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3. Continuous connectivity 
transforms cities, helping 
citizens be happier and more 
productive, and organisations be 
more innovative and prosperous

• 96% of rail users believe transport 
innovation is an important part of 
modern cities.

• 92% of commuters would benefit 
and better enjoy their journey if the 
rail network of the future evolved.

• 73% of rail users say their ideal 
rail journey would encompass 
logistical improvements.

These findings tell us that public 
transport systems must look to 
provide continuous connectivity. 
This will allow citizens and employers 
alike to fully participate in the digital 
economy — which is now shaping 
the physical, as well as the social and 
economic geography of the world 
around us.

Key findings include:

1. Innovative transport systems are 
a defining feature of smart,  
world-class cities

• 99% of rail users expect public 
transport to do more than just 
get them from A to B.

• 83% of rail users think innovative 
transport systems are features 
of a smart city.

• 81% of rail users believe advances 
in transport-related technology 
is already increasing their use, 
or changing the way they use 
public transport.

2. Commuters require continuous 
connectivity to realise the 
benefits of living in a smart city

• 97% of rail users would like to see 
specific safety features on their 
networks to enhance their experience. 

• 95% of rail users would be more 
likely to use rail if it deployed 
technology-driven solutions.

• 94% of rail users believe all rail 
networks should offer digital 
connectivity.

Cities and citizens are on 
the move. As the world 
becomes ever-more 
digitally connected, 
public transport systems 
are providing digital 
as well as physical 
connections.

Early in 2019, 
BAI Communications 
surveyed over 2,500 
rail users in five global 
cities (Hong Kong, 
London, New York, 
Sydney and Toronto) 
about their expectations 
around transport and 
connectivity. 

Executive summary: 

Continuous connectivity enriches  
citizens and cities



2

As a global leader in the design, build 
and operation of communications 
infrastructure – cellular, Wi-Fi and 
IP networks – for transit connectivity, 
BAI Communications commissioned a 
survey to explore user expectations for 
the future of public transport. In early 
2019, we surveyed more than 2,500 
public transport users in five global 
cities — Hong Kong, London, New York, 
Sydney and Toronto. 

The key takeaway is that public transport 
authorities can look beyond providing 
‘continuous connectivity’ (seamless, 
high-quality, wireless connections 
to robust and secure network 
infrastructure). That is, they can explore 
new ways to use this connectivity and 
make rail travel easier, such as internet 
of things (IoT)-based solutions and 
intermodal transport. 

For commuters, businesses and 
other organisations, continuous 
connectivity is a necessity. It allows 
them to communicate, innovate and 
thrive, creating newer, better and more 
accessible ways of working and living. 
Whether it’s reading the news and 
watching videos online, catching up with 
friends and family on social media,

or answering emails and organising 
work while commuting, connectivity 
is expected.

This is a transformation of the way 
we work and live, but it’s just the start. 
Digital connectivity is changing our 
ideas of what a city can be, what it 
must provide and what makes a city 
world-class. Interestingly, connectivity 
is a key factor in determining a city’s 
attractiveness, ranking ahead aesthetics, 
physical infrastructure and location.    

Therefore, we say continuous 
connectivity enriches citizens and cities. 
This statement has three key elements 
(which form the core of our argument), 
specifically that:

• Innovative transport systems are 
a defining feature of smart,  
world-class cities. 

• Commuters require continuous 
connectivity to realise the benefits 
of living in a smart city.

• Continuous connectivity transforms 
cities, helping citizens to be 
happier and more productive, and 
organisations to innovate and prosper.  

To travel is to connect. 
Public transport systems 
facilitate physical connections, 
linking our homes to our 
schools, workplaces and 
entertainment venues. 
Now, with digital technology 
transforming our lives, 
digital connections are just 
as important.

Introduction:
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1. Innovative transport systems are a defining 
feature of smart, world-class cities 

What is a smart city?

For survey purposes, a smart 
city is an urban area that uses 
different types of electronic 
data collection sensors to 
supply information which is 
used to manage infrastructure 
and resources efficiently.

This includes information about 
the movement of people, 
devices that are processed and 
analysed to monitor and manage 
traffic and transportation 
systems, power plants, water 
supply networks, waste 
management, law enforcement, 
information systems, schools, 
libraries, hospitals and other 
community services.

Smart cities are not just 
about advanced technology, 
but more about how the 
technology can be used to 
make the city more liveable.

A city’s transport 
infrastructure is part of 
its backbone, facilitating the 
flow of goods, services and 
citizens. Transport shapes 
cities and plays an often-
understated role in citizens’ 
and commuters’ lives. For 
example, Hong Kong’s MTR 
Corporation is coordinating 
housing development with 
new railway construction. 

As with any service, public 
transport’s role in city life 
evolves over time, but the 
rapid rise and advance 
of digital technology has 
accelerated the process 
and created new demands 
for service, innovation and 
modernisation. 

“With the integration of technology … 
we can sharply enhance the experience 
of any public transport system,” said one 
of our respondents. These expectations 
are driven by three intertwined forces:

• Public transport is no longer regarded 
as simply a way to get from place to 
place; the user experience matters, 
and expectations are increasing. 

• Smart cities are expected to include 
innovative transport systems; users 
are aware of technology’s benefits 
and they expect to enjoy them.

• Improved technology changes and 
increases in public transport use, 
thanks to improvements in safety, 
comfort and amenity.

All of these require continuous 
connectivity, meaning no interruption 
to their online connections, regardless 
of travel mode or location. 

of respondents said they 
expect a public transport 
system to do more than just 
get them from A to B. 

99%

Public transport is no longer 
regarded as simply a way to 
get from place to place

In fact, 

These expectations include safety (79%), 
reliability (78%) and on-time services 
(75%), all of which are impacted — and 
improved — by digital connectivity.

https://www.scmp.com/news/hong-kong/hong-kong-economy/article/2149200/hong-kong-mtr-could-build-public-housing-top-new
https://www.scmp.com/news/hong-kong/hong-kong-economy/article/2149200/hong-kong-mtr-could-build-public-housing-top-new
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of rail users say digital 
technology is changing the 
way they use public transport.

81%

Improved technology increases 
public transport use

Advances in transport-related digital 
technology are already increasing 
transport use, with 81% of users saying 
they are changing the way they use 
public transport. This is largely (67%) 
driven by changes in behaviour made 
possible by real-time information 
simplifying trip planning and booking 
(typically through a mobile app), and 
technology that improves safety (33%) 
also ranking strongly.

The request of government, transit 
authorities and wireless carriers alike is 
clear: commuters’ expectations of their 
rail network are increasing, and most of 
these expectations are centred around, 
or require, continuous connectivity and 
the technologies and solutions it enables, 
such as loT and connected sensors 
and devices. 

Smart cities are expected to include 
innovative transport systems

A strong majority (83%) of rail users 
identified innovative transport systems as 
a smart city’s key feature. This included 
intelligent transport systems such as 
driverless trains, intermodal transport 
services and real-time timetable updates.

Tellingly, nearly two-thirds (62%) of 
respondents indicated a city cannot 
be considered world-class unless it has 
‘innovative developments’ or ‘good 
digital technology’.

Examples include advanced technology 
and digital connectivity on public 
transport, Wi-Fi in public places and 
‘exceptional’ cellular reception. This is 
further evidenced by 92% of rail users 
believing that in order to be considered 
world-class, cities should offer seamless 
coverage above and below ground.

Rail users expect seamless 
coverage

7% Disagree

1% Strongly disagree

World class cities should have seamless
mobile/cell coverage above and 
below ground

39% Strongly agree

53% Agree

With the click of a mouse or a smartphone, 
competition from new modes has gotten tougher. 
Public transit competitiveness depends on the 
traveller experience.  If travellers do not receive a 
leading travel experience, they can go elsewhere. 
Travellers expect safety and amenities, such as 
good lighting, security, and digital connectivity.

— Adam Cohen, Mobility Futures Consultant and Transportation Researcher

”

“
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Rail users around the world want to plan their trips online

Total Sydney NYC Toronto London Hong Kong

n=2,538 n=502 n=507 n=507 n=509 n=513

Total 81% 77% 81% 74% 80% 92%

Easier planning 67% 62% 69% 63% 68% 73%

•  Real time information on public transport 47% 41% 49% 43% 47% 54%

•  Apps that make planning routes easier 44% 45% 46% 43% 44% 42%

•  Apps that make booking transport easy 30% 29% 33% 27% 30% 29%

Contactless payment systems 44% 44% 30% 38% 49% 57%

Technology to reduces cost of transport 33% 29% 34% 31% 33% 38%

Technology that improves safety 33% 32% 33% 29% 25% 45%

Technology that improves efficiency 25% 23% 27% 20% 19% 37%

Other 0% 1% 0% 0% 1% 0%

Nothing 19% 23% 19% 26% 20% 8%

 1st response  

 2nd response  

 3rd response

Technology can cut time spent waiting 
and increase time spent productively 
on public transport.

— Survey response

”
“
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2. Commuters require continuous connectivity 
to realise the benefits of living in a smart city 
Technology and connectivity 
are changing the way 
we live, work and travel. 
Consumers are demanding 
increased connectivity 
through all facets of their life, 
and the daily commute is no 
exception. As one respondent 
put it, “rail journeys are not 
supposed to disrupt or at 
all affect communications 
in any manner.”

Changes in both transport and digital 
infrastructure are closely linked to 
increased connectivity capabilities and 
have a great impact on what transit 
organisations can offer consumers. 
It’s a continuous push–pull of 
expectations and demands, with 
three key demands at play:

• Customer experience on rail networks 
is of paramount importance. From  
real-time trip updates to connectivity 
with emergency services, commuters 
want to feel safe as they travel.

• Technology solutions encourage 
rail use. Rail is in fact the preferred 
mode of travel when built on 
modern technology.

• Rail users want digital connectivity. 
This includes a strong aversion to 
reception blackspots and other 
interruptions to mobile data and 
internet access.

of rail users would consider 
changing mobile carriers if a 
rival offered superior coverage 
on rail networks

69%

Public transport commute times
The average daily public transport 
commute times:

Hong Kong: 73 minutes

London: 84 minutes

New York: 87 minutes

Sydney: 82 minutes

Toronto: 50 minutes
Source: moovit insights

Note: To and from work on a typical weekday.

3% N/A – I would not like to see safety features on the rail network

27% Able to book onward travel while in transit

35% Better disability access 

40% Better access for emergency services

46% Real-time information about station maintenance or potential hazards

50% Cameras that constantly monitor the area

54% Real-time trip updates to reduce waiting times

38% Better connectivity to make emergency contact

42% High quality connectivity so emergency services can use their devices

44% Sensors that control crowding 

1% Other

Better connectivity to work / stay in touch with friends and family whilst travelling30%

The customer experience 
is everything

For public transport, customer experience 
starts with safety, with 97% of rail users 
wanting to see specific safety features on 
their rail networks.  The most common 
was real-time trip updates to reduce 

waiting times (54%), followed by cameras 
to monitor the area (50%) and real-
time information about maintenance or 
potential hazards (46%).

As a group, connectivity-related security 
features were desired by 63% of rail users. 
These include: high-quality connectivity so 

emergency services can use their devices; 
better connectivity to make emergency 
contact; and better connectivity to stay 
in touch with friends and family while 
travelling.

https://moovitapp.com/insights/en/Moovit_Insights_Public_Transit_Index-commute-time
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Technology solutions 
encourage rail use

An overwhelming 95% of respondents 
indicated that technology-driven 
solutions would motivate them to use 
the rail network more than any other 
form of travel. The key drivers of this are: 
real-time information about delays, or 
better connections on their route (60%); 
reduced station wait time (58%); and 
better connections with trains and other 
transport modes.

For transit authorities, all these 
factors (and other factors such as 
warnings about crowding, weather, 
disability access and station/platform 
access generally) can be enhanced 
by continuous connectivity and the 
real-time monitoring of systems and 
services it enables.

Rail users want digital  
connectivity

The verdict is clear: rail users want to 
be connected. Overall, 94% of rail users 
believe networks should offer digital 
connectivity and 84% believe reception 
blackspots on rail networks are not 
acceptable in 2019. 

Notably, frequent rail users are more 
likely to believe blackspots on rail 
networks are not acceptable (88%), 
while 79% of all rail users would think 
less of a mobile carrier if it couldn’t 
deliver high-quality mobile signals 
across all rail networks (with 69% saying 
they’d consider changing carriers if a 
competitor offered superior coverage 
on rail networks).

37% Strongly 
agree 56% Agree 5% Disagree 1% Strongly 

disagree
Rail networks
should o�er digital
connectivity

29% Strongly 
agree 54%Agree 14% Disagree 2% Strongly 

disagree
Blackspots in
mobile/cell reception
are not acceptable on
rail networks in 2019

Rail users are seeking innovation in transport across their cities 

Again, the message is clear: commuters 
expect continuous connectivity, and 
they expect it to improve their safety 
while travelling. For transit authorities, 
this requires information to be made 
available through a combination of in-
place and IoT-connected mobile sensors, 
beacons and other devices. When it’s 
provided, commuters are likely to use 
public transport more. 

of rail users believe 
networks should offer 
digital connectivity

94%
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There should be Wi-Fi on all public 
transport and accessibility should be 
on top of the priority list.

— Survey response

”
“
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The combination of public 
transport and digital 
communications allows us – 
as individuals and as societies 
– to create, and work 
towards, new goals. These 
might include the creation 
of smart cities, changing our 
patterns of work and leisure, 
or improving the services and 
products we already enjoy. 

In the words of one respondent:  
“more frequent services and real-time 
information would make me far more 
likely to use public transport …  
Wi-Fi connectivity on the train and a 
comfortable workspace would make jobs 
in city locations much more appealing 
for me (as I live in the outer fringes for 
lifestyle reasons already)”.

Such improvements are not only 
anticipated by train users — increasingly, 
they’re expected:

• Rail users expect transport innovation, 
and they expect to see investment and 
improvements in their cities as a result.

• Rail users see many benefits in being 
able to work more efficiently on their 
commute. These aren’t limited to 
work itself, and include personal and 
lifestyle improvements.

• The ideal rail journey relies on 
seamless connectivity. These include 
logistical improvements and on-trip 
digital benefits.

3. Continuous connectivity transforms 
cities, helping citizens be happier and more 
productive, and organisations be more 
innovative and prosperous

nearly a quarter (24%) would work on self-
improvement courses and a similar number 
(23%) would further their education.

Breaking the data down provides further 
insight; key benefits include working fewer 
hours in the office (24%), taking on a more 
ideal job (21%), buying a home further 
from the city (25%) or in a different part 
of the city (24%), and spending more time 
with their family (34%).

Rail users see many benefits in 
being able to work more efficiently 
on their commute 

Commuters would overwhelmingly 
(92%) benefit if rail networks evolved. 
Continuous connectivity isn’t just about 
working while travelling — other benefits 
for commuters include changing their 
working hours (56%), improving their 
careers (46%), and location and housing 
changes (45%). 

We also know that if rail networks 
continue to evolve, commuter work-life 
balance and productivity will improve: 
more than half (55%) would arrive at 
their destination relaxed and happy, 

The ideal rail journey relies on 
seamless connectivity

Nearly three-quarters (73%) of rail 
users say their ideal rail journey would 
encompass logistical improvements, 
including real-time updates on departure 
and arrival times, ‘last mile’ connections 
with other transport services, and the 
ability to check in airport luggage and 
have it end up at their destination.

Further, nearly three in five (59%) say 
their ideal rail journey would include 
on-trip digital benefits. These include 
continuous connectivity, entertainment 
services and interactive mobile gaming.

Thus, we can see that transport 
innovation — much of which hinges on 
continuous connectivity — provides a 
significant ‘halo’ of additional benefits. 
And commuters understand that 
connectivity can generate these much-
desired improvements.

Rail users expect 
transport innovation

Transport innovation is vital: 96% of 
rail users believe it’s an important 
part of modern cities. Moreover, 95% 
believe technological advancements in 
metropolitan areas that improve public 
transport and connectivity, help ease 
traffic or improve the environment 
are important. 

Nearly four in five rail users (78%) would 
prefer government to invest in smart 
public transport than in roads. 

Technology can dramatically multiply the 
effectiveness of public transportation by 
increasing traveller convenience through 
multimodal and integrated trip planning, booking, 
and fare payment. Technology can provide the 
capabilities to achieve this multimodal vision.

— Adam Cohen, Mobility Futures Consultant and Transportation Researcher

“

”

of rail users believe 
technological 
advancements that 
improve public transport 
and connectivity, help 
ease traffic or improve 
the environment 
are important. 

95%
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43% Strongly 
agree 53% Agree 3% Disagree 1% Strongly 

disagree
Innovation in transport
is an important part
of modern cities
Total agree:

96%

28% Strongly 
agree 50% Agree 20% Disagree 2% Strongly 

disagree
I would prefer my
government to invest
in smarter public
transport than roads
Total agree:

78%

35% Strongly 
agree 60% Agree 5% Disagree <1% Strongly 

disagree
Technology advancements
in metropolitan areas that 
improve public transport,
connectivity, help ease tra�c, 
or improve the environment
are important to me
Total agree:

95%

20%Strongly 
agree 51%Agree 25% Disagree 4% Strongly 

disagree
In 10 years’ time my city
will have driverless
public transport options
Total agree:

71%

Rail users are seeking innovation in transport across their cities 

If I could be assured that I would 
get uninterrupted service on my way 
out and back I would be able to arrive 
home ready to do enjoyable things 
that I would not have been able to have 
finished if not for improved technology.

— Survey response

”

“
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The ideal rail journey relies on seamless connectivity

Total Sydney NYC Toronto London Hong Kong

n=2,538 n=502 n=507 n=507 n=509 n=513

Logistic improvements 73% 73% 77% 69% 69% 74%

•  Real-time updates on departure and 
arrival time 58% 58% 65% 57% 54% 55%

•  Ability to check airport baggage in and have 
it end up at your destination 25% 28% 20% 21% 26% 31%

•  The ability to have ‘last-mile’ connectivity 
(i.e. automatically connect with buses, 
taxis or Ubers to get from the train 
station to your destination)

33% 33% 34% 35% 30% 34%

On-trip digital benefits 59% 58% 63% 58% 57% 60%

•  Continuous connectivity (i.e. the ability 
to be online, or using a mobile phone) 45% 43% 50% 47% 41% 44%

•  A journey with entertainment 
(e.g. appropriate length TV shows 
or interactive games)

25% 27% 25% 25% 23% 27%

•  A journey that incorporates interactive 
mobile gaming 14% 14% 13% 12% 11% 19%

A commute that allows me to work (reducing 
the time I need to spend in the office) 33% 33% 34% 31% 32% 33%

Mechanisms to ensure safety 44% 44% 49% 42% 38% 49%

A journey that would be easy with children 
(e.g. keeping them engaged or entertained, 
preventing boredom)

22% 25% 21% 21% 24% 21%

Other 1% 2% 1% 1% 1% 0%

N/A - There is no ideal commute 7% 7% 6% 12% 9% 3%

 1st response  

 2nd response  

 3rd response

Technology enablers

Public transport apps are a prime example of the effective use of 
continuous connectivity to provide a better customer experience, enable 
data-enhanced operations and even facilitate the evolution towards 
smart cities. 

As more data has become available, they have evolved to incorporate 
real-time, intermodal information feeds from static and mobile (IoT-
connected) sources, with capabilities including timetable updates, booking 
services and travel alerts. It’s clear they have become a critical nexus 
between passengers and providers, and a key utility even for occasional 
public transport users.
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Urban transportation is on the verge of rapid 
transformation. The convergence of shared mobility, 
electrification, and automation will transform how 
people travel and how cities are built.

— Adam Cohen, Mobility Futures Consultant and Transportation Researcher

“
”

Continuous 
connectivity 
enriches cities 
and citizens
Technology and connectivity 
are changing the way 
people live, work and travel; 
continuous connectivity can 
help commuters work and live 
better today and tomorrow. 

As we have become more 
reliant on digital technology, 
so too has our perception of 
what makes a city world-class 
and a place where we can 
achieve our aspirations. 
Critically, a city’s transport 
infrastructure is (and we would 
argue always has been) the 
key to making it world-class. 

The benefits of continuous connectivity 
are clear in the short and even medium 
term. Long-term predictions are 
notoriously difficult to make, but it’s 
possible to extrapolate from current 
trends. Some of the more likely 
benefits include:

• Re-shaping the workforce:  
Continuous connectivity gives workers 
and employers flexibility regarding 
hours and locations. This can: improve 
work engagement and life satisfaction; 
provide more transport options to 
those with disabilities for better access 
to employment opportunities; boost 
productivity and economic activity; and 
improve commuter flow by reducing 
congestion and peak-hour movements.

• Re-shaping public transport:  
Continuous connectivity simplifies 
coordination between all modes of 
transport, including private ride-
sharing services and autonomous 
vehicles. By taking advantage of 
continuous connectivity, public transit 
providers can improve their efficiency 
(for example, by monitoring system 
activity and performance in real-
time with IoT-connected sensors), 
reduce operating costs and improve 
transport’s safety and accessibility. 

• Re-shaping the city:  
Continuous connectivity gives 
urban planners more options, as 
cities can become decentralised, or 
support higher population densities, 
as desired. This means that public 
transport providers can play a critical 
role in facilitating the development 
of ‘smart cities’, connecting with 
other services and infrastructure, 
improving accessibility and promoting 
communities (local and city-wide).

As we have seen, the future is 
connected. Public transport authorities 
have moved efficiently towards building 
continuous connectivity into their 
infrastructure. Commuters are enjoying 
the benefits and authorities are realising 
the efficiencies and new capabilities it 
makes possible.

All that remains is for public transport 
authorities to embrace the possibilities 
and take the lead in transforming their 
services, their operations and even 
their cities.

Summary: 
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Data analytics has made it possible 
for public transit agencies to know 
what travellers want without having to 
ask. Predictive analytics can make it 
possible for public agencies to launch 
personalised marketing campaigns and 
other services, improving the travel 
experience and encouraging patronage. 

Commuters require continuous 
connectivity to realise the benefits 
of living in a smart city 

‘Mobility on demand’ is a new concept 
based on the principle that transportation 
is a commodity where modes have 
economic values that are distinguishable 
in terms of cost, journey time, wait time, 
number of connections, convenience, and 
other attributes. 

The increasing availability, capability, and 
affordability of intelligent transportation 
systems, global positioning system (GPS), 
wireless, and cloud technologies, coupled 
with the growth of data availability and 
data sharing, are causing people to 
increasingly use smartphone apps to 
access real-time traveller information. 
Real-time information coupled with 
integrated fare payment and booking 
can help ensure public transportation 
retain its fundamental importance in the 
transportation ecosystem.

Continuous connectivity transforms 
cities, helping citizens to be 
happier and more productive, 
and organisations to innovate 
and prosper 

Technology can dramatically multiply the 
effectiveness of public transportation 
by increasing convenience through 
integrated and multimodal trip planning, 
booking, and fare payment. Thus, 
technology provides the capabilities to 
achieve a multimodal vision.

Technology is a key enabler of smart 
cities, enabling enhanced connectivity 
among travellers, goods, services, and 
infrastructure, which in turn enables 
more efficient transportation choices 
and resource use.

Continuous connectivity enriches 
cities and citizens

There is a need to prepare today’s 
workforce for an automated future.  
Workforce development, training, and 
job placement are needed to ensure that 
economic upward mobility outpaces 
automation.

Urban transportation is on the verge of 
rapid transformation. The convergence 
of shared mobility, electrification, and 
automation will transform how people 
travel and how cities are built.

BAI Communications 
invited Adam Cohen to 
examine and comment 
on our findings. Adam is 
a transportation thought 
leader, consultant and shared 
mobility researcher at the 
Transportation Sustainability 
Research Center at the 
University of California, 
Berkeley.*

Introduction

For commuters, connectivity is key. 
Mobile, internet and smartphone apps 
are creating hyper-demand and the need 
for instant results, contributing to an 
increasing consumer desire for real-time 
information, and on-demand goods 
delivery and mobility services.

Innovative transport systems 
are a defining feature of smart, 
world-class cities 

Travellers expect personalisation. 
They would like transportation providers, 
public transit agencies and app-based 
services to know their preferences. And 
travellers are more likely to be repeat 
riders if an operator provides a targeted 
and personalised experience.

What does this mean for the future 
of connectivity on transport?

Adam Cohen, Mobility Futures Consultant and Transportation Researcher  
at the Transportation Sustainability Research Centre at the University of California, Berkeley

* Adam’s commentary reflects his independent views as a Mobility Futures Consultant.

https://www.linkedin.com/in/askadamcohen/
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Methodology
This report is based on findings from 
a survey of 2,538 rail users aged 18+ in 
Sydney (n=502), New York City (n=507), 
London (n=509), Toronto (n=507) and 
Hong Kong (n=513). ‘Rail users’ were 
respondents who had used their city’s 
rail system in the last three months. 

Note that throughout the report the 
terms ‘respondent’, ‘rail user’ and ‘user’ 
all refer to this group.

Surveys were distributed throughout 
the cities and the survey proper was 
conducted online among members of 
a permission-based panel between 
25 January and 6 February 2019. 
After interviewing, data was rebased 
to provide an equal sample of people 
in each city.

The research was conducted by 
Lonergan Research in accordance with 
the ISO 20252 standard.
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