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This paper will be considered in public
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Summary

1.1

The purpose of the attached presentation is to update the Panel on customer
satisfaction with journeys on the TfL Road Network (TLRN).

1.2

This presentation follows the previous update provided to the panel on bus
customer satisfaction in July 2015.
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Recommendation

2.1

The Panel is asked to note the presentation.
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Background

3.1

The presentation covers:
(a) how TfL measures customer satisfaction with journeys on the TLRN;
(b) current customer satisfaction levels for the TLRN as a whole and its different
user groups;
(c) how satisfaction compares to targets set for customer satisfaction during the
delivery of the Road Modernisation Plan; and
(d) what TfL has done to maintain customer satisfaction during 2015/16.
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We measure customer satisfaction with journeys on
the TLRN (i.e. movement not place*)
• We use an online survey of Londoners and residents in South East England
•

We do 3,300 interviews with current TLRN users (3,000 in London and 300 in South East
England) every quarter (these are different people each quarter)

• We ask - how satisfied were you with the stretch of red route that you used on your trip?
Please answer on a scale of zero to 10, where 10 is extremely satisfied and zero is
extremely dissatisfied
• Customers have used the TLRN in the last month by any of the following: car,
pedestrian, bus, motorcycle/scooter/moped, taxi/commercial delivery/emergency
vehicle, or cycle
•

From this, we derive one overall satisfaction score for the TLRN, plus satisfaction for each
type of transport

• This provides a measure of current customers and current mode share, it therefore does
not account for future users e.g. new cyclists who may be different to current cyclists

* Satisfaction with place will be measured through the new Healthy Streets Survey and will cover all street types
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C us tomer s atis faction
with the T L R N
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C us tomer s atis faction with us ing the T L R N has been s table
over the las t five years . Q 3 2015 has s een a drop.
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In Q3 2015 there was a drop in overall satisfaction as there was a decline in satisfaction
with traffic congestion, keeping moving in traffic, management of roadworks and speed of
journey. Bus users and car drivers saw the biggest declines.
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C us tomer s atis faction varies by the mode us ed
Mean satisfaction score
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T he target for 2015/16 is to maintain cus tomer s atis faction
at 74
• 2015/16 has seen an unprecedented level of construction activity
on London’s road network
•

This has arisen from a combination of the TfL Roads Modernisation
Plan, borough schemes (e.g. Aldgate), developer-led schemes and
upgrades to the public utility networks

• We are currently on target with a year to date score of 74 for
Overall Customer Satisfaction with the TLRN
•

We do not set individual targets on the scores for the different
modes on the TLRN. The objective is to optimise the performance
of the network across a number of uses and users

• The challenge for 2015/16 and beyond is to maintain customer
satisfaction at the same level as 2014/15, whilst this construction
activity continues and traffic levels continue to rise with the
economic recovery
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What we have done and will continue to do to maintain
s atis faction in 2015/16
• Active Travel Management (ATM). While some disruption to traffic is inevitable while
major works are being carried out, we have a system to dynamically control traffic
signals to keep traffic flowing at critical locations
• Real Time Incident Management in our 24/7 operations centre, the London Streets
Traffic Control Centre (LSTCC)
• A programme to co-ordinate and control works on the network to reduce disruption as a
result of road works
• Travel Demand management (TDM) activity to
inform customers of likely disruption
• A multi-channel communications, marketing and
engagement programme so that customers know
about the improvements in the Road
Modernisation Plan
• Regular reviews of measures that monitor
disruption and Journey Time Reliability using the
TfL scorecard process

Map showing peak congestion as part of TDM activity
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