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Essex Bus Survey - Context

Essex Bus User Survey — June 2025

In June 2025, Essex County Council conducted its own Bus User Survey to capture a snapshot of
public sentiment regarding the local bus network. This initiative builds on the surveys carried out
in 2023 and 2024, enabling the Council to track changes in public perception over time and
compare current feedback with previous findings. The survey included both face-to-face
interviews and online responses, offering a comprehensive view of user experiences across Essex.

Face-to-Face Surveys
As in previous years, face-to-face interviews were conducted at three of the original four key bus

stations: Basildon, Colchester, and Chelmsford. Due to redevelopment at Harlow Bus Station, 2’625 res po NsSes Were rece ived

interviews in Harlow were carried out in the town centre and near the railway station.
For 2025 additional survey locations included Basildon Hospital and Billericay Train Station. "
These were selected to gather insights ahead of the planned electrification of bus services in d uri ng th = 2025 Essex bus su rvey’
Basildon. The face-to-face survey was conducted between 16th and 28th June 2025 by _
independent research agency Lake Market Research. betwee n an ju ne 30th Ju ne 2025
- Bus users were asked 24 questions covering journey experience and demographics.
- Non-bus users responded to 10 questions focused on travel habits and barriers to bus use.

Online Surveys
In response to public feedback from the 2024 survey, the online survey period was extended from
two to four weeks, running from 2nd to 30th June 2025. This allowed more time for residents to
participate.
- Bus users answered 29 questions, including detailed feedback on service quality and travel
patterns.
- Non-bus users completed 10 questions, including 4 demographic items.

Benchmarking Against National Data

In addition to the Essex-specific survey, the Council compares its findings with national
benchmarks provided by Transport Focus, which publishes annual reports on bus user
satisfaction across the UK. Due to changes in national data collection methods and associated
costs, Essex County Council opted to commission its own survey to better reflect the views of
local residents.

The most recent Transport Focus results, published in March 2025, offer a broader context for
understanding how Essex’s bus services compare nationally.




Essex Bus Survey - Overview

The 2025 Essex Bus Survey was conducted in two parts during June 2025 to gather
insights into public perceptions of the local bus network. The survey builds on previous
years’ efforts and supports Essex County Council’s ongoing commitment to improving
public transport services.

Face-to-Face Surveys

Between 17th and 28th June 2025, face-to-face interviews were carried out at key
locations across Essex:

Primary locations: Basildon, Chelmsford, Colchester, and Harlow.

Additional locations: Basildon Hospital and Billericay Train Station were selected to
gather feedback ahead of the planned electrification of Basildon’s bus services.

The face-to-face survey was conducted by Lake Market Research, with questions
designed to be completed in under 10 minutes. A total of 845 responses were collected:
- 689 bus users
- 156 non-bus users

Online Survey
The online survey was launched on Citizen Space on 2nd June and ran through to 31st
June 2025, extended from previous years in response to participant feedback. The online
format allowed for more detailed questions, particularly around service quality and
travel behaviour. A total of 1,780 responses were received:

- 1,522 bus users

- 258 non-bus users

Total Participation

In total, 2,625 responses were received for the 2025 Essex Bus User Survey, providing a
robust dataset for understanding both user and non-user perspectives on bus services
across the county.

Total

2025 Survey
Responses

Face-to-Face

Responses

1,801
Online

Responses
2025



Essex Bus Survey Headline Satisfaction Results 2025

2025 Overall Satisfaction 2025 Punctuality Satisfaction 2025 Journey Time Satisfaction 2025 Value for Money Satisfaction

‘ 0 ‘ 0
100% 0% 64 /0 100% 0% 8 O /0 100% 0%

Essex Bus Satisfaction Survey Results - 2023-2025

11010/ I IR T T T T T T A T ESSEX SatISfaCtlon 2023

72%

0%

100%

5% Increase

Essex Overall
Journey

Satisfaction

2024-25

@ Essex Satisfaction 2024

1%
66% 64%

57%I

Overall Journey Punctuality of the bus at the Time the journey took Value for Money for Fare
stop Payers
Satisfaction

@ Essex Satisfaction 2025

Total Responses
2,625

Bus Users - 2,211
Non-Bus Users - 414

3% Increase
Essex Journey

time Satisfaction

2024-25

7% Increase
Essex Punctuality

Satisfaction

2024-25

Transport Focus Bus Satisfaction Survey Results - 2019 & 2023-2024

']OO% e e 86%80% 83% . 68%70%75% C. 82%81%83% C. 62% 67%73% ....... Transport Focus SaﬁSfaCﬁon 2019
S B Y T e Transport Focus Satisfaction 2023
@ Transport Focus Satisfaction 2024
0% .............................................................
Overall Journey Punctuality of  Time the journey Value for Money
the bus at the took for Fare Payers
stop

Essex Bus survey 2025 - Face-to-Face and Online Survey results combined



Essex Bus Survey Satisfaction 2025 - Online & Face-to-face Results

Overall Satisfaction

Punctuality Satisfaction

5%

/1% 64%

Total
Online
Responses 2025

1,801

Total
Face-to-Face
Responses 2025

824

ECC Satisfaction - Online & Face-to-Face Survey Results 2025
@ Online Survey 2025 @ Face-to-Face Survey 2025

Overall Journey

Punctuality of the bus at the stop 789
(0]

Time the journey took

Satisfaction

Value for Money for Fare Payers 839%

0% 50% 100%

Online Survey 2025 and Face-to-Face Survey 2025

89%

Value for Money Satisfaction

Journey Time Satisfaction

3.3%

8%

30% 12%

Total
Face-to-Face
Responses 2024

620

Total
Online
Responses 2024

2,513

ECC Satisfaction - Online & Face-to-Face Survey Results 2024
® Online Survey 2024 @ Face-to-Face Survey 2024

Overall Journey 879

Punctuality of the bus at the stop

75%

Satisfaction

Time the journey took 389

Value for Money for Fare Payers

O% 50%
Online Survey 2024 and Face-to-Face Survey 2024

100%



District Responses

Bus Users

Non-Bus Users .
16%

“— Bus Users 84%

Survey Type

Face-to-Face
31%

~— Online 69%

Access to a Car?

Occasionally 10% —

— (o)
No 37% —— Yes 53%

B Microsoft Bing

2625

Responses

Colchester

aldon

Braintree

& O ®

Uttlesford @
Harlow Chel

Tendring

Eppin rest

Pc"t

Brent
ochford

8 2025 TomTom, & 20235 Microsoft Corporation, © OpenstreetMap  Terms




Bus Journey Satisfaction

1801

Online Survey Responses 2025

824

Face-to-Face Survey Responses 2025

Value of Money

12% —

17% —

—T12%

Overall Journey Satisfaction

14% —

15% —

—71%

Journey Time

8%

12% —

— 80%
Waiting Time for the bus

24% —

15% — — 61%

Satisfaction - Overall Journey
@ Very Satisfied & Satisfied

© Neither Satisfied nor Dissatisfied

Very Dissatisfied & Dissatisfied

Punctuality

22% —

14% —
— 64%

Bus Capacity
9% —

16% —

—75%

Bus Cleanliness

16% —

24% — — 60%

Total of 2,625 Responses received

Bus Users 2,211 ( 84%)
Non-Bus Users 414 (16%)




Local Bus Service Rating

Rating of local bus services - Reliability of

services in your area

39% — [ 36%

— 26%

o ommmR

Connections with other transport (trains/other
busses)

o

Frequency of Services in your area
44%

ommmr

Ease of getting to hospitals and health related
appointments

38% —

owEEm

Affordability of services in your area

15% —\

@® Very Good & Good

— 5oy ® Neutral

339% — Very Poor & Poor

B

Ease of getting to local amenities
(shops/leisure centres)

25% —

— 55%

20% —

e



Satisfaction at the Bus Stop

Overall satisfaction with the bus stop
Bus stop satisfaction is on the rise! In 2025, overall
satisfaction increased to 63% (56% in 2023 - 60% in 2024),

with notable improvements in convenience (up 4%),

12% —

@ Very Satisfied & Satisfied

cleanliness (up 4%), and personal safety (up 6%). These
positive trends reflect ongoing efforts to enhance the 24% —

passenger experience at bus stops

@ Neither satisfied nor dissatisfied

Very Dissatisfied & Dissatisfied
~—63% /

Bus Stop Convenience/accessibility of location on
the road

6% — Distance of stop from start of your journey
12% — .
8% —

15% —

Cleanliness from litter/vandalism by Bus Stop -
Cleanliness from litter / vandalism

16% —

24% — — 60%

— 82%
—77%

Information available at the stop General condition and Standard of Maintenance Personal safety while at the stop

25% —
24% —
o 49% 25% S

— 61%
~—69%

26% —



Journey Information - Why Bus

Bus Users - Why Did you travel by bus for your journey?

- Overall the data reveals that bus travel is primarily driven by

200 necessity, convenience and cost, with convenience and cost being
included within 36% of the reasons provided for choosing to
travel by bus.

600

- 35% of those surveyed confirmed the reason for choosing to

500 travel by bus for their journey, as being unable to drive or they
have no other option.

400 . ° ] °

- Environmental consideration reflects a growing awareness of
sustainable travel, and lifestyle factors also contribute, though to

300
a lesser extent.

200

155
119 112
1
100 °
. - 40 22 22 21
16 11 6 5 4 3 1 1
Unable More No other Cheaper Cheaper More Cheaper Environ... May be Preferred £3travel Congest... The Cheaper |havea Healthor For Cheaper  Other To Conveni... It'smy Promoti... Unsafe to
todrive conveni.. option orEasier thancar conveni.. than unavall... better  drinking to promoti... onroads weather /more buspass Medical pleasure /more support for job from bus  walk
than car Than than other today alcohol  walking conveni... Reasons or leisure conveni... Local  Train/O... company
Hospital other  transport during or cycling than than buses connect...
Parking transport the day Airport parking
parking in town /
city
Why Bus?

Multiple options were available for each respondent.



Journey Information - Purpose of your Journey

Bus Users - What was the Purpose of your latest journey?

648 Out of the 2,203 respondents who answered the question “What was the
purpose of your journey today?”, the top four reasons given were:

600

. 29.5% — Shopping

. 18.0% — Commuting to or from work
500 - 16.5% — Leisure activities

- 14.5% — Travelling to or from a hospital or medical appointment
200 390 These results highlight the diverse range of purposes for which residents

362 rely on bus services, with shopping and commuting being the most
318 common.
300
200
150
112
100
61
0 _ I I ] I
Shopping Commuting to Leisure Trip Travellingto/ Visiting friends Travellingto/ Travelling to or Visiting friends Commuting for Travelling to or Banking or Travelling to or Travelling to a Other Travellingto/ Travelling to /
/ from work from a hospital / relatives from education from the or family in  voluntary work from the other business  from Garage place of from Childs  from Childcare
/ medical Railway hospital Airport Appointment worship School (School
appointment run)

Purpose of Journey



Journey Information - Opportunities for Improvements

Bus Users - If something could be improved on your journey what would it be?

1002

1,000 Top suggestions for opportunities for Improvement — 2025

- More frequent buses — mentioned by 20.25% of users
- Better punctuality — raised by 15.13%
- Clearer route info at stops — noted by 8.81%

800

749
- Improved on-board stop announcements — suggested
by 7.96%
°00 These results show that passengers mainly want more reliable,
frequent services and better travel information.
436
394
400 369 350
329
283
250
201
200 167
103 94
50
0 - H O s e e seees e

Frequen... Punctua.. Route On-board Price of Cleanlin.. Comfort Change/ Facilities On-board Capacity Accessib... Accessib... Comfort Other  Reliability Polite Bus Service Age/ Change/ Change/

of bus of bus informa... next-stop  Fares of bus of bus Improve... atbus amenities of bus for for of bus - of the bus driver/ improve.. poor Improve... Improve...
atbus informa... to the stop (WiFi, disability pushcha... Temper... service helpful - condition - Access to route -
stop route USB / trollies - Heating Weekend  of bus to Later
Chargers) / Aircon / Sunday Hospital running
Service buses

Multiple options were available for each respondent.



Journey Information - Journey Planning

Journey Planning - How did you check the bus times / plan your last bus journey?

Online - Operator App or live position updates

At the stop - Printed Timetable 343
At the stop - Digital Display _ 286
Online - bustimes.org _ 210
Online - Timetable PDF _ 175
Online - Travel Essex App _ 167
Online - Google Maps _ 166
Printed timetable/magazine/leaflet - 76
Relative or friend advised - 33
Online - Apple Maps ‘ 2
Online | 1
QR Code At busstop | 1
0 200 400

Number of Responses

864

- 59% of bus users reported checking their journey using

online sources or travel apps, highlighting the growing
reliance on digital tools for real-time travel
information.

. 23% consulted information at the bus station or stop,

using either printed timetables or electronic displays.

- 12% of passengers stated that they did not check their

journey in advance. The majority of these respondents
indicated that they were already familiar with the bus
times and did not feel the need to verify them.

- Specifically, 5.5% of all respondents said they used
printed timetables, suggesting that while digital tools
dominate, traditional formats still play a role for some
users.

600 800



Journey Information - Usage Frequency, Bus Service Details & Ticket Types

What time of the day do you usually use the bus?

10% —
Journey Info -Time of Travel (groups)
o :
- 40% of responses confirmed —31% @® Monday-Friday - Off Peak (09:30 - 15:30)
travelling Monday - Friday off peak 21% — ® Monday-Friday - Off Peak (18:30 - 07:00)
o e
and 29% I\/Ionday Frlday peak ® Monday-Friday - Peak (07:00-09:30)
time. Monday-Friday - Peak (15:30-18:30)
Saturd
- Response for Off peak travel — g9 arreay
15% — Sunday

Monday - Friday just shows just
over 21% of these were using
concessionary pass tickets.

L 14%

Bus Journey - What type of ticket did you use for your latest bus journey?

Ticket Type

@ Concessionary Pass
0.02K (0.91%) — /

Route No 0.05K (2.67%) —
0.06K (3.47%) —_

7270 65 o 0.11K (5.97%) —_
48 46 43 4
IIII Iliii37 353533 3332323131 31 28 27 27 57

@Single Journey Ticket

@ Return Journey Ticket

@ Other

@ Tap&Cap (only in Basildon, Chelms...
@ Day Ticket (single-operator)

@ Monthly Ticket
o M N 2R K ALY L LR VNI @ Weekly Ticket
m
\ .
o9 @ Retired staff pass

@ Essex Saver (multi-operator day tic...

@ Student Ticket

0.39K (22.27%) — @ Annual Ticket

Family day ticket

1 04K (58.92%)

@ Airport Travel Pass
Route Number P

@ NHS Travel pass



Journey Information - Usage Frequency & Ticket Types

Journey Info - Frequency of use

s 2%

6% —/\
_—31%
7% —~

9%

17% —

239

Frequency of use

@ Once or twice a week

@ 5 or more days a week

@ Between 3 and 4 days a week
@ 3 or 4 days a week

@ Once a fortnight

@ Less often than once a mon...
@ Once a month

@ At least once a fortnight

@ At least once a month

Bus Journey - What type of ticket did you use for your latest

bus journey?

1037

11 8 5 3 3

X
\C} \C ¥
*« *«
S e\o\\ (\\O\) Q0 < s\°

. XX
Q(\e‘ RN NOGRYO
WA 6‘"

Ticket Type

1,000
. 105 61 23 23 16
- I
e\,

e\.
6‘\0 e(’b\' '\\(’ '\\ Q\Q ’0 \F
@O @ . (e (b&O CD\, <<

X,
< o8
'a"‘\ R Q€ W

5‘:
\°

- A significant 81% of bus users reported using bus
services more than once or twice per week,
indicating regular and frequent reliance on
public transport for their travel needs.

- Among all respondents, 59% indicated that they
typically travel using a Concessionary Pass,
highlighting the importance of accessible and
subsidised travel options for eligible groups such
as older adults and individuals with disabilities.

Did you use more than 1 bus for your latest journey?

No of Buses

@ No
@ Ves

Bus Journey - Did you use any other transport as part of your journey?

4% 3%

9% —\

Other transport

®nNo
@ 1rain

@cCar
Other

Cycle

— 83% Taxi/ Cab / Uber



Non-Bus Users - Why Not Use the Bus and Suggestions to Encourage Bus Use

As part of the 2025 Essex Bus User Non Bus User - Why not bus?
Survey, a total of 414 non-bus
o More convenient to drive |, 27
users completed the questionnaire:
Lack of services in my area | 151
indi Not reliable enough | 135
. 18% of respondents indicated orrelanie enote
.. . Lack of services when needed (e.g late at night) _ 112
that driving was a more convenient
. - . Unsure about times / ticket fares - [ 7
option, which influenced their | |
o . Length of time for journey too slow _ 76
decision not to use bus services. No direct service to hospital / Medical centre _ 66
] ] Able to walk or cycle to work and shops _ 64
- 16% cited a lack of available bus .
. . . . Cheaper to drive and park _ 45
services in their area as the primary Too expensive o use the bus [ N M -
reason for not using pUb'IC transport. Distance - nearest bus stop is too far to walk _ 43
More convenient to travel by train _ 40
The bus is uncomfortable _ 23
0 50 100 150 200
- ?
Non Bus User - Are there any changes that would encourage you to use the bus: Among non-bus users surveyed:
More regular services in your area 232 . 22% indicated that
Improved connections between destinations _ 145 the introduction of more
Improved reliability of the bus services - | N '+ frequent services in their area
Greater clarity of bus times and fares [ NG 7
, , would encourage them to use
Evening bus services | o o
uses.
Cheaper fares | 50
Nothing would make me more likely travel by bus _ 64 14% Suggested that better
. (]
Distance to the nearest bus stops improved _ 50 :
connections between
Increased personal space on bus services _ 32 destinati Id e b
estinations would make bus
Buses upgraded to clean fuel _ 27 . _
. travel a more viable option for
Family tickets - 16
them.
100 150 200

Multiple options were available for each respondent.




Demographics

Bus Users Access to a Car? Age Group
Non-Bus... Occ... 10% — 1200
A\
16%
1,000
No
3...
©  Bus Users Yes
0]
84% >3%
¢ %‘9' C
Gender Disability
1950
1591 »
1K
1K
588
71
OK |
Female Male Prefer not to OK
answer & No Yes
Other

R N
80
I

Prefer not to
answer

Ethnicity
2307
2K
1K
128 87
OK ] I
White Prefer not Black/
to answer African/
Caribbe...
Black

1801

Online Survey
Responses

British

824

Face-to-Face
Survey Responses

47 33 23
Asian/ Mixed/ Other
Asian Multiple  ethnic
British ethnic group

origins



2025 Survey Information

How did you hear about the Essex Bus Survey 20257 *

2% 27
4% —\ 2_'4\ | @ Social Media - Facebook, Instagram, X
4% —\
col @ Email
@ Other

6% —— |
@ Travel Essex website or App

@ Word of mouth

7%
@ Bus stop advertising display

— 60% @ Travel Essex Newsletter
Parish or District notice boards
12% — ®

@ Real Time Information display at bus stop

@ Information provided by face-to-face int...

Are you aware of the £3 bus promotion scheme by £3 bus scheme?

0% —

20% —\

Awareness of the £3 bus promotion is strong, with 84% of bus
®Yes users confirming they were aware of the offer. Encouragingly,
®No the campaign also reached beyond regular passengers, with
@ Don’t know 57% of non-bus users also reporting awareness

— 80%

* Online survey only
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