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Date 9 October 2017

Report title Customer Engagement Update 

Steve McAleavy, Interim Director of 
Transport Services
Email stephen.mcaleavy@tfwm.org.ukAccountable Director
Tel 0121 214 7388
Sarah Jones, Head of Customer Services
Email sarah.jones@tfwm.org.ukAccountable Employee
Tel 0121 214 7014

Report to be/has been considered by Councillor Kath Hartley

Recommendations

1. The Committee is recommended to note the contents of this report and provide 
feedback in relation to its contents and in particular, the revised arrangements 
for face to face customer engagement explained in paragraphs 3 to 10 inclusive.

Purpose of Report
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1. To provide an update on the key engagement forums and activity undertaken in 
quarters 1 and 2 of 2017-18, namely:

Section A  Your Public Transport Matters Events

 Your Public Transport Matters Events

Section B Other Engagement channels

 Online
 Face to face

Section C Passenger Champion Activity

 Bus Passenger Champions
 Metro Passenger Panel
 Rail Passenger Champions

Section A - Your Public Transport Matters Events

2. The purpose of this section of the report is to provide the Committee with an update 
on Your Public Transport Matters (YPTM) events for the 2017-18 municipal year. Since 
the last report to this Committee a further 9 events have taken place. Table A below 
shows the locations and dates of each event and the number of customers assisted.

TABLE A

  Event Date
Number of Customers 
Assisted

Coventry - Pool Meadow 24-Mar-17 99
Oldbury 20-Apr-17 30
Merry Hill 29-Apr-17 38
Wolverhampton Bus Station 08-Jun-17 195
Solihull - Mell Square 04-Jul-17 76
Perry Barr One Stop 06-Jul-17 194
Coventry – Godiva festival 08-Jul-17 52
West Bromwich Bus Station 12-Aug-17 68
Walsall - Park Street 26-Aug-17 25

3. YPTM events have provided members of the public with an opportunity to speak to 
TfWM and transport operators face to face and raise any individual questions or 
concerns. During 2017, there have been themed events at several locations, including 
a specific event held in Oldbury to promote public transport to motorists directly 
impacted by the M5 roadworks. New locations have also been trialled, including a 
music festival in Coventry and next to the car park at Perry Barr One Stop. Further 
efforts have been made to increase awareness and therefore promote attendance by 
redesigning posters, bus PINs and boards to make these more eye catching.
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4. Despite measures to promote these events, as can be seen from Table A above, 
customer attendance and therefore value for money varies greatly by event. The 
Wolverhampton Bus Station event in June 2017 and the Perry Barr One Stop event in 
July 2017, proved the most successful in terms of attendance. The Wolverhampton 
event was used to engage with customers about the Bilston Road Metro works from 
June to December 2017. The Perry Barr event was delivered as part of a number of 
activities during Catch the Bus Week and was used to promote SWIFT by handing out 
pay-as-you-go cards to passers-by with a free £5 top up included. This therefore 
increased the number of customers ‘‘assisted’’. 

5. Location and weather are known factors that impact attendance however, the 
increasing range of alternative ways of getting in touch also influence customer 
behaviour. The Transport for West Midlands’ Customer Services Centre for example, 
has experienced a significant rise in telephone, email and Social Media messaging 
over the last 12 months. There is also a good programme of other outreach events 
organised and hosted by West Midlands Combined Authority (WMCA). This includes 
the use of the exhibition bus at general drop in sessions and additionally when 
required, targeted events to support bus network consultations, Catch the Bus Week 
and National Customer Service Week as examples. Transport operators also organise 
their own forums including the Metro Passenger Panel and London Midland’s Meet the 
Manager events.

6. Given the availability of alternative forums and channels for customer engagement, it 
is proposed that there are no further separate YPTM events delivered beyond the 
current calendar which runs to December 2017 and is detailed in Appendix A. This 
will allow staff resource to be redirected to busier customer channels i.e. telephone, 
email and Social Media. By way of example, preparing for and attending YPTM events 
takes approximately 11 hours per event.

7. The important role of face to face engagement opportunities will be retained through 
the alternative calendar of engagement events delivered by WMCA’s Communications 
Team. There are generally 2-3 events per month as a minimum and the forthcoming 
events across the network are detailed in Appendix B.

8. A key success of YPTM events has been the partnership approach to customer 
engagement established with operators and other agencies such as Safer Travel. This 
best practise would be sustained by joining these parties up with some of the events 
organised by the Communications Team.

9. It is intended that key stakeholders including individual Passenger Champions and 
Operators are informed of these arrangements and the wider engagement calendar is 
widely promoted.

Section B - Other Engagement channels
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10. The purpose of this section of the report is to provide the Committee with an overview 
of the current engagement opportunities available to customers and the planned 
Customer Services events due to take place in Quarters Two (Q2) and Three (Q3) July 
to December.

11. Customers can continue to use our online platforms, such as the Network West 
Midlands and Transport for West Midlands’ websites, to engage with us directly. These 
can be used to make suggestions on current services and/or infrastructure and find out 
more information on wider transport matters. There is a dedicated ‘Have Your Say’ 
page on the Network West Midlands website that promotes all engagement activities 
across the network including all passenger champion schemes, the Exhibition Bus and 
Meet the Manager events that are delivered by the operators.

12. During Quarter 3 TfWM’s Customer Services Team, in partnership with the Institute of 
Customer Service, will be conducting a customer satisfaction survey. This will give 
customers an opportunity to provide feedback on the service they have received when 
contacting us via telephone or email. The results will then be reviewed and an action 
plan created to make any necessary improvements to the customer experience. The 
survey will then be conducted again in the future to compare the results and measure 
any improvements made. 

13. TfWM Customer Services will also be delivering a Meet the Manager session at one 
of the Bus Stations. This will be delivered through the local onsite management team 
at Wolverhampton Bus Station and give customers an opportunity to meet the team 
that deliver services face to face. Customers can be engaged on future plans regarding 
the Metro extension from the St. George’s stop to the Bus Station and the 
redevelopment plans for Wolverhampton Rail Station. 

Section C - Bus Passenger Champions

14. The purpose of this section of the report is to provide the Committee with an overview 
of the Bus Passenger Champion activity results for Quarters One (Q1) and Two (Q2) 
January to June 2017, which are detailed in Appendix B.

15. Over the past 2 Quarters 447 bus audits were conducted. 145 of these were conducted 
at bus stops and 302 on bus. This year the number of audits conducted decreased 
compared to the same period last year (447 compared to 735), mainly due to the 
reduced input from TfWM’s Customer Intelligence Team. However, it is to be noted 
that the total volume completed is still significantly higher than the minimum the 
Passenger Champions are expected to complete each year. In total there were 26 
active passenger champions in 2017. The significant items for noting are as follows:

At Stop 
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 99% of Passenger Champions considered the majority of audited stops to 
have sufficient seats (99%). The highest ever recorded. 

 Stops in Birmingham/Solihull were most likely to have working (93%) and 
accurate (95%) electronic timetable displays, compared to the Black Country 
(working, 87%; accurate, 83%) and Coventry (working, 30%; accurate, 38%).

 It was identified that the electronic display outside of Coventry Rail Station 
was contributing to the low figures above and thanks to feedback from the 
Passenger Champions this has now been addressed.

On Bus 

 The majority of audited buses (88%) were National Express West Midlands 
(NXWM).  A further 5% being conducted on Diamond services and 4% on 
Hansons. All other services made up the last 3%. This is an improvement 
from last year when NXWM were audited 95% of the time.

 97% of all buses pulled into the kerb to enable easy boarding, up from 96% 
last year.

 Buses were largely considered to have acceptable noise levels (96%) and to 
be free from dirt (89%).

16. TfWM’s Customer Relations Manager and the Lead Member for Putting Passengers 
First, Councillor Kath Hartley, in agreement with the Bus Passenger Champions, have 
updated the current At Stop and On Bus surveys that are completed on the network. 
This has involved streamlining the forms and making them shorter and more focussed 
and therefore easier to complete and submit.

17. Working in partnership with the leads for Metro Passenger Panel and Rail Passenger 
Champions schemes, sessions have been conducted over the summer to review the 
survey forms for all three transport modes and agree on a new survey design. Draft 
surveys were then presented back to all three Passenger groups, giving them an 
opportunity to provide feedback. It was noted that the new surveys were well received 
and only a couple of amendments were requested. The current surveys (At Stop and 
On Bus/Rail/Metro) have now been combined into one survey to complete. All three 
surveys are similar in the questions asked which will allow for easier comparison 
across all modes, to therefore identify where improvements to the customer experience 
are required. The final surveys for all three modes have now been completed and these 
will go live from October 2017.

18. It is hoped that the newly designed surveys for all three Passenger Champion schemes 
will encourage more surveys to be completed each quarter, particularly for Metro and 
Rail. Bus Passenger Champions in the Coventry area have agreed to complete more 
surveys going forward. The group agreed that in order to influence change, especially 
with the bus operators, this needs to be evidence based, so the survey results will help 
to support this. Two new Passenger Champions have also joined the scheme from 
Birmingham and Coventry, via recommendation from TfWM’s Network Delivery Team. 
They will carry out audits of routes and services previously not covered.
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Metro Passenger Panel

19. The Midland Metro Passenger Panel is organised and managed jointly by the operator 
National Express Midland Metro and TfWM’s Metro Team directly. The forum 
continues to be refreshed with additional voices on the panel for their quarterly 
meetings. A regular focus on performance through these sessions allows Midland 
Metro customers to share their feedback and ideas for service improvement. Topics 
discussed in the last meeting in July included the Bilston Road Metro works, an update 
on the current planned Metro extension to Edgbaston and service improvements.

20. There were no tram audits completed by the Metro Passenger Panel continue during 
the last 2 Quarters. Work has been undertaken with National Express Midland Metro 
and TfWM’s Metro Team to address this. This includes redesigning the audit forms and 
process (as explained in paragraphs 17-19 above) and promoting the value of 
collecting this insight to the Champions themselves.

Rail Passenger Champions (Cross City Line)

21. The Rail Passenger Champions is organised and managed by the operator London 
Midland directly. The Champions have been recruited with a specific focus on the 
Cross City line. The quarterly sessions continue to be refreshed with new guest 
speakers. Agenda items in the last meeting in July included an update on timetable 
improvements, a demonstration of the newly released Transport App and a 
presentation of the new Rail Passenger Champion survey. The meeting concluded 
with a tour of the Soho depot, to give an opportunity for the Champions to see how 
services are delivered ‘‘behind the scenes’’. 

22. Similar to Metro there have been no audits completed during the last 2 Quarters and 
the same approach has been taken with Rail Champions as outlined above.

Financial Implications

23. There are no financial implications as a result of the recommendations within this 
report. Existing customer engagement activity is funded within current agreed budgets.

Legal Implications

24. There are no legal implications arising as a result of the recommendations within this 
report.

Equalities Implications

25. There are no equalities implications arising as a result of the recommendations within 
this report.

Stephen McAleavy
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Interim Director of Transport Services 

WMCA Media Contact: Steve Swingler, Media Manager
Tel: (0121) 214 7073
Email: steve.swingler@wmca.org.uk   

Contact Officer: Lee Eteo, Customer Relations Manager
Tel:  (0121) 214 7539
Email:  lee.eteo@tfwm.org.uk 

Glossary of Terms 

Word / Acronym Explanation
WMCA West Midlands Combined Authority
TfWM Transport for West Midlands
Champion Member of general public that completes 

transport audits on behalf of Operator or TfWM 
and attends regular forums to discuss results 
and give feedback

YPTM Your Public Transport Matters (event)

mailto:steve.swingler@wmca.org.uk
mailto:lee.eteo@tfwm.org.uk

