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• Conducted onboard by operators

• Conducted in November 2010

• Sampled AM, PM, late night runs

• 670 Surveys returned

Fixed Route Survey
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• Passenger Demographics

• Use of Service

• Satisfaction Measures
-- Bus Operator Characteristics
-- Service Characteristics
-- Safety & Amenities
-- Customer Information

Survey Content
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Age
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17.9%

17 or younger
3.2%50-64

8.8%

65 or older
3.7%



Income
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$15,000 to $29,999
15.3%

$30,000 to $49,999
5.8%

$14,999 or less
54.4%

$50,000 to $74,999
2.0%

$75,000 or more
0.8%

Don't know / prefer not 
to say
21.8%



College Student?
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Yes, Ivy Tech
6.4%

Yes, Other
2.0%

Yes, Purdue
62.8%

No
28.8%



Trip Purpose
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Social/Cultural
2.3%

Dining/Food
3.1%

Shopping
7.0%

Other
6.3%

Medical 
Appointment

2%

School
53.0%

Work
26.2%



Frequency of Use
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2 days
2.4%

Occasionally or 
rarely
2.9%

3 days
7.0%

7 days
12.1%

6 days
14.8%

5 days
50.2%

4 days
10.2%



Frequency of Use
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This is my first year 
riding CityBus

24.1%

I ride more 
frequently than I did 

last year.
34.0%

I ride less frequently 
than I did last year.

4.4%

I ride about the same 
amount as I did last 

year.
37.5%



Late Night Usage

Customer Satisfaction Survey Results
U
se
 o
f S
e
rv
ice

No, buses do not run 
late enough in my 

area
26.7%

Yes, I ride late at 
night occasionally

21.0%

Yes, I ride late at 
night at least once a 

week
14.2%

Yes, I ride late at 
night 3 to 5 days a 

week
10.4%

No, buses run late at 
night in my area, but 

I do not ride.
27.8%



• Ranked on scale of 1 to 7
1 =  Worst
7 = Best

• Responses grouped as follows:

Satisfaction Measures
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Don’t Know =

1, 2, 3 =

5, 6, 7 =

4 =



Overall Satisfaction
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50%

100%

Overall Service

Don't Know

Satisfied

Neutral

Not Satisfied

Mean rating = 5.89

85.4% of Ratings
are Satisfactory



Bus Operators

Customer Satisfaction Survey Results
S
a
tisfa

ctio
n
 M
e
a
su
re
s

0%

50%

100%

Safe Driving Courtesy Knowledge of

CityBus

Appearance Attitude

Don't Know

Satisfied

Neutral

Not Satisfied

6.22 6.16 6.26 6.34 6.09



Service Characteristics
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50%

100%

Frequency of

Service

On-time

Performance

Ease of Transfers Bus Stop

Locations

Design of Routes Days/Hours of

Service

Don't Know

Satisfied

Neutral

Not Satisfied

5.935.325.50 5.82 5.76 5.22



Safety & Amenities
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Bus Cleaniness Safety from Accidents Personal Security Availability of Shelters

Don't Know

Satisfied

Neutral

Not Satisfied

6.335.89 6.29 5.23
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100%

Overall Customer Information

Don't Know

Satisfied

Neutral

Not Satisfied

90.7 % of Ratings are 
Satisfactory

Mean rating = 5.73

Customer Information
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Phone Line (742-RIDE) Web Site Printed Information

Don't Know

Satisfied

Neutral

Not Satisfied

5.865.33 5.97

Customer Information
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COMMENTS



• Many commendations

General Comments
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“Lafayette has the finest mass 
transportation in America.”

“I always have a good 
experience on CityBus.”

“Friendly drivers.”

“Appreciated
travel training.”



• Extended service (nights, weekends)

--Many comments on 5, 6A/6B

• More shelters requested

• Behavior of youth riders

• Improve timeliness of transfers

Requests
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• On time performance (1B, 4B, 5, 23)

• Dirty shelters and buses

• Driver knowledge of stop locations

• Problems with text messaging real time info system

• Overcrowding on Tower Acres

• Bunching/delays on Gold Loop

• Improve timeliness of transfers

• Trolley is always late/unreliable

Complaints

Customer Satisfaction Survey Results



Thank You.

Marty Sennett
General Manager

marty@gocitybus.com


