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Brihanmumbai Electricity Supply and Transport

INTRODUCTION :

The Brihanmumbai Electricity Supply and Transport Undertaking (BEST) is a civic transport and
electricity provider public body based in Mumbai, Maharashtra, India. It was originally set up in
1873 as a tramway company called "Bombay Tramway Company Limited". The company set up a
captive thermal power station at the Wadi bunder in November 1905 to generate electricity for its
trams and positioned it to also supply electricity to the city and re-branded itself to "Bombay Electric
Supply & Tramways (BEST)" Company. In 1926, BEST also became an operator of motor buses. In
1947, the BEST became an undertaking of the Municipal Corporation and rebranded itself to
"Bombay Electric Supply & Transport (BEST)". In 1995 the organization was renamed to
"Brihanmumbai Electric Supply & Transport (BEST)" alongside Mumbai. It now operates as an
autonomous body under the me | Corporation. BES“ExpTﬁaﬁs"ona of India's largest fleets of
buses. The bus transport service cov{._ Leiitite city and also extends its Operations outside city
limits into neighboring u ban-areas—wln-ddﬁmn F‘ buses—f"'lﬁ -operates-a-ferry service in the
northern reaches of the éﬁ t)ﬁ'he electricity divis o’Z of the orgamzatlon xs\a o one of the few

electricity departments in India to garner an ann ‘; t. ] g
l |

M\MdM{v“ e
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RECENT DEVELgRME’N_T SLJ L —— :j |
[ fr—J P &
With the renaming of the c1ty from BorﬁmemnEm@:B% the organization was renamed to
"Brihanmumbai Electric Supply &T ransﬁb‘if’(—EESfU E’é‘llowmg a Supremc Court directive, the
company gradually phased out old buses and:xnﬁﬂtﬁiﬁedmm buses wh 1plied with the Euro III
pollution control standardsT 'On 19 NovﬁWroﬁe SPL- 8 travelling from Churchgate to
the World Trade Centre had siérfe\c! accepting cashless. sma.rt cardb;?ﬁ\gﬁpto tic fare collection in

BEST buses. BEST currently ‘has over-3000 buses=1ﬁif§3:ﬂeet and plans to ingrease the number of
buses. —_—— -

After the 9/11 bombings, BEST had installed an audio-visual surveillance system (CCTV) on each
of its buses to monitor suspicious behavior on-board its vehicles but it is no longer done. Almost all
buses had two LCD TVs per bus which showed BEST TV but it was discontinued. BEST had
introduced A/C services on certain routes but due to high maintenance it got discontinued.

The A/C bus "AS-4" from Oshiwara Depot to Back bay Depot was the route with the highest
revenue for BEST.A new era for BEST began in 2019 when it revised its fare and increased bus fleet
by inducting non-AC and AC buses on wet lease. Passenger numbers which were all-time low
started to increase and in 2020 it achieved its passenger numbers which it had in 2012. Since 2019,
BEST revenue has also improved, however it is still not in profit.

*In this project we are only dealing with the bus service of BEST.*
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Brihanmumbai Electricity Supply and Transport

ROUTES, FAREAND FEATURES:

Currently the BEST (Brihanmumbai Electricity Supply & Transport) has 356 Bus routes in Mumbai
with 3757 Bus stops. Their Bus routes cover an area from the Bhati Village stop to the Dr. D.Y.Patil
College (Nerul L.P.) stop and from the Bhayander Railway Station (E) stop to the R.C.Church stop.

The BEST (Brihanmumbai Electricity Supply & Transport) has Bus routes operating across Mumbai
including: Mulund, Jogeshwari East, Goregaon, Wadala, Charkop, Colaba, Sion Koliwada, Andheri
West, Andheri East, Bhandup West.

The longest line from the BEST (Brihanmumbai Electricity Supply & Transport) is: 526LTD. This
Bus route starts from Khodadad Circle (Dadar T.T.) (Wadala) and ends at Kharghar

JalvayuVihar (Panvel). It covers over 36 km and has 85 stops.
The shortest line is: 100, This-Busslif i Y-S trao:C

iavan Pratishthan (Mantralaya)

————

are 15, 83, 103, 213, 9. -
es and Rs 6/- to Rs 25/~ for Ale

The fare prices of BEST4 a’fe frdm Rs 5/-

buses. It depends and varies upon the K/m range o
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Expectations of customers from BEST:

Customer satisfaction is the primary objective of any organization whether public or private. BEST
being a public body aims at serving its passengers in the best way. Customers expect certain things
from BEST. Most of the customers expectations are fulfilled by the organization as studied from the
survey conducted by us.

The customer expectations are based on the following criteria-
1) Punctuality of the bus. Increasing frequency to decrease wait time

2) Safety inside the bus espemally for women. Generally the bus conductors ensure that this criteria
is fulfilled. According to thesstrvey results sus icious, tr@q e/person are asked to

: LsJ} Lzhat tl; reserved eats for women, senior
citizens and handicappe a:e_uilhzed: e-Same:

deboard the bus on the s Conduc on, mu

At & &

e bus driver and condﬁc‘tor should ensure this.

4) Safe bus drivers with e evant documentation :ﬂ up to date license. Np IfSh driving and

following all the traffic u]ﬁ\mw‘ ﬁ—t‘:ﬁ’ jr

5) Fair ticket prices - , = e

M
{3

|

3) Safety while boarding ali( deboarding the bus

= H
6) Bus and bus stop mamtenance *!l-'ﬁr
™ e 0
Al 2
=3
The passengers too, have cert&lg ;(zspon31bilities—w‘;¥ire travelling i -bUS Co ordination of the
passengers is also highly lrnp%rtan for a hasg!g gﬁge and safe r1de ers should:

1) respect other passengers, condtictor and driver
2) not to disturb the driver while he is driving

3) always buy the ticket.

4) do not push people while on the bus or while boarding/deboarding

5) co ordinate with everyone and ensure the safety of everyone along with own
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SAMPLE QUESTIONAIRRE FOR USERS OF BEST:

NAME :

GENDER :
AGE GROUP : a) 0-20 b) 21-40 c) 41-60 d) 61-80 e) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisfied b) Satisfied c¢) Neutral d) Dissatisfied e) Very dissatisfied

» How would you ratgﬂg‘q&l canliness-of the-b
a) Excellent b)g od c¢) Averagepd)pl

_the—_bu& ‘senqcp'?*—_'* : . ——

Ty

» How often do you- =
eII tlmes aweek c) Onc aweek d) “Once a mi hth e) Rarely
|

a) Daily b) Se

fulness of the bus drl‘V rs?

a) Excellent b)| Geed_c) Average d) ,Pb e) Very poor

|
» How would you rl the friendliness and j

» How easy is it fi
a) Very easy bq' l:a y ) eufral%—)iD/ fﬁeu}f E}‘—V ery dTﬁcult
o ———,

—— e = H
Y
'

ride? o

» How would you rat§ the ovc-rallfc mfort-of the bus

a) Excellent b) Good TAvera_ ‘_ o)y

) ,
> How would you rate,-?t?e 3003531b111t}7'0 %Egbﬁs*serw e for peop w}‘ith disabilities?
a) Excellent b) G@OH:E)]Average d) Poor-e) Very pqg}manj

"‘—"' i AN RRE DT S

» How safe do you Emsiﬁg‘rﬁe‘ “SETVICE Y
a) Verysafe b) Safe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
a) Excellent b) Good c¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely c) Neutral d) Unlikely e) Very unlikely
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REFERENCES OF CUSTOMERS BASED ON OUR SURVEY:

We conducted a survey of 20 customers/users of BEST bus of different age groups to know more
about their opinion and preferences of the same. Out of the 20 customers 11 customers were female,
9 male and 0 others. Customers majorly in the age group of 21-40 yrs and 0-20 yrs were seen (7/20
and 6/20 resp.) Age group of 61-80 yrs constituted 2/20 people and age group of 51-60 yrs with 5/20
people. We have represented the results graphically as follow:

Value for money of the

service

M Excellent

m Good _'_:W

o Average

m Poor

m Very poor __

Frequency of customers
using BEST buses.

| daily

M several times a
week

once a week

Hm once a month

< 15/20 customers find BEST ve}ymmﬁm i
< 7/20 customers use, EEST e-thamonce-a:
&

!
]
@3

14

12

10

m Cleanliness and

maintenance

m comfort

excellent

good average

poor very poor

% 12/20 customers find BEST buses comfort good.
% 10/20 customers find the cleanliness of the buses average.
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14
12
10
8 m Safety
6 m Staff behavior (driver,
conductor)
4 -
o i =
O 1 T T T T 1
excellent good average poor very poor
' MUMBAI -
[ '\_._—-d‘I o .
< 11/20 people find BEST-bus-safe.— '—--‘m.-é'—;é:f.,:;;_, == J:\\
< 13/20 people find the staff behavior good.| .~ . P
| il
A ] |
16
14
12
10
B Bus routes accessibility
8
m Accessibility to the specially
6 abled.
4 a
2
0 = T T L 1

Very easy easy neutral difficult very difficult

% 13/20 people find the accessibility of routes BEST bus easy.
% 14/20 people find the accessibility of BEST buses to the specially abled easy.
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Punctuality of BEST buses.

m Excellent
m Good
@ Average

= Poor

m Very poor

% 7/20 customers fin

How likely to recommend BEST to other
people

m very likely
m likely

@ neutral

= unlikely

m very unlikely

*» 10720 are likely to recommend BEST to their family, friends and other people.
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Future prospects and innovations of BEST:

In a major environment-friendly move, the BEST management announced that it will henceforth
purchase or procure on wet lease only electric AC buses. Tt said 45% of its fleet will be electric by
the end of 2023. It has also decided to convert all the 250 diesel buses owned by BEST to CNG to

reduce air pollution.

In the Electric Vehicle Policy for the state unveiled by Thackeray, there is a mention of public
transport undertakings maintaining a 15% flect of electric vehicles by 2025.

At present, BEST has charging stations at four bus depots, but it will soon bring the facility to all 27
depots. The four depots where the buses go for charging are Kala Killa (Dharavi), Backbay, Shivaji

Nagar and Malvani. g /«nwmg

Electronic vehicles, or BV, are the i ni¢diate-future)of tlg\nspog}, and The Brihanmumbai Electric

Supply & Transport Unc:i ptalging—-aﬁ:b"ai% Viat anargappaljtka;%} BEST, has been taking
significant strides in thaﬁdifrer&ion. The current number of electric buses éxgected to enter service is
up to 3,200. Only 20 of th;:I single-decker ones have entered service as ofj(et.

A '

In 2019, the Brihanmumbai e-ST Fransport-(BEST)=buses-were on their deathbed.
Once known for buses that never brok was going through a partjcularly rough phase. Daily
ridership had halved in the‘previous-decade; ﬂfi&’mn‘éﬁ_‘lil‘klr'toﬁﬁﬂ fi. Higher ticket fares,
discontinuation of the AC S_@‘ﬂq)utesr, rising-competition and a workers’ s*frike in January meant it
was losing crores by the month. ‘J - —r—
™ | e

o) e

' ¥

¢!

Things took a turn for the better in the latter-half-when-the-Brihanmum ‘fijl\/[unicipal Corporation
(BMC) promised monthly fiancial aid of Rs-T0@ crore to tide them oQ%%}But this came with
conditions: slash prices, incrq)agg;ao‘e bus fleet, and clear off all degts’;?ig&;

The current year is crucial hicles for another two months will cost them a loss
of at least another 100 buses, considering the rate at which buses are being scrapped. The
Undertaking has an aged fleet of which the Bharat Stage 3 CNG Buses will be phased out by 2025.
The Force Traveller operator MP Group’s failure to manage the buses and payment of crew has
resulted in the discontinuation of AC Buses in Colaba, Worli, Bandra, Kurla and Vikhroli depots.
Nearly half of the AC minibus fleet is off the roads, its routes managed by buses from other depots.
After three buses caught fire this year, 400 more CNG buses operated by Mateshwari Urban
Transport have been taken off the road to investigate the issue.

e L

In 2021, The ‘Chalo mobile app’ and ‘BEST Chalo’ tap-to-pay digital smart card (in compliance
with National Common Mobility Card or NCMC) was launched by Maharashtra Tourism and
Environment Minister Aditya Thackeray. Chalo, an India-based bus transport technology company,
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ﬁ

which provides live bus tracking services and contactless payment solutions, recently, launched its
eponymous app in Mumbai in collaboration with Brihanmumbai Electric Supply & Transport

(BEST) Undertaking.

Tt has made travelling in BEST bus very convenient for its passengers. The live tracking is pretty
much accurate and the online payment options such as chalo card, chalo wallet etc has decreased the
hassle of carrying exact change. This app promotes cashless economy. A few more advancements in
this app as more and more public becomes familiar with its usage can develop this service very

efficiently.

Ticket generation can be done via the app or small kiosks can be installed in the buses for the same.

An option to send ticket via sms can promote a paperless enwronment This will make the service
e ; g of tickets while deboarding will

it

These meas es cmmut-jown cosfor the government and
cl u 7 "j . R i
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CONCLUSION:

The service sector is the most growing sector in the world right now. Just like any industry its aim is
to provide utmost customer satisfaction. BEST being an autonomous body under the BMC can
implement a few changes to increase its reach and quality of service. As per our survey, BEST is
successful in receiving customer satisfaction in most of its areas. Areas like accessibility of routes,
accessibility to the disabled, safety, staff behavior, comfort and cost effectiveness have a positive
response. Majority of people found punctuality and cleanliness of the buses average. However owing
to the inevitability and unpredictability of Mumbai traffic, it’s a bit difficult for the buses to excel in

its punctuality parameter.
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NAME - Kamleah TDILP. Tankar
GENDER : Male

AGE GROUP : a) 0-20 b) 21-40 c)41-60 d) 61-80¢) 81-100

>
a)

How satisfied are you with the punctuality of the bus service?
Very satisfied b) Satisﬁed,@’ﬁeutral d) Dissatisfied e) Very dissatisfied

How would you rate the cleanliness of the buses?
Excellent b) Good ¢)Average d) Poor e) Very poor

How often do you use the bus service?
Daily@,%veral times a week ¢) Once a week d) Once a month e) Rarely

How would you rate the friendliness and helpfulness of the bus drivers?
Excellent b)€ood c) Average d) Poor €) Very poor

How easy is it for you to find the bus route you need?
Very easy@xﬁ%sy c) Neutral d) Difficult e) Very difficult

How would you rate the overall comfort of the bus ride?

a) Excellent b) Good Merage d) Poor e) Very poor

a)

>
a)

»
a

>
a)

How would you rate the accessibility of the bus service for people with disabilities?
Excellent‘p)x(food c) Average d) Poor e) Very poor

How safe do you feel while using the bus service?
Very safe\l:}sﬁfe ¢) Neutral d) Unsafe e) Very unsafe

How would you rate the value for money of the bus service?
Excellent b) Good c) Average d) Poor e) Very poor

How likely are you to recommend the bus service to a friend or family member?
Very likely b) Likely f}Neutra] d) Unlikely e) Very unlikely



NAME :_Shreya Tawede
GENDER : Fe,rr\ = ”LQ

AGE GROUP : a) 0-20 b) 21-40 QM‘I-GO d) 61-80e) 81-100

> How satisfied are you with the punctuality of the bus service?
a) Very satisﬁedyatisﬁed c¢) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellent b) Good Merage d) Poor e) Very poor

» How often do you use the bus service?
yDaily b) Several times a week ¢) Once a week d) Once a month €) Rarely

» How would you rate the friendliness and helpfulness of the bus drivers?
Q a) Excellent b) Good c) Avérage d) Poor ¢) Very poor

» How easy is it for you to find the bus route you need?
a) Very easy b) Fasy c) Neutral d) Difficult ) Very difficult

» How would you rate the overall comfort of the bus ride?
a) Excellent E))/Good ¢) Average d) Poor €) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent \l?)/@ood ¢) Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
a) Very safep)Safe c) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
4) Excellent b) Good c) Average d) Poor €) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely c) Neutral d) Unlikely e) Very unlikely




NAME :_|A [ tzng L kauv

GENDER : Male

AGE GROUP : a) 0-20 b) 21-40@41-60 d) 61-80¢) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisfied,b) Satisfied ¢) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellenhpﬁfxood c) Average d) Poor e) Very poor

» How often do you use the bus service?
a) Daily b) Several times a week ¢) Once a week d) Once a month eﬁ)’@ly

. » How would you rate the friendliness and helpfulness of the bus drivers?
(@) a) Excellent byYGood c) Average d) Poor €) Very poor

| » How easy is it for you to find the bus route you need?
'I a) Very easy, asy ¢) Neutral d) Difficult e) Very difficult

> How would yourate the overall comfort of the bus ride?
a) Excellentb) Good c) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellen%od ¢) Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
a) Very sa(e:p)/szfe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
Excellent b) Good c) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely by Likely c) Neutral d) Unlikely e) Very unlikely



NAME : Pouansli  Kaw,
GENDER : Pemale

AGE GROUP : a) 0-20 b) 21-40.}241—60 d) 61-80e) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisfiedb Satisfied c) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellent J;;)/Good ¢) Average d) Poor e) Very poor

» How often do you use the bus service?
a) Daily b) Several times a week c) Once a week d) Once a month@)’l(arely

» How woz}i}ou rate the friendliness and helpfulness of the bus drivers?

a) Excellentby Good c) Average d) Poor €) Very poor

> How easy is it for you to find the bus route you need?
a) Very easy b)Y Easy c) Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
a) Excellen‘)zrf Good c) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellean{Good ¢) Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
a) Very safe b)ySafe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
(y/Excellcnt b) Good ¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely L(}I‘guut.:al d) Unlikely e) Very unlikely



NAME : ()] Plr key ,r)e’ﬂ R(de r _L}n
GENDER : Femmle

AGE GROUP : a) 0-20 {))/21—40 c) 41-60 d) 61-80e) 81-100

» How satisfied are you with the punctuality of the bus service?
‘9, Very satisfied b) Satisfied c¢) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
3)/ Excellent b) Good c) Average d) Poor e) Very poor

» How often do you use the bus service?
a) Daily 1'? Several times a week c) Once a week d) Once a month e) Rarely

» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent 9 Good c) Average d) Poor e) Very poor

» How easy is it for you to find the bus route you need?
a) Very easy E}_Easy c¢) Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
\?/ Excellent b) Good c) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent \b}Good ¢) Average d) Poor €) Very poor

» How safe do you feel while using the bus service?
& Very safe b) Safe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
\Z,i)/ Excellent b) Good ¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely \(}Neutral d) Unlikely e) Very unlikely
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NAME: U<ha  Rbharat bhar Dawne |

GENDER :_[Ferncacd e
AGE GROUP : 2) 0-20 b) 21,40 ¢) 41-60 d) 61-80¢) 81-100

S
a)

>

How satisfied are you with the punctuality of the bus service?
Very satisﬁed;b}satisﬁed c¢) Neutral d) Dissatisfied e) Very dissatisfied

How would you rate the cleanliness of the buses?
Excellent b) Good 9Average d) Poor €) Very poor

How often do you use the bus service?
Daily b) Several times a week \(?Once a week d) Once a month e) Rarely

How would you rate the friendliness and helpfulness of the bus drivers?
Excellent b) Good yAverage d) Poor e) Very poor

How easy is it for you to find the bus route you need?
Very easy W‘dsy ¢) Neutral d) Difficult e) Very difficult

How would you rate the overall comfort of the bus ride?

a) Excellent\b}ﬁood c) Average d) Poor €) Very poor

>
a)

>

How would you rate the accessibility of the bus service for people with disabilities?
Excellen@ﬁood. ¢) Average d) Poor €) Very poor

How safe do you feel while using the bus service?

a) Very SafEEP) Safe ¢) Neutral d) Unsafe ¢) Very unsafe

>

How would you rate the value for money of the bus service?

3/Exce113nt b) Good ¢) Average d) Poor ) Very poor

>
a)

How likely are you to recommend the bus service to a friend or family member?
Very likely\fszikely ¢) Neutral d) Unlikely e) Very unlikely
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NAME : o gt a. ®. Qo
GENDER : ¥ oim.alle
AGE GROUP : a) 0-20 b) 21-40 ¢) 41-60 d) 6¥°80e) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisfied b) Satisfied QJNeutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellent b) Good g}é\verage d) Poor €) Very poor

» How often do you use the bus service?
a) Daily b) Several times a week ¢) Once a week\da/Once a month e) Rarely

~» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent gf Good c) Average d) Poor €) Very poor

» How easy is it for you to find the bus route you need?
a) Very easy b) Easy gy Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
a) Excellent b)/f}ood c¢) Average d) Poor e) Very poor >

»> How would you rate the accessibility of the bus service for people with disabilities?
»;;r)/ Excellent b) Good c¢) Average d) Poor €) Very poor

» How safe do you feel while using the bus service?
a) Very safe {))/Safe c) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
@) Excellent b) Good ¢) Average d) Poor e) Very poor

#» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely \;,)’ﬁeutral d) Unlikely €) Very unlikely
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NAME: C h amdmka At qQ anghgm‘

GENDER : Male

AGE GROUP : a) 0-20 b) 21-40 ¢) 41-60 ¢)61-80¢) 81-100

>
a)

>

How satisfied are you with the punctuality of the bus service?
Very satisfied b) Satisfied queutral d) Dissatisfied €) Very dissatisfied

How would you rate the cleanliness of the buses?
Excellent b) Good r()/Average d) Poor e) Very poor

How often do you use the bus service?
Daily b) Several times a week g)Once a week d) Once a month €) Rarely

How would you rate the friendliness and helpfulness of the bus drivers?
Excellent bQ/Good c¢) Average d) Poor e) Very poor

How easy is it for you to find the bus route you need?
Very easy b) Easy &)/Neutral d) Difficult e) Very difficult

How would you rate the overall comfort of the bus ride?

a) Excellent b) Good cQ/Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?

a) Excellent R} Good c) Average d) Poor e) Very poor

»> How safe go{you feel while using the bus service?

a) Very safe

Safe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?

xcellent b) Good ¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely ¢)Neutral d) Unlikely €) Very unlikely



NAME : RQ—#\J{GLH el Sangc\qw‘
GENDER :Tencale

AGE GROUP : a) 0-20 b) 21-40 M1-60 d) 61-80e) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisﬁed@/ Satisfied c) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellent b) Good%verage d) Poor e) Very poor

» How often do you use the bus service?
‘aa/Daily b) Several times a week c) Once a week d) Once a month e) Rarely

» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent b) Good Q/Avemge d) Poor €) Very poor

» How easy is it for you to find the bus route you need?
a) Very easy b«)’Easy c) Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
a) Excellent b)éood c¢) Average d) Poor e) Very poor

> How woul;ifg)u rate the accessibility of the bus service for people with disabilities?
a) Excellent kY Good c) Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
@) Very safe b) Safe c) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
\;f)/ Excellent b) Good ¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely gy'Neutral d) Unlikely €) Very unlikely



NAME : Q&Msl«? 3. (/%;uuv
GENDER : female

AGE GROUP : a) 0-20 b) 21-40 c) 41-60 d) 61-80e) 81-100

>
a)

>

B

>
a)

How satisfied are you with the punctuality of the bus service?
Very satisfied b) Satisfied ‘9,Neutral d) Dissatisfied e) Very dissatisfied

How would you rate the cleanliness of the buses?
Excellent b) Good c) Average d) Poor e) Very poor

How often do you use the bus service?
Daily b) Several times a WGGMICE a week d) Once a month e) Rarely

How would you rate the friendliness and helpfulness of the bus drivers?
ExcelIenMood ¢) Average d) Poor e) Very poor

How easy is it for you to find the bus route you need?
Very easy byEasy c) Neutral d) Difficult ¢) Very difficult

How would you rate the overall comfort of the bus ride?

a) Excellent b)Good c) Average d) Poor €) Very poor

How would you rate the accessibility of the bus service for people with disabilities?
Excellent @,Good ¢) Average d) Poor e) Very poor

How safe do you feel while using the bus service?
Very safe p}Sﬁfe ¢) Neutral d) Unsafe ) Very unsafe

How would you rate the value for money of the bus service?

Va/ Excellent b) Good c) Average d) Poor e) Very poor

How likely are you to recommend the bus service to a friend or family member?
Very likely P)/K{kely ¢) Neutral d) Unlikely ¢) Very unlikely




NAME : C\J M

GENDER : YYLQJ(.L

AGE GROUP :@)0-20 b) 21-40 ¢) 41-60 d) 61-80 e) 81-100

» How satisfied are you with the punctuality of the bus service?
& Very satisfied b) Satisfied ¢) Neutral d) Dissatisfied ¢) Very dissatisfied

4 » How would you rate the cleanliness of the buses?
P a) Excellent b) Good Merage d) Poor e) Very poor

» How often do you use the bus service?
a) Daily b) Several times a week C,}/Once aweek d) Once a month e) Rarely

» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent b) Goaod £) Average d) Poor e) Very poor

a) Very easy b)/Easy ¢) Neutral d) Difficult e) Very difficult

> How would you rate the overall comfort of the bus ride?

» How easy is it for you to find the bus route you need?

|

|

|

i

} a) Excellent b) Good c¢) Average ,df Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent 8)Good c) Average d) Poor ¢) Very poor

» How safe do you feel while using the bus service?
a) Very safe b) Safe ¢) Neutral Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
a) Excellent b)"Good ¢) Average d) Poor ¢) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b) Likely ey Neutral d) Unlikely e) Very unlikely



NAME : \)Qﬁ {

;.
GENDER : X\/! q[ ¢

AGE GROUP_; 2y0-20 b) 21-40 ¢)41-60 d) 61-80 ¢) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisfied b)-Satisfied ¢) Neutral d) Dissatisfied e) Very dissatisfied

How would you rate the cleanliness of the buses?

>
aa/Excellent b) Good c) Average d) Poor €) Very poor

T

» How often do you use the bus service?
a) Daily b)-Several times a week c¢) Once a week d) Once a month e) Rarely

> How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent h)-Good c¢) Average d) Poor e) Very poor

> How easy is it for you to find the bus route you need?
iﬂ‘r)/Very easy b) Easy c¢) Neutral d) Difficult e) Very difficult

e

» How would you rate the overall comfort of the bus ride?
a) Excellent by Good ¢) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
aa/ Excellent b) Good c) Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
a) Very safe by Safe c) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
&) Excellent b) Good c¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely ba/Likely ¢) Neutral d) Unlikely e) Very unlikely



NAME : /‘l 591 H@L
GENDER : lomnail g

AGE GROUgL:,aa’UQO b) 21-40 c)41-60 d) 61-80 e) 81-100

How satisfied are you with the punctuality of the bus service?

‘Ma’)/ Very satisfied b) Satisfied c¢) Neutral d) Dissatisfied ¢) Very dissatisfied

P

How would you rate the cleanliness of the buses?

”, L4) Excellent b) Good c¢) Average d) Poor e) Very poor

;

r

a)

.\;'

a)

T

Ve

How often do you use the bus service?
Daily b) Several times a week c¢) Once a week d) Once a month €) Rarely

How would you rate the friendliness and helpfulness of the bus drivers?
Excellent b)-Good ¢) Average d) Poor e) Very poor

How easy is it for you to find the bus route you need?
Very easy by Easy c¢) Neutral d) Difficult e) Very difficult

How would you rate the overall comfort of the bus ride?

|
‘ @)/Excellent b) Good c) Average d) Poor e) Very poor
|
|

)

» How would you rate the accessibility of the bus service for people with disabilities?

ta) Excellent b) Good c) Average d) Poor ¢) Very poor

‘ » How safe do you feel while using the bus service?
| a) Verysafe by Safe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?

a) Excellem/Uf Good c) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
cd) Very likely b) Likely ¢) Neutral d) Unlikely e) Very unlikely



TN
NAME: 100

GENDER : '}%EMCL ‘ o

AGE GROUP : a) 0-20721-40 ¢) 41-60 d) 61-80 e) 81-100

>

v

>

How satisfied are you with the punctuality of the bus service?
Very satisfied b) Satisfied c¢) Neutral d) Dissatisfied e) Very dissatisfied

How would you rate the cleanliness of the buses?
Excellent b) Good Q/Average d) Poor e) Very poor

How often do you use the bus service?
Daily p)~Several times a week ¢) Once a week d) Once a month e) Rarely

How would you rate the friendliness and helpfulness of the bus drivers?
Excellent b)/Good c) Average d) Poor e) Very poor

How easy is it for you to find the bus route you need?
Very easy Fasy ¢) Neutral d) Difficult e) Very difficult

How would you rate the overall comfort of the bus ride?

a) Excellent b) Good LEj/zﬂ\verage d) Poor e) Very poor

How would you rate the accessibility of the bus service for people with disabilities?
Excellent -b)/Good ¢) Average d) Poor e) Very poor

How safe do you feel while using the bus service?
Very safe b) Safe Ltfﬁle:utral d) Unsafe e) Very unsafe

How would you rate the value for money of the bus service?
Excellent by Good c) Average d) Poor e) Very poor

How likely are you to recommend the bus service to a friend or family member?
Very likely b) Likely ¢)*Neutral d) Unlikely e) Very unlikely



GENDER :

NAME : \QLMV(?;O\
Jnal,

—

AGE GROUP : a) 0-20.b5) 21-40 c) 41-60 d) 61-80 e) 81-100

» How satistied are you with the punctuality of the bus service?
‘A{ Very satisfied b) Satisfied ¢) Neutral d) Dissatistied e) Very dissatisfied

/ » How would you rate the cleanliness of the buses?
caf)/ExceIlent b) Good c) Average d) Poor e) Very poor
|
:

How often do you use the bus service?
a) Daily b) Several times a week ¢) Once a week d) Once a month ¢) Rarely

Y

> How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent b) Good c¢) AveragecdyPoor e) Very poor

i

» How easy is it for you to find the bus route you need?
@) Very easy b) Easy c) Neutral d) Difficult €) Very difficult

| » How would you rate the overall comfort of the bus ride?
a) Excellent b) Goodie)J Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
@) Excellent b) Good c) Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
a) Very safe b) Safe ¢y Neutral d) Unsafe ¢) Very unsafe

I‘r\'/l-low would you rate the value for money of the bus service?
va) Excellent b) Good ¢) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely Likely ¢) Neutral d) Unlikely e) Very unlikely



"

NAME : Do) Ny, . ¢
L J=
GENDER : L /ﬁf’ ’

/
AGE GROUP :@)-0-20 b) 21-40 c) 41-60 d) 61-80 e) 81-100

> How satisfied are you with the punctuality of the bus service? _
a) Very satisfied b) Satisfied c) Neutral d) Dissatisfied g)-Very dissatisfied

Y

How would you rate the cleanliness of the buses?
a) Excellent b) Good c¢) Average d) Poor §VV%1'y poor

» How often do you use the bus service?
a) Daily b«)/§éveral times a week ¢) Once a week d) Once amonth e) Rarely

> How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent b) Good (b)/ﬁverage d) Poor e) Very poor

» How easy is it for you to find the bus route you need?
(a)” Very easy b) Easy c¢) Neutral d) Difficult e) Very difficult

> How would you rate the overall comfort of the bus ride?
a) Excellent %) Good ¢) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent b) Good ¢) Average d)-Poor €) Very poor

» How safe do you feel while using the bus service?
Very safe b) Safe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
a) Excellent b) Goodee) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely b)Likely c) Neutral d) Unlikely e) Very unlikely

i



NAME : :\T\fli/Q N FW/\Q\

GENDER : (j’e (440 LP

AGE GROUP : a) 0-20 by 21-40 c) 41-60 d) 61-80 ¢) 81-100

> How satisfied are you with the punctuality of the bus service?
a) Very satisfied b) Satisfied ¢) Neutral d) Dissatisfied e)-Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellent b) Good ) Average d) Poor e) Very poor

» How often do you use the bus service?
[9/ Daily b) Several times a week c¢) Once a week d) Once a month e) Rarely

» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent(b)” Good ¢) Average d) Poor e) Very poor

» How easy is it for you to find the bus route you need?
a) Very easy d))""Easy ¢) Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
a) Excellent(b) Good c) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent b) Good g)-Average d) Poor e) Very poor

» How safe do you feel while using the bus service?
a) Very safe \.b’)/Safe c) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
a) Excellent b) Good u*/)rﬂverage d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely byLikely ¢) Neutral d) Unlikely e) Very unlikely



NAME : /HMDZWQ Jzumm
GENDER : .m/\aljg

AGE GROUP:M—ZU b) 21-40 c) 41-60 d) 61-80 e) 81-100

»_How satisfied are you with the punctuality of the bus service?
-{) Very satisfied b) Satisfied ¢) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellent ,_b,)/éood c) Average d) Poor e) Very poor

> How often do you use the bus service?
uar)/ Daily b) Several times a week ¢) Once a week d) Once a month e) Rarely

ot

» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent p)’Good ¢) Average d) Poor e) Very poor

» How easy is it for you to find the bus route you need?
(@) Very easy b) Easy c) Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
)y Excellent b) Good c¢) Average d) Poor €) Very poor

How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent k) Good c¢) Aver age d) Poor e) Very poor

» How safe do you feel while using the bus service?
(_a) Very safe b) Safe ¢) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
)~ Excellent b) Good c) Average d) Poor e) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely by leely ¢) Neutral d) Unlikely e) Very unlikely



NAME : Becena - Kawn
GENDER : [Fennale

AGE GROUP : a) 0-20 b) 21-40 c) 41-60_d)61-80e) 81-100

» How satisfied are you with the punctuality of the bus service?
a) Very satisﬁedll})’s/atisﬁed c) Neutral d) Dissatisfied e) Very dissatisfied

» How would you rate the cleanliness of the buses?
a) Excellentb) Good c) Average d) Poor e) Very poor

» How often do you use the bus service?
a) Daily b) Several times a week ¢) Once a wee]@d’)ﬂme a month e) Rarely

» How would you rate the friendliness and helpfulness of the bus drivers?
a) Excellent%od c) Average d) Poor €) Very poor

» How easy is it for you to find the bus route you need?
a) Very easy‘p)’ﬁasy ¢) Neutral d) Difficult e) Very difficult

» How would you rate the overall comfort of the bus ride?
a) Excellen{%ood ¢) Average d) Poor e) Very poor

» How would you rate the accessibility of the bus service for people with disabilities?
a) Excellent h)Good c) Average d) Poor €) Very poor

» How safe do you feel while using the bus service?
a) Very safe‘g)«sgfe c) Neutral d) Unsafe e) Very unsafe

» How would you rate the value for money of the bus service?
Excellent b) Good ¢) Average d) Poor €) Very poor

» How likely are you to recommend the bus service to a friend or family member?
a) Very likely by Likely c) Neutral d) Unlikely €) Very unlikely



