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questionnaire devised by the Boating Team.

Research was conducted in-house by the Insight & Evidence Team based on a

Executive Summary: Methodology
User experience and satisfaction

Analysis was conducted in house and with professional statistical support.
Survey was administered using an online questionnaire covering:

the Governments ‘Clean Maritime Plan”

Trust experience and reputational and service measures
licence holders.

For 2021 a significant portion of the survey explored boating sustainability; specifically

The survey was open

from 27t February
survey either through a:

The survey was distributed to random sample of approximately a third of all
survey through a personal email. The emails included a unique URL for each
respondent.

2021 to 4th March
2021
Boaters for whom the Trust doesn’t hold an email address were sent a link to the

Those for whom the Trust held an email address were sent a link to the online

A total of 1179
responses were

Text message including link to online survey, if the Trust held a mobile number
Letter including link to online survey but with paper version of the survey

obtained.

(similar to 2020, which
achieved 960.)



https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/815664/clean-maritime-plan.pdf
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from 60%* in 2020 to 54% in 2021.

Executive Summary: Key Findings
* The main finding in the 2021 Annual Boater’s survey was the fall in the Overall Satisfaction KP|

o  Whilst this is unwelcome news, many boaters remain very happy and engaged with the Trust.
overall satisfaction and a trend of rising dissatisfaction.

* The reduction of the overall satisfaction KPI is part of a significant long-term trend of falling

*A value of 67% was recorded at the time based upon monthly data as the annual survey for 2020 was not completed in time for KPI reporting
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Covid-19 was explicitly mentioned in 10% of comments (99 out
of slightly over 1000 comments)

There is an acknowledgement that everyone has been placed
in difficult positions and many comments extend an empathy

to the Trust.

The comments in general relate to the principal issues that are
annoying the boaters:

o Upkeep and maintenance

o What they see as funds not used correctly

o A focus on the wrong things: not boaters and far too much on cyclists and
walkers

Where Covid is mentioned, it is invariably in the context:

1. Of these very issues (e.g.: paid licence, could not boat but upkeep still poor
and everyone else could use facilities/cyclists, walkers)

2. To suggest that the Trust is doing a good job in spite of the lockdown
problems.

Comment: Not so much in this survey, but closer to the time
(i.e.: in monthly surveys), there was more annoyance that the
public could meander freely near peoples boats during
lockdown: this seems to fuel the ‘Trust doesn’t care’ narrative'.

Executive Summary: What effect did COVID-19 have?

CRT are obviously struggling with a spate of issues and closures on top of the
problems of COVID and Brexit. My biggest concern however is the inconsistency
in the organisation....There does seem to be an overarching lack of knowledge of
boating and canals among many of the staff, although there are shining examples of
staff who are genuinely enthusiastic about our canals and boating, many others are
purely clerical/management clones.

CRT is currently doing a good job under the circumstances, providing good
communication during the Covid crisis. We have been unable to visit our boat for
many months, but this is due to Government regulations, however the site owner
provides an update on the boats at our moorings

With annual price rises, poor maintenance of the waterways and limited use of the
canals & rivers due to COVID-19 | would have hoped for further help similar to those
we received in the first lockdown!

| have the upmost respect for CRT. Not much cruising of late for me but | have high
hopes for the future. It strikes me that from my cruising that CRT have a
monumental task in servicing our canal network. They are doing an outstanding job.
I'm also aware of the financial restraints they must be under before but even more
so now as a result of COVID. How many Narrowboat owners just renew their annual
CRT license as a matter of course and how many have gone to 6 as opposed to 12
months.

Hi. After a year when | have not been able to use my boat due to the prevailing
Covid conditions. | feel the trust has done a lot to keep boaters informed and
updated and have kept us leisure boaters up to date on present restrictions.

Accepting the current Covid19 difficulties | feel that there has been a significant
increase in stoppages affecting navigation than under your predecessor. Whether
this is a result of lack of planned preventative maintenance / a ‘policy’ of rushing to
closure rather than allowing navigation with restriction / or just bad luck is difficult
to say. As an organisation you seem to be friendly and welcoming but | don't have
much direct contact with you. Volunteers generally are warm and engaging.




PN conas Executive Summary

—
—
~—

* Whilst this report concentrates on specialised quantitative and
statistical analysis, it is worth also considering the verbatim
comments®. These reveal exactly the same themes:

1. Dissatisfaction with upkeep and maintenance
2. Behind the very negative attitudinal findings are the reasons:

e The way in which the Trust is seen to use its income and resources:

e Too much emphasis on branding, sale of property, and what is seen as a prioritisation of pedestrians
and cyclists in the context of perceiving themselves to be paying customers.

e Too little focus on boating, navigation, upkeep, dredging and the clearance of vegetation.

*Analysed by the Boating Team in greater detail
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* One very interesting finding is that the interactions with volunteers can
significantly positively influence satisfaction.

* This may be a counterpoint to a criticism seen in the verbatim comments that
* Regional Effects:

Executive Summary

we overly rely on volunteers; volunteers really care and they are a visible
demonstration that we are being efficient and cost effective.

confidence.

North East & Yorkshire and North West: Consistently rated relatively lower

o Many differences were noted between the regions but often these are not statistically
something different with regards to ratings on a range of measures.
e West Midlands and Wales & South West: Consistently rated relatively higher

significant. However, with reasonable sized samples there appears to be consistently

o NB: Region as a contributory factor did not emerge as a driving force behind KPI differences,
but further work is needed to understand regional differences fully and with statistical



Gt Executive Summary: Sustainability

—
—
~—

* This year’s annual survey contained a lot of material about the Government'’s
‘Clean Maritime Plan’ and in particular, boaters views about measures that could
reduce overall emissions.

* The findings show that whilst many boaters are supportive in principle, few are
very aware of all the facts and options.

* Instead, a concern about costs dominates discussion of both barriers to change
and aligns to potential incentives: such as grants and other schemes.






o T 2021 Overall Satisfaction KPI

It is vital to note that the question asked for 2021 differs to those previously asked in that it has an additional option
that can be selected:

Q14 Thinking about your boating on the Canal & River Trust's canals and rivers over the last year,
overall how satisfied were you with your experience?
Please select one answer only
goated in the
last year

[]

Neither
Slightly satisfied, nor Slightly Very
\Very satisfied satisfied dissatisfied dissatisfied dissatisfied

[] [ ] ] [] L]

Because a sizeable number of boaters selected the option “| have not boated in the last year”, they effectively did not give
an input to the question, nor were arguably fair comparators even if they had answered (as they hadn’t boated!).

For this reason the KPI is calculated by the sum % who responded to “very satisfied” and “slightly satisfied” EXCLUDING all
those who selected “| have not boated in the last year” from the base for calculation.

Note: A similar addition to the questionnaire is made at Q2 where respondents are asked about the region in which they
boated. They could also opt to say they had not boated here. However, many of those very same ‘non-boaters’ did go on
to answer Q14. Consequently, the Insight Manager decided the fairest, cleanest and most robust thing to do was to
exclude based on Q14 only.
NB: In practice the difference between the two methods results in:
o Exclude at q14 only: KPl is 54%

o Exclude at g2 KPl is 54.6%

o Don't exclude at all, the KPI is 45%




M Canal s O : : 0 020
O st verall satisfaction 2021 v 2020 KPI
* 17% said they had not boated in 2021.
30% * Excluding these, the net satisfaction value is 54%
Very Satisfied -8% * An appendix slide is included with a full comparison
* This is down on the 60% for 2020 and also the
reported 67% End Of Year (2019-20) position reported
Slightly satisfied 209,
« Compared with 2020 the KPI is down significantly (Z
test result p is .09492. Significant at p <.10)
Neither satisfied, nor dissatisfied 0%
17%
2021
Slightly dissatisfied - 19% Satisfaction
’ KPI
54%
1% (very or slightly satisfied)
Very dissatisfied
m 2021 m2020

Please select one answer only

Q14a. Thinking about your boating on the Canal & River Trust's canals and rivers over
the last year, overall how satisfied were you with your experience?




River Trust KPI: 2021 bU Craft

Q21: Thinking about your boating on the Canal § River Trust's canals and rivers over the last year, overall how satisfied were you with your
experience?
Please select one answer onl

* The differences in satisfaction
observed should be taken with a
little caution due to large variations

A motor cruiser 21% 21% 16% 17% in base size. That said:

o Wide beam boaters are the least satisfied
(n=32)
o Narrow boaters are the most satisfied.

* An interesting feature of the data
is polarization — with narrowboats

A narrowboat 33% 25% 15% 9% and motor cruisers exhibiting large

numbers of respondents with

m Very satisfied positive and negative comments.
m Slightly satisfied
m Neither satisfied, nor dissatisfied

Slightly dissatisfied

Total

A widebeam 16% 19% 28% 25%

Sample: 2021 excludes

those who answered “| Total Ab ¥ ﬁ A motor o
have not boated in the ota narrowboat widebeam  cruiser ther

,, 957 735 32 174 16
last year
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Q21: Thinking about your boating on the Canal § River Trust's canals and rivers over the last year, overall how satisfied were you with your

experience?
Please select one answer onl

Total

| boated in more than one region

West Midlands 15%
Wales & South West 39% 19% 12% 19% 1%
London & South East 27% 29% 14% 22% 8%

East Midlands

North East & Yorkshire

North West

B Very satisfied m Slightly satisfied B Neither satisfied, nor dissatisfied

m Slightly dissatisfied m Very dissatisfied
Sample: 2021 excludes iR

« ave not

those who answered “I boated in | boated in
have not boated in the the past 12 North East East Wales & West London & North more than
last ” Total months  North West & Yorkshire Midlands South West Midlands South East  Wales  one region
ast year 957 28 141 85 160 97 199 132 6 109
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Q21: Thinking about your boating on the Canal § River Trust's canals and rivers over the last year, overall how satisfied were you with your

experience?
Please select one answer onl

54% Overall KPI

A leisure boater who continuously cruises 30% 29% 1%

A liveaboard boater who continuously cruises 33% 26% 14%
A liveaboard boater who has a home mooring 32% 24% 19%
A leisure boater who has a home mooring 30% 23% 16%

A trade boater 21% 26% 21%

B Very satisfied m Slightly satisfied m Neither satisfied, nor dissatisfied
Slightly dissatisfied m Very dissatisfied

A leisure Aleisure A liveaboard A liveaboard
Sample' 2021 excludes boater who boater who boater who boater who

those who answered | continuously has a home continuously has a home A trade

have not boated in the Total cruises mooring cruises mooring boater Other
last gear" 957 56 615 123 124 19 20
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Secondary: Attitudes

2020 The Canal & River Trust values the views of the people who boat on its

waterways

Reductions in agreement and increases

in disagreement between 2020 and

2021 in each of these key drivers
2021 The Canal & River Trust values the views of the people who boat on its
waterways

35%

2020 The Canal & River Trust prioritises its spending on what | feel is most

20% 15%
-1%
34%
31%
needed A
-3%
28%
2021 The Canal & River Trust prioritises its spending on what | feel is most 19%
needed °
2020 The Canal & River Trust is a charity that | trust to look after our canals _ 26%
and rivers °
2021 The Canal & River Trust is a charity that | trust to look after our canals and _
rivers
m Disagree strongly  m Disagree slightly

57%

25%
m Neither agree or disagree

-1%
57%
Agree slightly

B Agree strongly

m Don't know






River Trust Upkeep 2021 v 2020

Q13: Please indicate how you would rate the overall upkeep of the Canal § River Trust's waterways

1=Very Poor, 10=Excellent

24% rate 1-3 18% rate 8-10 * A small negative change is
seen in upkeep between

11.6% 2020 and 2021.

* This is also worse when
the sample removes those
24% rate 1-3 19% rate 8-10 that said they didn’t boat

(i.e.: only contains those
2021 1.0% that experienced the
waterways)
* A small change like this
17% rate 1-3 20% rate 8-10 wouldn't usually be very
important, but as later
2020 9% 4%2% sections of the report will

show — upkeep is a key
driver of satisfaction and

thus very important in
the influence of the KPI.

2021 (exl. Non-boaters)

Hl M2 53 4m5 67 m8 m9 mI0

Sample: 2021 n=1168, 2020 n=960, 2021 (excluding non-boaters from Q2) n=974
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Rty Upk 2021 by Regi
——= RiverTrust p eep g eglOn
Q13: Please indicate how you would rate the overall upkeep of the Canal & River Trust's waterways
1=Very Poor, 10=Excellent
|
Total IRVMVA  11% 12% A% 0N  13% 19% 978 <+ Regional variations are seen.
20% rate 8-10
Compared to the overall
West Midlands BB 8% @ 8% NS 1% 26% m sample of those scoring 8-10:
o  The West Midlands comes top
Wales & South West [ SESA 10% 10% [NIS%  15% 18% 3% o Ehe North East and Yorkshire comes
ottom
East Midlands  [ICEEEA 1% 14% AN 7% 23% * These differences are not
significant statistically
London & South East  [JICEANER12% 12% [ESZIN 6% 15% * Why these differences exist
will require more detailed
North West IEAIBA 2% 2% PR 4% 20% D% examination (and is done in
the “KPI Section”.
North East & Yorkshire [ IBA 5% 12% [N 14% 1% * lItisinteresting to note the
| boated in more than one region 12% 6% 17% % 7% 16% 14% [6%%
| have not boated in the past 12 months SACYd 8% 2% 2% 14%
Hl M2 53 4m5 67 m8m9 mI0
Base 1168 194
| have not
Sample: 2021 n=1168, rota boated in the

89
past 12 months

North East &
Yorkshire

North West

East Midlands

169

98

Wales & South

West

West Midlands

16%

209

East

London & South | boated in more

scores given by those who
have not boated — and thus

presumably not in a position
to gauge changes

137

13

than one region
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Upkeep 2021 by Craft

Q13: Please indicate how you would rate the overall upkeep of the Canal & River Trust's waterways

1=Very Poor, 10=Excellent

A motor cruiser 8% 5%

13% 12% 12% 21%

A widebeam 8% 14%

A narrowboat 7% 5% Nn%

mlm2 m3 4 m5 6

Total 8% 5% 1% 12%

7 m8 m9 m10

Sample: 2021 n=1168 A A A motor

Total narrowboat widebeam  cruiser
1168 900 37 214

20% rate 8-10

Perceptions of
upkeep vary
considerably by the
type of craft that the
respondent has.

The most standout
aspect, backed up by
the comments, is
that Wide beam
boaters see upkeep
as a problem more
so than other
boaters
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Familiarity 2021 v 2020

Q8: How well do you feel you know the Canal § River Trust as an organisation i.e. the charity itself, not the waterways?

Please select one answer only

62% Net Familiarity

2021

57% Net Familiarity

2020

m Know very well B Know a fair amount

m Know just a little Don't really know well at all

Sample: 2021 All (1179); 2020 All (960)

* Familiarity with the Trust remains
essentially the same as 2019 and
2020.

* The increase is not statistically significant
(0=0.49)
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Rt Familiarity 2021 by Regi
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Q8: How well do you feel you know the Canal & River Trust as an organisation i.e. the charity itself, not the waterways?
Please select one answer only
| boated in more than one region 147%
London & South East 12% 47% 34%
West Midlands 14% 48% 30%
Wales & South West 12% 45% 36%
East Midlands 9% 57% 25%
North East & Yorkshire 18% 447% 28%
North West 14% 46% 347%
| have not boated in the past 12 months 13% 44% 25%
Total (2021) 13% 49% 28%
62% Overall Net IEamiIiaritg
B Know very well B Know a fair amount M Know just a little Don't really know well at all
Sample: Varies depending on region bl:tae\:iei:(;;e North East & Wales & South London &
WARNING SMALL BASE SIZES Total pac;t‘l2 months  North West Yorkshire East Midlands West West Midlands ~ South East
1170 194 154 89 170 98 209

| boated in
more than one

region
6

North Wales
137

n3



River Trust Favourabilitg 2021 v 2020

Q9: How favourable or unfavourable is your overall opinion or impression of the Canal § River Trust?
Please select one answer only

48% Net favourability * Favourability with the Trust remains

essentially the same as 2020.
o The decrease is not statistically significant.

2021 27% 18%

50% Net favourability

* Also shown is the 2021 sample,

2020 excluding those who said they did
not boat — a new option for 2021.
49% Net Favourability o It could be argued that in certain instances it is valid
to compare 2020 data against 2021 data excluding
2021 (Exc. Non-Boaters) [KJA 1% % “non-boaters”
o There is no difference in favourability excluding

those who did not boat

mVery favourable mMainly favourable ™ Neither favourable nor unfavourable ® Mainly unfavourable = Very unfavourable

Sample: 2021 All (1179); 2020 All (960)




River Trust Advocacy 2021 v 2020

Q10: To what extent have you spoken positively or critically about the Canal § River Trust?
Please select one answer only

—————— * Advocacy with the
Net Advocacy Trust remains

essentially the same as
2020.

o The decrease is not statistically

40% 2020 significant.
Net Advocacy

All Sample 2021

o Excluding those who said they
did not boat in 2021 makes little
numerical and no significant
difference.

All sample 2020 6%

m| have spoken positively without being asked my opinion ®| have spoken positively when someone asked my opinion
® | have been neutral when someone asked my opinion | have been critical when someone asked my opinion

B | have been critical without being asked my opinion

Sample: 2021 All (1179); 2020 All (960)




River Trust Advocacy 2021 by Region

Q9: How favourable or unfavourable is your overall opinion or impression of the Canal § River Trust?

Please select one answer only

| | * Advocacy (like favourability) does
| boated in more than one region  FIZANPA 27% .
appear to vary across the regions.
London & South East [[Q}ANEVA 36% /%
West Midlands  E/YS SV v | * However, the sample sizes vary
Wales & South West  EZSNECO7AML 5 considerably and so even a large
East Midlands  [ZZANNFIF I /% difference between:
North East 8 Yorkshire 5% o London and South East (Net. Advocacy of
North West RS /AR 28% v. West Midlands (49%) is not
| significant.
| have not boated in the past 12 months [EZANFEYA 30% ¥ o -
5% igﬂcaw RS —— . o Is not statistically significant
m| have spoken positively without being asked my opinion B have spoken positively when someone asked my opinion ° However’ it iS Worth nOting the
S commonality of scoring in the areas

| have not boated

Sample: VarleS dependlng on reglon in the past 12 North East & Wales & South London & South I boated in more
WARN | N G SMALL BASE S|ZES Total months North West Yorkshire East Midlands West West Midlands East North Wales than one region

170 194 154 89 170 98 209 137 6 n3




River Trust Advocacy 2021 by Craft

Q10: To what extent have you spoken positively or critically about the Canal & River Trust?
Please select one answer only

* Advocacy is lowest
amongst the Wide
beam community: 19%

e Narrowboats: 40%
A widebeam YA 16% 30% 14% ° Motor CFUISGF 33%

Other A 12% 24%

A motor cruiser 8% 25% 27% 9%

A narrowboat 13% 27% 31% 6%

38% 2021
Net Advocac

Total 12% 26% K10)74

1%

m| have spoken positively without being asked my opinion ®1 have spoken positively when someone asked my opinion
® | have been neutral when someone asked my opinion | have been critical when someone asked my opinion

B | have been critical without being asked my opinion

Sample: 2021 All (1179); 2020 All (960)
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Word of Mouth 2021 v 2020

Q11: Thinking about occasions when you have talked with other people about the Canal § River Trust, do people mainly

2021 (Exc. Non-Boaters) 29% 10% YA

52% Net Negativity
27% 12% (9%

15% Net spontaneous
positivity
2021 §

16% Net spontaneous
positivity
2020 23% 10% ¥4

W speak positively without you asking their opinion of the Canal § River Trust
W speak positively when you ask their opinion of the Canal & River Trust
B are neutral when you ask their opinion of the Canal & River Trust

speak critically when you ask their opinion of the Canal & River Trust
W speak critically without you asking their opinion of the Canal & River Trust
m | don't talk with other people about the Canal § River Trust

Not applicable

Sample: 2021 All (1179); 2020 All (960)

* Word of mouth or whether people
do speak positively or negatively
about the Trust, shows FAR more
people likely to be critical either
when an opinion is asked for or not.

* This is broadly the same for 2021
and 2020 and is also true if those
who did not boat in 2021 are
excluded from the sample.
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2021 (exc. Non-boaters)

Q15: How likely are you to recommend the Canal & River Trust's waterways to other boaters?

56% net
2021 (all)

Propensity to Recommend 2021 v 2020

1%

5% 8%
16%

56% net

2020

* Propensity to
recommend has
gone down

compared to 2020

* Even excluding non-

boaters for 2021,
there is no

12%

18%

62% net
m Definitely m®Probably mPossibly

difference
Probably not m Definitely not

suggesting that
m Don't know

Sample: 2021 n=1168, 2020 n=960, 2021 (excluding non-boaters from Q2) n=974

whatever has

changed has less to

do with the actual
experience of
boating.
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Q15: How likely are you to recommend the Canal § River Trust's waterways to other boaters?

Propensity to Recommend 2021

21.60%

17.80%
A narrowboat

7.00% 7.00%
31.50%

* Propensity to

18.90%

recommend has
gone down

.20%8.50%

compared to 2020.

* Even excluding non-
m Definitely m®Probably mPossibly

Probably not

5.40%
10.00%
Total 28.50% 27.50% _ 11.50%  sEsle gsXele)

m Definitely not  mDon't know
Sample: 2021 n=1168, 2020 n=960, 2021 (excluding non-boaters from Q2) n=974

boaters for 2021,
there is no

difference

suggesting that

whatever has

changed has less to

do with the actual
experience of
boating.
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Q15: How likely are you to recommend the Canal § River Trust's waterways to other boaters?
A liveaboard boater who has a home mooring

Propensity to Recommend 2021 by Boater Type

12%

A liveaboard boater who continuously cruises

41%
53% net

6%

29%
A leisure boater who has a home mooring

48% net

°
35% net
22%

14%
A leisure boater who continuously cruises

Sample: 2021

14% net
Total

Polarization is the most
interesting aspect of this
chart:
18% 1% 1%
055 net * Liveaboards are much
more likely to show this
14% 19% D%
36% net 33% net
32% 10% Z¥79NSFA
60% net
Total 29% 28%
m Definitely m®Probably mPossibly

l.e.: strong views either
way.

Probably not
1163

[}
12% [$¥A
A narrowboat

within group polarization
8%

B Definitely not
896

m Don't know

A widebeam A motor cruiser
7/

Continuous cruisers are
213

much more uniform in
the views, albeit leisure
CC’s are much more

likely to recommend the
Trust
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canalt «  Propensity to Recommend 2021: By Region
Q15: How likely are you to recommend the Canal § River Trust's waterways to other boaters?
| boated in more than one region 24% 30% 12% KA
London & South East RYA PASYA
West Midlands 39%
Wales & South West

7%
29%
28%

SV (% 12%

10%
28% 16%
East Midlands 9%
North East & Yorkshire
North West
| have not boated in the past 12 months

16% 9% 9%
27% 31% 13% /WA
30% 23% 12% RV
Total 29% 28% 12%
m Definitely m®Probably mPossibly Probably not
Sample: 2021 n=1168 | have not
boated in the
past 12 months

6% 8%
m Definitely not  mDon't know
North East &

North West Yorkshire
193 152

Wales & South London & South | boated in more
East Midlands West West Midlands East North Wales
88 168 98 208 137

than one region

6 13

* Regional variations

are in step with other
metrics






canals . Overall Customer Service 2020 v 2021

Q20: And overall, as a boater, how would you rate the customer service you have received from the Canal § River Trust staff and volunteers
over the past year?
Please select one answer only

2021 KYVOE 5% 15% 18% 12%

* Slightly fewer people
42% rate 8-10 experienced
customer service
interactions in 2021
(grey boxes).

e Difference in net
rating (8-10) between
2020 and 2021 is not

ml m2 m3 w4 5 m6 7 =8 m9 m10 mNo opinion/No contact statistically
significant.

2020 KYAVAYA 4% 7% 1% 21%

55% rate 8-10

Sample: 2021 n=1168
2020 n=960




River Trust Customer Service 2021 by Region

Q20: And overall, as a boater, how would you rate the customer service you have received from the Canal & River Trust staff and
volunteers over the past year? [10 point rating scale VERY POOR — EXCELLENT]

Please select one answer only

North West 8%

| boated in more than one region YA 7% 13% 18% experlenced customer
service Interactions In

Wales § South West A 15%  10% R 21% 2021 (greg boxes).

° 1 o
London & South East A 2% 7% 1% 20% Th|S Chart ShOWS the /o
ratings only for those

| have not boated in the past 12 months RS 5% 9% 16% who used the services

o Top is the North West
North East & Yorkshire [ 9% BNNEZANMNIAN 14% % :
or as orkshire 9% A 1% 14% 17% 14% o Bottom is North East &

Yorkshire
All Sample 6% 16% 20%
47% rate 8-10

Rl m2 m3 4 m5m6 78 m9 m10

1% | 15% e Slightly fewer people

K | have not
Sample: 2021 n=955 (those who had a customer service boated in Wales § | boated in

interaction, note varies bg region) Total  the past 12 North East East South West London & North  more than

Sample months North West§& Yorkshire Midlands West Midlands South East Wales  one region
955 98 124 7 152 87 191 18 6 108
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Please select one answer per row

Q16:Thinking about Canal § River Trust staff you saw out and about on the waterways, how do you rate them for...?
Please select one answer only

Customer Service 2021: Apects

Overall

592 2 789¥/3

Q20: And overall, as a boater, how would you rate the customer service you have received from the Canal § River Trust staff and volunteers over the past year?

Ability to respond to customer queries

AYSYLYAL T

15%

18% 12%

12%

13%

* Large numbers had
— = few interactions with
34% rate 8-10 customer service In
Knowledge of the network F$Z¥A5% s 10% 12% 12% 30% 2021
35% rate 8-10 .
ki * The Trust is scored
Overall availability A ASA5% n% | 1% 8% 24% well on:
25% rate 8-10
o Helpfulness
Overall friendliness Lzg% 10% 19% 22% 20% o Friendliness
55% rate 8-10
* Less well on:
Overall helpfulness FE2% 10% 19% 20% 21%
52% rate 8-10 °
ml m2 m3 m4 5 m6 7 8 m9 m10O mNo opinion/No contact
Sample: 2021 n=1168

Availability






River Trust Attitudinal 2020 v 2021

Q21: To what extent do you agree or disagree with each of these statements about the Canal & River Trust?
Please select one box for each row

2021 The Canal & River Trust values the views of the
people who boat on its waterways

" . o  All the attitudinal questions show
that a sizeable proportion of
respondents hold negative views

42% 35%

2020 The Canal & River Trust values the views of the

. 20% 18% 20% 20%  15%
people who boat on its waterways

about the Trust.
34%

38%
2021 The Canal § River Trust prioritises its spending % T * Views about spending prioritisation
on what | feel is most needed o are particularly negative followed

by ‘valuing the views of boaters’
* The comparatively better scoring

2020 The Canal & River Trust prioritises its spending - S . =
on what | feel is most needed 23% S %
46%

28%

“is a charity | trust” is very
significant as it is a key driver in
the main KPI. Thus small changes
in it, will impact the KPI

2021 The Canal & River Trust is a charity that | trust to

. 32%
look after our canals and rivers

14% 16% 24%

27%

13%

57%

13% 26% 31%

2020 The Canal & River Trust is a charity that | trust
to look after our canals and rivers

m Disagree strongly m Disagree slightly B Neither agree or disagree B Agree slightly B Agree strongly mDon't know

Sample: 2021 n=1168
2020 n=960




River Thust Attitudinal 2021: Trust

Q21: To what extent do you agree or disagree with each of these statements about the Canal & River Trust?
The Canal & River Trust is a charity that | trust to look after our canals and rivers

Total = — » Wales & South West lead on this
| boated in more than one region 23% 20% aspect, with North East & Yorkshire
| have not boated in the past 12 months 23% 33% COming last.
* Interesting to note that those who
. [} . .
Walos 6 South West — - —_ didn't boat. in the last 12 months did
West Midiands ¥ - . e not rate this statements much
est Midlands ¥4 % % 9 -
differently than other boaters
North West 17% 21% 34%
London & South East 15% 26% 28%
East Midlands 23% 31%
North East & Yorkshire 23% PIA
m Disagree strongly Disagree slightly m Neither agree or disagree
m Agree slightly m Agree strongly m Don't know
_ Ih t
Sample: 2021 n=1170 boataev: i:?che I boated in
2020 n=960 past 12 North East & Wales & South London & more than one
Total months North West Yorkshire  East Midlands West West Midlands South East region

1170 194 154 89 170 98 209 137 13



River Trust Attitudinal 2021: Spending Priorities

Q21: To what extent do you agree or disagree with each of these statements about the Canal & River Trust?
The Canal & River Trust prioritises its spending on what | feel is most needed

Total

19% 10%

| boated in more than one region 1% 3%
| have not boated in the past 12 months 19% 16%
West Midlands 26% 12%
North West 16% 20% 13%
Wales & South West 20% 10%
London & South East 15% 22% 8%
East Midlands A 17% 7%
North East & Yorkshire 9% 9%
m Disagree stronly Disagree slightly ® Neither agree or disagree  m Agree slightly ®Agree strongly ®Don't know
Sample: 2021 n=1168
2020 n=960
| have not
boated in the | boated in
past 12 North East & Wales & South London & more than one

Total months North West Yorkshire  East Midlands West West Midlands South East reqion



Ronal® st Attitudinal 2021: Values Our Views

Q21: To what extent do you agree or disagree with each of these statements about the Canal & River Trust?
The Canal & River Trust values the views of the people who boat on its waterways

Total 23%

18% 13% 8%

| boated in more than one region

| have not boated in the past 12 months 19% PAVA 17%
West Midlands
North West 21% 23% 14%
Wales & South West 18% 21% 14%
London & South East 15% 20% 13%
East Midlands 16% 5%
North East & Yorkshire 15% 9%
m Disagree stronly Disagree slightly  ® Neither agree or disagree  m Agree slightly  ®m Agree strongly  mDon't know
Sample: 2021 n=1168 bostedn Wales & | boated in
2020 n=960 the past 12 North East  East South West  London & more than
Total  months North West§ Yorkshire Midlands ~ West ~ Midlands South East one region

170 194 154 89 170 98 209 137 13
|







Canal® Support For Net Zero Emissions by 2050

Q23: On a scale of 0 to 10 how supportive are you of the Government’s goal to make the UK maritime sector
net zero emissions by 2050 (0= Not at all supportive and 10= Fully supportive)

20%

. .y 18% .
* Respondents were given
both an explanation and

a link of these proposals.

* The result suggests a
likely combination of
ambivalence and
something that many are
not aware of/not ever
have given much
thought to.

16%
14%
12%
10%
8% 7%
6%
» 4%

2%

0%
- % -

OrlTE2 B3 B4 586 87 B8 B9 B0

Sample: 2021 n=1170




Canal® Support For Net Zero Emissions by 2050

Q23: On a scale of 0 to 10 how supportive are you of the Government’s goal to make the UK maritime sector
net zero emissions by 2050 (0= Not at all supportive and 10= Fully supportive)

Total OV [ 10% M% 16%
| boated in more than one region 20% 3% 8% NI E AP

| have not boated in the past 12
P 24% SRS [ 8% B% 4% | e There is very little

months

difference in
opinion on this
issue no matter

London & South East 13%  4%5% I -7 7S 7

West Midlands 5% ez N0z 77 A how it is examined:
Wales & South West [ 20% s W17 7 by region, boat
East Midlands 1 16%  2s4sc 730 7 A Jfpe e

North East & Yorkshire UZAE [ 8% D% 16% |
North West = 15% 5% 4% 7% VA A

Ol m2 m3 4 5607 a8 9 m10

Sample: 2021 n=1170




Canal Implementation: Zero Emissions by 2050

Q24: Which of the following statements most accurately reflects your views on how changes to reduce
emissions should be implemented:

* There is little to no
appetite to modify all
boats in the next 5 years
(7%)

* A sizeable minority are

opposed to any enforced

changes (19%)

The most often selected

7% choice is a long process

of changes to standards
for new boats only (39%)

Total

39%

* A nearly equal proportion

m Other prefer an intermediate
W There shouldn’t be any enforced changes at all time scale and a mixture
B There should be a mix of standards for new boats and conversion of existing boats to a change most craft over say 10-15 years) Of approaCheS fOf' a”
O,
m We should rely on changes to standards for new boats only to reduce emissions over time (likely to take 30+ years) boats (33 /°)

Most or all boats should be modified to reduce emissions sooner rather than later (say within 5 years)

Sample: 2021 n=1170




n Canal &
= River Trust

emissions should be implemented:

Implementation: Zero Emissions by 2050

Sample: 2021 n=1170

Wales & South
East Midlands
89

West
170

Q24: Which of the following statements most accurately reflects your views on how changes to reduce
Total N e * There is little real
| have not boated in the past 12 months 4% 38% 32% 25% variation bg
| boated in more than one region 8% 36% 36% 19% region or bg
London & South East 10% 37% 37% 12% other factors
West Midlands 116% 38% 33% 21% aside from
Wales & South West n% 36% 36% A boater tU pe (See
East Midlands 7% 41% 32% 18% next Sllde)
North East & Yorkshire 1 44% 35% 19%
North West 7% 40% 32% 19%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
Most or all boats should be modified to reduce emissions sooner rather than later (say within 5 years)
B We should rely on changes to standards for new boats only to reduce emissions over time (likely to take 30+ years)
B There should be a mix of standards for new boats and conversion of existing boats to a change most craft over say 10-15 years)
B There shouldn't be any enforced changes at all
m Other
| have not
boated in the North East &
Total past 12 months  North West Yorkshire
1167 193 154

London &
West Midlands ~ South East
98 208

| boated in
more than one

region
6

North Wales
137

12



7~

continuously cruises has a home mooring
63

cruises
772

Canal® Impl tation: Z Emissi by 2050
RiverT mpiementation: £Zero cmissions
—— River lrust
Q24: Which of the following statements most accurately reflects your views on how changes to reduce
emissions should be implemented:
Total 7% * |t appears that
Trade Boaters need
A trade boater 5% 24% 33% 24% a bit more
A leisure boater who continuously cruises n% 32% 30% 24% information to
decide on the
Other 3% 39% 32% 23% |mp||Cat|onS
A liveaboard boater who has a home mooring | 7% 4% 30% 20% * Those with the
most appetite for
A leisure boater who has a home mooring [ 5% 40% 35% 19% Change are
A liveaboard boater who continuously cruises 13% 35% 32% 16% leea.boards who
continuously
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100% cruise.
Most or all boats should be modified to reduce emissions sooner rather than later (say within 5 years)
B We should rely on changes to standards for new boats only to reduce emissions over time (likely to take 30+ years)
B There should be a mix of standards for new boats and conversion of existing boats to a change most craft over say 10-15 years)
B There shouldn't be any enforced changes at all
m Other
Sample: 2021 n=1170 ' '
A leisure boater who A leisure boater who
Total —

Least appetite:

Trade boaters and
A liveaboard boater A liveaboard boater
who continuously

who has a home

mooring
131

A trade boater
149

Other
21

leisure boaters who

continuously cruise

31



Canals Propulsion: Fuel

Q25: What is the main source of fuel used for your boats propulsion?

* Opverall, diesel dominates. Especially in

Other 29% 12% narrowboats and wide beams.
A motor — - . * The majority of motor cruisers are petrol
cruiser : ° w powered.
* Hardly any craft are electric powered: 0.3%
A widebeam 92% B%5% overall

* Motor cruisers are the type with the highest

A narrowboat - |, ¢ take-up of electric: 0.9%

* Narrowboats: 0.2%

Total 86% 3%y .
. * Wide beams: 0% of respondents

W Diesel Petrol BElectric ®MHorse-drawn ® Other

A liveaboard

. = A leisure boater A leisure boater boater who A liveaboard
Sample' 2021 n 1170 who continuously who has ahome  continuously boater who has a
Total cruises mooring cruises home mooring A trade boater Other

167 63 772 131 149 21 31



Canal? Heating: Fuel

Q26: What is the main source of power used to heat your boat? (Please select all that apply)

e Solid fuel is the
primary source used
for heating, although
this varies
considerably —
primarily by boat type.

Other

A motor cruiser 8% PASYA 70%

A widebeam

A narrowboat VAVA 6% 36%

Total 59% 10% 42%

m Solid fuel stove mElectric heating ® Other

170 902 37 214 17

Sample: 2021 n=1170

Total A narrowboat A widebeam A motor cruiser Other



Canals Alternative Power Sources: Viability

Q27: Please indicate on a scale of 1 to 10 to what extent do you think the following alternative sources of

power would be a viable way to reduce emissions from your boat (1 = not viable at all and 10 = very viable)

e Current technology is typically

preferred with solar panels and
Solar panels (with . . . . g o
pattery backup) ” - S/ 6% 23% biofuels coming top (also requiring
32% 0-10

39% 8-10 fewest expensive modification)

Biofuels (part or * Even with these options, many
fullreplacement of - 14% AR don’t think these are a viable way
biofuels) 37% 8-10 of reducing emissions from their

boat (in the case of solar panels,

- O 13 the most popular choice, 32%
rated these 0-3 for viability)

* Interestingly, electric charging
- o 10 oints are considered only by a
19% 8-10 minority to be viable. 39% rated
these as 0 out of 10!

Electrlc Charglng

battery backup

B2 53 4m5 67 m8m9mEI0

24% 8-10

Sample: 2021 n=1170




Canals Alternative Power Sources: Narrowboats

Q27: Please indicate on a scale of 1 to 10 to what extent do you think the following alternative sources of

power would be a viable way to reduce emissions from your boat (1 = not viable at all and 10 = very viable)

* Narrowboats highest viability:

o Biofuels

* Interestingly, electric charging
points are considered only by a
Solar panels (W|th o
Electrlc charglng

- A 6% 23% minority to be viable. 40% rated
battery backup

these as 0 out of 10!
22% 8-10

Biofuels (part or

full replacement of 16% 14% 7% 18%
diesel with
biofuels) 40% 8-10
W Series1 MW Series?2 m Series3  Series4 W STTESS

Series6 | Series7 MW Series8 MW Series9 W Series1O

Sample: 2021 n=902




Canale Alternative Power Sources: Wide beam

Q27: Please indicate on a scale of 1 to 10 to what extent do you think the following alternative sources of

power would be a viable way to reduce emissions from your boat (1 = not viable at all and 10 = very viable)

e Caution small base sizes

* Wide beam respondents appear

B T obemuch more amenable to

different options, although there
is a strong contingent that rated

Solar panels (with - RgYER 9% A 34% all the ideas as zero. highest
attery backup) .
viability:

o Biofuels

Electric charging o Salar sanele
H H O, O, O, o, _L

battery backup) 42 810 * Interestingly. electric charging
oints are considered only by a
Biofuels (part or = X X X og L=
full replacement of - w o minority to be viable. 40% rated
diesel with - . i these as 0 out of 10!
biofuels) 46% 8-10

B2 53 4m5 67 m8m9mEI0

Sample: 2021 n=37




Canal g Alternative Power Sources: Narrowboats

iver Trust

Q27: Please indicate on a scale of 1 to 10 to what extent do you think the following alternative sources of

power would be a viable way to reduce emissions from your boat (1 = not viable at all and 10 = very viable)

* Narrowboats highest viability:
o Solar panels

o Biofuels
» Still, most ideas are being
Solar panels (with 319
battery backup)
38% 8-10
Electrlc charglng

very high minority simply
regarding them as not viable.

1% 20% regarded as lukewarm with a
battery backup 30% 8-10

Biofuels (part or

full replacement of 29% 14% AT
diesel with

biofuels) 28% 8-10

B2 53 4m5 67 m8m9mEI0

Sample: 2021 n=214




n Canal &
—— River Trust

My knowledge of
alternative

Q29: On a scale of 0 to 10, to what extent do you feel that the following are barriers to reducing the emissions
from your boat (O=No barriers & 10 = Total barrier)
technologies

The availability of

alternative

Barriers to Emission Reduction

technologies

9% 12% 4% 13%
63% 8-10
-

* Cost is the highest and
strongest barrier to
reducing emissions on
9% % A
Th t of N o
adaptien;OrrS\goboat a l R

mO0 m]

people’s boats.
60% 8-10
Sample: 2021 n=214

213

4 m5

o Those selecting 8,9,10 make up
79% of respondents.

43

6

o 52% said that cost is a ‘total
barrier’
% 8-10
7 m8 m9 m10

* Availability of alternatives

is also seen as an issue by
many, with knowledge
being in third place



Canal § Incentives to Emission Reduction

River Trust

Q31: On a scale of 0 to 10, to what extent do you feel that the following measures would incentivise you to
reduce emissions from your boat (O = No incentive and 10 = Full incentive)

* Grants and subsidies
(from the 3 options) are
seen as the way to bring
about change

Grants or

subsidies jco!nstall 13% 2% . 6%
low emission

technology 63% 8-10

Sub:?ld!sed low 1% 29% 6%
emission fuel
Reduced boat
licence costs for 18% 4% 5% 6%
low emission boats

EO M m2 83 4m5 67 m8 mEO mI0

60% 8-10

43 % 8-10

Sample: 2021 n=214




Canal & Supply of Fuel

River Trust

Q32: The Canal & River Trust does not currently supply fuel for propulsion to boaters. Thinking about the future and

moving towards alternative zero emission sources of fuel, who do you think should lead the delivery of these?

* Overwhelmingly,
boaters feel that
the private
sector should be
looking to supply

23% propulsion fuels

when thinking
about future

22% emission targets.

The private sector — existing waterway

. 49%
businesses or new entrants

The Government

The Canal & River Trust

Other

6%

Sample: 2021 n=214




Canal § Registration & Regulation: Boat Maintenance & Emissions

River Trust

Q34: What do you think would be the impact on your boating activity of having to adapt your boat to reduce
emissions?

* The idea of having to adapt

A motor cruiser 32% 22% 45% their boat to reduce
emissions is received with
A widebeam 38% 41% 22% very mixed views.

* For the most part, boaters
indicate that it could either

A narrowboat 33% 28% 39%
stop them altogether or
reduce their boating.
Total 33% 27% 40% c g
* However, a significant
m No impact at all, | would boat exactly the same minority (33%) say it will

not impact them at all in
terms of boating
frequency

B Some impact, | would reduce the amount of boating | did

170 902 37 214 17

Sample: 2021 n=1170

Total A narrowboat A widebeam A motor cruiser Other






Pcorate Sample

Age
North Wales, 75+ — O %,
% ; 65-74 38%
1% | boated in oo 62 219
more than one | have not 4554 n— 3
region, 10% boated in the 35-44 e— 5
past 12 25:34 p— 3%
months, 17% 16-24 » 0%
London &
South East, Stated Gender
12%
North West, Other 1 1%
13% Prefer not to say mm 4%
Transgender 1 0%
West Female meeeeeeess— 0%
Midlands, 18% North East & Male 76%
Yorkshire, 8%

Type of Craft

Wales & .
South West, East Midlands, Other m 2%

8% 15% A motor cruiser I 18%

A widebeam MW 3%

I %
Sample: All (1179) A narrowboat 77%







Ganalb Boat Use

Which of the following options best describes how you use your boat most of the time?

Please select one answer only

| itt ise the wat i lei %
e e R - « Compared to 2020, boat

W—— N use has varied slightly
° but not statistically

As a second home where | live for extended ﬂ . ofe
periods/ as an alternative to my main residence 16% S|g N |f|Cant| U
: 6%
As a holiday home r?)%

Other W 3%

%

As a temporary home where | live when at work I 10/

0% 10% 20% 30% 40% 50% ©60% 70%
m 2021 m2020

Sample: All (1179)




Canal &
River Trust

Type of Boater

QS5: Please select which best describes you?

Please select one answer only

A leisure boater who has a home mooring ‘766%

A liveaboard boater who has a home
mooring

A liveaboard boater who continuously
cruises

A leisure boater who continuously cruises

Other

A trade boater

B
17%

Nn%
13%

l 6%
6%

3%
4%

2%
2%

m 2021 m2020

Sample: All (1179)

* Small changes in sample
composition between 2021 in
terms of boater type do exist

o More leisure boaters with a home
mooring took part in the survey

o Fewer liveaboard boaters took
part in the survey



Rivor Trust Boat Use by Boater Type

Which of the following options best describes how you use your boat most of the time?
Please select one answer only

How different people
use their boats is
highly dependent on
what category of

A liveaboard boater who continuously cruises 29 89% 18 boater UOU see

yourself.

All Sample 1%%6% 23% 58%

A liveaboard boater who has a home mooring 3%

A leisure boater who has a home mooring 1% 8% 0% 80%

For 2021, the usage is
very much:

* Liveaboards —

A leisure boater who continuously cruises 225 9% 66%

As a temporary home where | live when at work

Other permanent home
As a holiday home
B As a second home where | live for extended periods/ as an alternative to my main residence ° Leisu re boate rs —
B As a permanent home
W | use it to cruise the waterways in my leisure time Ieisu re use.

Sample: All (1179)




n Canal &
= River Trust

Ownership
Q6: Please tell us how long you have had a boat?
A motor cruiser 22% 41% 28%
A widebeam 16% 43%
A narrowboat 14%

K10)74

47%
All Sample

33%

* A new question added in
2021 asks about length of

boat ownership.

Less than 1 year

Sample: All (1179)

m1-3 years

W 4-7 years

* /8% of respondents say

they have owned their boats
for 4 or more years.
B Over 8 years




