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Abstract:

One way of ensuring that "researchers know what the users want" is for operational
authorities to define research needs in close collaboration with researchers This
paper is an example where a bus authority introduced a major review of its bus
services with an express objective of measuring reactions to it, both before and after
its intmduction
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Results suggest that the introduction of this type of reactive Busplan contributed
significantly to the increased level of satisfaction among respondents after it was
introduced A secondary, but possible equally important, outcome of the Busplan
was an improvement in the perceived importance of the role of buses to the
non-use!,

The review process began with a large-scale information campaign to all
households in the affected areas, accompanied by in-depth studies in areas
perceived to be critical The central theme of the paper, however, is an analysis of a
panel survey which measured respondents' opinions before and after the
introduction of the changes
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Introduction

In January 1989, the State Iransit Authority of NSW was formed and the
objectives of the organisation were fOCused on financial viability The lust Transit
Corporate Plan (State Transit, 1989) set out a programme of operational effieiencies
designed to move the organisation to a commercial break-even situation in 1992/93

An important strategy in reaching break-even point was to identify commercial
and non-commercial routes. Commercial routes were defined as those which recover
their operating costs through fares and concessions granted by the government Non
commercial services were those that requir'ed direct government subsidy to recover their
operating costs Non-commercial services would attract a subsidy as long as they were
providing a community service which the government was prepared to support.

All operating divisions in State Transit undertook a review of their existing
services to identify the commercial and non-commercial services The main objective of
the reviews was to enhance the financial viability of State Transit by improving the
effectiveness and efficiency of bus services

In the South and West Division of State Transit the review was known as Busplan
and was introduced in October 1990 The review area included services operating along
Victoria and Parramatta Roads (see Map) and impacted on 32 different routes which
generated more than 20 million passenger trips per annum

The efficiency was improved by the reduction of 20 buses over the morning
peak hour to satisfy the existing level of patronage, thereby increasing the seat utilisation
of the vehicles.

Effectiveness was to be improved by responding to customer needs These
needs were expressed through existing travel patterns and by the extensive community
consultation process which accompanied the Busplan review The results of the
community consultation are the basis of this paper

The Senice Review Process

Planning for Busplan commenced in October 1989, when consultants trom London
Transport International were engaged to undertake a network analysis of the study area
(London Transport International, 1990) The analysis included estimations of cost and
likely demand for services under different travel time and frequency scenarios The cost
estimations were used to identify commercial and non-commercial services,

An internal project team was established to review the work done by London
Transport International and to develop proposals for the various routes These proposals
were subsequently circulated to the community via the local newspapers seeking comment
from both users and non-users

Service quality guidelines were established and the project team used these in the
development of the proposals The guidelines were:

To provide bus routes that will put 60% of all commuters in the network area
within 400 metres walk of a weekday service and 700 metres on weekends

• To improve on-time operations of scheduled services from 91 % to 97% (In
today's traffic conditions "on time" is regarded as arriving within 2 minutes
before the scheduled time and 4 minutes after it.)
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• Io provide a 20-minute frequency of weekday services in residential areas up to
6pm

• To maintain hourly services on non-commercial roUles where it is justified by
community need and where government subsidy allows it

• To provide direct through services in every route where passenger numbers on all
journeys average 30 or more per hour

• To provide sufficient peak hour services to enable passengers to board a bus
within 10 minutes of arriving at the stop

• To space bus arrivals in maximum load times at 8, 10 or 12 minute intervals
depending on the route.

• To provide arailway feeder service on city centre routes over the heaviest sections
to enable convenient commuter interchange
As a further part of the review process a strategy was developed to simultaneously

test the effect of the removal of existing service and the ease with which a transfer to
alternative service/s could be made This was done for several of the services perceived
to be most critical (Ampt & Kennedy, 1990)

The Community Consultation

Effective community consultation was an important element in the success of Busplan
State Transit was committed to becoming customer focused Inviting comments from
customers and the community prior to finalisation of plans was a significant step in
focusing the organisation on the customers,

A series of meetings with community leaders including local MPs, local
government officers, ttansport groups and the bus union was held during the consultation
process. State Transit officers who attended these meetings received media and
presentation skills training prior to the launch of Busplan

In order to generate awareness of the Busplan proposals and seek community
feedback on them, 300,000 broadsheets outlining the proposals were circulated in Match
and April 1990 as inserts in the local newspapers The broadsheet was supported by
editorial comments in the papers urging people to forward their views to State Transit
within four weeks of publication

State Transit received more than 1100 individual replies to its call for comment, as
well as a number of petitions Sixty per cent of replies were in opposition to specific
service changes which were proposed Thirty per cent were in favour of proposed
changes. Ten percent contained general comment, criticism or support The Division also
received a large number of telephone calls and visits frour customers who wished to
discuss Busplan

The most extensive changes proposed under Busplan were within the Balmain
Peninsula. The strongest opposition focussed on the proposal to service the Mort Bay
Housing Development via Mort Street Forty seven individual replies opposed the
proposal, as well as a number of petitions. Another 43 individuals, as well as the
Community Transport group supported the proposal

The project team analysed the COmments received, resulting in many of the
original Busplan proposals being withdrawn or modified In addition, some new
snggestions put forward during the community consultation were taken up About fifty
percent of replies included the names and addresses of respondents.. The Division replied
to all of these people who were invited to participate in a "Commuter Club" and the
Busplan surveys which are described below

126



Impact of a Bu,plan

An impottant element of the community consultation process was to genuinely
involve the community in the development of uanspoIt services which would be better
utilised and meet the community's transport needs

Methodology

As noted above, the Busplan was first presented to the public living in the areas to be
affected in April 1990 in the form of a broadsheet which detailed the plans for updating
routes and services.. It was delivered to most homes in the region and had the dual
function of:

• informing users and non-users (prospective users) of the services which were
available and which might change, and

• asking for comments on the system from the general public
Each broadsheet had a smaIl tear-off section offering people to "have your say before we
go ahead" with the Busplan

Since the changes proposed in the Busplan were to be widespread and had the
objective of providing a better system for the public with "community consultation at the
heart of the Plan" it seemed appropriate to obtain some measure of the public benefit of
these changes

Ideally, such a study should have sought the views of a representative sample of
all members of the community which was to be affected Time consttaints rendered this
impractical, however, and a slightly less statistically rigourous _ but, exceptionally
informative - method was chosen.

It examined the behaviour and satisfaction levels of those people who responded
to the Busplan (and gave addresses) prior to its introduction and again after it had been in
effect for about 5 months The next sections document the way in which that study was
carried out and the results which emerged.

Sample

The method used was essentially a panel study, with the same people being sampled for
both the "beforell and "after" surveys, .

As noted above, the sample consisted of all people (662) who gave addresses
when they responded to the Busplan broadsheet While this was a skewed sample in the
sense that it represents only those types of people who responded or felt the need to
respond to the pamphlet, initial analysis showed that these people included represented
the complete spectrum of opinions; some submitted positive comments only, some
submitted negative comments only, and some gave both It also included both users and
non-users of the system - although, on the tear-off slips at least, the non-users comprised
almost entirely people with negative comments (As will be shown below many of these
people actually had a very positive attitude to bus public transport as a whole, with only
specific areas of complaint - "we don't want the bu, coming down our street." )

Objectives

The following were the o~jectives of the study:
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Field Procedures
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To record and analyse the characteristics of trips currently being made on the
system in the Busplan area,
to determine the level of satisfaction with the service existing prior to the plan,
to record and analyse the characteristics of trips being made after the introduction
of the Busplan changes, and
to determine the level of satisfaction at that time,

1)

2)
3)

4)

Survey Instrument

The survey method chosen was a self'administered, mail-outlmail-back approach with
multiple follow-ups" While this method normally results in lower response rates (and
thereby, less accurate data) than personal interview surveys, there were two reasons
suggesting that it may be better in this case:
1) the respondents were people who had already contributed to the Busplan and it

was felt that further personal approaches may have been perceived as particularly
intrusive

2) the respondents had all'eady shown evidence that they are willing to respond by
mail

The fina1 response rates ofover 80% atrest to the appropriateness of this selection
Since it was considered important to gain information from both users and non

users, there were 2 different types of forms In order to achieve the objectives of the
survey, the user's questionnail'e (Form 1) contained the following data items
• details on a recent trip (origin, destination, trip purpose, time of day travelled,

frequency, route,ticket type, etc,)
• level of satisfaction with 4 service attributes of the trip:

reliability (at origin and destination)
seat availability
cleanliness.

On the non-user's form (Form 2), respondents were asked
• if they had ever travelled by bus
• approxitnately when was the last time
• their level of satisfaction at that time on the 4 service attributes
• an overall appreciation of the advantages and disadvantages of a bus public

transport system in Sydney,
The introduction of the last series of questions in a structured rather than open

ended format was a conscious effort to portray to the non-user both sides of the picture"

Pilot Swvey A pilot survey achieved an overall response rate of 84,,6% and led to some
minor changes to the questionnaire, During the pilot, 20 interviews were caIIied out, with
personal follow-up to check the understanding of the mail-out questionnaiIe

The "Before" and "After" Survey! The survey before the intr'oduction of the Busplan
began on July 5, 1990 The follow-up survey began on February 21, 1991

For both surveys there were 3 separate mailings, The first consisted of a letter
from the General Manager (South and West Division) of State Transit together with
Forms I and 2 and a returned stamped (not franked) envelope The second, sent a week
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Definitional Issues

Changes in Levels of Satisfaction, 1990-1991

Response Rates

1990 1991
Total mailings 662 (/00%) 544 (/00'10)
Response

1st Mailing 46..9% 552%
2nd Mailing 40.8% 309%
3rdMailing 121% 13..9%

Total response 544 (83.2%) 453 (83.3'10)

Table 1:

This section discusses the changes that occurred in people's perceptions of aspects of the
service between July 1990 and February 1991. Respondents were asked whether
characteristics of the service had become better or worse, or remained the same over the
last 6 months for the following 4 attributes:
• The chance of the bus arriving at my stop on time

The chance of the bus getting to my destination on time
The chance of gening a seat, and

• The cleanliness of the bus.
Once again they were asked for both "legs" of the most recent case of the bus journey
they made most often

latet to all persons who had not responded at that time, was a letrer from the consulting
fum, Ampt Applied Research Finally, one week after that, another letrer from the
consulting firm was mailed - again with a rettun, stamped envelope.

Impact of a Busplan

At the beginning of the questionnaire, each respondent was asked to report on two
components of a specific trip - the most recent occurrence of the journey "you make most
often" This journey was divided into:
• "getting to where you are going", and
• the rettun trip
This approach was designed to get information about two separate trips made at different
times of the day It also removed any contusion from respondents about the definition of
a trip

For the purposes of analysis, trips "to" and "from" have been combined. All
results from this point onwards represent the amalgam ofall trips reported, thereby giving
a better representation by characteristics such as time ofday, trip purpose and so on

Respome Rate' The response rates for each mailing are shown in Table 1. Note that the
1990 response rate is 83.2% of all persons who responded to the Busplan initially, while the
1991 response rate is 83.3% of the 832% who responded to the 1991 questionnaire.. It is
interesting that respondents appeared to "learn" that they would receive 3 mailings, with the
response to the first mailing being much higher in the 1991 than in the 1990 survey
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Arrival at Origin Stop

Arrival at Destination Stop

The arrival times at the destination stop were also perceived to have improved
significantly since the inttoduction of the Busplan In this case the greatest improvements
were seen for trips bound to and (to a lesser degree) from work

This is supported by the improved perception of travellers in the peak periods
when people's satisfaction levels were exantined by time of travel (Table 3).

Changes in Perception of Buses Aniving at the Origin Stop
on Time by Time of Tl'8vel between 1990 and 1991 (%)

Time of Travel Better Same Worse Don't Know

630 - 900 1990 2.0 188 38 14
1991 4.8 165 41 6

900 - 1500 1990 15 208 21 1.1
1991 4.2 185 39 13

1500 - 1830 1990 1.3 188 57 20
1991 42 160 53 1 2

1830 - 600 1990 19 109 2.4 4
1991 2.. 2 88 2.4 3

Saturdays & 1990 .2 41 6 2
Sundavs 1991 .8 3.1 1.2 .8
TOfAL 1990 69 734 146 51

1991 16.2 62.9 16.9 4.2

Table 2:

Table 2 shows the changes in perception of on-time running of buses at the origin stop
Overall, there was a large increase in the proportion of people who rated this as better in
1991 than in 1990

The greatest perceived improvements to arrival times are in the peaks, possibly at
the expense of the off-peak and evening peaks

The overall improved perception was also most dramatic for work ttips although
there was a greater percentage of people who felt that on-time arrival of buses at the origin
stop when travelling to work had deteriorated
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In contrast, the off'peak and weekend periods were perceived as periods where there had
been a decline in satisfaction with on-time arrival of buses at the destination stop

The greatest improvement in the chance of getting a seat was on the journey to
work, but it was also significant on non-discretion31y trips (Le. not school or work
related).
. Getting a seat was generally easier throughout the day except for evenings where
It was worse.

Impact of a Bu,plan

Changes in Perception of Buses Getting to the Destination
Stop on Time by Time of Travel between 1990 and 1991 (%)

Changes in Per·ception of Getting a Seat on Buses by Time of
Travel between 1990 and 1991 (%)

Time or Travel Better Same Worse Don't Know

630 - 900 1990 2.0 182 4.9 11
1991 53 157 50 8

900 - 15.00 1990 lA 202 2.5 12
1991 32 192 33 15

1500 - 1830 1990 1.5 187 6.1 1.9
1991 49 155 5.. 7 .9

1830-600 1990 1.6 99 2.7 8
1991 17 87 25 4

Saturdays & 1990 2 42 .5 3
Sundavs 1991 .5 3.0 1.7 .5
lUTAL 19yO 6.7 712 16.7 53

1991 15.6 62.1 18.2 4.1

Time of Travel Better Same Worse DontKnow

630-9.00 1990 33 197 27 .3
1991 43 182 39 .1

900- 15.00 1990 19 215 1.4 A
1991 43 217 19 -

15.00 - 1830 1990 21 193 56 6
1991 35 178 51 3

1830-600 1990 21 123 1.1 1
1991 1 9 100 9 .1

Sattudays & 1990 .5 4.8 2 -
Snndays 1991 .8 4.4 .5 .3
lUTAL 1990 99 776 no 1.4

1991 14.8 72.1 12.3 .8

Table 3:

Table 4:

Chance ofGetting a Seat

Respondents felt that the chance ofgetting a seat on a bns had improved less than on-time
running (Table 4), although they also thought that seats were less of a problem in the fitst
place
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Previous Bus Use

Non-Users

Changes in Perception of Cleanliness on Buses by Time of
Travel between 1990 and 1991 (%)

Time ofTravel Better Same Worse Don't Know

630 - 9,00 1990 4.9 19,1 13 ,8
1991 62 192 7 5

900 - 1500 1990 53 176 2,1 3
1991 54 202 18 .5

1500-1830 1990 4,8 200 1,6 11
1991 5 1 192 1 3 9

1830 - 600 1990 24 lOA 24 4
1991 33 7.9 1 7 3

Satnrdays& 1990 11 36 7 -
Sundays 1991 1.2 3.9 .4 .3
TOTAL 1990 185 707 8,1 26

1991 21.2 70.4 5.9 2.5

Table 5:

Ampt, Kennedy

Cleanliness of Buses

This aspect of service was seen as the most satisfactory of the attributes presented to the
respondents. Correspondingly, improvement was proportionally small.

Improvements to both morning and evening peaks are indicated in Table 5
Weekends were thought to have changed very little,

Other figures showed that the greatest improvements were perceived on the
journey to work and on journeys to and from discretionary trips (eg shopping)

As noted earlier, there were 37 respondents who used a bus less than once a week in the
1990 survey and 36 in 1991 These people have been called non-usets They represent
between 10% and 15% of respondents

Each respondent was asked whether they had ever used a bus of some sort. Only 2
people had never used a bus before. The year when respondents last used a bus is shown
in Table 6
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The journey purpose of the most recent lIip by bus is shown in Table 7. In both
years, shopping is the most common reason, although work and sport and recreation ar'e
fairly important Work increased in importance in 1991

Finally in this series of questions related to the last time non-users travelled by
bus, respondents wete asked whether the 4 service characteristics chosen for this study
were thought to be satisfactory The results are shown in Table 9

Impact of a Bu<plan

Estimated Year of Last Use of Bus

Pur'pose of Most Recent Trip by Non-Users

Reason for Non-Users Last Use of a Bus (%)

Year of Last Use 1990 19~1

1991 - 500
1990 594 42.9
1989 21.9 36
1988 63 36
1985 31 -
Earliet 9.4 -

Total 100% luO'1o

Trin Puroose 1990 1991
Work 17.6 23.3
School/Universityrrech 8.8 3.3
Shopping 441 399
Spor1/Recreation 206 20.0
Visit Friends/Relatives - 3.3
Othet 8.8 10.0

Total 100% 100%

Reason 1990 1991
Parking too difficult 219 34.6
Convenient for that trip 469 46.2
Car broke down 3.1 77
No other mode available 28.1 11.5

Total 100'10 100%

Table 6:

Table 7:

Table 8:

The reasons that a bus was used on the last occasion are shown in Table 8
Between I in 3, and I in 5 people used a bus when parking was thought to be too
difficult This percentage grew significantly in the post-Busplan era. It could be
hypothesised that people chose to use a bus to work (Table 7) when their car broke
down
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Perceptions of the Senice Characteristics of Last Tr ip by
Non·Users

l1iervIce enstlcs Yes No Don't Know
I Service on Time 1990 501 447 352

1991 66.6 166 166
Destination on Time 1990 529 117 353

1991 633 233 133
Seat available? 1990 852 ]47 -

1991 897 100 -
Was it clean? 1990 736 147 117

1991 75.0 14.3 10.8
uv. 19yO 649 L6.0 212

1991 73.7 16.1 10.1

Advantages 1990 1991
Keeps cars off the road 865 750
Reduces Sydney's overall pollution 583 583
Reduces Sydney's overall congestion 703 806
Helps people with low incomes 676 667
Helps people with disabilities 351 361
Other advantages 45.9 30.6
No aavantafies 1.2 -

Drsadvantages lYYU 1991
Noisy for local residents 486 389
Polluting for local residents 432 306
Increases congestion 297 139
Dangerous for pedestrians 21. 6 167
Other disadvantal!es 35.1 16.7
No disadvantafies L7.o 41.7

Table 9:

Perception of the Role of the Sydney Bus Network

One of the most interesting sets of results for non-users is the list of attitudes to the
advantages and disadvantages of buses in Sydney These are shown in Tables 10 and 11.

Table 10: Advantages of Public Transport Perceived by Non·Users

The first point of interest is the extremely high level of recognition that buses have
advantages for Sydney as a whole.. Over 70% of people felt that buses keep cars of the
road and reduce Sydney's overall congestion. More than 50% also feel that buses
contribute to a reduction of pollution, and about I in 3 feel that buses help people with
disabilities Only 1 person felt that there were no advantages.

Table 11: Disadvantages of Public Transport Perceived by Non·Users

Table 11 shows that, in general, many fewer people attributed disadvantages to
the bus public transport system in Sydney than people who listed advantages.. The
disadvantages listed in 1991, however, were significantly less than in 1990 and over 40%
felt ther·e were none at all
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Conclusions

Ihere are two major conclusions which can be drawn from these results apart from the
individual areas discussed in the report.

1) The first, and most obvious, is the fact that the Busplan appears to have
contributed significantly to the increased level of satisfaction among the
respondents selected to participate in this survey This increased satisfaction has
been indicated for all four of the service attributes studied - but particularly with
on-time mnning during the peak periods. There is some evidence that this is offset
by slightly less satisfaction at the off-peak times and on weekends, although
sample sizes are generally small

2) A secondary, but possibly equally important outcome of the Busplan appears to
have been an improvement in the perceived importance of the role of buses to the
non-user .. This is vital to the ongoing strategic planning of State Transit since
overall acceptance of the integral role of buses in the community is important for
two reasons:

It is a first step in gaining acceptance for further improvements at the
government level, and,
It increases the threshold of overall willingness to travel by bus among non
users, thereby increasing the source of potential users in the future

Ihis aspect could well form the basis of further developmental work
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