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511 Phone Satisfaction Survey

November 2003

Cross Tabulations by County of Origin 

Appendix A


Appendix A: County Information

This appendix is designed to give counties a specific overview of the 511 Satisfaction survey.  It should be noted however that sufficient sample size was gathered for only threes counties: Alameda, Contra Costa, and San Francisco.  This is due to the survey focusing on taking a significant sample for the nine counties of the Bay Area as a whole, but not on the county level.  Nevertheless, those counties where sample is too small to be quantifiable, there remains a qualitative value in the data collected and should be viewed as such.

Q6 and Q9 Combined: Q6 What was the primary type of information you were looking for when you last called 511? Q9 What was the primary type of information you were looking for when you called 511 today?

Table 1: Travel Mode by County of Origin --Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Traffic

Public Transit

Carpool or Vanpool

Bicycling

Other

1019

431

157

26

16

73

663

65.0%

197

45.7%

112

71.5%

22

84.6%

16

100.0%

65

88.4%

354

34.8%

237

55.0%

44

28.2%

4

15.4%

-

-

9

11.6%

21

2.1%

15

3.4%

3

1.9%

-

-

-

-

-

-

6

0.6%

1

0.1%

2

1.6%

-

-

-

-

-

-

17

1.7%

7

1.5%

5

3.4%

-

-

-

-

-

-


Please Note: "Other” refers to all other travel mode responses received that do not fit into the category of traffic, public transit, carpool/vanpool, or bicycling and were too few to be given a separate code.  

Table 2: Travel Mode by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Traffic

Public Transit

Carpool or Vanpool

Bicycling

Other

1019

93

117

53

10

43

663

65.0%

85

91.4%

92

79.1%

40

75.2%

10

95.0%

24

55.2%

354

34.8%

7

8.0%

22

19.2%

11

20.2%

1

5.0%

19

44.8%

21

2.1%

1

0.6%

1

0.4%

2

4.6%

-

-

-

-

6

0.6%

-

-

2

2.1%

-

-

-

-

1

1.2%

17

1.7%

1

0.6%

2

2.1%

2

4.6%

-

-

-

-


Please Note: "Other” refers to all other travel mode responses received that do not fit into the category of traffic, public transit, carpool/vanpool, or bicycling and were too few to be given a separate code.  

Q3. 
Thinking about your experience with the 511 service OVERALL would you say that you are satisfied, or dissatisfied with the service? (GET ANSWER, THEN ASK): Would that be very (satisfied/dissatisfied) or somewhat (satisfied/dissatisfied)?


Table 3: Overall Satisfaction with 511 Service by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

634

62.2%

252

58.5%

96

61.2%

21

80.6%

12

78.0%

45

61.7%

288

28.3%

123

28.5%

48

30.5%

5

19.4%

3

22.0%

24

32.9%

57

5.6%

33

7.6%

5

2.9%

-

-

-

-

3

4.7%

37

3.6%

21

4.8%

9

5.4%

-

-

-

-

1

0.7%

3

0.3%

2

0.6%

-

-

-

-

-

-

-

-


Table 4: Overall Satisfaction with 511 Service by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

634

62.2%

60

64.9%

76

65.1%

34

63.2%

7

71.6%

30

70.4%

288

28.3%

28

29.7%

36

30.5%

14

26.7%

-

-

7

17.0%

57

5.6%

1

1.1%

4

3.4%

5

10.1%

2

23.4%

3

6.9%

37

3.6%

4

4.3%

1

0.4%

-

-

-

-

2

5.7%

3

0.3%

-

-

1

0.4%

-

-

1

5.0%

-

-


Q4. 
In general why did you give the 511 service an overall rating of satisfied?
Table 5: Reasons for Satisfaction Rating by County -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Get information

needed

Traffic conditions

information

Convenient

Easy to use

Voice activation

Quick

Great service

Accurate info

Useful/detailed/qua-

lity info

Timely info

Helps with planning

trip

Other positive

Inaccurate/ did not

get info needed

Expand features &

scope of service

Other negative

Other neutral

DK/NA

922

374

144

26

16

69

321

34.8%

121

32.3%

43

29.6%

13

51.1%

3

18.7%

27

39.3%

168

18.2%

50

13.4%

31

21.5%

7

28.9%

3

22.0%

12

17.5%

161

17.5%

76

20.2%

20

13.9%

4

16.0%

1

6.5%

13

19.0%

158

17.1%

67

17.9%

23

15.9%

8

30.3%

5

30.8%

15

21.7%

158

17.2%

48

12.7%

29

20.0%

8

30.9%

8

52.8%

15

21.2%

142

15.4%

66

17.6%

21

14.5%

3

11.4%

5

30.8%

11

15.8%

98

10.6%

51

13.7%

14

9.7%

1

2.0%

1

6.5%

7

10.0%

82

8.8%

32

8.5%

6

4.0%

4

15.4%

-

-

6

8.2%

77

8.4%

28

7.5%

12

8.2%

1

4.0%

7

46.3%

8

11.5%

65

7.1%

20

5.2%

12

8.2%

5

17.4%

1

6.5%

8

11.0%

48

5.2%

15

3.9%

11

7.6%

1

2.0%

1

3.3%

4

5.8%

73

7.9%

43

11.5%

7

4.6%

1

4.0%

-

-

2

3.0%

45

4.9%

14

3.6%

11

7.6%

-

-

1

3.3%

3

3.7%

31

3.3%

9

2.3%

6

4.1%

-

-

-

-

1

0.7%

62

6.7%

29

7.6%

8

5.6%

2

6.0%

-

-

9

12.3%

88

9.5%

35

9.3%

19

13.1%

-

-

-

-

7

10.0%

2

0.2%

-

-

-

-

-

-

-

-

-

-


Table 6: Reasons for Satisfaction Rating by County -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Get information

needed

Traffic conditions

information

Convenient

Easy to use

Voice activation

Quick

Great service

Accurate info

Useful/detailed/qua-

lity info

Timely info

Helps with planning

trip

Other positive

Inaccurate/ did not

get info needed

Expand features &

scope of service

Other negative

Other neutral

DK/NA

922

88

112

48

7

37

321

34.8%

39

44.0%

35

31.5%

17

35.9%

2

32.7%

20

52.7%

168

18.2%

19

21.9%

16

14.1%

16

33.3%

5

72.3%

7

18.6%

161

17.5%

19

21.7%

11

10.1%

10

20.6%

1

6.9%

6

16.2%

158

17.1%

8

9.3%

18

16.2%

11

22.5%

-

-

3

9.3%

158

17.2%

15

17.0%

13

11.3%

14

28.7%

1

6.9%

9

23.8%

142

15.4%

12

13.2%

15

13.4%

9

19.6%

-

-

1

1.4%

98

10.6%

6

7.1%

7

5.9%

3

7.2%

1

6.9%

7

18.6%

82

8.8%

10

11.0%

16

14.0%

3

6.2%

1

13.9%

5

13.5%

77

8.4%

3

3.5%

8

7.2%

6

13.4%

-

-

3

9.3%

65

7.1%

7

7.7%

7

6.4%

1

2.2%

2

32.7%

3

9.3%

48

5.2%

6

6.3%

10

8.9%

1

1.1%

1

6.9%

1

1.4%

73

7.9%

7

7.9%

7

6.4%

-

-

2

32.7%

3

9.3%

45

4.9%

4

4.1%

9

7.6%

3

6.2%

-

-

2

5.5%

31

3.3%

7

7.9%

6

5.0%

2

5.1%

-

-

1

1.4%

62

6.7%

4

4.5%

10

8.6%

-

-

-

-

2

5.5%

88

9.5%

8

9.1%

15

13.7%

2

5.1%

1

6.9%

1

1.4%

2

0.2%

1

0.6%

1

0.9%

-

-

-

-

-

-


Q5. 
In general why did you give the 511 service an overall rating of dissatisfied?
Table 7: Reasons for Dissatisfaction Rating by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

San Mateo

County

Could not get

needed info

Inaccurate/not

specific enough info

Voice recognition

problems

Navigation

problems

Takes too long

Prefer live person or

touch tone

Confusing/

complicated

Bad customer

service from PTA

Can't skip options

Other

94

54

13

4

27

28.5%

15

28.5%

5

41.5%

2

61.1%

21

22.3%

7

13.9%

1

8.0%

1

13.0%

12

13.1%

7

13.2%

2

11.9%

1

25.9%

11

11.7%

10

19.4%

1

4.0%

-

-

10

10.2%

5

8.4%

5

34.7%

-

-

6

6.6%

3

4.8%

3

19.9%

-

-

6

6.3%

5

10.1%

1

4.0%

-

-

5

4.8%

3

5.5%

1

4.0%

-

-

3

3.7%

3

5.5%

-

-

-

-

10

11.2%

4

7.4%

1

8.0%

1

13.0%


Table 8: Reasons for Dissatisfaction Rating by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Could not get

needed info

Inaccurate/not

specific enough info

Voice recognition

problems

Navigation

problems

Takes too long

Prefer live person or

touch tone

Confusing/

complicated

Bad customer

service from PTA

Can't skip options

Other

94

5

5

5

2

5

27

28.5%

1

10.3%

-

-

1

9.6%

-

-

2

45.2%

21

22.3%

3

69.1%

3

77.1%

2

45.2%

2

100.0%

-

-

12

13.1%

1

20.6%

1

22.9%

-

-

-

-

1

9.6%

11

11.7%

-

-

-

-

-

-

-

-

-

-

10

10.2%

1

10.3%

-

-

-

-

-

-

-

-

6

6.6%

-

-

1

11.5%

-

-

-

-

1

9.6%

6

6.3%

-

-

-

-

-

-

-

-

-

-

5

4.8%

1

10.3%

1

11.5%

-

-

-

-

-

-

3

3.7%

-

-

1

11.5%

-

-

-

-

-

-

10

11.2%

-

-

-

-

2

45.2%

-

-

2

45.2%
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Could not get

needed info

Inaccurate/not

specific enough info

Voice recognition

problems

Navigation

problems

Takes too long

Prefer live person or

touch tone

Confusing/

complicated

Bad customer

service from PTA

Can't skip options

Other

94

5

5

5

2

5

27

28.5%

1

10.3%

-

-

1

9.6%

-

-

2

45.2%

21

22.3%

3

69.1%

3

77.1%

2

45.2%

2

100.0%

-

-

12

13.1%

1

20.6%

1

22.9%

-

-

-

-

1

9.6%

11

11.7%

-

-

-

-

-

-

-

-

-

-

10

10.2%

1

10.3%

-

-

-

-

-

-

-

-

6

6.6%

-

-

1

11.5%

-

-

-

-

1

9.6%

6

6.3%

-

-

-

-

-

-

-

-

-

-

5

4.8%

1

10.3%

1

11.5%

-

-

-

-

-

-

3

3.7%

-

-

1

11.5%

-

-

-

-

-

-

10

11.2%

-

-

-

-

2

45.2%

-

-

2

45.2%


Q11. Please think about your experience using the 511 system. I am going to describe seven different features of the system, and I would of us that if like you to tell me if you are satisfied or dissatisfied with each one. Here is the first one: (GET ANSWER, THEN ASK): Would that be very (satisfied/ dissatisfied) or somewhat (satisfied/ dissatisfied)?
Table 9: Satisfaction with Response Time of 511 to Voice Commands by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

Refused

1019

431

157

26

16

73

801

78.6%

315

73.0%

125

79.8%

21

80.6%

15

96.7%

61

83.5%

148

14.5%

66

15.4%

24

15.1%

5

19.4%

1

3.3%

11

15.1%

27

2.7%

19

4.4%

3

2.0%

-

-

-

-

1

1.4%

38

3.7%

29

6.8%

4

2.5%

-

-

-

-

-

-

5

0.4%

2

0.4%

1

0.3%

-

-

-

-

-

-

1

0.1%

-

-

1

0.3%

-

-

-

-

-

-


Table 10: Satisfaction with Response Time of 511 to Voice Commands by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

Refused

1019

93

117

53

10

43

801

78.6%

73

78.7%

100

85.6%

51

95.2%

7

71.6%

32

75.6%

148

14.5%

15

16.4%

11

9.6%

2

3.9%

2

23.4%

10

23.2%

27

2.7%

2

1.7%

2

1.8%

-

-

1

5.0%

-

-

38

3.7%

3

3.2%

1

0.9%

1

1.0%

-

-

1

1.2%

5

0.4%

-

-

2

2.1%

-

-

-

-

-

-

1

0.1%

-

-

-

-

-

-

-

-

-

-


Table 11: Satisfaction with Overall Ease-of-use of Whether I System by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

782

76.7%

69

74.0%

87

75.0%

48

88.9%

9

90.1%

32

74.4%

167

16.4%

22

23.7%

28

23.7%

6

11.1%

1

9.9%

5

10.6%

36

3.5%

2

1.7%

2

1.3%

-

-

-

-

3

8.1%

33

3.2%

1

0.6%

-

-

-

-

-

-

2

5.7%

2

0.2%

-

-

-

-

-

-

-

-

1

1.2%


Table 12: Satisfaction with Overall Ease-of-use of 511 System by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

799

78.4%

304

70.6%

133

84.9%

25

98.0%

12

78.0%

66

89.6%

166

16.3%

93

21.5%

17

10.6%

1

2.0%

3

22.0%

8

10.4%

27

2.6%

19

4.4%

2

1.3%

-

-

-

-

-

-

21

2.1%

12

2.8%

5

3.2%

-

-

-

-

-

-

6

0.6%

3

0.7%

-

-

-

-

-

-

-

-


Table 13: Satisfaction with Effort Needed to Learn to Use System by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

799

78.4%

304

70.6%

133

84.9%

25

98.0%

12

78.0%

66

89.6%

166

16.3%

93

21.5%

17

10.6%

1

2.0%

3

22.0%

8

10.4%

27

2.6%

19

4.4%

2

1.3%

-

-

-

-

-

-

21

2.1%

12

2.8%

5

3.2%

-

-

-

-

-

-

6

0.6%

3

0.7%

-

-

-

-

-

-

-

-


Table 14:  Satisfaction with Effort Needed to Learn to Use System by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

799

78.4%

77

82.8%

90

76.9%

47

88.0%

10

95.0%

34

80.1%

166

16.3%

14

15.0%

22

18.8%

6

11.1%

1

5.0%

3

7.3%

27

2.6%

2

1.7%

2

1.3%

-

-

-

-

2

5.7%

21

2.1%

1

0.6%

1

0.9%

-

-

-

-

2

5.7%

6

0.6%

-

-

2

2.1%

1

1.0%

-

-

1

1.2%


Table 15: Satisfaction with Systems Ability to Understand Voice Commands by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

689

67.6%

269

62.4%

112

71.1%

22

84.6%

15

93.5%

49

66.9%

224

21.9%

106

24.7%

29

18.6%

3

13.4%

1

6.5%

19

26.2%

64

6.3%

30

6.9%

10

6.1%

1

2.0%

-

-

5

6.1%

39

3.9%

25

5.8%

7

4.2%

-

-

-

-

1

0.7%

3

0.3%

1

0.2%

-

-

-

-

-

-

-

-


Table 16: Satisfaction with Systems Ability to Understand Voice Commands by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

689

67.6%

59

63.6%

80

68.6%

47

87.7%

7

66.7%

30

69.6%

224

21.9%

22

23.9%

26

22.3%

6

10.4%

1

5.0%

10

23.5%

64

6.3%

5

5.6%

9

7.3%

1

1.0%

3

28.4%

2

5.7%

39

3.9%

4

4.3%

2

1.8%

1

1.0%

-

-

1

1.2%

3

0.3%

2

2.6%

-

-

-

-

-

-

-

-


Table 17: Satisfaction with Accuracy of Information by County of Origin -- Tier A
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Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

575

56.4%

250

58.1%

84

53.6%

18

69.1%

6

37.4%

39

53.6%

239

23.5%

102

23.7%

27

17.3%

5

19.4%

5

28.5%

25

33.6%

32

3.1%

16

3.6%

3

1.9%

-

-

1

3.3%

3

4.7%

26

2.6%

13

2.9%

5

3.2%

-

-

-

-

1

0.7%

147

14.4%

50

11.7%

38

24.0%

3

11.4%

5

30.8%

5

7.4%


Table 18: Satisfaction with Accuracy of Information by County of Origin -- Tier B
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Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

575

56.4%

49

52.4%

63

54.1%

36

66.8%

7

66.7%

23

54.5%

239

23.5%

31

33.2%

29

24.8%

6

10.4%

1

9.9%

9

21.5%

32

3.1%

3

3.3%

1

0.9%

2

4.6%

2

23.4%

-

-

26

2.6%

3

3.2%

3

2.5%

2

4.6%

-

-

-

-

147

14.4%

7

7.9%

21

17.7%

7

13.7%

-

-

10

24.1%


Table 19: Satisfaction with Usefulness of Information by County of Origin -- Tier A
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Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

744

73.1%

293

67.9%

116

74.0%

25

98.0%

13

81.3%

52

70.7%

200

19.7%

95

22.1%

32

20.5%

1

2.0%

2

15.4%

17

23.2%

17

1.6%

10

2.3%

2

1.0%

-

-

1

3.3%

3

4.7%

39

3.8%

22

5.2%

5

2.9%

-

-

-

-

1

0.7%

19

1.8%

11

2.5%

2

1.6%

-

-

-

-

1

0.7%


Table 20: Satisfaction with Usefulness of Information by County of Origin -- Tier B
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Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

744

73.1%

63

67.6%

97

83.0%

43

79.8%

10

95.0%

33

77.7%

200

19.7%

23

24.9%

17

14.4%

6

11.1%

1

5.0%

7

15.4%

17

1.6%

1

0.6%

-

-

-

-

-

-

1

1.2%

39

3.8%

4

4.3%

3

2.5%

5

9.1%

-

-

-

-

19

1.8%

2

2.6%

-

-

-

-

-

-

2

5.7%


Table 21: Satisfaction with Types of Information Available by County of Origin -- Tier A
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Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

431

157

26

16

73

687

67.4%

297

69.0%

98

62.7%

21

82.6%

10

65.9%

50

68.7%

247

24.2%

98

22.8%

40

25.3%

4

15.4%

5

34.1%

19

25.8%

31

3.1%

16

3.7%

9

6.0%

-

-

-

-

-

-

22

2.2%

10

2.4%

4

2.5%

1

2.0%

-

-

-

-

33

3.2%

9

2.1%

5

3.4%

-

-

-

-

4

5.4%


Table 22: Satisfaction with Types of Information Available by County of Origin -- Tier B
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Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

93

117

53

10

43

687

67.4%

63

67.5%

68

58.4%

42

77.8%

7

71.6%

29

67.5%

247

24.2%

19

20.7%

43

36.8%

5

8.4%

1

5.0%

13

30.1%

31

3.1%

5

5.8%

1

0.4%

-

-

-

-

-

-

22

2.2%

2

1.7%

3

2.5%

2

4.6%

-

-

-

-

33

3.2%

4

4.3%

2

1.8%

5

9.1%

2

23.4%

1

2.4%


Qi.
 Is this your first time using 511?

Table 23: First Time Versus Multiple Times User by County of Origin -- Tier A
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Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Yes

No

1019

431

157

26

16

73

623

61.1%

257

59.6%

105

67.0%

17

66.0%

12

77.1%

37

49.9%

396

38.9%

174

40.4%

52

33.0%

9

34.0%

4

22.9%

37

50.1%


Table 24: First Time Versus Multiple Times User by County of Origin -- Tier B
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Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Yes

No

1019

93

117

53

10

43

623

61.1%

49

52.6%

68

58.7%

42

77.7%

7

70.2%

29

68.5%

396

38.9%

44

47.4%

48

41.3%

12

22.3%

3

29.8%

13

31.5%


Q1 and Q2 Combined: Q1 Prior to this call, when did you last use the 511 service? Q2 When was the last time you used the 511 service?

Table 25: Last Used the 511 Service by County of Origin -- Tier A
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Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Today

1 day ago

2 days ago

3 days ago

4 days ago

5 days ago

6 days ago

7 days ago

1 to 2 weeks ago

2 to 3 weeks ago

Greater than 3

weeks ago

390

171

50

9

4

36

72

18.5%

36

20.9%

5

10.3%

2

23.5%

1

28.6%

7

20.0%

79

20.2%

33

19.4%

11

22.7%

1

11.8%

1

14.3%

7

18.6%

38

9.8%

13

7.6%

4

8.2%

3

29.4%

1

28.6%

3

8.6%

22

5.6%

10

5.8%

4

8.2%

-

-

-

-

2

4.3%

19

4.8%

5

3.0%

2

4.1%

1

11.8%

1

14.3%

3

7.1%

15

3.9%

7

4.2%

1

2.1%

1

5.9%

1

14.3%

1

2.9%

8

2.0%

3

1.5%

1

1.0%

-

-

-

-

1

1.4%

37

9.4%

17

9.7%

6

11.3%

-

-

-

-

2

5.7%

36

9.2%

17

10.0%

5

9.3%

1

11.8%

-

-

4

10.0%

23

6.0%

11

6.7%

2

3.1%

1

5.9%

-

-

3

8.6%

41

10.6%

19

11.2%

10

19.6%

-

-

-

-

5

12.9%


Table 26: Last Used the 511 Service by County of Origin -- Tier B
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Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Today

1 day ago

2 days ago

3 days ago

4 days ago

5 days ago

6 days ago

7 days ago

1 to 2 weeks ago

2 to 3 weeks ago

Greater than 3

weeks ago

390

44

48

12

3

13

72

18.5%

8

17.9%

8

17.4%

2

13.0%

1

33.3%

2

15.4%

79

20.2%

8

19.0%

12

26.1%

2

17.4%

1

16.7%

3

19.2%

38

9.8%

6

14.3%

5

9.8%

2

13.0%

-

-

2

15.4%

22

5.6%

2

4.8%

1

1.1%

1

8.7%

1

16.7%

2

15.4%

19

4.8%

2

4.8%

4

7.6%

1

8.7%

-

-

1

3.8%

15

3.9%

3

7.1%

2

3.3%

-

-

-

-

-

-

8

2.0%

1

2.4%

2

4.3%

1

4.3%

-

-

1

3.8%

37

9.4%

4

8.3%

6

12.0%

2

13.0%

1

16.7%

1

7.7%

36

9.2%

5

11.9%

3

5.4%

1

4.3%

-

-

1

7.7%

23

6.0%

3

6.0%

2

3.3%

1

8.7%

1

16.7%

1

7.7%

41

10.6%

2

3.6%

5

9.8%

1

8.7%

-

-

1

3.8%


Q8 Approximately how often do you use the 511 service?

Table 27: Frequency of Use by County of Origin -- Tier A 
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QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

More than once a

day

Every day

4-6 days a week

2-3 days a week

Once a week

2-3 times a month

Once a month

Less than once a

month

Other

DK/NA

Refused

396

174

52

9

4

37

10.7%

9.8%

6.0%

23.5%

-

12.7%

7.9%

6.8%

8.0%

5.9%

-

7.0%

12.0%

9.8%

9.0%

23.5%

14.3%

12.7%

24.0%

21.4%

24.0%

17.6%

85.7%

26.8%

13.9%

12.8%

15.0%

11.8%

-

11.3%

14.4%

18.2%

16.0%

5.9%

-

16.9%

7.7%

8.6%

9.0%

-

-

8.5%

6.2%

8.3%

9.0%

-

-

2.8%

1.7%

2.1%

2.0%

5.9%

-

-

1.4%

2.1%

1.0%

5.9%

-

1.4%

0.1%

-

1.0%

-

-

-


Table 28: Frequency of Use by County of Origin -- Tier B
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QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

More than once a

day

Every day

4-6 days a week

2-3 days a week

Once a week

2-3 times a month

Once a month

Less than once a

month

Other

DK/NA

Refused

396

44

48

12

3

13

10.7%

12.9%

14.0%

8.7%

33.3%

7.7%

7.9%

14.1%

8.6%

-

16.7%

7.7%

12.0%

14.1%

17.2%

21.7%

16.7%

7.7%

24.0%

24.7%

25.8%

34.8%

-

23.1%

13.9%

15.3%

15.1%

21.7%

16.7%

19.2%

14.4%

11.8%

5.4%

8.7%

-

11.5%

7.7%

3.5%

9.7%

4.3%

-

7.7%

6.2%

3.5%

4.3%

-

-

3.8%

1.7%

-

-

-

16.7%

7.7%

1.4%

-

-

-

-

3.8%

0.1%

-

-

-

-

-


Q6 and Q9 Combined: Q6 What was the primary type of information you were looking for when you last called 511? Q9 What was the primary type of information you were looking for when you called 511 today?

Table 29: Primary Type of Information Sought from 511 Service by County of Origin -- Tier A
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Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Traffic conditions

Public transit

information

Traffic congestion

Other

1019

431

157

26

16

73

395

38.8%

122

28.4%

57

36.1%

10

38.3%

10

62.6%

40

55.0%

349

34.2%

232

53.9%

44

27.9%

4

15.4%

-

-

9

11.6%

296

29.1%

82

19.1%

59

37.6%

13

48.3%

6

40.7%

31

42.8%

50

4.9%

27

6.2%

11

7.2%

-

-

-

-

-

-


Table 30: Primary Type of Information Sought from 511 Service by County of Origin -- Tier B
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Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Traffic

Public Transit

Carpool or Vanpool

Bicycling

Other

1019

93

117

53

10

43

663

65.0%

85

91.4%

92

79.1%

40

75.2%

10

95.0%

24

55.2%

354

34.8%

7

8.0%

22

19.2%

11

20.2%

1

5.0%

19

44.8%

21

2.1%

1

0.6%

1

0.4%

2

4.6%

-

-

-

-

6

0.6%

-

-

2

2.1%

-

-

-

-

1

1.2%

17

1.7%

1

0.6%

2

2.1%

2

4.6%

-

-

-

-


  Q7 and Q10 Combined: Q7 Did you get the information that you needed when you last called 511? Q10 Did you get the information that you needed when you called 51 today?

Table 31: Received Information Needed on Last Call by County of Origin -- Tier A
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QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Yes

No

DK/NA

1019

431

157

26

16

73

836

82.0%

334

77.4%

135

86.4%

25

98.0%

15

96.7%

66

89.8%

147

14.4%

78

18.2%

14

9.0%

-

-

1

3.3%

7

10.2%

36

3.6%

19

4.3%

7

4.7%

1

2.0%

-

-

-

-


Table 32: Received Information Needed on Last Call by County of Origin -- Tier B
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QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Yes

No

DK/NA

1019

93

117

53

10

43

836

82.0%

74

79.2%

102

87.2%

35

66.1%

10

100.0%

39

91.9%

147

14.4%

14

15.5%

13

10.7%

16

29.4%

-

-

3

8.1%

36

3.6%

5

5.3%

2

2.1%

2

4.6%

-

-

-

-


Q12. Please think about your MOST recent call to 511. Did the information you receive cause you to change your travel plans or actions?
Table 33: 511 Influences Travel Plans by County of Origin -- Tier A 
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QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Yes

No

DK/NA

Refused

396

174

52

9

4

37

34.8%

31.5%

29.0%

52.9%

28.6%

45.1%

63.4%

66.7%

67.0%

47.1%

71.4%

53.5%

1.7%

1.8%

4.0%

-

-

1.4%

0.1%

-

-

-

-

-


Table 34: 511 Influences Travel Plans by County Origin -- Tier B
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QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Yes

No

DK/NA

Refused

396

44

48

12

3

13

34.8%

38.8%

43.0%

34.8%

50.0%

15.4%

63.4%

61.2%

55.9%

60.9%

50.0%

80.8%

1.7%

-

-

4.3%

-

3.8%

0.1%

-

1.1%

-

-

-


Q13. Are you very likely, somewhat likely, somewhat unlikely or very unlikely to call 511 again?
Table 35: Likelihood of Calling 511 Again by County of Origin -- Tier A
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QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Very likely

Somewhat likely

Somewhat unlikely

Very unlikely

Refused

DK/NA

1019

431

157

26

16

73

87.1%

82.3%

86.0%

90.6%

100.0%

88.6%

9.7%

12.8%

9.2%

9.4%

-

11.4%

0.9%

2.1%

0.3%

-

-

-

1.7%

2.5%

2.9%

-

-

-

0.5%

0.1%

1.6%

-

-

-

0.1%

0.1%

-

-

-

-


Table 36: Likelihood Calling 511 Again by County of Origin -- Tier B

[image: image38.wmf] 

Base

 

 

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Very likely

Somewhat likely

Somewhat unlikely

Very unlikely

Refused

DK/NA

1019

93

117

53

10

43

87.1%

92.0%

94.9%

90.9%

95.0%

91.9%

9.7%

4.3%

4.6%

9.1%

5.0%

8.1%

0.9%

-

-

-

-

-

1.7%

1.1%

0.4%

-

-

-

0.5%

2.6%

-

-

-

-

0.1%

-

-

-

-

-



Q14. Is there anything else you would like to tell us about your experience with 511?

Table 37: General Feedback on Experience with 511 by County of Origin -- Tier A

[image: image39.wmf] 

Base

 

Overall

QA&C County of Origin

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Good information

Convenient, quick &

easy

Valuable/ useful

service

Expand features &

scope of service

Other positive

Other negative

Other neutral

No other comment

1019

431

157

26

16

73

4.0%

5.8%

3.8%

-

-

0.7%

5.2%

6.8%

0.7%

11.4%

15.4%

4.7%

17.3%

16.1%

16.0%

15.4%

18.7%

18.1%

13.3%

9.7%

12.4%

15.4%

18.7%

13.0%

6.5%

5.5%

9.0%

6.0%

-

7.6%

12.2%

12.5%

10.9%

9.4%

-

11.8%

10.0%

11.0%

7.6%

6.0%

-

2.1%

44.0%

45.5%

49.7%

42.3%

47.2%

55.6%


Table 38: General Feedback on Experience with 511 by County of Origin -- Tier B
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Base

 

Overall

QA&C County of Origin

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Good information

Convenient, quick &

easy

Valuable/ useful

service

Expand features &

scope of service

Other positive

Other negative

Other neutral

No other comment

1019

93

117

53

10

43

4.0%

3.2%

3.4%

5.5%

-

-

5.2%

3.2%

2.2%

5.5%

46.8%

-

17.3%

21.1%

18.0%

16.6%

28.4%

20.8%

13.3%

22.8%

21.3%

13.0%

33.3%

3.6%

6.5%

6.0%

8.2%

2.9%

-

11.4%

12.2%

17.8%

12.1%

7.5%

9.9%

16.3%

10.0%

9.2%

10.3%

24.8%

-

13.8%

44.0%

36.3%

36.5%

33.5%

33.3%

41.0%
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