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Method: online with email invitation
Sample: respondents from previous, random sample, on-board surveys
Completed surveys: 1,287, October 7-23, 2020

Response rate: 21%

Questionnaire: rate over 40 aspects of service, respondent characteristics,
comments. Multiple languages.

Data processing:

e Filtered to include only riders in 2020, including those who stopped riding due to the
COVID pandemic

 Weighted to reflect 2019 on-board survey results



Note: the percentages are the % of respondents who gave a 4 or 5 rating on a 5 point scale
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Ease of getting from my home
to my bus stop

Ease of getting from bus stop
to my destination

Signs at the bus stop

Ease of fare payment

Availability of bike storage (if
applicable)

Source: 2020 Customer Experience Survey

c
(7]
9,

7.00 7.50 8.00 8.50

Ease of getting from station
to my destination

Ease of fare payment

Next stop information on the
train

Train speed/travel time

Ease of getting from my
home to my station

Average Scores Shown. Scale: 1=Poor to 10=Excellent
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Bus Rail

Personal security at Metro
bus stops at night

How well Metro addresses
homelessness on trains

Presence of security staff on
buses

Personal security at Metro train
stations at night

Personal security on Metro

Shade at bus stop trains at night

Personal security on Metro
buses at night

Presence of security staff on
trains

How well Metro addresses
homelessness on buses

Enforcement of Metro rules
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Source: 2020 Customer Experience Survey Average Scores Shown. Scale: 1=Poor to 10=Excellent 5




More important

Less important
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Customer Importance Index — correlation with overall satisfaction
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Bus Quadrant Chart - 2020 Customer Experience Survey

Target Issues

Bus interior cleanliness

9

Bus seat comfort
Timeliness of
connections

Bus age/condition

Enough room on bus ¢ . L
° ° Car parking availability

Speed/travel time

Available/accurate
Delay advisories On-time performance Jrival time ffifo metro.net website
Bus stop seating 9
° . .
Rule enforcement -® Noise level in bu.s H((ejlpfulntess Transit app
. Safe from sexual and courtesy ;
raffiti harassment L] Smooth ride Bike parking availability
Dayfime
Homelessness on bus . .
security on Bus temperatu;e Stop signage °
Bus stop cleanliness bus _— ° Destination egress
Security staff on bus @ Connection nf@ _
Safe from racial ° Next stop info on bus
A hade® o 9 or ethnic H ¢ .
us stop shade i ours of operation
e Daytime WiFi availability/ harassment
Nighttime security at quality on bus ° o "
security on bus bus stops Trip planning info Ease of ome ac‘cess
Nighttime security payment
at bus stops
3.7 3.9 4.1 43 45 4.7 4.9 5.3 5.5 5.7 5.9 6.1 6.3 6.5 6.7 6.9 7.1 7.3 7.5 7.7 7.9 8.1 8.3 8.5
Rated Low Customer Average Ratings (1 poor, 10 excellent) Rated High



Less important
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Customer Importance Index — correlation with overall satisfaction
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Rail Quadrant Chart - 2020 customer Experience Survey

Target Issues

Safe from racial or
ethnic harassment

Train interior cleanliness ® Station

Safe from sexual harassmen

°
Timeliness of connections Transit app

9
[ ]

Enough room on train

Train seat comfort
Car parking availability
° ° Connection info
Bike parking availability ~@ € metro.net website

Noise level in train oe

Train age/condition
Station signs

o
e— Delay advisories

¢ ¢ Frequency
Station seating -® < Elevators > ° )
° Escalators s ? . On-time performance ] )
) ) Train temperature e® Next stop info on train
Daytime security Helpfulness and courtesy  Available/accurate ¢ Speed/travel time
Rule enforcemente at stations arrival tifie info ;
Smooth ride
Q
Security staff on trains @ . o
A\l ° Trip planning info ¢
Nighttime security on trains® Daytime security on trains .Cel.l .5|gnal ) Hours of operation
availability/quality
° ontrains ®
Nighttime o °
security at Ease of payment
stations Platform shade
[}
°
Homelessness Home access
on trains
Graffiti Destination egress
. ‘
3.7 3.9 4.1 4.3 45 4.7 4.9 5.1 5.3 5.5 5.7 5.9 6.1 6.3 6.5 6.7 6.9 7.1 7.3 7.5 7.7 7.9 8.1 8.3 8.5
Rated Low Customer Average Ratings (1 poor, 10 excellent) Rated High
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