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Abstract

This paper presents an important aspect of bus service improvement through a detailed investigation of current bus operations and service quality factors. This research will address two main questions: First, what effect does bus service improvement have on the passengers’ satisfaction? Second, what are the most important factors to the bus users that can achieve their satisfaction? This research uses a qualitative approach to assess passengers’ views of quality of bus service improvement. The aim is to assess the importance of quality attributes such as reliability, punctuality, cleanliness, etc. and how satisfied passengers are with these attributes. There is a considerable amount of work in the public transport industry on defining passenger requirements. To fill the gap, this research looks at the performance of bus service from the passengers’ perspective in an attempt to quantify their response to significant changes in service quality. This paper draws on recent experience in Great Britain to investigate the impact of Quality Bus Partnerships where factors to improve bus service are being brought forward. This research includes responses from users of two types of service with distinct quality differences, from which conclusions can be drawn.
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1.
Introduction

  Since deregulation of local bus services in Great Britain in 1986, bus operators have full control on the operation of services and the setup of fares. This has created an open market with direct competition based on pricing, service, and quality (Hibbs, 2005). The Transport Act (2000) underpins the partnership between local transport authorities and bus operators which requires each authority to produce a bus strategy and provision of powers for Statutory Quality Partnerships Scheme and Quality Contracts allow local transport authority to determine the bus services to operate within the area. There have been increases in patronage between 7% and 30% as reported in LEK/CfIT (2002) in areas where informal voluntary Quality Bus Partnerships are being practiced.   

  Aspects to be upgraded in voluntary Quality Bus Partnerships (QBP) are mainly focussed on quality, both on vehicles and the service itself. Therefore, the overall aim of this paper is to obtain qualitative data on passengers view on current bus services in Tyne and Wear and thus, evaluate the effect of public transport improvement on passengers’ satisfaction in relation to the quality factor i.e. reliability, punctuality, cleanliness, etc. as highlighted under the QBP. The key quality differences are:

· Frequent and high quality services along key routes

· Modern buses, 

· Shelters, 

· Information at Stops 

· Bus Priority Measures
The results of this study will inform the current debate on the creation of statutory Quality Contracts.
  Previous research has shown that the effect of poor bus services has a substantial impact on decreasing bus patronage. Fig. 1shows the trend in passenger journeys in Great Britain for local bus service by area since 1985. There are substantial increases in passenger journeys in London as compared to areas outside London areas whereas patronage has reduced dramatically in Metropolitan areas.

1.1 Scope of paper

  This paper will first give an overview of the literature on quality and current policies; this is followed by sections, which discuss the methodology of the research explaining the nature of the case study, the sample chosen and data collection, and analysis before drawing conclusions at the end of the paper. In the report, references to “the bus routes’ are read as referring only the routes that fall under 2 categories which are Superoute and Non-Superoute and are discussed further in Section 3. 
2.
A Literature Review on the role of Quality in Bus Users Satisfaction

2.1 
The Development of the Quality Partnership approach to bus service provision in Great Britain

  The 1985 Transport Act introduced the deregulation of bus services and aimed to increase patronage by allowing a direct competition (CfIT, 2004: Nelson, 2006). After 20 years of deregulation, passenger journeys outside London have declined especially in metropolitan areas. The fares have been substantially increased in the larger metropolitan areas. In order to increase the patronage, A New Deal for Transport (1998) introduced Quality Partnerships to be put on a statutory basis to allow local authorities to set the required standards which operators would be required to meet before their operation (Transport and Regional Affairs- Ninth Report, 1999).

  The ‘Quality Partnership’ concept was introduced to identify the developments and initiatives by local authorities and operators designed to improve the quality of bus services, and at the same time maximise the benefits to passengers. Bus service improvements have become increasingly important in the UK and it is increasingly clear that partnerships between the key players in the bus industry namely local authorities and bus operators are integral to its success.

  At present Quality Partnerships only concentrate on objectives and intentions, but are weak on guarantees of expenditure and enforcement (Knowles and Davison, 2006). The Confederation of Passenger Transport (CPT) have argued that the overall decline in bus usage over the last 40 years was 85% before the commercialisation and 15% decline after the commercialisation. They further suggest that the changes in passenger journey are mainly because of changes in population and that the trend is affected by the way that each Metropolitan area has a large regional shopping centre located away from City Centre (Confederation of Passenger Transport, 2006). Among the most successful bus partnership are those in York, Cambridge, Edinburgh although many other town and cities have developed partnerships.  

   The Integrated Transport White Paper (1998) argued that the partnerships are not sufficient to achieve increase in patronage (Nelson, 2006). Consequently, the idea of a Quality Contract was introduced to strengthen current partnerships. ‘Quality Contracts’ schemes are defined under section 124, Transport Act (2000) and emphasise the role of partnership between local transport authorities and bus operators.  In addition these allow the authority to determine what bus services operate within the area covered by the scheme but must be approved by the Secretary of State for Transport before implementation. Table 1 below explains the Quality Partnership terminology.

  The terms of a Quality Bus Partnerships (QBPs) typically comprise standards being set on the following attributes: 

· Frequent reliable bus services 

· Modern attractive accessible vehicles (usually with low emission engines) 

· Well-trained staff 

· Traffic priorities for buses along with effective enforcement of traffic regulations 

· Good standards of stops and shelters 

· Well lit approaches to bus stops 

· High quality passenger information 

· Network ticketing

  By establishing a voluntary Quality Bus Partnership, it is intended to improve the quality of local services and reduce or limit traffic congestion, noise or air pollution. To date, much has been achieved through ‘informal’ partnership working. Some partnerships exist on specific routes and have not introduced improvements across the whole of the network. The successes include the introduction of enhanced service frequencies, Bus Priority Measures – bus lanes, signal improvements etc., Park and Ride facilities, infrastructure Improvements such as new bus shelters, raised kerbs, improved bus station facilities, low floor bus projects – provision of low floor buses, bus boarders, public transport service level improvements, public transport information – including timetable information, maps, websites, roadside information and interactive information terminals. 

2.2
Definition of Quality

  This section will highlight relevant literature on the definition of quality and quality of a bus service. Attractiveness is increased by improving the traffic regulations which minimise different delays in the network, by improving the commercial speed, cleanliness, safety and security, easy access for all passengers, comfort and minimising the noise. 
  Quality is one of the key criteria of quality philosophies where it promotes an approach of `right from the start’ rather than `detect and correct’ (Oakland, 2003) and service quality is defined by Parasuraman et al. (1985) as a form of attitude. Quality is therefore a much more complicated term than it first appears and it seems that every quality expert defines quality in a different way. There are a variety of perspectives that can be taken in defining quality.  A search for a strong definition of quality has yielded inconsistent results. Quality has been variously defined as value (Parasuraman et al., 1985), fitness for use (Juran, 1988), conformance to specifications and conformance to requirements (Crosby, 1979), loss avoidance and meeting and/or exceeding customers' expectations (Gronroos, 1983; Parasuraman et al, 1985). Regardless of the time period or context in which quality is examined, the concept has had multiple and often confused definitions and has been used to describe a wide variety of event.

  As Joseph Juran (also known as the father of the quality revolution) stressed, quality does not happen by accident, but must be planned (Bendell et al, 1993; Parasuraman, et al, 1985). Quality is perhaps best thought of as the customers' perception of the value of the suppliers' work output. The word "Quality" represents the properties of products and/or services that are valued by the consumer.  The European Organisation of Quality Control (EOQC) has defined quality control as “the degree to which a product meets the requirements of the customer”. 

  The quality of a product is an attribute which is a fixed characteristic. However, in the case of public transport services, it is clear that quality is a function of the service characteristics and is therefore multi-dimensional. Thus a high quality of service over a given route network implies, in general, a more frequent service, more reliable, lower waiting times for customers and greater demand for public transport. Similarly, a longer route length with a given frequency will reduce travel time to bus stations and would be expected to boost demand for a given fare structure. 

  In the marketing world, the provision of high quality of service is to maintain the number of customers (Oakland, 2003).  Besides, a major aim of many organisations in the service sectors is to achieve satisfaction.  This has been concurrently addressed in Transit Capacity and Quality of Service Manual (1999) on how to measure the transit performance and it typically fall into one of three categories which are: 
· Operator-based measures, relating to patronage and economic factors; 

· Vehicle-based measures, such as roadway capacity and traffic signal delay; and
· Passenger-based measures, also referred to as "quality of service," that relate to the comfort and convenience and the availability of transit service.

  Transit Capacity and Quality of Service Manual has defined ‘Quality of Service’ as the overall measure or perceived performance of service from the passengers’ point of view. 

2.3
Customer Satisfaction-relevance of Importance vs. Satisfaction

  Satisfaction is a psychological state and any measurement taken should be considered carefully and quantitative measurement is needed to identify user satisfaction. There is no simple relationship between increasing service quality and increased level of user satisfaction.  However, most studies have indicated that satisfaction is one of the tools to measure service quality. 

  The role of customer is very important. Nevertheless, there has been an increasing competition over whether profit or non-profit organisation will pay more attention to customer satisfaction. When expectation are met, satisfaction will be achieved and hence increase the loyalty.  Furthermore, it takes less money to increase current users that to attract new ones.

2.3.1 Importance Satisfaction Analysis

  Importance and satisfaction analysis is widely used and was based on importance performance analysis (Martilla & James, 1977). The importance-Satisfaction Analysis is used to measure user satisfaction, monitor changes in satisfaction, measure performance on attributes that affect satisfaction and also to monitor changes in performance (Tonge and Moore, 2007). It is a focused methodology for identifying the specific improvements to maximise user satisfaction at a minimal cost and provide an indication of how successful the bus improvement schemes are. Importance Satisfaction Analysis is a two dimensioal grid based on customer-perceived importance of quality attributes performance. 

· Excitement factors(satisfiers) are the factors that increase customer satisfaction if delivered but do not cause dissatisfaction if they are not delivered

· Positive performance on these attributes has a greater impact on overall satisfaction than negative performance.
3.
Case Study

  The case study for this research is in Tyne and Wear which is situated in North East England, United Kingdom. Tyne and Wear is a metropolitan county in North East England in the United Kingdom and has a population of around 1,075,938 people. Tyne and Wear consists of 5 metropolitan boroughs of South Tyneside, North Tyneside, Newcastle Upon Tyne, Gateshead and Sunderland. Tyne and Wear shares borders with Northumberland to the North and County Durham to the south. Tyne and Wear’s population has the highest age population which is between 35 and 39 years old (www.statistics.gov.uk). Fig. 3 illustrates the location of Tyne and Wear in Northern England and its District Authorities.

3.1 Bus Improvements in Tyne and Wear – The difference between Superoute and Non-Superoute
  The general strategy of the research is to analyse the impact of the bus service improvement.  This is being demonstrated in a case study, Tyne and Wear, and will evaluate the effectiveness of Quality Bus Partnership schemes in terms of their contribution to increasing patronage or vice versa. Currently, there is no statutory Quality Bus Partnership in Tyne and Wear but the ‘Superoutes’ branding relates to a successful non-statutory Quality Bus Partnership which has been introduced in phases from 2003 and provides the focus for this study.
  The research concentrates on stage buses (local buses) that operate in Tyne and Wear. The major bus operators, Go North East, Stagecoach, and Arriva have been working in partnership with Nexus (the Tyne and Wear Passenger Transport Executive who administers funds on behalf of the Tyne and Wear Passenger Transport Authority), and local authorities in the area to operate the ‘Superoute’ concept. 

  Superoutes were designed and introduced to offer passengers high quality services across a number of the major corridors in Tyne and Wear to encourage greater use of public transport. Buses operating on Superoutes offer higher frequencies than other routes, better punctuality and easy access for wheel chairs and prams. A total of 40 Superoutes are now in operation across Tyne and Wear following the launch of Superoutes in 2002. Superoutes will be relaunched in early 2007 with more buses upgraded to Superoutes. A map of the Superoute network is shown in Figure 4.  The Superoute scheme consists of frequent and high quality services along key routes, modern buses, shelters, information at stops and Bus Priority measures.
3.2
Survey Methods
  The questionnaire consisted of 3 sections with both open and closed questions. In Section 1, respondents were asked about their current journey. In Section 2, respondents were asked about their opinion on their local bus service. In this section, respondents were asked to rate the quality factors of the bus service as well as rating their satisfaction on the current bus service. In Section 3, respondents were then asked about socio-economic data. The open-ended questions allowed respondents to give more detail about their preferences as well as to make suggestions on how to improve the current service. All interview responses were coded and entered into a qualitative analytical software package, SPSS. Data cleaning was carried out after all questionnaire responses and variables had been entered. This process was undertaken to identify any inconsistencies and outliers in the data that might have happened during data entry. In order to do this, a frequency table or cross tabulations table was prepared for responses to each question. 

    Further section measured the importance and satisfaction of each of the service attributes. Respondents were asked ‘How important are you….’ with the 17 items of quality attributes with a ranking from ‘very important’ to ‘very unimportant’ and from ‘very satisfied’ to ‘very dissatisfied’ on a five point Likert-type scale. Brady and Cronin (2001) stated that respondents were more interested to list all factors that influenced their perception according to their experience. The survey concentrates on identifying the areas where quality indicators have a significant perception by users. The analysis of the data will provide a detailed evaluation for each quality attributes to identify the links between bus system quality and how this contributes to user satisfaction. The remaining part of the questionnaire consisted of questions regarding overall rating of the current bus service
  A random sample of 1000 respondents were selected, consisting of people from 12 years upwards. Surveys were carried out on bus and at bus stops. 160 questionnaires had been completed during the survey and if the respondents were unable to complete it on bus, respondents were given prepaid envelopes. To increase the response rate, the respondents were offered a £100 price draw.
  With advice from key stakeholders and with the co-operation of the principal bus operators, six bus routes were selected for survey.  The selected services were categorised into two groups:
· Category 1: Routes that are non-Superoute 
· Category 2: Routes that are Superoute
3.3
Characteristics of Sample

  This section will explain about the characteristics of sample. A total of 1000 bus users were approached, with 310 questionnaires completed, a response rate of 30%.  Out of 310 respondents, 41% were men and 58% are women. The mean age was in the range of 35 to 49 years old category.  Table 3 below illustrates sex of respondent compared with the population of Tyne and Wear. 
  The above result is similar to most previous study (e.g. Wall and Mc Donald, 2007)  where female exceed male public transport users(Pickett and Gray 1996). This result also is representative of the Tyne and Wear population where 52% of population are female with a p value of 0.394 which means the difference was not statistically significant.

Age Group

  The highest percentage is respondents who are in the age range of 60 years and above (26.45%). The second highest are respondent in the age range of 35-49 years old which is 20.65%. The lowest percentage is 3.87% which is from the age group of 12 – 15 years. This result is representative of Tyne and Wear age details based on Census 2001. The highest percentage is from age 60 and above which is 26.62% and the second highest is age between 35 – 49 with a percentage of 26.22% (Census 2001). The p value of 0.132 indicates that there was a not statistically significant difference. 

  Employment Status
  Most respondents are retired with a percentage of 28.71%, followed with respondents who work full time with a percentage of 27.42%.  The highest income group is below £10,000 with a percentage of 51.6% and the lowest is £30,000 - £49,000 with a percentage of 5.16%. The second highest is between £10,000 – 19,999 with a percentage of 23.55%. Several studies have confirmed that patronage is higher among low-income households, which are from denser neighbourhoods and associated with short walking distance to bus stops (Wachs 1989); (Pushkarev and Zupan 1977); (Rosenbloom and Clifton 1996);. Furthermore, ridership can be correlated with socioeconomic status (Kuby, Barranda et al. 2004). Thus, the sample was representative of the population with regard to demographic questions such as age, sex, and incomes. 

Access to a Car 
 66% of respondents did not have access to a car for their journey. This could be the justification of choosing to use bus as their preferred mode. Previous research showed that a person in a car owning household is likely to make 66% fewer trips by bus than a person in a non car owning household (Potter, 1997). As reported by by Kuby et al (2004), car ownership has direct effects on person’s alternative mode choices.

Regularity of bus usage by Route Categories

  51% of respondents used a bus 5 times a week and more, whereas 35.2% respondents use buses daily which is the highest percentage compared to other usage. This proves that respondents use buses quite frequently on the surveyed bus services. 10 respondents had rarely used the buses which are operating on Superoutes routes. The main aim of Superoute is to attract the non user to use the buses. Only 1.9% of respondents used the bus system for the first time. The results of this study have shown that 38 respondents who used the bus daily on Superoute routes which constitutes the highest percentage as compared to Non-Superoute routes.  Table 5 illustrates the bus usage by route categories. On the other hand, there are 79 respondents who use buses on Superoute routes 3-4 times a week and more, while 36 respondents use buses less than 2 times a week on Non-Superoute routes.
  Results from Table 6 show that 82 out of 310 respondents used concessionary ticket. The concessionary ticket is only for people age 60 years and above. However, most respondents who used a single ticket for their journey comprise of 30.97%. Single ticket is the highest ticket used on Non-Superoute route where 59 respondents bought single tickets for their journey. 

Awareness of Superoute by Route Categories

  Table 7 shows the majority of the respondents are not aware of ‘Superoute’ concept, which is nearly 60% of respondents. When analysing by route categories, it is found that buses which are currently operating on Non-Superoutes routes, have the highest number of respondents that are aware of Superoute. However, there was no significance difference in both Non-Superoute and Superoute Routes (p = 0.053) in terms of awareness of Superoute. 

Respondents Rating of Fares, Service Information, Quality and Overall Bus Service
  Table 8 shows the respondents rating on the overall bus service, subdivided by category of fares, service information, and quality of service as well as the overall service. Ratings were on a five point scale ranging from 1 = ‘very poor’ to 5 = ‘very good’ and results grouped into the two categories of bus route described earlier in Table 2. In terms of routes which are currently not Superoute, it can be seen that respondents are more dissatisfied with fares than those respondents using Superoutes (46.9% of Category 1 respondents answered ‘poor’ or ‘very poor’ as compared to 41.8% for Superoute respondents. Moreover, for Superoutes, most respondents gave a rating of ‘fair’. 

  For service information, whilst both categories had ‘fair’ as the most frequent response, it is clear that Superoute users have a much higher percent of respondents in the ‘good’ and ‘very good’ category as compared to users of non-Superoute users.  In terms of quality of service, the difference between the non-Superoute and Superoute users is even more marked with on 7.5% of Superoute users reporting ‘poor’ or ‘very poor’ views and 63.7% of respondents rated the quality of Superoute as ‘good’ and ‘very good’.
  In the summary, single statement of ‘overall service’, the Superoute respondents are clearly rating their service more highly with only 2.1% rating the service below ‘fair’.  Whilst Category 1 respondent’s rating seems to be different, looking at a ‘fair’ or better rating and the ‘poor’ and ‘very poor’ ratings, they are in fact very similar.

  These results certainly indicate that in all ratings, Superoutes are doing better than non-Superoutes.  It is this idea which is fundamental to the hypothesis underpinning this paper that ‘service quality’ in some form is essential to the successful rating of a bus service.

The relationship between the importance and satisfaction of quality attribute

  The core of the survey was an examination of the satisfaction and importance for specific aspects of bus service improvement. i.e. punctuality, reliability, frequency, cleanliness, cost, etc. The questions contained 17 items relating to bus service quality. Each respondent rated these 17 items in terms of importance and satisfaction. 

  The following analysis compares responses to importance and satisfaction of quality attributes so as to provide information, currently lacking, between the current quality of bus service and what the users expected from the service. For each of the quality attributes, respondents were asked to rate them from a scale of five ranging from ‘very important’ to ‘very unimportant’ and for satisfaction questions, from ‘very satisfied’ to ‘very dissatisfied’. 

  Table 9 reports the Importance and Satisfaction rating for the 17 items respondents identified as the most important factors on bus service.  As can be seen from Table 9, there was virtually no separation of the mean scores for all these items, a pattern that continued deeper into the item ratings. Overall, 17 items had a mean rated importance of 4 or higher on the five-point scale. And for the satisfaction on these 17 items, the average was 3. Passengers have different levels of satisfaction with these issues. Attractiveness of service quality moderates the association between a passengers’ satisfaction with the current service.

  The quality factors in Table 9 are sorted in ascending order of importance, followed by satisfaction ranking. From the table, passengers rated “how reliable the bus in turning up” as the most important factors in bus service, however in terms of satisfaction it is ranked in 5. It can be seen that passengers are satisfied with quality factors of cleanliness, ease of buying a ticket, and frequency of bus, because the ranking for satisfaction are higher that the ranking for importance. Fig. 5. shows these results using the graphical approach (Section 2.3.1) by plotting the means of satisfaction and importance of the 17 quality attributes. This shows that condition of shelters, cost of tickets, and how the bus runs of Sunday are in the ‘Concentrate Here’ quadrants with high importance to users but achieving low satisfaction. 
Comparison of Importance and Satisfaction on Non-Superoute and Superoute

  Table 10 shows the total percentage of Importance and Satisfaction for Non-Superoute and Superoute. Respondents who answered ‘very important’ and ‘important’ are included in the ‘important’ category. For satisfaction, respondents who claimed to be ‘very satisfied’ or ‘satisfied’ are included in the ‘satisfaction’ category. For each route type, the difference between the percentages in each category is calculated and shown in Table 10. It is the gap between important and satisfaction which is relevant and identifies how successful the operators are at providing services for their customers. From the analysis, it can be seen that there are quite significant differences between importance and satisfaction on Non-Superoute services as compared to Superoute services.  For Non-Superoute, the biggest gap is for finding information about bus routes (66.5%), followed by the cost of tickets (58.5%) and bus punctuality (54.5%). On the other hand, respondents on Superoute, are mostly satisfied with the bus frequency with a 12.7% difference, ease of buying a ticket (on bus (difference of 10%) and at travel centre (difference of 5.5%)). However, respondents on both Non-Superoute and Superoute are not satisfied with bus reliability with nearly the same difference gap of 35.5% and 35.4% although this is not as high as finding information on Non-Superoute services.
4.
Conclusion and Recommendations for Future Research

  This paper discusses on how the perception of bus users can help to improve the bus quality. This research suggests that respondents on Non-Superoute are likely to be less satisfied with bus reliability and punctuality, finding bus information and cost of tickets. These findings underline the difference in satisfaction of respondents on two different bus services.      

  Users tend to be satisfied when their perceptions of the service are met. If the service is not what they have expected, they tend to be dissatisfied. This information will be subsequently used to produce recommendations for future reference for quality perceived by users. In the UK context, operators work to a profit margin and so improvements must pay for themselves.  This makes them interested in users but not as interested as perhaps where bus provision is in the public domain with more of a social objective in which quality is multi-dimensional but is treated as a set of independent elements by operators.

  Recent research into the impact of Quality Bus Partnerships emphasizes that the role and importance of quality improvement is highly influential in order to achieve modal shift towards public transport and hence, to increase the patronage (TAS, 2002). Therefore, quality improvement should continue to be a key part in bus industry policy. This research will give benefit to the operators of bus services in providing services to the public. For quality attributes that passengers are not satisfied with but they think it is important will be the key indicators to improve the bus service. The measurement of service quality continues to be a challenging research subject and one of great practical significance to service providers and regulatory agencies. It is important to understand what passengers expect from the bus service improvement and to evaluate their satisfaction towards the current bus services.
   Future research could focus on how to establish the strength and direction of the relationships between all quality attributes for example factor analysis in which is to investigate the relative importance of different factors in influencing the user satisfaction. 
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Fig. 3.  The location of Tyne and Wear in Northern England and its District Authorities

Source:  www.pickatrail.com & www.culham.ac.uk
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Fig. 4 Superoute Network in Tyne and Wear

Source: www.superoute.com (2005)

Table 1 

Details of Quality Partnership Terminology

	Initiative
	Terms

	Quality Bus Partnership (QBPs)
	Voluntary Partnership

· The Local Authority usually concentrates upon providing infrastructure to enhance the attractiveness of the bus product

· The Bus Operating Companies usually concentrate on providing an improved service with a high standard of vehicle, customer service and frequency

· Can be on a formal or informal basis



	Quality Partnership Scheme (QPSs)
	Statutory partnership

· The Local Authority is legally responsible for providing and maintaining facilities to enhance the attractiveness of the bus product.

· The Bus Operating Companies using the facilities are legally responsible for providing vehicles of the standard specified by the Local Authority

· The Local Authority can not impose service/frequency requirements on the Bus Companies



	Quality Contract Scheme
	Statutory Contract

· The Local Authority determines what bus services should be provided in their area and to what standard. They provide the facilities to enhance the attractiveness of the bus product

· Contracts are let to suitable Bus Operating Companies for a maximum of 5 years, offering exclusive rights to the route and the faculties provided

· As of 2004 Quality Contracts to be restricted to areas served by local authorities also introducing levies on car users and diverting money from the local rail network


Source: DTLR (2001b) and DfT (2004b), Davison and Knowles (2006), Nelson (2006)

Table 2 

Details of Routes Surveyed

	Category
	Routes No./Operators
	Routes

	1
	Non-Superoute 
	E1 / (Stagecoach)
	South Shields - Whitburn-Sunderland Via Marsden,Coast Road And Roker

	
	
	639 / (GoNortheast)
	Crawcook - Queen Elizabeth Hospital  

	
	
	20 / (Stagecoach)
	Pennywell - Sunderland

	
	
	10/11 / (Stagecoach)
	North Kenton - Newcastle-West Denton Park

	2
	Superoute 
	308

/ (Arriva 70%)

(GoNortheast 30%)
	Newcastle - Whitley Bay - Blyth

	
	
	
	

	
	
	39/40 / (Stagecoach)
	Dumpling Hall - Newcastle - Walker


Source: This study

Table 3 
Sex of Respondent with comparison of Tyne and Wear population

	
	
	
	Tyne and Wear Population (Census 2001)

	
	Frequency
	Percent
	Frequency
	Percent

	Male
	129
	41.61
	520286
	48.36

	Female
	181
	58.39
	555652
	51.64

	Total
	310
	100.00
	1075938
	100.00


Source: This study

Table 4 

Age Group

	
	
	
	Tyne and Wear Population (Census 2001)

	
	Frequency
	Percent
	Frequency
	Percent

	12-15 years
	12
	3.87
	
	

	16-24 years
	44
	14.19
	141,441
	16.07

	25-34 years
	59
	19.03
	145,133
	16.49

	35-49 years
	64
	20.65
	230,835
	26.22

	50-59 years
	49
	15.81
	128,622
	14.61

	60 years or over
	82
	26.45
	234,343
	26.62

	
	
	100
	880,374
	100


Source : This study

Table 5
Regularity of bus usage by Route Categories

	
	Non-Superoute 
	Superoute 

	
	1,63920 & 10/11
	308 & 39/40

	Daily
	71
	38

	5 times a week
	32
	17

	3-4 times a week
	42
	24

	2 times a week
	36
	21

	Rarely
	13
	10

	First time
	6
	0

	
	200
	110


Source : This study

Table 6

Ticket Normally Used by Routes Categories

	
	Non- Superoute 
	Superoute 



	
	1,639,20 & 10/11
	308 & 39/40

	Single ticket
	59 
	37

	Return ticket
	17
	9

	DayRider (All day ticket)
	15
	10

	Day Rover
	5
	5

	Network Travel Ticket
	24
	11

	Stagecoach UniRider
	9
	3

	Teentravel
	6
	0

	Transfares
	2
	0

	Arriva Student Ticket
	0
	2

	Bus Pass Under 16
	2
	0

	Concessionary
	46
	36

	Monthly Ticket
	2
	2

	Stagecoach Megarider
	2
	0

	Weekly Ticket
	3
	3

	
	
	


Source : This study

Table 7
Awareness of Superoute by Route Categories

	
	Non-Superoute 
	Superoute 

	
	1,639,20 & 10/11
	308 & 39/40

	Yes
	72
	52

	No
	128
	58

	
	200
	110


Source : This study

Table 8
Percentage of Respondents Rating of Fares, Service Information, Quality and Overall Bus Service.

	
	Percentages of respondents

	
	Very poor
	Poor
	Fair
	Good
	Very Good

	 
	Route Categories
	1
	2
	3
	4
	5

	Fares
	1
	Non Superoute 
	14.6
	32.3
	28.0
	19.5
	5.5

	
	2
	Superoute  
	18.5
	23.3
	27.4
	16.4
	14.4

	Service

Information
	1
	Non Superoute 
	7.3
	19.5
	42.7
	22.0
	8.5

	
	2
	Superoute  
	2.7
	9.6
	37.0
	32.9
	17.8

	Quality of 

Service
	1
	Non Superoute 
	9.1
	12.8
	34.1
	26.2
	17.7

	
	2
	Superoute  
	0.0
	7.5
	28.8
	43.2
	20.5

	Overall
	1
	Non Superoute 
	4.9
	8.5
	37.8
	34.1
	14.6

	
	2
	Superoute  
	0.0
	2.1
	34.9
	44.5
	18.5


Source :This study

Table 9 
Overall Mean Level of Importance and Satisfaction

	

	Mean
	Rank

	Bus quality attributes
	Importance
	Satisfaction
	Importance
	Satisfaction

	How reliable the bus is in turning up
	4.65
	3.28
	1
	5

	How punctual the service is
	4.57
	3.28
	2
	6

	Your personal security on bus
	4.55
	3.39
	3
	4

	Finding information about bus routes
	4.5
	3.09
	4
	13

	How often the bus runs during the day
	4.48
	3.55
	5
	2

	Your personal security at bus stops
	4.44
	3.27
	6
	8

	Information at bus stops
	4.43
	3.18
	7
	11

	Friendliness / helpfulness of drivers
	4.36
	3.22
	8
	9

	Condition of shelters at bus stops
	4.33
	3.02
	9
	14

	Cost of tickets
	4.30
	2.64
	10
	17

	How long the journey takes
	4.23
	3.18
	11
	10

	Cleanliness of the bus
	4.19
	3.28
	12
	7

	Cleanliness at the bus stops
	4.18
	2.98
	13
	15

	How often the bus runs in the evening
	4.09
	3.14
	14
	12

	How often the bus runs  on Sundays
	4.06
	2.97
	15
	16

	Ease of buying a ticket on the bus
	4.00
	3.71
	16
	1

	Ease of buying a ticket at the Travel Centre
	3.71
	3.44
	17
	3


Source: This study
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Fig. 5. Importance –Satisfaction Analysis for Bus Users on Superoute and Non-Superoute Services

Table 10 

Comparison of Importance and Satisfaction on Non-Superoute and Superoute

	
	Non-Superoute
	Superoute

	
	Important 

(%)
	Satisfied

(%)
	Difference 
	Important 

(%)
	Satisfied (%)
	Difference  

	How often the bus runs in the evening
	77.5
	27.5
	-50
	71.8
	44.5
	-27.3

	How often the bus runs during the day
	92
	50.5
	-41.5
	83.6
	70.9
	-12.7

	How often the bus runs  on Sundays 
	76.5
	25.0
	-51.5
	63.6
	40.0
	-23.6

	How reliable the bus is in turning up
	96.0
	60.5
	-35.5
	90.9
	55.5
	-35.4

	How punctual the service is
	91.5
	37.0
	-54.5
	90.9
	57.3
	-33.6

	Ease of buying a ticket on the bus
	76.0
	46.0
	-30
	60.9
	70.9
	10

	Ease of buying a ticket at the Travel Centre
	65.5
	42.5
	-23
	55.5
	50.0
	-5.5

	Cleanliness of the bus
	74.0
	37.0
	-37
	72.7
	51.8
	-20.9

	Cleanliness at the bus stops
	77.0
	27.5
	-49.5
	69.1
	32.7
	-36.4

	How long the journey takes
	82.0
	33.5
	-48.5
	72.7
	40.9
	-31.8

	Friendliness / helpfulness of drivers
	84.0
	38.0
	-46
	81.8
	50.9
	-30.9

	Information at bus stops
	89.0
	34.0
	-55
	80.0
	51.8
	-28.2

	Finding information about bus routes
	93.0
	26.5
	-66.5
	88.2
	50.9
	-37.3

	Your personal security on bus
	90.5
	43.0
	-47.5
	85.5
	59.1
	-26.4

	Your personal security at bus stops
	86.5
	32.5
	-54
	85.5
	59.1
	-26.4

	Condition of shelters at bus stops
	77.0
	25.0
	-52
	84.5
	37.3
	-47.2

	Cost of tickets
	83.5
	25.0
	-58.5
	81.8
	30.0
	-51.8


Source: This study
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