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What we will be covering today

Survey methodology
Key findings
Who is using the scheme and when

Overall attitudes to Barclays Cycle Hire

A S

Key touch points of the scheme
5.1. Information about the scheme
5.2. The registration process
5.3. The docking stations
5.4. Bicycles

5.5. Contact centre
6. Impact of the key touch points and areas to focus on

7. Travel behaviour change as a result of Barclays Cycle Hire

» Travel patterns and change to travel



1. Survey methodology



Methodology and approach

All interviews were conducted online

e Customer Satisfaction Survey (CSS) fieldwork was carried out between 20 September and 4 October 2010
* Travel Behaviour fieldwork was carried out between 28 October and 4 November
¢ All data is un-weighted

Sample was taken from TfL's database of registered users

¢ All those invited to take part in the CSS survey had used the scheme at least once

¢ All CSS interviewees who agreed to be re-contacted were then invited to take part in the Travel Behaviour
study

* A prize draw for the chance to win £250 was offered to encourage participation in the survey
e A profile of those who took part in the travel behaviour survey is shown in the Travel Behaviour section

3754 interviews were completed for CSS

1350 Interviews were completed for Travel Behaviour

e Just over 18,000 invitations were sent, giving a CSS response rate of 20%
e Of 2618 travel Behaviour invitations, the response rate was 52%



2. Key findings



Key findings — overall attitudes

= Qverall satisfaction is fairly good - almost half are satisfied with the scheme — there is
scope to improve, however...

» Advocacy is much higher — more than two-thirds would recommend BCH to friends
and family

» 97% would be likely to use the scheme again (87% very likely)

= Sixin ten Cycle Hire trips have replaced a public transport trip, four percent have replaced
a car or taxi trip. Only 5 percent of trips were already cycled.

=  The most popular reasons for using the scheme are that it is quicker, healthier and more
convenient than other modes of transport

=  The scheme has encouraged people who don’t usually cycle in London to try it.
= A high proportion are satisfied with value for money of the BCH Scheme

» Possibly linked to a high proportion of annual access and trips shorter than half an
hour

= |t’s a positive picture in terms of the impact for London
» 95% see it as making a positive contribution
» Nine in ten consider it an alternative mode of transport
Docking stations are full, lack of bicycles,

issues with other road users and problems
with using the docking stations

It’s faster than other modes of transport, it’s

easy to use and it’s fun




Key findings — customer journey touch points

Registration is not as smooth as it could be
» Website is a key source of information but half experienced technical issues

» Information surrounding fees and additional keys is confusing

Quarter of members are dissatisfied with docking stations
» Either full, so unable to dock their bicycles

» Or empty, so no bicycles available

Over half are satisfied with the bicycles

» Only a small proportion are dissatisfied (6%) despite over a quarter experiencing
problems with the bicycles (gears, brakes or saddle)

Key area for focus should be the docking station

» This element of the experience is a key driver of overall satisfaction

Increased satisfaction
with the Leads to

docking station

Increased overall
satisfaction

As this is a new scheme, and is seen as having many positives for both London and the individual, members may
have been more forgiving of initial ‘teething problems’. This tolerance is unlikely to last and it is important that
highlighted issues are resolved so as not to impact scores in later waves




3. Who is using the scheme
and how often?
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In line with existing cyclists in London, the majority of users are aged

between 25 and 44, male, London residents, white ethnic origin and working

Age Gender
W 16-24 W25-34 m35-44 m45-54 m55-64 | 65+
N Male
" Female
6%
Ethnicity
® White
Region " Non-
M London W South East Rest of UK white
Working
status
B Working
) " Not
* 8 people from outside of the UK completed the survey. Data not shown working

in this chart as this represents less than 1% of the sample

Base: All users: 3754



Two thirds of users are London residents, with a further three "

in ten working in London

Q What was the main reason you were in London on the day you last made this trip using Barclays Cycle Hire?

London resident 64%

Work in London (non-resident)

Visiting on business

Visiting for shopping/ leisure 2%

Visiting as a tourist 1%

Visiting for other reasons 1%

Base: All users: 1350



Half of users have annual access and a quarter of those who
didn’t have this originally have now changed access level

Q What access level did you have when you
first registered for Barclays Cycle Hire?

- S0%

&

M 24 hours

—>

M Seven days

+ Annual Amongst those with 7 day or 24

hour access when registering 28%
now have different level of access

Now have 24 hour I 1%

Q Do you now have a different level of

Now have annual

access

Now have 7 days I 1%

~ Those who started cycling
in London in the last 6

months are more likely to
have moved to annual
access (32%)

Base: All users: 3754, All who had 24 hour or 7 day access when

joining: 1844
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Two-thirds of members use the scheme more than once a week, and
the same proportion hire a bicycle twice in one day

Q On average, how frequently do you use Q On days when you use Barclays Cycle Hire, how
. o ) . : :
Barclays Cycle Hire for any trips- More than many times do you generally hire a bicycle
once week
7 days a week 2% 66%

5 or 6 days a week

Once - 22%
3-4 days a week
2days a week | 18%

Once a week [T 13%
Three time . 9%
Once a fortnight N 10%

Once a month [ 4%

Less than once a
month - 2%
| have only used

Barclays Cycle Hire F 4% More than four times aday | 1%
once

Four times I 3%

Those who have used the

scheme more than once

Base: All users: 3754, All who have used the scheme more than once: 3586
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Bicycles are used at all times of the day and week but the -

afternoon rush hour is the most popular

Q At what times do you typically use Barclays Cycle Hire?

Weekday afternoon peak hours — 62%
(4pm — 7pm)

Weekday morning peak hours
(7am — 10am)

Those using the
scheme most
frequently, with

Weekdays off peak (between annual access

10am and 4pm, after 7pm and - 40% and from outside
London are more
before 7am)

Weekends - 36%

likely to use at
peak times

Most hire the bike for up to

half an hour

Base: All users: 3754. Multicode question



Commuting is most likely journey purpose

Q And what types of trips do you make using Barclays Cycle Hire?

Commuting to/from work

Leisure

Visiting/meeting friends or relatives
Shopping

Personal business

Socialising

On employer’s business

Travelling to/from a place of education
Exercise

Other

_ 67%

I 38%

P 30% N

P 26% Those new to

P 26% cycling in
London are

I 26% more ||ke|y to

P 20% be commuting

(71%)

W 5%

11%

11%

Base: All users: 3754. Multicode question



4. Overall attitudes to
Barclays Cycle Hire



Reporting satisfaction

Q How satisfied are you with xxx on a
scale from 0 to 10?

100% - Extremely
satisfied (10)
80% A
60% -
40% -
20% -
33%
Extremely
0% I dissatisfied (0)

Satisfaction with »xxx

Throughout this survey, satisfaction is asked on a 0-10 scale,
where 10 is extremely satisfied and 0 is extremely dissatisfied

Satisfaction scores are broken down into three ‘boxes’ to
distinguish between those who are satisfied, dissatisfied and in
the middle

The ‘top box’ includes those who are very satisfied —i.e.
those giving answers of 8 or 10.

The ‘middle box’ respondents are those saying 5-7

the ‘bottom box’ comprises those who are dissatisfied —i.e.
those saying 0-4

17



Overall satisfaction with BCH is high and advocacy is even higher

Q. How satisfied are you with your overall experience of Barclays Cycle Hire (including paying the
access fee and or usage charge if applicable)?

Overall Mean score
satisfaction 12% 70
W8-10 m5-7 1 04
Q. How likely would you be to recommend Barclays Cycle Hire to friends and family?
Mean score
Advocac
Y 80

m8-10 m5-7 104

Base: All users: 3754

18
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Value for money scores are good — 70% are satisfied. For those who aren’t, operatic

issues with the scheme are important

Q How satisfied are you with the value for money to you of using Barclays Cycle Hire

Satisfaction
with value
for money

Mean score
6% 81

W 8-10 m5-7 ' 04

Q Why do you say you are dissatisfied with the value for money of Barclays
Cycle Hire?

Lack of spaces/docking stations full

Lack of bicycles/empty docking station

Too expensive/reduce the fee

30 minutes free period is too short

All membership keys were activated at same time

£45 - annual fee is too high

Unreliable service

Expensive for a one off use/short journeys

Other cities have cheaper schemes than London (e.g. Paris)
Overcharged/awaiting refund

Docking stations aren't working properly/hard to dock/ undock bike
Walking/public transport was quicker

25%

Base: All users: 3754, all who are dissatisfied with value for money and coded with
a valid answer: 294. Why are you dissatisfied: Multicode question



Users are satisfied with how easy it is pay for BCH, but they are less v

happy with how the payment structure works

Q And how satisfied are you with the ...?

m8-10 m5-7 m0-4 mDon'tknow m Notapplicable Mean score

Cost of access fee to hire a 3
bicycle /
Cost of usage charges to hire 77
a bicycle
structure for hiring

Base: All users: 3754
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Turning to specific charges, users are least happy with the late return

fee and damage charge

Q And how satisfied are you with the ...?

m8-10 m5-7 m0-4 mDon'tknow m Notapplicable Mean score

membership key
The non-return charge of
£300 69
The damage charge of up to 59
£300

IS

Base: All users: 3754
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The majority are likely to use Barclays Cycle Hire again

Q How likely, if at all, are you to use Barclays Q Why do you say that? - Top six positive mentions
Cycle Hire again? . _
Enjoyable, it fun | 24%
Convenient/useful _ 19%
System works/effective service/good idea || G0 14%
Purchased annual membership [ 14%

Cheap/cost effective/cheaper than using public transport || NN 10% Base positive

mentions: 1854
Faster than other methods of transport _ 10%
m Very likely

B Fairly likel
ATy IREY Q Why do you say that? - Top five negative mentions

I Not very likely

Not at all |ikE|V Poor availability of spaces at docking stations 3 1%
Poor availability of bicycles 20%
Problems with billing/overcharging 19%
Lack of docking stations 1 1% Base negative

mentions: 54
It has teething problems/need to resolve the problems 1 1%

Q How likely, if at all, are you to use Barclays Cycle Hire again? Base: All users: 3754. Q Why do you say that? Base
all coded with a valid answer - positive mentions: 1854, negative mentions: 54 Multicode question



Time saved using BCH, the fun of using and its ease of use are
particularly positive aspects

Q Thinking about your most recent experience of using Barclays Cycle Hire what was particularly good
about your experience?

28%

Faster than other methods of transport/ saves time
Easy to use

Enjoyable, it's fun

Availability of bicycles {at docking stations)

Being outside/enjoying the weather

It's an alternative/ better form of public transport
Convenience/useful

Good/best way to travel/ get around/see London
Availability of space at docking stations (space to park/return bike}
Exercise/fitness and health benefits

Cheap/cost effective

Docking stations are in good locations/ easy to find
Feeling of freedom/ independence/control

System works/effective service/good idea

Avoided all the traffic

Don't have to worry about own bicycle/vandalism/ theft

Quality bicycles/like the bicycles

Base: All users coded and giving a valid answer: 1923 Multicode question



What users said..... Positive comments

“People asking me about it in the
street, and being able to genuinely
say that | love it.”

Uses Barclays Cycle hire 5-6 days a week and
has Annual access - started cycling in
London within the last month

“The freedom of choosing the means of
transport - cycle on the way in, bus on the
way back, or walking + cycle.”

Uses Barclays Cycle hire 3-4 days a week and has
Annual access - started cycling in London within the
last three months

“The system worked. Bike available,

“I like the efficiency and reliability of getting
somewhere on time! Much more reliable bike in working condition, docking
station available at end of journey -

than the tube, and less stuffy and
cramped.”

money saved and a little bit fitter
than yesterday.”

Uses Barclays Cycle hire 5-6 days a week and has 24
hour access - started cycling in London within the Uses Barclays Cycle hire 5-6 days a week and
has Annual access - started cycling in London

last month

“Cycling round London is extremely
enjoyable way of seeing the city and
much preferably to the Waterloo
and City line.”

Uses Barclays Cycle hire 5-6 days a week
and has Annual access - started cycling
in London within the last three months

within the last three months

“I love being able to leave the
bike and simply walk away
without a second thought.”

Uses Barclays Cycle hire 5-6 days a week
“It was nice to be on the open road and has Annual access - started cycling
and I felt better for it, both in London more than a year ago
environmentally and my well being.”

Uses Barclays Cycle hire 3-4 days a week
and has 24 hour access - started cycling in
London within the last month

24




Problems with docking bicycles and lack of available bicycles are
key to a negative experience of BCH

Q Thinking about your most recent experience of using Barclays Cycle Hire what was particularly bad
about your experience?

Lack of spaces/docking stations full

Lack of bicycles/empty docking stations

Traffic/too much heavy traffic/ inconsiderate road users

Docking stations aren't working properly/hard to dock/ undock bike
Inconvenient locations/lack of docking stations in desired area
Bicycles can be hard/ difficult to ride

Problems with gears

Map of docking stations was not accurate/hard to find docking station
Poor customer service/ poor contact centre

Damage to bicycles

Key did not work Availability — 47%
Lack of cycle lanes Bicycles —22%
Walking/public transport was quicker Convenience — 34%
All membership keys were activated at the same time Cost — 9%
Costs should be included in oyster card charges/integrate them Payment methods — 1%

Should have a daily/ weekly/monthly payment scheme

Base: All users coded and giving a valid answer: 1937. Multicode question



What users said.....Negative comments

“Not enough cycle lanes. Buses are a big
problem for cycling - bus drivers and car
drivers should be educated in the way that
cyclists have to navigate around the roads.
Cycling has to be made safer.”

“If you travel from a station to a main
business area (eg Mayfair) at rush hour
there is nowhere to dock a bike. | had to

go to 7 docking stations and now feel like
| can’t use the scheme because there is no
certainty of being able to dock a bike.”

Uses Barclays Cycle hire 5-6 days a week and has
Annual access - started cycling in London within

Uses Barclays Cycle hire 5-6 days a week and has T —

Annual access - started cycling in London within
the last year

“Takes longer than getting the tube.
Getting there is faster, but the
docking points are always full so
finding another empty one takes as

“The only thing I think is really long as the journey itself”

misconceived is that multiple keys get
activated at the same time. That (for me) ,
letel he b . havi Uses Barclays Cycle hire 5-6 days a week and
comp etely removes the benefit of having has Annual access - started cycling in London
multiple keys at all, and | don't understand more than a year ago
under what circumstances it could ever be
an advantage.”
“Bikes are heavy if you need to lift
Uses Barclays Cycle hire 5-6 days a week and has them over steps, not enough gears,

Annual access - started cycling in London more the difference between 2 and 3 is
than a year ago ”
too much.

Uses Barclays Cycle hire 5-6 days a week
and has Annual access - started cycling in
London within the last month

26



The majority agree that BCH has a positive impact on London and
consider it as an alternative form of public transport

Q Here are a number of statements that people have made about the likely effects of Barclays Cycle
Hire. How strongly do you agree or disagree with each of these statements?

M Agree M Disagree

Barclays Cycle Hire makes a positive
contribution to London
| would consider Barclays Cycle Hire as an

Barclays Cycle Hire is a more cost effective
to other modes of public transport

Barclays Cycle Hire will help reduce

overcrowding on the public transport
system

Base: All users: 3754



There are high levels of agreement that BCH will help increase the *

amount of cycling people do both now and in the future

Q Here are a number of statements that people have made about the likely effects of Barclays Cycle
Hire. How strongly do you agree or disagree with each of these statements?

M Agree M Disagree
Barclays Cycle Hire will encourage me to
increase the amount of cycling I do in the
future

90% amongst
those new to
cycling in London

Barclays Cycle Hire has already helped me
to increase the amount of cycling | do
Barclays Cycle Hire will help contribute to
improving my health and fitness

Base: All users: 3754



5. Satisfaction with key
touch points



Information
on the

scheme

5.1. Is there enough information
about the scheme and where is
it coming from?

30
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