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The next stop: Making London’s buses better
Report annexes


Annex 1: Methodology

Our research programme consisted of three phases:
Secondary research

Desk research focussed on sourcing and analysing external data to frame the report in the wider operational and strategic realities of London’s bus network. 
        
Qualitative phase 
A lifelogging pre-task to capture in-the-moment passenger experiences on the bus, and online focus groups and phone and online interviews. Participants were recruited from diverse backgrounds with the sample weighted towards people on lower incomes.
 
. 
 
Quantitative phase
15 questions asked on Yonder’s online London Omnibus. There were 1,516 responses, representative of the London population, including ethnicity and gender. 
 















Quantitative methodology 
The quantitative phase fieldwork took place between 8th and 14th March 2024 and consisted of 15 questions asked on Yonder’s online London Omnibus. There were 1,516 responses, representative of the London population. Quotas were set on London region, age, ethnicity and gender. 
Post-field weighting was applied to bring the sample into line with the known London population’s age, gender, region, ethnicity, working status and home ownership. Analysis has been done on the overall and subgroup level, calling out significant differences (at 95% confidence). 
Who we spoke to in the quantitative phase
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Qualitative methodology
The qualitative phase had a lifelogging pre-task, conducted over three days, to capture in-the-moment passenger experiences on the bus. Online focus groups were held with regular (i.e. daily use) and irregular bus users (i.e. once or twice per week). Interviews were conducted via telephone or online using Zoom with regular bus users who have limited access to digital devices and/or have accessibility needs. Fieldwork was conducted between 11th and 15th March 2024.
Participants were recruited from diverse backgrounds in terms of age, gender, areas in London, socio-economic groups and ethnicities (ensuring representation from People of colour), with the sample weighted towards lower socio-economic groups.
Analysis was conducted at both the overall and subgroup levels including between regular and irregular bus users to highlight nuances in experiences. 
Desk (secondary) research
The desk research phase focussed on sourcing and analysing external data to frame this report in the wider operational and strategic realities of London’s bus network. This included information on bus usage, average bus speeds, bus passenger satisfaction levels and funding provided to boroughs to implement bus priority. This data was sourced mostly from TfL public sources but also includes other sources including research previously published by London TravelWatch.
Wherever data from desk research is cited, the source is clearly labelled and a link to relevant online information provided.
Borough engagement
We also sent an online survey to all London boroughs to learn more about their views on bus services in their area and about their relationships with TfL. This was supplemented with in-depth conversations with three boroughs on bus issues including bus priority. In total, we heard from 13 boroughs across inner and outer London.













Annex 2: Current bus usage and performance
“It's an affordable mode of transport. However, London's traffic sometimes makes it take longer than expected to arrive at your destination.” 
Female, 18-34, Frequent user
Nothing highlights more how crucial the bus is to Londoners than by how many people use it - it was used by a striking 96% of our respondents, more than use any other form of public or private transport in the city. In 2023/24, there were 1.9 billion journeys by London bus, compared to 1.2 billion by Underground.[endnoteRef:2] The frequency with which people used the bus was also higher than for any other type of transport. [2:  Transport for London Quarter 4 2023/24 performance report, p11 
Transport for London quarterly performance report - Quarter 4 2023/24 (tfl.gov.uk)] 

[image: A graph of percentages

Description automatically generated]Figure 1: People’s use of different forms of transport in London
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Description automatically generated with medium confidence]Buses help keep the city moving and get people where they need to go, for many different purposes:
The average length of a passenger weekday journey on a London day bus (excluding the specific school routes) of 3.2km suggests that many passengers are making relatively short trips such as to local amenities or to connect to other transport options.[endnoteRef:3]   [3:  Information obtained from Transport for London ] 

The bus is also an important way of travelling for a range of people. One-third of Londoners are frequent bus users, and this group are more likely to be younger (18-34 years old), from an ethnic minority background and living in inner London. Previous London TravelWatch analysis revealed that people on lower incomes and women also use the bus more than other passengers.[endnoteRef:4] [4:  London TravelWatch, Who uses the bus?, 2022 
https://www.londontravelwatch.org.uk/publication/free-the-bus-briefing/] 

[bookmark: _Hlk173142968]The bus is also a key part of the Mayor’s Transport Strategy (MTS) target for 80% of all trips in London to be made on foot, by bike or using public transport by 2041.[endnoteRef:5] However, this is not currently on track to be met. While the proportion of trips made these ways has been increasing, the pace of change has been slow, and is ‘currently forecast to fall slightly short’ of the 2030 interim target of 69.3%.[endnoteRef:6]  [5:  Mayor’s Transport Strategy 2018, p21 Mayor's Transport Strategy (london.gov.uk)]  [6:  London Mayor Sadiq Khan could miss environment target - BBC News] 

Figure 2: Percentage of trips in London made by walking, cycling or public transport

TfL said in 2019 that bus use will need to increase by 40% if the MTS 80% target was to be reached.[endnoteRef:7] By 2022, TfL noted that to meet the target ‘up to 9 million daily journeys may need to be made by bus by 2041, increasing from 6.1 million before the pandemic.’[endnoteRef:8] [7:  Transport for London Business Plan 2019/20 to 2023/24, p78 Business Plan – 2019/20 to 2023/24 (tfl.gov.uk)]  [8:  Transport for London Bus action plan, p26 Bus action plan (tfl.gov.uk)] 

Such an eye watering increase will not be easy for TfL to achieve. Even before the Covid-pandemic disrupted traditional travel patterns, the number of journeys made on London’s buses were gradually falling year-on-year.[endnoteRef:9] While it is welcome that bus ridership is rising again post-Covid, the 1.9 billion journeys taken during 2023/24 is well below that of the 2.3 billion journeys from a decade earlier.[endnoteRef:10]  [9:  Travel in London 2023, Table 1: Demand (million journeys) on TfL’s public transport modes, 2012/13 – 2022/23, p6 Travel in London 2023 - Trends in public transport demand and operational performance (tfl.gov.uk)]  [10:  Transport for London Customer Service and Operational Performance Panel July 2024, Bus Ridership and Superloop Demand Monitoring, p2 Board/committee/panel meeting template (tfl.gov.uk)] 

Additionally, the number of kilometres that buses are scheduled to run has also been dropping in recent years, from a high of 508 million in 2016/17 to 478 million in 2022/23, a fall of 6%.[endnoteRef:11] [11:  Travel in London 2023, Table 3: Bus service provision and reliability, 2012/13-2022/23, p23 Travel in London 2023 - Trends in public transport demand and operational performance (tfl.gov.uk)] 

But arguably the most important cause of the steady reduction in bus ridership has been the long-term decline in average London bus speed. There is an established connection between falls in bus ridership and increases in journey times, and London is no exception.[endnoteRef:12] The trend for average bus speeds in the city has been one of decline, with the last two years showing a fall from 9.8 mph in July 2022 to 9.4 mph in July 2024.[endnoteRef:13] It shows little sign of improving.   [12:  The Impact of congestion on Bus Passengers, Professor David Begg, 2016, p53
prof-david-begg-the-impact-of-congestion-on-bus-passengers-digital-final-1.pdf (cpt-uk.org). Professor Begg’s London case study stated that increased road congestion ‘has led to severe pressure on the road network. This has caused such a deterioration in traffic speeds and bus network reliability that frustrated passengers have stopped using the bus as much as they would have previously.’]  [13:  Transport for London buses performance data, Network – all day types and all hours, Buses performance data - Transport for London (tfl.gov.uk)] 

Alongside meeting the MTS target, there is also a financial benefit to improving bus speeds - routes can be completed more quickly, reducing the number of vehicles needed in service. Buses travelling just 1mph faster in London can potentially save between £100 million and £200 million per year. This could also generate an additional revenue of £80-£85 million due to services being more attractive, leading to an increase in passengers.[endnoteRef:14] At a time when finances are tight, opportunities such as these to boost TfL’s income are important, and can be reinvested into services to improve the experience for passengers.  [14:  London TravelWatch Briefing on bus cost savings, 2021 Briefing on bus cost savings] 
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Annex 3: People’s views on the bus network
“You can get everywhere in London on buses. They are regular and convenient. I love riding a bus. I read my book and relax on my way to work.”
Female, 45-54, Frequent user
It is clear from passengers they want a well-connected, reliable and affordable level of service. Aspects of this are being delivered well, and just over two-thirds of respondents (68%) said they are satisfied with bus services – higher than any other mode of transport in London (figure 3). Those more likely to be satisfied with bus services are older (aged 55+) and people who use the bus between twice a week and once a month.
Figure 3: Satisfaction with different modes of transport. Total excludes non-users
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Lying underneath these views on satisfaction with London bus services in general, there are clear differences in how well people think different parts of the bus are performing.



[bookmark: _Hlk168657410]Focus on average and infrequent bus users, and those neither satisfied nor dissatisfied      
“They're ok until they're not.” 
Male 18-34, Average user, Neither satisfied nor dissatisfied
What these groups told us
[bookmark: _Hlk173150575][image: ]When deciding whether to travel by bus, the views of average and infrequent bus passengers, and those who were neither satisfied nor dissatisfied, largely aligned with bus users overall. When asked what factors they consider when deciding whether to travel by bus, the most important single factor for all the groups was how fast the bus journey is. The next most crucial factor was different for each group, with average users citing how reliable the bus is, infrequent users choosing how often the bus runs, and those neither satisfied nor dissatisfied selecting the overall cost of their journey.
When asked what stops them from using the bus or using it more often, the top factor for average users and those neither satisfied nor dissatisfied was that buses are too slow. For infrequent users, this was second, just behind the availability of better public transport options. It should be recognised that the availability of options such as trains and the Underground is not in itself a bad thing and not necessarily something which TfL needs to address or prioritise as using these options will still contribute to efforts to reach the MTS 80% target.
Average and infrequent users both ranked the availability of better public transport options as the next most important factor. The unreliability of buses was by far the next most important factor for those neither satisfied nor dissatisfied and the third most important factor for average and infrequent users.
More than one in five (22%) of those neither satisfied nor dissatisfied said their top barriers for using buses are that they are too expensive, not frequent enough and that better public transport options are available.
The improvements that bus passengers want
 “The services are decent, but it'll be better to have more routes and buses.”
Male 18-34, Average user, Neither satisfied nor dissatisfied
London’s buses need to be seen as a viable form of transport to help encourage a higher level of discretionary use. While TfL has created a Bus Action Plan to improve bus services, we wanted to hear from bus passengers what their priorities for improvement are. Perhaps unsurprisingly, the top three things they said would encourage them to use the bus more were more regular buses, faster journey times and more bus routes – though most would welcome a range of improvements, including around safety, information and accessibility. (figure 7).

More buses and quicker journeys 
The most popular suggestions for improvement centred around how buses operate. 83% of respondents wanted more regular buses, so that they could turn up and go, confident that the next bus would arrive shortly. And 77% called for more bus routes, so that they can reach their end destination without having to change bus.
[bookmark: _Hlk173759495]In addition to those elements to make journeys more reliable, 80% of respondents wanted faster bus journey times to make it quicker for them to reach their destination. Specifically, respondents noted the introduction of the Superloop network of express buses, with its unique branding, as having a positive impact, and it has created an appetite for more. This tallies with TfL’s reporting about the Superloop routes, which have seen faster growth in demand on the bus corridors served by Superloop routes compared to the wider bus network, particularly the corridors covering the newest Superloop routes running in north, east and southeast London.[endnoteRef:15]  [15:  Transport for London Customer Service and Operational Performance Panel July 2024, Bus Ridership and Superloop Demand Monitoring, p6 https://board.tfl.gov.uk/documents/s22634/csopp-20240710-Part1-item08-bus-ridership-and-superloop-monitoring%20Update.pdf] 

Along with express buses, the other key way to improve bus journey times is to give buses priority on the road. Bus lanes are one of the most effective methods of helping passengers reach their destinations more quickly, as buses using these lanes can avoid slower moving traffic. Two-thirds of respondents (67%) agreed that buses should have priority over cars on busy roads including creating more bus lanes and extending the operating hours of existing bus lanes. The upgrading of traffic signals to prioritise buses was also well received by respondents.
Together, respondents felt that these approaches were in harmony with the ambition to increase the use of public transport, expected them to be easy to implement and believed that they would help mitigate traffic, that source of huge frustration.
Information and communication
There were strong calls by respondents for better live information updates and more effective communication, with 74% calling for more information to help them travel.
Passengers believe that improved bus shelters would drastically improve the bus experience, with a demand for Countdown screens to be installed at more bus stops and for existing Countdown screens to be working, reliable and protected against vandalism. This is particularly applicable to bus stops in outer London where the availability of Countdown screens is lower. This would help all passengers stay informed especially those who have limited, or no, access to live information on digital devices.
Respondents also wanted more ways to plan their journeys in advance, with information about detours, diversions and stop closures communicated via online and offline channels ahead of time and with clarity. This would include stating which bus stops are affected. For older passengers or those with mobility issues, walking may be a challenge, so the distance to the nearest bus stop in use is a key piece of information.
We were told that information on delays, service disruptions and alternative routes should be better integrated into TfL’s journey planning app, TfL Go, and other commonly used apps such as Citymapper. Wherever possible, this should be tailored to meet passengers’ individual needs. Disruption due to traffic and roadworks may be unavoidable, but bus passengers want more relevant and accurate information on how it impacts their journey and travel plans, and why there has been a change.
As the bus journey experience can fare badly compared to other modes of public transport, respondents want bus information to be more aligned to that provided on the Underground network, where updates are proactively shared, and customers are reassured via a ‘good service’ message when there are no disruptions. Such relatively small improvements could encourage people to use the bus more.
Bus journey environment
It is also important to bus passengers that the environment of bus travel should be, and feel, safer. This covers both when waiting for, and when travelling on, the bus. More than three-quarters of respondents (77%) said that safer buses, bus stops and stations, with CCTV on buses and at bus stops, would encourage them to use buses more or start using them again in the future. 
When on the bus, almost three-quarters (74%) called for more comfortable, modern buses that make journeys more pleasant. This could include improvements to boarding and disembarking. There can be barriers to access if the bus stops far away from the kerb or if the bus kneeling function can’t go low enough. It could also include better seating for those who require it. This could be particularly relevant during peak times, when overcrowding can make it harder to find a seat or wheelchair space or avoid pushing from other passengers. This can add stress to the journey and may lead to some people actively avoiding using the bus at peak times or, if they do travel, take fewer or shorter trips.
Affordability
[bookmark: _Hlk175210234]Respondents wanted everyone to continue to be able to afford to use the bus, with almost three-quarters (73%) saying that they wanted bus fares to remain low to ensure the bus remains accessible to all Londoners. This is particularly important for those travelling during peak times when buses are at their slowest, as well as for those travelling during the night when any requirement to change bus may mean the need to pay again because bus frequencies are generally much lower then.
Average and infrequent bus users, and those neither satisfied nor dissatisfied 
[bookmark: _Hlk173410749]The views of what would encourage the average and infrequent bus users, and those neither satisfied nor dissatisfied, to use buses more or start using them shows a similar strength of feeling to the view across our respondents. The most important factor for each group was more regular buses, but many other factors also ranked highly (figure 8).

Given this evidence, if TfL can focus efforts on these issues, it could make a significant difference in persuading those key groups of passengers to travel even a little more frequently.

Annex 4: Views from the boroughs
While we have focused on TfL, to deliver a better bus service TfL will need to work closely with London’s boroughs. Boroughs control 95% of London’s roads and have the best understanding of their local areas and what the people who live there need. However, from our conversations with various boroughs it is clear that this collaboration is not always happening as well as it could.
An understanding of what different boroughs want and need is vital in order to work together to achieve shared objectives. To start this conversation, we reached out to London boroughs to hear what was important to them: 
· When we asked borough representatives about their level of satisfaction with aspects of bus service provision in their borough, bus reliability ranked highest, followed by frequency and affordability. Information provided to passengers ranked lowest, particularly with the outer London boroughs. 
· Similar to the views of passengers, the factor ranked most by boroughs as essential for improving was journey times, just ahead of affordability. This was followed by connectivity of bus services to other transport modes, information provided to passengers and reliability.
Given the boroughs’ role in supporting the bus network, it is positive to see the importance placed on these factors, and that they generally align with the views of the people in their areas. However, to help deliver these improvements, it is important they have a strong working relationship with TfL – which does not always seem to be the case.
While of course different boroughs have different relationships with TfL, there were some common themes in their responses and our discussions:
· Better communication. A common theme from boroughs was the need for a genuinely two-way dialogue with TfL, with the view that TfL should spend more time and effort listening to the needs of the boroughs and acting on them. This was a view particularly put forward by outer London boroughs. 

When asked how these relationships could be improved, some boroughs highlighted that their regular meetings between themselves and TfL were beneficial, and could be expanded. There were also calls for the re-establishment of regional and sub-partnerships between TfL and the boroughs and for boroughs to work together more. This would include defining their expectations of, and ambitions for, the bus network as a collective response to TfL’s approach. 

Case study C: Route 55
TfL’s Network Operating Strategy co-ordinates roadworks and identifies hotspots between boroughs. Using the example of bus route 55, which serves five boroughs, the Network Operating Strategy team and those boroughs are looking at the issues and how to make possible improvements, which may include more and/or longer bus lanes or longer hours of operation of bus lanes. Co-ordination and co-operation have been identified as the key to bringing benefits, which are expected to be seen in the next 12 months.



· Improved guidance. When asked about their levels of satisfaction with the support they receive from TfL, boroughs were most satisfied with the guidance and advice they receive. However, this could still be improved:
· While boroughs welcomed support from TfL, they often felt it was at a strategic level, and they weren’t necessarily getting the details of bus route corridors and specific bus priority measures they at times needed. 
· Advice could be more timely. For example, there were long lead in times for TfL’s traffic signals teams to assess transport proposals, which made it hard to progress improvement schemes.
· There was support for a borough best practice playbook, so that boroughs could share their learning and experiences with each other to build the knowledge base.
· There was also a suggestion that TfL could benefit from having some guidance and advice from boroughs.

· More accessible data. A common request from boroughs was for TfL to share more bus data, and in a more accessible and analysable form. This would help them identify issues on the network in their area, and inform their plans to address them.

· More funding. Boroughs particularly called for more support in the form of TfL funding, and in particular LIP funding, which was seen as key element of improving the bus at a local level. LIP funding is the process through which TfL provides boroughs with financial support for schemes to improve their transport networks, and bus priority is an essential element of this. Again, this can include a wide range of measures, tailored to suit the specific needs and requirements of the area.

In the last full financial year, a total of £9.8m was committed by London’s boroughs on bus priority in 2023/24 including significant amounts in Barking & Dagenham, Brent and Ealing. This total commitment is the equivalent of £351,000 for each of the 28 boroughs who committed to this spend. When looking at a longer time frame, it has been pleasing to see an increase in funding commitment on bus priority measures in recent years. However, London TravelWatch is keen that such funding for bus priority increases in the years ahead.
Beyond their relationship with TfL, boroughs also need their own drive to improve buses in their areas. It was pleasing to see the plans by boroughs for new and extended bus lanes and increasing the hours for existing bus lanes, along with other bus priority measures such as upgrading traffic signals. Boroughs talked about schemes in town centres which should improve bus services and passenger facilities in those areas. However, not all boroughs seemed as interested in facilitating these sorts of improvements, perhaps reflected in the varying amount of bus priority measures in each area.
Alongside bus priority schemes, there were calls for more orbital bus routes in both inner and outer London boroughs, and improved passenger facilities at bus stops including Countdown screens. There was also a view that the current bus franchising model in London was not working as well as it could be, with an example given of the wide variation of bus cleanliness across operators and garages. During the Mayoral election campaign, Sadiq Khan pledged to establish a new London Bus Company. Under this policy, once contracts on routes ended, they would be reviewed to decide whether to bring them under the new public operator.[endnoteRef:16] TfL is currently considering how any public ownership model could be administered. We will wait to see the impact of introducing this new structure. [16:  My London, 16 April 2024: New London Bus Company to be established to bring routes back into public ownership - MyLondon] 


References 
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Figure 4: Passenger views on bus operations

NET: Agree	
There is a bus stop close to my home / work	Bus services are well connected to other public transport	My local bus service goes to the destination(s) I want to visit	Taking the bus is a quick way to get to my destination	I can rely on buses to get me to my destination on time, every time	The waiting times for buses in my area are too long	0.84	0.75	0.72	0.47	0.42	0.3	% of passengers who agree with each statement



Figure 5: Passenger views on information and communication

NET: Agree	
It is easy to plan bus trips using information available online	I can easily access realtime information about bus journeys (e.g. delay information, next bus time)	It is easy to plan bus trips using information available at bus stops / bus stations	There isn't sufficient information about service disruption/ detour/ curtailment	0.72	0.65	0.55000000000000004	0.41	% of passengers who agree with each statement



Figure 6: Passenger views on bus journey environment

NET: Agree	
Buses are an accessible way to travel (e.g. step-free access)	Buses are clean	Buses are too overcrowded / there are no available seats	There is too much antisocial behaviour on buses	I could easily get on-board support from staff when travelling on a bus	0.66	0.48	0.41	0.37	0.32	% of passengers who agree with each statement



Figure 7: What would encourage Londoners to use buses more or start using them again in the future 


More regular buses	Faster bus journey times 	More bus routes	Safer buses, bus stops and stations, with CCTV onboard and at bus stops	More comfortable, modern buses	More information to help you travel and plan journeys 	Low bus fares 	Zero emission buses 	Fully accessible buses, bus stops and stations 	Free Wi-Fi and USB ports on board	0.83	0.8	0.77	0.77	0.74	0.74	0.73	0.59	0.54	0.46	

Figure 8: What would encourage you to use buses more or start using them again in the future? 

Average bus users	
More regular buses	Faster bus journey times 	Safer buses, bus stops and stations, with CCTV	More bus routes	Low bus fares	More comfortable, modern buses	More information to help you travel and plan journeys	0.83	0.81	0.77	0.79	0.72	0.74	0.73	Infrequent bus users 	
More regular buses	Faster bus journey times 	Safer buses, bus stops and stations, with CCTV	More bus routes	Low bus fares	More comfortable, modern buses	More information to help you travel and plan journeys	0.81	0.73	0.74	0.72	0.72	0.68	0.69	Neither satisfied nor dissatisfied 	
More regular buses	Faster bus journey times 	Safer buses, bus stops and stations, with CCTV	More bus routes	Low bus fares	More comfortable, modern buses	More information to help you travel and plan journeys	0.78	0.75	0.7	0.69	0.71	0.67	0.63	
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