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 Executive Summary
	

The Yorcard Project is intended to 
deliver a multi-modal, multi-operator 
public transport smartcard scheme 
to be trialled on certain buses in 
Sheffield and on the local train service 
between Sheffield and Doncaster and 
intermediate stations. 

This report presents: 

•		 A summary of the deliverables 
forming the contract between DfT 
and SYPTE 

•		 How each deliverable was 
completed, and how progress was 
made throughout Phase 1 

•		 A review of DfT and Yorcard 
objectives and how objectives have 
been met 

•		 A review of the methodologies used 
including the limitations, risks and 
issues that arose during the Phase 
1 work 

•		 The findings from Phase 1 that are 
common across different studies 

•		 Recommendations for the future 
delivery of the Yorcard research 
programme 
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Introduction
	

1.1 Background 1.2 Summary of 1.3 Review of 
Deliverables Progress of 

Deliverables 

The Yorcard Project is intended to 
deliver a multi-modal, multi-operator 
public transport smartcard scheme to 
be trialled in part of the South Yorkshire 
area during 2008. The scheme is 
intended to offer certain commercial 
and concessionary ticket products in 
‘Smart’ format and is built to the ITSO 
standard (ITSO.co.uk, 2008). Yorcard 
Limited has procured all the hardware, 
software and services required to enable 
the successful implementation of a 
Pilot scheme. The Pilot is being trialled 
on the services of three bus operators 
in the S10 area of Sheffield and on 
Doncaster to Sheffield rail services 
including intermediate stations. The 
Yorcard Pilot aims to issue up to 30,000 
smartcards for use on these services. 

This Yorcard Phase 1 End of Phase 
Report sets down the outputs forming 
part of a research contract between 
the South Yorkshire Passenger 
Transport Executive (SYPTE) and 
the Department for Transport (DfT), 
Transport Technology and Standards 
Division. An overview of the tender 
can also be found in the General 
Reference Document. 

The purpose of this report is therefore 
to provide an evaluation of the results 
from the first three Phase 1 reports and 
determine any cross-over between the 
findings. It is also the purpose to review 
the delivery of the Phase and identify 
any lessons learned from a practical 
perspective regarding the management 
of the Phase and how this could be 
improved in the future. 

The intention of Phase 1 was to baseline 
measurements that would be tracked 
throughout the life of the Yorcard Pilot 
to enable monitoring of change and 
evaluation of the scheme. There were 4 
primary deliverables in Phase 1: 
•		 A boarding time study 
•		 An equipment user study: 

- With Travel Information 
Centres (TICs)
	

- With bus drivers
	
•		 A bus and train consumer 

(passenger) and non-user survey 
•		 And this end of stage report 

The requirement of data collection was 
that all data must have been collected 
before any part of the Yorcard Pilot 
was installed and preferably before any 
training was undertaken by equipment 
users. The original Stage Plan was 
that all operators would have been 
live before the end of October 2007, 
and therefore the majority of data 
collection was planned between May 
and September 2007. 

However, there was a significant delay 
in implementation. The project moved 
from a ‘big bang’ implementation, with 
all operators live at the same time, to 
staggered implementation dates with all 
operators having different start dates. 
Although this meant that resources had 
to be deployed differently, there were 
some real benefits: 
•		 It allowed more time to refine 

methodologies and ensure data 
collection was robust 

•		 It allowed more time to go through a 
formal approvals process 

All primary data were collected within 
the stated timescales to collect before 
implementation and therefore the 
study objective has been met. With the 
exception of not conducting a focus 
group for MASS drivers1, all data were 
collected within the stated timescales in 
the approved methodology statements. 

1 This was because planned dates for 
data collection fell in the academic 
holidays when MASS drivers were not 
easily accessible. 
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1.4 Review 1.5 Meeting DfT 1.6 Meeting Yorcard 
Against Budget Objectives Objectives 

The costs were within acceptable 
limits for the Phase. To ensure that 
sufficient data quality was obtained, it 
was necessary to add incentives to bus 
drivers of £50 per bus operator (£150 
total) by means of a prize draw for all 
completed questionnaires returned. 

The DfT have stipulated the following 
objectives as part of the tender 
specification: 

a.		 All elements of the pilot scheme 
shall be fully compliant to the 
prevailing ITSO documentation. 

b.		 Conduct a robust analysis of (1) 
bus boarding times, (2) Systems 
performance and (3) passenger 
reaction to address the concerns of 
all key stakeholders involved in the 
rollout of smartcard technologies 
within a deregulated transport 
industry. This should provide a 
comparison of existing performance 
measures prior to the introduction 
of smartcards to the pilot area. 

c.		 The research shall assess the 
Customer Experience and the 
Operator and PTE expectations 
and provide recommendations 
for rollout. Included within this 
analyses shall be a study of the 
business case for deployment of 
similar regional schemes. 

d.		 To understand the value of new 
innovative ticketing products to the 
key stakeholders 

e.		 To understand the value of using 
Citizen cards as an alternative to 
transport only smartcards.  

f.		 To ensure that all deliverables are 
clear, concise, accurate, thorough, 
of a high technical quality and well 
written. 

g.		 The research shall complement the 
Yorcard pilot timetable. 

This report must therefore evaluate how 
the relevant objectives will be met. 

It is also important to consider 
the objectives of Yorcard and its 
stakeholders. This report will consider 
how the 6 most relevant objectives are 
likely to be influenced by Yorcard: 
•		 Reduce barriers to the use of public 

transport; 
•		 Reduce delays and improving 

reliability; 
•		 Reduce fraud of all types; 
•		 Enhance the image of public 

transport; 
•		 Improve sales channels; and 
•		 Inform business cases. 

The remaining objectives are 
predominantly technical and will be 
evaluated in other phases of this 
research work. Please refer to the 
General Reference Document for the 
full list. 
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Methodology & 

Planning Review
	

2.1 Introduction		 2.2 Supply of Data 
by Participant 
Operators 

This section reviews the methodology 
used for each deliverable in this phase 
and explores how the processes for 
delivery of future phases of this research 
project can be improved. 

It is acknowledged that the supply of 
data to support the boarding time study 
has taken time to specify, collect and 
evaluate the usefulness of this data. 
This has resulted in the requirement 
to undertake a control group study to 
baseline boarding time by ticket type. 
The results of this exercise should be 
available in April 2009 and in time to 
be able to compare against the data 
collected in other Phases. 
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2.3 Risks & Issues 2.4 Lessons 
Learned 

The following risks were identified as 
relevant to Phase 1: 

•		 The SYPTE framework agreement 
does not support the research 
timelines or budget. 

Local researchers were planned to 
be employed through framework 
agreements in place with SYPTE. 
The lead times were long in some 
cases and may not have supported 
work at short notice. It was 
resolved by Newcastle University 
taking ownership of local resources 
- CLOSED. 

•		 Newcastle University does not have 
an agreed plan for delivery of the 
research and there is no contract in 
place 

Newcastle University are a 
subcontractor of S&B. It took 
time for a formal agreement to be 
put in place and some work was 
undertaken at risk by Newcastle 
University. Ways of Working have 
been discussed and arrangements 
put in place – CLOSED. 

•		 Primary data for the baselining 
phase could not be collected. 

This was a result of the contract 
issue – CLOSED. 

The following Issues were identified as 
relevant to Phase 1: 

•		 The project does not currently 
have an agreed PID to inform of 
measurements to be taken and 
internal controls 

PID was agreed and controls put in 
place - CLOSED 

•		 The Customer Experience 
Group (CEG) is currently not re-
established 

The CEG was not reformed. A 
Yorcard Working Group was 
established to oversee the work and 
approve documentation - CLOSED 

•		 The tasks during the baselining 
phases are conducted during the 
summer months where school 
children and students will not be 
travelling or accessible for focus 
group work. 

Boarding time data collection was 
staggered and included term time 
activity. Focus groups were run in 
schools - CLOSED 

•		 The terms of the Data Share 
Agreement make it difficult to 
practically present data obtained 
through this research project. 

The format of the Data Book 
has been approved, and work is 
progressing to supply the data 
required. 

Project based lessons learned relating 
to the delivery of the Yorcard project 
in general will be presented in a Pilot 
Evaluation Report as part of this 
research work. Research based 
lessons learned relating to planning 
and delivery were: 

•		 The research documentation did 
not always have adequate quality 
checks in place. This resulted in 
the first report released not meeting 
requirements. This was addressed 
by putting a checklist in place for 
document review and by developing 
standard templates. 

•		 Research outputs must always be 
referred to the study objectives and 
the wider objectives of the DfT (in 
terms of the research contract) and 
Yorcard. The evidence provided in 
the reports should support each 
relevant  objective. 
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Analysis of 
Phase 1 Data 

3.1 Summary 3.2 Bus Stop 3.3 Perceptions 
of Analysis Dwell Time of Delay 

The results presented in this section 
are relating to the findings in Phase 1 
reports that reference any impact to 
other studies, or report common results 
found in other studies. This is analysed 
below, and should be monitored in 
future phases. Summary tables of the 
key findings relative to the Yorcard and 
DfT objectives are shown at Appendices 
1 and 2. 

Bus Stop Dwell Time is the total time 
that the bus is at a particular stop and, 
in terms of the analysis, the effect of 
Yorcard on this time could have the 
greatest impact for the operator. The 
equipment user report identified that 
there are 3 processes of using the ETM 
that may impact on Boarding Time and 
therefore Dwell Time: 

• Un-jamming ticket rolls 
• Changing ticket rolls 
• Issuing paper tickets with wallets 

These are all factors that should be 
monitored in the future with regards to 
both the changing equipment and any 
difference in the elements comprising 
Dwell Time, because these factors could 
be affected by introducing smartcard 
technology on buses. 

There was an agreement in both the bus 
driver survey and the consumer survey 
that passengers not having their fare 
ready is perceived as being the main 
cause of delay on the bus. Passengers 
paying with notes was also high on the 
ranking scale being 2nd for passengers 
and 3rd for bus drivers. This requires 
careful monitoring in both studies in 
future phases and could have a positive 
impact on Bus Stop Dwell Times in 
future. It should also be noted that the 
implementation of smartcards may not 
be the catalyst for changing this, but 
could help in certain circumstances. 
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Summary & Review 
of Objectives 

4.1 Introduction 4.2 Limitations 

The analysis carried out for this report 
has enabled the identification of the 
important calculations to compare 
throughout this research project. Each 
of the measurements identified in this 

Limitations have been identified 
and therefore, further work may be 
required to continue to deliver high 
data quality in later phases. The 
limitations are as follows: 

report will be taken in turn to highlight 
and summarise the important findings 
in relation to the objectives. This will 
also identify which measurements are 
important for comparison in future 
phases of this research programme. 

• It was noted after the completion 
of the data collection that a figure 
for the alighting time (from when 
the first passenger alights to when 
the last) needed to be calculated. 
Additional data were collected and 
the results annexed to the Boarding 
Time Report. 

• At present ticket type information, 
which will enable the calculation 
of the average Boarding Time for 
passengers using a smartcard, 
is unavailable. The methodology 
is to be changed in the future and 
a baseline drawn using a control 
group. This data is planned to be 
available for reporting in Phase 3. 

• Certain questions from the 
consumer questionnaire were 
ambiguous and open to different 
interpretation by some respondents. 
Although the questionnaire was 
tested and reviewed by Yorcard 
stakeholders, this issue was not 
foreseen and therefore limits the 
quality of data obtained. The 
questions in future phases are to be 
amended to rectify this issue. 
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4.3 Objectives
	

It is important that this report is not 
taken in isolation and that the data 
from other research tasks are used to 
help support these findings wherever 
possible. This process will begin with 
this end of phase report for Phase 1. 

This study has set out to meet the 
objectives of the stakeholders involved 
in the Yorcard project including DfT. In 
particular, this report documents the 
existing performance measures which 
have been taken prior to the introduction 
of smartcard ticketing. It is important 
that the measurements and information 
captured and reported by this study are 
carefully monitored in future phases to 
establish if there are key components 
driving any changes to the overall Bus 
Stop Dwell Time. 

Reducing Barriers to the Use of 
Public Transport 
There could be a number of ways 
that the new technology could have 
an impact upon the barriers to using 
public transport. Many suggestions 
were presented in the consumer 
survey report including ascertaining 
differences between non-public 
transport users and bus and train users 
and the purchase and use of tickets. 
For future phases, it is also important 
to understand the barriers to travel and 
how using smartcards may or may not 
have made this easier. 

Reducing Delays and 
Improving Reliability 
This objective relates closely to the 
main DfT strategic objective to improve 
the punctuality and reliability of 
public transport. As with the previous 
objective, if there are reductions in 
Bus Stop Dwell Time as a result of the 
introduction of smartcard ticketing, then 
this could have a positive impact upon 
the reduction in delays and improving 
the overall reliability of journey times. It 
was found that the foremost perception 
of delays at the point of boarding is 
because of passengers not having their 
money ready, and this could change 
with smartcard use. 

Business Case 
At this stage the business case for 
Yorcard rollout is yet to be defined 
and will become more apparent as 
the comparisons are carried out 
between this study and the other 
phase 1 studies with the other repeat 
studies carried out in the other phases. 
However, it is possible to make some 
predictions about how Yorcard could 
have an impact on the business case 
in light of the equipment user study. 
For example, each of the objectives 
above could certainly feed into a 
business case for Yorcard, particularly 
if there is evidence of time savings and 
increased customer satisfaction. 

Analysing the Bus Boarding Time 
(DfT b.(1)) 
A full analysis of the components 
of Bus Stop Dwell Time, including 
Bus Boarding Time, have been fully 
documented and the same processes 
will be followed in future Phases. It is 
not entirely clear at this stage which of 
the different measurements presented 
in the Boarding Time Report are key 
to developing the business case. 
Phase 1 included the calculation of 6 
different measurements of Bus Dwell 
Time and its components, and the key 
measurements should become more 
apparent in Phases 3 and 4.  

Analysing the Passenger Reaction 
(DfT b.(3)) 
The passenger reaction was measured 
in Phase 1 and will provide the baseline 
to which reactions to smartcard 
technology can be compared. The 
data collected enabled a baseline to 
be captured relative to their reaction of 
using the then current paper based ticket 
regime, and will be used to monitor the 
passenger reaction in future phases. In 
total, 946 people were interviewed and 
included a mix of bus users, train users 
and non-public transport users. 

An assessment of the Customer 
Experience (DfT c.) 
The customer experience has been 
baselined in the same way as the 
passenger reaction, and will be 
assessed further in future phases. 
This assessment focussed more on 
the customer perceptions and can 
tie in with the passenger reaction and 
operator expectations in developing 
recommendations for the roll out of a 
large regional smartcard scheme. 

An assessment of the Operator 
expectations (DfT c.) 
The monitoring of the Bus Stop Dwell 
Time, and its component parts, allows 
the impact of smartcard ticketing to 
be assessed and observed. This will 
essentially allow the overall impact that 
Yorcard could have on bus operation to 
feed into an assessment of the operator 
expectations. Using the results of the 
bus driver survey could help to support 
any changes in these times, and will 
help to understand other business 
case benefits such as an estimation of 
the level of fraud. It has already been 
noted that the consumer survey could 
also support what has been presented 
in other reports in terms of what causes 
delays on the bus. 
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4.4 Advice for the 4.5 
Business Case Recommendations 

At this stage, this task has enabled the 
identification of the measurements to 
compare throughout the future phases, 
an example being the Average Dwell 
Time (34.25sec). However, the business 
case is at its early stages of development 
and thus, the recommendations for 
rollout and deployment will be much 
more obvious as the results for the later 
phases are analysed. This will enable 
the identification of which factors 
Yorcard is likely to be able to influence. 

The studies undertaken during Phase 
1 have captured a number of baseline 
measurements as part of the passenger 
and operator perceptions and 
expectations that can be monitored 
in the future phases. This will enable 
the impact on the business case(s) to 
be evaluated for both the touch on and 
the touch on/touch off environments 
on bus, and subsequently provide the 
basis to provide recommendations for 
a wider scheme roll out. 

The data collection and evaluation 
for Phase 1 has been completed. 
The analysis presented in the Phase 
1 reports has provided robust results 
suggesting that the data collected 
are reliable. 

Recommendations appropriate to each 
deliverable have been made in each 
respective report. Moreover, it has been 
noted in this report that there have been 
some findings in both the equipment 
user and consumer surveys that there 
is a perception that people not having 
their money ready is the biggest cause 
of delay on the bus. It is recommended 
that this is carefully monitored in future 
Phases, and if any change to these 
perceptions are as a direct result of the 
use of smartcard technology.  

It is also recommended that there is 
a more detailed evaluation regarding 
the impact of the results on a 
regional scheme roll out once the key 
measurements have been identified. 
This may require more involvement from 
the Yorcard Stakeholders regarding 
the impact, but will enable a full and 
balanced evaluation for the Best 
Practice Final Report. 
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Appendices
	

Appendix 1 - 
Summary of the 
analysis of Yorcard 
Objectives 

Study Deliverable 

Objective Boarding Time Equipment User Consumer 

1 
Reduce barriers to the use 
of public transport 

Important to measure in 
the future in terms of dwell 
time and monitor in terms of 
journey time.  A perception 
of faster dwell times through 
faster boarding times 
may be more appealing to 
consumers. 

If equipment is difficult 
to use, it could impact on 
the customer experience.  
Potential benefit is less 
driver to passenger 
interaction time. 

More secure tickets and 
being easier to pay for 
tickets were cited as being 
key reasons for increasing 
journeys for regular users, 
particularly rail users. 

2 
Reduce delays and 
improving reliability 

As (1) above. 

As (1) above and that most 
time consuming tasks were 
related to paper based 
tickets and passengers not 
having their money ready. 

Passengers not having their 
money ready was the most 
common perception of on-
bus delays and supports the 
findings of the equipment 
user survey. 

3 Reduce fraud of all types N/A 
Smartcard ticketing is 
potentially a more reliable 
way of validating tickets. 

N/A 

4 
Enhance the image of public 
transport 

N/A N/A 
Will be understood in future 
phases. 

5 Reduce administrative costs N/A N/A N/A 

6 Improve sales channels N/A N/A 
Will be understood in future 
Phases. 

7 

Improve MTC revenue 
distribution by providing 
more accurate information 
on journey lengths 

N/A N/A N/A 

8 
Prove ITSO compliant 
equipment and operational 
protocols in a major scheme 

N/A N/A N/A 

9 
Integrate with Real Time 
Information 

N/A N/A N/A 

10 Inform Business Cases To be discussed in later Phases. 
N/A in this context (and for the next table) means not applicable in terms of this Phase and study output.  

The full research programme will deliver against each objective for the Best Practice Final Report in Phase 7.
	

136 • Yorcard Research Folder - Phase 1 



Appendix 2 - 
Summary of the 
analysis of DfT 
Objectives 

Study Deliverable 

Objective Boarding Time Equipment User Consumer 

a 

All elements of the pilot 
scheme shall be fully 
compliant to the prevailing 
ITSO documentation. 

N/A N/A N/A 

b 

Conduct a robust analysis 
of (1) bus boarding times, (2) 
Systems performance and 
(3) passenger reaction to 
address the concerns of all 
key stakeholders involved 
in the rollout of smartcard 
technologies within a 
deregulated transport 
industry. This should 
provide a comparison 
of existing performance 
measures prior to the 
introduction of smartcards 
to the pilot area. 

A robust baseline has been 
provided, resulting in the 
calculation of 6 different 
times that are components 
of Dwell Time (including 
several calculations of bus 
Boarding Times).  Therefore, 
the performance measures 
prior to the introduction 
of smartcards have been 
taken. 

The surveys undertaken 
have enabled the bus 
operators and SYPTE 
understand some of 
the concerns relating to 
staff operations.  Further 
evaluation, and some 
different data collection, is 
to be undertaken in future 
Phases. 

Passenger reactions and 
perceptions of the paper 
based ticketing regime have 
been captured, including 
some ideas about what 
ticketing improvements 
would be required to 
increase passenger 
journeys, and perceptions 
of delays. 

c 

The research shall assess 
the Customer Experience 
and the Operator and PTE 
expectations and provide 
recommendations for 
rollout. Included within 
this analyses shall be a 
study of the business case 
for deployment of similar 
regional schemes. 

Similar to (b) above.  It is 
not yet clear exactly what 
should be included in the 
business case evaluation 
however, a number of 
measurements have been 
taken to enable a full and 
detailed evaluation. 

Some key findings have 
been presented in the 
report, particularly 
regarding time consumption 
of certain tasks and 
perceptions of delays, fraud 
and security that can be 
monitored in future Phases 
and will help to provide 
recommendations for the 
roll out of similar regional 
schemes. 

Similar to (b) above.  The 
customer experience of 
the paper ticket regime 
has been captured.  
The experience will be 
monitored and compared 
in future Phases, and 
relevant costs, benefits 
and recommendations will 
be presented in the Best 
Practice Final Report in 
Phase 7. 

d 

To understand the value 
of new innovative ticketing 
products to the key 
stakeholders. 

To be discussed in later Phases. 

e 

To understand the value of 
using Citizen cards as an 
alternative to transport only 
smartcards.  

To be discussed as part of Phases 6 and 7. 

f 

To ensure that all 
deliverables are clear, 
concise, accurate, thorough, 
of a high technical quality 
and well written. 

Clear reports have been written based on a template agreed by research stakeholders. 

g 
The research shall 
complement the Yorcard 
pilot timetable. 

All data were collected prior to smartcard technology being installed on bus enabling the 
baseline to be accurately defined. 
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 1.1 Additions 
to this version of 
the Data Book 

This is the first Data Book for the Yorcard 
project, and includes a summary of 
the data collected during the Phase 1 
surveys (boarding time, consumers, 
drivers and TIC staff). 

The Data Book also includes an 
incident report and calendar of events, 
information on patronage figures for the 
pilot routes used in this Yorcard project 
on local trains between Sheffield-
Doncaster, and monthly weather reports 
from July 2007 to April 2008. 
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 Executive Summary
	

1.2 Summary of 1.3 Effects of the 1.4 Content of the 
Data Interpretation Calendar of Events Next Data Book 

The data collected during Phase 1 
has been used to establish a baseline 
scenario against which the results 
of future phases will be compared, 
in order to measure and monitor 
the impact of the introduction of the 
Yorcard smartcards. 

There does not appear to be any 
significant impact of the events included 
in the Calendar of Events upon the 
data collected or on patronage levels 
throughout Phase 1. Comparisons 
will be made between Phases as the 
Yorcard project progresses to ascertain 
whether there are any external events 
which could have had an impact upon 
operational performance, patronage 
and thus influence the results of any 
data collection exercises. 

An analysis of the operational conditions 
(location, time of day and weather) can 
be found in the respective Phase 1 
Boarding Time Study (reference YC-
IGO-RES-701). 

The following Data Book will contain 
similar reports and analysis derived 
from the data collected during the 
respective Phase 2 studies. 

Smartcards were only introduced to a 
limited number (69) of school children 
on 19th February 2008 (approximately 
halfway through the duration of Phase 
2). Therefore it is not possible to infer 
any impacts of the introduction of 
Smartcards at this early stage. Data 
collected in future phases will allow 
for a comparison of the operational 
impacts and benefits of the introduction 
of Smartcards to be measured and 
monitored, and a greater discussion will 
be included in future Editions. 
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The Data Book 

– Background & 

Introduction
	

The Yorcard Project was intended to 
deliver a multi-modal, multi operator 
public transport smartcard scheme to 
be trialled in part of the South Yorkshire 
area during 2008. The scheme is 
intended to offer certain commercial 
and concessionary ticket products in 
‘Smart’ format and is built to the ITSO 
standard. Yorcard Limited has procured 
all the hardware, software and services 
required to enable the successful 
implementation of a Pilot scheme. The 
Pilot is being mounted on the services 
of three bus operators in the S10 area of 
Sheffield and on Doncaster to Sheffield 
rail services. Details of the Yorcard 
project and the research programme 
can be found in the research General 
Reference document.  
This Yorcard Data Book is the document 
that sets out detail results of the outputs 
of the Pilot for use by Yorcard Project 
Stakeholders and other public and 
private sector participants. It is also 
available for use by any organisation 
that is considering implementing either 
a new ITSO compliant public transport 
smartcard scheme, or those considering 
the extension or upgrade of an existing 
smartcard scheme, in accordance with 
the conditions for circulation set down 
from time to time. 
The Yorcard Data Book sets down the 
consolidated outputs of a research 
contract between the South Yorkshire 
Passenger Transport Executive 
(SYPTE) and the Department for 
Transport (DfT) Transport Technology 
and Standards Division. 

2.1 Scope of 

the Data Book
	

The scope of the Data Book is to 
facilitate: 

•		 Evaluation of the success of Yorcard 
Pilot by individual stakeholders 
on both technical and commercial 
grounds and thus to: 

- Inform both public and private 
sector business cases for the 
expansion of the system to full roll 
out in South and West Yorkshire 
across all modes of transport. 

•		 Informed discussions with potential 
funding organisations. 

•		 Negotiations with Scheidt and 
Bachmann (primary supplier) under 
the terms of the Supply and Service 
Agreement entered into in 2007 with 
a view to the full roll out. 

The Data Book is prepared in such a 
manner that: 

•		 It complies with the terms set 
out in the Yorcard ‘Participation 
Agreements’; 

•		 It enables commercially confidential 
data to be protected; and 

•		 It complies with all current 
competition legislation at the 
time of initial preparation and 
that it can be adapted during the 
currency of the Pilot period should 
there be any change to or judicial 
interpretation of such legislation 
howsoever arising. 
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  Calendar of Events
	

3.1 DataCollection 3.2 Calendar 
Methodologies of Events 

The Calendar of Events started in June 
2007 and shows occurrences of any and 
all of the following so far as information 
is available. Primary events listed in the 
Calendar include the following: 

•		 Major road incidents (roadworks, 
accidents, exceptional traffic levels 
and congestion); 

•		 Delays to the Public Transport 
networks (engineering works, route 
diversions); 

•		 Alterations to Public Transport 
services (timetable changes, 
route revisions, ticketing, ENCTS 
introduction, marketing, information 
and associated promotions); 

•		 Special calendar dates (public 
holidays, school and university 
holidays, religious days, industrial 
action); 

•		 Yorcard data collection dates; 
•		 Yorcard project milestones; and 
•		 Exceptional meteorological events 

(heavy rain, snow) 

The following table show key events 
and any significant meteorological 
conditions which could have had an 
impact on services during the data 
collection for this Phase. 
Date(s) and time(s) Event 
w/c 09 July 2007 Boarding time phase 1 data 

collection 

21 July 2007 Schools begin summer holidays 

01 August 2007 Consumer focus group phase 1 
data collection 

07 August 2007 Bus driver focus group data 
collection 

08 August 2007 Consumer focus group phase 1 
data collection 

22 August 2007 TIC focus group phase 1 data 
collection 

03 September 2007 New school year begins 

24 September 2007 Sheffield Hallam University term 
starts 

01 October 2007 Sheffield University term starts 

w/c 22 October 2007 Boarding time phase 1 data 
collection. Bus driver surveys 
phase 1 data collection 
completed 

27 October 2007 Schools begin half term holidays 

29 October 2007 Sheffield Free City Bus service 
launched 

11 November 2007 Stagecoach take over East 
Midlands rail franchise 

18 November 2007 Road closures in Sheffield city 
(PM) centre for city lights 

w/c 03 December Boarding time phase 1 
2007 data collection. Consumer 

questionnaire phase 1 data 
collection 

09 December 2007 Rail winter timetable comes into 
effect. National Express take 
over East Coast rail franchise 

22 December 2007 Schools begin Christmas 
holidays 

23 December 2007 Sheffield University begin 
Christmas holidays 

24 December 2007 Sheffield Hallam University 
begin Christmas holidays 

25 December 2007 Christmas day 

26 December 2007 Boxing day public holiday 

01 January 2008 New Years Day public holiday 

05 January 2008 FirstGroup increase most fares 
and tickets following fares review 

05 January 2008 TravelMaster prices change 

22 January 2008 Sheffield University begin break 

25 January 2008 Stagecoach increase frequency 
of service 52 to every 7 minutes 
(from every 10 minutes) and 
introduce new £1 flat single fare 

27 January 2008 Stagecoach increase weekly 
Megarider from £9.50 to £10 and 
Dayrider from £2.70 to £3 

28 January 2008 Stagecoach service 120 ends 
service at 2100 

09 February 2008 Schools begin half term holidays 

19 February 2008† Go Live with MASS services 
671 and 696.  69 smartcards 
issued with Zero Fare Passes 
(using TYP16 IPE) to pupils at 
Notre Dame school 

21 February 2008 19-21 TravelMaster launched 
(county wide) 

27 February 2008 Fulwood road blocked 

13 March 2008 TIC Questionnaire Phase 1 
data collection - questionnaires 
issued 

13 March 2008 Sheffield Free City Bus carries 
100,000 passengers 

15 March 2008 (PM) Meadowhall closed due to bomb 
scare – interchange evacuated 

16 March 2008 Sheffield University begin Easter 
holidays 

16 March 2008 Sheffield city centre closed 
0900 until 1330 for Sport Relief 
fun run. Diversions in place and 
some stops not being used. 

17 March 2008 Sheffield Hallam University 
begin Easter holidays 

20 March 2008 Schools begin Easter holidays 

21 March 2008 Good Friday public holiday 

24 March 2008 Easter Monday public holiday 

25 March 2008 Diversion (2 weeks) of service 
52 due to temporary closure of 
Woodhouse terminus 

26 March 2008 Delays on Leeds – Sheffield rail 
lines for most of the day caused 
by signalling problems and a 
vehicle hitting a bridge 

28 March 2008 Improved park and ride service 
launched serving hospitals and 
Sheffield University 

30 March 2008 Implementation of new ticket 
range at Stagecoach 

30 March 2008 (AM - overrun to early PM) 

31 March 2008 Sheffield Hallam University 
return from Easter holidays 

01 April 2008 Article in trade magazine 
Transport Times on smartcards 
and refers to Yorcard 

07 April 2008 Sheffield University return from 
Easter holidays 

w/c 21 April 2008 Phase 1 data collection – 
additional boarding time surveys 

Table 1 – Calendar of Events occurring 
during Phase 1 

1. Data collection dates have w/c and 
the first Monday to avoid any issues 
regarding reporting of sensitive data 
and if data collection was multiple days 
in a week. 
2. Yorcard project milestone dates in 
bold italics. 
† Stagecoach went live with 
smartcards on 28 April 2008 (services 
52 and 120) 
† First went live with smartcards on 01 
September 2008 (service 52) 
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 3.3  Summary of 
Monthly Weather 
Reports 

A daily weather report was obtained 
from Weston Park weather station, the 
official climatological station in Sheffield. 
The following tables present a monthly 
summary of the weather conditions 
throughout the data collection for this 
Phase, with more detailed data and 
discussion occurring in other reports. 

July 2007 Summary Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 113.0 178.5 

Monthly Average 18.8 12.2 15.5 3.6 5.8 

Long Term Trend 20.8 12.4 16.6 51 195 

August 2007 
Summary 

Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 27.1 221.8 

Monthly Average 19.6 12.2 15.9 0.9 7.2 

Long Term Trend 20.5 12.1 16.3 63 183 

September 2007 
Summary 

Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 28.1 158.5 

Monthly Average 17.6 10.5 14.0 0.9 5.3 

Long Term Trend 17.3 10.1 13.7 64 131 

October 2007 
Summary 

Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 23.3 109.4 

Monthly Average 14.0 8.1 11.0 0.8 3.5 

Long Term Trend 13.3 7.1 10.2 74 87 

November 2007 
Summary 

Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 58.3 75.6 

Monthly Average 10.3 5.0 7.7 1.9 2.5 

Long Term Trend 9.2 4.2 6.7 78 53 

December 2007 
Summary 

Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 74.9 39.4 

Monthly Average 7.2 2.4 4.8 1.3 2.4 

Long Term Trend 7.2 2.6 4.9 93 35 

January 2008 
Summary 

Temperature 
(Max.) 

Temperature 
(Min.) 

Temperature 
(Max. & Min.) 

Rain (mm) Sunshine 
(Hours) 

Monthly Total - - - 154.0 43.6 

Monthly Average 9.0 3.9 6.5 5.0 1.4 

Long Term Trend 6.5 1.6 4.1 87 43 
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Results
	

4.1 Bus Patronage 4.2 Rail Patronage
	

Bus patronage is not included in this 
Edition of the Yorcard Data Book. At 
the time of writing there is an issue 
regarding the transfer of data between 
devices in the operating environment. 
As a result, bus patronage will be 
provided following supplier resolution 
of the issue. 

Figures represent the scaled number 
of tickets sold per month for travel 
between stations on the pilot 
route which are fitted with Yorcard 
equipment (Sheffield, Meadowhall, 
Rotherham Central, Swinton, 
Mexborough, Conisborough and 
Doncaster) only. Figures are based 
upon a sample of less than 1% of 
journeys which are then scaled up to 
estimate the total numbers. 

Passengers travelling on this line as part 
of a through journey (e.g. Leicester to 
Grimsby via Sheffield) are not included. 

Source: SYPTE monitoring origin and 
destination surveys. 
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2007
	
Ticket Type Jan-07 Feb-07 Mar-07 Apr-07 May-07 Jun-07 Jul-07 Aug-07 Sep-07 Oct-07 Nov-07 Dec-07 

Adult Return - - - 39,166 34,817 21,172 35,362 48,675 34,185 34,981 41,118 39,425 

Adult Single - - - 15,379 17,410 9,613 14,808 24,516 17,137 14,075 15,985 17,281 

Child 
Concessions 

- - - 7,321 9,804 6,019 8,068 10,659 9,556 6,048 7,791 8,440 

Child Non 
Concessions 

- - - 25,594 23,863 17,382 31,841 34,432 28,021 24,213 26,664 18,791 

Other - - - 0 0 0 300 0 0 190 0 0 

Pre-Paid (Other) - - - 18,212 17,372 10,215 10,717 20,192 9,784 13,275 9,670 11,383 

Pre-Paid (PTE) - - - 43,066 40,101 22,175 35,066 61,058 37,871 39,248 57,575 34,773 

Unknown - - - 772 237 964 67 264 609 189 1,618 5,517 

2008
	
Ticket Type Jan-08 Feb-08 Mar-08 Apr-08 May-08 Jun-08 Jul-08 Aug-08 Sep-08 Oct-08 Nov-08 Dec-08 

Adult Return 33,916 39,988 33,448 

Adult Single 14,999 15,712 16,478 

Child 
Concessions 

10,197 10,153 7,796 

Child Non 
Concessions 

20,563 27,907 30,393 

Other 603 174 639 

Pre-Paid (Other) 11,560 13,938 14,030 

Pre-Paid (PTE) 38,835 49,429 48,865 

Unknown 803 242 1,249 

4.3 Service Performance Outputs 
This section will report on the research outputs. 

Boarding Time 
Boarding Time 
Measurement 

(see below) 

Average 
(Mean) (Sec.) 

Standard 
Deviation 

(Sec.) 

Buses 
Observed (no.) 

Minimum 
(Sec.) 

Q1 (Sec.) Median (Sec.) Q3 (Sec.) Maximum 
(Sec.) 

With Other 
Factors 

A 34.25 72.52 1049 2.66 10.9 18.71 34.07 1884.03 

D
a

ta w
ith

o
u

t O
th

e
r F

a
c

to
rs 

A 28.66 68.06 965 2.66 10.19 17.95 29.34 1884.03 

B 23.78 34.95 965 0.4 8 14.67 26.01 596.66 

C 5.76 9.22 965 0.4 2.47 4.16 6.6 241.98 

D 10.47 23.82 254 0.6 3.83 6.07 9.92 268.35 

E 9.51 19.21 128 0.6 3.52 6 10.69 212.48 

F 19.79 37.63 448 0.47 3.35 8.01 22.32 568.6 

G 2.91 2.37 254 0.24 1.21 2.25 3.8 15.3 

H 9.34 6.32 34 3.31 4.75 6.55 11.57 24.4 

I 7.57 1.83 16 5 6.12 7.01 9.4 10.94 

J 18.95 10.76 161 3.79 11.66 17.56 23.9 62.43 

K 2.44 0.76 94 1.42 1.89 2.27 2.94 5.56 

Boarding Time Measurements
	
A Dwell Time G Boarding Time (2) per boarding passenger (no 

alighters) 

B Average Bus Stop B/A time H Average Alighting Time (1) 

C Bus Stop B/A time per B/A passenger I Alighting Time (1) (no boarders) 

D Average Boarding Time (1) J Average Alighting Time (2) 

E Boarding Time (1) (no alighters) K Alighting Time (2) per alighting passenger (no 
boarders) 
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 Consumer Survey
	

Section 1 – About You 
Base = All Respondents. Phase 1 = 946 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

5a Putting aside 
traffic delays, 
do you find it 
easy to keep 
to the bus 
timetable? 

Yes 133 80% 

No 34 20% 

Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

5b Which of the 
following do 
you think 
delays the 
bus? 

Customers not having 
fare ready 

2.31 

1 

2.5 

Customers paying with 
notes 

3.05 

2 

2.48 

Lots of people boarding 4.54 

4 

2.56 

Issuing paper tickets 7.13 

8 

2.61 

Issuing paper tickets with 
wallet 

4.79 

4 

2.97 

Being unable to read 
passes or tickets 

3.74 

3 

2.74 

Finding the correct ticket 
on ETM 

6.88 

8 

2.65 

Passengers disputing 
fares or documents 

4.9 

5 

2.83 

Discussions with people 
about fares etc. 

5.1 

5 

2.9 
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Section 2 – Non-Bus Users 
(Base = Respondents who didn’t use Bus or Train in Q1. Phase 1 = 383) 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

2a What type of 
transport do 
you use most 
frequently? 

Tram 161 42% 

Car 143 37% 

Taxi 2 1% 

Motorcycle 2 1% 

Pedal cycle 2 1% 

Walking 60 16% 

Park and tram 1 0% 

Other 2 1% 

Missing/No Answer 10 3% 

2b Why do you 
prefer to use 
this mode 
of transport 
rather than 
bus or train? 

It is convenient 212 55% 

It costs less than using 
other modes 

52 14% 

I can travel alone - it's 
peaceful/ quieter 

16 4% 

It's quicker than other 
modes 

74 19% 

I can exercise at the 
same time 

25 7% 

I don't know how to use 
public transport 

1 0% 

Other 107 28% 
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Section 3 – Public Transport Appeal 
(Base = All Respondents. Phase 1 = 946) 
Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean Mean Mean Mean Mean 

Median Median Median Median Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

3a Please tell me 
how strongly 
you agree or 
disagree with 
the following 
statements 

I find it easy to buy tickets 4 

4 

0.92 

I find it convenient to buy 
tickets 

3.8 

4 

0.97 

The tickets available are 
easy to use 

4.2 

4 

0.86 

I have a ticket or pass to 
suit my travel needs 

3.9 

4 

1.25 

3b Which of the 
following 
would 
encourage you 
to use public 
transport 
more? 

If it were easier to pay for 
tickets 

2.6 

3 

1.34 

The tickets were more 
secure 

2.9 

3 

1.41 

If there was a ticket 
available to suit needs 

3.3 

3 

1.35 

3c Please rank 
the following 
statements 
regarding 
thoughts to 
causing delays 
to public 
transport 
journeys 

People paying with notes 2.5 

2 

0.5 

Lots of people boarding 2.2 

2 

1.06 

Not having money ready 2 

2 

0.98 

Long conversations with 
the driver 

3.2 

4 

1.03 

2 

0.98 

Long conversations with 
the driver 

3.2 

4 

1.03 

YORCARD Awareness 
(Non-users, Phase 1 = 383) 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

- Yorcard is 
a public 
transport 
smartcard for 
storing tickets 
and passes.  

Yes 25 7% 

No 347 91% 

Have you 
heard of it? 

Missing/No Answer 11 3% 
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Section 4 – Purchasing Tickets 
(Base = Respondents who used Bus or Train in Q1. Phase 1 = 563) 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

4a Which type 
of public 
transport do 
you use most 
often? 

Bus 383 68% 

Train 171 30% 

Missing/No Answer 9 2% 

4b What type of 
ticket do you 
usually use? 

Single 122 22% 

ticket 

Free concess’ry 159 28% 

pass 

40p concess’ry 41 7% 

pass 

Return or day ticket 142 25% 

Period ticket 90 16% 

(of any length) 

Missing/No Answer 9 2% 

4c What type of 
period ticket 
do you usually 
use? 

Not to be reported (Commercial Sensitivity) 

4d Where do you 
usually buy 
your ticket 
from? 

On the bus 244 43% 

Railway station 76 13% 

Online 35 6% 

TIC 146 26% 

On train 8 1% 

Local shop or Paypoint 
store 

2 0% 

Other 25 4% 

Missing/No Answer 27 5% 

4e How do you 
decide which 
ticket to buy? 

Convenience 131 23% 

Unsure when returning 39 7% 

Best value for the 
travelling I do 

229 41% 

I don't know what other 
tickets are available 

6 1% 

I use more than one 
operator 

7 1% 

I use a concessionary 
pass 

198 35% 

Other 8 1% 

4f Where do you 
usually find 
information 
about public 
transport fares 
and tickets? 

Traveline 22 4% 

On the bus 99 18% 

Online 187 33% 

Railway station 51 9% 

TIC 94 17% 

On the train 1 0% 

At the bus stop 32 6% 

Word of mouth 21 4% 

Other 11 2% 

Missing/No Answer 45 8% 

4g Do you usually 
find the 
information 
accurate? 

Yes 485 86% 

No 44 8% 

Missing/No Answer 34 6% 

4h How would 
you like to 
get more 
information 
about fares 
and tickets? 

At the bus stop 245 44% 

Posters in public places 143 25% 

Leaflets through door 117 21% 

Adverts on bus 146 26% 

Other 46 8% 
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Section 5 – Journeys by Bus 
(Base = Those who answered ‘Bus’ to Q4a. P1 = 383) 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

5a How many bus journeys do you 
usually make every week? 

<1 31 8% 

1-Mar 92 24% 

4-Jun 81 21% 

7-Oct 72 19% 

11+ 101 26% 

Missing/No Answer 6 2% 

5b Which is your most frequent 
purpose for travelling by bus? 

To/from Work 95 25% 

Shopping 90 23% 

Leisure 46 12% 

Visiting friends and family 29 8% 

Education 109 28% 

To/from Medical 
appointments 

3 1% 

Other 1 0% 

Missing/No Answer 10 3% 

5c Is your most frequent journey a 
single or return? 

Single 141 37% 

Return 229 60% 

Missing/No Answer 13 3% 

5d For your most frequent journey 
which day/s do you travel in a 
typical week? 

All weekdays 283 74% 

Monday 36 9% 

Tuesday 31 8% 

Wednesday 39 10% 

Thursday 30 8% 

Friday 42 11% 

Saturday 117 31% 

Sunday 86 22% 

5e For your most frequent journey, 
what time do you normally travel? 

Single Journey 

M-F bef. 0900 121 32% 

M-F 0900-1530 90 23% 

M-F 1530-1830 11 3% 

M-F after 1830 5 1% 

Sat bef. 1830 7 2% 

Sat after 1830 5 1% 

Sun bef. 1830 1 0% 

Sun after 1830 1 0% 

No fixed time 120 31% 

Missing/No Answer 22 6% 

Return Journey 

M-F bef. 0900 2 1% 

M-F 0900-1530 44 11% 

M-F 1530-1830 113 30% 

M-F after 1830 19 5% 

Sat bef. 1830 6 2% 

Sat after 1830 1 0% 

Sun bef. 1830 5 1% 

Sun after 1830 0 0% 

No fixed time 83 22% 

Missing/No Answer 110 29% 

5f For your most frequent journey what 
routes do you normally use? 

Not to be reported (Commercial Sensitivity) 

- Yorcard is a public transport 
smartcard for storing tickets and 
passes.  Have you heard of it? 

Yes 24 6% 

No 347 91% 

Missing/No Answer 12 3% 
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Section 6 – Journeys by Train 
(Base = Those who answered ‘Train’ to Q4a. P1 = 171) 

Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

6a How many train journeys do you 
usually make every week? 

<1 80 47% 

1-Mar 51 30% 

4-Jun 21 12% 

7-Oct 10 6% 

11+ 3 2% 

Missing/No Answer 6 4% 

6b Which is your most frequent 
purpose for travelling by train? 

To/from Work 30 18% 

Shopping 18 11% 

Leisure 38 22% 

Visiting friends and family 61 36% 

Education 11 6% 

To/from Medical 
appointments 

5 3% 

Other 2 1% 

Missing/No Answer 6 4% 

6c Is your most frequent journey a 
single or return? 

Single 18 11% 

Return 144 84% 

Missing/No Answer 9 5% 

6d For your most frequent journey 
which day/s do you travel in a 
typical week? 

All weekdays 50 29% 

Monday 27 16% 

Tuesday 39 23% 

Wednesday 36 21% 

Thursday 29 17% 

Friday 68 40% 

Saturday 46 27% 

Sunday 44 26% 

6e For your most frequent journey, 
what time do you normally travel? 

Single Journey 

M-F bef. 0900 22 13% 

M-F 0900-1530 27 16% 

M-F 1530-1830 15 9% 

M-F after 1830 6 4% 

Sat bef. 1830 10 6% 

Sat after 1830 0 0% 

Sun bef. 1830 0 0% 

Sun after 1830 0 0% 

No fixed time 74 43% 

Missing/No Answer 17 10% 

Return Journey 

M-F bef. 0900 1 1% 

M-F 0900-1530 5 3% 

M-F 1530-1830 26 15% 

M-F after 1830 13 8% 

Sat bef. 1830 2 1% 

Sat after 1830 3 2% 

Sun bef. 1830 13 8% 

Sun after 1830 9 5% 

No fixed time 69 40% 

Missing/No Answer 30 18% 

6f Do you travel on local train service 
between Doncaster and Sheffield?  
If so which stations do you use? 

Sheffield 66 39% 

Meadowhall 39 23% 

Rotherham Cen 22 13% 

Swinton 22 13% 

Mexborough 21 12% 

Conisbrough 20 12% 

Doncaster 52 30% 

Don't travel on this line 96 56% 

Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

- Yorcard is 
a public 
transport 
smartcard for 
storing tickets 
and passes.  
Have you 
heard of it? 

Yes 3 2% 

No 160 94% 

Missing/No Answer 8 5% 
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 Driver Survey
	

Section 1 – About You 
Base = All Respondents. Phase 1 = 946 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

1a Age 18-24 4 4% 

25-34 18 18% 

35-44 31 32% 

45-59 33 34% 

60+ 12 12% 

1b Gender Male 95 97% 

Female 3 3% 

Section 2 – Employment
	
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

2a How many 
years 
experience do 
you have? 

0<2 18 17% 

2<4 19 18% 

4<6 10 10% 

6<8 12 11% 

8 or more 46 44% 

2b Do you work 
full or part 
time? 

Not to be reported (Commercial Sensitivity) 

Section 3 – Shift Patterns and Routes
	
Q’n No. Question Answer Categories Phase 1 

n % 

Phase 2 

n % 

Phase 3 

n % 

Phase 4 

n % 

3a Do you usually Not to be reported (Commercial Sensitivity) 
work a fixed 
shift? 

3b What hours Not to be reported (Commercial Sensitivity) 
do you usually 
work? 

3c What shift Not to be reported (Commercial Sensitivity) 
pattern do you 
usually work? 

3d Which bus 
routes do you 
usually work 
on? 

Not to be reported (Commercial Sensitivity) 

3e How often do Not to be reported (Commercial Sensitivity) 
you work on 
these routes? 
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Section 4 – Electronic Ticket Machine
	
Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean Mean Mean Mean Mean 

Median Median Median Median Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

4a Thinking of the 
ETM you use, 
how difficult 
or easy do you 
find each of 
the following 
tasks? 
(1 = ‘Very 
Difficult’, 
through to 10 
= ‘Very Easy’) 

Logging on 9.08 

10 

2.03 

Updating the fare stage 9.22 

10 

2.11 

Reading the ETM display 8.33 

10 

2.5 

Pressing the buttons 8.61 

10 

2.17 

Memorising what the 
buttons do 

7.84 

8 

2.46 

Issuing paper tickets 8.83 

10 

2.31 

Issuing paper tickets with 
wallet 

8.19 

9 

2.66 

Changing ticket rolls 8.09 

10 

2.57 

Unjamming the ticket roll 7.03 

8 

3.22 

Scrolling menus or 
selecting tickets 

7.86 

8 

2.53 

4b Are there any 
other ETM 
tasks you find 
difficult or 
easy to do? 

Open Question No answers 
given 

4c Are there any 
ETM tasks 
you find time 
consuming? 
(1 = ‘Very’, 
through to 10 
= ‘Not at all’) 

Logging on 7.54 

9 

3.17 

Updating the fare stage 9.2 

10 

1.91 

Reading the ETM display 8.72 

10 

2.28 

Pressing the buttons 8.67 

10 

2.2 

Memorising what the 
buttons do 

7.66 

8 

2.49 

Issuing paper tickets 8.23 

10 

2.6 

Issuing paper tickets with 
wallet 

7 

8 

3.2 

Changing ticket rolls 6.78 

8 

3.02 

Unjamming the ticket roll 6.14 

6 

3.2 

Scrolling menus or 
selecting tickets 

7.97 

8 

2.53 
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Section 5 – Keeping to Time
	
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

5a Putting aside 
traffic delays, 
do you find it 
easy to keep 
to the bus 
timetable? 

Yes 133 80% 

No 34 20% 

Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

5b Which of the 
following do 
you think 
delays the 
bus? 

Customers not having 
fare ready 

2.31 

1 

2.5 

Customers paying with 
notes 

3.05 

2 

2.48 

Lots of people boarding 4.54 

4 

2.56 

Issuing paper tickets 7.13 

8 

2.61 

Issuing paper tickets with 
wallet 

4.79 

4 

2.97 

Being unable to read 
passes or tickets 

3.74 

3 

2.74 

Finding the correct ticket 
on ETM 

6.88 

8 

2.65 

Passengers disputing 
fares or documents 

4.9 

5 

2.83 

Discussions with people 
about fares etc. 

5.1 

5 

2.9 
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Section 6 – Safety and Security
	
Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

6a Please rank 
the following 
from 1 to 4, 
where 1 in 
your opinion 
is the greatest 
security risk 

Carrying cash on the bus 1.58 

1 

0.91 

Carrying cash to the 
depot 

2.21 

2 

1.09 

Carrying cash on a 
Monday or Tuesday 

2.4 

2 

1.17 

Passenger confrontation 2.91 

3 

1.05 

6b Please 
rank the 
importance of 
the following 
improvements 
to safety and 
security, from 
1 to 3 

Less cash handling 1.31 

1 

0.63 

Reliable way to validate a 
ticket or pass 

2.11 

2 

0.84 

Not accepting payment 
from large notes 

1.97 

2 

0.8 

Section 7 – Fraud
	
Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

7a How often do 
you encounter 
expired or fake 
tickets and 
passes? 

0-2 57 58% 

3-4 25 25% 

5-6 12 12% 

7+ 5 5% 

7b What do you 
think is the 
most common 
method of 
passenger 
fraud? 

Out of date tickets 46 62% 

Copied or fake tickets 3 4% 

Passing tickets back to 
others 

1 1% 

Tickets from other 
operators 

0 0% 

Over-riding 14 19% 

Rushing past the driver 
or hiding behind other 
boarders 

10 14% 
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Travel Information 
Centre Survey 

Section 1 – Employment 
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

1a How many 
years 
experience do 
you have? 

0 - <2 2 33% 

2 - <4 0 0% 

4 - <6 0 0% 

6 - <8 0 0% 

8 or more 4 67% 

1b Do you work 
full or part 
time? 

Full Time 4 67% 

Part Time 2 33% 

1c Is your role 
Clerical or 
Supervisory? 

Clerical 4 67% 

Supervisory 2 33% 

Section 2 – About You
	
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

2a Age 18-24 0 0% 

25-34 2 33% 

35-44 1 17% 

45-59 2 33% 

60+ 1 17% 

2b Gender Male 0 0% 

Female 6 100 

Section 3 – Selling Tickets
	
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

3a Do you 
understand 
the ticket 
range used in 
Yorcard area? 

Yes 4 67% 

Nearly all 0 0% 

Some 1 17% 

No 1 17% 

Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

3b How much do 
you agree with 
the following 
statements? 

I sell the customer the 
ticket they ask for 

1 

1 

0 

I discuss the tickets 
available and then 
recommend a ticket 

2 

2 

0.58 

I discuss the tickets 
available and the 
customer decides 

2 

2 

0.82 

Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

3c How often 
do you 
spend time 
discussing 
tickets with 
customers? 

Every day 5 83% 

Once a week 1 17% 

Less than once a week 0 0% 

Never 0 0% 

3d Do you find 
that customers 
are confused 
about tickets? 

Yes 1 17% 

No 4 67% 

3e N/A 

3f How often do 
you feel under 
pressure 
to serve 
customers 
quickly? 

Often 0 0% 

Only when there are long 
queues 

6 100% 

Rarely 0 0% 
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Section 4 – Using the Ticket & Pass Issuing Equipment
	
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

4a How time 
consuming 
do you find 
logging into 
the systems? 

1 0 0% 

2 3 50% 

3 1 17% 

4 2 33% 

5 0 0% 

4b Do you think 
that this 
process could 
be simplified? 

Yes 0 0% 

No 6 100% 

4c N/A 

4d On a scale of 1 
to 5, how time 
consuming do 
you find it to 
enter data? 

1 1 17% 

2 2 33% 

3 0 0% 

4 3 50% 

5 0 0% 

Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

4e Thinking 
about issuing 
concession 
passes, 
please rank 
the following 
tasks in order 
of which you 
think are the 
most time 
consuming to 
the least 

Verifying entitlement 2 

2 

0.45 

Identifying the customer 
in eCRM 

1.75 

2 

0.82 

Making the pass 2.25 

2 

0.72 

Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

4f Do you think Yes 0 0% 
any of the No 4 100% 
above (4e) 
processes 
could be 
simplified? 

4g N/A 
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Section 5 – Payments
	
Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

5a On a scale of 1 
to 5, how time 
consuming do 
you find it to 
take payments 
for tickets and 
passes? 

1 1 17% 

2 1 17% 

3 0 0% 

4 2 33% 

5 2 33% 

Q’n No Question Answer Phase 1 Phase 2 Phase 3 Phase 4 

Mean Mean Mean Mean 

Median Median Median Median 

Std. Dev. Std. Dev. Std. Dev. Std. Dev. 

5b Please rank 
the following 
in order of 
the most time 
consuming to 
the least. 

People paying by chip 
and pin 

1.8 

2 

0.84 

Giving change for notes 2.6 

3 

0.55 

Not having enough 
change 

1.6 

1 

0.89 

Q’n No. Question Answer Categories Phase 1 Phase 2 Phase 3 Phase 4 

n % n % n % n % 

5c Do you think 
any of the 
above (5b) 
processes 
could be 
simplified? 

Yes 1 20% 

No 4 80% 

5d N/A 

5e On a scale of 1 
to 5, how time 
consuming do 
you find it to 
offer refunds 
or exchanges 
for tickets? 

1 1 17% 

2 1 17% 

3 1 17% 

4 2 33% 

5 1 17% 

5f Do you think 
any of the 
above (5e) 
processes 
could be 
simplified? 

Yes 1 25% 

No 3 75% 
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Notes
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