fares, conducted by Outlook Research on behalf of Passenger
Focus. Passenger Focus is the official, independent consumer organisation
representing the interests of rail users nationally. In order to help Passenger
Focus represent the views of rail passengers, we would appreciate a little of
your time to complete and return this questionnaire. The questions are very
straightforward and will only take a short time to answer.

e THIS QUESTIONNAIRE ONLY RELATES TO NATIONAL RAIL, NOT TO
THE UNDERGROUND

e TO ANSWER THE QUESTIONS, PLEASE TICK THE BOX NEXT TO THE
ANSWER(S) THAT APPLY OR WRITE IN THE SPACE PROVIDED.

e TICK ONE BOX PER QUESTION UNLESS THE QUESTION ALLOWS YOU
TO TICK MORE.

e PLEASE COMPLETE ALL OF THE QUESTIONS UNLESS THERE IS AN
INSTRUCTION (IN RED) TO SKIP AND GO TO ANOTHER

Just to reassure you, this research is being conducted strictly within the
guidelines of the Market Research Society. Your responses will remain
anonymous and results will be reported in the form of overall percentages; no
results will ever be attributable to any individual.

Thank you for your help with this important survey.
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SECTION 1 - YOUR JOURNEY TODAY

When answering these questions, please think about the journey you
were about to make OR had just made when you were handed this
questionnaire

Q1.

Q2.

Q3.

Q4.

What is the name of the company that operates the train you travelled
on today?

Write in:

DON T KNOW .ttt ettt ettt ee e e see s TICK BOX []
And were you... Tick all that apply
Travelling @lONE .......cviveeveeeieee ettt ]
Travelling with other adults ............ccoceiiiiiiiii e ]
Travelling with children aged 0-4..........ccoooiiiiiiiiiiie e ]
Travelling with children aged 5-10.........ccccceeeiiiiiiiiiie e ]
Travelling with children aged 11-15.......cccccooiiveiiiiiin i ]

Approximately what time did you board the train before or after you

were handed this questionnaire? Tick one box

Before 8am .....coooveeeveeeeeeeeeeeenn ] 16.00t0 16.59 ...oeovveveeeeeen ]
08.00 t0 08.59....ccccvvveeiiiireene ] 17.00t0 18.59 .....ccvcivreeiiieene ]
09.00t0 09.59....cvveieeieeeeee, ] 19.00 OF later ..covveeeeeeeeeeeeeen ]
10.00t0 15.59....ccviviiiiieeiie, ]

What was the main purpose of your journey? Tick one box
Daily commute t0 O from WOIK ..........eviiiiiiiiiiiiie e ]
Less regular commute t0 OF from WOTK ...........cccceeveeeeeeeeieeeeereeeeeeeee e ]
Daily commute to or from place of study (school/college/university) .............. ]
Less regular commute to or from place of study (school/college/university) .. []
On company business (or own if self employed) ...........cccceviviiiiniec i, ]
On personal business (job interview, dentist, €tC.) ........ccvvvvvieviiiiiiieiiieiieneenn, ]
Visiting friends OF relatives..........coooooeiiii s ]
ST Yo oo 1T R (] T ]
Travel to or from holdAY ........c.eviiiiiiii e ]
A Y OUL. ...ttt ettt ettt ettt n e eee e ]
(@1 g L=V Q[T I =1 (]« T ]
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Q5. What type of ticket did you use for your journey? Tick one box
Standard Class SiNGIE/RETUMN ..........c.eeveeeeeeeeeeee e e eeeeeere e ]
First Class SiNGIE/REUIN .........cueovieee et eee et ]
Standard Class Season Ticket — AnNuUal .........ccocoevviiiiiiiiieiiiiiin s ]
Standard Class Season Ticket — MONthlY..........cccccovvveieieeeesesie e ]
Standard Class Season Ticket — WeeKly.........cccccccvvvviiiii, ]
First Class Season Ticket — Annual..........ccooooovviiiiiiiiiicciii e, ]
First Class Season Ticket — MONthIY .........ccociiieiee i, ]
First Class Season Ticket — WEEKIY .........ccccveveeeeieeeeieceeceeee e ]
Cheap Day SiNGIE/REIUIMN ........c.veeeeee ettt ]
SAVEISUPET SAVET ...ttt ete et ee ettt s ettt e areare e s ]
AWAYDIEaK/STAYAWAY .........c.evevereeeereeeeeieteeeieeeeeeeeeseesseseeesseeseeneens Ol
APEX/SUPET ADEX ....viveevevieietieietetstesessesesesessssesessesessesesesessssesessesesnanas ]
ONE DAy TraVEICAIU. ........cveieeieee ettt ]
A special promotion tiCKet...........coooeiiiiii ]
Holiday package/tour ticKet..........c..vuvvvieeiiiiiece e Ol
Rail Staff Pass/Privilege Ticket/Police Concession .............ccccveeeeen.n. ]
GrOUP SAVET TICKEL.......oueieeeeeeeeeeeeeee ettt ]
Other: Please write in
Q6. Why did you choose this ticket? Tick all that apply
(0 1=Y= o =1 AR ]
Needed fIEXIDIlILY...........cccovieeeeeiee e ]
Only one offered/available ..............c.c.corveirieeiiiceseeeee e, ]
Special promotioN/dEal ............uuviuriiiriiiiiiiiiiiiieeeeeeeeree e ]
Advised DY train StAff ...........ccvoviiieiiieccceee e ]
SO0MEONE €IS ChOSE It ..o ]
QUICKEST TOULE.........eveeeeeeeeeeeeeeeeeeeeeete ettt eenean e eae e ]

Other: Please write in

Q7. Overall, how satisfied are you with the value for money of the price of

the ticket you travelled with today? Tick one box
VEIY SALSTIEA ...ttt sttt ]
Fairly SAUSTIEA .......c.eivevieieeeieee ettt es e ee ]
Neither satisfied NOr diSSAtISHIEA .......c.eeveeeeeeeeeeee oo, ]
Fairly diSSALSIEM .......veeeeeeeeiee ettt ]
VErY dISSALSHIEU. ......ccviieeieeiiee ettt sttt ]
NO OPINION/AON't KNOW ...ttt ]
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To what extent did you look for the best priced ticket for this journey?

Looked around extensively ........ccccccvvevvveviieiieieiiennnn,
Looked around a bit...........cceeeiiiiiiiiiiiie e
Didn’t 100K @round...........ccccveeeiiiiieiiicee e
Don’'t know/Someone else purchased it .....................
Not relevant/only one price/fixed price........ccccccc.coo....

Tick one box

Do you feel that you had the best value ticket given your travel needs

on this occasion?

R ot o T I Vo [0 I
3-4 WEEKS AQO0 ...uuvvvvvrnniiiiriiiriiiriinriieriersrererreereeeeeeeeeees
1-3 MONtNS AQO0 .. uueiiieeeiiiiiiii et
More than 3 months ago..........cccveevviiiiiiiiiieneee
DON'E KNOW ..ottt

Did you purchase the ticket yourself?

And how was your ticket purchased?

Overthe phone ...
At the train station — from ticket window/office

At the train station — from ticket machine

From a travel agent.........ccccccevvvvviiiiiccicee,
Via the internet/a website ...........ccccoceeiiiiiiniiiece,
On the train from member of train staff......................
Other method of purchase ..........cccevvvevvieeiieeiiiiiieennnn,
The ticket was organised for me...........ccccceecvvvvvnnnnnnns
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Q13. And did you use a railcard to buy your ticket? If so which one?

Did not use a railCard...........ccvvvviiiiiiiiiii e,
Young Persons RailCard ...........ooooiiioiiiniiiiiiiii e
Y= a1 0T g = -1 (o T o SRR
Family RAIICArd ..........cocvviiiiiiiiiicc et
Disabled Persons Railcard ...........ccccccceiieeiiiii e,
NEIWOrK RAIICAIG .......cvvviiiiiiiiiiiiiiiii e
FOrces RAIICAIG. ......cuuee ittt s e e e e e e s aeaeaeeas

Tick one box

Other Railcard: Please write in

Q14. And how long was your journey on this train scheduled to take?

LeSS than L NOUN ..ccvviiiiiiiiieiie e,
I 3T T PSP
More than 2 hours —UP t0 3.....oceeiiiiiiie e
MOre than 3 NOUIS.....cceiiiiieiiec e

Tick one box

SECTION 2 — YOUR VIEWS

Q15. Please indicate below the extent to which you either agree or disagree

with the following statements regarding rail tickets and fares.

Agree
Rail tickets are generally priced I:I
fairly

I understand the range of tickets I:I
and fares available

Weekly season tickets offer better I:I
value for money than daily tickets

Monthly season tickets offer better I:I
value for money than daily tickets

Annual season tickets offer better
value for money than daily tickets I:I
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Neither
agree nor
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[]

[]
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[]

Don’t
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applicable
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Q16. We would like you to think about the following places where you can
buy tickets. For each, please indicate (using the following scale) the
extent to which you would trust it to provide you with the best value for
money ticket for the journey you would be making.

Would Would Neither Would  Would
trust tend to trustnor tendto distrust
entirely  trust distrust distrust entirely

Ticket office at train stations
Ticket machine at train station
Internet

Telephone

From train staff on the train

Travel agent

NN
NN
NN
NN
NN

Answer Q17 if you travel on the train all or most days BUT don’t have a
period ticket (weekly, monthly, annual). All others go to Q21
Q17. What are the main reasons why you don’t have a season ticket?

Tick all that apply

CaNt AFFOIT ONE ...t e e e e rean ]
Haven’t got the money to pay in advance...............ccccoeeeeeev e eececceeeeen ]
Irregular travel PatternS........cccoveeeee e, ]
HaVEN't GOt FOUND 10 it......veveiveeeeeeces e ]
Don't KNOW hOW t0 gL ONE .....coiiiiieiiiie e ]
Have to get @ PROLOCAIT ...........c.cveveieeeeeeeeeee et ]
DON"t WANE 1O COMIMIL ..ttt et et ee et e e ee e eeeee e e e e e s e seeeeaeeeeeene ]
Doesn't offer value for MoNeY........ccuevvveiiiiciiiieeee e ]
OthEr (WIILE 1N ...viviieviietcietcee ettt ]

Q18. Could you potentially get any financial help if you wanted to buy a

season ticket? For example — an interest free loan from an employer.
Tick one box

YES.iiiiiiieeiiieaaanns [l GOTOQ19
[\ [0 I ] —» | Q18a. If this help was available, would
you Don't know ...[] | buyaseason ticket?

Y S e ]
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How likely would you be to buy an annual season ticket if you were able
to pay for it, interest free, by equal instalments over a 12 month period?

Tick one box

VEIY IKEIY ottt sttt ]
FAITY TKEIY cvveveeeeecee ettt sttt et en e sreereneas ]
Neither liKely Nor UnlKElY ............ccoovoveirieiiieeiseecee e ]
FAITY UNITKEIY ...ttt ]
VEIY UNIKEIY ..ottt st et st ]
DOMEKNOW ...ttt n e aeaens ]

How interested would you be in purchasing a book of, say, 10 tickets for
you to use as and when you travel? This would mean that you wouldn’t
have to purchase a ticket every time you made a journey.

Tick one box

VEIY INEIESIEA. .....ecveiveieeeieiete ettt ete et re e ste st rsereete e ]
Falirly INtEIESIEU ......evveviviieeieiee ettt ]
Neither interested nor uninterested ..........ccovveiiiiiiiiiiiee e, ]
Fairly UNINEEFESTEA ......veveieveeecee ettt ]
VEIY UNINEEIESTE. ......veveeeeecvecee ettt sttt te st st aeereete e ]
DON"E KNOW <.ttt e e e e e e e e e e e reeneeeneee e ]

Answer Q21 if you have a season ticket (weekly, monthly, annual). All
others go to Q23

Q21.

Q22.

On renewal of a season ticket, have you ever received a discount due

to poor train service in the previous period? Tick one box
Y B ettt e aas ]
N O et et ettt ettt et ettt et e e ]
Have never renewed a S€ason tiCKet.............coovvvveeeeeiiiieeecee e, ]
DION"E KNMOW 1.ttt ettt et e et e e et e e e e e e e et eeeneeeneeenneenreenne ]

Have you ever received vouchers or money from a train operating
company by way of compensation for poor performance?
Tick one box

ALL TO ANSWER

Q23.

What would you say are the main advantages of a season ticket?
Tick all that apply

Don't have to queue for ticketS ..., ]
Can USE At WEEKENUS ...ttt eee e e e e e e e e e e e ]
Cheaper than buying tickets everyday...........ccccveveeeiiiiiiiiereeee e, ]
Effectively provides some free travel.........ccccccc, ]
Usually come with extra benefits .......ccccceeee . ]
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YTy T L1 [ ]
And what would you say are the main disadvantages of a season
ticket?

Tick all that apply

HAVE 10 PAY UPTIONT ...vivviiieeeeeecieieeeee et ts sttt e e ere e ]
Travel requirements might change .........cccccce v ]
Need @ PROLOCAIT ........ccocveviieiiieiii et ]
(o= 1 TST1YZ= TR ]

How many weeks of ‘free’ travel do you think the average annual
season ticket provides (when compared to the cost of buying weekly
tickets)?

Tick one box

NOIIE ettt ettt e ettt e et et et et e ettt ettt ]
L2 WEEBKS ..ottt ]
B2 WEEKS .ottt ]
B WEEKS ettt ettt ettt ettt ettt et ]
810 WEEKS .t eee et et et et e et et et et e e et et et et et ea e ]
LL-T2 WEEBKS .o e ]
MOFE thaN 12 WEEKS ...t eee e ]
DION T KNMOW 1.ttt ettt e e et e et e et e et e et e et e et e ree e et e naeeneee e ]

In order to reduce levels of crowding on trains and at stations in the
rush hour, different ways of encouraging people to change the times at
which they travel are being considered. Do you ever travel during the

morning or afternoon rush hours?

Yes - frequently........cccccooiiiiniiiiiniieeen
Yes - occasionally............ccceeeeeeieenieennen,

Very
likely
Q26a. How likely is it that you would be
able to travel earlier or later to avoid
the busiest periods in the morning

or afternoon? I:I

Q26b. How likely would you be to change
your times of travel to avoid the rush hour
if the cost of your ticket were to be
reduced by 10%?

Q26¢. And how likely would you be to
change your times of travel to avoid
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................... ] GO TO Q26a
................... ] GO TO Q26a
................... ] GO TO Q27

Neither
likely nor Very
Likely unlikely Unlikely unlikely

I I

I I I
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the rush hour if the cost of your
ticket were to be reduced by 20%?
Q27. How interested would you be in purchasing a National Railcard which,
for the cost of £30 up-front, would entitle you to 50% off the cost of all
off-peak travel?

Tick one box

VEIY INEEIESIEU. ...ttt es e ee e eneens ]
Falirly INtEIESIEU ......evveviviieeieiee ettt ]
Neither interested nor uninterested ..........ccovveiiiiiiiiiiiee e, ]
Fairly UNINEEFESTEA ... veevieveeeiecceceee ettt ]
AV A a1 1= £=1] (=1 FO ]
DON"E KNOW +.. ettt ee e e e e e e e e e et e s e eeeneeeeeee e ]

SECTION 3 - ABOUT YOU

Finally, to help ensure we hear from a good cross section of train passengers,
please can you let us have the following information about yourself.

Q28. What is your age? Tick one box
16-25...cieeeieeeeeeeeee e, ] B5-59 ..o, ]
26-34 .. ] B0-64 ... ]
B5-44....ii s ] B5-69 ... ]
A5-54 .o, ] TOPIUS. ..o, ]

Q29. Areyou? Tick one box
MalE e ] FEMAIE .o ]

Q30. What is your working status? Tick one box
Working full ime ..........cccveene... ] REUIE. ... ieeeeeee e ]
Working part ime....................... ] Full time student.........ccccvveeveun... ]
NOt WOTKING ...vovveeveveevecieveeveevee, ]

Q31. Which of the following best describes the occupation of the main wage

earner in your household?
Tick one box

Professional/senior management .............ccocevrieiieniieee e ]
Middle MANAGEMENL .........cueiveeeieeeiereeee e ]
Junior management/clerical/SUPErVISOrY .............uuueeeriuriermreenreeerennnennns ]
Skilled manual (with qualifications/apprenticeship) ..........cccccccoeeeeee. ]
UNSKIEA MANUAD ...ttt ]
FUILEIME STUABNT ...t ]
RELIIEA ..ottt ettt ettt ettt e e e et e ettt e et enreeee e ]
Unemployed/DEtWEEN JODS ...........coveiieeeeeeeeee e ]
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Housewife/househusband ..............ccovecveceeieecie s ]
(@) 11 VT TUR TP R R TR RURURTRPRRRN ]

Q32. Which of the following represents your annual household income before
tax and National Insurance? We are asking this question because

income could influence attitudes toward rail fares.
Tick one box

UNGEE £10,000 ...t eee e e e e e e e e e reeeaeeaee e ]
£10,000 t0 £12,000......ccuuuiieeeeeieiiiiiiie et ]
£12,001 10 £15,000 ... ..ccceiieieieieeeee s ]
£15,001 t0 £20,000.......ccuuiieeeeeieeeiiiiee e e e ]
£20,001 10 £25,000......ccuuuiieeeeeieiiiiiiae e ]
£25,001 t0 £30,000......ccuuuiieeieiieiiiiii e ]
£30,001 t0 £40,000......ccciiiieeieieeeee e ]
£40,001 t0 £50,000........ceeveeeeeeeeeerereseeeeereeeeeeeresereeeet st e e e ereeee ]
£50,001 t0 £70,000......ccuuniieeeeeieeiiiiiie e ]
MOFE than £70,000.........eeeeeeee e eee et e et e et e et e et e et e et e et e reeee e e ]
RANET NOL SAY ... ee e e seene e ]
Q33. Do you have a disability or long term iliness related to any of the
following?
Tick all that apply

YES: MODINILY ...ttt ]
Y ES: WHEEICNAIN USET ...t ]
Y ES: HEAMNG ...ttt ettt et ]
T == o | L R ]
Yes: Speech impediment........ccuuuiiieei e ]
Yes: Learning diffiCulties.............oooiviiiiiiiii e ]
NO: NONIE e ettt ettt ee et et et ee e e eeeee e e ]

Q34. In which region do you live?  Tick one box

Greater LondoN.......ccoceveeeeeee.n. ] WaAlES .o, ]
South East (outside London).....[] NOIMh EASt ..cvveeeeeeeeeeeeee e ]
SoUth WESt ... ] NOMh WesSt .....vooveeeeeeeeeeeeee. ]
East Midlands ........cccccovveeveeennnn. ] Scotland ......ooveeeeeeeeeeeeeeee e ]
West Midlands .........cccveeveeeeeennn. ] EASIOIN vt ]

Q35. Which of the following best describes your ethnicity? Tick one box
White - British Mixed race -White & Black Caribbean
White - Irish Mixed race -White & Black African
White - Other Mixed race -White & Asian

Mixed race - Other

Asian/Asian British — Indian Black/Black British - Caribbean
Asian/Asian British — Pakistani Black/Black British - African
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Asian/Asian British — Bangladeshi Black/Black British - Other
Asian/Asian British — Other
Chinese |:| Other (please write in below)

Do you own or have regular access to a car which you drive?
Tick one box

Y S ot ] NO ..ottt ]
Do you ever make purchases via the internet? Tick one box
Y S oo, ] NO et ]

On what day of the week were you handed this questionnaire?
Tick one box

MONAAY ..., ] TUESAAY.......coeceeeeeeeeeeeee e, ]
Wednesday..........ccoevevevinnnnne. ] ThUISAAY ....ocvveeveeeeecececeeae ]
T PV A ] SaAtUrday ......ceeveveeereerieerieerennn, ]
SUNAAY ..o ]

And finally, when did you complete this questionnaire? Tick one box
On the train immediately after receiving it ........cccccccvvieviiiicicn, ]

Later 0N the SAME AAY .......ceeveeviiereee s ee et sre e ]

The fOlOWING TAY .......vcviieviieieicice et ]

2-3 days after FECEIVING It......coveveeeeee et ]

4-5 days after reCeiviNg it.......ooovieiiiei e ]
Longer period after reCeiving it .........ovveeviecciiieie e ]

When you have completed the questionnaire, please return it to us in the
envelope provided or use the following FREEPOST address.

Passenger Focus
C/O DIGITAB
P.O.Box 1349
London

W5 1BR

Should you have any questions with regard to this research, please contact
Chris Onley or Martin Fishpool at Outlook Research, on 020 7482 2424. If you
have any concerns about the legitimacy of the survey itself then please contact
Passenger Focus on 08453 022 022.

THANK YOU FOR YOUR TIME.

Outlook Research 50

[]



Passenger Requirements From Rail Fares
Report of Quantitative Research Findings
July 2006

PLEASE RETURN THIS QUESTIONNAIRE IN THE
FREEPOST ENVELOPE PROVIDED.
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Station Code (Interviewer to Enter) HEREERER

o

Passengerfocus

putting rail passengers first

outlook

National Rail Fares Survey
SURVEY OF UK RAIL PASSENGERS - BUSINESS

Thank you for agreeing to take part in this survey. This is a national survey on
the subject of rail fares, conducted by Outlook Research on behalf of Passenger
Focus. Passenger Focus is the official, independent consumer organisation
representing the interests of rail users nationally. In order to help Passenger
Focus represent the views of rail passengers, we would appreciate a little of
your time to complete and return this questionnaire. The questions are very
straightforward and will only take a short time to answer.

e THIS QUESTIONNAIRE ONLY RELATES TO NATIONAL RAIL, NOT TO
THE UNDERGROUND

e TO ANSWER THE QUESTIONS, PLEASE TICK THE BOX NEXT TO THE
ANSWER(S) THAT APPLY OR WRITE IN THE SPACE PROVIDED.

e TICK ONE BOX PER QUESTION UNLESS THE QUESTION ALLOWS YOU
TO TICK MORE.

e PLEASE COMPLETE ALL OF THE QUESTIONS UNLESS THERE IS AN
INSTRUCTION (IN RED) TO SKIP AND GO TO ANOTHER

Just to reassure you, this research is being conducted strictly within the
guidelines of the Market Research Society. Your responses will remain
anonymous and results will be reported in the form of overall percentages; no
results will ever be attributable to any individual.

Thank you for your help with this important survey.
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SECTION 1 - YOUR JOURNEY TODAY

When answering these questions, please think about the journey you
were about to make OR had just made when you were handed this
questionnaire

Q1.

Q2.

Q3.

Q4.

What is the name of the company that operates the train you travelled
on today?

Write in:

DON T KNOW .ttt ettt ettt ee e e see s TICK BOX []
And were you... Tick all that apply
Travelling @lONE .......cviveeveeeieee ettt ]
Travelling with other adultS ............ccoceiiiiiiiiie e ]
Travelling with children aged 0-4..........ccoooiiiiiiiiiiie e ]
Travelling with children aged 5-10.........cccccceeei i ]
Travelling with children aged 11-15.......cccccooiiveiiiiiin i ]

Approximately what time did you board the train before or after you

were handed this questionnaire? Tick one box

Before 8am .....coooveeeveeeeeeeeeeeenn ] 16.00t0 16.59 ...oeovveveeeeeen ]
08.00 t0 08.59....ccccvvveeiiiireene ] 17.00t0 18.59 .....ccvcivreeiiieene ]
09.00t0 09.59....cvveieeieeeeee, ] 19.00 OF later ..covveeeeeeeeeeeeeen ]
10.00t0 15.59....ccviviiiiieeiie, ]

What was the main purpose of your journey? Tick one box
Daily commute t0 O from WOIK ..........eviiiiiiiiiiiiie e ]
Less regular commute t0 OF from WOTK ...........cccceeveeeeeeeeieeeeereeeeeeeee e ]
Daily commute to or from place of study (school/college/university) .............. ]
Less regular commute to or from place of study (school/college/university) .. []
On company business (or own if self employed) ...........cccceviviiiiniec i, ]
On personal business (job interview, dentist, €tC.) ........ccvvvvvieviiiiiiieiiieiieneenn, ]
Visiting friends OF relatives..........coooooeiiii s ]
ST Yo oo 1T R (] T ]
Travel to or from holdAY ........c.eviiiiiiii e ]
A Y OUL. ...ttt ettt ettt ettt n e eee e ]
(@1 g L=V Q[T I =1 (]« T ]
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Q5. What type of ticket did you use for your journey? Tick one box
Standard Class SiNGIE/RETUMN ..........c.eeveeeeeeeeeeee e e eeeeeere e ]
First Class SiNGIE/REUIN .........cueovieee et eee et ]
Standard Class Season Ticket — AnNuUal .........ccocoevviiiiiiiiieiiiiiin s ]
Standard Class Season Ticket — MONthlY..........cccccovvveieieeeesesie e ]
Standard Class Season Ticket — WeeKly.........cccccccvvvviiiii, ]
First Class Season Ticket — Annual..........cccoooovviiiiiiiiiiiiiiee e, ]
First Class Season Ticket — MONthIY .........ccociiieiee i, ]
First Class Season Ticket — WEEKIY .........ccccveveeeeieeeeieceeceeee e ]
Cheap Day SiNGIE/REIUIMN ........c.veeeeee ettt ]
SAVEISUPET SAVET ...ttt ete et ee ettt s ettt e areare e s ]
AWAYDIEaK/STAYAWAY .........c.evevereeeereeeeeieteeeieeeeeeeeeseesseseeesseeseeneens Ol
APEX/SUPET ADEX ....viveevevieietieietetstesessesesesessssesessesessesesesessssesessesesnanas ]
ONE DAy TraVEICAIU. ........cveieeieee ettt ]
A special promotion tiCKet...........coooeiiiiii ]
Holiday package/tour ticKet..........c..vuvvvieeiiiiiece e Ol
Rail Staff Pass/Privilege Ticket/Police Concession .............ccccveeeeen.n. ]
GrOUP SAVET TICKEL.......oueieeeeeeeeeeeeeee ettt ]
Other: Please write in
Q6. Why did you choose this ticket? Tick all that apply
(0 1=Y= o =1 AR ]
Needed fIEXIDIlILY...........cccovieeeeeiee e ]
Only one offered/available ..............c.c.corveirieeiiiceseeeee e, ]
Special promotioN/dEal ............uuviuriiiriiiiiiiiiiiiieeeeeeeeree e ]
Advised DY train StAff ...........ccvoviiieiiieccceee e ]
SO0MEONE €IS ChOSE It ..o ]
QUICKEST TOULE.........eveeeeeeeeeeeeeeeeeeeeeete ettt eenean e eae e ]

Other: Please write in

Q7. Overall, how satisfied are you with the value for money of the price of

the ticket you travelled with today? Tick one box
VEIY SALSTIEA ...ttt sttt ]
Fairly SAUSTIEA .......c.eivevieieeeieee ettt es e ee ]
Neither satisfied NOr diSSAtISHIEA .......c.eeveeeeeeeeeeee oo, ]
Fairly diSSALSIEM .......veeeeeeeeiee ettt ]
VErY dISSALSHIEU. ......ccviieeieeiiee ettt sttt ]
NO OPINION/AON't KNOW ...ttt ]
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Q8. To what extent did you look for the best priced ticket for this journey?
Tick one box

Looked around eXtENSIVELY ...........cccooieeeeeeeeeeee e ee e ]
LOOKEA @rOUNT @ Dt ...veeeeeiee oottt et e ]
DidN’t 100K @IOUNG........coeveveieeeeeeeeie e ]
Don’t know/Someone else purchased it ............ccococveeeeeeeeveeveeceerennas ]
Not relevant/only one price/fixed priCe.........cccccceeeiiiiic e, ]

Q9. Do you feel that you had the best value ticket given your travel needs

on this occasion? Tick one box
Y B et e et aas ]
N O ettt ettt ettt ettt ettt ettt e et ea e re e ]
DIONT KNOW .ottt ettt et ettt et ettt et e ettt e eee e ]

Q10a. When did you know that you were going to make this journey?
Tick one box

Lo L= Y2 ]
[N tHE TAST WEEK ...t e ee e e ]
12 WEEKS BQO ..ttt ettt ettt e et ]
B4 WEEKS GO ..veviee ettt ettt ]
I 1o 011 TSI Vo o O ]
More than 3 MONtNS AQ0..........ccvcveviueerieriiieeeeee e ]
DION"T KNOW <.ttt e et e e e e e et e e e e et eeeeeaeeeeee e ]

Q10b. And did you know at this point the time that you wanted to travel?
Tick one box

Y B et e et aas ]
N O ettt ettt ettt ettt ettt ettt ettt e n e ae e ]
Q11. When was this ticket purchased? Tick one box
TOUAY ...ttt ettt ettt ]
[N tHE TAST WEEK ...ttt et e et et e et e e ee s ]
1-2 WEEKS BQO0 ....vveevvieeeieeeeeee et ee e ee et e e n e ]
34 WEEKS A0 ...vvevvviieiietiee ettt ettt ]
1-3 MONENS A0 ...ttt ettt ]
More than 3 MONNS AG0.........ccveieiieiieeeieeete e ]
[0 0 A2 T O ]
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If you bought the ticket today please continue — all others, skip to Q13
Q12a. Would your ticket have been cheaper if you had bought it before today?

Tick one box

D 2= =TSR ]
N O ettt ettt ettt et e e e e ]
DION T KNMOW 1.ttt ettt ettt e et e et e et e et e et e et e et e s e st e naeeneeeans ]

Q12b. If your ticket would have been significantly cheaper if booked in

advance, how likely would you have been to do this?
Tick one box

VEIY IKEIY vttt ettt ettt reereete e ]
FaMTY TKEIY ..ottt ]
Neither lKely NOr UNKKELY ........c.voveiee et ]
FAITY UNTKEIY ..ottt st et sre s ]
VEIY UNNKEIY ... enens ]
DON"E KNOW +... ettt e e e e e e e e e e e e e e reeneeeneee e ]

All to answer

Q13. Did you purchase the ticket yourself? Tick one box
Y S ettt e ]
N O ettt ettt ettt ettt e et e e ]
Q14. And how was your ticket purchased? Tick one box
OVET the PRONE .....c.vviiiiicicecee e ]
At the train station — from ticket window/office..........ccocovvvieiiiiiiiniiinnnnn. ]
At the train station — from ticket machine.........cc...cccoveeiiiiiiiien e, ]
From @ traVvel AgENT...........cvoveueieeeeeeeeeeeee e e ee s e ]
Via the INternet/a WEDSITE .........c.oeoeeeeee e ]
On the train from member of train staff...........ccooooviiiiiiiiii s ]
Other method Of PUrChASE ........uviiiiiiiiiiiiiieieeeee ]
The ticket was organised for Me..........ccccvvevee i ]

Q15. And did you use a railcard to buy your ticket? If so which one?
Tick one box

Did NOt USE @ FAICAIT ...ttt e e e e e ]
Young Persons RailCard ..........c.uuuvveeeiiiciiiiiie e ]
SENIOF RAICAIT ...ttt ee e e e e e ee e ]
Family RAIMCAIT .........ocveiviieieee ettt ]
Disabled Persons RailCcard ..........coocouvieiiiiiiiiiiieieeieeeeee e ]
[N L= T4 Y- 1 IO ]
GO CAIU ..ottt e e e e e e e e e e eees ]
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FOICES RAIMCAIT. ... e ]
Other Railcard: Please write in

Q16. And how long was your journey on this train scheduled to take?
Tick one box

LESS thAN 1 NOUT ... ]
L2 NOUS et ee e e e et e e e e aes ]
More than 2 NOUIS — UP 10 B....cuvcueeeeiei et en st ]
MOTE thAN B NOUIS ..ottt ettt ettt ettt ettt eee e ]

Q16a. Is this a train journey that you have made before?
Tick one box

YES — SEVETAI TIMES ..ottt ettt ettt et e et e et et re e e e ens ]
YES — ONCE OF TWICE ..ot ee et e ee e ee e e e e e e e e reeeeeee e ]
N O ettt ettt ettt ettt ettt et e e et ere e ]

SECTION 2 — YOUR VIEWS |

Q17. Please indicate below the extent to which you either agree or disagree
with the following statements regarding rail tickets and fares.

Neither Don’t
Agree agree nor Disagree know/not
strongly Agree disagree Disagree strongly applicable

fRaﬁ‘llytIC ets are generally price I e e e [

| am confident of being able to
find the best value tickets for the I:I
journeys | make

| understand the range of tickets I:I
and fares available

| would travel more on trains if the I:I
fares were a bit cheaper

| don’t mind booking early in I:I
order to get cheaper fares

There should be a standard price for
a journey regardless of when you
buy the ticket.

I am confident of being able to find
the cheapest tickets for the journey I:I
that | make.

O O O o
O O O oo
O O O o
O O O oo
O O O o
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Q18. We would like you to think about the following places where you can
buy tickets. For each, please indicate (using the following scale) the
extent to which you would trust it to provide you with the best value for
money ticket for the journey you would be making.

Would Would Neither Would  Would
trust tend to trustnor tendto distrust
entirely  trust distrust distrust entirely
Ticket office at train station
Ticket machine at train station
Internet
Telephone

From train staff on the train

Travel agent

NN
NN
NN
NN
NN

Q19. Do you generally prefer to buy train tickets on the day of your train
journey or do you prefer to buy them in advance of this?
Tick one box

ONNE AY ....eovveeeeeeeeee et [1GOTO Q22
[N AAVANCE ...ttt e [1GO TO Q20
NO PrEfEIENCE ...ttt [ ]GO TO Q22

Q20. What are the main reasons why you prefer to buy tickets in advance?
Tick all that apply

CRBAPET ...ttt ettt ]
ADbility tO reServe @ Seat ......ccccccvvviiiiiii ]
Need to make plans in advance .........cccccoevcvieieeee i ]
Don'’t have to think about it on the day of travel............ccccceveeveeevenene. ]
Don't have to queue on the day of travel.................cccccc . ]
(@) 11 T U OO S TR RURTURURUROPN ]
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Q21. a. As far as you are aware, how far in advance can you book long
distance train tickets?
b. And how far in advance do you think you should be able to book
long distance train tickets?
Can  Should.

a b.
Up to a week ] ]
1-2 weeks ] ]
3-4 weeks ] ]
1-2 months ] ]
2-3 months ] ]
3-4 months ] ]
4-5 months ] ]
5-6 months ] ]
6-12 months ] ]

ALL TO ANSWER
Q22. With regard to your own schedule and arrangements, how much
flexibility did you have with regard to the time you travelled on this

journey?

Tick one box
A great deal of fEXIDIlItY ........c.ccveeeviiiecieeeee e ]
SOME FIEXIDIILY ...t eeene s ]
NO FIEXIDIILY ...ttt ]

Q23. And how much flexibility did your ticket allow you?
Tick one box

A great deal of fEXIDIlItY ........c.ccveevviiieiieeeee e ]
SOME FIEXIDIITLY . ...ttt et ]
NO FIEXIDIILY .. ...ttt ]
DOMEKNOW ...ttt es e n e aeaens ]

Q24. Generally, how aware are you of the range of different train tickets that
are available?
Tick one box

FUILY BWATE ..ottt ]
SOMEWHNAE AWATE ..ottt ettt ettt e et et et et e e eeteeeeeeeeas ]
UNBWATE .ottt et e e et et et e e et e et e e e eee e et eee e e e eeeeneeennee e ]
DION"T KNOW +. ettt e et et e e e et e e e e e et e eeeneeeeeee e ]

Q25. Were you aware that there is a train ticket called a ‘Saver'?
Tick one box
Y S ettt [ 1GO TO Q26
N TN ]GO TO Q29
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Were you aware that the Saver ticket does not need to be booked in
advance and can be purchased on the day of travel?
Tick one box

Were you aware that the Government regulates the fares for certain
types of tickets?
Tick one box

The price of the ‘Saver’ ticket is currently regulated by Government.
How would you feel about this regulation ending and train operating
companies setting the price of these tickets?

Tick one box

SroNgIY iN FAVOUT ....o.oiiiiiciiiciece e ]
SOMEWNAL N FAVOU <.ttt ettt e et eee e e eeeens ]
Neither in favour NOr OPPOSEM ........vvviveeeiiiiiiiiee e ]
SIGNtlY OPPOSEA ...t ]
SHONGLY OPPOSEU ...ttt ettt ]
DION T KNMOW 1.ttt ettt e e et e et e et e et e et e et e et e ree e et e naeeneee e ]

ALL TO ANSWER

Q29.

Q30a.

Does your company (or do you, if you are self employed) have any
rules with regard to business travel by train?
Tick all that apply

Always travel firSt ClasS..........coviiiiii e ]
Travel First Class when the cost can be justified............ccccccvviviiiiinnns ]
Never travel firSt ClasS ........oov i ]
Always travel standard Class .........ccccevvviiiiiiei i ]
Always book Well in @dVANCE ..........ccveeiiiiiieiii e ]
Always find the cheapest tiICKeL...........oocoveiee e ]
NO fiXxed ruleS/dePEeNS ........cceeii i

Were you offered a choice of different tickets for this journey?

Y S ettt [ 1 GO TO Q30b
NO e ]GO TO Q31
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Q30b. Which of the following was the most important consideration when you

Q31.

decided which ticket to purchase?
Tick one box

Flexibility of times and dates offered by the ticket................ ]
COSt OF the tICKEE ....eee ettt ]
Seat reservations possible............vvviviiiiiiiiiiiiii ]
LeVel Of COMIOT .veveeeeeeee ettt ettt ]
NO ChOICE OF ICKET ......vcvveeeeceeec e ]
DON"E KNOW ...t e e ]

And did you travel on the train that you ideally would have wanted to be
on?

7 T ] GOTOQ32

NO oo [ 1| Q31a. Why weren’t you on your ideal train?
TOO EXPENSIVE ...c.vevieieveeteeee ettt ]
Fully DBOOKEd ........oovvieviieiiieieecieeeeeee ]
OthEI FEASON ..ottt ettt e e ]

Q31b. And how inconvenient was it to you to be
on a train that wasn'’t ideal?

Very iNCONVENIENE .........cooueeeeeeeeeeeeeeeee e, ]
Fairly iNCONVENIENt ........ooveveiirie e, ]
NOt INCONVENIENE....c.veeeeeeeeeeeeeeeeeeeee e e ]

If you travelled First Class please continue — if not please go to Q33

Q32.

What would you say are the main reasons you decided to travel First
Class?
Tick up to 3 boxes

Greater @ability 10 WOTK.........ccooviieeeeee et e e ]
MOTE SPACE ......veeeeveete ettt ettt et e et ettt s e e st e sea e s e ate st e st et anesresreseas ]
More comfortable SEALS ........cvcciii i ]
Quieter than Standard CIASS.............cccveeeeeeiiie e ]
FOOd OF drinK iNCIUAED .......veeeeee e, ]
Access to lounges at StationS .........ccoeeveeeeiii ]
ACCESS t0 €IECHNC POINt...ciiieei it ]
AIWAYS gL A TADIE.........vcviicriicieicieeeieee et ]
Wi=Ei CONMNECTION ...ttt e e ]
F X [ T ]
AlLINCIUSIVE tICKEE PIICE ...t ]
Seat reservations available............oceevoee oo oo eee e ]
Flexibility Of train tIMES .......c.cviiieeeee ettt ]
(@) 11 U U USROS S TR TURURURURTN ]
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If you did not travel First Class please continue —if you did please go to Q34
Q33. Did you consider travelling First Class for this journey?
Tick one box

ALL TO ANSWER
Q34. How interested would you be in purchasing a National Railcard which,
for the cost of £30 up-front, would entitle you to 50% off the cost of all
off-peak travel?
Tick one box

VEIY INEIESIEA. ...ttt ettt ]
Farly INEIESIEA ......cveiveeeieceieee ettt te sttt ere e ]
Neither interested nor uninterested ...........ccccccveeevicciiiieee e, ]
Faiirly UNINEErESLEA .......cecveviieeiieriieteeeiee e ]
VEIY UNINEEIESTE. ......veveieecee ettt st s re e ]
DION"E KNMOW 1.ttt e e e et et e et e et e et e e e e e eeeneeeneeenneenreeans ]

SECTION 3 - ABOUT YOU

Finally, to help ensure we hear from a good cross section of train passengers,
please can you let us have the following information about yourself.

Q35. What is your age? Tick one box
16-25. i, ] 55-50 ]
26-34 .. Ol B0-64 ...oovvviviiiiiiiii Ol
35-44...iii ] B65-69 ... ]
B5-54 oo ] TOPIUS .. eeeeeeeeeeeeeeeee e ]

Q36. Areyou? Tick one box
MAIE ... L] FEMAle ... L]

Q37. What is your working status? Tick one box
Working full ime ...........ccccoveue.ee. ] Retired.......occooeeveveeeeeeeeeeenennn, ]
Working part time....................... ] Full time student.............c.......... ]
NOt WOrKING ..., ]
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Q38. Which of the following best describes the occupation of the main wage

earner in your household?
Tick one box

Professional/senior management ...........cccceeeeeeie ]
Middle MANAGEMENT .......c.voiieiieiee ettt ]
Junior management/clerical/SUPErviSOry .........ccccccevrireeiniieee e ]
Skilled manual (with qualifications/apprenticeship) ..........ccccccoeeeeeennnn. ]
UNSKIlEA MANUAD ..ottt ]
FUIEIME STUENL <.ttt ]
RETIEA ...ttt ettt ettt en e ]
Unemployed/between JODS .......ccccccvviiiiiii ]
Housewife/nOUSENUSDANG ........c..eoeeiee e, ]
(@)1 0=) S TT TSRS R TR PRTURRTRTRROT ]

Q39. Which of the following represents your annual household income before
tax and National Insurance? We are asking this question because

income could influence attitudes toward rail fares.
Tick one box

UNGEE £10,000 ...ttt et eee e et e et e et e et e st e et e et e st e seeateeseeeans ]
£10,000 t0 £12,000.......ccuuieeeeeeieeiiiiie e ]
£12,001t0 £15,000 ... .cccuuuiiiiiiiieeeiie e ]
£15,001 t0 £20,000......ccomuiiiiiiiieee e ]
£20,001 t0 £25,000......cccuuiiiiiiiiieiii e ]
£25,001 t0 £30,000.......c0uuieieeeeieeiiiis e ]
£30,001 t0 £40,000 ... ..cccuuiiiiiiiie e ]
£40,001 t0 £50,000......ccccuiiiiiiiiieiii e ]
£50,001 t0 £70,000.......cuuuieeeeeeeeieiiie e ]
MOore than £70,000........cooee et e e e e e e eeeereeeseee s e eeeean ]
RAINET NOL SAY ...ttt ettt e et ee et e e e ]
Q40. Do you have a disability or long term iliness related to any of the
following?
Tick all that apply

YES: MODINILY ....ovvvieicecietc et ]
Y ES: WHEEICHAIN USE ...ttt ettt ettt ettt ]
T 5 LT L1121 O ]
YES: EYESIGN....ouvivieiiieiieie ettt ]
Yes: SPeech iMPediMent..........ccoocveveee e ]
Yes: Learning diffiCUltieS.........coooeiiiiiiiii e ]
NO: NONIE ...ttt ettt ettt et et et et e et e er e et et et e e e nneeene e ]
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Q41. Inwhich region do you live? Tick one box
Greater LondoN.......cccceveeevee.n.. ] WaAlES .o, ]
South East (outside London).....[] NOMh EASt ..cvveeeeeeeeeeeeee e ]
SOUth WESE .o, ] NOrh WeSt ...vveeeeeeeeeeeeeee e ]
East Midlands ........cccccovveeveennnn. ] Scotland ......ooveeeeeeeeeeeeeeee e ]
West Midlands .........ccveeveeeeeenn.. ] EASIOIN v ]
Q42. Which of the following best describes your ethnicity? Tick one box
White - British Mixed race -White & Black Caribbean
White - Irish Mixed race -White & Black African
White - Other Mixed race -White & Asian
Mixed race - Other
Asian/Asian British — Indian Black/Black British - Caribbean
Asian/Asian British — Pakistani Black/Black British - African
Asian/Asian British — Bangladeshi Black/Black British - Other
Asian/Asian British — Other
Chinese Other (please write in below)

Q43. Do you own or have regular access to a car which you drive?
Tick one box

Y S e, ] NO ettt ]
Q44. Do you ever make purchases via the internet? Tick one box
Y S ettt ] NO ettt ]

Q45. On what day of the week were you handed this questionnaire?
Tick one box

MONAAY .....cveveereerireeiecereere e, ] TUESAAY.......coveveereererecieeeeere e, ]
Wednesday...........cccoeevererierenanns ] Thursday ........ccoveeeveveevieeeenne ]
Friday ..c.ooveeeeeeeeeeee e, ] SAtUrday .....ccveveevereeeeeeeeeee, ]
SUNAAY .....veiveeeeeeececee e ]
Q46. And finally, when did you complete this questionnaire? Tick one box

On the train immediately after receiving it ..........ccccoeeveieviiecinine e, ]

Later 0N the SAME GAY .......ccooveeieeee et ]

THE FOlIOWING GAY ....eoveiveeieiee ettt ]

2-3 days after reCeIVING it........ueeveeeiiiiiiiiee e Ol

4-5 days after reCeIVING it........ccciviiiereeerieeeceeeee e ]

Outlook Research 64




Passenger Requirements From Rail Fares
Report of Quantitative Research Findings
July 2006

Longer period after reCeiving it .........ccccceevcieieiiiiie e ]

When you have completed the questionnaire, please return it to us in the
envelope provided or use the following FREEPOST address.

Passenger Focus
C/O DIGITAB
P.O0.Box 1349
London

W5 1BR

Should you have any questions with regard to this research, please contact
Chris Onley or Martin Fishpool at Outlook Research, on 020 7482 2424. If you
have any concerns about the legitimacy of the survey itself then please contact

| Passenger Focus on 08453 022 022,  Deleted: .

THANK YOU FOR YOUR TIME.
PLEASE RETURN THIS QUESTIONNAIRE IN THE
FREEPOST ENVELOPE PROVIDED.
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Station Code (Interviewer to Enter) HEREEER

o
Passengerfocus

putting rail passengers first

outlook

National Rail Fares Survey
SURVEY OF UK RAIL PASSENGERS - LEISURE

Thank you for agreeing to take part in this survey. This is a national survey on
the subject of rail fares, conducted by Outlook Research on behalf of Passenger
Focus. Passenger Focus is the official, independent consumer organisation
representing the interests of rail users nationally. In order to help Passenger
Focus represent the views of rail passengers, we would appreciate a little of
your time to complete and return this questionnaire. The questions are very
straightforward and will only take a short time to answer.

o THIS QUESTIONNAIRE ONLY RELATES TO NATIONAL RAIL, NOT TO
THE UNDERGROUND

e TO ANSWER THE QUESTIONS, PLEASE TICK THE BOX NEXT TO THE
ANSWER(S) THAT APPLY OR WRITE IN THE SPACE PROVIDED.

e TICK ONE BOX PER QUESTION UNLESS THE QUESTION ALLOWS YOU
TO TICK MORE.

e PLEASE COMPLETE ALL OF THE QUESTIONS UNLESS THERE IS AN
INSTRUCTION (IN RED) TO SKIP AND GO TO ANOTHER

Just to reassure you, this research is being conducted strictly within the
guidelines of the Market Research Society. Your responses will remain
anonymous and results will be reported in the form of overall percentages; no
results will ever be attributable to any individual.

Thank you for your help with this important survey.
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SECTION 1 - YOUR JOURNEY TODAY

When answering these questions, please think about the journey you
were about to make OR had just made when you were handed this
guestionnaire

Q1.

Q2.

Q3.

Q4.

What is the name of the company that operates the train you travelled
on today?

Write in:

DONME KNMOW ... TICK BOX []
And were you... Tick all that apply
TravelliNg @lONE .......ov ettt ]
Travelling with other adults.............oooooi i ]
Travelling with children aged 0-4 ...........ccovevee i ]
Travelling with children aged 5-10 .........ccceoviiieiiiiiie e ]
Travelling with children aged 11-15.........ccccoovieieeeeeeeeeeeeeeeee e ]

Approximately what time did you board the train before or after you

were handed this questionnaire? Tick one box

Before 8am .......cooveeeveeeeeeeeeenn, ] 16.00t0 16.59 ...ooovveveeeeeean ]
08.00t0 08.59....cceiviveeiiiiraene ] 17.00t0 18.59 ....ocoviiiiieiiiee ]
09.00 t0 09.59....cvveieeireeeeenn, ] 19.00 OF lAter ..covveeeeeeeeeeeeeen ]
10.00 10 15.59.....cvrveieiririiirienn L]

What was the main purpose of your journey? Tick one box
Daily commute tO OF from WOIK ..........eviieiiiiiiiiiiei e ]
Less regular commute t0 OF from WOTK ...........cccceeveeeeeeeeeeeeeeeeeereeee e ]
Daily commute to or from place of study (school/college/university) .............. ]
Less regular commute to or from place of study (school/college/university) .. []
On company business (or own if self employed) ...........ccccvviviiiinieccine. ]
On personal business (job interview, dentist, €tC.) ........ccvvvvviiiiiiiiiiiiiiiniieneenn, ]
Visiting friends OF relatives.........coooooeeeiii ]
ST Yo oo 1T R (] T ]
Travel to or from holdAY ........c.eviiiiiiii e ]
A Y OUL. ...ttt ettt ettt ettt n e eee e ]
(@1 g L=V Q[T I =1 (]« ]
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Q5. What type of ticket did you use for your journey? Tick one box
Standard Class SiNGIE/RETUMN ..........c.eeveeeeeeeeeeee e e eeeeeere e ]
First Class SiNGIE/REUIN .........cueovieee et eee et ]
Standard Class Season Ticket — AnNuUal .........ccocoevviiiiiiiiieiiiiiin s ]
Standard Class Season Ticket — MONthlY..........cccccovvveieieeeesesie e ]
Standard Class Season Ticket — WeeKly.........cccccccvvvviiiii, ]
First Class Season Ticket — Annual..........coooooiviiiiiiiiieiciieeccev e, ]
First Class Season Ticket — MONthIY .........ccociiieiee i, ]
First Class Season Ticket — WEEKIY .........ccccveveeeeieeeeieceeceeee e ]
Cheap Day SiNGIE/REIUIMN ........c.veeeeee ettt ]
SAVEISUPET SAVET ...ttt ete et ee ettt s ettt e areare e s ]
AWAYDIEaK/STAYAWAY .........c.evevereeeereeeeeieteeeieeeeeeeeeseesseseeesseeseeneens Ol
APEX/SUPET ADEX ....viveevevieietieietetstesessesesesessssesessesessesesesessssesessesesnanas ]
ONE DAy TraVEICAIU. ........cveieeieee ettt ]
A special promotion tiCKet...........coooeiiiiii ]
Holiday package/tour ticKet..........c..vuvvvieeiiiiiece e Ol
Rail Staff Pass/Privilege Ticket/Police Concession .............ccccveeeeen.n. ]
GrOUP SAVET TICKEL.......oueieeeeeeeeeeeeeee ettt ]
Other: Please write in
Q6. Why did you choose this ticket? Tick all that apply
(0 1=Y= o =1 AR ]
Needed fIEXIDIlILY...........cccovieeeeeiee e ]
Only one offered/available ..............c.c.corveirieeiiiceseeeee e, ]
Special promotioN/dEal ............uuviuriiiriiiiiiiiiiiiieeeeeeeeree e ]
Advised DY train StAff ...........ccvoviiieiiieccceee e ]
SO0MEONE €IS ChOSE It ..o ]
QUICKEST TOULE.........eveeeeeeeeeeeeeeeeeeeeeete ettt eenean e eae e ]

Other: Please write in

Q7. Overall, how satisfied are you with the value for money of the price of

the ticket you travelled with today? Tick one box
VEIY SALSTIEA ...ttt sttt ]
Fairly SAUSTIEA .......c.eivevieieeeieee ettt es e ee ]
Neither satisfied NOr diSSAtISHIEA .......c.eeveeeeeeeeeeee oo, ]
Fairly diSSALSIEM .......veeeeeeeeiee ettt ]
VErY dISSALSHIEU. ......ccviieeieeiiee ettt sttt ]
NO OPINION/AON't KNOW ...ttt ]
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Q8. To what extent did you look for the best priced ticket for this journey?
Tick one box

Looked around extensively .........cccccieic ]
LOOKEA @rOUNT @ Dt ...veevee oottt re e erreeneee e ]
DidN’t I0OK @rOUNG........eeeeee e ]
Don’t know/Someone else purchased it .............cccoeeei e, ]
Not relevant/only one price/fixed price........ccccccvveeiiiiciiiiieee e, ]

Q9. Do you feel that you had the best value ticket given your travel needs

on this occasion? Tick one box
Y B ettt e et a e e e e re e ares ]
N O ettt ettt ]
DION"T KNOW <ottt et e et e e e e e et e e e e e et e eeeneeeeeee e ]

Q10a. When did you know that you were going to make this journey?
Tick one box

TOGAY ..ttt ettt ettt s ettt e e n ettt nenenis ]
[N tHE TAST WEEK ...ttt ettt e et et ee et e e e s ]
12 WEEKS B0 wvvvevevevieieeeeeeeteeteeteteetestestestessstestestessssatestessessanesresrennas ]
34 WEEKS A0 ...vvevvviiieietcie ettt ]
1-3 MONENS A0 ...ttt ettt ettt e ]
More than 3 MONENS AQ0.........ccveeeiiiceeieieee et ]
DION"E KNMOW 1.ttt e e e et et e et e et e et e e e e e eeeneeeneeenneenreeans ]

Q10b. And did you know at this point the time that you wanted to travel?
Tick one box

Y B ettt ettt et aas ]
o TR ]
Q11. And when was this ticket purchased? Tick one box
B 6 = O ]
[N tHE TAST WEEK ...t e e e ee e ]
12 WEEKS BQO ..ttt ettt ettt e et ]
B oY= - Vo [ IR ]
1-3 MONENS A0 ....veivivieieee ettt ettt et e e eete et e eaeesanesaeereneas ]
More than 3 MONtNS AQ0..........ccvcueviueeieriiieeeeee e ]
DION"T KNOW <ottt ee e et e e e e et e e e e e et e eeeeeeeeeee e ]
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If you bought the ticket today please continue — all others, go to Q13
Q12a. Would your ticket have been cheaper if you had bought it before today?

Tick one box

Y S ettt [] GO TO Q13
NO oot [] GO TO Q12b
DON"E KNOW ..ottt ettt e e e [ ]GO TO Q12b

Q12b. If you knew that your ticket could have been significantly cheaper if
booked in advance, how likely would you have been to do this?
Tick one box

VEIY IKEIY vttt ettt ettt reereete e ]
FaMTY TKEIY ..ottt ]
Neither lKely NOr UNKKELY ........c.voveiee et ]
FAITY UNTKEIY ..ottt st et sre s ]
VEIY UNNKEIY ... enens ]
DON"E KNOW +... ettt e e e e e e e e e e e e e e reeneeeneee e ]

All to answer

Q13. Did you purchase the ticket yourself? Tick one box
Y S ettt e ]
N O ettt ettt ettt ettt e et e e ]
Q14. And how was your ticket purchased? Tick one box
OVET the PRONE .....c.vviiiiicicecee e ]
At the train station — from ticket window/office..........ccocovvvieiiiiiiiniiinnnnn. ]
At the train station — from ticket machine.........cc...cccoveeiiiiiiiien e, ]
From @ traVvel AgENT...........cvoveueieeeeeeeeeeeee e e ee s e ]
Via the INternet/a WEDSITE .........c.oeoeeeeee e ]
On the train from member of train staff...........ccooooviiiiiiiiii s ]
Other method Of PUrChASE ........uviiiiiiiiiiiiiieieeeee ]
The ticket was organised for Me..........ccccvvevee i ]

Q15. And did you use a railcard to buy your ticket? If so which one?
Tick one box

Did NOt USE @ FAIICAIT........c.coveveeeeiereeeeeeee e ]
Young Persons RailCard ............ccovvviiiiiiiiiiiiic e ]
SENION RAICAIT ...ttt ettt ee e ee e ]
FamIly RAIMCAI .......c.oovevieieiieeiee ettt sttt ]
Disabled Persons RailCard ...........ccuuvveeeiiiiciiiiiee e ]
NEEWOIK CAIU. ...ttt et ee e e e e ]
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GO CAIU ..ot e e e e e e e e e e e e neen ]
FOICES RAIMCAIT. ...ttt ]

Other Railcard: Please write in

Q16. And how long was your journey on this train scheduled to take?
Tick one box

LESS thAN L NOUT ..t eee e ]
L2 NOUIS ettt ettt et e e et e e e et e et e et et e nee e e e ]
More than 2 hoUrs — UP 10 3.....cueveerieceeceeeeeeeeeeeeee e ]
MOTE thaN 3 NOUIS.......eieeeieiiee ettt ]

Q17. s this a train journey that you have made before?
Tick one box

YES — SEVETAI TIMES ...t ]
YES — ONCE OF TWICE ettt ettt ee et e e e e e e e e eee e eeens ]
N O ettt ettt ettt ettt e ettt e et e e ae e ]

SECTION 2 — YOUR VIEWS |

Q18. Please indicate below the extent to which you either agree or disagree
with the following statements regarding rail tickets and fares.

Neither Don’t
Agree agree nor Disagree know/not
strongly Agree disagree Disagree strongly applicable

il tick lly priced
fRa?rulync ets are generally price 1 [ 1 [ L[] []

I am confident of being able to
find the best value tickets for the I:I
journeys | make

| understand the range of tickets I:I
and fares available

| would travel more on trains if the I:I
fares were a bit cheaper

I don’t mind booking early in I:I
order to get cheaper fares

There should be a standard price for
a journey regardless of when you
buy the ticket

| am confident of being able to find
the cheapest tickets for the journey I:I
that | make.

O O OO
O O 0o
O O OO
O O 0o
O O OO
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Q19. We would like you to think about the following places where you can
buy tickets. For each, please indicate (using the following scale) the
extent to which you would trust it to provide you with the best value for
money ticket for the journey you would be making.

Would Would Neither Would  Would
trust tend to trustnor tendto distrust
entirely  trust distrust distrust entirely
Ticket office at train stations
Ticket machine at train station
Internet
Telephone

From train staff on the train

Travel agent

NI
NI
NN
NI
NI

Q20. Do you generally prefer to buy train tickets on the day of your train
journey or do you prefer to buy them in advance of this?
Tick one box

ONNE dAY ..ottt [1GOTO Q23
[N AOVANCE ettt eee e, [ ]GO TO Q21
NO PrEfEIENCE ......veveeeeeeee e [ ]GO TO Q23

Q21. What are the main reasons why you prefer to buy tickets in advance?
Tick all that apply

(0 1 1=Y=T o =) SR ]
ADIlity 10 r€SEIVE @ SEAL ....ecivei it ]
Need to make plans in @dVANCE ............c.cveeeeeeeieeeeeeeeeeeeeeee e ]
Don't have to think about it on the day of travel..................ceeeeeiieennn, ]
Don't have to queue on the day of travel .........cccccoveciiiieie e, ]
(@)1 7= SRR TR TR RRTURTRRRROTN ]
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a. As far as you are aware, how far in advance can you book long
distance train tickets?
b. And how far in advance do you think you should be able to book
long distance train tickets?

Can  Should.

a b.
Up to a week ] ]
1-2 weeks ] ]
3-4 weeks ] ]
1-2 months ] ]
2-3 months ] ]
3-4 months ] ]
4-5 months ] ]
5-6 months ] ]
6-12 months ] ]

ALL TO ANSWER

Q23.

Q24.

Q25.

Q26.

Thinking about your schedule and arrangements, how much flexibility
did you have with regard to the timing of this journey?
Tick one box

A great deal of fEXIDIlItY ........c.ccveeeviiiecieeeee e ]
SOME FIEXIDIILY ...t eeene s ]
NO FIEXIDIILY ...ttt ]

And how much flexibility did your ticket allow you?
Tick one box

A great deal of fEXIDIlItY ........c.ccoeievieieieeee e e ]
SOME FIEXIDIILY ...t eeee e ]
NO FIEXIDIILY ...ttt ]
DION"T KNOW <.ttt et ee e et e e e e et e e e e e eeeeeeeeneeeeeee e ]

Generally, how aware are you of the range of different train tickets that
are available?
Tick one box

FUILY BWATE .....v ettt ettt e et n e ]
SOMEWHNAE AWATE ..ottt ettt ettt e et et et et et eeeeeeeeeens ]
UNBWATE ...t ettt et e e e e e et e e eee et eeeeeee e eneeanas ]

Were you aware that there is a train ticket called a ‘Saver’?

Tick one box
Y B ettt ettt ettt ]GO TO Q27
N O ettt ettt ettt ]GO TO Q30
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Were you aware that the Saver ticket does not need to be booked in
advance and can be purchased on the day of travel?
Tick one box

Were you aware that the Government regulates the fares for certain
types of tickets?
Tick one box

The price of the ‘Saver’ ticket is currently regulated by Government.
How would you feel about this regulation ending and train operating
companies setting the price of these tickets?

Tick one box

SroNgIY iN FAVOUT ....o.oiiiiiciiiciece e ]
SOMEWNAL N FAVOU <.ttt ettt e et eee e e eeeens ]
Neither in favour NOr OPPOSEM ........vvviveeeiiiiiiiiee e ]
SIGNtlY OPPOSEA ...t ]
SHONGLY OPPOSEU ...ttt ettt ]
DION T KNMOW 1.ttt ettt e e et e et e et e et e et e et e et e ree e et e naeeneee e ]

Were you offered a choice of different tickets for this journey?

Y S ettt ] GO TO Q30b
N O e ettt [1GOTO Q31

Which of the following was the most important consideration when you
decided which ticket to purchase?
Tick one box

Flexibility of times and dates offered by the ticket ................ ]
COSt OF the tICKEE ..ottt ]
Seat reservations possible.............uvvviiiiiiiiiiiiiiiiiii ]
Level Of COMIOI .........cvveeeeeeeeeee e ]
NO COICE OF tHICKEE ...t ]
DON"T KNOW .ottt et e e eee e ]
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Q31. And did you travel on the train that you ideally would have wanted to be

on?
YES.iiieeeerei, [ — GOTOQ32
NO .o [ ] —» | Q31a. Why weren't you on your ideal train?
TOO EXPENSIVE ...t ]
Fully BOOKEM ..., ]
OthEr FEASON ...t ]
Q31b. And how inconvenient was it to you to be
on a train that wasn't ideal?
Very iNCONVENIENt ..........ccooveueeeeeeeeereeeeeeeeeenas ]
Fairly iNCONVENIENT ........ooveveierir e, ]
NOt INCONVENIEN.....veeeeeeeeeeeeeeeee e, ]
ALL TO ANSWER
Q32. Have you ever decided not to travel by train because of the cost of the
ticket?
Tick one box
Yes — a NUMDET Of tIMES .....coveeeeee e [1GO TO Q33
YES — ONCE OF tWICE ..veeveeveereeeeveetecieeeeveeteseeeee e eteeveeeeeeeneas [1GOTO Q33
NO ettt ]GO TO Q34

If you have ever decided not to travel by train because of the cost please

continue — all others go to Q34

Q33. Thinking about the last time this happened, what did you end up doing?
Tick one box

Travelled by car iNStead.........cccvvviieeee e ]
Travelled by BUS INSLEAT ............ccvviviieierieiciceeee e ]
Travelled by cOACh INSTEAU ............cvceeeeeeeeeeeee et ]
Travelled by plane instead.............ooooieiiiiiiiiii e ]
Travelled by other method of tranSpPort.............cccveevveveieieeeeecieees ]
Did not make the journey after all..............ccccee e, ]
(@) 11 ST UT USRS TR TURURURURTN ]
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If you travelled First Class please continue —if not please go to Q35
Q34. What would you say are the main reasons you decided to travel First

Class?
Tick up to 3 boxes

Greater ability t0 WOIK..........cccceiiveiiieeiicice e ]
MOTE SPACE ...ttt ettt ettt e e e e et e e et e e eee e ]
More comfortable SEALS ........coocevviiiiiiiie e ]
Quieter than standard ClassS.............cevvvviieeiiiiiiieiiiieeeeeeeeeee e ]
Food OF drinK iNCIUAEA ........eooeeeeeeeeee e ]
Access to lounges at Stations ..., ]
ACCESS 10 ElECLIC POINT....cceiieiieiieee e ]
AIWAYS gL A TADIE..........cveveeieeieeeeeee et ]
Wi=fi CONMNECHION ..o ]
AIWAYS GO ..ottt ettt ]
AlLINCIUSIVE TICKEE PIICE .. vvvevecve ettt st ]
Seat reservations available..............ccoeeeeiiiiiiiiiiiie s ]
Flexibility of train tiMES .........cccveveirieriicieesieeseee e ]
(@) 11 VU USROS SRS TR TORURURTURTN ]

If you did not travel First Class please continue — if you did please go to Q36
Q35. Did you consider travelling First Class for this journey?
Tick one box

ALL TO ANSWER
Q36. How interested would you be in purchasing a National Railcard which,
for the cost of £30 up-front, would entitle you to 50% off the cost of all

off-peak travel?
Tick one box

VEIY INEIESIEU. ......cuvvieiieeicicecieiee ettt ]
FarlY INEIESLEA .......veveeeeee ettt ettt ]
Neither interested nor uninterested ..........coovveviiiiiiiiiiieeee e, ]
Fairly UNINEEIESTE ......vevveereeeieececiete ettt ettt er e srenas ]
VErY UNINEEIESIEA........cvieviviietiieiieetee ettt ]
DION"T KNOW +.. ettt ee e e et e e e e e eee e e e e eeeereeeeeee e ]
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SECTION 3 - ABOUT YOU

Finally, to help ensure we hear from a good cross section of train passengers,
please can you let us have the following information about yourself.

Q37. Whatis your age? Tick one box
16-25. . ] 55-59 e, ]
26-34 ... ] B0-64 ..., ]
B5-44.....iiiiis ] B5-69 ... ]
A5-54 .0, ] TOPIUS.coccveeveeeeeee e, ]

Q38. Areyou? Tick one box
MalE ..o ] FEMAIE oo ]

Q39. What is your working status? Tick one box
Working full ime ..........cccveenn.... ] REUIE....cieeeeeeeeeeeeeeeee e ]
Working part ime....................... ] Full time student.........cccvveeveun... ]
NOt WOrKING .....ccveveveeeeieeecveiene ]

Q40. Which of the following best describes the occupation of the main wage

earner in your household?
Tick one box

Professional/senior management .............ccocvevrieeieniieec e ]
Middle MANAGEMENL .........cveiveeeeeeieeeee e ]
Junior management/clerical/SUPErVISOrY .............uuuueereurieemrennreeereennennns ]
Skilled manual (with qualifications/apprenticeship) ..........ccccccceeeeeee. ]
UNSKIEO MANUAD ...ttt ]
FUILEIME STUABNT ...t ]
RELIIE ..ottt ettt ettt ettt et et et e et et e neeeee e ]
Unemployed/DEtWEEN JODS ..........c.coveiieeeeeeeeee e ]
Housewife/NOUSENUSDANG ...........ooeeeeeeeeeeee e ]
(012 Y=Y OO ]
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Q41. Which of the following represents your annual household income before
tax and National Insurance? We are asking this question because

income could influence attitudes toward rail fares.
Tick one box

UNGEE £10,000 ...ttt et eeeeeeeeeeeeeeee st e see s e st e st e seereeseesreesreeens ]
£10,000 t0 £12,000 ... .cccuuuiiiiiiiieeeiiieee e eaan ]
£12,001t0 £15,000.....cccmuiiiiiiiiiei e ]
£15,001 t0 £20,000......ccceuiiiiiiiii e ]
£20,001 t0 £25,000.......ccuuieeeeeeieeiiiiiie e ]
£25,001 t0 £30,000 ... .cccuuiiiiiiiieeiiiee e ]
£30,001 t0 £40,000......ccouiiiiiiiii e ]
£40,001 t0 £50,000......ccccuiiiiiiiiiei i ]
£50,001 t0 £70,000.......ccuuieeeeeeieeiiiiiie e ]
MOore than £70,000........cooee e e et e e e e eeeeree e s e reeeeeee e ]
RAINET NOL SAY ...ttt ettt e ettt e e e ]
Q42. Do you have a disability or long term iliness related to any of the
following?
Tick all that apply

YES: MODIIILY ...ttt ]
Y ES: WHEEICHAIN USE ...ttt ettt ettt ettt ]
R =TT 5 1= V112 T [T ]
YES: EYESIGN....ouviviviciiiiieic ettt ]
Yes: SPeech iMPediMeNt..........ccooeveeee et ]
Yes: Learning diffiCUltieS.........coooeiiieiiiiiib e ]
NO: NONE....evieeteeetee ettt en s eaeens ]

Q43. Inwhich region do you live? Tick one box

Greater London........cocveeveeeenn.. ] WaIES ..o, ]
South East (outside London).....[] NOrMh EaSt ....ccveeveeeeereieeeeeerenee ]
SOUth WESE .o, ] NOrth WESt ..o ]
East Midlands ........cceevvveveeeennn. ] Scotland ...o.oeeveeeeeeeeeeeee e ]
West Midlands .........occvevveeeeeenen. ] EaSterN ..o ]
Q44. Which of the following best describes your ethnicity? Tick one box
White - British Mixed race -White & Black Caribbean
White - Irish Mixed race -White & Black African
White - Other Mixed race -White & Asian
Mixed race - Other

Asian/Asian British — Indian Black/Black British - Caribbean

Asian/Asian British — Pakistani Black/Black British - African

Asian/Asian British — Bangladeshi Black/Black British - Other

Asian/Asian British — Other

Chinese Other (please write in below)
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Do you own or have regular access to a car which you drive?
Tick one box

VS, ] NO ..ottt ]
Do you ever make purchases via the internet? Tick one box
Y S et ] NO et ]

On what day of the week were you handed this questionnaire?
Tick one box

MONAAY ..., ] TUESAAY......ccveeeeeereeeeeeeee e, ]
Wednesday..........ccooevevevinrnnnne. ] ThUISAAY ....ocvvevveeeeececeeiea ]
16 =\ R ] SatUrday ........cooveveveeveereeeennn ]
SUNAAY ..o Ol

When did you complete this questionnaire? Tick one box
On the train immediately after receiving it .......ccccccccvviiviiiiii, ]

Later 0N the SAME AAY ......ceeveeveiereeee et et sre e ]

The fOlOWING TAY ........cveieviicieicict e ]

2-3 days after FECEIVING Tt......iivieeeeeee ettt ]

4-5 days after reCeiviNg it.......coovieiiiii i ]
Longer period after reCeiving it ..........ovveeviiciiiieiee e ]

When you have completed the questionnaire, please return it to us in the
envelope provided or use the following FREEPOST address.

Passenger Focus
C/O DIGITAB
P.O.Box 1349
London

W5 1BR

Should you have any questions with regard to this research, please contact
Chris Onley or Martin Fishpool at Outlook Research, on 020 7482 2424. If you
have any concerns about the legitimacy of the survey itself then please contact
Passenger Focus on 08453 022 022.

THANK YOU FOR YOUR TIME.
PLEASE RETURN THIS QUESTIONNAIRE IN THE
FREEPOST ENVELOPE PROVIDED.
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