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ROADS TASK FORCE  

Thematic Analysis 

Roads Task Force - Technical Note 23 

What do our Customers Want? 

Introduction 

This paper forms one of a series of thematic analyses, produced to contribute to the Roads 

Task Force Evidence Base. This note provides an understanding of the market – there are a 

wide range of road users who travel on the road network in London for a wide range of 

reasons. The note also presents current levels of customer satisfaction – satisfaction with 

different aspects of travel by road in London and what can be done to improve the experience 

– and customer priorities for improvements and response to TfL interventions – such as Live 

Traffic News and the ‘Report It’ lane rental scheme. Customers are everyone that lives in, 

works and visits London, although this paper focuses on London residents only. 

 

Summary 

 TfL’s role and responsibilities for the road network are largely unknown or 

misunderstood by its customers. Less than half of Londoners are aware that TfL has 

anything to do with roads, which is low considering that 80 per cent of Londoner’s trips 

are made on the road network, as well as almost 90 per cent of freight deliveries in and 

out of the capital. 

 Road users tend to use multiple modes so will experience the network in a number of 

different ways. This can lead to a range of different, and sometimes conflicting, priorities 

for improvement.   

 Irrespective of mode used, daily customer experience needs to be more consistent.  

Congestion is the main issue: it is a key driver of user satisfaction, but has the lowest 

satisfaction score (67 out of 100). TfL also needs to be more supportive when things go 

wrong – further innovations in information provision will be vital in this area. 

 Customer priorities for improvement include: reducing congestion; improved journey 

time reliability; better information especially on how to avoid delays; and improved road 

surfaces giving a smoother ride and less wear and tear on vehicles.   

 Reactions to interventions are positive but TfL needs to maintain improvements in 

innovation and investment (which are perceived to be a result of the Games), focusing 

communications on how new improvements will benefit each customer’s journeys. 
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Roads are London’s main way of moving goods and people 

People using London’s road network come from a variety of locations both within and outside 

the UK but the majority are London residents and it is for this audience that we have the most 

detailed information. Most Londoners are multi-mode users and almost all will use the road 

network at some point during their travel around the capital.   

Of the 28.7 million journey stages undertaken by Londoners every day in 2010, more than 80 

per cent were made on the road network. As shown in Figure 1, car (as a driver or passenger) is 

the single largest mode used by London residents for their trips, accounting for 38 per cent of 

all trips, followed by walking (31 per cent), based on the London Travel Demand Survey (LTDS). 

More than 70 per cent of trips to work are made entirely by walking, cycling, driving or taking 

the bus, and the remaining 30 per cent use the roads to access rail and tube stations. Almost 

90 per cent of freight deliveries in and out of London are made using the capital’s road 

network.  

Figure 1 London residents’ trips by main mode. 
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Source: LTDS 2010/11. 

Almost everyone walks at some point as they travel around London, experiencing the 

pedestrian environment. Car is particularly used for business travel, leisure and shopping, 

whilst bus and walk are particularly used for education trips. Figure 2 shows the mode share of 

trips made by London residents, by journey purpose. 
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Figure 2 London residents’ modes used and journey purpose.  

 

Source: LTDS 2010/11. 

Customer Satisfaction 

Road users do not readily distinguish between the roads that TfL is directly responsible for and 

those that other agencies manage. Their main priorities relate to the journeys they make 

irrespective of who is responsible for the infrastructure. 

While more Londoners are satisfied than dissatisfied with London streets, there is room for 

improvement. In order to increase overall satisfaction with all London streets, attention should 

be given to those areas that relate to congestion and other disruption. In 2012, just 29 per 

cent of Londoners were satisfied with traffic congestion levels, while 51 per cent were 

dissatisfied (Figure 3). 

Figure 3 Satisfaction with congestion and disruption. 
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Source: Streets Customer Satisfaction Survey 2012. 
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The underlying cause of dissatisfaction is similar for all means of travel or services provided. 

This is ‘reliability’, whether that is in terms of completing the journey, being able to access the 

system, or consistency of information or service provided.  

The same is true for those who use the Transport for London Road Network (TLRN). Among 

those who travel on the TLRN levels of satisfaction are improving with the current overall 

satisfaction score at 76 out of 100.  

Figure 4 Satisfaction with the TLRN. 

Overall satisfaction for TLRN users increased significantly in 2012. The largest increases were among taxi/commercial 
vehicle drivers, motorbike/scooter/moped drivers and car drivers.  Bus passenger satisfaction also increased significantly.  

There was no change in cyclists satisfaction, but a significant decline for pedestrians.
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Source: TLRN Customer Satisfaction Survey 2012. 

Bus passengers, powered two wheeler riders and car drivers were the most satisfied groups of 

TLRN users, with higher-than-average satisfaction for most measures. Cyclists and to a lesser 

extent, pedestrians are the least satisfied.  

Across all modes, TLRN users are the least satisfied with traffic congestion, although for 

cyclists, road surface condition, cycle lane condition and cycle lane availability had equally low 

scores. 

Congestion is the main issue: it is a key driver of user satisfaction, but with the lowest 

satisfaction score at 69 out of 100. While scores are improving compared to previous years, 
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there are still a number of issues to be addressed. Users’ satisfaction with road maintenance is 

generally stronger (street lighting, road markings etc. with scores of 75+ out of 100), except for 

the condition of road surfaces at 73 out of 100 and cyclists are particularly dissatisfied with the 

condition of cycle lanes (score of 64 out of 100). 

Perceptions are that delays are caused by road works, and the most frustrating aspects of road 

works for TLRN users are seeing closures with no-one working, at busy times, taking too long, 

and repeated work.  

Similarly, among professional drivers there is a belief that much congestion is due to poor road 

management, although long distance freight drivers accept that road works are a problem 

which comes with the job. Road works can have serious consequences for long distance 

freight drivers, such as lost working time, with late or fewer deliveries, very early starts or 

personal stress and consequent impacts for personal life/leisure time. As a result drivers 

would like an update, eg via radio, of all the major road works happening each day before they 

set off, so they are able to change their route accordingly.  

Customer priorities for improvement 

Priorities for improvements to travel on the road network and to the street environment can 

be identified. In the context of all transport in London that is in most need of improvement, 

reducing congestion (37 per cent) comes second only to cheaper tube and bus fares (48 per 

cent). In terms of improvements to the environment and quality of life, the top three priorities 

are dealing with litter (24 per cent), conserving green spaces (23 per cent) and reducing 

pollution from traffic (18 per cent). 

Priorities for improvements to travel on the TLRN have been defined using a matrix approach 

based on the relationship between customer satisfaction and importance to customers (Figure 

5). This matrix can be used to identify key action areas (bottom right), those where we should 

maintain focus (top right), lower priorities (bottom left) and those where an opportunity may 

exist to communicate the high performance to customers and stakeholders (top left).
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Figure 5 Key drivers of satisfaction 2012. 

Traffic congestion stands out as a measure which is highly important to TLRN users, but with the lowest satisfaction (apart from certain mode-
specific measures for pedestrians and cyclists). Other important measures such as speed, signs about delays/disruptions and traffic light timings 
have slightly lower than average satisfaction scores, whereas the less important measures (e.g. street lighting, working condition of traffic lights) 

tend to have relatively higher satisfaction.  
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 Source: TLRN Customer Satisfaction Survey 2012. 

Customer priorities are closely aligned to those of the Roads Task Force and TfL’s business 

priorities, although customers may not necessarily articulate them in the same way. 

Operational factors such as journey time reliability, journey time and volume of demand 

translate into customer priorities to ‘reduce congestion’ and the number of road works and 

delays due to unplanned events translates into ‘manage road works better’.  

The main emphasis for improvement is on:   

 Easing congestion and making journeys more reliable including managing road works 

and reducing delay to journeys; 

 Improving the condition of road surfaces; and 

 Improving journey information to help make informed travel choices. 

 

Other aspects of travel by road to be addressed by the Roads Task Force which are also 

important, if considered to be a lower rational priority by customers, are: 
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 Road safety: Making roads safer for all users;  

 Connectivity: Providing a network that better serves local communities; and 

 Environment: Transforming the urban realm and cutting pollution. 

 

In part, lower priority may be due to lower expectations but also a lack of awareness of TfL’s 

role in delivering these aspects of road travel. For example, customers expect the roads to be 

safe, it is a ‘hygiene factor’, and some consider this to be the remit of other agencies such as 

the DfT, the police or individuals themselves.  

Taking the business priorities and customer priorities together we can identify four linked 

themes as shown in Figure 6. Within these themes there is a combination of infrastructure, 

interventions and marketing and communications opportunities that can all contribute to 

improving the travelling experience for Londoners.   

Figure 6 Priorities for road users. 
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Further details of customer priorities and the needs of specific road user segments are 

provided in ‘Streets’ (2011) and ‘Understanding professional drivers’ (2012).   

Response to TfL interventions 

Only just over a third of Londoners know that TfL is responsible for major roads, and even 

including those who know we are responsible for co-ordinating road works, less than half of 

are aware that TfL has anything to do with roads. This is low considering how important the 

road network is to the economy and social aspects of living in, working in and visiting the 

capital. However, 43 per cent of those who travel on the TLRN are aware TfL is responsible for 

‘keeping London moving’.  

As the road user market is broad and complex there is a danger that by addressing the issues 

that most affect one segment, another will be alienated. Similarly, many of the measures 

related to traffic flow do not have the strongest relationships with overall satisfaction with 

London streets. For example, focusing on improving satisfaction with traffic flow should not 

be at the expense of (also) improving satisfaction with streets surfaces, or road works 

management and completion. 

There needs to be a balance and improving the travelling experience by road will require a 

combination of engineering, interventions and marketing. If we want to improve the customer 

experience and our reputation with customers, we must demonstrate to them that we listen 

and act on what is important to them, especially when things go wrong – further innovations in 

information will be key in this area. Irrespective of mode used, the daily customer experience 

needs to be more consistent. 

Opportunities 

Over the last four years TfL has carried out a range of activities to help reduce congestion on 

the capital’s road network and which address many of the business and customer priorities for 

improvement. These include, for example: 

 Traffic signals: Increasing the number of traffic signals using the SCOOT (Split Cycle 

Offset Optimisation Technique) system; Introduced Pedestrian Countdown at Traffic 

Signals [PCaTS]); Reviewing the operation of 1000 traffic signals every year. 

 Road works: Introducing the Lane Rental scheme for road works on the TLRN; Report It 

on TfL website. 

 Urban realm and environment: Delivering a range of capacity and urban realm 

improvements across the TfL Road Network; Interventions as part of the mayor’s air 

quality strategy. 

 Cycling: Introducing schemes such as Barclays Cycle Hire and Barclays Cycle 

Superhighways; Junction review to improve cycle safety. 

 Information: Improving wayfinding through Legible London signage; Web based tools 

have been launched in 2012 such as Report It, Live Traffic News, Freight journey 

planner.  

http://source.tfl/pdfs/understanding-our-streets.pdf
http://source.tfl/utils/documentlibrary/ccr-details.asp?doc_id=1688
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 Marketing and Communications programme: providing information to aid journey 

planning; campaigns to promote road safety and to encourage uptake of sustainable 

modes of travel. 

 Education and training programme: for schools and colleges; adult cyclists and P2W 

riders. 

Customer response to these new services and interventions, as shown by the following 

examples, demonstrate that they are helping to improve the customer experience and build 

our reputation with regard to our roads.   

Driver information 

Up to the minute traffic information can help mitigate delays and congestion. In the 2012 

reputation pilot 78 per cent scored TfL ‘good or average’ as a trusted source of driver 

information and 76 per cent as ‘good or average’ for ensuring that traffic in London flows 

smoothly. 

Figure 7 Reputation traffic, information and air quality. 
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There has also been an increase over time in the proportion of road users who check traffic 

conditions before setting off – 63 per cent said they pre-checked traffic conditions ahead of 

travelling, a significant increase from the 56 per cent in 2011. There may be some relationship 

here with the messaging to prepare for the Olympic Games but also this may relate to the 

increase in readily available travel information. Generally, large and rising proportions of 

Londoners were satisfied with the amount of up-to-the-minute traffic information available to 

them (65 per cent were satisfied this year compared with 55 per cent in 2011).  

A fifth (21 per cent) of those who check traffic conditions said they use the TfL website, while 

very few used mobile telephone apps (6 per cent) or Twitter (1 per cent, rising to 5 per cent 

when considering checking during a journey). However, use of the live traffic news Twitter feed 

is building. The majority of followers live in London, and are male aged 25-54. The majority 

find the information ‘good enough’ or ‘completely accurate’, and almost three quarters of 

followers have changed their travel plans as a result of the information they received. 

Road signs and radio travel news were still the most commonly consulted sources of 

information while travelling. Roadside variable message signs (VMS) are used to provide 

localised information, for example, to advise of diversions or temporary road closures. They 

were used to good effect during the 2012 Games to inform road users of the operation of the 

Olympic Route Network and to provide additional travel information.  

If such signs are installed permanently we need to consider how to use such means of 

communication to best effect. Road side signs need to be in locations where they will have the 

biggest impact and provide salient information, as there is a danger that over time drivers will 

ignore them unless they convey up to the minute information. Another factor to take into 

account is the visual amenity as permanent VMS signs will have an impact on the urban realm.  

Lane rental and ReportIT  

In the reputation survey 2012, twenty-one per cent said they thought TfL was ‘good’ and 47 

per cent ‘average’ at reducing the traffic caused by road works. Road works are necessary not 

only to ensure the provision of essential utility services, but to facilitate much-needed 

development and improvements to the road network and ensure it remains in a fit and proper 

state of repair. Although there may be separate issues associated with maintenance of road 

surfaces and, for example, road works associated with utilities or emergency repairs the impact 

on customers is likely to be similar. The main impact is considered to be disruption to journeys 

and in particular to journey times and reliability.   

The perception that road works cause delays is increasing, as just over half of car drivers in 

2010 felt they had been more delayed compared to the previous year, while in 2007 only 40 

per cent felt this. 

However, there may be some misperception among customers about the causes of traffic 

disruption. In 2011, 57 per cent of TLRN users perceived that road works were the main factor 

causing disruptions. Although operational data suggests that this is broadly true (38 per cent of 
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disruptions in 2011/12 were caused by road works), accidents (36 per cent) and congestion (11 

per cent) contribute more to delays on the network of main roads than customers perceive. 

The Lane Rental permitting scheme was introduced in 2010. By using lane rental, TfL can 

charge companies who dig up the busiest roads on their network as well as subjecting their 

own road works to charges. By April 2012, serious and severe disruption caused by road works 

on London’s red routes was down by almost 40 per cent since permitting was introduced in 

January 2010.  

A new service introduced in 2011 was TfL’s ReportIT tool on the TfL website. This allows 

people to tell TfL when road works are not up to scratch so action can be taken with the 

relevant organisations and get things moving again. While awareness and usage of the tool is 

low (15 per cent were aware of the service and, of those, fifteen per cent had actually used it), 

the few people interviewed who had used it reported high levels of satisfaction, suggesting 

there is potential widespread appeal but a need for further promotion. 

Pedestrian countdown 

A trial of new Pedestrian Countdown technology in 2010 was designed to bring significant 

benefits to all road users without compromising safety standards. The digital displays count 

down the time between the green man symbol going out and the red man appearing. This 

helps make it clear to pedestrians how much time they have left to cross the road safely. By 

replacing the blackout period with a numerical counter, the pedestrians are able to judge 

whether they have enough time to cross the road, helping them to make more informed 

choices.  

Research conducted as part of the trial showed that a majority of pedestrians surveyed about 

the trial (83 per cent) liked the Pedestrian Countdown technology. People feel safer and less 

rushed. The technology was also liked by 94 per cent of mobility impaired users and 79 per 

cent of children, who experienced traffic crossings with and without the system. Crucially, the 

study showed there were no negative impacts on safety during the trial. 
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