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M ethodology
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1. M ethod:onlinew ithem ailinvitation

2. S am ple:respondentsfrom previous,random sam ple,on-boardsurveys

3. Com pletedsurveys:1,287,O ctober7-23,2020

4. R esponserate:21%

5. Q uestionnaire:rateover40 aspectsofservice,respondentcharacteristics,
com m ents.M ultiplelanguages.

6. Dataprocessing:

• Filtered toincludeonly ridersin2020,includingthosew hostopped ridingduetothe
CO VID pandem ic

• W eighted toreflect2019 on-boardsurvey results
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T opFiveAspectsofCustom erExperience
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Bottom FiveAspectsofCustom erExperience
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