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Passenger Opinion Survey on the performance of KMB (English version)

[Introduction] Hello! Mynameis __ ,andlamaninterviewer from CSG. We are conducting an opinion survey
with public bus passengers on behalf of the Transport Department and would like to have a 2 to 3 minute interview
with you. The information provided by you will be treated in strict confidence and will be used in aggregate analysis
only. Thank you for your co-operation.

[ Confirm telephone number])

S1. May | know if you are aged 12 or above? [SA]
YES oieeeeeeeeeeee e [Go to S2]
NO v [Terminate]
S2. On average, how often do you ride on any route of KMB in a week?

trip(s)/ week [If once or more per week, go to S31

Do not take KMB [ Terminatel
Less than once a week [ Terminate]
DONMTKNOW ..ottt ettt ettt ee et [ Terminate]
REfUSE 10 @NSWET .......ovvveeiereieceeee et [ Terminate]

S3. Which KMB bus route(s) do you usually take?
[interviewer to check whether the bus route(s) are under KMB. Confirm with respondent if in
doubt. If not sure whether it is/ they are KMB route(s), terminate interview.]

Bus route number(s): [Go to S4]
DOMEKNOW ..ottt vene s [ Terminate]
REfUSE 10 @NSWET ......eeiiiiiiiicii e [ Terminate]
S4. Do you or any of your household members work in any of the following industries/ companies currently or

in the past year? [read out options]

Market research, advertising or public relations [ Terminate ]

Public bus companies .................... [Terminate]
Other public transport services [Terminate]
NONE OF thE DOV .......ecveeeceeeeeee ettt ettt eteeteereeaeens [Go to S51]
[Do not read out] REfUSE 10 ANSWET .........ccccvcveviiieeiieieiceieeeeeeee e [Terminate]
S5. Have you participated in any survey about the service standard of buses of KMB in the past few days/

weeks? [SA])

R =TT [Goto Q1]
o OO [Terminate]
[Do not read out] REfUSE 10 ANSWET .........ccccvcveviiieeiieieiceieeeeeeee e [Terminate]

[Read out] We would like to ask your views about the bus services provided by KMB. You can choose

” o« ” o«

“very satisfied”, “satisfied”, “dissatisfied” or “very dissatisfied” for the following questions.

Q1. What is your satisfaction level with the “overall service quality” of KMB? [SA)

[ Please explain: “overall service quality” refers to the satisfaction level having considered the
comfort of buses, facilities on buses, passenger information, reliability of bus service, driving
performance of bus drivers, service attitude of bus drivers or staff, performance on environmental
protection, etc.]

Very satisfied
Satisfied
Dissatisfied
Very dissatisfied
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Q2.

Q3.

Q4.

Q5.

Q6.

[Do not read out] No comment
[Do not read out] Refuse to answer

What is your satisfaction level with the “comfort of buses” of KMB? [SA)
[Please explain: “comfort of buses” refers to the temperature on board, cleanliness, seats, etc.])

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment

[Do not read out] Refuse to answer

What is your satisfaction level with the “facilities on buses” of KMB?. [ SA]
[ Please explain: “facilities on buses” refers to the facilities for people with disabilities, handrail, bell,
bus stop announcement system, priority seats, etc. )

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment

[Do not read out] Refuse to answer

What is your satisfaction level with the “passenger information” provided by KMB? [SA)
[ Please explain: “passenger information” refers to the bus route, bus stop

and fare information provided in bus termini, bus stops, bus interchanges,
internet, mobile application, bus compartment, etc.)

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment

[Do not read out] Refuse to answer

What is your satisfaction level with the “reliability of bus service” of KMB? [SA]

[Please explain: “reliability of bus service” refers to the adherence to schedule, regularity of bus
service, whether passengers are able to get on bus or not, etc.]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment

[Do not read out] Refuse to answer

What is your satisfaction level with the “driving performance” of KMB’s drivers?. [ SA)

[ Please explain: “driving performance of drivers” refers to the drivers’ adherence to traffic signals
and regulations, driving skills, etc.])

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment

[Do not read out] Refuse to answer
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Q7. What is your satisfaction level with the “service attitude” of KMB’s drivers or staff? [SA])

[ Please explain: “service attitude of drivers or staff’ refers to whether they have taken care of
passengers’ needs, whether they are polite and friendly, etc.)

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment

[Do not read out] Refuse to answer

Q8. What is your satisfaction level with the “performance on environmental protection” of KMB?. [ SA])
[Please explain: “performance on environmental protection” refers to whether they have reduced
the emission of buses, whether they have used electric buses or newer environmentally friendly
(including Euro V or VI), etc.]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not read out] No comment
[Do not read out] Refuse to answer

Qo. What is your main purpose of taking KMB? [SA]
To or from work
To or from place of study
To or from shopping / sports event / other leisure activities
Visiting relatives / friends
Others (please specify)
[Do not read out] Refuse to answer

Q10. Canyou tell me your age? [according to the last birthday] [SA)

12-19

20-29

30-39

40 - 49

50-59

60 or above

[Do not read out] Refuse to answer

Q11.  What is your monthly personal income? [SA]
No income
Under $10,000
$10,000 - 14,999
$15,000 - 19,999
$20,000 - 29,999
$30,000 - 39,999
$40,000 or above
[ Do not read out] Refuse to answer

Q12. Record gender [Record)
Male
Female

Closing: [Read out] This is the end of the interview. Thank you again for your participation.
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Passenger Opinion Survey on the performance of NLB (English version)

[ Interviewer to record]

S1. Bus route:

S2. Direction (heading towards):

S3. Time board on bus: (24-hour format)

[Introduction] Hello! My name is , [Show Interviewer ID]) , and | am an interviewer from CSG. We

are conducting an opinion survey with public bus passengers on behalf of the Transport Department and would like
to have a 2 to 3 minute interview with you. The information provided by you will be treated in strict confidence and
will be used in aggregate analysis only. Thank you for your co-operation.

S4. May | know if you are aged 12 or above? (No need to ask if able to determine from respondent’s appearance.)
[SA]
=T [Go to S5])
[N TP [Terminate)

S5. [ Showcard] Do you or any of your household members work in any of the following industries/ companies

currently or in the past year?

Market research, advertising or public relations............ccocvveeiiiie e [Terminate]

PUDIIC DUS COMPANIES ....oiiiiiiiiiiiei et a e e e e [Terminate]

Other publiC tranNSPOIT SEIVICES ......viiiiiiiiee it [Terminate]

None of the @DOVE.......cooo i [Go to S6])

[ Do not display] Refuse to @aNSWET ...........ccceeiviiiiiiiiiie e [Terminate]

S6. Have you participated in any survey about the service standard of buses of NLB in the past few days/ weeks?

[SA]

=T [Goto Q1)

[N\ TP [Terminate]

[Do not read out] REfUSE t0 ANSWET ........eevieiiiiiiiiiiiiee et [Terminate]

[Read out] We would like to ask your views about the bus services provided by NLB. You can choose “very

” o« » o«

satisfied”, “satisfied”, “dissatisfied” or “very dissatisfied” for the following questions.

Q1. [Showcard]) What is your satisfaction level with the “overall service quality” of NLB? [SA])

[ Please explain: “overall service quality” refers to the satisfaction level having considered the
comfort of buses, facilities on buses, passenger information, reliability of bus service, driving
performance of bus drivers, service attitude of bus drivers or staff, performance on environmental
protection, etc.]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not show] No comment
[Do not show] Refuse to answer

Q2. [Showcard] What is your satisfaction level with the “comfort of buses” of NLB? [SA])
[ Please explain: “comfort of buses” refers to the temperature on board, cleanliness, seats, etc.)

Very satisfied
Satisfied

24
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Q3.

Q4.

Q5.

Q6.

Q7.

Dissatisfied
Very dissatisfied
[Do not show] No comment

[Do not show] Refuse to answer

[ Showcard] What is your satisfaction level with the “facilities on buses” of NLB? [SA]

[ Please explain: “facilities on buses” refers to the facilities for people with disabilities, handrail, bell,
bus stop announcement system, priority seats, etc. ]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not show] No comment

[Do not show] Refuse to answer

[Showcard] What is your satisfaction level with the “passenger information” provided by NLB? [SA]

[ Please explain: “passenger information” refers to the bus route, bus stop and fare information
provided in bus termini, bus stops, bus interchanges, internet, mobile application, bus compartment,
etc.)

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not show] No comment

[Do not show] Refuse to answer

[ Showcard] What is your satisfaction level with the “reliability of bus service” of NLB? [SA)

[Please explain: “reliability of bus service” refers to the adherence to schedule, regularity of bus
service, whether passengers are able to get on bus or not, etc.]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not show] No comment

[Do not show] Refuse to answer

[ Showcard] What is your satisfaction level with the “driving performance” of NLB’s drivers? [SA]

[ Please explain: “driving performance of drivers” refers to the drivers’ adherence to traffic signals
and regulations, driving skills, etc.]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not show] No comment

[Do not show] Refuse to answer

[ Showcard] What is your satisfaction level with the “service attitude” of NLB’s drivers or staff? [SA])

[ Please explain: “service attitude of drivers or staff’ refers to whether they have taken care of
passengers’ needs, whether they are polite and friendly, etc.]

Very satisfied
Satisfied
Dissatisfied
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Very dissatisfied
[Do not show] No comment

[Do not show] Refuse to answer

Q8. [Showcard] What is your satisfaction level with the “performance on environmental protection” of NLB?
[SA]

[Please explain: “performance on environmental protection” refers to whether they have reduced
the emission of buses, whether they have used electric buses or newer environmentally friendly
(including Euro V or VI), etc.]

Very satisfied

Satisfied

Dissatisfied

Very dissatisfied

[Do not show] No comment

[Do not show] Refuse to answer

Qo. [ Showcard] What is your main purpose of this bus trip? [SA)
To or from work
To or from place of study
To or from shopping / sports event / other leisure activities
Visiting relatives / friends
Others (please specify)
[Do not show] Refuse to answer

Q10. On average, how often do you ride on any route of NLB?
trip(s) per day / week / month / year
First time passenger
[Do not show] Refuse to answer

Q11. [Showcard] Can you tell me your age? [according to the last birthday)] [SA)

12-19

20-29

30-39

40 - 49

50-59

60 or above

[Do not show] Refuse to answer

Q12. [Showcard] What is your monthly personal income? [SA])
No income
Under $10,000
$10,000 - 14,999
$15,000 - 19,999
$20,000 - 29,999
$30,000 - 39,999
$40,000 or above
[Do not show] Refuse to answer

Q13. Record gender [Record]
Male
Female

Closing: [Read out] This is the end of the interview. Thank you again for your participation.




