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Benchmarking in European Service of public Transport - BEST

BEST: The future of benchmarking in
public transport?

Brussels , 29t of November 2011

Kjetil Vrenne, BEST Project Manager
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BEST working process

Step 2:
Results

&
analysis

Step 4:
Seminar
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BEST 2011

Beh’cﬁ'marking in European Service of public Transport

The Survey

« 1.000 telephone interviews » Perceived quality - on a 5-point scale
» Citizens aged 16 +

* Conducted in March

* 10 dimensions / 27 statements)
» Special questions might be added

7. Social image

9. Satisfaction

[/

8. Value for money
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Questions - example

SOCIAL IMAGE
Question 7
Next topic is about the social image of the public transport.
READ OUT IF NECCESSARY; Scale/To which extent do you agree to the statements ...?

ROTATE STATEMENTS Don’t  Hardly Neutral Partially Fully Don’t
agree at agree agree agree know /
all no

answer

1 2 3 4 S 6

A More people will travel with public transport
in the future * ]
B Public transport is good for the environment * ]
[]

Public transport is beneficial to society *

O
HpEEN
oo
HpEEN
oo
oo
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Reliability

2011 2010 2009 2008 2007

Geneva -13 69 69 73 76 79 83

Helsinki -21 54 58 68 64 64

Copenhagen -21 49 43 43 41 40

Oslo -23 48 39 39 48 52

Stockholm -25 41

41 40 50 41 36

M Hardly/Don't agree at all ™ Partially/Fully agree
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Quality element scares | Subgroups | Priorityplan |
Subgroup City

m |OSLTulaI IEI Refresh J Export J Save favorte J

BEST 2011-11-12
QUALITY ELEMENT SCORES

OSL Total

Subgroup: Total

— PT is good for worky/school trips
100 — PT is good for trips e.g. shopping, leisure
g0 PT i= good for trips in the city centre
— PT iz good for trips outside the city centre
. o p= Ty
80 /‘JL‘ .___._..--IP-""_ e H’H — MNearest stop is cose to where I live
/;.,___‘___Hr'____,,_n—-_.___‘______.—n
70 —-— Travel time on PT is reasonable
/ s | Waiting time is short at transfers
&0
_.__.__.--‘J'_-_-_—.r/ _— I am satisfied with the number of departures
S0 r"'"/ PT mostly runs on scheduls
a0 — It is easy to get the information nesded
mmm | Infermation is good when traffic problems cocur
30
] The information is good in stops and terminals
20 — The staff answers my guestions correctly
= =l aves nicely and correctlhy
10 The staff beh: by and I
— 1 feal secure at stations and bus stops
0 -
2001 2002 2003 2004 2005 2006 2007 2008 2008 2010 2011 2012 I feel secure on board busses and trains
— I am not afraid of traffic accidents when using PT
— Travelling with PT is comfortable
— Transfers are easy
] The busses and trains are modern
-— The busses and trains are clean
— I normally get 2 seat when I travel with PT
— Are metro stations dean?
— Mare people will travel with FT in the future
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Quality element scores | Subgroups | Priorityplan |
Subgroup Quality element

m 'More people will travel with PT in the future [*]  Refresh J Export J Save favorite J

QUALITY ELEMENT SCORES

More people will travel with PT in the future - per city

Subgroup: Total

100 —
I
S0
an /l“\x
___-"/ —-—
70 / -—
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Stockholm

05L Total

0O5L Oslo

05L Akershus

HEL zotal

HEL Helsinki

HEL Espaoo

HEL Vantaz

HEL Kirkkonummi
HEL Kerava

HEL Kauniainen
Copenhagen
Barcelona

VIE Total

VIE inner city

VIE surrounding areas
Manchester
Landaon

Geneva
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Index scores Quality element scores iori Tables

Subgroup Quality element

1 selected Iﬂ |F"Tfares are reasonahble IZ| Refresh J Export J Save favorite J

QUALITY ELEMENT SCORES

PT fares are reasonable - per city

Subgroup: Retired
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Stackholm

O5L Total

O5L Osla

O35l Akershus
HEL total

HEL Helsinki
HEL Espoo

HEL Vantaa
HEL Kirkkenummi
HEL Kerava
HEL Kawnizinen
Copenhagen
Barcelona

VIE Total

VIE inner city
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Relevant benchmark data

Eesultatowe rsikx

HELANGFORS | cEREYE | sTokmoLm

Tt n L s e =

Hilks baivadbar dio IE: Ik ) Ik 0 33

Furkdagte il 15 7L 21 R 'E:

Ik macgon Iy L 7E cx ri\ 51
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40 s " Wien
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20
10 ] I I Kobenhavn
0
2004 2005 2006 2007 2008 Hia 2009 0 10 20 30 40 50 60 70
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Lessons learned

Special topics

Standard survey Time series

Web reports

Accessible PowerPoint Road Shows

Results after 2 -3
weeks

Results after 2 -3
months

Updated

Common working

1 day in-depth
work shops

¢ 483

groups
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Nordic cities to enter key figures in the
BEST database

Statistical background information
Public Transport (system and capacity)
Public Transport Demand

Financial key figures

Quality

Ratios 1 (supply & demand ratios)

N o U s W NhPRE

Ratios 2 (financial)
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Future development of BEST

1. More complete benchmarking: Soft data and hard facts in a
common database

2. Focus on workshops & networking: Continue to improve
workshops for PT professionals. Use the survey to collect
additional benchmark info when needed

3. Reduce costs: Look for ways to reduce costs of data collection
e  Other data collection methods
e  Use existing data

4. New participants: Increase the number of participating cities

POLIS 2011 {;} ” HS—'F otpg @ movia @U Ruter# Page 13



BEST 2011 Beﬁﬁﬁmarking in European Service of public Transport

BEST Survey milestones 2012

Dec ‘11: Invitation to participate in BEST
Jan ‘12: Deadline for joining

Mar 12: Fieldwork BEST Survey 2012
Apr ‘12: Reports & analysis

Apr/May ‘12: Road shows
May 24-25 ‘12: BEST Annual Seminar, Barcelona
Oct / Nov ‘12: Work shops

Costs for participating in BEST is currently approx. 25.000 euros per year
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For more information about BEST

See our website:
http://best2005.net

Contact:

Kjetil Vrenne, BEST Project Manager
E-mail: kjetil.vrenne@vrenne-enable.no
Tel: +47 922 53 471
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