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Customer Satisfaction Survey Results

CityBus

Fixed Route Survey

AConducted by operators
AConducted Nov. 14th & 15th
ASampled AM and PM runs
AProportional sample size

A825 Surveys returned



Customer Satisfaction Survey Results

CityBus

Survey Content

APassenger Demographics
AUsage of Service

ASatisfaction Measures
-- Bus Operator
Characteristics
-- Service Characteristics
-- Safety & Amenities

—— Crictnmear Informatinn
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Gender

= EI Male

52% 48%
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$75,000 or
more
1%

Don't know /
prefer not to

$50,000 to say
$74.999 19%
1% $14.999 or
$30,000 to less

$49,999 60%
5%

$15,000 to
$29,999
14%
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CityBys

College Student?

Yes, Other
1%

Yes, lvy Tech Yes, Purdue
3% 75%



Customer Satisfaction Survey Results

Trip Purpose

Dining/Food
1%

Social/Cultural
2%
Medical
Appointment
2%

Shopping
4%

School
68%



Customer Satisfaction Survey Results

Frequency of Use

2 days Occasionally

3 days 1% or rarely
3% 1%

4 days
7%
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‘*7'* Customer Satisfaction Survey Results

Frequency of Use

This is my first | ride more

yearriding  frequently than |
CityBus did last year.

26% 36%

| ride about the
same amount as
| did last year.

30% | ride less
frequently than |
did last year.
8%
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Residential Choice

700

Yes

600

Yes

500 ~

400 -

300 -

200 -

100 -

Did you consider bus service when you chose where yoill you consider bus service in choosing where you
live now? will live next?
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CityBus

Satisfaction Measures

ARanked on scale of 1 to 7
1 = Worst
[/ = Best

AResponses grouped as follows:

Dond6t Knban't Know
5,6, 7 = W Satisfied
4 = W Neutral
1, 2, 3 = W Not Satisfied
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verall Satisfaction

100%

87% of Ratings are
Satisfactory

Don't Know
B Satisfied
B Neutral
M Not Satisfied

50%
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Overall Service
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‘ Operators

Mean = 6.23 6.24 6.34 6.36 6.18 6.3
100%

Don't Know
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Driver's Skill Drivers' Drivers' Drivers' Drivers' Attitude Drivers'
Courtesy Knowledge Appearance Professionalism
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Service Characteristics

Mean = 5.42 5.28 5.74 5.88 5.75 5.28
100%

Don't Know
I Satisfied
B Neutral
M Not Satisfied

50%

Service On-time Dependability Bus Stop Design of Days/Hours of
Frequency Performance  of Transfers Locations Routes Service
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Customer Satisfaction Survey Results

afety & Amenltles

Mean = 5.9 5.03
100%

Don't Know

50% | Satisfied
M Neutral

B Not Satisfied
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Bus Cleaniness Safety from Accidents Personal Security  Availability of Shelters
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Customer Information

Mean = 5.54 6.08 6.14 5.8 5.3 5.88 5.95
100%

50% 1+——
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M Not Satisfied
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Phone Line (742- Web Site Printed Information oninformation at Online Trip Online Real-
RIDE) Information Service Bus Stop Planner Time

Change/Detours Information
(MyRide)
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CityBus

ACCESS Survey

AConducted by operators
AConducted Nov. 14th & 15th
ASampled AM and PM runs
AProportional sample size

A21 Surveys returned
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CityBus

Survey Content

APassenger Demographics
AUsage of Service

ASatisfaction Measures
-- Bus Operator
Characteristics
-- Service Characteristics
-- Safety & Amenities

—— Crictnmear Informatinn
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18-29
2%

65 or older

38% 30-49

33%

50-64
24%



Male
24%

Female
76%



Don't know / prefer

$14,999 or less
48%

not to say
33%

$30,000 to $49,999
5% /

$15,000 to $29,999
14%
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Trip Purpose

Work
31%

Dining/Food
4%
Social/Cultural
4%

Medical
Appointment
27%

School
T%

Shopping
8%
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Frequency of Use

Occasionally or
rarely

0)
14% 6 days

19%

1 day
5%

2 days
10%
5 days

28%
3 days

24%
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Frequency of Use

| ride more
frequently than | did
last year.
This is my first year 10%
riding CityBus
14% | ride less frequently

than 1 did last year.
5%

| ride about the same
amount as | did last
year.
71%
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verall Satisfaction

2
Q
=3
0
o )
Q)
O
=,
O
=
<
@
Q)
7
=
(D
7

100%
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BuS Operators

Mean = 6.5 6.95 6.84 6.8 6.9 6.71
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Driver's Skill Drivers' Drivers' Drivers' Drivers' Attitude Drivers'
Courtesy Knowledge Appearance Professionalism
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Service Characteristics

Mean = 5.42 6.15

100%

50% Don't Know

m S atisfied
® Neutral

B Not S atis fied
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Vol
CityBus

afety & Amenities

Mean = 6.3 6.68 6.75

100%

Don't Know

m S atisfied

50% -
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Customer Information

Mean = 6.6 6.72 6.6

100% -

50% - Don't Know

m S atisfied
® Neutral

m Not S atisfied

0% -

ACCESS Dispatch Web Site Printed Information
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