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Key Findings

Overall satisfaction is very positive
— Driver contact key part of satisfaction

Frequency of service is a key issue

A high percentage of pass usage
— Cash continues to be most common payment method

Awareness is lower among Hispanic customers
— Strengthen awareness

Bus Book is preferred for receiving information
— Customers willing pay up to $1.00
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e Average years using service: 4.3 years
 74% are between the ages of 18 - 44

* 50% Hispanic/Latino, 33% Caucasian/White
 51% are employed full time

« Average household income: $31,800

e 58% have internet access

Demographics
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Overall Ridership — Method of Payment

Thirty-seven percent of customers paid cash for the current bus trip. The
regular 30-day pass (23%) and one-day pass on-board (22%) were the
next most common methods used to pay for the current bus trip.

Regular 30-day pass _23%
One-day pass, on board _22%
Senior/di;zl;lsed 30-day -4%
University pass -2%
Youth 30-day pass -2%
Express 30-day pass -2%
Employer pass .2%

Pre-paid one-day pass .1%

Regular 15-day pass Fl%

Not all passes shown due to very small %.
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The majority of customers (82%) are satisfied with bus service. In fact, almost
half of customers say they are very satisfied.

Overall Ridership — Satisfaction

48%

Very satisfied Somewhat Neutral Somewhat Very
satisfied dissatisfied  dissatisfied
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Overall Ridership — Satisfaction by Attribute

Customers are most satisfied with bus driver courtesy (76%), information in the
bus book (75%), bus driver knowledge (74%) and information at bus stops (71%).

Driver Courtesy

Information in the Bus
Book

Driver Knowledge

Information at Bus
Stops

Interior Cleanliness

Exterior Cleanliness

Bus Safety

Telephone Customer
Info Center

Information at Transit
Centers

Cost

76%

75%

74%

71%

66%

66%

66%

63%

62%

61%
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Customers are least satisfied with the availability of evening service (35%) and the
availability of weekend service (31%).

Overall Ridership — Satisfaction by Attribute

Number of Transfers 60%
Bus Stop Safety 60%
Reliability of Transfers 60%
Travel Time 59%
On-time Performance 59%
Frequency 57%
Availab!it)ét%fpienches 550
Availabgig/voiieEvening 35%
Availability of Weekend 31%

Service
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The majority of customers (73%) are riding the bus 4-7days per week.
Ninety-five percent of customers are riding the bus at least one day per week.

Overall Ridership — Frequency

73%

1%

1-3 days per 4-7 days per At least once per A few times per Don't know
week week month year
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Overall Ridership — Sources Used

The most popular source for information about bus service is the Bus

Book (78%). Information at bus stops (66%) and individual bus schedules (66%)
are the next most popular sources for information, followed by the telephone
customer information center (57%).

Bus Book

Information at Bus Stops

Individual Bus Schedule

Telephone Customer
Info Center

OCTA Web Site/Trip
Planner

Inside Bus Advertising

Outside Bus Advertising

Bus System Map

Brochures

Rider's Alerts

Mail

57%

42%

41%

35%

35%

32%

29%

17%

78%

66%

66%
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e Continue monitoring bus customer satisfaction level

Next Steps

 Promote pass sales

 Develop and implement on-line customer information
venues

- e-BusBook, text-messaging trip information via cell phone, etc.
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